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Loi Cam On

Pé hoan thanh tot Khda luan tot nghiép ngoai sy n6 v clia ban than thi sy gitp
d@ tr phia nha truong, quy thay cd va doanh nghiép la mot trong nhi*tng diéu kién cot
16 d€ gitp t6i co thé hoan thanh mot cach t6t nhat. Véi tinh cdm chan thanh va siu sic
nhat, cho t6i dwoc phép bay to 1ong biét on dén véi tat cA cac quy thay cd va doanh
nghiép datao diéu kién gilp do tdi trong qua trinh thwc tap va nghién clru dé tai.

Trudc tién, cho tdi giri 161 cdm on chan thanh nhat dén Ban giam hiéu nha truong,
quy thay cd truong Pai hoc Kinh t€ Hué da quan tam, hét long giang day va gitp d@ toi
trong qué trinh hoc tap cling nhw nghién ctru. DAc biét, toi xin giri 107 cam on siu sic nhit
dén cd gido TS. HO Thi Hwong Lan, nguoi da truc tiép chi day va hudng dan, ludn do %
vién nhac nhd vacho ti nhitng gop Y trong sudt qua trinh lam bai. P*

Toi xin gii 167 cAm on dén Ban 1anh dao, cac anh chi nhan vién trong cong /
TNHH MTV Néng san hiru co Qué Lam da tao moi diéu kién tét nhat tir viéc cung cap
céc tai liéu, thong tin cdng ty cling nhu da rat nhiét tinh gilp d6 dé toi co thé hoan
thanh t6t nhat bai khéa luan ciia minh. Téi cling xin cdm on gia dinh vaban be daluén
tin twéng, luén bén canh dong bén va nhac nhd téi.

Cubi cling, t6i xin kinh chic toan thé quy thay, cd cla truong Pai hoc Kinh té
Hué cuing cac anh chi trong cong ty TNHH MTV Nong san hitu co Qué Lam mot sic
khoée doi dao va dat dwgc nhiéu thanh cong trong cong tac giang day ciing nhv kinh
doanh ciia minh.

T6i xin chan thanh cdm on!

TP. Hué, thang 1 nam 2021
Sinh vién thyc hién &
Lé Thi Phuoc
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PHAN I: DAT VAN BE

1. Ly do chon dé tai

Bén canh sy phét trién clia kinh t€, van hoa, xa hdi thi con nguoi dang phai doi
mat v&i nhiéu nguy co tir méi tredng nhu sy xuat hién clia cac dich bénh (dich Covid,
dich ta lon Chau Phi,...), thwc phdm bén, doc hai de doa dén sic khoe moi ngudi.
Ngay cang c6 nhiéu hon cac vu ngd doc thwc phdm, nhiéu nguoi méac phai cac cén
bénh vé tim mach, ung thu,... Theo thong ké clia Tong cuc thdng ké, trong 11 thang
clia nam 2020 c6 dén 90 vu ngd doc thirc phdm, lam cho 2254 nguoi bi ngd doc va 22
nguoi tr vong, tadng hon so véi cung ki ndm tredc (nam 2019: ¢6 63 vu ngd doc, 1723
ngudi bi ngd doc va 9 ngudi tr vong)®. Bing tredc nhitng méi de doa dé, nguoi tiéu
dung cin trong hon trong viéc Iva chon céc thic phdm an toan nham bao vé va nang
cao strc khde cta ban than va gia dinh.

Xu huéng tiéu dung thirc phdm hitu co, thuc phdm sach, an toan dang la sv lya
chon hang dau cla nguoi tiéu dung Viét Nam hién nay. Theo bao cao xu hwéng tiéu
diing thic pham hiru co ctia AC Nielsen cho thay 86% nguoi tiéu dung Viét Nam wu
tién san pham organic cho nhitng bita &n hang ngay bai tinh an toan, giau dinh duéng
va huong vi thom ngon. Theo bdo cdo cta Cong ty co phan Bao cao danh gia Viét
Nam (Vietnam Report) cho rang xu thé chinh clia nganh thyc phdm — dd udng trong
nhitng nam t&i la sy bung nd clia cac san pham c6 ngudn goc tw nhién, than thién voi
moi truong. Khao sét trong thang 9/2019 clia Vietnam Report cling cho thdy 46% cac
chuyén gia déu nhan dinh rang san phdm c6 ngudn géc hitu co, thién nhién sé [a nhirng
xu hwéng chinh ctia cac dong san pham trén thi tredng trong thdi gian t6i?.

Thyc té tai Thira Thién Hué, c6 nhiéu doanh nghiép tham gia cung tng thuc
pham hitu co. Cé nhiéu clra hang, siéu thi chuyén dong thirc pham hitu co, thuc pham
an toan: Clra hang TPHC Hué Viét, clra hang thuwc phdm an toan Mai Organic, clra

hang Nong dan Hugé, clra hang thic pham an toan Su Su Xanh,... Ngoai ra, mat hang

1 T6ng cuc théng ké
% Vietnambiz'



nay con dugc ban & Big C, Coopmart, Vinmart,... Diéu nay dong nghia voi viéc nguoi
tiéu duing cd nhiéu lva chon hon. Vi vay, viéc lam sao dé tao s tin twdng, an tam cho
nguwdi tiéu dung khi di mua sém tai doanh nghiép minh la diéu ma tit ca doanh nghiép
déu huwéng dén, trong d6 c6 Céng ty TNHH MTV Qué Lam.

Gitra rat nhiéu nha cung cép, tai sao khach hang lai Iva chon thuc phdm hitu co
tai cong ty TNHH MTV Nong san hiru co Qué Lam Hué? DEé tra 1oi cho cau hoi nay,
ching ta can tién hanh nghién clru cac yéu t6 anh hudng dén hanh vi lya chon thuc
pham hitu co ctia khach hang. Cau tra 16i nay & gép phan nao do gitp cong ty hiéu ré
hon vé cac yéu to anh hudng dén viéc mua thwc pham hiru co ctia nguoi tiéu dung, tir
d6 co thé xay dung nhitng chinh sach huédng dén khach hang mot céch hiéu qua.

T nhitng ly do trén, tdi chon dé tai “Céc yéu té anh huédng dén hanh vi lva chon
thwc pham hitu co clia khéch hang TP Hué tai cong ty TNHH MTV Néng san hiru co
Qué Lam”.

2. Muc tiéu nghién clru

- Muc tiéu chung:

+ Xéac dinh duoc cac yéu to anh hudng dén hanh vi lwa chon thyc pham hitu co
va danh gia mic do anh hwdng clia cac yéu to do dé tir do dé xudt mot so gidi phép
nham ddy manh tiéu thu thic phdm hitu co cho cdng ty TNHH MTV Néng san hitu co
Qué Lam.

- Muc tiéu cu thé:

+ Hé thdng hda ly luan va thuc tién lién quan dén thuc phdm hitu co va quyét
dinh mua clia khach hang déi véi TPHC.

+ Phan tich cac yéu t6 anh hwdng dén hanh vi lwva chon clia khach hang TP Hué
d6i véi TPHC tai congty TNHH MTV Noéng san hitu co Qué Lam.

+ D& xudt mdt 5 gidi phap nham nham ddy manh tiéu thu TPHC tai cong ty
TNHH MTV N6ng san hitu co Qué Lam.

3. Cau héi nghién ctru

- Hanh vi clia khach hang TP Hué doi véi viéc lva chon TPHC clia cong ty

TNHH MTV N6ng san hi*tu co Qué Lam chiu anh hwéng béi nhirng nhan t6 nao?



4. Bdi twgng va pham vi nghién ctru

- B46i tvgng nghién clru

+ Doi twong nghién clru:

Céc yéu to anh hudng dén hanh vi Iya chon thirc pham hitu co tai cong ty TNHH
MTV Noéng san hiru co Qué Lam

+ Doi twong khao sét:

Nhirng nguoi da va dang mua thuc phdm hiru co tai cong ty TNHH MTV Nong
san hitu co Qué Lam.

- Pham vi nghién ciru

+ Pham vi thoi gian: Dé tai nghién clru duoc thie hién trong thoi gian thuc tap tir
12/10/2020 dén 17/01/2021

+ Pham vi khéng gian: Nghién clru duoc tién hanh tai cong ty TNHH MTV Nong
san hiru co Qué Lam. Biachi: 101 Phan Binh Phung, phuong Vinh Ninh, thanh pho Hué.

5. Phrong phép nghién ctru

5.1. Phuong phap thu thap dir liéu

v Phuong phép thu thap dir liéu thi cap:

DU liéu thir cdp dwoc thu thap théng qua cac ngudn bén ngoai nhu sach, bao, tap
chi, website Tap doan Qué Lam, website Cong ty TNHH MTV No6ng san hi*tu co Qué
Lam Hué, cac bai khoéa luan co lién quan,...

Nguon bén trong la cac tai liéu do cong ty cung cap nhu tinh hinh nhan sy, két
qua hoat déng kinh doanh ctia céng ty, chirc nang nhiém vu cac phong ban, ...

v Phuong phéap thu thap dir liéu so cap:

Sir dung phuong phéap diéu tra phdng van bang héi tric ti€p va duoc s dung dé
tién hanh céc kiém dinh can thiét

Nghién clru nay tién hanh qua 2 giai doan:

(1) Nghién ctru dinh tinh nhdam hoan thién bang hoi chinh thirc

(2) Nghién citu dinh lvong nham thu thap théng tin, phan tich di¥ liéu phuc vu

cho nghién ctru



5.2. Nghién ctru dinh tinh

Phdéng van chuyén gia: S dung d6i véi cac nhan vién ban hang cé kinh nghiém
tai cong ty nham xac dinh céc yéu t6 anh hwdng dén hanh vi lva chon cliakhéach hang.

Quan sét tai cong ty dé ndm bat hanh vi, thai d6 khi mua hang clia khéach hang.
Dong thoi tién hanh phdng van sau 10 khach hang da va dang mua thic pham tai cong
ty bang nhitng cau hoi ma vé quyét dinh lva chon thic phdm hitu co tai day dwa trén
mo hinh, thang do clia cac nghién ciru lién quan tredc day. T do, tong hop, b sung va
diéu chinh cac nhan t6 trong bang hoi cho phu hop.

5.3. Nghién ctru dinh luvgng

Tién hanh khao sat bang bang héi vathu thap, xi |y s liéu.

< Phuong phap chon mau va quy moé mau

v Phuong phap chon méau

Chon mau bang phuong phap chon mau thuan tién, tirc 1a chon mau dva trén si
thuan tién hay tinh dé tiép can ctia déi twong diéu tra, & nhitng noi ma nguoi diéu tra
c6 khd nang gap duoc doi twong. DE tai sr dung phuong phap phéng van truc ti€p
nhitng khach hang da va dang mua sam tai cong ty trong thoi gian thuc tap tir
12/10/2020 — 17/1/2021. Cudc diéu tra dién ra trong vong 15 ngay, bao gdm ca ngay
thuong vatht 7, chdi nhat nham dam bao s phan bd ciia mau.

v'"Quy md mau

Theo Hoang Trong va Chu Nguyén Mong Ngoc (2018), d6i véi phan tich nhan
nhan t6 kham pha EFA, s0 quan sét (c& mau) it nhat phai bang 4 hay 5 1an s bién. Vi
vay, v6i 25 bién quan sét trong bang hoi diéu trathi c& mau t6i thi€u can dat |& 25*5 =
125. Tuy nhién, dé trénh sai st trong qua trinh diéu tra, dé tai da phét ra 150 bang hoi
vathu vé 136 bang hoi hop I€.

% Phuong phap phan tich va xt ly s liéu

Sau khi tong hop dir liéu da thu thap, sang loc vatién hanh phéan tich thong qua
phan mém SPSS dé x ly, phan tich két qua nghién cru thu duoc tir bang hdi.

v Théng ké mo ta

Sl dung céc bang tan suat va cac biéu do dé danh gia nhitng déac diém co ban clia

mau diéu tra. Phan tich théng ké mo ta dic diém mau nghién clru vé céc yéu t6 co ban
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clia nhan khau hoc nhw d6 tudi, gi¢i tinh, thu nhap hay nghé nghiép,... Thong qua do,
co thé nhin thdy tng quan, sinh dong vé mau diéu tra.

v Kiém dinh Cronback’s Alpha

Kiém dinh do tin cdy cta thang do bang kiém dinh Cronbach’s Alpha d6i voi
tirng bién quan sé& trong tirng nhan td. Cac nhan td sau khi tién hanh kiém dinh néu cé
hé sb Cronbach’s Alpha, ta st tién hanh d6i chiéu bang sau:

0.8 <= Cronbach’Alpha <= 1: Thang do lvong tot

0.7 <= Cronbach’Alpha < 0.8: Thang do c6 thé diing duoc

0.6 <= Cronbach’Alpha < 0.7: C6 thé dung duwoc trong truong hop khéi niém dang
nghién cru laméi hodc lamai déi voi nhitng nguoi trd 161 trong bdi canh nghién clru.

Dadi vbi nghién clru nay thi bién c6 Cronback’s Alpha I6n hon 0.6 thi dwgc xem
dang tin cay va duoc gilr lai.

Hé s tvong quan bién tdng phai Ién hon 0.3; nhd hon 0.3 duoc coi labién rac va
loai khoi thang do.

v Phan tich nhan t6 kham pha EFA

Tién hanh phrong phap phéan tich nhan t6 kham pha EFA dé xac dinh cac thanh
phan anh hudng dén hanh vi lra chon thic phdm hitu co tai cong ty TNHH MTV Nong
san Qué Lam.

Pay la k¥ thuat nham thu nhé va tém tét dir liéu. Phuong phép ndy co ich trong
viéc xéac dinh nhirng tap hop bién can thiét cho van dé nghién clru va sir dung dé tim
moi lién hé gilra cic bién. DE tién hanh phan tich nhan t6 kham pha EFA thi di liéu
thu thap phai dap (ng cac diéu kién vé kiém dinh KMO vakiém dinh Bartlett’s Test.

Diéu kién dé phan tich nhan t6:

+ KMO >= 0.5 vakiém dinh Bartlett c6 y nghia thong ké (Sig < 0.05)

+ Tong phuong sai trich >= 50%

+ Factor Loading I&n nhét cla Item phadi >= 0.5

+ Eigenvalues>=1

+ Chénh léch gilra Factor Loading I¢n nhat va Factor Loading bat ky phai >= 0.3



v Phan tich hoéi quy

Phan tich tvong quan: Kiém dinh méi tvong quan tuyén tinh gitra cic bién trong
md hinh.

Sau khi thang do clia cac yéu t6 méi duoc kiém dinh, bwéc ti€p theo la chay hoi
quy tuyén tinh va kiém dinh véi mic y nghia 0.05. Phan tich hoi quy tuyén tinh boi
duoc s dung dé md hinh hda moi quan hé nhan qua gitra cac bién, trong do c6 mot bién
phu thudc va céc bién kia la cac bién doc lap. Trong nghién ctru nay, phan tich hoi quy
tuyén tinh bdi nham xac dinh méi quan hé gitra cac yéu t6 (bién doc 1ap) dén hanh vi lva
chon thirc pham hitu co tai congty TNHH MTV Noéng san hitu co Qué Lam.

v Kiém dinh gia tri trung binh tong thé One Sample T - test

Phurong phap ki€ém dinh nay duoc st dung dé kiém dinh gia thiét vé giatri trung
binh clia m6t tong thé.

Kiém dinh gia thiét:

Ho: Banh gia ctia khach hang doi véi tirng nhan té “pu=3" (v6i 3 la mic danh gia
trung lap trong thang diém Likert 5 mic do, trong doé: 1- Hoan toan khoéng dong y; 5 —
Hoan toan dong y)

H,: Banh gia clia khach hang d6i v6i tirng nhan to “p#3”

Vi mircy nghia o = 0.05

NEu Sig < 0.05: Bac bo gia thiét H,, chap nhan gia thiét H,

Sig > 0.05: Chdp nhan gia thiét H,

6. Két cau dé tai

Phan 1: bat van dé

Phan 2: Noi dung va két qua nghién ctru

Chuong 1: M6t S5 van dé ly luan vathuce tién vé hanh vi lya chon thuc phdm hitu co

Chuong 2: Danh gia cac yéu to anh hudng dén hanh vi lya chon thwc pham hiru
co tai congty TNHH MTV Noéng san hitu co Qué Lam

Chuong 3: Mot s6 dinh heéng gidi phdp nham ddy manh tiéu thu TPHC tai cong
ty TNHH MTV Nong san hitu co Qué Lam

Phan 3: Két luan va kién nghi



PHAN I1: NOI DUNG VA KET QUA NGHIEN CUU
CHUONG 1: MOT SO VAN PE LY LUAN VA THUC TIEN VE HANH
VI LUA CHON THUC PHAM HOU CO

1.1. Co s¢ ly luan vé hanh vi lya chon thwe pham hitu co

1.1.1. Ly thuyét vé hanh vi nguoi tiéu dung

1.1.1.1. Khai niém vé hanh vi nguoi tiéu dung

Nguoi tiéu dong 1a ngudi mua sim va tiéu ding san phdm nham thda man nhu
cau va wéc mubn ca nhan. Nguoi tiéu dung cé thé la mot ca nhan, mot hd gia dinh
hoac mét nhom nguoi.

Hanh vi nguoi tiéu dung cé y nghia quan trong trong viéc quyét dinh mua hang
hay tlr ch6i sin pham ctia doanh nghiép. Dudi day la mot so khé niém vé hanh vi
nguai tiéu dung:

Hanh vi nguoi tiéu ding 1a nhitng hanh ddng clia con ngudi trong viéc mua sim
va st dung san pham, dich vu bao gdm céc qué trinh tam |y va xa héi trudc, trong va
sau khi mua. Ly thuyét vé hanh vi nguoi tiéu ding nghién clru ca nhan va nhom lva
chon, mua, s dung, virt bd san pham, nhitng y kién va kinh nghiém ctia khéch hang
nham thdéa man nhu ciu va wéc muén ctia ho t6t hon. (Nguyén Thi Minh Hoa va cong
sy, 2015)

Theo hiép hoi marketing Hoa Ky, hanh vi nguoi tiéu dung (khach hang) chinh la
sy tac dong qualai gilta cac yéu to kich thich ctia méi trvdng véi nhan thirc va hanh vi
clia con nguwoi maqua sy tvong tac dé con nguoi thay déi cudc song clia ho.

Hay n6i cach khéac, hanh vi tiéu dung bao gom nhirng suy nghi va cdm nhan ma
con ngudi c6 dugc va nhitng hanh déng ma ho thwc hién trong qué trinh tiéu
dung.Nhirng yéu t6 nhu y kién tir nhitng nguoi tiéu dung khac, quang céo, théng tin vé
gia ca, bao bi, bé ngoai san pham,..déu co thé tac dong dén cam nhan, suy nght va

hanh vi cia khach hang®

3 VietnambizZ?



Philip Kotler (2007): “Hanh vi nguoi tiéu dung (hay con goi la khach hang) |a
nhirng hanh vi cu thé clia mdt ca nhan khi thirc hién cac quyét dinh mua sam, sir dung
vavirt bd sin pham hay dich vu”.

Tom lai, o thé hiéu rang: Hanh vi clia nguoi tiéu dung |a cach thirc ma nguoi
tiéu dung thuc hién dé dwa ra cac quyét dinh sl dung tai san clia minh (tién bac, thoi
gian,..) lién quan dén viéc mua sam va st dung hang hda, dich vu nham théa man nhu
cau canhan.

1.1.1.2. M6 hinh hanh vi mua ctia nguoi tiéu dung

Yéu to tam Nhirng quyét
lyctaNTD | | Quatrinh dinh (phan
P Pong co 5| quyétdinh b tng) cuaNTD
Cactacnhan | Cactacnhan o mua Lachon san
: . Nhan thirc e P
marketing khac Nhan biét pham
San pham Kinh té | || Hoctap nhu cau Lwa chon
Giaca Cong nghé Ky e tTh|[n kitém thuong hiéu
ong tin .
Phan phdi Chinh tri S Lira.chon nha
béanh gia cung cap
XUc tién Van hoa e did :
D7ac diém phuong an Quyét dinh
ciaNTD Quyét dinh thoi diém mua
» Van hoa | | mua Quyét dinh
Xahoi Hanh vi sau lvong mua
khi .
Canhan ' mua Phuong phap
thanh toan

Hinh 1.1: M6 hinh hanh vi mua cla nguoi tiéu dung
(Ngubn: Nguyén Thi Minh Hoa va cong si, 2015)
Hanh vi mua clia nguoi tiéu dung s khai diém tir cac yéu té kich thich, tac dong
dén nhu cau clia nguoi tiéu dung. Céc yéu td kich thich co thé xuét phét tir chinh sach
marketing ctia doanh nghiép (san pham, gia ca, phan phéi, xdc tién) hay moi truong

(kinh té, cdng nghé, chinh tri, van héa) hodc chinh tlr ndi tai ban than nguoi tiéu dung



(tdm ly clia nguoi tiéu dung: déng co, nhan thirc, hoc tap, ky (rc va dac diém nguoi tiéu
dung: van hoa, xa hdi, canhan).

Khi nguoi tiéu dang nhan thirc dwgc nhu cau do nhitng kich thich tac dong,
nguoi tiéu dung 8 trai qua mot qua trinh x ly théng tin phirc tap (nhan thirc van de,
tim kiém thong tin, danh gia phwong an, quyét dinh mua, hanh vi sau khi mua) dé tu
dé dua ra cac phan (rng dap tra nhét dinh (Ilva chon san pham, thuong hiéu, nha cung
cap, quyét dinh thoi diém mua, lvong mua, phrong phéap thanh toan). Viéc nghién clru
md hinh hanh vi clia ngudi tiéu dung s gidp cac doanh nghiép ndm bat dugc nhu cau,
tam ly, s& thich clia khach hang dé cé thé dua ra cac chién lvgc kinh doanh canh tranh
phu hgp voi tirtng nhom khach hang khéc nhau.

1.1.1.3. Quatrinh quyét dinh mua clla nguoi tiéu dung

Pé di dén mot hanh déng mua sim thuc sy (chon san pham, thuvong hiéu ndo,

mua & dau va khi nao) thi ngwdi mua thuong trai qgua mot quatrinh gém 5 giai doan:

e L : i3 . Hanh vi
Nhén biét Timkiém E)a(r;gcgla Quyeét ankhi
nhucau [ théngtin |7 . ™ dinhmua [
phuong an mua

Hinh 1.2: Quatrinh quyét dinh mua
(Ngubn: Nguyén Thi Minh Hoa va cong si, 2015)

- Nhan biét nhu cau:

Pay la giai doan khéi dau clia qua trinh quyét dinh mua khi ma nguoi tiéu dung
nhan ra nhu cau vé san pham, dich vu duoc khoi goi bdi cac nhan t6 kich thich bén
trong hodc bén ngoai. Thuc té, ngudi lam marketing thwong sr dung quang céo, ban
hang c& nhan va céc hoat dong truyén thong khac dé tao ra mong mudn clia nguoi tiéu
diing vé san pham, dich vu cu thé ctia doanh nghiép.

- Tim kiém théng tin:

Mtc d6 tim kiém thong tin phu thuéc vao nhu cau va hoan cAnh mua. Néu sy
thoi thiic cua nguoi tiéu ding manh, nhu cau cap bach va co san pham pht hop thi ho
s& mua ngay. Nguwoc lai, néu viéc mua quan trong va chua cé san pham thich hop thi
ho s& rét nd lwc trong viéc tim kiém thong tin.



Tim kiém thoéng tin bao gém 2 hoat dong chinh: Tim kiém théng tin bén trong
(kinh nghiém trwéc day: khao sét truc tiép, dung thir hay qua tiéu dung,...) va tim
ki€m thong tin bén ngoai (ngudn thong tin ca nhan: gia dinh, ban bé, ngudi quen,...;
nguon thong tin thuong mai: quang cdo, nguoi ban hang, hdi cho, trién [am, bao hi,
thuong hiéu; ngudn thong tin dai ching: cac phuong tién truyén thong, du luan). Néu
viéc tim kiém thong tin bén trong c6 thé cung cép du thdng tin can thiét thi nguoi tiéu
dung sE ra quyét dinh mua. Nguoc lai, nguoi tiéu dung s8 tim kiém thém céc théng tin
bén ngoai.

- Banh gia cac phuong an:

Giai doan tiép theo clia qua trinh quyét dinh mua, nguoi tiéu dung s& Xt ly cac
thong tin dé danh gia cac thwong hiéu co kha ning thay thé 1an nhau, nham tim kiém
dwoc throng hiéu theo ngudi tiéu dung 1a hdp dan nhét.

Nguoi tiéu dung thuong xem san pham la mot tap hop céc thudc tinh, phan anh
loi ich clia san pham ma nguoi tiéu ding mong doi. Cac thudc tinh clia san pham duoc
ngudi tiéu ding quan tdm nhu dac tinh k§ thuat (thanh phan, mau sic,..), dic tinh s
dung (vé dep, s tré trung,...) va nhitng dac tinh két hop (gia ca, thuong thiéu,...).
Khéach hang s& cha y nhat dén nhitng dac tinh lién quan dén nhu cau clia khach hang.

Nguwoi tiéu ding c6 xu hudng gan cho mdi thudc tinh clia san phdm mot chirc
nang hiru ich — con goi la “dd blru dung” hay “gia tri s dung”. Khi Iwa chon san pham
hay dich vu, nguoi tiéu dung khéng chon “giatri sir dung” riéng 18. Ho 8 chon nhirng
san pham hay thvong hiéu nao dem lai tong gia tri tao sv théa man la t6i da so vai
nhitng chi phi phai bd ra dé mua sim, sl dung san phdm hay thuong hiéu d6. Pay
cling la quy tdc ma nguwdi tiéu ding sir dung dé tim kiém san pham thay thé.

- Quyét dinh mua:

Sau khi danh gia cac phuong an, nguoi tiéu dung cd mét “bd nhén hiéu Iya chon”
duoc sip xép theo thit tw trong y dinh mua. Thong thudng, ngudi tiéu ding s& quyét dinh
mua throng hiéu tot nhat theo danh gid. Tuy nhién, c6 hai yéu t6 cd thé can tré y dinh
mua trd thanh hanh vi mua thic sy: Quan diém clia ngudi khac (gia dinh, ban be,...) va

céc yéu td hoan canh bat ngdr (rui ro dot xuét, sy san o, thiéu hut san pham,...)
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Quan diém clia
nguoi khéc

DPanh gia cac . Quyét dinh
phuong an ¥ dinh mua mua

A 4

A 4

A\ 4

Céc yéu t6 hoan
canh bt ngo

Hinh 1.3: Céac yéu t6 kim ham quyét dinh mua
(Ngubn: Nguyén Thi Minh Hoa va cong si, 2015)

- Hanh vi sau khi mua:

Sy hai long hodc khoéng hai 1ong sau khi mua va sl dung san phdm s& anh hudng
dén hanh vi mua ti€p theo clia nguoi tiéu dung. Sy hai long hodc bat man clia nguoi
tiéu dung la nguyén nhan quan trong nhat hinh thanh thai doé va hanh vi clia nguoi tiéu
diing khi nhu cau téi hién va khi nguoi tiéu dung truyén ba thong tin vé san pham cho
nguoi khac. Theo cac chuyén gia marketing thi “mot khach hang hai long la nguoi
quang céo tt nhat ctia chiing ta”.

Nguoi lam marketing can nghién clru hanh vi sau khi mua bao gém: viéc tiéu
diing san pham nhu thé nao, phan (ng hai long hay khong hai long, céch thirc x ly
san pham sau khi tiéu dung,... dé cd cac gidi phap marketing dap (ng kip thoi.

1.1.1.4. Nhi*rng yéu t6 anh hwédng dén hanh vi mua nguoi tiéu dung

Céc yéu to co ban anh huéng dén hanh vi mua nguoi tiéu ding bao gom: cac yéu

t6 thudc vé van hoa, xa hdi, canhan, tamly.
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