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HANH VI KHACH HANG
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Muc tiéu chwong:

1.Khai quét dic diém cia thi truong nguoi tiéu
dung va md hinh hanh vi ngudi tiéu dung.

2.Nhan biét cac yéu té anh huong dén hanh vi va
qua trinh quyét dinh mua ciia nguoi tiéu ding

No§i dung chwong:

1. Téng quan vé hanh vi khéch hang
2. Hanh vi mua ngudi tiéu dung

1. TONG QUAN VE

HANH VI KHACH HANG
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1.1 Khai niém hanh vi khach hang

Bi€u hién ma khach hang thé hién trong qua trinh
tim kiém, chon lwa, muava st dung sdn phim

Sw twong tac gitra qué trinh nhan thirc nhu ciu, hanh
vi khi mua va str dung san phdm véi

yé&u td moi trwedrng ma ngudi mua
dang ti€n hanh cudc trao ddi

Vi sao phai nghién ciru hanh vi khach hang

* Hiéu hanh vi nguoi
mua, su thay doi trong
hanh vi tiéu dung

e Chon thi truong muc
tiéu

« Xay dung va trién khai
chién luwgc marketing
hi¢u qua

ceeveeserssssresnsseranene e CHA KHACH HANG LA MUC
TIEU MARKETING

Théi quen tot d€ hiéu khach hang

Thuwong xuyén thu thap thong tin nguwdi tiéu dung

Quan sat nguwoi tiéu dung lic di mua hang

Thwong xuyén tham khdo thi trivong, tiép xtic nha ban 1é
Nghe va xem cac chwong trinh giai tri cia nhém khach
hang muc tiéu

Thuwdng xuyén sir dung san phadm -
ctia minh va ddi tht canh tranh .

Xem quang cio \’

DPoc cac loai bao, tap chi khac nhau
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Nhirng vin dé cin nghién ctvu khi phin tich khach hang

e Chan dung khach hang

¢ Danh gid nhu cAiu mong muén

* Nganséach chi tiéu

* Y&ut6 hap din ctia sdn phdm

¢ Loiich trai nghiém toan dién

e Mirc do wa thich d6i vdi san
phdm

e COng cu truyén thong chip
nhan

Phan loai khach hang

Muc dich Cho tiéu diing c& nhan Thyc hi¢n chirc ning

t6 chirc

. 4R A N A A Nhu ciu c6 tinh bic
Pac diém nhu cau  Tu nhu céu cé nhan 5

cau
e dle{m s Khach hang tap trung ~ Khéch hang phan tan
hang
Ban chat nguoi TAm Iy thc dong manh Chuyén Fgl?leP, thién
mua ve ly tri
Quzitll‘ﬁllnlrlngzyet Tuy tung loai Nhiéu yéu t6

2. Hanh vi

Ngudi Tiéu Ding
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2.1 Pic diém thi treong ngwdi tiéu dung

* Qui md6 16n khdng ngirng gia ting vé
s6 lwgng va chit lwgng

*Khach hang rat da dang va phong phu
vé nhu ciu

* Quyét dinh mua mang tinh ca nhan

2.2 M6 hinh hanh vi ngwoi tiéu diung

Hop deny thirc ctia

Nhitng yéu t6 kich thich ngwdimua

Marketing

e hac S Qua
X
Sén Real Kinh té Be_\gﬁt;nh trinhra
*Gia *Vin héa R quyét
* Phan phdi * Xa hoi Sla  dinh ‘
@ mua

* Chidu thi

DPap tng clia ngwoi mua




2.3 Cic yéu tb co'bin dnh huwéng dén hanh vi ngudi tiéu ding
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2.3.1 Yéu td van héa

Thai do va sw hiéu biét
clia nguoi tiéu dung

Khd nang, cach ti€p nhan
théng tin

Phan t&ng véi hoat dong
marketing ciia cong ty

Hanh vi tiéu dung san
phdm

2.3.2 Yéu t6 xa hoi

Py
: y Nhom tham khao
-q}fl _

Gia dinh

a. Nhom tham khao

Nhoém tham khdo l& nhitng nhdm c6 anh
hwdng truc ti€p hay gian ti€p dén thai do,
suy nghi va cach nhin nhin ctia mét c& nhan
khi hinh thanh thai d6 va quan diém

Nhém tham khao bao gom:

Anh hwéng ciia nhém tham khio

Ly do e

« Anh hwéng dé tim théng tin “.'_ *

« Anh hwéng nhim dat loi ich
riéng

« Anh hwéng nhim xiy dung
hinh anh ty quan niém cta

heregf
canhan

igaduen
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Anh huéng ciia nhém tham khio

Mikc d anh hwong: R

* Dic diém nguoi tiéu dung
e Tinh chét cta san phdm/ dich w1
» Tinh c6ng khai ctia sdn phdm

¢ Thong tin nhan dwoc

e Kinh nghiém mua sin phim

¢ Sy thu hut, d¢ tin ciy cia nhom
khao

b. Vai tro va dia vi xa hoi

UNG DUNG TRONG MARKETING

MGi c& nhan .
déu dam duong mot * Loi trtlyen mieng .
vai tro trong nhom. * Chi dan str dyng va cung cap
Mot s 6 dia vi. Vai san pham phu hgp véi vai tro
tro va dia vi huéng va dia vi ctia nguoi tiéu dung.
dén hanh vi tiéu dung e S dung quang cdo dinh
clia moi ngudi, huéng dia vi thic déy nguoi
tiéu dung mua san phim.

c. Gia dinh

Gia dinh dinh hwéng:

Bao gom 6ng ba, cha me, con céi
Gia dinh hon phaéi:

Bao géom vg, chéng va con cai

Gia dinh

* Qui mo gia dinh hién nay thay dbi

* Vi trd ciia phuy nit hién dai thay dbi

* Tre em trong gia dinh hién nay c6 tiéng noi quan trong
trong trong cac quyét dinh mua hang.

« Céac quyét dinh tiéu dung gia dinh

2.3.3 Yéu td ca nhian

e Tudi tac va dwdrng doi
e Ngheé nghiép

e Trinh d6 hoc vin
 Tinh trang kinh t&

» Catinh

e L3isOng

VD: Nghién ctru
nguoi tiéu dung bia

2.3.4 Yéu t6 tam ly

* Dong co

e Nhén thic

* Sur hiéu biét
 Niém tin va thai dé
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Pac diém tam ly caa khach hang .............

Hiéu biét nhigu vé hang héa hon nam gi6i. Tuy nhién mot s6 mdt hang
nhw d6 diém, kim khi, mdy mdc, phu nit it am hiéu hon

Phu nit chii y nhiéu dén gia c3, tinh tién gidi, nhanh hon

Chu trong dén mét, kiéu dang va lya chon k§ vé mit nay

Thich mua hang gidm gia, ha gid hon nam gi¢i

Quan tdm nhiéu hon dén trung by, quing cdo, tim ly dé lay lan
Khi mua hang thwdng lwa chon lau hon, cha y nhiéu yéu t4 va cin
nhic ky hon nam giéi

Yéu ciu cao hon d6i véi ngwoi ban hang

Hay mua sim va thich mua sim hon nam giéi

Tém lai: khach hangla phu ni thuong kho va ky tinh hon nam giéi.
nhung déng thoi ho ciing thich mua sim va mua nhiéu hon nam gi¢i
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Pic diém tam ly ciia khach hangla ........................

Do it kinh nghiém mua ban va it hiu biét vé mén
hang nén khach hang nam g10'1 thu’o'ng mua dwoc
ﬁu’m ban khuyén, c6 van va ti€p thu nhirng loi

uyén nhanh choéng

Khi mua hang quyét dinh mua nhanh hon ni
Khong thich mua hang giam gia, ha gia ma thwong
thich mua hang t6t, hang xin

Khi dé vao cira hang, ho thuong c6 y dinh rd rang,

cwong quyét chir khéng d& xem, ngam hay c6 tinh
chit dao choi

Thwong quan tAim dén chit lwgng nhiéu hon gia ca

Pic diém tam Iy ciia khach hang 12 .......cccccoc.....

Thuong dwa vao kinh nghiém dé c6 tir trudc, wu thich
nhirng hang héa da biét tir ngay xua, it c6 kha ningso
sanh mot cach khach quan nhirng hang héa dé véi gia ca
hién nay

Vé&ihang héa hién dai: khé nhé mét cach cu thé, dé quén
nhitng loi hwéng dan clia ngwoiban hang

Kho thich nghi v&i nhitng thay d6i va cach thirc ban
hang, cach trieng bay, dia diém ban hang

Cén c6 su gitip d& nhiét tinh, kip thoi clia ngudi ban
hang dé tim hang héa ho can mua

Thu(m;ir,ldanh gid cao vé gid tri st dung nhu: bén, tién
dun iéu chirc nang .hon 12 gi4 tri thAm my nhtr mau
sic, kiéu dang, mét..

Pac diém tam ly caa khach hang la ...............

Tré con rit nhay cam, cic bé chi y va 4n twong vé nguoi
ban hang manh hon so v&i nguoilén

Tré con thich dwgc ngudiban quan tam, niém no, thich
dwgc d6i x nhw ngwoilon

Khi mua hang tré con chwa thé néi ngay dwge y mudn vi
tinh rut ré, nhat nhat, chwa quen véi viéc mua ban, nguoi
ban hang nén kién nhan, khong nén nén néng, voi vang
Dé nghe theo 1oi khuyén ctia ngudi ban hang

Thich dwgc khen 1a biét mua hang, biét chon hang, ddm
dang, gidi, ngoan ngoan...

Khi tré con hai long ta dwgc thém s tin nhiém cda cha
me ching

Pic diém tam 1y ciia khach hang 12 ......occcccocrvn..e

R4t nhay cam, dé hung phan va buc boi, khé chiu véi moi
diéu. Nguoi ban hang nénrong lwong, khong nén qua dé
tAm dén nhirng diéu dé

Muén dwgc phuc vu mdt cidch nhanh chéng va chu ddo
Thuong co thai dd mac cdm vdi moi nguoi, vi vy nguoi
ban hang cin pha1 khéo léo, té nhi, gitip d& ho trong viéc
mua ban, déng goi, van chuyen hang

Véingudi khuyét tat khlglO’l thiéu hang hoa cho ho cin
phai chtl y tao diéu kiéu dé cac gidc quan khac duoc st
dung

VD: ngudi khiém thi khi xem hang can dwa hang h6a dé
khach hang cAm, ndm ,so... ngwoi

2.4 Qua trinh quyét dinh mua

Danh gia
chon lya




Nhén thirc nhu ciu

e Giai doan nguwoi tiéu dung nhan thirc sy can
thiét phai mua sdn phim.

» Nhan thirc nhu ciu do:
— Tac nhan bén trong
— Tac nhan bén ngoai

AT
e

9/6/2013

Tim kiém thong tin

¢ Cac dang thong tin:
Thwong hiéu, sdn phim, gia, dia diém mua
sam, dich vy, cdch chon san pham...

e Ngudn thong tin:
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KENH TRUYEN THONG ANH HUONG DEN
QUYET PINH MUA

B Quang cao

= Hoi cho

19.04% 2.39% 38.40%
10.23% = Kinh nghiem ca nhan
= Nguoi ban gioi thieu

= Nguoi quen gioi thieu

23.30%

= Nguon khac

banh gia va lwa chon

e Nguoitiéu dung danh gia sdn phdm dwa vao nhiéu tiéu
chi

e Tuy thudc vao tirng loai san pham, khiach hang..mtc
dd quan trong clia cac tiéu chi sé khac nhau

e Nguoitiéu dung sé chon mua san phdm dem lai téng
mukc hitu dung cao nhit tir cac tiéu chi dé

Ra quyét dinh mua

Yéu tb bit ngor
—
Yéu tb khac

»
>

Chon dia diém
Thoi diém mua
Thuong hi¢u
S6 luong, gi tri
mit hang...

Thai do cua ngudi khac
(Gia dinh, ban b¢, du luan...)

Nhirng yéu t6 .............
quyet dinh mua

Nhirng yéu té hoan canh
(rui ro, dot xuat, sy sin co
clia san phim, cAc didu kién
lien quan dén giao dich,
thanh toan, dich vu sau khi
ban ...)




PHAN U’'NG CUA NGUO'I TIEU DUNG

Phan ng
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................ sau
khi str dung

Panh gia sau khi mua

Séan phim
va nhu
cau
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Panh gia sau khi mua

Uy tin Thong tin va
thuong hi€u marketing

Kinh nghiém Nhu cau
mua hang tiéu dung

Phan ng ciia khach hang khong hai long

Hanh dong
cong khai

C6 mot s6
hanh dong

Su bat man
xay ra

Khong lam gi
ca Hanh dong
riéng 1&
KEé lai cho ban
bé




