_BOGIAODUCVADAOTAO CONG HOA XA HOI CHU NGHIA VIET NAM
TRUONG PAI HQC KINH TE QUOC DAN Poc 1ap — Tu do — Hanh phiic

PE CUONG HQOC PHAN CHI TIET
(Ban hanh kém theo quyét dinhsé ~ OBP/PHKTOQD, ngay  thdng  ndm 2019)
1. THONG TIN TONG QUAT (GENERAL INFORMATION)
- Tén hoc phdn (tiéng Viet) HANH VINGUOI TIEU DUNG
- Tén hoc phdn (tiéng Anh) CONSUMER BEHAVIOR

- Ma sé hgc phan MKMA1101

- Thugc khéi kién thic Chuyén nganh

- Sétin chi 3 (40 gio, twong duong 48 tiét)
« Sé gio ly thuyét 25
*  Sé gio thdgo lugn 15

- Cac hgc phdn tién quyét Marketing cin ban

2. THONG TIN GIANG VIEN (LECTURER’S INFORMATION)

Ho tén: Vii Huy Thong Hoc ham, h’QC vi: PGS.TS
bia chi: P.1307, Nha Al, Truong Pai hoc Kinh té Quoc dan, 207 Giai Phong, Ha Noi
Mobi: 0904111578 Email: thongvh@neu.edu.vn

Pon vi c6ng tac: Khoa Marketing, Truong Pai hoc Kinh téQuéc dan

3. MO TA HQC PHAN (COURSE DESCRIPTIONS)

Noi dung hoc phéan tap trung vao gidi thiéu cac 1y thuyét khoa hoc vé hanh vi ngudi
tiéu dung va vai tro cia nghién ctru hanh vi nguoi ti€u dung trong marketing, nghién ctru
nhitng nhém yéu t6 chu yéu anh huong dén hanh vi ngudi tiéu dung trong qua trinh mua
sim va sir dung san pham. Trén co s d6 thao luan viéc Gmg dung nhitng hiéu biét hanh
vi nguoi tiéu dung vao qua trinh ra quyét dinh vé cac chinh sach va céng cu marketing
trong thuc tién.

4. TAI LIEU THAM KHAO(LEARNING RESOURCES: COURSE BOOKS,
REFERENCE BOOKYS)

Giéo trinh
[1] “Hanh vi ngudi tiéu dung”, Vii Huy Thong (Chu bién va tap thé tac gia tham gia bién
soan), NXB PH Kinh t& Quéc dan, 2014

Tai liéu tham khao
[1] David L. Loudon & Albert J. Della Bitta: Consumer Behavior: Concepts and
Applications, 4th edition, by McGraw-Hill, Inc., 1993
[2] Del I. Hawkins, Roger J. Best & Kenneth A. Coney: Consumer Behavior: Implications
for Marketing Strategy, 4th edition, by Richard D. Irwin, Inc., 1989
[3] Harold W. Berkman, Jay D. Linquist, M. Joseph Sirgy: Consumer Behavior, by NTC
Business Books, 1997
[4] Michael R. Solomon: Consumer Behavior: Buying, Having and Being, 7th edition, by
Pearson Education, Inc., 2007

[5] Peter J. Paul & Jerry C. Olson: Consumer Behavior and Marketing Strategy, 4th



edition, the McGraw-Hill Companies, Inc., 1996

[6] Roger D. Blackwell, Paul W. Miniard & James F. Engel: Consumer Behavior, 7th
edition, the Dryden Press, International Edition, 1993 and 10th edition, Thomson South-
Western, 2006

[7] Leon G. Schiffman and Leslie Lazar Kanuk: Consumer Behavior, 4th edition, Prentice
—Hall Inc., 1991

[8] William G. Zikmund: Exploring Marketing Research, 5" edition, the Dryden Press,

1994

5. MUC TIEU HQC PHAN

Bang 5.1. Muc tiéu hoc phan

Muc M6 ta muc tiéu CBR PLOs Trinh do
tiéu nang luc
[1] [2] [3] [4]
G1 | Hicu biétkien thirc co ban vé hanh vi nguoi tiéu PLO2.1.1 \%
dung, qua trinh ra quyet dinh mua, cac yeu to thuge
vé khach hang anh huong téi hanh vi mua ctaa
nguoi tiéu dung
G2 | C6 kha nang ndm bét phén tich cac yéu t6 anh huong | PLO2.2.1 \Y
tir moi truong dén hanh vi ctia nguoi tiéu dung
G3 | Gitip nguoi hoc tich hop céc kién thirc ve hanh vi PLO2.4.1 \Y;
nguoi tiéu dung trong thuc tien hoat dong marketing
cua cac doanh nghiép
G4 | Sinh vién c6 ky ning giao tiép bang van ban; thuyet PLO25.1 \Y;
trinh chuyén mén bang tiéng Viét
G5 | C6 k¥ nang lam viéc nhom, nang dong va da dang PLO2.6.1 AV}
6. NANG LUC NGUOI HQC G CAP PQ HQC PHAN (COURSE LEARNING
OUTCOME)
Bang 6.1. Ning lwe ngudoi hoc
PLOs NLNH M6 ta nang lwe nguwoi hoc TDNL
(CLOa.b.c) g lwe ngwol 1o
[1] [2] [3] [4]
PLO2.1.1 | CLO1.1.1 | Hiéu duoc d6i twong, ndi dung va tam quan trong cua |  V
nghién ctru hanh vi nguoi tiéu dung
CLO1.1.2 | Hiéu dugc viéc cac yéu to kich thich nhu cau, mua sam \Y;
va hé qua ciia mua sam cua nguoi tiéu dung
CLO1.1.3 | Hiéu duoc ndi dung vé ca tinh, dong co, nhan thicva |  V
thai d6 cta nguoi tiéu dung
PLO2.2.2 | CLO2.2.1 | Hiéu va biét cach phan tich anh huong cua van hoa tgi | 1V
hanh vi nguoi tiéu dung
CL0O2.2.2 | Hiéu va biét cach phan tich anh huong cua giai tang xa | IV

hoi t6i hanh vi ngudi tidu dung




NLNH

PLOs (CLOa.b.c) M6 ta nang lwe nguwoi hoc TDNL
CL02.2.3 | Hiéu va biét cach phan tich anh huéng cia nhém tham | IV
khao téi hanh vi nguoi tiéu dung
CLO2.2.4 | Hiéu va biét cach phan tich anh huong cua gia dinh téi | IV
hanh vi nguoi tiéu dung
PLO2.4.1 | CLO4.3.1 | Van dung kién thirc da hoc dé phéan tich mirc d6 anh | 1V
huong cua moi truong bén ngoai (van hoa, giai tang,
nhém tham khao va gia dinh) dén hanh vi cua nguoi
tiéu dung va dua ra giai phap
CLO4.3.2 | Van dung ki,én thirc da hoc dé phan tich mirc d6 anh vV
huong cua yeu to bén trong (ca tinh, dong co, nhan thic
va thai do) dén hanh vi ciia nguoi tiéu dung va dua ra
giai phap
PLO2.5.1 | CLO5.4.1 | Thyc hanh dugc k¥ nang trinh bay van ban v
CLO5.4.2 | Thuc hanh dugc k¥ ning viét bao cao v
CLO5.4.3 | Thyc hanh duoc ki ning thuyét trinh va bao vé bdo cdo | IV
PLO2.6.1 | CLO6.5.1 | Tham gia va dong gop cho cac budi hop nhém v
CLO6.5.2. | Hb tro cho cac thanh vién khéc trong nhém v
CL0O6.5.3 | Thuc hién tét cac phan viéc cia ca nhan trong nhom \V
CLO6.5.4 | Xay dung moi truong lam viéc nhom nang dong, linh v
hoat, than thién
CLO6.5.5 | Giai quyét cac xung dot trong nhom \Y;
7. PANH GIA HQC PHAN
Bang 7.1. Panh gia hoc phan
Hinh thirc . Thoi NLNH hoc o Ty I8
danh gi Noi dung didm ohan Tiéu chi danh gia (%)
[1] [2] [3] [4] [5] [6]
Panh gia | Miacdova | Ca CLO1.1.1- - Mirc do: tham dy day
qua trinh | thai do tham | qua CLO1.1.3 du cac budi hoc, cd mat
gialop hoc, | trinh | cLO2.2.1- dung gio.
thao luan, CLO2.2.4 - Thai d¢: tich cuc, chu
xay dung CLO4.3.1- dong, co tinh twong tac
bai CLO4.3.2 cao véi GV.
- Chat Iuvgng thao luan 10%

tai 16p: tra loi chinh
Xac va tap trung vao
van dé dang thao luan,
bién luan khoa hoc,
logic, rd rang, thuyét
phuc.




Danh gia
gitra ky:
Bai kiém
tra ca
nhan

Chuong 1-9

CLO5.4.1-
CLO5.4.2

- Bai tu luan tai lop, 1-2

cau, kiém tra hiéu biét
vé yéu té anh huong
dén hanh vi.

Chat luong bai viét: tra
161 chinh xac va tap
trung vao van dé dang
thao luan, bién luan
khoa hoc, logic, ro
rang, thuyét phuc.

20%

Bai tap
nhém

Chuong 2-
9, tim hiéu
bai tap tinh
hudng gan
voi mot
doanh
nghiép hoac
mot nhan
hiéu vu
thich

Tuan
7-10

CLO5.4.1-
CLO5.4.3

CLO6.5.1-
CLO6.5.5

Tim hiéu va phan tich
mét tinh hudng cu thé,
nhan hang cu thé lién
quan dén hanh vi nguoi
tiéu dung Viét Nam,
xac dinh nguyén nhan
va goi y cac giai phap
Thuyét trinh truée 16p,
tra 161 cu hoi phan
bién cua GV va cac
nhom khac

Danh gia hinh thtrc
trinh bay: sang tao,
sinh dong, hiéu qua, du
thanh vién ctia nhém
tham gia

Panh gia chat luong
lam viéc nhém: noi
dung trinh bay thuyét
phuc, tim hiéu thyc tién
véi thai do nghiém tuc,
nham dua ra giai phap
logic nhit.

20%

Danh gia
cuoi ky

Bai thi cudi
ky: kiém tra
toan bo noi
dung hoc
tap

Squ
tuan
10-11

CLO1.1.1-
CLO1.1.3

CLO2.2.1-
CLO2.2.4

CLO4.3.1-
CLO4.3.2

CLO5.4.1-
CLO5.4.3

Bai tu luan tai phong
thi, ¢ thé bao gom:
trac nghiém, cau hoi tu
luan va bai tinh hung
ngan.

Panh gia chat luong tra
161 cac cau hoi: tra loi
chinh xac va tap trung
vao cau hoi, bién luan
khoa hoc, logic, ro
rang, thuyét phuc.

50%

8. KE HOACH GIANG DAY
8.1. Noi dung giang day




CHUONG 1: TONG QUAN VE HANH VI NGUOI TIEU DUNG

Chuong 1 trinh bay nhitng khéi niém co ban nhét vé muc tiéu, déi twong nghién ctu, qua
trinh hinh thanh va phat trién cua khoa hoc Hanh vi Nguoi tiéu dung; nhitngdéc diem va
phuong phap nghién ctru hanh vi ngudi tiéu dung; md hinh nghién ctru va ang dung ket
qua nghién ctu hanh vi khach hang vao quyet dinh marketing, nham gitp ngudi doc co
cai nhin tong thé va tu duy logic vé mén khoa hoc nay.
1.1.  Ddi twong, ndi dung nghién ciu hanh vi ngudi tiéu dung

1.1.1. Nhirng thach thirc trong kinh doanh va vi tri cia hanh vi nguoi tiéu dung

1.1.2. Béi twong nghién ciru hanh vi ngudi tiéu dung

1.1.3. Noi dung nghién ctru hanh vi nguoi tiéu dung
1.2. Pic diém va phwong phap nghién ciru hanh vi nguoi tiéu ding

1.2.1. Bic diém nghién ciru hanh vi ngudi tiéu dung

1.2.2. Phuong phap nghién ctru hanh vi nguoi tiéu dung
1.3.  Ung dung ciaa nghién ciru hanh vi ngudi tiéu dung

1.3.1. Pham vi ting dung

1.3.2. Quan hé giita chién luoc marketing va hanh vi nguoi tiéu ding
1.4.  Nhitng khai niém va luan diém co ban khi nghién ctru hanh vi nguoi tiéu

dung

1.4.1. Nhirng khai niém co ban

1.4.2. Tiéu dung va mua sim
Tai liéu tham khao cia chwong:

Chuong 1, Gido trinh “Hanh vi ngudi tiéu dung”, NXB PH Kinh té Qudc dan,

2010,2014

Chuong Gidi thiéu tong quan, Roger D. Blackwell, Paul W. Miniard & James F.
Engel: Consumer Behavior, 7™ edition, the Dryden Press, International Edition,
1993 and 10™ edition, Thomson South-Western, 2006

CHUONG 2: ANH HUONG CUA VAN HOA DEN HANH VINGUOI TIEU DUNG
Vin hoa 1a mot trong cac mdi truong vi mé ¢6 anh huong sau rong va lau dai dén xa hoi
va hanh vi cua tirng ca nhan trong xa hoi d6. Noi dung ctaa chuong tap trung nghién cuu
nhitng anh huéng cua van hoa dén hanh vi tiéu ding cua cac ca nhan trong x& hoi va tir
d6 gioi thieu mot sé phuong an khai thac cac yéu té van hoa trong viéc xay dung cac
chién lugc marketing cua doanh nghiép.Ngoai ra nhanh vin hod ciing 13 ndi dung duoc
nghién ctru vira véi tu cach 1a mot dic trung cua mot nén vin hoa, vira Véi tu cach 13 mot
yéu t6 vin hoa tac dong dén hanh vi ngudi tiéu dung. Viéc khai thac cac yéu tb vian hoa
trong hoat dong marketing ciia doanh nghiép duogc gidi thiéu qua chinh sach san pham,
truyén thong va mot sé khac biét van hoa dic thi c6 anh hudng dén nhu ciu, hanh vi
nguoi tiéu dung.

2.1. Khai quat vé vin hoa
2.1.1. Céc khai niém co ban cua vin hoa
2.1.2. Nhiing dac trung co ban cta van hoa
2.1.3. Y nghia ctia nghién ctru van hoa véi ngudi tiéu dung
2.1.4. Qua trinh linh ho6i van hoa ctua ca nhan
2.2. C4c yéu t6 vin hoa anh hwéng dén hanh vi nguoi tiéu dung



2.2.1. Cac nhom gia tri
2.2.2. Cac nhém chuan muc
2.2.3. Truyén thdng, phong tuc, tap quén
2.2.4. Biéu tuong, do tao tac
2.2.5. Sy khéc biét vé ngén ngi
2.2.6. Mot s6 yéu td khéc
2.3. Nhanh viin hoa/c4c tiéu nhém viin héa va sw giao thoa viin héa
2.3.1. Khai quat vé& nhanh vin hoa/cac tiéu nhom vian hoa
2.3.2. Mot sb nhanh van hoa/céc tiéu nhom vin héa va hanh vi ngudi tidu dung cé
tinh chat tiéu biéu trén thi truong
2.2.3. Su giao thoa van hoa va hanh vi nguoi tiéu dung
Tai ligu tham khao cia chwong:
Chuong 2, Gi4o trinh “Hanh vi ngudi tiéu dung”, NXB PH Kinh té Qudc dan,
2010,2014

Chuong vé Vin hoa vdi nguoi tiéu dung, Roger D. Blackwell, Paul W. Miniard &
James F. Engel: Consumer Behavior, 7th edition, the Dryden Press, International
Edition, 1993 and 10th edition, Thomson South-Western, 2006

CHUONG 3: GIAI TANG XA HQI VA HANH VI TIEU DUNG

Chuong 3 phan tich anh huong cua giai tang (con goi 12 phan tang hodc tang I6p) xa hoi
deén hanh vi nguoi tiéu dung. Mot cach tong quat nhat, c6 the xem ban chat cac giai tang
X& hoi nhu 1a nhiing nhanh van hoa ma trong d6 moi giai tang biéu hién nhirng mau hanh
vi hogc 16i song khac nhau. Trugc hét can phai xac dinh giai tang xa hoi la gi va su phan
chia d6 dien ra nhu the nao, moi giai tang cé nhirng chuén muc hanh vi gi va su khac biét
trong 16i song cua ho; tir do, tim ra nhirng tng dung doi véi nguoi lam marketing.
3.1. Ban chat cua giai ting xa hoi
3.2. Céc bién sé quyét dinh giai tang x& hoi

3.2.1. Céc bién s vé kinh té

3.2.2. Céc bién s vé chinh tri

3.2.3. Céc bién s tuong tac
3.3. Pic trung ciia giai tang xa hoi

3.3.1. Hé théng cau trac, tha bac

3.3.2. Biéu tugng cua dia vi

3.3.3. Tinh khéng rd rang

3.3.4. Tinh da kich thuoc

3.3.5. Tinh han ché va ning dong
3.4. Xac dinh va phan loai giai tang xa hoi

3.4.1. Phuong phap danh tiéng

3.4.2. Phuong phap chu quan

3.4.3. Phuong phap khach quan
3.5. Giai tang x& hdi véi phan doan thi trudong va hoat dong marketing

3.5.1. Giai tang xa hoi, thu nhap va 16i séng

3.5.2. Giai tang xa hoi va mau hanh vi tiéu ding



3.5.3. Giai tang xa hoi va nhitng van dé khac

Tai liéu tham khao cia chwong:
Gi4o trinh “Hanh vi nguoi tiéu dung”, NXB PH Kinh té Quéc dan, 2010,2014
chuong 3

Roger D. Blackwell, Paul W. Miniard & James F. Engel: Consumer Behavior, 7th
edition, the Dryden Press, International Edition, 1993 and 10th edition, Thomson
South-Western, 2006, Chuwong vé Giai tang X8 hoi véi nguoi tiéu dung

CHUONG 4: NHOM THAM KHAO VA HANH VI NGUOITIEU DUNG
Chuong 4 nghién ctru tac dong cua nhirng ngudi ¢6 kha nang anh huong téi hanh vi mua
cua khach hang, ho tap hop thanh nhém tham khao (Reference Group). Dé hiéu sau hon
vé nhom tham khao, chuong nay sé& tap trung nghién ciru mot s yéu té tao thanh nhom
tham khao c¢6 dnh huéng t6i hanh vi tiéu dung cua khach hang. D6 1a dia vi, nhing chuan
muc, vai tro, qué trinh nhap hoi va quyen luc, kém vai d6 1a y nghia cta chiang doi voi
hanh vi nguoi tiéu dung.
4.1.Tong quan vé nhdm tham khao

4.4.1. Khainiém
4.4.2. Nhitng nhan té anh huong
4.2. Cac loai nhom tham khao anh hwéong téi hanh vi ngwoi tiéu dung
4.2.1. Phan loai nhom theo mirc d6 quan hé
4.2.2. Phan loai nhom theo mirc d6 anh hudng
4.2.3. Phan loai nhom theo xu hudng anh huong
4.2.4. Phan loai nhom theo tinh chét té chic
4.2.5. Phan loai nhém theo “lyc hut” va tinh hap dan
4.3.Nguyén nhan chip nhan anh hwéng cia nhém tham khao
4.3.1. Nhiing loi ich vé thong tin
4.3.2. Nhang lgi ich vi loi
4.3.3. Nhiing loi ich biéu thi gia tri
4.4. Anh hwéng ciia nhom tham khao téi hanh vi khach hang
4.4.1. Ban chat anh huong caa nhém tham khao
4.4.2. Mot sé loai anh huong: ngudi dan dat, ngudi tién phong va thdng tin truyén miéng
(WOM)
Tai liéu tham khao cia chwong:
Chuong 4, Gido trinh “Hanh vi ngudi tiéu dung”, NXB DH Kinh té Quéc dan,
2010,2014

Chuong vé Nhém tham khao, Roger D. Blackwell, Paul W. Miniard & James F.
Engel: Consumer Behavior, 7th edition, the Dryden Press, International Edition,
1993 and 10th edition, Thomson South-Western, 2006

CHUONG 5: NHUNG ANH HUONG CUA GIA PINH
TOI HANH VINGUOI TIEU DUNG
Gia dinh -’nh‘ln tir gbc do cua mon hoc Haph vi nguoi tiéu dUng - gém mot nhdm cac thanh
vién c6 moi lién h¢ nhat dinh (thuong la vé mat hon nhan, huyet thong va/hoac nudi
dudng), duoc xa hoi va phap luat thira nhan, cung chung song maét cach lau dai va on dinh.



Trong qua trinh cling chung séng d6, cac thanh vién gia dinh thyc hién hoat dong kinh té
chung bang cach khai thac nhiing tai san ma ho coi la thugc s¢ hitu chung. Chuong nay tap
trung nghién ciru vé anh hudng cia gia dinh va hanh vi mua cua khach hang cé nhén vaéi tu
cach la mot thanh vién gia dinh.
5.1. Gia dinh v¢i vai tro la mot don vi mua va tiéu dung hang héa
5.1.1. Khai niém
5.1.2. Chirc ning cta gia dinh va anh hudéng dén tiéu ding
5. 2. Chu Ky doi song gia dinh va hanh vi mua trong tirng giai doan
5.2.1. Khai niém
5.2.2. C4c giai doan trong chu ky song gia dinh dién hinh
5.3. Vai tro ciia cac thanh vién gia dinh trong quyét dinh mua hang
5.3.1. Qua trinh ra quyét dinh mua trong gia dinh
5.3.2. Vai tro cta cac thanh vién trong gia dinh
5.3.3. C4c yéu td khéc
5.4. Marketing trong diéu kién cac khuynh hwéng bién d6i ctia mé hinh gia dinh
ngay nay
5.4.1. Céac xu hudng xa hoi anh huong toi gia dinh
5.4.2. Nhiing bién doi trong gia dinh va hanh vi tiéu dung
Tai liéu tham khao cia chwong:
Chuong 5, Gido trinh “Hanh vi nguoi tiéu dung”, NXB PH Kinh té Qudc dan,
2010,2014

Chuong vé Gia dinh véi nguoi tiéu ding, Roger D. Blackwell, Paul W. Miniard &
James F. Engel: Consumer Behavior, 7th edition, the Dryden Press, International
Edition, 1993 and 10th edition, Thomson South-Western, 2006

CHUONG 6: CA TINH VA HANH VI NGUOI TIEU DUNG

Chuong nay nghién ctru V& c4 tinh hay cac dic diém c& nhan Cua ngudi tieu dung, cung
v6i viéc ung dung ca tinh trong nghién ciu hanh vi. Ngoai phan gidi thiéu vé cac hoc
thuyet ca tinh dién hinh, chuong nay ciing thao luan vé nhitng rng dung cta nghién ctu
ca tinh nguoi tiéu dung trong marketing.
6.1. Khai niém cé tinh
6.2. Cac hoc thuyét vé c4 tinh

6.2.1. Hoc thuyét phan tam hoc cua Freud

6.2.2. Hoc thuyét ca tinh Freud hién dai

6.2.3. Hoc thuyét nét dic trung
6.3. Marketing trén cac phan doan thi trudng theoyéu té ca tinh

6.3.1. C4 tinh va viéc sir dung nhan hiéu/san pham

6.3.2. Nhitng mau cé tinh va tiéu dung

6.3.3. Nhitng mau c4 tinh huéng ndi va huéng ngoai
Tai liéu tham khao cia chwong:

Chuong 6, Gido trinh “Hanh vi nguoi tiéu dung”, NXB PH Kinh té Quéc dan,

2010,2014



Chuong vé Ca tinh va hanh vi nguoi tiéu dung, Roger D. Blackwell, Paul W.
Miniard & James F. Engel: Consumer Behavior, 7th edition, the Dryden Press,
International Edition, 1993 and 10th edition, Thomson South-Western, 2006

CHUONG 7: PONG CO VA HANH VI NGUOI TIEU DUNG

Viéc hiéu chinh xac dong co mua cta khach hang 14 co s¢ dé doanh nghiép dua ra cac
quyét dinh marketing hiéu qua, vira thoa man nhu cau khéach hang, vira thu duoc loi
nhuin. Chuong nay gidi thiéu véi ngudi doc vé ban chat cia dong co, co ché hinh thanh
dong co ciia ngudi tidu dung, cac loai dong co mua hang thuong gip va ¥ nghi ctia n6 doi
V&1 nguoi lam marketing.

7.1.

7.2.

7.3.

7.4.

Khai quat vé dong co

7.1.1 Cac khai niém, ban chat va vai trd cua dong co

7.1.2 Muc tiéu nghién cuu

7.1.3 Co ché tac dong téi hanh vi ngudi tiéu ding

Cac loai dgng co mua hang thwong gap

7.2.1. Bong co thuc dung

7.2.2. Bong co chay theo cai dep

7.2.3. Bong co chay theo cai mai

7.2.4. Dong co chay theo tinh cam

7.2.5. Bong co mua hang gia ré

7.2.6. Dong co mudn khéc biét, noi bat

7.2.7. Pong co pho truong, mua hang ndi tiéng

7.2.8. Pong co hiéu thiang

7.2.9. Pong co thoa man dam mé, thi hiéu riéng

Céc ly thuyét co ban vé dong co anh hwéng téi hanh vi mua hang
7.3.1. Hoc thuyét nhu cau cua A. Maslow

7.3.2. Hoc thuyét phan tam hoc cua Z. Freud

Marketing dwa trén hiéu biét dong co ciia khach hang

7.4.1. Khoi goi dong co

7.4.2. Ung dung Hoc thuyét nhu cu caa A. Maslow trong marketing
7.4.3. Ung dung Hoc thuyét phan tam hoc cua Z. Freud trong marketing
7.4.4. Céc kiéu chién lugc marketing lién quan khéc

Tai liéu tham khao cia chwong:

Gido trinh “Hanh vi ngudi tiéu dung”, NXB PH Kinh té Quéc déan, 2010, chuong
7,2014

Chuong vé Pong co cua ngudi tiéu dung, Roger D. Blackwell, Paul W. Miniard &
James F. Engel: Consumer Behavior, 7th edition, 2006

CHUONG 8: NHAN THUC CUA NGUOI TIEU DUNG

Nhan thiic ciia nguoi tiéu ding ¢ anh huong rat 1on téi hanh vi mua caa ho. Véi cac
muc do nhan thirc va hiéu biét khac nhau, khach hang thudng co céch tiép can va danh
gia san pham khac nhau, quan tam t6i cac dic tinh khac nhau va kiéu hanh vi mua hang
cling khac nhau. Noi dung cta chuong 8 s& tap trung nghién ciru vé nhan thac — hiéu biét



cua ngudi tiéu dung va anh huong cua né t6i hanh vi ra q‘uyét dinh mua cua ho, tir d6 cho
thay mot so ung dung marketing tur két qua nghién ciu vé nhan thaec.
8.1. Khai quét vé trinh dd nhén thic cia ngudi tiéu dung
8.1.1.  Khai niém va y nghia viéc nghién ctru nhan thic cta nguoi tiéu dung
8.1.2.  Phan loai nhan thac cta nguoi tiéu dung
8.1.3.  Cau tric nhan thirc cia ngudi tiéu ding
8.1.4.  Danh gia nhan thuc cua khach hang
8.2. Qua trinh ngwoi tiéu dung ting cwong nhan thic
8.2.1. Ban chit cua théng tin
8.2.2. Céch thuc xur ly théng tin cua khach hang
8.2.3. Cac hoat dong trong qué trinh thdng tin
8.3. Marketing dwa trén hiéu biét vé trinh @9 nhan thirc ciia khach hang
8.3.1. Dinh vi san pham
8.3.2. Chién luogc sir dung phuong tién truyén thdng
8.3.3. Chién luoc ban I¢
8.3.4. Bao goi va quang cao
8.3.5. Xay dung tén nhén
8.3.6. Panh gi4 hiéu qua truyén thong marketing
Tai liéu tham khao ciia chwong:
Chuong 8, Gido trinh “Hanh vi ngudi tiéu dung”, NXB PH Kinh té Qudc dan,
2010,2014

Roger D. Blackwell, Paul W. Miniard & James F. Engel: Consumer Behavior, 7th
edition, the Dryden Press, International Edition, 1993 and 10th edition, Thomson
South-Western, 2006, Chuong vé Nhan thac ctia nguoi tiéu dung

CHUONG 9: THAI PQ CUA NGUOI TIEU DUNG

Théi d6 cua ngudi ti€u dung duoc hiéu 1a tong thé nhirng danh gia cia ngudi tiéu dung vé
mot doi tugng (san pham hoac nhan ‘hié}l), n6 dong mot vai tro quan trong trong h‘lnh
thanh hanh vi cia nguoi tiéu dung ve doi tugng do. Chuong nay s& nghién cau ve thai do
cua nguoi tiéu dung, cac bién phap dé do luong thai do cua ho va dnh huong cua thai do
den hanh vi, tir d6 dua ra cac goi y giai phap marketing lam thay doi thai d theo hudng
tich cuc.
9.1. Tong quan vé thai do

9.1.1. Ban chat

9.1.2. Cu tric clia thai do

9.1.3. Thudc tinh cua thai do
9.2. Sy hinh thanh thai dj ctia ngwoi tiéu dung
9.3.Mdi quan hé giira thai d§ va hanh vi

9.3.1. Céc yéu t6 do luong

9.3.2. Khoang céch thoi gian

9.3.3. Kinh nghiém

9.3.4. Kha ning truy xuat thong tin tir tri nho

9.3.5. Nhitng anh hudng tur xa hoi



9.4.C4c md hinh nghién ciru thai do
9.4.1. Mo hinh da thudc tinh Fishbein
9.4.2. M5 hinh diém ly tuong
9.5. Nhirng phwong thirc tic dong dé thay déi thai do
9.5.1. Thay d6i niém tin vé nhan hiéu
9.5.2. Thay ddi tim quan trong caa thugc tinh
9.5.3. Thay d6i diém Iy tuong
9.6. Marketing tac dong téi sw thay doi ciia thai do
Tai ligu tham khao cia chwong:
Gi4o trinh “Hanh vi nguoi tiéu dung”, NXB PH Kinh té Quéc dan, 2010,2014
chuong 9

Roger D. Blackwell, Paul W. Miniard & James F. Engel: Consumer Behavior, 7th
edition

CHUONG 10: MUA SAM VA HE QUA CUA MUA SAM

Chuong 10 duoc thiét ké nham thé hién y nghia cua viéc nghién ctu hanh vi 0y quyét
dinh cudi cuing caia khach hang va quan trong nhat véi kinh doanh: viéc mua sam cua
khach hang. Nguon théng tin va cach thac xir ly théng tin thu thap duoc dé ra quyét dinh
mua s€ la noi dung chinh. Thém nixa la nhitng hé qua cua viéc mua sam s€ anh hudng tre
lai nhu the nao t6i khach hang, doanh nghiép phai lam gi d€ thich ung... Qua dé cho thay
ung dung thuc tién caa marketing nham tac dong vao hanh vi caa nguoi tiéu dung.
10.1. Nhan ra nhu cau
10.2. Céc yéu té kich thich nhu cau

10.2.1. Thoi gian

10.2.2. Nhiing thay d6i tir hoan canh méi trudng

10.2.3. Poi hoi vé sy dong bo cua san pham

10.2.4. Sy tiéu ding san pham

10.2.5. Nhiing anh huong cua marketing

10.2.6. Nhirng khac biét mang tinh ca nhan
10.3. Qua trinh tim kiém thong tin

10.3.1. Su tim kiém bén trong

10.3.2. Su tim kiém bén ngoai
10.4. Thuc hién viéc mua sam va nhirng hé qua cia n6

10.4.1. Thuyc hién viéc mua sam

10.4.2. Nhing hé qua cia mua sim
Tai liéu tham khao caa chwong:

Chuong 10, Gido trinh “Hanh vi nguoi tiéu dung”, NXB. BPH. KTQD, 2010,2014

Roger D. Blackwell, Paul W. Miniard & James F. Engel: Consumer Behavior, 7th

edition,
8.2. Ké hoach giang day
Tuan |- yaidung | VENH hec Hoat dong Bai d4nh gia
phan day va hgc
Chuong 1. CLO1.11 Gidi thiéu hoc phan va Su tham gia trén




Tong quan vé

nhitng nguyén tac chung trén

|op: dat cau hoi,

hanh vi nguoi | CLO1.1.2 l6p tham gia thao
tiéu dung CLO4.3.2 | Giang vién giang ly thuyét | luan

chuong 1

Trao ddi véi sinh vién nhiing

tinh hudng thuc té
Chuong 2: CLO2.2.1 Sinh vién doc trudc ¢ nha Néu cau hoi va
Anh huéng CLO4.3.1 chuong 2 trong giao trinh tham gia tra loi
cua Vian hoa Gidi thiéu hoc phan cac cau hoi trong
dén hanh vi Giang vién giang ly thuyét | phan thao luan
ngudi tiéu chuong 2.
dung Trao di véi sinh vién nhiing

tinh hudng thuc té
Chuong 3: CLO2.2.2 Sinh vién doc trudc ¢ nha Néu cau hoi va
Giai tang xa CLO4.3.1 chuong 3 trong giao trinh tham gia tra loi
hoi va hanh vi Gidi thiéu hoc phan cac cau hai trong
tiéu dung Giang vién giang ly thuyét | phan thao luan

chuong 3.

Trao ddi véi sinh vién nhiing

tinh hudng thuc té
Chuong4: CLO2.2.3 Sinh vién doc trudc ¢ nha Néu cau hoi va
Nhom tham CLO4.3.1 chuong 4 trong giao trinh tham gia tra loi
khao va hanh Gidi thiéu hoc phan cac cau hai trong
vi tiéu duing Giang vién giang ly thuyét | phan thao luan

chuong 4.

Trao ddi véi sinh vién nhiing

tinh hudng thuc té
Chuong 5: CLO2.2.4 Sinh vién doc truéc ¢ nha Néu cau hoi va
Nhiing anh CLO4.3.1 chuong 5 trong giéo trinh tham gia tra loi
hudng cua Gia Gidi thiéu hoc phan cac cau hoi trong
dinh téi hanh Giang vién giang ly thuyét | phan thao luan
vi nguoi tiéu chuong 5.
ding Trao d6i véi sinh vién nhiing

tinh hudng thyc té
Chuong 6: C4 | CLO1.1.3 Sinh vién doc trudc & nha Néu cau hoi va
tinh va hanh vi | CLO4.3.2 chuong 6 trong giao trinh tham gia tra loi
nguoi tiéu Gidi thiéu hoc phan cac cau hoi trong
ding Giang vién giang ly thuyét | phan thao luan

chuong 5

Trao doi véi sinh vién nhiing

tinh hubng thyc té
Kiém tra giira Sinh vién lam bai kiem tra | Bai kiém tra ca
Ky (chuong 1- gitra ky, lién quan téi cac ndi | nhan tai 16p
5) dung Chuong 1-5
Chuong 7: CLO1.1.3 | Sinh vién doc tru6c o nha | Néu cau hoi va
Pong co va CLOA4.3.2 chuong 7 trong gido trinh tham gia tra loi

hanh vi nguoi
tiéu dung

Gidi thiéu hoc phan ’
Giang vién giang ly thuyét

cac cau hoi trong
phan thao luan va




chuong 7
Trao d6i vaéi sinh vién nhirng
tinh huong thuc té

thuyét trinh nhom

9 | Chuong 8: CLO1.1.3 Sinh vién doc trudc ¢ nha Néu cau hoi va
Nhan thace cua | CLO4.3.1 chuong 8 trong giéo trinh tham gia tra loi
nguoi tiéu CLO4.3.2 Gidi thiéu hoc phan cac cau hoi trong
dung Giang vién giang ly thuyét | phan thao luan va

chuong 8 thuyét trinh nhom
Trao di véi sinh vién nhiing
tinh hudng thuc té

10 | Chuong 9: CLO1.1.3 Sinh vién doc trudc ¢ nha Néu cau hoi va
Thai d¢ cua CLO4.3.1 chuong 9 trong giao trinh tham gia tra loi
nguoi tiéu CLO4.3.2 Gidi thiéu hoc phan cac cau hoi trong
dung Giang vién giang ly thuyét | phan thao luan va

chuong 9 thuyét trinh nhom
Trao ddi véi sinh vién nhiing
tinh hudng thuc té

11 | Chuong 10. CLO1.1.2 Sinh vién doc trudc ¢ nha Néu cau hoi va
Mua sam va CLO1.1.3 chuong 10 trong gido trinh | tham gia tra 1oi
hé qua cua CLO4.3.1 Gidi thiéu hoc phan cac cau hoi trong
mua sam CLO4.3.2 | Giang vién giang ly thuyét | phan thao luan va

chuong 10 thuyét trinh nhom
Trao ddi véi sinh vién nhiing
tinh hudng thuc té

12 | B&o céo bai CLO5.4.1- | Sinh vién bao cao bai tap Néu cau hoi va

tap nhém CLO5.4.3 nhom tham gia tra loi
CLO6.5.1- | Giang vién huéng dan thao | cac clu hoi trong
CLO6.5.5 luan phan thao luan va
thuyét trinh nhom

13 | B&o céo bai CLO5.4.1- | Sinh vién bao cao bai tap Néu cau hoi va
tap nhom CLO5.4.3 nhom tham gia tra loi

CLO6.5.1- | Giang vién huéng dan thao | cac clu hoi trong
CLO6.55 | luan phan thao luan va

thuyét trinh nhom

9. QUY PINH CUA HQC PHAN
Quy dinh vé tham dw 16p hoc
Sinh vién c6 trach nhiém tham du day du cac budi hoc. Trong trudng hop nghi
hoc vi ly do bét kha khang thi phai cé gidy to chirng minh day du va hop Iy.
Sinh vién khéng tham dy du 70% téng s gio hoc, ké ca cd ly do hay khong, déu
bi coi nhu khong hoan thanh khéa hoc va phai hoc lai.
Quy dinh vé hanh vi tai l6p hoc

Hoc phan duoc thuc hién trén nguyén tic ton trong nguoi hoc va nguoi day. Moi
hanh vi 1am anh huong dén qua trinh day va hoc déu bi nghiém cam.

Sinh vién phai di hoc ding gio quy dinh. Sinh vién di mudn qua 10 phut sau khi
gio hoc bt dau s& khong duoc tham du tiét hoc d6 va bi tinh 1a nghi hoc khong

a.

phép.

Khoéng gay on ao l1am anh huéng dén nguoi khac trong 16p.




Khong:in ubng, nhai keo cao su,sir dung céc thiét bi nhu dién thoai, may nghe
nhac trong gio hoc.

May tinh x&ch tay, may tinh bang chi dugc thuc hién vao muc dich ghi chép bai
giang, tinh toan phuc vu bai giang, bai tap; khdng dung vao viéc khac.

Trwong PH Kinh té Quéc dan Trwéng Bo mon

PGS.TS. Pham Thi Huyén



