Chuwong 3: Khach hang va nghién

ctru thi treong
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e Khach hang la ai?

« Khach hang ra quyét dinh mua hang nhw thé
nao?

« Doanh nghiép tac dong vao qué trinh ra quyét
dinh mua hang cua khach hang nhuw thé nao?

» Nghién ctru thij trwdng 1a gi? Bé lam gi? Nhu thé
nao?
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CAc tai liéu phai doc va cau hai kiém tra

» Marketing ly thuyét: trang

» Cau héi kiém tra (nép vao DAU GiO budi hoc

thor 2 trong tuan):

1. Viét 1 ban ké hoach nghién ctru thi trwo’ng lien
quan dén nganh nghe em da nghlen ctru trong
chuo’ng 2, bao gdm DAY BU céc ndi dung
dwoc néu trong slide bwdrc 1 va bwérc 2 cua

noi dung nghién curu thi trwong (Phai doc ky
bwéc 3 dé hiéu néi dung can lam)

2. D&t 3 cau hai lién quan dén phan ndi dung can
doc (3 diém)

Nguyén Xuan Quang - 0904 366618;
Email: quang782@gmail.com /
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3.1 Khach hang va nghién ctru

khach hang

» 3.1.1 Khach hang va tam quan trong cua
khach hang

3.1.1.1. Khai niém

» La nhirng nguoi da mua, c6 thé mua hodc sé
mua nhirng san pham cua doanh nghiép

e La nhi*ng nguwdi c6 nhu cau, kha néng thanh toan
va san sang trao doi dé duwoc s& hiru hoac sw
dung san pham

3.1.1.2. Tam quan trong (gido trinh Marketing ly
thuyét, tr. 42, 43)
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3.1.2 Nghién ctru khach hang ca

nhan

e La nguwoi mua san pham nham théa mén nhu cau
va wdc muon cﬂq cac nhan, la nguwdi cudi cung
ti€u dung san pham.

» Nguwoi tiéu dung co thé 1a mét cac nhan, mét hd
gia dinh hoac mét nhom nguwoi
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3.1.2. Nghién ctru khach hang ca nhan

Céac yéu to moi Phan irng

khach
hang
Thai d6 va s&
thich
Hanh vi mua;

trerong

Tac nhan  Céc yeu
marketing to6 khac

- San -Kinh té -Van hoa o fuil ggoé, VoI
phém _ A ~ N = ’ ’
ol Cong -Xa hoi gia bao nhiéu
=il nghé -~ _C4 nhan Hanh vi lién

phéi -Xa hf)l
- Xac tién  -Van hoa

quan t&i sy gan
bo thwong hiéu

-Tam ly

Nguyén Xuan Quang - 0904 366618;
k Email: quang782@gmail.com
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Cac yéu to van hoda

e Van hoa

1. NgOn ng

2. Tap quan, thdi quen
3. Niém tin, tin nguwdng
4. Giatri...

o Tiéu van hoa
» Tang I&p xa hoi: thwong lwu, trung lwu, ha lwu

Nguyén Xuan Quang - 0904 366618;
k Email: quang782@gmail.com
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Cac yéu td xa hol

» C4c nhom x& hdi ma tirng ca nhan la hodc mudn
la thanh vién (Reference group)

e Gia dinh

e Vai tro xa héi va dia vi xa hoi

Nguyén Xuan Quang - 0904 366618;
k Email: quang782@gmail.com
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Cac yéu té ca nhan

« D¢ tudi va giai doan trong vong doi con nguo
(thiéu nhi, thiéu nién, trwdng thanh, co gia dinh,
co con...)

» Nghé nghiép

o Piéu kién kinh té

o LGi song

e Catinh va céach tw nhin nhan ban than

Nguyén Xuan Quang - 0904 366618;
k Email: quang782@gmail.com
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Cac yéu to tam ly
* POng lwc

* Nhan thirc

e Kinh nghiém

 Niém tin va thai do

Nguyén Xuan Quang - 0904 366618;
Email: quang782@gmail.com
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Quy trinh ra quyét dinh mua hang
cua khach hang ca nhan

Phat hién nhu cau (need recognition)

Tim kiém thong tin (Information search)

Panh gia lwa chon (Evaluation of alternatives)
Quyét dinh mua (Purchase decision)

Hanh dong mua (Purchase action)

Phan &rng sau mua (Postpurchase behavior)

L T o A
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Nghién ctu khach hang toé chirc

1. SO lwong it; don dat hang gia tri cao

2. Cau thi cap (Derived demand): nhu cau
phu thudéc vao nhu cau khach hang ca
nhan,

3. Cau it nhay cdm va&i gia

4. Cau khong 6n dinh

Nguyén Xuan Quang - 0904 366618;
k Email: quang782@gmail.com
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Khéch hang to chire

e La nguwoi mua san pham dé san xuat, phan phai,
ban lai, str dung trong doanh nghiép... nham muc
dich thwong mai.

e C6 thé bao gom:

1. Chinh phu

2. Doanh nghiép kinh doanh
3. Cac tb chure
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e

Cac yéu tdo moi

trerong
TAc nhan Céac yéu to
marketing  khac
- San phdm  -Kinh té
- Gia -Cong nghé
- Phan phoi  -X& hoi
- XUc tién -Van hoa

Nguyén Xuan Quang - 0904 366618;
k Email: quang782@gmail.com

3.1.2. Nghién ctu khach hang to chirc

Yéu to té chirc

-Nhirng nguoi
tham gia mua hang
-Qua trinh ra quyét
dinh mua hang
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Nhirng nguwdi tham gia vao quyét

dinh mua hang

» Ngwoi str dung (users): sé s&r dung san pham
trong doanh nghiép

* Ngwoi anh hwong (influencers): dua ra cac chi
tiéu, ti€u chuan lwa chon san pham.

* Ngwoi mua (buyers): lwa chon nha cung cap va
cac diéu kién mua ban, thwong lwong gia...

* Nguwoi quyét dinh (Deciders): c6 quyen thong
gua viéc mua san pham

* Ngwoi gite clra (Gatekeepers): la ngudi dieu
khién va “loc” théng tin vao hoac ra khoi DN

Nguyén Xuan Quang - 0904 366618;
Email: quang782@gmail.com
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Quy trinh ra quyét dinh mua hang
cla khach hang t6 chirc

« Y th&rc nhu cau (Problem recognition)

» Miéu ta khai qua nhu cau (general need
description)

» M0 ta san phdm (product specification)

» Tim kiém nha cung tng (supplier search)
 Yéu cau chao hang (proposal solicitation)

e Lwa chon nha cung tng (supplier selection)

e Pam phan, thoa thuan, dat hang (order routine
specification)

e Panh gia hiéu qua (performance review)

Nguyén Xuan Quang - 0904 366618;
Email: quang782@gmail.com
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3.2 Nghien ciru thi truong

e 3.2.1. Khai niém

e Thi triro’ng la nO’i tap hO’p tat ca nhwng ngwrOi mua
hi€n tai va ngwoi mua tiém nang doi v&i san pham
cUa doanh nghiép.

e Phan loai thi trwdng (Gido trinh Marketing Iy thuyét,
tr.39 — 40)

e TAm quan trong cla nghién clru thi treedng (Gido
trinh Marketing ly thuyét, tr. 41)
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3.2.2. Quy trinh nghién ctu thi trvong
1. Phét hién van dé va hinh thanh muc tiéu nghién

clru

Lap ké hoach nghién ctru

Thu thap thong tin

X ly va phan tich théng tin

B&o cao két qua nghién cru

Pé xuat cac bién phap marketing

o oA W N
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Bwdc 1. Xac dinh van dé va muc tieu
nghién ctru

o “Nhiém vu kho khdn nhéat khdng phai la tim cau
tra Ioi dung, ma la dat dung cau hoi” (Peter
Drunker)

Xac dinh van dé: Van de la gi? Ly do ctia van dé
la gi? Can nhirng thong tin gi de kiem chirng va
giai quyét van dée? Lam thé nao dé co nhirng
thong tin do~?...

Nguyén Xuan Quang - 0904 366618;
k Email: quang782@gmail.com /
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 Muc tiéu nghién ctru cua:

* Nghién ctru khao sat (exploratory research) la
thu thap thong tin so’ c4p nham xéac dinh van dé
va goi y giai phap.

e Nghién ctru mo ta (descriptive research) la mo
(miéu) ta sw viéc nhw: tiém nang thi trwedng, van
hda tiéu dung, xu huwdng xa héi cua khach
hang...

e Nghién ctru nhan qua (causual research)
nham kiém tra gia thuyét vé mot moi quan hé
nhan qua (vi du: tang hoc phi 10% lam giam hoc
sinh 5%7?)

Nguyén Xuan Quang - 0904 366618;
Email: quang782@gmail.com
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Buwdc 2: Lap ké hoach nghién clru

» Quyét dinh chinh xac can thu thap thdng tin nao

» Xay dwng ké hoach thu thap thong tin:

+ Ngudn théng tin (théng tin so cap hay th& cap)

+ Phwong phap thu thap thong tin: quan sat, phong
van nhoém, khao sat, phan tich hanh vi, thwc
nghiém.

+ Cong cu thu thap thong tin: bang héi, cac cong cu
dinh tinh, cac cong cu cong nghé cao.

Nguyén Xuan Quang - 0904 366618;
K Email: quang782@gmail.com
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Buwdc 2: Lap ké hoach nghién clru

+ Chon mau:

- Pon vi cla mau: Kh3o sét ai?

- C& mau: Khao sat bao nhiéu nguwei?

- Quy trinh chon mau: phan bé nhém ngudi nhuw
thé nao? Chap nhan sai s6 la bao nhiéu?

+ Phwong phép tiép can: qua thw, dién thoai, gap
mat ca nhan, hoac online.

+ Ngoai ra: chi phi, théi gian bat dau, két thac, han
chot, phan chia nhiém vu nghién ctru...

Nguyén Xuan Quang - 0904 366618;
K Email: quang782@gmail.com
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Buwdc 3: Thu thap thong tin
Thu thap thong tin thr cap

e Thong tin th&r cap la thong tin da dworc thu thap
voi muc dich khac va ton tai triréc khi doanh
nghiép tien hanh nghién ctru.

» Dac diém:

Chi phi: thap

Tién dd thu thap: nhanh

Nguodn: da dang, déi khi xung dot

Do tin cay: thwong khong cao

Tinh phd bién: rong

Me&c dd dap trng nhu cau: thap

o bk DR
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Thu thap théng tin thir cap

» Thworng bat dau tir théng tin ndi bd trong cong ty;

» C6 thé sl dung:

- Dich vu thong tin thwong mai: do cac cong ty
nghién ctru thi trwong cung cap (co phi hoac
mién phi)

- Cac ngudn théng tin chinh pha

- C6ng cu tim kiém internet

Nguyén Xuan Quang - 0904 366618;
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Thu thap théng tin so cap

» Thong tin so cap la thong tin m&i dwoc thu thap vi
mot muc tieu cu thé hodc cho mét dw &n nghién ctru
cu thé.

» Dac diém

Chi phi: cao

Tién dé thu thap: cham

Phu hgp véi muc tiéu nghién citru

Kiém soéat dwoc phwong phap thu thap

Két qua dé hiéu, phu hop v&i doanh nghiép

Giai dap cac van dé théng tin thir cap khong giai
quyét duoc

o s wWbhPE
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Cac phwong phap thu thap théng tin so cap
Phwong phap thu thap thong tin dinh tinh
» Muc dich: tim hiéu nguyén nhan dang sau hanh
vi cua khach hang; tra loi cau hdi “ai”, "tai sao”,
“‘nhuw thé nao”
» Bao gom:
1. Nghién ctru quan sat: (*)
2. Phéng van ca nhan
3. Phéng van nhém

e (*) c6 thé sr dung trong nghién ctru dinh lwvgng

Nguyén Xuan Quang - 0904 366618;
Email: quang782@gmail.com
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Cac phwong phap thu thap thong tin

dinh lwong

e Muyc dich: tim hiéu quy m6, khoi lwong, tan suat
cua doi twong lién quan; tra |&i cau hoi “bao
nhiéu” “bao lau”

» Bao gom:

1. Nghién ctru khao sat

2. Nghién ctru thire nghiém

Nguyén Xuan Quang - 0904 366618;
Email: quang782@gmail.com
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Phwong phéap tiép can

o Gui thw

e Pién thoai

o Truc tiép

1. Phéng van ca nhan

2. Phong ) van nhém: moi 8-10 chuyén gia noi vé mot
san pham, dich vu, hay td chire. Con goi la phdng
van nhom chuyén gia.

e Online

1. Lam khao sat (monkeysurvey.com)

2. Phdéng van ca nhan (skype)

3. Phdng van nhém (conference chat, online chat

room)

Nguyén Xuan Quang - 0904 366618;

Email: quang782@gmail.com
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Chon mau

e Don vi mau: khao sat ai?

e Quy m0O mau: khao sat bao nhiéu ngwei?
 Quy trinh chon mau: chon mau nhw thé nao?

Nguyén Xuan Quang - 0904 366618;
k Email: quang782@gmail.com
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Chon mau nhu thé nao

Mau xac suat (Probability Sample)
Mau ngau nhién don  Chon ngau nhién trong tdng mau

gian

MAu ngau nhién phan  Chia tdng mau thanh nhiéu nhom (vi du: tudi), va
tang chon cac mau mét ngau nhién theo tirng nhém
Mau cum (khu vic) Téng mau dwoc chia thanh cac nhém, mdi ca nhan

dwoc rit ra t mdt nhom dé phéng van.

Mau phi xac suat (nonprobability Sample)

MAau thuan tién Nhém nghién ctru lwa chon cac mau dé tién hanh
(convenience sample) nhat dé nghién clru

Mau phan doan Nhém nghién ctru dwa trén phan doan dé Iwa chon
(Judgement sample) mau phu hop nhat véi nghién clru

Mau han ngach Nhém nghién ctru tim va phdng van ngau nhién mét
(Quota sample) sO lvong dinh trwde (vi du: 8 nguwdi) trong tirng

nhom da dwoe phan tang.
k Ll l11CAll. \.1UM| |u'ULUB|||M||-\IU|||
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Cac cong cu nghién cutru

Bang hai

« L& cdng cu nghién cu dinh lwong phd bién nhat
 Thiét ké bang héi:

Xac dinh nhém théng tin can thu thap

Soan thao, danh gia so bd bang cau hoi

Thiét ké bang cau hai

Ra soat vé hinh thirc bang cau hai

Piéu tra thir va hoan chinh bang cau héi

a M 0D PkE
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Mot sO yéu cau doi véi bang cau hoi
Cau héi phai ngan gon, rd rang, dé hiéu

Ther tw hop ly, chi dan rd rang

Céac cau hai di tir don gidn dén phurc tap
Tranh cac cau hoi phai huy dong tri nhé qua
nhiéu

5. Khong dat 2 cau héi trong cung 1 cau

A

Nguyén Xuan Quang - 0904 366618;
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6. Tranh nhi*ng cau héi gay tré ngai (tudi tac, thu
nhap, gi¢i tinh...) ngay tw dau.

7. Tranh cac cau haoi “goi y” cau tra |0

8. Tranh céc cau héi dang phd dinh, mo ho, dat
gia thuyét, t6i nghia, da nghia.

9. Khéng nén st dung NHIEU cau héi dang mé&
(tai sao) hay cac cau tra 1oi dang “dung/sai’

Nguyén Xuan Quang - 0904 366618;
Email: quang782@gmail.com
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Cac cong cu nghién cwu

e Ngoal ra:

» CAc cong cu k¥ thuat: c6 thé gan vao TV, hop Ky
thuat, xe 6-t0, gia dé do trong siéu thi... dé ghi lai
va chuyén thong tin vé cho doanh nghiép.

 May moc do phan wng cua khach hang, song
nao, kiém tra néi doi... cling co thé tré thanh
cOng cu nghién curu.

Nguyén Xuan Quang - 0904 366618;
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Buwdc 4: X ly va phan tich thong tin

« Van dé khong phai la so liéu, van dé la ban nhin
nhan so liéu nhw thé nao

 Can tinh to&n cac chi sd, phan tich mot cach than
trong.

e COng cu xtr ly théng tin: Excel, SPSS, STATA...

Nguyén Xuan Quang - 0904 366618;
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Buwdc 5: Bao cao két qua nghién ctru
» Cach thirc béo céo: da dang, tuy thudc vao doi
twong bao cédo, ban chat van dé, muc dich

» CO6 thé 1a phan tich g&¥i CEO, CMO, hodc toan bd
nhan vién Marketing...

Nguyén Xuan Quang - 0904 366618;
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Buwdc 6: Dé xuat bién phap marketing

» P& xuat cac bién phap marketing theo muc tiéu
dé ra

Nguyén Xuan Quang - 0904 366618;
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