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MUC TIEU BAI HOC
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Hiéu ré hanh vi mua hang cua moét cad nhan va khi ho ra quyét
dinh mua hang thi bi anh hudng bdi nhitng nhan té nao.

Trinh bay qui trinh mua hang clia moét cd nhan hay mot to
chilc bao gébm nhiéu giai doan va trong moi giai doan doé diéu
gi chding ta can quan tam.
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NOI DUNG BAI HOC _s

Hanh vi ngudi tiéu dung

e @ Hanh vi khach hang tdé chuc



Hanh vi ngudi tiéu dung —

M& hinh hanh vi ngudi tieéu dung

Model of consumers behavior

Marketing Management.
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Products & services Economic Learning Im  Problem recognition b Product choice
Price Technological Memary i Information search Brand choice
Distribution Political | Evaluation of alternatives Dealer choice
: s I et
Communications Cultural | Purchase decision Purchase amount
i Post-purchase behavior Purchase timing
i Payment method
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Personal | Source: Kotler, P and Keller, K. [2014]
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Hanh vi ngudi tiéu dung —

M& hinh hanh vi ngudi tieéu dung

Cdc tac nhan  Cac tac nhan Déc digm Qua trinh Céc déo vn
kich thich kich thichcoa . "7 . quyét dinh cva . P9
: o cUa nguoci mua - cUa nguoi mua
marketing moi truong nguol mua
» San phém » Kinh té » Van hoa » Nhan thuc » Lua chon san
* Gid ca » Cong nghé | * Xa hoi vdn de phdm
. . DI < s e e Tim kiém » Lua chon nhan
Phan phdi Phap luat Ca tinh thong tin hieu
* XUc tién * Van hod e Tam ly + Danh gid + Lua chon noi
* Quyét dinh mud

* Dinh thai gian

mud

* Hanh vi mua

* S6 luong muaq,
tfan sudt mua

EKB (Engle, Kollat va Blackwell (1978)



Hanh vi ngudi tiéu dung s

Vi du vé hanh vi ngudi tiéu dung

NTD HCM | NTD HN |

Ho ladng nghe va lam theo theo loi
khuyén cia ngusi khac lien quan dén
cdc quyét dinh mua sém. Y kién cla
nguoi khac kha quan trong déi véi ho

Ho chi quan tam dén nhong gi
nguoi khac néi néu dé la nhung
dieu ma ho thich nghe

Ho (h_”““S tham khao Y k'?“ S Ho thuong so mac sai [am khi tu minh
b et !‘_hmf nhung ?”‘:5' cung s€ - - quyét dinh va luén héi y kién nguoi
mua cdi ma ho nghi la t6t nhét " © khac dé cam thay yen tam

llllllllllllllllllllllllllllllll

“Minh cong thuéng ldng nghe y kién cua
nguoi khac vé chét luong cac san pham,
vi du nhong sédn phdm cé gid tri cao

“Nhung ngusi da su dung qua roi thi
minh rét tin vi ho cé kinh nghiém.

Minh cé thé pham sai lam néu khong

nhu: dién thoai, thoi trang, TV LCD, may b v kigh o i khae
i y ki€n cua nguoi khac...

giat, may lanh...”

Nguon: Dy an Nghién ctu Dinh tinh Sy khdac biét ving mign



Hanh vi ngudi tiéu dung —

Vi du vé hanh vi ngudi tiéu dung

TINH HINH TAI CHINH “DU KIEN” CUA NGUO1 TIEU DUNG

Trong 12 thang sap tai, ban nghi tinh hinh tai chinh Du c6 lac quan vé tinh hinh tai chinh trong tuong lai
cua gia dinh minh sé: hay khéng thi phan I6n nguei tiéu dung van lua chon

cat giam nhirng khoan chi tiéu khéng can thiét
44,6% nguoi dung co thai do

W T6thon nhieu ‘lac quan” nhung clng co Ty l& nguai tiéu dung cat gidam khoan chi tiéu khéng can thiét
M Cai thién tét hon 20,8% ngudi diing co thaide ~
. “bi quan” vé tinh hinh tai chinh
B Gilr nguyén ‘ TR A
trong vong 1 ndm sap toi.
W Té hon Déng thai, co 34,6% nguodi 62% 73% 69%
M Té hon rat nhiéu diing cho réng tinh hinh tai
' chinh cua gia dinh minh sé & @ @
murc “gilr nguyén'. ' ‘
Viét Nam Péng Nam A Toan cau
Nguon: Khao sat Xu hudng, Coc Coe, 11.2023, N= 1776 -
Q: Trong 12 thang sdp tdi, ban nghi tinh hinh tai chinh cla gia dinh minh sé \ Dirng lai hoan toan/ it giam Khéng thay 45

Ngudn: Thoi quen tiéu dung tai Vigt Nam ndm 2023 cua PwC
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Hanh vi ngudi tiéu dung

Vi du vé hanh vi ngudi tiéu dung

Xu huéng cat giam chi tiéu van chuwa dirng lai nguéi tiéu dung cé du dinh cat giam chi tiéu Nguoi tiéu dung han ché mua hang
@ mét s nganh hang trong tuong lai gan khi gid ca téng

% nguai tiéu dung du kién sé chi it hon % nguoi tiéu dung du kién sé chiithontrong  Ban sé phan rng nhu nao khi gia tang 20%
trong 6 thang tai theo PwC (*) 12 thang tai theo khao sat Céc Cée (**) cho céac mahﬁ hﬂﬂﬁ FMCG?
ua ft hon

Heng oo i [ i e oo TR | " 12 e -
Du lich _ “= Mua gdi lon hon d8 tigt kiem hon
- a7 - o A
Thiet bi dien ¢ [ Di chuyén, du lich Mua cac san phan khuyén mal |

] - Mua thuong hiéu ré hon
B ngodi ot e

Thoi trang
Stra chira, cai thién n Quén 4o, phu kién thei trang 7% Boi dot khuyén I1T‘|EI
Gigi tri truc tuyén Ngung mua hang

My pham. lam dep Mua thuong hiéu tu nhén

Dung cu thé thao
o o . . Mua & cac clra hang giam gia 9% Tuy nhién vai
Gidi tri gia dinh _ Thi&t bi gia dung, dién tlr, di2n may Mua hang online |- e e i
Strc khoe & lam dep | RN o Mua néu duoc nhiu diém tich 10%, chi c6 7%
Thue phdm 13% - il < .
Tap hoa - P . Tan dung céng nghé tim CTKM [ 5% nguai dung

Vén sé mua [ 49 nglmg mua hang
Ngudn: (*) Thai guen tiéu ding tai Viét Nam ndm 2023 cta PwC;
(**) Khéo sat Tiéu dung, Céc Cée, 11.2023, N = 1791 Ngudn: NielsenlQ BASES Survey (n=2000) March 2023 1 18-24 [l 34-55 [ 55+ T4t ca gitng nhau



Hanh vi ngudi tiéu dung X

Vi du vé hanh vi ngudi tiéu dung

o 2 R
5 [ < V‘J..
100.47 trigu dan  Us$431 ty US$4,293 Hang hﬁa{vé 1 77.7 triéu 86.1 }riéq 69.9 triéu
Téng trwéng GDP/nguwoi dich vu ban le ngwdi ding ngwoi dung ngwoi ding
GDP 7.1% US$255 ty -4.2%

(tang 2.3% theo VND)

Tién trien trong nam 2024

& [ B> E

494,310 xe 0 tO

US$36 ty - 98% ngudi Ién US$1.49 ty moi (+22%) 39.000 can hg méi  79% ngwdi Ion tir
kinh té so tlr 15 tudi tro lén quang cao 2,900,000 xe may (HCM va Ha Nai) 18 tudi co tai
chiem 8% GDP str dung dién thoai mei (+14%) khoan ngan han
thong minh ° °

Nguén: Dif liéu ndm 2023. GSO, Thong ké todn ciu, Khio sat Cimigo, Savills, LFdc tinh tir truyén thdng sau gidm gia, SBY, MCI, We Are Social, VAMA, TC Motors, VinFast, VAMM.




Hanh vi ngudi tiéu dung —

Vi du vé hanh vi ngudi tiéu dung

Nhu cau tiéu dillng noi dia téng triro'ng cham 2.3%
Hang héa tang 1%, dich vu ta ng /%

Mcre tdng doanh thu thap hon nhiéu so véi mirc lam phat; san lwong cling giam. Tinh theo USD, tédng hang héa va dich vu
da giam -4.2% trong nam 2024.

Doanh s6 ban Ié hang héa va dich vu

ty VND
7,000,000 25%
6,231,828 6,377,051
6,000,000 A AR | | 2.3% phgA
5,059,800 "
4 940 403 2ﬂ Yo
5,000,000 4,416,621 , BI040 - 1373212 15%
4 @
""" ey - . = 70
4,000,000 12%| i il 10%
3,000,000 -
4 B5E 616
2,000,000 ey 3 0%
3,328,048
1,000,000 -5%
i -10%

2016 2019 2020 2021 2022 2023 2024

® Doanh sO ban Ié 1 Du lich, khach san, dich vu




Hanh vi ngugi tiéu dung e

Vi du vé hanh vi ngudi tiéu dung

Thwong mai dién tr chiém 11% tong doanh so6 ctia nganh ban lé ROTH R

nam 2024
Ty 1€ dong gop doanh so6 ban lé (%)
va # so lwong cwra hang tw phuc vu hién dai
0 5“0 0 0
100% . 4 _8% % 8% Lt 12,000
90% [ 11610
30% 10,000
0% 8,000
60%
20% 6,000
40%
30% 4.000
20% 2,000
10%
0% -

2019 2020 2021 2022 2023 2024

s [radtional trade s Modermn trade o E-Commerce =g Modem outlets
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Hanh vi ngudi tiéu dung

Vidu vé hanh vi ngugi tiéu dung

Thanh toan s6 dang rat pho bién. Gan 40% khach hang sw dung
(rng dung ngan hang dé thanh toan trong lan giao dich gan nhat

Hinh thirc thanh toan trong giao dich gan nhat (%)
MAau duwa trén tat ca ngwdi dung ngan hang N = 2,111

37 " £ 5 .-

N T B o ‘ R — * Hoéa don s6: ma QR co.
Lién két tai khoan truc tiép véi website bE:n hiimgiIr san thuong mai dién t san moi thfi-ng tin chuyén

Tinh néng chuyén tién qua trng dung ngén hang [N 11 khoan; ngudi dung
Ma QR qua trng dung — Héa dons6 M 6 khéng can phai nhap lai.
M& QR qua trng dung — Nhap thi cong M 4
31
N A S e * Nhap thu cong: ma QR
Lién két vi truc tiép véi website bar! har:lgf san thwong mai dién t N 11 & gom s6 tai khoan:
Tinh nang chuyén tién qua trng dung vi dién tc: N 12 nguoi dung phai nhap EY
M4 QR qua vi dién tir - Héa don sé6 Il © théng tin so tién.

M3 QR qua vi dién tlr - Nhap thi cong N 2
18
Thé ghing N 1>
Thé tin dung M s
15

Ngudn: Bdo cao ngan hang ban & Viét Nam 2024 tir Cimigo
CAu hoi: Nghi vé [an chi tiéu gadn nhat (d6i vdi bat ky san pham va dich vu nao), ban d3 si¥ dung hinh thirc thanh todn nao?




Hanh vi ngudi tiéu dung —

Thao luan vé hanh vi ngugdi tiéu dung

Cac ban sé lam gi khi kem danh rang minh
Mudn Mmua & cda hang gan nha da hét?

o e vAH - FTrw w I F T = '
..Sr-c:rg fieef—, =

MO! TOT NHAT"

Colgate s~y

ong Bac Ha The Matf o SUC MANH AMINO*
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Hanh vi ngudi tiéu dung

Thao luan vé hanh vi ngugdi tiéu dung

Pau |1a déng cd thoi thuc anh/chi di mua sam?




Hanh vi ngugi tiéu dung —

Thao luan vé hanh vi ngugdi tiéu dung

Nhu cau

Nhu ciu S

thé hién the hien

ban than: ban than
khai pha toan bd

tiém nang, tan dung
t6i da cac kha nang

Nhu céu dudc quy trong:
dia vi, su ton trong, su ton vinh

Nhu cau xa hoi:
moi quan hé than thiét, ban be

Nhu cdu an toan:

an ninh, an toan vat chat va tinh than Nhu cau

co ban

Nhu céu sinh ly:
thuc an, nudc udng, hdi am, nghi ngdi
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Hanh vi ngudi tiéu dung

Thao luan vé hanh vi ngudi tiéu dung

Hay cho biét ban da bi anh hudng nhu thé nao bdi cdc mau quang céo
Kem danh rang dugc phat trén truyén hinh?

SENSITIVE EXPERT

"P'S
GIAM E BUOT ' closel.p\_
TUC THI

KEM DANH RANG SO 1" VIET NAM

ngan é budt trd lai

73 Tﬁcaom‘.

SENSITIVE EXF:ERT / 4 SACH ::::u
F.'s// = rHoM MAT OAI LAY

- [ B / A

- o -#f-'ﬁ L
SENSITIVE EXPERT e
*E/ 4

ko pe i
ENSIWEEXEER'IT , jf:ff_l
; ol Lyt b it
SENSITIVE EXEERT a7 PR “Wigc tinh toan cac thong s& tndn cua Linllavs
7 by mit cisa nganh hang Kem danh rang, W& mal oo o ﬁ
Mam (bao gdm kénh ban & 1r;,,::,-"én hﬁnﬂ va Ednh h
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Hanh vi ngudi tiéu dung

Khach hang thoa man khi nao?

Theo anh/chi, khdch hang théa man khi nao?
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DON GIAN LA KHAC BIET

Hanh vi ngudi tiéu dung

Khach hang thoa man khi nao?

Cha tn san phflm ]

Tong ga try cua

KH

Gia tri ve nhiin s |

. A .. Caid trl danh
{na tn ve hinh anh E— cho khéch hing

(13 ien 7

Phi ton thin glan | Tﬁng -:_hi phi cua
HH doq van KH

Phi ton CONG ST fr—

Phi tén tinh thin |—

So do 1.2, Céc veu to quyét dinh gid tri danh cho khich hang




Hanh vi ngudi tiéu dung X

Khach hang thoa man khi nao?

SAN PHAM SU THUAN TIEN CON NGUOI

* Su da dang * Dia diém * Ky nang

* Chat luong * Giao hang * Trinh dé
* Qui cach * Péi hang * Thai dé
* Hau mai * Gio mo cua * Hanh vi

* Thanh toan
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Hanh vi ngudi tiéu dung

C4c nhan td6 anh hudng hanh vi ngudi tiéu dung

I's very difficult to "see” inside the consumer’s
head and figure out the whys of buying behavior
(that's why it's called the black box). Marketers
spend a lot of time and dollars trying to figure ouf

what makes customers tick \

The environment Buyer’s black box Buyer responses
Marketing stimuli Other Buyer’s characteristics Buying attitudes and preferences
Product Economic * Buyer's decision process * Purchase behavior: what the buyer buys,
Price Technological when, where, and how much
Place Social : : :
Brand and company relationship behavior
Promotion Cultural s fe P "

Copyright ©2011 Pearson Education, Inc. publishing as Prentice Hall



Hanh vi ngudi tiéu dung

C4c nhan td6 anh hudng hanh vi ngudi tiéu dung

Many brands now target specific
subcultures—such as Hispanic,
African American, and Asian
AMmerican consumers—with
marketing programs tailored to
their Speciic needs and preferences
For example, P&G's CoverGirl
(lueen cosmetics line was inspired
by Queen Latifah to “celebrate the

beauty of women of color.

Cultural

ﬂ

Culture

Subculture

Social class

Social

Reference groups

Family

Roles and status

Personal

Age and life
cycle stage

Occupation
Economic situation
Lifestyle

Personality and
self-concept

Psychological

Motivation
Perception
Learning

Beliefs and
attitudes

——

DON GIAN LA KHAC BIET

Buyer

\

Peoples buying decisions retlect and contribute to their lifestyles—tneir

whole pattern of acting and interacting in the world. For example, Pottery

Barn sells more than just home furnishings. It sells an upscale yet casual,

family- and friend-focused lifestyle

Copyright ©2011 Pearson Education, Inc. publishing as Prentice Hall

Our buying decisions
are affected by an
Incredioly complex

combination of external
and internal influences




Hanh vi ngudi tiéu dung

C4c nhan td6 anh hudng hanh vi ngudi tiéu dung

BonneBell Cosmetics Ad

A print ad targeting
African-American women

Culture and Sub-culture

DON GIAN LA KHAC BIET

------------------------------------------------------------------------------------------------------------------

Occupation Education Wealth

Ine o

Upper Class

Upper Uppers (1 percent). The social elite who Ive on inherited wealth. They
give large sumes 1o chanty, own more than one home, and send their children 10
the finest schools

Lower Uppers (2 parcentl: Amencans who have aarmed high income or wealth
through exceptional ability. They are active in social and civic affairs and buy
axpansive homes. aducatons, and cars

Middie Class

Lippar Migdles (12 percant): Prolessionals, independent businessparsons, and
corporate managers who possess neither family status nor unusual wealth
They balieve in aducation, ane joinars and highly chic mindad, and want tha
“better things in Iife.”

Middle Class (32 parceni): Average-pay white- and blus-collar workars whio live
on “the batter side of 1own.” Thay buy popular products 1o keap up wilh trends
Betler living means owning a nice home in a nice neighborhood with good
SChools.

Working Class

Working Class (38 percent). Those who lead a “working-class lilestyle,”
whaltever their income, school background, or job. They depend heavily on
relatives for oconomic and emotional support, for advice on purchases, and for
assistance in timas of trouble

Lower Class

Lipper Lowars {9 parcantl: Tha working poor. Aithough their living standard is
just above poverty, they strive toward a higher class. Howaver, they ofien lack
aducalon and are poorty pad for unskilled work

Lowear Lowars |7 parcanik Visibly poor, often poorly educated unskilled laborars.
They are olten out of work and some depand on public assistance. They tend to
live a day-to-day existence

L I R

EE R



Hanh vi ngudi tiéu dung —

C4c nhan td6 anh hudng hanh vi ngudi tiéu dung

FOR OMEGA § » Lf:STYLES CONCEPTS
¥ {3

Why use a celebrity

spokesperson?

: ‘FiEI:;::E e I Soditensi istyie ikt e dnd Digital Iitestyle Mipster ifestyle Sustainable Blastyle ;

Brosnan’s Choice xﬁ € I?L% ‘LE[ ‘ﬁ'ﬁﬁ f’_j‘ @
& & D B i s

Techmlcian Modern prirmitiee Eiblisgraphic Clothes fres i€ rirrslineal
lifestyle style iifestyle Ity Ifestyle litastyle
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Hanh vi ngudi tiéu dung

C4c nhan td6 anh hudng hanh vi ngudi tiéu dung

Hay cho biét tai dia phuocng ban cé van héa gi nodi troi va diéu do
anh hudng gi dén hanh vi ngudi tiéu dung dia phusng?




-

DON GIAN LA KHAC BIET

Hanh vi ngudi tiéu dung

C4c nhan td6 anh hudng hanh vi ngudi tiéu dung

KHI CO NHU CAU MUA LAPTOP ANH (CHI) SE LAM NHUNG VIEC GI?
(Sap theo thU tu Uu tién)




Hanh vi ngudi tiéu dung

Quy trinh mua hang cua ngudi tiéu dung

Nhin the | | Tim kiém | Danhgidcdc | Quvét dinh | Hanhwi
nhu cau thong tin phwrong an mua 53l mua
) 4 4 4 4
- Nhu cau bén - Ben trong - Chat leong - 6 lrong mua - Hai long: sw
trong (kinh nghiem -Gid ca - Noi mua dung tiép trong
- Nhu cau bén hiéu biét cia - Cach bin hing -Dic tinh san trong lai. cho
ngoai ban than) - Khuvén mii pham nhiimg ngwdi
- Ben ngoal Xung quanh
(ban bé, ngwo biél: vé san
than) pham.

- Céng dong - Khéng hai
(cac phwong long: khong
tién thong tin tiep tuc s
dai chung) dung, noi
nhing khuvét
diém cua san
pham cho

ngwroi khac.

-

DON GIAN LA KHAC BIET

Nguodn: Philip Kotler



Hanh vi ngudi tiéu dung

Vidu minh hoa quy trinh mua laptop

[ Quy trinh mua laptop lam viéc ] [ Quy trinh mua laptop gaming }

Cin méy € 14m bio céo

Nhu cdu bén trong
. . [ 1. Nhan thiic nhu cau
Mhu cau bén trong Hop enline .

Nhu cdu bén ngoai

Chai game c¢du hinh nang (LOL, Genshin Impact)

[ 1. Mhén thire nhu ciu Ban bé co laptop manh, mudn “theo kip"

¥ Iy cong vigc

Kinh nghiém diang Acer may nong Théng tin bén trong

MWhu cdu bén ngoai ——— Cong ty yéu cdu nhan vién co laptop lam viéc tir xa
Héi ban bé gamer Théng tin bén ngoai 2. Tim kiém théng tin ]
Kinh nghiém d3 ding Dell, cam thay ben BEn trong
i n i N - - - ] Zem review YouTube vE MSI, Asus ROG Céng déng
Tham khao dong nghigp Bén ngoai 2. Tim kigm théng tin
Doc review tir cc trang cong nghé, dién dan Cong dbng MSI G
VSl Gaming
Dell Vostro So zanh Asus ROG
So sanh cac déng may HP ProBook Acer Predator
3. Panh gia cac phudng an
Lenovo ThinkPad .
Card d% hoa manh
3. Banh gia cac phuong an Chét lugng 8n dinh
Tiéu chi Tan nhiét t4t
Bao hanh &t
Tiéu chi' danh gia Khuyén mai tdng gear
Gia ca hap Iy
Ha tra trd gdp Mua M5 Gaming, gia 30 trigu  —,

;31-'-: 4. Quyét dinh mua

Mua Dell Vostro —, Tai Phong Vil (khuy&n m3i giam 2 triéu + chugt gaming) —
Gié 18tiéu ——>| 4.Quyét dinh mua c
ra J May nang
Tai FPT Shop (tré gép 0%)
Khang hai lang Pin yéu
Viay Gap ting nhu cau cang viee 5. Hanh vi sau mua On khi choi game
Hai lang
BEn bi
Khuyén ban bé khéng nén mua laptop gamin
5. Hanh vi sau mua ¥ : 9 a lapiop gaming
- . Canh bao
Tiép tuc sur dung Dell Can
K& hoach fuong lai Khuyén lap PC thay the

Gigi thigu cho dong nghiép




Hanh vi nguai ti

Budc 1: Nhan thidc nhu cau

iiiﬂﬁ

eu dung

NHU CAU PUOGC
XAC PINH




Hanh vi ngudi t

Budc 2: Tim kiém thong tin

/o Cdc ngudn théng tin chinh yéu va tam anh hudng tuong déi cua
S n6 ma nguai tiéu thy sé hudng téi bao gom:
» Ngudn cé nhan: gia dinh, ban be, hang xém, ngusi quen.
» Ngudn thuong mai: quang cdo, NVBH, dai ly, bao bi.
» Ngudn céng cong: Phuong tién truyén théng, cdc t6 chuc.

» Ngudn kinh nghiém: tiép xuic, khdo sat, st dung san phéam.

Théng tin qua khu co tac déng manh dén ngusi than trong.

-
@ Théng tin tuc thoi sé tao co sé thuan loi cho viéc sém ra quyét
dinh.

-

DON GIAN LA KHAC BIET



Hanh vi ngudi tiéu du s

Budc 3: Quyét dinh mua

w@m

TRUC GIAC ===P YEU TO LY TRI

AN
A

La su gan loc mét sé it cac phuong an ma khach hang
cho la thich hop va dé thuc hién nhat

N
Y

(KINH NGHIEM ===p YEU TO TINH CAM )

<CT>OIaC>




Hanh vi ngudi tiéu dung e

Budc 4: Quyét dinh mua

- Cdacyéu t6
- hoan canh
-~ bdtngo

D?nh 91¢ Y dinh Quyét
cac hiéu .
mua dinh mua

khdc nhau

- Quan diém

cua nguoi




Hanh vi ngudi tiéu dung

Budc 4: Hanh vi sau mua

_, | Truc tiép doi nha
san xudt boéi thudng

Lam mét sé diéu

thuoc vé phia | Thua kién d@é duoc

boi thut
ChUﬂg | Thuong
| Khiéu nai véi cdc
t6 chic DN, CQCQ
Quyét dinh ngung
SU —» | mua sp hoac tay
BAT MAN Lam mot s6 digu chay ngusi ban
\ thudc vé phia | —
KAY RA ca nhan Bdo cho ban be
—> biét vé sp

hodc ngudi ban

_—<

DON GIAN LA KHAC BIET



Hanh vi cua khach hang t6 chic s
Binh nghia

Thi truéng té chuc |a thi trudng 3 dé Nngudi mua la cdc doanh nghiép mua san pham dé s dung cho
muc tiéu san xuat ra cic san pham khac, cho muc tiéu ban lai nham muc dich sinh I3i, hoac |a cac
doanh nghiép mua san pham cho hoat ddng cua doanh nghiép minh (khéng vi muc dich sinh 13i).

————————————————————————————————————————————
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Binh nghia
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Hanh vi cua khach hang t6 chic s

Pac diém cua thi trudng té chuc

PAC PIEM CUA NGUOI

DAC PIEM CUA NGUOI ‘ NG|
TIEU DUNG CUOI CUNG

MUA LA TO CHUC

(Thi trueng té chuc) (Thi trusng ngusi tiéu dung)

[t nguai mua Doéng ngusi mua
Nhing ngusi mua l6n Nhong ngusi mua nhé
Cau phai sinh Cav tryc tiép

Cau it co gian Cau co gian nhiéu
Cau bién dong Cau 6n dinh

Mua sém mang tinh chuyén nghiép Mua khéng mang tinh chuyén nghiép

Quan hé gan gui gita ngusi cung Ngusi mua thusng khéng duoc DN
ung - KH biét dén

Mua tryc tiép la phé bién It khi mua tryc tiép

(*) Céu phai sinh la céu cba ngusi mua la té chic co xudt xu
tU c@u cua nguoi tiéu dung cudi cung.




_<

DON GIAN LA KHAC BIET

Hanh vi cua khach hang té chuc

M& hinh hanh vi mua cuia td chuic

FIGURE | 6.1 The environment The buying organization Buyer responses |
A Model of Business Buyer Marketing Other - 1 Product or
Behavior stimuli stimuli = DEYING Celtet service choice
Product Economic Supplier choice
: . Buying
. ness n | Frice | lechnological ’ decision * Order quantities
R ._:I o rehmrnr 3 | Place Political PrOvVese _
| o | Delivery terms
{ ) ¥ FA | _ .
or differanc, I in e pal Promotion Cultural and times
— one mad (Interpersonal and
cision Dro Competitive individual influences) Service terms

(Organizational influences) Payment
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Quy trinh mua cuia khach hang toé chuc

@ FIGURE | 6.3
Stages of the Business
Buying Process

General need
description

Problem
recognition

Supplier

Product
specification search

Proposal ’ Supplier ‘ Order-routine . Performance
solicitation selection specification review



Hanh vi cua khach hang té chuc
Ai la ngudi ra quyét dinh mua
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Hanh vi cua khach hang té chuc

Cac yéu té anh hudng chinh dén hanh vi mua hang cua doanh nghiép

The economy

[ e

Obijectives
Supply conditions Influence ~ Age/education
Strategies Job position BUYEI’S
Technology Expertise Motives
Structure | Personality ‘ ;I *
Politics/regulation Authority Preferences
Competition e Dynamics Buying style
Procedures

Culture and customs
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Hanh vi cua khach hang t6 chtc

Cac tinh huéng mua B2B pho bién

7 Mua lai khéng thay doi (Straight rebuy)

1 Doanh nghiép lap lai don dat hang nhu cU doi vdi
san pham/dich vu da mua trudc day, khéng coé
diéu chinh gi vé thong sé ky thuat, gid ca hay nha
cung cap.

Doanh nghiép mua lap lai nhung cé diéu chinh, vi

du thay doéi yéu cau k¥ thuat, théng sé san pham,

gia c3a, diéu kién giao hang hoac tham chi thay doi
| nha cung cap.

2) ~' Mua lai c6 thay déi (Modified rebuy)

Mua madéi (New task)

Doanh nghiép mua mot san pham/dich vu lan dau
tién. Tinh huéng mua mdi thudng coé do rudi ro cao va
chi phi I8n, do dé s6 lucgng ngudi tham gia vao quyét
dinh mua rat nhiéu, lugng théng tin can thu thap I8n
va thdi gian ra quyét dinh 1au haon.




Hanh vi cua khach hang té chuc

Tinh hudéng

Mét khach hang rét [6n va lau |

nam clUa doanh nghiép anh/
chi yéu cau giam gia 10%
cho don hang 100,000 USD
cUa thdng nay véi ly do la
hién cé mét nha cung cdp
khdc dang chao bdn san
pham tuong duong vai gia ré

hon. Anh chi sé lam gi trong
l finh huéng nay ?

GIANH LAY

DON
HANG

E WA XUAT B TU el N BACH KHOA

W
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THANK YOU
SO MUCH




