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Chuong I:

NHAP MON MARKETING
I. SU RA POI VA PHAT TRIEN CUA MARKETING
1. Su ra doi cua Marketing

Thoat ddu Marketing xuat hién qua nhirg hanh vi rdi rac gin véi nhirng tinh
hudng trao d6i nhat dinh. Nhu vay cé thé n6i Marketing xuét hién gan lién voi trao d6i
hang hoa. Nhung diéu d6 khong c6 nghia 1a Marketing xuat hién dong thoi véi su
xudt hién trao doi. Marketing chi xuét hién khi trao d6i ¢ trong mét trang thai hay tinh
huéng nhét dinh: hozc 1a nguoi ban phai cd gang dé ban duoc hang, hoic 14 khi ngudi
mua phai ¢6 ging dé mua duoc hang. Co nghia 13 tinh hudng trao doi 1am xuét hién
Marketing 14 khi nguoi ta phai canh tranh dé ban hodc canh tranh dé mua. Nhu vay
nguyén nhan sau xa lam xuat hién Marketing 1a canh tranh.

Trong thuc tién hanh vi Marketing xuat hién rd nét tir khi nén dai cong nghiép
phat trién, thuc dy san xuit ting nhanh va lam cho cung hang hoa c6 xu hudng vuot
cau. Khi d6 budc cac nha kinh doanh phai tim cac bién phap t6t hon dé tiéu thy hang
hoa. Qua trinh tim kiém cac giai phap t6t hon dé thiic day tiéu thy hang hoa lam cho
hoat dong Marketing ngay cang phat trién va 1a co s& dé hinh thanh mot mén khoa hoc
hoan chinh - Marketing.

Thuat ngir Marketing ra doi 1an dau tién & My vao nhitng nam dau thé ky XX.
N6 duge truyén ba sang chau Au, chau A, roi téi nudc ta vao nhimg nim 1980.
Marketing c6 ngudn gdc tir chir “market” c6 nghia tiéng Anh 1a cai chg, thi truong.
Pubi “ing” mang nghia tiép can, vi vy marketing thudng bi hiéu nham 1a tiép thi. Dé
tranh nham 1an, thuat ngit marketing thuong dé nguyén, khong dich.

2. Khai niém vé Marketing

- Theo nghia rong, Marketing la cac hoat dong dugc thiét ké dé tao ra va thac déy bat
ki su trao d6i nao nhim thoa mén nhitng nhu ciu va mong mudn cia con nguoi.

- Theo nghia hep, Marketing 1a hé théng céc tong thé cac hoat dong cua to chirc duge
thiét ké nham hoach dich, dat gia, xuc tién va phan phéi cac san phém, dich vy, ¥
tudng dé dap tng nhu cau cua thi truong muc ti€u va dat dugc cac muc ti€u cua to
chure (theo Hi¢p hoi Marketing My - AMA).

- Khéi niém Maketing duogc nhiéu nguoi dong tinh 1a qua trinh quan 1y cia doanh
nghiép (DN) nham phét hién ra nhu cau cta khach hang va t6 chirc dap tmg cac nhu
cAu d6 mot cach ¢6 hiéu qua hon so voi cac ddi thu canh tranh.

- Theo Philip Kotler, Marketing 14 tién trinh qua d6 c4 nhén va to chirc ¢6 thé dat duoc
nhu ciu va mong mudn théng qua viéc sang tao va trao d6i san pham va gi tri giita
cac bén.

3. Van dung Marketing vao doanh nghié¢p
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3.1. Vai tro cia Marketing trong doanh nghiép
Marketing c6 vai trd 1 cau ndi trung gian gitta hoat dong cua doanh nghiép va
thi truong, dam bao cho hoat dong cua doanh nghiép huéng dén thi truong, 1ay thi
truong lam muc ti€u kinh doanh. N1 cach khac, Marketing c6 nhiém vu tao ra khach
hang cho doanh nghiép. Stir dung Marketing trong cong tac lap ké hoach kinh doanh s&
gitip cho doanh nghiép thuc hién phuwong cham ké hoach phai xuit phat tir thi truong.
Trong diéu kién canh tranh trén thi trudng gay git thi chi c6 doanh nghiép nao
biét hudng dén thi truong thi méi c6 kha ning ton tai.
3.2. Chirc nang ciia Marketing trong doanh nghiép
Muén kinh doanh thanh coéng doanh nghiép phai hiéu ré minh, hiéu rd d6i
phuong, hiéu rd khach hang, hiéu rd vé diéu kién méi truong. Tir d6 doanh nghiép
m&i c6 thé xay dung chién luoc Marketing huéng t6i thi truong.
II. BAN CHAT CUA MARKETING
- Marketing 14 1 tién trinh quan tri.
- Toan bd cac hoat dong Marketing phai dugc hudng theo khach hang.
- Marketing théa man nhu ciu cua khach hang 1 cach hiéu qua va c6 loi.
- Noi dung cua hoat dong Marketing: thiét ké, dinh gia, phan phéi, xuc tién
nhitng y tuong, hang hoa, dich vu.
III. PHAN LOAI MARKETING
1. Theo linh vuc hoat dong
- Marketing phi kinh doanh (non business marketing) hay con goi la Marketing
xa hoi: ing dung trong cac linh vyc khong hoat dong vi loi nhuan nhu gido duc, y té,
van hoa...
- Marketing trong kinh doanh (business marketing): Marketing cong nghiép,
Marketing dich vu, Marketing du lich, Marketing thurong mai.
2. Quy md, tAm véc hoat dong
- Vi mé (micro marketing): do cac doanh nghiép thuc hién
- Vi mé (macro marketing): do cic co quan chinh phu thuc hién nham dinh
hudng phat trién cac nganh kinh té hodc thi trudng chung ca nude.
3. Pham vi hoat djong
- Trong nudc (Domestic marketing)
- Ngoai nudc (International marketing)
4. Can cwr vao khach hang
- Marketing cho céc to chirc (B2B Marketing): cac nha cong nghiép, trung gian
phan phdi, t6 chic chinh phu. ..
- Marketing cho nguoi tiéu dung (Consumer Marketing): cd nhéan, ho gia dinh
5. Cin cit vao diic diém ciia san phim
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- Hitu hinh: thyc pham, hang dién may...

- V6 hinh (dich vu): dich vu hang khong, du lich, thong tin, gido duc...
IV. QUA TRINH PHAT TRIEN QUA CAC QUAN PIEM MARKETING
1. Giai doan huéng theo san xuit.

Quan diém hudng theo san xuit dugc hinh thanh trudc nam 1930. cic nha quan
tri theo quan diém san xuit cho rang khach hang s& ua chudng cc san phim c6 sin
dugc phan phdi trén thi trudng voi gia ré.

Vé6i quan diém nay, cdc nha quan tri tip trung ngudn lyc vao viéc san xuat, ting
san luong dé dat loi thé gia thap theo quy ms.

Khi thi trudng di bao hoa, cac doanh nghiép déu duoc san luong cao thi viée tiép
tuc tang san lugng sé tao ra ganh ning cho cong ty va tinh trang du thira san pham.

2. Giai doan huéng theo san pham.

- Cac nha quan tri theo hudng san xuat cho rang khach hang khong chi can dén
san pham, khong chi quan tim dén gia ma con ma con quan tdm chinh san pham.
Quyét dinh mua hang chu yéu dua trén chat lugng san pham. Nguoi tiéu dung ludn
mudn ¢ nhitng san pham chét luong tot nhat,

- Vé6i quan diém ndy cac nha san xuat tip trung ngudn luc cho viéc nghién ciru
cai tién chat luong san pham. Chinh vi diéu nay di lam gia thanh ting cao. Bén canh
d6 su phat trién manh cta khoa hoc cong nghé da lam cho cac cong ty khé dir viing loi
thé vé chat luong.

3. Giai doan hudng theo ban hang.

- Giai doan khing hoang kinh té thé gidi di lam thay ddi nhan thirc cta céc
doanh nghiép. Cac nha kinh doanh luc bay gio cho rang khach hang khong tu tim mua
san pham néu khong c6 nhitng nd luc vé& ban hang va vé khuyén mii.

- V6i quan diém nay cac nha quén tri tap trung ngudn luc cho viéc xay dung doi
ngli ban hang va cac chuong trinh chiéu thi, coi day la loi thé canh tranh chinh cua
doanh nghiép.

4. Giai doan hudéng theo marketing.

Cung véi sy gia ting san pham nhanh chong va sy phat trién trong nhan thic cia
nguoi tiéu dung. Cac nha quan tri nhan thdy mot diéu rang: san xuat mot san pham can
phai dya trén nhu cau cta ngudi tiéu dung va phai lay khach hang 1am ngudn gdc. Vi
vay ho ) géng tao ra lgi nhuan thong quan viéc tim hiéu va thoéa min nhitng nhu ciu
cua khach hang .

5. Giai doan huéng theo marketing xa hoi.

- Quan diém marketing xa hdi bén canh vi¢c ké thira nhiing diéu tién bo cua cac
quan diém trude d6 va nhin manh dén viéc bao vé va phat trién méi trudng tu nhién
va cac gia tri xa hoi.
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- Quan diém nay nhan manh viéc tao ra lgi nhuan ma khong phuong hai dén loi
ich cua x3 hoi.- Quan diém marketing x4 hoi nhanh chéng duoc ngudi tiéu dung tiép
nhan va tr¢ thanh mdt trong nhiing diéu kién thanh 1ap va hoat dong cua cac doanh
nghiép.
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CHUONG II:

MOI TRUONG MARKETNG
I. MOI TRUONG MARKETING
1. Khai niém

Moi trudng Marketing 13 tong hop cac yéu td bén trong va bén ngoai cong ty cé
anh hudng tich cuc hodc tiéu cuc dén hoat dong Marketing ctia doanh nghiép.

Céc yéu t6 méi truong thuong mang lai cho doanh nghiép cic nguy co de doa,
nhung dong thoi ciing lai co hoi kinh doanh cho doanh nghiép (DN). Néu doanh
nghiép c6 day du thong tin, ho c¢6 ké hoach, bién phap chi dong vuot qua cic nguy co
va nim léy co hoi thuan lgi. Do vay doanh nghiép can hiéu rd cac yéu td ciia moi
truong. Ta c6 thé phan chia thanh 2 méi truong: méi trudng vi mod va méi trudng vi
mo.

2. Mo6i treong vi mo

Moi truong vi mo bao g6m cac yéu td, cac luc luong xa hoi rdng 16n, c6 tdc dong
dén toan bo dén hoat dong kinh doanh ciia doanh nghiép. Doanh nghiép khong thé
kiém soat, thay doi dugc cac yéu té ctia mdi trudng vi mo. Cac yéu td ciia moi truong
vi mo mang lai nhitng co hoi méi cling nhu thach thirc d6i véi doanh nghiép. Vi doanh
nghiép khong thé thay d6i duoc méi truong vi mo, do vdy phai thich tng véi nd méi
¢6 thé ton tai va phat trién duoc.

2.1. Méi trwong nhén khdu hoc

Nhan khau hoc 1a mén khoa hoc nghién ctru din cu theo quan diém dan sé va mat
d6... nhitng nguoi lam marketing rat quan tim t6i yéu t6 nhan khau hoc, béi vi thi
truong 1a do con ngudi hop lai ma thanh. Cac yéu t6 nhan khau anh huéng dén hoat
dong Marketing cia doanh nghiép.

Quy md, co cau tudi tac 13 yéu t6 quy dinh co cdu khach hang tiém ning cta 1
doanh nghiép. Khi quy mo, co cau tudi tic dan cu thay doi thi thi trudng tiém ning cia
doanh nghiép ciing thay d6i, kéo theo su thay doi vé co cau tiéu dung va nhu cau vé
cac hang hoa, dich vu. Do vay cac doanh nghiéphai thay do6i cac chién lugc marketing
dé thich tmng.

Dé mb ta co cdu dan cu theo tudi tac, ngudi ta dung khai niém thap tudi.

Quy mo va tbc do tang dan s6 1a 2 chi tiéu dan sb hoc quan trong. Dan s6 16m va
tang cao tao ra mot thi truong tiém ning rong 16n cho nhiéu doanh nghiép.

Co cdu quy mé gia dinh, ké hoach héa gia dinh 13 yéu t6 anh huéng manh dén
nhu cu thi truong nhiéu hang hoa, dich vy khac nhau

Qua trinh d6 thi héa, phan b lai dan cu tai cac nuée dang phat trién noi chung va
tai Viét Nam noi riéng, qua trinh d6 thi hoa va phan b6 lai dan cu dién ra manh mé.
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Qua trinh d6 thi héa va chuyén dich lao dong ciing gitip cho doi séng nong thon thay
d6i, tr& thanh thi trudng quan trong ctia nhiéu doanh nghiép.

Trinh d6 vian hoa gido duc ctia dan cu: Hanh vi mua sdm va tiéu dung cta khach
hang phu thudc vao trinh do van hoa, gido duc cua ho.

2.2. Méi trwong kinh té

Moi trudng kinh té bao goém tat ca cac yéu t6 vi md anh hudéng dén sirc mua cua
ngudi dan. D6 1a tde d6 ting truong kinh té qudc dan, 1a lam phat, thit nghiép, 1ai suat
ngan hang. Cac yéu t6 kinh té nay anh huong dén stc mua ciia nguoi dan, cia chinh
pht va cta cac doanh nghiép va do vay ciing anh hudng dén hoat dong Marketing ciia
doanh nghiép.

2.3. Moi trwong tw nhién

Moi trudng tu nhién 13 hé thdng cac yéu td tu nhién c6 anh huéng dén cac ngudn
luc dau vao can thiét cho hoat dong cua cac doanh nghiép, do vay cling anh hudng dén
hoat dong Marketing cua doanh nghi¢p. D6 1a cac yéu t6 nhu khi hau, thoi tiét, vi tri
dia ly, tai nguyén thién nhién, moi truong...

- O nhiém moi truong.

- Tinh hinh khan hiém nguyén, nhién liéu.

- Su can thi¢p cua luat phap
2.4. Moi trwong cong nghé

Cong nghé ngay cang thay d6i nhanh chong, mang lai cho con ngudi nhiéu diéu
ki di¢u

- Cong nghé 1a mot vii khi canh tranh. Cong nghé méi sé tao ra cac san pham méi
canh tranh vé1 san phém hién tai. Do vay cong ngh¢ tao ra co hoi cho cac doanh
nghi¢p méi gitip cho cac doanh nghi¢p méi canh tranh véi cac doanh nghiép cti cham
chap.

- Ngay nay cong nghé thay d6i nhanh chong. Cong nghé truyén thong sb hoa, tin
hoc qué, quang hoa...phat trién nhanh chéng 1am cho gia ca cac thiét bj vién thong
gidm nhanh, chat luong dugc nang cao, c6 kha ndng tao ra cac dich vu da dang.

- Xu huéng hoi tu giita cac cong nghé: Vién thong — Tin hoc — Truyén thong da
va dang tao ra nhiéu dich vu méi, nhiéu ddi thu canh tranh méi.

- Cac cong ty va Nha nudc ngdy cang chi trong dén dau tu nghién ciru cong nghé
moi, gitp ting kha ning canh tranh cho cac doanh nghiép, cac qubc gia.

Pé nang cao kha nang canh tranh, cac nha quan tri phai ludn theo ddi su bién doi
clia cong nghé méi dé giir vi tri trén thi trudng.

2.5. Moi truwong chinh tri, ludt phap
C6 anh huong 16n dén hoat dong marketing ctia doanh nghiép. Méi trudong
chinh tri, luat phap bao gdm hé thong luat va cac vian ban dudi lut, cac cong cy, chinh
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sach nha nudc, cic co quan phéap luat, cac co ché diéu hanh Nha nude. Tac dong cia
moi trudng chinh tri phap luat dén doanh nghiép thé hién vai trd quan 1y ciia Nha nudce
d6i voi nén kinh té qudc dan.

2.6. Moi trwong van hoa xa hgi

- Van hoéa 1a mot gia tri, quan ni¢ém, niém tin, truyén théng va cac chuan muc
hanh vi duoc 1 tap thé gin gitt, duoc hinh thanh trong nhiing diéu kién nhat dinh vé vat
chét, méi trudng tu nhién, lich st cia cong dong va dudi tic déng cua nén vin hoa
khac.

- Hanh vi tiéu dung cta khach hang chiu anh huéng siu sic cia nén vin héa cia
dan toc ho. Noi cach khac, cac yéu td van hoa co tac dong 16n dén hoat dong kinh
doanh ciia doanh nghiép. Do vay, doanh nghiép can hiéu biét mdi trudng van héa ma
ho dang kinh doanh dé 1am cho hoat déng kinh doanh pht hop v6i méi trudng van
hoa.

3. Méi trwong vi mo

Moi trudng vi md bao gdm cac yéu té c6 quan hé tryc tiép dén hoat dong
Marketing ctia cong ty va anh huong dén kha nang phuc vu khach hang. D6 1a cac nha
cung ung, nhitng nha méi gidi, cac khach hang, ddi thu canh tranh. ..

Khac véi moi trudng vi mo, doanh nghiép co thé tac dong dén moi truong vi mo
thong qua cac chinh sach, chién lugc kinh doanh cta minh.

3.1. Cdc yéu to bén trong doanh nghiép

- Hoat dong Marketing khong phai 1a hoat dong riéng ré trong doanh nghiép. N6
bi chi phéi bai cac luc lugng, cac yéu t khac trong doanh nghiép. Do vdy, chién luoc
Marketing 1 1 bd phan ciia chién luge doanh nghiép.

- Bé thuc hién thanh cong chién luoc Marketing, cAn phai xdy dung duoc su cam
két thuc hién chuong trinh Marketing d6i v&i moi thanh vién trong cong ty
3.2. Cac nha cung irng

Céc nha cung tmg cung cip cac yéu td dau vao cho doanh nghiép hoat dong. Do
1a tai chinh, dién, nudc, vat tu, may moc thiét bi. Néu qua trinh cung cép cac dau vao
bi truc trac thi anh huong dén qué trinh san xuat cia doanh nghiép. Dac biét, gia ca va
dich vu ctia nha cung cip c6 anh huong dén hoat dong cua doanh nghiép. Do vay,
doanh nghiép phai hiéu biét, quan tdim va xay dung mdi quan hé bén viing véi nha
cung cap.

3.3. Cac trung gian Marketing

La cac to chtrc kinh doanh doc 1ap tham gia hd trg cho doanh nghiép trong céc
khau khéc nhau trong chudi gia tri cia doanh nghiép. Cac trung gian ndy rat quan
trong, nhat 13 trong moi trudng canh tranh qubc té, cac doanh nghiép c6 xu hudng thué
ngoai mot sd khau khac nhau trong chudi gia tri ciia doanh nghiép. Diéu nay gitp cho
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doanh nghiép tiét kiém chi phi va nang cao hiéu qua kinh doanh. Do vy, doanh
nghiép phai biét lya chon céac trung gian phi hop va xdy dung mbi quan hé lau dai véi
cac trung gian.

Céc loai trung gian:

- Céc dai 1y ban budn, ban 18, cac dai Iy phan phdi déc quyén, cac cong ty van
chuyén kho van = giup cho cic doanh nghiép trong cac khau phan phdi hang hoa,
dich vu dén tay ngudi tiéu dung nhanh chéng va hiéu qua.

- Céc cong ty tu van, nghién ctru thi trudng, cac cong ty quang cdo, dai, bao chi,
truyén hinh - gitip cho cac doanh nghiép tuyén truyén, quang cac san pham (sp).

- Céc t6 chirc tai chinh trung gian nhu Ngan hang, cong ty tai chinh, cong ty bao
hiém, cong ty kiém toan - hd trg tai chinh, dé phong rui ro.

3.4. Khach hang

La nguoi quyét dinh thanh bai d6i voi (d/v) doanh nghiép, 13 muc tiéu kinh doanh
cua doanh nghiép. Muc ti€u cia doanh nghiép la dap img khach hang muc ti€u. doanh
nghiép can hiéu ré khach hang.

Khach hang tao nén thi truong cua doanh nghiép.

3.5. Poi thii canh tranh

Yéu té canh tranh tac dong 16n dén hoat dong marketing ctia doanh nghiép. Cac
nha quan tri marketing luoén luén quan tam dén hoat dong cua dbi thu canh tranh, dén
cac chién luge san pham, gia ca, xuc tién, phan phdi cua cac ddi thu.

3.6. Cong chiing truc tiép

La bat ky mot nhom, mot t6 chtrc nao c6 mbi quan tam, c6 anh hudng dén hoat
dong cta doanh nghiép. Cong chung truc tiép s& tng hd hodc chdng lai cac quyét dinh
kinh doanh cua doanh nghiép, tirc 1a tao thuan lgi hay gay kho khan cho doanh nghiép.
Doanh nghiép can phan loai cong ching va xay dung mdi quan hé phu hop véi ting
loai.

II. NGHIEN CUU HANH VI KHACH HANG
1. Khai niém

Khach hang ctia DN thudng rat da dang vé nhu cau, muc dich, dong co mua san
pham. Mudn thyc hién phuong cham “ Ban nhiing thir khach hang can” thi doanh
nghiép phai thuc hién quan diém phan khiic thi truong, tic 13 chia khach hang thanh
cic nhom co cac dic diém chung, nghién ctru cac diac diém chung cua tung nhom —
tung khtc thi truong. Trén co s cac dac tinh cua tng nhém khach hang ma doanh
nghiép c6 thé vach ra chién lugc, chinh sach kinh doanh phu hop véi timg khiic thi
truong.

2. Thj trwdomg va hanh vi ngudi tiéu dung
2.1. Khdi nié¢m
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Thi truong ngudi tiéu ding (Consumer Market) bao gdm nhitng c4 nhan, ho gia
dinh mua san pham cho muc dich tiéu ding c4 nhan, gia dinh. Cac quyét dinh cua ho
mang tinh ca nhan, véi muc tiéu phuc vu cho ban than hoac gia dinh.

2.2. M6 hinh hanh vi nguwoi tiéu dung

Nghién ctru hanh vi ngudi tiéu ding gitp cho doanh nghiép tim hiéu xem khach
hang mua va st dung hang hoéa nhu thé nao. Trén co s nhan thic rd duoc hanh vi cia
ngudi tiéu dung, doanh nghiép s& c6 cin cr chic chin dé tra 16i cac van dé lién quan
ti cac chién luge marketing (M) can vach ra.

2.3. Cdc yéu to anh hwéng dén hanh vi ciia ngwoi tiéu ding

Nguoi mua — nguoi tiéu diung song trong mot xa hoi, cho nén hanh vi cta ho chiu
anh hudng cia rat nhiéu cac yéu t6 trong xa hoi.

- Cac yéu td thudc van hoéa — xa hoi:

+ Van hoéa la mot hé théng nhitng gia tri, niém tin, truyén théng va cac chun
muc hanh vi dugc hinh thanh, phat trién, ké thira qua nhiéu thé hé. Vian héa 1a nguyén
nhan co ban dau tién dan dat hanh vi ctia con nguoi néi chung va hanh vi tiéu ding néi
riéng. Nhitng nguoi ¢ van hoa khac nhau s€ c6 hanh vi tiéu dung khac nhau.

+ Nhéanh van hoa 1a mdt bo phéan c4u thanh nhé hon cia mot nén vin héa. Nhém
ton gido la mot loai nhanh van héa. Cac nhanh van hoa khac nhau s€ tao nén cac khuc
thi truong khac nhau.

- Cac yéu t6 mang tinh chit ca nhén:

+ Tudi tac va giai doan trong doi séng gia dinh: nhu ciu vé cac loai hang hoa,
dich vu ciing nhu kha ning mua cta nguoi tiéu ding gan lién voi tudi tac va giai doan
trong doi séng gia dinh cia ho.

+ Nghé nghiép c6 anh huéng dén hanh vi mua cta khach hang: Cac nha
marketing can tim hiéu hanh vi tiéu dung cta khach hang v&i cac nganh nghé khac
nhau.

+ Tinh trang kinh té 1 diéu kién tién quyét dé nguoi tiéu dung c6 thé mua duoc
hang hoa, dich vu.

+ Lbi séng phac hoa mot cach ré nét vé chan dung cia mot con nguoi. Hanh vi
tiéu dung thé hién rd rét qua 16i song.

+ C4 tinh 13 nhimg dic tinh tdm 1y ndi bat cua mdi ngudi dan dén cac hanh vi
g xir mang tinh 6n dinh va nhat quan ddi v6i méi trudng xung quanh.

- Cac yéu t6 mang tinh chét xa hoi:

+ Nhém tham khdo 1a nhom c6 anh huong truc tiép hodc gian tiép dén thai do,
hanh vi cia con nguoi.

+ Gia dinh c6 anh hudng dén hanh vi mua ctia ca nhan.
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+ Vai tro va dia vi x3 hoi: nguoi tiéu dung thuong mua sim nhitng hang hoéa,
dich vu phan anh vai tro dia vi ctia ho trong xa hoi.

- Cac yéu t6 mang tinh chit tam 1y:

+ Pong co 1a dong lyc manh mé thoi thic con ngudi hanh dong dé thoa man mot
nhu cdu vat chat hay tinh than hoic ca hai.

Nhu ciu ctia con ngudi rit da dang. C6 nhu cau chu dong, ¢6 nhu cau bi dong.
DN can nam bat ding nhu cau cua khach hang dé thuc ddy nhu cau dé thanh dong co
mua hang.

+ Tri giac hay nhan thtc: 1a qua trinh thong qua d6 con nguoi tuyén chon, to
chuc va gidi thich cac thong tin nhan duge. Céc déc tinh trén tri gidc doi hoi cac nha
marketing (M) phai nd lyc dé mang thong tin quang cdo dén cho khach hang tiép nhan.

+ Linh hoi hay hiéu biét 1a nhiing bién d6i nhat dinh dién ra trong hanh vi cia
con nguoi dudi anh hudong cia kinh nghiém dugc ho tich liy.

+ Niém tin va thai do: qua thuc tién va su hiéu biét con nguoi ta co dugc niém tin
va thai 9, diéu nay anh hudng dén hanh vi mua cua ho.

2.4. Qud trinh théng qua quyét dinh mua ciia nguwoi tiéu ding

Hanh vi mua cta nguoi tiéu dung xay ra trong mot qué trinh. Dé di dén quyét
dinh mua 1 loai hang hoa dich vu, nguoi mua phai trai qua qua trinh gém 5 giai doan:
2.4.1. Nhdn biét nhu cau

Pay 1a budc dau tién. Nhu cau phat sinh do cac yéu t6 kich thich tir bén trong
cling nhu tir bén ngoai. Con ngudi ¢6 cac nhu cau tiém an nhat dinh, cic nhu cau tiém
an d6 s& bi kich thich bai cac yéu td bén ngoai.

Céc nhu cau tiém an 13 vén c¢6 ctia mdi con ngudi. Nguoi lam marketing khong
chi phat hién ra cac nhu cau do, ma can phai sang tao da dang cic san pham dap ung
cac mong mudn cu thé ciia cac nhom khach hang khac nhau.

2.4.2. Tim kiém théng tin:

Khi nhu ciu théi thuc thi con ngudi tim kiém thong tin dé dap Gmg nhu cau. Nhu
ciu cang cap bach, thong tin ban dau cang it, san phdm can mua co gia tri cang 16n thi
cang thoi thiic con nguoi tim kiém thong tin.

2.4.3. DBanh gia cdac phuong dn:

Tir cac nhan hiéu san phdm khac nhau da biét qua giai doan tim kiém, khach
hang bat ddu d4nh gia dé chon ra nhan hiéu phi hop véi nhu cau cia minh.

DN can phai biét dugc 14 khach hang danh gia cac phuong an nhu thé nao, ho
dung tiéu chuan gi dé lya chon, chat lwong hay gia ca quan trong hon.

2.4.4. Quyét dinh mua:
Sau khi danh gia cac lua chon, khach hang di dén quyét dinh mua.



