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CHUONG 3: CAU THI TRUONG VA
KHACH HANG

* Muc tiéu cua chuong:
— th:m tich anh hudng cua cau dbi vé6i viéc dinh gia san
pham.
— Van dung cua doanh nghi€p trong viéc su dung giaca la
mot cong cu tac dong co chu dich tdi cau thi truong.
* NOi dung:
— Khai quat vé cau thi truong 3
— Moi lién hé giita cau va gia ca
— Hiéu biét vé khach hang
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KHAI QUAT VE CAU THI TRUONG

« Cau thj trvdng 13 mong mudn phu
hop v&i kha nang thanh toan

« SO lwong cau cé kha ning thanh
todn: sO lwong hang héa ma khach
hang sé mua & mOt moi trwdng
marketing, chwong trinh
marketing nhat dinh

« Yéu tb chi phdi cau thj trwong:
thu nhap, mong mudn, s&
thich, gi ca chat lwong, phan
phéi xuc tién, kinh té dan 56,

e Cau thj trwdng 1a mot sb lvong
mat hang ma ngw®i mua mudn
mua & moi mirc gia

« Sb lwong cau: sO lwong hang hoa
ma ngwdi tiéu dung sé mua & mot
murc gid cu thé

« Yéu tb chi phdi cau thj trudng:
Gia ca hang hda, thu nhap cua
ngwoi tiéu dung, s& thich, gia
hang hoa thay thé hodc bd
sung, dan sb.
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KHAI QUAT VE CAU THI TRUONG

NCTT & mot thei ky nao d6
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PO LVONG CAU THI TRUONG

N Y T A s A A .
: Cau thi treong duoc xac dinh bang khéi lvgng san pham ma nguoi :

' tiéu dung c6 nhu cau va co kha nang mua.
Q=nXgq

n: S6 lwgng ngudi mua san pham

q: SO lvgng binh quan mot ngudi mua

Q: Téng cau tinh bang hién vat

Dwei hinh
thai hién vat
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: : Cau thj trwdang thé hién bang chi tiéu tong gia tri san lwgng hang
: DWw&i hinh ! héa tidu thu hay téng doanh s ban hang dat duworc.
' thai Gia tri Q=n Xp Xq
| p: Gia cua SP
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* SO lvong khach hang cé nhu cau va kha nang mua :
> ten , | * n=Dadnsb *ti1é ngudi mong mudn mua sdn phadm* Ti 1é

Chi tiéu khac an so -ty ngiol mong musa miad san p - |

nguwoi co thu nhap va kha nang tiép can. |

|
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CAU DOANH NGHIEP
* q=51"Q

q: Cau thi truong thudc vé doanh nghiép
Si: ti phan thi truong ctia doanh nghiép

b

Q: Tong cau thi trudng
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MOI QUAN HE GI(FA CAU VA GIA

D2

QL Q2 Q

Cau ting > gia ting va nguoc lai (cac diéu kién khac khong doi)
Sy thay doi ciia cAu san pham thudng gan véi chu ky thi truong cia san pham dé.
> Muc gia ciia doanh nghiép can thay d6i phu hop véi sy bién dong cia cau

- Khi cu ting, doanh nghiép nén ting gia

- Khi cau giam, doanh nghiép nén giam gia
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MOI QUAN HE GIUA GIA VA CAU

P 4

P1

P2 Sl ...c b

'\

Q1 Q2 Q

« Khi gi4 tang thi cau giam va nguoc lai (Piéu kién khac khéng doi)
- Doanh nghiép sir dung gia dé diéu tiét cau:

- Cau qua cao: tang gia dé giam cau

- Cau qua thé}g)hanglgam gia dé tang cau
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TRUONG HOP PAC BIET (HANG
HOA XA Xi)

P
P2
PO
P1
H H H >
Q1 Q2 Q0 Q

P<P0: P | 2 Q | va nguoc lai
P>P0: P | 2 Q 1 va nguoc lai
Doanh nghiép giam gia dé ting cau khong phai ltic nao ciing dat duoc

St dung tang gia dé tang cau can tinh dén gidi han chap nhéan cua khach hang vi néu gia qua cao sé
giam khoi lugng mua
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PO CO DAN CAU VO GIA

%Aq Aq/q
% Ap Ap/p

E; =

« Ed>1: Cau co dan lon.

 Ed=1: Cdu co dan don vi.

« Ed<1: Cau it codan 3

- D0 co gian cau tuy thudc vao thay doi gia
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VAN DUNG DO CO GIAN CAU
TRONG DINH GIA

>1 Tang Giam
Giam Tang
<1 Tang Tang
Giam Giam

« Khi cau co din 16n, doanh nghiép nén giam gia dé ting
doanh thu

« Khi cau co gidn it, doanh nghiép nén ting gia dé tang doanh
thu
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HIEU BIET KHACH HANG

* Su nhan thirc cua khach hang vé gia tri san
pham
* D0 nhay cam cua cau vdi su thay doi gia

b

 Tam ly khach hang
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NHAN THU'C CUA KHACH HANG VE
GIA TRl SAN PHAM

I L R o 7 o N\ o on AY \ 7 s > X . o« \ PN rd

I Gid trl dOi vOi ngwpoi tiéu dung: la s danh gia cua ngw0i tiéu dung vé kha :
| ning clia hang hdéa thda man nhu ciu cla ho !
L |

Chat lwong, tinh ndng tac Sw phuc vu clla nhan vién
dung, bao bi Gla: tri Gia tri ban hang
hiru -

[ hinh nhan sw J Y
) cia i
Giatri || %2 trl
. - hinh
dich vu X
: : anh
[Bao Qanh: stra chira, van /( . tin]
chuyeén, tin dung
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GIA TRI KINH TE

' Gia tri kinh té: clla mot san pham la gid tri ma mOt nguoi tiéu dung nhan !
| thire dworc khi ¢ thong tin day du thong tin vé kha ning thay thé.

' G/a tri kinh té = gid tri tham chiéu + gid trj phén biét dwong — gid tri phdn biét Gm

Gia tri phan biét am

Gia tri phan biét dwong

Gia tri tham chiéu

CuuDuongThanCong.com

=

T6ng
gia tri
kinh
té

Gia tri phan biét: gia tri dbi
vOi ngwdi tiéu dung (bao gdm
ca gia tri am va gia tri dwong)
cla bat ky sw khaegbiét nao gilra
sdn pham yéu cau'va san pham
canh tranh. v)

Gia tri tham chiéu: 13 gia cla
sdn pham canh tranh ma ngwdi
tieu dung coi dé 1a suw thay thé
t6t nhat cho san pham.
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VAI TRO CUA CAU VA KHACH
HANG TRONG DINH GIA

Cau thi truong xac 1ap gii han cao cia murc gia xét tir phia nhing
rang budc cua stirc mua va kha nang thanh toan.
Cau thay doi thuong xuyén anh huong téi sy thay doi cua gia ca
Cam nhan cta khach hang vé gia tri 1a co so dé dinh gia theo
phuong phap xac dinh gia

— Gia =< Gia tri cam nhan : quyét dinh mua

— Gia > Gid tri cam nhan : quyét dinh khong mua 3

U'6c tinh gid tri kinh té c6 vai tro quan trong trong dinh gia

nhung chi 13 mot khia canh vé vai tro cta gia trong viéc ra

quyét dinh cta nguoi tiéu dung.
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Yéu tdo anh hwéng dén dd nhay cam
cua khach hang véi gia ca

« KHA NANG THAY THE PUGC NHAN THUC

« GIA TRIDPOC PAO

« HIEU UNG CHI PHI CHUYEN POI HANG HOA
« TINH PHUC TAP TRONG VIEC SO SANH

e CHITIEU

 CHI PHI PUQC CHIA SE

« DU TRU 3

« TINH HOP LY

« MOI QUAN HE GIUA CHAT LUONG VA GIA CA
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KHA NANG THAY THE bU’O'C NHAN
THUC

« Kha ning thay thé san pham trong viéc thoa man
nhu cau cang cao thi nhay cam véi gia ca cang cao
va nguoc lai

* Luuy:

— Kha ning thay thé can dugc khach hang nhén thuc

— Kha nang nhan thtc s& bi han ché vi hiém khi 1%11:(‘)1 tiéu
dung dugc thong tin day du

— Su nhan thirc ctia nguoi tiéu dung vé kha ning thay thé
rat khac nhau gitra nhirng nguoi tiéu dung va trong cac
tinh huéng mua khac nhau
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KHA NANG THAY THE bU'O'C NHAN
THUC

* Nhitng nguoi co it thong tin, khong co kinh nghiém s€ c6 kha
niang nhan thic vé kha nang thay thé thap hon so véi nguoi it
kinh nghiém nén ho sé& thuong tra gia cao cho san pham va mua
& nha cung cap dé nhan thay nhat.

* Trong mot so truong hop ngudi mua dé nhan thay nhung vi
trong hoan canh mua mét lan nén ho it hiéu biét vé phuong an
thay thé t6t hon. Trong truong hop nay nhay cam véi gia cling
twong doi thap.

- Doanh nghiép c6 thé anh hudng t6i sy hiéu biét vé Kha ning

thay thé cua nguoi tiéu dung (1am thé nao dé giam bét su tac dong

ctia thay thé dén tong gia tri kinh té) nhu san pham dinh vi tét, gia
tri doc dao, phan phéi tan nha.
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NHU’NG VAN PE NGUOI LAM MAR
CAN QUAN TAM

’———~

Kha nang thay
thé ma ngudi
tiéu dung co khi
thwc hién mua
sam

/" Anh hudng nao
/'t sw ky vong cla
khach hang vé gia
l ca t&i vi tri cla

\  cac nhan hiéu

. hién tai

e

Hiéu biét cla
ngw®i mua ve
nhirng san

pham thay thé

7

,’/ Doanh nghiép co
/' thé anh hwdng y
,' t&i sw hiéu biét 3
" vé kha ning thay |
thé cla ngwoi /

_%Ueu dung Y

S Mo ; y”
,/ Df?lcg

-


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

GIA TRI DOC BPAO

« V6inhitng san pham doc dao ngudi mua s& it nhay cam véi
gia
— San phrém dcf)fz dao, phan bi¢t lémqngu’c‘ri tiéu/dl‘mg san sang tra tién
bat chap su ton tai cua cac san pham thay the.
— DPanh gia cao gia tri doc dao cta san pham
- Nguoi lam mar can phan biét héa san pham cua doanh
nghi¢p vdi san phém canh tranh dic biét can chuyén dac tinh
phan biét thanh gia trj doc ddo . ;
— Can quan tam tdi gia tri doc dao quan trong voi khach hing
— Cé(f nha lam mar tac c,i(f)ng toi gia tri,sén, phém béng géch dinh vi san
pham dya trén sy nhan m,anh, vao yéu to phan piét noi trdi va giam
su tap trung vao nhirng y€u to it ndi troi hon doi thu canh tranh.
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HIEU ’NG CHI PHI CHUYEN DOl HANG
HOA

* Trong thuc té kinh doanh khi ngudi mua can chuyén doi nha cung
cap sé& phat sinh mot khoan chi phi goi 1a chi phi chuyén doi.
— Chi phi c6 thé 1a chi phi vat chat, c6 thé 1a chi phi v6 hinh nhu thoi gian
dé phat trién cac mdi quan hé.
— Chi phi chuyén doi cang I,O’m thi murc do nhay’cém voi gia ca khi nguoi
mua lua chon nha cung cap thay thé cang thap.
— Khi viéc dau tu bo sung tré nén 16i thoi va nhat thiét phai thay thé, tinh
nhay cam vai gia sé tang lén.
—> Doanh nghiép s€ gitr duoc khach hang khi chi phi Chuﬁn doi cao
- Can hoan thién san phém, cai tién dich vy, phat trién Moi quan hé
dé nhirng khoan dau tu ctia khach hang véi doanh nghiép khong lac
hau.
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TINH PHU'C TAP TRONG VIEC SO
SANH

* Nguoi mua khi mua san pham thuong so sanh cac nha cung
cap dé€ dua ra tht tu uvu tién cac san pham
e Trén thuc té viéc so sanh dé dua ra thu ty vu tién cac san
pham la khé khan do
— San pham phiic tap, san pham vé hinh.
— Khéng du théng tinso sanh danh gia chat luong.
— Rui ro khi thay d6i san pham
* Hiéu ing cua viéc so sanh nhu sau: ;
90y tin hoac da

— Nguoi mua thuong it nhay cam véi gia ctia cac nha cung cap c
duogc biet dén khi ho kho so sanh gia véi nhitng nha cung cap thay the.

— >Doanh nghiép can tao sy trung thanh & khach hang(
KHCN) nham giam thi€u su so sanh
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CHI TIEU

* Anh hudng cua chi tiéu phan biét theo doi tuong khach hang:

— Khach hang cong nghiép: hi¢u tng phu thudc vao qui mé cua chi tiéu.
Phan chi tiéu cho san pham cang l6n, ho cang danh gia can than chi tieu
va coO gang tim kiém ng xtr tot hon do vay it nhay cam vai gia

— Khach hang ca nhan: phu thudc vao ti trong chi tiéu so véi thu nhap.
Chi tiéu chi€ém trong tong thu nhap cang lén = nhay cam véi gia lon.

* Van dé thoi gian cling c6 anh hudéng dén nhay cam vdi gia cua
nhirng ca nhan:

// - \\ ; \\
g Mubn /7
/ u \ X ~
/ mid \ // Chap nhan
- T~ | 1 ’ HP4
’ ~ A —— I muPc gia cao
’ \'::IF'\ nhieu I '%“F',’ N\ | £
\ \ hanghda / 7 \ thay the cho
~ \ Y ..
Thunhap | N . ll Khong cé6 d> ‘\ thO’i gian mua
— e 1 <
Cao / | thOigian | \ sam
/ \ / \ y

\ ~ -
\\—’, ~ // S
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CHI PHI BUO'C CHIA SE

* Til€ chi phi ma nguoi tieu dung that su chi tra c6 anh
hudng dang keé tdi tinh nhay cam voi gia.

« Tac dong cua mot phan hay toan bd phan hoan tra toi
tinh nhay cam v6i gia duoc goi la hi¢u irng chi phi chia
S€.

« Nhitng ngudi c6 phan chi phi dugc chia se cang cao thi
nhay cam vdi gia cang thap.

| Vi du: NhiPng sinh vién dwoc hoc bdng, ngudri dwo'c hwdng bdo hiémy té, |
: doanh nhan di may bay. '
|

____________________________________________ |

- Nhiing san pham dugc mua boi nhu:ng khach hang
duogc chia s€ chi phi thuong dinh gia cao hon
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DU TRU

* Ngudi mua s€ nhay cam hon véi gia san
pham du trir duoc

* Anh huong cua du trir phu thudc vao su ky
vong cua ngudi mua ve gia ca trong tuong lai

>
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TINH HOP LY

* Nguoi mua s€ nhay cam véi gia ca cua nhirng
san phém khi n6 ¢ ngoai pham vi ma ho nhan
thirc duogc tinh ré rang va hop y cua murc gia

* Yéu to anh huéng dén nhan thirc tinh hop 1y cia
murc gia
— Kha nang so sanh véi gia da ap dung trud€ do
— Murc gia dugc tra chornhﬁ:ng san pham tuoflg tu

trong nhirng tinh huéng tuong tu
— Su can thiét mua nhiing san pham dé
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MOI QUAN HE GIUA CHAT LUONG
VA GIA CA
* Nguoi mua thuong dua vao gia ca dé danh gia

chat lugng khi

— Khong chic chan vé chat lugng san pham trudc khi
mua

— Nhin hiéu chua biét dén hoac nhirng tin hi€u xac
nhan su tin cay cua san pham

— Khong c6 kinh nghiém vé san pham ;n
- Ngu’()’l tiéu dung co xu thO’ng it nhay cam voi

gia ca cua san pham ma muc gia cao cia né 1a dau
hiéu cua chat luong
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GIA CA LA CHI BAO VE CHAT
LUONG

 Trong diéu kién xuat hién nhiéu mat hang méi, cong nghé
ma&i NTD kho danh gia chat lugng san pham qua kinh
nghiém.

e Ho thuong str dung gia ca dé nhan biét chat lugng. Gia 1a mot
chi bao vé chat luong.

 NTD sé khong mua san pham sang trong ma cé gia thap vi
ho hoai nghi vé chat lugng.

« Nhitng hang héa cé ciing chat lugng chi khac nhagychut it ve
bao goi, kieéu dang ma gia ca chénh I¢ch nhau nhicu thi ho
lua chon nhitng hang héa c6 gia cao hon.

- Tam ly nay duogc ap dung chu yéu véi hang nhap khau, hang
cao cap, hang kho nhan biét vé chat lugng san pham.

ongThanCong.com https://fb.com/tailieudientucntt
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GIA THE HIEN DIA VI XA HOI

e Bit nguon tir nhan thic cia nguoi tiéu dung véi ban than.
— Ho muodn x3 hoi nhin nhéan ho 13 nguoi co dia vi xa hoi cao.
— Nhiing nguoi nay bao gém ca nhirng nguoi thyuc sy dang cé vi tri xa hoi cao
va ca nhitng ngudi muodn ¢ dia vi xa hdi cao.

 Ho mua nhiing san pham c6 gia cang cao thi ho cang cam
thay hanh dién vi ho cho rang gia ca xac dinh duoc ho ¢
dang cap cao.

- Tam ly nay thuong ap dung trong dinh gia san phfam biéu
tuong. Khi d6 doanh nghiép cé thé kiém duogc khoedn tién lon
hon tir nhitng san pham biéu tuong so véi san pham binh
thuong tinh trén mot dong chi phi.
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NGUO'l TIEU DUNG HINH THANH
THOI QUEN VO GIA CA

Su hinh thanh pham vi gia ca theo thoi quen chu
yeu voi san pham mua lap lai.
Pham vi gia ca thuong on dinh, kho thay doi.
Pham vi gia ca theo thoi quen dugc xac dinh boi
gioi han cao va gidi han thap.
Gia ca nam trong pham vi gia ca la mtc gidggchap
nhan duoc.
> Tam ly nay duoc 4p dung trong viéc hinh thanh gia nhitng san pham
mua theo thoi quen, mua lap lai.
> Dinh gia va diéu chinh gia trong pham vi gia ca.
> Can lam ré nguyén nhan dé on dinh tam ly khach hang khi dinh gia
vuot ngoai khoang gia tam ly.
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NGUOI TIEU DUNG CO TAM LY
NHAN DINH KHAC NHAU VO GIA
CA

Nguoi tiéu dung thuong nhan dinh gia tr1 hang hoa dua trén
nhirng so sanh sau:

— So sanh véi hang héa cung loai trén thi truong.

— So sanh véi nhitng gia ca khac loai cung noi ban.

— Tryc tiép danh gia thong qua hinh thtrc bé ngoai, trong luong, dic diém sir

dung, moi truong xung quanh.

Viéc so sanh sé tao sy nhan biét vé chéch léch gia, ti gia va
gia tr1 cam nhan vé hang hoa. Ttr d6 ho s€ nhan dwh gia ca
hang héa ho mua cao, thap. 3
- Nguoi 1am mar can hiéu gia tri nguoi tiéu ding muodn co, loi
ich ho nhan dugc tir hang héa, hoan canh ( tinh khan
hiém, mutrc do cap bach vé nhu cau) dé dinh gia phu hop.
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NGU'O'l TIEU DUNG CO KHUYNH
HUONG NHAT DINH VOI GIA CA

* Khuynh huéng gia theo ba nhom:
— Nhém chap nhan gia cao
— Nhém chap nhén gia trung binh
— Nhém cap nhén gia thap

>Nguoi lam mar nén da dang héa san pham thoa
man mot nhu cau véi gia ca khac nhau

- C6 thé ap dung phuong phap dinh gia tur SB chap
nhan gia cua thi truong sau d6 moi quyét dinh chi
phi.
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NGUO'l TIEU DUNG CO NHU’NG PHAN UNG TAM LY
KHAC NHAU VOl SU BIEN BONG GIA CA

* Khi gia tang, nguoi tieu dung tang mua do ho cho
réng
— Gia tang do chat luong ting
— Hang héa khan hiém
— Gia trong tuong lai s€ tang.
« Khi gia giam ho giam mua vi ho cho rang
— Hang héa é am, 16i thoi.
— Hang héa giam chat luong. 3
— Mtc gia c6 thé giam nita
> Ap dung tim Iy nay trong chién luoc ting giam gia
theo hudng co loi cho doanh nghiép.
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NGUO'l TIEU DUNG THICH GIA LE HOAC
CHAN

* Nguoi tiéu dung thich gia le:
— Ho cho rang gia ré, ho ¢6 loi hon
— Gia duoc dinh can than, chinh xac, hop ly
- AP dung véi nhitng hang hoa thong thuong , viéc mua ban dua chu
yeu vao gia.
 Ngudi tiéu dung thich gia chan:
— Gia chan thé hién tinh sang trong ctia hang héa, thé hiémdia vi cua
ho 3
— Gia chan gitp ho dé nho
— Ap dyng véi mit hang cao cap, sang trong, hoic nhitng hang héa bao
gbi nho
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