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1. THI TRUON G NGUOI TIEU DUNG VA
HANH VI MUA CUA NTD

Khai quat vé thi truong NTD
Hanh vi mua caa NTD

Cac nhan to co ban anh hudng téi
HVNTD

Qua trinh quyét dinh mua cia NTD



1. THI TRUUN G NGUOI TIEU DUNG VA
HANH VI MUA CUA NTD

1.1. Khai quét vé thi trwong NTD

% Nguwdi tiéu dung

v GOm céac ca nhan, hd gia dinh hodc mdt nhom ngudi;
v" Mua sam SP/DV nham thda man nhu cau ca nhan:

v Khdng s dung san pham da mua vao muc dich ban lai.

R/

s Thi trieorng ngwéi tiéu dung

v' Bao gdm nhirng NTD hién c6 va tiém &n mua sam hang hoa

va dich vu cho muc dich thda man nhu cau ca nhan.

J/

< Ddc diém thi triwong ngwdi tiéu dung: cé quy mé I&n, nhu

cau va mong mudn da dang va ludn thay doi
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1.2. Hanh vi mua cua NTD

s Khai niém hanh vi NTD

v La toan bé hanh déng ma nguwoi tiéu

dung boc 16 ra trong qua trinh diéu tra

mua sam. st dung, danh qia va chi tiéu

cho hang hoéa va dich vu nham thda

man nhu cau cla ho.




1. THI TRUGN G NGUOI TIEU DUNG VA

HANH VI MUA CUA NTD

1.2. Hanh vi mua cua NTD

«* M6 hinh hanh vi mua NTD

Cic nhan toé

kich thich

“Hop den y thirc” cia NTD

Marketing MoGi truwong
o | T e Cécdiic trinh ey - L2 chon nhiin hiéu
- Phan RhOI -Van héa tinh clia quyé,t - Lwa chon nha cung
- Xdc tién - Chinh NTD ginh ng

tri/Luat In , - Lwa chon thoi gian

ohép mua cua i ,

- Canh tranh e - Lwa chon Khoi
' lwgng mua

Phan (rng dap

lai cha NTD
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1.2. Hanh vi mua cua NTD
** M6 hinh hanh vi mua NTD

Cac nhan t6 kich thich:

v' Marketing: tdc déng vao NTD cé chu dich; DN c6 thé kiém sodt
v' Méi trudng: Dn khéng thé kiém sodt

“Hop den y thirc”™
v’ Cdc ddc tinh cua ntd: KH tiép nhén va xu ly théng tin theo cdch riéng cua ho

v’ Qud trinh quyét dinh mua cta ntd: hoat déng mkt & mbi giai doan sé quyét
dinh sw hai long & thoa mdn cua khdch hang.

Phan &rng dap lai cua ntd:

v’ La tép hop cdc cdm xuc, thdi dé va hanh ddng cua ntd khi tiép cdn vdi cdc
kich thich -> C6 thé quan sdt duwoc

Ngudi lam marketing phai hiéu duoc nhirng gi dang xay ra trong “hép den” y thire khi
NTD ti€p nhan céc kich thich, dac biét |1a kich thich marketing.
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1.3. Nhitng nhan té co ban anh hwéng dén hanh vi mua ciia NTD

Vin hoa Xa hoi
o - Canhan
- Nén van hoa - Giai tang XH - Tudi & vong
- Nhanh van hoa RNl RiE) doi DS
Ll Lalox ? : - BPdéng co
- SU: h(,;n. nlvlap Ya khao - Nghé nghiep - Nhér% thirc
bién doi vin hoa @it - DK kinh té '
-Vaitro vadiavi _ 4 song

Tam ly

- Su hiéu biét

A - Niém tin

xa ho1 Nhan cach - Thai do
Lbi song '
Catinh &
nhan thirc
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1.3. Nhitng nhan té co ban anh hwéng dén hanh vi mua ciia NTD

H3y mo ta qua trinh mua
mot san pham trong thuc té
cua anh/chi? Tai sao anh/chij
quyét dinh mua san pham

do?
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD

“*Van hbéa: anh hudng sau réng

nhat dén hanh vi ntd

- Nén vin hoa
- Nhanh van hoa
- Su hoi nhap va

bién do1 van hoa

10
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD

What do you think are good souvenirs
for foreigners who come to Vietnam
for sightseeing?

.@ 1. Non La .o

¢ Van hda: anh
huwong sau réng

nhat dén hanh vi ntd
4. Do Tho Cam o

11
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD

What are the cities that you

recommend foreigners to visit?

¢ Van hda: anh
huwong sau réng

nhat dén hanh vi ntd

12
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HANH VI MUA CUA NTD

1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD

VIETNAMESE CULTURES TO
RECOMMEND FOR FOREIGNERS

What Vietnamese foods would you
dare recommend to foreigners who

¢ Van hda: anh
huwong sau réng

nhat dén hanh vi ntd

13
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD

Nhikng nhan té thuéc nhém van hoéa:

v" Nhanh van hdéa: la cdc nhém xd héi dwoc quy chiéu
theo cdc tiéu thirc chung nhu noi cuw tru, dén toc, tin
ngudng, nghé nghiép,...

v" Hoi nhap vin hoa: la qud trinh mbi cd nhén tiép thu
cdc vdn héa khdc d€ lam phong phtu thém vdn héa
ctia minh va khdng dinh gid tri véin héa cét 16i cua
ho

v’ Bién d6i van hda: do dnh hwdng cua nén vén héa
khdc va bat ngudn tir ndi tai ciia doanh nghiép.

14
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1.3. Nhitng nhan té co ban anh hwéng dén hanh vi mua ciia NTD

Mot s6 nguyén tac chung khi nghién ctru anh huédng
clia van hda trong hoat dong marketing:

v La ndi dung khéng thé thiéu trong viéc xdc dinh thj tridng
muc tiéu; xdy dung chién lwoc dinh vi va marketing mix

v’ Nguwoi lam marketing phdi cé gdng hoc theo nén vin héa
cua déi tdc, cua khdch hang muc tiéu khi kinh doanh &
nhitng thj truong thuéc nén vén héa khdc

v’ Cén cdp nhép nhitng bién déi vé vdn hdéa clia thj triong
muc tiéu

15
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1.3. Nhitng nhan té co ban anh hwéng dén hanh vi mua ciia NTD

< NhiPng nhan té mang tinh chat xa hoi:

Xa hoi
- Giai tang XH

La nhitng nhan t6 gan lién véi hanh vi cha ngudi
tiéu dung. - Nhém tham khao

- Gia dinh
Ngudi lam marketing s& khéng thé hiéu duoc
hanh vi cda NTD néu tach ho khoi cong déng x3
hdi cta ho

- Va1 tro va dia vi xa hoi

16
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD
< Nhikng nhan té6 mang tinh chat xa héi:

v’ Giai tadng xa hdi: La nhirng nhdm tuong ddi 6n dinh
trong mot khudén khé xa hodi, dugc sdp xép theo
ddng cdp/th bdc va duwoc ddc trung bdi nhirng
quan diém, gia tri, lgi ich va hanh vi dao dirc gidong
nhau gitta cac thanh vién.

v" Nhém tham khdo: La nhitng nhédm x3 hdi ma mét cd
nhén xem xét, tham khédo khi hinh thanh quan diém,
thdi d6, cdch biéu 16 hanh vi cia minh.

Nhém so cap
Nhém thir cap
Nhdm nguéng md, tay chay

17
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD
< Nhikng nhan té6 mang tinh chat xa héi:

v Gia dinh: 1a nhdm XH ma cac thanh vién cé méi lién
hé nhét dinh (hén nhan, huyét théng hodc nubi
dudng) dwoc xd hdi va phdp ludt chép nhén, cung
chung séng IGu dai va 6n dinh

Mot sé kiéu gia dinh:
Gia dinh nhiéu thé hé chung séng
Gia dinh hat nhan
Gia dinh phi truyén théng

Anh hudng: truc ti€p va manh mé nhat téi nhan cach,
quan diém, thai d9,...cha con ngudi -> a/h dén qd mua
hién tai/twong lai ctia ntd.

18
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD

< Nhikng nhan té6 mang tinh chat xa héi:

v Vai tré: gom nhirng hoat déng ma ca nhan phai thuc

hién dé& hda nhap vao nhdm x3 hdi ma ho tham gia

v' Dia vi: Moi vai tro kém theo mot dia vi, phan anh sy

danh gia tot cta xa hoi danh cho né.

19
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1.3. Nhitng nhan té co ban anh hwéng dén hanh vi mua ciia NTD

< Nhikng nhan té thuéc vé ban than NTD:
Canhan
NTD mua hang héa nham théa man nhu - Tuoi tac & vong doi
- Nghé nghiép

cau cad nhan. Pac tinh ca nhan la yéu to

) ) e an - PK kinh té
qguan trong, anh huong truc tiép dén

- Loi1 song

quyét dinh mua cua ho o
- Nhéan cach va su tu

Tai | i euVNU. com Téng hop & Suu quan niém ban than

20


NguyenVietAnh
Typewriter
TailieuVNU.com Tổng hợp & Sưu tầm


1. THI TRUON G NGUOI TIEU DUNG VA
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD
< NhiPng nhan toé thuéc vé ban than NTD:

v' Tuoi tac va vong doi: hanh vi mua, dic diém tiéu
ding tai mdi ltra tudi khac nhau 1a khac nhau.

v' Nghé nghiép: anh huéng nhat dinh dén tinh chat
cua hang hoa, dich vu dugc chon.

v' Piéu kién kinh té: anh huong dén loai va sé luong
hang hod ma ho mua sam.

21
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD
< NhiPng nhan toé thudc vé ban than NTD:

v' Loi song: 1a toan bo cau trac hanh vi dugc thé hién
qua hanh dong, su quan tdm va quan diém ctia mot

nguoi trong moi trudng song..

v' Nhan céch va quan niém vé ban than (tu tin, thian

trong, khiém nhuong, nang dong, bao thu...)

22
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD

< Nhikng nhan té thudc vé tam ly:

Tam ly

La nhitng tac nhan bén trong con - Pong co

.. S an o e . - Nhan thtc

nguoi, thuc day hoac kim ham o
- Niém tin

hanh vi cua NTD - Théi do

23
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD

< Nhikng nhan to thudc vé tam ly:

v’ Dong co: 1a nhu cau da tré nén buc o
reativity
Self-Sufficency

thiét budc con ngudi phai hanh dong v
dé théa man no. ,,

v Nhin thirce: 1a mot qué trinh thdng qua
d6 céa thé tuyén chon, to chirc va giai ﬁ‘ |
thich thong tin dén dé tao ra mot buc e
tranh cO Y nghia vé thé gidi xung
quanh.

Physiological Needs:
Ir, Water, Food, Shelter, Sleep, Sex

24
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1.3. Nhitng nhan to co ban anh hwéng dén hanh vi mua ciia NTD

< Nhikng nhan to thudc vé tam ly:

Seit

v’ Swr hiéu biét: 14 trinh do cua con nguoi
v€ cuQc song "Ny

Creativity
Self-Sufficency
Authenticity
Hayfuiness

Meaningluliess

v/ Niém tin: 1a nhitng nhan dinh chtra dung
nhitng Y nghia cu thé vé sy vat hodc hién

trong Ma moi con ngudi ¢d dugc.

v Quan diém: 1a tdp hop nhitng danh gié,
cam XUc va khuynh huéng hanh vi co tinh ,
nhit quan vé nhimg gia dién ra trong cudc ﬁ‘ s o D
song ctia mdi con ngudi.

25
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1.4. Qua trinh thdng qua quyét dinh mua ciia NTD

Tinh hudng:
Bd may vi tinh co gia
hon 10 trigu dong

- Trweong hgp chuwa mua:
Ban s¢€ tién hanh mua qua
nhirng budc thé nao?

- Trweong hop da mua:
K¢ lai cac buoc da mua hang cua
ban?




1. THI TRUGN G NGUOI TIEU DUNG VA
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1.4. Qué trinh théng qua quyét dinh mua ciia NTD

banh gia

Nhan biét Tim kiém ;
cac

Pénh gia

nhu cau thong tin ’ ' sau mua
phuong an

*Mua la 1 qua trinh.

Trong méi bwée, NTD phai c6 nhirng quyét dinh cu thé dwoc xem nhu 1a nhirng
bac thang cua nhan thirc

-Nam giai doan cutia quyét dinh mua mé ta tbng quat va day da hanh vi mua mang

tinh chat ly thuyét.

27



1. THI TRUON G NGUOI TIEU DUNG VA
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1.4. Qua trinh thdng qua quyét dinh mua ciia NTD

¢ Budc 1: Nhan biét nhu ciu

Moga VRN Look for ’
3 Intel |

Nhu cau duoc phat sinh bai nhiéu yéu to: =
- Bén trong: cam giac doi, khat.... \-\t‘)@ 'Du@n3
- Bén ngoai: nhin thay, nghe thay...

2?2 3 cap do vé nhu cau may vi
tinh:

- Nhu cau gi?

- Mong mu6n nhu thé nao?

- Nhu cau c6 kha niang thanh toan?

Marketing: Hiéu nhu cdu va khoi goi nhu cau dé cung cdp Cac sdn
pham phu hop voi mong muon va kha nang thanh toan.

28
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1.4. Qua trinh thdng qua quyét dinh mua ciia NTD

*» Bwéc 2: Tim kiém thong tin , e A N,
& — NTD c0 duogc “b0 suu tap cac

nh&n hiéu” ctia san pham do.

£.) Neuén thong tin cé

' Jnhan

Nguon tin nao c6 anh hudng
. quan trong nhat téi viéc tiép
rlf?’ Nguon thﬁr)g tin nhén san pham vao bo suu tap
) thwong mai\ nhan hiéu mdy tinh cua ban?

, Nguén thong tin Nguoi lam Marketing phai san
3/ dai chung sang cung cap thém cac thong
tin bd sung dé duy tri su cha ¥
ctia NTD va dé duoc nam
trong bo suu tap nhan hicu.

Nguén thong tin

& kinh nghié¢m:

29
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1.4. Qua trinh thdng qua quyét dinh mua ciia NTD

¢ Bwédc 2: Tim kiém théng tin

Top of mind Vietnamese local companies (Fashion)

Top 1 Top 2 Top 3 Top 4
(VZEC :
= Al CANIER N EM
» =" 10 FASHIGCHN
viettien GARCO 10
Viettien May 10 Canifa Nem Fashion
26% 8% 5% 3%
Top 5 Top 6 Top 7 Top 8
< l . ELISE [\-"rYnu)(m_l_Ul‘ THE BLUES
An Phuoc Elise vy Moda The Blues
394 2% 2% 2%

cQsiVe

Nguon: https://www.slideshare.net/asiaplus inc/best-viethamese-companies-2019
30
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1. THI TRUGN G NGUOI TIEU DUNG VA
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1.4. Qua trinh thdng qua quyét dinh mua ciia NTD
¢ Bwédc 2: Tim kiém théng tin

Top of mind Vietnamese local companies (Tech)

Top 1 Top 2 Top 3 Top 4
G - O
Fon<r Bka\l VincGROUP
FPT Viettel BKAV VinGroup
29% 1% 10% 6%
Top 5 Top 6 Top 7
o~
& %) 9/
CMC TELECOM VNPT -
Mobile World CMC Telecom VNPT Phong Vu
2% 1% 1% 1%

Nguon: https://www.slideshare.net/asiaplus inc/best-viethamese-companies-2019
31
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1.4. Qua trinh théng qua quyét dinh mua ciia NTD
“* Buwdc 3: BDanh gia cac phwong an Méy tinh chinh hang

=

Ngudi lam Marketing can nam duoc

cach thirc ma nguoi mua stir dung trong

viéc danh gia cac nhén hiéu co kha

niang canh tranh véi nhau Ban s€ dya vao thudc tinh
nao dé danh gia cac
phuong an mua may vi
tinh?

Tai | i euVNU. com Téng hop & Suu t am
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1.4. Qua trinh thdng qua quyét dinh mua ciia NTD

s Buwdc 3: Panh gia cac phwong an

Dua vao mét s6 khuynh huwéng co ban
giup du doan duoc quan diém ciaa NTD

Thir nhdt, dua vao cac thudce tinh cua san
pham.

Thir hai, V&1 NTD, thudc tinh quan trong
nhat |a nhitng thudc tinh dap ung duogc

nhitng loi ich ma ho mong dgi ¢ san pham.

Thir ba, NTD c0 khuynh hudng xay dung
niém tin ciia minh gan véi cac nhan hiéu.

May tinh chinh hang

i

nnnnnn

Ban sé dua vao thudc
tinh ndo dé danh gia
cac phuong an mua
may vi tinh?

33
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1.4. Qua trinh thdng qua quyét dinh mua ciia NTD
¢ Bwéc 4: Quyét dinh mua

o C4c can tro ét dinh

Pé di dén quyét dinh mua cudi cing thi

NTD bj anh huéng boi cac yéu td kim ham: Ban hay ke lai mot
»Thai do cua nguwoi khac: Gia dinh, ban tru:ong hop ma ban CTa
bé,.. cO thé 1am ting hoic giam niém tin. coy d}nh mua sau do
» Nhitng yéu t6 hoan cdnh: rii ro dot xuat, la1 khong mua nira?

su san €O ctia san pham, giao dich, thanh
toan, dich vu sau ban...

34
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1.4. Qua trinh thdng qua quyét dinh mua ciia NTD w

s Bwdc 5: Panh gia sau mua

Hai long: s€ mua lap lai Khi Cé nhu cau,
dong thoi tuyén truyén tot vé san pham
Khong hai long: tuyén truyen xau vé san /
pham, doanh nghiép, “tay chay”, tham chi c6 khién ban:

thé tra lai san pham... Khong hai long?
dHai long?

Sau khi mua b
may tinh. Diéu gi

Nhitng danh gia sau khi mua cua NTD la
nhirng chi bao vé s thanh cdng hodc chira
thanh cdng ciia cac né lirc Marketing.
Nguwoi 1am marketing can thiét ldp kénh tiép
nhdn nhitng phan nan va khiéu nai ciia
khach hang dé ndam bdt dwoc mire do hai
long ciia khach hang dé diéu chinh cac hoat
dong Marketing ctia minh. 35




CAU HOI

Trong thuc té:
1. Budc nao co thé b1 bo qua? Bude nao khong thé bo qua?
2. Co thé dao thir tu cac budce duoc khong?

3. Truong hop mua hang 1ap lai, ban s€ mua hang qua nhirng
budc nao?

DPanh
gia cac
phuong

an

Danh
gia sau
khi mua

Nhan

biét nhu
cau

Nam budc cta quyét dinh mua duoc st dung dé mo ta tong quat

va day du hanh vi mua mang tinh chat 1y thuyét.

Trong thuc té, NTD c6 thé bo qua hoac dao 1on mot vai budc

cla tién trinh nay./. -
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