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HANH VI KHACH HANG

Khoa Quadn tri Kinh Doanh - Pai hoc Kinh té
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HANH VI KHACH HANG TIEU DUNG
* Giodi thi€u moé hanh hanh vi tiéu dung

" Xac dinh cac bién s0 vin héa, xa hoi, ca nhan va
tam ly tac dong nhu thé nao dén hanh vi nguoi
tiéu dung.

= Mo ta ti€n trinh ra quyét dinh mua hang.
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HANH VI KHACH HANG TO cHUC

Tim hleu ban chat cUa thi trudng td chirc va phan biét
né vOi thi truong tiéu dung.

Nghien cttu hanh vi mua hang cUa cac t6 chirc dinh ché
va chinh phu.

Xac dinh cac tinh huéng mua hang ctia khach hang t6
churc.

Xac dinh nhirng thanh phan tham gia vao ti€n trinh mua
cUa khach hang td chirc ciing nhu cac yéu td tac dong
dén ti€n trinh mua.

H‘lell khach hang t6 chtrc ra quyét dinh mua nhu thé
nao.
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S E——
HANBVITKHACH HANGHHEUDUNG

* Pham vi nghién cttu cUa hanh vi
khach hang:

“nghién cttu cdch thtrc cd nhdn, nhém
hodc t6 chirc Itra chon, mua str dung
va loai bO hang héa, dich vu, y tuéng
hoac kinh nghiém nham théa mdn
nhu cdu va mong muén cua ho.”
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Khachhangitietdimgimua nhuithe

NAONVANAISAO

Marketing va nhng HOp den cUa
kich thich khac khach hang

Marketing ~ Khac Cac dac
Sadn phdm Kinh té | Tién
Gia Cong | di€m cUa
nghé trinh
Phan phOi  Chinh tri khach mua
CO6 dOng hang hang
Van hoa
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Khachhangitietdimgimua nhuithe

NAONVANAISAO

= Tac dOng mOt cach sau sac
va rong rai dén hanh vi tiéu
dung

Cac nhan t0 anh
hudng

= CAc gia tri van hoa cot 16i

* Van héa dac thu

" Van hoa .
* Tang 16p xi hoi

" Xd hoi
" Ca nhdn

" Tamly
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Khachhangitietdimgimua nhuithe

NAONVANAISAO

" Cac nhém tham khao

— Nhom thanh vién
® Nhém so cap vs. nhém thtt

Cac nhan t0 anh hudng

- (o ’ Cap
Van hoa — Nhoém nguong mo vs. nhém
~ 7 A bai trur
[ |
Xa hor *  Gia dinh
" Cdad nhan " Vai tro va vi tri xa hoQi
" Tamly
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Khachhangitietdimgimua nhuithe

NAONVANAISAO

, A 2 2 = Tudi
Cac nhan t0 anh hudng o .
* Giai doan trong chu ky

sOng
" Van hoa * nghé nghiép
" Xd hoi * Hoan canh kinh té
" Cd nhdn " LOisbng
= Tam Iy " Catinh

* su tu khai niém
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Khachhangitietdimgimua nhuithe

NAONVANAISAO

Cac nhan t6 &nh huéng| * POng co
* Nhan thuc
" Vian ho 2. . 4z
vanfoa * Hoc héi, ghi nhé
" Xd héi .
' “ N1iem tin
" Ca nhan o
" Thai do
" Tam ly
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nen tanhguyetdinhmua

= Ngoai vi€c tim hi€u nhitng nhan t0 tac ddong
dén nguoi tiéu dung, cac nha lam marketing
ciing phai xac dinh va hi€u mot sé van dé
khac:
— Ai ra quyét dinh mua hang
— Cdc loai quyét dinh mua
— Cdc giai doan trong tién trinh mua
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nien thnhralguyetdinhimua

" Nguoi khéi xudng
* Ngudi anh hudng
= Nguoi quyét dinh

* Nguoimua

* Nguoisu dung

TiM HIEU

" Cadc vai tro mua hang
" Cadc loai hanh vi mua

= Tién trinh mua hang
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nien thnhralguyetdinhimua

TIM HI EU * Hanh vi mua phtrc tap

" Hanh vi mua nham giam
su hoi tiéc

" Cac vai tro mua hang * Hanh vi mua theo théi

r ° b ® quen
|
Cac loat hanh vi mua * Hanh vi mua tim kiém su

= Tién trinh mua hang da dang
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nien thnhralguyetdinhimua

= Nhan thUc nhu cau

TiM HIEU

* Tim ki€m théng tin

“ Panh gia cac lua chon
" Cac vai tro mua hang * Quyet dinh mua

. R . * Hanh vi sau khi mua
" Cac loai hanh vi mua

* Tién trinh mua hdng
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BUree iENhanthircinhuican

= Nhan thttc nhu c@u: y thic ton tai su khac biét gilta trang thai thuc té va
uGc mudn ve vat chat & tinh than;

= Co th€ don gidn hay phtc tap;
= Xuat hi€n b@i cac tac nhan bén trong va bén ngoai.

= Marketing tao ra cac tac nhan dé théa man nhu cau v6i sdn pham &i dich
vU cUa cong ty.

Nhan vién Tiét kiém
doi bung thOi gian
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BUGC 2: lim kiemithong tin

Pham vi tim kiém théng tin phu thu@c vao:
e Cam nhan rui ro (vé két qua, tai chinh, xa
héi, tam ly, thoi gian)
e Kién thuc
e Kinh nghiém
e Muc d0 1oi ich clla sdn phadm va dich vu
e MUc dO quan tam
Nguén théng tin:
e Bén trong: hoitudng, tri nhé, kinh nghiém qua khu.

e Bén ngoai: ngudn thong tin marketing ( tap chi,
quang cdo) va khong phai marketing ( gia dinh , ban
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BUeci3abanhigiaicaciuachon

0 Tiéu chudn lua chon:
® Cac dac diém ma ngudi tiéu dung s dung dé
danh gia phuong an.
0 Kétqua:
= sap x€p cac phuong an theo thr tu
Uu tién va chon phuong an thich hgp
0 Chuy:
= con ngUOi mubn don gidn hda qua trinh ra
quy€t dinh, nang cao su' thda man
= gidi han: tinh san sang cla thong tin, nhan hiéu,
thu nhap,...
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Y4

BuecA=@uyetdinhimuaisshanhviimua

Mua hay khong mua?
Yéu cau:
— nang lu'c mua
— murc dO san sdang
mua

— quy€n mua sam

_———————————
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BUGc S =Hanhwvissau khimua

* ThOa man:

- Khach hang thOa mdn khi cd@m nh@n vé gla trl thuc té ' khi tiéu dung
san pham Ion hon su ky vong vé gid tri ma san ph@m dem lai cho ho
trur0c khi mua.

" Gia tri thuc t&é cdm nhan duac:

- Gia trl ma khach hang cam nhan duoc hinh thanh ttr nhiimg 10i ich
md s@n ph@m mang lai so vi chi phi bo ra.

“ Su ky vong:
- Hinh thanh tur nhung hleu blet cUa khdch hang cting vOi nhng kich
thich ttr méi trirdng bao gém ca cdc kich thich marketing cta céng ty.

- Cong ty c@n quyét dinh mirc ky vong vé gid tri san ph@m khi truyén
thong.
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BUGc S =Hanhwvirssau khimua

“ Hanh vi sau khi mua:
— SuthOa mdn sau khi mua tdc déng dén hanh vi tuong lai cta
khach hang
¢ Hanh vi mua
* Truy€n mi€ng
= Nguoilam marketing phai chii trong dén viéc tac
dOng va diéu khién hanh vi sau khi mua ctia khach
hang
— Hanh vi sau khi mua giup lam giam tam ly héi tiéc cta khdch
hang, giam tf 1€ than phién va huy bo don dat hang.
— Thuyét phuc khdch hang vé viéc khdm phd nhiing céng dung

%
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HANHVIKAACGHIHANG 1O CHUG

* Hanh vi mua cUa khdch hang t6
churc:

“la tién trinh ra quyét dinh theo dé cdc
té chirc xdc dinh nhu cdu déi véi san
phd@m va dich vu sé mua, xdc dinh,
ddnh gid va ltra chon trong s6 cdc
nhdn hi€u va nha cung Ung khdc
nhau.”
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HanhWilkhachihana tochire

* So sanh v@i thi trudng tiéu dung, thi trudng t6
chuc...
— Co it khach hang hon
— Nguwoi mua voi qui moé 10n
— Nguoi mua tap trung vé mat dia ly

— C6 mOi quan hé mat thiét véi cdc nha cung Ung va
khach hang
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HanhWilkhachihana tochire

Cac dac diém khac cQa thi trudng t6 chirc

* Nhu cau bi€n dOng * Nhi€u yéu t0 tac dOng

* Nhu cau phai sinh den viec mua hang

* Mua hang truc ti€p
= Su tuong tac

* Nhu cau khong co din

* Mua hang chuyén nghiép
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HanhWilkhachihana tochire

" Viéc dat hang lai theo
thoi quen

Cac tinh hudng mua
hang

* It dau tu vé mat thoi
gian va sU quan tam khi

" Mua lap lai mua hang

" Mua thay do6i * Vi du: mua gidy

" Mua méi photocopy
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HanhWilkhachihana tochire

" Cosu thay doi vé cac yéu
cau vé chat lu‘0‘ng, tinh
nang, gia hoac cac diéu
khoan vé giao hang

= Khach hang dau tu thoi
gian va sU quan tam
tuong doi

Cac tinh hudng mua
hang

" Mua lap lai
* Mua thay d6i

" Vidu: mua may tinh ca

" Mua moOi e
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HanhWilkhachihana tochire

* Khi khach hang lan dau
tién mua san pham

“ Khach hang dau tir nhiéu
thoi gian va su quan tam
khi mua hang va co rat
nhi€u y€u t0 tac dOng

Cac tinh hudng mua
hang

" Mua lap lai
" Mua thay dOi " vidu: lta chon mét cong

ty thlet ké trang web hoac
twrvan

" Mua mOi
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Cacvartroimuarhang

Céc thanh vién clla b phdn mua hang cla té churc c6
thé dong mot hoac moOt vai vai tro trong ti€n trinh ra

quyét dinh mua hang
* Nguoi khoi = Nguoi quyét dinh
xuong * Nguoi Ung ho

* Nguoisu dung
* Nguoi anh hudng

* Nguoi mua

"Ngudi gac cong - bao vé
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Cacinhan tojtacidongldenkhach

heng tolGchirc

" MuUc cau

Cac tac nhan coban | - &n vong kinh &

* Ti sudt hoi doai

" T&c d thay doi cong
nghe

* Chinh tri/phap luat

* Cacvan dé veé canh tranh

= Moi truong
" Té chirc
" Quan hé cd nhdn

* Cac van dé trach nhiém

" Cd nhan xa hoi
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Cacinhan tojtacidongldenkhach

Heng tolGhirc

" Muc tieu

“ Chinh sach

® Qui trinh

= CO cau té chuc

Cac tac nhan co ban

" Moi trurong
" Té chirc - Hé théng
" Quan hé cd nhdn

" Ca nhan
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Cacinhan tojtacidongldenkhach

heng tolGchirc

Cac tic nhan coban | * MOi quan tam

* Tha&m quyén
" Moi truong « Bia vi

" T6 chil A
O chure " sUu thong cam

Quan hé ca nhan = Suic thuy@t phuc

" Ca nhan
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Cacinhan tojtacidongldenkhach

heng tolGchirc

Cac tac nhan cobdn | = Tudi
" Thu nhap
" Mﬁi U‘U’(‘J‘ng = HOC Va,n

" VI tri cOng tac
* Nhan cach
= Thai d0 do6i v&i rui ro

" Van hoa

" Té chirc
" Quan hé cd nhdn

" Ca nhan
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entranh muathang

Tam giai doan cUa ti€n trinh mua cla
khach hang td chirc

* Nhan biét van dé * Yéu cau chao hang

" Phathoa téng quat nhu * Lua chon nha cung cap
cau = Lam thu tuc dat hang

" Xac dinh qui cach sén *  Danh gis két qua thuc hién
pham

* Tim ki€m nha cung cap
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