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Abaham Lincoln - ¢6 tong thong My - dd nhan manh vai tré quan trong ciia cong ching khi

cho rang “Cam tinh ciia céng ching la tat ca. Cé dwoc tinh cam nay, ching ta khéng thé nao

that bai; khong c6 tinh cam nay, chiing ta khéng thé nao thanh cong”!. Vé co ban quan hé céng

chiing (Public relations- PR) la cau néi giita doanh nghiép va céng dong hay néi cach khdc PR

gilip doanh nghiép truyén tai cdc thong diép dén cic nhom cong ching muc tiéu cia ho. Khi

truyén di cdc théng diép nay, PR givp cdc san pham dé di vao nhén thire ciia khdch hang, givip

khdch hang dé dang lién twong téi moi khi doi dién véi mot thwong hiéu. Théng qua bai bdo nay,

tdac gida muon lam ban vé van dé tac dong cua PR toi hanh vi nguoi tiéu dung dat trong moi quan

hé giita doanh nghiép va khach hang.

O Viét Nam, theo Diéu 1 Phap 1énh Bao vé quyén
loi nguoi tiéu dung thi khai niém “nguoi tiéu dung”
dugc dinh nghia la ngudi mua, st dung hang hoa,
dich vu cho muc dich ti€u dung sinh hoat cta ca
nhan, gia dinh va t6 chic (khong nham muc dich
kinh doanh). Nhu vy phap luat bao vé quyén loi
nguoi tiéu dung Viét Nam da néu 16 ca phap nhan
va thé nhan déu dugc coi 1a nguoi tidu ding. Hanh
vi tiéu dung 1 qua trinh cac ca nhan hodc to chirc
lya chon, sir dung hang hod, dich vy, y tudng hodc
kinh nghiém dé thoa man nhu cau hodc uwéc mudn
ctia ho.2 Pinh nghia vé hanh vi tiéu dung nay bao
gdm rat nhidu hoat dong va cac vai trd khac nhau
ctia nguoi tiéu dung. Mot su hiéu biét vé hanh vi
ngudi tidu dung cung cap nén tang cho nhimng chién
lugc marketing. Co bdn yéu td duge xac dinh 1a c6
anh huong quan trong ddi v6i hanh vi nguoi tiéu
ding, bao gdm: yéu té vin hoa, yéu té xa hoi, yéu
t6 c4 nhan va yéu t6 tam ly. PR véi tu cach 1a mot
trong cac cong cu truyén thong quan trong cua
doanh nghiép sé& tac dong truc tiép toi yéu tb tam ly
va ca nhan tir d6 ¢6 anh huong thay d6i hanh vi. PR
1a mot qué trinh thong tin 2 chiéu. Doanh nghiép
(chu thé hoat dong cua PR) khong chi don thuan dua
ra cac thong tin vé hang hoa, dich vy, vé doanh
nghiép va hoat dong ctia doanh nghiép t6i nhom d6i

tuong dinh trude ma con phai ling nghe cac y kién
phan hoi tir dbi tugng duge tuyén truyén. Thong qua
d6, chu thé ciia PR biét va hiéu duoc tim 1y; nhiing
mong mudn va nhan dinh cia ddi twong vé hang
hod, dich vu dé tir d6 co thé diéu chinh chién lugc
sao cho phu hop véi timg ddi twong va timg hoan
canh cu thé. Pay 1a co hoi dé doanh nghiép tiép xuc
tryc tiép va ling nghe nhitng ¥ kién tir nguoi tiéu
dung vé san phém hodc dich vu cia minh. Vi cac
cong cu chinh gdm t6 chirc sy kién, quan hé véi bao
chi, tai trg cac hoat dong xa hoi, PR truc tuyén, PR
duge xem nhu “lam cho ngudi thir ba noi t6t vé
doanh nghiép” nén cac thong di¢p cua PR it mang
tinh thwong mai hon quang cdo hay khuyén mai
(Bang 1).

Tac dong ciia PR dén hanh vi nguoi tiéu dung cd
thé dugc xem xét dudi goc do thay ddi nhan thuc,
hanh vi mua ctia ngudi tidu dung tir d6 dan t6i viée
thay doi két qua kinh doanh ctia doanh nghiép. Theo
Philip Kotler, trong marketing PR 1a chit P thir nam
ctia mo hinh Marketing — mix, hay n6i cach khac do
chinh 12 mdi quan hé mat thiét giira PR, Marketing
va hanh vi ctia nguoi tiéu dung da duoc nhan manh.

Moi quan hé giita PR va hanh vi nguoi tiéu dung
thudng duge thé hién dudi nhiéu khia canh.

Tht nhét, PR c6 tac dong téi nhan thire ciia nguoi
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Béang 1: Marketing, PR véi hanh vi nguoi tiéu diung

Markpﬁng PR

Tc da d;{ ]\] t')]]r]]\

Marketing thic day hoat dong dua
san pham tir nha san xudt, phan phoi
dén voi khach hang

PR gitip mdt t0 chire va cong dong cta nd cd)
quan h¢ voi nhau mét cach tuong ho

Thoa mén tir vi¢e s dung san pham

Nhin nhan doanh nghiép la mt thé thong
nhét

Muyc tiéu ngén han 1a doanh s6 ban
hang

it

Muc tiéu ngén han cua hoat dong PR 1 sy
that, hiéu [An nhau hodc sy dinh vi vi tri cta to
chuc trong long cdc nhom cong ching muyc

Tin tuong hon doi voi nha san xudt va
thuong hi¢u cua ho.

Mua san phﬁm va Thn’n’ng hién

Muc tiéu cuoi cung la lgi nhuan

vai £ chire

Muc tiéu cuoi cung cua hoat dong PR 1a sy
thién cam va tng ho tich cuc cua cong ching

Duoc thira nhan va dugce ton trong tir tun

Tlr("mg sang thién cam

Doanh sd, thi phﬁn, loi nhuan la

Marketing

hine
[~

Thudc do sy thanh cong cla hoat dong PR 13
thudc do sy thanh cong cta hoat dong lnhimg y kién tir phia cac nhom cong ching

hay nhing bang chimg vé sy ung ho tir cong

Duogc tham gia va hoa dong, gan bo vdi
nguoi san xudt va mua lap lai.

Ngudn: Dé tai cip bo, chii nhiém dé tai: PGS.TS Vi Tri Diing, Chién luoc quan hé cong ching va s trung thanh

cia nguwoi tiéu dimg Viét Nam doi véi thiwong hiéu san pham dién tir gia dung trong thoi ky héi nhdp quoc té, 2010,

tr. 29

tiéu ding. La cong cu giao tiép nén PR c6 tac dong
vao nhan thic ciia ngudi tiéu ding vé thuong hiéu
nao do. Vai tro chinh cua PR 1a gitip doanh nghiép
truyén tai cac thong diép dén khach hang va nhiing
nhém cong ching quan trong. Khi truyén di cac
thong diép nay, PR gitip san pham d& di vao nhan
thirc ciia khach hang hay cu thé hon 1a gitip khach
hang d& dang lién tuong toi mdi khi dbi dién véi
mot thuong hiéu.

Nguoi tiéu dung khi xem chuong trinh Vietnam’s
got talent nhung lai lu6n dugc nghe cau ndi cua
ngudi dan chuong trinh 1a “Chuong trinh duoc tai
trg béi nhom hang Rejoice, Olay va Gillette” thi
chic chén cai tén Rejoice, Olay va Gillette di di vao
bd nho cua nguoi tiéu dung. Hanh dong nay da gitp
cho cac nha PR cua Rejoice, Olay va Gillette gian
tiép quang ba thuong higu cta minh.

Trong thoi ky ma ngudi tiéu dung lién tuc bi “tan
cong” boi quang cao va duong nhu dang bi qua tai
véi cac quang cao, PR véi loi thé 1a str dung cac
phuong tién trung gian hodc cac bai viét trén bao,
chura dung lugng thong tin da dang, phong pht nén
dé gy cam tinh va dé duoc cong chiing chap nhan.
Nhiing théng diép nay mang tinh chét tu van tiéu
dung nhiéu hon tinh thwong mai. Piéu nay gép phan

tang muc do nhan biét vé& san phém, doanh nghiép
mot cach tich cuc tir phia nguoi ti€u dung.

Tap doan thuong mai Sears — Hoa Ky, nhan dip
Giang sinh da t6 chtic chién dich PR v&i sy hop tac
ctia ngudi dan chuong trinh ndi tiéng trén thé gisi
Oprah Winfrey trong show truyén hinh ciia ba.
Oprah da noi rang: “T6i dinh s& mua sim & Sears
trong ky giang sinh nay”. Cau n6i nay da gitp tang
s6 ¥ kién tich cuc vé& san phim cua Sears. Va sb
ngudi dy dinh mua sim ¢ Sears di tang tir 59% 1én
70%.

Nhu véy c6 thé thiy, bang cach khen ngoi Sears,
Oprah di gitp thay d6i nhan thirc cua nguoi tiéu
dung vé nhimng san pham dugc ban & Sears mot cach
tich cuc. Pay chinh la cach ma PR tac ddng t&i nhan
thic tor d6 anh huong téi hanh vi ciia nguoi tiéu
dung.

Thur hai, PR c6 tac dong tdi viéc tim kiém thong
tin vé san pham va danh tiéng cuia nguoi tiéu ding
thong qua viéc nang cao danh tiéng ciia cong ty.
Nhu da noéi ¢ trén, PR mang tinh khach quan cao.
PR thuong dung cac phuong tién trung gian nhu cac
bai viét trén bao chi, cac phong sy truyén hinh,
truyén thanh, cic chuong trinh tai tro, cac hoat dong
tur thién...), cho nén moi thong di¢p dén v6i nhom

80

Kinh téPhat trien



Biéu dd 1: % S6 nguoi tiéu dang dong y/ khong dong y véi ¥ kién ciia Oprah
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Ghi chii: 1= Hoan toan dong y v6i ¥ kién cua Oprah, 2= ddng y, 3= trung lap, 4 = khong ddng y, 5= hoan toan

khong dong y

Nguon: Katie Delahaye Paine, “How to measure the impact of PR on awareness, intent and sales/new business”,

http://www.measuresofsuccess.com (15/10/07)

d6i twong tiéu dung dé dugc chip nhan hon, it thé
hién tinh thwong mai hon. Ngudi tiéu dung khi tiép
nhén thong tin vé hang hoéa, dich vy thuong cam
thdy thoai mai va dé tin hon, it bi cam giac “hoi
chiing quing c4o”, nhét 1a khi nhimg ngudi viét bai,
nhitng nguoi tham luédn la nhitng nha khoa hoc hay
phong vién ¢ tén tudi. Piéu nay sé mang dén nhing
co hoi rit t6t dé tao dyng mot 4n twong, mot su tin
tuong cua nguoi ti€u dung véi hang hdéa mang
thuong hiéu duoc tuyén truyén, gop phan lam ting
uy tin cua thuong hiéu trong mat cong ching.

Ngoai ra, hoat dong PR thuong mang dén loi ich
cu thé cho dbi tugng vi dong gop cho cong dong xa
hoi la mot trong nhung Iinh vuc hoat dong chinh cua
PR. Cac doanh nghiép mang lai cho nguoi tiéu dung
nhimg loi ich dich thuc (nhu cac chuong trinh biéu
dién nghé thuat, cac khoan dong gop tir thién) qua
d6 no rit gan bo véi nguoi tidu ding va tao cho
ngudi tidu dung sy gan giii, than thién hon. Chéng
han, chuong trinh “P/S bdo vé nu cuoi Viét” cua
kem danh rang P/S da kham, chira ring mién phi
cho rat nhidu tré em & cac ving khac nhau. Vi thé
thuong hi€u nay trd nén than thudc, dugc nguoi tiéu
ding yéu mén va tin tuéng lwa chon.

Ciing 1a vi du trén, khi Oprah noéi: “Sears lam
nhiing diéu t6t dep cho cong ddng va mdi truong”
thi da co sy chuyén dich 16n trong s6 nguoi tin

tuong rang Sears lam viée c6 ich cho cong dong va
moi trudong. S6 nguoi ¢6 dong ¥ voi ¥ kién nay da
ting gap 5 lan (tir 7,6% 1én 33%). RS rang, nho
chién dich PR thong minh, Sears da tranh thu su
dam bao cua Oprah dé nang danh tiéng cua cong ty
minh nhu la mot thuong hiéu than thién voi moi
truong va cé trach nhiém véi cong dong.

Thu ba, PR ¢6 tac dong tdi viéc mua hang cia
ngudi tiéu ding va do dé, dén doanh sd/ thi phan
ctua doanh nghiép. Vi nhiing tac ddng tich cuc 1én
nhén thtc cua nguoi tiéu dung, cling nhu tdc dong
t6i danh tiéng ctia cong ty thi hé qua 1a PR s& co tac
dong to1 viéc mua hang. Mot khi nguoi tiéu dung da
¢6 4n tuong nhit dinh vé thuong hi¢u, kha nang ho
chon thuong hiéu cong ty chic chin sé& cao hon. Gia
st ban di siéu thi mua sidm cho gia dinh, gitta mot
rung xa phong bay la liét trén cac gia hang, s€ that
kho Iya chon. Nhung néu nhé dén chwong trinh
“Omo- 40 trang ngdi sang tuong lai” va nhimg y
nghia nhan dao cta chién dich nay thi chic han
khong it nguoi tiéu dung s& khong ngan ngai lua
chon.

Tap doan san xuat hang tiéu dung ndi tiéng thé
giéi P&G da chi ra rang PR anh huéng manh t6i
doanh s6 ban hang cua ho. 3 trong sd 6 san pham
ctia P&G cho thdy PR dem lai ti suit dau tu (ROI)
cao nhét. Téng cong PR dem lai 275% ROI. Hoat
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Biéu d6 2: Mirc dd ROI ma PR dem lai so v6i quang cdo va thwong mai
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Ban hang

Quaéng céo PR

truy&n hinh

Nguon: Katie Delahaye Paine, “How to measure the impact of PR on awareness, intent and sales/new
business”, http://www.measuresofsuccess.com (15/10/07).

dong PR da dong gop cho doanh thu cua hang cho
téi nay 1 gn 4 triéu (Biéu d6 2).

R rang véi nhimg tac dong tich cuc t6i doanh sd
ban hang, danh tiéng cua cong ty, PR chéc chin
ciing c6 tac dong toi thi phan cua thwong hiéu do.
Mot khi nguoi ti€u dung da cé cam tinh voi thuong
hi€u, lua chon san phém cua doanh nghiép chir
khong phai ctia cac dbi thu canh tranh thi chic chin

Ghi chu:

thi phan cta thuong hiéu s& ting 1én. Nhd ap dung
chién dich PR thanh cong ma Red Bull da thanh
cong trén toan cau va giit thi phan tuong dwong 70%
trong thi truong nudc ting lyc.’

Tuu chung lai, PR c6 tac dong tich cuc téi hanh
vi nguoi tiu dung theo hudng khach quan. Chinh vi
thé cac doanh nghiép can tim cach phat huy t6i da
cong cu truyén thong nay.J
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