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i Quy dinh mon hoc

= Thoit gian hoc . 45 tiét = 15 buoi
= Thuyét trinh nhom : 10% diem
s Kiém tra 45 phat  : 20% diém
= Thi 60 — 75 phtit  : 70% diém

= Diém danh cud1 buo1 hoc

= Di tré 15 phut khong dugce vao 16p
= Thuc hién dung nd1 quy hoc dudng
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Quy dinh bai thuyét trinh

Chia 16p thanh 10 nhém

Pé tai: “Quan sat nhitng hanh dong ciia mot khach hang
khi mua 1 loai hang hoa”.

MOi dé tai ap dung mot loai hang hoa.

Thuyét trinh trong 2 buéi, moi budi 5 nhom, thoi gian 15
phut/nhom, sau khi thuyét trinh la phan hoi va tralo1 cau
hoi tur 5 — 7 phut.

Nop bai thuyét trinh: slide thao luan nhom va bai viét

Thuyét trinh vao budi dau tién sau khi kiém tra tuan 34 va
35
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i Gidi thieu mon hoc

Chuong 1: Tong quan hanh vi khach
hang

= Khai niém

= Vai tro

= Phan loai khach hang

= NOi dung nghién cltu khach hang

= Phuong phap nghién cuu
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i Gidi thieu mon hoc

Chucong 2: Anh hudng clia yéu té van hoa
dén hanh vi khach hang

= Khai niém

= Anh hudng clia vén hod dén hanh vi ngudi
tieu dung

= Ung dung nghién cru van hod trong
marketing quoc té

= Ung dung trong marketing thi trudng ndi dia
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i Gigi thieu mon hoc

Chuong 3: Anh hu’dng cua yéu to xa
hoi dén hanh vi khach hang

» Anh hu@ng ctia nhém x& hdi dén hanh
vi tiéu dung

= Anh hudng cla nhdm tham khao

= Anh hudng cla gia dinh

= Anh hudng cua giai tang xa hoi

= Ung dung trong hoat ddng marketing
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i Gidi thieu mon hoc

Chucong 4: Anh hudng cua yéu té ca nhan
dén hanh vi khach hang

= Yéu t0 tudi tadc dudng dai
= YEu t0 nghé nghiép

= YEu to tinh trang kinh té

= Phong cach song

= Ca tinh

= Ung dung trong marketing
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i Gidi thieu mon hoc

Chuong 5: Yéu to tam ly anh hudng
dén hanh vi khach hang

= Nhu cau, dong co
= Nhan thic

= SU' hiéu biét

= Niém tin, thai do
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i Gidi thieu mon hoc

Chuang 6: Qua trinh quyét dinh mua cua
khach hang ca nhan
Qua trinh quyét dinh mua cua khach
hang
Cac dang qua trinh quyét dinh mua
Cac giai doan trong qua trinh quyét
dinh mua
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i Gidi thieu mon hoc

Chudng 7: Quyét dinh mua hang cua
khach hang la doanh nghiép

= Quy trinh mua hang

= Cac nhom anh hudéng

= SU khac nhau gilra khach hang la doanh
nghi€p va khach hang ca nhan.

DAL HOC TON PUC THANG 10


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

i Gidi thieu mon hoc

Chuong 8: Hanh vi khach hang va
chién ludgc marketing

= Nghién clu khach hang trong phan
khuc thi truéng

= Nghién cltu khach hang trong dinh vi
san pham
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i Gidi thieu mon hoc

Hanh vi khach hang va CL san pham

Nghién cifu khach hang trong thiét ké CL san
pham

= Nhan thiic vé san pham cda khach hang

= Nhan thuc cua khach hang vé bao bi, mau
sac, nhan hiéu

= Nhan thd’c vé sdn pham tac dong dén hanh
vi tiéu dung

= Yéu t0 thi trudng anh hudng dén nhan thirc
cua khach hang ve san pham
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i Gidi thieu mon hoc

Hanh vi khach hang va CL gi4, phan phai, chiéu thi

Nhan thirc vé gia ctia khach hang

Nhan thitc vé gia anh huong dén hanh vi khach hang

= CL phan phoi

Nhan thirc ctiia khach hang lién quan dén hoat ddong phan phoi

Nhan thitc vé phan phoi anh hudéng dén hanh vi tiéu dung

= CL chiéu thi

Nhan thire cua khach hang vé chiéu thi

Hanh vi khach hang do tac dong cuaa chiéu thi

M@C: truong chiéu thi anh hudng dén nhan thuc ciia ngudi tiéu
ung
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i Sach tham khao

= Tiéng viét:

Vién dai hoc m& OLA (Canada), chwong trinh phat trién
dw an Me Kong MPDF, bién soan, thu thap théng tin
vé khach hang, NXB Tré tai ban nhiéu lan

Tran Dinh Haj, ban ‘hang va quan tri ban hang, chwong
2, NXB Thong KE.

Noel Capon & James M. Hulbert, Hoang Phwong dich,
chwong trinh giang day kinh t& Fulbright, quan tri
marketing trong thé ky 21, chwong 4, Pai hoc kinh té
TPHCM.

Nguyen H{ru Lam, Hanh vi td chirc, NXB Gido Duc, tai
ban nhiéu lan.
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Sach tham khao

= Tiéng Anh
Oliver, R.L., (1997), Satisfaction A Behavioral Perspective on The
Consumer, New York NY: McGraw-Hill.

Michael R. Solomon, Consumer Behavior: Buying, Having, and Being,
Prentice Hall (2008) - Hardback - 694 pages - ISBN

Arjun Chaudhuri - Emotion and reason in consumer behavior, Elsevier
Butterworth-Heinemann (2006), Hardback - 165 pages - ISBN

Roger D. Blackwell, Paul W. Miniard, James F. Engel, Consumer behavior,
Thomson/South-Western (2006) - Hardback - 774 pages - ISBN

Co thé tra trén amazon.com
Xem sach trén thw vién online cua trwdng kinh té
Internet: doc va chon loc

Xem céac nghién ctru vé marketing ctia thay Nguyén Dinh Tho, dai hoc
kinh t& TPHCM

PAI HOC TON DUC THANG 15

CuuDuongThanCong.com https://fb.com/tailieudientucntt


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

Chuadng 1: Tong quan vé hanh vi
khach hang

= Khai niém khach hang
= Khai niém hanh vi
= Khai niém hanh vi khach hang
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i Chuang 1:

dTheo dinh nghia cua Wikipedia: Khach hang la
nguwdi mua hode co sy quan tam maot loai hang hoa

ndo dé ma sw quan tam nay co thé din dén hanh
dong mua.

L Cac loai khach héng

Trude day khi dé cap dén khach hang, nguoi ta chi
nghi dén nhu:ng doi tuong bén ngoai to chirc O mua
hang hoa ma to chire do cung cap. Tuy nhién hién nay

khar niém khach hang di dugc mé rong vao bén trong
to chirc.
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i Khach hang

= Khach hang noi bo

. Nhirng con nguGi lam viéc trong
cac bd phan khac nhau cua to
chirc.

. Nhirng con ngu'Gi lam viéc tai cac
chi nhanh khac nhau cua to chirc.
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‘L Khach hang

= Khach hang bén ngoai
. Ca nhan

. Doanh nghiép hoac ngudi lam kinh doanh,
bao gom nha cung cap, ngan hang va doi thu

canh tranh.
. NGOs, cd quan nha nuéc, to chuc thién
nguyeén.

. Cac bén co quyén |di lien guan nhu dan cu
trong vung, hoi nghé nghiép...
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!_h Chuang 1

Co ché van hanh cua thj truong:
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i Chuwong 1

Nhuw vay:

Cac doanh nghiép phu thudéc hoan toan vao viéc ban
hang.

Do vay, ho phu thudc hoan toan vao khach hang cua
minh.

Cac vi du:

Khach hang mua 1 hé théng am thanh, dién thoai di
dong, ti vi, trang tri noi that dep, thirc udng ngon
miéng, nhan vién phuc vu xinh dep

Du ban gi di chang nira, ban cling phai lam cho khach
hang hai long.
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‘_L Chuang 1

Thuc ra cac doanh nghi€p déu kinh doanh
giong nhau:
“BAN CHO KHACH HANG SU’ HAI LONG”

DAL HOC TON PUCTHANG 23


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

Y nghia clia viéc thda man khach
hang

= Nén d&t muc tiéu cung cap cho khach hang
cal ma ho mong muon va néu co thé thi nhiéu
hon mot chut.

= Thod man khach hang la viéc cla toan thé
doanh nghiép.

= Néu ban khdng giao dich truc tiép voi khach
hang bén ngoai, hay dam bao rang ban cung
cap dich vu tét nhat cho nguoi lam viéc do.
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Tam quan trong cua khach hang
doi vbi doanh nghiép
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Hanh vi

Hanh vi con nguoi

Hanh vi:
- Hanh vi mang tinh xa hoi
- Theo tu dién Tiéng Viét: Hanh vi con ngudi la
toan bo nhiing phan ung, cach cu xur, biéu hién ra
bén ngoai cua mot con ngudi trong mot hoan canh
thdi gian nhat dinh.
- Theo tur dién Tam Iy hoc My: Hanh vi la thudt ngl
kha| quat chi nhirng hoat dong hanh dong, phan

, phan hoi, di chuyén va tién trinh d6 cé thé do
Iu’dng dugc cla bat cir ca nhan nao.
- Hanh vi: bén trong va bén ngoai
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Hanh vi

Phan loai hanh vi:
Hanh vi ban nang( | bam sinh di truyén),
Thoa man nhu cau sinh ly cua co theé
Co thé la tu vé
Mang tinh lich st _
_Mang tinh van hoa moi quoc gia vung mién
Hanh vi ky xao:
La hanh vi m@i tu tao trén co sa luyén tap
Co tinh mém déo va bién c'lm
Néu dugc dinh hinh trén vo nao va cung cé
thi sé bén vu‘ng khong thay doi
Vi du: Tap viéet, lam xiéec.....
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i Hanh vi

= Hanh vi dap u’ng
- La hanh vi u’ng pho dé ton tai, phat trién va
la nhirng hanh vi ngu'dc lai véi su tu nguyén
cua ban than va khong co su’ lua chon.
Hanh vi tri tueé:
- La hanh vi c'lat du'cc do hoat dong tri tué
nham nhan thirc c'Iu’dc ban chat cuia cac moi
quan hé xa hoi co quy luat cua su vat hién
tucng dé c'lap i'ng va cai tao the gldl

DAL HOC TON PUC THANG 28


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

i Pinh nghia hanh vi khach hang

Dinh nghia hanh vi khach hang:

Theo Hiép hoi marketing Hoa Ky, hanh vi khach hang chinh la su
tac dong qua laj gilra cac yéu to kich thich ctia moi trudng vdi
nhan thuc va hanh vi cla con nguGi ma qua su tu’dn% tac do
con ngudi thay doi cudc sdng cua ho. Hay noi cach khac, hanh
vi khach hang bao gdbm nhitng suy nghi va cam nhan ma con
ngudi c6 dudc va nhitng hanh dong ma ho thuc hién trong qua
trinh tiéu dung. Nhiing yéu t& nhu'y kién tur nhirng nguai tiéu,
dung khac, quang cao, thong tin vé gia ca, bao bi, bé ngoai san
pham déu co thé tac déng dén cam nhan suy ngh| va hanh vi
ctiakhach hang.

Theo Kotler & Levy, hanh vi khach hang la nhitng hanh vi cu thé
clla mot ca nhan khi thyuc hién cac quyét dinh mua sam, st
dung va vt bo san pham hay dich vu.
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i Hanh vi khach hang

Nhu vay, qua hai dinh nghia trén, chiing ta c6 thé
xac dinh hanh vi khach hang la:

= Nhirng suy nghia va cam nhan cua con nguGi trong
qua trinh mua sam va tiéu dung.

= Hanh vi khach hang la nang dong va tuong tac vi no
chiu tac dong badi nhirng yéu to tu moi truong bén
ngoai va coO su tac dong trd lai doi vGi moi truGng ay.

= Hanh vi khach hang bao gom cac hoat dong: mua
sdm, st dung va xt ly san pham dich vu.
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i Vai tro

Vai tro cua viéc nghién ctu hanh vi khach hang
= Ti€p can va hiéu khach hang

= Xay dung chién lugc marketing

= Trién khai san pham méi

= Tudng tac gilra doanh nghiép va khach hang
= Gilp cac to churc chinh tri x3 hdi khac nhu

chinh phd, td chdc phi Igi nhudn, td chlc bao
V€ ngudi tiéu dung...

PAI HOC TON PUC THANG o 31


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

Lam sao hiéu khach hang

Hiéu khach hang:

= Aila khach hang muc tieu?

= Tai sao ho s& mudn mua?

= Khach hang muc tiéu s& mudn mua gi?
= Khach hang s& mudn mua nhw thé nao?
= Khi ndo ho sé mudén mua?

s Ho s& mudn mua & dau?
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i Cach hiéu khéch hang

Tra &1 chinh xac 6 cau hoi néu trén ban
sé hiéu khach hang tiém nang cua ban.
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i Chuang 1

NOI dung nghién ctru hanh vi khach hang
= Nghién ctru nhirng phan &rng cua khach hang
Nhirng phan &ng thudc vé cam giac
Nhirng phan &ng thudc vé tri giac
Nhirng phan &ng thé hién qua hanh déng
= Nghién ctru nhitng yéu t6 anh hwédng dén hanh vi
khach hang
Ca nhan
Van hoa
Xa hoi
Tam ly
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i Cac phuadng phap nghién cuu

Phuaong phap nghién cuu
Thu théﬁ dir liéu vé khach hang co thé thuc hién bang

cac phucng phap sau:

Diéu tra phong van truc ti€p khach hang hay qua
nhan vien ban hang, cac nha ban, le, cac dai ly.
Quan sat nhirng hanh vi, nhirng hién tugng xung
quanh khach hang.

Su dung cac thong tin thr cap cua cac cudc nghién
cuu khac.

Cac doanh nghiép c6 thé truc tiép to chuc thuc hién
viec dieu tra nghien cuu hoac thue

Cac cong ty chuyén nghién ctu thi truéng lam.
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Cac phuacng phap thu thap thong
tin

Thu thap thong tin sc cap:
Phuong phép quan sat:

= Budc 1: xac dinh ré6 muc dich quan sat nhu
quan sat dé xac dinh c'I'0| tuong mua hang, de
han tich thai do, ‘dé xac dinh co cau hang
an,..

= Budc 2 xac dinh noi dung quan sat. N6i dung
nay phu thuoc vao muc dich quan sat. Vi du
quan sat dé xac dinh doi tuong mua hang thi
ndi dung bao gom: gigdi tinh khach hang, do
tu0|, trang phuc (dé xac dinh doi tugng thuoc
tanghldp nao), phuong tién khach hang di dén
cua hang,..
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i Phuong phap quan sat

= Bu'dc 3: chuén bi quan sat. Buéc nay rat quan
trong vi no quyét dinh dén su thanh cong hay
that bai cua qua trmh quan sat. Cong Viéc
gom: chon dia diém quan sat; Iap cac bleu mau
quan sat; chuan bi cac phu’dng tién ho trg néu
can thlet cac thu tL_lc can thiét khi tién hanh
quan sat;..

o Bu’dc 4: tlen hanh quan sat. Phai ghi nhan day
du cac hién tucng; thoi gian dua I6n dé tranh
nhirng yéu to ngau nhién; cach ghi nén thuc
hanh ghi ky tu hoac ma so,...
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Uu va nhugc diém cla pp quan

i sat

= Uu diém: do hién tugng dién ra trudc mét NgUGi
quan sat nén dir liéu thu thap dugc cb ca sd dé tin
cay, dong thdi mang yé&u t6 khach quan vi ddi tugng
khong dudc biét trudc.

o Khuyet diém: khé dam bao yeu cau ldy mau vi tdng
thé can quan sat la rat khé xac dinh. Th( hai la quan
sat khong cho phéep ghi chep nhu’ng thong tin dugc
xem la tiém an trong tiém thiic ctia déi tuong.
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Cac phuaong phap thu thap thong
tin

Phuong phap diéu tra

= Phong van truc ti€p: Pay la phuong phap dudc su dung
nhieu nhat, dac biet la cac nghien cuu ve tu lieu tieu
dung va doi tugng la cac ho dan cu.
Nhirng van de can luu y:

= Vai tro cua phong van vién la ngudi tru'c ti€p gap go va
khai thac thong tin vi vay ky nang cua ho se quyet dinh
den so lugng va chat luong thong tin thu thap dugc.

= Yéu cau doi vai ho la phai cd thai d6 lam viéc nghiém
tuc, phai thuc su am hieu bang cau hoi, trong qua trinh
phonﬂ van phai dam bao dap vien tra Ioi cac cau hoi mot
cach hacthIuAan, tuyet doi khong thien kien cua minh,
ghi chep dir lieu trung thuc,...

DAL HOC TON BUCTHANG 39


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

Phong van ca nhan

Noi dung bang cau hoi: bang cau hoi phai bao dam dugc

(1)

(2)

Ccac yeu cau sau:

Pam bao dudc ban chat cua van dé nghién ciru bang
cach nhirng van dé nao lugng hoa dudc thi lugng hoa
nhung van dé nao khong Iu’dn% hog dugc hdy dé vé
dang dinh tjnh dé khong gay kho dé cho ngu’dl tra IGi ma
thong tin van chinh xac.

Dam bao kha nang tra Ioi cua dap vién: diéu nay phu_
thuoc vao trinh do hoc van va nhan thirc cua ho. Vi vay
néu trinh d6 hoc van ciiang nhu nhan thirc thap thi can
st dung cac thang do don gian (thang do biéu danh hay
thir tu) va ngugc lai.
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Phucong phap di€u tra

+

= Phong van bang dién thoai
Nha nghlen clru b6 tri mot nhém nhan V|en chuyén
nghi€p tap trung lam viéc tai mot cho cd tdng dai
nhleu may dién thoai. Cung véGi bd phan song hanh
de cd thé kiEm soat van vién. Van vién quay sO dén
cac dia ch| da lay mau Xin gap doi tugng dé phong
van, dat van dé va hoac co the phong van ngay hoac
hen |ai. V|ec phong van nay co thé Idy mau nhu

phdng van truc tiép.
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i Phucong phap diéu tra

= Phong van bang thw tin:

Cau hoi phai soan ngan gon, dung ngon ngir dé hiéu,
nén co kem bang hudng dan vi van vien khong c6 mat
& do dé giai thich. Khi géi bang ciu hoi nén ¢6 phan
dat van de co ban v€ muc dich nghién ctru, ndi dung
nghién ctru dé dap vién hjéu va hop tac. Can gui kem
phong vi dan tem san dé dap vién san sang tra 1oi.
Bang cau hoéi phai duoc trinh bay dep va hap dan.
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i Phucong phap diéu tra

= Phéng van trén Internet bang cac trang Web:

1. C6 san mau: hinh thic ndy giong nhu thu tin nhung ngudi
nghién ctru phai biét trudc doi tuong tham gia. Thong thuong
cac NSX da cd danh sach email cua cac dai Iy va ho gui thu
truc tiép téi tung dai ly va dé nghi tham gia tra 1oi. Hinh thtc
nay kha nhanh chong va thuan loi va ¢ do tin cay kha cao.

2. Mau ngau nhién: hinh thirc ndy giong nhu trén nhung khong
biét nguoi tra 1oi 14 ai. Théng thuong céach nay chi de tham
khao xu thé khuynh huong chung chir khdng xac dinh dugc tai
sao ho c6 suy nghi va hanh dong nhu vay. Hinh thic nay chi
dé tao ra thong tln thir cap.
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Vai tro cua Internet vai viéc thu
i thap thong tin

Ngay Cang nhiéu ngwoi st dung internet va no6 da tro
thanh céng cu phd bién nhat hién nay.

s Suw xuat hién cua cac trang web kinh doanh truc
tuyén nhw: amazon.com; ebay.com; alibaba.com

= Cac trang mang xa hoi lam thay déi moi the

= My space, facebook, youtude...

= Cac trang théng tin tim kiém: google, wikipedia,
Bing...

= Tim kiém théng tin sdn pham trén mang 1a viéc quan
trong trwwée tién cua hanh vi mua hang trwec tuyén.
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i Vai tro cua internet

Trudc hét, hieu (11 ua cua quang cao bi giam sut mot cach nhanh
chong trén cac phuaong tién chu yéu nhu TV va phugng tién
thong tin dai ching khac do t6c do phat trién clda cac énh
thong tin cling nhu’ cla cong nghé. Chinh nhitng diéu nay da co
lap quan cao Két qua la, cac doanh nghi€p da phai chuyen
sang su %cac cong, cu mang tinh ca nhan hoa trong_giao
ti€p v&i khach hang: gui truc ti€p, marketing virus (truyén
mleng), catalogue...

Gia ca nhiéu loai hang hoda va dich vu ciling giam xudng nha ¢
su’ xudt hién clia cac website ki€u nhu www.Priceline.com va
www.ebay.com, ddc biét la trong viéc mua vé may bay, dat
Ehong khach san va mua cac han? hda st dung ca, nhan Mat
hac, cac cong ty da bi qua tai vi [ugng thong tin vé cac hinh
thuc ha gia hodc cac ché d6 uu dai dac biét, vi vay, cang ngay,
viéc ti€p can vai ngudi ti€u dung cang tré nén khé khan haon.
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i Vai tro cua internet

Su phét trién cta Internet cho phép nha
san xuat cO thé tao ra hang hoa mang
tinh chat ca nhan cho nhiéu phan khuc
th1 truong va tham chi la cho tung
ngudi tiéu dung riéng biét. Vi du vé
viéc khach hang tu thiét ké san pham
trén mang.
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Internet

Theo binh chon cia bao XHTTOnline (http://xahoithongtin.com.vn)10
website dudc danh gia la soi dong nhat trong thi truang mua ban truc
tuyen tai Viet Nam

1. http://www.123mua.com.vn

2. http://www.25h.vn/

3. http://chodientu.vn/

4. http://www.megabuy.com.vn/

5. http://www.1001shoppings.com/
6. http://www.golmart.vn

7. http:/ /www.vinabook.com

8. http://www.ebay.vn/

9. http://www.travel.com.vn

10. http://thegioididong.com
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i Thu thap thong tin thd cap

1. SuU dung nguon thong tin tuU cac bao
cao ban hang dé nhan ra mot tap quan
théi quen clia khach hang, nhém khach
hang hay...

2. SU’ dung nguon thong tin tu sach,
bao, tap chi.

3. SU dung thong tin th(r cap tu cac
cudc nghién cdu khac....
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i Cac luu v

= Du st dung phucng phap nao ciing can phai luu y nhithg diém
sau:
a. Hanh vi tiéu dung la nhiing hién tugng hay thay doi va kho
lugng hoa chinh xac. Biéu nay ham nghia rang khi phan tich
nguai tieu dung phai phan tich ho trong mot thi truong trong
diem, trong mot boi canh xa hoi, trong cac giai doan cu the,
trong san pham va trong tung nhom hodc tung ca nhan. _
b. Nghién cuu hanh vi nguGi tieu dung phai chu KAden‘moiAquan
hé tuang quan gitra nhan thuc, hanh vi cua ca nhan va moi
truGng xung quanh.

= Mac du kho nghién ciu nhung hanh vi nguGi tiéu dung co thé
nghien cuu tren nen tang cac phucng phap khoa hoc. Tuyet doi
khong the nghien cuu ma dua vao linh cam hay su' suy doan vi
diéu do co thé dan dén xac xuat sai lam rat Ion.
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i Chuang 1

Vé pham vi nghién ciru:
= Nghién cuu hanh vi khach hang dugc ti€én hanh trong

moi giai doan cua qua trinh tiéu dung: tU trvoc khi
viéc mua sam xay ra

= Giai doan tim ki€m thong_tin, danh gia Iua chon
nhirng gidi phap (san pham, 'nhan hleu)

= Glai doan di dén quyét dinh,mua sam thuc su'(bao
gom qua trinh chon san pham, chon nhan hiéu, chon
cu’a hang, chon cach thanh toan tién)

s Sau khi viéc mua sam xay ra (thai do Iudng Iu, haj
long, khong hai Iobng, mua sam I3p lai hodc tim kiém
thém thong tin).
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i Chuang 1

Quy trinh nghién culru

Xéac dinh van dé hanh vi khach hang can
nghién ctru: moO hinh nghién ctru

Xéac dinh thdng tin can thiét

Nhan dang nguon thong tin

Xac dinh ky thuat thu thap thong tin: phwong

P
T

hap phan tich so liéu
nu thap thong tin

P

han tich va dién giai thong tin

Viét bao céo va trinh bay két qua nghién ctu
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MO hinh nghién cdu hanh vi
khach hang

Dealer Choice
Product

Price
Place
Promotion

Other
Economic
Technological
Political
Cultural

Purchase Timing
Purchase Amount
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Model of Buyer Behavior

* (Fig. 5.1)

Price Dealer Choice
Place

Promotion - o

Other | Purchase Timing
Economic Purchase Amount
Technological

Political

Cultural
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Chuong 2: Anh hudng clia van
hoa dén hanh vi khach hang

Cac yéu to van hda cé anh hudng sau rong nhat dén hanh vi cua
nguai tieéu dung.

= Nén van hoa:/Nén van hoa la yéu to quyét dinh co ban nhat
nhifing mong mudn va hanh vi cua mot nguoi. Mot dua tré khi
10n 1én S€ tich luy duoc mot s6 nhiing gia tri, nhan thuc, so

thich va hanh vi théng qua gia dinh cua nd va nhiing d‘/nh ché
then chot khac.

Vi du: Mot dua tre lon Ién 0 Hoa Ky da duorc tiép xdc voi nhilng gia
tri sau: _Thanh tuu va thanh cong, hoat dong, hiéu sut va tinh
thuc tién, tién bo, tién nghi vat chat, chu nghia ca nhan, tu’ do,
tién ngh/ bén ngoai, chu nghia nhén dao va tinh tre trung

Mot nghién cuu hanh vi tiéu dung cua nguoi Trung Quoc
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‘L Van hoad

Nhu cau co ban:

-Thirc an

-Quan ao . . .

An todr Van hoa Nhu cau cu
-Tham gia céng dong ] thé

-Sw mém mo

-Tri thorc

-Tw thé hién
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i Chuang 2

Nhanh van hoa: MOoi nén vén hoa deu co nhiing nhanh van hoa
nho hon tao nén nhiing dac diém dac thu hon va mue do hoa
nhap vdi xa hoi cho nhiing thanh vién cda nd. Cac nhanh van
hoa tao nén nhiing khuc thi truong quan trong, va nhiing nquoi
lam Marketing thuong thiét k€ cac san phém va chuong trinh
Marketing theo cac nhu cau cua chung

Vi du: Hanh vi mua sam cua Linda sé chiu anh huong cua nhin

dac d‘/em cua nhanh van hoa cua ba. Chung sé anh huong den
sd thich dn udng, cach lua chon quan do, cach n 5th ngoi giai tri
va tham vong tien than cua ba. Ba co the xuat than tu’ mot,
nhanh van hoa rat coi trong "nguoi co hoc thuc” va diéu nay
giup giai thich tai sao ba quan tam dén may tinh.
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Nhanh van hoa

= Nhanh van hoa thugc vé mot nhém ngudi
cung chia sé nhwng gia tri co chung kinh
nghiém va hoan canh séng. ‘ ,

= Nhanh van hoa thé hién tinh déng nhat dac
trrng hon doi vai cac thanh vién trong nhom.

= Cac tébn giao,nhém chung téc, nhirng vung
dia ly co thé la cac nhanh van hoa

= Cac nhanh van hoa cé thé anh hwdng dén sé

thich vé thwc pham, quan ao, cac hoat dong
nghi ngoi va lwa chon viéc jam
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i Vi du nhanh van hoa

= Hispanic Consumers

= African American Consumers
= Asian American Consumers
= Mature Consumers
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i Tang I8p xa hoi

= Tang Iop xa hoi 1a nhirng phan cap trong xa
hOl, trong do cac thanh vién cua moét tang 1op
trong xa hdi chia sé nhirng gia tri, moi quan
tam, nhirng hanh vi twong tw nhau. ‘

= Cac tang 1&p xa hoi thwong khac nhau vé
cach mac, cach néi, nghé nghiép, va nhiéu
dac diém khac

= Tang I0p xa hoi cua mot nguoi dwoc xac,
dinh b&i mot tap hop cac yéu té nhw nghé
nghlep, thu nhap, trinh d6 hoc van, kieu nha
& va hang xém, xuat x&r nén tang gia dinh
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IGp xa hoi cua My

i Tang

. Tﬁng
. Tﬁng
. Tﬁng
. Tﬁng
. Tﬁng
. T?mg
. T?mg

16p thuong luu 16p trén (dudi 1%)
16p thuong luu 16p dudi (khoang 2%)
16p trung luu 16p trén (12%)

16p trung luu (32%)

16p cong nhan (38%)

16p ha luu 16p trén (9%)

16p ha luvu 16p dudi (7%)
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i Chuang 2

Cac tang I6p xa hoi co mot so dac dlem

= Th{ nhat la nhitg nguGi thudc moi tng 16p x3 hdi déu ¢
khuynh hudng hanh dong %long nhau han so véi nhitng ngudi
thuoc hai tang I6p xa hoi k

= Thu hai la con ngugi dugc xem la c6 dia vi thap hay cao tuy
theo tang IGp xa hoi cua ho.

= Thu ba la tang I6p xa hdi cua mot ngudi dugc xac dinh theo
mot s6 bi€n, nhu nghé nghiép, thu nhap, cla cai, hoc van, va
dinh hudng gla tri cha khong pha| chi theo mot bién.

= ThUtu la, cac ca nhan co thé di chuyen tur tang 16p xa hoi nay
sang tang I6p xa hoi khac, 1én hodc xudng, trong ddi minh. Muc
do co dong nay khac nhau tuy theo mirc do ci’ng nhac cla su
phan tang xa hoi trong mot xa hoi nhat dinh.
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Vi sao doanh nghi€p quan tam
dén tang I8p xa hoi

Cac doanh nghiép quan tam dén tang I&p
xa hdi vi nhirng nguwdi trong cung tang
I&p x& hdi cd xu hwdng thé hién hanh vi
mua gidng nhau, thé hién sé thich doi
v&i loai sdn pham va nhan hiéu riéng
trong nhiéu linh vwe (quan ao, dé dac
gia dinh, di lai, giai tri, va cac hoat déng
nghi ngo'i)
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Chuaong 3: Anh hudng cla yéu to
xa hoi dén hanh vi khach hang

band, wife, kids
uencer, buyer, us

Roles and Status
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Chuaong 3: Anh hudng cla yéu to
i x3 hoi d&n hanh vi khach hang
Nhom tham khao (anh huong)
= Gia dinh, ban be, hang xom lang giéng,
va dong nghi€p, ma ngudi do co quan

hé giao ti€p thudng xuyén la cac nhdm
anh hudng.
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Nhom tham khao

= Nhitng ngudi lam Marketing c6 gang nhan dién nhitng nhém
tham khao cuia cac khach hang muc tiéu cia minh.

= NguGi ta chiu anh hudng kha manh cua cac nhém tham khao it
nhat la theo ba cach:

= Cac nhém tham khao tao di€u kién d€ mot ca nhan tiép xdc vai
nhitng hanh vi va 16i sbng mdi.

= Nhiing nhom nay cling anh hudng dén thai d6 va tu'y ni€m cua
mOi ngudi, bdi vi nguGi do thu’dng muodn hoa nhap vao do.

= Nhilng nhém nay tao ra nhiing ap uc budc phai tuan theo
nhu’n% chuan muc chung va cd thé tac dong dén cach lva chon
san p am va nhan hi€u trong thuc té clia ngudi dé. Anh hudng
cla nhém manh d6i véi nhiing san pham ma nhirng ngudi dugc
ngudi mua kinh trong dé€ nhin thay.
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i Chuong 3

Gia dinh

= Cac thanh vién trong gia dinh la nhom tham khao
quan trong co anh hudng I6n nhat. Ta co thé phan
biét hai gia dinh trong ddi song ngudi mua. Gia dinh
dinh hudng gobm bd me cua nguai do. Do tur bo me
ma mot ngudi cd dugc mot dinh hudng ddi véi ton
giao, chinh tri, kinh t€ va mét y thic vé tham vong
Ca nhan Iong tu trong va tinh yéu. Ngay ca khi ngudi
mua khong con quan hé nhiéu véi bd me, thi anh
hudng cua b6 me ddi vai hanh vi cua ngu’dl mua van
cd thé rat I6n. 6 nhitng nudc ma bé me séng chung
vGi_con cai da trudng thanh thi anh hudng cua ho co
thé la ca ban.
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Gia dinh

Mot anh hudng truc tiép hon dén hanh vi mua sam
hang ngay la gla dinh riéng cua nguoi do, tuc la vo
chong va con céi. Gia dinh la mot to chu:c mua hang
tieu dung quan trong nhat trong xa hoi va né da duoc
nghién clru rat nhleu nam. Nhu:ng nguol lam
I\/Iarketlng guan tam dén vai tro va anh hudng fuong
d6i cua chong, vo va con cal dén viéc mua sam rat
nhiéu loai san pham va dich vu khac nhau. Van dé nay
s& thay doi rat nhiéu d6i véi cac nudc va cac tang 16p
xa hoi khac nhau. Nguoi lam I\/Iarketmg bao gid cling
phai nghién ciru nhitng dang mau dac thu trong ting

thi truong muc tiéu cu thé.
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Gia dinh

0 O Hoa Ky murc do can thiép cua chong, vg thay doi nhiéu tuy theo loai
san ﬁham Theo truyén thong ngudi vg thudng la ngudi mua sam
chinh cua %a dinh, nhat la dai vai thuc pham gigt ui va quan ao. biéu
nay dang thay doi kh| ngay cang co nhleu ba vg di lam va ngudi chong
tham gia nhiéu hgn vao chuyén mua sam cla gia dinh. Nhirng nguai
lam Marketing nhitng hang hda thong thudng s€ saj lam néu nghl rang
phu n{r [a ngudi cha yéu hay duy nhat mua san phdm cua minh.

= Trong trudng hdp nhiing san dpham va dich vy dét tién, vg chdng cling
ban bac dé t thong qua quyét dinh chunﬁ Ngudi lam Marketlng ai xac
dinh xem thanh vién nao thudng cé anh hudng I6n hgn dén V|ec lua
chon nhitng san pham khac nhau. Thon thu’dng do la vap dé ai co
guyeﬂ Iur’]c hay thong thao han. Sau day Ta nhitng dang mau san pham
ien hin

+ Chong gilt vai tro chinh: Bao hiém nhan tho, 6t6, mdy thu hinh
+ V@ gilr vai tro chinh: may giat, tham, do go, do dung nha bép
+ Vg chong gilr vai tro ngang nhau: di nghi, nha &, giai tri bén ngoai
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i Chuong 3

Vai tro va dia vi

s 7rong doi minh mot nguoi tham gia vao
rat nhieéu nhom — gia dinh, cac cau lac
bé, cac té chuc. Vi tri cia nguoi do
trong moi nhom co thé xdc dinh can cur
vao vai tro va dja vi cua ho.
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i Vai tro va dia vi
= Vai tro cua mot ca nhan bao ham

nhirng hanh dong ma nhirng nguai
khac mong dgi nguGi do thuc hién.

= Dia vi la thuGc do tam quan trong ma
ngudi ta gan cho mot vai tro.

= Vai tro + dia vi = vi tri
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Chuong 4: Anh hudng clia yéu t6
ca nhan dén hanh vi khach hang

DAI HOC TON BUC THANG R


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

Chuong 4: Anh hudng clia yéu to
i c4 nhan dén hanh vi khach hang

Nhirng quyét dinh cua nguGi mua ciing
chiu anh hudng ctia nhirng dac diém c3a
nhan, noi bat nhat la tudi tac va giai
doan chu ky song cua ngudi mua, nghé
nghi€p, hoan canh kinh t€, 16i song,
nhan cach va tu' y niém cua ngudi do.
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i Chuong 4

Tudi tac va giai doan cua chu ky song

= NguGi ta mua nhirng hang hoa va dich vu khac nhau trong sudt
ddi minh. Ho an thdic &n cho tré sg sinh trong nhitng ném dau
tién, phan I6n thuc pham trong nhung nam I6n I1én va trugng
thanh va nhifng thic an kiéng cir trong nhitng ndm cudi dai.
Thi hiéu cug ngudi ta vé quan ao, d6 go va cach giai tri cling
tuy theo tudi tac.

= Viéc tiéu dung cling dudc dinh hinh theo giai doan cua chu ky
sdng cua gia dinh. Nhitng ngudi lam Marketing thuGng hay
choR cac nhom cua chu ky song lam thi truGng muc tiéu cua
min

= Mot s6 cong trinh mdi day da xac dinh cac giai doan tam ly cua
chu k}/1 song. Nhiing nguai IGn tudi da trai qua nhiing thai ky
hay nhirng bién d0| nhat dinh trong qua trinh séng. Nguai lam,
Marketlng theo ddi rat sat nhitng hoan canh s6ngluén thay ddi,
ly hdn, goa bua, tai gia, va tac dong cua nhiing thay d6i do dén
hanh vi tiéu dung
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i Chuong 4

Nghé nghiép

Nghé nghi€p cua mot nguGi cling,anh hugng dén cach thurc tiéu
dung cua ho. Ngudi cong nhan co xanh sé mua quan ao lao
dong, giay di lam, bira an trua dong hop va tro chgi giai tri hai
ngudi. Chu tich con ty s& mua quan 4o dat tién, di du lich
bang dudng hang khéng, tham gia cac cau lac bo va thuyén
budm I6n. Nguai lam Marketing ¢6 gang xac dinh nhirng nhém

Ehe nghiép c6 quan tam trén murc trung | binh dén cac san
pham va dich vu ctia minh. Cong ty co thé tham chi | chuyén
mon hda san pham cua minh cho nhu’ng nhdm nghé nghiép
nhat dinh. Chang han nhu cac cong ty phan mém may tinh sé
thiét k€ phan mém may tinh khac nhau cho nhitng ngu@i quan li
nhan hiéu, ky su, luat su’ va bac si.
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i Chuong 4

Hoan canh kinh té

= Viéc lua chon san pham chiu tac dong rat IGn
tu’ hoan canh kinh té cua ngudi do. Hoan
canh kinh té cua ngudi ta gom thu nhap co
thé chi tiéu dugc cda ho (mUc thu nhdp, muc
on dinh va cach sdp xép thdi gian), tién tiét
ki€ém va tai san (bao gom ca ty |I€ phan tram
tai san luu dong), ng, kha nang vay muagn,
thai d6 doi vai viéc chi tiéu va tiét kiém.
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i Chuang 4

Loi song
= Nhirng nguGi cung xuat than to mot nhanh van hoa, tang I6p xa

hdi va cing nghé nghiép cd thé cd nhiing 16i s6ng hoan foan
khac nhau.

= LOi s6ng cua mot nguGi la mot cach song trén thé gidi cua ho
dugc thé hién ra trong hoat dong, su’ quan tam va y kién cua
ngudi do. Loi séng mieu ta sinh dong toan dién mot con ngudi
trong quan hé vai moéi truGng cua minh.

= Nhirng ngudj lam Marketing s€ tim ki€m nhiing moi quan hé
gilra san pham ciia minh, va cac nhom theo 16i sng. Mot hang
san xuat may tinh co thé phét hién thay rang phan I&n nhim
nguci mua may tinh la nhu’ng nguai cé khuyn hudng tan tien.

= NguGi lam Marketing c6 thé theo do ma dinh hudng hang hoa
rd rang hon vao I6i song tan tién. RGi thi nhitng hgu'di soan
thao quang cao ciing co the phac hoa nhiing biéu tugng cd stric
hap dan cho nhithg nguGi tan tién.
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i Chuong 4

Nhan céch va y niém vé béan than

M0| Nguoi déu ¢6 mét nhan cach khac biét co anh hwdng dén hanh vi
cua nguwoi do. ¢ day nhan cach co nghia B nhirng dac diem tam ly
khac biét cua mot nguoi dan dén nhirng phan rng twong déi nhat quan
va lau bén v&i méi trwdng ciia minh.

Nhan cach thwdng dwoc mé té bang nhirng nét nhw tw tin co uy luc,
tinh déc lap, 1ong ton trong, tinh chan hoa, tinh kin dao va tinh dé thich
nghi. Nhan cach cé thé 13 mét bién hiru ich trong viéc phan tich hanh vi
cua nguoi tieu dung, vi rang co thé phan loai cac kiéu nhan céach va co
moi trong quan chat ché gilra cac kiéu nhan cach nhét dinh véi cac
lwa chon san pham va nhan hiéu.

Nhiéu ngwdi lam Marketing da s& dung mot khai niém gan lién voi
nhan cach la y niém vé ban than (hay hinh anh vé minh).

Nhirng ngwoi lam Marketing phai cb gang xay dwng hinh anh nhan
hiéu twong xrng v&i hinh anh ban than cua thi trerdng muc tiéu.
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Chucng 5: Yéu to tam ly anh
hudng dén hanh vi khach hang

Beliefs and
Attitudes

Learning
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Chucng 5: Yéu to tam ly anh
hudng dén hanh vi khach hang

Pong co

Tai bat ky mot thai di€m nhat dinh nao con ngudi cling ¢ nhiéu nhu
cau.

MGt s6 nhu cau cd ngudn gdc sinh hoc: nhiing trang théi cdng thang vé
sinh Iy nhu ddéi, khat, khod chiu.

M6t s6 nhu cau khac ¢ nquén goc tam ly. Chadng naK sinh tU nhirng
trang thai cdng thang | vé tam ly, nhu' nhu cau dugc thua nhan, dugc
kinh trong hay dugc gan gm vé tinh than.

Hau hét nhirng nhu cau c6 ngudn gbc tam ly déu khéng du manh dé
thiic day con ngerl hanh déng theo chung ngay lap tuc.

Mot rr:hu cau sé trd thanh dong cg khi né tang Ién dén mot mdrc d6 du
man

Mot dong cd (hay mét su thdi thuc) la mot nhu cau da c6 du stic manh
dée thoi thuc n u’dl ta hanh dong. Viéc thoa man nhu cau sé lam giam
bGt cam giac cang thang.
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i Pong co

= Cac nha tam ly hoc da phat trién nhiing ly thuyét vé dong cd
cua con ngudi. Trong so nhung ly thuyet noi tieng nhat co ba ly
thuyet la ly thuyet cua Sigmund Freud, cua Abraham Maslow va
cua Frederick Herzberg. Nhing ly thuyét la ly thuyét nay chua
dung nhimng ham y hoan toan khac nhau doi vai viec phan tich
ngucsi tieu dung va chien lugc Marketing.

= Ly thuyét dong co cua Freud. Freud cho rang nhirng luc lugng
tam ly thuc te dinh hinh hanh vi cua con ngudi phan Ion la vo
thuc. Freud thay con nguGi da phai kim nén biet bao nhieu ham
muon trong qua trinh I0n lén va chap nhan nhirng quy tac xa,
hoi. Nhirng ham muon nay khong bao giG bien mat hay bi kiem
soat hoan toan. Chung xuat hién trong giac ma, khi 10 10i, trong
hanh vi boc phat.

= Nhu vay la con‘nﬂu’c‘ji khong thé hiéu dugc day du nhitng dong
cd cua chinh min
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Maslow’s Hierarchy of Needs

+

Esteem Needs
(self-esteem)
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i Chuong 5

= Ly thuyét cua Maslow da giup ngudi
lam Marketing hiéu dugc cac san pham
khac nhau phu hgp nhu thé nao vdi cac
y do, muc dich va dGi song cua nhirng
ngudi tiéu dung tiém an.
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i Chuaong 5

Nhan thac

= MOt nguGi co6 dong ca ludn sdn sang
hanh dong. Van de nguGi co dong co
do sé hanh dong nhu’ thé nao trong
thuc té con chiu anh hudng tu su’ nhan
thi'c cua nguci do veé tinh hudng Iuc do.

= Tai sao ngudi ta lai cd nhan thuc khac
nhau vé cung mot tinh huéng?

DAL HOC TON PUC THANG 83


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

i Nhan thic

= Nhan thu‘c dugc dinh nghia la "mot qua trinh thong
qua dé ca thé tuyén chon, to chirc Va g|a| thich thong
tin tao ra mot bdc tranh cd y nghia vé thé gidi xung
quanh”. Nhan thdc khong chi phu thudc vao nhirng
tac nhan vat ly, ma con phu thugc vao ca moi quan
he cua cac tac nhan do véi moi tru’dng Xung quanh
va nhitng diéu kién bén trong ca thé do.

o Ngu’dl ta co thé cé nhu’ng nhan thu’c khac nhau vé
cung mot khach thé do cd ba qué trlnh nhan thirc:
Su' quan tam cé chon loc, sy’ bop méo cd chon Iua va
su’ ghi nhG co chon loc
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i Chuaong 5

Tri thac

= Khi nquai ta hanh dong ho cling dong thoi
linh hoi, dugc tri thirc, tri thi'c m@ ta nhing
thay doi trong hanh vi cua ca thé hat nguon
tur kinh nghiém. Hau hét hanh vi cua con
nguci déu dugc linh hoi. Cac nha ly luan vé
tri thdrc cho rang tri thiic clia mot ngudi dugc
tao ra thong qua su tac dong qua lai cua
nhifng thoi thuc, tac nhan kich thich, nhiing
tam guong, nhu’ng phan Ung dap Ia| va su’
cung co.
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i Tri thu'c

y thuyét ve tri thirc day cho nhiing ngudi lam Marketing rang
ho co the tao ra dugc nhu cau déi vdi mot san pham bang céch
gan lién nd véi nhitng su thoi thic manh mé, su dung nhirng
dong cd, tam gu’dng va dam bao su ciing co 'tich cuc.

MGt cong ty méi ¢é thé tham gia thi truGng bang cach van dung
nhifng su thdi thic ma cac doi thu canh tranh da st dung va
tao ra nhirng ki€u dang tuagng tu, bdi vi ngudi mua c6 khuynh
huéng chuyén Iong trung thanh sang nhitng nhan hiéu tuong tu
haon la sang nhu’ng nhan hiéu khac han (khai quat hod) .

Hay cong ty cling cd thé thiét k& nhan hiéu clia minh dé tao nén
mot s6 nhirng thoi thuc khac va dam bao c6 nhitng tac nhan
manh mé kich thich chuyén nhan hiéu (qua trinh phan biét).
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i Chuaong 5

Niém tin va thai do
= Thong qua hoat dong va tri thuc, nguoi ta co duoc

niém tin va thar do. Nhiing yéu t6 na v laf co anh
huong dén hanh vi mua sam cua con nguo.

= Dugng nhién, cac nha san xuat rat quan tam dén
nhiing n|em t|n ma ngudi ta mang trong dau m|nh Ve
nhirng san pham va dich vu cua minh. Nhitng niém
tin d6 tao nén nhifng hinh anh cda san pham clng
nhu nhan hiéu va ngudi ta hanh dong theo nhirng
hinh anh d6. Néu co niém tin nao do khong dung dan
va can tré viec mua hang thi nha san xuat can thiét
ganh mot chién dich dé udn nan lai nhirng niém tin

0
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i Chuaong 5

= Thai do dién ta nhitng danh gia t6t hay Xau
dua tren nhan thu’c bén virng, nhirng cam
glac cam tinh va nhu’ng xu hudng hanh dong
cua MmOt ngu’dl dGi vGi mot khach thé hay mot
y tuéng nao do.

= NguGi ta co thai do doi vai hau hét moi sy
viéc: T6n gido, chinh tri, guan ao, am nhac,
thuc pham v...v. Thai cTo dan ho den quyét
dinh thich hay khong thich mot ddi tugng nao
do, dén vai no hay roi xa no.
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i Chuaong 5

= Thai do lam cho nguGi ta xur sy’ kha nhat quan doi
v@i nhirng su vat tuong fur. NguGi ta khong phai giai
thich va phan Ung véi m0| su vat theo mot cach mai.
Thai do cho ﬁhe p tiét kiém suc luc va tri 6c. Vi thé
ma rat khé thay doi dugc thai do. Thai do cua mot
nguci dugc hmh thanh theo mot khu6n mau nhat

quan, nén muon thay doi ludn ca nhitng thai dd khac
nira.

= Vi thé nguGi ta khuyén cong ty nén lam cho san
pham cua minh phu hgp vai nhifng thai do san co,
chu khdng nén c6 gang thay doi thai dd cua moi
nguGi. Budng nhién, cling cd nhirng trudng hgp,
n oai 1€ khi ma chi ph| rat tot kém cho nhirng no luc

d am thay doi thai dd dugc bu dap lai mot cach thda
ang
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Chucng 6: Qua trinh quyét dinh
mua cua khach hang ca nhan

= Quy trinh mua hang Pu rChase
Decision

Postpurchase
Behavior

Information
Search
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i Cac vai tro trong viéc mua sam

Cac vai tro trong viéc mua sam:

+ Ngu’dl chu xuong: NguGi dau tién néu Ieén y tudng
mua mdt san pham hay dich vu cu thé.

+ Ngudi cé &nh hudng: Ngudi cé quan diém hay y
ki€n c6 anh hudng dén quyét dinh
+ Nguoi quyet dinh: Ngu’dl quyet dinh moi yéu to

trong quyet dinh mua sam: Cé nén mua khong, mua
cai gi, mau nhu thé nao hay mua & dau.

+ Ngudi mua: Ngudi thuc hién viéc mua sam thuc té

+ NguGi stir dung: Ngudi ti€u dung hay st dung san
pham hay dich vu
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i Cac vai tro trong viéc mua sam

Y nghia cua viéc xac dinh cac vai tro
trong viéc mua sam:

= Thiét ké san pham
= Xac dinh ndi dung thong di€p
= Phan bd ngan sach khuyén mai

= Diéu chinh cac chucng trinh marketing
cho phu hgp

DAL HOC TON PUCTHANG 92


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

Cac kiéu hanh vi mua sam

Cach thong gua quyét dinh cua ngudi ti€u dung thay doi tuy theo
ki€u quyet dinh mua sam.

Nhirng mén hang phuc tao va dat tién sé doi hoi nguGi mua phai
can nhac ky hon va co nhiéu ngudi tham g|a quyét dinh hon.

Assael da phan ra bon kiéu hanh vi mua sdm clia ngudi tiéu dung
can cU vao muc do tham gia cua ngudi mua va muc do khac
nhau gita cdc nhan hiéu. Bon ki€u nay dudc liét ké nhu' sau.

+ Hanh vi mua sam phurc tap

+ Hanh vi mua sdm dam bao hai hoa

+ Hanh vi mua sam thoéng thutng

+ Hanh vi mua sam tim kiém su da dang
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& Phan loai hanh vi mua sam
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i Hanh vi mua sam phurc tap

= Ngudi tiéu dung co hanh vi mua sam phu’c
tap khi ho tham gia nhi€éu vao viéc mua sam
va y thirc rd nhitng khac biét 16n gitra cac
nhan hiéu.

. Ngerl tieu dung tham gia nhiéu trong nhu’ng

truéng hdp san pham dat tién, it khi mua, co
nhi€u rui ro, va co tac dung tu’ biéu hién cao.

= Thong thu’dng ngu’dl tieu dung do khong biét
nhiéu Idm vé loai sdn pham va phai tim hiéu
nhiéu.
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i Qua trinh mua sam phuc tap

NguGi mua do sé phai trai qua mot qua
trinh:

= Xy dung niém tin vé san pham
= Thai do
= Lua chon hang mot cach than tronag.
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Lam thé nao dé thu hat ngudi c6
hanh vi mua sam phuc tap

Hiéu dugc hanh vi

Thu nhap thong tin

banh gia ngudi ti€u dung. )

Xay dung nhifng chién lugc nham ho trg ngudi mua tim hiéu
nhung tinh nang cua Idp san pham do, tam quan trong tucong
doi cua chung va su danh gia cao ve nhung tinh chat tuong doi
quan trong cua nhan hieu cong ty.

Tao su’ khac biét gilra cac nhan hiéu

Su dung phugng tién in an va bai gigi thi€u dai dé mo ta nhiing
Ich Igi cua nhan hieu

DBong vién nhan vién ban hang cua cua hang va nhitng ngugi
quen cua nguci mua de tac dong den viec lua chon nhan hieu
CuOi cung.
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Hanh vi mua sam dam bao su’ hai

i hoa

= Ngugi tiéu dung tham gia nhiéu vao viéc mua sam

= Cac nhan hiéu khong khac nhau nhiéu (it nhan hiéu)
= Mon hang doé dat tién

= It khi mua

= CO nhiéu rui ro.

o Quyet dinh mua kha nhanh gon bai vi su’ khac biét
gilra cac nhan hiéu khong ro rét lam.

= Ngudi mua cd thé phan (ng chu yéu Ia theo gid hdi
hay diéu kién mua thuan tién.
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Lam gi dé thu hit NTD c6 hanh
i vi mua sam dam bao su’ hai hoa

= Cac thong tin Marketing phai nham tao
dung niém tin va dua ra nhirng danh
gia dé gilp ngudi tiéu dung yén tam Vi
cach lua chon cua minh.
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i Hanh vi mua sam thong thudng

It c6 su tham gia ctia ngudi tiéu dung
Khong c6 su’ khac nhau I6n gilra cac nhan hiéu.

NEu ho co tim nhan hiéu cd, thi do chi la do thoi
ﬂuen chir khong phai [a mot su’ trung thanh vai nhan
ieu

Mua nhirng san ph§m ré tién va mua thucng xuyeén.
Trong truong hgdp nay, hanh vi cua nqudi tiéu dung

khong trai qua trinh tu’ binh thudng niém tin/ thai do/
hanh vi.

NguGi tieu dung khong ra suc tim kiém thong tin ve
cac nhan hiéu, danh gia cac dac dlem cua chung, roi
di dén quyét dlnh mua nhan hiéu nao.
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Hanh vi mua sam thong thudng

= Thu dong ti€p nhan thong tin khi xem truyén hinh hay cac muc
quang cao trén bao chi.

= Su canh tranh quang cdo tao ra su quen thudc vai nhan hiéu
ch(r khong tao ra su’ tin tuéng vao nhan hiéu.

= NguGi tieu dung khéng hinh thanh mot thai do rd rang vé mot
nhan hiéu, ma Iua chon no chi vi no quen thuoc.

= Sau khi mua, ho c6 thé khdng danh gia viéc Iua chon vi ho
khong quan tam nhiéu den san pham do.

= Nhu vay qud trinh mua sdm la niém tin vao nhan hiéu dugc
hinh thanh theo tri thifc dugc linh hoi thu dong, ti€p dén la
hanh vi mua hang, roi sau d6 co thé tiép dén viéc danh gia.
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Lam gi dé thu hit NTD c6 hanh
vi mua hang thong thuGng

SU dung gid ca va cac bién phap kich thich tiéu thu dé kich
thich viec dung thu san pham, vi nguci mua khong gan bo chat
che vai bat ky nhan hieu nao.

Khi quang, cao chi nén nhan manh vao mét vai diém then chdt.
Nhirng bieu tugng va hinh anh rat quan trong, bgi vi chung de
nhd va gan lién vaGi nhan hiéu.

Cac chién dich quang cao phai lap di Iap lai nhiéu lan vai thoi
lugng ngan. Truyen hinh co hieu qua han cac phuadng tien bao
chi, vi no la mot phuang tien khong can cham chu nhieu nén rat
phu hop vai truong hgp linh hai tri thuc thu dong.

Viéc lap k€ hoach quang cao phai dua trén cd sd ly thuyét quyét
dinh co dien theo do nguGi mua hoc cach nhan dien mot san
pham nhat dinh theo bieu tuong dudc gan vao no nhieu lan.
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Lam gi dé thu hit NTD c6 hanh
vi mua sam thong thudng

Chuyen san pham khong can dé 'y nhiéu thanh san pham can dée
y nhiéu. Biéu nay cé thé thuc hién dugdc bang cach gan san
pham dé véi nhung van de lién quan

San pham co thé dudc gan lién vGi mot tinh hudng ca nhan hitu
quan nao do

Quang cao co thé tim cach gai Ién nhiing cdm xic manh mé vé
gla tri ca nhan hay long tu trong.

Bo sung thém mot tinh chat quan trong cho mét san pham it
crc:;m dé’y, chdng han nhu bd sung vitamin cho nudc uéng
thudng.

Nhirng chién lugc nay cling lam cho nguGi tiéu dung, dé y han
tir muc thap 1én murc vira phai théi, chung khén the thic day
ngudi tiéu dung dén hanh vi mua sam cd dé y nhiéu.
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Hanh vi mua sam tim kiém sw da
dang

= Ngudi tiéu dung it dé y

= Cac nhan hiéu khac nhau rat nhiéu.

= Ngudi tiéu dung thay déi nhan hiéu rat nhiéu [an.

= NguGi tiéu dung ciing co nhitng niém tin nao do

= Chon nhan hiéu ma khong can can nhac.

= Panh gia nhan hiéu sau khi mua

= Thay do6i nhan hiéu & lan mua sau vi mét s tinh chat
cua san pham

= Thay déi nhan hiéu chi la dé tim kiém su da dang
chda khong phai vi khong hai long.
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Lam gi v3i NTD cd hanh vi mua
tim kiém su’ da dang

= S dung chién lwoc Marketing khac nhau dbi voi
nhirng nhan hiéu dan dau thj trwdng va nhirng nhan
hieu thw yeu.

= Ngwoi dan dau thi trwdng sé cd gang khuyén khich
hanh vi mua sam thong thwong bang cach khong ché
phan I&n khéng gian treng bay hang, khong dé xay
ra treong hop hét hang dy trir va bao tro’ viéc quang
cao nhac nhé thuwdng xuyén.

= Nhirng cong ty thach thuec thi khuyen khich tim kiém
sy da dang bang cach chao gia thap hon, ky két hop
dong phiéu tién thwdng, dwa mau hang mien phi va
quang cao trinh bay nhirng ly do nén thtr nhirng thir
moi.
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Vi sao nghién cdu qua trinh
thong qua quyét dinh mua sam

= Nhirng cong ty chuyén nghiép s€ nghieén cuu
qua trinh thong, qua quyéet dinh mua sam doi
v0i loai san pham cua minh.

= NguGi tieu dung phai dugc nhan dang vGi cac
tieu chi
- ho da lam quen vdi loai san pham nay va cac

nhan hieu tu khi nao?
> ho co niém tin doi v4i nhan hi€u nao?
- ho dé y dén san pham nhu thé nao?

- ho lua chon nhan hiéu ra sao va sau khi mua ho
nai long nhu' the nao.
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Vi sao nghién cdu qua trinh
thong qua quyét dinh mua sam

= NguGi tiéu dung co nhitng cach thuc mua
khac nhau doi vai bat ky mot san pham nhat
dinh nao..

= Phan nhom ngudi tiéu dung theo cach mua
sam

: Aﬁ dung nhitng chién lugc Marketing khac
nhau doi vaoi tung nhom do.

= Lam thé nao nhirng nguGi lam Marketing lai
co the nhan ra nhung giai doan dien hinh
trong qua trinh mua sam mot san pham nhat
dinh bat ky nao?
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i Budc 1: Xac dinh nhu cau

= Nhu cau xuat phat tu’ néi tai nhu: nhirng nhu
cau cd ban, co tinh ban nang. Nhiing nhu cau
nay thoi thuc moi ca nhan, ho co nhirng hanh
dong thoa man nhu cau do theo kinh nghiém
ban than.

= Nhu cau bat nguon tur tac nhan kich thich tur
bén ngoai thdng qua cac giac quan cua con
nguai.
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i Budc 2: Tim kieém thong tin

= Trang thai tim ki€m thong tin tucng doi
» Trang thai tim ki€m thong tin tuyét doi
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i Nguon thong tin

Nguon thong tin ca nhan: Gia dinh, ban be, hang
xom, ngu’dl quen. Nguon thong tin nay co chu’c nang
danh gia, khang dinh.

Nguon thong tin thuong mai: Quang cao, nhan vién
ban hang, dai Iy, bao bi, trién lam. Nguon thong tin
nay co chuc nang thong bao.

Nguon thong tin cong cong Cac phucng tién thong
tin dai ching, cac to chirc nghién cllu ngudi tiéu
dung.

Nguon thong tin thuc nghiém: SG mo, nghién clu va
sir dung san pham.
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i Budc 3: Banh gia cac phuong an

= Nguwoi tiéu dung xt ly cac thong tin va ty xac
dinh gia tri cua tirng phuwong an

= Khdng cé mot quy trinh danh gia don gian va
duy nhat hay quy luat nao chung cho moi
nguwoi tieéu dung.

= Trong cac tinh hudng mua sam khac nhau thi
quy trinh quyét dinh cling khac nhau

= M6t s6 md hinh thdng sung vé sw danh gia
cua ngudi tiéu dung chu yéu dwa trén nhan
thtre: y thire va sw hop ly.
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i Pac tinh cua ngudi ti€u dung

NguGi tieu dung tim cach thoa man nhu cau
cua ho

NguGi tieu dung tim kiém Igi ich tu' tinh nang
cla san pham

Ho tim kiém tron mOi giai phap san pham
mot vai Igi ich nh%t dinh

Nhirng tinh chat ma ngugi tieu dung quan
tam la quan trong hay noi bat thay doi tuy
theo san pham Thi trudng dugc phan khuc
theo nhifng tinh chat quan trong ddi voi
ngudi tiéu dung
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Pac tinh cua san pham anh
hwdng dén s danh gia cua
NTD

= Nhirng tinh chat noi bat chwa han 1a
tinh chat quan trong nhat

= Nhirng tinh chat khéng ndi bat c6 thé 1a
tinh chat quan trong

= Nguoi lam marketing can quan tam dén
tam quan trong ma nguwo' tieu dung gan
cho cac tinh chat khac nhau cua san
pham.
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i Pac tinh cua ngudi ti€u dung

= Nguwdi tiéu dung co thé dung tw duy logic va
sw tinh todn dé danh gia phwong an

= Nguoi tiéu dung co thé sw théi thuc hay truc
giac dé danh gia

= Nguwdi tiéu dung c6 thé danh gia theo chi
quan cua ban than ho

= Nguwdi tiéu dung co thé danh gia theo suw tw
van cua nguwdi khac
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i Budc 4: Quyét dinh mua

Nguwai tiéu ding cling cé thé hinh thanh y
dinh mua nhan hiéu wa thich nhat. Tuy
nhién con hai yéu to nira cé thé xen vao
gitra y dinh mua va quyét dinh mua
hang.

. Thai d6 cua ngudi khac

. Nhirng tinh hudng bat ngd
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i Thai d6 cla nguwdi khac

= MUc do ma thai do cua nhirng nguci khac
lam suy yéu phuong an uu tién cua mot
ngudi nao doé phu thudc vao hai diéu:

= (1) MUc do manh liét ¢ thai do phan doi cua
nguGi khac doi voi phucng an uu tién cua
nguai tiéu dung

= (2) Bong co cua ngudi tieu dung lam theo
mong muon cua ngudi khac.
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i Thai do cua nguci khac

= Thai do phan doi cua ngudi khac cang manh va
ngudi khac cang gan giii v8i ngudi tiéu dung thi cang
c6 nhiéu kha nang ngudi tiéu dung diéu chinh y dinh
mua hang cua minh.

= MuUc do ua thich cia nguGi mua doi vGi mot nhan
hiéu sé tang Ién néu co mot ngudi nao do dugc
ngudi do ua thich cling ung ho nhan hiéu nay.

= Anh hudng cua nhirng nguGi khac sé tré nén phuc
tap khi co mot vai ngudi than can véi ngudi mua co y
ki€n trai ngudc nhau va nguci mua lai muon lam vui
long tat ca nhitng nguGi do.
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i Nhirng tinh huong bat ngo

¥ Ngu’dl tieu dung hinh thanh y dinh mua hang trén co
sd nhi'ng yeu t6 nhu (thu nhap du ki€n cua gia dinh,
giad du kién va ich Igi du’ kién cla san pham).

= Khi ngu’dl tiéu dung sap sura hanh dong thi nhirng
yeu to tinh huong bat ngd cd thé xuat hién dot ngdt
va lam thay déi y dinh mua hang.

= Vi vay nhirng so thich va tham chi ca nhitng y dinh
mua hang cling khong phai la nhirng dau hiéu hoan
toan tin cay bao truGc hanh vi mua hang.
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i Nhirng tinh huong bat ngo

uyét dinh clia ngudi tiéu dung thay doi, hodn hay
huy bo guyet dinh mua hang chiu anh hudng rat
nhieu rui ro nhan thuc dugc.
Nhirng moén hang dat tién doi héi phai chdp nhan rui
ro ¢ mot muc do nao do.
Murc do rui ro nhan thuc dugc thay doi theo s tién bi
nguy hiem, muc do khong chac chan cua cac tinh
chat va muc do tu tin cua nguai tieu dung.
NguGi tieu dung trién khai nhitng bién phap nhat
dinh de giam bat rui ro, nhu huy bo quyéet dinh, thu
thap thong tin tu ban be, va nhung yeu to gay ra _
cam giac bi ruj,ro ¢ ngudi tieu dung, cung cap nhung
ghong tin va ho trg de lam giam bdGt rui ro nhan thuc
UGc.
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i Budc 5: Hanh vi hau mai

Sau khi mua san pham nguci tieu dung s€ cam thay
hai long hay khong hai Iong ¢ mot muc do nao do.

NguGi tieu dung cling s€ co nhiing hanh dong sau
khi mua va nhirng cach st dung san pham.

Sau khi mua mot san pham ngudi tiéu dung cd thé
phat hién ra khuyét tat.

Co nhirng nguGi mua khong mudn co san pham
khuyét tat

Co nhiing ngu’c‘ji co thai d6 bang quan vai khuyé't tat
Co thé cho rang khuyét tat dé lai ton thém gia tri cla
san pham.
Co nhirng khuyét tat co thé gay nguy hiém cho ngudi
tiéu dung.
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Lam sao hiéu murc dd hai long
cua khach hang sau khi mua

Md'c db hai Iong cua ngucdi mua la mot ham cua muc
do gan nhau gilra nhi'ng ky vong cua ngucdi mua ¢
san pham va nhiing tinh nang su’ dung nhan thuc
dugc cua san pham.

Néu nhiing tinh ndng st dung cta san pham khéng
tueng xing vdi nhirng ky vong cua khach hang thi
ngudi khach hang do sé khong hai long.

Néu nd dap Ung dudc nhirng ky vong do thi khach
hang s€ hai long.

Néu nd vugt qua ky vong thi ngudGi khach hang do sé
rat hai long.
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i Nhirng hanh dong sau khi mua

= NEu nguGi tieu dung hai long thi xac
suat dé ngudi do sé mua san pham ay
ntra s€ I6n han.

= Ngudi khach hang hai long ciling sé c6
XU hudng chia sé nhirng nhan xét tot vée
nhan hiéu do vdi nhirng nguai khac.
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i Nhirng hanh dong sau khi mua

Nguai tiéu dung khong hai long thi phan 'ng khac
nhau. NguGi ta s€ co gang lam giam bdt muc do
khong ung y vi con ngudi ludn co gang “tao nén mot
sy’ hai hoa ndi tai, su nhat quan hay su’ phu hgp gilra
cac y kién, su hiéu biét va gia tri cia minh”.

Nhirng nguGi tieu dung khong ung y sé phan Ung
theo mot trong hai hu%ng hanh d%ng

(1) Ho c6 thé c6 gang lam giam bdt mdc d6 khdng
ung y bang cach vu‘t & hay dem tra lai san pham dé

(2) Ho co thé cd gang tim ki€m nhitng thong tin xac
nhan gia tri cao cua no (hay bo qua nhirng thong tin
co thé xac nhan gia tri thap cta no).
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i Nhirng hanh dong sau khi mua

= Nhitng hanh dong cong khai bao gom viéc
khiéu nai vGi cong ty, dén gap luat su, hay
khi€u nai v3i nhitng nhdm khac co thé gilp
nguGi mua co dudc su' hai long, nhu’ doanh
nghiép, cac cd quan tu nhan hay Nha nudc.

= Ngud&i mua chi théi khdng mua san pham do
ntra (chon cach rdi bo) hay bao dong cho ban
be (chon cach nai ra).
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Lam gi khi khach hang khong hai
long hoac hai long sau khi mua

= COng ty can dam bao t6i da nhitng kénh dé khach hang trinh
bay khi€u nai vGi cong ty.
= COng ty hoan nghénh nhiing thong tin phan hoi cua khach hang
va xem do la mot de khong ngung cai tien hang hoa va ket qua
hoat dong ctia minh.
» Pua Ién quang cao nhirng ngudi hai lIong vdi nhan hiéu cia minh.
~ Dé nghi khach hang gop vy cai tién
- Dua ra danh séch nhiing dia diém bao dam dich vu.
- Viét nhiing tai liéu hudng dan dé hiéu.
-~ Gui cho nhifng ngudi da mua mot tap chi c6 dang tai nhirng bai
viet ve nhung ung dung mai cua may tinh.
- Ngoai ra hq ¢ thé dam bao nhCrn%Igénh thuan tién dé khach hang
Eglne; nai va de giai quyet nhanh chong noi bat binh cua khach
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Lam gi khi khach hang khong hai
long hoac hai long sau khi mua

= Can nghién ctru tinh hinh su’ dung va xu ly
san pham de biét dugc nhirng van dé va co
hoi co thé nay sinh.

- Ngudi tiéu dung phat hién ra nhirng cong cu mai
cua san pham sau dé co thé quang cdo nhirng
cong dung mai do.

> Néu ngudi tiéu dung xe’p X0 san pham do

- Néu ho ban hay dem dm san pham do, thi muc
tiéu thu san pham mai s€ bi giam.

~ Néu ho vut bo san pham do, ho da xu ly né nhu
thé nao, nhat la n€u no co thé anh hudng xau dén
mdi trudng.
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Chucng 7: Quyét dinh mua hang
‘L cua khach hang la doanh nghiép

==""Drganizational [(B2B) Markels ~ ™

All Business &
COrganizational
Customers:
BZ2B
Customers
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Chuang 7: Dac diém cg ban cla

khach hang DN

0 B2B Buying Situations ey

EBZE Problem

Solving

Corresponding
B2C Problem

New Task Buying
Buyer seeks to fill a need

never before addressed

Extended
Problem Solving

Modified Rebuy

Limited Problem

h—NWWHW——MWﬂWM

Buyer not fully satisfled with Solving
current product or suppliers
& Is shopping around
straight Rebuy Routinized
Automatic repurchase of Response
familiar products Behavior
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Chucng 7: su khac nhau cua
hanh vi khach hang ca nhan va

DN

T BB Behavior w

Due to the B2B Market or Buyers

------
.........

often buy on “specification”

fewer buyers & geog. concentrated
multi-unit, large volume

price elasticity is lower

leasing & renting more important
“more rational” buying motives
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Chucong 7: cac vai tro ca nhan
trong DN trong viéc quyét dinh

mua hang

Ngudi gac cdng

NguGi gay anh hudng
Ngudi xac Iap tiéu chuan
NguGi ra quyét dinh
NguGi mua

NguGi si’ dung

Keé pha binh

NguGi ung hd

NguGi cung cap thong tin
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i Chuaong 7: Nhom anh hudng

= RolesinaB2B Blviuw

influencers
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Chucdng 8: Hanh vi khach hang
va chién lugc marketing

Tam quan trong cua hanh vi khach hang doi véi nguaGi lam marketing:

Thach thirc nhat tron% marketing gan lién v&i viéc ndm bat dugc

Eﬁyye9 nhan vi sao khach hang lai hanh ddng nhu thé nay (hoac
ong).

Cac chuyén gia ti€p, thi khi hg cd hi€u biét sdu sac rang hanh vi khach

hang se giup ho hieu dugc dieu gi la quan trong doi vai khach hang

dongt hai dua ra nhung tac dong quan trong doi vai viec ra quyet dinh

cua khach hang.

St dung thong tin nay, chuyén gia tiép thi cd thé tao ra nhim

chuong trinh marketing ma ho tin tuéng rang sé mang lai Igi ic% cho
khach hang.

Yéu t6 tac dong dén cach ra quyét dinh cta khach hang that la phic
tap. _

Hanh vi khach hang bt re va dn sau vao témNI)g] phd truang cua con
ngudi trong xa hoi. Vi moi mot ca nhan trong xa hoi khong ai giong ai
nen khong thé co dugc nhirng nguyen tac dan gian co the giai thich
dugc cach thuc ma cac quyet dinh cua khach hang dugc dua ra.
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Chucdng 8: Hanh vi khach hang
i va chién lugc marketing

= Nghién cl'u hoat dong cua khach hang
mot cach nghiém tdc sé cd thé dua ra
dugc “cadm nang” vé hanh vi mua sdm
cua khach hang: vi sao ho mua mon
hang nay va vi sao khong?
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Chucdng 8: Hanh vi khach hang
i va chién lugc marketing

= Su hiéu biét sau séc vé& hanh vi khach hang Ia
chia khoa cho mot chién lugc marketing
thanh cong, ca trong nudc va quoc te.

= Cac nha ti€p thi mudn xac dinh thj truGng
muc ti€u, tim ra nhirng doan thi tru’dng mai,
kiém tra du’dc tmh thich Lrng cua san pham
tinh hdp ly cua viéc dinh gia, phan phdi va
danh gia dugc hiéu qua cua 1 chucng trinh
quang cao, khuyén mai déu dua trén két qua
nghién ctu hanh vi khach hang
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Chucdng 8: Hanh vi khach hang
va chién lugc marketing

= Phan khuc thi truong la ¢o sG cua hau hét nhirng
chién lugc Marketing. D€ phat trien nhirng chién lugc
Marketing thanh cong, cac nha ti€p thi phai hiéu thi
trudng dugc phan khuc nhu thé nao va hanh vi
khach hang khac nhau nhu thé nao & nhifhg phan
khuc thj truong khac nhau.
= MOt sy hiéy biét viing vang vé hanh vi khach hang la
can thiét dé co thé cau truc marketing-mix mot cach
phu hagp.
= DGi vGi chién ugc san pham: Viéc nghién ciiu khach
nang ﬁiupAnha,quan,tri Marketing nam bat dugc nhu
cau, thi hieu cua khach hang, dua ra dugc cac san
pham cd nhiéu tién ich phu hgp vdi udc muon cua
khach hang.
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Chucdng 8: Hanh vi khach hang

va chién lugc marketing

» Viau: Cac san pham nhu' la may anh /%/Nthuét S0 la
ket qua cua viec lang nghe y kien tu’ nhimg nguoi
khach hang su a’ung may anh thong t/ztfq‘n}g ton
kém khi su’ dung phimva luu gi, xu’'ly hinh anh
khong thuan lol...)

= DOi vaGi viéc dinh gia: Nghién ctru khach hang giup
cong ty dinh gia phu hgp va dac pié€t |a tim ra nhung
muc gia tam ly ma khach hang san sang chi tra.

s Viau: 1 cong ty mong muon 1 vi thé chat /u’a’n/g cao
cho 1 nhan hiéu san pham co thé can phai dinh gia
nhan hiéu cao hon doi thu canh tranh néu thi truong
muc tiéu tin vao mor quan hé gida gia ca va chat
luong. Chang han nhu sta Abbot cua My, nuoc hoa
Chanel, xe hoi BMW...
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Chucdng 8: Hanh vi khach hang
i va chién lugc marketing

= DOi voi hoat dong phan phoi: Nghién ciru hach
hang c6 théi quen mua sam nhu thé nao dé tur
doé xac dinh dia diém, thdi gian, cach thirc cung
(rng hang dén tay ho.

= DOi vOi hoat dong chiéu thi: Nghién ciru khach
hang giup cac nha quan tri 'Marketing xac dinh
xem chucng trinh quang Cao nao, khuyén mai
nao co the thu hat, thuyét phuc | KH va biét
dudc nén chon _phu’dng tién truyén thong nao
dé dén dugc thi trudng muc tiéu.
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i Tong két
Nhu vay, chung ta cd thé tom lugc vé ndi dung cua mon hoc va
tam quan trong clla mon hoc nay nhu sau:

= Sy hiéu biét sau sac vé hanh vi khach hang sé gitp cho cac
quyét dinh marketing thanh cong dgi vgi hong chi nhitng cong
ty thu’dng mai ma ngay ca nhirng td chic philgi nhuén

= Nhan thuc t6t vé hanh vi khach hang sé cung cap nén tang cho
nhifng chién lugcmarketing, nhu' viéc dinh vi san pham phan
khuc thi trudng, phat trién san pham mdi, nhitng ap dung thi

trudng mdi, marketing toan cau, nhirng quyet dinhmarketing-
Mmix

= Nhirng nhan t& bén ngoai bao gom: van hoa, giai cap xa hoi,
cac nhgm tham chiéu va ho gia dinh-gop phan hinh thanh nén
mot ki€u sdng cu thé cta khach hang.
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i Tong két

Cac nhan t6 bén trong nhu qua trinh nhan thikc, hoc tap , ghi
nhg, dong cd, tinh cach va cam xuc ciing tac dong dén hanh vi
khach hang.

Su' két hgp cua cac nhan t6 bén trong va bén ngoai dudc the
hién trong ki€u séng clia khach hang, va trong su Iua chon cac
san pham va dich vu cac ca nhan tiéu dung dé duy tri va/hodc
thay doi kiéu séng do.

Su’ két hgp cua mot kleu song cu the nhiing thai d6 va nhiing
tac dong tinh hudng sé kich hoat gua trinh quyét dinh mua sam
cta khach hang. Qua trinh quyét dinh ctia khach hang bao gom
1 s6 hodc tat ca cac buGc sau, phu thudc vao muic d6 quan tam
dén mua sam cua khach hang: nhan biét nhu cau, tim kiém
thong tin, danh gia cac gidi phap, chon lua clra hang, mua sam
thuc su va qua trinh sau mua sam.
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