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DON GIAN LA KHAC BIET

TINH HINH KINH TE - XA HOI QUY 1/2024

TONG SAN PHAM TRONG NUGC (GDP)

Toéc do tang GDP quy | so véi cung ky nam truéc

B Quy 12023 [l Quy 1/2024

6,86%
6,28%
5,66%
=
taf 3,41%
i I 2.92% 2.98%
Néng, lam Cong Dich vu
nghiép nghiép va

va thly san xay dung

Cd cau GDP quy 1/2024
‘ 11,8% ‘ ‘ 35,7% ‘ ‘ 43,5% ‘ ‘ 9% ‘
Nong, Iam Coéng Dich vu Thué san
nghiép nghiép va pham tri trg

va thuy san xay dung cap san pham

Vai tro cua dich vu

CO CAU KINH TE SAU THANG DAU NAM 2024
Mguin: Tdng cuc Thdng ke

8,66%
Thu# sén phdm
i tro clp

san phém
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< Vai tro cua dich vu

DON GIAN LA KHAC BI

Su thay doi cua cau trdc viéc lam khi nén kinh té phat trién

Share of
Employment
Industry
—

Time, Per Capita Income

(Christopher Lovelock, 2018)
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"< Su chuyén doéi cua

DON GIAN LA KHAC BIET

Nhitng yéu t6 anh hudng dén su tang truédng nhanh chéng cua nganh Dich vu:
- Chinh sach cua Nha nudc

- Thay doi cla Xa hoi

- Khuynh hudng Kinh doanh

- Toan cau hoa

- CONng nghé Thong tin
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DON GIAN LA KHAC BIET

"< Su chuyén déi cua

THAO LUAN NHOM

Trong cac yéu to tac dong dén su phat trién cda nganh dich vu, yéu té nao 13

guan trong nhat?

Giang vién: Bai 1
PGS. TS BINH TIEN MINH Nhap mdon Marketing dich vu



BAI 1: NHAP MON MARKETING DICH VU

@ Khai niém & dac tinh cua dich vu

Giang vién: ) Bail
PGS. TS BINH TIEN MINH Nhap mdn Marketing dich vu



s Khai niem

DON GIAN LA KHAC BIET ®

“Services are economic activities performed by one party to another. Often time-based, these

performances bring about desired results to recipients, objects, or other assets.

In exchange for money, time, and effort, service customers expect value from access to labor,
skills, expertise, goods, facilities, networks, and systems. However, they do not normally take

ownership of the physical elements involved”

(Christopher Lovelock, 2018)
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< Khai niem

DON GIAN LA KHAC BIET ®

Dich vu la nhiing hoat dong kinh té dugc 1 bén chao ban cho bén kia dé dem lai nhing két qua

mong Muodn cho ban than ngudi nhan hoac cho nhiing vat, nhng tai san cua chu s dung.

Khach hang san sang tra tién, thdi gian va cdng suc dé déi 1ay nhing gid tri tu viéc tiép can vdi
lao dong, k¥ nang chuyén nghiép, hang hda, cs sd vat chat, mang Iudi, hé thong cula ¢ s3 cung
cap; nhung thudng khéong nam quyén sé hiiu dsi véi bat cd thanh phan vat chat nao cd lién

guan.
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PAC TiNH CUA

DICH VU
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"< Phan loai

DON GIAN LA KHAC BIET

Co nhiéu cach phan loai dich vu (DV).

Co thé phan loai dich vu dua vao MUc do vo hinh/ hGu hinh cuda dich vu va Ban chat cdia qud trinh tao ra

dich vu.

Phan loai dich vu dua vao ban chat cda qua trinh tao ra dich vu.
e DV tdc dong dén thé chat con ngudi
e DV lién quan dén vat dung thudc quyén s3d hiu cua KH
e DV tac dong dén tri tué/ tinh than con Nngudi
e DV XU ly théng tin
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Phan loai dich vu

. 5 ([ J . . [ .
dua vao Ban chdat cua qua trinh tao ra dich vu

DON GIAN LA KHAC BIET

Who or What Is the Direct Recipient of the Service?

Tangible Actions People processing Possession processing
(services directed at people’s bodies): (services directed at physical possessions):
* Hairstylist * Freight Transportation
» Passenger Transportation * Laundry and Dry Cleaning
* Healthcare * Repair and Maintenance
Intangible Actions Mental stimulus processing Information processing
(services directed at people’s minds): (services directed at intangible assets):
* Education ¢ Accounting
* Advertising PR e Banking
* Psychotherapy e Legal Services

(Christopher Lovelock, 2018)
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< Marketing

Marketing dich vu |a tdp hdp nhlng tu tudng marketing, cau trdc ca ché, quy trinh va nhing hoat
doéng nhUng gia tri va Igi ich cho ngudi tiéu dung, khach hang,

doi tac va xa hoi ndi chung.
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< Marketing

DON GIAN LA KHAC BIET

Ban chat cua marketing dich vu |3 viéc mac du qua

trinh thuc hién dich vu cé thé gan lién véi mot san pham vat chat nao dé nhung viéc thuc hién mang

tinh chat v hinh va v3i bat cd thanh phan vat chat

nao co lien guan.
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Internal

Operating strategy and

service delivery system

/ Loyalty
Satisfaction
Employees &
o Output
Capability quality
Service
g quality

* \Workplace design

¢ Job design/decision-making latitude

e Selection and development

* Rewards and recognition

¢ Information and communication

e Adequate “tools” to serve customers

Productivity __,  ggvice value

Service concept

¢ Quality and productivity
improvements, yield
higher service quality
and lower cost

MO hinh Service-Profit Chain

External

Target market

Customers

—» Satisfaction —— Loyalty

¢ Attractive value

¢ Service designed
and delivered to
meet targeted
customers’ needs

e |ifetime value
e Retention

>

* Repeat business

¢ Referral

- » Profitability —

Revenue
growth
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S MO hinh Service-Profit Chain

DON GIAN LA KHAC

Giang vién: (Christopher Lovelock, 2018) Bai 1
PGS. TS BINH TIEN MINH Nhap mdn Marketing dich vu



S Pac trung

e MDV lién quan dén viéc chuyén quyén s3 hliu dich vu.

e NNhing yéu toé vb hinh tao nén gia tri trong MDV.

e« Con Ngudi la yéu té quan trong tao nén chat lugng dich vu.

e Chat lugng dich vu khoé du bao va danh gia.

e Quan tri moéi quan hé gilla kha nang cung Ung dich vu va nhu cau cua khach hang la tam diém.

e Th3i gian la yéu té ludén dudc quan tam.
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g 7Ps cua Marketing dich vu
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KET THUC

D www.dinhtienminh.net Bd dinhtienminh@ueh.edu.vn





