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Su can thiét phii dua ndi dung do lwong marketing

vao chwong trinh dao tao
f\ /

e Marketing ngay cang khéng dinh dugc vai trd di vai sy ton tai cia mdi td
chirc, moi doanh nghiép, doi vdi cudce song ciia moi ca nhan va véi toan xa

hoi
"> nhan 7

Sw can thiét phai duwa n¢i dung do lwo'ng marketing
vao chwong trinh dao tao__
Marketing process model
(2) 3) (a)
@) Fixing Setting Marketing (5)
enl:'arrok:'t“:"t "“t',.argat ";:ll'atagy mix Marketing
analysis controlling
J
The Marketing Planning Process
‘ SRy ‘—> ‘ R e i ‘ s ‘ —” M e
Phan tich, T6 chire P Kiém tra, dénh gia,
1ap ké hoach thuc hién diéu chinh

e Sinh vién tét nghiép marketing hién tai méi chi biét cach dugc nguyén ly xay

dung va van hanh cic quyet dinh marketing trén co s¢ nhu cau thi truong
chir chua thyc sy dya trén nguon luce; cling chua bict cach doc cac chi so két

qua kinh doanh, do d9, con chua thuc su lya chon va bao vé quan diém cua

minh trude nhitng tranh ci véi cac bg phan khac.




Sw can thiét phii dua ndi dung do lwong marketing
vao chwong trinh dao tao__
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« Gi6i thiéu tai lidu va tho luan d& cuong hoc phin Do luong marketing
(Marketing Measurement) du kién dua vao Chuong trinh dao tao tur
K61

Hoc phan Do luong marketing trong chwong trinh
dao tao vé Marketing trén,,thé gioi
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Két qua xay dung dé cwong

O

PE CUONG CHI TIET HQC PHAN
TRINH BQ DAO TAO: PAI HQC LOAI HINH PAO TAO: CHINH QUY
1. TEN HQC PHAN:
Tiéng Viét: DO LUGNG MARKETING
Tiéng Anh: MARKETING METRICS

M3 hoc phén: MKMA1151 Téng s6 tin chi: 3TC
2.BO MON PHU TRACH GIANG DAY: MARKETING
3.PIEU KIEN HQOC TRUGC: MARKETING CAN BAN

Két qua xay dung dé cuong

4.MO TA HOC PHAN: =

Trong nhitng nim gan day. marketing dya trén dir lidu da quét qua thé giéi kinh
doanh. Trong béi canh d6, hidu suét va trach nhiém cé thé do luéng duwoc da tre thanh chia
khéa dé thanh cong trong marketing. Tuy nhién, it ngwéi quan ly danh gid cao pham vi sé
liéu ma ho ¢6 thé danh 214 cac chién hwoe va hoat dong marketing. Van con it ngudi hidu
duoe wu. nhuge diém va sic thai cia moi hoat dong marketing trong d6. R& rang. m &i nha
quan tri, m3i chuyén gia marketing va sinh vién kinh doanh can médt ky nang va kién thie
lién quan téi sé lidu dé danh gia cac chwong trinh va dinh luong két qua marketing cia ho.

Hoe phan giéi thiéu cho sinh vién nhimg hiéu biét co ban vé cée chi sé do luomg
marketing, vai trd cuia do lwéng marketing trong viée nang cao hidu qua dau tr marketing
cho mét doanh nghiép/mat t6 chire. Hoc ph?ul cling gidi thiéu hé théug cic céng cu do
hrémg marketing theo logic tix cac chi tiéu mang tinh chién hroe nhw thi phan, tam phan va
tri phan, loi nhudn bién va loi nhuan téi cée chi tidu do hwéng céc cong cu marketing cu thé
nhw san pham va danh muc san pham, gia tri khach hang, lwc lrong ban hang, gid. xuc tién
truyén théng. Cac chi tidu do lwéng marketing luén can cé sw diéu chinh dé phu hop véi
didu kién thue té cua doanh nghiép. Trong bdi canh CMCNA4.0 hién nay, cac chi tiéu do
lwomg hoat dong marketing trén internet ciing s& dwoe dé cap. Hoc phén s& giup sinh vién
biét duoe cach thire chimg minh déng gop cuia marketing va st dung cac chi tiéu KPIs cho
hoat déng marketing cuia minh.
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Két qua xay dung dé cwong
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5. MUC TIEU HQC PHAN:

Sau khi hoc xong hoc phan, sinh vién phai hiéu dwoc vai tro, ¥
nghia cia do luong marketing, biét dugc cac néi dung do lwong
marketing, tir do Iwong chién lrgc t6i do lwong chién thuat; ndm duoc céc
tiéu chi co ban dé do lwong dwoc hoat dong va do lwong duoc két qua
marketing va diéu kién p dung céc tidu chi d6. Tir do, khi xay dung va
trién khai cac chién lvoc va chuong trinh marketing, ho co thé tur xac dinh
céc KPIs dé danh gia timg hoat dong va két qua cia hoat dong marketing;
khi tré thanh nha quan 1y, ho c6 thé danh gia va lwa chon dugc chién lwoc
va chrong tiinh marketing phit hop véi ngudn lre va muc tién marketing
ciia td chire, doanh nghiép va ca nhan trong timg thoi ky.

Két qua xay dung dé cuong
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6. NOI DUNG HQC PHAN:
PHAN BO THOI GIAN

Ting b Trong &
sit Noi dung i A Bii tgp, thio Ghicliir
tiet L thayet Iudn, kl"?m tra

1 Cheong 1 5 4 1 Cén phéng hoc
2 Cheong2 5 4 1 dueor trang bj
3  Chwong3 5 3 1 méy chié, loa
4  Chrong4 5 3 2 dai .d"", 5*:; dé
5 5 5 thugn tign cho
5 Chuong 5 > 3 2 viee trién khat
6 Chrong 6 5 3 2 bai tgp finh
7 Chwong 7 5 3 2 huéng va thao
8 Churong 8 5 3 2 Taugin nhom.

9 Chwong9 5 3 2

Céng 45 30 15
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Do ludng marketing

Figure 1.1 Marketing Metrics: Marketing at the Core of the Organization

banh gia hoat dgng marketing

¢ DPanh gia hoat dong marketing (MPM) la thudt nglr dugc cac chuyén
gia marketing sir dung dé mo ta cac phan tich két qua ctia cac hoat
dong muc tiéu tr goc nhin tai chinh va hudng téi viée nang cao higu
sudt va hiéu qua ciia hoat dong marketing.

o Két qua ctia d4nh gi4 hoat dong marketing gitip doanh nghiép c¢6 dinh
huéng diéu chinh cac hoat dong, chién lugc va tich hop cac hoat dong

marketing véi muc ti€u ciia doanh nghiép.
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Trong tim cua danh gia hoat dong marketing

:’\@/}

e Muc tiéu cua danh gia hoat dong la hudng tdi viéc dat dugce nhiing Kkét
qua dau ra cua cac to chuc, ca nhan va nhoém mot cach toi uu.

¢ DPanh gia hoat dong marketing tap trung vao viéc do luong, quan ly va
phat trién két qua hoat ddng marketing nham t6i da hoa hi¢u qua va toi
uu hoéa ty suat 19i nhuén trén dau tu cho hoat dong marketing.

e (6 3 thanh t§ quan trong anh hudng toi danh gia hiéu qua marketing:

S

e

/ Dilicu |

Cic cip dd do lwdng hiéu qua marketing

o

LIKELIHOOD OF OUTCOME
Adoption Rates
Rate of Growth : Market

BUSINESS OUTCOME

Market Share
Lifetime Value

EFFICIENCY

Campaign ROI

Program : People Ratio
Program : Total Spend
Awareness : Demand Ratio

12345
» @ COUNTING
Activity-

Preset Hits
Click-through Rates
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Pic diém cia danh gia hoat dong marketing

/7 \
¢ Phtrc tap va kho khan trong danh gia hoat dong marketing
o Kho thing nhét giira cac by phan chirc ning trong dénh gia hoat dong
marketing

Chinh vi thé, danh gia hoat dong
marketing phai dua trén céc diéu
tra nghién ctru thj truding két hop
Vi cac s liéu trong hé théng
thong tin ndi bo.

Cic cip dd do lwdng hiéu qui marketing

Leading @
Uindicators

BUSINESS OUTCOME

Market Share
Lifetime Value

o

LIKELIHOOD OF OUTCOME
Adoption Rates
Rate of Growth : Market

EFFICIENCY

Campaign ROI

Program : People Ratio
Program : Total Spend
Awareness : Demand Ratio

12345
. @y COUNTING
Activity-

i Preset Hits

Click-through Rates

Nhitng ngudi cin tham gia vao viéc danh gia

¢ Giam déc marketing - Chief Marketing Officer (CMO)
e Giam dc tai chinh - Chief Financial Officer (CFO)

e Cac chuyén gia marketing - Marketing operations professionals.
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Cac loai chi ti€u danh gia hoat dyng marketing

Cic chi tiéu tai
chinh

Cac chi tiéu do
lwong thi truong

Chi tiéu danh gia
qua trinh va danh
gia két qua

Cac chi tiéu danh
gi4 hiéu suat hoat
dong marketing

« Cac chi tiéu tai
chinh thuong dung
+ Chi tieu ROMI

Cac chi tiéu do
luong quy mo, co
cau, xu hudng van
dong cua thi
trudng

Cac chi tiéu do
ludng hanh vi
khach hang: muc
do hai long, ty 18
mua lap lai, long
trung thanh,...

« Cac chi tiéu danh
gia qua trinh
marketing: ty 1&
nhan biét thuong
hiéu, ty 1& niém tin
vao thuong hiéu,
mure d¢ hai long,
murc d¢ trung thanh
thuong hiéu, ty 1&
mua lap lai,...

+ Cac chi tiéu danh
gia ket qua; lugng
bén, thi phan, lgi
nhuin

« Danh gia hiéu suét
cua nhan vién ban
hang

« Danh gia hiéu suét
ctia chuyén vién
phat trién san pham
moi

« Danh gia hiéu suét
quang cdo

20
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Cac loai chi tiéu danh gia hoat dong marketing

San luong Doanh s6 Loi nhuan Chi phi Khach hang
* Lugng ban * Doanh thu * Loi nhuan . Téng chi phi, ) luong
« Luong bén « Doanh thu rong, loi chi phi don vi khach hang
theo san theo san nhuin gop * Chi phi theo » Khach hang
pham, thi pham, thi * Loi nhuan san pham, trung
truong, kiéu truong, mic theo thi theo khach thanh/quay
kénh gia, kénh truong, theo hang, theo tro lai
* Quy mé don * Doanh thu san pham, khu vye thi » Khach hang
hang theo thoi theo kénh truong, theo 1o bo/mit di
« Sy thay déi gian, quymé | | « Loi nhuan loai trung « Khéch hang
trong luong don hang, theo quy md glan . méi/clt
ban theo thoi gian don hang . « Su thay doi « Khach hang
. Ty phén thi thanh toan « Su thay déi cua chi phi hai
truong. .. loi nhudn long/khong
hai long
* Khach hang
phan nan...

Mot s6 chi so do lwong (KPIs) marketing co’ ban

e Ty I¢ phin hdi / tong sb giri di:
o Cbng thirc = téng s6 phan hdi / tdng s6 thong tin g t6i khach hang.
x Ty 1€ nay do luong hiéu qua cua mark_pting tryc tiép cia cac sale rep. Cac
chuong trinh markeing truc tiép c6 thé 1a gt thu, gii email....
e Ty 1¢ khach hang bi mét sau khi mua hang liu dau:
o Cong thire = bépg tdng s khach hang mua hang 1in dau bo di/téng sé khach hang
mua hang lan dau.
x Ty 1€ thép co th{i do: san pham khéng phil hop, san phim tét nhung quang céo
khong tot dan dén khach hang khong phai muc tiéu lai di mua hang ...
o Mirc d9 biét dén san phim: dwoc do lwdng trude va sau quing cdo
o Ty 1& = s6 ngudi nhan ra san pham /téng sb quan sat.
x Ty 1€ nay dugc do luong trude va sau khi quang céo.
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3R Ad Effectiveness

Cic chi tiéu danh gia hleurqua truyén @%

cAu trac 3R

Reach - tiép can, tra loi

cac cau hoi

« Truyén thong c6 thé tiép
cén Target Audience cua
thuong hi¢u ¢ dau va sau
khi da tung ra thi quang
cdo ¢o ticp can dén dung
va hét doi tuong cua
thuong hiéu hay khong.
Co duogc cac s0 ligu trén
s& cho giam doc
marketing bict minh phai
phan bo ngan sach truyen
thoéng vao cac kénh nao

va bao nhiéu phan trim /

\“-»l»é-phi»pham »»»»»»»»»»»»»»»»»»»»»» g

{ Resonance - phan (g, tra

101 cac cau hoi

. Truyéq thong c6 lam
thay doi y kién ctia nguoi
tiéu dung vé thuong hiéu
dung nhu thuong hig¢u
mong muon hay khong
va lam thé nao ¢6 thé
diéu chinh truyén thong
trong thoi gian chay
chién dich cho dung
hudng.

. Tat ca cac loai media (loai hinh t}uyén thong) déu duge do luong theo

Reaction - chuyén thanh

doanh s6

« Tra 1oi cdc cau hoi:
Nhing doi tugng khach
hang cua thuong hi¢u sau
khi tiép can chuong trinh
truyén thong c6 mua
hang hay khong va lam
thé nao dé c6 thé thuc
hién tot hon cho chién
dich sau. Pay la cau hoi
quan trong nhat.

Do lwong REACH

Dé do dugc Reach 6 chirc do ludong phai co phuong phap xac dinh dugc thoi
diém ma quang co trén mdi loai Media tiép cin dbi twong khach hang ciia
minh, qua phuong phap sampling va thuong cAn sy tham gia cua mot nhom dap
vién tinh nguyén (thong thuong 1a 2.5-5% tong thé khach hang tiém ning).

MBai loai Media s& c6 mot cong cu khac nhau. TV thi diung Hop do luong TV
(bao gdm 2 bd phan, mét dé cho timg thanh vién trong gia dinh 4n khi ho xem
dé do luong demographic, mét giri tin hiéu mdi khi mot kénh duoc bat dé biét
chuong trinh nao dang dugc xem). Radio dugc do b?mg hdp nhén tin hi¢u kénh.
Béo va tap chi duoc do bang bang ciu héi dap vién doc bdo nao gin day nhét.

Hop do TV cua Nielsen
>
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Attitudinal

Breakthrough > P Impact

 Dé do dugc Resonance nha tiép thi can phai thyc hién mot khao sat
trén mot s6 mau dap vién (1a ddi tugng khach hang) du 16n dé xac dinh
su thay d6i vé cac chi so hi¢u qua trudc va sau truyén thong.

e Céc chi s6 hiéu qua quang cio thuong dugc chia 1am 2 nhom

o Break-through (D6t phé) cho biét truyén thong da luu lai trong tri nhé cia
khéch hang chua. Breakthrough bao gdm General Recall (Hdi tuong),
Brand Recall (Nhan di¢n thuong hiéu) va Message Recall (Nhan dién
thong diép).

o Attitudinal Impact (Anh huéng dén quan diém) cho biét truyén théng co
thay doi cac chi so strc khoe thuong hiéu hay khong. Thudng c6 nam chi
s0: Brand Awareness (Nhén dién thuong hiéu), Likeability (Thich thuong
hi¢u), Consideration (Can nhac su dung san pham), Purchase Intent (Y

dinh mua san pham), Advocacy (Khuvén neuodi khac st dune san pham)
- r 75 J\ J o < g=J r 7

Do lwong REACTION

=\
O
* Do ludng Reaction la quan trong nhat va kho nhat dé tra 10 cau hoi

ROI — Return on Investment (Mtrc sinh 10i tir dau tu cho truyén thong)

— ¢6 tao dwoc két qua 1a hanh vi mua?

e Cach don gian nhat: Hoi timg ngudi mua : Thong diép/hinh thic
truyén thong nao da khién ho mua hang.

O Phuong phap nay kho thue hién duoc khéqg thé cfr'ngm‘yi tac trye & tht ca cac
diém ban héu}g ngay dé hoi. Hon nira, da s0 cac chi(”in dich truyén Ph()ng la tich
hop, céc chién dich khac nhau c6 thé overlap (xen lan). Rat kho dé xac dinh chinh
xac hinh thirc nao va chién dich nao gy anh huong dén quyét dinh mua.

e Nguoi ta thuong ung 2 phuong phép sau:

o Két néi gifra t6 hop do luong Reach ctia quing cdo va bién phap ghi nhat ky timg

mat hang mua tai siéu thi;

o Phuong phép toan hoc Marketing Mix Modelling.

25
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Hai phwong phap do lwong hoat dong truyén thong

o Phuong phép thir nhat yéu ciu cac tinh nguyén vién trong Panel do
luong Reach dién vao nhat ky mua hang hang ngay dé tir day xac dinh
ty 1¢ ngudi da xem quang cio bién thanh sale. Phuong phép nay doi
hoi panel dii 16n va gap rat nhidu sai s6 do nhat ky khong chinh xéc.

o Phuong phép thi hai ding toan phan tich hdi quy (Regression
Modelling) dé tinh chi sé trong quan (correlation value) gitra su dich
chuyén ctia doanh s6 hang tuin véi cac chi s6 do ludng activity ciia
tig thé loai media. Phuong phéap nay cho phép chia nhé chi s6 twong
quan cua tAt ca cac thé loai Media tir TV, Radio, Print, Digital véi
Doanh sb va xac dinh voi mot dong tidu vao mét hinh thirc quang céo
thi ting thém dugc bao nhiéu dong doanh thu.

Vi du

O

Chay céc chi s6 do Iwérng activity clia Sale va tirng thé loai Media trén cling truc thoi gian

[ Doanh s6 W TV GRP [l Radio GRP ] Digital Impressions Print GRP [Jij Khuyén mai

Online Magazine TV
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Cac chi so do lwong hoat dong truyén thong

,'/ N\
e Brand lift : mic d6 anh hudng ciia mot chién dich quang céo 1én cac

yéu t6 nhu d6 nhan biét thwong hiéu (brand awareness), mirc o yéu
thich thuong hi¢u (brand favorability).

e Purchase intent : Gia ting nhu cau mua san phdm sau chién dich
quang cao

e Gross Rating Point (GRP): cac thwong hiéu da nhiéu thap ky sir
dung GRP d¢ do Iuong do 16n cua khan gia xem quang céo.

GRP - Gross Rating Point — S§ tiép can

/7 N

e GRP la chi s6 cho biét s6 lugng khan gia, d6 16n cua khan gia c6 thé
tiép can duoc do mot phuong tién truyén thong cu thé, trong mot
khoang thoi gian nhét dinh.

¢ GRPs duogc tinh nhu sau : GRP= Reach x Frequency x 100
o Reach: dbi trong muc tidu/ tdng dén sb
o Average frequency : sé 1an tiép can, hoic sb 14n quang cdo dugc phat

e Vidu : mot chién dich quang céo duoc phét (aired) 4 1an cho dbi
tuong 1a 100k nguoi truong thanh & H6 Chi Minh. Tai H6 Chi Minh
¢6 khoang 4 triéu nguoi truong thanh thi GRP s€ 1a:
GRP=4 x (100,000/4,000,000) x 100 =10
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Cic chi s6 do lwong co ban trong quang cao online

e CTR - thut ngit trong quang cdo truc tuyén, V1et tat cia cum tir Click
Through Rate - do luong ty 1& Click chudt trén s6 l1an hién thi.

o CTR cang cao thi hi¢u qua cang cao va chi phi don vi phai b cang thip.

* CR - thudt ngit trong kinh té noi chung va trong quang céo truc tuyen
ndi riéng, n6 duge viét tat ciia cum tir Conversion Rate, ty 1& chuyén
dbi - ty 1é mua hang, dat hang trén s lugt truy cip vao website
o CR nay cang cao cang tbt

e ROI - Return on Invesment 1a hé s6 loi nhuan trén tong déu tu.

o Langudi kinh doanh, 1am marketing online thi phai tinh dugc s6 loi nhuin dat
duoc trén sb dau tu ban du 1a bao nhiéu phan trim, muyc dich ting con s6 ROI
cang cao cang t6t.

x ROI ty 1¢ thuan véi CR.
o http://seo.edu.vn/thu-thuat-seo/roi-la-gi-return-on-investment-trong-
quang-cao-truc-tuyen-562

Quy trinh va thi tuc thuc hién dinh gia marketing

N

/' T6 chirc danh gia [ Danh gi4 ngoai
no1 bQ » Cac phuong thirc thué

* Xay dung quy trinh danh cdc cong ty dich vy danh

gid n6i b gia
« T chirc va thé ché thuc * Kiém sod qu trinh thuc
hién dénh gid ndi b hién va ket qua dénh gid
) o ngoait
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Pi¢u chinh marketing dua trén két qua danh gia

O

/ Céc di€u chinh
ve€ chién lugc !

e
Cacdiéu /  Céc diéu
chinh vé t6 | | chinh vé
. chacva | chién thuat |
% thuc hién /  marketing /
A

TAI LIEU BO SUNG HQC PHAN
MARKETING METRICS/ PO LUONG MARKETING

=
Chuong trinh dao tao Chuyén nganh Marketing (nganh Kinh doanh)
cua truong Sprott/thudc Carleton University/Anh, kém theo
o Syllabus ciia HP Marketing Metrics dang dugc dung tai trudng
Chuong trinh dao tao Chuyén nganh Marketing (nganh QTKD) cua
truong New York Stern University/ My, kém theo
o Syllabus cua HP Marketing Metrics
Bia va muc luc cubn: Po luong Marketing, dich tur cudn Marketing
Key Metrics ctia John Davis (2007), NXB Téng hop Tp. HCM
Bia va muc lyc cudn: Marketing Metrics cta Paul W. Farrris (2015),
NXB Pearson Education
Bién ban hop Khoa va B mon
Dé cuong hoc phan di kém
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