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, \CHUONG 1:
TONG QUAN VE HANH VI KHACH HANG
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Ti€p can va nhin biét tong quan v€ hanh vi

khdch hang
Muc tiéu
Nhan biét nhitng y€u t6 tdic dong dén hanh vi
khdch hang
Hiéu dudc tic dong cia hanh vi KH khi thiét
1ap céc chi€n lugc Marketing
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Noi dung

{1. Hanh vi khdch hang 1a gi? }
[2. Tai sao phai nghién cttu hanh vi KHJ

3. Phan biét va xdc dinh vai tro cua KH
4. Nghién citu hanh vi KH }
5. Hanh vi KH va chi€n lugc marketing

6. Bang danh gid hanh vi KH

4/22/2007 Hanh vi khach hang 2




(!‘;J})' Chuwong 1: Téng quan HVKH

1. Hanh vi khach hang la gi?

Hanh vi KH 1a su tuong tic nang dong cua
nhitng nhan t6 tdc ddng va nhan thic, hanh vi
va moi trudng ma qua su tuong tac do con
ngudi thay d6i cudc song clia ho

Hiép hoi marketing Hoa Ky
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Dinh nghia hanh vi KH (tt)

Hanh vi KH 1a nhitng hanh vi cia cdc don vi
ra quyét dinh trong viéc mua sim, st dung va
Xt ly thai bd nhitng hang héa va dich vu
(Kotler & Levy)
Hanh vi khdch hang 1a qué trinh quy€ét dinh
va hoat dong vat chat clia cdc c4 nhan khi
danh gia, c6 dugc, st dung va xu 1y thai bd
nhitng hang héa va dich vu
(London & Della Bitta)
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Dinh nghia hanh vi KH (tt)

Hanh vi KH la nhitng hanh dong li€n quan
tryc ti€p d€n viéc c6 dudgc, ti€u dung va xut ly
thdi bd nhitng hang héa va dich vu, bao gom
cdc qud trinh quy€t dinh trudc va sau nhitng
hanh dong nay

Engel, Blackwell & Miniard
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Hanh vi1 khach hang la:

Suy nghi va cim nhin ctia con ngudGi trong
qué trinh mua sim va tiéu dung

Hanh vi KH bao gom: Mua sim, st dung va
X 1y sdn pham/ dich vu

Hanh vi KH 1a ning dong va tuong tac
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Nhitng tdc dong nhi€u mit dén
hanh vi khach hang

Hanh vi mua
sam va tiéu

CAu triic hy gd

va nhan khéu dung Bl?u chfnh
h ch_mh sach

o dé bao vé

quyén loi

NTD

A 2
Nhu cau, cam
xitc, cac gia tri
va tinh cach

S hiéu biét vé
HVKH

Chién luge
Marketing
nhim théa
min nhu ciu
cua KH myc
tiéu

Nhirng tac dong
ctia nhom

Xir 1y thong tin
va ra quyét
dinh
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(!‘gf) Chuwrong 1: Tong quan HVKH

2. Tai sao phai nghién ciu HVKH?

Sy thay d6i clia cac quan diém marketing

Cach tiép can cii Cach tiép can méi

tiép

« Marketing l1a mét chirc ndng | » Marketing la triét ly

* Quan tri hién trang * Quan tri thay dbi

* Strc manh ngudi ban * Src manh ngwoi mua

+ Chap nhan moi don hang * Tuyén chon khach hang mua

. SL'J”C manh nha cung &rng « Strc manh khach hang théng tri
thong tri

* Khach hang co itthong tin |« Khach hang cé nhiéu théng tin
* Tap trung khach hang trwec |« Tap trung khach hang gian tiép,

truc tiép, hién tai, tiém nang
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2. Tai sao phai nghién cidu HVKH?

T4Am quan trong cia nghién cifu hanh vi KH

- Nang cao tinh canh tranh
777 - Trién khai sdn phAm mdi

® ® ® - Xiy dung chién lugc marketing anh hudng
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2. Tai sao phai nghién ciru HVKH

Tam quan trong cia nghién cifu hanh vi KH

| Khich hang khong hai long v6i sin phdm/ dich vu |
|
: |
| 4% phin hoi § kién | | 96% yén lang bo di |
|
| l
91% khong bao 5% quay lai do chua
gid tré lai tim dugc noi thay thé
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2. Tai sao phai nghién ctru HVKH
T4Am quan trong cda nghién cifu hanh vi KH

4 3% thay ddi xu huéng

+ 5% phit trién nhitng tinh hitu nghi khédc

+ 9% vinhitng ly do canh tranh

+14% khong hai long vé sin phaAm

4 68% vi thdi d0 thd d, lanh dam cua chu,
quan 1y hay chi 1 vai nhan vién ban hang
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3. Phan biét va xac dinh vai tro
cua khach hang

= KH c4 nhian
» Phin loai KH: < =
KH t6 chic

Ngudi quyét dinh
Ngudi mua
Ngudi st dung

» C4c vai tro cua KH

Luu y: Nguoi mua khong nhdt thiét la nguoi ra quyét dinh lua
chon sdn phdm hodc sit dung sdn phdm
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4. Nghié€n citu hanh vi KH,

NOi dung nghién cdu:

- Nhitng phan tng cia KH
- Nhitng y€u t6 dnh hudng dén HVKH

- Nhitng phuong thifc ti€p thi cia DN

4/22/2007 Hanh vi khach hang 123

(!s;PChLm’ng 1: Téng quan HVKH

4. Nghién ciu hanh vi KH

Phuong phap nghién ciu:

- Piéu tra phdng van truc tiép
- Quan sat

- St dung thong tin thit cAp
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4. Nghién citu hanh vi KH

Pham vi nghién cdu:

- Trudc khi mua sim
- Tim ki€m thong tin, d4dnh gid gidi phdp
- Quyé&t dinh mua sim thuc sy

- Sau khi mua sim

4/22/2007 Hanh vi khach hang 15

(!S;PChLm’ng 1: Téng quan HVKH

5. HVKH va chién lugc Marketing

Chién lugc dinh vi
Phin khuc thi trudng

Marketing mix

San phAm mdi
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BANG DANH GIA HVKH
/& Tdc dong cia KH > /& Quyét dinh Marketing
+ Nhitng tac dong

bén ngoai Phén khuc thi truong
+ Nhitng tac dong

bén trong ' Dinh vi sdn phAm

+ Nhitng tic dong

tinh huéng

Marketing mix
+ Nhitng tic dong

cla qué trinh quyét \@
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MO HINH VE HANH VI KH

B J_ _ Needs *

Marketing

activities
i Perception \
f \

|
| Motives

Situation

———p» Problem o — —

1
recognition |
l
l

Information — — —

search € — — —
Demographics
and lifestyle

|

|

Evaluation and — — -
selection

status

AN

Stare choice
and purchase

'— Postpurchase processes
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1. Hay cho biét nhu cAu ctia khdch hang khi mua
nhitng sin pham sau:
- Xe mdy -Xe 610
=557 -bién thoai di dong

2. Cdc thanh vién trong gia dinh ctia ban gitr vai tro
gi khi mua sim, st dung nhitng sdn phim d6
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