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Chuong 1
TONG QUAN VE MARKETING
1.1. KHAI NIEM CHUNG VE MARKETING

1.1.1. Sw ra doi cua marketing

Hoat dong cua marketing co tu rat sdm, no ton tai va ga‘in lién v &i lich str cua nén
san xuat hang hoa. Ban than nhiig ngudi san xuat hang hoa y th e duoc rang van dé
tiéu thy hang hoéa ludn 1a van dé hang dau, phuc tap va kho khan nhat trong ca chu ky
kinh doanh: San ph 4m s& ban cho ai, & d4u, vao thoi diém nao, véi sé lugng 1a bao
nhiéu? Lam thé nao dé ban duoc nhiéu hang héa? D6 1a nhiing cau héi dugc dit ra cia
cac nha kinh doanh, gan lién v ¢i nén san xuat hang hoa 1a mot hé th dng cac quy luat
kinh té, khach quan, giir vai trd diéu tiét va chi phdi toan bo mdi quan hé kinh té xa hoi
gilta nhirng ngudi san xuét voi nhau, ciing nhu giita ho v6i khach hang va nguoi tiéu
ding cubi clng.

Mbi quan hé cu thé d6 1a:

Quan hé gitra ngudi ban v6i nguoi mua: Nguoi ban rat can ngudi mua, ng udi mua
clng rat can ngu:ol ban nhung day 1a mdi quan hé mau thuan. Xuat phat tur lo1 ich kinh
té: Ngudi ban muén ban duoc nhleu hang véi gia cao hoic rat cao de c¢6 dugc nhiéu
loi, nguoc lai nguoi mua ch i mudn mua véi gia phll hop véi tai tién ciia minh hoic
Vi gia thap dé mua duge nhiéu hang.

Quan hé giita ngudi ban vé i ngudi ban: Ngudi ban ludén tim moi cach dé 16i kéo
khéch hang vé phia minh, gianh thi truong thuan loi.

Trong thyc tién, hanh vi marketing xuat hién 16 nét tir khi nén cong nghiép co khi
phét trién, thuc day san xuat ting nhanh va Iam cho cung hang héa c6 chiéu hudng
vuot cau. Khi d6 budc cac nha kinh doanh phai tim nhitng giai phép t6t hon dé tiéu thu
hang hoa.

Trude thé ky 20, cac thuong gia ngudi Anh, Trung Qubc d4 biét th we hién nhiéu
phuong cham phan anh hanh vi marketing trong trao d6i hang hoa nhu : “Hay lam vui
long khéch hang”. Nho phuong cham d6 ma t6 ¢ do tiéu thy hang héa dugc gia ting.
Céc thuong gia d& thuc hién nhiéu bién phap nhu: ban hiang c¢6 qua ting, co giai
thuong khi mua nhiéu hodc mua thuong xuyén thi duge giam gia va qua trinh tim kiém
c4c giai phéap tot hon dé thuc day tiéu thy hang hoa lam cho hoat dong marketing cang
phét trién.

Ly thuy ét marketing xuat hién trud c tién & My , vao nhiing nim dau cua thé ky
20, sau d6 pho bién hau hét & cac nudc c6 nén kinh té thi truong. Ly thuyét marketing
lac dau chi gan voi van dé tiéu thy, nhung ngay cang trd nén hoan chinh va ly thuyét
d6 bao quat ca nhiing hoat dong trudc tiéu thu nhu: Nghién ctru thi truong, khach
hang, thiét ké va san xuat san pham theo ding yéu cau ciia khach hang, dinh gia va to
chirc hé thong tiéu thy. Trén thé gidi, viéc van dung marketing lic dau dién ra pho bién
& cac cong ty san Xuat hang tiéu dung dong goi. Tlep theo marketmg dugc tng dung
trong linh vure san xuét cc vat liéu nhu: thép, hoa chit, gidy..



V tra qua, marketing dugc danh gia cao ¢ cac nganh kinh doanh dich vu tiéu dung,
hang khong, ngan hang, b 4o hiém...Ngay nay, marketing dugc ap d ung ca trong linh
vuc kinh doanh quéc té va c4c linh vuc phi thuong mai nhu chinh tri, xa hoi. ..

1.1.2. Mt s6 khai niém co ban vé marketing

C6 rét nhiéu khai niém vé marketing, nhung vi marketing van dong va phat trién,
c6 nhiéu noi dung phong pht, hon nita mdi tac gia déu c6 quan niém riéng, nén
marketing dugc hiéu 1a nhu:ng hoat dong trén thi truong, nham tao ra su trao do6i véi
muc dich théa man nhu cau va mong mudn cia con ngudi. Mot sd khai niém
marketing dugc chip nhan va sir dung phd bién hién nay 1a:

- Marketing 1 toan bo hé théng cac hoat dong kinh doanh tir viéc thiét ké, dinh gia,
khuyén méi va phan phéi san pham théa man nhu cau thi trudng, nham myc dich da
dinh.

D6 chinh 13 4P cu a cong tac marketing. Trong tiéng Anh dugc bat dau bang chir P:
Product (San pham), Price (Gi4 ca), Place (Pia diém) va Promotion (X(c tién kinh
doanh), theo so do 1-1.

So do 1-1
San pham GlaEa Dia diém Blcln p'llap _ Nhleu\khach
p: + phai + thuin Loi +[  xdc tien = | hang va doanh
une chang T phu hop thu cao hon

- Marketing nham nhan biét, dy doan va d4p tmg yéu cau cua khach hang mét cach
6 hiéu qua va co loi.

- Marketing la viéc tién hanh cac hoat dong kinh doanh ¢ lién quan tryc tiép tir
dong van chuyén hang hoa dén ngudi tiéu ding.

- Marketing la qua trinh 1am viéc voi thi trudng dé thue hién cac cudc trao doi,
nham thoa man nhimg nhu cau va mong muédn cta con nguoi.

- Marketing 12 mot dang hoat dong ciia con ngudi (bao gém ca to chirc), nham thoa
man cac nhu cau va mong mudn thong qua trao doi.

Thong thuong ngudi ta cho rang marketing 13 cong viéc clia ngud i ban nhung hiéu
mot cach day du thi doi khi ca nguoi mua ciing phai 1am marketing. Trén th i truong,
bén nao tich cuc hon trong viéc tim kiém cach trao d6i voi bén kia thi bén dé thudc vé
phia lam marketing.

Van dyng marketing mot cach thanh cong phu thudc rat nhleu vao kha nang am
hiéu khach hang cung cap cho ho cac san pham dung v6i nhu cau va mong mu 6n ma
ho khd c6 thé tim thiy & cac nha kinh doanh khac. Néu khong c6 khach hang thi khong
c6 hoat dong marketing.

1.1.3. Vai tro ciia marketing trong hoat dong doanh nghiép
a. Vai tro ciia marketing d6i véi kinh doanh ciia doanh nghiép

Trong nén kinh té thi truong, doanh nghiép 12 mot chu thé kinh doanh, mot co thé
séng ciia doi song kinh té. Co thé d6 can c6 su trao doi chat vi moi truong bén ngoai
- thi truong. Qua trinh trao d6i chat 6 cang dién ra thuong xuyén, lién tuc, voi quy mé
ngay cang lon thi co thé do cang khoé manh va ngugc lai.



Mit khéc, doanh nghiép mudn ton tai va phat trién phai co cac ch e n ang: San
XUuat, tai chinh, quan tri nhan Iyc... ma c4c chirc ning nay chua di dam bao sy thanh
dat ctia doanh nghiép, néu tach roi khoi mot ch tic n dng khac - chirc nang két ndi hoat
dong ciia doanh nghiép véi thi truong d6 1a linh vuc quan 1y marketing.

Nhu vay, chi c6 marketing méi ¢6 vai trd quyét dinh va diéu phdi sy két nd i cac
hoat dong kinh doanh cuia doanh nghiép v &i th i truong, c¢6 nghia la dam bao cho hoat
dong kinh doanh ciia doanh nghiép hudng theo thi truong, biét 14y thi trudong - nhu cau
va udc mudn cta khach hang lam chd dwa vimg chac nhat cho moi quyét dinh kinh
doanh.

b. Méi quan hé giira marketing véi cac by phan chirc ning khac ciia doanh
nghiép

Marketing phan 4nh mot chirc ning co ban cta kinh doanh, giéng nhu chirc ning
san xu at - tai Chl'nh nhén su . Nhiing chirc nang nay déu 1a nhimg bo phan tat yéu vé
mat to chirc. V & mit to chirc ciia mot doanh nghiép, chirc nang co b an cua marketing
la tao ra khach hang cho doanh nghiép, glong nhu san xu 4t tao ra san pham. Tir do,
Xét vé md i quan h ¢ gita cac yéu t6 cau thanh trong hé thong hoat dong chuc nang
quan tri doanh nghiép thi marketing ciing 1a mét chtr ¢ niang c6 nhiém vu két ndi, nham
bao dam su théng nhét hitu co voi cac chie nang. Khi xac dinh chién luge marketing,
cac nha quan tri marketing ph ai dit ra nhiém vy, muc tiéu, chién luoc marketing trong
moi twrong quan rang budc véi cac chir ¢ ning khac. Ch {rc ning marketing ctia doanh
nghiép ludn chi cho doanh nghiép biét 1d nhimg ndi dung co ban sau day:

- Khach hang cua doanh nghiép 1a ai? Loai hang héa d6 c6 nhitng dac tinh gi? Vi
sao ho can nhimg dic tinh d6 ma khéng phai 1a nhiing dac tinh khac? Nhiing dic tinh
hién thoi cua hang hoa con thich hop véi khach hang nira hay khong? So véi nhén hiéu
hang hoa canh tranh, hang hoa ciia doanh nghiép c6 uu thé va han ché gi? C6 can phai
thay d6i hang hoa khong?

- Gia ca hang hoa nén quy dinh 1a bao nhiéu? Tai sao lai quy dinh mtc gia nhu vay
ma khong phai 1a mtc gia khac? Mutc gia trude day con thich hop khong? Nén tang
hay giam gia?

- Doanh nghiép nén tu t6 chirc luc luong ban hang hay dua vao cac luc luong
khac? Cu thé 12 ai? Bao nhiéu nguoi?

- Lam thé nao dé khach hang biét, mua va yéu thich hang hda cia doanh nghiép?
Tai sao lai dung cach thicc nady ma khong phai 1a cach thiic khac? Dung phuong tién
nao dé gidi thiéu san pham cta cong ty cho khach hang? Tai sao lai dung phuong tién
nay ma khong dung phuong tién khac?

- Hang hoa cta doanh nghiép c6 can dich vu sau khi ban khong? Loai dich vu ndo
doanh nghiép c6 kha ning cung cap nhat? Vi sao?

D6 1a nhimng van dé ma khdng mot hoat dong chirc ning nao cua doanh nghiép ngoai
marketing c6 trach nhiém tra 16i. Mac du, muc tiéu co ban ci a moi cong ty la thu loi
nhuan nhung nhi€ém v u co ban cua hé théng marketing 1a ddm b 4o cho san xuét va cung
cap nh g miat hang h ip din, c6 sic canh tranh cao so véi cac thi truong muc tiéu.
Nhung su thanh ¢ong caa chién lugc cOn phu thudc vao sy van hanh cia cac chirc ning
khéc trong cong ty, do la mbi quan h¢ hai mat, vira thé hién tinh théng nhéat, vira thé hién
tinh doc lap gitta cac chirc nang ciia mot cong ty hudng theo thi truong, gilra



ching c6 mdi quan hé v& i nhau, nhung hoan toan khong thé thay thé cho nhau. Pay 1a
yéu t6 dam bao cho cong ty thanh cong.
1.2. NGHIEN CUU MARKETING

Pé hiéu duoc khach hang cua cong ty va cac dbi thi canh tranh, phai tién hanh
nghién ctru marketing. Viéc nghién ciru marketing phai nam cac dac trung cua no,
nham thu dugc nhitng thong tin hitu ich va giai thich hop ly cac thong tin nhan duogc.
Qua trinh nghién ctru marketing can qua cac giai doan sau:

1.2.1. Xac dinh muc tiéu nghién ctru marketing

Trong giai d oan dau tién ciia qua trinh nghién ciru marketing, can ph ai x4c dinh
muc tiéu nghién ctu. Mu c tiéu nghién ctru marketing la tim kiém, tham do, c6 nghia
1a tién hanh thu thap nhimg tai liéu so bd ndo d6 ma lam rd duoc van dé.

Cac muy c tiéu ciing ¢6 th ¢ 1a muc tiéu dang mo ta, c6 nghia 1a du tinh sy mé ta
nhitng hién twgng nh at dinh. Ciing c6 truong hop 1a nhitng muyc tiéu tim kiém nguyén
nhan thong qua mot sé moéi quan hé nhan qua nao d6. Vi du: giam thap gia hang
15.000 dong s& kéo theo sy tang 1én lwong khach hang 1a 10%.

1.2.2. Lap ké hoach nghién ciru

Lap ké hoach nghién ciru can phai xac dinh loai thong tin 1am cho ngudi nghién
ctru (ng udi ky hop ddng nghién ciru) phai quan tdm va nhitng bién phap thu thap mot
céch c6 hiéu qua nhat.

Céc yéu t can lya chon khi 1ap ké hoach nghién ctru dugc thé hién qua bang 1-1:

Bang 1-1: C4c yéu to lwa chon

Ngudn tai liéu Tai liéu so cap, tai liéu thir cap.

Phuong phap nghién ctru Quan sat, thyc nghiém, diéu tra.

Cong cu nghién ctu Phiéu cau hoi, thiét bi may moc.

Ké hoach chon mau Pon vi mau, quy md mau, trinh ty chon mau.
Phuong thirc tiép xic Dién thoai, thu tin, phong van. ..

a. Nguon tai liéu:
- Tai lidu so cap (cap mot): 1a nhimg thong tin dugc thu thap 1an dau tién vi mot
muc tiéu nghién ctru cu thé nao do.
- Céc tai li¢u thir cap (cAp hai): 12 nhimg thong tin d4 c6 ¢ dau do, 1a thong tin da
thu thap trude day vi muc tiéu khéc.
- Thu thap tai liéu so cap: nghién ctru marketing thu thap tai liéu so cap thuong &
dang phong vén, quan sat. ..
- Thu thap tai ligu thir cap, ngudn tai lidu bao gom:
+ Ngudn tai liéu bén trong: béo céo 15, 14i, bao c4o cac cudc nghién ciru trude.
+ Nguon tai lidu bén ngoai: cac 4n pham ciia cac co quan nha nudc, sach bao
chuyén nganh...
b. Phwong phap nghién ciru



- Quan sat: La phuong phap ma cac nha nghién ctru thuc hién sy theo ddi (quan
sat moi ngudi va hoan canh). Trong truong hop nay nguoi nghién ciu c6 thé & dau do
nghe, xem moi ngudi ndi vé hdng minh, quan sat xem ngudi ta n6i gi vé hang hoa cia
minh, hang hoa canh tranh.

- Thure nghiém: La phuong phap d0i hoi chon loc, cac nhom chu thé c6 thé so sanh
dugc v6i nhau. Muc tiéu ciia sy nghién ciru nhu thé kham pha méi quan hé nhan qua,
bang cach tuyén chon nhiing giai thich ddi 1ap nhau cta cac két qua theo dbi. Vi du:
Nhitng nguoi nghién ciru cia mot hdng cé thé dung thuc nghiém dé giai dap nhiing
van dé nhu: c6 tao ra hay khong mot hinh anh méi vé cong ty trong tiém thic khach
hang, ¢6 thé giam gid theo khoi lvgng mua dugce hay khong, diéu d6 c6 kich thich tang
lugng ban khong?

- Piéu tra: Cho phép c6 nhiing thong tin vé sy am hiéu, 10ng tin va su ua thich, vé
mirc d6 thoa man cung nhu do luong vé d6 bén viing vi tri clia cong ty trong con mat
ctia cong chung. Vi du: Bao nhiéu ngudi biét vé cong ty, st dung hang hoa cia cong ty
va bao nhiéu nguoi uva thich cong ty khac?.

c. Cac cong cu nghién ctru:

- Phiéu diéu tra hay bang cau héi: Day 1a mot cong cu rat linh hoat, nhiing céu
hoi c6 thé dat ra nhiéu phuong thirc khac nhau, bang cau héi phai duoc soan thao can
than vé noi dung va vé hinh thiec.

V& noi dung: Trong qua trinh S0 an th 4o cau hoi ngudi nghién ciru marketing lya
chon mét cach cin th an cdu hoi cin phai dit ra, cau hoi dat ra c6 lién quan truc tiép
dén nhu cau thong tin dé thuc hién muc tiéu cia cudc nghién ciu.

V& hinh thirc: C6 cau hoi dong chir a dung toan bd cac phuong 4n c6 kha ning tra
161 ma nguoi dugce hoi chi lwa chon mot trong s6 d6. Cau hoi mo: dua lai kha nang cho
ngudi duoc hoi tra 1oi bang 10i 18 va y Kién ciia minh.

V& tlr ngir: Ngudi nghién ciru phai sir dung tir don gian khong bao ham hai nghia.

- Phwong tién may méc dé diéu tra: Loai ndy ding do ludong cuong do quan tam,
tinh cam cua nguoi duoc hoi khi tiép xuc véi thong diép hodc hinh anh quang céo, co
st dung dién ké do su kich thich cam xuc, thiét bi do do nhd, mtc do nhin hoic ghi
chép thong tin.

d. Ké hoach chon miu: Miu 1a doan (bd phan) dan cu tiéu biéu cho toan bd dan
cu néi chung. Nguoi nghién ciru chon nhitng mau nao ma thong tin thu thap tir d6 c6
thé dép tmg nhiém vu dit ra (hoi ai?, sé lugng ngudi can phai hoi?...)

e. Cac phwong thirc tiép xiic:

- Qua dién thoai: Thu thap tin nhanh, nhung chi tién hanh duogc véi nguoi ¢ dién
thoai, thoi gian ngan.

- Qua buu dién: Chuan bi ciu hoi can don gian, rd rang vi khéng c6 co hoi giai
thich, ty 18 tra 101 thap, thoi gian lau.

- Tiép xiic truwe tiép: Phong van ca nhan hodc nhém can cé cau hoi, dia diém
chuan bi sin, c6 tra thi lao hodc ting pham cho ngudi dugc phong van.

1.2.3. Thu thap théng tin: Phai chuan bi chu dao, phai can nhic ky ludng vi
thudng gap nhiing tré ng ai nhu: ho tir chbi tham gia, ho tra 15i khong thanh that... déu
lam anh huéng dén cong viéc nghién ciru marketing.



1. 2.4. Xir Iy phan tich thong tin: Giai doan ndy nham rat ra tir tai liéu thu thap
dug ¢ nhiing thong tin va két qua quan trong nhat. Két qua nghién ctru duoc tap hop
vao bang, trén co s& bang d6 xem xét sy phan bd cila cac thong tin & mat do cao, trung
binh hay tan man.

1.2.5. B4o céo két qua nghién ciru: Néu nghién ciru chi 1a diéu tra thim do théng
tin nhanh thi b4o c4o trinh bay miéng. Néu nghién ciru marketing & quy mé 1én thi
trinh bay bang van ban. Viét chu dao va tap trung vao mét trinh ty nhat dinh: néu van
dé va muc dich nghién ciru, gia thiét va két luan.

TOM TAT CHUONG 1

Pé nang cao muc do chudn mu ¢ ci a cic quyét dinh marketing phai to ch trc tot
viéc thu thap xur 1y, chuyén giao va luu giir thong tin. Thong tin marketing thi c6
nhiéu, can phai dugc phan loai tly thudc vao tirng quyét dinh marketing. Qua trinh
nghién ciru marketing qua cdc budc: phat hién van dé va hinh thanh muc tiéu nghién
ctru, xay dung ké hoach nghién ciru, thu thap thong tin, xir 1y, phan tich thong tin da
thu thap duogc va bao cao két qua nghién ciru.

CAU HOI THAO LUAN
1. Marketing c6 vai trd quan trong nhur thé nao dbi véi san xuat - kinh doanh cua
doanh nghiép?
2. Hay cho biét uu, nhugc diém cila cac cong cu nghién ciru marketing? Cho vi du?
3. Dua vao cac khai niém co ban vé marketing, hdy giai thich cau n6i “Marketing bat
dau va két thac voi khach hang”.



Chuwong 2
HANH VI KHACH HANG VA THI TRUONG MUC TIEU

2.1. HANH VI KHACH HANG

2.1.1. Thij tredng ngwoi tiéu dung va hanh vi mua hang cia nguoi
tiéu dung

a. Thi trwong ngwoi tiéu dung

Khéi niém:

Nguoi tiéu ding 14 ngudi mua sidm hang hoéa dich v u dé phuc vu tiéu ding
ca nhan, gia dinh hodc mot nhém ngudi vi nhu cau sinh hoat. Theo nha kinh té
hoc, viéc tiéu dung hang hoa ctia h 0 mot mat dugc xem nhu la viéc st dung hay
hity bé mot tai san kinh té&; mot mat khac ciing 1a cach thé hién minh.

Thi truong tiéu ding bao go m céac ca nhan, cac hd gia dinh va nhém nguoi
tap thé mua sam hang héa dich vu nham myc dich tiéu dung.

DPic trung co ban cia thi treong ngwoi tiéu dung:

- C6 quy md Ién va thuong xuyén; khach hang rat khac nhau vé tudi tac,
gidi tinh, thu nhap, trinh d§ van hoa va s¢ thich da tao nén sy phong pht va da
dang vé nhu cdu v mong mudn ciia ho trong viéc mua sim va sir dung hang héa.

- Thi trudng nguoi tiéu ding bao gém nhimg khach hang mua sam hang héa
nham muc dich tiéu ding c& nhan. Céac quyét dinh mua cta ho mang tinh chat c4
nhan, ho tiéu ding vi myc dich thong thudng hang ngay va nhu mot sy thé hién,
Moi nhu cau thay do6i theo thoi gian, song nhu ciu ca nhan c6 nhip do thay doi
nhanh nhat.

- Sy tién trién trong tiéu ding va nhimg thay doi trong co ciu chi tiéu co thé
dugc xem 1a nhing rai ro va thach d6 cac nd luc trong chién luge marketing cua
cac doanh nghiép.

b. Hanh vi mua cia ngwoi tiéu dung

Nghién ctru hanh vi nguoi tiéu dung ciing chinh la viéc nghién ciru cach
thirc cia md t nguoi ti€u dung khi dua ra quyét dinh tiéu dung tic 1a ho sé st
dung tai san nhu tién bac, thoi gian nh u thé nao khi thyc hién trong viéc dua ra
quyét dinh. Co6 rat nhi€u cau hdi dua ra xoay quanh cac van dé nay nhu con nguoi
phan (rng nhu thé nao truede nhitng kich thich marketing ctia doanh nghiép?

Khai niém vé hanh vi ciia ngwéi mua hang:

La toan bo hanh dong ma ngudi tiéu ding boc 16 ra trong qua trinh diéu tra,
mua sim, sir dung, danh gia hang hoa va dich vu nham théa man nhu ciu cua ho.

M6 hinh hanh vi mua caa ngwdi tiéu dung:

M0 ta quan hé giita 3 yéu td: cac kich thich, “hdp den y thirc”, phan tng
dap lai dugc thé hién qua so do 2-1.



So do 2-1

Céc nhan t6 kich thich “Hop den y thic” Phan wng dap lai
Marketing Moi truong
Kinh té Lua chon hang hda
San pham | Khoa hoc - k§ Cac dac | Quatrinh Lua chon nhén hi¢u
o thuat » tinh  cua | cua quyét — N ,
Gia ca ’ o ngudi dinh mua Lua chon nha cung ung
Phan phéi | Van héa tiéu diing Lua chon thoi gian va
xic tién | Chinh tri dia diém mua
Luat phap Lua chon khdi lugng
Canh tranh mua

Noi dung cua so do:

- Cac nhan to kich thich: 14 tat ca cAc tac nhan, luc luong bén ngoai ngudi
tiéu ding c6 thé gy dnh hudng dén hanh vi ciia ngudi tiéu ding.

- “Hop den y thirc” cia nguroi ti€u dung: 1a cach goi bd ndo cua con nguoi
va co ché hoat dong ctia né trong viéc tiép nhan, xir Iy cac kich thich.

- Phan vng dap lai cua nguoi tiéu dung: la nhitng phan tmg nguoi tiéu dung
boc 16 trong qua trinh trao d6i ma ta c6 thé quan sat dugc.

c. Nhitng yéu t6 co ban anh hwéng dén hanh vi mua cia nguoi tiéu
dung

Nhirng yéu t6 thudc vé vin héa:

Vin hoa thuong duoc dinh nghia 1 hé thong nhiing gia tri va duc tin, truyén
thong va nhitng chuan myc hanh vi. Van hoa dugc hinh thanh va phét trién qua
nhi€u th ¢ hé, dug ¢ truyén tir doi nay sang doi khac. Van hoa thuong duoc hap
thy ngay tir budi dau trong do i song gia d inh, giao du c, ton gido, trong cong
viéc va bang giao tlep v61 nhitng nguoi khac trong cong dong Cé th € xem van
hoa 14 nguyén nhan dau tién, co ban quyét dinh dén nhu cau va hanh vi cia con
nguoi. Nhitng di€u co ban vé cam thu , gia tri thuc sy, su ua thich, théi quen,
hanh vi trmg xtr ma chlng ta quan sat dugc qua viéc mua sam déu chira dung ban
sac van hoa. Tu d6, dé nhan biét nhitng nguoi c6 trinh d6 van hoa cao, thai do cua
ho doi vdi san phém khac biét so vdi nhﬁ’ng nguoi co trinh d§ van hoa thap.

Ngudn goc dan toc, chung toc, sic to ¢, tin ngudng, ton gido, moi trudng tu
nhién,cach kiém song ciia mdi nguo i gan voi nhanh van hoa, mot bo phan nho
clia van hoa luén anh huéng dén su quan tdm, danh gia nhimg gia tri ciia hang
hoa va s¢ thich.

Nhirng yéu t6 thudc vé dia vi, giai cip, tng 16p x4 hdi:

Sy ton tai nhitng giai cap, tng 16p x& hoi 12 van dé tat y éu cia x4 hoi. Co
thé dinh nghia: Giai tang x& hoi 1a nhitng nhom tuong doi o6n dinh trong khuén
kho x& hoi dugc sap xep theo thr bac dang cap va dugc dac tru ng bdi nhitng
quan diém gia tri, 19 ich va hanh vi dao durc giong nhau ¢ cac thanh vién.




Sy hinh thanh dang cap xa hoi khong chi phu thugec mot yéu td duy nhat 1a
tién bac ma I su két hop cua trinh d6 v dn hoa, nghé nghiép, nhiing dinh huéng
gia tri va nhiing yéu t6 dac trung khéac. Pia vi cu a con nguoi cao hay th ap phu
thudc vao chd ho thue tang 16p ndo trong X hoi. Vi mot con ngudi cu th € &, sur
chuyén d6i giai ting xa hoi cao hon hay tut xudng giai cap, tang 16p xa hoi thap
hon 14 hién tugng thuong xiy ra. Dicu quan tam nhit cia nhitng ngudi 1am
marketing la nhimg ngud i chung m t giai ting x& hoi s& c6 khuynh hué ng xir
su gidng nhau, ho c6 nhitng sé thich vé hang hda, nhan hiéu san pham, lya chon
dia diém ban hang ...

Nhirng yéu t6 mang tinh chat x4 hi:

Ngoai nhiing yéu to hang hda, hanh vi cia nguoi tiéu dung con duoc qui
dinh b &1 nhitng yéu t6 mang tinh chat x& hdi nhu cac nhém tham khao, vai tro xa
hoi va nhitng chuan myc xa hoi.

Nhitng yéu td thudc vé ban than:

Quyét dinh mua sam hang hoa cua ngudi tiéu dung ludn chiu anh huong l6n
cua nhu’ng y éu té thudc vé ban than nhu: tudi tac, nghé nghiép, hoan canh kinh té,
161 sdng, c4 tinh va nhimg quan diém vé chinh ban than minh. Tudi tac ¢6 quan hé
ch at ché dén viéc lu a chon céc hang hoa nhu thuce an, quﬁn 4o, nhiing dung cu
phuc vu cho sinh hoat, cic loai hinh giai tri... Con nguoi thay doi hang hoa va
dich vu ma ho mua sam trong cac giai doan trong cud ¢ doi ho. Nhitng ngud i 1am
marketing khi xac dinh thi trué' ng mua dugc dya vao viéc phan chia khach hang
thanh timg nhom theo céc giai d oan cua chu ky song cua gia dinh dé phat trién
chinh sach marketing khac nhau cho phd hop, con lai can phai luu y nhimng dic
trung doi séng tim 1y c6 thé sé thay doi qua cac giai doan cta chu ky song gia
dinh.

Nghé nghiép c6 anh huong nhét dinh dén tinh chat ciia hang hoa va dich vu
dugc chon. S v lya chon quan 4o, gidy dép, thirc an cac loai hinh giai tri ctia mot
cbng nhan s& rat khac biét véi vi giam dbc diéu hanh ciia mot cong ty noi ho 1am
viéc. Cac nha lam marketing can c6 g ang dé nhan biét duoc nhom khach hang
ctia ho theo nhom nghé nghiép nao va quan tam dén nhitng nhu cau sé thich ma
nhém khach hang trong mdi nhém yéu cau. Th 4m chi mot cong ty c6 thé chuyén
moén hoa viéc san xudt nh tng san pham cho mdt nhom nghe nghi¢p nao do.
Chang h an nhu nguoi cung tmg ¢6 th é dua ra cac loai quan 40, ging tay, kinh
cho nganh y té, hay cac cong ty dic trung khéc...

Tinh trang kinh té co ho i th i truong cua tiéu ding phu thudc vao hai yéu tb
d6 1a: kha n ang tai chinh ct a ho va hé thdng gia ca hang hoa. Tinh trang kinh té
du a vao thu nhap, phan tiét kiém, kha ning di vay, tich luy ciia nguoi tiéu ding
c6 anh h udng rat 16n dén lo ai hang hoa va sé lugng hang hda ma ho Iya chon
mua sam ... Nhimg hang hda mang tinh thiét yéu sy nhay cam vé thu nhap thuong
thap hon nhﬁ’ng loai hang hoa xa xi.

L01 song cua con ngu:ol the hién qua hanh dong, su quan tam, quan diém.
L6i song gan chat v6i ngudn g ¢ x4 hoi, nhanh van hoa, nghe nghlep, tinh trang
kinh té ... L 6i song chtra dung nhiéu hon thé nira. Chi ¢6 16 i sbng méi phac hoa
day du nhat chan dung ciia con ngudi, sy lwa chon hang hda cua nguoi tiéu ding
thé hién 16i song ctia ho.

Nhirng yéu t6 thudc tAm ly:

10



DPong co 1a nhu cau da tré nén birc thiét dén mir ¢ bude con nguoi phai hanh
dong dé thoa man nd. V& ban chat, dong co 1a dong lyc thic ddy con ngudi dé
théa man nhu cau hay udc mubn nao d6 v & vat chat, tinh than hay ca hai. Co s&
hinh thanh chinh 12 nhu cau hay muyc dich cta hanh dong mua, nhu ciu ciia con
nguoi vo cung phong pht va da dang.

Nh 4n thirc 1a kha n ang tu duy cua con ngudi, nd co thé dugc dinh nghia 1a
mo t qua trinh thdng qua d6 md t ca nhan lya chon, t6 chtic va giai thich cac
thong tin dé tao nén mot birc tranh c¢6 ¥ nghia vé thé gidi xung quanh. Dong co
thiic day con nguoi hanh dong. Song hanh dong cua con ngudi dién ra nhu thé
nao lai phy thudc rat 1én vao nhan th Gc cua ho vé méi truong xung quanh. Hai
khach hang c6 dong co nhu nhau cung di vao si€u thi nhung su Iy a chon nhén
hiéu, s6 luong hang hda lai hoan toan khac nhau. Thai d6 caa ho vé miu mé, gia
ca, chat lugng, mit hang, hé thdng dich vu ... moi thir déu khong gidng nhau. Do
la két qua cua nhan thir ¢ vé nhimng kich thich marketing, nhan thirc khong chi
phu thudc vao cac tac nhan kich thich ma con phy thudc vao mébi quan hé tuo ng
quan giita cac tac nhan kich thich vi méi truong xung quanh va ban than cé thé.
Sy hap dan cia mot nhdn hi éu khong chi do cac kich thich ctiia nhén hiéu d6 t6i
c4c giac quan cua khach hang ma con phu thud ¢ vao nhiéu yéu t6 khac nhu: nhan
hiéu d6 dugc trung bay nhu thé nao? Puogc ban & siéu thi hay cira hang nho ? ...
Con ngudi c6 thé nhan thirc khac nhau vé cling mot d6i tuong do 3 tién trinh cam
nhan: sy cha ¥ chon loc, sy bop méo va sy khic hoa.

Sy hiéu biét (kinh nghiém): Sy hiéu biét dién ta nhiing thay d6i trong hanh
Vi ctia con nguoi phat sinh tir kinh nghi¢ém. Kinh nghiém trong y thitc con nguoi
la trinh @6 cua ho vé cudc séng, vé hang hoa, vé cach d6i nhan xtr thé. Do 1a két
qua ctua nhiing tuong tac ctia dong co (muc dich mua), cac vat kich thich (hang
héa cy thé) nhimng goi y (ban be, gia dinh, thong tin quang c4o). C6 thé thay rang
kinh nghiém ctia con ngudi 12 do sy hoc hoi va su timg trai. Chang han nhu phu
nit thuong sanh soéi va nhiéu kinh nghiém hon nam giéi trong mua sam hang hoa
tiéu dung (thuc pham, quan 4o ...).

Sy hiéu biét va kinh nghiém gitip ngudi mua kha niang khai quat hoa va sy
phan biét trong tiép xtic v&i cac vat kich thich twong ty nhau, nhitng ngudi ndi tro
ho s& d& nhén biét duoc thuc phim nao 14 can thiét cho nhu cau dinh dudng.

Niém tin va quan diém:

Thong tin thong qua thu ¢ tién va su hiéu biét ngudi ta c6 duge niém tin va
thai d9. Diéu ndy anh huong dén hanh vi, niém tin va sy nhan dinh chira dyng
mot ¥ nghia cu thé ma nguoi ta co duge vé hang hoa d6. Vi du: Nhiéu nguoi mua
van tin rang gia ca va chét luong hang héa c6 mbi quan hé voi nhau, gia thap s&
la hang hoa c6 chat lugng khong tét. Sy hinh thanh niém tin vé co ban xuat phat
tir sy hiéu biét, nén anh huong kha quan trong dén hanh vi mua. Cac nha kinh
doanh cin quan tam dic biét dén niém tin ctia khach hang ddi vé i san pham hay
hinh anh nhén hiéu. Thai d§ dat con nguoi vao mot khung suy nghi thich hay
khong thich, khi d6 ngudi mua sé tim dén nhdn hiéu ma ho c6 thai do tét khi
dong co xuét hién. Quan diém, thai do rat kho thay ddi, n6 dan dit con nguoi
hanh dong theo thoi quen khé bén viing ma nguoi ta c¢6 thé tiét kiém thoi gian va
cong strc su suy nghi khi hanh dong. Thay d6i mot quan niém doi hoi thay do6i vé
nhan thirc, phuong thirc ing xir va can co thoi gian.

d. Qué trinh thong qua quyét dinh mua
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Céc budc quyét dinh mua: Dé di dén hanh dong, ngudi mua phai trai qua
mét tién trinh bao gdm nam giai doan d6 1a: nhan biét nhu cau, tim kiém thong
tin, danh gia cac phuong 4n, cac quyét dinh mua, hanh vi sau khi mua. Puoc thé
hién qua so d6 sau:

So dd 2-2
Nhan biét Tim kiém Pénh gia cac Quyét dinh Pénh gia sau
nhuciu [ *| thongtin [| phuongan | | mua [ | khimua

Tir d6 c6 thé rit ra nhitg van dé co banla:
Mua la mot qué trinh, trong mdi buée ctia qua trinh mua con nguoi phai co
nhitng quyét dinh cuy thé.

Nam giai d oan cua quyé':t dinh mua duogc sir dung dé mo :[él tong quat va d:?ly
du hanh vi mua trong tinh huong cu thé, mét nguoi mua cu thé phai bao ham day
du cac budc trén, do la:

Nhan biét nhu ciu:

bay la budc khoi dAu cta tién trinh mua, tirc nhu cdu muédn théa man cua
ngudi tiéu dung, nhu cau phat sinh tir nhiéu y éu té kich thich ca bén trong lan
bén ngoai. Nhan t6 kich thich bén trong nhu ¢6 cam giac d6i khat s& mudn in hay
udng dé thoa man nhu cau.

Tim kiém thong tin:

Khi su thoi thiic ciia nhu cau dit manh, c4 nhan c6 th é tim dén thong tin dé
thoa man nhu cau va udc mudn cua minh. Khi tim kiém thong tin, ngudi tiéu
ding c6 thé sir dung nhitng ngud n co ban sau: ngudn théng tin ¢ nhan nhu: gia
dinh, ban be, hang xom ...; cac nQUOn théng tin thuong mai nhu: quang cao, nguo
i ban hang, ho i chg trlen lam nQUOn thong tin dai chiing: 4n pham co lién quan
dén hang hoéa, du lu an va nQUOn thong tin kinh nghi¢m, tryc tlep thong qua viéc
ding th r ... Mtrc d anh huong cta thong tin noi trén thay doi tly theo loai san
pham va dic trung ctia khach hang.

Danh gia cac phwong an:

Nhiig ngudi 1am marketing can c6 gang kiém soat dug ¢ nhing cach thirc
nguo i tiéu dung sé sir dung trong danh gia cac th wong hiéu c6 kha nang canh
tranh v&i nhau. Tuy c6 g ap kho kh an nhung van c6 thé khai quat dugc nhimng xu
thé phd bién trong hanh vi nguoi tiéu ding khi ho can nhéic, danh gia vé sayn
phadm, dich vu chon mua.

Quyét dinh mua:

Khi két thic cac giai doan danh gia cac phuong an, ngudi tiéu dung da co
mot bd nhan hiéu lua ch on, dugc sip xép theo thir tw. ¥ dinh thuong dugc danh
cho nhiing san pham c6 thir hang cao nhat. Song y dinh mua khong phai 1a chi
bao d ang tin cdy cho quyét dinh mua cudi clng, bé i vi tir ¥ dinh mua hang dén
quyét dinh mua hang con chiu su chi phdi ctia nhimg yéu t6 kim ham.

Danh gia sau khi mua:

Sy hai 10ng hoic khong hai 1ong sau khi mua va sir dung san pham s& anh
huong dén hanh vi mua tiép theo ctia nguoi tiéu dung. Sy hai long cao khi san
pham dap tmg tot sy mong doi va wdc muodn cuia nguoi tiéu dung. Su hai long
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hodc bat man cia nguoi tiéu dung s& anh huong dén thai d6 ca a ho khi ¢6 nhu
cau mua lai san ph 4m va ho truyén ba thong tin vé san pham cho ngudi khéc.
Khi khach hang khong hai long ho ¢ biéu hién d6 1a hoan tra san pham hay tim
hiéu nhiing thong tin khac dé bo sung. Tt ca nhimng tinh hudng trén déu bat lgi
cho qua trinh mua tiép theo cua khach hang.

2.1.2. Thi truwdng céc to chire va hanh vi clia nguwoi mua 14 t6 chike.
a. Thi trwomg va hanh vi mua cia cac doanh nghiép san
xuat Thi truong:

Khai nigm: Thi truong cac doanh nghiép san xu it bao gom tat ca CAC CA
nhéan va t6 chirc mua sam hang hoa dich vu dé str dung vao viéc san xuat ra hang
hoa khac d¢ ban, cho thué hay cung tng cho nguoi khac nhu: Nong lam ngu
nghiép; cong nghi¢p khai khoang; xay dung; cong nghié¢p ché bién; giao thong
van tai; thong tin lién lac; cong trinh cong cong; ngan hang, tai chinh bao hiém;
dich vu...

Cdc diic trung co badn ciia thi truong cdc doanh nghiép sin xudt:

- Qui mé thi trudng, danh muc hang hoa khdi lugng tién té 16n hon nhiéu so
véi thi truong hang tiéu dung.

- Trén thi truong hang tu lidu san xuét, nguoi mua c6 sd lugng it nhung hang
h6éa mua nhiéu hon so véi thi truong ti€u dung. Thong thuong, thi truong cac
doanh nghi¢p san xuat co tinh chat tap trung theo vung dia ly, cau vé thi truong
nay mang tinh thr phat va c6 d¢ co gidn ve gia rat thap, nghia 1a tong cau it bi
thay doi.

- Cau vé hang tur liéu san xuat thuong bién dong manh.

Hanh vi mua cia cac doanh nghiép:

Nhitng ngudi tham gia vao thi trudng mua sim tu liéu san xuat mang tinh
chuyén nghiép. SO lugng hang tu liéu san xuat trong moi lan mua sam phu thudc
vao tinh huong mua. Can cur vao tinh chat cta viéc mua, khoi lug ng thong tin
mua va cac d ang thong tin can thiét, so luong ctiia nhitng lya chon dugc nguoi
mua xem xet.

Cac dang chinh cta viéc mua sim tu liéu san xuat:

Mua ldp lai khong c6 sw thay doi:

La tinh hud ng nguoi duoc giao nhiém vy mua hang, thuc hién cac don dit
hang c6 tinh chat 13p lai khong can co sy diéu chinh, sira d6i trong cac 1an mua.

Mua ldp lgi cé sw thay doi:

La tinh hubng trong d6 ngudi mua dua ra nh iing do n dat hang lap lai,
nhung ¢ nhimg yéu ciu diéu chinh thay d i lién quan t6i quy céch, tinh ning
ctia hang hoa, gia ca va nhing diéu kién cung ting khéc; ké ca viéc thay d6i nguoi
cung ung.

Mua cho nhu cdu méi:

Nhiém vu moi trong san xuat bu dc doanh nghiép phai mua sam lan dau
nhitng tu liéu san xuat va dich vu can thiét. Trong tinh huéng mua mé i, nguoi
mua can phai thu thap mot khoi lugng thong tin 16n vé cac san pham va cac nha
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cung tmg. Gid tri ciia mat hang hay chi phi mua sim va muac do rai ro cang cao
thi so nguoi tham gia vao qua trinh thu thap thong tin va quyét dinh mua cang
dong.

Nhiing théng tin ma ngud i mua dic biét quan tim gom: dic tinh ky thuat
cua san pham, gia ca, dieu ki¢n va thoi gian giao hang, diéu kién thanh toan, cac
dich vu sau khi sau khi ban... cia cac nha cung tmg. Nhitng no ly ¢ marketing
cua cac doanh nghiép cung trng thuong tap trung vao cac khau ban hang tryc tiep,
cung cap dich vu thong tin va ho trg qua trinh stir dung san pham sau khi ban.

Nhirng ngwoi tham gia vao qua trinh mua:

Nguwoi s dung:

La nguoi sir dung tu lidu san xuat, trong nhiéu truong hop ho dong vai trd

1a nguoi khoi xudng nhu cau vé tu liéu san xuat cin mua sam.
Nguwoi anh huong:

La nhitng ngudi ¢6 anh huong dén cac quyét dinh mua sam. Ho thuong giir
cac nhiém vu quan trong nhu: xac dinh dac tinh k¥ thu at cua tu liéu san xuat,
cung cap cac thong tin, danh gia lu a chon, kha nang sir dung thay thé cadc mat
hang. Cac chuyén gia, chuyén vién ky thuat 1a thanh vién quan trong nhat cta
nhom nay.

Ngwoi quyét dinh:

La nh {ing ngud i dong vai trd quyét dinh viéc lya chon mat hang Ia nhimg
ngudi cung tmg ho 14 nhitng ngudi c¢6 thim quyén ciia to chirc mua.

Ngwoi mua:

L& nhitng nguo i tryc tiép 1am nhiém vu giao dich, mua sam tur liéu san xuét.
Ho giir vai tr0 quan tro ng trong viéc lya chon dia d i€ém ban hang, cac d iéu kién
lién quan thoi han giao hang va phuong thirc thanh toan. Véi nhitng tu li€u san
Xuat quan tro ng, k € hoach hoat dong cua ngudi mua phai dugc nhiing nguoi
quyét dinh c6 tham quyén phé duyét.

Céc nhan t6 anh hwéng dén hanh vi mua tw li¢u sin xuat:

Nhan té méi truong:

Nhiing nguoi mua tu liéu san xuat chiu anh hudng 16n ciia nhiing nhén t6
thudc vé moi truong nhu: tinh trang ctia nén kinh té hién tai va t wong lai, mirc
cau co ban, lam phat, mrc ¢ gay gat cia canh tranh. Nhitng ngudi cung g trén
thi truo ng tu liéu san xuat thuong xuyén phai theo d6i mot cach chat ch€ nhiing
du bao kinh té dé dieu ch inh chién lugc kinh doanh cua minh. Ng w61 mua can
quan tdm dén nhan t6 moi truong khi nén kinh té suy thoai, nhu cau dau tu giam,
nguoi mua tu liu san xuat giam stitc mua cac loai trang thiét bi, nguyén vat ligu,
gia tang lugng du trlr nguyén vat liéu quy hiém, day manh vi¢c mua sam trang
thiét bi lién quan dén bao vé mai truong.

Diic diém ciia t6 chirc mua sam tw liéu sin xudt:

Céc nha lam marketing cii a doanh nghiép cung tmg tur lidu san xuat can tap
trung vao mot s6 khuynh hudng sau:
- Su nang cip vé dia vi va t6 chic ctia cac bo phan cung tmg vat tu trong
doanh nghiép: & nhiéu doanh nghiép, ngudi 1anh dao ctia trung tim mua thudc
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ban l1&nh dao doanh nghiép, cac nhan vién lam nhiém vu cung trng dugc dao tao
c6 hé théng.
- Viéc mua sam, giao dich, ky két hop dong mang tinh tap trung.
- Ty 1& cac hop dong mua dai han gia ting.
- Ap dung chinh sach khen thudng va xir Iy phat d6i véi cac hoat dong
mua.
CA&c Yéu to quan hé cd nhan:
Viéc mua sam tu liéu san xudt dug ¢ thy ¢ hién bai cac thanh vién trong to
chtrc, ¢6 cuong vi, quyén h an khac nhau, gitra h ¢ ¢6 su twong ho trong cong viéce
ma doanh nghiép giao cho trung tdm mua, moi quan hé cé nhan anh huong dén
phuong thirc ra quyét dinh cuia to6 chirc. Lam viéc né nép, tich cuc thi cac quyét
dinh mua s€ thyc hién nhanh chong, c6 hi€u qua va nguoc lai.
Nhing yéu t6 thuc vé ca nhan:
Mdi c4 nhan tham gia vao qué trinh mua c6 nhitng dong co va s& thich riéng, né
phu thudc vao trinh d6 hoc v an, cuong vi cong tac, nhiém vu dam nhiém ... Vi
vy, nhitng nguoi ban tu liéu san xuat phai biét rd ting c4 nhan dé dé chao hang
va thuyet phuc ho mua.

Cic budc giai doan ciia tién trinh mua:
Mot tién trinh mua tu liéu san xuat hoan chinh gém 8 giai doan co ban sau:

Giai doan 1: Nhén thirc vin dé

Tién trinh mua duo ¢ bat dau tir lic ai d6 trong doanh nghiép ¥ thic duoc
van de, hay yéu cau can phai mua sam tu liéu san xuat va nhan thirc nay la két
qua cua kich thich bén trong hoac bén ngoai cu thé theo bang 2-1:

Bang 2-1

Nhirng kich thich bén trong Nhirng kich thich bén ngoai
- Quyét dinh san xuat san phAm méi cta - Tac dong chao hang cua nhirng
doanh nghiép lam ndy sinh nhu cau ve nguoi cung ung qua trién 1dm, quang
nguyén vat liéu, thiét bi mai. cao va nhimng hinh thuc khac 1am
- P6i méi tai san ¢b dinh. :azisAmh y twong mGi cho doanh

. . ép.

- Thay doi nhitng nguoi cung trng mdi, Khi g, P ) )
phat hién nhiing 1¢i thé vé gia ca chénh - Y tudng maoi xuat phat tir doi thu
léch vat tu ... so véi ngudi cung Gmg cii. | Canh tranh.

Giai doan 2: Mo ta khai quat nhu cdu

Véi cac tu lidu san xudt d & duoc tidu chuan hoa cao, viéc mo ta khai quét
khong g ap kho khan. Nhitng tu liéu san xuat ph uc tap, gia tri 16n thi viéc mo ta
nhu cau thuong cé sy tham gia cta nhi€u thanh vién lién quan dén viéc st dung
va danh gié hi€u suat cia tu licu san xuat d6 nhu cac k¥ su, chuyén gia k¥ thuét,
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ngudi sit dung... Ho can ph ai nghién cir u xép hang céc chi tiéu theo tim quan
trong ctia chiing d6i véi viéc san xuat san pham va hiéu qua kinh té.

Céc chi tiéu xép hang bao gd m: do tin cdy, do chinh xac, gia ca va nhimng
tiéu chuan khac lién quan dén viéc mua va sir dung tu liéu san xuit cho nhu cau
san Xuét.

Trong budc ndy, ngud i mua tu lidu san xuat ¢6 nhu cau rat 16n vé cac thong
tin lién quan dén hang hoa, vi vay vai trd cia ngudi chao hang can tan tinh, trung
thyc gitip d& ngudi mua, xac dinh nhanh chong va chinh xéac nhu cau.

Giai doan 3: Pdnh gid cdc dic tinh tw ligu sin xudt

Viéc danh gia tu liéu san xudt d}rqc thue hién badi cac chuyén gia ky thuat do
bgn lanh dao cua floanh nghiép quyét’ dinh. Nhiém vu cua ho 1a phén tich gia tri
dé xac dinh uu the cua tu liéu san xuat. Trong qua trinh phén tich, nguoi mua tu
li¢u san xuat can tap trung vao van d¢ chinh sau:

- Nhiing gi tri ma tu liéu san xuét c6 thé dem lai cho nguoi sir dung.

- Twong quan giita chi phi do viéc sir dung tu lidu san xuat va gia tri tu liéu
san xuat dem lai.

- Mtc d6 tuong tmg gitta nhu cau st dung va cac dic tinh cua tu liéu san
XUAt.

- Loai hang hoa nao dap ung day du cic yéu cau st dung tur liéu san xuat.

- C6 thé tu san xuét tu liéu san xuét can sir dung duoc khong.

- Tim nguoi cung timg ndo la tét nhat.

- C6 ngudi mua nao mua duogce tu lidu san xuat véi gia ma cac nha cung umg
chao hang?...

Vi vay, cac nha marketing phai can ctr vao d6 dé dinh vi san pham ctia minh
trén thi truong tu lidu san xuAt.

Giai dogn 4: Tim Kiém ngwoi cung trng

Giai doan nay ngudi mua tu lidu san xuat can phat hién ra ngudi cung mg
thich hop nhét trén co so cac ngudn thong tin co ban 1a:

- CAC 4n pham thuong mai, quang céo, trién 1dm, qua mang internet, tiép xuc
V&1 nguoi cung Umg, thong tin ndi bo.

K ét qua viéc phan tich 12 xép hang cac nha cung tmg: TUy vao viéc chon
loai tur liéu san xu 4t ma cAc tiéu chudn lién quan dén viéc lya chon nha cung cap
dugc sap xép theo thir tyr khac nhau dé xép hang.

Giai doan 5: Y8u cdu chao hang

Giai doan nay doanh nghiép mua tu liéu san XU4t s& moi cac nha cung tng
thuc dién duoc chon try ¢ tiép chiao hang. Ngudi mua s& so sanh tiéu chuan ma
ho yéu ’Cﬁu vé tu liéu san xuat v6i nhimg tiéu chuan ma ngudi chao hang dua ra
deé quyét dinh chon ngudi cung Gng.

Céc hinh th tc chao hang ma ngudi mua yéu ciu théng thuong 1a giri
catalog, moi cac dai dién gidi thiéu truc tiép... & budc nay doi h 6i cac nha
marketing cua doanh nghi¢p cung tng phai khéo 1éo trong viéc gidi thi€u hang
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hoa ciia doanh nghiép, tao cho doanh nghiép cung ung lgi thé canh tranh trong
viéc tim kiém khach hang.

Giai dogn 6: Lwa chon nha cung wng

Giai doan nay cac thanh vién cua trung tdm mua s€ nghién ctru k¥ ludng cac
ban chao hang va chon nguoi cung tmg. H ¢ khong chi phan tich, xem xét nang
luc k¥ thu at, ma con cd kha nang thyc hién hop dong va dich vu sau khi ban cua
cac doanh nghiép cung ing d ang canh tranh véi nhau khong Thong th uong cac
thanh vién cta trung tim mua thudng quan tam lya chon dé danh gia vé:

- Tiéu chuan hiéu suit;

- Tiéu chuan kinh té (gia ca, chi phi...);

- Tiéu chuan thich hop (thuén tién trong viéc mua);

- Tiéu chuan phap 1y (nhiing rang budc vé phép luat).

Ciing c¢6 nhiéu doanh nghiép mua tu liéu san xuat chon nhiéu nha cung tmg
dé tranh su 18 thudc va rai ro trong viéc mua sam.

Giai dogn 7: Lam tha tuc dat hang

O giai doan ndy nguodi mua thuc hién cac thu tuc dat hang voi nguoi ban.
Cong viéc nay do nhan vién mua hang chuyén nghi¢p cung véi cac dai dién ban
chuyén nghiép trao do6i va ky két cac hop dong mua ban theo nhitng ky han. Hai
bén cung thoa thuan va cy thé hoa cic diéu kién va yéu cau lién quan dén viéc
mua ban nhu: sd lugng, quy cach, pham chét, gia ca, danh muc hang, cac loai
dich vy, thoi han giao hang va phuong thirc thanh toan.

Giai doan 8: Danh gia viéc thuc hién

Giai do an nay ngudi mua tién hanh xem xét viéc thyc hién ctia bén ban. Dé
duy tri dugc khach mua cho nhit ng hgp dong tiép theo, ngudi ban phai biet dugc
mutrc d§ hai long ciia ngudi mua vé cac hoat dong mua ban ma hai bén da ky ket
va thuc hién.

b. Thi trwomg va hanh vi mua ciia cac td chirc thwong mai

Thi truwomg céc to chirc thwong mai va cac dic tinh co ban:

Thi trudng cac to chirc thwong mai bao gom tét ca cac to chirc, c4 nhan mua
hang hoa dé ban lai hodc cho thué, nham muc dich kiém 1.

Khi ho mua c6 thé xem ho déng vai trd giong nhu nhiing ngudi mua tu lidu
san xu at. Hang hoa ma ho Iya chon mua do ngudi mua lai ctia ho quyét dinh chur
khong phai chinh ban than ho.

Hanh vi mua ciia to chirc thwong mai:

Céac quyét dinh mua ciia té chive thwong mai:

T6 chir ¢ thuo ng mai quyét dinh mua thi ho déng vai trd 12 nguoi dai dién mua
cho cac khach hang cua ho. Khi Iya chon mua hang hoa, ho phai xem nhiing san
pham d6 co thu hat dugc khach hang hay khong va tir d6 nén quyét dinh kinh
doanh nhirng mat hang nao? Mua cua doanh nghiép nao ban? Phai dua ra nhitng
thuong luong gi vé gia ca va cac dicu kién mua khac?

T chirc thuong mai co thé lya chon 1 trong 4 chién luoc lya chon danh muc

mat hang kinh doanh sau:
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1.Kinh doanh ching loai hang héa riéng biét: 1a chi mua va ban m¢ t loai
hang hoéa do mot hang san xuat. Vi du: c6 nha ban 1é nao d6 chi ban tivi ctia hdng
SONY.

2.Kinh doanh theo chiéu sau: Kinh doanh nhiéu mit hang tuong tu do nhiéu
hang san xuat. Vi du: nguoi trung gian kinh doanh tivi véi nhiéu nhin hiéu khac
nhau.

3.Kinh doanh rong: Kinh doanh mot chiing loai c6 nhiéu mat hang co lién
quan v&i nhau.

4.Kinh doanh hdn hop: mat hang kinh doanh gém nhiéu chung loai khac
nhau (siéu thi).

Céc thanh vién tham gia vao tién trinh mua ciia té chive thwong mai

Trong cac doanh nghiép 16n, viéc mua hang hdéa kinh doanh do nhir ng
ngudi ¢ trinh dd chuy@n mén phu trach. Ho dugc dao tao va to chic giéng nhu
cac trung tAm mua tu liéu san xuét cia cac doanh nghiép, ngudi tham gia mua
hang hda con phu thudc vao hinh thirc to chirc kinh doanh nhu: ctra hang, siéu thi,
nha dai ly.

Trong cac doanh nghiép nho hodc hd gia dinh, nguoi chu thuong dam nhiém
viéc lya chon va mua hang hda.

Dic trung trong hanh vi mua ciia cdc té chirc thwong mai.

+ V6i nhiing loai hang thong thuong, t6 chic thwong mai cin cir vao luong
hang ton kho dé thuc hién cac don dat hang tiép theo.

+T6 chirc thuo ng mai ludn can ctr vao su bién dong vé doanh sé va mirc 10
ma ho dat dugc 1am can cir théa thuan véi ngudi cung Gmg vé gia ca.

+ Ngoai yéu td gia ca, t6 chirc thuong mai coOn lya chon mét sé tiéu chuan
de ra quyet dinh lya chon nguoi cung cap nhu: sy hap dan cua hang héa doi véi
nguoi tiéu thy, cac dicu kién ho trg va nhitng wu dai ma ngudi cung tmg danh cho
ho.

+ T4 chitc thuong mai c6 nhiing budc tién vé ki thuat mua va ban. Xu thé
pho bién hién nay la nang luc kinh doanh ctia nguoi ban cang dugce hoan thién, ho
la nguoi tryce tiép tiep xtc voi khach hang cung vai sy ho trg ctiia phuong tién tién
tien (may ban hang ty dong, vi tinh no6i mang internet ...).

¢. Thi trwomg va hanh vi mua ciia cac to chirc nha nwée

Thi truong cac t6 chirc nha nudc bao gdm nhitng to chirc cia Chinh phu va
cac co quan dia phuong mua hay thué nh trng méat hang can thiét dé thuc hién
nhirng chirc nang co ban theo sy phan cong cta chinh quyén.

Chinh phil va céc co quan cac cap 1a ngudi tiéu thy rat 16 n phan chi tiéu
ngan sach ma cac to chirc nha nudc cac cap danh cho hoat dong ctiia minh, dudi
hinh thic hang hoa hay dich vu hang nam rat cao. Véi tu cach la nguoi tiéu thu
hang hoa, cac t6 chuc Nha nudc dugce nhitng nguoi cung ung hang hoa dac biét
quan tam.

Thi truong hanh vi mua cia cac to chirc nha nudc bao gom:

Nguoi tham gia vao tién trinh mua ciia céc to chire nha nwéc:
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Nha nuéc tir trung wong dén dia phuong, dam nhiém cac chirc ning xa hoi
giao phé cho ho, gém cac to chirc dan cu (cac Bo , Ban nganh, t6 chirc hanh
chinh céc cép), cac cap quan su (Bo Quéc phong, Blnh ching, Quan chung va T6
chirc quéan sy cac cap), cac trudong hoc, bénh vién... Cac to chtr ¢ ndy thuc hién
cac nhiém vu khac nhau vi vay thé thirc, th G tuc mua ban cta ho mang tinh cht
riéng biét ma nha cung ting phai nghién ctru.

Céc quyét dinh mua ciia ngwdi mua 12 cac to chire nha nuwéc:

Khi mua sim hang hoa, dich vu mdi mét t6 chirc nha nudce can phai thong
qua hang loat cac quy dinh: Mua cac loai hang héa nao? Sé lugng mdi loai 1 bao
nhiéu? Chi phi mua va mua cua ngu¢ i cung ¢ ng nao? Vi bi gi¢ i han vé tai
chinh (Ch1 dugc phép chi ti€u theo quy dinh cu a nha nuoc) nén quyet dinh mua
Cl a cac to chirc nha nud ¢ dua trén co sé c6 thé giam td i da phan chi tiéu cua
ngan sach danh cho ho. Do d6, cac khach hang nay luén c6 xu hudng tim Kiém
cac nha cung tmg dap tmg yéu cau ciia ho véi chi phi ré nhat.

Nhirng yéu t6 anh hwéng dén hanh vi mua cia cac té chirc nha nuéc:

Diéu ndi bat trong viéc mua sdm cua cac to chirc nha nudce 1a nguoi mua, to
chlrc mua bi giam sat mot cach chat ché€ cua ca to chire lan cong ching. Nhirng to
chtrc 1am nhiém vu thanh tra gom: sy giam sat cia Qu Oc hoi, cia Thanh tra
chinh pht, co quan Kiém toan cta nha nudc, cong chiing va cac to chtic cia ho
ciling c¢6 quyén han rat lon trong viéc giam sat nay.

Dé thuan loi cho viéc kiém tra, giam sat nén viéc mua sim ciia nhitng ngudi
nh&n danh cac t6 chirc nha nud ¢ phai thyc hién rat nhiéu thu tu ¢ giay to va cac
nguyén tac hanh chinh phtc tap vi vy nguoi ban nén gitr thai d6 chap thuan.

Céch thire thire hién quyét dinh mua bén ciia cac to chire nha nwéc:

Hoat dong mua ban giita ngudi cung tng va to chtic nha nudc, ngudi mua
Clia cac t6 chirc nha nude thy ¢ hién tién trinh quyét dinh mua cia minh theo cach
thirc twong ddi pho bién nhu sau: Khi nhan thirc duge nhu cau, cac to chtic nha
nud c tién hanh viéc thong tin mo ta cac nhu cau cta ho va cac phuong thirc mua
mo t cach cong khai cho tat ca cac d 6i twong cung ing. Co hai phuong thirc mua
ma céc to chirc nha nudce thuong p dung 1a: ddu thau cong khai va hop dong dua
vao thuong lugng.

Khi thyc hién phuong thie dau thau cong khai, cic to chirc mua cii a nha
nudc yéu Cau nhu’ng nguo i cung Gng ¢o trinh do chuyén moén gtri don chao hang,
mo ta chi tiét vé ndi dung mua ban va cac diéu kién glao dich. Hop ddng thuong
dugc trao cho nhimg nguoi cé gia chao hang thap nhat. Trong truong hop nay
ngud i cung ur ng ph ai can nhic kha nang dap o ng cac yéu Cau clia nguoi mua vé
hang hoa bao gom: nhitng yéu cau vé dic tinh k¥ thuat, yéu cau vé giao hang dé
thang trong truong hop dau thau.

Khi sir dung phuong phap ho p dong theo céac két qua thuong luong, t6 chirc
mua 12 nha nudc thuong 1am viéc véi mot hay nhiéu doanh nghiép va tién hanh
thuong lugng truc tiép dé ky hop dong véi mot doanh nghiép trong sd d6 theo
cac diéu kién d& dugc hai bén nhat tri. Phuong phép nay thuong duoc sir d ung
cho nhitng du 4n phtic tap, d0i hoi nhimg chi phi 16n vé nhu cau, thiét ké, thir
nghiém va muac do rii ro cao. Viéc thi hanh h ¢gp dong dugc kiém soat thuong
xuyén va trong truong h op nguoi cung tng thu duoc lgi nhuan qua mi ¢ thi hop
dong c6 thé xem xét lai. Nhiéu doanh nghiép cung timg hang cho cac t6 chic cua
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Chinh pha do mét sd nguyén nhan da khong dap tmg dugc nguyén tac marketing
trong hoat dong ciia minh. Vi cho rang tong chi phi cho cdc co quan nha nuge do
cac quan chirc dan cir xac dinh, mua sim chi tdp trung vao van dé gia ca, vi thé
nén ngay cang c6 nhiéu doanh nghiép bat dau thanh lap nhitng bo ph an chuyén
trach marketing, chiu trach nhiém vé cong tac cung mg cho cic co quan nha
nudc.

2.2. THI TRUONG MUC TIEU VA HANH VI MUA CUA KHACH HANG
2.2.1. Po lrong va du bao nhu céu thi truong
a. Nhitng khai niém chinh trong do lwong va du b4o nhu cau thi

treomg Khai ni¢m vé thi truong

Theo céch hiéu co dién, th i trudng 12 noi dién ra cac qué trinh trao d6i, mua
ban, noi ma cac nguodi mua va ban dén vdi nhau dé mua, ban cac san ph am va
dich vu. Theo marketing, thi truong thé hién ddc tinh riéng c6 cia nén kinh t€ san
XUAt hang héa; khong th € é coi thi truong ch i 1a cac che, cac cua hang. Thi truong
chir a tong s6 cung, tong sb cau vé mot loai hang héa hodc v & mot nhom hang
nao d6. Th i trud ng 1a moi trud ng cta kinh doanh, 13 tA m guong soi dé cac co
so kinh doanh nhan biét nhu cau x& hdi va dé danh gia hi¢u qu a kinh doanh cu a
cac doanh nghiép. Thi truong con la do i twong, 1a can ctr ¢ ua ké hoach hoa, 1a
cbng cu bo sung cho cac cong cu dicu tiét vi mo cua nén kinh té cua Nha nudc.

Khai niém vé tong ciu thi trwong:
Tong cau thi truong mot loai san pham 13 tong khdi lwong san pham ma mot
nhom khéach hang nhét dinh s€ mua tai mot dja ban nhat dinh, trong mot khoang
thoi gian nhat dinh va mot moi truong marketing nhat dinh.

Tong cau thi truong can phai duoc xac dinh va du béo cu thé cho ting loai
san pham, tinh trén mot don vi thoi gian va mdt khong gian nhat dinh ma mot
nhom khéch hang s€ mua.

Dy béo cau thi trudng 13 viéc xac dinh murc cAu tuong Gmg voi mot muc chi
phi marketing du kién ctia nganh v&i mot moi truong marketing nhat dinh.

Khai niém vé ciu ciia doanh nghiép, tiém ning tiéu thu va dw bao ciu
cua doanh nghiép:

Cau ciia doanh nghi¢p

Cau cila doanh nghiép 13 phan cau ciia thi truong thudc vé doanh nghiép.

Cau cta doanh nghiép duoc xac dinh: Qj = Six Q

Trong d6: Qij: Cau ciia doanh nghiép i;

Si: Thi phan cua doanh nghiép i;
Q: Téng cau thi trudng.

Cong thi ¢ trén cho thay, thi phan quyét dinh cdu doanh nghiép, khi moi yéu
t0 so sanh déu nhu nhau thi thi phan ctia doanh nghiép s€ phu thud ¢ vao quy mo
va hiéu qua cia cac chi phi marketing cua doanh nghi¢p so véi doi thu canh
tranh.

Tiém ning tiéu thu ciia doanh nghigp:
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