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Bai viét ndy gidi thiéu mét sw tiép cdn mang tinh gidi phdp cho cac doanh nghiép Viét Nam

qua viéc sir dung Marketing cam nhdn tai khéng gian ban. Bang phirong phdp tong hop nhiing

tai liéu méi nhat vé Marketing cam nhdn, ciing nhw tién hanh nhitng khao sdt thiee té tai khong

gian ban ciia mét s6 thwong hiéu dién hinh thanh céng trén thi trieong Viét Nam, bai viét nham

mang dén mot cai nhin tong quan vé Marketing cam nhdn, tie lich s phat trién den vai tro,

théch thirc, va nhitng yéu té nén tang trong Iy thuyét nay. Pdc biét nhitng vi du cu thé vé sir

dung Marketing cam nhdn (Marketing thi giac, Marketing thinh giac, Marketing khitu giac,

Marketing xiic gidc, Marketing vi gidc) tai khéng gian ban cho thdy y nghia va vai tré quan

trong trong viéc tac dong lén tam ly, hanh vi cua nguoi tiéu dung, ciing nhw doi voi viéc tao

dung hinh anh, thuong hiéu cua doanh nghiép.

Tur khoa: marketing cam nhan, giac quan, khong gian ban, hanh vi nguoi ti€u dung,

Gioi thiéu:

Céc doanh nghiép can lam gi khi thi truong suy
thodi kéo dai nhu hién tai? Marketing 1a cong cu
quan trong dé canh tranh va thic ddy stc ban,
nhung st dung loai hinh marketing nao cho phu hop
khi ma ngan sach co hep va can hiéu qua cao dang
1a céu hoi didc ra ciia hau hét cac doanh nghiép.

Marketing cam nhan dugc xem la giai phap chinh
yéu cho bai toan ctia cac doanh nghiép khi ma khach
hang ngay nay khong con don thuan mua mot san
pham, mét dich vu, logo hay thwong hiéu ma mua
mot sy cam nhan (1a). Méi mot doanh nghiép, hon
bao gio hét, can tao cho minh mot sy cam nhén tdt
nhit, mang tinh khac biét, dé ton tai va phat trién.

Tir goc nhin ctia ngudi nghién ctru, bai viét dua
dén mot cach tiép can mang tinh 1y thuyét va nhiing
vi du dan chiing thyc tién tir viéc ing dung market-
ing cam nhén cua cac doanh nghi¢p trong va ngoai
nudc da tao nén nhiing anh hudng, thanh cong trén
thi truong. Noi dung bai viét bao gdm nhitng phan

chinh sau:

* Vi sao Marketing cam nhan 1a chu dé dang
quan tam cho cac doanh nghi€p hién tai?

* Lich st phat trién ctia ly thuyét Marketing cam
nhan

*  Pinh nghia va muc tiéu cua Marketing cam
nhan

* Nhirng yéu t6 nén tang trong xay dung Market-
ing cam nhan & khong gian ban: Marketing 5 yéu t6
gidc quan va nhitng dan chimg tir sy thanh cong cua
cac doanh nghiép bao gdém: marketing thi giac,
marketing xuc giac, marketing thinh giac, market-
ing khiu giac va marketing vi giac.

1. Vi sao Marketing cim nhén la chi d¢ dang
quan tim cho cac doanh nghiép hién tai?

Marketing cam nhan tai khong gian ban dugc cau
thanh tir nhitng yéu t6 nhu mau sac, hinh anh, cach
bai tri, 4m thanh, 4nh sing dén céc chuong trinh
khuyén mai va doi ngii ban hang. Biéu dd 1 minh
hoa tinh hiéu qua cua tung kénh truyén thong &
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Biéu d6 1: Tinh hi¢u qua cia tirng kénh truyén théng & nhirng giai doan khac nhau
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Nguén: Marketing management, 12 edition, Philip Kotler (1b)

nhiing giai doan khac nhau cta qua trinh mua hang,
cho thiy marketing cam nhén s& 14 loai hinh duoc
wu tién Iya chon dé dau tu va dugc xem la giai phap
chinh yéu cho viéc thiic day ban hang cua cac doanh
nghiép trong thoi ky khung hoang.

2. Su ra doi va lich sir phat trién caa ly thuyét
Marketing cam nhdn

Ly thuyét marketing cam nhan that su la con kha
méi m&. Nhitng nghién ctru mang tinh tong thé cua
van dé nay chi méi dugc thuc hién tir dau nhitng
nam 2000. Tuy nhién, truéc ddy, nhitng hoc gia 16n
nhu Kotler ciing da nhic dén sy tac dong quan trong
tir nhimg yéu t6 giac quan 1én hanh vi ngudi tiéu
dung.

1932: nghién ctru lién quan dén sy anh huong ciia
nhitng gidc quan 1&€n hanh vi nguoi ti€u dung da
dugc bit dau khi Laird thyc hién nhiing thir nghiém
vé hiéu tng ctia mui thom trén san pham. (2)

1973: Kotler, trong bai viét dwoc mé ta nhu la
tién than cia ly thuyét marketing cam nhan, trong
d6 nhan manh sy can thiét tao dung sy khac biét
trong khong gian ban dua trén nhitng dac tinh ndi tai
clia san pham ban. Tam quan trong ciia bau khong
khi bén trong cira hang thé hién qua su anh hudng
tryc tiép 1én tdm 1y va hanh vi mua sim ciia nguoi
tiéu dung. (3)

1982: lan déau tién phuong phap tiép can mang
tinh 1y thuyét va thuc nghiém, dugc Morris B. Hol-
brook va Hirschman thuc hién, da cho théy tam
quan trong cua viéc trang tri trong khong gian ban.
Theo cac tac gia nay, nhiing cam xuc va tinh cam
phai duoc tinh dén dé giai thich hanh vi nguoi tiéu
dung. (4)

1992: Bitner da tién hanh nhiing nghién ctu
chimg minh ring méi trudng khong gian ban tao
nén hay chi phdi cam xtc & khach hang. (5)

2002: xudt ban lan dau tién cubn sach cé tinh
tong thé vé marketing cam nhan, cudn sach 1a sy tap
hop cuia nhiéu nghién ciru vé chi dé nay. (6)

Nhitng nghién ctru gan day cho thay viéc sir dung
marketing cam nhan chi that sy hi¢u qua khi n6 co
su lién quan twong thich véi diém ban, véi nhitng ké
trung bay san pham. Vi dy, dbi v6i mot cira hang
ban chocolate, thi can tao ra nhiing mui thom tu
nhién vé chocolate nong, trang tri nhitng hinh anh
lién quan dén chocolate, nhu hinh anh vé banh
gateaux, keo, am nhac lién quan dén Chau Phi va su
thudng thurc chocolate. (7a)

3. Pinh nghia va muc tiéu ctia marketing cam
nhan

Marketing cam nhan la gi?
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Marketing cam nhan c6 thé duoc dinh nghia nhu
la céach kich thich sttc mua thong qua viéc tac dong
1én 5 giac quan cua khach hang (nhin, nghe, tiép
xuc, ngti, ném), lam khach hang hudng su cha y
nhiéu hon dén san phim, dén khong gian trung bay
va dén thong diép truyén thong. Nhiing kich thich
khéu goi nén cam xtic hodc lam gia tdng cam xuc &
khach hang. Muc dich cua loai hinh marketing nay
1a lam thuc day nhitng phan tng tich cuc hay hanh
vi mua ¢ khach hang. (9a)

Muc tiéu cua Marketing cam nhdn:

Nhing nha nghién ciru vé marketing cam nhan
chimg minh cho quan diém rang tn tai mot mdi lién
hé gitra hanh vi mua va khong khi bén trong khong
gian ban (8). Khong khi nay tao nén nhiing thudc
tinh vay quanh san pham. Viéc sit dung marketing
cam nhan mang giup cang cd thém nét riéng cua san
pham hay khong gian ban. Viéc ap dung ctia no lam
tang thém sy cam nhan ¢ nguoi tiéu ding vé san
pham tai cira hang va cho phép ting mirc do trung
thanh cua khach hang.

Suw phat trién cia marketing cam nhdn duwoc sw co
vil ti nhitng thach thiec nhu:

* Sy gia ting trong canh tranh: toan cau hoa lam
tang cuong su trao ddi, va cac hé thong phan phdi
mang tinh toan cau thic day thém sy canh tranh
trong nhiéu linh vuc. Marketing cam nhan try thanh
mot phuong tién maoi gitp cac doanh nghiép tao nén
su khac biét. Chinh n6 tao nén su thuan 191 cho viéc
phat trién nhitng cam xuc ¢ khach hang, va diéu dé
cho phép doanh nghiép tranh d6i dién véi su so sanh
vé gia & khach hang. (9b)

* Sy phat trién cua ban hang truc tuyén: thap ky
dau tién cua thé ky 21 da ghi nhan sy bung nd cia
mot phuong thitc ban hang méi, d6 chinh la ban
hang qua mang. Chinh diéu do6 théi thuc cac kénh
ban hang truyén thong phai tim thdy cach thirc hay
phat trién nhiing tinh chat ma ¢ day ban hang truc
tuyén khong thé c6 duogc, nhu thir san pham, cham
vao san phém va cam nhan, hay duogc séng, mua
hang trong mot khong gian that dé chiu ctia mot cira
hang.

4. Nhirng yéu td nén tang trong xay dung Mar-
keting caim nhan & khong gian ban

4.1. Marketing thi gidc

Thi giac 1a gidc quan duoc phét trién nhit & con
nguoi: 80% nhitng kich thich ma chung ta nhén
duogc 13 qua thi gidc. N6 ciing 1a tiép xuc dau tién
ctia khach hang voi san pham hay khong gian ban.
Nhirng mau sic anh huéng 1én ngudi mua. Su lwa
chon mau sic anh hudng 1€n nhin nhén, cam xtc
(mau néng kich dong, mau xanh yén binh,...) va y
niém (nhing gia tri mang tinh biéu twong va tiy
theo nhimg nén vin héa khac nhau ma cé su anh
hudng lén 1y [€, su phan xét, chuin muec, .. .). Nhitng
mau sdc anh huong 1én nhing giac quan khac nhau
cua nguoi nhan (mau sdc va thi hiéu, mau sic va
cam nhan khtu gidc va am thanh, mau sdc va cam
nhan v& van dong, mau sdc va nhan thic vé thoi
gian). (7b)

Viée stir dung mau séc c6 thé dem lai nhitng chire
nang khac nhau:

* Mau sic (tong mau, do sang, do nét) phai nham
thu hut sy chu y cuia khach hang vé diém ban, ma ta
goi la chirc nang bao hiéu sy chu y.

* Chtre ndng thu hit, giup mang lai cho diém ban
su quan tam, thich thu ctia nguoi tiéu dung.

* Chirc ndng mang lai su thoai mai, gop phan tao
ra mot khong khi tich cuc trong khong gian ban.

Nhirng mau sic thuong hay dugc sir dung bai
nhiing nha marketing boi ching 1a mot phuong tién
truyén thong, ching cho phép mang lai ban sic va
su khac bi¢t cho cac thuong hiéu. Sau day 1a mét vai
vi du vé str dung mau séc.

Louis Vuitton, thwong hiéu di dau trong nganh
thoi trang thé gidi, mdi san pham ciia n6 co thé duoc
xem la mot tac pham nghé thuat véi kiéu dang thiét
ké, chit liéu va phbi mau mang dén su tinh té, ding
cap va 1a biéu twong cho su thanh dat cua cac quy
ba, quy co trong xa hoi. Va mot diéu quan trong 1a
nhitng san pham Louis Vuitton luén dugc trung bay
trong mot gian ban véi mau séc, anh sang, sy bai tri
phéi canh dat dén hoan héao, sang trong va nhiéu
cam xuc.

* Trong khoang 10 nam tr¢ lai day, nhitng doanh
nghi¢p Viét Nam trong nganh thoi trang, trén con
dudng xdy dung thuong hiéu cho minh, da rit chi y
dén khong gian ban vé mau sic, hinh anh, cach
trang tri,... va tao nén sy chuén muc ma ta c6 thé
thdy nhu ¢ cira hang cuia NEM, Nino Maxx,
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PT2000, Sea hay Foci,...

* V& mau mi bao bi, thi nhiéu thuong hiéu Viét
Nam da chung té6 dugc su trudng thanh cua minh,
ma Vinamilk va Café Trung Nguyén 1a nhiing vi du.
MAu ma bao bi san pham cua ho khong thua kém gi
s0 v&i cac san pham canh tranh dén tir cic thuong
hiéu nudc ngoai.

4.2. Marketing thinh gidc

Viée goi sy chil ¥ bang am thanh & ctra hang 1a
kha c6 dién khi ma Monoprix (hé thng ctra hang
chinh sach mot gia) da Iya chon 4m nhac dé phé
bién lan truyén hinh dnh ctia minh tir nhing nim
1927. (7¢)

Muc tiéu cua mot khong gian ban c6 am thanh do
la: (7d)

* Muc dich tao cam xuc: nham mang lai sy thoai
mai ¢ khach hang, va tao ra niém vui cho ho.

Muc dich tao nhan thirc: am nhac phai nhim dén
dung dbi twong khach hang cua cira hang, c6 mdi
tuong quan chat ché voi khong gian bai tri, véi
chung loai san phém dugc ban, va voi ting thoi
diém nhat dinh (nhu Giang sinh, Tét,...). Am nhac
cling chinh la cong cu quan trong dem lai mdt khong
khi 1€ hoi mua sam.

* Muc dich tao hanh vi: am nhac thuc déy va tao
ra nhip diéu thim quan gian hang, va n6 ciing co6 thé
khoi goi, thic ddy hanh vi mua & khach hang.

Viéc lya chon 4m nhac c6 mdt anh hudng quan
trong dén hanh vi cua nguoi mua hang, nhung néd
cling mang tinh ca nhan. Theo Rieunier (2006), viéc
chon am nhac phai tinh dén 4 yéu td:

- Phong cach am nhac phai tuong thich véi hinh
anh cua noi ban.

- Am nhac khoi goi thé giéi quan xung quanh va
tao cam xuc.

- Nhip di€u (nhanh, cham) ciling co thé anh
hudng, kich thich 1én khach hang.

- Tén tudi cta bai hat hay ciia ca sy thé hién bai
hat ciing c6 thé tao nén tinh cach hay nét riéng & cira
hang.

Thém vao do, theo mot nghién ciru ciia Guéguen
va Jacob (2002), trong mot sé diém ban, nhu quiy
bar, thi muc do ti€u dung c6 su twong quan tich cuc
voi am lugng ciia am thanh (theo loai khach hang va

loai nhac). (10)

Vi du: Nhiéu siéu thi 16n phat trién hé théng phat
thanh riéng cuia minh. O cic siéu thi Big C, am
thanh tir nhitng bai hat, nhig khau hi¢u mua sam,
cac mau gidi thiéu khuyén mai, hay nhiing giai diéu
vui nhén, dac biét 1a vao nhitng dip 1 hoi nhu Noel
hay Tét, tit ca tao nén mot khong khi mua sdm vui
tuoi cho khach hang khi dén voi BigC. Trong cic
ctra hang thoi trang tré nhu Nino max, PT2000,
Blue exchange, Sea, Blook, Foci,... nhiing bai hat
tré trung vui nhon thuong mang dén mot khong khi
hung phan kich thich viéc mua sim hay luu lai lau
hon cua cac ban tré.

4.3. Marketing xuic gidac

Marketing xuc giac mdt mat dugc xem nhu Ia
viéc tiép xuc (sO, cham, cAm, nim) cta khach hang
ddi véi san phém, mat khac cling c6 thé xem la viée
tiép xuc cua khach hang voi nhan vién ban hang va
nhiing nguoi khac bén trong ctra hang, hay nhiét d
va do 4m bén trong ctra hang. Viéc cham vao san
pham c6 thé 1a c¢6 ¥ thic hodc vo tinh, nhung diéu
d6 cho phép mang dén ¢ khach hang mot trang thai
thoai mai vé mit tim 1y ciing nhu vat Iy, mot sy thoa
man. (11)

C6 2 loai hinh thirc tiép xuc san pham: (7e)

* Khach hang cam nam hay so 1én san pham véi
muc dich 1a ¢ thu nhan nhing thong tin lién quan
dén san pham, vi du nhu chét liéu cta san pham, hay
dd mong chin cta hoa qua,...

* Khach hang cAm nim san pham vi niém vui
thich. Vi yéu thich, ho sé& thé hién viée mong mudn
kéo dai hanh dong vubt ve, ngdm nghia san pham,
vi du nhu viéc udém thir quén 40 O cac ctra hang thoi
trang.

Xuc gidc ¢6 mot tam anh hudng quan trong 1én
hanh vi nguoi tiéu dung. Viéc so cham vao san
pham gan nhu 1a tuyét dbi can thiét. Sy trc ché hay
that vong s€ xuét hién khi c6 mot chudng ngai vat
can tro viée tiép xuc giita san pham va khach hang.
Bén canh day, con c6 viée tiép xtc giita nhitng con
ngudi v6i nhau trong ctra hang. Viée tiép xuc s&
mang lai mot anh hudng tich cuc khi do la sy tiép
xuc gitra khach hang va nhan vién ban hang. Viéc
tiép xuc gitra nhitng khach hang véi nhau khong tao
ra su anh hudng nao. Moi truong téng thé trong cira
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hang cling mang lai nhitng anh hudng quan trong
1én khach hang. Nhiét do, do am trong cira hang
dong vai tro tao su thoai mai cua khach hang cling
nhu anh hudng 1én thoi gian luu lai cua hang cua
khach hang.

Vi du: Rat nhiéu doanh nghiép di dua ly thuyét
touch design vao trong thiét ké san pham ctia minh
nham tao su than thién cling nhu yéu thich & khach
hang khi st dung san pham. Pic biét trong nganh 6-
t6 hang sang thi touch design duoc hiu hét cac hing
nhu Audi, Porsche, Mercedes, BMW, Citroen,... st
dung trong thiét ké noi that xe, tir voling, man hinh
phia trudc, tay cam, ghé,... Sy cam nhan dén tir
form dang thiét ké rat than thién, dé tuong tac va
chit liéu rat d& chiu. Nhiéu khach hang yéu thich
mua chai nudc Lavie hay Joy dé udng khi di du lich,
d6i khi don gian vi ching dugc thiét ké véi form
dang kha sexy 1am nguoi ta thich cam trén tay.

4.4. Marketing khiru giac

Kha nang ghi nhé mot cach dac biét ciia ndo bd
ching ta v& mui huong khién nhiéu nha san xuét,
phan phdi sir dung huong thom nhu mét dau hiéu
cho sy nhan biét vé nét riéng ctia minh (9¢). Mui
hwong tao ra anh hudéng manh mé dén cam xiic, no
gan lién v6i hé thong cdu triic ndo bén dudi noi gitp
chung ta luu trit vé nhitng ky e, vy nén no c6 thé
lam song lai nhitng cam xtc dugc gidu kin tir lac
con bé. Qua thyc, mui thom c6 anh hudéng quan
trong dén nhan thirc hay nhin nhan cia nguoi tiéu
dung vé san pham va n gop phan vao viée tao lap,
cling ¢ vi tri cua san pham trong dau nguoi tiéu
dung. P6i v6i mot sé khach hang, thi mui thom
duoc xem la mdt ti€u chi quan trong cho sy lya
chon. Véi sb khac, thi hanh vi ctia ho c6 thé bi anh
huéng boi huong thom (nhu cam giac thu gian
thoai mai, hay hung phan). Hrong thom mang lai
mot bau khong khi thoai mai, tién nghi ¢ diém ban.
Nhirng nha nghién ctru dau tién chi ra ring mui
huong d& chiu tao sy anh hudng tich cuc dén suy
nghi ctia khach hang vé san pham (Laird, 1935; hay
Cox, 1969; Baron, 1986). Mui huong ciling c6 anh
hudng dén su tu nguyén quay lai ciia hang, hay thoi
gian luu lai ctra hang (Spangenberg, Crowley va
Henderson, 1996), hay cam xtic ¢ khach hang
(Daucé, 2000). Mui huong ¢6 anh huong 1én tat ca
cac khach hang, nhung thuong cac khach hang lai

¢6 sy phan tng khac nhau vé mui huong. Sy phan
g khac nhau iy phu thudc vao gidi tinh, tudi tac,
van hoa va tam trang cua khach hang khi budc vao
ctra hang.

Vi du: Néu ai dd timg ghé qua quan café Tram
(Tp.Hb Chi Minh), déu sé& luu lai mot 4n tugng kho
quén vé mui huong trim ngay khi budc qua cong
clia quan. Mui huong 4y d4 tao nén mot nét rat riéng
clia quan, giup ngudi ta cam giac cai gi d6 tram lang
ma thu thai, nhu thoat ra khoi nhiing suy tu, mét
moi cua mot ngay lam viéc ban rén & TP.HCM. Mui
huong trim gitp khach sin sang cho mot cude tro
chuyén dé thuong véi ban be, ddi tac bén cdc café
hay nu6c udng trong quén.

Mot vi du khac 1a vé PT2000. San pham thoi
trang cua hing nay c6 mot nét dic trung ma phan
16n nhitng ban tré nao da mua va ding san pham cua
PT2000 déu thay thich va an tuong. D6 1a do trén
mdi san pham 4o quan déu c6 mot mui huong thom
rat d& chiu. Py ciing chinh 12 mot trong nhing yéu
tb tao su khac biét cuaa PT2000, déng thoi tac dong
khong nho 1én tam ly cling nhu hanh vi mua cta céac
ban tré khi vao ctra hang PT2000 mua sam.

4.5. Marketing vi gidc

Marketing vi giac thuong kho ap dung hon nhiing
loai hinh marketing cam nhén khac. Tuy nhién, do
cling 1a mot phuong tién dé tao sy khac biét, cho
phép khach hang dénh gia chat luong cua san pham
thong qua viéc ném thu, vi du nhu ném thu ruou,
hay t6 son méi trong nganh my pham, keo ting
dung thir, mau thie dn dé khach ném thu trong nha
hang,...

Vi du: Mdt trong nhiing hinh thuc marketing ma
hang nudc giai khat 16n nhat thé gidi Coca Cola rat
thich sir dung chinh 13 san phim dung thir (sample).
MGdi khi hang nay tung ra san pham moéi, nhiing chai
Coca Cola nay thuong dugc phat mién phi trudc
cong cac siéu thi 1on, nhitng noi cong cong dong
nguoi.

Khoéng chi cac doanh nghi¢p kinh doanh trong
linh vyuc an udng méi sir dung marketing vi giac, ma
& cac nganh khic ciing c6 thé sir dung. Tai cac
xudng sua chita xe hoi nhu Toyota, Truong Hai
(Kia), Ford,... khach hang dén stra xe duoc moi vao
trong mot phong chd voi nude giai khat va banh
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ngot dé khach hang thuéng thirc va quén di thoi
gian ngdi doi.

Tir nhitg diém néu trén c6 thé thay vai tro, ¥
nghia va sttc manh cia Marketing cam nhéan trong
viéc tac dong lén hanh vi mua cua khach hang. Moi
doanh nghi¢p déu phai tu tao su khac biét cho minh

va mang dén mdt sy cam nhan tot nhat & moi khach

hang vé san phdm va dich vu minh cung cip. Mar-
keting cam nhén khong chi dugc nhin nhén nhu la
giai phap mang tinh tirc thi cho viéc tac dong lén
tam 1y khach hang va thuc day strc mua trong ngin
han, ma marketing cam nhan con dugc xem la
nhitng yéu t6 gdp phan quan trong cho viéc xay
dung thuong hi¢u trong dai han cho san phém, dich
vu cua doanh nghiép.(J
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