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CHUONG TRINH MON HQC

Tén mon hgoc: MARKETING
Mai s6 mén hoc: MH 17
Théi gian mén hoc: 30gio (Ly thuyét: 15gio; Thuc hanh: 13gio; Kiém tra: 2gid)
I. Vi tri, tinh chit ciia mén hoc:
- Vi tri: Mon hoc nghién ctru va soan thdo dy an thudéc nhom ciac moén chuyén mon
duoc bd tri giang day sau khi d3 hoc xong cidc mon chuyén mon ciia nghé
- Tinh chat: Mén hoc nghién ctru va soan thao du an ing dung cac mon kinh té vi mo,
kinh té vi m6, marketing cin ban, tai chinh doanh nghiép, quan tri hoc dé nghién ciru
va soan thao dy an dau tu, gbp phan nang cao k¥ ning cho nguoi hoc nghé ké toan
doanh nghiép.
- Y nghia va vai trd ciia mén hoc: Marketing cin ban cho chingta nhin thiy tong
quat vé mon hoc. NO trinh bay vé su ra doi va phét trién ciia marketing, chtc ning,
cac thanh phan cua marketing, qui trinh tién hanh marketing. Mén hoc s& dé cap va
giai thich hau hét cac khai niém va thuat ngir trong nganh. N6 nhan manh vai trd
quan trong cta nghién ciu marketing trong hoat dong kinh doanh cua tit ca doanh
nghiép.
I1. Muc tiéu mon hoc:
- Kién thiec:

+ Phan bi¢t dugc va st dung dlng cac khai niém, thuat ngit cia mon hoc.

+ Giai thich duoc cac yéu t trong moi truong Marketing

+ Van dung kién thirc d3 hoc tir cac mon quan tri hoc, quan tri doanh nghi¢p dé
phan tich cic nhan t6 trong moi truong kinh doanh ciia doanh nghiép
-Ky nang:

+ Xay dung cac bude cin ban trong chién lugc kinh doanh

+ Sur dung dugc cac cong cu trong Marketing

+ Thu thap duoc cac s6 liéu can thiét cho nghién ctru thi truong.
-Veé nang lyc tu chu va trach nhiém:

_ +Coy thirc hoc tap theo phuong phap biét suy luan, két hop 1y luan véi thyc

tien

+ C6 thai 4o nghiém tic, cach tiép can khoa hoc khi xem xét mot van dé kinh té
II1. N§i dung mon hoc:

S8 Th0’1 gian ]
T Tén chwong muc Tong |Ly | Thye | Kiém
i thuyét | hanh | tra

[ TONG QUAN VE MARKETING 4 4

Khai niém chung vé Marketing

Su ra doi ciia Marketing

Mot s khai niém co ban vé marketing

Vai tro cua marketing trong hoat dong doanh

nghiép

Nghién ctu Marketing
Il HANH VI KHACH HANG VA THI|16 10 4 2

TRUONG MUC TIEU

Hanh vi khach hang

Vi




Thi truong nguodi tiéu dung va hanh vi
mua hang ctia nguoi tiéu dung

Thi truong cac t6 chuc va hanh vi cua nguoi

mua la to chuc

Thi truong muc tiéu va hanh vi mua ctua khach

hang

Do ludng va du bao nhu cau thi trudng
Lya chon thi truong muyc tiéu

Dinh vi thi truong muc ti€u

Khai niém

Cac loai dinh vi

Cac chién lugc dinh vi

QUYET PINH VE SAN PHAM

San pham theo quan diém Marketing

Khai niém chung

Phan loai san pham

Céc quyét dinh vé nhan hiéu san pham
Nhin hiéu va cac bo phan cau thanh

Céc quyét dinh c6 lién quan dén nhan hiéu
Quyét dinh vé bao bi san pham

Thiét ké va Marketing san pham méi

Chu ky sdng san pham
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QUYET PINH VE GIA

Nhitng van dé chung vé gia

Céc nhan t6 anh huéng dén quyét dinh gia
Mot sé phuong phap dinh gia

Xéc dinh muc gia co ban

QUYET DINH VE PHAN PHOI

Ban chat va tim quan trong ctia kénh phan
phéi

Céu trac kénh phan phoi

Quyét dinh phan phdi hang héa vat chat

Vi

CHIEN LUGQC XUC TIEN HON HQP
Khai quét vé xtic tién hdn hop

Xac lap hé thong xtc tién hdn hop

Céc chién luoc xtc tién hdn hop

Cong
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CHUONG 1. TONG QUAN VE MARKETING

Ma chuwong: MH 17- 01
Gidi thiéu: Qua trinh phat trién cua Marketing gan lién voi qua trinh phat trién tir mot
xi nghi€p, cong ty ban hang thu dong chuyén sang nhay cam, linh hoat hon véi thi
truong. Dé d& dang nghién ctu cAn phan biét qua trinh ban hang va quéd trinh
Marketing
Muc tiéu:
- Trinh bay duoc lich sir phat trién caa Marketing
- Phan biét duoc nhitng quan niém vé marketing, nhirng thu thuat Marketing ma céc
doanh nghiép hién nay dang ung dung.
- Néu Ién duoc vai tro va chic nang ciia marketing
- Néu lén dugc sy can thiét phai c6 thdng tin Marketing
- M ta duoc cac bo phan hop thanh co ban caa hé théng théng tin Marketing
- Liét ké cac budc tién hanh nghién ciu maketing; Phét hién duoc nhitng nhu cau cua
khach hang
- Lap duoc ban céu hai thu thap thdng tin marketing
- Phan tich duoc cac yéu td cua méi truong Marketing anh hudng dén hoat dong kinh
doanh cua doanh nghiép

1. KHAI NIEM CHUNG VE MARKETING

1.1 Su ra doi ctia marketing

Hoat dong cua marketing co tur rit sém, nod ton tai va gén lién v 6i lich st cta nén san
xuat hang hoa. Ban than nhitng ngudi san xuat hang hoa ¥ th e dugc rang van dé tiéu
thu hang hoa luén 13 vin dé hang dau, phuc tap va kho khin nhit trong ca chu ky kinh
doanh: San ph am s ban cho ai, & dau, vao thoi diém nao, véi sb luong 1a bao nhiéu?
Lam thé nao dé ban dugc nhiéu hang h6a? D6 1a nhitng cau hoi dugc dat ra cia cac
nha kinh doanh, gan lién véi nén san xuat hang héa 1a mot hé thdng cac quy luat kinh
té, khach quan, gitt vai tro diéu tiét va chi phdi toan bd mdi quan hé kinh té xa hoi giita
nhirg ngudi san xuit voi nhau, ciing nhu gitta ho voi khach hang va ngudi tiéu ding
cudi cung.

Mbi quan hé cu thé d6 1a:

Quan hé gitta ngudi ban véi ngudi mua: Nguoi ban rit can nguoi mua, ng udi mua
cling rat can nguoi ban nhung dy 13 mbi quan hé mau thuan. Xuat phat tir lgi ich kinh
té: Nguoi ban muén ban duoc nhiéu hang véi gia cao hodc rat cao dé co duoc nhiéu
101, ngugc lai nguoi mua chi mudn mua véi gia phu hop véi tai tién cia minh hodc véi
gia thip dé mua dugc nhiéu hang.

Quan hé giita ngudi ban véi nguoi ban: Nguoi ban ludn tim moi cach dé 16i kéo khach
hang vé phia minh, gianh thi truong thuan loi.

Trong thyc tién, hanh V1 marketing xuat hién rd nét tir khi nén cong nghlep co khi phat
trlen thiic ddy san xuat ting nhanh va lam cho cung hang hoa co chiéu hudng vuot
cau. Khi d6 budc cac nha kinh doanh phai tim nhiing giai phap t6t hon dé tiéu thy hang
hoa.

Trude thé ky 20, cac thuong gia ngudi Anh, Trung Qudc dd biét th we hién nhidu
phuong chim phan anh hanh vi marketing trong trao d6i hang hoéa nhu : “Hay lam vui
1ong khach hang”. Nho phuong chim d6 ma tc d6 tiéu thu hang héa duoc gia ting.
Céc thuong gia da thuc hién nhiéu bién phap nhu: ban hang c¢6 qua ting, co giai
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thuong khi mua nhiéu hodc mua thudng xuyén thi duge giam gia va qué trinh tim kiém
cac giai phap tot hon dé thuc day ti€u thu hang héa lam cho hoat dong marketing cang
phat trién.

Ly thuyét marketing xuét hién trudc tién & My , vao nhitng nim dau cua thé ky 20, sau
d6 phd bién hau hét & cac nude cd nén kinh té thi truong. Ly thuyét marketing luc dau
chi gan véi van dé tiéu thy, nhung ngiy cang trd nén hoan chinh va 1y thuyét d6 bao
quat ca nhiing hoat dong trudc ti€u thu nhu: Nghién ctru thi truong, khach hang, thiét
ké va san xut san pham theo dung yéu cau cia khach hang, dinh gia va t6 chuc hé
thdng tiéu thu. Trén thé gidi, viéc van dung marketing luc dau dién ra pho bién & cac
cong ty san xuat hang tiéu dung dong goi. Tlep theo, marketing dugc Ung dung trong
linh vuc san xut cac vat lidu nhu: thép, hoa chat, giy..
Viura qua, marketing dugc danh gia cao ¢ cac nganh kll’lh doanh dich vu tiéu dung,
hang khong, ngan hang, bao hiém...Ngay nay, marketing dugc ap dung ca trong linh
vuc kinh doanh quéc té va céc linh vuc phi thuwong mai nhu chinh tri, xa hoi...

1.2 Mot s0 khai niém co ban vé marketing

C6 rat nhiéu khai niém vé marketing, _nhung vi marketing van dong va phat trién, co
nhiéu nodi dung phong phu, hon nita mdi tac gia déu cé quan niém riéng, nén marketing
duoc hiéu la nhimng hoat dong trén thi truong, nham tao ra sy trao d6i voi muc dich
thoa man nhu cau va mong mudn ctia con ngudi. Mot sé khai niém marketing duoc
chap nhan va sir dung pho bién hién nay 1a:

- Marketing 1a toan bo hé thdng cac hoat dong kinh doanh tir viéc thiét ké, dinh
gia, khuyén mai va phan phoi san pham thoéa man nhu cau thi truong, nham muc dich
da dinh.

Do chinh la 4P cu a cong tac marketing. Trong tiér}g Anh dugc bit dau béng’chﬁ: P:
Product (San pham), Price (Gia cd), Place (Pia di€ém) va Promotion (Xtc tién kinh
doanh), theo so do 1-1.

So dd 1-1
oz Gi4 ca 2 Bién phap Nhiéu khach
?n pham phai + ifafil?n,l + | xGictién | |hang va doanh
ung ching udn et phu hop thu cao hon

- Marketing nham nhan biét, du doan va dap ting yéu cau cua khach hang mot
cach co6 hi¢u qua va co loi.

- Marketing 14 viéc tién hanh cac hoat dong kinh doanh c6 lién quan truc tiép tir
dong van chuyén hang héa dén ngu:(‘)’i tiéu dung.

- Marketing la qua trinh lam viéc voi thi truong dé thyc hién cac cudc trao doi,
nhim thoa mén nhitng nhu cdu va mong mudn cia con ngudi.



- Marketing 12 mot dang hoat dong cta con nguoi (bao gdm ca to chirc), nham
thoa min cac nhu cau va mong mudn thong qua trao doi.

Thong thudng ngudi ta cho rang marketing 13 cong viéc ctia ngudi ban nhung hiéu mot
cach day du thi doi khi ca nguoi mua ciing phai lam marketing. Trén thi truong, bén
nao tich cuc hon trong viéc tim kiém céch trao d6i v6i bén kia thi bén do thudc vé phia
lam marketing.

Van dung marketing mot cach thanh céng phu thudc rat nhidu vao kha nang am hiéu
khach hang, cung cap cho ho cic san phim dung véi nhu ciu va mong mu 6n ma ho
kho c6 thé tim thiy & cac nha kinh doanh khac. Néu khong c6 khéach hang thi khéng c6
hoat dong marketing.

1.3 Vai tro ctia marketing trong hoat dong doanh nghiép

a. Vai tro cua marketing d6i voi kinh doanh cta doanh nghiép

Trong nen kinh té thi truong, doanh nghi€p la mot chu thé kinh doanh, mot co thé séng
ctia doi séng kinh té. Co thé d6 can c6 su trao doi chat véi méi trudng bén ngoai thi
truong. Qua trinh trao doi chat d6 cang dién ra thudng xuyén, lién tuc, véi quy mod
ngay cang 16n thi co thé d6 cang khoé manh va ngugc lai.

Mit khéc, doanh nghiép muén t6n tai va phat trién phai co cac ch &c n dng: San xut,
tai chinh, quan tri nhan lyc... ma cac chirc nang nay chua da dam bao sy thanh dat ctia
doanh nghiép, néu tach roi khoi mot ch trc n dng khac - chirc nang két ndi hoat dong
cua doanh nghi¢p véi thi truong do 1a linh vuc quan 1y marketing.

Nhu vay, chi c6 marketing méi co vai trd quyét dinh va diéu phdi sy két ndi cac hoat
dong kinh doanh cta doanh nghiép v 6i th i truong, co nghia la dam bao cho hoat dong
kinh doanh cta doanh nghi¢p huong theo thi truong, biét 1y thi truong - nhu cau va
uwdc mudn cua khach hang 1am chd dya viing chic nhat cho moi quyét dinh kinh
doanh.

b. Moi quan hé giita marketing v6i cac bo phan chirc nang khac ciia doanh nghiép
Marketing phan anh mét chirc niang co ban cua kinh doanh, giéng nhu chirc ning san
Xu at - tai chinh - nhén su . Nhitng chtrc ndng nay déu 1a nhitng bo phan tit yéu vé mat
t6 chirc. V & mat t6 chirc ciia mot doanh nghiép, chirc nang co b an cua marketing la
tao ra khach hang cho doanh nghiép, gidng nhu san xuat tao ra san pham. Tur d6, xét
vé mdi quan hé giita cac yéu t6 ciu thanh trong hé thong hoat dong chirc nang quan tri
doanh nghi€p thi marketing ciing la mét chtrc nang c6 nhiém vu két ndi, nham bao
dam sy thong nhat hitu co véi cac chirc ning. Khi xac dinh chién lugc marketing, cac
nha quan tri marketing phai dit ra nhiém vy, muc tiéu, chién luoc marketing trong moi
tuong quan rang budc vdi cac chic nang khac. Chire nang marketing cia doanh nghiép
ludn chi cho doanh nghiép biét rd nhitng ndi dung co ban sau day:

- Khéch hang ctia doanh nghiép 1a ai? Loai hang héa do c6 nhiing ddc tinh gi? Vi
sao ho can nhitng dic tinh d6 ma khéng phai 1a nhimg dic tinh khac? Nhirng dic tinh
hién thoi cua hang hoéa con thich hop véi khach hang nira hay khong? So véi nhan hidu
hang hoa canh tranh, hang héa ctia doanh nghiép c6 wu thé va han ché gi? Co can phai
thay d6i hang hoa khong?



- Gia ca hang hoa nén quy dinh 1a bao nhiéu? Tai sao lai quy dinh muc gid nhu
vay ma khong phai 1a mic gid khac? Muc gia trude day con thich hop khong? Nén
tdng hay giam gia?

- Doanh nghi¢p nén tu td chuc luc luong ban hang hay dua vao céac luc lugng
khac? Cu thé la ai? Bao nhiéu nguoi?

- Lam thé nao dé khach hang biét, mua va yéu thich hang héa cta doanh nghiép?
Tai sao lai dung cach thirc nay ma khong phai 1a cach thuc khac? Dung phuong tién
nao dé gioi thiéu san pham cua cong ty cho khach hang? Tai sao lai dung phuong tién
nay ma khong dung phuong tién khac?

- Hang hoéa cua doanh nghiép co can dich vu sau khi ban khong? Loai dich vu
nao doanh nghiép cé kha nang cung cap nhat? Vi sao?

D6 1a nhitng van dé ma khong mot hoat dong chirc ning nao cia doanh nghiép ngoai
marketing c6 trach nhiém tra 161. Mac du, muc ti€u co ban ci a moi cong ty 1a thu lgi
nhuan nhung nhiém vy co ban cua hé théng marketing 1a ddm bao cho san Xuat va
cung cap nhitng miat hang h 4p dén, ¢ siic canh tranh cao so voi cac thi truong muyc
ti€u. Nhung su thanh cong cua chién lugc con phu thudc vao sy van hanh cua cac chuc
nang khac trong cong ty, d6 1a mdi quan hé hai mat, vir a thé hién tinh thong nhat, vira
thé hién tinh doc 1ap giita cac chirc nang cia mot cong ty hudng theo thi trudng, gitta
chung c6 mbi quan hé v6i nhau, nhung hoan toan khong thé thay thé cho nhau. Pay 1a
yéu t6 dam bao cho cong ty thanh cong.

2. NGHIEN CUU MARKETING

Pé hiéu dugc khach hang cua cong ty va cac ddi tha canh tranh, phai tién hanh nghién
cru marketing. Viéc nghién ctru marketing phai ndm cac dic trung cua nd, nham thu
dugc nhiing thong tin hitu ich va giai thich hgp 1y cac thong tin nhan dugc. Qua trinh
nghién ctru marketing can qua cac giai doan sau:

2.1 Xac dinh muc tiéu nghién ciru marketing

Trong giai doan dau tién ciia qua trinh nghién ctru marketing, can phai xac dinh muc
tiéu nghién ctru. Muyc tiéu nghién ctru marketing 13 tim kiém, tham do, c6 nghia 1a tién
hanh thu thap nhimg tai liu so by nao d6 ma lam rd dugc van de. Cac myc tiéu ciing
¢6 thé 12 muc tidu dang mo ta, c6 nghia 1a du tinh sy mo ta nhiing hién tuong nhat
dinh. Ciing c6 truong hop la nhimg muyc tiéu tim kiém nguyén nhan thong qua mot s6
mdi quan hé nhan qua nao d6. Vi du: giam thap gia hang 15.000 dong s& kéo theo su
tang Ién luong khach hang 1a 10%.

2.2 Lap ké hoach nghién ciru

Lap ké hoach nghién ctru can phai xé&c dinh loai thong tin lam cho ngudi nghién ctu
(ng udi ky hop dong nghién ctru) phai quan tdm va nhiing bién phap thu thip mot cach
c6 hiéu qua nhat.

Cac yéu t6 can lua chon khi lap ké hoach nghién ctru duogc thé hién qua bang 1-1:



Bang 1-1: Cac yéu t6 lra chon

Ngudn tai liéu Tai liéu so cip, tai lidu thir cap.
Phuong phap nghién ctru Quan sat, thuc nghiém, diéu tra.
Cong cu nghién ctru Phiéu cau hoi, thiét bj may moc.
K& hoach chon mau Pon vi mau, quy mo mau, trinh tu chon mau.
Phuong thire tiép xuc Dién thoai, thu tin, phong van. ..
a.  Nguodn tai lidu:

- Tai liéu so cip (cAp mot): 1a nhitng thong tin duoc thu thap 1an dau tién vi mot
muc tiéu nghién ctru cu thé nao do.

- Céc tai liéu thir cdp (cAp hai): 12 nhitng thong tin di c6 & ddu do, 13 thong tin da
thu thap trudc day vi muc tiéu khéc.

- Thu thap tai lidu so cip: nghién ciru marketing thu thap tai liéu so cap thuong ¢
dang phong vén, quan sat. ..

- Thu thép tai liéu thi cip, ngudn tai liéu bao gdm:

+ Nguon tai liéu bén trong: bao céo 13, 14i, bao cao cac cudc nghién clru trudc.

+ Nguon tai liéu bén ngoai: cac 4n phim cua cic co quan nha nudc, sach béo
chuyén nganh...

b. Phuong phép nghién ctru
- Quan sat: La phuong phap ma cic nha nghién ctru thuc hi¢n sy theo doi (quan
sat moi ngudi va hoan canh). Trong trudng hop ndy ngudi nghién ctru c6 thé & dau do
nghe, xem moi nguoi nédi vé hang minh, quan sat xem nguoi ta noi gi vé hang hoa cua
minh, hang hoa canh tranh.

- Thuc nghiém: La phuong phap doi hoi chon loc, cac nhom chil thé c6 thé so
sanh dugc v6i nhau. Muc tiéu ciia su nghién ctru nhu thé kham pha mdi quan hé nhan
qua, bang cach tuyén chon nhitng giai thich d6i 14p nhau cta cac két qua theo ddi. Vi
du: Nhitng nguoi nghién ctru ciia mot hang co thé dung thuc nghiém dé giai dap nhiing
van dé nhu: co tao ra hay khong mot hinh anh mdi vé cong ty trong tiém thic khach
hang, c6 thé giam gia theo khdi lwong mua duoc hay khong, diéu d6 co kich thich ting
luong ban khong?

- Diéu tra: Cho phép c6 nhimng thong tin vé sy am hiéu, 10ng tin va sy ua thich,
vé mirc d6 thoa man cung nhu do ludng vé do bén vimng vi tri ciia cong ty trong con
mit cia cong chung. Vi du: Bao nhiéu ngudi biét vé cong ty, sir dung hang hoa cia
cong ty va bao nhi€u nguoi ua thich cong ty khac?

c. Céac cong cu nghién ctru:
- Phiéu diéu tra hay bang cau héi: Pay 1a mot cong cu rat linh hoat, nhiing cu

hoi c6 thé dit ra nhidu phuong thire khac nhau, bang cAu hoi phai duoc soan thao cin
than v€ ndi dung va vé hinh thuec.



V& noi dung: Trong qua trinh soan thao cau hoi nguoi nghién ciru marketing lwa chon
mot cach can than cau hoi can phai dat ra, cau hoi dit ra c6 lién quan truc tiép dén nhu
ciu thong tin dé thuc hién muc tiéu cua cudc nghién clru.

V& hinh thitrc: C6 cau hoi dong chira dung toan bd cac phuong an cé kha ning tra 10
ma nguodi dugc hoi chi lya chon mot trong s6 d6. Cau hoi mé: dua lai kha nang cho
ngudi duge hoi tra 101 bang 16 18 va ¥ kién ctia minh.

V& tir ngit: Ngudi nghién ctru phai str dung tir don gian khéng bao ham hai nghia.

- Phuong tién may moéc dé diéu tra: Loai nay dung do ludng cuong do quan tim,
tinh cam cua nguoi dugc hoi khi tiép xuc voi thong diép hodc hinh anh quang céo, co
sir dung dién ké do sy kich thich cam xuc, thiét bi do d6 nhé, mirc do nhin hodc ghi
chép thong tin.

d. K& hoach chon miu: Mau 1a doan (b0 phan) dan cu tiéu biéu cho toan bd dan cu
no6i chung. Ngudi nghién ciru chon nhitng mau nio ma thong tin thu thap tir d6 c6 thé
dap Gmg nhiém vu dit ra (hoi ai?, s lugng ngudi can phai hoi?...)

€. Céc phuong thirc tiép xtic:

- Qua dién thoai: Thu thép tin nhanh, nhung chi tién hanh duoc vai nguoi co dign
thoai, thoi gian ngan.

- Qua buu dién: Chuan bi cau héi can don gian, rd rang vi khong c6 co hoi giai
thich, ty 1¢ tra 10i thap, thot gian lau.

- Tlep xuc tryc tiép: Phong van ca nhan hoic nhém can co cau hoi, dia diém
chuan bj san, co tra thu lao hoic ting pham cho nguoi dugc phong van.

1.2.3. Thu thap thong tin: Phai chuan bi chu déo, phai cin nhac k¥ ludng vi thuong
gip nhimg trd ngai nhu: ho tir chdi tham gia, ho tra 151 khong thanh that... déu lam
anh huong dén cong viéc nghién ctru marketing.

1. 2.4. Xtr 1y phan tich thong tin: Giai doan nay nham ruat ra tir tai liéu thu thap duog ¢
nhitng thong tin va két qua quan trong nhat. Két qua nghién ctru dugc tap hop vao
bang, trén co s& bang d6 xem xét su phan bd cua cac thong tin & mat do cao, trung
binh hay tdn man.

1.2.5. B4o cio két qua nghién ciru: Néu nghién ctru chi 1a diéu tra tham do thong tin
nhanh thi bao cdo trinh bay miéng. Néu nghién ctru marketing & quy mé 1én thi trinh
bay bang van ban. Viét chu ddo va tap trung vao mot trinh ty nhat dinh: néu van dé va
muc dich nghién ctru, gia thiét va két luan



) ) CHUONG 2.
HANH VI KHACH HANG VA THI TRUONG MUC TIEU

Ma chwong: MH 17-02

Gi6i thiéu: Mbi quan h¢ qua lai gitta kich thich cua marketing va phan tmg dap lai cua
nguoi tiéu dung; yéu td co ban anh huong dén hanh vi mua hang; liét ké cac giai doan
ciia qua trinh thong qua quyét dinh mua hang ctia khach hang. Hiéu cac khai niém

“phan doan thi truong”, “lua chon thi truong muc ti€u” va “dinh vi hang hod” trén thi
truong.

Muc tiéu:

- Trinh bay mbi quan hé qua lai giita nhitng thu thuat kich thich ctia marketing va phan
Ung dap lai cua nguoi tiéu dung;

- Néu duoc cac yéu td co ban anh huong den hanh vi mua hang ctua khach hang; liét ké
cac giai doan ctia qua trinh thong qua quyét dinh mua hang ciia khach hang

- Pinh nghia céc khai niém “phan doan thi truong”, “lya chon thi truong muc tiéu” va
“dinh vi hang hod” trén thi truong

- Liét ké nhitng nguyén tic co ban trong phan doan thi truong; Trinh bay dugc cong ty
xac dinh vi tri hang hod mai trén thi trudong nhu thé nao.

1. HANH VI KHACH HANG

1.1 Thi trwong nguoi tiéu dung va hanh vi mua hang cia nguwoi tiéu dung

a. Thi truong nguoi tiéu dung

Nguoi tiéu dung 14 ngudi mua sim hang hoa dich vu dé phuc vu tiéu dung ca nhan, gia
dinh hoac mot nhém nguoi vi nhu cau sinh hoat. Theo nha kinh té hoc, viéc tiéu dung
hang héa ctia ho mot mat dugc xem nhu la viéc st dung hay hity bé mdt tai san kinh
té; mot miat khac ciing 1a cach thé hién minh.

Thi trudng tiéu ding bao g6 m cac ca nhéan, cac ho gia dinh va nhém ngudi tap thé
mua sam hang hoa dich vu nham muc dich tiéu dung.

béc trung co ban cua thi truong nguodi ti€u dung:

- C6 quy mo 16n va thuong xuyén; khach hang rat khac nhau vé tudi tac, gidi
tlnh thu nhap, trlnh dd van hoéa va so thich da tao nén su phong phu va da dang vé nhu
cu va mong mudn ctia ho trong viéc mua sim va sir dung hang hoa.

- Thi truong ngudi tiéu ding bao gdm nhing khach hang mua sim hang hoa
nham muc dich tiéu ding c4 nhan. Céac quyét dinh mua ctia ho mang tinh chét ca nhén,
ho tiéu dung vi myc dich thong thuong hing ngay va nhu mot sy thé hién. Moi nhu
cau thay d6i theo thoi gian, song nhu cau c4 nhan c6 nhip d6 thay doi nhanh nhat.

- Su tién trién trong ti€éu dung va nhiing thay doi trong co cau chi tiéu cé thé
dugc xem la nhiing rui ro va thach d6 céc no luc trong chién lugc marketing ctia céac
doanh nghiép.



b. Hanh vi mua cta nguoi tiéu dung

Nghién ctru hanh vi nguoi tiéu dung cling chinh la viéc nghién ctru cach thirc cua mot
ngudi tiéu dung khi dua ra quyét dinh tiéu dung tirc 13 ho s& str dung tai san nhu tién
bac, thoi gian nh u thé nao khi thuc hién trong viéc dua ra quyét dinh. C6 rét nhiéu cau
hoi dua ra xoay quanh cic van dé nay nhu con ngudi phan Gng nhu thé ndo trudc
nhirng kich thich marketing cua doanh nghiép?

Khai niém vé hanh vi ciia ngudi mua hang:

La toan bo hanh dong ma nguoi ti€u dung boc 10 ra trong qua trinh diéu tra, mua sam,
st dung, danh gia hang hoa va dich vy nham thoa man nhu cau cta ho.

M0 hinh hanh vi mua cua nguoi tiéu dung:

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

So d6 2-1
Ciac nhin t6 kich thich “Hop den y thirc” Phan tng dap lai

Marketing Moi truong

Kinh té Lua chon hang hoa
San pham | Khoa hoc - k¥ Cac dac | Quatrinh Lua chon nhan hiéu

thuat tinh  caa | ct it
Gidca e L ((;gahquye Lua chon nha cung trng

. | Van hoa hguot, 1l mua ..

Phan phoi tiéu dung Lua chon thoi gian va
X{c tién Chinh tr1 dia diém muaf

Luat phap Lya chon khoi lugng

Canh tranh mua

No6i dung cua so do:

- Cac nhan t6 kich thich: 1a tit ca cac tac nhén, luc luong bén ngoai ngudi tiéu
dung c6 thé gay anh hudng dén hanh vi cia nguoi ti€éu dung.

- “Hop den y thuc” cia nguoi tiéu dung: 1a cach goi bd ndo cuia con ngudi va co
ché hoat dong cia no trong viéc ti€p nhan, xur ly cac kich thich.

- Phan ung dap lai cua nguoi ti€u dung: 1a nhitng phan ing nguoi ti€u dung boc
16 trong qua trinh trao d6i ma ta c6 thé quan sat duogc.

c. Nhirng yéu t6 co ban anh hudng dén hanh vi mua cta ngudi tiéu ding

Nhitng yéu t thudc vé vin hoa:

Van héa thuong duge dinh nghia la h¢ thong nhiing gi tri va duce tin, truyen thong va
nhirng chuan muc hanh vi. Vin héa duoc hinh thanh va phat trién qua nhiéu thé hé,
duoc truyén tir doi nay sang doi khac. Vin héa thudng dugc hip thu ngay tir budi dau
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trong doi song gia dinh, gido duc, ton giao, trong cong viéc va bang giao tiép voi
nhimg nguoi khac trong cong ddng. C6 thé xem vin hoa 1a nguyén nhan dau tién, co
ban quyét dinh dén nhu ciu va hanh vi ctia con ngudi. Nhimng diéu co ban vé cam thy ,
gia tri thuc sy, su ua thich, thoi quen, hanh vi rng x&r ma chiing ta quan sat dugc qua
viéc mua sim déu chira dung ban sic van hoa. Tir d6, dé nhan biét nhimg ngudi co
trinh d§ van hoa cao, thai d6 cia ho dbi véi san phém khac biét so voi nhitng ngudi ¢
trinh d¢ van hoa thap.

Nguon goc dan toc, chung toc, sdc tdc, tin ngudng, ton gido, moi trudng ty nhién,cach
kiém sbng ciia mdi ngud i gin véi nhanh vin héa, mot bd phan nho cua van hoa ludn
anh huong den sw quan tam, danh gia nhing gia tri cua hang hoa va so thich.

Nhu’ng yéu t6 thudc vé dia vi, giai cap, tang 16p xa hoi:

Sy ton tai nhitng giai cip, tang 16p xa hoi 1a van dé tat yéu cua xd hoi. C6 thé dinh
nghia: Giai ting xi hoi 1 nhitng nhoém twong dbi 6n dinh trong khuon khé x3 hoi duoc
sap xép theo thir bac dang cap va duoc dic tru ng boi nhitng quan diém gia tri, loi ich
va hanh vi dao dtrc giéng nhau & cac thanh vién.

Sy hinh thanh dang cap xa hoi khong chi phu thudéc mot yéu té duy nhat 1 tién bac ma
1a su két hop cua trinh d6 van hoa, nghé nghiép, nhirng dinh huong gia tri va nhiing
yeu t6 ddc trung khac. Dia vi cia con ngudi cao hay thap phu thudc vao cho ho thudc
tang 16p nao trong xa hoi. Voi mot con nguoi cu the, sy chuyén doi giai tang xa hoi
cao hon hay tut xuong giai cap, tang 16p xa hoi thap hon 13 hién tugng thuong xay ra.
Dleu quan tdm nhét ciia nhitng ngudi lam marketing la nhiing nguoi chung mot giai
tang x4 hoi s& c6 khuynh hudng xu su giéng nhau, ho c6 nhiing so thich vé hang hoa,
nhan hiu san pham, lya chon dia diém ban hang ...

Nhitng yéu t6 mang tinh chat x3 hoi:

Ngoai nhiing yeu t6 hang hoa, hanh vi ctia ngudi tiéu dung con dugc qui dinh boi
nhiing yéu to mang tinh chat xa hoi nhu cdc nhom tham khao, vai tro xa hoi va nhiing
chuan muc x3 hoi.

Nhirng yéu té thudc vé ban than:

Quyét dinh mua sam hang héa ciia ngudi tiéu dung ludn chiu anh hudng 16n cia
nhiing y éu t6 thudc vé ban than nhu tudi tac, nghé nghiép, hoan canh kinh té, 161 séng,
c4 tinh va nhitng quan diém vé chinh ban than minh. Tudi tic c6 quan hé chit ché dén
viéc lya chon cdc hang hoa nhu thic an, quén 40, nhiing dung cu phuc vu cho sinh
hoat, céc loai hinh giai tri... Con nguoi thay d6i hang hoa va dich vu ma ho mua sam
trong cac giai doan trong cudc doi1 ho. Nhitng ngudi lam marketing khi xac dinh thi
truong mua dugc dua vao viéc phan chia khach hang thanh ting nhom theo cac giai
doan cua chu ky séng ciia gia dinh dé phat trién chinh sach marketing khac nhau cho
phtt hop, con lai can phéi luu y nhitng dic trung doi song tdm 1y c6 thé s& thay doi qua
céc giai doan ctia chu ky séng gia dinh.

Nghé nghiép c6 anh huong nhit dinh dén tinh chit ctua hang hoéa va dich vu dugc
chon. Su lya chon quan ao, gidy dep, thirc an cac loai hinh giai tri cia mot cong nhan
s& rat khac biét V01 Vi giam dbc diéu hanh ciia mot cong ty noi ho lam viée. Cac nha
lam marketing can ¢d g ang dé nhan biét dugc nhom khach hang cua ho theo nhom
nghe nghi€p nao va quan tam dén nhimg nhu cau so thich ma nhém khach hang trong
mdi nhom yéu cau. Th 4m chi mot cong ty c6 thé chuyén mén hoa viée san Xuat nhiing
san pham cho mdt nhom nghé nghiép nao d6. Chiang han nhu ngudi cung tng cé thé
dua ra cac loai quan 4o, ging tay, kinh cho nganh y té, hay cac cong ty dic trung
khac...



Tinh trang kinh t& co hoi thi trudng cua tiéu dung phu thudc vao hai yéu té d6 1a: kha
nang tai chinh ciia ho va hé thong gia ca hang hoa. Tinh trang kinh té dya vao thu
nhap, phan tiét kiém, kha ning di vay, tich luy cia nguoi tiéu dung cé anh huéng rat
16n dén loai hang hoa va s luong hang héa ma ho lya chon mua sim ... Nhitng hang
hoa mang tinh thiét yéu sy nhay cam vé thu nhap thudng thip hon nhiing loai hang
hoa xa xi.
Lbi sdng ctia con ngudi thé hién qua hanh dong, s quan tim, quan diém. Ldi séng gin
chit voi ngudn gde x3 hoi, nhanh vin hoa, nghé nghiép, tinh trang kinh té ... Ldi sdng
chtra dung nhiéu hon thé nita. Chi c6 16i sdng méi phac hoa ddy du nhét chan dung cia
con nguoi, sy lya chon hang hoa ctia nguoi tiéu dung thé hién 16i séng cua ho.
Nhitng yéu tb thudc tam 1y:
DPong co 1a nhu cau di trd nén buc thiét dén mirc bude con ngudi phai hanh dong dé
thoa mén no. Vé ban cht, dong co 1a dong luc thuc day con ngudi dé théa man nhu
cau hay udc mudn nao d6 vé vat chat, tinh than hay ca hai. Co s¢ hinh thanh chinh la
nhu cau hay muc dich cuia hanh dong mua, nhu cau cua con nguodi vo cung phong phu
va da dang.
Nhan thire 1a kha nang tu duy cta con nguoi, nd co thé dugc dinh nghia 1a mot qua
trinh thong qua d6 mot ca nhan lua chon, t6 churc va giai thich cac thong tin dé tao nén
mot buc tranh ¢6 ¥ nghia vé thé giéi xung quanh. Pong co thiic ddy con ngudi hanh
dong. Song hanh dong cia con ngudi dién ra nhu thé nao lai phy thudc rat 1on vao
nhan thitc ctia ho vé méi trudng xung quanh. Hai khach hang ¢6 dong co nhu nhau
cung di vao si€u thi nhung su Iya chon nhan hiéu, ) luong hang hoa lai hoan toan
khac nhau. Thai d6 cia ho vé mau ma, gia ca, chét lugng, mat hang, h¢ théng dich vu
.. moi thir déu khong giéng nhau. D6 1a két qua cta nhan thire vé nhiing kich thich
marketing, nhan thirc khong chi phu thugc vao cac tac nhén kich thich ma con phu
thudc vao mdi quan hé tuo ng quan gilta cac tac nhan kich thich v6i moéi truong xung
quanh va ban than ca thé. Sy hap din ctia mot nhan hiéu khong chi do cac kich thich
ctia nhan hiéu d6 t6i cac gidc quan cta khach hang ma con phu thud ¢ vao nhiéu yéu td
khac nhu: nhan hiéu d6 duoc trung bay nhu thé nao? Puge ban & siéu thi hay cira hang
nho ? ... Con ngudi c¢6 thé nhan thirc khac nhau vé ciing mot ddi twong do 3 tién trinh
cam nhan: sy chu y chon loc, sy bop méo va su khéc hoa.
Sy hiéu biét (kinh nghiém): Sy hiéu biét dién ta nhitng thay doi trong hanh vi cia con
nguodi phat sinh tir kinh nghi¢m. Kinh nghi¢m trong ¥ thitc con nguoi 1a trinh do cua
ho vé cudc séng, vé hang hoa, vé cach ddi nhan xir thé. D6 1a két qua cua nhiing tuong
tac cua dong co (muc dich mua), cac vat kich thich (hang hoéa cu thé) nhitng goi ¥ (ban
be, gia dinh, thong tin quang cdo). Co thé thay rang kinh nghiém ctia con nguoi la do
su hoc hoi va su tung trai. Chang han nhu phy nit thuong sanh soi va nhiéu kinh
nghiém hon nam gidi trong mua saim hang hoa tiéu dung (thuc pham, quan 4o ...).

Su hiéu biét va kinh nghiém gitip ngudi mua kha nang khai quat héa va sy phan biét
trong ti€p xuc vdi cac vat kich thich tuong tu nhau, nhitng ngudi ndi tro ho s€ dé nhan
bict dugc thuc pham nao 1a can thiét cho nhu cau dinh dudng.

Niém tin va quan diém:
Thong tin thong qua thuc tien va sy hi€u biét nguoi ta c6 duge niém tin va thai do.
biéu nay anh hudng dén hanh vi, ni€m tin va sy nhan dinh chra dung mot y nghia cu
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thé ma nguoi ta co duge vé hang hoa do. Vi du: Nhiéu ‘nguol mua van tin réng gia ca
va chit luong hang hoa c6 moi quan hé véi nhau, gia thap sé 1a hang hoa co chat luong
khong tét. Su hinh thanh niém tin vé co ban xuat phat tur sy hiéu biét, nén anh huong
kha quan trong dén hanh vi mua. Cac nha kinh doanh can quan tim dic biét dén niém
tin ctia khach hang ddi voi san phim hay hinh anh nhéan hiéu. Thai d6 dit con ngudi
vao mot khung suy nghi thich hay khong thich, khi d6 ngudi mua s& tim dén nhin hiéu
ma ho c6 thai do tot khi dong co xut hién. Quan diém, thai do rat kho thay doi, n6 dan
dit con ngudi hanh dong theo thoi quen khd bén virng ma ngudi ta cd thé tiét kiém
thoi gian va cong stre sy suy nghi khi hanh dong. Thay d6i mot quan niém doi hoi thay
d6i vé nhan thirc, phuong thirc mg xur va can co thoi gian.

d. Qua trinh thong qua quyét dinh mua

Céc budc quyet dinh mua: Dé di dén hanh dong, nguoi mua phai trai qua mot tién
trinh bao gdbm nim giai doan d6 13: nhan biét nhu cau, tim kiém théng tin, danh gid cac
phuong an, cac quyét dinh mua, hanh vi sau khi mua. Pugc thé hién qua so do sau:

So d6 2-2
Nhan biét Tim kiém Panh gia cac Quyét dinh Panh gia sau
nhu cau thong tin phuong an mua khi mua

Tir d6 c6 thé rat ra nhitng van dé co ban 1a: Mua la mdt qua trinh, trong mdi budc cua
qua trinh mua con nguoi phai c6 nhiing quyét dinh cu thé. Nam giai d oan cta quyét
dinh mua duoc st dung dé mo ta téng quat va day du hanh vi mua trong tinh hudng cu
thé, mot ngudi mua cu thé phai bao ham day du cac bude trén, d6 la:

Nhan biét nhu ciu: Pay 13 budc khoi dau cia tién trinh mua, tirc nhu cau mudn thoa
mén clia ngudi tiéu dung, nhu cau phat sinh tir nhiéu y éu t6 kich thich ca bén trong 1an
bén ngoai. Nhan t6 kich thich bén trong nhu c6 cam gidc doi khat s& mubn an hay
ubng dé thoa man nhu cau.

Tim kiém thong tin: Khi sy thoéi thuc cua nhu cau du manh, ca nhan c6 thé tim dén
thong tin dé théa méan nhu cau va udce mudn ctia minh. Khi tim kiém thong tin, nguoi
tiéu dung co6 thé sir dung nhiing nguon co ban sau: ngudn thong tin ca nhan nhu: gia
dinh, ban b¢, hang xom ...; cac nguén thong tin thwong mai nhu: quang cdo, nguoi ban
hang, ho i cho trién lam ngudn thong tin dai ching: an pham c6 lién quan dén hang
hoa, du luan va nguodn thong tin kinh nghiém, tryc tiép thong qua viéc dung thir ...
Mirc d6 anh hudng cua thong tin néi trén thay doi tiiy theo loai san pham va dic trung
cua khach hang.

Panh gia cic phuong an: Nhitng ngudi 1am marketing can c¢d ging kiém soat duoc
nhitng cach thirc nguod i ti€u dung s€ sir dung trong danh gid cac th wong hi¢u c6 kha
nang canh tranh v&i nhau. Tuy c6 gip khé khian nhung van co thé khai quat duoc
nhing xu thé pho bién trong hanh vi nguoi tiéu dung khi ho can nhéc, danh gia vé san
phém dich vu chon mua.

Quyét dinh mua: Khi két thuc cac giai doan danh gia cac phuong an, ngudi tiéu dung
da c6 mdt by nhan hi¢u lya ch on, duogc sap xép theo thtr tu. ¥ dinh thudng duoc danh
cho nhiing san pham c6 thtr hang cao nhat. Song ¥ dinh mua khong phai 1a chi bao
dang tin cay cho quyét dinh mua cudi cung, boi vi tir y dinh mua hang dén quyét dinh
mua hang con chiu sy chi phéi ciia nhitng yéu t6 kim ham.

11



Danh gia sau khi mua: Sy hai long hodc khong hai long sau khi mua va st dung san
pham s& anh hudng den hanh vi mua tiép theo cua nguoi tiéu dung. Sy hai long cao
khi san pham dap tng tot sy mong doi va udc mudn cua ngudi tidu ding. Su hai long
hozc bat man cua nguoi tiéu dung s& anh hudng dén thai d6 cua ho khi c6 nhu cau mua
lai san pham va ho truyén ba thong tin vé san phim cho ngudi khac. Khi khach hang
khong hai 1ong ho c6 biéu hién d6 1a hoan tra san phim hay tim hiéu nhiing théng tin
khac dé bo sung. Tat ca nhitng tinh hudng trén déu bt loi cho qué trinh mua tiép theo
cua khach hang.

1.2 Thi trudng cic to chirc va hanh vi ciia ngudi mua 1a to chirc.

a. Thi truong va hanh vi mua cia cac doanh nghiép san pham

Khai niém: Thi trudng cac doanh nghiép san xuat bao gdm tit ca cac ca nhan va to
chirc mua sim hang hoa dich vu dé su dung vao viéc san Xuét ra hang hoa khac dé ban,
cho thué hay cung ing cho nguoi khac nhu: Nong lam ngu nghiép; cong nghié¢p khai
khoang; xay dung; cong nghiép ché bién; giao thong van tai; thong tin lién lac; cong
trinh cong cong; ngan hang, tai chinh bao hiém; dich vu...

Céc dic trung co ban cua thi trudng cac doanh nghiép san xuat:

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

- Trén thi truong hang tu liéu san xuét, ngudi mua c6 sb lugng it nhung hang hoa
mua nhleu hon so voi thi truong ti€u dung. Thong thuong, thi truong cac doanh nghiép
san xuét c6 tinh chat tap trung theo vung dia ly, cau vé thi truong nay mang tinh thir
phat va c6 d6 co gidn vé gia rat thip, nghia 1 tong cau it bi thay doi.

- Cau veé hang tu li€u san xuat thuong bién dong manh.

Hanh vi mua cua cac doanh nghiép: Nhimg nguoi tham gia vao thi truong mua sam tu
liéu san xudt mang tinh chuyén nghiép. Sb luong hang tu liéu san xuit trong mdi lan
mua sim phu thudc vao tinh hudng mua. Cin cit vdo tinh chat cua viéc mua, khoi
luong thong tin mua va cac dang thong tin can thiét, s luong cia nhitng lwa chon
dugc nguoi mua xem xét. Cac dang chinh cua viéc mua sam tu liéu san xuit:

Mua l3p lai khong c6 sy thay d6i: La tinh hudng ngudi duge giao nhiém vy mua hang,
thuc hién cac don dat hang co tinh chét 1ap lai khong can c6 sy diéu chinh, stra doi
trong cac lan mua.

Mua lip lai ¢ sy thay doi: La tinh huéng trong d6 nguoi mua dua ra nh g don dat
hang l3p lai, nhung c6 nhitng yéu cau diéu chinh thay d6i lién quan t6i quy cach, tinh
ning cua hang hoa, gia ca va nhitng diéu kién cung Gmg khac; ké ca viéc thay ddi
ngudi cung Ung.

Mua cho nhu cau méi: Nhiém vy méi trong san xuat bugc doanh nghiép phai mua sam
lan dau nhitng tu liéu san xuat va dich vu can thiét. Trong tinh huong mua mdi, ngudi
mua can phai thu thdp mot khdi luong théng tin 16n vé cac san phim va cac nha cung
tmg. Gi4 tri cia mat hang hay chi phi mua sim va muc d6 rii ro cang cao thi s6 ngudi
tham gia vao qua trinh thu thap thong tin va quyét dinh mua cang dong.
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