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TOM TAT: Ngay nay tiép thi da tré thanh mét linh vic quan trong trong doi
séng kinh t& xa hdi. M6 hinh tiép thi 4P truyén thdng bao gbm cdc yéu 16 sin phdm,
gid, phdn phéi va chiéu thi da la mot céng cu ddc luc giip cdc nha qudn Iy thuc thi va
kiém sodt cdc hoat djng tiép thi. Tuy nhién, vdi xu thé canh tranh ngay cang cao trén
thi truong, sy xudt hi¢n ciia cdc trao luu tiép thi mdi lam cho cdc nha qudn 1y c6 thém
nhitng mé hinh khdc bén canh mé hinh tiép thj 4P truyén théng. Bai viét nay tdp trung
xem xét m@t mo hinh tiép thi mdi trong dé téng hop va h¢ théng hda cdc xu huong tiép
thi dwong dai nham giup cdc nha qudn Iy cé tdm nhin toan dién hon trong viéc hoach
dinh tiép thj.

GIGI THIRU

Ngay nay ti€p thi da trd thanh mot Iinh vyc quan trong trong ddi song kinh t€ x4 hdi. M6
hinh hdn hgp 4P truyén théng bao gém cic yé&u t6 sdn phim, gid, phan phdi va chiéu thi da
12 mdt cdng cu cd ban ddc luc gidp cdc nha quén ly thuc thi va ki€m soét cdc hoat dong ti€p
thi. Hn hgp 4P do d6 da trd thanh nén tdng cia chi€n lugc ti€p thi & v6 sd cdc doanh nghiép.

Ngugce dong lich si¥, khdi niém “hdn hgp ti€p thi” dugc Neil Borden dua ra dau tién vao
nhitng ndim 1950 v6i mot danh muc gdm 12 yé&u t8. Sau d6, vao nim 1960, McCarthy hé
thong lai theo hudng don gidn héa thanh 4P. M6 hinh hén hgp 4P cho dé€n nay dugc xem 1a
md hinh phd bi€n nhat ddi véi cdc nha quin ly. Hai vu diém ndi bat clia né 12 sy don gidn va
tinh cdu tric cao. Chinh vi th€ né dudc cdc nha gido duc va quin Iy ti€p thi dé cip va si
dung nhiéu nhit. Tuy nhién, sau ndy nhiéu nha nghién cttu (Gronroos, 1994; Watershoot va
Bulte, 1992) nhén ra ring “trudng phdi hdn hgp ti€p thi 4P dua trén mot nén ting 1§ thuyét
186ng 180”. Hai vdn dé ndi bat vé mit 1y thuy&t bi phé phdn 1a (1) 4P qu4 thién v& dang giao
dich ngdn han, rdi rac va (2) chi dya trén tri€t Iy “thda man khach hang”. Nhitng khi€m
khuy&t nay ngay cang boc 10 ro khi thuc tién ti€p thi dua trén nén ting khdch hang ngay
cang phét trién vdi nhiéu xu huéng mdi.

Theo Sheth (2000), nhin chung su phét trién cla cdc tu duy ti€p thi duong dai vdn giiz
nguyén dinh hudng vao khdch hang/thj trudng nhung phdt trién theo chiéu hudng tix quan hé
giao djch ngdn han sang hinh thitc quan h¢ dai han vdi khdch hang. Trong xu hudng vén
dong do, c6 thé thdy nhiéu khdi niém mdi xuat hién nhim dinh huéng nhitng hoat dong tiép
thi nhv sy théa mién, gid tri phuc vu khdch hang, tai sdn nhin hiéu, duy tri khdch hang, va
mdt s& khdi niém khdc. Tuy nhién nhitng khdi niém nay vin con dugc hiéu va ti€p cin
tuwong d6i doc 14p, va chua dugc hé thng héa vé 1y thuyét, din dén viéc 4p dung phén nao
bi han ch& va chua c¢6 dugc syt quan tim diing mifc clia cdc nha quin ly.

Bai viét nay s& trinh bay va phan tich mdt md hinh gitip gidi quyét cic van dé trén mot
cdch hé thong va todn dién vé€ mit Iy thuy&t. N6 s& 1am cd sd cho nhitng budc tiép sau vé
ki€m chitng va nghién citu thyc nghiém.
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MO HINH TIEP THI “TAI SAN KHACH HANG CUA CONG TY”

Gin diy mot nhém tac gid — Rust va cong su (2000) d4 dé xudt mét md hinh mdi dua
trén khdi niém “tai sdn khdach hang” clia cong ty (customer equity). Nhém tdc gid nay di hé
théng héa c4c khdi niém dic trung cho cdc xu hudng ciia ti€p thj hién dai hudng vao khdch
hang vio mdt md hinh théng nhit vé mit 1y thuy&t ddng thdi c6 khé ning hd trg cong tic
hoach dinh chién ludc ti€p thi qua viéc khai thdc nhitng y&u t& ra quyét dinh.

Trong md hinh, khdch hang ¢ vai trd quyét dinh sy thanh cdng hay that bai d8i véi moi
nd luc hoat dong clia mdt cong ty, vi sdn pham dé&n rdi di va chi c6 khdach hang 12 & lai (Rust
va cong s, 2000). Do d6, khach hang chinh 12 tai sdn ma cong ty ¢ dugc ti nhitng c8 ging
ctia minh va gid trj tai san khdch hang chinh 12 mét thudc do hiéu qua kinh doanh.

TAI SAN KHACH HANG CUA CONG TY

Tai sdn gid tri phuc vu Tai sdn nhin hiéu Tai san duy tri khach hang
+ Chi't lugng cdm nhin + Nhén thifc nhdn hi¢u + Ch.trinh kh.hang trung thinh
+ Gid + Thdi d6 ddi vdi nhan higu + Ch.trinh quan hé cdng ddng

+ Su tién Igi + Cim nhin vé uy tin/ dao diic + Chuong rinh wu tién dic biét

Hinh 1. M6 hinh tai sdn gid tri khdch hang

Tai sdn khdch hang cla cong ty dugc dinh nghia 12 gi4 tri tron dJi ciia toan bd lugng khédch
hang clia mot cong ty. Nhitng nghién citu v& hanh vi khdch hang da cho thdy c6 ba nhém yé&u
t8 chinh c6 4nh hudng d&n quy&t dinh mua va mua lap lai 12 nhém yéu 8 vé sdn phdm va
dich vu ciia céng ty, nhém yé&u t6 v& nhdan hig¢u ciia céng ty va nhém y&u t8 vé quan h¢ ciia
khdch hang vdi cong ty. T d6, nhém téc gid dé& xuit ba dong luc cdu thanh gid tri tai sdn
khdch hang 12 rai sdn gid trj phuc vu khdch hang (value equity), tai sdn nhdn hi¢u (brand
equity) va tai sdn duy tri khdch hang (retention equity).

Tai san gid tri phuc vu khdch hang (Value Equity). Tr khdi niém gid tri ma sdn phim dem
lai cho khach hang, dugc Zeithaml (1988) m6 ta 12 “ddnh gid chung cia khdch hang vé 1gi
ich cia sdn phdm dya trén cdm nhén vé 1di ich nhdn dugc va chi phi b ra”. Rust va cong su
(2000) da dinh nghia tai sdn gid tri 14 “ddnh gi4 khdch quan clia khdch hang vé mdt nhan
hiéu dya trén cdm nhén vé nhitng gi bd ra va nhitng gi nhin dugc”.

Ba yé&u t6 chinh din dén gi4 tri cdm nhén 1 chdt lugng cAm nhén, gid va sy tién 1¢i. D€ ddnh
gid cdc y&u t6 dnh hudng dé€n tai sdn gid tri, cdc y&u td trén ciing 12 nhitng y&u & quan 1y ¢6 ,
thé kiém so4t, do d6 ching dugc xdc dinh 12 nhitng ddng lyc chinh clia tai sdn gid tri.

Tai san nhan hiéu (Brand Equity). Tai sdn nhin hiéu hién la mét khdi ni€ém dudc quan
tdm rat nhiu trong linh viyc ti€p thi. Theo Rust va cdng su (2000), dinh nghia tai sdn nhan
hiéu 12 “ddnh gid chi quan va tritu tugng ca khdch hang vé nhin hiéu, vugt ra khdi ddnh
gid khach quan vé gid tri phuc vu khéch hang”.

Khi xdy dung md hinh, Rust va cdng su (2000) di trdnh sy chong 1d4n vé mit 1y thuyé&t
giita cdc kh4i niém tai sdn nhdn hiéu va gid tri phuc vu khdch hang. D6 12 y&u 8 chét lugng
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. cAm nhan thudng gin lién v6i tai sdn nhin hiéu. Tuy nhién, vi y€u & nay trong tai sdn nhan
hiéu mang tinh chat triru tugng, lién twdng chl quan trong khi trong (i sdn gid tri phuc vu c6
tinh chd't khdch quan hon nén cdc yé&u t6 cdu thanh trong tai sin nhan hiéu chi bao gdm:
nhin thifc vé nhin hiéu, thdi d§ d6i v6i nhdn hiéu va cdm nhin vé dao didc doanh nghiép
ctia cong ty.

Tai sén duy tri khich hang (Retention Equity). C6 rt nhi€u nghién citu vé tiém ning
clia viéc duy tri khdch hang d6i v6i déng gép vao Idi nhuén kinh doanh (Kotler, 1999;
Reichheld va Sasser, 1990). Do d6 kha ndng duy tri khdach hang cling dudgc xem 12 mot loai
tai sin cia cong ty.

Mot s6 nghién citu thudng gdn duy tri khach hang vdi sy hai 1ong ti¥ vi€c ning cao gid tri
phuc vu (Bolton, 1998; Reichheld va Sasser, 1990). Tuy nhién Rust va cdng sy cho ring sy lién
két trén chua di dé gidi thich kha ning duy tri khdch hang vi trén thyc t€ nhi€u khdch hang
chura hai 1dng vin quay trd lai trong khi nhitng khdch hang hai 1ong lai ddi nha cung cdp.

Rust va cOng sif 14p ludn riing chinh cdc hinh thitc da dang trong viéc qudn 1y mdi quan
hé véi khdach hang mdi tao ra khad ning duy tri khdch hang. Tlr d6 ho dinh nghia tai san duy
tri kh4ch hang 132 “khuynh huéng khdch hang gin lién vdi nhan hiéu, vugt ra khdi sy ddnh
gid khdch quan va chili quan vé nhin hiéu”. Va cdc yéu t6 tao nén tai sdn duy tri khach hang
12 khd ndng qudn ly cdc chuong trinh khdch hang trung thanh, cdc chudng trinh wu tién dic
biét, chuong trinh xay dung va hd trg cong dong. :

Ra quyét dinh dya trén tii san gid tri khiach hang. Tt md hinh nay nha quan 1y c6 thé
so sdnh cdc cong ty trong mdt nganh vé tai sin khach hang va cdc thanh phéan cda n6, tr dé
c6 thé nhanh chéng phat hién nhitng di€ém manh va di€ém y&u trong khd ning canh tranh trén
thi trudng. Pbng thdi, nha quin ly cling biét duge mitc d6 déng gép clia cdc loai tai sdn
thanh phin d6i vdi tai sdn khdch hang ciia cong ty.

Phuong phdp ti€p cin clia Rust va cdng sy (2000) d6i v6i md hinh tai sdn khdch hang 12
ddnh gia gi4 tri tron ddi clia khach hang thong qua xdc sudt chuyén d6i mua sim trong tuong
lai clia khach hang. Diing c6ng cu ma trdn chuyén ddi Markov, ta ¢6 thé bi€u di&n xdc suat
khéch hang chuyén ddi nhidn hiéu giita cdc cong ty trong nganh. Pay 12 phuong phdp dugc
sif dung rong rii trong cdc md hinh ddnh gid gid tri khach hang (Bass, 1984). Sau cling viéc
phén tich dugc thyc hién bing cdch xdc dinh trong s6 tuong quan giita cdc y€u to trong cédc
loai tai san thanh phin vdi tai sdn khdch hang.

AP DUNG MO HINH “TAI SAN KHACH HANG CUA CONG TY”

M5 hinh clia Rust va cdng su cho phép chiing ta c6 cdi nhin toan dién hon vé cic khii
niém ti€p thi dinh huéng vao khdch hing. V€ mit quén 1y, ddy 12 mé hinh phil hgp véi tu duy
ti€p thi c6 hé thong, chit ch& dua trén dinh hudng vao thi trudng va khdch hang. Do d6, n6
phit hgp cho viéc ra quyét dinh & cdp do chién lugc tiép thi.

Xét tit géc d6 ng dung, d€ c6 thé 4p dung thanh cong md hinh khéng chi ddi hdi su
c6ng nhin vé co s8 1y ludn ma cdn phdi c6 sy cdn nhic thda ddng vé mit trién khai thuc
hién trong nhitng mdi trudng kinh doanh thuc t&€. M6 hinh cia Rust va cdng sy da dudc Vién
Khoa Hoc Ti€p Thi M§ (MSI, 2000) dén nhan nhu mot phucng phép ra quyét dinh diu tu vé
ti€p thi dé cuc dai héa tai sdn khach hang. Tuy nhién, & khia canh 4p dung, cdc tdc gid cla
md hinh dudng nhu vu tién x4dc dinh ranh gidi giita cdc thanh phin trong mé hinh hon viéc
trién khai md hinh trong thuc t€. Piéu d6 thé hién qua viéc dé xudt mot cdch khd don gidn
vé cdc yé&u t& cau thanh trong nhian hi¢u ma chua gdn véi nhitng cin nhic vé bdi cdnh thyc
t€ ctia mdi y&u t6. Do d6, dé ddm bio khd ning Wng dung clia mo hinh, viéc xem xét lai cdc
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y&u t8 c4u thanh cdc loai (a) tai sdn gid tri phuc vy, (b) tai sdn nhidn hiéu va (c) tai sdn duy
tri khdch hang 12 mdt céng viéc quan trong va can thiét.

Tai san gid trj phuc vu khdch hang. Theo nhém tic gia, cdc yéu t8 cdu thanh trong tai
san gid tri phuc vu khdch hang trong m6 hinh bao gébm chat lugng cdm nhdn, gid va sy tién
loi. Xét vé sy 15 rang trong viéc phén chia céc loai tai sdn, nhitng y&u & nay tuong doi hop
Iy. Tuy nhién, nhitng khdi niém trén thudng c6 twong quan va khé tdch bigt. Y&u t6 chat
lugng cdm nhin c6 twong quan truc ti€p dén gid ci va c6 thé bao gdm cd sy tién 1¢i. Ngoai
ra, cdc y&u t8 nay codn c6 bdn chit 1a nhitng khdi niém 1y thuyét da nguyén phifc tap va
khong 8n dinh. Céc khia canh nay phu thudc rdt nhiéu vao ddc di€ém sdn phdm va thj trudng,
vao dic diém cila tirng nganh. Do d6, viéc ddnh gid gid trj tai sdn phuc vu khdch hang cling
ddi hdi mot sy linh hoat twong Wng trong cdc yé&u t6 cdu thanh.

Tai san nhin hiéu. Trong ti€p thi, dic biét 12 ti€p thi hang tiéu dang, nhdn hiu thudng
12 y&u 6 chinh tao ra sy khdc biét gita cdc sdn phim canh tranh, va do d6 ching trd nén rat
quan trong d8i véi sy thanh cong ciia cong ty. Feldwick (1996) dd c6 ging tdng hop hdu hét
cdc ¥ nghia ciia tai sdn nhin hiéu dugc cdc nhd chuyén mon dé xudt (Ambler va Styles,
1996; Srivastava va Shocker, 1991; Pitta va Katsanis, 1995; hay Aaker, 1991). Theo két qud
t8ng hop ciia Beldwick (1996), tai sdn nhin hidu dugc thé hién dudi nhiéu § nghia:

o Tai san tach doc 1ap c6 thé mua bdn (gid tri nhdn hiéu)

e Su ddnh gid vé mic do trung thanh cia khdch hang doi véi mot nhin hiéu

e Sy lién k&t va niém tin cia khdch hang vé mdt nhan hiéu (hinh 4nh nhan hiéu)

Pdng thdi Feldwick ciing xdc dinh m&i quan hé gia thiét giita cdc ¥ nghia ciia tai sdn nhan
hiéu theo d6 hinh dnh nhén hiéu s& tdc dong dén sy trung thanh nhin hiéu tir d6 nang cao tai
s&n nhin hiéu. Trong md hinh ciia Rust va c6ng sy (2000), chi ¢6 hinh 4nh nhén hiéu 1a y&u
t6 thiic ddy tai sin nhin hiéu (qua cdc y&u t& nhén thifc va thdi do vé nhan hiéu, vé hinh dnh
cong ty), tuong déng vdi gid thi€t cia Feldwick nhan manh vai trd cia hinh dnh nhan hiéu.
Tuy nhién trong thuc t& su trung thanh khong chi xuat phat tit hinh dnh nhan hiu ma c6 thé
tif cdc yéu to trong tai sdn duy tri khach hang theo nhu md hinh ctia Rust va cdng sy (2000).
Piéu d6 cho thdy c6 su tuong quan giffa hai tai sdn nhan hiéu va tai sdn duy i khich hang.
Ngoai ra, tudng tu nhut trong tai sdn gid tri phuc vu khdch hang, cdc yéu td thiic ddy hinh dnh
nhin hiéu phu thudc rit nhiéu vao tinh hudng thuc t&€ hoat dong x4y dung nhan hiu cia
cong ty va nganh ciing nhu dic diém khach hang. Do dé, trudc khi ddnh gid cdc y&u t6 thude
vé hinh 4nh nhén hiéu, van dé diu tién cin gidi quy&t 12 phidi xdc dinh cdc y&u td trén cho
tirng trudng hgp cu thé.
Tai sdn duy tri khdch hang. Theo Rust va cgng su (2000), khd ning duy tri khdch hang cé
lién quan dén viéc xay dung 1ong trung thanh clia khich hang d6i vdi sdn phdm/cong ty
ciing nhu viéc xy dung moi quan hé gin bé, tao ra gid tri phuc vu lau dai cho khidch hang.
Szmigin va Bourne (1998) ciing khing dinh sy gidng nhau vé muc dich clia sy trung thanh
nhan hiéu va tiép thi dya trén quan hé 1au dai v6i khach hang (relationship marketing) 12 tao
ra gid tri dai han cho khdch hang va cong ty. Nhu vay, ciing v6i quan hé giita hinh 4nh nhdn
hiéu (& phin trén) v6i k&t ludn clia Szmigin va Bourne, c¢6 thé thdy ring mdi tuong quan
chdng 14n gifta hai loai tai sin nhin hiéu va tai sdn duy tri khdch hang khong hin 1a do sy
phan loai cia mé hinh ma 12 bdn chat ty nhién clia cdc khdi niém.

Mb6 hinh ctia Rust vA cdng su (2000) xdc dinh cdc chudng trinh khdch hang trung
" thanh, cdc chudng trinh vu tién dic biét, chuong trinh xay dung va hd trg cong dong la cdc
y&u 8 thudc tai sin duy tri khdch hang. Sy xdc dinh nay dudng nhu chwa di ddi v6i nhitng
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hinh thitc khdc nhau cda ti€p thi dua trén quan hé trong thuc t& va chua thuc sy ph hgp doi
vdi nhitng nganh hay nhiing cong ty trong d6 khd nidng xdy dung va hd trg cong ddng cdn
han ché& hodc sy xdy dung va hd trg cong ddng nay khong din dé&n sy khdc biét nao dang ké
trong cdm nhén cla khach hang. Kotler (1999), Grossman (1998) cho ring viéc xdy dung mdi
quan hé phai gdn lién véi viéc xdc dinh d5i tugng quan hé muc tiéu cla cong ty. C6 thé hiéu
ngudc lai ring nhitng d6i tugng khach hang khdc nhau s&€ c6 nhitng hinh thifc quan hé khdc
nhau. Khéng nhitng th&, hién nay ly thuy&t vé ti€p thi dya trén quan hé v6i khach hang phin
nhiéu di vao dinh hudng chién lugc phat trién va qudn 1y quan hé vdi khach hang ma chua c6
su t3ng k&t chung vé céc hinh thic xay dung quan hé v6i khdch hang. Tuong ty nhu vén dé
trong tai-sdn nhin hiéu, viéc xdc dinh cdc yé&u t8 trong tai sdn duy tri khdch hang s& 1a vin
dé diu tlen trong v1ec danh g1a tai sdn duy tri khdch hang.
MOT SO PE XUAT CHO VIEC AP DUNG MO HINH

Tém lai, qua cdc phan tich & phin trén vé cdc van dé ciia md hinh, ching ta ¢6 thé khai
quét nhitng vadn dé tdn tai cdn phai nghién citu ti€p vé mat 1y thuy&t clia m6 hinh “tai sin
khdch hang clia cong ty” nhu sau:

e Su tuong quan gilta cdc yéu t0 bén trong tai sdn gid tri phuc vu khdch hang

o Su tudng quan giita cdc yé&u t0 thudc tai sdn nhin hiéu va tai sdn duy tri khdch hang

e Cic yéu to trong cdc loai tai sdn c6 tinh da nguyén phuc tap va khong on dinh (thay

ddi theo tinh hudng thyc t&€, nganh, ddc diém khach hang ...).

D&i vdi tai sdn gia tri phuc vu khach hang, sy tuong quan cia cdc y&u to bén trong mét loai
tai sin doi hdi viéc phén tich twong quan giita cdc yéu (4 tai sdn theo nhw md hinh cia Rust
va cOng su phdi xem xét va x{ Iy hién twgng nhdm tim ra cdc y&u 6 ndi sinh trudc khi phén
tich trong s& twdng quan. Van dé twong quan giita cdc y&u t6 thudc tai sin nhin higu va tai
sdn duy tri khdch hang 13 mgt vin dé twong d6i kho xi 1y vi lién quan d€n hai k€t cdu tai sdn
khéc nhau trong mé hinh. D€ x4c dinh trong s twong quan vdi tai sdn khach hang, chiing ta
khong thé tdng hagp thanh y&u t& ndi sinh ma phai bi€u di€n dudi dang da phuong trinh quan
hé tuong quan.
Cuéi cing, d€ gép phdn gidi quy&t cdc van dé néu rén va d€ dua mo hinh vao 4p dung trong
thure tidn quén 1y tiép thi cin thyc hién nhidu cong viéc ti€p theo. Cu thé Ia:

o Chon lua cdc y&u t8 bién dic trung cho mdi kh4i niém (operationalization)

o Xay dung phuong thitc do va thang do cho m&i bi€n dic trung

o Kiém chitng thyc nghiém mé hinh dé xdc dinh gi4 tri cda né (validity)

o Xay dung cdc nguyén tic chudn tic (normative) lam kim chi nam cho cdc nha quén

1y ti€p thi d€ van dung md hinh nay

Piy 1a nhitng dinh hudng cong viéc trong tuong lai clia nhém tdc gid, dong thdi ciing 12 goi
¥ cho hudng nghién citu ti€p theo vé dé tai nay.

CUSTOMER EQUITY-BASED MARKETING
Nguyen Huu Hau, Nguyen Hao Binh
ABSTRACT: Today marketing becomes widespread in all aspects of socio-economic
life. Traditionally, the development of marketing associated with the 4P mix is contributing to

the management of marketing efforts. However, with the trend of fiercer competition in the
market, new concepts have been emerging out of marketing practices which provide alternative
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marketing models for managers. This paper examines a new model which integrates and
systemizes recent marketing trends to provide a more comprehensive perspective for strategic
marketing. It serves as a theoretical background for empirical testing in the next step.
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