Cudn Kinh Thanh vé chién lugc - Cudn sach quang céo c6 anh huéng nhat timg dugc xuét ban
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Choi tro dinh vi
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Pinh vi (Positioning) da dat dwgc thanh cong vang doi va tré thanh tw
clra miéng cua gidi quang cao va tiép thi khap noi trén thé gidi.

Nhung thanh céng cua khai niém nay lai vo tinh day Trout va Ries tir dia
hat quang cdo sang dia hat chién lwgc tiép thi.

Thé r6i héa ra khach hang khong can cac hang quang cdo phéi “c6 dau
6c chién lwgc” ma can “sy sang tao” @ ho. Khach hang sé tu lo viéc dinh vi.

Mac ké thoi. Chung t6i da trd thanh cac nha hoach dinh chién lwgc tiép
thi va khong bao gio hoi han vé quyét dinh dé.

Du ho 1a ai di nita.
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L.01i ngo

Khai niém “dinh vi” (positioning) ra doi nam 1969, dugc pho bién nam
1981 qua cudn sach Dinh vi: cubc chién gianh tdm tri khdch hang cta hai
bac thay marketing Al Ries va Jack Trout, dong thoi cling 1a nhitng nguoi
da khai sinh ra khai niém nay, da lam thay doi han tw duy cta gidi quang
cao va tiép thi trén khap thé gigi. Cudn Dinh vi néu 1én mdt phwong thirc
ma&i mé, gitp ban thiét 1ap dwgc mot “vi tri” chac chan trong tam tri khach
hang — mot vi tri phan anh ding diém manh-diém yéu cua ban cling nhw
ctia cac doi tha. Mot s6 nhitng diém chinh dwgc ban dén trong cudn sach
bao gom:

e Cach kién tao va xac dinh vi tri thwong hiéu dau nganh sao cho tén va
thong diép cua thwong hiéu lot dugc vao trong tam tri khach hang va
dé lai dau an trong do.

e Cach dinh vi mot thwong hiéu xudt hién sau, gitip thwong hiéu chiém
dwgc mot vi tri “ngach” ma thwong hiéu dan dau chwa tiép can dugc.

e Cach st dung cac ky thuat quang cdo hang dau dé chiém duwgc thi
phan 16n trén thi treong, dong thoi pho quat héa thuwong hiéu cia ban.

e Cach xay dung chién lwgc riéng dua trén diém yéu cia cac doi thu.
e Cach tan dung vi tri hién tai ctia thuwong hiéu dé dat hiéu qua cao nhat.

e Cach chon tén phu hop cho san pham cua ban.

Mot diém hdp dan nita cta cudn sach la cac tac gia khong trinh bay ly
thuyét khé khan ma long ghép vao d6 v6 van nhitng vi du thuyc té, song
dong, dong thoi phan tich nhitng hién twgng thanh cong hay that bai dién
hinh trong lich st quang cdo, qua do gitp ching ta hiéu rd van dé hon.

Song gia tri ctia cudn sach khong chi gidi han & thé gidi quang cao va
tiép thi ndi riéng. Nhitng nguyén tac dinh vi trong sach con c6 thé ap dung
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trén moi mat cta xa hoi, tir chinh tri, quan sw, cho dén ca nhan. Vi thé, day
la cuén sach thiét thue va dang doc cho téat ca nhitng ai quan tam dén truyén
thong ndi chung.

Sabeco tran trong gidi thiéu t6i ban ban tiéng Viét ctia cuon sach dinh
dam nay v6i mong muoén dwa khai niém nay dén gan hon vGi doc gia trong
nuéc.
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L.oi gidi thieu

Doc gid thdn mén,

Khai niém Positioning (Pinh vi) lan dau tién duwgc gidi thiéu béi chuyén
gia chién lwgc marketing ngudi My la Jack Trout qua mot bai viét dang trén
tap chi Industrial Marketing nam 1969. Sau do, Jack Trout cung vai Al
Ries phat trién khai niém nay trong cudn sach Binh vi thuong hiéu - cuéc
chién trong tam tri khach hang xudt ban nam 1981, va ké tir d6 dinh vi da
lam thay d6i han phwong thitc marketing truyén thong va di vao cudc song
cua cac doanh nghiép.

Ai nén doc cudn sach nay?

Pau tién la cac giam doc doanh nghiép, nhitng vi tong tw 1énh dich thyc
trong thoi binh. Bat ké nganh nghé, bat ké quy mo6 va bat ké loai hinh
doanh nghiép. Tat ca déu chiu chung mot thach thitc khoc liét: lam thé nao
dé khach hang nhé dén thuwong hiéu/ san pham cia minh dau tién, yéu thich
nhat va mua thwong xuyén.

Trong mot nganh nghé c6 bao nhiéu doanh nghiép tham gia canh tranh?
Hang chuc, hang tram hodc hang ngan, hang chuc ngan. R4t nhiéu. Khach
hang nhé duwgc bao nhiéu tén thwong hiéu trong mot nganh nghé? Theo ly
thuyét vé “thang dinh vi” cia Al Ries & Jack Trout, thong thwong chi c6 ba
tén thuwong hiéu dwgc nhac dén ma thoi. Qua it.

Cha thé ma céc tac gia da dat tén cho cudn sach la Cudc chién trong tam
tri khach hang. Béan than tv “cudc chién” da noi 1én sw khoc liét roi. Cude
chién vé nhan thitc con cam go gap boi. Ban biét r6i ddy. Khach hang ngay
nay tinh nhay, nhiéu lwa chon va khé tinh biét chitng nao. D€ gitip doanh
nghiép c6 duwgc mot chd ditng trong ngan tri nhé chat hep cia ho, cac tac
gid da duc két hang loat quy luat vé nhan thitc va tam ly hanh vi rat hitu
ich. Toi tin rang néu cac cha doanh nghiép danh chat thoi gian quy bau cta
ho doc nhitng vi du that bai cling nhw thanh céng trong cudn sach ho sé
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hiéu va chia sé nhiéu hon véi nhitng vi twéng than can cua ho la cac giam
doc marketing va giam doc thuong hiéu.

Do6i v6i nhitng chién binh trén mat tran marketing nay, day ding la cuén
“kinh thanh” vé nhiéu mat.

Ho sé hiéu rang thuc té chwa chac da la thuc té. Nhan thitc cua khach
hang méi la thyce té. Day la 1y do tai sao xe Lexus vugt qua hang loat tén
tudi xe sang ltrng danh ctia Pirc dé dwoc xem la chiéc xe sang trong nhat.

Ho sé hiéu rang dinh vi khong phadi la tao ra nhitng cai méi ma la t6i wu
hoa nhitng gi da c6 trong tam tri ctia khach hang. Pay la 1y do tai sao New
Coke lai that bai tham hai.

Va ho sé hiéu rang c6 nhitng viéc twéng chirng nhw don gian nhw dat tén
thwong hiéu hay san pham lai cé thé quyét dinh dén sy thanh cong cua
doanh nghiép nhiéu dén thé. B4 la mot trong nhitng ly do tai sao bia
Heineken lai chiém giit va duy tri dwgc vi tri dan dau la bia nhap khau co
thi phan 16n nhat tai My.

Mot ly do dang gia khac nén doc cudn sach nay chinh la tiv chinh Al Ries
& Jack Trout. Hai 6ng da ndi danh véi hang loat dau sach dugc yéu thich
khac nhw 22 quy luat marketing, 22 quy ludt xdy dung thuong hiéu va Cugc
chién phong hop (Al Ries viét cung con gai Laura Ries), Khdc biét hay la
chét (Jack Trout), Tdp trung dé khdc biét (Al Ries). Toi khong c6 y néi vé
kién thitc uyén tham cua ho vé chién lwgc thwong hiéu von da dugc gidi
marketing khap thé gidi biét dén rong rai. T6i thich phong cach viét ngan
gon va c6 dong vé hanh van cua hai tac gid. Cha yéu ban sé bat gap nhitng
cau don. Ké ca nhitng cau phitc hai ménh dé thi bao gio cling chi cé6 mot y.
Truc dién va trong sang vé y twong. Ban hau nhw khong phai nhiu may tw
héi minh liéu cé hiéu y tac gid hay khong. Ho c6 kha nang don gian hoa
nhitng van dé hoc thuat dé phu hgp véi nhiéu doi twong ban doc von rat
khac nhau vé kién thitc vé marketing. Nhitng diéu nay giip ban c6 cam
giac hitng thi muén doc dén hét cudn sach tir ngay nhitng trang dat van de
dau tién.
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T6i tin rang nhitng kién thitc quy bau diic két tir cuon sach nay sé cuc ky
hitu ich cho cac cht doanh nghiép va nhitng nguwoi lam nghé marketing tai
Viét Nam. Ngay ban than t6i lam lau nam trong nganh tw van thwong hiéu
cling van thuvong xuyén nho cady dén nhitng trang trong cuén “Kinh thanh
vé marketing” nay trong nhiéu tinh huong cu thé. Vi nhiéu khi hiéu qua xay
dung thwong hiéu nam & kha nang van dung nhitng quy luat vén da trd
thanh bat bién. Nhitng quy luat da dugc duic két tir nhitng sai lam dau dén
cta rat nhiéu thuwong hiéu trén thé gidi.

Cam on Al Ries & Jack Trout da viét mot cuon sach tuyét voi nhu vay.

Nguyen Ditc Son
Gidm dbc Chién lugc thuong hiéu Richard Moore Associates. Pong sdng
ldp hoc vién Sage
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M@ dau
“Van dé ¢ day 1a ching ta thét bai trong viéc truyén dat théng tin.”

Pa bao nhiéu lan ban nghe thdy cau néi qua doi quen thudc nay roi?
“That bai trong viéc truyén dat thong tin” la nguyén nhan s6 mot va pho
bién nhét van dwgc dwa ra dé 1y giai cho nhitng rac rdi phat sinh.

Rac r6i trong kinh doanh, rac réi trong chinh quyén, rac réi trong lao
dong, rac roi trong hén nhan.

Nguwoi ta cho rang néu moi ngudi chiu bo thoi gian dé chia sé nhitng suy
nghi hay giai thich 1y do ctia minh thi nhiéu rac roi trén thé gidi sé ty nhién
bién mat. Duwong nhw ho tin rang chi can cac bén ngo6i xuong néi chuyén
v&i nhau thi bat ci¥ van dé nao ciing c6 thé giai quyét duoc.

ba chac gi!

Ngay nay, van deé lai chinh la ban than truyén thong. Ching ta da tr@
thanh xa@ h6i bi qua tai truyén thong dau tién trén thé gidi. Cit moi nam,
chung ta lai gti di nhiéu thong tin hon, nhung nhan veé it di.

Mot phuong thite truyén théng mai

Cudn sach nay ban vé mét phwong thitc truyén thong mdi, goi la dinh vi
(positioning). Phan 16n cac vi du minh hoa trong sach déu ldy tir hinh thitc
truyén thong kho nhat.

Quéng cdo. Mot hinh thite truyén thong khong dugce phia ngwdi nhén
danh gia cao. Do6i vdi s6 dong, quang cdo la thi chang ai can va chang ai
ra. Trong mot so tredng hop, né con la thit bi cam ghét nita.

Doi vGi nhiéu ngwoi trong gidi tri thitc, quang cdo dong nghia véi viéc
ban linh hén cho nwéc My dai doanh nghiép). Thuc khong dang dé nghién
cttu nghiém tac lam gi.

Bat chdp moi tai ti€éng, hodc cling c6 khi 1a nhd vao tai tiéng ay, dia hat
quang cao lai trd thanh co s@ thi nghiém tuyét voi cho moi ly thuyét truyén
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thong. Néu mat ly thuyét phat huy hiéu qua trong quang cdo, thi kha nang
cao la né c6 thé ap dung dugc trong chinh tri, ton gido, hay bat ci hoat
dong nao can t6i truyén thong dai ching.

Vi thé, hoan toan cé thé thay thé nhitng vi du trong cudn sach nay bang
nhitng vi du 1ay tr cac linh vire khac nhuw chinh tri, chién tranh, kinh doanh,
hay tham chi la tir nganh nghién cttu cach thitc hap dan ngudoi khac gidi.
Hodc bat ky hinh thitc hoat dong nao cta con nguwdi co lién quan dén viéc
tdc dong tGi tam tri ngwoi khac, tit quang ba cho mot chiéc xe, mét loai
nwdc uéng, moét dong may tinh, mot ng ctr vién, cho dén sy nghiép cda
ban than.

Dinh vi la khai niém da lam bién d6i ban chat cia quang cdo. Mot khai
niém don gian dén noi nguwoi ta khong nghi rang né cé sitc manh dén thé
nao.

Adolf Hitler da lam dinh vi. Ca Procter & Gamble ciing nhw bat ky chinh
tri gia thanh cong nao cling vay.

Khai niém dinh vi

DBinh vi bat dau véi mét sdn pham. Mot loai hang héa, mot dich vu, mot
cong ty, mot to chitc, hay tham chi la mot con nguwdi. Co6 thé 1a chinh ban
day.

Nhung dinh vi khong phai 1a nhitng gi ban lam d6i véi mdt san pham,
ma la nhitng gi ban lam dé tac dong vao tam tri khach hang tiém nang. Tic
la ban dat san pham vao mot vi tri trong dau ho.

Cho nén goi khai niém nay la “dinh vi san pham” (product positioning)
1a sai, vi thue chat ban khéng dung gi tdi chinh san pham ca.

No6i nhw thé khong cé nghia la dinh vi khéng tao ra thay doi gi. N6 cé
mang lai thay do6i. Nhung nhitng thay déi vé nhan madc, gid cd va bao bi
thuc ra hoan toan khéng phai 1a nhitng thay doi trong ban than san pham.

Vé thuc chat, do chi 1a nhitng thay doi bé ngoai, dwgc tao ra nham chiém
dwge mot vi tri dang gia trong tam tri khach hang tiém nang.
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Dinh vi cling la tv twéng dau tién gitp gidi quyét dugc van deé tao sy chu
y trong xa hoi qua tai truyén thong hién nay.

Dinh vi bat dau nhu thé nao?

Néu chi dung hai tir dé miéu td qua trinh phat trién ctia nganh quang céo
trong thap ky vira qua®, thi d6 chinh 1a “dinh vi”.

“Dinh vi” hién da tré thanh tir cita miéng ctia gidi quang cao va tiép thi,
khong chi & My ma con ¢ khap noi trén thé gidi.

Hau hét moi ngudi déu cho rang khai niém dinh vi ra doi t&t nam 1972
khi ching t6i viét loat bai mang tén The Positioning Era (tam dich: Ki
nguyén Dinh vi) cho to tap chi Advertising Age.

Ké tir do, ching téi da thyc hién trén 500 bai thuyét trinh vé dinh vi
tredc gidi quang cao & 16 quoc gia khac nhau trén toan thé gidi. Bong thoi,
ching t6i cling da trao tang 120.000 cudén cam nang nhé mau vang, trong
dé in lai cac bai viét da dang trén to Advertising Age.

DBinh vi da thyc s lam thay doi phuwong thitc quang cao ngay nay.

Trong chwong trinh quang cao trén dai phat thanh ctia hang ca phé
Sanka, ho théng bao: “Chung tbi 1a don vi cung cap ca phé 16n thit ba &
MS’I-”

Lén tht ba théi w? Chuyén quai quy gi da xdy dén vdi nhitng cau tw
quang cdo dwgc wa chudng ngay xwa nhuw “hang dau”, “to6t nhat”, “dep
nhat” vay?

Thoi cia quang cdo kiéu cti da mot di khong trd lai roi, va nhitng ti ngit
vwa dung trong thoi do cling vay. Ngay nay ban s€ gdp nhitng so sanh tuwong
do6i chit khéng phai tuyét doi nita.

“Avis chi la hang cho thué xe hoi ditng thit hai. Vay ban chon ching toi
lam gi? Vi chiing t6i no lwc hon.”

“Honeywell, mot cong ty may tinh khac”.

“Seven-Up: Khong phai cola®.”
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Doc Pai 16 Madison®), nhitng cau nhv thé dugc goi 1a cac khau hiéu
dinh vi. Dé viét nén ching, cadc nha quang cdo da bo cong bé cua dé nghién
cttu, tim ra cac vi tri, hay 16 hong, trén thi truong.

Nhung dinh vi con thu hit nhiéu méi quan tdm & cad bén ngoai Pai 10
Madison. Chuyén nay cting c6 ly do cua no.

Bat ctt ai cling c6 thé dung chién lwgc dinh vi dé dan dau trong van co
cudc doi. Hay hiéu nhw thé nay: néu ban khéng hiéu va khong st dung cac
nguyén tac cua chién lwgc nay thi doi thu ctia ban chac chan sé lam dwgc
diéu do.
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Ban chat dinh vi la gi?

Lam sao ma mot khai niém day tinh ép budc nhw dinh vij lai tré nén pho
bién dén vay trong mot linh vire von van noi tiéng vé sy sang tao?

Thuc ra, ¢ thé coi thap nién vira qua® 1a mot “hanh trinh tré vé thuc
tai” ciia nganh quang cao. Nhitng chang hiép sy trang® va nhitng miéng bit
mit den'”? d3 nhwong chd cho nhitng khéi niém dinh vi nhw cau quang cao
cta hang Lite Beer: “Moi tht ban ludn trong chd tit mdt cdc bia tuyét voi.
Va nhe hon.”®

Nén tho? C6. Nghé thuat? C6. Nhung dong thoi day cling la mot 101 gidi
thich ro rang, thang than vé tién dé cta dinh vi.

Ngay nay, muén thanh cong, ban phai lién hé vdi thue tai. Va cai thuce tai
quan trong nhat & day la nhitng gi da ton tai trong tam tri khach hang tiém
nang.

Viéc thyc hanh sang tao, viéc tao ra thit chwa xuat hién trong tam tri mot
nguoi dang ngay cang trd nén khé khan hon. Néu khong néi la bat kha.

Phuong thitc dinh vi, vé co ban, khong nham tao thém diéu gi m&i mé va
khac biét, ma nham tac dong tGi cai da ton tai san trong tam tri, noi lai
nhitng moi lién hé da co.

Thi trudng ngay nay khong con phdn @ng v6i nhitng chién lugc tirng
phat huy hiéu qud ngay trwdc nita, bgi thi truong gio cé qua nhiéu san
pham, qua nhiéu cong ty, va qua nhiéu tiéng on tiép thi.

Cau hoi thuwong duge dat ra nhat bay gio la: “Tai sao?” Tai sao lai can
phai c6 mot phwong thitc quang cdo va ti€p thi maGi?

Xa hoi qua tai truyén thong

Cau tra 10i 1a: Vi ching ta da va dang tré thanh mot xa hdi qua tai truyén
thong. Mic tiéu thu quang cdo binh quan dau nguwdi & My hién nay la
khoang 200 do-la/nam.
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Néu moi nam ban chi 1 triéu d6-la vao quang cdo, thi titc 1a ban dang dau
t vao moi ngudi tiéu dung maét khoi lwgng quang cao tri gia chwa day nira
xu, chia déu cho 365 ngay. Cung lic d6, ho con phai tiép nhan khoi lwgng
quang cao tri gia 200 do-la tr cac doanh nghiép khac.

Trong xa hdi qua tai truyén thong cua ching ta, néi vé tac dong cua
quang cao la mot cach théi phong qua mic hiéu qua tiém nang cta cac
thong diép quang cdo. D6 la mot quan diém tu bién t dién khong c6 moi
lién hé nao véi thuc té thi treong ca.

Trong khu ritng truyén thong dé, hy vong “ghi ban” duy nhat la phai kén
chon, phai tap trung vao cac muc tiéu hep, phai thwc hanh chién lwge phan
khtc thi tredng. No6i ngan gon 1a “dinh vi.”

Tam tri ching ta, trén cwong vi la phwong tién phong tha truedc khoi
lwgng truyén thong ngay nay, thwe hién viéc sang loc va tir chdi phan 1é6n
nhitng thong tin ma né duwgc mai chao. Nhin chung, né chi tié€p nhan nhitng
gi khép véi kién thitc hodc kinh nghiém san c6 cta ban than.

Hang triéu do-la da bi tiéu phi trong no Iyc thay do6i tdm tri con nguoi
bang quing cdo. Pau 6c con nguwoi mot khi da quyét dinh diéu gi thi gan
nhu khong thé thay doéi duwgc nita, nhat la véi mot lyc tdc dong yéu 6t nhw
quang céo. “Dirng hong ding thong tin dé lam t6i 16i tri. Y tdi dd quyét
r6i.” - d6 la thoi quen song ctia phan 16n moi nguwdi hién nay.

Ngudi ta c6 thé chiu ngoi yén nghe nhitng diéu ho chuwa biét. (Cho nén
“tin titc mAi” cling la mot cach quang cao hiéu qua.) Nhung khong ai chiu
dé nguoi khac néi rang minh sai cd. Thé nén, quang cdo ma tim cach thay
doi suy nghi ctia con ngwoi thi chi dan dén tham hoa ma thoi.

B0 ndo dugc toi gian

Trong xa hdi qua tai truyén thong, cong cu ty vé duy nhat ma con nguoi
c6 dugc la mot bo nao dugce toi gian hoa.

Chi khi nao loai ngudi chéi bé quy luat ty nhién rang mot ngay chi c6 24
gig, thi lic d6 ho méi tim cach nhoi thém thong tin vao dau.
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Pau 6c cia mot ngwoi binh thwong la mot miéng bot bién da sting nuwéc,
chi c6 thé hit thém thong tin khi day b6t ra ngoai nhitng théng tin da cé
san. Nhung ching ta van tiép tuc rét thém thong tin vao miéng bot bién da
no nuwdc, va roi that vong khi thong diép cua ching ta khong thdm dugc
vao.

Quéng cao di nhién méi chi la phan n6i cia tdng bang truyén thong.
Chuing ta con giao ti€p véi nhau theo nhiéu kiéu phitc tap hon. Va khoi
lwgng giao tiép con tang theo cap s6 nhan.

Cac phuong tién truyén thong tuy khong phai la théng diép, nhung
ching lai dnh huvdng manh mé dén thong diép. Phuong tién truyén thong
khong dong vai tro 1a mot hé thong truyén tin ma hoat dong giong mot bo
loc hon. Chi c6 mot phan rat nhé cta lwgng thong tin ban dau dong lai
trong tam tri nguwoi nhan.

Hon nita, ban chat ctia xa hoi qua tai truyén thong ciling tdc dong tdi
nhitng gi ma ching ta tiép nhan. Xa hdi nay cta ching ta phé bién nhitng
ngon ti hitu danh v6 thue, nghe thi kéu nhung khong c6 y nghia. Chwa ké
la chiing c6 dnh hwdng rat 16n.

Twr goc do ky thuat, ching ta c6 thé tang khoi lwgng truyén thong lén it
nhat 1a muwoi 1an so v6i hién nay. Nguwoi ta da n6i dén chuyén phat séng
truyén hinh true tiép tir vé tinh, va moi gia dinh c6 thé c6 t6i 50 kénh dé lya
chon.

Va con hon thé ntta. Texas Instruments vira ra mat bo nhé “bot tir”, mot
con chip c¢6 thé Ivu dugc téi 92.000 bit dit liéu. Nghia la nhiéu gap sau lan
so v6i bo nhd ban dan 16n nhat hién nay trén thi treong.

Tuyét qua. Nhung ai sé ché ra “bot t*” danh cho nao nguwoi day? Ai sé
giip khach hang tiém nang doi phé vGi dong thong tin dang ra sitc cong
pha dau 6c ho t6i noi ho chi con biét khéa van tiép nhan chat hon dé giam
thiéu lwvong thong tin dang 6 at bén ngoai? Ban than truyén thong hién gio
da tré thanh van dé cua chinh no.
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Thong diép dwoc toi gidn

Chién lwgc doi phé hiéu qua nhat trong xa hoi qua tai thong tin cua
chuing ta la to6i gian hoa thong diép.

Trong truyén thong, ciing nhw trong kién tric, quy & chat lwgng chw
khong quy & s6 lugng. Ban phdi mai diia thong diép ctia minh that sac bén
dé né c6 thé xuyén vao tam tri ngwdi nhan. Hay loai bé nhitng gi nhap
nhang t6i nghia, don gidn hda thong diép, roi tiép tuc gidn lwge ndé hon niva
néu ban muon tao nén mot an twong lau dai.

Nhitng ai song bang nghé truyén thong déu hiéu rd sy can thiét cta viéc
t0i gidn hda nay.

Gia st ban sap di gap mot vi chinh khach ma ban dang tim cach gitip o6ng
ta dac ctr. Chi trong nam phut dau tién, nhitng gi ma ban biét dugc vé “san
pham chinh tri” ctia minh sé con nhiéu hon nhitng gi ma mot ct tri thong
thwong biét dugc vé ong ta trong ndm nam tGi.

Vi lwgng thong tin vé (tng ¢t vién nay lot dugc vao trong dau cw tri it 6i
nhv vy, nén nhiém vu ctia ban & day khong phai la lam “truyén théng”
theo nghia thong thuong cua tw do.

Ma la sang loc. Ban phai lwa chon nhitng thong tin nao c6 kha nang
ngam sau nhat vao tam tri ct tri.

Yéu t6 khién thong diép cua ban that bai chinh la khoi lwgng théng tin
duwgc truyén théng. Ban phai hiéu dwgc ban chat van dé thi méGi cé thé tim
ra gidi phap.

Khi mu6n truyén thong vé nhitng wu diém ctia mot ng ct vién chinh tri
hay mot san pham, hay thdm chi chinh ban than ban, ban phai thay doi
hoan toan cach lam.

Pirng tim kiém gidi phap ti* bén trong san pham hay trong dau minh.
Hay tim kiém giai phap tir bén trong tam tri khach hang tiém nang.

No6i cach khac, dang nao thi cling chi c6 mot phan rat nho trong thong
diép cua ban lot dwgc vao tam tri ho, nén hay boé qua dau giti ma tap trung
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vao dau nhan. Hay tap trung vao nhan thitc cia khach hang tiém nang thay
vi hién trang cta san pham.

John Lindsay@ titng néi: “Trong chinh tri, nhan thitc chinh 1a hién
thue.” Trong quang cédo, kinh doanh va doi séng cling vay.

Vay con s that thi sao? Cac dit liéu thyrc té cia van dé thi thé nao?

Nhung, sy that la gi? Hién thyc khach quan la gi? Duwong nhv moi con
nguoi déu thyc 1ong tin rang ban than minh nam gi® chia khoéa cta sy that.
Vay khi noi veé sy that 1a chiing ta dang noéi vé s that nao? Ta néi theo quan
diém nhin tr trong ra hay tr ngoai vao?

Goc nhin khac nhau mang lai sy that khac nhau. Theo cau no6i cuia mot
thoi dai khac thi “Khach hang ludn ding”. Suy rong ra thi cau dy c6 nghia
la ngwdi ban hang/nha truyén thong ludn sai.

Co6 thé la tiéu cyc khi chdp nhan céi quan diém rang ngwoi giri thong tin
la sai con ngwoi nhan thong tin la dang. Nhung thuc sy, ban khong con lya
chon nao khac ca néu ban muon thong diép ctia minh dwoc tiép nhan vao
trong tam tri nguwoi khac.

Hon nita, ai dam noi rang quan diém nhin tir trong ra thi chinh xac hon
quan diém nhin ti* ngoai vao?

Bang cach lam ngugc lai, bang cach tap trung vao khach hang tiém nang
thay vi vao san pham, ban sé don gian héa dugc quy trinh sang loc. Béng
thoi, ban cling sé hoc hoi dwge cac nguyén tac va y twdng gitp nang cao
dang ké hiéu qua truyén thong ctia minh.
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Cudc tong tan cong vao tam tri

Dt nuwée ching ta rdt wa chudng khai niém “truyén théng”. (O mot sb
treong tiéu hoc tién bg, ngay ca tro choi “miéu ta do vat’19 giy day ciing
duwgc goi la “truyén théng”.) Ching ta khong nhan ra dugc nhitng tac hai
ma xa hoi qua tai truyén thong dang gay ra.

Trong truyén thong, nhiéu nghia la khéng chat lwgng. Viéc lam dung
truyén thong dé gidi quyét hang loat cac van dé trong kinh doanh va xa hoi
da gay tac nghén cac kénh tiép nhan thong tin ctia con ngudi, dén noi chi
con lai m6t lvgng nho thong diép co6 thé xuyén qua. Nhuwng, nhitng thong
tin d6 chwa chac da la nhitng théng tin quan trong nhat.

Nghén dwong truyén thong tin

LAy quang cdo lam vi du. My chi chiém 6% dan so thé gigi nhung lai
tiéu thu dén 57% tong lwong quang cdo toan cau. (Co 1€ ban nghi rang
ching t6i st dung nang lwgng hoang phi lam, nhung thuc ra ching t6i chi
stt dung khoang 33% tong lwong nang lwgng toan cau.).

Di nhién, quang cdo chi la mot nhanh nhé trén dong song truyén théng.

Lay sach lam vi du. M6i nam c6 khoang 30.000 dau sach dwoc xuat ban
& My. 30.000 dau sach moi nam. Thoat nghe thi ci¥ ngd chang dang la bao,
cho dén khi ban nhan ra rang, dé doc hét khéi lwgng sach mot nam 4y, can
bé ra tron ven 17 nam véi 24 gid doc lién tuc moi ngay.

Ai lam noi viéc ay?

Mot vi du nita la bao chi. M6i nam, nganh bao chi My st dung hon 10
triéu tan gidy in bao. Tinh binh quan dau nguwdi, moi nguwdi tiéu thu hét
43kg bao moi nam. (Twong duong vai lwgng tiéu thu thit bo binh quan dau
nguwoi hang nam.)

Liéu mot nguwdi binh thwong cé thé xi ly hét ngan ay thong tin khong?
S6 bao Chua nhat cua mot to bao do thi 16n nhw The New York Times chira
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khodng 500.000 tir. Bé doc hét to bdo nay, mot ngudi binh thuwdng véi tdc
d6 doc chirng 300 ti/ phiat sé mat khodng 28 gio. Vay la khong chi ngay
Cha nhat cua ban di tong, ma con 1dn sang ca mot phan thoi gian con lai
trong tuan nita chi.

Nhung, cé bao nhiéu thong tin sé dong lai trong dau ban?

Vi du khac nita la truyén hinh, mét phwong tién truyén thong ma tinh dén
thdi diém cudn sach nay ra doi vira méi tron 30 tudi. Tuy 1a kénh truyén
thong hiéu qua va c6 do pho cap 16n, song truyén hinh lai khong thay thé
dwoc dai phat thanh, bao hay tap chi. Trai lai, ca ba phvong tién ra doi
trwdc nay lai dang phat trién hon bao gio hét.

Truyén hinh chi 1a phuong tién bd sung. Nhung khdi lwgng truyén thong
ma né bo sung vao lai rat khung khiép.

98% trong tong s6 cac ho gia dinh & My hién c6 it nhat mot chiéc tivi.
(Mot phan ba s6 do s& hitu hai chiéc hoac nhiéu hon.)

96% s6 ho co tivi c6 thé bat dugc it nhat bon dai truyén hinh. (Mot phan
ba s6 do c6 thé bat song dugce tir muwoi dai trd 1€n.)

Trung binh, moi gia dinh & My danh bay gio 22 phut dé xem tivi moi
ngay (hon 51 gid mai tuan).

Twong tw phim anh, cac hinh anh trén tivi that ra la nhitng hinh anh tinh
dugc thay doi 30 lan moi gidy. Piéu dé nghia la trung binh moéi gia dinh &
My xem khodng 795.000 hinh anh trén tivi moi ngay.

Chung ta khong chi bi “tan cong” bang hinh anh, ma con bi “tdn c6ng”
bang du loai gidy td, mau biéu. Cit nhin vao chiéc may in Xerox xudt hién
0 moi goc van phong ma xem. Nganh thwong mai cia My hién c6 hon 324
ty tai liéu, va moi nam lai bo sung thém 72 ty tai liéu nita. (Chi tinh riéng
chi phi in an thoi cting da ton hon 4 ty do-la/nam.)

Cac may photo ¢ Lau Nam Goéc xuat ra 350.000 t0 moi ngay dé phan
phat khap B6 Quoc phong, twong dwong véi 1.000 cudn tiéu thuyét cd 16n.
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Nguyén soai Montgomeryl) titng néi: “Thé chién II s& chdm dit khi
nao cac bén tham chién hét giay”.

Thém dan chitng nita la bao bi. Mot hop ngii coc an sang hiéu Total nang
khoang 226gr c6 1.268 tir trén nhan hop, tdng kém cd cuén cam nang dinh
dudng nho (chia 3.200 tw nita.)

Cudc tong cong kich vao tam tri con nguwoi dién ra theo nhiéu cach khac
nhau. Mo6i nam, Quoc héi My thong qua 500 diéu luat (thé 1a du té hai roi!),
nhung, cung lic, cac co quan quan tri doc 1ap cling ban hanh thém khoang
10.000 quy tac va quy dinh nita.

B0 Phap dién cac Quy dinh Lién bang (Code of Federal Regulations —
CRF) hién day hon 80.000 trang va tang thém 5.000 trang moi nam.

O cap tiéu bang, hon 250.000 dy thao luat dugc dwa ra méi nam. Trong
dé, 25.000 dy luat dwgc cac co quan lap phap théng qua dé roi bién mat
trong mé hon tran cua phap luat.

Thiéu hiéu biét vé luat la khong chdp nhan dugc, nhung thiéu hiéu biét
vé cac nha lap phép lai la diéu dé hiéu. Cac nha lap phéap cua chiing ta van
déu déu thong qua hang ngan diéu luat khién kho ai cé thé theo kip. Ma cho
du c6 thé theo dugc ho di chang nita, thi ta cling khé 1ong ma nhé ndi cung
mot luat nay khi ap dung vao cac bang khac nhau sé khac nhau ra sao.

Ai sé doc, xem hodc nghe tit ca dong i truyén thong ao at nay day?

LGi vao tam tri dang ach tac. Cac phwong tién van ¢ né6 may ran ran,
nén nhiét do - va ca con gian dit - déu tang cao.

Brown, Connally va Chevrolet

Ban biét nhitng gi vé Thong doc Jerry Brown ctia bang California?

Hau hét moi nguoi déu chi biét bén diéu: (1) Ong &y tré trung. (2) Ong
dy dién trai. (3) Ong 4y dang hen ho véi nif ca si litng danh Linda Ronstadt.
(4) Ong 4y phan d6i md hinh chinh phu 16n(2),
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Hiéu ng dw am cta hoat dong phu séong truyén thong danh cho mét vi
ditng dau bang California qua la it 6i. Mot nhan vat titng c6 dén bén cudn
sach viét vé minh chi trong vong mdt nam.

Ngoai tén cta vi thong déc bang ctia minh, ban cé biét tén ctia bat ky
thong doc nao khac trong 49 bang con lai khong?

Trong vong bau ctt so bd tong thong My nam 1980, Big John Connally,
Thong doc bang Texas da bé ra 11 triéu do-la nhung chi nhan duwgc sy ing
ho ctia mot dai ct tri’®). Trong khi d6, nhitng nhan vat von chua ai biét dén
nhu John Anderson va George Bush lai dugc hang tram dai c tri ting ho.

Van dé ctia Connally 1a gi? Ong ta di qua néi bat v4i hinh anh méot con
bu6n gido hoat. Ngwoi 1én ké hoach van dong tranh ctt cia Connally chia
sé: “Nhan thitc d6 da an sau qua roi. Chung téi khong thé thay déi duoc

S}

no”.

Xét & khia canh lac quan nhat, truyén thong trong mot xa hoi qua tai
truyén thong la mot viéc gian nan. Nhung tha dirng truyén théng con hon, it
ra la cho t&i khi ban da san sang cho cong cudc dinh vi ban than 1au dai, béi
an twgng dau tién chi c6 mot ma thoi.

Nhitng cai tén sau day co y nghia gi v&i ban: Camaro, Caprice, Chevette,
Concours, Corvette, Impala, Malibu, Monte Carlo, Monza va Vega?

Ching la tén cac mau xe hoi phai khong? Ban c6 bat ngo khong khi biét
tat ca déu la mau xe cta Chevrolet?

Chevrolet 1a sdn pham dwgc quang cdo nhiéu nhat trén thé gidi. Nam
ngodi, hang General Motors da bé ra hon 130 triéu do-la dé quang ba cho
Chevrolet & My, titc 1a 356.000 d6-la moi ngay va 15.000 d6-la moi gio.

Ban biét nhitng gi vé chiéc Chevrolet? Vé dong co, co ciu truyén dong,
16p xe? Vé ghé ngbi, ném, banh lai cta n6?

Hay tra 1oi thanh that cho t6i: Ban nhan ra dwgc bao nhiéu mau xe
Chevrolet? Ban c6 biét diém khac biét giita chiing khong?
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“Béng chay, xic xich, banh tdo va Chevrolet”®)., Cau tra 16i ndy cta
Chevrolet chinh la gidi phap duy nhat cho cac van dé cua xa hoi qua tai
truyén thong. Pé “di tat don dau” trong dong giao thong tac nghén trén xa
16 tam tri cua khach hang tiém nang, ban phai st dung chién lwgc t6i gian
hoa.

Co6 thé ban sé thay strng sot va kho chidp nhan vé mat dao dic trwde diéu
ma cudn sach nay dé xwdng: Mudn vuot qua dugc dong tac nghén truyén
thong nay, ban phai sit dung cac chién thuat cia Pai 16 Madison. (Ciing
may la dé xuwdng nay khéng vi pham phép luat hay vo dung qua.)

C6 thé xép gan nita trong téng sO cac cong viéc & nwdc My vao nhom
nganh thong tin. Gan nhu khong ai la mién nhiém trwdc nhitng hé qua cta
viéc ltn sau vao xa hoi qua tai truyén thong ching ta.

Va gan nhw tit cd moi ngwoi déu co thé hoc cach 4p dung cac bai hoc
cta Dai 10 Madison vao cudc song cia minh, du la ¢ nha hay noi lam viéc.

Bung né phwong tién truyén thong

Mot nguyén nhan khac khién cac thong diép ctia ching ta bi “lac 16i” la
sO lwgng cac phwong tién truyén thong ma chinh ching ta da tao ra dé phuc
vu cac nhu cau truyén thong ctia minh.

Truyén hinh. Phim quéng cdo, truyén hinh cap va truyén hinh tra tién.

Dai phat thanh. Song AM va FM.

Quaéng c4o ngoai trdi. Ap phich va bién quang céo.

Bao. Nhat bao, tuan bao, bao Chu nhat.

Tap chi. Tap chi ph6 thong, tap chi sinh vién, tap chi ngwdi ham md, tap
chi kinh doanh, tap chi thwong mai.

Va, di nhién c6 ca xe buyt, xe tai, xe dién, tau dién ngam, ta-xi. N6i
chung, ngay nay bat ct thi gi “dong day” dwogc thi déu dang mang “thong
diép tw nha tai trg ctia chung ta”.
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Tham chi ngay ca co thé ngudi cling da bién thanh tam ap phich biét di
cho cac thvong hieu Adidas, Gucci, Benetton va Gloria Vanderbilt.

Lai 1dy vi du vé quang cdo. Ngay sau Thé chién II, mitc tiéu thu quang
cdo theo dau nguoi @ My 1a 25 dé-la mot nam. Hién nay, con s6 nay da tang
gap tam lan. (Lam phat ciing gép phan lam con s6 nay tang 1én, nhung khoi
lwgng quéang cao thyc cling tang dang ké.)

Nhuwng kién thitc cia ban vé nhitng san pham ban van mua c6 tang gap
tam lan khong? Co6 thé ban phai ti€p nhan nhiéu quang cao hon, nhung dau
6c ban khong thé hap thu nhiéu hon tredc. Nhitng gi ban cé thé hap thu
dwgc chi c6 gidi han thoi, va khéi lwgng quang cdo - dau chi & mitc 25 do-
la moi nam - da vuwgt qua cai gidi han dé r6i. Bo ndo cua ban chi c6 thé
chira ngan ay thoi.

O mtc 200 d6-la/nguwdi, mot ngudi tiéu ding M§ trung binh da tiép xtic
v6i khoi lwgng quang cao nhiéu gap doi nguwoi Canada, gdp bon lan nguai
Anh va gap nam lan ngudi Phap.

Khong ai nghi ngd chuyén cac nha quang cao c6 du kha nang tai chinh
dé phat di hét tirng dy khoi lwvgng truyén thong, nhung ngudi ta ban khoan
liéu ngwoi tiéu dung cé da nang luc tri 6c dé ma ti€p nhan hét tat ca khong.

Moi ngay, hang ngan thong diép quang céao lai “dau da” nhau dé gianh
lay mot cho trong tam tri khach hang tiém nang. Hién nhién, tam tri con
nguwoi gio chang khac gi bai chién truong. Trén khodng chat xam rong
15cm 4y, trén chién quang cdo dang nd ra khoc liét. Ma tran chién nay lai
chdng hé c6 luat 1é hay nguyén tic nao, va ciing khong c6 ché cho long
khoan dung.

Quang cao la mot linh vire tan nhan, noi sai lam c6 thé sé phai tra gia rat
dat. Nhung chinh tir nhitng tran chién quang cdo dd, cac nguyeén tac da
dwgc xay dwng nén nham gitp ban dwong dau véi xa hoi qua tai truyén
thong cta chung ta.

Bung n6 san pham
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Mot nguyén nhan nita khién cac thong diép ctia ching ta bi “lac 16i” 1a s6
lwgng sén pham ma chinh ching ta da va dang tao ra dé dap &ng cac nhu
cau veé vat chat va tinh than caa minh.

Vi du nhv thyc pham. Trung binh mot siéu thi & My bay ban khoang
10.000 san pham hoac nhan hang khac nhau. i vdi nguoi tiéu dung, “con
ac mong” nay van chwa cé dau hiéu két thic. Thyc ra, tinh trang bung no
san pham con c6 thé dién bién theo chiéu huéng té hai hon nita. O chau Au
hién nay ngudi ta da bat tay vao xay dung cac siéu siéu thi (goi la dai siéu
thi) véi quy mo c6 thé trung bay tir 30.000 dén 50.000 san pham.

Nganh san pham dong goi di nhién mong cho tinh trang sinh s6i ndy n@
nay con mai tiép tuc. Nhitng vach ma san pham chung® trén hau hét cac
bao bi san phdm hién da Ién t6i 10 con s6. (S6 an sinh xd hoi®) cia ban chi
c6 9 con s, trong khi hé thong nay dwgc diung dé quan ly hon 200 triéu
nguoi.)

Tinh trang twong ty cling dién ra trong linh vic cong nghiép. Vi du,
trong cudn danh ba Thomas Register?) c6 t6i 80.000 cong ty. Chon ngau
nhién hai ching loai sdn pham, t6i thdy c6 292 nha sdn xudt may bom ly
tam, 362 nha thiét ké diéu khién twr xa.

Hién c6 khoang 450.000 nhan hiéu dang hoat dong va da dugc dang ky &
Co quan Ban quyén Hoa Ky (USPTO). Mo6i nam lai b6 sung thém 25.000
nhan hiéu méi dang ky. (Ngoai ra con c6 hang tram ngan san pham dang
duwoc bay ban ma khong can dang ky nhan hiéu.)

Tinh ra m6i nam, 1.500 doanh nghiép dwgc niém yét trén San chitng
khodn New York tung ra thi truong hon 5.000 san pham mdi “dot pha”.
Suy rong ra thi titc l1a s6 lwgng san pham méi nhung “khong dot pha lam”
c6 thé con 16n hon con s6 trén gap nhiéu lan. D6 la con chwa tinh dén hang
triéu san pham va dich vu khac dang dwgc bon triéu doanh nghiép khac trén
toan nwdc My tiép thi.

Hay nhin vao madt hang thudc 1a. Cé hon 175 thwong hiéu thudc 14 trén
thi trwong hién nay. (D€ chita hét tat cd cac nhan hiéu nay, mot chi€c may
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ban hang ty dong cé thé phai dai tGi 9 mét.)

Hay nhin sang nganh dugc pham. Trén thi truong My hién c6 hon
100.000 loai thuéc ké don, phan nhiéu trong s6 do6 la thudc dac tri va chi
cac bac si chuyén khoa mdi duwge dung. Tuy vay, cac bac si da khoa van
phai lam mot cong viéc phi thuwong la c6 gang nam thong tin vé vo s6 cac
loai duwgc pham cé mat trén thi treong.

Phi thwong u? Khong, dé 1a mot nhiém vu bat kha thi thi dang hon. Ngay
ca mot bo 6c thién tai cting chi c6 thé ndam dwgc mot phan nhé cia lwgng
dwgc pham nay. Ky vong nguoi ta nhd dugc nhiéu hon la hoan toan khong
hiéu gi vé nang lyc hitu han cta bd ndo con ngwoi, ké ca nhitng bo nao
thong minh nhat.

Vay mot ngudi binh thwong hién dang doéi phé vGi sy bung no cua san
pham va phuwong tién truyén thong nhw thé nao? Co vé khong 6n lam. Cac
nghién cttu vé do nhay cua ndo ngudi da khang dinh sy ton tai cia mot hoi
chirng goi la “giac quan qua tai”.

Cac nha khoa hoc da phat hién ra rang con ngudi chi c6 thé ti€p nhan
mot lwgng cam giac nhat dinh. Vuot qua mirc dé, nao bo cta ching ta sé
tré nén trong rong va khong thé hoat dong nhw binh thuwong dugce. (Gidi
nha si da va dang tim cach tng dung nhitng phat hién nay vao thuc té. Ho
cho bénh nhan deo tai nghe ro6i tang dan am lwgng 1én cho t6i khi ho khong
con cam giac dau nita.)

Buing n6 quang cao

Tr@ tréu thay, khi hiéu qua cta quang cdo giam xuong thi ti 1€ st dung n6
lai tang 1én, xét ca vé mat khoi lwong quang cdo va ngudi st dung quang
cao.

Gidi bac si, luat su, nha si, ké toan cling dang bwéc mét chan vao linh
virc quang cdo. déu sa chan vao viing lay quang cao. Tham chi cac té6 chiic
nhw nha thd va chinh quyén ciing bat dau sir dung quang cdo. (Vao nam
1978, chinh phu My da chi 128.452.200 do-la cho quang céo.)
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Trudc day, gidi chuyén gia cho rang quang cao la thit khéng xitng véi
pham gia caa ho. Nhung véi mot s6 nguoi, tién bac van quan trong hon
pham gia. Vay la, dé kiém dwgc nhiéu tién hon, cac bac si, luat su, nha si,
bac si nhan khoa, ké toan va k¥ sw déu dang bat dau lang xé chinh minh.

Ho ciing phdi canh tranh khoc liét hon trede. Cach day mot thap ky, &
My chi c6 khodng 132.000 luét sw. Ngay nay, con s6 nay la 432.000 nguoi.
Vay la so v6i 10 nam trudc, hién nay c6 them 300.000 luat sv nita cung
tham gia canh tranh véi nhau.

Trong nganh y, diéu twong tw cling xay ra. Xa hoi qua tai truyén thong
cta chung ta cling dang trong qua trinh chuyén bién thanh xa hoi qua tai y
t€. Theo du bdo ctia Cuc Tham dinh Cong nghé, tGi cudi thap ky nay nuéc
My c6 thé sé du thira 185.000 bac si.

Luwong bac si du thtra nay sé lam gi dé c6 bénh nhan? Tat nhién la dung
quang cao.

Nhung nhitng ngudi trong gidi chuyén gia bai trir quang cao thi cho rang
no6 ha thap nghé nghiép cta ho. Thuc té di dién ra ding nhw thé. Ngay nay,
dé quang cdo hiéu qua, ban can phai roi buc vinh danh dé 4p tai vao dat.
Ban phai bat cung nhip v&i khach hang.

Trong quang cao, nhan pham hay long ti haochi dan dén diét vong, con
st kiéu ngao chi chudc 14y that bai.
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Tham nhap tam tr1 khach hang

Nghich 1y trong x3 hdi qua tai truyén théng ngdy nay la: khong gi quan
trong bang truyén théng. Néu dugc truyén thong tng ho thi khong gi la
khong thé. Néu khong cé truyén thong thi moi viéc déu khong thanh, du
ban c6 tai gioi va tham vong dén dau di nita.

Cai dugc goi la may man thuwong lai la két qud cda hoat dong truyén
thong thanh cong.

No6i diang diéu can néi, vdi dung nguwoi can nghe, vao ding thoi diém
phu hop. Hay, theo cach goi cua Co quan Hang khong va Vi tru Hoa Ky
NASA thi, tim ra cai cita s6 trong khong gian®).

Dinh vi 1a m6t hé thong dwgce t6 chitc nham tim ra nhitng canh ctra so6
trong tam tri. N6 dugc xay dung dwa trén khai niém rang truyén thong chi
c6 thé dién ra vao ding thai diém va trong hoan canh thich hgp.

Tham nhap tam tri con ngwoi: con duong deé di

Cach dé dang dé tham nhap vao tam tri con ngwoi la hay tré thanh ké dau
tién. Ban c6 thé chitng minh tinh xac thyc cia nguyén ly nay bang cach ty
hoi minh vai cau don gian:

Tén nguoi dau tién mot minh bay qua Bac Pai Tay Duong la gi? Charles
Linbergh phai khong?

Vay tén nguoi thi hai bay mot minh qua Bac Pai Tay Duong la gi?

Khong dé tra 10i, phai khong?

Tén nguwoi dau tién dat chan lén Mat Trang la gi? Di nhién la Neil
Armstrong.

Vay, con tén cua nguoi thit hai?

Tén ngon nui cao nhat thé gidi 1a gi? Ngon Everest trén day Himalaya
phai khong?
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Tén ngon nui cao thit hai thé gidi?

Tén nguoi yéu dau tién caa ban la gi?

Con nguoi yéu th hai?

Nguoi dau tién, ngon nui dau tién, cong ty dau tién chiém gitt vi tri trong
tam tri sé rat kho bi xo6a bo.

Phim anh c6 Kodak. May tinh c6 IBM. May photocopy c6 Xerox. Dich
vu thué xe hoi c6 Hertz. D6 udng tir cola c6 Coca. P6 dién tr c6 General
Electric.

Dé “gan chat thong diép ctaa ban vao tam tri khach hang”, diéu dau tién
ban can khong phai 1a ban than théng diép ma la tam tri khach hang. Mot
tam tri sach tron, chwa tirng in ddu thwong hiéu nao khac.

Thuyec ra, diéu gi dang vdi thwong tredng thi cling ding vai ty nhién.

Cac nha dong vat hoc dung thuat ngl “imprinting” (in dau) dé miéu ta
lan tiép xtc dau tién gitta con thd non va me ctia n6. Chi can vai giay la thu
con c6 thé ghi nhé dwgc nhan dang ctia me né.

Co6 thé ban nghi rang vit nao chang giong nhau. Nhung ngay ca nhitng
chu vit con mot ngay tudi van luén nhan ra me chiing, du ban c6 x4o tron
ca dan vdi nhau.

Di nhién, van c6 ngoai 16. Néu qua trinh “in ddu” bi cat ngang khi thay
thé vit me bang mot con ché hodc mot con méo hay tham chi 1a mot ngwoi,
thi vit con sé xem ké thay thé nay la me, bat ké moi khac biét gitta né va ké
ay.

Hién twgng twong ty cling xudt hién trong tinh yéu. Du con nguoi kén
chon hon vit, nhung ho khong chon lwa ky lwdng nhw ban twong.

O day, yéu t6 quyét dinh chinh 13 kha ning tiép nhan. Hai nguoi phai gip
g0 trong mot hoan canh ma ca hai cung dang cdi md trwdce tinh yéu. Ca hai
déu phai cé nhitng ctta s6 dang m@d. Tic 1a, khong nguwdi nao trong hai
nguoi dang yéu say dam nguwoi khac.
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Hon nhan, mot dinh ché cta con ngwdi, phu thudc vao khai niém ngudi
dau tién thi tot hon la ngudi tot nhat. Trén thwong tredng cling vay.

Néu muon thanh cong trén tinh tredng hay thwong trueong, ban sé phai
hiéu rdé tdm quan trong cua viéc trd thanh nguwoi dau tién buwéc vao tam tri
ban doi/khach hang.

Ban kién tao sy trung thanh véi thuwong hiéu trong siéu thi nhw thé nao
thi ban ciing kién tao sy trung thanh & nguwdi ban doi trong hén nhan nhw
thé ay. Ban dén do trudc, roi sau do hay can than ding dé ho co bat ky ly
do gi ma thay déi ban.

Tham nhap tam tri con ngwoi: con dwong kho di

Sé thé nao néu tén ban khong phai la Charles, Neil, Kleenex hay Hertz?
Sé thé nao néu co6 ai d6 buwdc vao tam tri khach hang tiém nang trudc ban?

Trd thanh ké thi¢ hai sé khién ban khé budc vao tam tri nguwoi khac. Vi tri
tht hai 1a khong & dau ca.

Tén cta cudn sach ban chay nhét tirng duwgc xudt ban (dong thai la cudn
dau tién dugce in bang cong nghé in typo) la gi? Di nhién, d6 la Kinh Thdnh.

Thé con cubn sach ban chay thit hai la gi? Ai ma biét chir!

New York la thanh ph6 sé& hitu cang hang héa 16n nhat & My. Con cang
16n thi hai la cang nao? Ban c6 tin rang d6 1a Hampton Roads ctia bang
Virginia khong? Puing la né day.

Ai la nguoi tht hai mot minh bay qua Bac Dai Tay Duwong? (Amelia
Earhart khong phai la nguwdi thit hai bay mot minh qua Bac Pai Tay Duwong
dau, ba ay la ngudi phu nit dau tién bay qua dé. Vay ai la ngwoi phu nit thi
hai?)

Néu khong phdi 1a nguwdi dau tién lot duge vao tam tri khach hang (vé
mat ca nhan, chinh tri hay t6 chitc), thi ban dang gap khé khan vé dinh vi.

Trong mot tran dau vé thé lwc, 1gi thé luén nghiéng vé chi ngwa chay
nhanh nhat, doi choi manh nhédt va cau thu giéi nhat. Nha bdo Damon
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Runyan tirng néi: “Duwong dua khong phai lic nao cling thudc vé ké nhanh,
tran dau khong phai lic nao cling thién vé ké manh, nhung c phai dat cugc
theo huéng do”.

Nhung diéu dé lai khong ap dung dugc trong mot cudc dau vé tam tri,
noi 1gi thé thudc vé ngwoi dau tién, sdn pham dau tién, vi chinh khach dau
tién lot dugc vao trong tam tri doi twgng tiém nang.

Trong quang cdo, sdn pham dau tién thiét 1ap dwogc vi tri trong tam tri sé
gianh dwgc 1gi thé cuc ky to 16n, nhw Xerox, Polaroid, Bubble Yum, v.v...

Trong quang cédo, chién lwgc t6t nhat 1a c6 dwogc san pham t6t nhat.
Nhung sé con tot hon nita néu do la san pham dau tién.

Tinh yéu thi¢ hai c6 thé tuyét voi, nhung khong ai buon quan tam xem ai
la ngwoi thit hai mot minh bay vugt Bac Pai Tay Dwong, cho du phi cong
tht hai c6 thé gidi hon cé phi cong dau tién.

Co6 nhitng chién lwge dinh vi gitp gidi quyét van dé vé vi tri thit hai, thi
ba, hay tham chi la thit 203 nita. (Xem chwong 8, “Tai dinh vi cudc canh
tranh”.

Nhung trieée hét, ban phai chac chan la khong con vi tri nao cho minh
tién vao dau tién nita.

Tha lam mot chu ca 16n trong mot cdi ao nhé (sau do tang dan kich c&
cai ao 1én) con hon la mot chu ca nho trong mot cai ao 16n.

Bai hoc cua nganh quéang cao

Nganh quang cdo hoc bai hoc “dau tién” mét cach khé khan. Thi treong
chitng khoan thap nién 1920 ra sao thi nganh quang cao thap nién 1960
cling giong hét nhu vay. Nhitng nam sdu muoi s6i dong, ngudi ta goi no
thé.

Khi 4y, nhitng nam thang “gi ciing choi” day hao hitng cua thap nién
1960 ciing la cudc vui hét minh cua tiép thi.
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Trong cudc vui nay, tat cd moi nguwdi cung “nhao v6” tham gia. Khong ai
mdy may nghi dén that bai. Nho phép mau ctia dong tién va c6 da nhan tai,
nhiéu cong ty chac mam rang bat ct chwong trinh tiép thi nao cta ho at
cling thanh cong.

Nhung gio day chi con lai nhitng tan du cia cudc dai yén ay. Nhan hiéu
vai gia da Corfam ctia DuPont, bia cua Gablinger, may bay Convair 880,
kem déanh rang Votem, nwdc tay rita Handy Andy.

Thé gidi sé khong bao gid nhu trde nita, va nganh quang céo ciing vay.

Nhuw 16i phat biéu gan day cua giam doc mot cong ty san xudt hang tiéu
dung tam cd: “S6 lwgng cac thwong hiéu dugce gidi thiéu thanh cong trén thi
trrong toan quoc trong hai nam qua chwa dém hét mwoi dau ngon tay.”

Nguyén nhan khong phai vi cac doanh nghiép khong chiu no lwc. Hién
nay siéu thi nao cling chat day cac nhan hiéu “thanh céng ntra voi”. Cac
nha sdn xudt cia dong hang an theo nay c¥ nuéi hy vong rang mot ngay
nao do ho c6 thé trién khai dwgc mot chién dich quang cao xuat sac, cé thé
dwa san pham cta ho vao nhéom dan dau.

Trong lic chd doi, ho danh vat vo véi nhitng coupon?), nhitng chuong
trinh gidm gi4, nhitng ké trung bay hang khuyén mai. Nhung 1gi nhuan dau
chang thdy, ma cai chién dich quang cao “than thanh” kia, dau n6 c6 xuat
hién di chang nita, thi cling kho long ddo ngugc dugce tinh thé.

Cha trach céac vi quan 1y lai té ra hoai nghi moi khi nhac dén cha dé vé
quang cao. Thay vi tim phuong thitc méi dé phat huy hiéu qua cia quang
cao, ho lai nghi ra nhitng ké hoach cat giam chi phi cho hoat dong quang
cao dang thyc hién. Ban hady dé y tGi sw 1én ngoi cua cac phong quang céao
ndi bg, cac hang moi gidi truyén thong, cac giao dich quang cao doi
hang®@® ma xem.

Chi thé 1a da da khién ngudi lam quang cdo phai ra dwong ding roi.

Tinh trang hon loan cda thi treong phan anh thuc té rang quang céao
khong con hoat dong giong nhu xwa nita. Nhuwng kho ma xéa bo dugce 1é
théi cli. Nhitng nguwdi khong mudn thay doi sé noi rang: “Khong ly gi ma
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quang cao khong hiéu qua ca, mién la phai c6 san pham tot, ké hoach tot va
noi dung quang cao sang tao.”

Song ho da boé qua mot nguyén nhan quan trong va rat hién nhién, do la
ban than thi trwong. Tinh trang nhiéu tap trén thi tredng ngay nay da cao
qua muc chiu dung roi.

Nhitng thong diép thuc hién theo duong 16i cii khong c6 hy vong thanh
cong trong xa hoi qua tai thong tin ngay nay.

Dé tim hiéu con duwong dan ching ta t6i tinh hinh hién tai, ta hday cung
nhin lai mét chat vé lich st truyén thong trong giai doan gan day.

Ky nguyén san pham

Trong nhitng nam 1950, quang cdo dang & vao ky nguyén san pham. Xét
trén nhiéu binh dién khac nhau, dé la nhitng “ngay xwa huy hoang” khi ma
tat ca nhitng gi ban can chi la mét san pham “cai tién t6t hon” va mot chat
tién dé quang ba cho né.

Lic nay, gigi quang cao chi quan tam tdi hai thit: dac diém cta san pham
va lgi ich ctia khach hang. Ho tim kiém th ma Rosser Reeves@D) goi 1a
“Lgi diém ban hang déc nhat.”

Tuy nhién, vé cudi thap nién nay, cong nghé bat dau ngoéc cai dau xau xi
ctia n6 day, khién cho viéc thiét 1ap “lgi diém ban hang doc nhat” cang lic
cang kho khan hon.

Ky nguyén san pham cham dit cung véi “cudc do bo” 6 at cia hang loat
cac san pham na nad nhau vao thi truong. Chang mdy choc, san pham “cai
tién tot hon” cua ban bi hai sdn pham khac “theo du6i”, ca hai déu tu cho
minh tot hon san pham dau tién.

Cuoc canh tranh ngay cang dit doi va khong phai lic nao cling giit dugc
sy trung thiyee. Tinh hinh t6i té dén noi cé nguwdi nghe thdy mot vi quan ly
san pham ca than rang: “Cau khong biét sao? Nam ngodi, khi bi qud, ching
t¢ dat dai cum tr ‘mGi va cdi tién’ 1én bao bi. Nam nay, mdy 6ng nghién
cttu thye sy cai tién san pham thi ching t¢ khong biét phai néi gi nita.”
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Ngay nay, Uy ban Thuong mai Lién bang thuwong nghiém ngit bac bo
nhitng ngon tir quang cao theo kiéu “mdi va cai tién”, tri phi doanh nghiép
c6 thé chitng minh dwoc rang san pham cuda ho la “mdéi va cdi tién” thuc su.

Ky nguyén hinh anh

Giai doan tiép theo la ky nguyén hinh anh. Cac doanh nghiép thanh cong
nhan ra rang: Bé ban duwgc hang, danh tiéng hay hinh dnh quan trong hon
nhiéu so vdi bat ky dac tinh cu thé nao ctia san pham.

Kién tric su cua ky nguyén hinh anh 1a David Ogilvy. Trong bai phat
biéu noi tiéng vé dé tai nay, 6ng noi: “Moi quang cao la mot sy dau tw dai
han cho hinh anh thwong hiéu”. Va ong da chitng minh tinh xac thyc trong
cac y twéng cuia minh bang nhitng chién dich quang cdo thanh cong cho
hang 4o so mi Hathaway, Rolls-Royce, Schweppes cung nhiéu thwong hiéu
khac.

Nhung néu nhw ky nguyén san pham bi cac san pham na nd nhau giét
chét, thi ky nguyén hinh anh lai bi cac cong ty na na nhau két liéu. Vi cong
ty nao cling muon thiét 1ap danh tiéng cho minh nén mitc do nhiéu théng tin
tang cao dén mitc chi con vai cong ty c6 thé vuegt qua dugc.

Nhung trong s6 nhitng cong ty thanh cong thi da phan déu thanh cong
nho dat dugc nhitng thanh tyu ky thuat ngoan muc chir khong phai nho gioi
quang cao, chang han nhu Xerox va Polaroid.

Ky nguyén dinh vi

Ngay nay, quang cao ro rang da budc sang mot ky nguyen méi. Mot ky
nguyén ma trong doé su sang tao khong con la chia khéa mé canh ctra thanh
cong nita.

Bau khong khi hao hitng va nhitng cudc choi ctia nhitng nam 1960 va
1970 da nhwong cho cho hién thue nghiét nga cua thap nién 1980.

Dé thanh cong trong xa hoi qua tai truyén thong, doanh nghiép phai tao
dwge mot vi tri trong tdm tri khach hang tiém nang. Mot vi tri cé tinh dén
diém manh diém yéu cua ca doanh nghiép lan cac doéi tha cta ho.
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Nganh quang cdo dang tién vao mot ky nguyén trong dé chién luwgc la
con at chu bai. Trong ky nguyén dinh vi, sang tao hay kham pha ra diéu gi
dé m@i mé la chwa da, tham chi cling chang can thiét. Quan trong nhat la
ban phai la nguwdi dau tién lot dugc vao tam tri khach hang tiém nang.

IBM khong phat minh ra may tinh ma la Sperry-Rand. Nhung IBM lai la
cong ty dau tién tao ra mot vi tri vé may tinh trong tam tri khach hang tiém
nang.

Kham pha cta Amerigo

Chirstopher Columbus chinh la Sperry-Rand & thé ky XV.

Hoc sinh nao cling biét rang ngwdi kham pha ra chau My nhan dwoc
phan thwéng khong twong xing véi cong lao cia minh. Christopher
Columbus da mac phai sai lam khi chién thang ma khong ca khic khai
hoan.

Nhung Amerigo Vespucci thi khac. La IBM cua thé ki XV, Amerigo biét
vé chau MY sau Christopher nam nam. Nhung ong da lam dung hai viéc.

Thit nhat, Amerigo dinh vi Tan Thé Gidi la mot luc dia riéng biét, hoan
toan tach biét v6i chau A. Quan diém nay da 1am day lén mot cudc cach
mang trong nganh dia ly thoi do.

Thi¢ hai, Amerigo viét rat nhiéu vé nhitng kham pha va gia thuyét riéng
ctia minh, dac biét la nam 14 thw 6ng viét vé hanh trinh thit ba cia minh.
Mot trong nam la thw dé (la bitc Mundus Novus) da dugc dich ra hon 40

ngon ngit khac nhau trong 25 nam.

Trudc khi Amerigo mat, triéu dinh Tay Ban Nha da trao cho 6ng tw cach
cong dan Tay Ban Nha va mot vi tri cao cap trong chinh quyén.

Két qua 13, ngwoi chau Au vinh danh Amerigo Vespucci 1a ngudi tim ra
chau My va lay tén 6ng dat cho luc dia nay.

Con Christopher Columbus thi chét trong ti(22).

Kham pha caa Michelob
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Néu nhitng nha viét quang cao vi dai ngay xwa song lai va thay cac chién
dich quang cao thdi nay, han ho sé muoén chét di lan nita.

Vi du nhu bia. Tredc ddy, cac nha viét quang cdo bia xem xét rat ky san
pham dé tim co s&@ xay dung ndi dung quang cao. Ho tim kiém cac dac
diém nhw “bia twoi” Piels hay “bia u lanh” Ballantine.

Tham chi ho con tim toi nhitng tir ngit phu hgp nhat dé vé nén hinh anh
vé chat lvgng, hwong vi va khau vi nhu:

“Nu hon twr hoa bia.”

“Tw mién dat ctia nhitng dong song xanh mau troi.”

“Lang lang trong men bia nhe hdo hang.”

Nhuwng ngay nay, chat tho trong quang cdo cling da chét nhw sy lang man
trong tho ca.

Mot trong nhitng quang cao thanh cong nhat trong giai doan gan day la
chién dich cho bia Michelob, mot thwong hiéu dugc ra mat véi mot chién
dich nén tho nhw tdm bién bao dirng. Va rat hiéu qua.

Khau hiéu “Thwong hang la Michelob” da dinh vi thuwong hiéu nay thanh
dong bia cao cdp san xuat tai My. Chi trong vong vai nam, Michelob da tr&
thanh mot trong nhitng thwong hiéu bia ban chay nhat & My, véGi gia ban
cling “thvgng hang” khong kém.

C6 phéi Michelob la thwong hiéu bia ndi gid cao dau tién? Di nhién
khong phdi. Nhung ho la hang bia dau tién xac dinh vi tri do6 trong tam tri
nguoi uong bia.

Kham pha ctaa Miller
Hay dé y xem chat tho trong khau hiéu noi tiéng cua bia Schlitz da che
mat dinh vi bang cach nao.

“Lang lang trong men bia nhe hao hang.”

Liéu c6 thuyc khach nao & cdc quan rwgu thit nwéng lai tin rang bia
Schlitz nhe hon Budweiser hay Pabst khong? Khéng, dem khau hiéu nay ra
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trwdc dan nghién bia thi cling chang khac gi mang dan di gdy tai trau ca.

Trong khi d6, chac han Miller Brewing Company da tw hoi diéu gi sé xay
ra néu ho that sv dinh vi bia cia minh la “bia nhe”?

Va thé 1a Miller cho ra mat nhan hiéu bia “Lite”. Chuyén gi xay ra sau
dé thi ai cling biét ca roi. Thanh céng vang doi ctia ho da kéo theo hang loat
nhitng nhan hiéu an theo. Mia mai thay, trong do6 lai c6 ca Schilitz Light.
(Co 1€ loai nay sé dwgc quang ba la: “Lang lang trong men bia nhe - rat
nhe”.)

Do6i v6i nhiéu nguwdi hay sdn pham ngay nay, c6 mot cach hitu hiéu la
quan sat dong thai ctia doi tha, sau do6 loai bé di chat tho hay sw sang tao
von da trd thanh rao can khién thong diép khong thé tiép can tam tri khach
hang tiém nang. Sau khi da xdy dung dwgc mot thong diép thuan tdy va
gian lwogc téi da, ban mdi co thé tham nhap tam tri ngwoi tiéu dung.

Chang han, mét loai bia nhap khau no da dwa ra chién lwgc dinh vi 1o
rang dén mic cac nha viét quang cdo bia truyén thong sé khé long cong
nhan no la “quang cao”:

“Ban da biét dén loai bia Dirc noéi tiéng nhat & My. Gio hay tht loai bia
Pirc noi tiéng nhat & Dirc.” Pay la cach dinh vi hiéu qua cta thwong hiéu
bia Beck triéc doi thu Lowenbrau.

Quéng cdo nhu trén da khién thwong hiéu bia Beck néi nhw cén & MyJ.
Doanh thu cua ho tang hang nam. Con Lowenbrau thi danh chiu thua trong
cudc chién nay va rut vé tré thanh thwong hiéu bia ndi.

Néu cac quang cado bia ngay nay khién gidi quang cdo gia nua cam thay
kho hiéu, vay ho sé nghi gi vé chién dich quang cédo cua hang hang khong
TWA: “Nhitng chiéc mdy bay than rong duy nhat ma ching téi dung la
nhitng chiéc dwgc wa thich nhat: 747 va L-101.” (Ttc la khong c6 chiéc DC
10s?3) nao.)

Qua la mot s cach biét 16n ca vé y twdng lan cach thue hién so véi chién
dich quang cdo c6 dién cua nganh hang khong vdi khau hiéu: “Bay trén
nhitng vung troi than thién cia Hgp chiing quéc”.
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Co6 nhitng chuyén la da va dang xay ra trong nganh quang cao My. No
ngay cang bot lang man nhung lai hiéu qua hon.
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Nhitng chiéc thang nho xiu trong dau

D& hiéu 16 hon thach thic ma théng diép quang cdo cta ban phai d6i mit,
ching ta hdy cung nhau xem ky hon muc tiéu cu6i cung ctia moi loai hinh
truyén thong: tdm tri con nguoi.
Tuwong tw nhe bo nhé ctia may tinh, bd ndo c6 vi tri riéng cho moi mau
thong tin ma n6 chon gitr lai. Vé mdt hoat dong, bd ndo kha giong may tinh.
Nhung gitta chiing c6 mot khac biét quan trong. May tinh phai chdp nhan
hét nhitng gi ban nhap vao, con nao thi khong, tham chi con lam ngugc lai.

Nhu mot co ché phong vé trwde khoi lwgng truyén thong ngay nay, nao
bd cua ching ta tir chdi tiép nhan nhitng thong tin “khong phu hgp”. N6 chi
nhan nhitng théng tin maéi khép vdi trang thai hién tai cia né va loc bé hét
nhitng thong tin khac.

Ban thdy thit ban muon thay

Hay lay hai bitc tranh trtru twgng bat ky roi viét tén Schwartz 1én mot
bttc, tén Picasso lén bitc con lai. Sau do, dwa hai bitc tranh nay di xin y kién
mot vai nguoi. Ban sé thay thit ban muon thay.

Hay yéu cau hai ngudi c6 quan diém trai ngwoc nhau, vi du mot ngudi
theo dang Dan cha con nguwoi kia theo dang Cong hoa, cung doc mot bai
bao viét vé mot chu dé dang gay tranh cai. Sau dé hoi tirng ngudi xem liéu
bai bdo c6 khién ho thay doi quan diém hay khong.

Két qua 1a, ban sé thady nguwoi theo dang Dan cha 14y ra tir bai bdo do
nhitng dit liéu nham Gng ho mot quan diém, con ngudi theo dang Cong hoa
cling 14y ra tr bai bdo d6 nhitng dir liéu nham tng hd quan diém trai ngugc.
Hau nhw khong cé thay do6i nao trong tam tri ho ca. Ban thay thit ban mudn
thay.

Hay d6 mot chai regu Gallo vao vo chai French Burgundy 50 nam. Sau
dé, can than rét nhe nhang chai regu “mdi” nay vao chiéc ly tredc mat mot
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ngwoi ban, r6i moi anh ta ném th.
Anbh ta sé thuéng thirc thi ma anh ta mudn thwéng thie.

Trong cac cudc thit regu sam-panh giau thwong hiéu, cac nhan hiéu ruegu
California thwong dwgc danh gia cao hon cac nhan hiéu regu Phap. Néu dé
10 thwong hiéu, diéu nay sé khé ma xay ra.

Ban ném th ban muon ném
Nhung néu khong thé thi quang cdo sé mat di vai tro cia n6. Néu mot
nguoi tieu dung hanh dong theo ly tri hon la cdm tinh thi quang cao sé
khong ton tai. It nhat 1a khong ton tai theo cach nhu chiing ta thdy bay gid.
Mot muc tieu 16n cua moi quang cao la nang cao ky vong, la tao ra ao
twong rang san pham hodc dich vu nay sé mang lai phép la ma ban mong
chd. Va ching sé lam diéu dé chi trong nhay mat.

Tuy nhién, néu quang céao tao ra ky vong tiéu cuc thi san pham duoc
quang cao sé gap rac roi. Vi du, quang cao gidi thiéu bia Gablinger khién
nguoi ta c6 cam twdng rang vi né la mot san pham an kiéng nén huwong vi
cua no sé rat té.

Tat nhién, quang cdo d6 da phat huy tac dung. Nguwoi ta uong thir san
pham bia nay va tin ngay rang vi bia rat dé. Ban ném tht ma ban mudn
ném.

HOp chita khong du

Nao nguoi khong chi tir choi tiép nhan nhitng thong tin khong khép vai
kién thitc va kinh nghiém san c6, ma né con thiéu nhiéu kién thitc va kinh
nghiém dé danh gia nhitng thong tin dau vao.

Trong xa hoi qua tai truyén thong cta chiung ta, ndo nguwdi 1a mot hop
chita khong da. Theo Geogre A. Miller, tién si tam ly hoc tai Pai hoc
Havard, ndao ctia mdt nguwdi binh thuong khong thé xir 1y hon bay don vi
thong tin cung lic. D6 1a 1y do tai sao cac danh sach can ghi nhd lai cé bay
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con s8. S6 dién thoai bay chi s6 tai My, bay ky quan thé gi6i, bai bay 1424,
Nang Bach Tuyét va Bay chu Lun.

Gio ban hay thit dé nghi ai do liét ké tat ca cac thwong hiéu ma anh ta
nh@ dugc trong mot hang muc san pham bat ky xem sao. Hiém c6 ai dwa ra
nhiéu hon bay cai tén - ma d6é con la doi vé6i loai sdn pham dwgc nhiéu
nguwoi quan tam. Con doi v6i nhitng loai san pham kém théng dung hon,
mot ngwoi tiéu dung binh thwdng chi cé thé ké mat hai cai tén.

Ban thtt ké ra Muoi diéu ran cua Chia xem sao. Néu viéc nay qua kho,
vay ban cé nhé bay dau hiéu nguy hiém cua bénh ung thu khong? Hay bon
ky binh trong sach Khai Huyén?

Theo két qua mdt cudc khdo sat trén bao, trong 100 ngudi dan My thi co
dén 80 nguwoi khong thé ké ra dwgc tén cua bat ¢t thanh vién nao trong noi
cac cda tong thong dwong nhiém. MGt nhac si tré 24 tudi no6i: “T6i tham chi
khong nhd ra tén cua vi pho tong thong nita kia.”

Néu bd nhé trong ndo ching ta qua nho dén mirc khong thé tra 10i dugc
nhitng cau héi nhu trén, thi lam sao chiing ta c6 thé nhé hét dwoc tat ca cac
thuwong hiéu von c* moc 1én nhw ndm sau mwa?

Cach day 30 nam, sdu cong ty thudc 14 16n nhat nwéc My mang dén cho
nguoi hit thude & nwdc nay 17 nhan hiéu khac nhau. Bay gio, con s6 nay la
176.

Hoi chitng “da mau ma%>” d3 xdm nhap vao moi linh vic nganh nghe,
tir 6 t0, bia cho dén 6ng kinh phéng. Detroit hién dang ban khoang 300 mau
ma gom du loai kiéu dang va kich thuwéc khac nhau. Maverick, Monarch,
Montego, Monza. Chevrolet Monza hay Mercury Monza? Ching khién
nguwoi mua roi loan.

Dbé doi pho v6i mé bong bong trén, con nguwdi da hoc cach don gidn hoa
moi thit.

Khi dwgc hoi vé qua trinh phat trién tri tué ctia con cdi, cac bac cha me
thwong khong noi vé von tir virng, kha nang doc hiéu, kha nang toan hog, ...
ctia con. Cau trd 10i dién hinh cta ho la: “Chau n6 dang hoc 16p 7.”
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Thong thwong, con ngwoi cé kha nang nhé nhitng khai niém dinh vi tot
hon tén goi. Mot ngudi bi ton thwong ndo c6 thé nhan ra cd “con géi ca” du
ong khong thé nhé dugc tén co ay.

Céach xép hang nay khong chi la mdt phwong thitc t6 chitc thudn tién ma
con vO cung can thiét dé giip con nguwoi tranh bi choang ngop truwdc cude
song phirc tap.

Thang san pham

Pé doi pho vdi su bung ndé san pham, con nguwdi da hoc cach xép hang
san pham va thwong hiéu trong tam tri. D€ hinh dung rd hon, ta hdy nghi
dén mot loat chiéc thang xuat hién trong dau. Trén tirng ndc thang la mot
thirong hiéu. Moi chiéc thang lai twong trung cho mot loai san pham.

Mot s6 thang c6 nhiéu nac (& day bay da la nhiéu roi). Mot so chiéc khac
thi c6 it hon hodc khong cé ndc nao.

Néu muodn tang thi phan kinh doanh hién tai, m6t doanh nghiép phai
danh bat dugc thwong hiéu duwgc xép hang bén trén minh (day thwong la
mot nhiém vu bat kha thi!), hay bang cach nao d6 gan thwong hiéu cta
minh vao vi tri cta doi tha.

Ay thé nhung van c6 qua nhiéu cong ty lao dau vao thuc hién cac
chwong trinh tiép thi va quang cdo vo tw nhw thé doi tht canh tranh khong
c6 cho nao ditng ca. Ho quang cao trong moi trieong chan khong dé roi that
vong khi thong diép cua minh khong duge don nhan.

Tréo 1én ndc thang cao hon la mot viéc cue ky khé khan néu cac thwong
hiéu bén trén da c6 dwgc cho ditng vitng chac va phia doanh nghiép cling
khong dung thém cong cu don bay hay chién lvgc dinh vi nao.

Khi mudn ra mat mot hang muc san pham mdi, don vi quang cao ciing
dong thoi phai mang theo ca mot chiéc thang mdi. Viéc nay cling khong dé,
nhat 1a khi hang muc san pham méi khéng dwoc dinh vi doi 1ap véi hang
muc san pham cii. Béi 1€, tam tri con ngwdi khong cé cho trong cho cai mébi
la, tr* phi n6 c6 lién hé t6i cai ci.
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Do 1a 1y do tai sao khi ban c6 mot san pham thwe sy méi, ban nén thong
bdo cho khach hang tifm nang rang san pham dé khong phai la cac san
pham dang lwu hanh trén thi tredng thay vi cit c6 giai thich rang san pham
md&i do la nhu thé nao.

Vi du, chiéc xe hoi dau tién dwgc goi la xe “khong ngwa kéo”, tén goi
nay giup cong chung xac dinh dwgc vi tri cia khai niém nay bén canh
phwong thitc van chuyén dwong thoi.

Nhitng tir nhw ca cuge “ngoai dwong dua”, xang “khong chi”, hay 16p
«khong sam» déu 1a vi du minh hoa cho cach dinh vi khai niém méi bén
canh khai niém cti.

Vi tri doi 1ap

Trén thi truong nay, vi tri ctia doi tha cling quan trong khong kém so véi
vi tri caa ban. Doi khi n6 con quan trong hon. Mot trong nhitng thanh cong
dau tién trong ky nguyén dinh vi la chién dich quang cdo litng danh cta
Avis.

Chién dich ctia Avis sé di vao lich sit nganh quang cao nhu mot tredng
hop kinh dién vé cach tao nén vi tri “d6i 1ap”, ma trong truong hop cia
Avis la vi tri d6i 1ap vdi thuong hiéu dan dau thi treong.

“Avis chi la hang cho thué xép thi hai, vay thi ban chon ching t6i lam
gi? Vi ching t6i no lyc hon.”

Avis hoat dong thua 16 su6t 13 nam trgi. Nhung ngay khi Avis bat dau
chdp nhan vi tri thit hai, thi ho bat dau thu vé 1gi nhuan.

Nam dau tién Avis kiém dwogc 1,2 triéu do-la. Nam thi hai 2,6 triéu do-
la. Nam th ba 5 triéu do la. Sau do, cong ty dugc ban lai cho tap doan ITT.

Ly do khién Avis kiém dwgc lgi nhuan dang ké nhw vay la vi ho da cong
nhan vi tri ctia hang doi tha Hertz va khong tim cach tan cong tryc dién.

Dé hiéu rd hon ly do tai sao chién dich quang cdo ctia Avis lai thanh
cong ruc rd nhu vay, chung ta hday nghien citu ky hon tam tri khach hang
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tiém nang va tuwéng twong rang c6 mot cai thang san pham gan nhan «cho
thué xe hoi”.

Trén moi bac cua chiéc thang ay la mot thuwong hiéu. Hertz & bac cao
nhat. Avis & bac thit hai. National & bac thit ba.

Nhiéu ngudi trong gidi ti€p thi da hifu sai cau chuyén cta Avis. Ho
twdng rang cong ty nay thanh cong vi ho no lyc hon.

Hoan toan khong phéi vay. Avis thanh cong vi hg biét lién hé thuong
hiéu cua minh v&i Hertz. (Néu no luc 1a bi quyét thanh cong thi han Harold
Stassen?®) d3 lam téng thong nuwdéc My t6i mdy 1an roi.)

Trong cau chuyén nay c6 mét tinh tiét cho thady nganh quang cdo da dan
dan chédp nhan 16i quang cao so sanh. Ban dau, to tap chi Times da phé phan
cau “Ching t6i no lwc hon” vi ho cho rang cau nay thé hién tam ly canh
tranh qua mc doi véi Hertz. Cac tap chi khac cling 1én tiéng phéan doi.

Thé la chuyén vién quan 1y quang cdo dam ra hodng s¢ va danh chuyén
khau hiéu trén thanh “Chuing t6i no Iyc dén cue than”. (T ngit tho thién co
1é it mang tinh cong kich hon tw ngit ham y so sanh.)

Chi sau khi chién dich quang cdo nay ngung lai thi t& Times méi thay
do6i quan niém va chdp nhan phién ban quang cao dau tién. (Vi chuyén vién
quan ly quang cao kia thi bi sa thai.)

Thiét 1ap vi tri “d6i 1ap” la mot meo dinh vi dién hinh. Néu mot doanh
nghiép khong phai la ké dau tién thi ho phai la ké dau tién chiém git vi tri
sO hai. Pay la mot nhiém vu rat gian nan.

Nhung van c6 thé lam dugce. PBiéu ma Avis dang lam trong linh vic cho
thué xe hoi ciling la diéu ma Burger King dang lam trong linh virc d6 an
nhanh hay Honeywell trong nganh may tinh.

Vi tri “Khong phai cola”

Mot chién lIwge dinh vi dién hinh khac la nhe nhang bo 1én mot chiéc
thang da bi ké khac chiém gitt, nhw cach lam ctia 7-Up. Phai hiéu dugc ti 1€
nhan biét thuwong hiéu cia Coke va Pepsi 16n t6i mirc do nao ta méi thay

https://thuviensach.vn



hét sy xuat sac cta y twéng nay. Hau nhw ¢ trong ba chai nuwéc giai khat
duwgc tiéu thu & My, thi c6 dén hai chai 1a do6 uong chira cola.

Bang cach lién hé san pham ctia minh v&i nhitng thit da c6 san trong dau
khach hang tiém nang, vi tri “khong phai cola” da xac 1ap 7-Up la thic
uong thay thé cola. (Ba bac trén chiéc thang cola c6 thé hinh dung nhw sau:
Th nhat, Coca-Cola. Thit hai, Pepsi. Va thit ba, 7-Up.)

Vi vi tri “khong phai cola”, doanh s6 cua 7-Up thuc s tang vot. K€ twr
nam 1968 khi cong khai san pham “khong phai cola”, doanh thu sau thué
hang nam ctia Seven-Up Company da tang tir 87,7 triéu d6-la 1én hon 190
triéu do-la. Ngay nay, 7-Up la nha cung cap nwéc ngot khong con 16n thi
ba thé gidi.

Dé chitng minh tinh ph6 bién cta khai niém dinh vi, Céng ty Truyén
thong McCormick Communications da mua lai dai phat thanh vo danh
WLKW chuyén phat nhac nhe & Providence (Rhode Island) va dwa no tré
thanh thwong hiéu s6 mot thi truong. Khau hiéu cta ho la: WLKW, dai
khong nhac rock.

Pé tim ra mét vi tri doc ddo trong tam tri khach hang, hday bé qua cai
logic thong thwong. Logic thong thuwdng noéi rang ban phai di tim y twdng
bén trong ban hay san pham.

Khong phdi vdy. Ban can phai nhin vao tdm tri cia khach hang tiém
nang.

Ban sé khong thé tim ra y twédng “khong phai cola” bén trong mot lon 7-
Up dau. Ban tim thay n6 trong tam tri ctia ngudi uéng cola kia!

Bay “mau quén”

Yéu t6 quan trong nhat dé dinh vi thanh cong la sy nhat quan. Ban phai
tredc sau nhw mot tr nam nay qua nam khac.

Nhung théi thwong, nhiéu cong ty sau khi da thwe hién mot cudc “dao
chinh” dinh vi xudt séc lai roi vao cai ma ching t6i goi la cai bay mau
quen.
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Ho da quén mat diéu gi da khién ho thanh cong.

Khéng lau sau khi dwgce ban cho tap doan ITT, Avis cho rang ho khong
bang long vGi vi tri s6 hai nita. Vay la ho chay mot chién dich quang cao
tuyén bo: “Avis sé trd thanh sé mot.”

Do 1a 16i quang cao cho cac tham vong ctia ban than. That 1a mét viéc
lam sai Iam ca vé mat tam 1y lan chién lwgc.

Avis khong sinh ra dé lam s6 mot, trit phi ho tim ra va khai thac dugc
mot nhuwoc diém cta Hertz.

Thém vao do, chién dich quang céo trwéc dé khong chi két noi Avis so 2
va Hertz s 1 trén chiéc thang san pham trong tam tri khach hang, ma con
1gi dung dwogc long trac an ty nhién ctia con ngwoi danh cho ké thua tran.

Vi vay, chién dich méi cta Avis thanh ra chi 1a mot chiéu quang céo
khoe khoang 16 bich.

Thyc ra trong suét 20 nam qua, Avis da chay nhiéu chién dich quang cao
khac nhau, nhw “Thay phu thuy Avis” hay “Ban khong phdi chay qua céc
san bay.”

Nhung khi nhac dén Avis, diéu gi xuat hién trudce tién trong dau ban?

Di nhién la cau: “Avis chi ditng thit hai...” Nhung su6t nhithg nam vira
qua, Avis da mot hai 16 di khai niém duy nhat ma né cé dugc trong tam tri
khach hang. Mot ngay nao do, khi National vugt qua doanh thu cua Avis,
Avis mdi hiéu hét gia tri cia khai niém “xép thit hai” ma n6 da danh mat.

Ngay nay, néu muon thanh cong, ban khong thé phét 10 vi tri cia doéi tha
cling nhuw khong thé ra khoi vi tri cia minh. Theo cau néi bat hu ctia nit nha
van Joan Didion thi: “Hay choi van bai da dvugc chia.”

Mot nha quang cao khac ciling roi vao cai bay mau quén la 7-Up. Nho
vao chién dich “Khéng phdi cola”, doanh nghiép nay da dinh vi thanh cong
7-Up thanh thitc udng thay thé Coke va Pepsi. Nhung, chién dich sau do
cta ho lai tuyén bo rang, “Nwéc My dang chuyén sang 7-Up.”
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Nudoc My dau co lam vay! 7-Up chi dang quang cdo cho cai khat vong
cta riéng ho ma thoi. Vé mat y twéng thi diéu d6 giong hét nhw chién dich
“Avis sé trd thanh s6 1”.

Va cé hai chién dich déu kém hiéu qua nhw nhau.
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Tt day ban khong thé t6i do6 duoc

Chuyén xura ké rang, cé vi du khach no héi mot bac nong dan dwong dén
thi tran gan do.

Bac nong dan tra 10i: “Anh di xudi theo duong cai khoang mot dam, t6i
nga ba thi ré trai. Khong, khong phai.”

Béc chi dwong lai: “Anh quay lai, di khodng ntta ddm thi gap bién béo
dirng, t6i do thi ré phai. Khong, thé cling khéng dwoc.” Sau khi im 1ang mot
lic lau, bac ta nhin vi khach dang béi r6i va no6i: “Con trai, con biét gi
khong? T day con khong thé di dén dé duoc.”

Cau chuyén trén tinh co lai giéng véi s6 phan ctia nhiéu ngwoi, nhiéu
chinh tri gia va nhiéu sdn pham hién nay. Ho lai tinh c& dang & mét vi tri
ma “tir day khong thé dén dé dugc.”

Nudc My sé khong chuyén sang dung 7-Up. Avis sé khong thé tré thanh
s6 mot. Dau c6 ngbi wdc ao hay thuc hién nhitng chién dich quang cao
khong 16 ciing khong thé bién diéu dé tré thanh sy thue dugc.

Tinh than “Lam dugc” budng binh

Xét theo nhiéu goc do, kinh nghiém & Viét Nam la vi du dién hinh cho
tinh than “lam dwgc” cta ngwoi My. Néu no lyc thi ban ¢6 thé lam dugce bat
ctt diéu gi. Tuy nhién, du chiing ta c6 no luc téi dau, du c6 dé bao nhiéu
tién ctia vao do, thi van khong thé dung lwc lwgng bén ngoai dé giai quyét
van dé ¢ Viét Nam.

Tw day ching ta khong thé dén do dugc.

Bat chdp hang tram vi du nhw treong hgp Viét Nam, chiing ta van dang
song trong moi treong tran day tinh than “lam dwgc”. Tuy vay, van co
nhiéu thir bat kha, du ban c6 c6 gang dén may di nita.

Ta hay lay vi du vé tredng hgp mot vi phé giam doc 55 tudi khong bao
gig vuon t6i dwgce vi tri cao nhat trong cong ty. Khi vi Tong giam doc vé

https://thuviensach.vn



huru & tudi 65, ban giam doc sé bé nhiém mot nguwdi 48 tudi ké nhiém.

Vi phé gidam déc 55 tudi da ¢ vao vi tri “qua dat” so véi vi tri tdng giam
doc. Dé c6 co hoi thang chirc, 6ng ta phai tré hon nguwdi dwong nhiém it
nhat 10 tudi.

Trong cudc chién tranh gianh tam tri khach hang, chuyén twong ty cling
xdy ra véi nhitng san pham bi “qua dat”.

Ngay nay, mot cong ty c6 thé c6 mot san pham hoan hédo, doi ngii ban
hang xuat sac, chién dich quang cao tuyét voi nhung ho van that bai tham
hai néu ho & vao vi tri “tir day khong thé dén d6 dwoc”. Du ho san sang chi
ra hang triéu do-la cling vay.

Vi du dién hinh nhat & day chinh la cau chuyén cia RCA trong nganh
may tinh.

Tai hoa bao trwéc(22)

Vao nam 1969, ching t6i viét mot bai bado c6 twa dé “Pinh vi la xu
hwéng trén thi treong co nhiéu thuwong hiéu na na nhau hién nay” cho tap
chi Industrial Marketing, trong d6 c6 néu RCA lam mot trong nhitng vi du
chinh. Pay la bai bao néi thang noi that, khong kiéng dé ma chi mat diém
tén va dua ra nhitng dy doan dva trén cac nguyén tac dinh vi. (D6 ciing la
lan dau tién tr “dinh vi” dugc dung dé miéu td qua trinh doi pho vai doéi tha
16n hon, vitng vang hon va chiém dwgc cho 16n hon trong tam tri khach
hang.)

Dac biét, mot dy doan trong dé vé sau da trd thanh hién thyc. Vé linh
virc may tinh, ching t6i viét: “Khong cong ty nao con hy vong doi dau truc
tiép vdi vi tri ma IBM da thiét 1ap nita.”

Tw khéa trong cau trén di nhién la tiv “d6i dau truc tiép”. Tuy c6 thé canh
tranh thanh cong véi thuwong hiéu dan dau thi trweong (bai bao c6 dwa ra mot
sO phuwong phap), nhung theo nguyén tac dinh vi, khong thé canh tranh
bang phwong phap “doi dau”.
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Vao thoi diém nam 1969, luan diém nay da khién nhiéu ngudi sttng sot.
Chung t6i la ai ma dam khang dinh mot cong ty 16n manh, c6 hang ty do-la
nhw RCA lai khong thé thyc hién khat vong ctia ho trong nganh may tinh?

Va thé la sang nam 1970, RCA da doc toan bo sttc lyc. Cau chuyén phi
thwong nay xuat hién trén nhiéu trang bao kinh doanh:

“RCA tong tan cong doi tht s6 mot” la dong tit cia mot bai trén to
Business Week s6 ra ngay 19 thang 9 nam 1970.

“RCA doi dau tryc dién véi IBM” 1a mot dong tit khac trén t& Fortune s6
ra vao thang 10 nam 1970.

“Tham vong cia RCA la tan cong truc ti€p IBM” 1a mot dong tit do to
Advertising Age dang tai vao ngay 16 thang 10 nam 1970.

Va dé dam bdo khong c6 ai hiéu sai y dinh ctia cong ty, Robert W.
Sarnoff, Chu tich kiém Tong Giam doc cia RCA, duv doan RCA sé nam
chac “vi tri s6 hai” trong nganh cong nghiép mdy tinh vao cudi nam 1970.
Khi nhan manh rang cong ty cta 6ng da dau tw “dé phat trién mot vi thé
vitng chai trong nganh may tinh nhiéu hon rat nhiéu so v6i cac khoan dau
tw cua ching t6i vao bat ky dy an kinh doanh nao truéc day”, ké ca tivi
mau, ong Sarnoff ndi rang muc tiéu dau tw 1a dé phat trién mot vi thé lgi
nhuan bén vitng vao dau thap nién 1970.

Tinh than “lam dwoc” ra di

Chwa day mot nam sau do, tai hoa ap dén. Bai bao dang trén to Business
Week s6 ra ngay 25 thang 9 nam 1971 chay dong tit: “Tham hoa 250 triéu
d6 la roi xuong RCA”.

Qua la mot so tién 16n. C6 ngudi da tinh rang néu ban dem so tién do
quy doi thanh nhitng t@ bac gidy ménh gia 100 do-la roi chat ching 1én via
he trong Trung tam Rockefeller, dong tién nay sé cao vuot ctta s6 phong
lam viéc cua Sarnoff & tang 53 ctia Toa nha RCA.

Luc bdy gio, nganh may tinh dang roi vao thoi ky kho khan. Vao thang 5
nam 1970, sau nhiéu nam kinh doanh may tinh khong hiéu qud, General
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Electric da “bé cta chay lay nguwoi” va ban lai mé 16n x0n nay cho
Honeywell.

Chitng kién hai hang may tinh 16n noi tiép nhau that bai, that khé cudng
lai dong lyc thoi thac bat ra cau “Toi da bao réi ma”. Vi thé, vao cu6i nam
1971, ching toi quay lai v&i bai bao “Quay lai v@i dinh vi: Tai sao GE va
RCA khong chiu lang nghe?” (Pang trén t0 Industrial Marketing vao thang
11 nam 1971.)

Lam sao dé bang quang cado va tiép thi ma ta c6 thé canh tranh dwogc véi
mot cong ty tam cd nhw IBM? Hai bai bao vé dinh vi ma ching t6i da viét
c6 dwa ra mot sb goi y:

Lam thé nao dé canh tranh v6i IBM?
Nganh may tinh thwong duge vi von la “Nang Bach Tuyét va Bay Chu
Lun”. Bach Tuyét da thiét 1ap dwgc vi tri vo dich trong lich st ti€p thi.

IBM chiém 60% thi phan may tinh, trong khi “cac chi lun” 16n nhat chi
chiém chwa day 10% thi phan.

Lam thé nao ban cé thé dich lai dwgc mét cong ty nhw IBM day?

DPau tién, ban phai chdp nhan vi tri ctia n6. Sau dé, dirng gang sitc bat
chuge cach lam cda nhiéu hang trong nganh may tinh: hanh déng giong
nhu IBM.

Céac cong ty khong con hy vong doi dau truc tiép véi vi tri cia IBM nita.
Cho tdi nay, lich st da chitng minh rang diéu nay la ding.

Nhitng cong ty nho trong nganh may tinh cé 1€ cling nhan ra dugc diéu
nay. Nhung cac cong ty 16n thi dwong nhw lai cho rang ho c6 thé cé dwoc vi
tri ngang ngtta IBM. C6 nguoi con nghe thdy mot nha lanh dao xui xéo
than van: “Gid ma chuing toi c6 dua tién!” Ban khong thé thanh céng chi nho
tién.

“Lay ltra dap ltra” la khuén mau sao mon 16i thdi. Theo cau n6i ma nha
quang cdo ltng danh Howard Gossage qua c6 hay néi thi: “Thé la ngu
xuan. Ta phai dung nwéc dé dap lwra.”
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Chién lwgc kha thi hon danh cho cac doi tha cua IBM la tan dung bat c
vi tri nao ma ho da tao duwgc trong tam tri khach hang tiém nang, roi lién hé
vi tri d6 v&i mot vi tri méi trong nganh may tinh. Vi duy, 1é ra RCA nén dinh
vi dong mady tinh ctia ho nhu thé nao?

Bai bao nam 1969 cua ching t6i ggi y: “RCA la thwong hiéu dan dau
trong truyén thong. Néu ho dinh vi mot dong may tinh lién quan dén nganh
truyén thong, thi ho c6 thé tan dung duwgc vi tri von c6 ctia minh. Mac du c6
thé ho sé phdi bo di rat nhiéu viéc khac, nhwng ho sé chac chan ¢ dé.”

Ta hay nhin sang NCR, mot cong ty c6 vi tri vitng chai trong linh vuc
san xuat may tinh tién.

NCR da vuon 1én rat nhanh trong nganh mdy tinh nho biét tap trung vao
hé thong nhap dit liéu ban 1é. (Néu ban muon biét ky hon thi dé la cac may
tinh tién dién tr.)

Tuy nhién, khi ma tinh hinh tr@ nén vo vong thi chuyén tim mot vi tri
vitng chac chang khac gi mo kim day bé. Tot hon hét hdy tap trung vao
mang khac. Theo cach néi ctia ciu bé Charlie Brown@®) thi: “Toan chuyén
nhé nhw con thd, sao phai tron tranh.”

Thyc ra, that bai tham hai thwong lai dwoc wa thich hon la mot thanh
cong xoang xinh.

Ké thua cudc thwong dé bi cuén vao 16i suy nghi rang c6 gang hon sé
gidi quyét duwgc van dé. V&i mot cong ty dang & vao vi tri ké thua cudc, co
gang hon cling khong mang lai 1gi 16c gi ca.

Van dé khong phai la can lam gi, ma la lam khi nao. Cai no lyc bo sung
ay, néu noé co6 chat ich 1gi nao, thi nén dem ra dung that s6ém dé tao ra cho
dirng gia tri la thuwong hiéu dan dau.

C6 vi tri hang dau, moi sy déu c6 thé thanh. Khong cé nd, thi moi viéc
thue sy tré nén kho khan hon nhiéu. (Theo cach néi cta ngudi Eskimo thi:
con ché dan dwong la con duy nhat thwdng thitc duge canh vat doc duwong.)

Smith va Jones & General Electric
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Mot vi du sau day c6 thé gitup ching ta hinh dung rd6 hon vé nguyén tac
nay. Co hai nguwoi cung dé mat dén vi tri cdp cao & General Electric. Mot
nguoi la Smith. Nguoi kia la Jones.

Smith 1a mau lanh dao dién hinh cho tinh than “lam dwgc”, nén khi dugc
giao phu trach mang may tinh, anh hao hitng nhan viéc ngay.

Con Jones la mau ngwoi thue té. Anh biét rang trong mang mdy tinh, GE
la “nguoi dén sau” nén khong thé thong linh thi trvdng nay duwgc. Vao giai
doan mudn cha van c@ nay, ho sé phai hi sinh rat 16n méi bat kip dugc IBM
(néu ho c6 thé lam dwgc diéu do).

Sau khi Smith that bai trong viéc xoay chuyén tinh thé ctia cong ty, Jones
c6 co hoi tham gia vao. Anh dé xudt General Electric rit chan khoi nganh
nay. Rot cudc, ho da 1am thé va ban lai mang nay cho Honeywell.

D6 la mot trong nhitng 1y do khién Reginald H. Jones cudi cung da tr&
thanh Tong Giam doc ctia General Electric. Con J. Standford Smith thi lai
trd thanh Tong Giam doc ctia cong ty san xudt gidy International Paper.

Tém lai, th hang trong nganh mdy tinh ciing giong nhv hau hét cac
nganh khac. Nganh nao ciing c6 mot cong ty dan dau hung manh (nhw IBM
v@i may tinh, Xerox v&i may photocopy va General Motors vGi xe hai) va
hang loat cong ty chay theo khac.

Néu nam dugc vai tro cua dinh vi trong nganh may tinh, thi ching ta c6
thé tng dung kién thitc nay trong hau hét cac tinh huong khac.

Dbiéu gi la hiéu qua vdi may tinh thi cling sé hiéu qua véi xe hoi va do
udng co cola.

Hodc nguoc lai.
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Dinh vi thuwong hiéu dan dau

Nhitng c6ng ty nhu Avis va Seven-Up dd tim dwgc nhitng vi tri khac thay
vi tr@ thanh thwong hiéu dan dau.

Nhung hau hét moi cong ty déu khong muon trd thanh ké theo sau, dau
la theo sau thanh cong di chang nita. Ho mudn la ké dan dau nhw Hertz hay
Coke.

Vay lam sao dé trg thanh ngwoi dan dau? That ra rat don gian. Ban con
nh@ Charles Lindbergh va Neil Armstrong chi?

Ban chi can la ngudi téi do dau tién va dugc trang bi day da nhat.

Thiét 1ap thé dan dau

Lich st da chitng minh rang tinh trung binh, thwong hiéu dau tién lot vao
tam tri khach hang sé cé thi phan dai han nhiéu gap déi thuwong hiéu dirng
thi hai va nhiéu gdp bon thwong hiéu ditng thit ba. Va trat tw nay khong dé
dang thay doi.

Hay nhin vao cudc chién ti€p thi khoc liét gitta Pepsi-Cola va Coca-Cola.
Du Pepsi, ké thach thitc Coca, da cé nhitng hoat dong tiép thi thanh cong
trong nhiéu nam, nhung ai dan dau cudc dua d6 udng cola? Di nhién van la
Coca-Cola. Ctt mo6i sau chai Coca-Cola dwgc ban ra, Pepsi mdi ban dugc
bon chai.

Thuc té nay dién ra @ moi linh viec. Thwong hiéu dan dau & nganh nao
cling c6é doanh s6 ban hang 16n gap nhiéu lan thuwong hiéu ditng thit hai.
Hertz vugt Avis, General Motor ban chay hon Ford, Goodyear di truéc
Firestone, McDonald’s ban chay hon Burger King va General Electric ban
chay hon Westinghouse.

Tuy vay, nhiéu chuyén gia tiép thi van xem nhe lgi thé to 16n cta viéc tr@
thanh nguoi dau tién. Ho thuwong xuyén gan cho thanh cong cia Kodak,
IBM va Coke la do “nhay bén trong tiép thi”.
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That bai cua ké dan dau

Thé nhuwng khi tinh hinh thay do6i, khi mot cong ty dan dau thi truong
khong phai 1a ké dau tién & mot hang muc san pham mdi thi san pham ma&i
cta ho thuong lai 1a san pham an theo.

Coca-Cola la doanh nghiép khong 16 so vGi Dr. Pepper. Nhung khi Coca-
Cola gigi thiéu san pham m&i, Mr. Pibb, dé canh tranh v&i Dr. Pepper, thi
ngay ca nguon lic ménh méng cta ga khong 16 Coca-Cola ciing khong thé
khoét dugce chit thi phan nao tir Dr. Pepper. Mr. Pibb hién van la ké ditng
thit hai dang thvong. C& 6 chai Dr. Pepper duwgc ban ra, Coca-Cola mai
xo0ay s0 ban dugc mot chai Mr. Pibb.

IBM 16n hon nhiéu so véi Xerox, ho s& hitu nguén cong nghé, nhan luc
va tai chinh dang né. Nhung chuyén gi da xdy ra khi IBM ra mat dong may
photocopy canh tranh vGi Xerox?

Khong c6 thay doi nao dang ké ca. Thi phan may photocopy ctia Xerox
van 16n gap 10 lan IBM.

Liéu Kodak c6 thé danh bai Polaroid khi ho buéc vao Iinh virc may chup
anh 1dy ngay khong? Con lau méi cé chuyén do6. Thuyc té thi doanh so cta
Polaroid tang vu vu trong khi Kodak phai chat vat méi gianh duwgc mot thi
phan rat nhé, gay 16 ndang cho mang may anh truyén thong ctia chinh minh.

Hau nhw tat ca moi lgi thé vat chat déu don vé cong ty dan dau. Néu
khong c6 1y do nao thuyét phuc, ngwoi tiéu dung thwong chon ding thuong
hiéu ma ho da mua lan trwéc. Cac ctta hang cling thuwong tich trit sdn pham
cta nhitng thuong hiéu dan dau.

Cac cong ty cang 16n, cang thanh cong thi cang c6 co hoi tuyén dung
dwgce nhitng sinh vién t6t nghiép xuat sac. Trén thuc t€, ho luén thu hut
dwgc nhiéu nhan vién gidi.

Thuong hiéu dan dau luén c6 1gi thé trong tirng budc di.

Vi du, trong mot chuyén bay, hang hang khong thuong trir san pham cta
mot thuwong hiéu nuwdc cola, mot thuwong hiéu bia girng, mot thwong hiéu bia
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thuong, v.v...

Trén chuyén bay sap t6i, ban hdy dé y xem liéu ba thuwong hiéu nay co
phai la Coca-cola, Canada Dry va Budweiser khong? B¢ la ba thuwong hiéu
dan dau vé nwdc cola, bia girng va bia thuong.

Tinh bat 6n cuia trang thai can bang

Pring la trong mot s6 hang muc san pham, hai thwong hiéu hang dau cé
thé sanh vai nhau.

Nhung cling ding la nhitng hang muc nay thuc ra chwa dat tdi do 6n
dinh. S6m mudn gi r6i ban cling sé thay mot thwong hiéu thang thé r6i dan
dau va cubi cung dat dén ti 1€ 6n dinh, nhw 5:3 hoac 2:1.

Nguoi tiéu dung giong nhw nhw nhitng chd ga. Ho thdy thuan tién hon
v&i mot trat t phan hang ma ai cling biét va chap nhan, nhu:

Hertz r6i dén Avis.

Harvard roi dén Yale.

McDonald’s r6i dén Burger King.

Khi hai thuwong hiéu cé vi tri ngang nhau, mot trong hai sé thang thé roi
chiém linh thi trong trong nhiéu nam tiép theo.

Vi du, trong giai doan 1925-1930, Ford va Chevrolet chon chan trong
tran doi dau ngang tai ngang sitc. Sau do, Chevrolet da gianh dugc vi tri
dan dau vao nam 1931. Nhitng dong xe tiép theo ké tir do, tinh ca nhitng
truc trac gay ra bdi suy thodai va chién tranh, Chevrolet chi mat vi tri dan
dau c6 bon lan.

Thai diém can no Iyc hon nita la khi tinh hinh van chwa ro rang, khi chwa
bén nao chiém duwgc vi thé vuot troi. Viéc gianh chién thang trong tran
chién gianh vi tri dan dau doanh thu trong mot nam sé dam bao chién thang
trong nhiéu thap ky sau do.

Mot chiéc may bay phéan lyc can dat t6i 110% cong suat dinh mic dé co6
thé cat canh. Khi may bay da 1én dén do cao khoang 10.000m, phi céng cé
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thé ham cong suat lai con 70% ma van c6 thé bay véi toc do bay 600
dam/gio.

Cac chién luwgc duy tri vi thé dan dau

Cau hoi: Con khi dot nang khoang 4 ta sé ngu ¢ dau?

Tra 10i: Bat cit cho nao né muon.

Nguoi dan dau c6 thé lam bat c& diéu gi anh ta mu6n. Trong ngan han,
anh ta gan thw khong thé bi ha guc. Pa di 1én c kéo anh ta 1én mai. (Giong
nhw mot cau thanh ngit 1au doi trong dau vat: Khi ban dang nam trén thi déi
thu khong ghim ban dugc.”)

Do d6, doi vdi General Motors, Procter & Gamble va cac cong ty dan
dau khac trén thé gidi, méi lo ctia ho khong bao gid la nam nay hay nam
t¢i. Ho chi ban tdm vé dai han: Diéu gi sé xdy ra sau nam nam nita? Hay
sau muwoi nam nita? (Vé ngan han thi van dé duy nhat la tit phia chinh phu.
Do d6, cong ty dan dau nén giwong cao cai phwong cham nay: Ci tién 1én
cho t&i khi chinh phu lien bang tuyt coi.)

Nhitng cong ty dan dau nén tan dung su linh hoat trong ngan han dé bao
dam cho minh mot twong lai vitng chac dai han. Thyc té 1a, nhitng cong ty
dan dau thwong la nguwoi dwa chiéc thang vao tam tri khach hang, trong dé
thuwong hiéu cta ho dwgc gin chit & nac thang dau tién va duy nhat. O vao
vi tri d6, ho nén va khong nén lam nhitng gi tiép theo?

Nhitng diéu khong nén lam

Néu cong ty da gianh duwgc vi tri dan dau, thi ho khong can phai chay
quang cao dé khoe rang: “Chung toi la sé mot.”

Ho nén cting c6 hang muc san pham cta minh trong tam tri khach hang
thi tot hon. Vi duy, quang cao cia IBM thuwong tang 16 hét canh tranh ma tap
trung nhan manh vao cac gia tri cia may tinh. Tat cd cac may tinh néi
chung, chit khong chi riéng san pham cua hang.

Tai sao lai kh6ng nén quang cédo tuyén bo: “Ching toi 1a s6 mot”.
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Nguyén nhan la tam ly. Hodc la khach hang tiém nang da biét ban la s6
mot roi, va ho sé thac mac tai sao ban lai thiéu ty tin dén mic ¢t phai réu
rao vé diéu dé. Hodc 1a khach hang tiém nang khong biét ban la s6 mot. Ma
tai sao ho lai khong biét vay?

Co6 thé ban da dinh nghia vi thé dan dau theo quan diém cda ban chi
khong theo quan diém ctia khach hang tiém nang. Bang tiéc thay, cach lam
nay khong hiéu qua.

Ban khong thé tao ra vi tri dan dau theo cach dinh nghia cia minh nhw
kiéu “Hé thong am thanh trung thyc cé gia dudi 1.000 d6-la ban chay nhat
0 Dong Mississipi.”

Ban phai thiét 1ap vi tri dan dau tir géc nhin cta khach hang.

O day c6 hai chién lwgc can ban can phai 4p dung dong thai. Thoat nhin,
ching c6 vé trai nguge nhau, nhung khong phai vay.

Nhac cho nhé

“Thit thiét.” Chién dich quang cdo kinh dién nay ctia Coca-Cola la chién
lwge hiéu qua doéi véi moi cong ty dan dau.

Yéu t6 tién quyét gitip mot cong ty chiém dwgce vi tri dan dau la trd thanh
nguoi dau tién buwdc vao tam tri cia khach hang. Va yéu t6 tién quyét gitp
ho duy tri dwgc vi tri dé la cing c6 hon nita khai niém ban dau, tic cai tiéu
chuan dung dé danh gia tat ca nhitng thwong hiéu khac. N6i cach khac, moi
san pham khac chi la d6 bat chuwéc ctaa “Thit thiét”.

N6 khac véi cau néi “Ching toi 1a s6 mot”. Thwong hiéu 16n nhat c6 thé
la thwong hiéu c6 doanh so6 16n nhat béi vi né cé gia ré, san pham c6 mat &
nhiéu ctra hang hon, v.v... Con “thit thiét”, giong nhw moi tinh dau, sé ludn
chiém vi tri dac biét trong tam tri khach hang.

“Chung t6i da sang tao ra san pham nay”. Pay la dong lyc manh mé
dang sau nhitng chi€c may photocopy ctia Xerox, mdy anh cta Polaroid va
bat Itta ctia Zippo.
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Bao vay tdt ca

Doi khi that kho lam dwgc diéu nay. Nhung dang tiéc thay, cac cong ty
dan dau thuwong ty minh quang cdo cho chinh minh say swa dén mitc ho
khong thdy sai 1am nao ca. Thé nén khi déi tha ra mat sdn pham méi hoac
tinh ndng mdi, ho thwdng xem nhe budc tién nay.

Thuwong hiéu dan dau nén hanh dong nguogc lai: ho nén bao vay tat ca.
Nghia la, ho can gat di sy kiéu cang ctia minh va thwc hién phat trién san
pham mdi ngay khi sdn pham dé c6 dau hiéu tiém nang. Tuy nhién, thwong
thi ngwoi dan dau chi tinh giac khi dd qua muén mang.

General Motors da chi ra 50 triéu do-la dé mua dong co Wankel khi né
duwgc chao hang cho nganh 6 t6. Ho dang vitt tién qua ctta s6? Khong han
vay. Co 1é General Motors cho rang khodn tién 50 triéu do-la bé ra dé mua
ban quyén sang ché ctia Wankel kia la m6t mén bdo hiém hoi dé giit vitng
thwong hiéu 66 ti d6 ctia minh. (That vay, doanh s6 ctia General Motors vao
nam 1979 la 66.311.200.000 do-1a)

Gia st Wankel thuc sy trg thanh dong co xe hoi ctua twong lai. Va Ford
hodc Chrysler la cong ty dau tién mua duwgc ban quyén sang ché ctia dong
co nay. Vay thi bay gio General Motors sé ¢ dau?

General Motors sé ¢ vao vi tri giong nhu Kodak va 3M trén thi truong
ban may photocopy van phong. Hai thwong hiéu dan dau trong nganh may
photocopy st dung gidy in trang phu nay da tirng cé co hoi mua lai tw
Carlson ban quyén cong nghé in chup kho, nhung ho da khudce tw.

Ho nghi, “khong doi nao co6 ai chiu trd 5 xu cho mét ban in gidy thuwong,
khi c6 thé cé duwgc mot ban in gidy trang phu chi véi 1 xu rudi.” Diéu nay
hoan toan cé ly, nhung cai cot tiy trong bao vay tat ca la nham tranh nhitng
chuyén khong thé ngo.

Va, diéu khong ngo ay da xdy ra. Haloid da gianh dugc co hoi mua ban
quyeén sang ché cua Carlson. Ngay nay, Haloid (sau do6 la Haloid Xerox va
bay gio la Xerox) da trd thanh thwong hiéu khong 16 tri gia 5 ty do-la. N6
16n hon ca 3M va chi ditng sau Kodak. Tap chi Fortune goi may photocopy
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Xerox 914 st dung gidy thwong “san pham thu vé nhiéu lgi nhuan nhat
tirng dwgc san xuat @ My.”

Xerox c6 dién lai man ngoan muc nay?

Gan nhu khong. Theo sau thanh céng ngoan muc cua chiéc may 914 lai
la nhitng that bai lién tiép, ma dang ké nhat 1a that bai ctia linh viic may
tinh.

Sttc manh dén tit sdn pham

Vao giai doan dau khi Xerox mdi bat tay vao thyc hién chién lwge da
dang hoa sdn pham, Chu tich hoi dong quan tri cong ty nay noi: “Tong
Giadm doc cong ty da bay to, “Chi khi nao thanh cong ctia mdy photocopy
van phong lap lai khong chi m6t ma la nhiéu lan, khi ay chiing t6i méi két
luadn chac chan dwgc rang tap thé nay co loai sttc manh ma ching toi c6 thé
dwa vao mai mai.”

Pay 1a mot 16i kinh dién ma nhitng cong ty dan dau thuong méc phai. Ao
twong rang sttc manh cta san pham bat nguoén tir sttc manh cua td chirc.

Dung ra la trdi lai, sttc manh cua t6 chitc sinh ra tir sittc manh cua san
pham, tr vi tri ma sén pham cé dugc trong tam tri khach hang.

Coca-Cola la san pham c6 sttc manh. Con tdp doan Coca-Cola chi don
thuan la hinh &nh phéan chiéu sitc manh dé.

Ra khoi hang muc do udng cola, cong ty nay sé phai khoé nhoc méi tim
duwgc sttc manh cia minh. Ho phai hodc la tré thanh ngwdi dau tién di vao
tam tri khach hang, hodc la tim ra vi tri thay thé vitng vang bang, hodc la
dinh vi lai thwong hiéu dan dau.

Sdn pham Mr. Pibb ctia Coca-Cola da phéi xép & vi tri s6 hai dang
thwong sau Dr. Pepper, va toan bo st'c manh cua cong ty Coca-Cola liuc nay
déu chang thé lam dugc gi.

Xerox cling vay. Sttc manh ctia ho nam & vi tri ma ho c6 dwgc trong tam
tri khach hang. N6i dén Xerox la n6i dén may photocopy. Xerox sé hitu vi
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tri may photocopy vi ho lot vao trong tam tri khach hang truéc tién, va sau
dé6 khai thac vi tri nay bang mot chién lwgc tiép thi 0 at.

Nhung & cac linh viec may tinh, may chiéu va cac san pham khac, Xerox
phai bat dau tt con s6 khong. Hién nhién cong ty nay da c6 lap lai thanh
cong cta may photocopy cho nhitng san pham trén, nhung ho rd rang da
quén mat yéu t6 cot 16i cta chién dich 914: Ho la nguoi dau tién bay trén
dai dwvong “may photocopy st dung gidy thuong”.

Phan ¢ng nhanh

Khi d6i thu canh tranh ra mat mot san pham hoan toan mdi, that dé doan
duwgc phan ng ctia bd may quan ly day nhiét huyét kiéu My.

“Hay dgi ddy ma xem.”

Nhung dé thwe hién bién phap bao vay hiéu qua thi thoi gian 1a yéu to6 rat
quan trong. Ban phdi chan ding doi thu bang cach x6ng vao bao vay san
pham mdi trede khi né chiém dwgc vi tri trde nhat trong tam tri khach
hang.

Khi Datril tht thwc hién mot cudc tdn céng bang gia vao Tylenol,
Johnson & Johnson da ngay lap téc bao vay chiéu thitc d6. Ho giam gia
Tylenol tham chi trwdc ca khi Bristol-Myers bat dau chién dich quang cao
gia ban cua Datril.

Két qua la: Johnson & Johnson da day lui don tan cong cua Datril, khién
Bristol-Myers phai chiu 10 ndng ngay tir vach xuat phat. Bristol-Myers
khong nhan duwgc chut thanh qua nao cho nhitng no lyc cua minh, trir ca
choang vang t6i té.

Bao vay trong cudc dua tiép thi khong khac gi bao vay trong cudc dua
thuyén. Dirng bao gid dé doi thu thoat dwgc khoi nhitng canh buém ctia ban
ro6i vot ra mat bién. Ban khong thé tién doan dugc twong lai. Ban ciing
khong biét gi6 sé thoi hwdng nao.

Mién la ngudi dan dau bao vay dugc nuwdc cd canh tranh, anh ta sé luon
¢ vi tri tién phong, mac cho gi6 cé doi hwéng nao di nita.
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Bao vay bang da thwong hiéu
Tylenol la mét ngoai 1€. Con hau hét cac cong ty dan dau déu nén bao
vay nuwdc co canh tranh bang cach tung ra mét thwong hiéu khac.

Day la chién lwgc “da thwong hiéu” kinh dién cia Tap doan Procter &

Gamble. Cach goi “da thwong hiéu” c6 thé la sai vé thuat ngit. Bing hon,
day la “chién lwgc dinh vi riéng 16”.

Moi thuwong hiéu dwoc dinh vi d€ doc chiém mot vi tri nhat dinh trong
tam tri khach hang. Khi tinh hinh thay d6i, khi nhitng sdn pham m&i dén roi
ra di, khong c6 no lwc nao dwgce thye hién dé thay doi vi tri nay. Thuc ra,
san pham méi duwge gidi thiéu nham phéan anh sy thay déi vé thi hiéu va
cong nghe.

No6i cach khac, Procter & Gamble nhan ra rang viéc dich chuyén mot vi
tri da vitng vang la vo cung kho khan. Khi ban da c6 cho c6 dinh, tai sao
phai thay do6i n6? Gidi thiéu mot san pham mdi sé ré hon va hiéu qua hon
nhiéu xét vé lau dai. Tham chi néu ban phai khai t&¢ sdn pham c, hay tao
nén mot cai tén maoi.

Ivory tit trudc dén gio van la xa phong. Khi trén thi thwong xuat hién cac
loai bt giat, Ivory cling chiu ap lyc la phédi cho ra mat mot loai bot giat
mang tén Ivory. Nhung diéu do6 cling c6 thé lam vi tri cia Ivory trong tam
tri khach hang thay doi.

Giai phap tot hon la ra mat Tide. Vay la khai niém m&i vé bot giat da co
mot cai tén maGi dé ghép chung doi. Va Tide da gianh dugc thang lgi vang
doi.

Va khi Procter & Gamble ra mat san pham nwdc rira bat, ho khong dat
ten no la nuwdc rira bat Tide ma goi la Cascade.

Moi thwong hiéu dan dau ctia Procter & Gamble déu c6 nhan dién riéng
biét, nhu: Joy, Crest, Head & Shoulder, Sure, Bounty, Pampers, Comet,

Charmin va Duncan Hines. Chit khong phai mot chudi nhw Plus (cong),
Ultra (cue dinh) hodc Super (siéu).
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Vi thé chién lwgc da thuwong hiéu thiye ra 1a cach dinh vi riéng 1é: Chi mot
va khong doi.

Ivory da lién tiép thanh cong trong suot 99 nam.

Bao vay bang tén goi rong hon

Thit gi trudt ngoi vi cta thiwong hiéu dan dau? Di nhién la thay doi.

New York Central Railroad khong chi titng la don vi dan dau trong
nganh dwong sat & thap nién 1920, ma con s& hitu ma c6 phiéu sang gia
nhat trong cac ma co6 phiéu sang gid. Nhung, qua nhiéu cudc sap nhap sau
nay, Penne Central (tén goi ngay nay cua New York Central) chi con la tan
duw nhat nhoa, khéng con dong lai chuat vét tich nao cta su sang gia ngay
trudce.

Trai lai, hang hang khong American Airlines thi dang tién rat xa.

Pang 1& New York Central phai bao vay bang cach mé thém maéng hang
khong ngay lic bat dau cudc choi.

“Sao co? Cac ngwoi mudn ching toéi khai thac linh viee hang khong dé
twgc di mang dwong sat ciia chung t6i a? Buwdc qua xac chung t6i day nay.”

Chiéu bao vay don thuan thwong rat kho gay an twgng trong cong ty. Doi
ngli quan ly thuong xem mdt hang hodc dich vu méi nhw doi tha hon 1a co
hoi danh cho cong ty.

Do d6, doi tén doi khi sé gitp noi lai khoang cach gitta cac thoi ky. Bang
cach md rong tén thwong hiéu, cong ty ban cé thé tao ra cudc chuyén doi
nhan thirc.

Sales Management (tam dich: Qudn tri Bdn hang) la mot 4n ban lwu
truyén sudt 50 nam qua. Gan ddy, n6 da dwgc doi tén thanh Sales
Management and Marketing (tam dich: Qudn tri Ban hang va Tiép thi), dé
bao ham ludn ca mang ti€p thi dang lan rong hién nay. Vao mot thoi diém
nao do trong twong lai, cuén sach nay cé thé bé luon tén ban dau va doéi
thanh Marketing Management (tam dich: Qudn tri Tiép thi).
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Twr Haloid thanh Haloid Xerox roi sang Xerox ciing la kiéu thay doi
tuong tu.

Chac ban ciing doan ra Kodak Company duwgc dat tén nhw thé nao roi
phai khéng? Tt Eastman thanh Eastman Kodak, r6i cudi cung la Kodak?
Nhwng, hién gio ho van chwra bo han phan tén cii. Tén chinh thitc ctia cong
ty van la Eastman Kodak Company.

Céach day vai nam, Hiép hoi Thw tin Tryc tiép (Direct Mail Association)
da doi tén thanh Hiép hoi Tiép thi Thu tin Truc tiép (Direct Mail-Marketing
Association). Vi ho da chip nhan sy that rang thw tin chi 1a mot trong nhiéu
cach tiép thi ma cac cong ty thuwong dung. Gan day, ho bé han “Thuw tin” dé
doi tén thanh Hiép hoi Tiép thi Tryc tiép (Direct Marketing Association).

Madc du cai tén New York Central Transportatiion Company ciing chuwa
chac da thanh cong, nhung c6 rat nhiéu bang chitng chi ra rang moi nguoi
hay nh¢ tén theo dung nghia den. (Vi duy, Eastern Airlines — Hang hang
khong Phurong Bong.)

Cac co quan chinh phu thuong gioi choi tro md rong tén nay. Vi du nhu,
B0 Gia cu va Phat trién D6 thi. (Tén trwdc day la Co Quan Gia cw va Tai
chinh Gia dinh). Bang cach mé& rong tén, cac co quan c6 thé tang quy mo
van hanh, lvgng nhan vién va di nhién cling dwgc cap ngan sach nhiéu hon.

That la 1a Uy ban Thuong mai Lién bang lai bé qua co hdi déi tén nay.
Co quan nay c6 thé chuyén thanh Co quan Bao vé nguwoi Tiéu dung dé tan
dung ludn nhitng van dé nong bong ctia ngwdi tieu dung hién tai.

Cac cong ty dan dau ciing duwgc hwdng 1gi néu maé rong pham vi (tng
dung ctia san pham.

Vi dy, Arm & Harmer da rat thanh cong khi quang ba cach dung bot so-
da (baking soda) khtt mui trong tu lanh.

Florida Citrus Commission thi da khuyén khich moi ngudi dung nuwéc
cam, loai nwdc trai cay ban chay nhat cho bira tria, bita nhe hay cac bira an
khac, v.v... bang chién dich quang cdo “Khong chi danh cho moi bita
sang.”
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Business Week, tap chi kinh doanh hang dau da quang ba thanh céng ban
than nhw mot an ban hap dan danh cho quang cao tiéu dung. Ngay nay,
40% lwong quang cao cua tap chi nay la danh cho san pham tiéu dung.

Logi ich cua vi tri dan dau

Trai nguwgc v6i mau quang cao noi tiéng cta Cadillac, “Hinh phat danh
cho ké dan dau”, dan dau mang lai cuc ky nhiéu lgi thé.

Cong ty chiém thi phan 16n nhat thudng sé c6 ti 1€ 1gi nhuan trén doanh
thu cao nhdt trong mang thi treong do. Vi du nhu két qua kinh doanh cta
bon hang xe hoi My trong nam 1978 dwdi day:

General Motor chiém 49% thi truong, c6 1di thuan chiém 6,1% tong
doanh thu

Ford chiém 34% thi phan. Lai thuan chiém 4,4%.

Chrysler chiém 15% thi phan. Lai thuan chiém 1,0%

American Motors c6 2% thi phan. Lai thuan chiém 0,4%.

Nhu vay, ntta so6 1ai thuan ctia General Motors con cao hon ca doanh thu
ban hang cua American Motors. Nguoi giau ngay cang giau, con ké ngheo
ngay cang ngheo di.

Hon nita, sttc manh cta vi tri dan dau chac chan sé tao da day cong ty
tiép tuc di 1én trong nhiéu nam ntta.

Nhung hay lwu y rang, thit gitip cong ty manh 1én khéng phdi la quy m6.
Vi tri trong tam tri khach hang, thit gép phan vao thi phan ctia céng ty mai
khién cong ty manh hon nhuw General Motors, hodc yéu di nhw Chrysler.

Vi dy, vé mat doanh thu, Chrysler c6 quy mo 16n gap doi Procter &
Gamble. Nhung, P&G van dan dau trong hau hét cac hang muc san pham
ma n6 canh tranh. Con Chyslers chi xép thi ba. Vi thé, Procter & Gamble
thu vé nhiéu lgi nhuan hon, trong khi Chrysler thi lu6n phai chat vat dé
bam vao duong dua.
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Do d6, muc tiéu toi thugng cta dinh vi la gianh bang dwgc vi tri dan dau
trong mot linh viee nhat dinh. Mot khi da chiém dwgc vi tri d6 roi, cong ty
c6 thé tan hwong thanh cong trong nhiéu nam tiép theo.

Tréo 1én duwgc hang dau rat khé. Nhung tru dwge ¢ chd do thi dé hon
nhiéu.
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Dinh vi thwong hieu di sau

(C6 nhitng thit tuy hiéu qua véi cong ty dan dau, nhung chua chic hiéu qua
vOi cong ty di sau. Cong ty dan dau thwong c6 thé bao vay dwgc nhitng
chiéu tro canh tranh va giit vitng vi tri thong sodi cia ho. (Giong nhw
Tylenol da dap tra chiéu ha gia ctia Datril.)

Nhung cac cong ty di sau khong c6 1gi khi st dung chién lwgce bao vay.
Khi mot cong ty di sau bat chwdc cong ty dan dau, thi hanh dong d6 hoan
toan khong phai la bao vdy ma chi don thuan la sy phan ng an theo.
(Thuwong thi né dwoc dién dat khéo lai thanh “bat kip thoi dai”).

Thi thodng an theo cling dem lai thanh cong cho ké di sau. Nhung diéu
do chi xay ra khi cong ty dan dau tién khong da nhanh dé thiét 1ap vi tri dau
tién trong dau khach hang.

Mo6i nguy nam sau hanh dong an theo

Hau hét cac san pham an theo déu khong dat dwgc muc tiéu doanh thu,
b&i ching chid tdm vao muc tiéu “tot hon” hon la “toc do”. Tic la, cong ty
ding thit hai nghi rang con dwong dan t6i thanh cong la cho ra mat hang an
theo va chi can “tot hon”.

Tuy nhién, “tot hon” khong da dé vugt qua doi tha. Ban phai tan cong
ngay khi hoan canh bat dau thay d6i. Nghia la ngay trwdc khi ké dan dau
kip gianh l1dy quyén thong tri. Chién dich tiép thi va quang cdo ctia ban can
ram ro hon, di kém véi céi tén hay ho hon. (Ching ra sé ban ro hon y nay &
phan sau.)

Vay nhung lai thuong xdy ra diéu ngwoc lai. Nhitng cong ty di sau
thuwong phi thoi gian vao viéc cai tién san pham an theo ctia minh. Pé sau
do6, san pham méi dugc tung ra v@i kinh phi quang cao thdp hon han so vGi
ké dan dau. Tiép theo, ho ddt cho san pham md&i nhitng cai tén an theo
thwong hiéu me bdi do la cach gitp cong ty mau chéng chiém dugc thi
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phan. Nhung tat ca déu la nhitng cai bay chét ngwoi trong xa hoi qua tai
truyén thong ngay nay.

Vay ban lam thé nao dé kiém duwgc mot cho trong trong tam tri khach
hang?

William Benton, nha sang lap, cung vdi Chester Bowels cta hang quang

cao Benton & Bowles, da noi vé viéc dé nhu sau: “To6i sé tim cho ra nhugc
diém trong mo hinh kinh doanh ctia cac tap doan 16n.”

Cherchez le Creneau

Nguwoi Phap c6 mot cau thanh nglt tém gon kha day dua chién lwgc nay
nhv sau:

Cherchez le creneau, nghia la “Tim ra cho trong.”

Tim ra cho trong, r6i chiém ldy no.

Loi khuyén dé di nguoc lai véi triét 1y “cang 16n cang tét” da an sau vao
16i suy nghi ctia nguoi My.

Ngoai ra, con c6 mot quan diém dac trung khac nita cia ngudi My cling
ngan can tv duy dinh vi. Tt nho, ching ta da duwgc day tuw duy theo mot
cach nhat dinh.

Norman Vincent Peale tirtng noi: “Suy nghi lac quan la sttc manh”. Bé la
quan diém song gitp cac cudn sach ban duwgc hang nhwng lai hiy hoai kha
nang tim ra “creaneau” (cho tréng) ctia con nguoi.

Nhw vay, dé tim dwoc cho trong, ban phai nghi ngwoc lai, di ngugc lai tw
duy truyén thong. Néu moi nguoi di vé huéng Bong, hay can nhac liéu ban
c6 thé tim ra cho trong khi di vé hwéng Tay hay khong. Chién lwgc da tirng
hiéu qua vé&i Christopher Columbus thi ciing c6 thé hiéu qua vd&i ban.

Sau day, ching ta hdy cung kham pha mot s6 chién lwgc tim ra cho
trong.

Cho trong veé kich thuwdc
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Nhiéu nam lién, nhitng nha san xuat 6 t6 & Detroit chi tap trung vao loai
xe than dai, gam thap. Mo6i dong xe mdi ngay cang thuon gon, dep hon.

Nhung roi dong Volkswagen Beetle xuat hién trén thi trudng. Ngan ciin,
to bé va xau xi.

Céach truyén thong dé quang cdo chiéc Beetle nay at han phai la giam
thiéu nhirge diém va phong dai diém manh, theo kiéu “Hay madi nha nhiép
anh thoi trang nao c6 thé khién chiéc xe trong dep hon thuc té. Sau dé
ching ta sé tang boc thém cho do xac thwe ctia n6.” Pay la cach lam théng
thuong.

Nhung 16 trong ¢ day chinh la kich thudc. Volkswagen da chay mét mau
quang cao khac rat hiéu qua véi tuyén bo rd rang va dit khoat:

“Nghi bé di.”

Chi ba tir don gidn, nhung tit quang cdo nay da ban tring hai dich. N6
tuyén bo dinh vi cia chiéc Volkswagen, dong thoi thach thitc ludon quan
diém dang c6 ctia khach hang rang xe to hon nhat dinh sé tot hon.

Di nhién tinh hiéu qua cia cach lam nay phu thudc vao sy ton tai ctia cho
trong trong tam tri khach hang. Khong phai la vao thoi diém chiéc Beetle ra
mat trén thi treong khong c6 loai xe nhd nao. Thyc té 1a c6, nhung chwa c6
hang nao chiém lay vi tri xe hoi loai nhé ca.

Volkswagen la vi du dién hinh vé viéc 1ap 1dy mot cho trong bang kich
thwdc xe nho cua minh. Sony cling da hanh dong tuwong tw vdi truyén hinh
(“Tummy Television(22”),

Trong nganh k¥ thudt, cac loai chip dién t& va cac thiét bi dién t& khac
khién nhitng cho6 trong “kich thwdc nhé” dé 16 ra ¢ nhiéu hang muc san
pham. Chi thoi gian méi cho thdy cong ty nao c6 thé tdn dung chiing dé tao
ra vi tri gia tri trong tam tri khach hang, nho vao ky thuat thu nho ctia minh.

Ngoai ra, nhitng cho trong kich thuwdc 16n cling tao ra co hoi. Cong ty
truyén hinh Advent dang xay dwng mot vi tri danh cho tivi man hinh 16i c@
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16n, dau rang nguy co nham lan giita tivi Advent véi dan am thanh hi-fi
Advent c6 thé han ché thanh céng cua ho.

Cho trong phan khic cao cap

Vi du dién hinh la bia Michelob. Hang bia Anheuser-Busch da tim ra thi
treong con trong danh cho bia ndi chat lwgng cao. Thé 1a ho tién vao tam tri
khach hang vdi cai tén Michelob.

Dbiém khoi hai trong cau chuyén cua Michelob 1a, vé mat ly thuyét, cé rat
nhiéu loai bia cao cap khac ciing dang c6 mat trén thi truong, nhu Schlitz,
Budweiser va Pabst. (Thuc té 1a ca ba loai nay hién nay van con c6 tit “cao
cap” trén nhan.) Nhung thoi gian da bao mon vi tri dang cap ctia chung.

Vao thoi thwong hiéu ndi van con vitng manh (nhw bia Schaefer & New
York, Blatz & Milwaukee va Meister Brau & Chicago), cac san pham trong
nwdc hodc “nhap cang” budc phai dinh gia rat cao. Nhuwng sau nay, khi cac
nha may bia da phan tan thi khong con nita. Vi thé, thoi gian da tao 16 trong
cho Michelob 14p vao.

Lo trong gia cao dwong nhuw dang nd ro ¢ nhiéu hang muc san pham. Xa
héi ching ta tiéu xai qua mitc nén bat dau c6 nhu cau khan cap vé tich triv
lau dai. Cac san pham bén duwgc danh gia cao hon. Pay la nguyén do dan
dén thanh cong cua nhitng chiéc xe hoi tri gia 30.000 do-la nhv Mercedes
Benz 450SL. va BMW 633CSi. Va cé chiéc bat Itta S. T. Pont (Tén rat hay!)
duwgc quang cao & mirc “tir 1.500 do6-la tré xuong”.

Gia ca la mot 1gi thé, dac biét khi ban la nguwoi dau tién 14p dwgc 16 trong
vé gia & hang muc san pham dé.

Chivas Regal la mot vi du tuyét voi ¢ day. Tren thi truong da c6 nhitng
dong rugu cao cdp khac nhw Haig & Haig Pinch Bottle. Nhung ké tir sau
Thé chién II, vi tri gid cao ctia ching da sup d6. Cho nén khi Chivas Regal
tién vao v4i thong diép rd rang va hién nhién rang, “Chuing t6i la thwong
hiéu gia cao”, thi ho da thanh cong l6n.
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Gio day, di nhién Chivas Regal dang bi tan cong bdi Johnny Walker
Black Label va Cutty 12. Nhung la thwong hiéu dau tién da di vao tam tri
khach hang, Chivas Regal, van gitt dwoc vi tri vitng vang, nhat 1a khi cac
doi tha lai mang nhitng céi tén té nhat dé bi nham vdi tén thwong hiéu me
nhw Johnny Walker va Cutty Shark.

Ngoai ra, mot s6 thwong hiéu con dwa ra thong diép cho san pham dwa
trén khai niém san pham gia cao nhu:

“Chi duy nhat c6 Joy, nuéc hoa dat nhat thé gigi.”

“Tai sao ban nén mua Piaget, chiéc dong ho dat nhat thé gigi.”

Chién lwgc dinh gia cao khong chi hiéu qua riéng véi san pham xa xi nhw
xe hoi, rwgu scotch, nwéc hoa hay dong ho, ma con thanh cong véi ca
nhitng sdn pham binh dan, nhw béng ngbé. Thuwong hiéu bong ngo
Redenbacher’s Gourmet Popping Corn, gia t6i 89 xu mot bich, da gianh
duwgce thi phan cye 16n, bo xa cac doi thu khac nhw Jolly Time von c6 gia
chi bang mét ntra.

Hay nhw, dau nhét dong co tong hgp Mobil 1 véi gia 3,95 do-la/lit.
Tham chi cd nhitng san pham lau doi thwong cé gia thap nhw bot mi,
dwong, mudi cling dan bam vao co hoi dinh vi theo chién lwgc nay.

Tuy nhién, tham lam thwong bi nham véi tw duy dinh vi. Pinh gia cao
khong phai cach dé lam giau. Bi mat cta thanh cong nam & cho la thuwong
hiéu dau tién (1) thiét 1ap dwgc vi tri dinh gia cao, (2) kém véi cau chuyén
truyén thong vé san pham cé gia tri va (3) ¢ trong hang muc hang ma khach
hang dé chap nhan mic gid cao d6. Néu khong, mirc gia cao cia ban chi
khién khach hang bo di.

Hon thé nita, ché dé dinh ra gia cao ctia ban nam & khau quang cao, chi
khong phai & civa hang. Gia (cao hay thap) chi la mét trong nhiéu dac diém
ctia sdn pham ma thoi.

Néu nhv ban dinh vi ding, khach hang sé khong bi bat ngo vdi gia cao &
ctra hang. Quang céao cuia ban khong can phai dwa ra gia cu thé, du doéi khi
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lam vay cling c6 lgi. Nhung nhitng gi chung nén lam la dinh vi o rang
thwong hiéu ctia ban trong mot hang muc gia cu thé.

Cho trong san pham binh dan
Thay vi gia cao, dinh gia hwéng nguoc lai cling la mot chién lwgc dem
lai 1gi nhuan.

Hién nay, thwong hiéu may fax cé doanh thu 16n nhat la Qwip, dugc sén
xudt bdi mot cong ty con cia Exxon. Mdy fax Qwip duwgc cho thué véi gia
29 do6-la/thang, va canh tranh v&i may fax qua duong truyén dién thoai cua
Xerox véi gia thué tir 45 d6-la/thang trd 1én. Hién nay s6 lwgng may fax
duwge Qwip cho thué twong dwong vdi tong sé6 may cho thué ctia cac doanh
nghiép con lai trong toan nganh.

Khi xem viéc dinh mitc gia la ch6 trong, hay lwu y rang cho trong gia
thap 1a lya chon phu hgp cho cac san pham mdi nhw mdy fax va may thu
hinh. D6 la nhitng sdn pham ma khach hang muo6n thit nghiém. (Con néu
moi su dién bién khong nhw mong dgi, thi ta cling khong mat qua nhiéu
tién.)

DBinh gia cao thwong la lwa chon danh cho nhitng san pham lau doi nhw
xe hoi, dong ho, truyén hinh. N6 dac biét phu hgp cho nhitng loai sdn pham
ma khach hang dang buc minh vd&i dich vu stta chita hién tai.

Sy xuat hién ctiia mot loat thwong hiéu thwe pham gan day (khong ré tén)
chinh la n6 lyc khai thac cho trong gia thap & cac siéu thi. (Nhung, vi cac
nha ban 1é da chd y qua nhiéu vao doanh thu va chién lwgc ha gia nhiéu
nam qua nén da lam han ché khé nhiéu co hoi dinh gia thap nay.)

Khi két hgp cé ba chién lwgc gia (cao, trung binh va thap), ban sé c6
duwgc chiéu thitc tiép thi vitng chac. Giéng nhuw Anheuser-Busch da lam véi
Michelob, Budweiser va Busch (bia gia ré). Thuwong hiéu yéu nhat & day di
nhién la Busch do tén goi khong hap dan va thiéu khai niém dinh vi vitng
chac. Sao 6ng chu cda hang bia nay lai 1ay tén minh dat cho loai bia ré nhat
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nay nhi? Sai 1am vé céach dat tén twong tu cling da gay hoa cho Ford, vGi ba
dong xe Lincoln, Mercury va Ford.

Nhitng cho trong hiéu qua khac

Gidi tinh la mot cho trong nita. Marlboro la thwong hiéu quoc gia dau
tién nam dwgc vi tri nam tinh trong hang muc thuoc 1a. D6 la 1y do tai sao
doanh thu caa Marlboro thudc Tap doan Phillip Moris luon tang déu dan,
kéo cong ty tir hang 15 1én hang nhét xét vé doanh sé chi trong 10 nam.

Chon lya thoi diém chinh xac rat quan trong. Vao nam 1973, Lorillard da
co gang gidi thiéu dén khach hang thwong hiéu thudc 14 danh cho phai nam
tén la Luke. Cdi tén rat hay, bao bi dep va mau quang cao ciing tuyét hdo,
“Tt Kankakee dén Kokomo, Luke buéc di nhan nha va thong dong”.

Nhung, sai lam duy nhat ¢ day la ho da chon sai thoi diém. Ho da cham
mat 20 nam. Pung la Luke bwdc di rat “thong dong”, nén Lorillard danh
cho ngung sén xuat nhan hiéu nay.

Khi dinh vi mot sdn pham, khong gi cé thé thay thé dwoc viéc 1a nguoi
dén dau tién.

Néu nhw chit nam tinh dem lai thanh cong cho Marlboro thi chat nit tinh
dem lai thanh cong cho Virginia Slim, thwong hiéu thudc 14 cling chiém
dwge mot thi phan dang ké nho cach lam ngugc lai. Trong khi do, Eve, mot
thwong hiéu an theo cling ap dung chién lwgc nit tinh lai that bai tham hai.

Khi ban dung gi6i tinh dé phan khtc thi trudng cho san pham va thiét lap
mot vi tri thi nhitng cach qua hién nhién khong phai lic nao cling t6t nhat.

Hay lay nwdc hoa lam vi du. Ban cho rang nhitng thwong hiéu cang
thanh thoat, cang nit tinh thi thwvong hiéu sé cang thanh cong u? Vay
thuwong hiéu nwdc hoa nao dang ban chay nhat thé gigi hién nay?

Khong phai Arpege hay Chanel No.5 dau. Ma la Revlon’s Charlie. Bay
la thwong hiéu dau tién thi 1dy mot cdi tén nam tinh cung cac quang cao
chup ngwdi mau van com-1€é ni.
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Con thuong hiéu nuwéc hoa “Just call me Maxi” khong chi that bai tham
hai ma nghe dau con khién vi Cha tich ciia Max Factor bi sa thai.

Cau chuyén thanh céng ctaa Charlie cho thdy mot nghich 1y ton tai trong
nhitng hang muc san pham lau doi nhw nwéc hoa. Phan 16n cac cong ty
cung nganh déu huéng theo mét chiéu (thwong hiéu nit tinh), nhwng co hoi
lai nam & hwéng nguoc lai (thwong hiéu nam tinh).

Tubi tac cling la mét chién lwge dinh vi. Nudc tang lwc Geritol 1a vi du
dién hinh ctia dong san pham thanh céng huwéng vao doéi twong 16n tudi.

Kem danh rang Aim la vi du hay vé san pham huwéng vao tré nho. Nho
thé, Aim da khoét dugc t6i 10% thi phan kem danh rang. Pay la mét thanh
cong vang doi trong béi canh thi treong bi thong tri bdi hai thwong hiéu
khong 16 1a Colgate va Crest.

Thoi gian trong ngay ciing c6 thé dung dé dinh vi. Vi du nhw thuéc chiva
cam lanh dau tién dung vao ban dém.

Phan phdi ciling la mot cach dinh vi. L’eggs la thwong hiéu dét kim dau
tiéen dwgce phan phoi ¢ siéu thi va cac ctra hang ban si. Nho thé ma L’eggs
gio da trd thanh thvong hiéu dan dau vdi doanh thu hang tram triéu do-la.

Mot cach dinh vi nita 1a hwéng vao nhitng ngwdi dung nhiéu mot mat
hang nao do6. Dong thong diép “Thi bia duy nhat ban thém khi muén uéng
nhiéu hon mot coc” da dinh vi bia Schaefer 1a thit bia danh riéng cho dan
nghién bia. Khi chién dich quing céo ctia Schaefer dugc ra mat lan dau
cach day gan 20 nam, & New York van con nam nha mdy bia. Bay gio chi
con lai mot. B6 chinh la Schaefer.

Cho trong trong nha may

Mot 16i thwong gdp trong qué trinh tim kiém cac cho trong la 1dp cho
trong trong nha may thay vi trong tam tri khach hang.

Dong xe Edsel ctia hang Ford la mot vi du dién hinh. Nguoi ta cudi nhao
cai chét yéu dang thwong cua nd, nhung hau hét déu khong thay dugc
nguyén nhan chinh.
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Vé co ban, Ford da thay doi 1ap treong. Edsel 1a mot trwong hop dinh vi
xuat sac ttr ndi bo, nham lap vao khodng cach gitta mot bén la dong Ford va

dong Mercury v&i mot bén 1a dong Lincoln.(3)

Pay la mot chién lwge hay trong noi b6 nha may. Nhung do lai 1a mot
chién lwgc thi treong té hai, bai Iic nay khong cé cho tréng nao danh cho
Edsel. Hang muc nay da bi tac nghén béi hang loat nhitng loai xe hoi khéc,
cling dwgc ma crom va gia tam trung nhw Edsel.

Néu Edsel da dwgc dinh vi la dong xe “hiéu sudt cao”, c6 hai canh cira
béng bay, ghé ngo6i cé cho twa Iwng 6m tron véi mot cai tén xirng tam, thi
da khong ai cuwdi nhao né. C6 1€ né da chiém dwgc mot vi tri con trong va
cau chuyeén 1é ra da khac di.

Mot 16i “ldp cho trong trong nha may” khac nita la cia National
Observer, tuan bao dau tién cia My.

Down Jones, nha sang 1ap day tw hao cta td Observers, cling xuat ban tQ
The Wall Street Journal, an hanh 5 ngay/tuan. Ban sé nghe thdy ai do thot
1én “Voila” (Ngac nhién chwa). Ho da 14p vao khoang trong trong toa soan
bang mot t¢ nhat bao. Bang cach nay, chiing ta dwgc dung mién phi nhitng
an ban Journal dat tién.

Nhwng cho tréng trong tam tri khach hang nam ¢ dau? Nguwoi mua van
c6 thé dat to Time, Newsweek, U.S.News & World Reports va nhitng tap chi
khac nita.

Co6 nguoi sé noi: nhwng National Observer la bao hang tuan ma, ch
khong phai tap chi. Vang, day la mot kiéu chién thang vé cach dung twr
nhung lai that bai thdm hai vé mat tiép thi.

Bay cong nghé

Ngay ca thanh tyu ky thuat vi dai nhat cta phong thi nghiém van c6 thé
that bai, néu trong dau khach hang khong c6 cho trong danh cho né.

Vao nam 1971, hang regu Brown-Forman Distillers da ra mat san pham
Frost 8/80, loai rwgu “whisky trang va kho dau tién” trén thé gidi.
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DPang 1é Forst 8/80 da thanh cong 16n. C6 mét cho trong khong nhé danh
cho né, vi trén thi tredng hién chwa cé loai whisky trang va khé. William
F.Lucas, Tong Giam doc ctia Brown-Forman, tuyén bd: “N6 duwgc chao dén
bang trang vo tay cta chung t6i va tiéng nghién rang cta doi tha.”

Nhung chwa day hai nam sau dé, Frost 8/80 da chét yéu. Do la mot that
bai hang triéu do-la. Tong lwgng ban ra chi dat 100.000 thung, bang mot
phan ba so v6i du tinh ctia cong ty.

Diéu gi da xdy ra? Hay nhin vao 10i tuyén ngdn dinh vi tit quan diém cuia
khach hang:

Rwgu whisky trang dau tién v? Khong ding. Pa cé it nhat bon loai khac
roi. B6 1a gin, vodka, rum va tequila.

Thuc té 1a, mau quang cao cta Frost 8/80 lai khuyén khich khach hang
nhin nhan né nhw la san pham thay thé cho nhitng loai rwgu chung cat
khac. Theo nhw 101 quang cao, Frost 8/80 c6 thé dung nhuw vodka hodc gin
pha martinis, nhuv rvgu scotch, bourbon manhattan hay cocktail whisky.

Btng chaoi chit véi khach hang. Quang cdo khong dung dé tranh cai. N6
dung dé du do ngudi mua.

Khéch hang sé khong ngoi yén dé chd dgi nhitng t* chinh xac hon. Do
d6, hday lam nhv mot nha chinh tri titng n6i: “Néu n6 nhin giéng vit, di
ditng giong vit, thi toi sé goi no la vit.”

Bay “Tat ca moi nguwoi”
MGt s6 nha tiép thi bac bo khai niém “tim ra cho trong”. Ho khong muon

bi tr6i budc vao mot vi tri cu thé vi ho cho rang nhw thé sé han ché doanh
thu hodc co hoi caa ho.

Ho muon la tat cd moi thi doi vdi tat ca moi nguwoi.
Nhiéu nam trwdc, khi cé rat it thwong hiéu va cling khéng c6 nhiéu
quang cao, thi viéc co gang thu hat tat ca moi ngwoi la hop 1y.
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Trén chinh trudong trwedce kia, mot chinh tri gia sé tiéu tan sy nghiép néu
nhat quyét co6 tha & mot 1ap treong nao dé. Bung giam 1én chan bat ct ai.

Nhung ngay nay, trong ca chinh treong va thwong tredng, ban can co
mot vi tri. B&i vi c6 qua nhiéu déi tha. Ban khong thé thang néu khong tao
ra ké thu, hay la tré thanh tat ca véi tat cd moi nguoi.

Dé thanh c6ng trong moi tredng canh tranh hién tai, ban phai két ban, roi
tim 1dy mét cho trong trong thi tredng. Ban can phai lam vay du c6 phai dé
mat mot s6 khach hang di nita.

Bay “tdt ca moi nguwdi” c6 thé van giip ban néu ban da c6 mot cong viéc
on dinh hodc da chiém dwgc thi phan khong 16 trén thi treong. Nhung no sé
la don chi mang néu ban muodn tr dat trong ma dwng 1én mot vi tri.
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Tai dinh vi cuoc canh tranh

S& 6 lic ban khong thé tim ra ché tréng. Vi hang trim san pham trong
moi hang muc trén thi triedng nhw hién nay, co hoi tim ra mét cho tréng qua
la rdt mong manh.

Lay vi du mot siéu thi cd trung hién nay. Siéu thi nay bay ban khodng
10.000 sén pham hodc thwong hiéu khac nhau. Thé c6 nghia la mot ngudi
tré phai loc ra va 1ap danh muc cua 10.000 céi tén khac nhau trong dau
minh.

Khi biét rang mot sinh vién t6t nghiép dai hoc trung binh chi c¢6 von twr
vung khodng 8.000 twr, ban sé thay van de.

Sinh vién nay da trdi qua bén nam dai hoc dé roi con thiéu 2.000 ti nita
mai co thé doc dugc hét tén cac san pham trén.

Ty tao ra cho trong cho minh

Trong boi canh du thira sdn pham & moi hang muc ngay nay, mot cong ty
sé st dung quang cao nhu thé nao dé pha 16i mé duwong vao tam tri khach
hang? Chién lwgc can ban dau tién & day phai la “tai dinh vi cudc canh
tranh”.

Do c6 qua it cho trong, nén mot cong ty phai tao ra cho trong bang cach
tai dinh vi cac d6i thu dang chiém giit cac vi tri trong tam tri khach hang.

No6i cach khac, dé dwa dwgc mot y twong hay san pham méi vao tam tri
khach hang, trwdc tién ban phai ddy duwgc y twdng hay san pham cii ra
ngoai.

Christopher Columbus tirng khang dinh: “Trai dat hinh cau”. Coéng
ching phan doi: “Khéng diang. Trai dat 1a mat phang.”

Dé thuyét phuc cong chiing, trudce tién cac nha khoa hoc ¢ thé ky XV da
phai chitng minh rang trai dat khong phai la mat phang.
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Mot trong nhitng luan diém giau sitc thuyét phuc cia ho la hién twgng
khi quan sat mét chiéc buém dang téi gan, trudce tién cac thay thua chi c6 thé
thay dugc dinh cot buom, sau d6 méi dén canh buém, réi mdi thay toan bo
than buém. Néu trai dat bang phang, thi ho da thay toan bd con buém ngay
tir dau roi.

Tat ca nhitng luan diém toan hoc trén thé gigi déu khong hiéu qua bang
mot quan sat don gidn ma céng ching c6 thé ty xac minh.

Mot khi y twdng cii bi 1at do, thi viéc dwa y twdng md@i dén vai khach
hang sé vo cung don gian. Bai trén thyc té, con nguwoi thwong chu dong di
tim y twéng mdi dé 1ap vao khoadng trong cta ho.

Ban ciing dirng bao gid ngai tranh cdi. Diém mau chdt ctia mot chuwong
trinh tai dinh vi la tdn cong vao mot khai niém, san pham, hay mot con
nguoi dang ton tai.

Xung dot, tham chi la cd xung dot ca nhan, van co thé tao ra tiéng tam
nhanh chong.

Nha chinh tri Sam Ervin sé ra sao néu khong c6 Richard Nixon?
Va, Richard Nixon sé thé nao néu khong c6 Alger Hiss?

Ralph Nader n6i danh khong phéi bang cach réu rao gi vé ban than minh
ma bang cach don thwong doc ma tdn cong vao tap doan 16n nhat thé gidi.

Nguai ta khodi xem bong bong no tung.

Tai dinh vi Aspirin

Tylenol da xuat hién va choc n6 qua bong béng Aspirin.

Quéng céo cta Tylenol néi rang: “Danh cho hang triéu nguoi khong nén
uong Aspirin. Néu da day ctia ban dé bi r6i loan hodc bi loét hay ban bi hen
suyén, di ng, thiéu mau do thiéu sat, thi ban can tham khao y kién bac si
truedc khi dung Aspirin.”

“Aspirin c6 thé gdy kich ng niém mac da day,” mau quang cdo cua
Tylenol tiép tuc. “Gay hen suyén hoac di (tng, gdy chay mau da day.”
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“May man thay, da c6 Tylenol...”

60 tir dung dé quang céo trudc khi dé cap dén san pham chinh.

Doanh thu cua Tylenol acetaminophen tang vot. Hién nay, Tylenol da tro
thanh thwong hiéu thu6c giam dau s6 mdt, vt qua ca Anacin, Bayer,
Bufferin va Excerdrin. M6t chién lwgc tai dinh vi don gidn ma hiéu qua.

Chong lai ca mot dé ché Aspirin. Qua that dang ngac nhién!

Tai dinh vi Lenox

Dé chién lwgc tai dinh vi cé hiéu qud, ban phai tuyén bo mot diéu gi do
lién quan dén sdn pham cua dé6i thd, khién khach hang thay do6i suy nghi,
khong phai vé san pham ctia ban, ma la caa doéi tha.

“Royal Doulton, gom s ctia Stoke-on-Trent, Vuwong qudoc Anh, va
Lenox, gom st cia Pomona, New Jersey.”

Ban hdy dé y xem Royal Doulton dang dinh vi lai gobm Lenox, mot san
pham ma nhiéu ngudi ¢t cho la hang nhap khau bang cach nao. (Lenox
nghe co6 vé giong mot cai tén tiéng Anh, ding khong?)

Chi nhd vao mau quang cao nay, Royal Doulton da gianh dugc 6% thi
phan.

Howard Gossage tirng cho rang muc dich ctia quang cdo khong nham
truyén thong véi nguoi tiéu dung hay khach hang tiém nang, ma la nham
khtuing b6 nhitng tay viét quang cao ctia déi thu. Va diéu nay cling c6 phan
nao sy that trong do.

Tai dinh vi Vodka My

“Hau hét cac loai Vodka My déu co6 vé ngoai giong ctia Nga,” mau quang
cao tuyén bé. Va 10i chd thich ghi: “Samovar: Bugc san xuat tai Schenley,
Pennysylvania. Smirnoff: Puwgc san xuat tai Hartford, Connecticut.
Wolfschmidt: Pugc san xudt & Lawrenceburg, Indiana.”

“Stolichnaya thi khac. N6 la Vodka Nga,” mau quang céo tiép tuc. Va
chai rugu dwge dan nhan, “San xuat & Leningrad, Nga.”

https://thuviensach.vn



Nho d6, doanh s6 ctia Stolichnaya bat dau tang vot. Han la ta ciling
khong can phéi néi thém veé két qua sau do nita.

Nhung tai sao ta lai can lam mat uy tin cta do6i thu nhw vay? Tai sao
Pepsico, nha nhap khau rugu vodka Stolichnaya, khong chi can quéng cao
don gian la “Vodka Nga”?

D1 nhién la ho c6 thé lam vay. Nhung mitc do hitng thi ctia nguwdi uéng
Vodka sé dugce xem nhw bang khong.

D3 bao nhiéu lan ban nhac chai rgu 1én, doc nhan dé tim xuat xit cda
n6? Hon nita, chinh nhitng cai tén (Samovar, Smirnoff, Wolfschmidt,
Popov, Nikolai) cling ngu y xuat xi¢ tt* Nga ctia ching. Day chinh la yéu t6
thi hai cau thanh nén phan 16n chién thang strng s6t ctia Stolichnaya.

Nguodi ta thich thay nhitng thit 16n lao cao cap bi roi vao hoan canh kho
khan. Ho thich chitng kién nhitng qua béng nay v& tung. (P06 la diéu da xdy
ra voi nwdc hoa Evening in Paris.)

Hay dé y cach ma nhitng quang cao cua thwong hiéu Vodka khac da lam
1gi cho Stolichnaya nhuw thé nao.

D6 la thoi hoang kim cua Nga. D6 ciing la thoi dai cta cdc truyén
thuyét. Vi Sa hoang hién ngang dirng gitta muén nguoi. Bdang cdp ddu
goi ctia minh Ngai cé thé bé cong mét thanh sdt. Hay bop vo mot dong
tien bac trong tay. Va khdt vong séng cua Ngai manh hon bdt ct
nguoi nao. Thitc uéng cua ngai la logi Vodka chdn chinh, Wolfschmidt
Vodka.

Nguoi doc sau doé sé 1at trang khac va thdy quang cao Stolichnaya, va ho
biét Wolfschimdt c6 xuét xt* Lawrenceburg, An D5.

Sau d6 cudc chién Afghanistan xuat hién khién Stolichnaya dot nhién
lam vao kho khan. Nhung dé chi la tam thoi. Gia st ching ta khong danh
nhau v&i Nga, con bao s€ qua va Stolichnaya sé quay lai v6i thanh cong ruc
rd hon.

Tai dinh vi Pringle’s
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Chuyén gi da xdy ra vdi nhitng 14t khoai tay chién Pringle’s? Man ra mat
hoanh trang v6i kinh phi 15 trieu do-la cua Tap doan Procter & Gamble da
giip nhitng miéng khoai tdy “mdi la” nhanh chéng chiém dwgc 18% thi
phan.

Sau do, cac thwong hiéu cli nhw Borden’s Wise da danh tra lai bang mot
don tai dinh vi dién hinh.

Ho doc to nhan bao bi trén truyén hinh.

“V&i Wise, ban sé c6: Khoai tay. Dau thue vat. Mudi.”

“Véi Pringle’s, ban thay: Khoai tdy khir nwéc. Glyxerit don hodc doi
(Lipid c6 chita glycerol két hop vdi axit béo). Axit ascorbic. Hydroxy-
anison butylat hoa.”

Doanh s0 cta Pringle’s ngay lap titc trugt nhao. Tt mitc dang ké 18%
tong thi truong khoai tdy chién roi xuéng con 10%, xa lac muc tiéu 25%
ma P&G dat ra.

Ky la thay, nghién cttu thi truong da chi ra mot nguyén nhan khac. Than
phién pho bién nhat doi vGi san pham Pringle’s 1a né c6 vi “bia cac-tong”.

Day la cdm nhan y hét ma ban sé thdy & nhitng nguoi tiéu dung trong
thay cac tir nhu “glyxerit do6i” va “Hydroxy-anison butylat h6a”. Ném, vé
mat thi gidc hay vi giac, phu thudc vao tam tri. Mat ban sé thay diéu né
muon thay. Lwdi ban sé phan tng theo cach n6 muén phan ng.

Néu budc phai uéng mot coc chiva “doi chat glixerit”, ban sé cé phan tng
tiéu cwc. Ngugc lai, néu duwgc kéu uéng mot coc nuwdc thuong, ban sé
thuang thirc no ngay.

Pung vay. Khau vi khong c6 gi khac nhau. Khac biét nam & tam tri.

Gan day P&G da thay déi chién luwgc. Pringle’s sé trd thanh san pham
“hoan toan tu thién nhién”.

Nhuwng thiét hai dad xdy ra roi. Ca trong linh vire chinh tri lan thyc pham
déng goi, c6 mot quy tac: Ké bai tran maot lan sé 1a ké bai trdn mai mai.
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Pua Pringle’s quay lai khé nhw khién nha hoat dong Bella Abzug®l) séng
lai vay.

O mot géc nhé nao dé ctia ndo bo ton tai mot chiéc hop trirng phat mang
tén “Ké that bai”. San pham ctia ban mot khi da bi dwa vao do, thi van co
da két thuc.

Chi con cach quay vé vach xuat phat va bat dau lai. Cung vé&i mot san
pham mdi va mot van c0 mai.

Nhu nhiéu cong ty khac, P&G dang 1é ra phai nam r6 sifc manh cua
chién lwgc tai dinh vi, d6 bwéc vao sém hon nita néu muén bdo vé
Pringle’s.

Tai dinh vi Listerine

Mot trong nhitng chién dich quang cdo thanh c6ng nhét cia P&G la
chién dich quang ba sdn pham nuwdc sic miéng Scope. P&G da st dung
ding hai tir dé tai dinh vi Listerine, Vua tri chitng hoi miéng.

“Medicine breath — Hoi thd y hoc.”

Chi 3 tr da da lam té liet bang nhac hiéu thanh cong vang doi cua
Listerine “Mui ban ghét hai lan moi ngay.”

Cudc tan cong cua Scope da nang dugc vai diém thi phan tir Listerine va
tao ra vi tri thit hai vitng chac cho Scope trén thi truong.

Tran chién giita Listerine va Scope cling gay ra nhiéu thuvong vong nhuw
nhitng cudc chién thong thwong. Micrin va Binaca déng cita hoan toan.
Lavoris phdi chitng kién thi phan ctia minh teo tép dan. Pay la cau chuyén
“trau bo danh nhau ru6i muoi chét” thuong tinh.

Nhung hdy nhin thang vao van dé. Theo ly thuyét, Scope van chwa c6
dwoc thanh cong 16n trén thi trudng ma noé dang 1€ phai dat dugc.

Vi sao v? Hay nhin lai thwong hiéu cua no.

Scope? Nghe giong nhw tén tro cd ban ctia hang Parker Brothers vay. Cai
tén khong c6 vé gi la tén cua nudc suc miéng c6 vi dé chiu, thit sé gitp
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thuwong hiéu thang dam giong nhw gidi tinh doi 1ap ca. Néu Scope dugc dat
tén khac di nhw kem danh rang Close-up, thi n6 da cé thé choi ca cuge vai
doanh thu ttr chiéu tai dinh vi xudt sac trén roi day.

Tai dinh vi hay quang cao so sanh?

Thanh c6ng cua Tylenol, Scope, Royal Doulton va nhitng ké hoach tai
dinh vi khac da sinh ra hang loat quang cao twong ty. Tuy nhién, nhitng
chién dich an theo nay lai danh mat diém cot 16i cta chién lwgc.

“Chung to6i giéi hon déi thu,” khong phai 1a tai dinh vi. N6 la cau quang
cao so sanh va vi thé sé chang ich gi. Day la sai s6t vé mat tam ly cua cac
nha quéng c4do, ma khach hang thwong nhan ra rat nhanh. Ho sé ban khoan:
“Néu 0ng gidi nhu thé, thi sao 6ng khong giau nhi?”

bay cling la phan &ng dac trung cta nhitng nguwoi xem doan quang cao
“Thach thitc Pepsi”. Pepsi-Cola khang dinh rang hon ntta s6 ngudi uéng
cola thich Pepsi hon.

Nhung thyc té, né van thua xa Coca-Cola dén vai diém thi phan, va
chang rit ngan dugc chit khodng cach dang ké nao ca.

Trai lai tai New York, thi trvong nwdc ngot 16n nhat cia My, Coca-Cola
tham chi con tang dugc vai diém thi phan nita ngay sau khi mau quang céao
“Thach thitc Pepsi” ra mat.

Quan sat them nhitng quang cao so sanh khac, ching ta sé nhan ra tai sao
hau hét cac quang cdo dé lai kém hiéu qua. Ching da khong thé tai dinh vi
duwgc cudc canh tranh. Hay chinh xac hon, ching chi ké 1€ véi doc gia/khan
giad rang chung giéi hon doi tha nhuw thé nao. Con nguwdi tiéu dung thi di
nhién thira biét mdy tay quang cdo luén néi nhw vay.

Quéng cdo gan day cua lan khit mui Ban tuyén bo, “Ban hiéu qua hon
Right Guard, Secret, Sure, Arrid Extra Dry, Mitchum, Soft & Dry, Body
All va Dial.” (Pang 1& Ban phai “cAm” quang cdo chinh né méi phai.(22)

Tai dinh vi c6 hgp phap?
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Néu lam mat thé dién cta ngwoi khac la trai phap luat thi tat ca cac chinh
tri gia sé bi bo tu hét. (Va nhiéu cap vo chong han cling bi vieéng vao phién
phuc!)

Thuyc ra Uy ban Thwong mai Hoa Ky da c6 cong rat 16n trong viéc hop
phap héa loai hinh quang cdo tai dinh vi. It nhat 1 trén truyén hinh.

Vao nam 1964, National Broadcasting Company da d& bé 1énh cam doi
v6i quang cao so sanh. Nhung khong c6 nhiéu thay doi dién ra. Quang cao
rat ton kém, nén ngay cang it nha quang cdo muoén san xuat hai phién ban
quang cdo. Mot dé chay trén NBC, con cai kia thi chay trén hai mang
truyén thong khac.

Cho dén niam 1972, Uy ban Thuong mai Lién Bang di van dong
National Broadcasting Company va Columbia Broadcasting System cho
phép quang cdo dugc néu tén thuwong hiéu doi thu.

Nam 1974, Hiép hoi cac hang Quang cdo My ban hanh hwéng dan st
dung quang cao so sanh. Nhung n6 lai di ngwgc hoan toan v6i chinh sach
tha léng truede do. Tw trwdce téi nay cac thanh vién cua hiép hoi nay luon da
tim cach ngan chdn loai quang cao nay.

Mot nam sau dé, nam 1975, Co quan Phat thanh Boc 1ap, noi kiém soat
tat cd cac dai phat thanh va truyén hinh & Anh, da bat den xanh cho kiéu
quang c4o “triét ha nhau®3” & Anh.

Khi Micheal Pertschuk, Cha tich dwong nhiém ctia Uy ban Thuwong mai
Hoa Ky, dugc hoi liéu 6ng c6 phan déi quang cao dung tén doéi thu hay
khong, ong dap: “Hoan toan khong. Chung t6i lai cho thé 1a hay nita.”

Tai dinh vi c6 hgp dao ly

Trong qua kh, quang cdo duwgc chuan bi riéng ré. Tic la, ban nghién
cttu san pham va ddc diém cta né. Sau do, ban soan mau quang cao dé
truyén thong 1gi ich cia no t¢i ngudi tiéu dung va khach hang tiém nang.
Con néu doi thu cta ban c6 quang cao trung vGi nhitng dac diém trén, thi
diéu nay cling khong dang ban tam lam.
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Theo cach truyén thong nay, ban tdng 10 hét moi canh tranh, va khién
moi 10i tuyén bd déu giong nhw 16i khang dinh dau tién. Con nhac dén san
pham ctia doi tha trong quang cado khong nhitng dé lai an twgng xau, ma
con bi xem la chién thuat té hai ntta.

Thé nhung, trong ky nguyén dinh vi ngay nay, quy tac trén da dao
nguoc. Bé xay dung dugc cho ditng, ban khéng nhitng can phdi néu tén cta
nhiéu doi tha, ma con phai tdng 10 hau hét nhitng quy tac quang céao truéc
day.

Trong ti'ng hang muc san pham, khach hang da nam r6 1gi ich cta viéc
stt dung ching ro6i. Vi thé, dé leo 1én duwgc chiéc thang trong tam tri ho, ban
phai két néi thwong hiéu ctia minh véi nhitng cai tén da nam san trén do.

Nhung ké hoach tai dinh vi, du thanh cong di nita, van gay nhiéu oan
trach. Nhiéu nha quéng cdo da phai an han vi st dung no.

Mot nha quéng cédo thoi trede da chia sé vé van dé nay nhw sau, “Thoi
thé da thay doi r6i. Nguwoi lam quang cado bay gio khong bang long véi viéc
can do san pham cda ho dwa trén nhitng tiéu chi ctia chinh minh nita. Xu
hwéng cia ho bay gio la xac dinh xem sdn pham minh t6t hon nhitng thit
khac nhu thé nao. That 1a mot tinh trang té hai! Nhat 1a truyén hinh. D6 la
thi gdy ra nhiéu t6i 16i nhat. N6 chiéu 1én nhitng sdn pham canh tranh dwgc
t0 vé r6i boi nho nhau truedc hang triéu con mat. Dang 1é phai c6 luat nao dé
ngan cam kiéu tiép thi vo dao dirc nay lai.”

“Quang cao so sanh khong sai luat,” mét vi giam déc cta top 10 cong ty
quang cao hang dau chia sé, “Né cling khong nén chong lai luat. Nhung
hanh dong cua chung ta hom nay lai dang nhao bang khat vong chinh dang
hwéng tGi cai dep, van hoa va chuan muc cw x@.”

Co6 thé dung la nhu vay. Napoleon da pha v& quy tac vé chién tranh van
minh. Nhung lich st lai chao don 6ng nhw mot bac ky tai quan su.

Van héa va cai dep c6 thé 1a nhitng gia tri dang quy, nhung khong can
thiét trong cudc chién quang cao nay.
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Néu con ngwoi ci? tin vao diéu toi té va khong mudn tin vao diéu tot dep,
thi xa h6i d6 chang phai la cé van dé sao?

Béo chi c6 sai khong khi ho luon dat tin xau lén trang nhat, con tin t6t thi
luén & tan trang cudi doc theo cac cdt tin xa hoi? (Néu c6 bat ct tin tot
nao.)

Nganh truyén thong that ra giong ké ngoi 1é déi mach. N6 song nho vao
tin xau, chit khong phai tin t6t.

Moi thit c6 thé dién ra khong theo cach ban nghi. N6 chi dién ra theo ban
chat cua no.

Do dé, dé thanh cong trong xa hoi qua tdi truyén théng nay, ban phai
choi theo luat xa hoi ddt ra, chit khong phai luat ban dat ra.

Biét vay nhung dirng nan chi. Mot chit ha bé lan nhau gitp ich cho viéc
phat trién 1au dai, khi ban phai d6i mat véi qua nhiéu kiéu “khoe khoang
khoéc 1ac” thong thwong. Hay c¢ hanh dong ngay thang, choi dep va canh
giac vGi moi doi thu.

Trudc khi chién dich quang cdo lttng danh “Hay an theo cach ctia ban”
dwgc Burger King’s tung ra, khach hang cia McDonald’s van luén hai long
v&i mot kiéu phuc vu duy nhat — kiéu McDonald’s. Bay gi®, ngay ca cau bé
Ronald ciing c6 thé goi mot chiéc hamburger “khong c6 bap cai tron va xot
ca chua.”

Gio gia nhu c6 ai d6 ma tiem ban hamburger “khong danh cho tré con”
nhi?
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Strc manh cua ten goi

Tén goi 1a chiéc méc treo thwong hiéu 1én cic nic thang san phdm trong
dau khach hang. Trong thdi dai dinh vi, quyét dinh tiép thi quan trong nhat
ma ban phdi dwa ra chinh la dat tén cho san pham ctia minh.

Shakespeare da nham. Néu hoa hong mang tén khac, mui hwong cta n6
sé khong con ngot ngao nhu thé nita. Ban khong chi thdy diéu ban mudn
thdy, ma ban con ngti thady thit ban mudn ngi nita. Cho nén, quyét dinh
trong yéu nhat trong tiép thi nwdc hoa nam & thwong hiéu ma ban dat.

Liéu nuwdc hoa “Alfred” c6 ban chay nhu “Charlie” hay khong? Toi
khong dam chac diéu nay.

Nhung, chac chan sé khong ai biét dén ddo Hog & vung bién Ca-ri-bé
cho dén tan khi n6 doi tén thanh DBao Thién duwong.

Chon tén nhu thé nao?
DPirng ngoai lai qua khit dé tim chi dan va lay tén ctia van dong vién dua
0 to Phap (Chevrolet), hay tén con gai cua vien dai dién Paris (Mercedes).

Nhiéu th tirng rat hiéu qua trong qua khit nhwng chwa chac cé ich & hién
tai va twong lai. Thoi xwa c6 it sén pham hon, lwvgng truyén thong ciling han
ché hon, nén tén goi thé nao cling khong qua quan trong.

Nhung ngay nay, mot cai tén v6 nghia, von chi thé hién sy lwdi biéng
trong tw duy, sé khong bao gio budc vao va lwu lai trong tam tri khach
hang. Cai tén ban can tim nén bat dau cung vGi quy trinh dinh vi. N6 phai
chi ra cho ngudi mua lgi ich chinh cia san pham, giong nhw dau goi Head
& Shoulders (Pau va Vai), stta dwdng am Intensive Care (Cham soc t6i wu),
thitc uéng an kiéng Slender (Thon thd), kem danh rang Close-Up (Gan
nhau hon). Hodc, nhv pin dung lwgng cao DieHard (Siéu bén), cach chién
ga mGi Shake’n Bake (Xo6c va nwéng), hay kem cao rau Edge (Sat tan chan)
giup ban cao sat hon.
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Tuy nhién, tén goi khong nén di “qua gidi han”. Cé nghia la, dirng vi qua
bam sat san pham dén muc trd nén chung chung, ma mdt céi tén chung
chung nén dugc dung cho ca hang muc hon la thwong hiéu cua rieng mot
san pham.

“Lite beer from Miller” (Bia nhe tit Miller) la tén san pham dién hinh
vuot “qua gidi han” ay. Luc bay gio, ching ta da c6 bia schlitz Light,
Anheuser-Busch Natural Light va hang loat cac loai bia nhe khac. Vi thé,
cong chung va bao gidi ngay lap tirc doi stta “Lite beer from Miller” thanh
“Lite Miller” (Miller nhe). Két qua la, Miller bi mat 1gi thé dau tién dung tw
“light” (nhe) hay tr c6 phat am twong ty dé dat tén cho san pham. (Trong
tiéng Anh, tir “Lite” phat am kha giong “Light” (nhe)). Trong vai nam nita,
Lite sé tré thanh co s& dé cac luat sw dién gidi vé moi nguy tiém tang khi
dung tir mo ta dé dat tén thwong hiéu. (Ho cling thich nhitng cai tén hai ra
tién nhw Kodak va Xerox.)

Chon tén cling giong nhw 14i mo6t chiéc xe dua. D€ gianh chién thang,
ban phdi chép 14y thdoi co. Ban phai Iwa cai tén gan nhw la - nhung khéng
han 1a - chung chung. Nhung néu 16 trugt vao pham vi chung chung, thi
cling dirng lo lang. Khong tay 1ai vo dich thé gidi nao gianh chién thang ma
chwa tirng bi mat tay 14i vai lan ca.

Mot cai tén vitng vang, kha thong dung va giau tinh mo ta sé chan ding
duwgce nhitng doi thu “an theo” thdm nhap khu vic ctia ban. Tén hay cling
bdo dam tot nhat cho thanh cong 1au dai. Vi nhuw, cdi tén People (Nhan dan)
la lra chon hoan hdo cho mét tap chi kiéu nhat nhanh. N6 mang lai chién
thang dé dang cho tap chi nay. Con an ban an theo ctia n6, nhw tap chi Us
chang han, lai gap v6 van kho khan.

Chon tén can tranh nhitng diéu gi?

Time (Thoi dai) khong hay bang Newsweek (Tin trong tudn) khi duwgc
dung dé dat cho mot t& bao co so ra hang tuan vi Newsweek khai quat tot
hon tinh chat chung cta loai tap chi nay.
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Vi Time la to bdo dau tién trong linh vic bado chi, nén n6 hién nhién
gianh dwgc vi tri dan dau. Nhung td Newsweek cling & sat phia sau. (Thuc
t€ thi Newsweek moi nam con ban dwgc nhiéu trang quang cado hon ca
Time.)

Nhiéu nguwdi nghi rang Time 1a cai tén rat phu hgp dé dat tén cho tap chi.
Vé mat nao do, ho khong sai vi né ngan gon, bat mat va dé nhd. Nhung,
nghia cia Time van kho nhin thdy ngay, lai chita nhiéu ham y. (Time c6 thé
dung lam tén cho tap chi kinh doanh trong nganh ban dong ho.)

Tap chi Fortune (Van may) cling rgi vao canh twong tw Time. Fortune c6
thé bi hiéu thanh tap chi cta gi¢i moi gigi chitng khoan, kinh doanh hang
héa hodc c@ bac, vi tén goi thiéu rd rang. Business Week (Tuan bao Kinh
doanh) nghe hay hon nhiéu, dong thdi ciing thanh cong hon Fortune.

Tuy nhién, tén goi cling c6 thoi. Khi hét thoi, n6 sé md ra nhiéu cho
trong dé nhitng déi thu nhanh nhen xam nhap.

Vi du nhu Esquire (Quy 6ng) la mot tén goi rat hay. N6 phu hgp cho tap
chi huéng téi nhitng chang trai giau c6 va lich 1am. Ho da ting ky tén nhw
la John J. Smith, Esq (Qui 6ng J. Smith). Nhung, sau nay Esquire da mat
dan vi thé dan dau vao tay to Playboy (Ké an choi). Moi ngudi déu biét
Playboy c6 nghia gi va anh ta thich th¢ gi. Phu ni¥, dung khong nao?
Nhuwng mét quy ong 1a gi thé? Va 6ng ta thich gi vay?

Cach day nhiéu nam, Yachting (Du thuyén) la dn ban dan dau trong linh
vue hang hai. Nhung ngay nay c6 bao nhiéu quy ong s& hitu du thuyén? Vi
thé, chiing t6i dw doan rang Yachting sé bi thay thé bdi cac tap chi khac nhw
Sail (Thuyén buoém).

Ngay tredc, hau nhw moi quang cdo déu xudt hién trén bao va tap chi,
nén Printer’s Ink (Muyc in) la tén goi phu hgp cho tap chi hwéng dén linh
vuc quang cdo. Nhung, gid day dai phat thanh va truyén hinh déu la nhitng
phuong tién truyén thong quan trong khong kém bdo in. Vi thé td Printer’s
ink budc phai nhwong vi tri thong tri cho tap chi Advertising Age (Thoi dai
quang cao).
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Mot trong nhitng an ban manh mé nhat trén thé gidi hién nay la to The
Wall Street Journal (Tap chi Phé Wall). N6 hau nhu khéng cé doi tha thyc
sw. Nhung, The Wall Street Journal lai khong phdi 1a tén goi dat chuan cho
loai bao kinh doanh hang ngay. Cai tén cé nghia kha hep, huwéng chua yéu
vao mang tai chinh, trong khi n6 lai bao trum toan bo linh vire kinh doanh.

DPé y k¥ tén goi sé mang lai co hdi cho ban.

Cac ky su va nha khoa hoc tao ra san pham hay dat tén d& té cho chinh
dita con ctia minh. Vi du nhu céi tén XD-12. (Cé 1€ XD-12 la twr viét tat cho
“Experimental design number 12” (Mau thi nghiém s6 12)). Kiéu dat tén
chi c6 nguwoi trong cuoc mdi hiéu thé nay sé chang c6é nghia gi trong dau
nguoi mua.

Vi du nhw lan khit mui Mennen E. Con ngudi suy nghi rat don gian va
thwong hiéu moi thit theo nghia den. Mennen E chiu that bai ndng né du da
chi 10 triéu do-la dé quang cdo ra mat san pham. Van dé chinh la cdi tén in
trén lo khit mui. Ngay cd mau quang céo ciling thtra nhan y twéng cta ho co6
vé khong binh thuong, “Khong thé tin dwgc! Vitamin E lai c6 thé khtr mui.”

Vang, khong thé tin dugce. C6 nghia 1a, san pham chi thu hiat nhitng ai
muén c6 cdp nach khoe manh nhat va thich cham s6c nach minh ky cang
nhét nugc My

Con vé dau goi Breck One va kem danh rang Colgate 100? Ching la hai
trong s6 v6 van thwong hiéu dang c6 nhitng cai tén v6 nghia.

San pham ngay cang it khac biét trong mo6i hang muc. Nhung, dit tén
hay hon c6 thé mang vé hang triéu d6-la doanh thu.

Tén vo nghia, khi nao nén dung?
Thé con nhitng thanh cong r6 rang cua nhitng doanh nghiép c6 tén goi vo
nghia nhw Coca-Cola, Kodak va Xerox? Nhitng cai tén ay thi thé nao?
Nhiéu ngwoi cdm thay tw duy dinh vi that kho hiéu bai ho khong hé thay
dwgce tdm quan trong cda viéc chon thoi diém. Cong ty dau tién lot vao
duwgc dau khach hang v6i mot san pham mdi hodc y twéng mdi chac chan
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sé noi tiéng, dau né c6 mang tén la Lindbergh, Smith hay Rumplestiltskin
di nitta. Hay nhw Coca-Cola la tén thitc udng cola dau tién. Kodak, tén may
chup hinh gia ré. Xerox, tén mdy in sao gidy thwong.

Lay tir “Coke” (Than céc) lam vi du. Vi Coca-Cola da qua thanh cong,
nén tén Coke da gianh dugc nhitng gi ma cac nha ngit nghia hoc goi la
nghia thu hai.

Ban sé 1ay tr c6 nghia la “phan con lai cta than da sau khi bi dét trong
moi treong chan khong” dé dat tén cho loai thitc uong c6 ga khong con
chit? Hay dat theo tén goi than mat ctia chat gay nghién?

Nghia thit hai (cocaine) cua tr Coke manh dén mitc Coca-Cola khong
con phai lo sg vé nhitng nghia rong tiéu cuc khac nita.

Nhung chon cho san phdm méi cia minh nhitng cai tén viét tat va vo
nghia nhw Keds, Kleenex hay Kotex sé la vé cung bat 1gi. Ban chi nén chon
nhitng cdi tén bong bay vo nghia khi nao ban da vao dwogc tdm tri khach
hang dau tién, cung v&i mot sdn pham hoan toan méi mé ma hang triéu
nguwoi déu théem mudn. Luc 4y thi ban chon tén nao cling duoc.

Tom lai, hdy trung thanh véi tir nglt mang tinh mo ta (nhw Spray’n Wash
(Xit va Tay rtra)) va tranh xa 16i viét tat (nhw Qyx). Ngoai ra, hdy nhé rang
nam chit cai dau pho bién nhat 1a S, C, P, A va T. Ct tam twr tiéng Anh lai
c6 mot tir bat dau bang chir S. Nhung, phai dén 3.000 tir md&i xuat hién mot
tir bat dau bang chir X.

Tén phtt dinh(32). ¢6 thé khing dinh

Cong nghé tiép tuc tao ra nhiéu san pham ma&i mé hon va cdi tién hon.
Nhung, nhitng cai tén nhai hang hai da gay seo cho chiung ngay tw luc sinh
ra.

Vi du nhv bo thyce vat. Du san pham nay da xuat hién tir nhiéu thap ky
triréc, nhung né van bi cho la dang nhai theo bo dong vat. (Lira bip me
Thién nhién khong hay dau nhé(39!). Néu ngay tir ban dau, né da duwoc dit
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ten hay hon, thi moi su da khac. Vay, bo thuc vat dang ra nén dugc goi la
gi? Di nhién, “bo dau nanh”?) thi rd rang hon 16i.

Rac r6i vé mat tdm ly cua “Bo thuyc vat” nam & cho no rat dé gay hiéu
lam, vi cdi tén da gidu nhem ngudn goc cta san pham. Ai cling biét bo
dong vat dugc lam tw stta. Nhung bo thue vat duge lam twr gi? Khong ai
biét diéu d6 bdi ngudn gboc cia nd da bi gidu di. Luc dé, khach hang sé gia
dinh rang cé gi dé khong 6n véi ngudén goc cua bo thue vat.

Cong khai ban chat ctia san pham

Buéc dau tien dé khac phuc tinh phu dinh 1a cong khai ban chét cta san
pham. D6 la c6 y stt dung mot tén goi phu dinh, nhw “bo dau nanh” dé phan
dinh lai tinh hinh. Cach nay gitp ban phat trién mot ké hoach 1au dai nham
thuyét phuc khach hang vé wu diém ctia bo dau nanh so véi bo sita bo.
Diém mau chot cia ké hoach nay dwa vao “niém tw hao duwgc la san pham
goc” sinh ra tr cdi tén “dau nanh”, (giéng nhw treong hop cta “bo dau
phong”).

Su chuyén doi tv “da mau” sang “Negro” (dan da den), r6i thanh “da
den” cling xdy ra vG@i quy luat twong tu.

“Negro” la tén t0 tap chi lu6n xép ngudi da den vao nhéom cong dan hang
hai. Ttr “da mau” chwa da dé phan biét sac toc. Va, né lai mang ham y la:
Cang it mau cang tot.

Vay nén “den” la tén goi tot hon nhiéu. N6 lam tang “Niém ty hao dwoc
la ngudi da den”. Pay ciling la budc so khédi gianh 1ay quyén binh dang lau
dai. (Ban c6 thé thich da trang hon, nhung toi lai thich da minh den di day.)

Khi dat tén cho nguwdi hodc san pham, ban khong duwgc dé doi tha ngang
nhién gianh trvéc nhitng tir can dung dé mo td san pham ctia minh. Giong
nhu tr “bo dong vat” trong treong hgp cua bo thyc vat. Hoac nhu “duwong
mia” trong treong hgp ctia dwong bap (Corn Syrup).

Cach day nhiéu nam, cac nha khoa hoc da tim cach tach chat ngot ra khoi
tinh b6t ngo. Két qua 1a ho tao ra duwong nho (Dextrose), dwong ngd, duwong

https://thuviensach.vn



bap chita nhiéu fructose(@®),

Nhitng san pham c6 tén nhuv “DPwong bap chita nhiéu fructose” chac chan
sé bi cho la dang an theo hay dwong mia (dwong that) loai hai kém chat
lwgng. Vi thé, hang Corn Products, mot trong nhitng nha cung cap duwong
ngo 16n nhat @ My, da quyét dinh goi san pham ctia minh la “dwong bap”.
Bién phap nay da gitp cong ty dwa bap 1én ngang hang vGi mia va ca cai
duong.

Mau quang cao cta cong ty tuyén bd rang, “Hay can nhdc ca ba loai
dwong: Mia, cu cai ngot va bap.”

Gi6i quang c4o déu biét rang Uy ban Thuong mai My 1a noi quan 1y tat
ca cac tén goi ctia moi nganh cong nghiép. Nhung ta van co thé thuyét phuc
ho, kiéu nhu “Néu ching t6i khong thé goi dwong ngo la duong, vay chiing
t0i c6 thé pha no6 vao thirc uéng nhe va goi n6 1a ‘khéng dwong’ duwge chir?”

Nhitng nhém c6 s@ thich chuyén biét nhan thdy rd nhat sitc manh cua tén
goi hay, vi du dién hinh la phong trao “Quyén dwogc séng” va luat “Tw do
Thuong mai”.

Céac thwong nghi si hay nhitng nha lam luit sao dam phéan do6i nhitng dw
luat nhw “Chong 6 nhiém khong khi”?

Dbé lat do nhitng khai niém vitng vang kiéu nhv “Ty do Thwong mai”,
diéu quan trong nhat la dirng c6 gang dat lai tén cho cudc chién nay. Vi ban
sé dem dén cho ngudi xem toan nhitng thac mac.

Trugc day, dé thay doi nhan thirc pho bién cia ngwoi tiéu dung vé “Ty
do Thwong mai”, phe doi 1ap c6 gang dwa ra luat mdi, 1lay tén la “Chong
ban pha gia”. Viéc nay xdy ra rat, rat, rat lau tredc khi luat Ty do Thuong
mai chinh thitc bi bdi bo bai chinh cac bang da phat dong no.

C6 mot chiéu nhanh hon thé nhiéu chinh la xoay chuyén cai tén doi chut.
Nghia la, dinh vi lai khai niém bang cach dung cung nhitng tir c6 san dé lat
nguoc y nghia. Vi dy, “Cong bang vdi thwong mai, nhung bat cong vai
nguoi dung”.
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Hodc c6 chiéu t6t hon nita la dat lai tén cho khai niém doi lap trudc khi
cai tén hay kia phat huy hiéu qua. Chi c6 thé budc vao van cd sém hon,
“Chong ban pha gid” cé thé la chién lwge ngan chan thanh cong. Pay la
mot vi du khac nén 1éu tam quan trong cta thi¥/ngudi dau tién.

David va Michael, Hubert va Elmer
Bat chap nhan dinh pho bién rang, “Tén chi la thit dé goi”, ngay cang cé
nhiéu bang chitng chi ra vai trd quan trong cta tén goi trong van cd doi.

Hai giao su tam ly hoc, Herbert Hararo va John W. McDavid, da nghién
cttu xem tai sao hoc sinh cap I thwong ché giéu nhitng ban hoc c6 tén la.

Vi thé, ho bat dau thi nghiém trén cac bai tdp ctia nhiéu hoc sinh 16p bon
va 16p nam c6 tén goi khac nhau. Nhin chung, hai chu6i tén da dwa ra mot
quy luat.

O mot s6 nhém bai, c6 hai tén thong dung nhét (David va Michael) va
hai tén it dung (Hubert va Elmer). M6i nhom bai tap dugc trao cho mat
nhom gido vién tiéu hoc khac nhau cham. (Nhitng gido vién tham gia vao
thi nghiém nay di nhién nghi la ho dang cham nhitng bai tap thong thwong.)

Ban c6 tin la nhom bai tap ctia nhitng hoc sinh c6 tén nhv la David va
Micheal c6 diém trung binh cao hon so vdi nhém mang tén Elmer va
Hubert khong? Cac gido su noi, “Tuw kinh nghiém cua giao vién, ho cho
rang Hubert va Elmer thwong la nhitng hoc sinh kém hon.”

Vay thi nhitng ngwoi cé tén goi ky cuc nhing van thanh céng thi sao? Vi
du Hubert Humphrey va Adlai Stevenson. Va ca nhitng ké that bai tai tiéng
v@i tén thong dung nhu Richard va Dwight?

Chuyén gi sé xady ra néu Richard Humphrey tranh ctt v6i Hubert Nixon?
Liéu My c6 bé phiéu cho Hubert Nixon khong?

Jimmy, Jerry, Richard, Lyndon. John, Dwight, Harry, Franklin. Nha trang
chwa tirng c6 tén cua “ké bai tran” mai cho dén khi Herbert xuat hién.

Va ai da danh bai Herbert Hoover vao nam 1928? Afred, mot nguoi
mang tén cua ké bai tran khac.
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Vao nam 1932, Herbert tranh c@ cung v&i Franklin, ngwoi mang “tén
thanh cong”. Herbert da thua va thua rat dam.

Ban cho dgi diéu gi tir nguoi cé tén Edsel? Edsel 1a cai tén thua cudc
trwdc khi Ford ra mat dong xe Edsel. Va, cai tén da gay tham hoa tiép thi
cho Ford.

Vi du nhv hai cai tén Cyril va John. Theo nha tam ly David Sheppard,
nhitng ai chwa tirng biét nguwdi nao c6 tén nhu thé nay, ho déu nghi Cyril rat
gian tra, con John thi dang tin cay hon.

Ban da thay diéu ban cho duwgc thay. Mot céi tén xau hay khong phu hop
sé gdy ra mot chuoi phan tng chi dé xac nhan lai nhan dinh tiéu cuc ban
dau caa ban. Elmer la ké that bai. Thay chwa! Anh ta lam viéc dau co6 t6t.
T6i bao ban réi ma, Elmer la ké that bai.

Va, day la mot cau chuyén co6 that. C6 mot nhan vién quan ly & ngan
hang New York la Young J. Boozer. Lan no, c6 mot khach hang muén néi
chuyén vdi “Young Boozer”. Nhan vién tong dai bao anh ta rang, “Ching
t0i c6 ca ta ngwoi cé tén nhu thé ¢ day. Anh/chi muon néi chuyén véi ai?”

Hubert va Elmer trén bau troi

Tén goi la diém ti€p xuic dau tién giira thong diép va tam tri.

Tén dep hay xau theo cam quan thdm my khéng quyét dinh tinh hiéu qua
cua thong diép, ma la cai tén phu hgp.

Vi du nhv nganh hang khéng. Bon hang van tai hanh khach 16n nhat tai
My la United Airlines, American Airlines, Trans World Airlines va...

A, ban c6 biét tén ctia hang hang khong c6 khau hiéu quang cdo “hdng
hang khong 16n thit hai cua thé gigi tw do” khong?

Dung vay. b6 la Eastern Airlines.

Giong nhu tit ca nhitng hang hang khong khac, Eastern ciing c6 nhitng
thdng tram cua minh. Nhung khong may thay, tram lai nhiéu hon thang.
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Trong bon hang hang khong 16n nhat & My, Eastern luén dirng thit tw theo
khao sat tv khach hang.

Tai sao lai thé? Eastern c6 céi tén khu vuc, dat né vao mot muc khac
trong tam tri khach hang so véi nhitng cai tén qudc gia nhw American va
United.

Cai tén Eastern da dat hang nay vao cung mot nhom v6i Piedmont (mot
viing ¢ Y), Ozark (Phé ntii Ozark) va Southern (phia Nam).

Ban sé thdy diéu ban chd dgi. Khi c6 trdi nghiém khong may tot dep vdi
cac hang American va United, hanh khach dap rang, “‘Chi la chuyén vat ay
ma.” Mot ngoai 1€ hiém gap so vdi dich vu tot ma ho mong doi.

Nhwng nhitng hanh khach c6 trai nghiém t6i té v4i hang Eastern sé kéu:
“Lai la Eastern Airlines”. Mot kiéu than noi theo dich vu t6i té ma ho da
nghi san trong dau.

Sy viéc trén xdy ra khong phai vi Eastern da khong c6 gang. Cach day
vai nam, Eastern da tuyén nhitng chuyén gia tiép thi hang dau va dap ga hét
cd dé tang toc. Eastern la mot trong nhitng hang dau tién “son may bay”,
“cdi thién cdc mon an” va “lam méi doi ngti phi hanh doan”. Tat ca la nham
cdi thién tiéng tam.

Eastern cling khong ngai chi tién. Nam nay qua nam khéc, hang nay &
hitu ngan sach quing cdo 16n nhét trong nganh hang khong. M@i nam
ngoai, Eastern da bo ra hon 20 triéu do-la cho quang cao.

Nhung, vGi tat ca so tién do, ban nghi gi vé hang nay? Ban nghi ho sé
bay dén dau? Lén va xuéng B0 Dong, t6i New York, Boston, Philadelphia,
Washington va Mianmi phai khong?

Du s that 1a ho con bay t6i ca St. Louis, New Orleans, Atlanta, Denver,
Los Angeles, Acapulco, Mexico City nita.

Hay quan sat van dé tir Indianapolis, mdt trong nhitng diém dén cta
Eastern. Tt Indianapolis, Eastern bay vé mién Bac dén nhitng noi nhw

https://thuviensach.vn



Chicago, Milwaukee va Mineapolis. Va huéng vé phia Nam td&i Louisville,
Atlanta va Fort Lauderdale ma khong bay vé huéng Bong.

Thanh phé San Juan®? giau c6 1a noi Eastern dd cung cap dich vu hang
khong sudt hon 30 nam. Hang da gianh dwgc thi phan ba cha tai day. Sau
nay, American Airlines mua lai Trans Caribbean. Két cuc la ai giit dwgc vi
tri s0 1 San Juan? Di nhién la American Airlines roi.

Ban khéng thé mé rong doi canh véi mot tén mang tinh khu vye nhuw thé.
Khi khach hang dwogc chon, ho sé luén thich hang hang khong quoc gia,
hon la mot hang thudc khu vyc.

Van dé cua nganh hang khong ciing la dién hinh cho khé khan ma moi
nguoi gap phai trong qua trinh tach biét gitta nhan thitc va hién thyc. Tham
chi nhiéu nha quang céo day dan kinh nghiém van nhin nhan van dé cua
Easten theo hvéng hoan toan nguoc lai.

Ho cho rang, Eastern vieéng vao rac réi khong phai do céi tén. Nguyén
nhan la sy yéu kém trong chat lwgng dich vy, bita an, khau déng goi hang,
doi ngfi tiép vién kém than thién. Nhan thitc bi lan vdi thuc té.

Ban nghi gi vé hang Piedmont Airlines? Ozark Airlines? Va ca
Allegheny@®? (Trong mdt khao sat tir nhitng khach du lich thuong xuyeén,
3% noi rang ho sé né khong di hang American, va 3% né hang United.
Nhung 26% tra 10i sé tranh Allegheny va 38% dap ho sé khong di Eastern.)

Allegheny di nhién da dau hang va déi tén thanh USAir. Tham chi bay
gio ca North Central va Southern cting bé cugc. Vao nam 1979, ca hai hang
nay sap nhap va doi tén thanh Republic Airlines (Hang hang khong Cong
Hoa). Gio day, ho da vut canh bay cao.

Cdp song sinh @ Akron

Hai cong ty cé cung tru s& chinh & thanh phé Akron, bang Ohio, da néu
1én mot 16i dat tén rat thwong gap khac nita.

Mot cong ty sé lam gi khi tén ctia ho (16p xe Goodrich) lai kha giéng vdi
tén cia mot cong ty 16n hon cung nganh (16p xe Goodyear)?
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Goodrich da gap kha nhiéu kho khan. Theo nhw nghién cttu thi trueong,
Goodrich cé thé phat minh lai banh xe, nhung Goodyear sé huéng hét moi
thanh qua.

Khong c6 gi la khi B. F. Goodrich nhan ra van dé nay. Trong mot quang
cao cach day nhiéu nam, ho da bay t6 rang:

“Tai hoa da do 1én céi tén Benjamin Franklin Goodrich. S6 phéan tao nén
su trung hgp nghiét nga khi tén cua do6i tht manh nhat lai gan nhw giong hét
tén nha sang 1ap cta ching t6i. Goodyear. Goodrich. Dé nham lan vo
cung.”

Va, & cudi trang quang cdao, ho tuyén bo, “Néu ban mudn dung Goodrich,
thi chi can nhé tén Goodrich la du.”

No6i cach khac, day hoan toan khong phdi 1a van dé ctia Goodrich ma la &
nguoi mua.

B. F. Goodrich la céng ty dau tién buwdc vao thi treong 16p xe c6 bo téa
tron kém vong dai thép & My. Nhuwng, nhiéu nam sau nay, khi nguwoi mua
16p xe dwoc hoi tén cong ty da ché tao ra loai 16p xe trén, c6 dén 56% s6
nguoi duge hdi néu ra cai tén Goodyear, tén ctia noi khéng hé tao ra ching.
Chi c6 47% dap dung la Goodrich.

Vi thé ¢ thanh pho Arkon, ngwoi ta thwdng cé cau, “Goodrich tao ra 16p
xe. Firestone céi tién n6. Va Goodyear dem ban.” Nam 1968, doanh sé ctia
Goodyear dat 2,9 ty do-la, trong khi B. F. Goodrich chi dat 1,3 ty do-la. Ty
1€ 1a 2,2:1. Mu&i nam sau, vao nam 1978, Goodyear dat doanh s6 7,4 ty do-
la con B. F. Goodrich chi thu vé 2,5 ty do-la. Ty 1€ Iic nay la 2,9:1. Ké giau
thi ngay cang giau hon. Quy luat qua dé hiéu.

Nhung, diéu ky la 1a quang cdo cua ké thua cudc thi lai lién tuc thu hut
dwgc nhiéu sy chd y cia dw ludn. Mau quang cao “Con ching t6i nita”
mang lai kha nhiéu thién cam trén cac phwong tién thong tin dai chung.
Nhung no lai khong gianh dwgc tng ho tt ngwdi mua 16p xe. Vi cai tén
Goodrich da mai khién hang nay that bai é ché treéc Goodyear.
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B0 ba Toledo

Néu cap song sinh & thanh ph6 Akron dé gay nham lan, vay chiing ta hay
xem xét tinh hudng gay go cia nhitng cai tén bd ba. Tt Owens-Illinois qua
Owens-Corning Fiberglas, r6i chuyén thanh Libbey-Owens-Ford.

Nhitng cai tén nay khong phdi la tén cta nhitng cong ty nho 1é. Owens-
Ilinois la cong ty tri gia 2 ty do-la. Owens-Corning Fiberglas la cong ty tri
gia 1 ty do-la. Va, Libbey-Owens-Ford tri gia gan 1 ty do-la.

Hay quan sat van dé tir géc nhin cia Owens-Corning Fiberglas.

Cai tén Owens thuong dwgc gan lién vdi Illinois. Hai cong ty Owens va
Illinois da sat nhap dé tré thanh mét tdp doan v6i quyeén lyc 16n hon thude
veé Illinois.

Con Corning thi thudng khién ngudi ta lién twdng dén thay tinh. O thanh
ph6 Corning gan dé, thudoc bang New York, Corning Glass la cong ty san
xuat thay tinh trj gia khodng 1 ty do-la. Thanh cong ctia n6 da gan cai tén
Corning v6i khai niém thuy tinh.

Vay con chtra lai gi cho Owens-Corning Fibeglas?

Fiberglas.

Day ciling c6 1€ 1a ly do cong ty nay lai chay quang cdo vé6i khau hiéu,
“Owens-Corning chinh la Fiberglas (Sgi thuy tinh).” N6i cach khac, néu
ban mu6n mua Fiberglas, phai nhé duwgc trén Owens-Corning.

Tuy nhién, moi viéc sé dé dang hon nhiéu néu cong ty nay doi tén thanh
Tap doan Sgi Thuy tinh (Fiberglas Corporation). Lic do, néu ban can sgi
thay tinh (véi tir “sgi” viét thuwong), tat ca nhitng gi ban can phai nhé chi la
Soi Thuay tinh (“Sgi” viét hoa). Cach nay sé giup khach hang chi y vao
muc tiéu chinh ctia cong ty: chuyén sgi thuy tinh t* mot tir thong thwong
thanh thwong hiéu.

Ban sé lam gi néu tén minh 1& la Hubbert hay Elmer, Eastern, Goodrich
hay Owen-Corning Fiberglas?

Poi tén di!
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Tuy nhién, du gidi phap trén la rat cé ly thi viéc doi tén lai rat it khi xay
ra. Hau hét cac cong ty déu tin rang cai tén hién tai cia ho cé rat nhiéu gia
tri. Ho nghi, “khach hang va cong nhan cua chung toi sé khong bao gio
chdp nhan tén méi.”

Vay thi chuyén gi da xdy dén véi Olin, Mobil, Uniroyal va Xerox? Va,
con Tap doan Exxon thi thé nao? Chi cach day vai nam, Exxon da doi tén
t. ..

Ban c6 nhd ra tén cii cua Exxon khong? Khong phai la Esso, va cling
khong phai la Humble Oil hay Enjay, du cong ty nay da dung ching trong
nhitng chién dich tiép thi cia ho. Tén cii cia Exxon la “Standard Oil of
New Jersey” (Dau tiéu chuan cia New Jersey). That ngac nhién la ho ma&i
doi tén bang vai do-la cach day vai nam thoi day.

Tén d& dé lai hau qua té hai. Cai tén khong hay sé khién moi viéc dan t6i
té. Nhuwng, néu né that hay, moi thi sé tot trd lai.

Hiéu lIam “Continental”

Ban c6 biét sy khac biét giita mot cong ty tri gia 3,9 ty do-la véi tén goi
la “The Continental Group. Inc” va mot cong ty co gia khoang 3,1 ty do-la
tén la “Continental Corporation” khong? Nhiéu nguwdi khong biét ching
khac nhau cho dén khi ho kham pha ra rang: Continental Group la tdp doan
san xuat ghé dau lén nhat thé gidi, con Continental Corporation la cong ty
bao hiém 16n nhat hanh tinh.

“A, ra vay. Ghé dau Continental va Bao hiém Continental. Bay gio thi t5i
da hiéu y anh ro6i.”

Tai sao cong ty lai bo ti “gh€ dau” va “bao hiém” dé bam theo nhitng twr
khuyét danh nhuw “group”(doan thé) va “Corporation”(Tap doan)? Cau tra
10i qua o rang: Vi ca hai sé ban dwgc nhiéu ghé va bao hiém hon.

Nhung, liéu c6 thé tao ra ban sac trén mot cdi tén vé nghia hay khong?
Co vé la khong thé. Bac biét khi ban xem xét sy ton tai cia nhitng cong ty
khac cting gianh 14y chit “Continental” cho tén goi cua ho. Bién hinh nhw
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Continental Airlines (Hang hang khong Luc dia). Va con Continental Oil
(Dau héa Luc dia), Continental Telephone (Mang dién thoai xuyén Luc dia)
hay Continental Grain (Ngii c6c Luc dia). D6 la chwa tinh dén Continental
Illinois Corp (Tap doan Illinois Luc dia). (Tat ca déu la nhitng cong ty tri
gia hang ty do-la).

Hay, chuyén gi sé xay ra néu giam doc bao thu ky, “N6i mdy cho t6i vGi
Continental.”

Lic do, no6 sé khong chi la “nhom” hay “tap doan” nita. Vi chi tinh riéng
¢ Manhattan thoi, trong nién giam dién thoai da c6 dén 235 muc bat dau
v0i chit “Continental”.

Nhitng cai tén phu hgp thai qua

Doi khi c6 nhitng cai tén phu hgp nhung di qua mitc can thiét. Qua hinh
anh. Qua nhiéu lién twdng. Pac biét 1a d6i vGi san pham dung & noi cong
cong.

Vi du nhv 2 cong ty cung cap san pham an kiéng la Metrecal ctia Mead
Johnson va Slender ctia Carnation.

Madc du Metrecal gianh dugc 1gi thé la sdn pham dau tién xuat hién trén
thi truong, nhwng thanh cong tiép thi lai roi vao tay Slender.

Cai tén Slender (Thon thd) da bao gom ludon cong dung chinh cta san
pham. Cho nén, né hiéu qua hon han Metrecal, mot tir do IBM sang tao ra.
Tuy nhién, néu san pham an kiéng dugc bay ban noi cong cong, ban phai
can than lya chon tén goi.

Vi du nhv thitc uéng nhe No-Cal (Khéng chita Calo) da that bai tham
hai. C6 ai muon goi mdt chai cola khong chita calo khi dang ng6i & nha
hang chit? Rat dé dé hinh dung ra suy nghi cia may ngudi ngoi ban bén
canh, “Pung la ga béo bat lich su.”

Cho nén, goi nudc udng tén Tab sé dé chiu hon nhiéu.

“V6i coc Tab thwong thiy dat & cho dé quen thudc,” bao New York Times
gan day dua tin, “vi hiéu treéng treong Pai hoc New York ngoi vao ban an
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trua.”

Liéu 0ng ta c6 goi cola Diet-Rite, néu biét canh bao chi c6 mdt quanh dé
khong?

Khi Lyndon Johnson con la Tong thong, 6ng ta c6 mot niat bam dac biét
trong hé thong lién lac noi bé ctia minh déi vdi Fresca. Nhung, 6ng ta cling
khong mang che giau nut nay.

Tén goi cac san pham it nang lwgng hodc gia ré phai dwgc chon lya ki
cang sao cho noé chi ra lgi ich ctia chinh san pham dé ma khong vuot qua
gidi han. Néu chung qua ro rang, khach hang sé bo chay.
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Bay khong tén

Mt vi t6ng gidm d6c no néi: “T6i s& dén L.A, r6i sau d6 t6i New York.”
Tai sao Los Angeles thuwong dugc goi tat la L.A., nhung New York thi hiém
khi dugc goi la N.Y?

“T6i lam viéc @ GE mot vai nam roi chuyén sang Western Union.” Tai
sao General Electric thwong dugc goi la GE, con Western Union thi it khi
duwoc goi la WU?

General Motor thuvong dugc goi la GM. American Motor la AM. Nhung,
Ford Motor thi lai hau nhw khéng bao gio dugce goi la FM.

Viét tat bang ngit am

Nguyén tac ap dung ¢ day la viét tat bang ngit am.

Cum tr “Ra-di-o Cor-po-ra-tion of A-mer-i-ca” kéo dai dén 12 am tiét,
nén moi ngwoi di nhién chon diung ba am R-C-A dé thay thé.

Gen-er-al E-lec-tric dai sdu am tiét, nén moi nguwoi déu dung 2 am tiét G-
E.

Gen-er-al Mo-tors thuwong la GM. A-mer-i-can Mo-tors thuong la AM.
Nhung Ford Mo-tors thi khong bao gio duwgc goi thanh FM, vi m6t am tiét
Ford da néi lén tat ca.

Tuy nhién, néu wu thé vé mat ngir am khong ton tai thi ngudi ta sé khong
dung chit cai dau. Vi du nhw, New York va N.Y déu c6 2 am tiét. Vi vay, tr
viét tat N.Y thuong duwgc dung trong van viét nhung it dung trong van noi.
Con Los An-ge-les kéo dai t6i 4 am tiét, nén L.A duwgc dung rat thuwong
xuyén. Chua y, San Fran-cis-co c6 dén 4 am nhung it khi dwgc rut ngan
thanh “S.F”. Tai sao thé? Vi da c6 mot tir c6 hai am tiét tron ven khac la
Frisco dé viét tat cho ca cum San Fransisco. D6 la 1y do nguoi ta thuong
néi “Jer-sey” dé am chi New Jersey, thay vi dung “N. J.”
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Nhw vay, khi dwoc chon gitta mot tir va mot chuoi ky tw dau, néu ca hai
déu c6 lwgng ngit am ngang nhau, nguwoi ta thuwong sé chon tir day du.

Nhung do dai nglt am doéi khi c6 thé danh liva ban. Chit viét tat ky ty dau
nhr WU nhin c6 vé ngan hon cai tén Western Union. Nhung vé mat phat
am thi ching c6 d6 dai bang nhau. Dou-ble-U U va West-ern Un-ion
(Ngoai trtr chir cai W, nhitng chit cai tiéng Anh con lai déu chi c6 mot am
tiét.)

Trong khi khach hang goi tén cac cong ty, thi cac cong ty lai c6 cach
nhin nhan khac nhau vé chinh minh. Ho thién vé hinh anh hon. Ho loay
hoay lam sao dé tén thwong hiéu minh trong cho dep mat ma khong quan
tam tdi cach doc cai tén doé nhu thé nao.

Viét tat

Gi6i doanh nhan cling mac vao cai bay dé. Trudc tién la tén riéng. Chang
han, sau khi duwgc dé dat vao vi tri lanh dao & Tap doan General (GMC),
chang trai tré Edmund Gerald Brown lap tic viét tat tén minh thanh “E.G.
Brown thuéc GMC”, va cai tén nay xuat hién trong tat ca cac la thu ndi bo
va bién ban hop.

Nhung dé noi tiéng thi ban dirng viét tat tén minh. Cac chinh tri gia déu
nam ro diéu nay. Do la ly do tai sao Thong déc Edmund Gerald Brown
thwong gigi thiéu minh la Jerry Brown, chit khong phai E. G. Brown. E. M.
Kennedy goi la Ted Kennedy con J. E. Carter la Jimmy Carter.

Thé tai sao ngwoi ta lai goi tat Tong thong Franklin Delano Roosevelt 1a
FDR va John Fitzgerald Kennedy la JFK? biéu tr¢ tréu ¢ day la mot khi
ban da leo lén dwgc vi tri cao nhat r6i, khi ban da noi tiéng roi, thi ban cé
thé dung chir viét tit ma khong gdy nham lan gi hét. Franklin Delano
Roosevelt va John Fitzgerald Kennedy chi c6 thé dung tén viét tat sau khi
da noi tiéng chir khong phai trudce do.

Tiép dén la tén cong ty. Nhitng tir viét tat von ban dau chi nham tiét kiém
gidy va thoi gian danh may cudi cung lai tr¢ thanh biéu twgng cua thanh
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cong.

IBM, AT&T, ITT, P&G, 3M. Déi khi, c6 cdm twdng rang nhitng cong ty
lot dwgc vao danh sach Fortune 500 1a do ho c6 cai tén viét tit dé nhan ra
vay. D6 la nhitng biét danh dé thong bao vdi thé gidi rang ban da thanh
cong.

Vi thé ma ngay nay ching ta thady nhiéu biét danh nhv RCA, LTV, TRW,
CPC, CBS, NCR, PPG, RMC, IC Industries, NL Industries, SCM, U.S
Industries, AMF, GAF, MCA, ACF, AMP, CF Industries, GATX, UV
Industries, A-T-O, MAPCO, NVF, VF, DPF, EG&G va ban c6 tin khong,
con c6 ca biét danh MBPXL nita day.

Tat ca déu khong phai la nhitng cong ty xoang. Tat ca déu dang c6 mat
trong danh sach 500 c6ng ty 1én nhat nwéc My do tap chi Fortune binh
chon. EG&G, cong ty nho nhat trong danh sach nay, ciing dat doanh thu
375 triéu do-la va c6 khoang 13.900 nhan vién.

Cac cong ty nho hon trong danh sach nay co: Rockwell International,
Monsanto, National Steel, Raytheon, Owens-Illinois, United Brands,
American Cyaamid, Reynolds Metals. H. J. Heinz, Interco, Hewlett-
Packard, Carrier, Marmon, Polaroid, Diamond International, Blue Bell,
Sperry & Hutchinson, Witco Chemical, Spencer Foods, Pabst Brewing,
Cabot, Hart Schaffner & Marx, Cutler-Hammer, Gardner-Denver, Questor,
Arvin Industries va Varian Associates.

Danh sach nao dwgc biét dén nhiéu hon? Di nhién la danh sach c6 tén
day du cua cac cong ty roi.

Mot s6 cong ty cé tén viét tat nhw RCA va CBS chac chan sé dugc nhiéu
nguoi biét dén. Nhung giong nhw FDR va JFK, nhitng cong ty nay déu noi
tiéng trodc r6i mdi bo tén day da dé chuyén sang dung tén viét tat.

Dé kiém chitng van dé nay, ching t6i da tién hanh mot cudc khao sat vé
ca hai loai cong ty c6 st dung “tén” va “chit cai viét tat”, doi twong tham
gia khdo sat 1a nhitng nguoi dat mua t0 Business Week. Két qua da cho
thdy gia tri cda tén day du.
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Ty 1€ nhan biét trung binh vé cac céng ty cé “tén viét tat” la 49%, trong
khi ty 1€ nhan biét cac cong ty c6 tén day dua la 68%, cao hon 19%.

Vay diéu gi da khién cac cong ty 16n dam dau ty sat nhw vay? Mot trong
nhitng nguyén nhan & day la su6t mot thoi gian dai ban quan ly cap cao da
thay tén viét tat ctia cong ty minh trén thw ndi bo hoac bién ban cac cudc
hop, nén ho dwong nhién cho rang moi nguwdi déu biét quen thudc véi cai
tén d6, nhw MBPXL. Nguyén nhan tiép theo la ho hiéu sai nguyén nhan
thanh cong cua nhitng cong ty nhu IBM va GE.

Khéng c6 16i tat téi thanh cong

Mot cong ty phdi tré nén cyc ky ndi tiéng trede khi st dung cac ky tw
viét tat dé goi tén minh. RO rang nhw hai chit cai dau “GE” ngay lap khién
moi ngwoi nghi dén “General Electric”.

Lic nao cling vay, nguoi ta phai biét tén goi day du cua cong ty roi mai
chdp nhan tén viét tac cda hg. Vi du nhv The Federal Bureau of
Investigation (Cuc Piéu tra Lién bang) va S& Thué vu (Internal Revenue
Service) dugc rat nhiéu nguwoi biét dén. Vi thé, chiing ta dé dang nhan ngay
ra khi ho dwgc viét tat thanh FBI va IRS.

Nhung cai tén tat HUD lai khéng dwgc may ngudi biét dén. Tai sao vay?
Badi khong nhiéu nguoi biét dén Department of Housing & Development
(Bo6 Gia cu va Phat trién D0 thi). Vi thé, néu muon ttr viét tat HUD dwoc
biét dén nhiéu hon, bd nay dau tién phdi khién cai tén Department of
Housing & Development noi tiéng hon nita. Loi di tat bang cach st dung
cum tén tat HUD sé khong dem lai hiéu qua.

Twong tw, General Aniline & Film chwa phai 1a mot cong ty thuc sw noi
danh trén thi truong. Vay nén khi chuyén sang dung tén viét tat GAF, chac
chan ho sé khong bao gio noi tiéng dugce. Bay gio cong ty nay da chinh
thitc 14y tén la GAF, c6 1€ vi khong thé nao huéng khach hang quay vé véi
tén goc cia minh dwgc nita.
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Ay vay ma nhiéu cong ty ngay nay duong nhw van chudng 16i ding chir
cai. Ho khong suy nghi thau ddo vé quy trinh dinh vi ban than trong tam tri
khach hang. Va ho tré thanh nan nhan cia cai mét nhat thoi.

Mot thoi nay chinh 1a “bénh viét tat”. Hay nhin vao RCA. Moi ngudi déu
biét RCA la tir viét tat cia Radio Corporation of America (Tap doan Phat
thanh Hoa Ky). Vi thé tap doan nay cé thé st dung cac ky ty viét tat nay dé
khoi goi cum tir “Radio Corporation of America” von da an sau trong dau
moi nguoi.

Gio thi RCA da chinh thic 1a RCA. Chuyén gi sé xdy ra tiép theo day?
Khong c6 chuyén gi c3, it nhat trong vong 10 nam tGi. Nhitng chit cai nay
da an rat sau trong nhan thitc ctia hang triéu ngudoi réi, va ching sé con &
do.

Nhung con thé hé khan gia tiép theo thi sao? Ho sé nghi gi khi nhin thay
nhitng ky tv la lung nhw RCA? La Roman Catholic Archdiocese (Hoi Tong
Giam muc Thién Chua giao La Ma) u?

Do d6, dinh vi giong nhu van bai cudc doi. N6 1la mot qua trinh lau dai.
Nhitng quyét dinh dat tén thwong hiéu ngay hém nay c6 thé sau nhiéu, rat
nhiéu nam nita m&i phat huy hiéu qua.

Pau 6c lam viéc bang tai

Ly do chinh khién hién twgng chon sai tén tréd nén pho bién la cac nha
lanh dao thwong phai song gitta ménh mong giay to: thw tit, bién ban hop,
cac bao cao. Giira bién gidy to do6, ngwoi ta dé quén di rang tam tri lam viéc
bang cach lang nghe. Khi mu6n néi ra mét tw, dau tién ta phai chuyén tw do
thanh am thanh. Cho nén nhitng nguwdi méi hoc chit phdi map may moi khi
doc la vi vay.

Khi con bé, ban hoc néi réi méi hoc doc. Ban hoc mot cach can man va
cham chap bang céach néi to tirng twr, dé budc dau 6c két noi chir viét véi am
thanh qua tai r6i lIvu gitr trong nao.
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Hoc néi ton it cong sttc hon nhiéu so vGi hoc doc. Ching ta tich trit am
thanh true ti€p r6i lap lai am thanh dé & nhiéu kiéu két hgp khac nhau kha
nang linh hoat cua tri ndo tang léen.

Khi 16n 1én, ban hoc cach “phién dich” chit viét thanh ngon ngit n6i ma
ndo bd can, va ban thuc hién qua trinh nay nhanh dén néi ban con khéng
nhan thitc dwgc rang qua trinh “phién dich nay” dang dién ra.

Sau nay ban doc bao thdy néi rang 80% khoi lwgng hoc dién ra qua thi
giac. DI nhién diéu nay la dang. Nhung doc chi la mot phan cta qua trinh
hoc héi. Ban hoc héi duwgc nhiéu tir cac dau hiéu thi giac khong lién quan
tGi viéc doc theo nghia thong thuwdng, chang han nhw ban biét duwgc trang
thai cAm xuic ctiia mot ngwoi thong qua viéc “doc” cac ngdn ngit co thé cia
ho.

Khi ban doc, ndo bo van chwa hiéu tir ngit dwgc doc 1én cho dén bo phan
chiu trach nhiém “phién dich” hinh anh - ngon ngit trong nao hoat dong dé
tim hiéu y nghia &m thanh ctia cadi ma ban vtra nhin thay.

Twong tw, mot nhac si hoc doc nhac va nghe am thanh trong dau, nhw thé
c6 ai d6 thuc su dang choi giai diéu do bang nhac cu.

Ban hay thtr hoc thudc long mot bai tho ma khéng doc thanh tiéng xem?
Ching ta sé dé hoc thudc cac tai liéu viét hon néu cung c6 thém bang phan
am thanh — ngon ngtr lam viéc ctua nao bo.

Dbay ciing 1a 1y do tai sao riéng tén ma cac tiéu deé, khau hiéu va cha de
quang cao déu can dugc kiém tra vé mat chat lwgng am thanh, du chi dung
chuing trong cac tai liéu in.

Ban c6 nghi Hubbert va Elmer la nhitng tén d& té khong? Néu co, thi han
la ban da “phién dich” hai chi* nay thanh am thanh twong @ng roi ddy. Bai
vi néu chi nhin thi Hubert va Elmer khéng c6 gi xau xi ca. Poc chiung lén
thanh tiéng thi mé&i dé té thoi.

Xét tr mot goc do nhat dinh, that dang tiéc khi phuong tién truyén thong
in an (nhuw bao chi, tap chi, quang cdo ngoai trdi) lai xuat hién truée dai
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phat thanh. Phat thanh méi chinh la phuong tién can ban nhat. Con in an c6
do treu twong cao hon.

Vi vay, cac thong diép sé “nghe hay hon” khi in ra néu ching da dugc
thiét ké vé am thanh tredc. Nhung ching ta lai thwong lam ngugc lai: dwa
chuing di in tredc, roi maéi phat séng.

Tén goi 16i thoi

Mot ly do khac nita khién cac cong ty tir bé tén day du dé chuyén sang
dung tén viét tat la vi tén goi cua ho da 16i thoi. Vi du nhw RCA, hién gio
ngoai thiét bi phat thanh, ho con ban nhiéu mat hang khac nita.

Hay nhw United Shoe Machinery (Nha may giay lién hgp). Cong ty nay
hién da chuyén thanh tap doan da nganh nghé. Ngoai ra, thi trudng giay dép
ndi dia ngay cang suy giam vi hang nhap khau lién tuc chiém dugc thi
phan. Vay tap doan nay phai lam thé nao? Ho chon 16i thoat dé dang.
United Shoe Machinery doi tén thanh Tap doan USM, va ké tir do6 ton tai
vO danh.

Smith-Corona-Marchant ciing la mét céng ty nita da ty danh mat hinh
anh nhan dang doanh nghiép ctia minh. Sau nhiéu cudc sap nhap, Smith
khong con tao ra sdn pham mang tén Corona hay Marchant nita. Vi thé, ho
quyét dinh rut gon tén goi thanh Tap doan SCM.

Co 1é cd SCM va USM déu doi tén vi mudn thoat khoi hinh dnh da hét
thoi trong qua khit. Nhung diéu ngwoc lai da xdy ra.

Moi ngwoi khong thé nhan ra USM néu khong kéo dugc céi tén United
Shoe Machinery tr day tiém thirc 1én.

RCA, USM va SCM it nhét van c6 nhitng tén viét tat ngan gon danh cho
ching. Néu khong, khé khan con nhiéu hon thé. Vi du nhw Corn Products
Company (Cong ty cadc San pham tir Ngo) da chuyén tén thanh Cong ty
Quéc té CPC. Nhung, hau nhu khong ai nhan ra CPC. Am tiét cua tir CPC
(C-P-C) khong ngan hon so véi Corn Product (Corn Pro-duct). Ca hai déu
kéo dai ba am tiét. Vi vay, CPC hiém khi dwgc dung cho tGi tan khi CPC
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trd thanh tén chinh thitc. Ban hdy thit hoi ai do6 trong nganh xem liéu ho c6
biét Cong ty Quoc té CPC kinh doanh gi khong? Va, thir xem liéu ho cé héi
lai ring: “O, ¥ anh 1a Corn Product Company?” phéi khong?

Trong xa hoi wa thich tir viét tat ngay nay, cau héi dau tién ching ta
thwong tw hai la: “Nhitng chit cai nay viét tat cho cai gi thé?”

Khi nhin thdy chit AT&T, ta s& ddp ngay ring: “A, né 1a ‘American
Telephone & Telegraph’ (Tap doan Vién thong Hoa Ky) day.”

Nhung ban sé trd 10i ra sao khi thdy chit TRW? Di nhién, sé c6 mot
nhom kha kha nguwdi van nhé ra Tap doan Thompson Ramo Wooldrige. Va,
vi TRW la cong ty tri gia 3 ty do-la, nén no6 xuat hién trén bao chi va chay
quang cao ram rd. Nhung, liéu ho c6 can ton nhiéu tién quang cdo nhu thé
néu TRW c6 mot céi tén khac thay vi tén viét tat?

MGt s6 cong ty con ddt ra nhiéu chudi tén viét tat. Lam sao dé gang nhd
ra Tap doan D-M-E, cong ty con cua Tap doan VSI day?

Chung t6i khong c6 khuyén cac cong ty dirng thay tén goi. Nguogc lai thi
ding hon. Khong c6 gi ditng yén mai ca. Thoi thé thay d6i. San pham roi
cling thanh 16i thoi. C6 nhitng thi tredng xuat hién réi bién mat, nhiéu noi
can sap nhap. Vi thé sé dén ltic mot cong ty can phai doi tén.

U.S Rubber (Cao su Hoa Ky) la mét tap doan toan cau cung cap nhiéu
san pham khong lam tir cao su. Eaton Yale & Towne la két qua ctia mot
cudc sap nhap da tao ra mot cong ty 16n v6i mot tén goi phic tap. Con
Socony-Mobil thi cai tén dau la tir viét tat ctia Standard Oil Company of
New York (Socony — Cong ty Dau Tiéu chuan New York)

Tat cad nhitng cai tén néu trén da dugc thay déi nham tiép thi tot hon. Néu
theo cach truyén thong la van giit truyén thong thi ca ba cong ty trén dang
ra phdi thanh Tap doan USR (U.S Rubber), Cong ty EY&T (Eaton Yale &
Towne) va Lién doanh SM (Socony-Mobil). Thuc 1a ba con quai vat tiép thi
xau xi.

Nhung ho da khong lam thé. Ho da “quén di qua khi” dé tao ra ba hinh
anh doanh nghiép hoan toan m&i mé: Uniroyal, Eaton va Mobil. Cai tén da
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tw néu bat dwgc thé manh tiép thi. Vi thé, ho da roi bé qua khit thanh cong
va ty dinh vi dwgc minh cho ngay mai.

Nham lan gitta nguyén nhan va két qua

Mac du tén viét tat c6 nhiéu nhwgc diém, nhung cac cong ty van lao vao
ching nhw thiéu than. Thanh céng cta nhitng hang nhw IBM trén thé gidi
c6 vé da hoan toan thuyét phuc dugce nhitng cong ty khac vé tinh hiéu qua
cda tir viét tat. Nhung day la mot kiéu nham lan dac trung gitta nguyén
nhan va két qua.

International Business Machine (IBM — Tap doan Cong nghé May tinh
da quéc gia) da phat trién rat 16n manh va noi tiéng dén mirc moi nguwdi déu
hiéu ban néi gi khi dé cap dén tén viét tat cia ho.

Nhung, khi ban ddo ngugc quy trinh trén, sé khong c6 két qua nay. Ban
khong thé dung tén viét tat cho mot cong ty c6 thanh cong kha khiém ton
(nguyén nhan), ro6i chd dgi n6 sé noi tiéng va phat trién hon nita (két qua).

Kiéu ddo ngugc nay giong nhw viéc gang sitc lam giau va noi tiéng bang
cach sam xe hoi that sang va chuyén co doanh nghiép. Pau tién, ban can
phai thanh céng r6i méi c6 tién dé mua nhitng 1gi ich phu khéc.

O mit ndo d6, hanh dong non néng dung tén viét tit thé hién khao khat
duwgc cong nhan, cho du céi gia phai trd 1a mat mat vé truyén thong. Vi nhw
ERA. Dau da dugc quang cdo rat ram rg, nhiéu chi em van cho rang ERA
la chét tay rtra, chit khong phai Equal Rights Amendment (dao ludt Nam nir
binh quyén).

Hay xem chién lwgc dat tén trdi nguwgc cta hai hang hang khong khac
nhau sau day:

Pan A-mer-i-can Air-lines (bdy am tiét) c6 tén phat am rat dai. Vi thé, n6
duwgce rut gon thanh Pan Am, hai am tiét. Nghe hay hon nhiéu so v&i PAA vi
PAA sé khé nhé hon nhiéu.

Trans World Air-lines (bon am tiét) thyc ra c6 phat am ngan hon nhiéu
so vOi TWA (T-Dou-ble-U-A) ma hang nay dang dung. Nhung, khong phai
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TWA van rat noi tiéng do sao? Puing vay. D6 la vi ho chi 30 triéu d6-la cho
quang cao moi nam.

Du TWA 16t tién vao quang cao nhiéu hon cé nhitng déi thu 16n ctia n6
nht American Airlines va United Airlines, nhung qua cac cudc khdo sat,
lwgng hanh khach wa thich TWA chi bang mdt ntta so véi hai hang nay.
Tinh bat cap ctia cum viét tat TWA chinh la mot trong nhitng nguyén nhan.

Vay, Trans World Airlines nén dung tén gi?

Di nhién la “Trans World”. N6 chi dai hai am tiét, vira ngan gon lai vira
sinh dong.

Céac cum twr viét tat va danh ba dién thoai

C6 mot s6 cong ty rat may man. Nhitng chi cai dau cta ho, do ¢ y hodc
tinh c@, lai tao ra mot cum ti viét tat. Vi du nhw “Fiat” (Federation
International Automobiles Torino (Lién doan O t6 Quéc té thanh phé
Torino)) va “Salena” (Société Anonyme Belge d’Exloitation de la
Navigation Aérienne (Cong ty Anonyme Bi chuyeén khai thac van tai hang
khong))

Thwong thi cac té chirc sé chon tén tao thanh cum viét tat cé nghia. Hai
vi du vé diéu nay gom CARE (nghia la “Quan tam”, viét tat cia Committee
for Aid and Rehabilitation in Europe (T6 chitc Citu trg va Phuc héi & chau
Au)) va Est (nghia 1a mot phuong phap phat trién tdm 1y con nguoi trong
hoan cdnh kho6 khan, viét tat cua Erhardt Sensitivity Training (T6 chitc
huan luyén tinh nhay cdm nghé nghiép Erhardt.))

Nhung, cling c6é nhitng cong ty khong may man nhu vay. Khi General
Aniline & Film d6i tén thanh GAF, ho da quén mat rang cum nay nghe
giong nhu “sai 1am vung vé”. Vi GAF phat am rat giong “gaffle”, 16i lam
hé hénh.

Con mot diéu nita ma moi nguwdi hay quén trong ltic chon tén dé la viéc
tim tén cong ty trong cuén danh ba dién thoai. Vi it khi tra tén cong ty minh
trong cudn so nay, nén c6 thé ban chwa biét viéc nay khé dén mitc nao dau.
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Vi du Tap doan USM. Trong cudn danh ba ctia thanh phé Manhattan cé
dén bay trang liét ké nhitng tir bat dau bang “US”. Vi thé, c6 1€ ban sé co
thé tim ra USM & mot cho nao d6 nam giita US Lithograph va US Nature
Products Corp.

Nhung di nhién, ban cé tim méi mat ciing khong thdy. Bang danh sach
“US” do6 viét tat cho “United States” (Lién bang), giéng nhu trong Tap
doan United States Lithograph. Chit cai “US” trong USM thi khong la tw
viét tat ctia bat ky cai gi ca. Vi thé theo quy tac tiéu chuan cia hé thong chir
cai, cong ty dién thoai dé hét chit viét tat 1én dau trang roi chit khong phai &
day.

N6i chung, cudn s6 nay rat dé khién ta nan long. Thit nhin vao muc chiy
“R” ma xem: RHA Productions, RH Cleaners, RH Comestics, RH
Comestic Corp., R&H Custom Upholstering, RH Garage, v.v... Thuc t&, co6
dén 27 cai tén bat dau véi riéng tir RH.

Tuy nhién, that may la ngay cang c6 nhiéu céng ty nhan ra nguy co cta
cai bay khong tén. Vi thé, chiing ta c6 thé hy vong sau nay sé it gap nhitng
cai ten nhw MBPXL hon.
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Bay an theo

Hay néi vé loai thusc mang tén Alka-Seltzer Plus. Ching ta thit hinh dung
cach ho 14y cai tén Alka-Selter Plus nay ra sao nhé.

Mot nhém may cau nhdéc to xac dang ngbi quay ban hop, vo tai biit toc
dé tim tén cho mot loai thudc tri cdm lanh méi nham canh tranh v6i Dristan
va Contac.

Harry kéu 1én: “Té& nghi ra r6i. Ta hdy goi n6 la Alka Seltzer Plus di.
Nhu thé ching ta cé thé tan dung luén dwgc khodn ngan sach 20 triéu dé-la
ma hang nam ching ta van bo ra dé quang cao cho Alka Seltzer.”

“Hay lam, Harry a.”

Va thé 1a mot y twdng tran day tinh than tiét kiém nay, cling gidng nhw
hau hét cac y twéng tiét kiém khac, dwgc chap thuan ngay lap tic.

Nhung, that la lung. Thay vi danh vao thi trwong cua Dristan va Contac,

Alka Seltzer Plus lai quay ngugc lai nuot dan thi phan ctia chinh Alkar-
Seltzer.

Ct thinh thodng nha san xudt lai thiét ké lai bao bi cia Alkar-Seltzer.
Chir “Alkar-Seltzer” ngay cang bé di, con chit “Plus” thi ngay cang to ra.
Péang 1€ ra, sdn pham nay nén dugc dat tén la Bromo-Seltzer Plus. Néu

thé, né da co thé khién doi thu sat nghiép roi.

Lién danh trong tap doan

Vao thoi dai san pham, cudc song don gian hon nhiéu. Mo6i cong ty déu
chuyén vé mot mat hang. Tén goi ndi 1én tat ca.

Dau Standard, M4y may Singer, Thép U.S, Buong sat New York Central,
Hang phim Metro-Goldwyn-Mayer.

Nhung sw phat trién ctia cong nghé da mang dén nhiéu co hdi. Va thé la
cac cong ty bat dau ré sang nhiéu linh viec mai.
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Tap doan da nganh nghé xuat hién. D6 1a loai hinh cong ty khong chuyén
Ve cai gi ca. Bang cach mé rong hodc sap nhap, tdp doan nay san sang tién
vao bat ¢ linh viec nao ma n6 danh hoi thdy mui tién.

Vi du nhuw General Electric. GE san xudt tat ca tr dong co may bay phan
lwc, nha may dién hat nhan cho dén do nhya.

Hay, RCA c6 mdt & cac nganh truyén thong vé tinh, dién tr hoc chat ran
va cho thué xe hoi.

Nhiéu nguwoi khinh thwong cac tap doan da nganh nghé. Ho cho rang cac
cong ty chi nén “bam vao tht minh gioi”. Nhung chinh nhitng tap doan nay
da dem lai nguon von dé duy tri sitc canh tranh manh mé trén thi treong.
Néu khong c6 ho, nwdc My da bi bién thanh ban tw ban doc quyén mat roi.

LAy nganh cung cap may photocopy van phong lam vi du. Xerox titng la
thwong hiéu di dau vé may in sao gidy thuwong. Hién gio, né dang phai canh
tranh v&i ca cac hang may tinh (IBM), hang may anh (Kodak), cong ty khai
khoang (3M), cong ty can va dung cu do buu chinh (Pitney-Bowes), va
cong ty cung cdp danh sdch cac dia chi e-mail (Addressograph-
Multigraph).

Ngay ca khi cac tap doan da nganh nghé 16n manh 1én nho mua lai cong
ty khac (nhv RCA mua lai Hertz, ITT mua lai Avis), thi ching van cung
cap nguon tién can thiét dé duy tri sitc tang tredng va su canh tranh trén thi
treong.

Néu khong, khi nha sang lap vé huwu hay qua doi, s6 thué phai nop sé
khién cong ty suy yéu, dén mic khé ma gii¥ ndi lanh dia ctia minh.

Vong doi dién hinh ctia mot tap doan bat dau bang mot cong ty c6 mot y
twong hoat dong. Néu thanh cong thi hai thit, thué va cai chét, sé day cong
ty cta ban tré thanh mot phan ctia mot tap doan da nganh nghé.

Hai chién lwoc khac biét
Vi cac cong ty phat trién dya trén hai 16i chién lvge khac nhau (phat trién
ndi bo hodc sap nhap véi bén ngoai) nén sinh ra hai chién lwgce “dat tén”
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khac nhau. Viéc lwa chon chién lwge duwogce thye hién dwa trén cai t6i cta
cong ty.

Khi mét cong ty phat trién san pham noi bg, ho thuwong dat tén doanh
nghiép minh cho sdn pham. Vi du nht may tinh General Electric.

Con néu phat trién mot san pham théng qua sap nhap vdi cong ty bén
ngoai, ho thwong git nguyén tén san pham da c6. Vi du nhw, RCA giit lai
ten cua Hertz. ITT gilt tén caa Avis.

Nhung khong phai luc nao cling nhu vay.

Khi Sperry-Rand ty phét trién mot dong mdy tinh mdi, ho lai dat tén cho
né6 la Univac. Con khi Xerox buwéc vao nganh may tinh bang cach sap nhap,
ho do6i tén Hé thong Dit liéu Khoa hoc thanh Hé théng Dir liéu Xerox.

Néu gat di yéu t6 cai t6i thi khi nao mdt cong ty nén chon tén minh hay
lay tén mdi? (Pung xem nhe cai t6i ctia doanh nghiép. Ban c thir thuyét
phuc General Electric dirng dat tén GE 1én san phdm md&i ma xem, ban sé
thdy van dé cdi toi nay ¢ cac cong ty nghiém trong dén chirng nao.)

MGt trong nhitng 1y do khién cac nguyén tac chon tén van con kh6 nam
bat la do hoi chitng “ngudi dau tién”.

Néu ban lot vao duwgc tam tri khach hang trudce tién thi tén goi nao cling
hiéu qua.

Nhung néu ban khong phai 1a ngwoi dén do dau tién thi viéc chon sai tén
c6 thé mang lai thdm hoa cho ban day.

International Business Machine la cai tén d& té danh cho may tinh, béi vi
IBM da chiém vi tri mdy danh chi trong tam tri khach hang.

Nhung diéu do cling khong van dé gi ca. IBM la hang c6 dugce vi tri dau
tién trong linh virc mdy tinh, nén ho van kiém duwoc hang triéu do-la. (Hang
triéu triéu do-la.)

General Electric cling la tén khong hop v6i dong may tinh. Hon nita, ho
lai khong xuat hién dau tién trong tam tri khach hang. Vay la ho da 16 hang
triéu do-la.
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Univac la tén goi rat hay cho may tinh, du rang thuwong hiéu me Sperry-
Rand ldac d6 da ndi nhw con. Két qua la, Univac tiép tuc mang lai 1gi nhuan
cho Sperry-Rand.

Con General Electric tit lau da bién mat khéi 1inh virc mdy tinh r6i.

Chia ré va chinh phat

Dbé chi ra ré hon 1gi thé ctia nhitng tén goi riéng biét so vGi tén cong ty,
ching ta hdy so sanh cac chién lwgc cta hang Procter & Gambles v&i
Colgate-Palmolive.

Ban sé tim thdy rat nhiéu tén cong ty trong dong san pham Colgate-
Palmolive, nhu: Colgate Dental Cream (Kem danh rang Colgate), Colgate
Instant Shave (Kem cao rau Colgate), Colgate 100 Oral Antiseptic (NwGc
suc miéng Colgate 100), Colgate Toothbrushes (Ban chdi Colgate) va
Colgate Toothpowder (B0t danh rang Colgate). Va cling c6é Palmolive
Detergent (Nudc rita chén Palmolive), Palmolive Rapid Shave (Kem cao
rau nhanh Palmolive), Palmolive Shaving Cream (Kem cao rau Palmolive),
Palmolive Soap (Xa phong Palmolive.)

Nhung ban sé khong thé tim thdy tén cong ty Procter & Gamble trén cac
dong san pham cta ho. (P6i véi ngudi tiéu dung, cong ty san xuat ban ui
Proctor, cling noi tiéng ngang v4i Procter & Gamble.)

Procter & Gamble can than dinh vi sdn pham ctia minh bang cach chiém
lay mot vi tri doc dao trong tam tri khach hang. Vi du, bot gidt Tide lam
quan do “trang”. Nwdc tdy Cheers lam ching “trang hon”. Va Bold lam
ching “trang sang”.

Tuy co it thwong hieu hon (51 thvong hiéu chinh so véi 61 thwong hiéu
cta Colgate Palmolive), nhirng Procter & Gamble van c6 doanh thu gap doi
va thu vé 1gi nhuan gap ba Colgate-Palmolive.

Trén Dai 16 Madison ngay nay, nguoi ta dang c6 mot ché bai quang cao
cta Procter & Gamble. Nhung thu vi thay, hang nay m6i nam lai cang thu
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vé nhiéu lgi nhuan, cao hon cad doanh s6 ctia 6.000 hang quang cdo khac
cong lai.

San pham méi can tén maéi

Khi mot san pham mdi toanh xuat hién, 16i pho bién nhat la dat cho né
mot cdi tén da noi tiéng.

Ly do rat dé hiéu. Cai tén noi tiéng c6 dugc tiéng tam vi n6 dai dién cho
mot thit khac réi. N6 da chiém mot cho chac chan trong tam tri khach hang,
va chém ché trén bac dau tién cta chiéc thang da dwoc dinh hinh roi.

Con san pham mdi, néu mudn thanh céng, can mot chiéc thang mdi.
Chiéc thang mdi toanh. Cai tén md&i toanh. Bon gian thé thoi.

Vay ma sttc hap dan caa viéc chon lay mot céi tén da noi tiéng van that
khé cudng. “Cai tén ay da dugc cong nhan san roi. Nguwoi dung va khach
hang tiém nang da biét ching ta va cong ty. Cho nén, ho sé chap nhan san
pham mdi néu ching ta dé tén minh lén d6.” Ly luan nay nghe rat thuyét
phuc.

Nhung lich st da dap tan ao twong nay.

Xerox da chi gan mot ti d6-la dé mua lai mot cong ty may tinh lam an
phat dat c6 cai tén hoan hdo, Hé thong Dit liéu Khoa hoc. Sau do, Xerox
lam gi tiép theo? Di nhién ho déi tén Hé thong Dit liéu Khoa hoc thanh Hé
thong Dt liéu Xerox. Tai sao? R0 rang vi Xerox nghe hay hon, dugc nhiéu
nguoi biét dén hon. Va khong chi vi cai tén noi tiéng hon, Xerox con c6 ca
sttc manh tiép thi nita. Vén duge xem la mot “nang Lo Lem” trong gidi
kinh doanh, Xerox sé khong thé that bai.

Quy tac bap bénh

Khi soi vao tam tri khach hang, ban sé thay c6 diéu khong on.

Do 1a quy tac bap bénh. Mot cai tén khéng thé dung cho ca hai san pham
hoan toan khac nhau. Khi mot san pham di lén, cai con lai ty khac di
xuong.
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Vi dy, Xerox c6 nghia la may photocopy, chi* khong phai la may tinh.
(Néu ban bdo thw ky dwa ban mdt ban photo tir may Xerox, han ban sé phat
bwe néu bi dwa nham mot cudn bang tir.)

Ngay ca Xerox cling thira biét diéu nay.

Mot dong tit quang cdo may tinh rao rang, “Budn cuwoi that. Anh trong
chang giong mot chiéc Xerox gi ca.”

Mot dong khac rao, “Chiéc may Xerox nay khong thé sao chép.”

Ban han biét rang bat ct chiéc may Xerox nao khong thé dung dé
photocopy han la dang lao dau vao rac roi, giong nhw mot kiéu di chui trén
tau Titanic vay. Pén khi Xerox phai dong ctta mang may tinh, n6 phai ghi
16 84,4 triéu do-la.

Thé con mot san pham Heinz 1a gi? N6 ting c6 nghia 1a d6 mudi. Heinz
da nam dwgc vi tri d6 mudi véi thi phan 16n nhat. Sau d6, cong ty nay san
xuat thém nuwéc x6t ca chua. Ho cling thanh cong my man dén mitc Heinz
la thwong hiéu s6 1 thi truong.

Nhung & phia bén kia bap bénh sé xay ra diéu gi? Di nhién la Heinz mat
vi tri dan dau vé do6 mudi vao tay Vlasic.

Do dé, dé thanh cong, Xerox dang 1é phai khién tén minh cé nghia la
may tinh. Nhung diéu nay cé khén ngoan khong khi ho dang s& hitu vi tri
hang dau vé may photocopy va dat 90% doanh thu la tit sdn pham nay?

Xerox khong chi 1a tén goi. D6 la vi tri, giong nhu Kleenex, Hertz va
Cadillac va Xerox twgng trieng cho mot vi tri c6 gia tri 1au dai to 16n.

That t6i té khi ai d6 ¢6 1ay di vi tri cia ban. Nhuwng con dau dén hon khi
ban ti lam diéu d6 véi chinh minh.

Khuyét danh 1a mot nguon tai nguyén
Co6 mot nguyén nhan khién céng ty cit ¢6 tim cach “an theo” la do danh
gia qua thap gia tri caa tinh trang khuyét danh.
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Trong chinh tri, tiép thi va ca cudc séng, khuyét danh 1la mot nguon tai
nguyén phong phu, nhung lai bi qua nhiéu quang cao lam lang phi mot cach
dé dang.

Mot cau thanh ngit chinh tri xwa cho hay, “Ban khong thé danh bai bat ct
ai néu khong la ai ca.” Nhung ngay nay, ban c6 thé lam diéu do.

Jimmy Carter la mot “ké v6 danh” da no6i 1én nhanh chéng gitta s6 dong
nhitng nhan vat tam c¢. Hién twgng nay cho thdy chinh tri ngay nay da la
mot van cd rat khac. Cau tuc ngit trén, vi thé, khong con gia tri nita.

Richard Nixon c6 1€ la chinh tri gia ndéi danh nhat thé gi¢i. Hau nhw
khong ai c6 thé danh bai 6ng. That bai cia nhitng nhan vat tiéng tam khac
nhw Bella Abzug va Clifford Case cang xac nhan rang chi ndi tiéng thoi la
chwa da. Ban can c6 mét vi tri. Hy vong rang, vi tri d6 sé khong don ban
vao cho thua tran, nhw thwgng nghi si Case da that bai vi tudi tac, hay Ba
Azug thua cudc vi cu xtr thiéu té nhi.

Quéng cdo thyc ra giong nhu an udéng. Khong gi giét chét khau vi bang
mot bita an qua thinh soan. Con bai dang ngay trén bia tap chi quoc gia lai
nhanh chéng tiéu diét gon tiém nang noéi tiéng ctia san pham/con nguoi.

Truyén thong luén tim kiém nhitng thit mdi la, khac biét va nhitng guwong
mat twoi tré.

Dé doi pho véi ching, ban phai bao vé tinh trang khuyét danh ctia minh
cho dén khi san sang dung nd. Hay luon ghi nhé rang muc dich ctia ban
khong phéi la noéi tiéng hay truyén tai thong tin, ma la gianh dugc vi tri
trong dau khach hang.

MGt cong ty vo danh véi san pham vo danh sé dé thu hut dugc sw chd y
hon nhitng cong ty da c6 san tiéng tam va san pham uy tin.

Andy Warhol da titng dy doan, “Trong twong lai, moi nguwoi sé c6 15
pht toa sang.”

Vay, khi 15 pht ay dén, hdy tan dung triét dé ti'ng phut mot.
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Bay md rong dong san pham

Néu lich st cta tiép thi 10 nam tredc dwoc viét lai, dac treng noi bat nhat
cua thoi ky nay sé la mé rong dong san pham. Tic la, 1ay tén ctia mat hang
da co uy tin dat cho dong san phdm mdi ra. (Bay “an theo” da dwa dén két
luan cudi cung vé no.)

Xa phong Dial. Lan khtr mui Dial.

Keo Life Savers. Keo cao su Life Savers.

Khan gidy Kleenex. Khan tam Kleenex.

M¢ rong dong san pham da lan réng trong cong dong quang cao tiép thi
hét nhw cudc can quét cta twédng Sherman vao bang Georgia. Va, dang sau
ching 1a nhitng 1y luén khé vitng chac cho viéc mé rong nay. C6 nhiéu ly 1€
kinh té€ nhu: dwgc thwong mai cong nhan, khach hang chap nhan, chi phi
quang cao thdp hon, lgi nhuan tang va phat trién dwgc hinh anh thuwong
hiéu.

Tu duy tw trong ra ngoai

Nhu chiing t6i da dé cap, ly luan luén ditng vé phia mé rong dong san
pham. Nhung dang tiéc thay, sy that lai khong dién ra nhu thé.

Vay mé rong dong san pham c6 gi sai? N6 la két qua cudi cung cua 16i
tw duy citng nhac ranh rot di tir trong ra ngoai nhu thé nay:

“Chung t6i da lam ra xa phong Dial, m4t san pham tuyét voi chiém thi
phan 16n nhat trong thi truong xa phong banh. Vi thé, khi khach hang thay
lan khtt mui Dial, ho sé nhén ra né cling xuat x tir nha sdn xudt xa phong
tuyét voi, Dial.”

Ly lé danh thép dy lai tiép tuc. “Hon nita, Dial la xa phong khtr mui.
Khach hang chac chan sé tin ching t0i sé san xudt ra loai lan khit mui c6
chat lvgng.” Tom lai 1a, khach hang mua xa phong Dial cling sé mua lan
khtr Dial.
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Tuy nhién, hdy dé y nhitng luan diéu nay thay do6i nhw thé nao khi viéc
ma& rong dong san pham dién ra trong ciing mot chung loai.

Vi du, Bayer da “phat minh” ra Aspirin va di dau thi treong thuéc gidm
dau trong su6t nhiéu nam. Nhung moi nguwoi ¢ Bayer khong thé khong
nhan ra sy tién bo do phwong phap “chong lai aspirin” ctia Tylenol mang
lai.

Thé la, Bayer cho ra mat thuéc gidm dau acetaminophen, 1ay tén “thudc
giam dau khong chita aspirin”. Ho nghi rang ai da mua Tylenol va cac san
pham acetaminophen khac gio sé quay lai dung Bayer, thuwong hiéu thuéc
chtta dau dau s6 mot.

Nhung chang c6 chién luwgc nao hiéu qua ca.

Dial chiém dwoc phan 16n thi phan xa phong, nhwng chi dat thi phan rat
nho vé lan khit mui.

Con thuéc Bayer khéng chita aspirin thi chi gianh dwgc mot phan nho
xiu trén chiéc banh thi tredng thudc acetaminophen.

Tw duy t* ngoai vao trong
Gio ching ra hay cung phan tich mé rong dong san pham ttv géc nhin
cta khach hang, r6i sau dé lam ngwoc lai.

Ca Dial va Bayer déu gitt vi tri vitng manh trong tam tri khach hang.

Nhung, nam dugce vi tri d6 thi c6 y nghia gi? Pon gidn thé nay: Thuong
hiéu d6 sé thanh cai tén dai dién hay thay thé cho tén goi chung chung.

“Cho t6i 1 chai Coke.”
“Bayer ¢ dau vay?”
“Pura toi Dial.”

Vi tri cang vitng manh, thi su thay thé nay dién ra cang thwong xuyeén.
Co6 nhitng thwong hiéu manh dén mic chiing thyc sy tré thanh ti goi chung
nhu Fiberglas, Formica, Jello, Kleenex, Band-Aid, Sanka. Cac nhan hiéu
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“chung chung” tat nhién dang ¢ sat mé vuc, vi thé ching phai dugc st dung
hét sitc than trong, néu khong ban sé sa chan.

T quan diém truyén thong, nhitng cai tén chung chung c6 hiéu qua rat
16n. Mot tr nham dén cd hai noi. Mot khi da c6 tén goi chung chung roi,
ban c6 thé 10 thuwong hiéu di dé quang ba ca dong san pham.

“Ban can ca phé dé tinh tdo? Hay dung thwong hiéu Sanka.” (Cau khau
hiéu sé hiéu qua hon néu bo bét tir thira “thwong hiéu”.)

“Hay dé gia dinh ban dung Jello chita it calo, thay vi banh kem hoac
banh nuwéng.”

Con theo quan diém cua khach hang, mé rong dong san pham gay bat lgi
cho vi tri ctia thwong hiéu chung. N6 lam mo di diém ndi bat cia thuwong
hiéu trong dau ho. Lic nay, ho khong con nhac dén “Bayer” néu ho can
aspirin, hodc “Dial” néu can xa phong nita.

Vé mat nao do, md rong dong san pham lai chi cho khach hang tiém
nang thay sy that rang Bayer chang la gi ca ngoai mot thwong hiéu. N6 pha
tan o twédng rang Bayer la san pham aspirin cao cap nhat, hoac Dial la xa
phong khtt mui chit khong chi la thwong hiéu.

JCPenney va DieHard

Th that sy dugc dwa vao tam tri nguwoi dung hoan toan khong phai la
san pham ma la tén cia n6. Tén goi duwgc khach hang dung nhw chiéc méc
dé treo cac thudc tinh 1én do.

Vi thé, véi cai tén DieHard (Siéu bén), Sears muon néi v6i ban rang ac
quy 0 to DieHard dung dugc t6i 48 thang, va trong tam tri ban sé c6 mot
chiéc moc (DieHard) treo 1én y twéng “bén”.

Nhung néu, tén binh ac quy la JCPenny, va nguwdi ban bao ban rang no
khong bao gio can dung nuwéc. Lic dé, ban sé cd chiéc moc JCPenny rat
yéu 6t, dé treo thudc tinh nay 1én. (D6 la chwa ké cai tén nay cé thé gay
nham lan giita tén san pham va nha san xuat.)
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Con nhin theo hwéng hoi bao Iwc mot chuit, thi céi tén giong nhw miii dao
rach m@ tam tri dé thong diép len vao. Néu n6 phu hgp, sdn pham sé chiém
lay cho trong ro6i & lai han trong do.

Thé thi tai sao JCPenny lai goi sdn pham cta minh la binh ac quy
JCPenny? Gia st xung quanh da xuat hién nhitng tir dé lan truyén nhw
“DieHard”.

Ly do rat dé hiéu néu ban ap dung I6i tw duy “tir trong ra ngoai”. “Ching
toi 1a cong ty JCPenny. Ching t6i dwgc moi khach hang ton trong, ké ca
nhitng khach hang mua ac quy. Vi thé, tén ctia cong ty sé dugc dat cho san
pham dé ho c6 thé nhan ra xuat xi¥ ngay va hiéu lap titc rang né c6 chat
lwgng rat tot.”

Ly 1& danh thép tiép tuc, “V6i tén JCPenny trén ac quy, khach hang sé dé
dang biét chdé mua san pham.”

“Sang suot lam, J.C.” Thé la mot quyét dinh tir trong ra ngoai day thuyét
phuc da dugc dua ra.

Nhung sau do tinh thé bi ddo 16n, cai tén chang c6 y nghia gi béi tam tri
khach hang dugc t6 chitc theo kiéu khac. Ho chi nghi vé cac san pham ma
thoi.

Thé nén khong c6 gi la néu thwong hiéu duwgc wa thich nhat (trén bac
thang ac quy trong dau ho) la DieHard, con JCPenny thi luon tut lai phia
ndc cudi cung.

Nhung chang phai nha ban 1é 16n nhw JCPenny ban dugc rat nhiéu ac
quy sao? Vang, tat nhién roi. Tuy nhién, moi nguwdi déu biét rang nhiéu san
pham van ban chay “bat chap” cai tén khong phu hgp, chi khong phai “nho
vao” cai tén cua no.

Mat khac, chang phai khach hang kh6é ma ghi nhé dwgc rang ho chi c6
thé mua DieHard & hé thong cac ctra hang Sears théi sao? Puing vay. Day la
van dé cta hé thong Sears vi khong phai ai muén mua DieHard ciing c6 thé
nghi ngay dén Sears. Vi thé, tot hon hét ban can tao dugc ché ding virng
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chac trong dau khach hang, r6i sau d6 méi nén nghi dén viéc tao dung thém
moi lién hé tdi diém ban 1é cua no.

Trong dinh vi, khodng cach ngan nhat giita hai diém chwa chac da la
chién lwgc tot nhat. Cai tén qua ro rang khong phai ltic nao cling mang lai
hiéu qua t6t nhat.

Loi tw duy tir trong ra ngoai la rao can 16n nhat trén dwong dén thanh
cong, trong khi tw duy tir ngoai vao trong lai la ho trg dac Iyc nhat.

Hai cach nhin tén

Ngudi tiéu dung va nha san xuat nhin moi thi¢ theo cac cach hoan toan
khac nhau.

Ban c6 tin la ngudi dan séng & Atlanta khong mdy may nghi Coca-Cola
la d6 uong ngot khong con khong? Con doi vGi nha san xuat, Coca-Cola la
mot cong ty, mot thwong hiéu, mot té6 chitc va mot noi lam viéc tuyét voi.

Nhuwng doi véi nguoi dung, Coca-Cola la thitc uéng sam mau, c6 vi ngot,
chita carbon bdo hoa. Thit nam trong coc la Coke, chit khong phai la nuwéc
udng cola dwgc san xuat bdi mot cong ty co tén la Coca-Cola.

Hay, nhitng vién thu6c trong lo aspirin la Bayer, chit khong phai aspirin
san xuat bdi cong ty c6 tén la Bayer. (Thuc t€, tén cong ty nay la Sterling
Drug, cht khong phai Bayer. Theo 16i nghi nay, Bayer khong chita aspirin
cling co nghia la Sterling khong chita aspirin.)

Uu diém to 16n cta nhitng thwong hiéu chung la c6 nhan dién gan giong
v6i ban chat ctia san pham. Trong dau ngwoi tiéu dung, Bayer la aspirin.
Con tat ca moi thwong hiéu aspirin khac déu la “an theo Bayer”.

Cau khau hiéu néi tiéng ctia Coca-Cola, “Thi thiét”, da danh vao xu
hwéng ngwdi mua thwong dat san pham dau tién 1én buc cao nhat. Con
nhitng mon hang an theo khac, khong ro vi ly do gi ma ho luén xem ching
thua kém mon dau tién.

Néu Coke, Kleenex hodc Bayer bién mat, hodc néu nhitng thuwong hiéu
khac khong qua dat, thi khach hang c6 thé mua ching. Nhung, Bayer sé
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van giit cho ding vitng vang trong tam tri ho.

Nhung hdy dé y xem diéu sé xdy ra khi hoi cung mot khach hang mua
san pham “Bayer khong chita aspirin”. Néu Bayer la aspirin roi, thi sao n6
lai khong chiva aspirin dugce nhi?

Aspirin Bayer dao thai cham, Bayer tri cam lanh thong mtii, Bayer giam
dau khong chita aspirin. Ci* moi san pham md& rong cta Bayer lai tw xén bt
vi tri thwong hiéu aspirin cua chinh no.

Ban c6 thé doan ra két cuc roi. Toan bo thi phan thudc gidam dau cua
Bayer déu xudng doc.

Protein 21 la gi?

Co6 18 vi du dién hinh nhat vé cai bay md rong dong san pham la cau
chuyén vé dau goi Protein 21.

Vao nam 1970, cong ty Mennen da gigi thiéu loai dau goi két hop vai
duwdng toc mang tén Protein 21. N6 nhanh chéng chiém duwgc 13% thi phan
thi truong dau goi.

Sau d6 Mennen vap phdi cdm d6 md rong dong san pham. Tiép theo,
cong ty nay ra mat keo xit téc Protein 21 loai thwong va loai dac biét,
khong mui va c6 mui. Ngoai ra, ho con c6 thém dau xa Protein 21 (v6i hai
cong thirc khac nhau) va dudng toc Protein 21. Va dé khach hang cang réi
tri, khong nhé dugc phai dung gi cho téc minh, Mennen quang cao thém
Protein 29 danh cho nam gidgi.

Két qua, khong c6 gi bat ngo khi thi phan ctia Protein 21 rét tov 13%
xuong chi con 2%. Chiéu di xudng nay hién van dang tiép tuc.

Nhung diéu ky la nhat & day la tro mé rong dong san pham van tiép tuc
lan rong, tran qua ca linh vyc bao bi hang hoa.

Scott la gi?
LAy vi tri cia san pham gidy Scott lam vi du. Scott da gianh dwgc vi tri
ba chu trén thi treong hang ti do-la vé khan tam, ta gidy, gidy vé sinh va cac
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san pham tr gidy khac. Nhung thyc ra, Scott da yéu di rat nhiéu du ho
twdng minh dang rat manh.

ScotTowels (Khan tam Scott). Scot Tissue (Gidy vé sinh Scott), Scotties
(Khan gidy Scotties), Scotkins (Khan an Scotkins) va ca ta 16t BabyScott.
Tat ca nhitng cdi tén nay déu an mon nén méng cta Scott. Cang nhiéu san
pham gan tén Scott, n6 cang mat di y nghia véi khach hang tam trung.

Vi du nhv ScotTissue. Scot Tissue la thwong hiéu sé 1 trén thi treong
gidy vé sinh. Nhung sau d6 mau quang cao Mr. Whipple véi canh khach
hang bép gidy vé sinh Charmin cua Tap doan Procter & Gambles xuat
hiéen®D, vi thé ScotTissue lui lai vi tri thi hai sau Charmin. V3, ban ciing
c6 thé doan dugc rang nhitng san pham con lai cia Scott déu sut giam
doanh s6 nhanh chéng.

Trong truong hgp cua Scott, thi phan 16n khong cé nghia la ho cé duoc
vi tri. Diéu quan trong hon & day la chiém duwgc thi phan 16n trong tam tri
khach hang. Cac ba ndi trg cé thé viét “Charmin, Kleenex, Bounty va
Pampers” trong danh sach di chg. Chi can nhin vao la ta biét dwgc ho dinh
mua nhitng gi. Con néu Scott c6 trong danh sach nay sé khong cé y nghia
gl ca.

Nhitng céi tén cu thé sé khong ich gi. Vi du nhw, thwong hiéu nao dwoc
thiét ké cho miii ctia khach hang, Scotties hay ScotTissue?

Sau nay, Scott da bat dau nhan ra sai lam ctia minh. Khan tam gidy Viva,
mot san pham khac cta Scott, da gianh duwgc thang 1gi 16n. Va gidy vé sinh
Cottonelle ciing vay.

Life Savers la gi?
Keo cao su Life Savers 1a mot vi du khac vé chién lvgc mé rong dong
san pham khong dé lam gi. Cé thé noi la n6 chi gay dinh rang ma thoi.
Ciing nhv nhitng vi du trén, ly 1é van thudc vé phia muén mé rong dong
san pham. Trén t0 New York Times, pho Tong giam doc cua Life Savers
tirng giai thich vé chién lwgc caa ho nhu sau:
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“T6i tin c6 mot cach dé cai thién sw chénh léch do la dwa cai tén hay hién
c6 vao mot san pham méi mang cac dac tinh twong ty.”

Sau do6, ong gidi thich thém vé cac dac tinh cta keo Life Savers: “Nhitng
cudc tro chuyén véi khach hang cta ching t6i da cho thay rang thwong hiéu
Life Savers truyén di nhiéu y nghia hon viéc chi don thuan la keo c6 16. N6
cling c6é nghia la hwong vi tuyét hdo, gia tri vuegt troi va cé chat lvgng dang
tin cay.”

Khong phdi vay. Néu ban héi nguwdi dung, “Thuong hiéu keo nao cé
huwong vi tuyét hdo, cé tri gia tri vuot troi va chat lwgng dang tin cay?” thi
lieu sé co ai dap la “Life Savers”?

Gio thtr hoi ho, “Tén caa keo c6 16 1a gi?”

Hau hét moi nguoi sé dap, “Life Savers”.

Vay m@ rong dong san pham c6 gi sai? Keo cao su Life Savers chwa bao
gio gianh dwgc hon vai phan tram thi phan. Con c6 vai thuwong hiéu ban sé
khong con thay xudt hién nita, vi chiung da ra di mot cach tham lang vao
nam 1978.

Cac mau quang cao trén tivi da tirng dat ra cau haéi, “San pham nay that
tuyét voi. Nhung, céi 16 dau r6i?”

Di nhién cai 16 & day khong nam trong san pham. N6 & trong chién lwgc
tiép thi.

Khoi hai thay, Life Savers van dat dugc thanh cong 16n trén thi treong
keo cao su, trong phan khiic keo cao su thoi bong bong.

Nhung d6 khong phadi 1a keo thoi bong bong Life Saver.

Ma la Bubble Yum. Thuwong hiéu keo cao su mém thoi bong béng dau
tién. (Loi thé cia sdan pham dau tién va khong st dung chién lvgc mé rong
dong san pham.)

Buble Yum vi thé da chién thang dé dang. Doanh s6 cua n6 da vugt qua
doanh s6 ctia hang ta cac loai keo khac cua Life Savers. Bubble Yum khong
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chi 1a thuwong hiéu keo cao su thoi bong bong ban chay nhat, ma con cé thé
trd thanh thwong hiéu dat hang nhat so véi tat ca cac loai keo cao su khac.

Eveready la gi?

Nhiéu cong ty thdy chiéc thuyén ctia minh bi cudén vao nuwéc dit khi con
song cong nghé danh vao ho.

Eveready tirng thong tri thi trwong pin vao thai dén pin van con la cong
cu chiéu sang cha yéu. Sau do6, bong ban dan xuat hién kéo theo mot loat
san pham mdi, bao gom ca may thu bang va dai phat thanh c6 cong suat 16n
hon. Vi thé, di nhién pin kiém bén ra doi.

P. R. Mallory thay ngay co hoi va gi6i thiéu pin kiém Duracell dugc boc
trong 16p vo hai mau den va vang riéng biét.

Nhung, nhitng nhan vién ky cwu & Union Carbide da gat di y twéng vé
mot cai tén maGi. Ho noi, “Chung ta da co cai tén hay nhat nganh pin r6i.”

Ho da nham. Hién nay Duracell ban chay hon han pin kiém Eveready.
Pé chan ding chién lwgce thanh cong cua do6i thd, Eveready cdm thay can
phai bat chuéc cach phoi mau vang den cia Duracell. Va, ho thém vao cum
tlr “pin dién kiém” mau meé con no6i hon ca Eveready.

Con pin Duracell thi chi c6 cai tén Duracell dwgc in dam. N6 khong can
phai thém vao “pin dién kém” vi chinh Duracell da c6 nghia thé roi.

Pay di nhién la mau choét caa chién lwge dinh vi. D€ bién thuwong hiéu
cta ban thanh tén chung. Nhw thé, khach hang sé thoai mai st dung né cho
toan bo chung loai.

Dau vay, md rong dong san pham duwdong nhu qua cé 1y vé mat cam giac,
nén cach duy nhat dé chong lai cam do nay la hoc tir nhitng sai lIam dién
hinh trong lich st tiép thi.

Sai lam d6 rat dé kiém. Ching 1la mot cudn tiéu thuyét dai v6i nhiéu co
hoi bi bo 16.

Dud 100mm
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Ban c6 biét tén goi ctia diéu thudc 14 dau tién dai 100mm khong?

Benson & Hedges phdi khong? D6 la nhan thuéc 14 100mm ndi tiéng
nhat va ban chay nhat hién nay.

Dong tit quang cdo “Nhitng bat 1gi cia Benson & Hedges” cho ra mat
thwong hiéu va pha lan khéi duwa céi tén len 16i vao dau ngudi hit thudc.
Sau do, Benson & Hedges da dugc biét dén nhw la san pham dau tién, sang
tao va la noi tao ra khai niéem 100mm.

Nhung, dwong nhién diéu thuoc dai 100mm dau tién khong phai la
Benson & Hedges. B¢ la Pall Mall Gold, nhung nhan hang nay da bi viedng
vao cai bay mé rong dong san pham. Cho nén, sau nay Benson & Hedges
mdi cé dip nhdy vao dé gianh 14y vi tri “thudc dai”.

Ban han da nghi ké danh mat co hoi, Pall Mall Gold, at sé nan long.
Nhung, ho khong hé 1ui bude. Gidng nhw ching ta néi tr truwde, 1y 1€ Ging
hé m& rong dong san pham luén rat manh mé. Vi thé nén gio day ta co
thém Pall Mall Menthol (Pall Mall tinh dau bac ha), Pall Mall Extra Mild
(Pall Mall nhe loai dac biét) va Pall Mall 100s. Nhwng, ching lai khién
ngwoi ta nham lan, kéo theo doanh thu cia nhan thudc Pall Mall di xuéng
trugc tien.

Hay lay Pall Mall Menthol lam vi du. Ciing nhw moi lan, nha san xuat
luén cé lap luan vitng chac. “Thudc 14 vi bac ha giong nhw Kool va Salem.
Hai loai nay ngay cang gianh dugc thi phan 16n hon trén thi trudong... Néu
ching ta cho ra doi Menthol, né sé chiém dwgc thi trudng dang phat trién
do.”

Nhung, trong su6t thdi gian Pall Mall Menthol xuat hién, n6 chwa bao
gi0 dat dugc qua 7% doanh so cua thudce 14 Kool.

Nam 1964, Pall Mall 1a thwong hiéu thudc 1a s6 mot & My.

Nam 1965, Pall Mall mé rong dong san pham dau tién. Két qua 1a ho tut
xuong vi tri thi hai. Ké tir d6 vé sau, thi phan ctaa Pall Mall & My lién tuc
suy giam.
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Twr 14,4% trong nam 1964 thi phan dé rét xuéng hon mét nira cho dén
ngay nay.

Ly luan trén c6 thé di theo mot huwdng khac nita. Néu nhitng nhan thudc
pho bién da chiém dwgc phan 16n thi treong, liéu c6 nén san xuat thém
thu6c 1a Kool khong chira tinh dau bac ha khong?

Chac chan la khong nén. Vi Kool la thudc 14 dau tién c6 mui bac ha, nén
Kool c6 nghia la bac ha. Giong nhu Bayer nghia la aspirin.

Diéu nay dem lai 1gi thé cho Kool vi hau hét cac thwong hiéu hién c6 da
trd thanh san choi cong bang cho cac san pham phu.

Hién nay, mét cira hang thudc 1a c6 tich trit hang hoa day du sé chita dén
hon 100 nhan thuéc khac nhau (géom cd nhitng sén pham mé rong). Nganh
cong nghiép nay da san xudt ra khoang 175 thwong hiéu. Ching khién tam
tri ngwoi mua loan ca lén. (Chac la khéi thudc cling anh hwéng dén dau 6c
va phoi cua may tay ti€p thi mat roi.)

Rat lau trede khi thi m@ rong sang linh vire thudc 14, hai nhan thuéc dan
dau thi treong, Malboro va Winston da c6 loai thuoc dai 100mm va huwong
bac ha. Dy vao ly thuyét, ban c6 doan la hai nhan nay sé n6i gét Pall Mall
u? Co6 thé lam chir. Nhung, khi & x( mu thi thang chot sé 1a vua.

Vay con nhadn hang nao sé & lai dé dau vdi ké dan dau day? Vi hau nhw
gan hét cac nhan 16n da m& rong dén mitc suy yéu mat roi.

Co € thi ching ta can la mot thuwong hiéu danh cho ca nha san xuat va
nguwoi hut. “Canh bdo: Giam doc tiép thi da rit ra két luan rang chién lwgc
ma& rong dong san pham sé khién cac ngai 16 nang day.”

Dau bap that thé
Cao hdi bi bo 16 1an nay xdy ra trong linh virc san xuat bo thye vat.
Fleischman’s la thwong hiéu dan dau cida loai bo lam tir dau bap. Nhung
bo dau bap dau tién lai 1a Mazola. Lai mot vi du dién hinh khac cho kiéu
lac 16i vi 1y luan.
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Mazola tredc do la thwong hiéu di dau vé dau bap long. Vay thi cé chon
lya bo dau bap nao thich hgp hon ngoai Mazola chi? Dau bap Mazola, r6i
dén bo dau bap Mazola. Va chuyén xdy dén tiép theo phu thudc vao lich str.

Fleischman’s la bo dau bap s6 mot hién nay.

Nhung that ky la. Néu ban muon tim hiéu k§ hon, thi bo Fleischmann
thue ra la cai tén da dwgc mé rong. Ban con nhé men Fleischmann khong?
May man thay, hau nhw khéng ai nhd mén nay, vi bay gio it cé ai tw lam
banh mi.

Va r6i con c6 ca rwgu gin Fleischmann, vodka Fleischmann, whisky
Fleischmann ciling dwgc san xuat tir cuing mot cong ty. Nhung, yéu td gay
nham lan da dwgc han ché t6i da, nhd vao khoang cach biét trong tu duy
gitta rvgu va bo. (Thtr héi cé ai tin General Motors san xudt thitc an cho
thu cung Cadillac hay khong?)

Tach ca phe dai dot

Thém mot co hoi khac da bi bo 10 & mang ca phé hoa tan. Hién tai,
Taster’s Choice la thuwong hiéu dan dau thi truong.

Nhung, dau la thwong hiéu ca phé hoa tan dau tién? Maxim. Thé tai sao
Maxim lai khong phai la s6 1? Cau chuyén oanh liét va hdp dan nay dang
dwoc thuat lai that can ké.

Lic bdy gio, General Food da chiém duwgc thi truong ca phé nho vao
nhan hang Maxwell House. Cong ty nay nam dwgc miéng banh thi phan to
nhat va kiém dugc bon tién. Sau do, ho sang ché ra quy trinh san xuat mdi,
goi la “ca phé hoa tan”.

Nhin bé ngoai, day cé vé la cach General Foods dung dé tang thi phan
bat gio trén thi truong ca phé.

bung vay khong?

Buéc tién day so hd cia General Motors lai trd thanh tin t6t cho déi thu
ctia ho. Cai tén Maxim ra doi nhu la mét sang kién bat nguén tir thwong
hiéu Maxwell House. N6 ngay lap titc day General Motors vao ctra ttr.
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(Maxim chinh la Maxwell. Ban c¢6 nhan ra khong? Hau hét moi ngudi déu
khong nhén ra ddy.) Maxim thdt ra rat vO nghia, nén n6 khong mang lai
chut lgi ich nao ca.

bén lugt Nestlé trd don tdn cong bang thwong hiéu Taster’s Choice. Ho
khong chi chon cai tén rat hay ma con Iya thoi diém xuat hién cwe ky chinh
xac. Nestlé nhdy vao ngay trwdc khi cai tén Maxim c6 co hdi tham nhap
tam tri ngwoi mua ca phe.

Thwong hiéu Taster’s Choice dong thoi cho phép Nestlé tan cong ca vao
thi trvong ca phé xay. Mau quang cdo xuéng rang, “Huong vi hét nhuv ca
phé xay.” Chuyén gi xay ra tiép theo? Han la ban da biét ca roi day.

Taster’s Choice thang dam trong hang muc ca phé hoa tan. Du General
Foods mdi thuyre sir la ké sinh ra ra dong san pham nay va xuat hién dau tién
trén thi treong, nhwng Taster’s Choice van gianh dwgc doanh s6 gdp doi
Maxim.

Van den cua Jergens

Lan nay cau chuyén danh mat co hoi xady ra ¢ nganh ban kem dudng da
tay, dwgc vi von nhu “tai hoa khong lwong tredc dwgc”. Moi sy bat dau tw
Jergens, thwong hiéu s6 1 ba cha thi treong ltc bay gio.

Ban dau, cong ty nay cho ra mat Jergens Extra Dry, mot loai san pham
dang kem gitta lic cac san pham dudng am déu & dang long. Jergen Extra
Dry vi thé thyc sy 1a sang kién hap dan hang loat nhitng san pham an theo
khac. Nhung, khach hang lai khong nhan ra su khac biét.

Chi c6 d6i thu nhin thay diéu do.

Chesebrough-Ponds tung ra Intensive Care. Day la lan dau tién san pham
duwdng am dang kem méi c6 mot cai tén dinh vi ro rang trong tam tri ngwoi
mua. Va thé 1a, sdn pham nay da thanh cong ruc rd.

Jergens lic nay méi té ngira. Ho phan don bang san pham mang tén
Direct Aid.
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Nhung, day lai 1a tich cli ctia sy qua mudn mang. Chién thang da thudc
vé Intensive Care. Hién nay, Intensive Care da la s6 1, c6 doanh s6 cao hon
ca cua Jergens, Jergens Extra Dry va Direct Aid gop lai.

Khoan, khong phdi thuong hiéu nay c6 tén chinh xac la “Vaseline
Intensive Care”, mot tén md rong sao?

bung vay. Nhung khach hang luon goi no la Intensive Care, chi khong
phai Vaseline. Vaseline chi 1a m& khoang lam mém da. Con Intensive Care
mai la kem dudng da tay.

Cudc chién cola khong duwong

R4t hiém khi chiing ta c6 dip quan sat cudc déi dau tryc dién gitta hai san
pham c6 chién lwgc hoan toan trai ngwge nhau nhw trong tran chién giita
Diet Pepsi (Pepsi khong dwong) va Tab.

Thit khién chiéu mé rong dong sdn pham tré nén v6 cung doc hai do la
tat cd moi lgi thé duong nhw déu chong lai Pepsi. Xét cho cung, mot
thwong hiéu noi tiéng nhu Pepsi néu c6 gan thém tww “Diet” (khong duwong)
thi kho ai c6 thé tin duoc.

Diet Pepsi budc vao thi truong dau tién. Xét theo luat dinh vi, thi thwong
hiéu xam nhap dau khach hang dau tién sé gianh dwoc thuan lgi cyc 16n.
Nhwng, n6 van khong thé khoa 1ap dugc khuyét diém ctda cai tén mé rong.

Do dé, Tab la ké chién thang vé mat tiép thi ¢ day. M@ thém sdn pham
Pepsi & dong cola khong duwong khong phai 1a thé manh ctia sdn pham nay.
Trai lai, d6 1a nhuwgc diém. Vi nguwdi mua sé xép loai Diet Pepsi thdp hon
Pepsi thong thuwong. Nhung, Tab thi dugc xép riéng rat vitng vang.

Nhu vay, trwdc chién thang cta Tab, liéu cong ty Coca-Cola cé tin vao
quy luat dinh vi khong?

Chac chac 1a khong r6i. Coca-Cola lai pham phdi sai lam. Cai tén Tab
hién gi® con xuat hién trén ca thitc uéng khong con, rgu girng va ca nwéc
ép anh dao. Néu ho muén cé thwong hiéu vitng ¢ nhitng dong san pham
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nay, dang lé ra ho khong nén dung lai Tab, cai tén da thanh ttt dwgc mac
dinh la “cola khong duwong” trong dau khach hang.

Vay con ké thua cudc? Khong c6 chuyén “mat bo mdi lo lam chuéng”.
Thé thi diéu gi xay dén vaGi Pepsi-Cola?

Ho lai tai dién sai lam va cho ra doi Pepsi Light, mot cai tén mé rong cho
thitc udng gidm can khac.

Pao nguoc tro mé rong dong san pham

M@ rong dong san pham thwong la mét sai lam, nhung néu dao ngwgc no
thi c6 thé mang lai hiéu qua. Chiéu ddo ngugc nay cé tén la “Md rong goc
san pham”. Vi du tot nhat ¢ day la dau go6i danh cho tré em Johnson’s baby.

Bang cach quang cdo mitc do diu nhe cua sdn pham tdi ca thi truong
nguwoi 16n, cong ty nay da khién Johnson’s baby trd thanh thwong hiéu dan
dau cho cad nhém tudi nay.

Nao, ban hdy chu y téi dac diém cua chién lwgc mé rong mdi nay. Cung
mot sdn pham, mot bao bi, m&t nhan hang. Chi c6 ¢ng dung la thay doi.

Gid st néu Johnson & Johnson md rong thém hang muc dau goi
Johnson’s adult (Johnson danh cho nguwoi trudng thanh), ho han da khong
thanh cong dén vay.

Nhitng vi du khac vé “mé rong goc san pham” gom c6 Blue Nun, mot
loai regu trang dwgc quang cao dung hgp vai ca thit lan ca.

Nhwng chang phai nhitng vi du trén giong vdi cai bay “tat ca moi ngugi”
sao? Hoan toan khéng phdi. Johnson’s baby la sdn pham dau tién, va la san
pham dau goi tré em duy nhat dwgc quang cdo nhw la san pham dung cho
nguwoi 16n. Con Blue Nun la loai rwgu trang duy nhat dugc tiép thi dung
hop véi ca ca va thit.

Néu nhitng nhan hang khac cling c6 bat chwéc nhw thé, chiing sé khong
thé gianh chién thang nhw vay dau.
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Ngoai ra, con c6 thuéc mudi Arm & Hammer ciing duwgc quang céo la tot
cho viéc khit mui ta lanh va tdy vét ban. N6 cling dat thanh cong ryc rd.
Nhung, chuyén gi sé xdy ra néu cong ty nay md rong v6i Arm & Hammer,
chat khit mui chita thuéc mu6i?

Ho sé that bai, nhw Phyllis Dillers da néi, “N6 chi hiéu qua néu ban dang
ngoi trong td lanh ma tho6i.”

https://thuviensach.vn



Khi chién lwvgc md rong dong san pham
hieu qua

M rong dong san pham 1a hién twong rat phd bién. Day ciing 1a sy that
khong thé choi cai.

O New York, nhitng doi béng chdy, béng d4, béng 16, quan vot chuyén
nghiép 1an luot c6 tén 1a Mets, Jets, Nets va Sets2),

Cac tru s@ ca cuge bén ngoai duwong dua dung 1én nhiéu ap phich 1ay tén
la New York Bets. Néu thanh pho nay c6 ca c6 doi tap thé hinh nita, thi cé
thé tén chia no sé l1a New York Sweats cling nén.

Nhung sao lai dirng lai @ d6? Toan cwdp dwong pho cling c6 thé 1ay tén
New York Ghetts. Con cac nha hoach dinh d6 thi duwgc dat tén 1a New York
Debts.

Nhung may thay, moi tht da dung lai dung luc. Khuynh huwéng co vé
chuyén qua hwéng khac. Boi quan vot da hiéu ra van dé va doi tén New
York Sets thanh New York Apples.

Loi thé ngan han

Mot trong nhitng 1y do khién hoat dong mé rong dong san pham ludn
pho bién la vi, trong ngan han, né c6 mét s6 1gi thé nhat dinh.

Gia st c6 mot doi boi 16i chuyén nghiép xuat hién ¢ thanh pho New
York. “D0i Wets dén day (Here come the Wets)” c6 thé la dong tit bao dién
hinh dé tuyén truyén cho sy kién nay. Chi v6i mot tw “Wets” (U6t dam),
chuing ta hiéu rd doé la (1) mot doi choi thé thao chuyén nghiép, (2) dén tw
thi d6 New York va (3) tham gia vao loai hinh thé thao dwdi nuwéc.

Nhung, ca ba chi dién ra trong ngan han théi. Loi tuyén bo ban dau sé
nhanh chong m& nhat trong tam tri va nham lan bat dau dang lén.
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Liéu c6 doi boi nao thue s tén la Wets khong day? Hay t6i da nham né
v6i doi bong ro tén Nets? Hay toi dang lién twéng dén doi quan vot Sets?
A, khoan d3, Nets da déi tén thanh Apples. Vay, hay 1a Sets nhi?

Do tén md& rong c6 lién quan dén tén dau tién, nén n6 nhan dugc tia nhan
thic 16e sang theo kiéu, ““A, ding r6i. D6 1a Diet Coca-Cola.”

N6 cling tao ra hao quang nhat thoi cho cad doanh s6. Vi du khi Alka-
Selter tung ra san pham mdi Alka-Shelter Plus, moi nguwdi 1ap tirc tich tri
ching. Ngudi mua c6 thé khong can, nhung cac nha ban 1é thi co.

Vi thé, doanh thu ban dau c6 vé rat tot. (Dé dat dwoc két qua kinh doanh
hang triéu d6-la, ban chi can ban cho moi siéu thi mén hang tri gia 5 do-la
thoi.)

Cho nén, trong sau thang dau, viéc kinh doanh kha subn sé vi ban van
dang chuyén hang di khap noi. Nhung khi cac don hang dat thém khong téi
nita, thi moi thir sé dot nhién t6i sam lai.

Bat 1gi lau dai

Sau cdm nhan ban dau vé nhan hang mé& rong, ngudi mua sé khong bao
gio dam chac san pham dé c6 ton tai lau dai hay khong.

Schlitz Light, Pall Mall Extra Mild, Jergens Extra Mild, Jergens Extra
Dry. Nhitng tén goi nay dé dang tr6i vao tam tri ngudi mua. Ching hau nhw
khong can khach hang c6 céng nhd.

Nhung, dé dén thi cling dé di. Tén san pham ma& rong rat dé bi lang quén
vi chiing khong gianh dugc vi tri doc 1ap trong nhan thitrc. Ching giong nhw
vé tinh bay quanh tén goc va c6 dong gép duy nhat la x6a dan tén goc nay.
Keét cuc thwong sé rat tham hai.

Quay vé nhitng nam 1930, cong ty thi'c pham Ralston Purina ldc nay da
cho chay mau quang cdo “Ralston 1, 2, 3”. S6 1 dai dién cho Shredded
Ralston (Ralston xé nho). S6 2 1a Regular Ralston (Ralston thong thuwong).
Va, s0 3 la Instant Ralston (Ralston an lién).

Cudi cung, ca 1, 2 va 3 déu bién mat.
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Va ngay ca huyeén thoai viét quang cao David Ogilvy cling titng “bé gay
can but” ctia minh vai hai thvong hiéu Rinso White hay Rinso Blue.

Sara Lee c6 tham nhap nganh ban do6 an doéng lanh cing v&i nhitng san
pham khac nhuw Sara Lee Chicken & Noodles Au Gratin (Nui va Ga Sara
Lee nuwéng qua). Trude do, Sara Lee da gianh dwgc cho ditng v6i moén trang
miéng. Khong ai ghét Sara Lee ca, nhung rat nhiéu nguwdi khong thich ga va
nui nwéng so bang 10. Thé 1a, ho khong mua né, dac biét khi c6 tén Sara
Lee gan vao do.

Vi thé cac bép ché bién Sara Lee bién mat ngay 16i vao thi treong dong
lanh, sau khi dy an nay da tiéu ton hét gan 8 triéu do-la.

Hau nhu ai cling titng tht m& rong dong san pham. Nhw Tap chi
Saturday Review da th an hanh bon mang thwdng thitc khac nhau (The
Arts (Nghé thuat), Science (Khoa Hoc), Education (Gido duc), Society (Xd
Hoi)). Ho 10 t6i 17 triéu do-la.

Hién tai, Levi Strauss va Brown Shoe dang ra mat san pham mdi. Ban c6
tin khong? Khau hiéu mdi cta Levi la “Levi’s danh cho d6i chan cta ban
(Levi’s for Feet).” Cho dén tan gio phit nay, Levi’s van la thwong hiéu dan
dau nganh ban quan bo, nhung 1an nay ho da deo thém tng.

Sau do6 con c6 hoa Avis, dong ho Zenith, thudc 14 Old-Grand-Dad, quan
bé sat Bic, ta giay Kleenex.

Va cé thém ca rwgu Pierre Cargin, di nhién la ca loai dé va trang nita.
Thém Channel danh cho nam gigi khién c6 nguai tirng thac mac, “Pao dién

Burt Reynolds c6 thay thé cho ngwdi mau Catherine Deneuve dwgce khong?
(43)»

Con s6 “2” c6 vé nhu la cach mé rong dong san pham cuc ky pho bién.
Chung ta c6 Alka-2, Dial 2, Sominex 2 ciling nhv Jaws 2 (Ham ca mdp 2).
(Nhung, nhitng phan phim tiép theo khong bao gio dem lai nhiéu doanh thu
nhw phan dau tién.)

Gia st tham chi ca nhitng hang quang cdo an twgng cling nhady vao véi
con so “2”, thi gio ching ta da c6 thém cong ty quang cdo s6 “2” nhw hang
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quang cao Ogilvy & Mather 2, hang truyén thong Doyle Dane Bernach 2,
hang quang cao N.W. Ayer 2 va Grey 2, v.v...

Thitr nghiém “Danh sach di chg”
Cudc tht nghiém dién hinh danh cho chiéu mé& rong dong san pham la
danh sach di cho.

Ban chi can liét ké ra nhitng nhdan hang mu6én mua trén mot to gidy, roi
sau d6 nho chong/vo ctia minh ra siéu thi mua vé. Ching gom Kleenex,
Crest, Listerine, Life Savers, Bayer va Dial.

Két qua rat dé doan. Hau hét moi nguoi déu quay vé vdi khan gidy
Kleenex, kem danh rang Crest, niwdc stic miéng Listerine, keo c6 16 Life
Savers, thuoc aspirin Bayer va xa phong Dial.

Nhitng san pham md& rong nhw khan tam Kleenex, keo cao su Life
Savers, thudc Bayers khong chita aspirin va lan khit mui Dial van chwa pha
huy vi tri ctia thwong hiéu goc nhung hay cit dé ching cé dua thoi gian xem.

Ban nghi sao vé danh sach nay: Heinz, Scott, Protein 21, Kraft?

Liéu chong/vg ban sé dem vé dé6 mudi chua Heinz hay nwdc x6t ca chua
Heinz? Khan gidy hay khan tam Scott? Dau goi, thuoc xit toc hay dau xa
Protein 21? Pho mai, x0t mayonnaise hay dau tron xa lach Kraft?

Sy nham lan do mat tén dai dién cho nhiéu san pham gay ra sé dén tw tu,
va chac chan sé rat dan sttc manh ctia nhitng thwong hiéu nhuw Scott va
Kraft.

Giong nhuw ngbi sao sang qua mitc, thwong hiéu cudi cung sé trd thanh
tro tan. Nhv mot dong vo dung hao ton tién cia. Hiém hoa ctua chiéu mé
rong nay sé vo cung kho thdy, vi n6 u ton hai trong mot thoi gian dai roi
dan lam suy yéu thit dang ton tai.

Vi du Kraft chang han. M4t céi tén noi tiéng dang chuyén sang giai doan
cudi cia can bénh mé rong dong san pham.
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Kraft 1a cai gi? N6 la tat ca, nhung lai chang la gi. Kraft gan nhu khong
ding & vi tri thit nhat trong chung loai nao cd. Kraft ditng tht hai sau
Hellmann’s & linh virc x6t mayonnaise. Con doi v6i dau tron xa lach, Kraft
cling dirng sau Wishbone.

Noi ma Kraft c6 thé gianh vi tri dan dau, thi né lai khong dugc goi la
Kraft.

Nhuv véi pho mat kem, do6 la Philadelphia, chit khong phai Kraft.

Vi kem, do la Sealtest, cling khong phai Kraft.

Va dau thyc vat, d6 la Parkay, lai khong phai Kraft.

Vay thi sttc manh cta tén Kraft nam & dau? N6 qua dan trdi. Kraft c6
nghia la moi thit, nhung lai khong 1a gi cu thé cd. M@ rong chi mang vé
thém nhugc diém, chit khong khién n6 manh 1én.

Thé con pho mat thi sao? Chac chan Kraft la thwong hiéu noi tiéng vé
pho mat. Vang, dung vay.

“Nudc My”, mau quang cao xwdng 1én, “danh van pho mat K-R-A-F-T.”
Panh van nghe dé ma chién lwgc cling té.

Tiép thi giong nhu dua ngwa vay. Con ngya chién thang khong nhéat dinh
phai la con ngwa khoe. Tat ca phu thuéc vao kha nang ctia moi con ngua
khac trén dwong dua. Trong tran dua ban ngya (claiming race), con chién
thang la con d& té nhat trong s6 té. Con trong tran dua c6 cuwgc (stake race),
con chién thang la con t6t nhat trong so tot.

Kraft da dat dugc thanh cong trong linh vuc pho mat. Bay gio, ban hay
thir liét ké tit ca nhitng nhan hiéu pho mat khac ma ban biét xem nao? R6i
ban sé nghiém ra rang, Kraft la ké thang tran trong cudc dua ban ngya.

O noi c6 thuong hiéu hay khéng, ban déu c6 thé mé rong dong sin
pham. Nhung khi cudc canh tranh tré nén khoc liét, ban sé roi vao rac roi.

Tht nghiém “Anh chang pha rugu”
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Ngoai cudc thtt nghiém Danh sach di chg, ching ta con cé thit nghiém
Anh chang pha ché ruwgu. Néu goi rwgu bang tén trén nhan chai, ban sé
nhan dugc gi?

“J&B v@i da” néu ban muon scotch. “Mot Beefeater martini” néu la gin.
Va “m6t chai Dom Perignon” chac chan sé cho ban mot chai sam-panh.

Thé con “Cutty véi da” thi sao? Di nhién ban sé dwgc phuc vu rugu
scotch, nhung liéu ban cé Cutty Shark hay loai dat hon, Cutty 12 tudi?

Cutty 12 giong nhw Diet Pepsi trong linh vic rwgu scotch. Cai tén noi
tiéng (Cutty) dugc két hgp véi tinh tr miéu td (12 nam tu6i). Theo quan
diém cta nha san xuat thi c6 vé rat hgp ly. Nhung, con nguwdi dung thi nghi
gi?

Khi goi “Chivas véi da”, ban dé moi nguwdi biét ban mudn thit hdo hang
nhat. Chivas Regal.

Nhung dé c6 duge Cutty 12, ban khong thé chi goi 1a “Cutty”. R6i khi da
thém s6 “12” vao, ban lai khong chac anh chang pha ché c6 nghe thiy
khong, va quan trong la liéu nhitng ngudi ngoi xung quanh cé nghe thay
“12” hay khong.

Quaéng cao Cutty 12 khéng nhitng khéng gitip dugc gi cho nhan regu dau
tién Cutty Shark, ma con lién tuc nhac ngwdi uéng rang Cutty Shark c6 chat
lwgng kém hon.

Cutty 12 da buwdc chan vao tran cau mudn so v6i Chivas Regal, nén ta
cling khong mong dgi gi hon & n6 nita. Nhung, ¢ My c6 mot nhan rugu
scotch 12 nam con lau doi hon ca Chivas.

N6 la Johnnie Walker Black Label ( Johnnie Walker Nhan den).

Hién nay, di nhién Chivas Regal ban chay gdp d6i Johnnie Walker Black
Label.

“Cho t6i mot Johnnie Walker pha vé6i soda, anh ché rugu.”
“Nhan den hay nhan do, thwa ngai.”

“Aaaaaaaaaaaah... cai giong gi thé!? Thai lay Chivas di.”
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Cutty 12 va Johnnie Walker Black Label la nhitng truong hgp md rong
dong san pham gay hiéu qua kha 16n. N6 thuwong lam yéu han doanh thu
ctia phan khic regu cao cap (Vi cé ai mudn tra gia cao cho thwong hiéu gia
thap dau?)

Packard la gi?

Ha thap sdn pham lai la van dé ngugc vGi tinh huong trén. Nhitng san
pham mé rong kém hon thwong cé dugc thanh cong 1ap titc. Nhung mong
vO sé dén ngay sau do.

Truwdc Thé chién II, Packard la hang ban xe hoi cao cap. N6 tham chi
vuot ca Cadillac dé trd thanh biéu twong cho dia vi xa hoi, va dugc ca thé
gidi cong nhan.

Lanh dao cac bang déu s& hitu mot chiéc Packard boc thép. Tirng c6 mot
chiéc duwgc lam riéng cho Franklin Roosevelt. Giong nhuw Rolls-Royce,
Packard trich thugng tir choi tat ca nhitng ké hoach thay d6i mau xe hang
nam cua cac noi san xudt nhé 1é hon.

Cho dén giita nhitng nam 1930, Packard ra mat dong xe cap thiap dau
tién, kha vira tii tién, 1a Packard Clipper.

Packard Clipper da dat dwgc thanh cong my man nhat trong tat ca cac
dong thiét ké cua Packard. Doanh thu cyc tot, nhung chinh no lai triét ha
hang nay. (Hay ding hon la né da giét chét vi tri uy tin cia Packard, roi dan
tieu diét ludn ca hang.)

Sau do, Packard troi noi dén tan nam 1954 thi duwogc Studebaker mua lai.
Bo6n nam sau nita thi né bién mat khaéi thi treong.

Cadillac la gi?
Ban biét gi vé xe Cadillac? N6 dai bao nhiéu? Bao gom nhitng mau nao?
Ma tdc ctia dong co la bao nhiéu? Hién nay c6 nhitng lwa chon nao?

Doi véi mot khach mua xe binh thuwong, General Motors da thanh cong
trong viéc truyén dat thong tin hau nhu khong lién quan gi dén Cadillac.
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Ngoai trir vi tri cia né la thudc hang cao cap nhat, cling nhw la chiéc xe hoi
noi dia xa xi nhat.

Nhuwng ngay cad General Motors doi khi ciing quén mat rang moi san
pham déu sé dugc nhin nhan dwédi hai géc do. Hau hét sai lam mé rong déu
xdy ra do nha tiép thi khong lwdng hét dugc diéu nay.

Vay Cadillac 1a gi? Diéu nay c6 thé khién ban sing sot, thé nhung tw
quan diém cta General Motors, Cadillac hoan toan khong phai la mot chiéc
xe hoi. N6 la mot bé phan. Trén thue té né la mot trong nhitng bé phan
mang lai nhiéu lgi nhuan nhat cho hang nay.

Nhung, theo nguwdi mua, Cadillac 1a mot chiéc xe c& 16n dat tién. Gio
han la ban da hiéu ra van dé roi.

Do tinh hinh gia xang dau, nén Cadillac bat dau lo lang. General Motors

muon duy tri lgi nhudn nén da tung ra kiéu Cadillac nhé nhan, 1ay tén la
Seville.

Trong ngan han, Cadillac ban dwgc rat nhiéu xe Seville. Nhung vé lau
dai, chiéc Cadillac nhé nhan phai canh tranh v&i nhitng chiéc xe 16n khac
dé chiém cho trong dau khach hang.

Vi thé, khach hang nhin Seville r6i thac mac, “N6 c6 ding 1a Cadillac
hay khong vay?”

Sau nay, Seville lai tré thanh gidi phap hiéu qua nhat cho van dé cta
Mercedes. Mot cdi tén cao cap riéng biét cung v6i mot td chitc ban budn xe
riéng biét.

Chevrolet la gi?

Do6i vdi ca xe hoi va nhitng san pham khac, ban c6 thé ty hoéi minh mot
cau cii rich dwdi day, dé xem minh cé bi veéng vao van dé dinh vi nao
khong.

“Day 1a cai gi?”
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Vi du nhw Chevrolet la cai gi? D6 la chiéc xe da roi vao cai bay “tat ca
moi ngwdi”. Vi c6 thu hat tat cd moi nguwdi, nén rot cudc no khong thu hut
duoc ai ca.

Chevrolet la cai gi? Chung t6i sé cho ban biét ngay day. N6 la mot chiéc
xe vira 16n vira nho, vira ré vira dat.

Puoc, dwge. Vay sao Chevy van giit vi tri s6 1 thé? Tai sao né van chira
danh mat vi tri nay vao tay Ford?

Chung t6i dap rang, “Thé Ford la cai gi?” Cung md6t van dé nhu trudc.
Ford cling 1a chiéc xe vira 16n vira nho, viva ré vira dat.

Nhung, Ford con c6 cd nhitng rac roi khac nita. N6 khong chi la mot
chiéc xe, ma con la tén ctia mot tap doan va mot nguoi.

Mot chiéc Ford thi c6 thé khong sao, nhung dé ban thém Ford Mecurry

hay Ford Lincoln la cd m6t van dé. (Pay ciing la 1y do tai sao Ford Motor
Company luon gap kho khan khi ban cac mau xe gia cao.)

Volkswagen la gi?

Téan bi kich mé& rong dong san pham thwong di theo ba hoi khong thé
tranh sau:

Ho6i thit nhat la thanh cong 16n, mot budc dot pha vi dai. Thuong la két
qua ttr viéc tim thdy cho tréng rong mé va tan dung xuat sac.

Vi nhu, Volkswagen tao ra vi tri xe hoi loai nho. N6 nhanh chéng tram
cho d6 dé khai thac va tao dot pha. “Nghi bé thoi” c6 1€ 1a cau quang cao
noi tiéng duy nhat néu bat cho dirng rod rang.

Dong xe Volkswagen Beetle ngay lap titc gianh dwgc vi thé vitng chac
khac thuwong trong thi truong xe hoi. Va, két qua cling giong nhw hau hét
cac cau chuyén thanh cong dién hinh khac, Volkagen ngay cang mang y
nghia sau dam hon ca thuong hiéu xe.

Cau quang cao “Toi 1ai Volkswagen” tiét 10 nhiéu thong tin vé nha san
xuat hon la nguwdi s& hitu nd. “T6i lai Volkswagen” tiét 16 chat gi do vé
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phong céach séng ctia nguwdi sé hitu xe. Ho la mot ngwoi hét sitc nghiém tuc,
thue té va day tw tin vé dia vi xa hoi ctia minh. Phuwong tién van chuyén ma
ho dung that don gian va tién lgi.

Nguoi 1ai Volkswagen thudc tuyp hgm hinh ngam. Ho thich trd diia
nhitng ké mua xe khodai khoe khoang v&i hang x6m. Cau quang cdo “Chiéc
Volkswagen 1970 con xdu dai dai” thé hién rd nét ca tinh nay.

Ho6i hai dugc boi thém bang long tham va do twdng vé thanh cong vinh
cttu. Volkswagen nang cao uy tin va chat lwgng cia n6é bang nhitng chiéc
16n hon va dat dé hon. Nhu thanh xe khach va nhitng chiéc “Jeep”.

Chiéc xe m@ rong cudi cung la Dasher. Mau quéang cao tuyén bo, “Cung
niém ty hao to 16n, Volkswagen tién vao linh vic xe cao cap.”

“Dasher. Chiéc Volkswagen thanh thoat.”

Chiéc Volkswagen thanh thoat? “NGi that xe tuyét hdo. Trang thiét bi
Iong lay.” Mau quang cédo khac réu rao. Nhung, diy ma la chiéc
Volkswagen sao? Diéu gi da xdy ra véi thiét ké thyc t€, hitu dung va
nghiém tdc thé nay? Chiéc Dasher da xo6a sach phong cach truwéc day cta
Volkswagen.

Khéch hang trung thanh vGi Volkswagen dong loat thét 1én rang, “Ching
t0i da dat niém tin vao Volkswagen. Vay ma, Volkswagen lai khong tin vao

"’

chinh minh

Tuy nhién, VW van chua lac 16i han. Mot mau quang céo khac tém gon
day da nhat tinh than doanh nghiép cta hang, “Volkswagen khac biét danh
cho moi ca nhan khac biét.” Két qua la, Volkswagen c6 dén 5 kiéu xe riéng
biét ditng dudi 1a cd doanh nghiép phap phéi.

Hoi ba la doan két. Chang 1é 5 kiéu xe kia cling khong ban chay hon chi
mot kiéu? Khong chi la khong thé, ma diéu khong thé nay da thanh hién
thue.

Ngay khi thi trwong xuat hién xe hoi nhap khau, Volkswagen rét han
xuong vi tri thit 4, sau Toyota, Datsun va Honda. (Miéng noi tay dam.
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Honda tung ra nhac hiéu “Hay luén don gian”. Y ndy c6 vé duoc lay tit hoi
1 caa VW.)

Vao nam 1971, Volkswagen chiém 35% thi treong xe nhap khau. Bén
1979, ho danh mat 12% thi phan.

Nhitng kiéu thanh céng ti* s6m, noi theo chiéu mé rong dong san pham,
r6i ti€p theo la v& mdng xdy ra kha thuong xuyén. Rot cudc, ban khong thé
mong cac cong ty nhw Scott va Volkswagen ng6i yén doi vong nguyét qué.
Ho chac chan sé di tim linh viec méi dé chinh phuc. Vay ho da lam thé nao?
Co6 mot cach rat hién nhién. Ho sé tao ra khai niém méi hoac san pham mdi
trén mot vi tri mdi, kem mot tén goi mai that phu hop.

Volvo la gi?

Nhiéu cong ty hién nay di theo mét mau md rong dong san pham phu
hop hon. Ho khong mé thém dong san phdm mdi nita. Thay vao dé, ho m&
rong khai niém dang sau san pham.

Vi du nhu Volvo. Volvo la gi?

Giong nhuw nhiéu thwong hiéu 0 t6 khac, Volvo cling viéng vao rac roi
gan day. NO ting s& hitu vi tri vitng chac danh cho loai xe 16n nhap khau.
(Nhu chiéc Beetle to 16n an toan.)

Vi chiéc Volvo khd mac tién nén hang nay bat dau ban thém xe mui kin
cao cap, xe lai thong thwong, xe 14i an toan va thdm chi ca xe chd hang.
Volvo bién thanh “chiéc xe cong tac cta giGi giau c6”.

Vay thi ngay hém nay, Volvo la gi day? N6 la mot loai xe c6 chat lwgng
tot, cao cap, an toan va tao cam giac dé chiu khi lai. Nhung quy tac “cang
dong, cang vui” khong thé ap dung trong dinh vi. Bon vi tri khong tét hon
mot la bao.

Két qua 1a, doanh thu cta Volvo tut déc, hét nhu 16i nguyén ctua tro m@
rong dong san pham da ng vao mot nan nhan khac.

Tén goi giong nhw day chun

https://thuviensach.vn



N6 sé cang ra, nhung dirng vugt qua diém gidi han. Hon nita, ban cang
kéo dan tén minh, né sé ngay cang yéu di. (Nguwoc lai vdi diéu ban mong
cho day.)

Vay ta nén kéo dan tén t¢i mic nao? Chuyén nay can phai van dung ca
6c phan doan lan tinh toan kinh té.

Chang han ban dang s& hitu dong san pham rau ct déng hop. Ban c6 can
dat mot tén cho dau ha lan, roi tén khac cho bap, va tén thit ba cho dau diia
khong? Vé mat kinh té, ca ba déu khong cé y nghia gi ca.

Do dé, Del Monte c6 thé da dung khi dung chung mét tén cho tat ca cac
san pham thudc dong trai cdy va rau ca dong hop. Nhung hay dé y xem
diéu xdy ra khi doi tha chuyén mén héa vao mot san pham duy nhat. Nhw
Dole c6 dira dong hop.

Dole chong lai Del Monte bang cach tién vao nganh ban dita hién khong
c6 canh tranh. Vi thé, Dole lu6n gianh thang lgi.

Vay Dole sé lam gi tiép theo? D6 la dé tén minh lén san pham chudi
twoi, thanh Dole chudi.

Gia du Dole gan vao Dole y nghia vé chu6i. Vay con dita thi sao? Moi
chuyén sé di theo ding quy tac bap bénh véi chuéi mét bén va diva & bén
con lai.

Nhung Dole khong thé bat chwdc Del Monte sao? Tr@ thanh nha cung
cap moi loai thitc an twoi déng hop?

Di nhién la dwgc. Nhung ho phai chap nhan hy sinh dac quyén kinh
doanh mang dita day gia tri va chudc lay bat 1gi ctia ké dén sau dung chiéu
mé& rong dong san pham nay.

Luat dwong pho
Ching t6i goi md rong dong san pham la “cai bay”, chit khong phai sai
lam. Vi n6 van c6 thé mang lai hiéu qua, néu...
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Mot chit “néu” cyc 16n. Néu doi tha cia ban khong khon ngoan. Néu
lwgng hang cua ban kha it. Néu ban khong c6 doéi thu. Néu ban khong dinh
tao ra vi tri trong dau khach hang. Néu ban khong quang cao gi ca.

Su that la c6 rat nhiéu san pham dugc ban, nhung hau nhw khong c6 san
pham nao duoc dinh vi ca. Tic 1a, khach hang sé Iya 1dy mot hop dau ma
khong c6 wu tién nao tw ben trong ho, hodac khong co6 vi tri rieng nao danh
cho thwong hiéu dau dé. Trong trwong hgp nay, nhan hang noi tiéng sé
thang thé truedc cac thuwong hiéu it tiéng tam khac.

Va, néu ban lam cho mot céng ty cé dén hang ngan san pham s6 lwgng it
(vi du nhw 3M), ban di nhién khong thé dung tén riéng cho tirng san pham.

Duéi day, chung t6i dwa ra thém vai luat 1€ duong phé dé nhac ban khi
nao nén (hodc khong nén) dung tén ndi dia:

1. Trit lvgng hang du tinh. Nhitng cong ty c6 kha nang thang 16n khong
nén dung tén ndi dia. Con nhitng san pham c6 trit lwgng nhé thi nén
dung chung.

2. Canh tranh. O linh vyc con trong trai, thwong hiéu khong nén cé tén
noi dia, nhung trong linh vizc von nhiéu san pham thi nén.

3. Chi phi qudng cdo. Néu c6 ngan sach quang céao 16n, thi thwong hiéu
khong nén dung tén ndi dia. Hay lam diéu ngwoc lai véi ngan sach
quang cao nho.

4. Tam y nghia. Nhitng san pham dot pha khong nén dung tén sdn pham
cli/tén cong ty, nhung hang tiéu dung nhw héa chat thi nén.

5. Hé théng phdn phdi. Nhung san pham bay ban trén ké khong nén dung
tén noi dia, tri* nhitng sdn pham ban qua nhan vién chao hang.

https://thuviensach.vn



Dinh vi mot cong ty: Monsanto

Ban c6 thé dinh vi tat ca moi thit. Ti nguoi, san pham, dén chinh tri gia.
Tham chi la ca mot cong ty.

Tai sao lai c6 ngwdi muon dinh vi cong ty chit? Ngoai mot vai tap doan
c6 y dinh sap nhap, thi con ai khac con muén mua cong ty nita? Vi sao
cong ty lai muon ban chinh n6? Va ban cho ai?

Mua ban cong ty
Thuc ra, c6 vo van vu mua ban doanh nghiép dang dién ra hang ngay.
Chi la ching dwgc goi bang nhiéu cai tén khac nhau thoi.

Khi mot nhan vien mdi nhan viéc, anh ta/co ta da “mua” cong ty nay.
(Thong qua cac chwong trinh tuyén dung, cong ty thue ra dang tu ban chinh
minh.)

Ban sé muon lam viéc cho hang nao hon, General Electric hay
Schenectady Electrical Works?

Nam nao cac tdp doan & khap noi trén thé gidi cling tranh nhau gianh 1y
nhitng sinh vién t6t nghiép gioi nhat tir cac trwong dai hoc hang dau. Ban
nghi ai sé gianh chién thang day?

Vang. D6 la nhitng cong ty da chiém dwgc chd dirng trong dau cua cac
nhan vién twong lai. Nhu General Electrics, Procter & Gambles.

Va khi mua c0 phiéu, thyc ra chiing ta dang tra tién cho mot phan cda vi
tri cong ty, hién tai va ca twong lai. Mitc gia ma ho sé bang long tra cho co
phiéu d6 (gap 6 lan hay 60 lan lgi nhuan) phu thudc hoan toan vao sttc
manh cta ché ditng ma doanh nghiép nay dang chiém trong dau ngudi
mua.

Do vay, dinh vi cong ty hiéu qua sé mang lai rat nhiéu lgi thé, néu ban
tinh c@ trd thanh gidm doc hay nha quan ly caa né. Dau rang, dinh vi dugc
that chang dé dang gi.
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Lai van de dat tén
Pau tién 1a dit tén. Dac biét 1a cai tén. Liéu ban c6 tin 1a Pullman“4)
khong con gianh duwgc nhiéu thi phan ban toa xe Itta nhw tréc niva khong?

Va doanh thu ban xe buyt chi chiém mot phan nhé trong tong doanh thu
ctia Greyhound®>)?

Ca Pullman va Greyhound déu da thay do6i rat 16n. Nhung, cach moi
nguwoi nhin nhan vé ho thi hau nhu khong khac trwde. Cai tén da nhot ho
vao tiéng tam cta qua kh.

Du vay, ho van c6 gang thoat ra. Pac biét la Greyhound. Ho chi ra hang
triéu do-la dé thong bao vai toan thé gidi tai chinh rang, ho “khong chi ban
moi xe buyt”. Nhung, vi nhitng chiéc xe, bén hong dan hinh chd ché dai
manh khanh, van tiép tuc phéng qua lai trén dwong cao toc tir bang nay qua
bang khac, nén moi quang cao ctia doanh nghiép nay déu chi la sai 1am hao
tién ton cua. Néu Greyhound muon ban nhiéu thit hon la xe buyt, thi ho can
mot cai tén ma&i. Mot tén goi “rong hon so véi doanh nghiép ban xe buyt”.

Tuy nhién, khi da chon duwgc ding tén roi, cong viéc dinh vi doanh
nghiép van chuwa han da xong. Tén doanh nghiép con can phai dai dién cho
mot thir gi do thudc nganh ma n6 dang hoat dong nira.

Pai dién cho thtr gi do

Vi du nhu tredng hgp cia Ford. Ai cling biét Ford la doanh nghiép ban 6
t0. Nhung né ban loai 6 td nao?

Ford khong thé gan vi tri cia cong ty minh vao mét loai xe cu thé, béi no
san xuat di moi loai xe v@i da cac kich ¢, tinh ludn ca xe tai. (Du xe tai
nén thugc hang muc khac mai phai.)

Vi thé, cau héi dinh vi tu lai quanh cac dac diém chat lvgng tim thay &
tat ca cac phuwong tién di lai. Ford bAm chat vao “cach tan” nhw la dac tinh
chu chot cia moi chiéc xe ma ho san xuat. Két qua 1a, chién dich mdi ra
doi: “Ford c6 y twdng sang tao hon ca.”
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Khong té chit nao. Nhiéu doanh nghiép khac di theo cach thong thuong.
Trong so do, cach thwong thay nhat va thwong dung nhat cé 1€ la vin vao
nhan lwc, nhu:

“P06i ngli cuia ching t6i 1a ngudn lyc 16n lao nhat.”
“Tap thé Gulf don dau thir thach.”

“Grumman: Chung t6i ty hao vé san pham ctia minh. Va, con ty hao hon
vé nhitng ngudi da tao ra ching.”

Chat lwgng nhan lyc gitta cac cong ty cé khac nhau khong? Di nhién la
c6. Nhung chuyén xay dung chd ding dwa vao con nguwoi lai la van dé
khac.

Du ding hay sai, thi nhitng cong ty 16n hon va thanh cong hon thuwong co6
nhan vién giéi hon. Con nhitng noi nho, it tiéng tam s& hitu s6 con lai. Vi
thé, néu doanh nghiép cua ban ditng cao nhat trén chiéc thang san pham
trong tam tri ngwoi mua, ban c6 thé ty tin rang khach hang sé tin ban cé
nhan vién giéi nhat. Con néu ban chwa ding dau, nhung da tuyén bé nhan
vién cta minh gioi hon hét thdy... Vang, d6 la mot trong nhitng kiéu tuyén
b6 day mau thuan thwong khong dem lai Igi ich gi cho ban ca. “Néu céac
nguoi gioi thé, sao lai khong giau noéi nhi?” Cau nay sé dwoc héi lai mai
cho ma xem.

Néu Ford that su c6 y twédng hay hon, tai sao ho khong dung n6 dé lat do
General Motors trén thi treong di? Thay vi c dung n6é dé quang cdo nham
thu hut cong chung lam gi?

Néu Chrysler that sy gioi vé may moc hon, sao ho khong ché tao xe hoi
tot hon roi day doanh so loai xe hoi nay vugt trén doanh s6 ctia cd Ford va
General Motors?

Nhitng cau héi nay khong xody vao su that (Ford c6 thé da co6 y tudng tot
hon that, nhwng né van bi xép thit hai.) D6 la kiéu thac mac thuong hién ra
trong tam tri khach hang. Con quang cdo ctia ban, néu mudn thanh cong,
phai tréa 161 dugc chung.
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Ngoai ra, liéu 16i nghi cong ty cang 16n thi cang c6 nhiéu nguwoi gioi co
phai la noi qua len khong? Hay nhd, ching ta thwong cam thong vdi nhitng
ké thua thiét. Nhwng don xin viéc thi van gtti dén nhitng cho thanh cong.

Pa dang hoa khong phai la giai phap

Bén canh “Nhan lyc”, chu dé dinh vi doanh nghiép thwong thay nhat la
“da dang hoa”. Cac cong ty thwong mudn duwge biét dén nhw la nha san xuat
da nganh vGi nhiéu san pham chat lvgng cao.

Nhung, da dang hoéa la cach xay dung hinh anh doanh nghiép kém hiéu
qud. Thuce chat, hai khai niém dinh vi va da dang héa hoan toan khong cé
diém chung.

Thyc t€ da chitng minh rang céac vi tri vitng chai trong dau ngudi mua
dugc tao nén tw cac thanh tyu chinh yéu, chit khong phdi tir cac dong sén
pham md& rong. Vi du nhw General Electric dugc biét dén la nha san xuat do
dién 16n nhat thé gigi, cht khong phai nha san xuat nhiéu loai mat hang
cong nghiép, van chuyén, héa hoc va thiét bi gia dung. Du rang hang nay
da tao ra hang ngan san pham céng nghiép va tiéu dung, nhwng hau hét cac
mdt hang thanh céng ctia ho déu nam & nhém doé dién. Con hau hét cac san
pham that bai déu khong phai do dién, ma may tinh la vi du dién hinh.

Con General Motors thi dugc ca thé gigi biét dén nhw 1a nha ché tao 0 td
16n nhat thé gigi, chit khong phdi la nha sdn xudt nhiéu mat hang cong
nghiép, van chuyén va gia dung.

IBM ciing c6 tiéng trén toan cau la nha san xuat may tinh 16n nhat, chi
khong phai nha san xuat nhiéu loai may méc van phong.

Cach da dang hoda san pham van c6 thé dem lai lgi nhuan cho doanh
nghiép. Nhung, ban nén can nhac ky lai Ian nita, néu dinh thit tao ra cho
ding bang cach nay.

Ngay ca thi treong co phiéu cling thuwong xuyén ha thap gia tri cta cac
lien danh nhu International Telephone & Telegraph (Tap doan Dién thoai
va bién bao Quoc té) va Gulf + Western (Vung Vinh + Phia Tay). Vi du
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dién hinh & day 1a Tap doan da nganh Kaiser®®, mot doanh nghiép nidm
gitt nhiéu cong ty khac. Gia thi trwong cua tap doan da nganh nay lai luén
thdp hon gia tri rong cua tirng thanh vién. Sau khi Kaiser dugc tach ra, cac
c6 dong nhan dugc 21 d6-la cho moi c6 phiéu dwgce dau tw vao ¢ mic 12
do-la.

Do6i khi cac cong ty cho rang ho dang tap trung no lyc dé truyén dat
thong tin that to6t, nhwng that ra ho khong hé lam thé. Khai niém dinh vi bi
md& qua rong dén mitc vo nghia.

Co6 cong ty nao dam ty xung la “nha phat trién va cung cdp hé thong
thong tin vé cong viéc, gido duc va ca gidi tri” chi?

Ban co tin d6 la Bell & Howell khong? Bung vay, do chinh la Tap doan
Bell & Howell.

Phurong phap Monsanto

Chwong trinh dinh vi doanh nghiép nén bat dau tir mot dinh nghia chinh
xac va ro rang vé cong ty. Nhung, ké hoach t6t hon céa la vugt qua dinh
nghia thong thwong vé dinh vi. N6 di doi v6i hanh dong, chit khong phai
chi 1a 101 ndi suong. Hodc, thinh thoang chinh 10i ndi cting la hanh dong.

Dé minh hoa rd hon, ching ta hdy cung thao luan vé ké hoach dinh vi
gan day cia Monsanto.

Muc tiéu: Pwa Monsanto trd@ thanh tdp doan dan dau va dai dién cho ca
nganh cong nghiép. (Khong xac dinh cu thé nganh. Tam thoi, ching ta c
gia dinh la nganh cong nghiép lién quan dén tap doan nay.)

Vay lam thé nao dé Monsanto tr@ thanh cong ty dan dau?

Chung t6i tin lich str da cho thdy cac cong ty chiém dwgc vi tri dan dau
nhg tré thanh nguwdi dau tién lam mot cai gi do, chit khong don gian la
tuyén bo quyén théng tri ctia minh.

IBM la hdng dau tién tién vao thi trrong may tinh. Xerox tién dau tién
vao thi trrong may photocopy gidy thwong. DuPont buwéc vao thi treong ni-
16ng dau tién. Vay Monsanto phai la cong ty dau tién lam gi day?
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Mot cong ty nhw Monsanto cé thé tao dung vi tri tri6c nhat trong ba linh
vue. Hay xem xét lan luwgt tirng kha nang sau:

1. Dan dau vé san pham: Monsanto nam & dau trong s6 san pham di
dau?

Két qua kha la an twogng, theo mot nghién citu gan day vé cac sinh vién
tot nghiép dai hoc c6 thu nhdp hang nam trén 15.000 do-la. Monsanto
khong phai la General Motors. Cling khong phai la American Motors.
Monsanto nam & dau do & gitta.

Dupont..... 81%

Monsanto..... 63%

Union Carbide .....57%

Allied Chemical...... 34%

American Cyanamid ......29%

Olin..... 25%

FMC...... 13%

(Hay dé y cong ty véi tén viét tat, FMC. N6 ding ¢ cudi bang danh sach.
biéu nay ciing khong c6 gi dang ngac nhién.)

Thyc ra, Monsanto, Dow va Union Carbide dwgc gop lai thanh nhém xép
th hai. S6 liéu vé chiing khong khac nhau nhiéu.

Ding thit hai sau ai? Di nhién la du Pont.

Du Pont chinh la mot IBM, Xerox hay Chivas Regal khac.

Cung v6i nhitng san pham thanh cong nhu Teflon, ni-I6ng va Dracon,
Dupont ngay cang khé lay do.

Nhu vay, mot cong ty binh thuwong sé kho c6 hy vong chiém duwgc vi tri
dan dau vé san pham bang cach doi dau vdi du Pont. Ngoai ra, con rat
nhiéu cong ty khac cling dang tién hanh chién dich nhan manh vao vi tri
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dan dau vé san pham cda ho, nhut Union Carbide, Olin, FMC va nhiéu hang
khac.

2. Dan dau vé kinh doanh: Gig ching ta hay xét dén kha nang th hai:
dan dau vé kinh doanh, ma ngay nay cu thé la bao vé hé thong tv do kinh
doanh.

Liéu Monsanto c6 thé la doanh nghiép dau tién 1én tiéng doi quyén tu do
kinh doanh?

Di nhién la khong dwoc roi. Vao nam 1976, Hoi dong Quang cdo hop tac
voi BO Thuong Mai va Bo Lao dong My da dwa ra mot chuong trinh co
quy mo lén nham gidi thich vé “Hé thong kinh t€ My va vai tro ctia ngwoi
dan”.

Day la mot chwong trinh tam c@, bdi ca hoa si vé truyén tranh Charles
Schulz néi tiéng cling hwéng ¢ng chwong trinh nay bang truyén tranh
Peanuts.

Bat dau bang chién dich Warner & Swasey tir cach day hon 40 nam,
nhiéu doanh nghiép hién ciing van ung ho hé thong nay.

Textron da cho chay mét chwong trinh truyén hinh nham mé ta “cach
doanh nghiép tw nhan kinh doanh & Textron”.

G. William Miller, Chu tich ctia Textron phat biéu truéc khi tré thanh B
trudng Ngan khd Hoa Ky, rang “Hién nay, khi ngay cang c6 nhiéu bao cao
vé hién twgng long tin danh cho cac co quan nha nwéc bi gidm sut, cac
doanh nghiép phai cé nghia vu gidi thich thém vé hinh thitc déng gbép cua
ho cho xa hoi.”

Allied Chemical ciing cho chay mot chwong trinh trén bao in véi cha dé
“Lgi nhuan cho tit cad moi nguoi”.

“Tiéng on bat nhao cta quang cao kinh té” — t& New York Times da cham
biém tinh trang 6 at ciia nhitng chwong trinh tng ho tw do kinh doanh nay.

Nguyén tac can ban cta dinh vi 1a né tranh nhitng khu virc ma moi nguwoi
déu dang no6i dén. Tuc la, cai mot nhat thoi. D€ phat trién, mdt cong ty can
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phai tdp trung tim nhitng ving dat md&i mé, chwa ai kham pha.
3. Dan dau nganh

Phuong phap cudi cung la dan dau nganh. Liéu Monsanto c6 thé cai
thién dugc vi tri cua no trong nganh cong nghé hoa hoc khong?

Khi Monsanto lan dau can nhac ké hoach kinh doanh ctia minh, c6 mot
diéu hét strc 16 rang la héa chat dang hitng chiu rat nhiéu chi trich.Thic an
hang ngay cua nguoi dan dugc cho la chita héa chat doc hai. Thong tin do6
tran lan trén bdo, tap chi, truyén thong va phat thanh.

Thong diép truyén di dong dac va rd rang: “Hda chat gay ung thw.”

Bau khong khi phi 1y chong lai chat héa hoc lan rong khap nuéc My.
bién hinh nhat 1a 1oi binh luan trén muc tin budi t6i cia dai NBC: “C6 mét
diéu ma hau nhv ai ciing phai cong nhan. Kha nang xuét hién nhitng tai hoa
nghiém trong lién quan dén cac chat héa hoc 16n hon nhiéu so céc tai hoa
lién quan dén hat nhan.”

Thé la van dé ngay cang tram trong. Theo 101 cia Yankelovich, Skelly &
White, mot cong ty nghién ctru danh gia co uy tin, “Nganh cong nghiép hoa
chat no6i 1én nhw 1a tha pham chinh gay ra cac van dé veé sitc khoe ctia con
nguoi.”

S that vé cac chat héa hoc trong cudc song

Monsanto da quyét dinh lén tiéng giai thich vé chit héa hoc. Ho cho
cong ching thady ro ca 1gi ich 1an m6i nguy cta no.

“Néu khong c6 cac chat hda hoc, chinh sy song ciing khong thé ton tai”
la cha dé chwong trinh tiép thi cia Monsanto. Mau quang cao dau tién
tuyén bo nhuv sau:

C6 nguoi cho rdng bat cur thir gi dinh ddng dén “héa hoc” ciing xdu,
con thit gi “tw nhién” déu tot. Nhung “tu nhién” chinh la hoa hoc.

Cdy coi tao ra oxy cho con ngudi hit thé thong qua mét qud trinh héa
hoc, dugc goi la quang hop. Khi ban thd, co thé tiép nhdn lugng oxy
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do théng qua phan trng hoa hoc voi mau.

Cudc séng la héa hoc. Cung véi chat héa hoc, cdc cong ty nhw
Monsanto dang co gdng cdi thién chat lirong cudc song.

Cdc chdt hoa hoc gitip ban séng lau hon. Bénh coi xuwong tirg rat pho
bién & tré nhé cho dén khi chdt héa hoc mang tén vitamin D dugc bo
sung vao stta va cdc logi thitc dn khdc.

Nhung khéng cé chdt héa hoc nao an toan tuyét doi moi liic, moi noi,
du ¢ trong phong thi nghiém hay ngoai ty nhién. Thach thitc thuc sy
la str dung chiing thé ndo cho diing, dé giup cudc séng ngdy cang giau
stfc séng hon nira.

Tai sao lai 1a Monsanto? Tai sao Monsanto lai 1én tiéng vé van dé quan
trong cta toan nganh?

Cau trd 10i quay lai véi chién lwgc dinh vi. D€ dugc cong nhan la cong ty
di dau trong nganh héa hoc, Monsanto da thyc hién diéu ma ngwoi dan dau
nganh nén lam.

Do 13, dai dién va lén tiéng cho toan nganh. Con néu Monsanto chd dogi
ké khac lam viéc nay trudc, n6 sé bé 16 mat co hdi c6 duoc vi tri ditng dau.

Monsanto gianh dugc long tin

Trong cudc song, viéc nam lay thdi co rat quan trong. Phan tich tinh hinh
chat héa hoc vao nam 1976 cho thdy xu hwéng cta dw luan da bat dau dao
chiéu. Trong twong lai, dv luan dan hwéng theo tng ho cac céng ty hda
chat, mac cho Monsanto c6 hanh dong hay khong.

Mot cach hét strc ti nhién, ké hoach quang cao “Sw that vé cac hoa chat
trong cudc song” cang thic day xu huéng nay. Thé 1a, Monsanto nhan dugc
su tin twong kha 16n tir du luan.

Dbiéu nay da trd thanh hién thyc. D luan da thyce sy dao chiéu. Theo mot
cudc khao sat, thai do tich cuc d6i véi cac san pham hoa hoc trong cong
ching tang tir 36% lén 42% trong chwa day hai nam, mot sy gia tang dang
ké. (Trong cung khoang thoi gian do, thai do tich cuwc doi véi nganh dau khi
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lai gidm ti* 37% xudng con 22%. D6 la két qua cua viéc gia tang két hop
vdi 10i gidi thich thiéu can ké tir nganh cong nghiép nay.)

Tham chi to New York Times ciing bat dau theo xu huwéng trén. Mt bai
xa luan vé duwong hoa hoc saccharin dugce dat twa, “Mot treong hgp vé chat
gay ung thuw c6 1gi”, bai bao binh luan, “van dé cia mot 1énh cam tuyét doi
la khong chtra lai chut khodng trong nao dé can bang gitta 1gi ich va tac
hai.”

Loi tan thudng sau cung danh cho vai tro ciia Monsanto xuat hién trén to
Business Week vao nam 1979 c6 tua dé, “Tra lai hinh anh cho héa chat”.

“Nganh cong nghiép héa chat tién vao dau trweong xay dwng hinh anh,”
t0 tap chi chia sé, “véi mii nhon tdn céng la Tap doan Monsanto vao nam
1977.” John W. Hanley, chu tich cong ty, nhan thiy chat hoa hoc da bi bién
thanh t0i d6, nén da quyét dinh phai lam diéu gi d6. Trong nam do, cong ty
nay da chi 4,5 triéu d6-la dé xay dung hinh anh cho minh. Tw do, thu vé so
tién bang hodc nhiéu hon chi phi nay moi nam.

Business Week cling ghi nhan vai tro di dau ctia Monsanto. “Theo sy dan
dat cia Monsanto,” tap chi tiép tuc, “Tap doan Dupont da chi 4 triéu do-la
cho chién dich quang cdo hinh anh ctia minh.”

Trong linh vic dinh vi cong ty, cdm nhan vé vi tri dan dau la yéu t6 co
thé gitp ban hai ra tién. Du ban la mot doanh nghiép hoéa chét, ngdn hang
hay nha san xuét 6 t6 di nita, mién la khach hang c6 an twgng tich curc, ban
sé lu6n lam t6t hon doi thu ctia minh.
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Dinh vi mot quodc gia: Bi

Nho vao sy xudt hién ctia vé may bay gid ré, thé giéi mdi nhanh chéng day
ap nhitng ngudi di du lich.

Ngay xua, du lich nwdc ngoai chi danh cho 16p ngudi 16n tubi giau co.
Ngay nay, moi thit da khac. Thoi trude, phi hanh doan trong that tré trung,
con hanh khach thi gia ca. Gio day, hanh khach lai tré ra, con phi hanh doan
lai ditng tudi hon.

Van dé cta Sabena

Trong s6 16 hang van chuyén hanh khach quoc té€ Bac Pai Tay Duong,
c6 mot hang mang tén Sabena Belgium World Airlines (Hang Hang khong
Quoc t€ Bi, Sabena). Moi hang déu canh tranh thiéu binh dang v&i nhau. Vi
nhw, TWA va Pan Am c6 thoi s@ hitu mot danh sach dai cac thanh pho ctra
ngd vao ca My 1an chau Au.

Vai nam trwéc, Sabena chi c6 dwgc mot noi duy nhat mang lai cho ho
hanh khach, d6 la New York. Do d6, néu ban khong dinh dén thanh phd
Brussels (Bi), thi ban da di nham hang bay r6i day. Vi chi trir phi c6 mot vu
khong tac, con khong thi moi chuyén bay cua Sabena déu ha canh & Bi.

Sabena da chiém duwgc thi phan khong 16 cua lwgng khach dén Bi. Nhung
doanh thu cua ho lai thap, vi khéng cé nhiéu nguoi can bay dén thanh pho
nho bé nay.

Dudi day la ty 1é khach Bac Pai Tay Duong bay dén 16 thanh phd hang
dau trong nhitng nam gan day:

Vwong Quoc Anh.....29%

buc....15%

Phép....10%

Y...9%
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Ha Lan....6%

Tay Ban Nha....5%
Ireland..... 5%

B0 Pao Nha...... 4%
Thuy bién..... 3%
Iceland .....3%

Hy Lap..... 2%
Bi..... 2%
Na Uy..... 1%

Thuy bién..... 1%

Trén chiéc thang xép hang cac quoc gia ton tai trong dau du khach, thi Bi
nam & nhitng bac thang cudi cung.

Nhin vao nhitng con s nay, ching ta rat dé doan ra sai lam tiép thi cta
Sabena. Sabena da &p dung mot chién lwgc ¢6 dién cua nganh hang khong:
Ban thirc an va dich vu.

“T6i c6 phai la nguwai biét hwdng thu dé bay cung Sabena?” mau quang
cao réu rao. Nhung dau hang nay c6 phuc vu tat ca cac mén hao hang nhat
trén thé gidi, thi n6 cling khong da dé thoi thiic hanh khach chon hang bay
dén noi ma ho khéng muon.

DPinh vi dat nwdc, chit khong phai hang bay

Chién lwgc hiéu qua nhat ctia Sabena di nhién khong phai la dinh vi hang
hang khéng, ma nén la dinh vi dit nwéc. Hay néi cach khac, ho nén hoc
theo cach ma KLM da lam vGi Amsterdam.

Sabena phai bién Bi thanh noi ma khach hang mudn dén, chit khéng chi
la tram chuyén ti€p dén cac noi khac. Hon nita, ban cling can nhé rang du
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ban ban nuwéc cola, 1a mot céng ty hay cd mot quoc gia, thi khong ton tai
trong tam tri khach hang tirc 1a pha san.

Hau hét ngudi My khong biét gi vé Bi. Ho nghi Waterloo 1a ngoai 6 cia
Paris (tht1 do6 ctia Phap) va san pham dac sac nhat cta Bi la banh qué. Nhiéu
nguoi tham chi con khong biét dat nwdc nay & dau nita.

“Néu hom nay 1a ngdy thit Ba, day &t hin 1a nuwéc Bi#2),” chi c6 thé.

Nhung, ban 1am thé nao dé dinh vi duwoc quéc gia day? A, hau hét cac
thanh pho noi tiéng nhat thé gidi déu dé lai hinh anh sdu dam trong tam tri
moi nguoi.

Nhac dén Anh quéc, nguoi ta thwong nghi dén khung canh 16ng lay,
dong ho Big Ben va thap London.

Nhéc dén Y, nguoi ta nghi vé P4u truong La M3, Nha thd Thanh Peter
va cac tac pham nghé thuat.

Vé Amsterdam, han la khong thé thiéu hoa tulip, danh hoa Rembrandt va
nhitng con kénh xinh dep.

Con Phap thi c6 am thuce, thap Eiffel, bién Riviera ruc ro.

Chung hién lén hét nhw nhitng tdm bwu thiép trong tri nhé ctia ban. Hay,
cac thanh pho chang han. Néu New York hién 1én vGi cac toa nha cao choc
troi, thi San Francisco c6 cap treo va Cau Cong Vang. Con Cleverland lai
xam Xit va nhuom mau khoi thai cong nghiép.

London, Paris va Rome di nhién ditng trén cac bac dau tién trong nac
thang dia diém néi tiéng danh cho du khach lan dau dén chau Au. Con
Sabena thi hau nhw khéng c6 co héi gianh dwgce nhitng du khach nay.

Nhwng, & My hién van con mang thi treong rat 16n vé cac du khach day
dan kinh nghiém mu6n tim dén cac bac thang dia diém tiép theo nita. Nhw
Hy Lap vdi nhitng tan tich hay Thuy Dién véi nhitng khung canh ndi non
huing vi.

Nuwdc Bi twoi dep
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Bi la mot dat nwdc rat twoi dep vdi nhiéu diém du lich hap dan du khach
nhiéu kinh nghiém tir khdp chau Au. Nhw c4c thanh phé thd vi, nhitng cung
dién c6 xua, cac bdo tang va khu trién 1am nghé thuat ky thu.

Nhung la thay, ngwoi Bi lai khong danh gia cao thanh ph6é ctia minh nhw
la mot diém dén hap dan. Quan diém do c6 1€ dwoc thé hién rdo nhat qua tam
bién treo & san bay Brussels véi ndi dung, “Chao mirng cac ban téi Bi.
Thoi tiét: On hoa, nhung trdi mua sudt 220 ngay/nim.”

Két qua 1a, hang Sabena da dung chién lwgc thu hat khach bang cach
quang ba them cac khu vuc trung tam caa Bi di kem véi sy thuan tién khi
di chuyén tir day tdi nhitng noi khac, nhw London, Paris va Rome. (Néu
muon dén tham New York, hday bay dén Philadelphia vi né & khé gan.)

Hau nhw khong ai may may nghi dén viéc thyc sy bién Bi thanh diém
dén ly twdng cua du khach. Mot chuyén tan bé ngan qua khu ph6 bu6n ban
sam uat cua Brussel sé cho ban thay hét diéu d6. Nhw khi buéc vao Quang
treong Lén (Grand Place) v6i mat tién dat 1a vang, dugc xem la quang
treong 10ng 1ay nhat chau Au, ban sé thdy ring toan bd khu ndy da bi bién
thanh bai giit xe. (Xe hai cudi cung ciing bi cdm vao Quang trudng.)

Qua day ta c6 duwgc mot bai hoc rat quan trong rang: Suy nghi ctia ngwoi
ban dia rat khac véi du khach ghé tham.

Nhiéu nguoi New York khéng nhan ra thanh pho nay la diém du lich
tuyét voi. Ho chi nh@ vai cudc biéu tinh nhé ma quén mat twgng Nt than
Tuw do. Nhung, New York van thu hit 16 triéu lwgt khach moi nam. Ho dén
chi dé ngam nhin nhitng toa nha “to xac” & day.

Céac thanh pho “3 sa0”(48)

Du “céanh dep” luon dé lai nhitng an twgng kho phai, nhung chi thé thi
van chwa da dé vé nén birc tranh quang ba du lich. Bé dinh vi mot dat nuwdc
nhwr 1a diém dén ly twdng, ban can thém vai yéu t6 hap dan nita dé gitt chan
du khach ¢ lai it nhat mot vai ngay.
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Khong ai nhin nhan céng quéc Monaco nhv mét diém tham quan, vi
diém hap dan nhét cta n6, Monte Carlo®?, chi lung linh vao buéi t6i. (Con
diém thu hit thi¢ hai cia Monaco chinh 1a Céng nwong Grace®?, thi du
khach lai khong thé chiém nguwong.)

Dién tich dong vai tro rat quan trong ¢ day. Cac thanh phé 1én thwong c6
rat nhiéu diém dang tham quan. Cac thanh phé nhé hon gap bat lgi & diém
nay. (Néu Grand Canyon chay hét dat Bi, ban sé khong con nhiéu dat trong
dé ngam dau.)

Loi giai cho van dé dién tich ndam & nhitng hwdng dan noi tiéng trong
Cdm nang Michelin (Michelin Guides). Michelin chuyén xép hang cac
thanh pho va nha hang.

An ban Benelux liét ké 6 thanh phé “3 sao” dang dén trong mot chuyén
di dac biét. Trong do, Bi s& hitu gan hét v6i 5 thanh phé gom: Bruges,
Ghent, Antwerp, Brussels va Tournai.

biéu dang ngac nhién la, thyc t€, nhitng noi hap dan nhiéu du khach &
phia Bac, nhw Ha Lan, lai chi c6 duy nhat mot thanh pho “3 sao” la
Amsterdam.

Sv that ndy da din dén doan quang cdo néi tiéng sau ndy, “O dat Bi xinh
dep, chung t6i c6 dén 5 Amsterdam”, kém theo 5 bitc hoa tuyét dep cta 5
thanh pho “3 sao” nay.

Poan quang cdo trén da tao ra lwgng 16n yéu cau tim hiéu thong tin vé
dat nwdc nay, noi ma cac du khach tirng chi ngdm nhin qua ctra so6 xe Itra
khi ho di t* Amsterdam dén Paris. Trong s6 nhitng yéu cau nay c6 mot yéu
cau gui t BO trwdng B6 Du Lich Ha Lan cho ngwoi dong cdp cia minh &
Bi. (Khoi can noi thém, ban cling doan ra la quy 6ng Ha Lan nay da gian di
doi chdm dit quang cdo nay cung vGi nhitng nguwdi tao ra no ra sao.)

Nhw vay, chién luwge “thanh pho 3 sao” c6 ba diéu quan trong.

Pau tién, Bi can két nbi véi mot diém tham quan da c6 san trong dau
khach hang, nhw Amsterdam. Trong moi tinh huong dinh vi, néu c6 thé bat
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dau tir mot cho ditng vitng chéi c6 san, ban sé dan dau trong hanh trinh tao
nén vi thé riéng cho minh.

Thit 2, Cadm nang Michelin cta Tap doan Michelin da c6 duwgc cho ditng
trong dau du khach. Vi thé, khai niém mdi nay tao dwgc do tin cay rat 16n.

Cudi cung, bang xép hang “5 thanh pho dang ghé tham” da gidap Bi trd
thanh diém du lich thyc thyu. Sau nay, khéai niém “cac thanh pho 3 sao twoi
dep ctia Bi” dugc duwa 1én truyén hinh va nhan dwoc rat nhiéu phan hoi tich
cuc.

Nhung, viéc st dung cac kénh truyén hinh cling tiém an nhiéu nguy co.
DPay la hién twgng thwong thay khi tam nhin ctia ban kha giong véi nhitng
tam nhin khéc, va da bi doi tha canh tranh tan dung.

Vi dy, mau quang cao cac ddo quanh vung bién Ca-ri-bé chang han. Ban
c6 thé tach biét nhitng cay co va bai bién trong tam tri minh khong? Ban cé
twong tuwgng ra tdim bwu thi€p nao giong thé khi ai d6 nhac dén nhitng cai
tén nhw “Nassau”, “Virgin Islands” hay “Barbados” khong? Néu khong c6
gi khac biét noi bat, tdm tri sé chi don gian la dat tit ca nhitng hinh anh nay
vao mot cho vai tén goi “Cac dao ¢ vung bién Ca-ri-bé” va khéng ban tam
gl nita.

Diéu twong tuw ciing c6 thé dién ra v4i nhitng ng6i lang doc ddo & chau
Au. Hay nu cudi ctia cac cv dan dang vy mdi ban cdc bia. Nhu vay, mot
chiéc c6i xay gi6 van c6 gia tri hon ca hang ngan bitc anh dwong pho, cho
du ching c6 dugc tinh chinh khéo 1éo thé nao di nita.

Chuyén gi da xay ra?

Bay gio c6 thé ban dang tu hoi tai sao ban khéng doc thidy nhiéu thong
tin vé Bi va cac thanh pho “3 sao” ctia n6?

Rét nhiéu chuyén da xay ra khién chién dich quang cdo nay khong bao
gi0 c6 dugc thanh qua tron ven. Ching chita ding nhiéu bai hoc can thiét
cho ai muon bat dau ké hoach dinh vi.
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DPau tién, b6 may nhan sy ¢ hang Sabena thay do6i ngay khi ké hoach
quang cdao trén truyén hinh dwgc trién khai. Dan lanh dao méi khong may
man ma vGi ké hoach nay. Cho nén khi cac tru s@ chinh & Brussels muon
dung lai chién lwoc bién Bi thanh “ctta ngd chau Au”, ho thuan theo ngay
tirc khac.

Bai hoc & day la ké hoach dinh vi luén doi hoi doi ngti quan ly phai tan
tam lau dai, cho du nguwoi dé ding dau tap doan, nha thd hay hang hang
khong di nita. Gianh dwgc vi tri trong tam tri du khach gidéng nhw tién hanh
chién tranh. Moi ngudi déu trong quan ngi. T trén xuéng duwdi déu phai
nhat tri v6i muc tiéu dwoc dwa ra.

Con mot van dé nita chinh 1a S& Du lich Bi. Vi ly do chinh tri, ho khong
bao gi¢ hiéu dwoc tai sao nhitng thanh pho khac lai khong dwoc dwa vao ké
hoach, dau cho ching khong thudc dién “3 sao” di nita.

Trong xa hoi bi qua tai bdi truyén thong hién nay, hy vong duy nhat nam
& nhitng y twdng don gidn. B6 sung vao danh sach tén cta nhitng thanh pho
khac chi gay thém nham lan va lam van dé phitc tap hon ma thoi.

Nhu vay, bai hoc rut ra 1a, dé dinh vi, ban can don gidn héa thong tin
truyén dat. Ping co6 thay déi diéu nay vi khong c6 cach nao khac nita. Suw
phtc tap la ké thu. Con sy don gian chinh la Chén thanh cta ban.
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Dinh vi mot sdn pham: Milk Duds

Thuwong hidu nay mang tén Milk Duds, mot san phdm ctia cong ty thuc
pham Beatrice Foods. N6 la vién keo dugc dung trong chiéc hop bé xiu
mau nau va hoi vang. Bay gio, ai cling biét Milk Duds la loai keo “phim
anh”, nhung Beatrice Foods van mu6n md rong ban san pham nay dén cac
doi twgng nho tudi hon.

Budc dau tién
Buwéc dau tién cua bat ky ké hoach dinh vi nao la soi vao tam tuw cta
khach hang.

Vay ai sé la khach hang ctia Milk Duds? Khong phai la cac bé chwa nhan
thitc duge. Nghién citu thi treong da cho thdy mau khach hang tiém nang
nhat cia Milk Duds phai la nhitng nguwdi biét thwdng thirc keo. Ho thwong
xuyén ghé qua ctra hang keo.

Cho nén, d6 tudi trung binh cia khach hang tiém nang ctia Milk Duds la
10 tudi. P la nhitng khach hang lanh 1gi, can trong, da nghi va chu y rat ky
dén nhitng gia tri minh nhan dugc.

Tim ra nhitng diéu hét sitc hién nhién la mau chot cta hau hét moi ké
hoach dinh vi. Nhung ching lai rdt dé bi bé qua néu ban qua dé tam vao
san pham chinh. (Giéng nhw “bitc thw bi danh cap” cia Edgar Allan Poe,
nhitng thit hién nhién lai khé nhan biét. Vi ching qua rd rang dén mic
khong ai nghi dén.)

Vay thi¢ gi hién Ién trong dau khach hang khi chua dé keo dugc ban t6i?
Khoéng phai 1a Milk Duds, cho du mot diva tré 10 tudi c6 thé mo hé nghi
dén thwong hiéu nay.

Vi hau hét moi tré 10 tudi, hinh dnh nhitng thanh keo ludn hién ra khi
ching c6 cam giac them keo. B6 la cac thanh keo cua nhan Hershey,
Nestlé, Mound, Almonds Joy, Rees, Snicker, Milky Way. Va di nhién, dé cé
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duwgce vi tri nay trong dau bon tré, cac hang da phai chi ra hang triéu do-la
quang cao.

Tai dinh vi cudc canh tranh

Trai vGi viéc chi bon tién cho quang cdo nhw cac doi tha, Milk Duds chi
dau tw mot khoan rat nhé. Do dé, ho sé khong c6 hy vong tao dung dugc
hinh dnh cho minh. Nén cdch duy nhat dé dwa Milk Duds vao dau nhitng
khach hang nho tudi la xoay chuyén cho ding cta keo thanh.

Noi cach khéc, thay vi chi hang triéu do-la ra dé canh tranh, Milk Duds
nén bién thuwong hiéu cia minh thanh san pham tot hon thay thé keo thanh.
(Con néu chi dat thém tén cho loai keo méi, ho sé khong gat hai duoc gi.)

May thay, cudc chién chong lai keo thanh cho thdy mot nhugc diém rat
rdo ma Milk Duds c6 thé tdn dung. Biém nay “l16” dén mc “nhin la thay
ngay” khi quan sat kich thudc, hinh dang va gia cua thanh keo Hershey.

Tré khong thé thuwdng thitc dugce keo thanh lau. Trung binh, ching c6 thé
ngon hét cay keo Hershey gia 30 xu trong khodng 2 dén 3 giay.

Con biat man am tham nhuwng manh mé ludn hién hitu & khach an keo
My. R6i khi thanh keo tan dan, sy khé chiu nay cang tang.

“Tién an qua kho khan 1am chau méi cé duwgce nhoang cai da hét.”

“Chéu phai an nhanh hon. Néu khong, né sé chay mat.”

“Bay gio ban phai mut cay keo le hét strc.”

Qua 1a mo6t cudc chién kho khan gitta cai bung vai thanh keo s6-co-la
meém.

Con Milk Duds thi khac han. Ching xudt hién trong bao hop thay vi bao
gidy. Chung cho phép mo6i dita tré thuwdng thitc cham chdm 15 vién keo
caramel phu so-co-la rieng biét.

So v6i keo thanh, hop keo Milk Duds dung dugce 1au hon han. (Néu thtr
tong hét cd hop keo vao miéng, hai ham ctia ban sé dinh chat vao nhau cho
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ma xem.) B¢ cling chinh la 1y do khién sdn pham nay tré nén cuc ky noi
tiéng trén phim anh.

Vay, vi tri méi caa Milk Duds la gi?

San pham thay thé dung lau

Dbung vay, n6 la san pham dung lau hon thay thé cho keo thanh dai.

Tuy ban thiy cau tra 10i nay c6 vé qua hién nhién, nhung nha quang cao
cta Milk Duds trudc day lai khong dé dang nhin ra né nhu thé. Trén cac
mau quang cdo cua Milk Duds cach day khoang 15 nam, y twdng “dung
lau” chwa bao gid dwgc nhac dén.

Ching ta hay cung dao qua nhitng mau quang cdo 30 gidy trén truyén
hinh dé thdy duwgc cach ma y twéng nay dugc thém vao vi 1gi ich cta cac
khach hang 10 tudi nhu thé nao.

1. Ngay xtra ngay xuwa cO mot cau bé co cai miéng cyc to... (mot cau bé
ding canh mot cai miéng khong 16.)

2. ... cai miéng rat khoai an keo thanh. (Cau bé thay hét thanh keo nay
dén thanh keo khac vao cai miéng dé.)

3. ... nhung cling khong duwgc 1au. (Cau bé hét sach keo. Cai miéng t6 ra
buon ba.)

4. ... Sau do cau phat hién ra ra keo so-co-la caramel Milk Duds. (Cau
bé gio hop keo Milk Duds 1én. Cai miéng bat dau liém moi lién tuc.)

5. Cai miéng thich Milk Duds vi né an dwoc rat lau. (Cau bé lan ting
vién Milk Duds vao cai miéng.)

6. (Sau do, cau bé cung cai miéng hat bai nhac dem quang cao.) Khi
thanh keo chi con la ky niém, thi ta van dang thwdng thitc keo Milk
Duds.

7. Hay tang miéng minh vai vien Milk Duds nao! (Ca cau bé cung cai
miéng cung nd nu cUwoi rang ro.)
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Mau qudng cdo nay cé6 hiéu qua khéng?

N6 khong chi ddo ngugce chiéu di xudng ctia doanh thu, ma trong nhiéu
thang k€ tiép, doanh thu Milk Duds cta Beatrice Foods con dat mitc ky luc
trong lich st xudt hién trén thi trudng ctia minh.

Néu c6 mot bai hoc dwoc it ra tir treong hop ctia Milk Duds, thi d6 van
la: Loi gidi cho bai toan dinh vi thwong nam trong tam tri khach hang, chi
khong nam & san pham.
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Dinh vi mot dich vu: Mailgram

Binh vi mot san pham (nhuw “Milk Duds”) khac vGi dinh vi mot dich vu
(nhw Mailgram ctia Western Union) nhu thé nao?

That ra ca hai kha giong nhau, dac biét vé mat chién lwgc. Con lai moi
diém khac biét déu nam & khau ky thuat.

Hinh anh hay 16i no6i?

Trong quang cao san pham, yéu t6 chinh thwong la hinh anh, lién quan
dén thi gidc. Con dobi v6i quang cao dich vy, yéu té cht dao thuwong nam &
ngon ttr, lién quan dén 16i ndi. (Vi thé, néu ban thdy mot mau quang cao cé
trrng hinh chiéc xe hoi that to, ban c6 thé doan dé la mét quang céo tiép thi
xe, chi khong phai dich vu cho thué xe.)

V@i cac san pham giong nhw Milk Duds, truyén hinh la phuwong tién
truyén thong chu yéu, thién vé hinh anh.

Con v6i cac dich vu nhw Mailgram, phat thanh la phuwong tién truyén
thong chinh, thién vé am thanh.

Tat nhién la quy tac trén van c6 nhiéu ngoai 1é. Néu moi nguoi da biét
san pham dé trong ra sao ro6i, thi viéc dung bao chi, truyén hinh hay nhitng
phuong tién hinh anh khac lai khong c6 gi khac biét.

Nguoc lai, néu dich vu biét cach khai thac mot biéu twgng hinh dnh (nhw
O. J. Simpson cua Hertz chang han), thi phwong tién hinh anh lai thwong rat
hiéu qua.

Bat ngo thay, dau c6 ngoai 1€ di chang nira, thi nguwoi ta van thwong dan
do khi st dung cac phuwong tién hinh anh va am thanh phé bién nay. Sau khi
thit nghiém cd bon kénh bao chi, tap chi, phat thanh va truyén hinh, thi
kénh truyén thong hiéu qua nhat déi véi Mailgram van la phat thanh. Tuy
nhién, diém mau chét caa cdu chuyén Mailgram khong nam & phuong tién
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truyén thong ma & chién lwgc. Nhung, tredc khi ban vé chién lwge nay,
ching ta can nhin qua hoat dong ctia hé thong Mailgram.

Thu dién t

Pugc hop tac phat trién véi Dich vu Buru dién Hoa Ky va duge xay dung
dva trén co sd tht nghiém gidi han vao nam 1970, mailgram la loai hinh
thw dién ti¥ dau tién ¢ My.

Pé gtri di mot birc Mailgram, ban goi dén hang Western Union, tir day
tin nhan cta ban sé duwgc truyén theo duong dién t tdi buu cuc gan noi @
ctia ngwoi nhan. Bitc Mailgram sé dwgc chuyén t6i ngay trong ngay lam
viéc ke tiép.

bé lam ro thém hé thong nay da dat tdi tién bo ky thuat nhw thé nao,
ching ta hdy tim hiéu thém vé mdt bitrc Mailgram dién hinh gwi tt* New
York dén Bo Tay.

1. Khach hang & New York goi dién dén Western Union.

2. Nhén vién tong dai 24/24 ctia Western Union sé nhan 16i nhan tw
khach hang, r6i nhap vao thiét bi hién thi hinh anh dwgc dién toan hda.

3. Sau khi khéach hang xac minh 10i nhan va dia diém, nhan vién tong dai
nhan nit t¢ dong chuyén 16i nhan dén mdy chu & thanh pho
Middletown, bang Virginia.

4. Mdy tinh sé x@ ly thong tin r6i chuyén tiép né dén tram mat dat &
Glenwood, New Jersey.

5. Tt day, 16i nhan duwgc dwa vao khong gian cach mat dat 22.300 dam
(khoang 36.000 km) td&i vé tinh Westar nam trong quy dao dong bo
gan xich dao.

6. Ttr vé tinh Westar, tin nhan lai dwgc chuyén dén tram mat dat & thanh
pho Steele Valley, bang California.
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7. Tai tram mat dat nay, tin nhan dwgc truyén di bang dwdng truyén mat
dat (hoac buéc song ngéan) t¢ brru cuc gan noi ¢ ctia nguwdi nhan nhat.
O day, n6 dwoc in ra bing mdy dién bao danh chif téc dd cao.

8. Sau do, 10i nhan dwgc bo vao bao thw ddc biét c6 hai mau xanh va
trang, roi dugc nhan vién giao thw thong thwong chuyén téi nguoi
nhan & California.

Ngoai dich vu giti Mailgram bang dién thoai, khach hang ciing c6 thé gi
chiing bing Telex (dién tin), TWX®L), bing tir, may tinh, may fax hay may
chit truyén thong.

Tai sao chuing t6i phdi viét qua dai dong vé van dé chuyén mén nhw thé
nay? Tai sao ching ta phai di sdu vao chi tiét phitc tap ctia hé thong
Mailgram dén vay?

Vi c6 mot diém cam lwu y ¢ day. Hau hét cac ké hoach quéng cdo déu
khong di sau vao chi tiét cta san pham va dich vu dugc ban ra. Nhung dich
vu cang tha vi va phttc tap, thi nguoi ta cang c6é xu huéng cha y vao chi
tiét. Cac nha quang cao chiu trach nhiém ra mat san pham déu bi cuén vao
dich vu dén quén ca khach hang. Trén thuc té, phwong thitc quang céao
truyén thong da gigi thiéu Mailgram la “mot dich vu truyén thong dién tw
mé&i mé, dugc may tinh héa, ty dong hoa” hay dai loai nhw thé. (Riéng vdi
mang lap trinh may tinh, Western Union da phai chi tGi hang triéu do-la. Bo
la chwa ké t6éi nhitng khoan chi khong 16 cho cac tram mat dat, vé tinh,
V.V...)

Hé thong dién tin gia thap

Du ban tiéu ton bao nhiéu tién cua, hay dich vu c6 c6ng nghé hay ho thé
nao di nita, thi dé tham nhdp duwgc dau khach hang, ban van phai bam vao
nhitng thit ¢6 san trong d6. Khong c6 cach nao thang dwoc quy luat nay.

Vay c6 gi thé trong tam tri khach hang thé? Di nhién la Telegram.

Khi cai tén “Western Union” duwgc xwdng lén, thi bat cit mot nguwdi binh
thwong nao cling déu hinh dung ra mau tin mau vang noi tiéng. Cum tw
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“ghi lai” (“gram®2”) trong cai tén “Mailgram” cang t6 dam kiéu tw duy
nay.

Vay thi “gram” méi va “gram” cii khac nhau thé nao?

A, diém khac biét nim & gia ca. Ca hai déu c6 cung dinh dang dién tin.
Nhung nhitng tin dién tin mau vang cua Telegram c6 gia cao gap ba lan tin
bao hai mau xanh trang ctia Mailgram.

Vi thé khic nhac dinh vi ban dau dwgc thiét ké cho Mailgram rat don
gian: “Hiéu qua cua Mailgram & mic gia thap.”

Lic nay, c6 ngudi sé noi, “Khoan da. Tai sao lai dinh vi Mailgram chong
lai Telegram, cung la dich vu cia Western Union ca ma? Thé chang phai ty
danh mat lgi nhuan cua minh sao?”

“Hon nita, mang kinh doanh Telegram dang di xudng. Tai sao lai so sanh
mot dich vu m@&i mé, hién dai nhv Mailgram véi loai cti k§ da qua thoi
hoang kim nhuwr thé? Telegram van dong vai tro rat quan trong, du 1gi nhuan
cua n6 khong con tang nita.”

Lap luan trén hoan toan ding dan. Nhung, nhw ching ta da thay rat
thwong xuyén, 1ap luan khong phai la chién lwgc hoan hao nhat dé doi pho
v6i tam tri con nguwdi. Du 1ap luan cé vitng chac thé nao di nira, thi ta van
can can nhac lai cac quan niém. Pac biét l1a khi ton tai m6t chién lwge dinh
vi dang ban khac.

Thu cap toc

Thuye ra, tw cdi tén trén da dwa ra phwong phap dinh vi thit hai r6i. Chiing
ta c6 thé gan Mailgram vao nganh buu dién Hoa Ky.

Sau dé, néu Western Union cling mudn Mailgram chiém lu6n mang kinh
doanh ctia mét dich vu khac, so liéu sé chi ra Mailgram tot hon nén dugc
dinh vi chéng lai hinh thitc chuyén thw thong thuong.

Nam ngodi, 58 ty bitc thu hang nhat duwgc tha vao 69 triéu hom thw trén
toan nwdc My. Tirc 1a, moi ho gia dinh dung t6i 840 bitc thw hang nhat moi
nam.
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Telegram chi chiém mdt phan rat nhé trong tong lwgng thu trén.

Do d6, khic nhac hiéu thit hai duwgc dwa ra: “Mailgram: Dich vu toc do
cao danh cho nhitng thong diép quan trong.”

Cach nao tot hon? Bat chap moi phu nhan, ly thuyét dinh vi da két luan
rang “Telegraph gia ré” sé la chiém dwgc tot hon “Thu cap toc”. Nhung
tiém nang ctia Mailgram qua 16n doi véi Western Union dén mitc ho khéng
thé chi dva vao phan doan dé ra quyét dinh. Vi thé, ca hai chién dich quang
cao déu duwgc dwa vao thir nghiém trén thi treong, kém theo dir liéu may
tinh dé do két qua.

Gia thap hay toc do cao?

Cudc thtt nghiém c6 quy mo6 rat 16n. Tham chi ca nhitng thi trudng nho
nhuw Peoria cling bi loai ra. Sau thanh phé dwgc dwa vao thit nghiém
Mailgram gom Boston, Chicago, Houston, Los Angeles, Philadelphia va
San Francisco. Tat ca déu la nhitng trung tdm truyén thong trong yéu tam
0.

Vay ai thang? Thuc ra ca hai chién dich déu dat hiéu qua. Duéi day la dir
liéu cho thady doanh s0 ctia Mailgram tang lén trong chién dich kéo dai 13
tuan & cac thanh pho thir nghiém.

Cdc thanh pho sir dung thu cdap toc tang 73%

Cdc thanh phé dung Telegram gid ré tdng tdng 100%

Chi can nhitng con s6 nay thoi ciling da da dé chitng minh sy vugt troi
cta “Telegram gia ré”. Nhung mitc do nhan biét vé san pham & cac thanh
pho nay mdi thye sy la yéu t6 quyét dinh. N6 duwgce ghi nhan ca trude lan
sau khi chién dich két thuc.

Dud6i day la thong ké s6 nguwdi cé thé mo ta ding vé Mailgram trueée khi
chién dich quang céo trén bao chi va truyén hinh dwgc thyc hién:

Cdc thanh pho st dung thw cap téc: 27%

Cdc thanh pho dung Telegram gid ré: 23%
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Vé mat so liéu, khong cé s khac biét qua 1én. Tat ca cac thanh pho déu
c6 so liéu gan bang nhau. Hay noi cach khac, khodng mot phan tw thi
treong da biét dén Mailgram.

Tuy nhién, sau khi chay cac mau quang céo, gitta hai nhém thanh pho bat
dau c6 su khac biét rat 16n. Dwdi day la mirc do nhan biét vé Mailgram sau
13 tuan chay quéang céo:

Cdc thanh phé dung thw cdp toc: 25%

Cdc thanh pho dung Telegram gid ré: 47%

That kho tin 1a mitc nhan biét & thanh phé st dung thw cap toc lai giam
di. Tt 27% xuéng con 25% (Thuc ra, vé mat thong ké, ching cling khong
qua chénh léch.) Vay thi doanh s6 tang 1én & cac thanh pho st dung thuw cap
toc dén ti dau? Di nhién la tir nhitng ai da biét vé Mailgram, va quang cao
da ggi y ho dung lai dich vu nay.

Con & cac thanh phé dung quang cdo Telegram gia ré, cau chuyén lai
dién ra hoan toan khac. Mitc nhan biét vé Mailgram tang gap doi. Tt 23%
vot 1én 47%. Day khong chi la mét ci nhay 16n, ma s6 liéu con chitng minh
rang mitc doanh thu Mailgram tang & cac thanh pho nay sé con tiép tuc
trong thoi gian dai.

Ngoai ra, ta c6 thém mot ghi chu riéng vé Mailgram. Trong khi
Mailgram dang dwgc th nghiém trén thi truong, thi Western Union cling
ghi chép lai doanh s6 ctia Telegram & cac thanh pho da chon truéc, sau va
trong sudt qua trinh thir nghiém. Ho nhan ra rang doanh s6 van kha 6n dinh.
Vi thé, gio day cong ty nay cho rang viéc quang cdo Mailgram nhu la
Telegram gia ré co ich hon la gay hai dén doanh thu ctia chinh Telegram.

Vay chuyén gi da xdy dén véi Mailgram sau khi chién lvgce quang céo da
dugc chon xong? Thanh cong ryc rd. Mailgram tr@ thanh mot trong nhitng
dich vu dem lai nhiéu lgi nhuan nhat cho Western Union.

Doanh thu hang nam déu tang cuc cao. Chi trong 8 nam, ttr 3 triéu do-la
doanh thu da 1én t6i 80 triéu d6-la moi nam.
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Nhung c6 mot diéu khong bao gid thay doi. D6 la khai niém dinh vi dang
sau dich vu nay. Moi quang cdo ctia Mailgram trén bdo, truyén hinh, phat
thanh déu xoay quanh mdt khai niém chu chét: “Hiéu qua cta Telegram vdi
mitc chi phi cyc thap.”
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Dinh vi mot ngan hang: Long Island

Gi6ng nhu Western Union, ngan hang cung cap dich vu chit khong ban séan
pham. Nhung khac véi Mailgram la dich vu quéc gia, ngan hang chi cung
cap dich vu trong khu vure. Theo luat, ngan hang thwong bi giéi han & mot
tiéu bang, m6t quan hay tham chi 1a mé6t thanh pho.

Thyec té, dinh vi ngan hang kha giéng vGi dinh vi m6t cita hang tap héa,
tiém ban ng dung dién thoai, hay bat ct co s& ban 1é nao. Dé dinh vi thanh
cong mot ctra hang ban 1é, ban phai biét rd khu virc ctia minh.

Hoat dong cua Ngan hang Long Island

Dbé biét dugc Cong ty Tin thac Long Island da phat trién mot vi tri nhw
thé nao, ban nén biét chut it vé khu virc hoat dong cua ho.

Su6t nhiéu nam, Long Island Trust la ngan hang dan dau tai Long Island.
N6 la ngan hang 16n nhat, nhiéu chi nhanh nhat va kiém dwgc nhiéu lgi
nhuan nhat.

Tuy nhién, vao nhitng nam 1970, canh tranh trong linh vyc ngan hang
trén dao nay dot ngot thay doi. Mot luat maGi cho phép mé rong khong gidi
han cac nhanh ngan hang khap bang New York.

Keé tir d6, nhiéu ngan hang 1én caa thanh pho New York da vay chat lay
khu vuc Long Island, nhw Citibank, Chase Manhattan va Chemical Bank.

Thém vao do, rat nhiéu cw dan & Long Island hang ngay déu qua lai New
York. Ho tién hanh cac giao dich ngan hang cling & cac ngan hang trén.

Nhung, sy xam nhap cua cac ngan hang 16n vao lanh dia caa Cong ty Tin
thac Long Island chi 1a mot phan ctia van dé. Khu vuc dang ban dén nhat &
day la tam tri khach hang. Va, mot nghién cttu nho nho da dwa ra rat nhiéu
hung tin.

Phac hoa tam tri khach hang
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Dén gio phit nay c6 1é ban da nhan ra tdm quan trong cta viéc nam ro
tam tri cta khach hang dén nhwong nao ré6i. Khong chi vé san pham hay
dich vu ctia ban, ma ca nhitng dé xuat ctia doi thi canh tranh nita.

Thwong thi nhitng hiéu biét sau hon lai thién vé tryc gidc. Khong ai phai
chi ra 10.000 do-la cho m6t dy an nghién citu dé biét dwgc rang Western
Union ndi tiéng nhd Telegram. Cling khong can phéi nghién ciu nhiéu dé
xac dinh dwoc vi tri caa Milk Duds, Bi va Monsanto.

Tuy nhién, nhin chung, phwong phap nghién citu dinh vi tiéu chuan lai
cuc ky co ich trong viéc phac hoa tam tri khach hang. Chung khong chi
giup khai trién chién lwgc, ma con tang strc thuyét phuc véi cap trén. (Vi
tong giam doc da gan bé vdi cong ty 30 nam di nhién sé nhin nhan cong ty
khac vdi khach hang chi biét vé né trong vai phut hodc tham chi chi vai
giay.)

“Phac hoa tam tri khach hang” thwong dwgc thwe hién bang mot phwong
phap nghién cttu mang tén “khac biét vé ngit nghia”. Pay la cdch ma Long
Island da st dung dé phat trién ké hoach dinh vi cho minh.

Trong nghién cttu khac biét vé ngit nghia, khach hang dwgc xem mot
chudi thudc tinh. Vi moi thudc tinh, ho dwgc yéu cau xép hang cac ngan
hang theo thang diém, thuwong la 1 tGi 10. Vi dy, gia ca c6 thé 1a mot thude
tinh. Trong nganh xe hoi, di nhién Cadillac sé dwgc xép & mitc gia cao, con
Chevette ¢ gia thap.

Nhung, linh vye dich vu ngan hang lai hau nhw khéng can xét dén gia ca,
vi thé nhitng thudc tinh dwgc chon gém: (1) nhiéu chi nhanh, (2) day du cac
loai dich vu, (3) chat lwgng san pham, (4) nguén von 16n, (5) c6 ich cho cw
dan & Long Island va (6) gitp ich cho nén kinh té ctia Long Island. Bon
thudc tinh dau tién la nhitng ly do thwong thdy giai thich cho viéc ngudi ta
chon mot ngan hang. Con hai thudc tinh con lai danh riéng cho treong hop
cua Cong ty Tin thac Long Island.

V6i nhitng ly do thwdong thdy, Long Island roi vao tinh canh kha am dam.
Khéch hang xép ho & mitc thap nhat trong ca bén tiéu chi.
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Nhiéu chi nhanh
Chemical......7,3
National Bank ctia Bac My...... 6,7
European American..... 6,6
Chase Manhattan..... 6,4
Citibank...... 6,1
Tin thac Long Island .....5,4

Chemical...... 7,7
Citibank ....... 7,7

European American ....... 7,3
Tin thac Long Island ....... 7,0

Chat lwgng dich vu
Chemical..... 7,2
Citibank..... 7,0
National Bank ctia Bac My..... 7,0
Chase Manhattan..... 6,9
European American...... 6,8
Tin thac Long Island ......6,7

Nguon von lon

Chemical...... 8,2
Chase Manbhattan...... 8,2
Citibank..... 8,1
National Bank ctia Bac My...... 7,8
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European American..... 7,7
Tin thac Long Island..... 7,1

Nhung, cac vi tri da dugce ddo nguwgc khi xét dén cac thudc tinh lién quan
dén ban than Tin thac Long Island

Coé ich cho cu dan é Long Island

Tin thac Long Island...... 7,5
National Bank ctia Bac MyJ...... 6,6
European American ...... 5,2
Chemical ...... 5,1
Chase Manhattan ...... 4,7
Citibank ...... 4,5

Giuap ich cho nén kinh té cia Long Island
Tin thac Long Island...... 7,3
National Bank ctia Bac My...... 6,7
European American...... 5,4
Chemical...... 5,4
Citibank...... 5,3
Chase Manbhattan...... 4.9

Vi cac thudc tinh lién quan dén dao Long Island, cong ty Tin thac Long
Island tién thang 1én hang nhat. Mot két qua khong qua bat ngo khi xét dén
st'c manh tw tén goi cta ngan hang nay.

Phat trién chién luoc

Tin thac Long Island nén dung bién phap gi day? Lé thuong sé khuyén
ban nén thira nhan wu diém va c6 gang cdi thién nhwgc diém. Néi cach
khac, hay chay quang cdo dé cho khach hang thdy dich vu t6i wu, thu ngan
niém nad, v.v...
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Nhung, 18 thuwong dé khong phai 1a tw twong dinh vi. Ly thuyét vé dinh vi
khuyén ban nén bat dau tir thit khach hang san long trao cho ban.

Va thit duy nhat ma ho trao cho Tin thac Long Island 1a “vi tri cia dao
Long Island”. Chap nhan vi tri nay sé gitp ho day lui cudc xam lang cta
cac ngan hang 16n trong thanh ph6. Mau quang cao dau tién da néu ra chu
dé nay:

Tai sao lai gtti tién ctua ban vao thanh pho ¢ dat lién khi ban séng trén
dao?

Gitr tién & gan nha sé khén ngoan hon nhiéu. Nhung khéng phdi ¢ mét
ngdn hang thanh ph6, ma & Coéng ty Tin thdc Long Island, noi danh
riéng cho cv dan Long Island.

Xét cho cung, chiing t6i luén tdp trung phdt trién ddo Long Island.
Khong phai dao Manhattan Island. Hay nhitng ddo ¢ tdn Kuwait.

Ban hdy tu ddt cdu hoi, ai quan tdm nhdt dén tuong lai ctia ddo Long
Island?
Mot ngadn-hang-mdi-dugc-thanh-ldp-gan-ddy véi hang trdm chi nhdnh
¢ khdp cdc khu do thj I6n hon, céng véi nhiéu cong ty con ¢ khdp ndm
chau u?
Hay mét ngdn hang nhv chung t6i da c6 mdt ¢ ddo nay hon 50 ndm,
cung véi 33 van phong trén khdp ddo?

Mau quéang céo th hai trung hinh mot hang co phia treéc toa nha cé

bang hiéu cuta tap doan quoc gia Citibank.

Dbi véi mét ngdn hang ¢ thanh phé 16n, mét chi nhanh dwoc mo &
Nassau chuva chdc da la Nassau theo y hiéu cua ban.
NG cling ¢ thé tinh co ndm ddu dé & qudn ddo Bahamas, dia diém va
thich ctia nhiéu ngdn hang tam c@. Trén thuc té, cdc tdp doan da quoc
gia dd vay khodng 75 triéu do-la dé giir cho truéc trén quan dao nay
va quan ddo Cayman.
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Viéc do khéng c6 gi la sai. Chi c6 diéu no sé chdng co y nghia gi nhiéu
V@i ban nira néu Long Island la nha cua ban.

Long Island khong chi la dia diém yéu thich, ma con la ngan hang duy
nhdt cé 18 chi nhdnh ¢ qudn Nassau va 16 chi nhdnh khdc & Queens
va Suffolk.

Chiing t6i da & ddy rat lau, dén hon nira thé ky. Chiing t6i da don hét
tam huyét vao tai chinh dé 95% khodn vay va dich vu déu danh cho cv
dan cua ddo Long Island, gia dinh, truong hoc, viéc lam cua ho.
Nhitng mau quang céo khac ciing theo cting cac chu dé twong tu:
“Thanh pho nay la diém dén tuyét voi, nhirng ban c6 mudn gui tién ¢ do
hay khong?”

“Poi v6i mot ngan hang tir thanh pho, quan ddo duy nhat dang quan tam
la Manhattan.” (Kem theo mot birc hinh dao Long Island nho xiu bi dao
Manhattan de 1én.)

“Néu thoi thé tréd nén khé khan hon, liéu cac ngan hang thanh phd c6 mé
rong ti€p khong?” (Ho sé quay vé thanh pho.)

15 thang sau, nghién citu trwedc day duwgce tién hanh lai. Hay dé y dén viéc
vi tri ctia Long Island da dugc cai thién thé nao ¢ moi thudc tinh.

Nhiéu chi nhanh
Tin thac Long Island ......7,0
National Bank ctia Bac MyJ...... 6,8
Chemical ...... 6,6
Citibank...... 6,5
Chase Manbhattan ...... 6,1
European American...... 6,1

Tw vi tri chot, Cong ty Tin thac Long Island vwon 1én nhat bang trong
muc “Nhiéu chi nhanh”. Bat chap sy that rang Ngan hang Chemical cé
lwgng chi nhanh gap doi tai dado nay.
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Pay du cac leai dich vu
Citibank...... 7,8
Chemical ...... 7,8
Chase Manhattan ...... 7,6
Tin thac Long Island...... 7,3
National Bank ctia Bac My ......7,3
European American ...... 7,2

Trong muc “Pay du cac loai dich vu”, Tin thac Long Island tang vi tri
lén hai bac. Tw vi tri thit 6 1én vi tri thit 4.

Chat lvgng dich vu
Citibank 7,8
Chemical 7,6
Chase Manhattan 7,5
Tin thac Long Island 7,1
National Bank ctia Bac My 7,1
European American 7,0

Vi “Chat luvgng dich vu”, Cong ty Tin thac Long Island ciing tang tir vi
tri thit 6 lén vi tri th 4.

Nguon von lén
Tin thac Long Island ......7,0
National Bank ctia Bac My...... 6,7
European American ...... 6,7
Chemical...... 6,6
Chase Manbhattan ...... 6,6
Citibank...... 6,4
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Vé “Nguon von 16n”, Tin thac Long Island nhay tir hang cu6i 1én hang
nhat.

Két qua trén khong chi dugc thé hién trong phan nghién citu ma con &
cac chi nhanh. “Nho vao sy ho trg cia mot hang quang cao di dau trong
viéc ap dung khai niém dinh vi von dang tré nén pho bién”, trich 10i tuyén
bd trong ban bao cdo thwong nién ctia ngdn hang, “Cong ty Tin thac Long
Island gilt vitng duwgc pham vi hoat dong ctia minh doi véi cw dan & dao
nay. Chién dich quang cdo da dugc déon nhan ngay va day néng nhiét.”

Ban c6 thé cho rang cach ngan hang nay quang ba khu vie cung cap dich
vu cia minh la mot y twdng qua dé dang. Vang, ding la no rat dé thay.

Nhung, nhitng y twdng dinh vi hay nhat lai don gidan dén mitc hau hét
ching ta déu bé qua chiing.
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Dinh vi ban than va sy nghiép cua ban

Néu céc chién lwge dinh vi ¢6 thé dwgc dung dé quang ba san pham, vay
thi tai sao khong thé dung ching dé lang xé ban than ban?

Khong co6 ly do gl can trd viéc nay ca.

Vay ching ta hay cung 6n lai ly thuyét dinh vi dé 4p dung vao sy nghiép
riéng cta ban.

Dbinh nghia ban than

Ban la gi? Con ngudi cling mac can bénh giong nhu san pham. Ho gang
tré thanh “tat ca doi vGi tat cd moi nguwdi”. Van dé nam & tam tri khach
hang. Lién két titng khai niém véi ti'ng san pham rat khé. Két ndi hai ba
khai niém cung luc lai cang khé hon.

Trong dinh vi, thit thach 16n nhat 1a chon ra mot khai niém cu thé dé
“treo” ban than ban vao dé6. Ban budc phai vugt qua thir thach nay, néu
muoén qua dwgc bic twong dirtng dung ctia con nguoi.

Vay ban la gi? Cho ditng nao danh riéng cho ban trong cudc doi nay?
Ban c6 thé tom lwgc vi tri cia minh bang mot khai niém don gian khong?
ROi sau do, ban c6 thé léo lai sy nghiép ay dé gay dung va khai thac cho
ding nay khong?

Hau nhuv khong ai du cing ran dé dinh nghia chinh xac vé ban than ho.
Ho do dv va cho doi nguoi khac lam viéc nay cho minh.

“T6i la luat sw giéi nhat & Dallas.”

That khong? Tén ban sé duwgc nhac dén bao nhiéu lan néu ching t6i khéo
sat gigi lam luat & thanh pho Dallas?

“T6i 1a luat sw gioi nhat Dallas” 1a vi tri ban c6 thé gianh dwoc véi chat
tai ndng, may man nhuwng can rat nhiéu mwu meo. Pau tién ban can tach
riéng khai niém dung dé tao ra vi tri lau dai cho minh. Viéc nay qua khong
dé dang, nhung thanh qua dat duwgc thi khong hé nhé.
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Pham sai lam

Bat ¢t viéc gi dang lam déu dang dau tw that nhiéu. Con néu ching
khong dang lam, ban cling khéng can dé y t6i ching lam gi.

No6i cach khac, néu c6 viéc dang dau tu tam sirc nhung ban lai cau toan
cho doi, hay tri hodn, kha nang cao la ban sé khong bao gic thyc hién dugc
n6. Khong bao gio.

Vi thé, bat c thit gi dang lam, hay lam ngay du c6 tiéu ton tién caa di
ntra.

Tiéng tam cua ban & cong ty sé tang 1én, néu ban c6 gang nhiéu lan va c6
doi lan thanh cong. Biéu dé tot hon han noi sg that bai va chi c6 gang &
nhitng thi¢ that chac chan.

Han moi nguwdi con nhé dén danh tha bong chay Ty Cobb, nguwdi da vuot
duwgce 96 gon (base) trong s6 134 lan thit (chiém 70%). Trong khi d6, Max
Carey da bi lang quén du anh ta viegt dwge 51 gon chi vai 53 1an thir (thanh
cong t6i 96%).

Eddie Arcaro dugc biét dén nhw la van dong vién dua ngwa gioi nhat thé
gigi. Du ong da ting thua do van 250 lan truwdc khi gidt dwgce gidi quan
quan dau tién.

Hay chac chan rang tén ban phu hgp

Ban con nh@ Leonard Slye ch®? Hau nhw khong ai nhé ra, mai cho dén
khi ong ta doi tén thanh Roy Rogers. Mot chién thuat quan trong dau tién
dé bién minh thanh ngb6i sao dién anh.

Con Marion Morrison? Cai tén nay c6 chut gi do hoi nit tinh, khong hop
v6i hinh twgng anh hung cao boéi. Vi thé, Marion Morrison da doi tén thanh
John Wayne.

Hay Issur Daniellovitch? Dau tién d6i thanh Isadore Demsky, roi Kirk
Douglas.

Hay nhv trong bai tho The Boys (tam dich: Nhitng chang trai), Oliver
Wendell Holmes tirng viét, “So6 phan da c6 nhan chim anh, khi dat tén anh
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la Smith.”

Theo luat dan sy, ban dugc phép dung thém bét ct tén nao ban mudn,
mién sao n6 khong lién quan dén hanh vi doi tra hay lira gat ngudi khac. Vi
duy, ban khong duge doi tén minh thanh Mc Donald r6i mé quay ban banh
mi kep.

Twong tw, néu ban la chinh tri gia, ditng doi tén thanh None of the Above
(tam dich: Khong gi dung). Luther D. Knox titng ra tranh ctt thong doc cta
bang Louisiana va da chinh thitc d6i tén minh thanh tén goi nay. Tuy nhién,
thadm phan lién bang da xéa n6 khéi cudc bo phiéu kin trdc khi né lam day
nén sy nghi ngo.

Tranh mac bay vo danh

Nhiéu doanh nhan da tr¢ thanh nan nhan cuda 16i viét tat tén ca nhan ciing
nhu t6 chitc.

Cac nha diéu hanh tré thay nhitng lanh dao cao cap thudng dung cac chir
viét tat nhu: J. S. Smith, R. H. Jones. Thé la ho 1am y hét, trong cd bién ban
hop lan thu tur.

D6 1a mot sai lam. Ban chi c6 thé lam thé khi ai cling biét ban la ai. Con
néu ban dang tim cach “dinh vi ban than”, dang c6 tim cho ding trong dau
cap trén, thi ban can mot cai tén, chi khong phai la mot chudi cac tir viét
tat. Cling véi ly do twong tw, cong ty ban cling can mot cdi tén rd rang.

Nao hay th viét tén ban ra, r6i nhin ngam né. Roger P. Dinkelacker. Vé
mat tdm ly, cdi tén nay sé goi 1én trong dau nha quan ly rang: “Tap doan
ching ta that do s6. Con anh chang nay cé cong viéc qua tam thwong, nén
m&i phdi cung chit ‘P’ dé khién minh khac biét so v&i nhitng nhan vién tén
Roger Dinkelacker con lai.”

Ciing c6 thé tén ban na na John Smith hay Mary Jones, nén ban méi can
dém mot ky tu nita vao gitta dé phan biét minh véi nhitng John Smith hay
Mary Jones khac.
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Néu roi vao treong hgp nay, thi thir ban can that sw 1a mot cai tén méi
toanh. Tat ca nhitng thit dé gdy nham lan chinh la that bai caa dinh vi. Ban
khong thé tda sang véi ci tén qua “pho bién”. Lam sao ngudi khac co thé
phan biét dwgc John T. Smith v&i John S. Smith?

Ho sé chang buon dé y. Ban sé bi lang quén cung v6i nhitng céi tén con
lai. Va thé 14, lai c6 thém mot nan nhan mdi roi vao cai bay vo danh.

Tranh mac bay mé rong dong san pham

Néu c6 ba dira con gai, liéu ban c6 dat tén ching la Mary 1, Mary 2 va
Mary 3 khong? Hay thuyc ra, ban sé goi ching la Mary, Marian va Marilyn?
Du theo cach nao di nita, ban cling da gay ra nhiéu nham lan trong suot
cudc doi chung.

Khi dwa cdp bac vao tén goi ctia con trai minh, ban da khong hé gitip n6
duwoc chut nao ca. Cau bé dang ra phai cé nhan dién rieng.

Trong cac budi trién lam kinh doanh, ban budc phai tdéa sang trong dau
cong chung bang hinh danh sang ro nhat. Vi thé, ngay ca tén cta ban cling
khong nén trung véi ho ctia ngwdi noi tiéng.

Liza Minnelli hién nay da tr& thanh ngoi sao ndi tiéng hon ca me minh,
Judy Garland. Nhung, néu tén c6 nang la Liza Garland, han la c6 da cé
khai dau day bat 1gi roi.

Hay nhw céi tén Frank Sinatra Jr. la kiéu tén “con” gay nhiéu tr& ngai
nhat. Anh chang da ty khoi mao cho hai cudc tan cong vao chinh minh. Vi
cai tén nhu vay, khan gia 1ap titc ty nha, “Anh ta khong thé nao hat hay nhw
cha minh.” Vi ching ta thwong nghe diéu minh mudn nghe, nén di nhién la
anh chang khong thé hat hay hon dugc roi.

Con vai Will Roger Jr., néu khong dugce dat tén nay, c6 1é 6ng ta da noi
danh ro6i.

Chon ngua dé cudi
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Mot s6 nguoi day tham vong va khon ngoan thdy minh mac ket giita
twong lai &m dam mo mit. Khi ay, ho thuong lam gi?

Ho c6 gang cham chi hon nita. Ho c6 bu lai bang nhiéu gio lam viéc no6
lyc. Co phai chia khoa dé thanh cong la ép minh lam viéc khong ngoi tay,
hoan thanh cong viéc xuat sac hon ké ké bén, thé réi danh tiéng va tai 16c at
dén?

Ban nham r6i. Cham chi hon nita it khi la con duong dan dén thanh
cong. Nhung, néu cé c6 gang khon ngoan hon thi cé thé nhw cau ngan ngi
Anh néi tiéng “Cha 1a tho gidy, con di chan tran®3”, C4c nha quan ly
thuwong khong biét cach quan 1y chinh sy nghiép ctia minh. Ké hoach lang
xé ban than duy nhat ctia ho thuwdng bat nguon tir gia thuyét ngd nghéch
rang tai nang va sy cham chi la tit ca nhitng gi minh can. Vi thé, ho lam
viéc cat luwc, ngong chd mot ngay nao do sé c6 ngudi go chiéc diia than vao
vai minh.

Nhwng, ngay dé hiém khi xuat hién.

Sy that 1a con dwong dan t6i danh vong va cua cai hiém khi duge tim
thdy bén trong ban. Tam vé bdo ddm duy nhét Itic nay la tim cho minh mot
chi ngwa dé cuwdi. Cai toi cua ban khé cé thé chap nhan cach nay, nhung
thanh cong trong cudc song lai dwa phan nhiéu vao nhitng diéu nguoi khac
lam cho ban hon la nhitng gi ban ty lam cho minh.

Kennedy da nham. Pirng hoi ban da lam dugc gi cho céng ty cia minh.
Hay hoi cong ty co6 thé dem lai gi cho ban. Nghia 1a, néu muén tan dung lgi
thé ctia cac co hoi do nghé nghiép ctiia minh mang lai, ban phdi chud tam tim
cho ra chu ngwa c6 thé ganh vac cong viéc cho minh.

1. Chitl ngua dau tién: Cong ty ctua ban

Cong ty cta ban dang tién t&i dau? Hay lich sy hon chut, liéu n6 c6
twong lai khong?

C6 qua nhiéu nguwdi nghe theo nhitng hita hen tét dep, roi ti nhot minh
trong that bai khong thé tranh khéi. Nhuwng, it ra that bai van dem dén cho
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ban co hdéi thit hai, ngay ca véi nhitng cong ty yéu kém, cé toc do tang
treong dudi muc trung binh.

Du théng minh thé nao di nita, thi diéu d6 ciing khong dam bao viéc ban
sé khong bao gid 1a mdot ké that bai. Ngay ca vi thuyén truedng tai giéi nhat
cta con tau Titanic rot cudc cling phai xuéng xuéng citu ho nhw bao ké bai
tran. D6 la may ma ong ta khong roi xuéng nudc.

Ban khong thé ty lam tat cd moi viéc. Néu cong ty ctia ban khong thé di
dén dau, thi hay chon cho minh mot ché méi. Dau khong phdi ai cling vao
duge IBM hay Xerox, nhung ban van c6 thé xét dén nhitng cong ty tam
trung khac.

Hay dat cuge vao cac nganh cong nghiép tang triedng. Hay cac san pham
cta twong lai nhv may tinh, dién ti, quang hoc, truyén thong. Ciling dirng
quén tat ca cac loai dich vu mém lu6n phat trién manh hon san pham citng.
Vi thé, hdy dé y dén ngan hang, dich vu cho thué, bao hiém, y t€, tai chinh
va tu van.

Ding quén rang trai nghiém cda ban vdi cac san pham truedc day co6 thé
che di co hdi an sau cac linh virc sdn pham hoan toan khac biét. Bac biét la
cac dich vu.

Khi c6 co hoi lam viéc cho mot cong ty c6 twong lai, dirng chi hoi vé
mutc lwong ho trd ban hom nay. Hay hoi thém vé mitc ho sé tra ban sau nay.

2. Chu ngua thit hai: Sép ctua ban

Hay dat ra cho ban than cau hoéi vé sép ctia ban twong tw nhw cau hoi vé
cong ty cua ban & tréen.

Liéu ho cé twong lai khong? Néu khong, thi ai? Hay ludn c6 gang dé co
co hoi lam viéc cho nguwdi thong minh nhét, gioéi giang nhat, nhiéu tham
quyén nhat ma ban c6 thé tim dwgc.

Néu quan sat ly lich cta nhitng ngwoi thanh cong, ban sé ngac nhién khi
biét duwgc rang cé rat nhiéu ngwoi leo 1én nac thang thanh céng ngay sau
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lung ké khac. Bat dau tir nhitng cong viéc thap kém cho dén vi tri cao nhat
nhw tong giam doc hay chu tich cong ty.

Nhwng, van c6 nguwoi thich lam viéc cho nhitng ké bat tai. To6i doan 1a, ho
cho rang mot bong hoa twoi sé cang no6i bat néu dirng gitta dam hoa héo da
ma quén mat rang cap trén thuwong cé xu hwdng sa thai ca dam néu khong
hai long v&i bo may.

Co6 hai loai nguoi buéc vao mot cong ty tim viéc:

Mot la ké ty man thai qua vé chuyén mon cia minh. Ho thudng ndi,
“Cac 6ng that sy rat can dén t6i vi mdy 6ng rat yéu ¢ mang chuyén moén
nay.”

Con ngudi thit hai thi néi diéu ngugc lai. “Céac ong rat gioi trong linh vurc
chuyén mon cua toi, nén luon dat dwoc nhitng két qua dang kinh ngac. Con
toi lu6n mudn lam viéc cung nhitng nguwoi gioi nhat.”

Nguwoi nao c6 kha nang dugce nhan vao lam hon? Vang, do la nguoi thw
hai.

Hay noi cach khac, c6 vé hoi ky quac nhung cac thanh vién ban quan ly
cap cao thwong gdp kiéu ngudi loai 1 hon. Nhitng ngwdi ludn muon la
chuyeén gia va thuvong doi hoi chire vi cao v&i mitc lvong twong xing.

Ralph Waldo tirng no6i, “Phéi cé chi 16n”. Mot 16i khuyén rat hay, va
tham chi né con hitu dung hon & thoi nay. Néu sép ban c6 twong lai, thi at
ban ciing c6 phan.

3. Chu nguva thitr ba: Mot nguoi ban

Nhiéu doanh nhan cé khong it ban bé nhung lai khong hé c6 ban lam an.
Du ban beé la rat can thiét va doi khi ho c6 thé gitp ban tra tién cho chiéc
tivi hay nhitng chiéc vong cho con ban, nhung ho thwong sé chang giup
duwgc nhiéu khi ban can tim mot cong viéc tot hon.

Hau hét nhitng budc ngodt 16n xuat hién trong sy nghiép ctia mot nguoi
déu nho ban lam an ggi y ma c6.

https://thuviensach.vn



Cang két dugc nhiéu ban lam an & ngoai t6 chitc ctia minh, ban cang dé
c6 dugc cong viéc hap dan véi mitc lvong cao.

Két ban thoi khong du. Ban thi thoang phai dan chi ngwa tinh ban do ra
ngoai va tap cudi n6 doi lan. Vi néu khong lam thé, ban sé khong thé cuoi
né khi can.

Néu mot nguwdi ban lam an cii khong lién lac trong mwdi nam dot nhién
goi dién va mdi ban an trwa, ban biét tredc c6 hai diéu sé xdy dén: (1) Ban
sé phdi tra tién cho bita an dé va (2) anh ta dang tim viéc lam.

Thuong thi sé qua tré dé thir loai chién thuat nay vao lic ban can tim
viéc. D€ lai dugc chd ngwa tinh ban, ban phai giir lién lac thwong xuyén véi
tat ca nhitng nguwdi ban lam an ctia minh.

Hay gtti cho ho nhitng mau tin dwgc cat ra tir bAo ma c6 thé ho thich doc,
nhitng doan quang cado ngan, hodc nhitng bitc thw chic mirng khi ho dugc
thang chuc.

Bing cho rang moi ngwdi ludn biét nhitng cau chuyén c6 lién quan téi
ho. Khong hé. Vi thé, ho sé luén cam kich néu ai dé gwi tGi ho nhitng thi
ho chang may bo 16.

4. Chii ngua thit tw: Y tuéng

Vao dém trwdc khi qua doi, Victor Hugo viét trong nhat ky rang, “Khéng
thi gi, ké cd quan doi cia ca thé gigi nay, ngan dugc mot y twdng xudt hién
khi thoi co dén.”

Ai cling biét rang y twdng c6 thé dwa ban lén dinh cao nhanh hon bat c
thit gi khac. Nhung, nguoi ta déi khi ky vong qua nhiéu vao mot y twéng.
Ho mudn mét y twdng khong chi vi dai, ma phai vi dai véi tat ca moi ngwoi
ntra.

Kiéu y twédng nhw vay khong bao gid ton tai. Néu ban ct chd cho dén khi
mot y twdng san sang dwoc chap nhan, thi sé qua tré. Ké nao khac nhanh
tay hon sé doat dugc né trwdc ban.
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Hay, nhv mot cau n6i dugc nhiéu nguwdi biét dén cach day vai nam: Cai
gl moi nghia la dang cu.

Dé cuGi duge con ngwa y twdng, ban phai t nguyén dwa than hitng chiu
moi tranh cai va ché nhao. Phai san sang boi ngugce dong. Vi ban khong thé
la ngudi dau tién tao ra y twdng hodc khai niém méi, néu khong chap nhan
mao hiém va chiu si va. C kién nhan r6i thoi co cia ban sé dén.

Trong dinh vi, tranh cai la yéu t6 lam y twdng séng day va tré thanh cha
dé dugc ban tan thuwong xuyén.

Khéng 1au sau khi loat bai dinh vi xuat hién trén to Advertising Age (Ky
nguyén dinh vi), Leo Greenland da viét ngay mot bai chi trich tac gia. “Bon
phap su va ta gido” 1a hai cum ti kha “t¥ t€” ma 6ng ta goi ching t6i. Tham
chi ca vi gidam doc cia mot cong ty quang cdo tam cd nhat cling tom gon
dinh vi trong hai t* “v@ van”. D6 1a cau binh luan cua Bill Bernbach tai
cudc hop cua Hiép hoi Quang cado Quoc té ¢ thanh phd Homestead.

Theo nha tam 1y hoc Charles Osgood, “Mét trong nhitng dau hiéu khang
dinh gia tri cia m6t quy luat chinh la sy cwong quyét va kién tri bam tru du
bi phan d6i.” Gido sw Osgood thém vao, “Néu nguoi ta thay quy luat nay rd
rang la vé van va dé bj bat bé, ho sé tang 1o n6. Ngwoc lai, néu né kho bi
bac bo va khién ho nghi ngd chinh nhitng gia dinh ban dau cia minh, ho sé
budc phai tim cach khac dé kiém chitng xem c6 gi sai sét khong.”

Vi thé dirng bao gid sg tranh luan.

Winston Churchill sé & dau néu khong c6 Adolf Hilter? Chting ta han la
da biét rd6 cau tra 10i. Ngay sau khi Adolf Hitler bi loai bo, phe Cong Hoa
ctia Anh lap titc tdng c6 Winston Churchill ra khéi bd may.

Ban con nhé Liberace da noéi gi tredc nhitng 10i phé binh tham té vé mot
trong nhitng budi biéu dién hoa nhac ctia 6ng khéng? “Cha ra gi nhung toi
van kiém dugc tién gii nha bang.”

Y twéng/khai niém ma khong chita yéu t6 mau thuan sé& khong phai 1a
mot y twdng. Luc ay, ching sé giong nhuw nhitng biéu twong da dwoc so
dong chap nhan nhv “Nguwdi me, banh tdo va 14 cg.”(4
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5. Chu ngua thit ndm: Niém tin

Hay tin twdng ngwoi khac va y twéng cua hg. Co thé lam rd tam quan
trong cua viéc vugt ra khoi nhitng gigi han cta ban than va tim kiém van
may & bén ngoai qua cau chuyén vé mét nguwdi dan 6ng luon that bai trong
cudc song sau day.

Anh tén la Ray Kroc. Trong anh that khac kho va tirng that bai khi gap
hai anh em nha no, nhitng ngudi sé lam thay doi cudc doi anh.

Hai anh em nha no c6 y twéng nhung lai thiéu niém tin. Vi thé ho ban y
twong cling nhw tén minh cho Ray Kroc dé doi 14y vai do-la.

Co6 thé Ray Kroc tirng la nguwdi giau nhat nwéc My, véi khoi tai san tri
gia hang triéu do-la.

Con hai anh em nha no thi sao? Ho chinh la anh em nha McDonald. Cho
nén, sau nay moi khi thirdng thitc chiéc hamburger, ban hiy nhé rang chinh
tam nhin, long can dam va kién tri cia mét ké ngoai cudc da dem lai thanh
cong cho chudi ctra hang McDonald.

6. Chu nguva tht sau: Chinh ban

Van con mot chi ngwa cudi cung, ich ky, khé tinh lai khé doan. Ai cling
tirng thw cudi, nhuwng khong may ai thanh cong.

Con ngua dy la ban than ban. Ban hoan toan cé thé ty thanh céng trong
ca cudc song lan sy nghiép. Nhung, viéc d6 khong dé chit nao.

Trong cudc song, kinh doanh la mot loai hoat dong xa hoi. S6 lién két
ngang bang véi s6 dau da nhau. Nhw ban hang chang han. Ban khong thé ty
tao giao dich. Phadi c6 ai d6 dén mua hang. Vay nén hay nhg rang, nguoi
gianh chién thang chung cudc trong trdn dua ngwa khong nhat dinh phai la
nguwoi nhe nhat, thong minh nhat, khée nhat hay gioi nhat, ma la nguoi s&
hitu con ngwa tot nhat.

Thé nén, hay tv chon cho minh mot con ngwa va tan dung strc lyc cia né.
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Sau budc dan téi thanh cong

Lam thé nao dé khai dong dwoc ké hoach dinh vi?

Viéc nay khong hé dé dang. Con ngudi thwong bi cuén vao ham mudn
gidi quyét ngay van dé ma thiéu sy can nhac thdu dao. T6t hon hét ban nén
sap xép lai van dé trudc khi nhdy luon dén két luan cudi cung.

Dé lam quen v§Gi qua trinh tw duy nay, ban c6 thé tw héi ban than sau cau
héi dwéi day dé thong suét mach suy nghi ctia minh. Nhwng, hdy thanh
thue véi chinh minh. Ching la nhitng cau héi rat don gidn nhung lai kho tra
16i. Ching thwong lam day lén nhitng van dé ty van lwong tdam dé kiém
chitng long can dam va niém tin trong ban.

Ban ding ¢ dau?

Dinh vi la tv duy ngugc. Thay vi bat dau véi chinh minh, ban chon xuat
phat diém la tam tri ctia khach hang.

Thay vi hoi ban la ai, hay hoi xem ban & dau trong tam tri ho.

Thay d6i suy nghi ctia ai do6 trong xa hdi bi qua tai bgi truyén thong hién
nay la viéc cuc ky khé. Tan dung nhitng gi san c6 trong tam tri ho sé dé
dang hon nhiéu.

Dé xac dinh dwgc trang thai tam tri khach hang, quan trong nhat la ban
dirng dé cdi toi ctia doanh nghiép lam chéch hwéng. Ban nhan duwgc cau tra
10i cho cau hoi, “Chung ta ¢ dau?” tw thi trvong, chit khong phai trr vi giam
doc tiép thi.

Néu can phai chi vai d6-la nghién cttu thi tredng nham cé dwgc cau tra
16i cho cau hoi do, thi hay lam di. Hay chi tién. T6i nhat la ban nén biét ro
nhitng thit can suy tinh, hon la sau nay méi tim ra khi moi sy da roi.

Pirng hep hoi. Hay nhin vao toan cuc bitc tranh thay vi tiéu tiét. Vi du
nhw van dé ctia Sabena khéng phdi 1a ban than hang hang khong Sabena,
ma la nwéc Bi. Hay, rac roi ciia Seven-Up khong phadi 1a thai d6 cua khach
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hang v&i nuwdc chanh, ma vi tam tri ho da bi thitc uéng cola chiém hét cho
roi. “Lay cho t6i mot lon nwdc cod ga.” V6i nhiéu ngwoi, cau nay dugc
ngam hiéu la Coke hay Pepsi.

Nho vao quan sat tong thé, Seven-Up da dwa ra ké hoach “khéng phai
cola” rat thanh cong. Hau hét cdc san pham ngay nay déu giong nhw 7-Up
tredc khi chay chién dich “khong cola”. Ho déu m& nhat hodc khong ton tai
trong tam tri khach hang.

Vi thé, ban phdi tim cach vao duwgc tam tri khach hang, treo san pham,
dich vu hay khai niém vao cai thang da c6 san trong do.

Ban muén gianh dwoc vi tri nao?

Dbay la ldc ban l1dy qua cau pha 1é ctia minh ra, c6 hinh dung vi tri ma
minh sé nam git lau dai. “Nam gi¥” chinh la tit khéa. Cé qua nhiéu ké
hoach tim cach quang ba vé mot vi tri khong thé gianh dwgc vi da bi nguoi
khac chiém mat.

Ford da that bai khi dinh vi Edsel. Nguyén nhan don gian la do tam tri
khach hang khong con cho cho mét chiéc xe ma crom vang chée c6 gia vira
phai nita.

Nhwng ngwoc lai, lic Richardson Merrill gang tim ra cho ditng trudc
Contac va Dristan trong nganh ban thudc tri cdm lanh, n6 da khéo léo tranh
doi dau trye dién. C¢ mac cho hai nhan hang nay ddu da nhau trong phan
khiic ban ngay, Richardson Merrill nam 1ay vi tri “Thudc tri cdm ban dém”
bang san pham Nyquil. Nyquil cu6i cung lai la sdn phdm m&i thanh cong
nhat ctia ho trong vai nam gan day.

D6i lic ban hoi tham lam. Ban mu6n chiém mot ch6 qua rong, nhung
khong phai dé dat no trong tam tri khach hang. Hay, ngay ca khi c6 thé, ban
cling kh6 chéng dd noi nhitng cudc tan cong cta cac san pham c6 linh vic
hep hon nhu Nyquil.

Di nhién day chinh la cai bay “tat ca moi nguwdi”. Vi du chién dich quang
cdo noi tiéng cta bia Rheingold. Cong ty bia nay mudn hwéng dén 16p dan
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lao dong & New York. (Muc tiéu khong té ti nao néu ban tinh dén s6 dong
nguwoi nghién bia thudc nhom nay.)

Vi thé, ho dwa ra mot s6 mau quang cao mdi la miéu td canh udng bia
Rheingold cta ngudi Y, ngudi da mau, ngudi Ireland, ngudi Do Thai,
v.v... Nhung, thay vi thu hit dwgc tat ca moi nguwoi, khong ai chu y tGi
ching ca. Ly do rat don gian. Thanh kién la sdn pham co ban sinh ra ttr con
ngwoi. Viéc nhom thiéu s6 nay udng bia Rheingold chwa chac da khién
nhom thiéu s6 khac an twong.

Thyc ra, chién dich nay cu6i cung lai khién cac tat cd nhém thiéu s6 &
New York ngay cang xa lanh nhau.

Nguoc véi cu vap nga cta Rheingold, cong ty Bia F&M Schaefer lai
dinh vi thanh cong bia Schaefer trong tam tri ngudi nghién bia bang khau
hiéu noi tiéng, “Th bia duy nhat ban can khi muén uéng nhiéu hon mot
c6c”. Ho nhan ra vi tri “nghién bia” van bo trong nén nhanh chéng chiém
lay no.

Trong sy nghiép cia minh, ban rat dé pham phai sai lam twong ty. Néu
cd la tat ca doi véi tat cd moi nguoi, thi cudi cung ban sé chang dat duoc gi.
Tot hon hét, hdy gang thu hep vung chuyén mén ctia minh. Tt d6, hinh
thanh ché ditng doc nhat nhv mét chuyén gia, thay cho ké “cai gi ciling
biét”.

Thi trwong lao dong ngay nay thudc vé nhitng ai cé thé dinh nghia va
dinh vi ban than nhu la cac chuyén gia.

Ban phai danh bai ai?

Néu ban dinh gianh 14y vi tri cia ké dan dau thi truong bang cach giap 1a
ca, thi hady quén chuyén do6 di. T6t hon ta nén di vong thay vi tréo qua
chwéng ngai vat. Néu khong, ban co6 thé Iui lai. R6i c6 gang tim mot cho
nao do6 ma chuwa ai gitt chat.

Thai gian ban bé ra dé suy ngam vé van dé xét tir quan diém cua doi tha
phéi ngang vdi luvgng thoi gian suy xét né tw goc do ca nhan.

https://thuviensach.vn



Tt quan diém cua minh, ban c6 thé thay bong bau duc 1a mon thé thao dé
choi. Bé c6 duge 6 diém, tat cd nhitng gi ban can la dwa bong vugt qua
vach gon.

Nhung cai kh6 khong nam & van dé ghi diém. (Rac rdi vé xac dinh vi tri,
ban thdy khong?). Ma la 11 cau tha chan gitta ban va vach gon. (Van dé vé
tao dung vi tri la day.)

Hiéu thau thé tran cling la bai todn quan trong nhat trong hau hét cac van
de tiép thi.

Ban c6 du tién khong?

Rao cédn 16n nhat déi vdi thanh cong trong dinh vi la c6 gang dat duoc
nhitng diéu khong twdng. Dé c6 dwge chd dirng trong tam tri khach hang,
ban can tién. Can tién dé xac dinh n6. Can tién dé nam git no.

Ngay nay, do nhiéu tap lam sai 1éch thong tin dang & mitc v clung cao.
Qua nhiéu san pham an theo va qua nhiéu cong ty hao hao nhau tranh gianh
tam tri nguwoi mua. Viéc gay dugc cha y ngay cang kho khan hon.

C* mo6i nam, tam tri mot nguwdi binh thuwong lai tiép xic vdi trung binh
khoang 200.000 thong diép quang cdo. Néu ban nhd ra rang mot mau
quang cao 30 gidy cua Super Bowl da tiéu ton 243.000 do-la chi dé tao ra
mot trong 200.000 hién thi, thi ban sé thay ti 1é dat cigc vao quang cao 16n
dén nhurong nao.

D6 1a 1y do tai sao m6t cong ty nhuw Procter & Gamble lai 1a déi tha cuc
ky nang ky. Khi dit cwgc vao san pham mdi, ho sé dat han 20 triéu dé lén
mat ban, ro6i nhin ra xung quanh thach thirc, “Pén lwot cac 6ng day.”

Néu khong chi du tién dé vugt qua tinh trang do, thi c6 nghia la ban da
cho phép Procter & Gamble cuép di khai niém ctia minh r6i. Nhung néu
thu hep pham vi vé mat dia ly, thi van dé nay van c6 thé giai quyét dugc,
bang céach gidi thiéu san pham/y twédng méi & tirng thi truong mot, thay vi
cung lic tung chiing ra trén pham vi toan quoéc hodc toan cau.
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Khi lwgng tién c6 han, tot hon hét chiing nén dwgc chi hét mitc cho mot
thanh pho, hon la dwgc rai khap noi. Vi khi da thanh cong & mot noi r6i,
ban ludn cé thé méd rong sang nhitng khu vue khac. Mién la noi dau tién
phai dung.

Nhu vay, néu ban c6 thé tré thanh thwong hiéu rwgu scotch s6 1 & New
York (khu vie dung ruegu scotch nhiéu nhat @ My), san pham nay c6 thé lan
khap nuéc My.

Ban c6 bam tru dén cung khong?

Xa hoi bi qua tai bdi truyén théng cta ching ta dwgc vi nhuw 1a 16 luyén
gilp tao ra sy thay doi lién tuc. Noi y twdng nay lién tuc thay doi y twéng
khac ma khong tuan theo mot trat ty nao.

bé d6i pho v6i nhitng thay doi nay, quan trong nhat la ban can cé tam
nhin xa, dé xac dinh dwgc vi tri co ban cua minh va bam chat vao doé.

DPinh vi la khai niém mang tinh tich liy. N6 khai thac ban chat ghi dau
lau dai cua quang cao.

Ban phdai bdm vao vi tri cia minh, nam nay qua nam khac. Hau hét cac
cong ty thanh cong déu it khi thay doi phuwong phap gianh chién thang cta
minh. Ban da thdy nhitng anh chang cao boi Marlboro cwdi ngwa trong
béng hoang hén bao nhiéu nam r6i? Crest van tiép tuc chong lai nhitng 16
sau rang lau dén mitc da an sau ca vao tam tri ctia nhitng dia tré thé hé thi
hai. Vi nhiéu thay do6i dién ra, mot cong ty tham chi phai sdu sat vé mat
chién lwge hon trude.

Trr vai ngoai 1&€ hiém hoi, mot cong ty dirng nén thay doéi chién lwge dinh
vi can ban. Chi can thay doi nhitng chién thuat, cac chiéu ngan han can
thiét dé tién hanh chién lwgc dai han.

Bi quyét ¢ day la tan dung chién lwgc can ban trén va céi tién nd. Roi tim
nhitng cach méi dé khién n6 dé di vao long nguwoi hon. Phai tim nhitng
cach xua di cac yéu t6 té nhat hay noi cach khac la lam m@i nhung van git
dwoc hon cil.
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S& hitu dwgc mét cho trong tam tri khach hang giong nhw viéc c6 dugc
mot manh dat gia tri vay. Mot khi 16 rdi bo nd, ban sé khé gianh lai dugc.

Cai bay m@ rong dong san pham la mét vi du dién hinh. Khi mé rong cac
hang muc san pham, diéu ban dang lam thuc chat la lam yéu di vi tri ban
dau ctia minh. Néu mat vi tri ay, ban sé 1énh dénh khong chon neo dau.

Levi’s da m@ rong sang linh virc quan do thuong. Két cuc, ho phai chitng
kién cac hang quan bo “hang hiéu” khac gam dan phan khic quan bo ban
dau ma n6 nam git.

Ban co6 xitng v4i vi tri cua minh khong?

Nhitng nguoi sang tao thwong phan doéi tw duy dinh vi vi ho cho rang no
gidi han sy sang tao cua ho.

Ban nghi sao? Puing vdy. Tu duy dinh vi chac chan gid¢i han tinh sang
tao.

Mot trong nhitng bi kich truyén thong dau dén nhat 1a doi theo mot tap
doan da can than vach ra ké hoach, tirng buéc mot, bo sung cac biéu dé va
hinh anh minh hoa, roi giao ching cho nhitng nha “sang tao” dam trach
nhiém wvu thyc thi. Ho lan lwgt 4p dung cac ky nang ctia minh, khién chién
lwgc no chim khuat trong may mu cong nghé. Két cuc la ta khong bao gio
con nhan ra ching nira.

Kiéu t6 chitc trén dang ra nén dung bang lat (flipchart), viét hét chién
lwge cua minh lén d6 thay vi chay mot quang cao sang tao tri gia hang ngan
do-la.

“Avis chi xép thit hai trong linh virc cung cap dich vu cho thué xe hoi,
nhung tai sao ban van chon chuing t6i? Vi ching t6i n6 lyc hon.” Khau hiéu
nay nghe khong giéng quang cao chiit nao. N6 c6 vé giong mot bai thuyét
trinh vé chién luwgc tiép thi hon. Nhung thuce ra, né la la ca hai: ca thuyét
trinh lan quang céo.

Liéu mau quang céo ban than c6 phu hgp vai vi tri ctia ban khong? Vi du
nhw, quan 4o ban méc c6 noi cho ca thé gigi biét ban la chi ngan hang, luat

https://thuviensach.vn



st hay hoa si khong?

Hay b0 quan 4o sang tao ban dang mac c6 lam yéu di cho ding cta ban
khong?

Ban than sang tao la vo gia tri. N6 chi c6 ich khi di kem v6i muc tiéu
dinh vi.

Vai tro cua nguoi ngoai

C6 lic, moi nguoi thwong hoi: Ching ta nén ty lam hay thué ai do bén
ngoai dinh vi ching ta?

Nguoi duge ban thué thuwong la mot hang quang cao. Mot hang quang
cdo u? Ai can gitp do tir nhitng nha bu6n Dai 16 Madison nay day?

Tat cd moi ngwoi. Nhung chi c6 ngudi giau méi da tién thué cd mot hang
quang cao. Con lai nhitng ngwoi khac phai hoc cach ty lam. Ho phai hoc
cach str dung nhitng nguyén liéu vo gia ma chi nguoi ngoai méi co.

Vay nguoi ngoai dem dén thiv gi? Mot nguyén liéu cé tén la sy tho o.
Hay noi cach khac la tinh khach quan.

Vi ho khong biét chuyén gi dang dién ra trong cong ty, nén c6 thé thay ro
hon nhitng gi dang dién ra bén ngoai. Tirc 13, trong tam tri khach hang.

Ngudi ngoai sé ty dong hoa vao 16i nghi hwéng tir ngoai vao. Trong khi
nguwoi ¢ trong lai thuong tw duy tir trong ra. (Thé nén cling khong cé gi
dang ngac nhién khi khach hang déi khi kh6 c6 thé hoa hgp duwgc véGi cac
dai ly.)

Do dé, tinh khach quan chinh la nguyén liéu chu yéu dugc cung cap bai
cac hang quang cdo, cong ty truyén thong tiép thi hay t6 chitc quan hé cong
chuing.

Nguwoi ngoai khéng cung cap thir gi?

Chi mét ti: “Phép mau”. M6t s6 quan ly doanh nghiép cho rang vai tro
ctia mdt hang quang céo la gio chiéc diia than, khién khach hang lap tic do
x0 di mua san pham.
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Cay diia ¢ day di nhién c6 tén la “sang tao”, mot mon hang dugc cac nha
quang cdo mdi vao nghé san lung rao riét.

Nguoi ta thwong cho rang cac dai 1y “tao ra cai méGi”. Theo do6, dai ly
gidi nhat phai day ap “sy sang tao”. Thit ma ho ung dung dwa vao moi giai
phap quang cao.

Trong gidi quang cdo, cac cau chuyén ciing thwong xoay quanh dé tai vé
nhitng dai ly dugc cho la “sang tao”. Thyc ra, c6 mot ngi vo cung sang tao
c6 thé xe rom thanh vang.

Han la ban da nghe danh ho ro6i vi tén cua ho rat sang tao. Tap doan
Rumplestiltskin®®, Truyén thuyét nay dén gid van séng mai. Tham chi dén
ca hom nay, van c6 nguoi tin tdp doan nay sang tao dén mitc c6 thé bién
rom thanh vang.

Sai 16i. Néu cac hang quang cdo cé thé bién rom thanh vang, vay thi ho
chuyén han sang nghé kéo sgi vang, chit dau phdi lam quang céo.

Bay gio, sang tao da hét thoi. Tén mdi cia van co ¢ Pai 16 Madison
chinh la Binh vi.
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Choi tro dinh vi

C6 mdt s6 ngudi khé 6 thé choi trd dinh vi vi bi virdng vao ngén ngit. Ho
dwa ra gia dinh sai rang tir ngit c6 y nghia ctia nd, thé nén ho dé tir dién dan
dat cuoc doi minh.

Ban phai hiéu ngon tw

Tw nhiéu thap ky nay, cdc chuyén gia ngit nghia hoc néi chung déu
khang dinh rang t nglt von khong c6 y nghia. Nghia khong nam trong ttr.
N6 phu thudc vao ngwoi dung tu.

Giong nhw chiéc t6 rong cho nguwdi do6 duong vao, mat tir cling khong ¢
nghia cho dén khi cé ngudi dung va lam day y nghia vao do.

Nhung néu c6 dé day duwong vao chiéc té nitt, ban sé chang dat dugc két
qua gi. Hau qua twong tu cling xdy ra néu ban gang lap nghia vao tir khong
phu hop. T6t hon hét 1a ban nén bo ching di va dung ti khac.

Vi du nhu tr “Volkswagen” khong chita dugc khai niém xe cao cdp c@
vira. Vi thé “t6 dung duong” nay bi loai bé va thay thé bang cai khac,
“Audi”. T nay chita dung khai niém trén tot hon. Bing c6 chép gitr 14y tw
“Volkswagen” chi vi chi€c xe nay dwgc sdn xudt ¢ nha mady cuaa
“Volkswagen”. Chinh suy nghi cttng nhac do6 sé can tr@ ban dinh vi thanh
cong.

Ngay nay dé dinh vi ding, ban phdi suy nghi cuc ky linh hoat. Ban phai
co kha nang chon va dung diang tr ma khong tham khao cac loai sach ct
nhuv ti dién. Trai véi 1€ thuwong, nhitng y nghia da dugc s6 dong thira nhan
khong quan trong lam. Hay chon ttr cé thé ggi 1én y ma ban mudn thé hién.

Ban sé dinh vi dat nwéc Ba Lan nhu thé nao day?

Qua nhiéu tro dua cia nguwoi dan Ba Lan da lam x4du di t6 dwong Ba Lan.
Vi thé, viéc dau tién ban can lam la thay doéi tén dat nwdc xinh dep nam bén
bo song Vistula va Oder nay thanh vung dat cia Warsaw va Szczecin.

https://thuviensach.vn



Nhung liéu nhu thé cé hgp 1y khéng? R6t cude thi dat nwdc nay ciing
van la Ba Lan.

Ban c6 chac la né van nhw thé khong? Hay nhd rang tir ngit khong cé
nghia. Ching rong khong cho dén khi nao ban do day y nghia vao né. Vi
thé, néu mudn dinh vi lai m&t sdn pham, con ngwdi hay mot thanh pho, diéu
dau tién ban can lam la thay d6i vat chita ching.

Moi sdn pham hodac dich vu déu la “hang héa déng g6i”. Néu chiing
khong duwgc dong géi, tén ctia ching sé trd thanh chiéc hdp chita chiing.

Ban phai hiéu dwgc con nguoi

T ngit 1a co sung. Ching gitip ban ra nhitng suy nghi dang nam trong
dau chung ta.

Di nhién, néu moi nguwdi déu biét diéu nay, ta sé khéng con tan dung
duwgce viéc dbi tén hay chon nhitng tir gidu hinh anh, nhw Mustang®® cho xe
hoi nita.

Nhung, ho khong biét diéu d6. Hau hét moi nguwoi déu khong binh
thwong. Khong dién nhung cling khong tinh han. Ho thudong & trong trang
thai nira tinh nira me.

Vay nguoi tinh tao khac gi v6i nguoi khong binh thwong? Chinh xac thi
nhitng nguwoi khong binh thwong ho lam gi? Afred Korzybski, nguwoi da
phat trién nganh ngit nghia hoc téng hgp, giai thich rang ngudi khong binh
thuwong hay thay doi thé gigi hién thyc theo cach nghi ctia ho.

Néu ho nghi minh 1a Napoleon, ho sé ép thé giéi bén ngoai phai thay doi
sao cho phu hgp véi suy nghi do cuaa ho.

Con nguwoi tinh tdo thi luon phan tich thé gigi hién thyc, roi thay doi suy
nghi cia minh sao cho phu hgp vdi chiing. Viéc nay ciling rat phién phitc
do6i véi rat nhiéu ngudi. Vi, may ai muon thay doi cha kién lién héi dé khép
vGi thuce tai chi?

Do d6, thay doi thuc tai theo chu kién cia minh sé dé dang hon nhiéu.
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Nhitng ngwoi khac thwong hay tw quyét dinh roi tim kiém tw liéu dé
chitng minh cho quan diém. Hodc tham chi, ho hay vin vao y kién ctia mot
“chuyén gia” gan nhat dé khdéi phai ban tdm dén viéc kiém thém thong tin.
(Theo kiéu tin truyén miéng.)

Thé nén, nhitng cai tén danh tring vao tam ly méi cé tac dong to 16n.
Tam tri sé lam hién thyc khép vGi chiing. Mot chiéc xe mang tén Mustang
di nhién sé khién ta nghi n6 thé thao hon, giau sitc séng hon va nhanh hon
hén véi chiéc ciing loai mang tén Turtle(?),

Ngoén ngit la tién té ctia tam tri. D& nam bat duwgc van de, hay tiéu xai
ching that khéo 1éo. Néu dung dung tir, ban c6 thé thay déi duwgc chinh qua
trinh tw duy. (Pa c6 minh chitng cho thay rang dau 6c “tw duy bang tw
nglr”. Khong can nghi qua xa x0i, hay xét dén cach hoc ngoai ngit. D€ thuc
st nam virng duwgc mot ngdn nglt nhw tiéng Phap chang han, ban phai hoc
cach tw duy bang chinh thit tiéng dé.)

Tuy nhién, ngon ngit van c6 nhitng han ché nhat dinh. Néu mét tir cé
nghia trai ngugc véi thuce té, tam tri sé tir ch6i dung né. Chang han, trén
mot tuyp kem danh rang ghi cht “cd 16n” nhung moi nguoi - trv nha san
xuat - déu goi no la “tuyp kem danh rang nhé”. Hay trén tuyp kem danh
rang khac ghi chit “tiét kiém” nhung ai cling goi né la tuyp danh rang “co®
16n”.

Hay than trong vd&i thay doi

Thit gi cang thay d6i thi lai cang dam chan mot cho. Thé nhung, ngay
nay ai cling lam twdng rang moi thit da doi khac. Moi ngay troi qua, trai dat
c6 vé quay nhanh hon truée.

Céach day nhiéu nam, mot san pham thanh céng c6 thé nobi tiéng dén hon
50 nam trude khi 1ui vao di vang. Gio day, vong doi cta chiing ngan hon
nhiéu, doi khi, chi dugc tinh bang thang, chit khong con theo nam nita.

San pham mdi, dich vu mdi, thi trudng mdéi va thdm chi cd phuong tién
thong tin mai lién tuc ra doi. Nhung, vira budce vao giai doan tredng thanh,
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ching da bi quén lang. Va, mot vong doi mdi lai xuat hién, tr budc dau
tien.

Trwdc day, mot quy 6ng an van chai chu6t thwong cat tbc moi tuan mot
lan. Con gid day, thi m6t hodc hai thang mot lan.

Trudc day, dé tiép can quan ching can dén tap chi nhan dan. Gid la
truyén hinh mang lwdi. Va ngay mai c6 thé la cap quang. Thi¢ bat bién duy
nhat sét lai dén gio cé 1é chinh la sy thay doi. Chiéc kinh van hoa ctia cudc
song xoay nhanh hon. Mu6n hoa tiét méi xuat hién r6i mat di. Thay doi gio
da tr¢ thanh cach tén tai ctia nhiéu cong ty. Nhung, liéu né c6 phai la cach
dé bat kip chinh n6 hay khong? Cau tra 16i phai nguwgc lai méi ding.

Khap noi la v6 van cac manh v® ké hoach do nhiéu céng ty tranh nhau
bat kip thoi dai dé lai. Ca si thi nhdy vao ban do dién gia dung. RCA thi
tién vao con bung né may tinh. General Foods m& mot chudi cira hang ban
do an nhanh. D6 1a chua ké dén hang tram cong ty dang danh mat hinh anh
doanh nghiép ctia minh khi chay theo trao lwu nhat thoi cta tén viét tat.

Nguoc lai, nhitng ai con gilt nguyén ké hoach thang lgi trwdc day va vi
tri cia minh, thi ho van thanh céng ryc r&. Nhw Maytag tiép tuc ban do dién
chat lugng cao. Walt Disney tiép tuc cung cap cho cac san pham tudng
twgng va giai tri. Avon tiép tuc mang tGi dich vu trang diém tan nha.

Va bo thuc vat chang han. Cach day 30 nam, cac thuwong hiéu bo thye vat
thanh cong da dinh vi chinh minh khong phai la bo thong thuwong. “Co vi
nhw banh phét bo dat tién,” mau quang cao réu rao. Vao hoém nay, cach nay
con hiéu qua khong? Tai sao khong tht dung lai chién lwgc nay? Chiffon
van thanh cong v6i mau quang cao, “Lira d6i Me Thién Nhién khong tot

dau.

Gio ban can gi dé gianh chién thang trong tro choi dinh vi?

Ban can tam nhin
Thay do6i 1a con séng trén dai duong thoi gian. Xét vé ngan han, né lam
lung lac suy nghi va khién ta boi r6i. Nhung, vé 1au dai, nhitng dong chdy
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phia duéi méi dang dé tam. Dé d6i pho véi chiing, ban can nhin xa hon dé
xac dinh ro ban chat doanh nghiép ctia minh, va bam chat vao dé.

Thay do6i hwéng di cia mot cong ty 16n giong nhw c6 bé 1ai mot chiéc
mdy bay dan dung. Bé doi huéng, ta can di cd dam duwong. Va néu 10 tay
sai hudng, thi quay vé hwdng cii con mat nhiéu thdi gian hon.

Do vay, muon gianh chién thang trong tro choi nay, ban can dinh treéc
cong ty minh sé lam dugc gi, khong phai vao thang t6i hay nam tGi, ma
trong 5, 10 nam nita. N6i cach khéc, thay vi bé 1ai dé phai déi mat vGi
nhitng con sé6ng m@i moi lan, cong ty phai ty dinh ra mot huwéng di ding
dan.

Ban phai c¢6 tam nhin. That thiéu khon ngoan néu v6i va xay dung cho
ding bang ky thuat han ché, véi mot san pham hét thai, hodc dat tén sai.

Va, quan trong nhat la ban phai biét ro thit gi cé hiéu qua.

No6i thi dé nhung lam mdéi khoé. Khi thay triéu dang, viéc gi cling c6 vé
xu0i cheo mat mai. Nhwng, khi né rut di réi, moi thit déu nhw mac can.

Ban ciing can phai hoc cach lam sao dé no lwc cia minh khong bi anh
hwéng bdi tinh trang chung cua nén kinh t€. Nhiéu chuyén gia tiép thi duwgc
troi pht cho may man. Hay can than! Nhitng thién tai ti€p thi dé c6 thé
thanh ké that nghiép ngay ngay mai.

Hay gang kién nhan. Thanh cong sé mim cwdi vGi nhitng ai c6 quyét
dinh ding dan vao hom nay.

Néu cong ty da dinh vi minh theo ding hwéng, né cé thé cudi trén dong
chay nhitng thay doi, san sang nam lay co hoi phu hgp véi n6. Nhung khi
co hoi dén, n6 can phai tang toc.

Ban can long can dam

Khi do lai lich st hinh thanh cac nhan hang dan dau, tir s6-c6-la Hershey
dén Hertz trong linh vyc cho thué xe, diém chung gitta chiing khéng nam &
k¥ xdo ti€p thi hay cdi tién sang tao san pham. Ma la kha nang nam bat
sang kién trwdc khi doi thu kip ditng vitng. Theo cach néi ctia cac vi twéng

https://thuviensach.vn



ngay xua, nguwdi dan dau thi treong “phai tdi dich sém nhat, trudc nhitng
ké tién xa nhat”. Ho ludn dau tw vao tiép thi ngay ca khi tinh hinh van 6n
dinh.

Vi du nhu Hershey da gitr vitng cho ditng trong nganh s6-c6-la dén mic
né6 ty thay khong can phai quang cdo thém nita. Kiéu niém tin nay la thi xa
xi ma cac doi tha ctia n6é nhw Mars chua titng dam mo t6i.

Sau nay Hershey da quyét dinh tién hanh cac chién dich quing cdo.
Nhung sai thoi diém. Két cuc la thanh s6-c6-la sita caa Hershey khong con
la san pham béan chay nhat nita. N6 rét ra ngoai ca top 5 thwong hiéu dan
dau.

Cho nén nhw ban thay day, tao ra vi tri dan dau khong chi phu thudc vao
may man va kha nang tinh toan thoi diém. N6 con tuy vao viéc san sang chi
tién, trong khi nhitng ké khac lui lai cho thoi co.

Ban can su khach quan

bé thanh cong trong thoi dai dinh vi, ban budc phai thang tay dén tan
nhan. Can loai bé moi cai t6i trong qua trinh ra quyét dinh, vi ching chi
khién van dé thém rac roi.

Mot trong nhitng khia canh quan trong nhat caa dinh vi la kha nang danh
gia san pham that khach quan, va thdy dwgc cach khach hang tiém nang
danh gia chung.

Hay nh¢ rang ban khong thé choi bong ro ma khong c6 bang gan r6. Ban
can ai dé thit nghiém y twéng ctia minh. Ngay khi ban tin rdng y twéng don
gidn nao do chinh la giai phap cho van dé ctia minh, thi ban da bé sét thir gi
do.

Do la sy khach quan. Ban can ai khac nhin nhan y twéng mdi dé6 mot
cach khach quan. Va nguogc lai, ban sé xem xét y twéng cua ho.

Giong nhu choi béng ban, dinh vi la tro choi phoi hgp hai ngudi. Khong
phai ngau nhién ma cuén sach nay dwoc viét bdi hai tac gia dau. Chi khi
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nao moi treong trao doi dugc tao ra, y twdng mdi c6 thé duge sang loc va
hoan thién.

Ban can don gian hoa

Hién nay, chi cé y twéng hién nhién nhat méi hiéu qua. Vi luwgng truyén
thong qua tai da chan dirtng thanh cong cua moi th khac.

Tuy nhién, nhitng thi hién nhién d6 khong phai Iic nao cling dé thay.
“Sép” Kettering®® da treo mot tdm bién trén twong toa nha Nghién citu cta
hang General Motors & Dayton v6i ndi dung: “Van dé nay khi dugc giai
quyét sé rat don gian.”

“Nho kho ttr California. Keo cua Nature.”

“Gainesburgers mém va nhiéu thit. Thwc pham déng hép danh cho thd
cung ma khong can hop.”

“Bubble Yum. Keo cao su théi bong béng ngon tuyét.”

bay la nhitng y twong don gian nhung hiéu qua hién nay. Nhitng khai
niém don gian dugc dién dat bang tir ngit gian di, theo cach that dé hiéu.

Giai phap cho cac van dé thuwong don gian dén mirc hang ngan ngudi
thdy nhung khong nhan ra chiing. Con khi gdp nhitng y twéng c6 vé hay ho
hodc phitc tap, ching ta nén than trong. Ching c6 thé phan tac dung vi
thiéu di sy don gian.

Lich st cua nganh khoa hoc bat nguén tr nhitng sinh vién ctia truong
Kettering, nhitng ngwoi da tim ra cach gidi quyét don gidn cho cac van dé
phtrc tap.

Co lan, treéng phong Tiép thi cia mdt cong ty no da kién quyét budc cac
chuyén vién phu trach quang cado phai dan chién lwgc tiép thi vao sau moi
ban ké hoach. Néu khach hang héi quang cao nay dé lam gi, thi ho c6 thé
1at mat sau lén dé doc chién lugc.

Nhwng, dang ra mau quang cao phai dé hiéu da dé chi ra chinh né la
chién lugec.
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Hang quing cdo nay da mac phai sai lam. N6 da dat chién lwgc vao nham
vi tri.

Ban can phai tinh té

Nguwaoi méi tap tanh dinh vi thwong cho hay: “Dé lam. Chi can tim ra mot
cho dirng ctia riéng minh la xong.”

Pon gian, dung. Nhung, dé thi khong.

Van deé la ban khong chi phai tim ra cho trong ma cho dé con phai phat
huy tac dung nita. Nhv trong chinh tri, tao ra ch6 ditng cuc hitu (quan diém
tha cyu) hay cye ta (quan diém xa hoi) 1a viéc khéng khé. Ban chac chan sé
gianh dwgc mot trong hai cho do6 trwedc tién.

Nhung ban sé do van.

Dbiéu ban can la tim dwgc mot cho trong gan trung tam cua chudi gia tri.
Ban phdi c6 chit bao tha trong khu vuc ty do, hodc chut ty do trong khu
vuc bao thua. Viéc nay doi hoi tinh ty chu va tinh té. Nhitng nguwdi thanh
cong trong cudc song va sy nghiép la nguoi tim duwgc cho trong gan trung
tam mang cac gia tri. Chtt khong phai ¢ tan ngoai ria.

C6 doi khi ban thanh cong trong dinh vi nhwng lai that bai trong ban
hang. Tinh huéng nay dugc goi la “Tw duy kiéu Rolls-Royce”.

“Chung t6i la Rolls-Royce cuia nganh c6ng nghiép nay” la kiéu tuyén bo
thwong thay trén thwong treong hién nay. Nhuwng, ban c6 biét mot nam cé
bao nhiéu chiéc Rolls-Royce dugc ban ra khong?

Rat it. Chi vai ngan chiéc mo6i nam, so v@i gan nta triéu chiéc Caddillac
dwgc tiéu thyu. (Hién nay & Anh, ngudi ta rat doi ngac nhién khi thay mau
quang céo Rolls-Royce con duwoc ghi cd bing tiéng A-rap. Nhung thi
trerong nay lai rat nhé hep, chi dat mitc doanh thu hang nam vao khoang
60.000 do-la.)

Ca Cadillac va Rolls-Royce déu la dong xe thugng hang, nhung gitta
ching c6 khoang cach cuc 16n. V6i mot nguwoi mua xe binh thuwong, Roll-
Royce khong bao gid ndm trong tam véi cua ho.
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Con Cadillac, giong nhw Michelob va nhithg mén dat tién khac, thi
khong. Vi thé, bi mat dinh vi thanh cong & day chinh la kha nang can bang
gitta hai thi: (1) mot vi tri riéng biét di kem vdéi (2) sic hap dan trén dién
rong.

Ban can kién nhan

Rét hiém c6ng ty nao c6 du kha nang ra mat san pham trén quy mo toan
quoc. Thay vao dé, ho thuong tim noi gitp thuong hiéu thanh céng trudec,
ro6i m@i mé rong no sang cac thi treong khac.

Lan toa theo khu vuc dia ly 1a mot cach. Ban xdy dung san pham virng
manh & mét thi treong, roi sau dé tién dén nhitng noi khac. Ttr dong sang
tay. Hodc ngugc lai.

Ngoai ra, ban ciling c6 thé lan tda theo doi twong khach hang. Rat lau
tredc khi Marlboro tré thanh thwong hiéu s6 1 tai My, Phillip Morris da
xay dung no thanh thuwong hiéu thudc 14 s6 1 & cac truong dai hoc.

Cach thw ba la lan toa theo trat tw thoi gian. Ban tao dung thvong hiéu
trong dau mot nhom tudi xac dinh trwdc, réi lan ra cac nhom con lai sau.
“Thé hé Pepsi” l1a nd luc cta Pepsi trong viéc gay dung san pham nay di
vao long gidi tré trwdc, roéi sau do gat hai thém nhiéu lgi nhuan khi nhém
nay gia di.

Cach thtt tv nam & hinh thitc phan phéi. Dong thuéc nhuém téc Wella
dau tién dugc ban qua cac trung tdm cham séc sac dep. Sau khi mat hang
nay da co6 dugc vi thé vitng chai, né tiép tuc dugce bay ban & cac hiéu thudc
va siéu thi.

Ban can huéng tam nhin ra toan cau

Pting xem thuwong tam quan trong cda tw duy toan cau. Cong ty nao cw
mdi tap trung vao nguoi tieu dung noi dia sé bo 18 nguoi tieu dung & thi
trrong ngoai quoc.

Tiép thi ngay cang mau chong chéng bién thanh mdt tran toan cau. Mot
cong ty da c6 cho ditng & mot quéc gia nhan thidy gio day né cé thé dung
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chinh vi tri nay dé chan dwong vao cta ké khac. IBM chiém 60% thi truong
may tinh ¢ Pic. Ban c6 bat ngd khong? That ra khong c6 gi dang ngac
nhién ca, vi hon 50% lgi nhuan ctia IBM déu dén tir ngoai nwéc My.

Khi cac cong ty bat dau mé rong kinh doanh ra thé gidi, ho thwong gap
phai rac r6i vdi tén goi. Vi du dién hinh nhw U.S Rubber, mot céng ty tiéng
tam toan cau nhwng lai tiép thi nhiéu san pham khong hé lam ttr cao su. Thé
nén, ho doi tén thanh Uniroyal dé tao hinh danh doanh nghiép méi va st
dung né khap noi.

Ban can phai huéng vé “bon ho”

C6 hai kiéu nha tiép thi: Kiéu “Chung ta” va kiéu “Bon ho”.

Kiéu “Chuang ta” thuwong gap khoé khan khi can hiéu dugce cot 16i caa khai
niém mai: “San pham khong duwgc dinh vi & van phong cta cac giam doc
ban hang ma ¢ trong tam tri khach hang.”

Hoéa ra “Chung ta” lai chiém s6 dong nhitng ngwdi tham gia cac hoi thao
ky nang. Ho tin chac rang, v6i dong co ding dan, moi thit déu c6 thé lam
dwgc. Ho tao ra nhitng thuyét khach day so6i n6i. “Ching ta cé y chi, quyét
tam, kha nang lao dong miét mai, doi ngl ban hang tuyét voi, nha phan
phoi tin nhiém, cé nay, cé no... Nho dé, ching ta nhat dinh thanh cong.”

Co6 thé. Tuy nhién, kiéu “Bon ho” lai thwong nhin rd moi thit hon. Ho
hwéng trong tdm vao doi thu. Thwong xuyén ra soat ting thi truong nhw
mot vi twéng khao sat tran dia. Ho tim cho ra diém yéu cta doi tha dé khai
thac va hoc cach né tranh diém manh ctia ching. Dac biét, ho nhanh chéng
dap tat ao twdng cho rang nhan Iyc xuat sac sé dan t6i thanh cong.

“Chung t6i c6 nhitng nguwdi gioi nhat” thwong la do twéng 16n nhat caa
tat ca moi ngwoi. Moi vi twéng déu hiéu ro rang, tai danh tran cta tirng binh
linh & cac doi quan khéng khac nhau la bao. Phe nay hay phe kia cé thé
dugc trang bi hay hudn luyén tot hon, nhung khi c6 mot lwgng 16n nguoi
tham gia, thi kha nang vén c6 cia ho déu ngang nhau.
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Vi cac cong ty ciing nhw vay. Néu ban cho rang ngudi nao do ¢ cong ty
minh gidi hon doi thu, ban sé dé tin vao bat cit diéu gi. Nhw 6ng gia Noel.
Hay ba tien Rang.

Yéu t0 1gi thé ¢ day lai la s6 lwgng. Mot nguwdi gidi c6 thé dwgc chon ra
tir s6 lwong han ché cac nhan vién tiém nang. Nhuwng, van dé la lam sao dé
tuyén dugc 10 nguoi giodi, hay 100 ngwoi, hay 1.000 ngudi cung lic day?

Néu ap dung mot chit toan hoc ¢ day, ban sé thay bt cit cong ty nao c6
khoang tram nguoi tré 1én déu co6 chat lwgng nhan lwc trung binh ngang véi
doi thu caa ho. (D1 nhién 1a trir phi, ho chiu trd lwong cao hon. Nhung thé
thi lai phai hy sinh s6 lwgng dé doi lay chat lwong, trong khi diéu nay lai
khong han dem lai 1gi thé can thiét.)

Khi General Motors doi dau vdi Ford, ban thira biét két qua sé khong
phu thudc vao tai nang ctia moéi ca nhan tham gia vao d6. N6 tuy vao phe
nao cé twéng gioéi hon, biét dung chién thuat hay hon. Lgi thé dé chac chan
da nghiéng vé General Motors.

Nhitng thit khong can thiét
Ban khong can phaéi cé danh tiéng nhw mot thién tai tiép thi. Thyc té, n6
chinh 1a nhugc diém chét nguoi.

Cac cong ty dan dau thwong nham lan cho rang thanh céng cta minh la
nhd vao cac ky thuat tiép thi. Hau qua 1a, ho tin rang cac ky thuat nay cé
thé tiép tuc dugc dung véi cac san pham khac hay van dé tiép thi khac.

Vi du that bai dang tiéc ctia Xerox trong linh vitc may tinh.

Va ngay ca Tap doan IBM, dau ndo cua kién thitc ti€ép thi, cling that bai
cay dang khong kém. Cho dén tdn ngay nay, may in gidy thuong ctia IBM
chi an 16m duwgc chat xiu doanh thu ctia Xerox. Bung nhw dy doan!

Quy ludt cta dinh vi 4p dung cho moi loai sdn pham. Vi du trong linh
vue hang héa dong goi, Bristol Myers gang chiém ldy cho ctia kem danh
rang Crest bang kem Fact (Bristol Myers bi tiéu diét sau khi chi ra 5 triéu
db-la quang cdo.) Sau do, nd lai gang bam theo thudc giam dau Alka-
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Seltzer bang Resolve (n6 ra di sau khi ton khoang 11 triéu do-la.) R6i, n6
lai c6 gianh 14y vi tri cta thuéc gidm dau Bayer bang Dissolve, dé lai phai
nhitc dau vé ngan sach. Sau cung, né co tan céng Tylenol bang Datril va
lanh mot vo dau nita con nang né hon.

That khé hiéu tai sao nhiéu cong ty lai mudn tw sat khi doi dau véi ké
dich qua vitng vang nhw thé. Ho da thira biét két qud, nhung c¢ dam dau
vao bang moi gia. Trén chién treong tiép thi, “cudc tan cong cua li* doan ky
binh nhe®9” xay ra hing ngdy. Va két qua ciing khdng ngoai dy doan. Hau
hét bon ho déu nam & vi tri s6 2, 3, 4 hay tham chi thap hon thé. Sau do6 ho
lam gi ti€p nao?

Hy vong van chay khong ngirng trong tim. Chin trong s6 mudi ké that
bai trén lai dan tran danh tiép vao déi thi manh nhat. Giong nhv RCA tan
cong IBM. Két cuc: Tham hoa.

Chung t6i xin nhac lai quy luat dau tién cta dinh vi: D€ chiém dwgc tam
tri khach hang, ban khong thé ddu truc dién véi mot cong ty da cé dugce vi
tri vitng manh. Ban c6 thé di vong, di xudng dwéi hay di bén trén, nhung
tuyét doi khong bao gio dugce doi dau.

Ké dan dau da ditng & cho cao — vi tri s6 1 trong dau ngwoi mua. D6 la
bac cao nhit trén thang san pham. Muon tréo 1én do, ban budc phdi tuan
theo quy luat dinh vi. Vi trong xa hoi bi qua tai bdi truyén thong, tro choi
gio da doi tén thanh tro dinh vi.

Ai choi gidi hon, ké do sé ton tai.
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24. Seven-card stud: Bai 7 1a, mot dang khac cua bai xi phé (hay Poker) 25.
“Modelitus”: Buwgc dich l1a “h6i chitng da mau ma” dwa vao cach giai thich
cta tac gid Al Ries trong bai bao What’s causing Toyota’s trouble (Piéu gi
gay rac roi cho Toyota). Theo Al Ries, nganh san xuat 6 t6 dang gap rac roi
16n khi dwa ra hang td mau m4, khién khach hang boi r6i va tir ch6i mua
hang. 26. Harold Stassen (1907-2001): tirng 1a Théng doc bang Minnesota
va Hiéu trudng Truwong Dai hoc Pennsylvania. Stassen da nhiéu lan tham
gia tranh c¥ chitc tong théng My nhung déu khong thanh cong, tir d6 cong
ching My goi 6ng bang biét danh “itng ctr vién sudt doi”. 27. Tai hoa bao
tredc, nguyen van la “the handwriting on the Wall”, bat ngu6n tir mot dién
tich trong kinh Cyu wéc vé nha tién tri Daniel. Vao thé ky thit VI TCN, mot
vi vua da giam gitt nhiéu ngwdi Do Thai vao vung dat Babylon. Mot ngay
no, c6 mot ban tay than bi viét chi 1én twong cung dién. Nha vua cho goi
Daniel. Ong d giai thich ring Chiia s& khién nha vua va virong quéc sup
do6. Ngay dém hom d6, nha vua bi giét. Cau nay c6 y chi “tai hoa sap giang
xuong”. (Nguon:
http://dictionary.reference.com/browse/the+handwriting+on+the+wall ) 28.
Charlie Brown: nhan vat hoat hinh trong loat phim hoat hinh ndi tiéng
mang tén Charlie Brown ¢ My. 29. Vao nhitng nam 1960, hang Sony tung
ra loai ti-vi c& nhé (man hinh c& 5 inch), trong khi cac dé6i tha khac déu cha
trong dén tivi man hinh 1én cao cap. Sony nuéi y twdng danh vao cho trong
rat nho nay cua thi treong. Ho dat tén cho tivi nhéd cia minh “Tummy
television” (tummy: bung), tic la dang tivi nho c6 thé cé thé dat trén bung
dé xem. (Nguon: tvhistory.tv) 30. Ford la dong xe thong thuong, ré hon so
v6i hai dong cao cdp la Mecury va Lincoln. (Lincoln la cao cap nhat). Sau
nay, Ford san xuat thém dong Edsel, cé thé xép hang theo gia tir thap l1én
cao nhv sau: Ford - Edsel - Mecury - Lincoln. 31. Bella Savitsky Abzug
(1920-1998): luat su, chinh tri gia, nha hoat dong xa hoi, va la ngwoi lanh
dao Phong trao Phu nit kéo dai tir thap nién 1960 dén thap nién 1980 & My.
32. Trong tiéng anh, “Ban” ciing c6 nghia la “cam doan”. 33. Nguyén van
“knocking” ads. Cach goi khac cua quang cao so sanh (comparative ads), la
hinh thitc thitc so sanh/nhac tén doi thu khi quang cado sdn pham ctia minh.
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34. Menne E da that bai vi vao thoi diém dé, khach hang chwa chu y dén
bénh hoi nach. Chi nhitng ai déom dang lam mdgi lan chat khir mui vao nach.
Mennen E da lam va tung ra san pham khir mui chita vitamin, nén that bai
thdm hai. 35. Tén pha dinh, nguyén géc “negative name”, la tén goi cé
chtta t phu dinh/phan nghia tt con lai. 36. Cau quang cao cua bo thuc vat
Chiffon. Chiffon la bo thwc vat mém dong hop dau tién & My, dwoc san
xuat bdi tdp doan ACCO vao nam 1954. Vao nhitng nam 1970, trong mau
quang cao cta Chiffon, ni* dién vién dong vai Me Thién Nhién. Ba ném thtr
bo Chiffon, thay n6 qua ngon nén lam twéng dé la bo “that” (Bo dong vat).
Cudi mau quang cao, Ba titc gian vi bi lira nén da noéi, “Lira bip Me Thién
nhién khong hay dau nhé.” Mau quang cao giup khach hang nhan ra sy ton
tai cia bo thyc vat, theo bo dong vat. 37. Trong Tiéng Anh, “butter” 1a bo
dong vat lam twr stta bo, con “margarine” la bo ¢6 nguon goc thyc vat. Hai
tlr nay co6 dinh nghia riéng biét duwgc quy dinh chat ché trong luat & mot so
nwdc nhw My va Anh. Viéc ghép tir “dau nanh” (soy) vGi “bo dong vat”
(butter) thanh “bo dau nanh” (Soy Butter) thyc chat tao ra “tén pha dinh”:
lay nguon goc thue vat (dau nanh) pha dinh nguén goc ctia bo dong vat. 38.
Fructose: mot loai dwong don cé trong hoa qua va rau. N6 ciling dwoc két
hop véi glucose dé san xuat sir6 ngli coc ham lwgng fructose cao — mot
chat lam ngot trong nhiéu thwc pham dong goi nhu thitc an tir ngli c6c va
s0-da. 39. San Juan: Thu do6 va la thanh pho 16n nhét ctia Puerto Rico. 40.
Allegheny: mdét quan trong tiéu bang Pennsylvania, Hoa Ky. 41. Mr.
Whipple: mét nhan vat quang cao hw cau, dwge dong bai dién vién Dick
Wilson trong loat quang cdo gidy vé sinh Charmin ctia P&G, nam 1964 dén
nam 1985, tai My va Canada. Trong mau quang cao, Mr. Whipple, mét
quan ly siéu thi, yéu cau khach hang khong dwgc bép hop gidy vé sinh
Charmin (dé cam nhan do x6p mém cta san pham nay). Nhung, cudi cung,
chinh Mr. Whipple cling bop gidy nhu ngudi mua. 42. Mets, Jets, Nets va
Sets déu chita nguyén am /e/. Bets, Sweat, Ghetts va Debts ciing c6 cach
phat am twong tw. 43. Burt Reynold: Pao dién cia bo phim Switching
Channels (tam dich: Chuyén kénh). O day, ti* Channels tinh c¢& kha giéng
v0i thuong hiéu thoi trang Channel. 44. Pullman dugc thanh 1ap boi Geogre
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Pullman vao ntta cu6i thé ky XIX. Vao thoi dai bung né cua xe ltra,
Pullman la nha san xuét toa xe Itta 16n nhat & My. Sau nay, ho ciing ché tao
xe buyt va tau dién. 45. Tap doan Greyhound, hay con goi la Greyhound
Lines, dugc thanh 1ap @ Minnesota, My vao nam 1914. Ho ting la cong ty
chuyén van hanh va san xuat xe buyt 16n nhat tai My. Hién tai, Greyhound
da duogc sap nhap vao hang van téi First Group va mé rong nhiéu dich vu
chuyén phat khac. 46. Tap doan Kaiser duwgc thanh 1ap tai An Db nim
1996, chuyén cung cdp hoa chat cho hau hét moi nganh nghé. 47. Nguyén
van: “If it’s Tuesday, this must be Belgium”. Day la phim vé mot nhém du
khach ngudi My, di du lich qua bay thanh phé chau Au trong 18 ngay, chi
dirng chan tai moi thanh phé 2 ngay. Du voi vang nhung moi thanh phé ho
gang tham quan cho dwgc mot nha tho, bdo tang hay ky quan lién quan dén
khao c6 hoc. 48. Vao ndm 1900, anh em André va Edourd cho ra doi cam
nang Michelin, danh riéng cho gid¢i 6 t6 cia Phap nham day manh phong
trao choi xe va dong thoi di nhién la tiéu thu vo xe hoi. cdm nang dugc in
lan dau lén tdi 35.000 ban va dwa ra thi truong hoan toan mién phi. Noi
dung trong d6 gom c6 ban do, dia chi nhitng noi sita xe, ban huéng dan tw
thay banh xe, tram xang, nha tro, khach san... Chi 4 nam sau, cdm nang
nay lan téi nwdc Bi. Nam 1907 lan qua Algeria, Tunisia va dén nam 1911
tGi cac quan ddo Anh. N6 chi ngung lwu hanh trong thoi diém Thé chién 1.
Sau do lai dwgc lvu hanh binh thuwdng lai. 49. Bén nam 1920, cam nang
Michelin c6 sv thay d6i 16n, khi André phat hién viéc str dung n6 tai mot so
noi khong ding quy dinh. Ong quyét dinh phai 14y tién tir viéc ban cdm
nang nay vi 6ng tin rang ngudi st dung chi ton trong nhitng gi ma ho phai
tw trd gid. Vai ndi dung trong cam nang ciing dugc thay doi, noi bat nhat la
muc, dia chi cac quan an, gio dugc xép hang theo dang cap. Thay noi dung
nay dugc nhiéu nguwdi wa chudong, anh em nha Michelin phai tap hgp mot
nhom chuyén gia am thyc. Cong viéc cua ho la di tham quan va an tai cac
nha hang c6 tén tudi, tat nhién la moi phé binh dwgc chdm diém mot cach
kin d4do va khong hé thién vi cho bat cit nha hang nao. Tt nam 1926, cam
nang nay bat dau danh gia nhitng nha hang sang trong bang cach cap cho
ho ngoi sao, thoi diém ay chi cé 1 ngdi sao. Mai cho t¢i nam 1931, 2 va 3
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sao md&i dugc dua vao. 1 ngoi sao: tuyét voi cia nha hang. 2 ngoi sao: xing
dang dén an dé thuéng thitc. 3 ngdi sao: qua tuyét voi, dang dén an mét lan
trong doi nguwoi. Monte Carlo la khu vwc hanh chinh cia céng quoc
Monaco, giap thi tran Beausoleil cia Phap. Monte Carlo noi tiéng vGi cac
tu diém song bac va cac bai bién dep thudc vung Saint-Michel, Saint-
Roman/Tenao. 50. Cong nuwong Grace la minh tinh dién anh My Grace
Kelly. Vao thang 4 nam 1956, ba két hon v6i Hoang dé Monaco Rainier 111
va trd thanh céng nwong Grace ctia cong quéc Monaco, hay thuong dugc
goi la Ba Hoang Grace. Vao 1982, ba mat trong mot tai nan xe hoi khi mat
lai chiéc Rover R8 trén con dwong ma ba titng dong bé phim Catch the
Thief. 51. TWX: TelepeWriter eXchange service, dich vu truyén chir 16n.
52. Hau t0 “gram” trong “telegram” hodc “mailgram” c6 nghia la “duwgc ghi
lai, ghi hinh lai, dwgc viét lai”. 53. Nhitng di¥a con cta ngudi thg giay,
nguyéen van la “the story of the shoe maker’s children”, chinh xac la “the
shoemaker’s children go barefoot”, ké vé ngudi cha qua chi tdm tao nén
nhitng doi giay hoan hao dén mitc quén bang nhitng dita con chan tran ctia
minh. Cau ngan ngit nay am chi nhitng ngwoi qua chd vao céng viéc dén
muUc quén ca ngroi than. 54. “Nguoi me, banh tao va la c6”, nguyen van la
“Motherhood, apple pie and the flag”, giong nhu “Béng ro, xtic xich, banh
tdo va Chevrolet”, déu la nhitng nét van héa dac trung ctia nguoi My.
“Nguoi me, banh tao va la c6” chi nhitng quy luat can ban luon ding va
dwgc cong nhan bédi tat ca moi ngwdi. 55. Rumplestiltskin la tén ctia ngwoi
ti hon trong truyén c¢6 Grimm, Rumplestiltskin (tam dich: D6 bé x6). Trong
truyén, anh ta da giiup con gai ctia bac thg xay kéo sgi rom thanh to vang dé
c6 duge chon lam hoang hau nhung doi lai lai bat mat dira con trai dau tién
cua co. 56. Mustang: Ngwa thao nguyen 57. Turtle: rua 58. Charles Franklin
Kettering (1876 - 1958): nha kinh doanh va ky sw, dugc cap 186 bang phat
minh. Kettering da sang 1ap tap doan dién tit Delco, nhanh san xuét va thiét
ké 6 t06 cho hang General Motors (GM). Tt 1920 dén 1947, ong la truéng
phong nghién ctru va phat trién cia GM. 59. “Charge of the light brigade”:
Cudc tan cong cua it doan ky binh nhe. Pay la trdn tdn céng cua luc lwgng
Ky binh Anh vao Phao binh Nga ¢ tran Balaclava, nam 1855. Theo B0
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Tham muwu cia Raglan, khoang 678 linh Ky binh nhe ctia Anh phaéi doi dau
vdi 25.000 quan Nga duge phong bi vitng chac. Cudc tan cong kéo dai von
ven 20 phit. N6 dwge xem la mdt tan bi kich dién hinh cua tan cong tryc
dién, vach ra sy yéu kém vé hé thong lién lac ctia Quan d6i Anh thoi 4y. 1.
Nguyén van: “Corporate America”, thuat ngit &m chi thé giGi cta cac tap
doan 16n va cac thuwong vu 16n trong nwdc My. 2. Cudn sach nay dugc xuat
ban lan dau nam 1981. 3. Cola la mot loai nwéc giai khat mau nau do, thanh
phan cé duong, caffein chiét xuat ti hat cola, coain chiét xuat tir 14 coca, va
mot s6 thanh phan khac. Quang cdo nay ctia Seven-up nham nhdc moi
nguoi rang nwdc udng cua ho khong phdi 1a cola. 4. Pai 16 Madison: noi
ddt tru s& cua cac hang quang cao 16n & My, am chi nganh quang cao. 5.
Xem chd thich 1 trang 13. 6. Cé 1€ tac gid am chi chién dich quang céo rat
thanh cong cua hang Colgate-Palmolive bat dau tir nam 1963 va kéo dai
nam nam cho dong san pham bot giat/chat tdy rira gia dung Ajax. Quang
cao nay thé hién hinh anh mot hiép sy van do trang, cudi ngua trang, cam
khién danh bay nhitng dong quan 4o ban gitip cac ba ndi trg. 7. Co Ié tac
gia am chi chién dich quang cdo “Ngwoi dan 6ng mac ao so mi Hathaway”
do David Ogilvy thyc hién nam 1951. Pay la chién dich quang céo rat
thanh cong, dwa Hathaway tir mot nha san xuat vo danh trong suot 116 nam
hoat dong tré thanh doanh nghiép cé doanh s6 ban 4o so mi 16n nhat thé
gigi. Yéu t0 mang lai thanh céng cho chién dich nay la miéng bit mat den
ma dién vién quang cao deo, vi n6 kich thich sy t0 mo ctia doc gia. Quang
cao nay dwoc binh chon la quang céo trén bao hay nhat moi thoi dai. 8. Mot
quang cao rat thanh cong ctia hang Lite Beer, phat song lan dau nam 1973.
Chién dich nay da thay d6i quan niém thong thwong thoi bay gio 1a bia nhe
thi c6 vi khong ngon. Quang cao nay dugc tap chi Advertising Age binh
chon vao Top 100 quéng cdo hay nhat thé ky 20. 9. John Lindsay (1921-
2000): chinh tri gia, luat sw, kiém nha truyén thong nguwdi M. Ong timng
tham gia &ng c tong thong My. 10. Miéu ta do vat: mot hoat dong kha pho
bién tai cac trwedng mau gido/ tiéu hoc & My, Bac My, va Australia, nham
day tré nho k¥ nang noéi tredc dam dong. Chang han, hoc sinh sé 1ay mét do
vat & nha tdi 16p roi dirng 1én tredc 16p dé miéu td vé do vat ay va nhitng
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thong tin lien quan. 11. Nguyén sodi Bernard Law Montgomery (1887-
1976), mot quan nhan Anh, tirng tham gia hai cudc Thé chién. 12. Chinh
phu 16n (Big government): tir dung ctia nhitng ngudi theo treong phai bao
tht hodc tw do & My, chi mo hinh t6 chitc hanh chinh céng kénh, tao diéu
kién cho tham nhiing, va kém hiéu qua. Tt nay con dung dé chi nhitng
chinh sach cua chinh phu di qua sau vao cac van dé riéng tu cia cong dan
(VD: hanh vi tinh duc hodc lwa chon thyc pham). Mot y nghia nita 1a n6 chi
viéc chinh pha lién bang tim cach kiém soat quyén luc cia cac thé ché dia
phuwong. 13. Chién dich tranh ctt cia John Connally nam d6 gay an tugng
v6i khodn ngan sach 11 triéu do-la, song rét cudc lai chi c6 mot dai ct tri
ung ho; ngwdi nay vé sau dugc gidi truyén thong goi la “dai ct tri 11 triéu
do-la”. 14. Nguyen van: “Baseball, hotdog, apple pie and Chevrolet” la
chién dich quang cdo thanh cong nhat cia General Motors cho dong xe
Chevrolet. Nha quang cdo James W. Hartzell da viét ra cau khau hiéu nay,
ddc td ding nhat nhitng nét sinh hoat dién hinh cta nguwsi My: 1ai xe hoi
(Chevrolet), dva con di xem/di choi bong chay, an xuc xich kem banh tao.
15. Universal Product Code (UPC): hé thng ma vach ap dung cho moi loai
hang hoéa ban tai cac hé théng siéu thi, ctra hang ban 16 & My va Canada.
UPC khong chi 1a ky hiéu phan biét sdn pham ma con chita thong tin vé
lvgng hang ban ra, lwgng hang trong kho, lwgng don dat hang va nhiéu
thong tin khac vé ctra hang ban. 16. La s6 ma chinh phu M§y cdp cho moi
nguwoi dan dang sinh song tai My. 17. The Thomas Register of American
Manufacturers (nay la ThomasNet): danh ba cung cap thong tin vé cac loai
san pham cda cdc nha sdn xuat, nha phan phoi trén khap nwéc My. 18.
Tiéng Anh la window in space, chi khodng thoi gian chinh xac dé phéng
tau vii tru lén khong gian. 19. Phiéu khuyén mai. 20. Barter advertising:
hinh thitc quang cao trong dé deé tiét kiém chi phi, don vi quang cao thwong
lwgng dé trd mot phan phi mua thoi lwgng/khdng gian truyén thong bang
hién vat (c6 thé la bang chinh san pham/dich vu cua cong ty), hodc ngugc
lai, don vi truyén thong dung thoi lwgng/khong gian truyén thong ctia minh
doi lay san pham/dich vu ma ho can. 21. Rosser Reeves (1910-1984): la
chuyeén gia quang cao va la nguoi tién phong trong linh viic quang cao trén
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truyén hinh. 22. C6 nguon thong tin khac cho rang Christopher Columbus
khong chét trong tu. 23. DC 10: Tén cta loai may bay do hang McDonnell-
Douglas/Boeing san xuat. Loai may bay nay noi tiéng vi chay kém hiéu qua

va hay bi roi.
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