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Chuong 2: HVKH trudc khi mua sdm

Chuong 2: HANH VI KHA CH HANG
TRUGC KHI MUA SAM

Sy nhan bi€t nhu cau

Céc chién lugc marketing dudc st dung
dé kich hoat su nhan bi€t nhu cau

Tim ki€m thong tin

Phit tri€n cdc chi€n lugc marketing nao

4/22/2007 Hanh vi khach hang ‘




Chuong 2: HVKH trudc khi mua sdm

Noi dung:

1. Nhan bi€t nhu ciu (khdi niém, nhan to,
chién lugc)

2. Tim ki€m thong tin (Ngudn?)

3. Tém tit

4. Thao ludn

4/22/2007 Hanh vi khach hang ‘

Chuong 2: HVKH trudc khi mua sdm

1. NHAN BIET NHU CAU

1.1 Ban chit cia su nhin bi€t nhu cau

4+ D0 16n sy khac biét gitra hi¢n trang va mong muén

4 Gi61 han ve ngan sach va thoi gian cua khach hang

4+ Tam quan trong cua nhu cau

4/22/2007 Hanh vi khach hang ‘




Chuong 2: HVKH trudc khi mua sdm

CAC NHAN T(j)' TAC PONG pE’N
TRANG THAI MONG MUON

Vin héa va giai cAp XH
Nhém tham chiéu

Nhitng dic di€ém ctia ho gia dinh

Nhitng thay doi vé tinh trang tai chinh

4/22/2007 Hanh vi khach hang ‘

Chuong 2: HVKH trudc khi mua sdm

CAC NHAN T(}' TAC PONG pE’N
TRANG THAI MONG MUON

Nhitng quyét dinh trude c6 lién quan
Su phét trién clia cd nhan

Nhitng ddng cd mua sim

4/22/2007 Hanh vi khach hang ‘




Chuong 2: HVKH trudc khi mua sdm

CAC NHAN T(j)' TAC PONG pﬁN
TRANG THAI MONG MUON

Nhitng cdm xtic
Vd: Nhu cau v mong mudn gidi tri khi vui vé/ khi budn

Tinh huéng hién tai ctia c4 nhan

Vd: nhu cAu va mong mudn vao cudi thdng/dau thing

4/22/2007 Hanh vi khach hang ‘

Chuong 2: HVKH trudc khi mua sdm

CAC NHAN TO TAC PONG PEN
HIEN TRANG

Nhitng quy€t dinh trong qua khit

Su thi€u hut thong thudng

pd A ~ k /? ~ o
Miic @6 théa man v€ san pham/nhan hi€u

4/22/2007 Hanh vi khach hang ‘




Chuong 2: HVKH trudc khi mua sdm

CAC NHAN :l‘(A)’ TAC PONG PEN
HIEN TRANG

Su phét tri€n c4 nhan

Nhirng cam xic

Céac nhém ti€éu dung va Chinh phu
Céc sdn phAm sin c6

Nhitng tinh huéng hién tai

4/22/2007 Hanh vi khach hang ‘

Chuong 2: HVKH trudc khi mua sdm

1.2 CHIEN LUQJC MARKETING VA
SU NHAN BIET NHU CAU

& PO LUONG SU NHAN BIET NHU CAU

Phén tich hoat dong diéu tra 1 nhom KH
trong di€m d€ xdc dinh cdc nhu ciu cia KH

Phén tich sin pham: nghién ctu ti€n trinh
mua sim va st dung 1 san phaAm/ nhan hiéu

4/22/2007 Hanh vi khach hang ‘




Chuong 2: HVKH trudc khi mua sdm

1.2 CHIEN LUQC MARKETING
VA SUNHAN BIET NHU CAU

& PO LUONG SU NHAN BIET NHU CAU

Phan tich nhu cAu: x4c dinh sp thda min nhu cau
Nghién cifu nhitng nhan t& thudc vé con ngudi
Nghién ctfu cam xiic

4/22/2007 Hanh vi khach hang 11

Chuong 2: HVKH trudc khi mua sdm

1.2 CHIEN LUQC MARKETING
VA SU NHAN BIET NHU CAU

& TAC })ONG TRO LAI pOI VGI SU
NHAN BIET NHU CAU

® KICHHOAT SUNHAN BIET NHU CAU

Tac dong dén trang thdi mong mudn: nhin manh
1gi ich sp - | - |

Tac dong dén nhitng nhin thic vé trang thai hién
tai: dua ra nhitng nét ndi trdi clia sp

|
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Chuong 2: HVKH trudc khi mua sdm

1.2 CHIEN LUQC MARKETING
VA SUNHAN BIET NHU CAU

& XAC DINH THOI PIEM NHAN BIET
NHU CAU

Nhu cAu nhan biét dudc

Nhu cau chua dugc nhin biét

4/22/2007 Hanh vi khach hang 13

Chuong 2: HVKH trudc khi mua sdm
Cau hoi thao luin
1. Ban hidy do ludng sy nhan biét nhu cau doi véi:
+ Ngudi lam viéc cing thang
+ Ba ndi trg
+ Hoc vién dao tao tir xa

2. Ban sé kich hoat sy nhan biét nhu cau nhu thé ndo
doi véi:

+ Ca phé hoa tan

+ Bdo hi€m stic khoé

+ Hoc dan ghi ta

4/22/2007 Hanh vi khach hang 14




Chuong 2: HVKH trudc khi mua sdm

2. TIM KIEM THONG TIN
2.1 C4c loai quyé&t dinh cia KH
+ Ra quyé&t dinh theo théi quen:
- Quyét dinh trung thanh v4i nhidn hiéu

- Quyét dinh mua sim lip lai

+ Ra quyé&t dinh gidi han

+ Ra quyét dinh md rong

4/22/2007 Hanh vi khach hang 13

Chuong 2: HVKH trudc khi mua sim

2.2 BAN CHAT CUA VIEC TiM KIEM
e«[0] THONG TIN

B Bén ngoai

B Bén trong ﬁ%

4/22/2007 Hanh vi khach hang 16




Chuong 2: HVKH trudc khi mua sdm

Cac giai phap thich hop
# Nhom dugc biét dén: tit cd nhin hiéu ma
KH bi€t dén trén thi trudng

# Nhom ua chudéng: nhan hiéu dugc KH
thich va hay chon khi mua sim

# Nhom it dugc quan tAm: nhan hi€éu ma
KH bi€t nhung ho thd o, khong quan tim

# Nhom khong dugc quan tdm: nhan hi€u
ma KH khong thich

4/22/2007 Hanh vi khach hang ‘

Chuong 2: HVKH trudc khi mua sdm

Pac diém cla giai phap

Nhém dugc wa chudng + tiéu chuin lién quan

Nhiéu trudng hgp bi tic dong bdi tinh cdm va
cam xuc

4/22/2007 Hanh vi khach hang




Chuong 2: HVKH trudc khi mua sdm

Nhiing tiéu chudn ddnh gid

Cancdc || M do Cham dit
ti€u chuan .| thanh C6 Pugc L viéc tim

danh gid cong thé ki€m

gi? cla ting quyét thong tin

giai phdp dinh

o trén co dugc Tiép tuc

Cg phlI{lg | | sdtiung hay . viéc tim
Gidi phdp M Gay chugn|  |khong [ J8P"8—  kigm

nao? dnh gid thong tin

Viéc tim ki€m théng tin trong nhirng
quyé&t dinh cia KH

4/22/2007 Hanh vi khach hang ‘

Chuong 2: HVKH trudc khi mua sdm

CAC NGUON THONG TIN PUGC TIM KIEM

» Tri nhé ctia KH, nhitng kinh nghié m ca nhan va nhitng
hi€u bi€t c6 lién quan thap

» C4c ngudn thong tin c4 nhan: ban be, gia dinh

» C4c nguon thong tin doc 1ap: nhém nhitng NTD va co
quan Chinh phd

» Ngudn thong tin marketing: ngusi bin, quing cdo

» Ngudn thong tin thi nghiém: ki€m dinh, thit nghiém SP

4/22/2007 Hanh vi khach hang ‘
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Chuong 2: HVKH trudc khi mua sdm

CAC DAC PIEM CUA VIEC TIM KIEM THONG
TIN BEN NGOAI

TIM KIEM THONG TIN BEN NGOAI

- Mic do tim ki€m cho nhitng mit hang it quan trong
thap hon

- La c¢6 hoi cho cac nha quan tri marketing

- KH phu thudc vao thong tin ¢4 nhan nhiéu hon khi
danh gid trudc khi mua

SO SANH CHI PHI VA LOI ICH cUA VIEC TIM
KIEM THONG TIN BEN NGOAI

- Lgi ich hitu hinh/ 1gi ich v6 hinh

- Chi phi tién té/phi tién t&

4/22/2007 Hanh vi khach hang ‘

Chuong 2: HVKH trudc khi mua sdm

4 NHAN TO CQ BAN ANH HUONG PEN
LOI ICH DU KIEN VA CHI PHI TIM KIEM
THONG TIN BEN NGOAI
+ DPic di€m thi truong:

B SO lugng cac gidi phap
E Cic gidi han gia ca
® Hé thong phan phdi

B Kha niing sdn cé ctia thong tin

4/22/2007 Hanh vi khach hang ‘
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Chuong 2: HVKH trudc khi mua sdm

I\’

4 NHAN TO CQ BAN ANH HUONG PEN

LOIICH DU KIEN VA CHI PHI TIM KIEM
THONG TIN BEN NGOAI

+ Pic diém khach hang

A A”C
E Do tuoi

B Gidi tinh

~ .I\? /\"
4+ Dic diém san pham

B Chat lugng kiém dinh

4+ Diic di€m tinh huéng

4/22/2007

Hanh vi khach hang

B Trinh do

P Dia vi xa hoi

¥ Sy khac biét

23

Chuong 2: HVKH trudc khi mua sdm

CAC CHIEN LUGC MARKETING DUA TREN CAC KIEU

MAU TIM KIEM THONG TIN CUA KH

Vi tri cua nhan

Ki€u mau ra quyét dinh
cua thi truong muc tiéu

hiéu
RaQbtheo |RaQPc6 |[RaQbP md
th6i quen gi6i han rong
Khong tim Tim kieém | Tim kiém
kiém gidi han mao rong
Nhan hiéu thuéc Chién lugc | Chién lugc |Chién ludc
nhém va chudng | duy i ndm bat wu tién

| P e 1 ]

L

Nhan hiéu khong Chién lugc Chién luge | Chién lugc
thudc nhém uva phé v& ngin chin |chip nhin
chudng
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? A
THAO LUAN

1. C4c ban sé& s dung nhitng ngudn thdng tin nao khi
mua sdm nhitng SP & DV sau:

Nbi com dién

Xe hdi 4 chd

Dich vu cit téc

4/22/2007 Hanh vi khach hang ‘

Chuong 2: HVKH trudc khi mua sdm

THAO LUAN

2. M6 td 1 sy mua sim gan diy ma ban da thuc hién
véi sy tim ki€m thong tin mS rong

v4i sy tim ki€m thong tin ¢6 gidi han

Nhitng nhin t& nao giy ra sy khdc biét 22?2

4/22/2007 Hanh vi khach hang ‘

13



