Chwong 3

HANH VI MUA CUA
KHACH HANG

DISCOUNT(



NOI DUNG

Khai niém thi tredng
ngwoi tieu dung

M& hinh hanh vi
ngwol mua hang

Céc yéu t6 anh huwédng dén
anh vi cua nguwdi mua

Qua trinh théng qua quyét
dinh mua hang




Th1 truong nguol
tiéu dung bao gom
tat ca cAc ca nhan,
caic ho tiu dung
mua hang hoa hay
dich vu cho muc
dich ticu dung ca
nhan.

Thi treomg ngwoi tieu dung




Thi treomg ngwoi tieu dung

Piic diém:
,*1* Qui mo lé'p khong nging gia ting veé
sO lugng va chat lugng
‘*1‘Khéc‘h hang rat da dang va phong pht
vé nhu cau
“*Quyét dinh mua mang tinh c4 nhan




Mo hinh hanh vi mua cua ngwoi tieu dung

“Hanh vi nguon tiéu
dung” 1a nhiing
biéu hién ma nhiing
cd nhan bicu 16
trong qua trinh tim
kiem, danh gia,
mua va s dung
cac san pham, dich
vu dé thda mdn
nhitng nhu cau va
udc muon cua ho

¢y

\ /
= HZT@[ NHAT




M6 hinh hanh vi cua nguweori tiéu dﬁng>

N

b,

Lwra chon khdi luong

by

Méb hinh hanh vi cha nguwdi mua (Ngubn: Theo philip, kotler 1999)

Lo b Céc tic nhan kich “Hap den” ¥ thirc ci
‘ : op den" y thirc cua - — . : m -
“l'-:';ﬁ'le:::'ll.;ﬂn thich khéc RSATEL Nhirng phan irng dap lai cua ngurari mua
Hang hda Mdi trurémg | f ) §
_l . I kinh t& . Cic dac tinh cha ngudi Lya chon hang hoa J
o g —|mua [v@n hoda, x3 hdi, ca —
g ey nhan, tam Iy)
thust . . Lwra chon nhdn higu ‘
Phurong . ) )
phap phan (Qua trinh quy&t dinh mua
phi ] =l hang (vin @8, tim théng Lira chon nha KD |
tin, luva chon, mua, sau
| Khuy&nméi | | w&nhoa mual |




Cac yéu to co' ban anh huéng dén hanh vi ngwoi tiéu dung

VAN HOA
- Nén van hoa chung
- Nhanh van hda
- Sw hdi nhap va
bién dbi van hoa

- Giai tang xa hoi

- Nhém tham khao

- Gia dinh

- Vai tro va dia vi ca nhan

I, - Tudi tac

TAM LY
- Pong co’

- Nhan thire - Nghé nghiép
- Su hiéu biét - Tinh trang kinh té
- Niém tin va thai do - Phong cach song

- Ca tinh



Van héa 1a hé thong nhiing
gia tri, niém tin, truyén
thong va chuan muc dugc
hinh thanh va gan lién voi
mot x4 hoi, mot ché do, mot
ton gido hay dan tdc nhat
dinh, dwoc lwu truyén tir thé
hé nay sang thé hé khac

Yeéu to van hoa




0 tinh bén virng, kho
thay doi
6 svw twong déng va
Nhirng khac biét
dac trung
cua van

hoa



Yeéu to van hoa

**Nhanh vin hoa (vin hoa thir cap) 1a mot
nhom van hoa nho, dong nhat, riéng bict
trong mot xa ho1 rong 16n hon, phtrc tap
hon
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5 moi quan tim chinh ciia NTD

____HcMm___J

@ 1) Stre khoe

9 2) Cac hda don thanh
| toan ngay cang tang

@ 3) Viéc lam 6n dinh

9 4) Sy can bang gitra
el CONQ Viéc va cudc song

@ 5) Cac khoan n¢

Nguén: Nielsen Vietnam Omnibus Thang 5, 2009

4) Gia xang dau tang

5) Twong lai con cai
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Tinh c4 nhan so véi Tinh tip thé

N HOM ]

Quyeét dinh cua téi la chinh yéu.

Y kién ctia moi ngwei xung quanh c6 anh

Y kién ciia moi ngwdi xung quanh hwéng dén suy nghi va hanh dong cua toi

chi dé tham khao

@tﬁi mud6n mua Tivi LCD thi bén\ ml du khi t&6i dang mubén mua Th

than da tw quyét dinh la s& mua cua mai, néu ai do ndi san pham cla
Samsung truwéc khi vao cltra hang hang nay té lam thi t6i sé bo y dinh
roi, toi chi hai thém y kién cla nguoi mua thwong hiéu do ngay”

khac dé thay yén tam hon thoi”

N _

Ngudn: Dv an Nghién ctru Dinh tinh Sy khac biét viing mién
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? 1 4 14

NTD HN van con la mot §n so rat 16n doi véi
cac

* Ho mudn c¢6 tat cd nhwng san sang chd doi dé
cO duoc diéu minh muobn

« Ho mudn nhirng thir tot nhat va dwa ra sdn mirc
gia ma ho sé chap nhan

* Khi mudén mua 1 mén hang, ho hdi rat nhiéu
nguwdi dé co thé chac chan vé quyét dinh cua
minh

* Ho thwdng hdi y kién ngudi khac trwdc khi

“Doi khi ban bé dung dién thoai mua hang
qua xin ma minh dung dién thoai * Ho rat thich cac chwong trinh khuyén mai va ndm
qua te thi coi cung khong duwoc. gia ca rAt tét

Moi ngwei sé danh gia thap

* Nhung rat can trong trong cac quyét
va khong coi trong minh” dinh mua sam va thuwdng co xu hwéng trung thanh
v&i nhan hiéu ho da chon

Ngudn: Dy an Nghién ctru Dinh tinh & Dinh lwong Suw khac biét ving mién
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NTD HCM va nhirng nhan to thé hién tinh

g

* “T6i khdng quan tdm nhiéu vé nhirng gi ngu o
khac nght”

* Néu thay thich, ho s& mua

» S6ng cho hién tai ma khéng lo nghi nhiéu dén
twong lai

* Lang nghe y kién nguoi khac nhwng sé co quyét
“Moi ngwe'i ché la dién thoai téi dinh riéng cua minh

dang dung tréng xau nhwng toi
khéng quan tdm lam, khéng phai
cai gi ngwei khac thich ciing hop
v&i minh...”

* [t bi anh hwédng b&i marketing

* Mirc do trung thanh v&i cac nhan hiéu khéng
cao

Ngudn: Dy an Nghién ctru Dinh tinh & Dinh lwong Suw khac biét ving mién
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Murc do anh hwong cua tap the o HN la rat lom

2 4

L&i gidi thiéu cua cac thanh vién
trong gia dinh

L&i gidi thiéu cua ban bé
L&i gidi thiéu cha déng nghiép/ dbi tac
L&i gidi thiéu cua hang xém

Dwa trén: Tat ca dap vién ‘
Nguon: Dy an Nghién ctru Dinh lwgng Sw khac biét ving mién

Vai trd ctia ngwdi xung quanh dnh hwédng dén quyét dinh mua sdm

ctia NTD nhw thé nao?

99%

94%

71% 91% *

83% *

52%

42% 94% *

* 34 liéu cao hon mot cach khac biét Q23b: Vui long danh gia

vai tro cla tirng ngudn sau véi thang diém tir 1 — 5.
2 mirc dd cao nhét



Toi vs. Chung ta
C6 phai chi don gian Ia NTD HCM cé xu hwéng thién vé tinh ca nhan trong khi
NTD HN thi thién vé tinh tap thé?

“NTDHOM ) " UNDAN ]

Ho lang nghe va lam theo theo I1&i khuyén
cua ngwoi khac lién quan dén cac quyét
dinh mua sam. Y kién cua ngwei khac kha
quan trong déi voi ho

Ho chi quan tam dén nhirng gi ngwi khac
néi néu dé 1a nhirng diéu ma ho thich
nghe

Ho thuwong tham khao y kién cua nguoi
khac nhwng cuoi cung sé mua cai ma ho
nghi la tét nhat

Ho thwong s¢ mac sai lam khi tw minh quyet
dinh va luon hoi y kien ngwoi khac dé cam
thay yén tam

7 Minh cling thudng lang nghe y Kién

cla ngudi khac vé chat luvgng cac san / "Nhitng ngudi da str dung qua réithi\
pham, vi du nhiing san pham co gia trj minh rét tin vi ho c6 kinh nghiém.
cao nhu: dién thoai, thoi trang, TV Minh c6 thé pham sai Idm néu khéng
LCD, may giat, may lanh...” héi y kién clia ngudi khéc...”

e — -

Ngudn: Du an Nghién ctru Dinh tinh Sy khac biét viing mién
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bé gianh dugc niém tin ciia NTD HN thi khong chi don gian la gianh dugc
niém tin ciia m§t nguwoi... ma la niém tin ciia ca tip thé

NTDHo ] " NDAN

Ho c6 sé thich riéng, nhwng van bi anh
hwéng b&i ngwei khac. Ho khéng muén bi
xem la lac hau, cang khong muon bi nguoi

khac xem thwong. Ho khéng muon bi c6 lap

Ho khéng thay can phai bat chwéc
mot ai. nén ho cé xu hwéng an mac va chon nhirng
san pham ma nguweoi khac sé chon

“Minh phai c6 y kién riéng cla minh
va hop tui tién cia minh nira”

S~

“Néu minh khéng gidbng nguoi khéc trong
x&a hoi, minh sé cam thay thua kém nguoi
khac”

Ngudn: Du an Nghién ctru Dinh tinh Sy khac biét viing mién
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L

Su khéc biét ciia NTD ¢ HCM va HN Mg

dinh chién lwoc Marketing | HM | HN

Toi s& lay y kién tlr ngudi khac dé tham khdo nhung dong tho
cting chat loc nhirng diéu phu hop nhat véi minh, khéng hoan
toan nghe theo nguwdi khac

Téi lo 1a minh s& méac sai 1am khi tw quyét dinh mét minh.
Tham khéo y kién t&» ngwdi khac sé lam cho téi cdm thay an
tam hon

Téi s& khéng bao gi mua/ méac quan 4o nao dé néu nd da
dwoc mac/ mua béi ngwdi khac

T6i mudn 1a nguwdi ndi trdi trong dam ddng/ gitra cac ban
dong trang Ira cia minh

* 86 liéu cao ho'n mét cach khac biét
Q25: Vui ldng cho biét mirc d6 ddng y d6i véi cac cau nhan dinh sau. Top 2 Boxes

Dwa trén: Tat ca dap vién )
Nguon: Dv an Nghién ctru Dinh Iwgng Sw khac biét vung mién
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Nhung tai sao?
Vai tro cua y kién tap the va cac dinh klen x& hoi gitra hai thanh phd cé sw khac biét va
NTD HN cé ] = ] .

__NTDHCM | MBI R

" Ho khéng chi séng cho minh ma cén quan
tam nhirng ngwoi khac nghi gi vé minh. An
mac/ vé be ngoai la rat quan trong.

Ho song cho ban than nhiéu hon va khéng

quan tam “lam” vé nhirng gi ngw®i khac
nghi.

Ho cam thay can phai tuan theo nhirng
nguyén tac va chuan mwec nhat dinh cua xa
hoi .

“T6i khéng can phéi méc quan &o
dat tién hay hang hiéu khi di choi
voi ban be”

Ay e

‘O ngoai Béc nay moi nguoi hay noi vui
rang: Hay néi cho téi biét anh dang chay
xe gi va toi s& noéi cho anh biét anh I3 ai”

-

Nguén: Du an Nghién ctvu Binh tinh Sy khéc biét vang mién



Nhuwng liéu su trung thanh nay co t
dlr r o/ \ ?

T6i quan tam vé xuéat x& ctia hang

h,
6a

T6i quan tAm dén chat lwong cua 84%
hang hoa

Vé lau dai thi khi mua mét sadn pham co
chat lwong sé tiét kiém

t|én hon. -

Dwa‘trén: T4t ca dap vién * 86 liéu cao ho'n mét cach khac biét
Nguén: Dy an Nghién ctru Binh lvong Sy Q41: Vui long cho biét mirc d6 ddng y déi véi cac cau nhan dinh sau. Top 2 Boxes

L LAy




Vai tro cua nhirng phan t6 sau anh hwong dén
A [ ] \ 4 ? A N ‘)
quyet-al

Quéng céo 91%*

Bao/ Tap chi 83%*

L&i gidi thiéu cua nguwdi ban 0/ %
hang/ chu ctra hang 67%

Internet (n6i chung) 95%*

Trang web/ dién dan/ forum cla
cac nha san xuat/ nha phan phdi

100%*

Dwa trén: TAt ca dap vién ) * 86 liéu cao ho'n mét cach khac biét
Nguén: Dw an Nghién ctru Binh lwvgng Suw khac biét viang mién Q 23b: Vui long danh gia vai trd cua tirng nguén sau vo&i thang diém tlr 1 — 5.Top 2 Boxes
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Li€u nhirng quan ni€ém cu van con dung?

Ngwoi HCM kiem dworc 10 dong, Ngwoi HN kiem dwoc 10 dong, nhwng
nhwng tiéu t&i 11 dong chi tieu 1 dong
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NTD HN dac bigt thich mua sam cac san

* Ho yéu thich hang hiéu

« Mudn minh tréng that dep va an twong déi véi moi
nguoi

» S&n sang tra gia cao cho cac san phdm cao cap

* C6 xu hwéng la nhirng nguoi thich tiét kiém va suy nghi
cho 1au dai... do do khi can thi kha nang chi trd cho céac
sadn pham cao cap cua ho la rat cao

“Minh dang réat thich mot
céi tui Luis Vuitton may
nghin doé. Vi vay minh
muédn kiém viéc lam lwong
1 thang 20 triéu dé danh
tién mua”

Téi thich san pham 5 L f0/ -
cao cap

Nguén: Dy an Nghién ctru Binh tinh & Dinh ] i ‘ ) * 86 liéu cao hon mét cach khac biét
lwong Sw khac biét vung mién Q 29: Vui ldng cho biét mire d6 dong y/ khéng dong y doi véi nhivng nhan dinh sau. Top 2 Boxes
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NTD HCM it dam) mé cac san pham cao

< “T6i thich cac san pham dat tién, tuy nhién téi sé& khong tim
moi cach dé mua dwoc nd”

* Ho thich mua cai ho can hon la mua dé khoe khoang v@i
mMoi Nguwoi

» Trong giai doan nén kinh té tr& nén khé khan nhw hién nay,
NTD HCM c6 xu hwéng mua cac sédn pham ré tién hon

* CO xu hwong la nguo’l mua sam nhanh & tuy hirng do 4o it

“T6i cadm thay thoai maéi voi
Y kh& ndng mua céc sadn pham dat tlen

chinh ban than minh. Toi
khéng phai chay di mua hang
hiéu vi nguoi khac c6 no”

Mua sam hang cao cap chi cho nhirng nguei

thich thu hat sw chu

- *
y cua ngwei khac. Téi khong thudc ¢ 9%
tuyp ngwoi doé

Nguén: Dy an Nghién ctru Binh tinh & Dinh ] i ‘ ) * 86 liéu cao hon mét cach khac biét
lwong Sw khac biét vung mién Q 29: Vui ldng cho biét mire d6 dong y/ khéng dong y doi véi nhivng nhan dinh sau. Top 2 Boxes
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NTD HN sin sang tra gia cao hon ¢
san pham ho thich

Toi san sang tra gia cao cho cac san 0
Vé 1au dai thi mua mét sdn pham cé chat

Dwa trén: TAt ca dap vién ) * 86 liéu cao hon mét cach khac biét
Nguén: Dy an Nghién ctru Dinh lwgng Sw khac biét ving mién Q41: Vui long cho biét mirc d6 dong y déi véi nhixng nhan dinh sau. Top 2 Boxes
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Dac biét la doi vgi nhigng nganh hang “thé hién
dang cap cua toi”

Nhirng nganh hang nao NTD san sang mua cac nhan hiéu cao cdp (Cau tra I&i ngiu

nhién)

14% 26%*

* 86 liéu cao hon mét cach khac biét
Dwa trén: Tat ca dap vién Q30b: Nhitng nganh hang nao sau day ma anh/ chi nght 1a anh/ chj s&€ mua cac nhan
Nguén: Dw an Nghién ctru Dinh lwong Sy khac biét vung mién hiéu cao cap néu anh/ chi cé du kha nang? Top 2 Boxes
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O HN, di€u nay ciing ding cho ciac nganh hang ma NTD ciam thay né giap
ho trong ty tin va tao an twong tot doi véi ngwoi khac

Premium Segment Volume Share of total category (MAT April 09)

Ngudn: Nghién ctru ban 1& dén Thang 4 2009
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TD HN cho rang ho bj anh hwéng béi
khung hoang Kinh t€ nhi¢u hon NTD HCM

Khiing hoang kinh té da anh

hwéng dén NTD nhw thé nao?

Thoi quen tiét kiém

Théi quen mua sam

71%*

Thaéi quen giai tri

i o _ ) * $6 liéu cao hoon mét cach kha'llc biét
Dwa trén: Tat ca dap vién ‘ Q11a: Anh huéng clia khiing hodng dén anh/ chi vé nhitng méat sau day la nhw thé nao?
Nguon: Dv an Nghién ctru Dinh lwgng Sw khac biét vung mién Top 2 Boxes
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Dwa trén: Tat ca dap vién

Tuy nhien myc do anh hwong cua khung
hoa inh-té.g A t i

NTD HCM néi rang cudc song cta ho bi anh hwéng 22%, trong khi dé & HN
tilé dé 1a 14%

T6i khéng hoan toan cat giam cac
khoan chi tiéu nhwng téi khong con
dwoc chi tiéu thoai mai nhw truédc
nira... Téi phai tiet kiém nhieu hon

Vi trwée gi® toi da rat can trong trong chi tiéu
nén khing hoang khéng anh hwéng dén toi
lam. Tuy nhién, téi nghi khiing hoang sé anh
hwéng nhiéu dén nhirng nguwei cé

HN

Q11b: Mc dd % anh hwéng cla khing hodng dén cudc séng cua

thu nhap thap

Nguén: Dy an Nghién cru Dinh tinh & Dinh lwong Sw khac biét ving mién anh/ chi la bao nhiéu?



Trong tinh hinh kinh t€ kho khap, NTD HCM m

da 0 ’
HN thi khong doi

NTDHCM ) —NTDAN ]

NTD HCM cho biét ho sé van giir mirc
tieu dung cii nhwyrng sé mua nhirng

NTD HN cho biét ho sé van si¢ dung
thurong hieu cu nhwng se tieu dung it

thwong hiéu ré tien hon hodc mua
bao bi nhé hon

gledgl

Dwa trén: T4t ca dap vién ‘
Nguon: Dy an Nghién ctru Dinh tinh & Dinh lvong Sw khac biét vung mien



~ Trong tinh hinh kinh té khé khip, NTD HCM % o
ro A ) D, NT
HN thi khong doi

Instant Coffee: NTD cé thay déi cach mua sam hay tiéu dung khéng?

Tiéu dung v&i sb lwong nhw cli nhwng mua
nhan hiéu ré tién hon hoac mua bao bi nhoé
hon

Van st dung thwong hiéu cii nhwng sé tiéu
dung it hon

L * 86 ligu cao hon mét cach khac biét
Dwa trén: Tat ca dap vien T, Q14b: Anhichi da thay déi cach chi tiéu, mua sém, hoac tiéu dung nhu thé nao déi voi
Nguon: Dv an Nghién ctru Dinh lwgng Sw khac biét vung mién nhirng san pham anh/chi da d& cap?



Yeéu to van hoa

HOI NHAP VAN HOA BIEN BDOI VAN HOA




Nguyén tac chung trong hoat dong marketing khi

nghién ciru anh hwong cua van hoa

P& tranh rui ro khi xdm nhép thi
trudng thi can thiét phai nghién

codu vé van hoa khi lua chon thi
a trudng, dinh vi TT.

Khéng ap dung van hoa cua minh
hoac cua 1 nén khac cho van hoa
doi tac

Cép nhat nhitng xu huéng bién doi
van hoa




<*Giai tang xa hoi la
nhirng nhom tuong
d6i on dinh trong
khuén kho xa hoi,
dwoc sap xep theo

thwr bac dang cap va
dugc dac trung boi
nhitng quan diém gia
tr1, lo1 ich va hanh vi
dao dtc giong nhau ¢
cac thanh vién




Yeéeu to xa hoi

Nhom tham khdao 1a nhiing
nhoém c6 anh hudng truc tiép
hay gian tiép dén thai do, suy
nghi va cach nhin nhan cua mot
ca nhan khi hinh thanh thai do6
va quan diém

|
My |
FAMILY
e

=




’y

Nhom bat

>
Al KN4 Dad




Yeéu to xa hoi

Anh hwéng
trwee tiép

Anh hwéng
gian tiép

Xay dwng hinh anh tw
quan niém cua ca nhan

Anh huéng cita nhém tham kho



Phat hién céac
nhom tham khao
cua khach hang
muc tiéu

Nhiém vu nguwoi lam
Marketing

Xac dinh muc do anh
hudng cua nhém tham
khao tiéu biéu gan
lién v6i san pham,
thuong hi¢u cu thé.

Tim kiém nguo1 huong dan du luan,

khai thac vai tro cua ho trong hoat

dong truyén thong.



A e

Yeéu to xa hoi

Gia dinh

GIA DINH DINH HUONG GIA DINH HON PHOI




Yeéu to xa hoi
Vai tro ciia cac thanh vién trong cac quyét dinh mua hang gia dinh
Nguwaoi thu thap thong tin @ Nguwoi khoi xwdng

Ngw&i mua @ Nguw&i anh hwdng

Nguwdi quyét dinh . ‘ Nguwoi thu thap thong tin




Yeéu to xa hoi
Vai trd va dia vi huéng dan hanh vi tiéu
dung cua mo1 nguai.

Al TRO VA PIA VI
XA HOI

UNG DUNG TRONG MARKETING
* Loi truyén miéng
* Chi din sir dung va cung cap san pham phu
hop véi vai tro va dia vi cua ngwoi tieu dung
* St dung quang cao dinh hu’(f):ng dia vi thac day
nguwoi tieu dung mua san pham



Yeéu to ca nhan

L6i sébng @
Tinh trang kinh t& @
Nghé nghiép @

Tubi tac va dwong doi @



Yeéu to ca nhan

0 Tuoi tac va duong doi

Thé hién cac moc thoi gian dinh hinh

nén nhitng nhu cau, thi hiéu, stc mua
I cua nguoi tieu dung



Yeéu to ca nhan

W02 o
- Anh huong dang ké dén tinh chat cua

hang hoa va dich vu nguoti tiéu dung

mua sam



Yeéu to ca nhan

- O 3 Tinh trang kinh té

- Thu nhap c6 thé chi tiéu duoc

- T1én t1et kiém va tai san
- NO’
- Kha nang vay muon

- Thai do do1 vot viée chi ti€u va tiét ki€ém



Yeéu to ca nhan

0 4 L6i song

(cach thure s6ng, cach sinh hoat, cach lam
vieéc, cach xu su the hién qua hanh dong, su
quan tam, va quan di€m): su lua chon hang

hoa cua NTD thé hién 16i song cta ho




N
N

Yeéu to ca nhan

Nhan cach va quan niém ban than

- Nhan cach 1a nhitng dic tinh tim 1y noi
bat, dic thu, tao ra thé rng xur ¢O tinh on
dinh va nhat quan d6i véi moi trudng xung
quanh ctia moi con ngudi

- Y ni€m la hinh anh tri tué cua mot ca

nhan vé chinh ban than ho



Ung dung nghién ciru phong cach song ctia nguoi tiéu diung

vao hoat dong marketing

Phan khuc thi truong 1

2 Gan san pham véi phong cach mong
muon cua ngudi tiéu dung muc ti€u

Theo doi nhitng thay doi trong phong

cach sOng cua thi truong muc ticu dé 3
nam bat co hoi1



- Niém tin
- Quan diém



HIEN THUC KHACH QUAN

1

NHAN THUC  Cdm gidc -

Tri nao ghi nho

Nhu cau

!

1ri giac

|

A

\4

|

Hiéu biét

Niém tin, thai do

NHUNG HIEN TUQONG TAM LY



Nhu cau

Nhu cau la nhtrng diéu con nguo1 do1 hoi dé ton tar va phat trién

Ung dung khi nghién ciru nhu cau:

& \ ~ 2. e 2
%* Thuong xuyén do1 mo1 san pham.

** Goi y nhu cau thir cap dé kich thich ngudi tiéu dung ra quyét dinh mua.



Pong co la nhu cau dang ¢ cuong do

manh thuc déy con nguo1 tim cach dé Nhu cau dwoc

thoa man nhu cau do quy trong

Nhu cau an toan

Nhu cau sinh hoc




Nhirng irng dung
- Nha quan tr1 marketing phai kham pha nhitng dong co dang anh
hudng dén quyét dinh mua cua thi truong muc ticu.

- Trién khai marketing —mix thuc day nhu cau

dong co dé kich thich mua san pham.



Dong co

Tam 1y do udng bia:
“*Quan hé lam an
“* Chtrng t6 ca tinh
“* Chuing to dia vi
“*Vui vé vii ban bé
“* Tim khong khi thoai mai, thu gidn
* Quén sau
Do ghién
“*» Huong thu cudc song

(Nghién ctru cua cong ty quang cao STORMEYE)



Dong co

Vi du: Khi mot khécqh ha‘lpg mua mQt may anh dat tién nhan hiéu Canon,
khach hang do co thé xuat phat tr cac dong co:

+ Thoa man so¢ thich

+ GAy an tuong véi nguoi xung quanh vé kha ning sang tao cia minh

+ Chung té su tré trung, doc 1ap va mot 16i song phong khoang



Nhan thurce

Nhan thirc 1la qua trinh moét ca nhan Iua chon, t6 chirc va giair thich
nhirng tdc dong cua hién thuc xung quanh dé€ hinh thanh mot bire tranh

cO y nghia v¢ thé gion.
Dinh nghia cua Bernard Berelson vag Gary A. Steiner “Human Behavior: An Inventory of Scientific Findings”
(1964)



Nhan thirc

Pbong co thiuc day con ngudi hanh
dong con hanh dong nhu thé nao thi
phu thudéc vao nhan thuc




Sw hiéu biét

Cac no luc marketing nén c6 gang khai thac nhirng kinh
nghiém von co cua khach hang. Viéc kinh doanh sé de

dang hon so véi viéc thay doi hiéu biét cua ho

i&t (kin h

’ - Gillp ngudi mua phan ng_hié’u bi
cua con - p
tr‘|unh - | biét hang héa haV MOl con Nng
./ dich vu tuong tw nhau  dugcla do

cude s6n va sy’ tifn



CHIEN LUQC THAY DPOI

“+Tac dong marketing dén
nhan thdc: gia ca, thudoc tinh
quan trong, uy tin thucdng hiéu,
chat luong,...

“+*Mot sO0 niem tin cua NTD:
Gia cao dong nghia vdOi chat
luong cao, tam |li chudng hang
ngoai,...




Qua trinh quyét dinh mua ciia ngwoi tiéu dung

‘ Panh gia sau
Khi mua
Quyét dinh mua
‘ Panh gia cac
___ phuwona an
A Tim kiém
A ~ thona tin
Nhan thuc

van dé



Nhan thirc van dé

—~—

Tinh trang
thuc té
Nhu cau tang 1én

la do:
- Yéu t6 bén trong
- Yéu t6 bén ngoai

\_ J




Tim kiém thong tin

Nguén thong tin ca nhan Gia dinh, ban be, hang

X0m

Nguon thong tin thwong mai Quang cao, nhan vién
ban hang, trién lam,...

Du luan, cac phuong tign

Nguon thong tin cong cong thong tin dai chiing, cac

td chirc nghién ctru nguo1

‘ tieu dung
Nguon thong tin thuc nghi€ém SO mo, ki€m tra, sir dung

san pham
Mitrc d§ anh hudng cua cac ngudn thong tin con tuy thudc vao

loai san pham, vao dic tinh khach hang.



Tim kiém thong tin

Toan bo tap Tapbi€t  Tap nghién ctru Lwa chon Quyét dinh
Sony HP Sony HP Sony HP Sony HP o
Dell Dell Dell Dell
Samsung Samsung Samsung
Tosiba Tosiba
Compaq




Danh gia cac phuwong an

Nguoi tiéu dung tinh toan
va suy nghi logic

Nguoi tiéu dung co thé
mua dua trén sy thuc day
hoac la dua trén truc giac

Nguoi tiéu dung co a\g«

thé ty quyét dinh

Nguwoi tiéu dung cé thé quyét
dinh sau khi dvoc tu van




Danh gia cac phuwong an

Cac van dé€ trong tam:

- NTD co1 SP 1a tap hop cac thudc tinh, phan anh lg1 ich ma ho mong doi
Vi du: + Xe may: An toan, kiéu dang, gia ca, bao hanh,...
+ Khach san: V1 tri, khong gian, ti€n nghi, gid ca, mo1 truong

+ Kem danh rang: Cong dung, gia, huwong vi, mau Sic,. ..



Danh gia cac phuwong an

Cac van dé€ trong tam:

- NTD c6 khuynh hudng phan loai cac thudc tinh theo mirc d6 quan trong
+ Thudc tinh néi bt

+ Thudc tinh quan trong



Danh gia cac phuwong an

Cac van dé¢ trong tam:

-NTD xay dung niém tin d6i véi thuong hiéu

Mot nhan hiéu da chiém duogc niém tin cua KH s€ dé duoc ho Iva chon ¢ cac 1an mua sau

/ove

“



Danh gia cac phuwong an

Cac van d¢ trong tam:

- NTD gan cho modi thudc tinh ctia SP 1 do hitu dung khac nhau. Khi quyét dinh mua mot

SP, KH c6 xu huéng mua mot SP ¢ tong gia tri hitu dung cao nhat




Danh gia cac phuwong an

Tinh chat Trong so Nhén hiéu
Airblade Nouvo Shark
Kiéu dang 30% 7 8 9
TK xang 20% 9 6 5
Gia ca 40% 7 8 4
Bao hanh 10% 6 9 7

Tong GT hiru dung 7,4 7,7 6,0



Danh gia cac phuwong an

|_[ Y dinh mua ]—|

A4 Vv

D QWY
ot




Danh gia sau khi mua

Tim kiém sy dén bu truc
tiép te DN

D1 kién dé co su

Cong khai :
i dén bu
% Khiéu nai véi DN,
1 Comots 5 chinh quyén
hanh dong
C6 s khong hai |, Thoi k-hﬂong,mlia nhan
" hiéu do6 ntra
long N Riéng lé
Bao dong cho nguoi
¥ Khong co than, tay chay
hanh dong




Khach hang to chirc

1. Khai niém il

Bao gom tat ca cac ca nhan va to churc
mua sam san phém dich vu st dung vao
viéc san xuat ra nhitng hang hoa hay dich
vu khac, dé ban, cho thué hay cung tng
cho nhitng nguoi khac dé kiém 10i.

- ISt TR R B

Pé san xuat ra chai nudc loc thi
can cac yeu to dau vao la gi?

Nghién ctru hanh vi mua cua DNSX
1a nghién ctru hanh vi mua cac yéu
t6 dau vao nay



Khach hang to chirc

Tinh huong: Sinh vién mua hoa, socola vé ban nhan
dip 1€ tinh nhan c6 coi la nha san xuat hay khong?

R

“il

Truong hop sinh vién mua nguyén
vat liéu dé lam socola ban thi co
duoc cot la Nha SX?

Vay phan biét gitta Nha san xuat va To chirc thu’O’ng mai 1a:
Nha SX: SP A => SP B. Thuong mai:SP A =>SP A



Khach hang to chirc

2. Dac trung

Quy mé cau: Thi truong TLSX ¢ quy
md, danh muc hang ho4, khoi luong tién
té chu chuyén 16n hon rat nhiéu so vdi
thi truong hang tiéu dung.

@ Mang tinh Cﬁu hz‘mg TLSX
9 @ chat thi phat c6 do co gian ve

hay phai sinh gia rat thap
Cau hang TLS

9 bién dOng man
volr mot muc do

lon hon nhiéu so
va1 cau hang TD

Thi truong cac DNSX
c6 tinh chat tap trung
theo vung dia ly va la
thi truong trong diém
cuia nha cung uUng
TLSX




Khach hang to chirc

2. Dac trung
Nguwoi mua co so lwong it nhung khéi lwong
mua ciia mot khach hang thuwong rat Ién

Két cau thi truong

. Vi vdy, mdi quan hé mua ban gitta ngwoi mua

ngwoi ban thuwong rat gan giii, mang tinh truc
tiép, c6 tinh chat twong ho hay hop tac

N

TLSX thwong cé sw tham gia chia nhiéu thanh
vién va viéc mua sam co6 tinh chat chuyén
______________  nghigp
Cac doanh nghiép cung &rng can phai tuyén
. dung doi ngii ban hang dwoc dao tao gioi vé
Nhirng ngwoi mua sim nghiép vu ban lan nghiép vu ky thuat




Khach hang to chirc

E_ Mo hinh hanh vi mua TLSX

Cac tac nhan kich thich Mguwdi mua TLSX FPhan wng dap lai
Marketing Mai trurong Trung tam mua
-Lwa chon nha cung
Qua trinh (rng
2 i - Kinh t& e quyét dinh | - S& lwong dat mua
. g‘?‘_” bl - Céng nghé mua - Bi&u kign va thivi han
Pranong | - Chinhtr giao hang
e tisn ban | - VN hod - Dich vu sau ban
-Auctienban | oo r— - Piéu kign thanh toan
: ( Mhirng anh
huwérng qua lai
gitra cac ca nhan
va ca tlrng ca nhan)




4. Cac dang chinh cua viéc mua sam TLSX

Mua I3p lai khong “‘
c6 su thay doi "

Mua lap Ia[ CO SU
thay doi.

Mua cho nhirng nhu
cau, nhiém vu moi



Khach hang to chirc

5. Nhan to anh hwong R .
MOI TRUONG

> Khi nén kinh té suy thodi, nhu cau dau tw kinh
doanh gidm, ngwdi mua gidm mdrc mua sam cac
loai trang thiét bi, nguyén liéu... nham giam khoi
lwong sé&n pham ton kho do cau vé céac loai hang
hoa giam.

‘ Giai phap




5. Nhan to anh huéng

Khach hang to chirc

PAC PIEM CUA TO CHUC MUA TLSX

—Ngwoi lam Marketing phai luu y

> Sw nang cap vé dia vi va td chirc bd phan cung
wng vat tw trong doanh nghiép.

> Viéc mua sam, giao dich, ky két hop dong mang
tinh chat tap trung hon.

> Ty |& cac hop dong mua dai han gia tang.

> Ap dung gia tang cac chinh sach khen thuwong
va xu ly phat doéi v&i cac hoat dbng mua.



Khach hang to chirc

5. Nhan to anh huéng 3 i i o A
NHUNG YEU TO QUAN HE CA NHAN

> Viéc mua sdm TLSX dwoc thuc hién bédi nhivng
thanh vién c6 cuwong vi, quyén han va nang lwc
khac nhau.




Khach hang to chirc

5. Nhan t6 anh hwong X L S
NHUNG YEU TO THUQC VE CA NHAN

» M6i ca nhan tham gia vao qua trinh mua déu
mang theo nhirng ddng co, nhan thic va so
thich riéng phu thudc vao tudi tac, mic thu
nhap, trinh d& hoc van, cwong vi cdng tac va
kiéu nhan cach




Khach hang to chirc

6. Nhirng nguoi tham gia




Khach hang to chirc

Khai thac thi truong nao kho hon:
Nguo1 ti€u dung cudi cung hay thi truong DNS

Khai thac thi truong DNSX khoé hay dé tiy thudc vao su thong hiéu thi .
truong cua nha kinh doanh! Thong qua viéc hiéu rd dic trung, nhitng nhan

t6 anh hudng, va nhitng nguoi tham gia vao qua trinh quyét dinh mua s&

gitip nha kinh doanh c6 chién lugc tiép can va khai thac hiéu qua thi

truong DNSX./.




Khéch hang to chirc

7. Quy trinh mua sam
ok Mo ta khai Xac dinh
Y thurc van , :
qa amd quatnhu gad quy cach
a san pham

Lua chon
ad nguoil cung

Tim kiém .~ A
Y Eu cau
chao hang

NEUO1 CUNE  gumd
ung

Lam thu DPanh gia
tuc dat ket qua
hang thuc hién




B Thank You!






