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Marketing hdn hop (marketing mix) 1a tap hop cac cong cu tlep thi duoc doanh nghi€p sur dung dé dat duoc
trong tAm tiép thi trong thi truong muyc tiéu. Thuat ngir nay lan dau tién duoc st dung vao ndm 1953 khi Neil
Borden Ia chu t1ch ctia hlep hoi Marketlng Hoa Ky Ry ¥ tuéng cong thirc thém mot budc nita va dit ra thuat
ngit marketing hdn hop. Nam 1960, E. Jerome McCarthy da deé ngh1 phan loai theo 4P: Product (San pham)
Price (G1a c4), Place (Phan phbi), Promotion (Xtc tién hon hop), ngiy nay da duoc xem xét, nghién ctru va irng
dung rong rai.
Co thé ndi marketlng hén hop gifip thu vién va céac trung tdm thong tin xac dinh vi tri san pham va dich vy cua
minh mdt cach bén virng trong nhén thire cua nguoi dung. N6 xem xét sur tac dong qua lai ctia 4 yéu t6 chinh:
san pham, gia ca, phan phéi va xtc tién hdn hop. C6 thé hiéu “bat ky mot bién s§ nao nam dudi sy dicu khién
cua cong ty ma c6 thé anh huong to1 mirc d§ phan trng cua khach hang 1a mot bién s6 cua marketlng hon hop”

[8]. Do vay ctng v6i 4P truyén thong, marketlng hén hop con c6 thé duge xem xét thém véi cac blen sO P khac
dan dén co cac cong thire 5P, 6P, 7P. Du cong thirc gom cac P nao thi cong thirc d6 van bao gom 4 bién s6 P
chinh & trén. Céc bién sb P khic c6 thé ké dén nhu: Con ngu:01 (People) Yéu tb vat Iy (Physical evidence), Qua
trinh (Process) Xac dmh vi tri (Pos1t10n1ng) Chinh sach cong cong va chinh tri (Pubhc Policy and Pohstlcs)
Dong goi (Packaglng) Cac y€u t6 thém vao nay da tiém an trong cac mat ton tai cia 4P. Thoi gian gan ddy xuat
hién cach hiéu vé 4P rit moi. w . 7 7
Theo Phj]jp Kaotler, 4P trén nén chuyén thanh 4C hon hop hu:orng to1 khach hang Cu thé, san pham (Product) trd
thanh gia tri d01 Vo1 nguoi dung (customer/user Value) gid cd thanh chi phi cua nguoi dung (cost for user/user
cost) bao gdém ca chi ph1 ve thoi gian va cong suc; phan ph01 tr¢ thanh sy tién loi cho nguol dung (user
convemence) va xuc tién hon hop tr¢ thanh glao tiép v6i ngudi dung (user communication) [2]. Ung hy quan
diém nay, ching t3i trinh bay no1 dung bai viét ctia minh theo 4C cua P. Kotler.
1. San phany Gia tri ddi v6i nguoi dung 7 ? .
Kotler da dua ra khai niém v€ san phdm nhu sau: “San phdm la nhitng gi ma co thé dwa ra thi truong nham
gay sy chu y, thu hut, sir dung hodc tiéu dung ma co thé thoa man mong muén hodac nhu cdau. N6 bao
gom cac yéu to vat ly, dich vu, con nguwoi, dia diem, to chirc va y twong” [3]. Nam 2000, ong da thém
“thong tin” vao san pham

“San phdam la nhitng gz 6 thé dwoc dwa ra thi truong dé théa man nhu cau hodc mong muon. San pham
duwoc marketing bao gom cdc san pham vat ly, dich vu, kinh nghiem, sy kién, con nguoi, dia diem, tai
san, to chire, thong tin va y tuwong” [3]. .
Trong hoat dong thong tin thu vién, mdt khai niém dwgc nhi€u nha thu vién hoc trich dan 14 ctia Eileen Elliot de
Saez: “san pham va dich vu la nhﬁ’ng gi ma dich vu thong tin hodac thu vién dang cung cap hodc co thé
cung cdp dé dem lai lpi ich cho nguoi dung tin hién thoi va nguoti dung tin tiem nang " [2]. Hay n61 mot
cach khac san pham 14 nhitng gi dugc cung cap cho thi tru:ong nham théa man nhu cau nay sinh trong hoat dong
thu vién va thong tin [3] Nhu vay, san phim ¢ ddy c6 thé 13 “hang héa, dich vu, ¥ tuwéng, noi chon, hodc
tham chi la con nguoi”. [1]

Cu thé hon, c6 thé hiéu san pham ctia thu vién bao gom tat c4 céc tai liéu trong thur vién hodic tai liéu c6 sin tir
cac thu vién khac thong qua muon lién thy vién hodc cac nguon mua dlen ta. San pham thu vién ciing c6 thé I
chinh c4c san pham ma thu vién tao ra, nham giup cho nguoi dung tim kiém va khai thac thong tin. Vi du cac san
pham nhu: hé thong muc luc, thu: muc, tap chi tom tat, danh muc, tong luan, co so dit liéu, ban tin dién tir... Bén
canh do, no ciing bao gom tat ca cac dlCh vu thu vién, vi du d1ch vu cung cap tai lidu, dich vu phd bién thong tin
hién tai, dlCh vu trao doi thong tin, dich vu tu van..

Chét lwong ctia san phim dong vai tro quan trong trong chlen lrgc canh tranh glu:a cac san pham cia c4c don vi
khac nhau. Theo Levinson thi “thdm chi viéc tzep thi tét nhat trén thé gzm cung sé khong thiic day khdch
hang mua mot san pham hodc dich vu nghéo nan hon cai khac” [6]. Vi Vay, cac thu vién can phal chu trong
nhiéu t6i chat hrong cac san phim cta minh nham thu hut ngiy cang nhiéu nguoi ding sir dung c4c san pham cua
minh.

“Sén pha ’ gan voi “Gia tri dbi véi ngu01 dung co ngh1a la san pham thu vién khi dua ra thi truong phai dem lai
g1a tri thiét thuc cho ngu’ol dung, giup cho nguol ding giai quyet nhu cau thuc sy cua minh chur khong pha1 chi Ia
giai phap dbi pho ctia cac thu vién. Néu mot san pham thy vién cé chat lu’ong t6t nhung lai khong dap ung dung
nhu cau cua nguoi dung thi cling tré nén v nghia. Dé khéc phuc van dé nay, cac thu vién can phai nghién ctru
that k¥ cac nhu cau cia nguoi dung cling nhu céc gia tri dich thuc nao doi voi ho. Chi khi san pham dem lai gia
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tri thiét thire d6i voi nguoi dung thi ho méi str dung ching,
2. Gia ca/ Chi phi cua nguoi dung ) ]
Gia ca d “tap hop chi phl’ cho viéc san xudt va tiéu thu san pham, la thudc do hao phl’ lao déng xa hoi
két tinh trong hang héa” [7]. Gia ca c6 thé dugc goi bang nhidu tén khac nhau nhu “gid” cho cic sdn pham
hiru hlnh, “hoc phi” cho gido duc, “I¢ phi” cho cac dich vu chuyén mon, “tién v&” cho dich vu van tai,... N6i cach
khac, “gid la mét lmmg tién tra cho mét san pham hodc dich vu” [9].
“Chi ph1 cua nguol dung” di kém voi gla cd” mang y nghia: gla cua san pham can dugc nhin nhan nhu 1 chi ph1
ma ngudi mua s€ phai bo ra. Hay ‘ ‘gid ca la chi phl cua nguoi dung cho viéc c¢6 duoc hang héa” [1]. Chi phi nay
khong chi bao gom chi ph1 mua san pham ma con ca chi phi st dung, van hanh, va ca huy b6 san pham. Chi ph1
nay phai trong xtirng véi loi ich ma san pham dem lai cho l’lglIO’l mua. Nhu vy, gid ca ¢ day khong chi bao gdbm
lwong tién phai tra, ma con phai tinh dén cac chi phi khac ma nguoi dung bo ra d€ c6 dugc san pham.
Viéc dinh gid cho cac san pham thu vién lubn la mot van dé kho. Mot van de iy nhiéu tranh cii 1 6 nén mién
ph1 cac san pham va dich vu thu vién? Can can nhic viéc cac thu vién cho rang: dich vu thu vién Ia vo gia, frong
khi sau do lai dinh g1a no thap Néu c6 mot sd san pham thu vién khong phai [a mien phi thi phal can nhac g1a
cho san pham thu ‘V1¢1‘1 nhu thé nao cho phu hop vO1 cac nhom nguoi dung tin khac nhau. Piéu nay dan dén viec
cac nha thu vién can phai quan tam dén viéc ap dung chién lwge phan biét gia ca.
Cung vo1 y nghia vé mit tién bac thi g1a ca con am chi céc yeu t0 khac. “Marketlng 1a mot qua trinh trao do1” va
viéc nguoi dung tin phai tra gia dé c6 duogc san phdm “ c6 the bao gom ca thoi glan, cOng strc va nhung co hoi
hay hoat dong bi bo qua” [2]. Cac nha thu vién phai tinh dén viéc ngudi ding tin s& mat thoi gian va cong strc
nhu thé ndo dé tiép can duoc cac ngudn tai lidu trong thu vién. Viéc ho bo thoi gian, cong stre dé€ tim kiém tai
liéu trong thu vién da dugc dén dap xung dang hay chua? Viée st dung cac may quay dé kiém soat hoat dong
trong thu vién ngay cang pho bién. Theo Eileen Elliot thi viéc cai dat cac may quay tai cac thu vién cing chinh 1
“phi t6n cho viéc tra gia vé€ gio1 han tu do cua ca nhan” [2] cua nguol dung. Ban than nguoi dung cling khong
thay thoai mai khi bi kiém soat trong khi st dung cac dich vu tai thu vién.
3. Phan phoi/ Sw thuéin ti€n cho ngudi dung
Blen sO quan trong tiép theo clia marketing hon hop 1a “Phan phoi” (Place). Hoat dong phan phi giai quyet van
dé san pham va dich vu dugc dua nhu thé nao dé dén voi ngudi ding. Cac quyét dinh vé phan phdi co anh
hudng tru:c tiep dén cac finh vuc khéc trong marketing,
Phan phdi “rt phi hop voi céc thu Vlen va dich vu thong tin, vi né 4m chi dia diém va cach thirc dua mot dich vu
to1 cho nguo1 dung va khach hang” [2]. Néi cu thé hom, “phan ph01 khong chi la vi tri vat Iy cua thu vién trung
tam va cac chi nhanh ctia nd. Phan ph01 ciing la cach ban phan ph01 dich vu ctia ban — céch thirc khach hang truy
cap thong tin va tai liéu cta thu vién, dugc su hd trg va glal quyet cac van dé” [9]. Nhu vay, phan phdi ld cac
phuong thirc, thé thirc phan ph01, pho bién cac loai hinh san phim t&i khach hang.
Cap “Phan phdi” - “Thuan tién’ >do1 hoi cac thu vién co cach thirc phian phbi tao ra su thuan tién cho nguoi dung.
Nghla 1a “cac nha thu vién phal c0 gang tao ra cic san pham hoac dich vu ctia ho san c6 cho thi truong muyc tiu
v6i su thuan tién cao nhat co thé’[1]. Cac thu vién ciing can phal muyla‘ phan ph01 thong tin theo cach ma
khach hang ctia ban mong mudn” [5] chir khong phal phan ph01 theo cdch ma cac thu vién mudn.
Trong hoat dong thong tin thur vién, cac yéu to vé phan phdi co thé ké dén nhur: glo md cua, dich vu di dong, dia
dlem, dién mao va bau khong khi [2]. Gi6 moO ctira the hlen kha ndng truy cap cua ngum dung to1 cac san pham
cta thu vién, nd tra 161 cho cau hoi “Khi nao” va “O dau” . Voi sy phat trién cua cong nghe thong tin, cac thu
vién phal tinh dén viéc phuc vu ngudi ding khong glO’l han vé thoi gian va kha ning truy cap tdi cac ngudn cua
thu vién qua internet. Céac dich vu di dong ctia thu vién s€ mang lai su thuan tién hon cho ngudi dung tin kho co
kha nang tiép can dugc vol thu vién. Viée b tri cac dla diém phuc vu cta thu vién hop Iy, tao diéu kién thuan loi
cho nguoi dung dé tiép can thu vién ciing 1a mot yeu 6 quan trong trong phan phOl. Thém nita, céc thu vién cling
can pha1 nhan ra rang dang vé bén ngoai cua thu vién cung anh huong phan nao t01 viée nguol dung co6 st dung
thu vién. Cac yéu to vat Iy, bau khong khi trong thu vién cling can duoc luu y dé thoa mén dwoc nhu cau cia
nguoi dung
Tom lal, trong hoat dong thong tin - thu vién, phan phdi dong mdt vai tro quan trong trong vige dap ung cac nhu
cau cua ngum ding tin. Theo Judith A Siess thi “thdm chi néu ban ¢6 san phim ding, nd cting s& khong thanh
cong néu n6 khong duge dua toi cho ngudi can nd” [S].
4. Xiic tién hén hop/ Giao tiép nguoi dung
Du cho san phim ctia thu vién c6 chit hJ:ong tot den dau ma ngu01 dung khong biét dén hodc biét mot cach
khong day du thi moi no luc cuia can b thu vién dé dap rng cac nhu cau cua nguoi dung dat hiéu qua rat thip.
“Dich vu va san pham cta ban khong tré nén Khéc biét t&i khi khach hang ctia ban hi€u duoc su khac bi¢t” [4].

/\”
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Chinh vi vay cac thu Vién phéi,cén dén bién sb thir 4 1a xtc tién hdn hop.

Xt tién hdn hop bao gom “tat ca cac phuong phap duoc st dung dé€ voi toi thi treong myc tiéu” [2]. Cac thu
vién su dung bién s6 nay dé tac dong vao nhom nguoi dung tin muc tiéu nhim dat dugc myc dich ctia minh.
Thong qua cac cong cu khac nhau cua xuic tlen hén hop, thu vién gillp nguoi dung biét dén san pham minh can,
cac lot ich nho viée khal thac, sir dung san pharn do, , cling nhu cach thirc co thé khai thac, str dung dugc san
pham Nhu Vay, xtic ién hon hop trong thu vién 2 tat ca cac hoat dong nhim dam bao rang ngu01 dung nhan
biét vé cac san phim cua thu vién, c6 an tuong t6t va dan t6i viée thuc su st dung cac san pham nay.

“Xtc tién hon hop” gin véi “Giao tiép nguoi dung” 6 day c§ nghla 12 “mot qua trinh hai chiéu” [2]. N6 yéu ¢ cau
cong tac truyen thong phai la sy trong tac, glao tlep hai chiéu gILra thu vién va nguoi dung Thu vién phai ling
nghe nhu céu, nguyen vong cua ngu:ol dung va truyén dat cho nguoi dung biét duoc thu vién s€ dap rng nhitng
nhu cau, nguyén vong, d6 nhu thé ndo. “Mdt chién luoc truyen thong hi¢u qua phal 1a két qua ctia su giao tiép,
tuong tac g1u’a san pham, thuong hi¢u voi khach hang dé dat duoc su thong hiéu va cam nhin sau sic tir khach
hang d01 voi san pham, thuong hiéu.” [10]

Mot s6 dang cha yéu thuong duoc cac co quan thong tin thu vién sur dung trong chién lrgc truyen thong
marketlng 14 quang cdo, quan hé cong ching, marketmg truyén miéng. Trong moi loai trén lai bao gom mot tap
hop céc cong cu chuyen biét dé thue hién truyén thong marketing thich hgp cho nhirng d6i twong khach hang cu
thé vdi nhitng hang san pham cu thé.

Tom lai, Marketmg hon hO’p gom b6n bién s6 chinh 1a san pham, phan phdi, chi phi, xic tién hon hop Trong hoat
dong thu Vlen, cac bién s6 nay can dugc nhin dudi quan diém hudng t¢1 nguoi dung thanh cac cap San pham —
Gia tri d6i voi nguol dung, Gid ca - Chi phi ctia nguroi dung, Phan phdi— Su tién loi cho ngudi ding, Xuc tién
hdn hop — Giao tiép voi nguoi dung Viéc két hop cac yéu to trén mdt cach hai hoa trong mdt chién hroc
marketing hdn hop sé giip cho cac thu vién giai quyet dugc nhiém vu cua minh mot cach hiéu qua hon.
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