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PHAN 1: MO PAU

1.Ly do chon dé tai nghién ciu.
-Muén tim hiéu them vé tdm ly trong ban hang va thiéu thy san pham
2. Muc tiéu nghién ciu.
-Hoc hoi them vé tdm 1y ban hang va tam 1y nguoi mua hang
3.Pham vi nghién ciu.
-Tai liéu c6 san
4.Phwong phap nghién ctu.
-Tra ctru tai liéu
5. Két cau ciia chuyén de.

Bai tiéu luan bao gém 4 phan

Phanl: M& dau

Phan 2: Co s ly luan vé tam Iy trong tiéu thu san pham

Phan3: Ung dung tam ly trong tiéu thu san pham

Phan 4: Két luan



PHAN 2: CO SO LY LUAN VE TAM LY TRONG TIEU THU SAN
PHAM
1. Mt s6 khai niém
1.1Téam ly la gi?
-Tir dién Tiéng Viét (1988): “Tam Iy 1a y nghi, tinh cam,...1am thanh doi sbng noi tam,
thé gigi bén trong cta con nguoi” — Tam Iy bao gom tat ca cac hién tuong tinh than xay

ra trong dau 6c con ngudi, gan lién va diéu hanh moi hoat déng ctia con ngudi (nhan
thac, su suy nghi, tu teong, tinh cam, y thac, y chi)
1.2 Tam ly ngwaoi 1a gi?
-Tam 1y nguoi la su phan anh hién thuc khach quan vao ndo nguoi thong qua chu
thé: » Thé gisi khach quan ton tai bang cac thudc tinh khéng gian, thoi gian va ludn
van dong (co hoc, vt ly, hoa hoc, sinh hoc, x& hoi)
-Phan anh tam Iy 12 phan anh dic biét — Bo ndo ngudi — to chiic cao nhat cua vat chat
— Tao ra “hinh anh tam 1y” (sinh d6ng, séng tao; tinh chu thé, mau sac c& nhan)
- Phan &nh tdm Iy mang tinh cha thé (d6i twong, thoi diém, hanh vi phan ang cta co
thé)
1.3 Nhu cau la gi?
-Nhu cau (Needs)
-Nhu 12 mét hién twong tam ly cua con nguoi; 1a doi hoi, mong mudn, nguyén vong
ctia con nguoi Vé vat chat va tinh than dé ton tai va phat trién. Tuy theo trinh d6 nhan
thire, méi trudng séng, nhitng dic diém tam sinh Iy, mdi nguoi c6 nhirng nhu cau

khac nhau.



1.4 San pham 1a gi?

-San pham 12 bat ¢t céi gi ¢ thé dua vao thi trudng dé tao su chl ¥, mua sam, st dung
hay tiéu ding nham théa man moét nhu cau hay wéc mudn. N6 cé thé 1a nhiing vt thé,

dich vu, con nguoi, dia diém, to chic hodc mot y tuong.

1.5 Ngwoi ban hang?

-Dai dién cho cong ty dap ung cac nhu cau cia khach hang Nha tu van san pham
cho khéach hang: Trinh bay, gigi thiéu san pham cho khach hang, ling nghe va giai
quyét thiac mac ctua khach hang Khoi goi cac nhu cau cua khach hang ddi voi san
pham, phan &nh tinh hinh cta san pham, cta thuong hiéu, cua doanh nghiép

- Say mé nghé nghiép: 12 pham chat nén tang, 13 co s& cho cac pham chét khac va
quyét dinh thanh céng trong hoat dong ban hang

- Trinh d6 nghiép vu cao: 1a kha ning ghi nhé tén, nhitng dic diém quan trong cua
cac loai mat hang, khach hang quen thudc, ... Gitp ngudi ban hang biét dugc nhiing
y muén, sé thich, thi hiéu caa khach hang. Dé c6 trinh d6 ban hang cao, ngudi ban
hang phai chiu khé hoc tap, tich lity kinh nghiém sau nhiéu nim cong tac

- Nghé thuat ban hang: la toan b6 nhimg thao tac, trinh d9, ctr chi, loi noi, ... cua
nguoi ban hang thé hién trong qua trinh ban hang dat dén trinh d6 diéu luyén, tu
nhién nhu nhing théi quen hang ngay Nghé thuat ban hang thé hién qua cac mat sau:
Tuoi cudi, niém nd véi khach hang , Cu xir lich thiép, c6 sic 16i cudn khéach hang ,
Té nhi trong d6i nhan xtr thé

- CO y chi cao: kién tri nhan nai trong thuyét phuc, cho doi khach hang lra chon
hang hoa, ludn c6 thai do vui vé trong moi trudng hop, cé duc tinh kiém ché cao,
khong gay tic gian hay budn phién cho khach hang trong qué trinh tiép xdc, ban
hang, ¢ dirc tinh diing cam, trung thuc, khi méc sai lam s&n sang nhan 15i - C6 tinh
cam trong sang va cong bang trong dbi xtur: phai biét qui trong moi khach hang, khéng
phan biét doi xu gitra giau — ngheo, sang — hén, nam — nir, khach mua hang hay

khéng mua hang - Co duc tinh trung thuc: trung thuc thé hién trong gié ca, trong



chat luong hang hda, trong lién két véi ban hang, khong 1am n theo kiéu chup giat,
Itra dao - CO duyén ban hang: 1a kha nang thu hit khach hang, 1am cho khach hang
c6 cam tinh ngay tir phat dau tién dit chan dén cta hang

1.6 Ngwoi mua hang

Khéach hang : 1a nhitng ngudi mua mot cai gi d6 cua ta hay can ching ta phuc vu.
Khach hang : la nhirng nguoi dem lai lgi nhuan cho ta. Khach hang : 1a nhirng nguoi
tra lvong cho ta. Khach hang : 1a nhitng nguoi luén luén dtng. Khach hang : 1a nhiing
ngudi €6 quyén lua chon. Khéach hang: 1a tai san quan trong nhét, quy gia nhat cua
ban va cua cong ty.

-Khéch hang muén dwgc mua hang cé gié tri st dung cao, chat luong dam bao, c6
tinh tham my. TUi tién caa khach hang gan trai tim hon khéi 6c. Thich mua ré hon
nguoi khac, noi nao ban ré hon thuong la dong khach hon. Khéach hang thich dugc
tén trong, thich dugc khen. Thich dugce hudng din chu déo vé hang hda. Mudn duoc
thuan tién trong mua ban Chiu anh huong cua phuong thic ban.....

2.Phan tich thap nhu cau maslow

-5 tang trong Thap nhu cau cia Maslow:

-Tang thir nhat: Cac nhu cau cian ban nhat thudc vé "thé ly" (physiological) - thirc
an, nudc uéng, noi tra ngy, tinh duc, bai tiét, tho, nghi ngoi. La nén tang cua hé
théng phan cap nhu cau, va dugc wu tién hang dau. Nhu cau thé chat bao gdm: oxy,
thire an, nude uong, bai tiét, van dong, nga, nghi ngoi... Cac nhu cau nady can dugc
dap tng téi thiéu dé duy tri su séng. Pap ung nhu cau thé chat 1a mét phan quan
trong trong ké hoach chiam soc cho tré em, ngudi gia, nguoi c6 khuyét tat va nguoi
6m. Boi vi, nhitng nhém ngudi ndy can su hd trg dé dap tng nhu cau cho chinh ho
-Tang thir hai: Nhu cau an toan (safety) - can c6 cam giac yén tam vé an toan than
thé, viéc 1am, gia dinh, stc khoe, tai san dugc dam bao. Puoc xép uu tién sau nhu
cau thé chat bao ham ca an toan vé tinh mang va an toan vé tinh than. An toan vé

tinh mang nghia 1a bao vé cho ngudi ta tranh dugc cac nguy co de doa cudc séng va



an toan vé tinh than 1a tranh duoc moi su so héi, lo ling. Nguoi bénh khi vao bénh
vién c6 sy doi hoi rat cao vé nhu cau an toan va bao vé vi cudc sbng, tinh mang cua
ho phu thudc vao can bo y té. Bé gilp bao vé ngudi bénh khoi bi nguy hiém, ngudi
diéu dudng phai biét rd tinh chat, dic diém cta nguoi bénh va nhan biét rd bat ky
nhiing tai bién nao cé thé xay dén cho nguoi bénh, va néu cd bién chung xay ra,
ngudi diéu dudng co thé xir tri mot cach théng minh

-Téang thir ba: Nhu cau dugc giao luu tinh cam va duoc truc thudc (love/belonging)
muén dugc trong mot nhém cong dong nao d6, mudn c6 gia dinh yén am, ban beé
than hiru tin cay. Moi ngudoi déu ¢ nhu cau tinh cam, quan hé ban bé, hang x6m, gia
dinh va xa hoi. C4c nhu cau nay duoc xép vao nhu cau & mac cao. N6 bao ham su
trao — nhan tinh cam va cam giac 1a thanh vién cua gia dinh, doan thé, x& hoi...
Ngudi khong duge dap tng vé tinh cam, khéng c6 méi quan hé ban bé, xa hoi cd
cam giac budn té va co lap. Nguoi diéu dudng can xem xét nhu cau ndy cia nguoi
bénh khi 1ap ké hoach cham soc.

-Tang thi tu: Nhu cau duoc quy trong, kinh mén (esteem) - can c6 cam giac duoc
tén trong, kinh mén, dugc tin tedng. Sy ton trong tao cho con ngudi 10ng ty tin va
tinh doc 1ap. Khi sy ton trong khong dugc dap g, ngudi ta tin rang ho khong duoc
nguoi khac chap nhan nén sinh ra cam giac cd doc va tu ti. Piéu dudng dap ang nhu
cau nay caa ngudi bénh bang thai d6 than mat, niém né va cha y lang nghe y kién
cua nguoi bénh.

-Tang thie nam: Nhu cau vé ty thé hién ban than cudng do cao (self - actualization)
- mudn séng tao, dugc thé hién kha nang, thé hién ban than, trinh dién minh, c6 dugc
va duoc cdng nhan 1a thanh dat. LA mac cao nhat trong hé théng phan loai nhu cau
ctia Maslow va Maslow dénh gia rang chi 1% dan sb truéng thanh da timg dat dén
murc d6 tu hoan thién. Nhu cau ty hoan thién dién ra trong sudt doi, nd chi xuét hién
khi c&c nhu cau duéi né duoc dap tng trong nhitng chirng muc nhét dinh. Cac nhu
cau co ban cang duoc dap ung thi cang tao ra dong luc sang tao va tu hoan thién &

mdi c& thé. Ngudi diéu dudng can biét danh gia ding nhiing nhu cau, kinh nghiém,



kién thuc va tham my caa nguoi bénh dé tir 46 c¢6 su quan tdm va 1ap ké hoach cham
soc thich hop.
3.Tiéu thu san pham la gi ?

-Tiéu thu san pham tam dich sang tiéng Anh 1a product consumption.

-Theo nghia hep, tiéu thu san pham la qua trinh chuyén hoa hinh thai gia tri cua san
pham tir hang sang tién. Noi cach khac, tiéu thu san pham la hoat dong trong d6
doanh nghiép ban cac san pham ma doanh nghiép san xuat ra cho khach hang dé thu
hdi vén va cé loi nhuan.

-Theo nghia rong, tiéu thu san pham la mot qua trinh bao gdm nhiéu hoat dong, bét
dau tir hoat ddng nghién ctu thi truong, thiét ké san pham cho dén khi san pham duoc
dua dén tay nguoi tiéu dung cudi cung va ca cac dich vu sau ban.



PHAN 3: UNG DUNG TAM LY TRONG TIEU THU SAN PHAM

1.Piéu kién hoa tam Iy khéach hang
1.1 Tam ly khach hang

-Tam ly khach hang (Consumer Psychology) 1a linh vuc nghién ctru chuyén sau
nhimg suy nghi, niém tin, cdm xtic hodc quan diém ctia nguoi tiéu dung, dya trén co
s& d6 gitip cac marketer, salesman dé ra nhimg phuong an nham thic day nhu cau
mua sam cua khach hang.

-N6 bao gdm céac hoat dong nhu nghién ctru ca nhan / nhom / t6 churc va qua trinh ma
nguoi ta dung dé lua chon, tin cdy, st dung san pham, dich vu, trai nghi€ém hoac y
tuong dé thoa man nhu cau va tic dong cta qua trinh nay 1én nguoi tiéu ding va xa hoi.

1.2 Nam bit tam 1y khach hang

-Cung cap mién phi cho khach hang thir c6 gia tri

Pay la mot trong cac chién lugc marketing thudng xuyén dugc cac nha kinh doanh ap
dung. Cac chién dich nhé nhu gui ting qua dén khach hang s& cho phép khach hang
duogc trai nghiém san pham, dich vu ciia cong ty ban ma khong phai tra tién. Néu hai
long voi ching, cac khach hang chac chin sé tim mua trong thoi gian ti. Pong thoi,
day cling 1a mot trong nhitng cach danh vao tam 1y thich duoc khuyén mai, ting do
nham kich thich nhu cAu mua sam va thu hat khach hang dugc nhiéu cong ty ap dung.
-Tang mau ding thir cho khach hang muc tiéu

Ting mau dung thir cling 1a mdt trong nhitng cach tao 4nh hudng t&i tim 1y khach hang
hiéu qua. Muc dich cua phuong an nay la de khach hang c¢6 duoc sy s¢ hitu, sy trai
nghiém thuc té nhat dinh ddi v6i san pham sip ra mat. Danh vao tam Iy nay, cac doanh
nghiép trong linh vuc cong nghé thuong xuyén cho ra mat cac ban dung thir mién phi,
tao sy mong mudn s& hitu san pham ctia khach hang.

-Tao tinh huéng “khan hiém nhan tao”

Pay la cach cac chuyén gia marketer tao ra hiéu ing “mua sam dién cudng”. Viéc tao
ra cac tinh hudng khan hiém nhan tao v6i cac cum tir nhu: “Sé luong c6 han”, “thoi
gian sap hét”, “dot hang cubi cing”... thuc su hiéu qua trong viéc kich thich vao tim
ly khach hang. Cach nay dac biét hleu qua ddi voi cac khach hang quan tim dén mit
hang d6 c6, hang ban quyén hay cac mit hang hiém.



2. Cac giai doan tam ly cia qua trinh mua hang
-Co 5 giai doan :

+Nhén thirc nhu cu : Nhu céu dugc hinh thanh khi khach hang hay nguoi tiéu dung
nhén ra sy khac biét gitra thyc té va mong mudn cua ho. Di tir cac nhu cau thiét yéu
nhu an; ngu; nghi ho sé bat dau ndy sinh nhirng nhu cAu cu thé hon nhu dn mi; an com;
ubng Coca; udng nudc ép;.. .

Nhu cau co thé tu phat sinh hoac c6 tac dong cia ngoai canh. Chinh vi vay nguoi ban
hang phai hiéu 1o tinh chat cling nhu xuat phat nhu cau ctia khach hang nhu thé nao dé
dua ra tu van phu hop dé thuyét phuc khach hang.

+Tim kiém thong tin: Sau khi hinh thanh nhu cau; qua trinh mua cua khach hang s&
sang giai doan 2 1a tim kiém thong tin. C6 rat nhiéu ngudn dé khach hang tim kiém
thong tin nhu: nguoi than; cac trang mang xa hdi; Internet; cdc phuong tién thong tin
dai ching;...

Khach hang tim kiém thong tin dé thu thap dir liéu vé san pham; vé nhan hang; cac tinh
nang cua san pham; gia ca;...Nhung cic thong tin nay 1a chua du vi vay ho s€ chuyén
sang giai doan thr 3 — danh gid va lya chon

+Panh gia cac lya chon: Gitra vo van lya chon; nhét 1a trén thi truong phat trién nhu
hién nay; quyén luc ctia khach hang cang cao hon béi ho ¢6 nhi€u quyét dinh. S€ co rat
it phan tram khach hang tim kiém thong tin tir mot nhan hi¢u hay ctra hang.

Chinh vi vay giai doan tlep theo cua qua trinh mua hang la sy tim kiém va tham khao
cua khach hang tur rat nhiéu ngudn khac nhau dé danh gia va so sanh. Lwa chon nao
dem lai nhiéu loi ich cho khach hang s€ dugc lua chon.

+Quyét dinh mua: Sau khi danh gia cac nhin hiéu va san pham s& dén giai doan quyét
dinh mua. Giai doan 3 s€ giup khach hang phén bac dugc cac nhan hiéu va san pham
1am co s& giup khach hang dua ra quyét dinh mua cubi cung.

Thong thuong cac doanh nghiép s€ cho rang, khach hang sé& lya chon mua san pham
t6t nhat” ‘ma quén mat rang quyet dinh s& van c6 thé thay doi boi thai d6 ctia ngudi khéac
va cac yeu t6 bat ngo cua ngoai canh.

-Thai o ciia nguoi than va ban be anh hudng kha 16n té1 qua trinh mua cua khéach hang
boi day 1a ngudn thong tin gan giit va c6 thé noi 1a tin tudng nhat d61 voi khach hang.



-Cac yéu td bat ngd clia ngoai canh 1a diéu khong thé luong trude dugc; béi nhu cau
hinh thanh trong quéa trinh mua cua khach hang chiu tdc dong rat 16mn tir ngan sach hién
co; gia ca hay loi ich san pham.

+Hanh vi sau khi mua : Nhiéu chu kinh doanh cho ring qua trinh mua cta khach hang
s& két thiic sau khi trai qua giai doan 4 — giai doan quyét dinh mua. Pay 13 mét tu duy
hoan toan sai 1dam. Bén canh muc dich 14 thu lgi nhuan kinh doanh thi cac doanh nghiép
can co tap khach hang trung thanh dé duy tri va phat trién kinh doanh.

Sau khi khéach hang quyét dinh mua hang ho sé& tiép tuc danh gia sau mua. Panh gia vé
chat lugng sadn pham; gia ca hay tham chi la thai d6 phuc vu ctia nhan vién. Chinh vi
vay cac dich vu hdu mai va chdm soc khach hang sau mua la v6 cung quan trong va can
thiét.

3.Nhirng don tam ly trong ban hang

+Tao ra tinh huéng khan cip

-Thong thuong, dimg trudc mot san pham nao d6, khach hang thuong co 2 trang thai:
cam giac ham mu6n hodc c6 y dinh tri hoan. Boi vay, dé thuc day khach hang mua
san pham nhanh hon va dem lai hiéu qua cao hon, chac chan khong nén dé sy tri hodn
chiém linh tAm tri khach hang. Thay vao d6, hay st dung t6i da tinh cp thiét nham
thuc giuc khach mua hang. St dung nhimg cum tir nhu: Nhanh chan 1én, co hoi cudi
cung, dung tri hodn, dung bo 15, 1ap tarc, mot ngay duy nhat, thoi gian ¢6 han, vu dai
co hiéu lyc, ngay bay gio, két thuc hom nay, han cudi, hanh dong ngay,.. .Dong thoi
cung cip cho khach hang mot 1y do rang tai sao ho nén mua hang ngay hom nay.

-Ban ciing c6 thé str dung nhitng vu dii c6 gidi han nhu str dung dong hd dém nguoc
trén trang ban hang dé thoi thuc khach hang rang thoi gian wu dai khong con nhiéu.
Hoic nhan manh, ching toi chi giam gia X san pham, hay dén thoi diém nay chi con
Y san pham giam gi4 nita. Sy khan hiém do bi gidi han s& thuc ddy moi nguoi di dén
hang dong nhanh hon .

+Nh4n manh vao trong tim
Nhan manh vao nhiing gi tri va loi ich ndi bat ctia san pham dé gitip khach hang hinh

dung ra nhitng gi ho thyc su nhan duoc nham thiic day khach hang dua ra quyét dinh
mua. Vi du: “Chiéc diéu hoa LG 2 chiéu anh muon mua nay s€ dugc bao hanh 2 nam.



Ngoai ra, bén em con hd trg giao hang va lip dat mién phi. Khong biét anh mudn giao
hang va lap dat khi nao?”

+Cung cip thém gia tri cho khach hang

Nhitng khach hang tlem ning thudng chu déng yéu cau giam gia hodc thém wu dai
béi ho biét ban ciing can ho va ho 13 nguoi c6 wu thé hon. Neu khach hang yéu cau:
Em c6 thé wu dii thém cho anh khong? Hiy khéo 1éo bay t6 rang ban s& chiét khau
cho ho néu 2 bén ky hop dong ngay hom nay.

+Dat nhirng cau héi khach hang thich nghe

Trong qua trinh tu van, nhiing cau hoi khong chi gitup ban nudi dudng mong mudn
mua hang, loai bo nhitng suy nghi tiu cuc cua khach ma con giup ban xac dinh dugc
d6i tuong o6 thue sy mudn mua san pham hay khong, 1y do tai sao ho chua hoan toan
bi thuyet phuc,... Pé viéc chdt sale dat hiéu qua cao, ban nén st dung nhirng cau hoi
dang win-win, c6 lgi cho c4 do61 bén.

+Gia dinh rang khach di quyét dinh mua hang

K¥ thuat chét sale nay dua trén strc manh ctia tu duy tich cuc. Néu ban tin rang ngay
tur email dau tién giri dén khach hang ban da c6 thé chot sale thanh cong thi niém tin
ay s€ tac dong dang kinh ngac dén toan bd phan con lai cua quy trinh ban hang.

Piéu quan trong & day 1a ban can phai theo ddi chit ché nhitng mong mudn, nhiing
thoa thuan va nhimng suy nghi phan d6i cta khach hang. Bang cach tap trung theo sat
khach hang va gia dinh tich cuc ngay tir dau, ban s& tu mang lai cho minh quyén kiém
soat va dinh hudng toan b qué trinh ban hang cua ban dén voi thanh cong.

+Dinh gia theo tam ly khach hang

Khéch hang ludn mudn sé hiru th ma ho d thich, do d6 hay tan dung triét dé tam ly
nay dé din dit ho dén ngay véi quyét dinh mua hang. Mot khi ban bién nhu cau cia
khach hang tro thanh dam mé, ¥ mudn mua hang ctia khach hang s& nay sinh manh
liét t&i mirc moi mdi ban tam vé gia ca trd thanh thu yéu, tham chi khong con dang
quan tam. Pay 14 1y do khi yéu, dan éng thuong mua do trang sirc, nude hoa, nhiing
b6 hoa dit tién, hay ké ca nhitng mén dd xa xi. Ho qua ban tam tim cach lam hai long
cac quy ¢ voi nhiing 1y do rat lang man, vi vay ho khong thé quyét dinh dung dan vé
gia.



Néu khach hang dang lan tin vé gid, hay gi6i thiéu cho ho san pham khéac v6i mirc gia
thap hon nhung khong c6 tinh ning dic biét nhu san pham hién tai. Diéu nay sé& khién
ho suy nghi vé tinh ning ban vira loai bo di hon 1a gia chiét khau. RS rang, khi d6 ban
da loai bo duoc su lan tin vé gia cua khach hang va viéc chét sale thanh cong chic
chén ndm trong tim tay.



PHAN 4: KET LUAN

-Nim bét tam 1y 14 1 trong nhitng diéu can thiét trong kinh doanh va khé dé nam bat
nhung mot khi d3 ndm bat duoc tm Iy khach hang thi moi chuyén dé dang hon rat

nhiéu.
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