MARKETING
CO BAN

Giang vién: ThS. Nguyén Cam Giang
B6 mén: Quan tri Kinh doanh- (04) 3869 2301
Email: Giang.nguyencam@hust.edu.vn



MARKETING
CO BAN

Chwong 4: Hanh vi
mua cua khach hang



Muc tiéu cua chwong 4

Sau chwong nay, sinh vién cé thé;

« Hiéu dwoc nhirng dac diém cla khach hang anh
hwéng nhw thé nao dén hanh vi mua sam cla ho

. Biét dwoc quy trinh ra quyét dinh mua cua khach
hang

 Phan tich dwgc sw khac biét trong hanh vi mua
cua nguoi tiéu dung ca nhan va khach hang to
churc

\V4

<
~

j w © Nguyén Cam Giang Chwong 4: Hanh vi mua ctia khach hang



NOi dung chinh

4.1. Hanh vi mua cua nguwdi tiéu dung
4.2. Hanh vi mua cua khach hang céng nghiép

4.3. Hanh vi mua cua té chirc phi lgi nhuan
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* Khach hang?

* Nguwoi tieu dung (Consumers): Ca nhan, ho gia
dinh mua dé sy dung cho ban than va gia dinh

. Kh’élCh hang céng nghiép / Doanh nghiép san
xuat (Industrial Buyers/Customers): Ca nhan, td
chirc kinh doanh, mua dung trong qua trinh san
xuat ra sdn pham khac.

« Khach hang phi kinh doanh (Non-profit
Customers): T chirc khéng vi loi nhuan, mua dé
phuc vu hoat ddng cua t6 chirc
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4.1. Hanh
Vi mua
cua
nguwol
tieu dung




4 Mo hinh kich thich- dap trng cua
ngwoi tieu dung (Kotler &

Amstrong, 2012)

Kich thich

~

- Kich thich
marketing

- Kich thich cua moi
truong

Hop den

/-Déc diém nguoi \

ticu dung

- Mtrc d6 quan tam
khi mua sam

- Qua trinh ra quyét

- _/

@nh mua /

Pap rng
/ Thai do va sé thich \

Hanh vi mua: mua gl
mua khi nao, mua &
dau va mua bao nhiéu

- Hinh thanh mdi quan
h¢ vdi thuong hi¢u va

\ cong ty /
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% 4.1.1. Pac diem cua ngwoi tiéu dung

@ A\

Piic diém vin hoa:
*  Vin hoa qudc gia
« Tiéu vin hoa

« Tang 16p xa hoi

N\ A/

/ Pac diém ca nhan \

*  Tuodi tac va vong
doi gia dinh
« Nghé nghiép va
hoan canh kinh té
e (Catinh va phong
cach song
Hinh anh ban than /

-

Pac diém xa hoi:

~

Nhoém tham khao
Gia dinh

Vai tro va dia vi
xa hoi

J

o

Piic diém tam li:\
Dong co
Nhan thirc
Kién thirc
Niém tin va quan

diém
/
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¥ 4.1.1.1. Dic diém vin hoa

a. Van hoa qudc gia:

La hé thdng gid tri, nhirng diéu cam ki, niém tin, quan
diém, hé tv twédng dwoc thra nhan va lan truyén
trong mét qudc gia

Cé6 anh hwdng manh mé téi viéc tiép nhan cac thoéng
tin marketing

w © Nguyén Cam Giang Chwong 4: Hanh vi mua ctia khach hang 9



¥ 4.1.1.1. Dac didm van hoa

b. Tiéu van hoa:
La van hoa mot vung, MmOt nhom

nguou trong mot quoc gla (van
hoa vung mién, van hoa sac toc)

Vi du: nhanh van hod mién Bac, mién
Trung va mién Nam

Ngwoi mién Bac: can than, it chiu mao
hiem, chap nhan cai m¢i cham hon
Nguwoi mién Trung: can than, tiét kiém
Nguoi mlen Nam: chiu mao hlem hon, QS8
ra quyet dinh nhanh hon, chap nhan o e g
nhirng cai m&i nhanh hon\ A
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¥ 4.1.1.1. bac didm van hoa

c. Tang I&p xa hoi

Tang I6p xa hoéi (social class) 1a nhirng giai tang
(division) twong déi dong nhat va bén virng trong
mot xa hoi, dwoc sap xép theo trat tw ton ti, va cac
thanh vién trong nhirng th&r bac ay déu cung chia sé
nhirng gia tri, moi quan tdm va cach &ng x& giong
nhau

Chwong 4: Hanh vi mua ctia khach hang
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¥ 4.1.1.Dac diém cia nguwi tidu ding
SR —

Piic diém xa hi:
*  Nhom tham khao
e Giadinh
e Vai tro va dia vi

* Tang 16p xa hoi j o ho
\- J 2N )/

Pac diém van hoa:
* Van hoa quoc gia
* Tiéu van hoa

/ Piic diém ca nhin \ -4 ) "/ \

«  Tudi tAc va vong Pac diém tam li:
doi gia dinh * Dong co

*  Nghé nghiép va e Nhan thuc
hoan canh kinh té « Kién thuc

* Catinh va phong « Niém tin va quan
cach song diém

& Hinh anh ban than / \ /

\'4
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¥ 4.1.1.2. Dac diém xa hoi

a. Nhém tham khao

Nhom tham khao trie tiép: ngudi tiéu dung 1a mét thanh vién
(thwdng xuyén, khéng thuwong xuyén)

Nhom tham khao gian tiép: nguoi tiéu dung khdng phai thanh
vién (nhdm ngwdng mo, nhom xa lanh)
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Anh hung cda nhom tdi viéc lya chon thuong hiéu san phdm

Anh hudng ~ Manh
cia nhom
tdi viec lua

Manh Veu
Hang xa xi, tiéu dung noi Hang xa xi, tiéu diing chon
cong cong riéng tu
Chai gon May rua bat
May bay rieng May hut bui

Xe hoi dat tién

chon loal
? e

san pham

cdn mua Yéu

Hang thiét yéu, tiéu ding noi
cong cong

Dong ho deo tay binh dan

Xe may binh dan

Quan 4o hinh dan

Hang thiét yéu, tiéu diing chon
riéng tu

DO ndi that

DG dien gia dung
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¥ 4.1.1.2. Dac diém xa hoi

b. Gia dinh

La m6ét nhém tham khao
dac biét

-Gia dinh dinh hwéng

-Gia dinh riéng

c. Vai tro va dia vi:

-Vai trd cua ca nhan la
nhirng hanh dong ma nguoi
xung quanh ki vong ca nhan
do sé thwe hién

-M6i vai tro déu c6 mét dia
vi xa héi gan véi nd

*San pham vé sinh
*D6 lam bép
*Thyc pham
*Quan ao

*M§{ phadm

*DO choi tré em
*Mday moc

*Thirc uéng

*Nha &

*Truong hoc
*Giai tri ngoai troi

*Xe cO

Vo ¢ vai tro chinh

Choéng cé vai tro
chinh
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4.1.1. Pac diém cua ngwoi tiéu dung

4 N

Piic diém vin hoa:
*  Vin hoa qudc gia
« Tiéu vin hoa

« Tang 16p xa hoi

- N

// Piic diém ca nhan \\

Tudi tac va vong
doi gia dinh
 Nghé nghiép va
hoan canh kinh té
* (Catinh va phong
cach song

\\

Hinh anh ban than / /

Piic diém xa hi:
e Nhom tham khao

e (Giadinh
e Vai tro va dia vi
xa hoi

o )

Piic diém tim li:\
* Dong co

* Nhan thuc

» Kién thiic

. Ni?ém tin va quan

diém
- /
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¥ 4.1.1.3. Dic diém ca nhan

a. Tubi tac va vong doi gia dinh:

Moi giai doan déu co dac diém riéng vé nhu cau
mua sam, mirc dd quan tdm t&i quang cao va kha
nang tai chinh

j w © Nguyén Cam Giang Chwong 4: Hanh vi mua cla khach hang 17




¥ 4.1.1.3. Dic diém ca nhan

b. Nghé nghiép va hoan canh kinh té:

-Nghé nghiép cé anh huwédng dén phong cach tiéu
dung cua nguwdi tiéu dung

-Hanh vi mua sam ciing bi &nh hwdng manh

c. Cé tinh va phong cach song:

-Ca tinh: c&i md- kin dao, rut ré- manh bao, keo
kiét- hao phong.....

-Phong cach song thé hién déc diém va hanh vi cla
ca nhan trong mai lien hé qua lai voi méi trwong
Xung quanh.
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¥ 4.1.1.3. Dic diém ca nhan

d. Hinh anh ban than: y nghi, thai do va nhan thirc
cua mot ca nhan vé ban than minh

Hinh anh ban than thyc té

Hinh anh ban than ly twéng

Hin anh ban than xa héi thuc té
Hinh anh ban than xa hdi ly twong

j w © Nguyé&n Cam Giang Chwong 4: Hanh vi mua cta khach hang
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¥ 4.1.1. Dac diém cua nguwei tiéu ding
- \ - \

Piic diém xa hi:
e Nhom tham khao

Dac diém van hoa:
e Van hoa quoc gia . Gia dinh

* Tiéu vin hoa C s g
e Vai tro va dia vi

* Tang 16p xa hoi j <5 hoi
- j L \_ /

.
.
&

e

/ Dac diém c4 nhan \ 2 e )‘\’u.,'.// \\

«  Tudi tic va vong bac diém tam li:
doi gia dinh * Dong co

 Nghé nghiép va e Nhan thuc
hoan canh kinh té « Kién thuc

* Catinh va phong « Niém tin va quan
cach song diém

& Hinh anh ban than / \\ //
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+ 4.1.1.4. Dac diém tam li:

a. bong co: la mot
nhu cau dang gay
src ép du dé
hudng nguoi ta
tim cach thoa man
nhu cau do.

-Ly thuyét vé ddng co

vb thirc cua S. Freud

-Ly thuyét thap nhu

cau clia Maslow

Selt
Actualzation
Vitality
Creativity
Sel-Sufficlency
Authenticity
Playfuiness
Meaningfulness

1

Sell-Esteem

Salety and Securty J
Physiological Needs:
Air Water Food Shelter Sheep Sex

v
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4+ 4.1.1.4. Pac diem tam Ii:

b. Nhan thirc:

La qua trinh ca nhan chon loc, td6 chirc, dién giai
thdng tin dé tao ra mét bire tranh y nghia vé thé gidi
Xung quanh.

- Quan tam co6 chon loc, xuyén tac co chon loc va
ghi nh& ¢c6 chon loc

c. Kién thirc: dién t& hanh vi cia mét ngudi phat
sinh t kinh nghiém

\V4
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4+ 4.1.1.4. Pac diem tam Ii:

d. Niém tin va thai do:
-Niém tin: 1a y nght khang
dinh cua con ngudi cé
dwoc vé nhirng suw viéc
nao do
-Thai do: murc db wa thich
doi véi doi twong
Trinh ty thong thwong
(hanh vi mua quan tam
nhiéu):

Niém tin — Thai do
—Hanh vi

amazon

Chuwong 4: Hanh vi mua cua khach hang
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¥4 4.1.2. Mirc do quan tam khi mua
sam
4.1.2.1. Hanh vi mua quan tam it
Nguwoi tiéu dung chi san long b it thoi gian va cong
stre tim hiéu thong tin trwwdc khi ra quyét dinh mua
—Hoat déng truyén thédng can Iap lai nhiéu 1an va
théng diép don gian
-Mua bat chot (impulse buy)
4.1.2.2. Hanh vi mua quan tam vira phai
- Nguoi tiéu dung san long danh mét lwgng thoi
gian nhat dinh dé tim hiéu thong tin, danh gia va lwa
chon

\V4
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4.1.2.3. Hanh vi mua quan
tam nhieu

Nguwdi tieu dung thiéu théng
tin vé cac phwong an thoa
man nhu cau

S6 tién mua sam 1a nhiéu

San phdm c6 y nghia quan
trong vé mat xa hoi

San pham dwoc xem la co kha
nang dem lai nhirng ich lgi I&n
— can nhirng nguwdi ban hang
hiéu ré vé san pham

Chwong 4: Hanh vi mua ctia khach hang
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4.1.3. Qua trinh ra quyét dinh mua

Y thire Tim Daggcgla Quyeét
vé nhu kiém hwon dinh
cau théng tin P an 9 mua

Hanh vi
sau khi
mua

| @J © Nguyén Cam Giang
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4.1.3.1. Y thirc nhu cau

Nhu cau tw nhién (needs) luén tiem an trong méi ca nhan. Khi né
phat trién t&i mot mare do nhat dinh, sé tao thanh dong co mua
sam.

Péng co mua sam xuat hién do:

Kich thich néi tai: dac diém tdm sinh Iy cGia ngwdi tiéu dung

Kich thich bén ngoai: quang cao, chao hang, san pham,...

Ham y marketing

Nha marketing can phat hién nhirng hoan canh hodc nhirng kich

thich thweng gdp nhat da 1am nay sinh nhirtng nhu ciu vé san pham
cua doanh nghiép;

Nha marketing can goi m@, kich phat nhu cau ctia nguwdi mua, ciing
nhw hiéu nhirng xung dét vé nhu cau va cac yéu t6 anh hwédng dén
nhu cau cua ngudi mua.

> Pinh hwéng nhu cau ngwei tiéu dung vao san
pham cua doanh nghiép

<
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¥ 4.1.3.2. Tim kiém théng tin

]
Cac nguén théng tin
|
[ | | |
. ] [ ] ] ] .
Nguodn théng " A A Ngudn théng
fin tirban | | | NEwonthone | | | Neudnthong | | | SEEE 0

. tin ca nhan tin cong cong .

than mai

Ham y marketing
O Nha marketing can hiéu cach thirc thu thap thdng tin ciia ngudi tiéu
dung:
O Nhirng théng tin nao nguoi ti€u dung quan tam
@ Nguwoi tiéu dung thuwérng tham khao ngudn théng tin nao
- Pwa ra chwong trinh truyén théng thich hop

j w © Nguyén Cam Giang Chuwong 4: Hanh vi mua cua khach hang 28
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* 4.1.3.3. Panh gia cac phwong an

Anh (chi) thwong quyét dinh lwa chon mua mét san pham
nhw thé nao?
Trinh ty danh gia thdng thuong:

— Loai bd so b6 cac phwong an mua khéng thich hop:

gia, thwong hiéu,...

— Danh gia cac thudc tinh cua cac phwong an mua: Tij

— Panh gia tam quan trong cua cac thudc tinh: W,

— Lwa chon moé hinh danh gia tong hop va danh gia chung

-> Mo hinh gia tri ky vong

\V4

A

g

=)) © Nguyén Cam Giang Chuwong 4: Hanh vi mua cua khach hang

&

29



* 4.1.3.3. Panh gia cac phwong an

Mo hinh gia tri ky vong

n = sb thwong hiéu dwoc xem xét danh gia

sb thudc tinh dwoc xem xét danh gia

m
V — T W . T, = diém danh gia ddi voi thudc tinh j cla
! y J

3
I

— thwong hiéu i
J= w; = trong so (diém s6 vé tam quan trong)
cua thudc tinh j
. V. = gia tri ki vong cua thuwong hiéu i
i=1,n i

= Lwa chon thwong hiéucé V.

\V4
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% Vi du: danh gia cua mot nhom ngwoi
tiéu dung vé 4 san pham smartphone

Dung lvgng  Kha nang Thoi lwong

Thwong hiéu b6 nhé chup anh oin Gia ban
Thwong hiéu A 10 8 6 4
Thuwong hiéu B 8 9 8 3
Thwong hiéu C 6 8 10 S
Thuwong hiéu D 4 3 Y4 8
Trong so (W) 0.4 0.3 0.2 0.1

Bai tap :

1. Thwong hiéu nao cé kha nang dwoc NTD chon mua nhat?

2. Gia st anh (chi) la nha marketing cua thwong hiéu D, anh (chi)
sé lam gi dé cai thién gia tri ky vong cua thwong hiéu D?

A

g
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¥ Két qua

V,=8:V, =78V, =7.3;V,=4.7

-> ]’hwo’ng hiéu A c6 kha nang dwoc NTD chon mua
nhat, doV, =V, __.

Tai dinh vi thwong hiéu:
1. Tai dinh vi thuc
2. Havi dbi thu

3. Thu hat sy cha y clia khach hang dén nhirng
thudc tinh bi bo qua

4. Thay dbi thi trudng

\V4
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Chwong 4: Hanh vi mua cta khach hang
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* 4.1.3.4. Lwa chon

Cau héi thao luan: Thwong hiéu cé gia tri ky vong cao nhat
c6 phai la nhan hiéu sé dwgc mua st dung hay khéng?

Thai do
cla ngu®i khac

A 4

Panhgidcac| | Ydinh Quyét dinh

phwong an mua hang —— mua sam
| Cacyéutd
bat ngo khac

v

—Ham y marketing ] , ’
Nha marketing can thuc day NTD di nhanh t&i quyét dinh cudi cung,
khi ma thdy NTD danh gia cé loi cho thwong hiéu ctia minh

<
~
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4.1.3.5. Hanh vi sau khi mua

Mua - S& dung - Kinh nghiém - So sanh véi ky vong - Cac
trang thai tam ly

— Sw bat 6n vé nhan thirc

— Sw théa man /Sw khéng théa man

— Sw str dung va loai bé san pham
- Ham y marketing:

w © Nguyén Cam Giang Chwong 4: Hanh vi mua cla khach hang
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)
KHONG HAI
LONG
]
1 1
) )
Co mot so Khong cé
hanh dong hanh dong
I V.
1 1

4 ‘ 4 ‘

Hanh déng AT BT

n : khéng cong

cong khai khai
) 1 - 1
1 1 1 1 1
) ( ) ) ) )
Tim kiém sy Ngirng mua, NGi AU S3n
dén bu truc Di kién Khiéu nai tay chay san h&m
ti€p tlr nha sx pham P

w © Nguyén Cam Giang Chwong 4: Hanh vi mua cla khach hang 35
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4.1.3.5. Hanh vi sau khi mua

Ham y marketing:

Quang cao clng cd nham gidm sw bat 6n vé tam Iy
cua khach hang

S dung nhirng khach hang thda man dé quang ba
Giai quyét khéo leo nhirng trwong hop khach hang
khéng théa man de tang tc:)i dq mL'Pc; dé thoa man
cua khach hang va giam thiéu tiéng xau lan réng

\V4
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4% 4.1.5. Hanh vi cua ngw¢i tieu dung
doi véi san pham moii
a. Qua trinh chap nhan san pham ma&i cia ca nhan
Nh,efm biét & quan tdm=>danh gia & dung thi=>
chap nhan
b. Qua trinh lan truyén déi mé&i trong cdng dong
Nhém dbi moi
Nhom nguwdi chap nhan som
S6 déng chap nhan sém
S6 déng chap nhan muén
Nhom nguwoi lac hau

j w © Nguyé&n Cam Giang Chwong 4: Hanh vi mua cta khach hang
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4.2. Hanh vi
mua cua

khach hang
cong nghiép
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3 4.2. Hanh vi mua cua khach hang
cong nghiép
4.2.1 Nhirng khac nhau gitra khach hang cong
nghiép va nguwoi tiéu dung
4.2.2 Nhirng nhan td6 anh hwéng dén hanh vi mua
cua khach hang céng nghiép
4.2.3 Cac kiéu hanh vi mua céng nghiép
4.2.4 Qua trinh quyét dinh mua cla khach hang
cong nghiép
4.2.5 Nhirng vai trd tham gia vao qua trinh quyét
dinh mua cua khach hang céng nghiép

\V4
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4.2.1. Nhirng khac nhau gitra khach hang cong
nghiép va nguwoi tiéu dung

4.2.1.1. Khac nhau vé diac diém nhu cau

Nhu cau phai sinh

Nhu cau it co dan theo gia

Hiéu (rng gia toc: Nhu cau ddi voi SP tiéu dung bién
dong it — Nhu cau doi voi SP cbng nghiép bién
dong nhiéu

¢ w © Nguyén Cam Giang Chwong 4: Hanh vi mua cla khach hang
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4.2.1. Nhirng khac nhau gitra khach hang cong
nghiép va nguwoi tiéu dung

4.2.1.2. Khac nhau vé hanh vi mua

> Mua truyc tiép

v

Quan hé nguw®i mua - nguwdi ban gan gii

v

Tan suat mua sam thap

v

Gia tri don hang cao
Hanh vi mua

cua thi trieorng t6 chire
(Nhirng khac biét

> Thoi gian dam phan lau

Vé hanh vi mua)

v

Nhirng thoa thuan cé di cé lai

v

Yéu cau cao veé dich vu di kém

v

Yéu cau cao vé do tin cay cla nha cung cap

> Thué mua
<— >
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A

4.2.2. Cac nhan to anh hwéng dén qua
trinh quyét dinh mua cua khach hang
cong nghiép

. g

Yéu to moi|Yéutotochic Yéu té quan hé ca | Yéu to ca nhin
trueong nhan

- Nhu cau dbi véi |- Muc tiéu - Quyén han - Tudi tac

san phém tiéu dung | - Chinh sach - Pia vi - Hoc van

lién quan - Tha tuc mua sim | - Sy thong cam - V1 tri cOng tac

- Xu thé kinh té - Co cdu t6 chiic - Kha ning thuyét |- C4 tinh

- Chi phi vay von |- Hé thng phuc - Thai do doi véi
- Tinh hinh cung rui ro

cap

- Téc @6 thay doi
cong nghé

- M1 truong chinh
tr1, phap luat

- Moi truong canh
tranh

&

g
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gk 4.2.3. Cac kiéu hanh vi mua cta khach
hang cong nghiép

Hoan canh

Mua lap lai Mua lap lai c6 Mua cho

khéng thay doi thay doi

nhiém vu moi
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4 4.2.4. Qua trinh quyét dinh mua
cua khach hang cong nghiép

1. Nhan thirc van dé

2. M6 ta khai quat nhu cau

3. Xac dinh cac yéu cau ky thuét chi tiét d6i véi SP

4. Tim kiém nha cung cap
5. M@i chao hang

6. Danh gia va lua chon nha cung cap

7. Xac dinh cac yéu cau dat hang chi tiét

8. Danh gia két qua thuc hién clia nha cung cap

@ © Nguyén Cam Giang Chwong 4: Hanh vi mua cla khach hang
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= Kié
a

hanh vi mua va qua trinh quyét dinh mua
khach hang cong nghiép

Cac giai doan trong qua
trinh quyét dinh mua

Mua lan dau
cho nhiém vu

Mua lap lai c6
thay doi vé yéu

Mua lap lai
khéng thay doi

hién caa nha cung cap

mé&i cau vé yéu cau
1. Nhan dang van dé Cé C6 thé Khéng
2. Mé ta khai quat nhu cau Cé Cé thé Khéng
3 Xde dinh nhimg yeuciu |, ce s
chi tiet doi véi san pham
4. Tim kiém nha cung céap Cé C6 thé Khong
5. Moi thau Cé C6 thé Khéng
6. Lwa chon nha cung cap Co Cé thé Khéng
7. Xdc dinh cdc yéu cau . o .
dst hang chi tiét 2 St Aed
8. Danh gia ket qua thuwc Cé Co Cé

4
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%= 4.2.5. Nhirng vai tro tham gia vao qua

trinh quyét dinh mua

gitr cong

Quyét

dinh mua
cudi cung
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4.3. Hanh vi
mua cua to

chirc phi loi
nhuan

| @J © Nguyén Cam Giang
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. g

% Cac loai td chirc phi lgi nhuan

« Cac t6 chwc chinh phd: co quan hanh
chinh, sw nghiép cong

» Céc to chlrc phi chinh phl: quy tir thién, t6
chire phi lgi nhuan trong nwéc va quoc té

**Hanh vi mua

. Gan giong v&i cia KH céng nghiép

» Yéu cau nhiéu vé tha tuc giay to

« Céc td chire chinh phu: han ché vé kinh phi

<
~
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