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Loi mé dau
1. Swr can thiét

La mot hoc thuyét kinh té co lich st hinh thanh va phat trién con kha
khiém ton so véi cac nganh khoa hoc x& hoi khac nhu kinh té hoc, tim 1y hoc;
Xuat hién vao nhitng nam dau cua thé ki XX song Marketing da va dang duoc
nghién cu, phét trién, Gtng dung rong rdi ca vé qui mo Ian chiéu sau déng thoi
khang dinh vai trd khéng thé thay thé trong hoat dong san xuat kinh doanh cua
moi doanh nghiép, moi té chirc kinh té. Nghién cau vé chién luoc Marketing cua
mot cong ty, mot tap doan kinh té tir lau d3 khong con 13 van dé mai mé, nghién
ctru V& hanh vi tiéu dung, théi quen tiéu dung cling vay. Tai Viét Nam d4 c6
nhiéu cong trinh khao ctu vé cac van dé trén, tuy nhién dai da sé do déu la
nhitng nghién ctru don 18, riéng r&, doc lap, khong thé hién duoc mdi quan hé
qua lai, su twong tac giita chién luoc Marketing va hanh vi mua cua ngudi tiéu
ding. Mot vai nam tré lai ddy, cung véi sy phéat trién manh mé, s6i dong caia nén
kinh té thi truong, dic biét 1a sau thoi diém c6 tinh chat budc ngoat khi Viét
Nam gia nhap WTO, mang dé tai vé hanh vi mua siam, thai d6 tiéu dung, thoi
quen tiéu dung hién dai da thu hat duoc ngay cang nhiéu su chd y nghién cau
nhung cac phén tich, danh gia dy déu dat van dé ¢ tim vi mo, gan véi tong quan
kinh té x& hoi, kho tiép can déi véi dai chiing néi chung va ngay ca sinh vién
khdi nganh kinh té noi riéng.

Kinh doanh siéu thi - mé hinh lam nén cudc cach mang trong nganh ban Ié¢,
da xuat hién tai thi truong Hai Phong tir nhitng nam dau thap nién 90 song trudc
day nguoi tieu ding con dé dat khi quyét dinh téi siéu thi mua sam, ho thuong
cho rang mua hang tai siéu thi dat hon, thuc pham kém twoi ngon, su da dang
chung loai san pham kém hon & cho... Vi vay ma mic du da ¢ mat hon 10 nim
song hé théng siéu thi & Hai Phong van chwa c sy phat trién vuot bac, cho téi

nam 2005, 2006 khi Metro, Big C lan luot khai truong va tao dugc nhiing anh
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hudng manh mé toi thoi quen, van hoa tiéu dung cua ngudi dan, lam phan héa ré
rét hanh vi mua tai cho truyén théng va hanh vi mua tai siéu thi.

Vé&i mong muédn théng qua viéc thu hep pham vi nghién cu nham di sau
phan tich, Iy giai cho sy thay d6i d6 em manh dan chon dé tai “Nghién ciru danh
huong ciia chién Iwgc Marketing tai Siéu thi Big C Hdi Phong téi thoi quen tiéu
ding khu vec Hdi Phong”. Trong khudn kho dé tai, em chi yéu tap trung khai
thac su khéc biét gitra hanh vi mua sam thuc hién tai cho truyén théng va tai siéu
thi Big C Hai Phong, phét hién nhiing thay doi, giai thich sy thay doi tir quan diém
va két qua diéu tra ciia ban than, nhan dién mot s6 han ché con ton tai trong thiét ké
marketing — mix cua siéu thj trén co s¢ d6 dé xuat mot so giai phap nham ting
cuong hon nira hiéu qua hoat dong cua Big C tai dia ban Hai Phong. Néu c6 diéu
kién em s& tiép tuc nghién ctru sau hon nhitng van d& ma noi dung cua ban béo cao
chwa dé cap t6i hay chua dugc giai quyét triét dé.

Hy vong két qua cta dé tai s& cung cap céi nhin can canh, cu thé, gan gii
hon vé méi quan hé giira chién luoc Marketing va théi quen tiéu dung; bén canh
d6, dwa ra mot vi du thuc té b tro cho nhiing kién thic trén giang dudng, gidp sinh
vién nganh Quan tri kinh doanh nim bat mén hoc Marketing, Tam Iy kinh doanh
mat cach ty nhién va dé dang hon.

Ngoai phan ma dau va két luan, két cau dé tai gdm 3 chuong:

Chuwong I: Co sé |y luan chung vé thi truong nguoi tiéu ding, hanh vi mua
cia nguwdi tiéu dung; dic diém caa kinh doanh siéu thi va chién lwoc
Marketing cia doanh nghiép ban Ié.

Chuwong 2: Thuc trang van dung Marketing — mix tai siéu thi Big C Hai
Phong va nhirng anh hwéng téi thoi quen tiéu dung khu vuc Hai Phong.
Chuwong 3: Du bao va dé xuat mét sé giai phap Marketing nham ting cuong
hon nira hi¢u qua hoat dong cua siéu thi Big C tai dia ban Hai Phong.
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2. Muc tiéu cia dé tai

- Hé théng hoéa Iy luan vé cac hoat dong Marketing trong linh vuc Kinh
doanh siéu thi.

- Phéan tich thuc trang ing dung Marketing — mix tai siéu thi Big C Hai
Phong.

- Théng ké, danh gia vé thi truong Hai Phong, dic diém tam ly, hanh vi
mua ctua nguoi tiéu dung Hai Phong.

- Tim hiéu, phan tich su thay doi hanh vi mua, théi quen mua sam cua
nguoi tiéu ding Hai Phong dudi nhiing tac dong cua chién lugc Marketing tai
siéu thi Big C Hai Phong.

- Nhan dién nhiing han ché trong chién lugc marketing cua siéu thi Big C
thong qua két qua diéu tra c4 nhan. Trén co s d6 dua ra cac giai phap nham

tang cuong hon nira hiéu qua hoat dong cua siéu thi tai dia ban Hai Phong.

3. Poi trong nghién crru
- Hanh vi mua cua nguoi tiéu dung Hai Phong trong 1 — 2 nam tré lai day.
- 4Ps: P1 — Product, P2 — Price, P3 — Place, P4 — Promotion trong chién

lugc marketing cua siéu thi Big C Hai Phong.

4. Pham vi nghién ciru

Vé khong gian: Nghién ctru céac Iy thuyét vé chién lugc marketing, hanh vi
khach hang, théi quen tiéu dung. Tac dong cua chién lugc marketing caa doanh
nghiép téi hanh vi mua noi chung va tac dong caa chién luoc marketing cua Big
C Hai Phong tai hanh vi mua cua nguoi tiéu dung khu vyc Hai Phong.

Vé thoi gian: Dé tai nghién ciru dé cap dén cac hoc thuyét marketing -
mix va hanh vi khach hang hién dai.
5. Co s¢ diw lidu, phwong phdp va cong cu nghién cieu, ké hoach chen mdu,

phwong thirc tiép xtc
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5.1 Co 56 div ligu

Thu thap tai liéu vé tinh hinh chung cua nganh kinh doanh ban 1¢ va thi
truong ban ¢ Hai Phong; nhitng thdi quen, tap quan mua sam cta cac bo phan
dan cu khac nhau, chién lugc Marketing caa hé théng siéu thi Big C néi chung
va Big C Hai Phong ndi riéng. ..

5.2 Phwong phap nghién ciu

- Quan sat la phuong phap ma nguoi nghién cau thuc hién sy theo doi,
quan sat moi nguoi va hoan canh. Quan sét tot nhat cho viéc nghién ciu co tinh
chat tim kiém, thuc nghiém, phat hién ra méi lién hé nhan qua.

- Phuong phap diéu tra cho phép c6 nhiing théng tin vé su am hiéu, long
tin va sy wa thich, vé mirc 46 thoa man ciing nhu do luong sy bén virng vi tri caa
cong ty trong con mét nguoi tiéu dung; rat tién loi cho viéc nghién ctiu mo ta.

- Phuong phap théng ké: tir s6 lidu diéu tra duoc két hop vai viéc nghién
ctru chi tiéu trung binh chung cua toan nganh, ca nude dé so sanh vé sb tuyét doi
va s6 twong doi dua ra két luan vé anh huéng cua chién luoc Marketing tai siéu
thi Big C tgi thoi quen tiéu dung khu vuc Hai Phong.

Ngoai ra, dé tai con st dung mot s6 phuong phap khac nhu phuong phap
so sanh, phuong phap chuyén gia, ké thira thanh tuu. ..

5.3 COng cu nghién ciu cha yéu

Cong cu nghién ciu chu yéu cua dé tai 1a bang cau hoi.

Bang cau hoi 1a phuong tién dung dé giao tiép giita ngudi nghién ciu va
nguoi tra 10 trong tat ca cac phuong phap phong van. Bang cau hoi bao gom
mot tap hop céc cau hoi va cac cau tra o1 dugc sap xép theo logic nhat dinh. Bé
tai da chon ca 2 dang cau hoi: cau hoi déng va ciu hoi mé dé thu thap dit lidu
nghién cuu.

5.4 Ké hoach chen mdu

Diéu tra chon mau c6 nghia 1a khong tién hanh diéu tra hét toan bo cac

don vi, cac phan tir cua tong thé ma chi diéu tra trén mot sé don vi nham tiét
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kiém thoi gian, cong stc va chi phi. Van dé quan trong nhat 1a dam bao cho mau
phai c¢6 kha ning dai dién duoc cho tong thé chung.

Téc gia dé tai da sir dung phiéu diéu tra dé truc tiép lay y kién cua 500
ngudi tiéu dung tai cac khu vuc khéac nhau, trong va ngoai noi thanh Hai Phong,
tai siéu thi va cac diém dén khach cua céc tuyén xe bus Big C. Viéc ban than tac
gia dé tai 1a nguoi tryc tiép va duy nhat tién hanh diéu tra tuy c6 kho khin hon
S0 V6i thué nguoi lay phiéu nhung dam bao tinh khach quan cho két qua tong
hop boi ndi dung trong phiéu diéu tra dugc tac gia dién giai cu thé, chinh xéc
trong truong hop ngudi dugc hoi van cam thiy khdng nim rd duoc y hoi hay
cac phuong an tra 1oi (d6i vai cau hoi dong), tranh sy ap dat, dinh kién riéng cua

nguoi duoc thué 1ay phiéu.
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CHUONG 1
CO SO LY LUAN CHUNG VE THI TRUONG NGUOI1 TIEU DUNG,
HANH VI MUA CUA NGUOI TIEU DUNG, PAC PIEM CUA
KINH DOANH SIEU THI VA CHIEN LUQC MARKETING CUA
DOANH NGHIEP BAN LE.

1.1 Co sé ly luan chung vé thi treong ngwoi tiéu ding va hanh vi mua ciaa
ngwoi tiéu dung (NTD).

1.1.1 Khai quat vé thi trwong ngwoi tieu dung

1.1.1.1 Khai niém co ban

Nguwoi tiéu ding la ngwoi mua s@m va tieu ding nhéng san pham va
dich va nham théa man nhu cau va uéc mudn ca nhan. Ho thuong 1a ngudi cudi
cuing tiéu dung san pham do qué trinh san xuat tao ra. Nguoi tiéu ding c6 thé 1a
mot c& nhan, mot ho gia dinh hoac mot nhom nguoi.

Thi trwomg ngwoi tiéu ding bao gém tdt cd cac cac hg tiéu dung va
cac nhoém nguoi hién ¢ va tiém an mua sim hang héa hoic dich vu nham muc
dich thoa man nhu cau ca nhan.
1.1.1.2. Pdc trung co ban cua thi truong nguoi tiéu dung

- CO qui mo 16n va thuong xuyén gia tang;

- Khach hang cua thi truong ngudi tiéu dung rat khac nhau vé tudi tac,
giai tinh, thu nhap, trinh d6 van hoa... Nhitng khac biét nay da tao nén su phong
phu va da dang vé& nhu cau va uéc mudn, sic mua va cac dic diém khéac nhau
trong hanh vi mua sam va sir dung san pham cta ngudi tiéu dung;

- CUng Vv&i sy phét trién cua kinh té, chinh tri, x4 hoi va sy tién bo caa
khoa hoc — k¥ thuat, wéc mudn, so thich, cac dic tinh vé hanh vi, stc mua cua
nguoi tiéu dung... ciing khdng nging bién doi. Sy thay d6i nay vira la nhitng co

hoi vira & nhitng rui ro ludn thach dé cac nd luc marketing cua doanh nghiép.
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Thanh cong trong kinh doanh luén thudc vé doanh nghiép nao nhan biét va dap
rng kip thoi nhitng thach d6 dé.
1.1.2. Hanh vi mua ciia nguwoi tiéu dung
1.1.2.1. Khai niém hanh vi mua cia nguoi tiéu dung

Hanh vi mua cia nguoi tiéu dung la toan bd hanh dong ma nguoi tiéu
ding boc 16 ra trong qué trinh dién tra, mua sam, sir dung, danh gia cho hang
hoa va dich vy nham théa man nhu cau caa ho. Ciing c6 thé coi hanh vi nguoi
tiéu dung 1a cach thirc ma ngudi tiéu ding sé& thuc hién dé dua ra cac quyét dinh
str dung tai san cua minh (tién bac, thoi gian, cong stc....) lién quan dén viéc
mua sam va sir dung hang héa, dich vy nham théa man nhu cau ca nhan.
1.1.2.2. M6 hinh hanh vi mua cua nguoi tiéu dung

M6 hinh hanh vi mua cta nguoi tiéu ding duoc sir dung dé md ta méi
quan hé gitra ba yéu td: cac kich thich; “hdp den ¥ thirc”; va nhiing phan tng
dap lai céc kich thich ctaa nguoi tiéu dung.

So dé 1.1. M6 hinh hanh vi mua ciia nguwoi tiéu dung

Cac y8u td Cédc tdc nhin
kich thich kich thich “ Hop den” ¥ thite Nhitng phén tng
clia khic clla ngurai tidu dilng dédp lai clia nguran
marketing tria
Hanghod | - Mal Céc dic Qua - Lira chon
(Gid ca tnrmg w| tinh cla | trinh | DAng hod
Fhuong kinh t& ngurén quyst - Lara chon
phip - EKhoahoco A dinh nhin hign
phin phai k¥ thuat ma - Lara chon nha
Khuysn - Chinhtr hang kinh doanh
il - ¥Yinhod - Lira chon
khai lrgng mua

* Céc kich thich: 1a tdt cd cac tac nhan, luwc lwong bén ngoai nguwoi
tiéu dung c6 thé gay anh huong dén hanh vi cta nguoi tiéu dung. Ching dugc

chia lam 2 nhédm chinh.
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e Nhom 1: Cac tac nhan Kkich thich caa marketing: san pham, gi& béan, cach
thic phan phéi va céc hoat dong xuc tién. Cac tac nhan nay nam trong kha
nang kiém soat cua cac doanh nghiép.

e Nhom 2: céc tac nhan kich thich khong thudc quyén kiém soét tuyét doi
cua cac doanh nghiép, bao gom: méi trudng kinh té, canh tranh, chinh tri,
van hoa, xa hoi...

* “Hpp den” y thuc Cia ngwoi tiéu dung: la cach gei bé néo cia con
nguwoi va co ché hoat dong cua né trong viéc tiép nhan, xt ly céac kich thich va
dé xuat cac giai phap dap ung tro lai cac kich thich. “Hop den” ¥ thtrc duoc chia
thanh 2 phan. Phan thi nhat — dac tinh cia nguoi tiéu dung. N6 ¢6 anh huong co
ban dén viéc nguai tiéu ding sé tiép nhan cac kich thich va phan tng dép lai cac
tac nhan d6 nhu thé ndo? Phan tht hai — qua trinh quyét dinh mua cta ngudi tiéu
ding. L4 toan bo 16 trinh nguoi tiéu dung thuc hién cac hoat dong lién quan dén
su Xxuat hién cua wgc mudn, tim kiém théng tin, mua sam, tiéu ding va nhiing
cam nhan ho c¢6 duoc khi tiéu dung san pham. Két qua mua sam san pham cua
nguoi tiéu dung s€ phu thudc vao cac budc cua 19 trinh nay c6 dugc thuc hién
troi chay hay khong.

* Nhitng phdn irng dap lai cia ngwoi tiéu dung: la nhing phdn i#ng
ngwoi tieu ding boc 16 trong qua trinh trao d6i ma ta co thé quan sat duoc.
Chang han, hanh vi tim kiém thong tin vé hang hoa, nha cung cap; lua chon thoi
gian, dia diém, khbi lwong mua sam. ..

Trong md hinh hanh vi ngudi tiéu dung, van dé thu hit sy quan tam va
cling 1a nhiém vu quan trong duogc dit ra cho nguoi 1am marketing 1a: phai hiéu
dugc nhiing gi xay ra trong “hop den” ¥ thirc khi ngudi tiéu dung tiép nhan cac
kich thich, dac biét la kich thich marketing. Mot khi giai dap dugc nhiing “bi
mat” dién ra trong “hdp den” y thirc thi ciing c6 nghia 1a marketing da & thé cha

dong dé dat duoc nhitng phan tmg dap lai mong mudn tir phia khach hang cua
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minh. Pay ciing 1a hai ndi dung co ban cua viéc nghién ctru hanh vi nguoi tiéu
dung.
1.1.3. Nhing nhan té co ban danh hwéng téi hanh vi ciia nguwéi tiéu ding

C4c nhan té co ban anh hudng téi hanh vi cua ngudi mua, duoc tap hop
thanh 4 nhdm chinh: nhitng nhan té van hoa; nhitng nhan té mang tinh chat x&

hoi; nhitng nhan té mang tinh chat ca nhan va nhitng nhan t6 tam ly.

So dé 1.2. C4c nhan té co bdn dnh hwéng téi hanh vi ciia nguwoi tiéu dung

Nhiing veu
to van hoa
- Nén van
hoa chung
- Nén van
hoa dai dién

- Tang 16p
x4 hoi

Nhiing veu
to_xa hoi

- Cac nhom
tham khao

- Gia dinh

- Vai tro va
dia vi xa hoi

Nhang yéu
to_cia nhan
-Tudi tac
-Nghé
nghicp
-Tinh trang
kinh té
-Phong cach
séng

Nhang yéu
to_tam 1y

- Bong co

- Nhan thtre
- Su tw quan
niém

- Niem tin
va thai do

NGUOI
MUA

Phan 16n cac nhan t6 nay khéng chiu sy kiém soat cia marketing.
Nhiém vu cua marketing 1a nghién ctiu va theo dai chiing nham ndm bit cac dic
tinh trong hanh vi ctia nguoi tiéu dung.
1.1.3.1. Nhiing nhan té thugc vé van héa

Cac nhan t6 thudc vé van hoa luén duge danh gia 1a ¢6 anh huong sau
rong dén hanh vi ciia ngudi tiéu dung. Vin hoa 1a luc luong co ban dau tién bién
nhu cau ty nhién ctia con ngudi thanh wéc muédn...

% Nén van hoa

Theo dinh nghia rong nhat “van hoa c6 thé coi la tong thé nhiing nét
riéng biét vé tinh than, vat chat, trf tué va cam xdc quyét dinh tinh cach caa mot
x& hoi hay mot nhom ngudi trong x4 hoi. Vin héa bao gom nghé thuat va van
chuong, nhitng 16i séng, nhitng quyén co ban caa con ngudi, nhitng hé thdng

cac gia tri, nhirng tap tuc va tin ngudng. Van hdéa dem lai cho con nguoi kha
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nang suy xét ban than. Chinh nho vin héa ma con ngudi ty thé hién, tu y thic
duoc ban than...” (Tuyén b vé nhitng chinh sach van héa — Hoi nghi quéc té do
Unesco chy tri, 1982 tai Mexico).

C6 thé rat ra nhitng nét dic trung vé anh huong caa van hoa toi hanh vi
tiéu dung nhu sau:

- Vian hoéa an dinh nhitng diéu co ban vé gia tri, su thu cam, sy ua thich,
va nhiing sac thai dac thi cia san pham vat chat va phi vat chat. Truyén théng
am nhac, vin chuong, ngdn ngit, nghi thirc, phong tuc tap quan, 18 hoi, am thuc,
y duoc cb truyén, bi quyét vé qui trinh céng nghé va cac nghé truyén théng...
déu chira dyng ban sic van hoa cia mot dan toc, mot qudc gia.

- Vin héa 4n dinh cach cu xt duoc x& hoi chap nhan: nhing tuc 1¢, dé
ché, ngdn ngi, ctr chi giao tiép; cach biéu 16 tinh cam, cam xutc... Ching ta d&
dang nhan thay su khac biét ndi trén ¢ nhiing nén van héa khac nhau qua cach
thirc chon mua, thai do, tic phong nguoi tiéu dung boc 16 trong giao tiép, giao
dich va bay t6 quan diém.

- Anh huong cta van hoa c6 tinh hé thdng va tinh ché wac. Vi mdi ca
nhdn, van héa dwoc hap thu ngay tir thoi khdce dau tién cia cugc séng con nguoi
va deo bam ho qua cac thiét ché ciia nd nhu gia dinh, nén giéo duc, tén gido, nha
nudc... Bac biét cac gia tri van hoa truyén théng, dugc con ngudi trong cong
d6ng chap nhan nhiing ché udc d6 bang ca y thic 1an v thic, bang ca lap luan
logic 14n phi logic, duoc hop thiic hda bang vin ban Ian nhimg “qui wdc bat
thanh van”.

¢ Nhanh van hoa

- Mot cong dong x& hoi khdng chi c6 mot nén vian hoa duy nhat duoc tat
ca cac thanh vién dong tinh va thira nhan. Nén vian hoa duoc vi nhu mot mach
chung c6 thé tim thay ¢ d6 yéu té vin hoa da dang — d6 1a cac nhanh vin hoa

hay tiéu van hoa.
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- Cac nhanh van hoa 1a cach goi theo dac trung van hoa ctia cac nhom xa
hoi duoc qui chiéu theo cac tiéu thire nhu chung toc hay dan toc, tin ngudng,
hoc véan, noi cu tra. ..

- Nhanh van hoa thé hién tinh dong nhat, dic trung trong hanh vi cua
ngudi tiéu dung & mot pham vi nhé hon cua nén vin héa. Piéu d6 co nghia 1a
ton tai su khéac biét vé so thich, cach danh gia vé gia tri, cach thac mua sam, sir
dung san pham ¢ nhiing ngudi thudc nhanh van hoa khac nhau. Viét Nam c6 54
dan toc, nguoi dan Viét Nam c6 chung mot nén van hoa truyén thong; song
trang phuc, kién tric nha & va céc vat dung khac van mang sic théi riéng cua
moi dan toc.

% Sy hoi nhap va bién doi vin hoa

C4c nén vin héa, nhanh van hoa ludn tim cich bao ton ban sic vin hoéa
caa minh, nhung khong c6 nghia la cac thanh vién cta ho khéng chiu anh hudng
ctia c4c nén vin hoa khac.

Su hoi nhap van hoa

Qua trinh ma mdi c& nhan tiép thu cdc van héa khdc d@é 1am phong phu
thém van héa ciia minh va ciing chinh trong qud trinh d6, khang dinh gia tri van
hoa cot 16i ciia ho duroc goi la qud trinh “héi nhdp vin héa”.

C4c gia tri chung ctia moi nén vin hoa di tao nén su hoi nhap van hoa.
Céac y tuong vé su tién bo, sy hudng thién, vuon tdi vé dep hoan my la nhiing
bién can thiép tich cuc vao quéa trinh hoi nhap nay.

Su bién ddi van hoa

Su bién d6i van hoa chinh 1a cach thuc ton tai cua mot nén van hoa
trong su bién d6i khdng nging cia méi truong tu nhién va xa hoi. Co hai
nguyén nhan tao ra sy bién doi van héa. Thir nhat, do anh hudng cua cac nén
van hoa khéc. Thi hai, bat ngudn tir ndi tai cia mdi nén van hoa.

Su bién d6i van héa va hoi nhap van héa ddng nghia véi su hinh thanh,

b6 sung mot tu twéng mai, quan niém méi, 16i séng mai, hinh thanh nhing
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phong cach sdng méi, tham chi thay thé nhiing gi khéng con 1a phd hop Véi
nhitng bién d6i cua méi treong tu nhién, x& hoi, chinh tri... ma mot nén vin hoa
phai van dong trong d6. Nhing bién d6i vé vin hoa vira tao co hoi vira tao rai ro
cho hoat dong marketing. Sau day 1a mot sé nguyén tic chung trong hoat dong
marketing khi nghién ctru anh huong cta van hoa.

- Pé tranh dugc rai ro khi xdm nhap thi truong, duy tri va phat trién cac
mbi quan hé c6 lgi voi khach hang; thanh cong trong dam phén, giao dich,
truyén thong... Nghién ciu vé van hoa phai dugc coi l1a noi dung khong thé
thiéu duoc trong viéc xac dinh thi truong muc tiéu; xay dung chién luge dinh vi
va marketing — mix.

- Khi tién hanh kinh doanh & nhitng thi trudng thuéc nén van hoa khac,
nguoi 1am marketing phai ¢é gang hoc theo nén van héa cua ddi tac, cua khéach
hang muc tiéu; khong ap dung nhitng tiéu chuan gia tri caa chinh minh, hoic cua
nén vin hoa khac cho nén van hoa di tac, cua khach hang. Dic biét coi trong
C4cC gia tri van hoa truyén thong cua ho;

- Can cap nhat nhiing bién d6i vé van hoa cua thi trudng muc tiéu, nhim
tim kiém nhirng co hoi kinh doanh méi, diéu chinh chién luoc marketing phu
hop véi nhitng bién d6i quan trong, gia tang kha ning thoa man khach hang va
canh tranh.
1.1.3.2. Nhizng nhan t6 mang tinh chdt xa hgi

Hanh vi cua ngudi tiéu dung con duoc qui dinh béi nhitng yéu té mang
tinh chat x& hoi nhu: giai tang x& hoi, cac nhom tham khao, gia dinh, vai tro va
dia vi xa hoi.

% Giai tang xa hoi

Sy ton tai caa giai tang x& hoi (dang cap x& hoi) 1a van dé hién hitu trong

moi x& hoi. Giai ting x& hoi 1a cac 16p nguoi khac nhau do két qua cua s phan

chia twong doéi dong nhat va én dinh trong xa hgi, duoc sap xép theo thiz bdc;
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nhzzng thanh vién trong teeng the bac cung chia sé nhieng gié tri loi ich va cach
cwr xir giong nhau.

Sy hinh thanh dang cap x& hoi khéng chi phu thudc vao mot yéu té duy
nhat | caa cai, tién bac, ma con 1a su két hop cua trinh d6 vin hoa, nghé nghiép,
truyén théng gia dinh, nhitng dinh hudéng gié tri va nhiing yéu té dic trung khéc.
Pia vi x4 hoi cua con ngudi cao hay thay tiy thudc rat 16n vao tang 16p xa hoi
ma ho tham gia. Su phan chia thanh giai tang cia mot x& hoi va sy chuyén doi
giai tang xa hoi cua mot ca nhan 1a mot hién tuong thuong xay ra.

Diéu quan trong bac nhit ma cac nha marketing can quan tdm 12 nhiing
nguoi ciing chung mot giai tang xa hoi s& ¢6 khuynh hudéng xir su gidng nhau.
Ho c¢6 cing nhiing so thich vé san pham, thuong hiéu, dia diém béan hang,
phuong thtc dich vu, hinh thic truyén thong. .. Hién tuong nay boc 16 rd nét &
nhitng san pham thé hién dang cap x& hoi cia nguoi tiéu dung nhu quan 4o, d6
noi that, xe hoi, hoat dong vui choi giai tri, nha ¢... Marketing c6 thé st dung
giai tang x& hoi 1a can cir dé phan doan va lya chon thi trudng muc tiéu, dinh vi
qua do thiét ké marketing mix cho phu hop.

% Nhém tham khao

Nhom tham khdo la nhizng nhom ma mét ca nhdin xem xét (nhu mot Su
tham khdo) khi hinh thanh thai @6 va quan diém cua ban than minh.

Nhom tham khao c6 anh huong truc tiép hoic gian tiép téi thai do va
hanh vi cia nguoi tiéu dung.

Nhom tham khao c6 anh hudng truc tiép va thuong xuyén bao gdm: gia
dinh, ban than, lang giéng, dong nghiép.

Nhom tham khao c¢6 anh hudng it thudong xuyén hon bao gdm: nhitng to
chac mang tinh chat higp hoi — ton gido, hiép hoi nganh nghé, cong doan, doan
thé, nhom vui choi giai tri — cau lac bo thé thao, hoi nhilng ngudi choi cay

canh... Cac nhom mang tinh t6 chuc, hiép hoi dong vai tro rat quan trong trong
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viéc dinh huéng cho mot phong cach séng méi, mot thai d6, mot quan diém
moi.

Anh huong cua nhém x& hoi téi hanh vi mua caa mét ca nhan thuong
thong qua du luan xa hoi. Nhitng y kién, quan niém cua nhitng nguoi trong
nhom danh gia vé cac sy kién, san pham, dich vu... luén 1a nhiing théng tin
tham khao d6i voi quyét dinh caa ca nhan. C4 nhan nao cang muén hoa dong
véi cong ddng cua minh thi anh huong cua du luan nhdm téi ho cang 16n.

Nhiém vu cét yéu ciia Marketing khi phan tich va khai thac anh huang
ctia nhdm tham khao: thir nhat, cé gang phat hién tt ca nhitng nhém tham khao
tiéu biéu ¢ thi trudong muc tiéu. Thi hai, xac dinh mtc do anh huong cia nhom
gan véi san pham, thwong hiéu cu thé. Tha ba, tim kiém nhiing “nguoi dinh
huéng du luan”. Cb ging khai thac nhiing y kién hoac hinh anh cua ho trong
hoat dong truyén thong.

¢ Gia dinh

Gia dinh 14 t6 chuc tiéu dung quan trong nhat trong x& hoi. Cac thanh
vién trong gia dinh ludn c6 anh hudng sau sac téi quyét dinh mua sam cua ngudi
tiéu dung. Nhirng van dé Marketing can quan tdm khi nghién ctu gia dinh:

- Céac kiéu ho gia dinh; ti 1é cac kiéu ho gia dinh theo chu ky doi song
gia dinh va xu thé bién ddi cua ching. Mét sé kiéu ho gia dinh dic trung; gia
dinh dinh huéng — kiéu hé gia dinh gan véi khai niém gia téc, ¢d anh huong sau
xa dén sy hinh thanh hanh vi cia mdi ca nhan (dinh hudng kinh té, chinh tri, ton
gido, nhitng tham vong ca nhan cta nguoi tiéu dung). Nguoi Viét Nam chiu anh
huong caa “né nép gia phong” rat sau sic. Gia dinh hon phdi (gia dinh két hon)
bao gdm bb, me va con céi caa ho. Kiéu ho gia dinh nay dugc coi 1 “trung tim
mua sdm” thu hat sy nghién ciu cia nhiéu nha khoa hoc va marketing. Gia dinh
phi truyén thong — mét sé kiéu gia dinh xudt hién ciing nhiing bién d@si chinh tr;

- xa hoi.
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- Qui md binh quén cua ho gia dinh: ¢6 anh huong manh téi qui mo, tan
sut mua sam; kich c& dong géi cua thi trudng trong diém.

- Thu nhap gia dinh danh cho chi tiéu 4nh huéng téi sitc mua, co cau san
pham cac ho gia dinh mua sam.

- Vai trd anh huong cua vg, chong, con céi trong cac quyét dinh mua —
la mot trong nhitng trong tam ctia nghién ciu marketing vé gia dinh hién dai.

Nhitng két luan hitu ich d6i vai marketing vé vai tro cia cac thanh vién
trong gia dinh: 1- Vai trd va anh huong cia vo, chong, con cai trong cac quyét
dinh mua rat khac nhau tuy thudc vao loai san pham can mua sam; vai tro va dia
vi ho nam git trong gia dinh; trink dé hiéu biét va kinh nghiém vé cdc linh vic
hang héa khdc nhau va cdc giai doagn trong qua trinh mua. Thong thuong,
ngudi Vo véi vai tro “ndi tuéng”, ho 1a nhan vat chinh mua sam san pham thiét
yéu... O nhitng nén kinh té phat trién, hién twong nay cé nhiing khac biét quan
trong. Clng véi su phat trién caa x4 hoi, quan niém vé vai tro caa ngudi phu nir
da thay doi, kéo theo su thay doi vé vai trd quyét dinh mua cua cac thanh vién
trong gia dinh. Phan 16n céc san pham, dich vu thudc loai dat tién, vo va chong
thuong c6 sy ban bac va quyét dinh chung. Riéng dbi véi thi truong Viét Nam,
mot dic trung ngudi 1am marketing can chd y Phu nit 12 e lwong tao nguén thu
nhdp ddng ké trong gia dinh chiém ty trong rat I6n. Nhiéu khu vuc thi truong,
nam gidi dong vai trd mua sim — ngudi “ndi tro”. Theo quan niém ¢ hitu, con
cai dong vai tro thu dong trong cac quyét dinh mua. Song, khong thé bo qua xu
thé ngay cang phé bién — nhirng daa con can thiép vao quyét dinh mua sam cang
ngay cang tang, dac biét 1a khi ty 1& sinh dé giam déng ké.

Nhitng hiéu biét vé vai trd va anh huéng twong dbi cua cac thanh vién

trong gia dinh, dac biét quan trong trong viéc soan thao cac nd luc marketing.
Thiét ké san pham, truyén thong, phuong thirc ban hang... trd nén sic bén hon

néu ching ta biét duoc nhitng ai tham gia vao qué trinh mua va ho déng vai tro gi.
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+¢+ Vai tro va dia vi cua ca nhan

Ca nhan thuong thudc nhidu nhém trong x& hoi khac nhau. Vai tro va dia
vi ctia ca nhan quyét dinh vj tri cia ho trong mdi nhém. Véi gia dinh, c4 nhan c6
thé dong vai trd 13 mot nguoi con, mot ngudi chong. Trong doanh nghiép anh ta
lai c6 thé giir cwong vi mot giam ddc diéu hanh.

Vai trd bao ham nhiing hoat déng ma ca nhan cho 1a phdi thuc hién dé
hoa nhdp vao nhom xa héi ma he tham gia. Mdi vai trd kém theo mér dia vi,
phan anh sy kinh trong cua xa héi gianh cho vai tro do.

bia Vi lién quan dén sy sap xép cho c& nhan minh vé mitc do danh gid
cua Xa héi nhwe: sw Kinh trong, suw wu déi, uy tin véi ngwoi khac. Thé hién vai tro
va dia vi xa hoi 1a nhu cau ctia moi c4 nhan trong doi sdng xa hoi. C4 nhan thé
hién vai tro, va dia vi ma x& hoi danh cho ho hoic ho c6 mong muén huéng dén;
dac biét 1a nhitng vai tro, dia vi ma theo ho la quan trong nhat. Cac dic tinh nay
ctia nguoi tiéu dung doi hoi nguoi marketing phai ¢é gang bién san pham, hinh
anh quang co thanh cac biéu tuong vé dia vi ma nguoi tiéu dung mong doi.
Cach quang cdo 0td6 Mercedes, dién thoai di dong dat tién gin véi hinh anh
nhiing ngudi sang trong thanh dat la mot vi du.

1.1.3.3 C4c nhan to thugc vé ban than

Nguoi tieu dung st dung hang hda thoa man nhu cau ca nhan. Bic tinh ca
nhan 1a yéu t6 quan trong, anh huong truc tiép téi quyét dinh mua cia ho. Céc
dic tinh c& nhan marketing can quan tdm gém: tudi tac va dudng doi, nghé
nghiép, hoan canh kinh té, 15i sdng, nhan céch va sy tu quan niém vé ban than.

< Tudi tac va duong doi (vong doi)

Tudi doi va cac giai doan cua doi séng gia dinh 1a nhitng méc thoi gian
dinh hinh nhu cu, thi hiéu, sec mua cua nguoi tiéu dung (xem bang 4.3).
Marketing can xac dinh thi truong muc tiéu theo khudn khé cac giai doan tuoi
tac va vong doi; trién khai san pham va céac ké hoach marketing thich hop voi

tung giai doan do.
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< Nghé nghiép

Nghé nghiép c6 anh huong dang ké dén tinh chit cua hang héa va dich vu
nguoi tiéu ding mua sam. Su lya chon quan o, giay dép, thirc an, cac hinh thic
giai tri cia mot cong nhan khac biét véi mot vi giam ddc diéu hanh cua doanh
nghiép noi ho lam viéc.

Marketing can nhan dang khach hang theo nhém nghé nghiép, kha ning
mua sam Vva su quan tam cua ho vé san pham, dich vy. Doanh nghiép cé thé
chuyén mén héa viéc san xuat va cung ung san pham, dich vu cho mét nhom
nghé nghiép nao d6. Chang han, doanh nghiép c6 thé cung tng cé4c loai quan &o,
ging tay, kinh... trang bi cho nganh y té; hoic san xuat “phan mém” khac nhau
cho cac nha ké toan, cac bac si, nguoi ban hang, cac nha théng ké. ..

% Tinh trang kinh té

Co hdi mua sam cia nguoi tiéu ding phu thudc vao hai yéu to: kha ning
tai chinh va hé thdng gia ca cua hang hda. Vi vay, tinh trang kinh té bao gom thu
nhap, phan tiét kiém, kha nang di vay va nhiing quan diém vé chi tiéu / tich
lity... ctia ngudi tiéu ding c6 anh huong rat 16n t6i s6 lugng va co cau san pham
ma ho lya chon, mua sam.

Nhitng san pham, dich vy nhay cam véi thu nhap va gia ca, nguoi lam
marketing can thuong xuyén theo ddi xu thé xay ra trong linh vuc tai chinh ca
nhan ngudi tiéu dung dé diéu chinh chién lugc thi truong muyc tiéu, dinh vi va
marketing — mix cta doanh nghiép phu hop.

% Loi sbng

L6i song ciia mot con ngudi hay phong cach sinh hoat ciia nguoi d6 chta
dung toan bo cau tric hanh vi duoc thé hién qua hanh dong, su quan tdm va
quan diém cua nguoi d6 trong mdi treong séng, c6 thé duoc md hinh héa theo
nhitng tiéu chuan dic trung (Vi du: khung chuan AIO hodc VAL’s — Xem quan
tri marketing). L6i séng gan rat chat voi ngudn géc xa hoi, vian hoa, nghé

nghiép, nhdm xa hoi, tinh trang kinh té, dic tinh c4 nhan ngudi tiéu dung. Loi
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séng lién quan dén viéc nguoi tiéu ding s& mua cai gi va cach thic tng xir cua
ho. Mbi kiéu 16i sbng doi hoi mot kiéu marketing. Loi séng cua mot con ngudi
theo dudi c6 thé thay d6i theo thoi gian ciing véi nhirng bién d6i ciia moi trudng
séng. Hanh vi mua sim cuia nguoi tiéu dung ciing thay d6i theo. Cap nhat nhiing
bién doi trong 16i sdng ciia ngudi tiéu dung 12 nhiém vu quan trong hang dau cua
nghién cttu marketing. Kham pha méi lién quan gitra san pham va 16i séng, chon
thi trudng muc tiéu, dinh vi san pham va 1am marketing — mix theo 16i séng...
da dem lai nhiéu thanh céng cho nhiéu doanh nghiép, dic biét trong kinh doanh
my pham, du lich, xe hoi, xe may, nha 6.
< Nhan cach va quan niém veé ban than

Nhan cach 1a nhimg dic tinh tam ly noi bat, dac thd tao ra thé Gng xu
(nhitng phan tmg dap lai) c6 tinh 6n dinh va nhat quan d6i v4i moi tredng xung
quanh caa mot con nguoi. Nhan cach thuong dugc md ta bang nhiing dac tinh
von c6 cua ca thé nhu: tinh ty tin, tinh than trong, tinh tu lap, tinh khiém
nhuong, tinh thich hon nguoi (hiéu thing), tinh ngin nip, dé dai, tinh ning
dong, tinh bao thu, tinh coi md. Nhan cach va hanh vi mua sam c6 méi quan hé
chat ché. Thi hiéu, thoi quen trong &ng xt, giao dich... caa ngudi tiéu dung, c6
thé du doan duoc néu ching ta biét dugc nhan cach caa ho. Hiéu biét nhan céach
nguoi tidu ding sé tao dugc sy thién cam & ho khi chao hang, thuyét phuc ho
mua va truyén thong.

Quan niém vé ban than hay sy tu niém Ia hinh anh tri tué caa mot cac
nhan vé chinh ban than ho. N6 lién quan t&i nhan cach ciia mdi con nguoi. Piéu
quan trong marketing can dic biét quan tam khi nghién ctu sy tu quan niém la
nhitng san pham, thuong hiéu duoc khach hang wa chudng khi chiing thé hién
dugc hinh anh ca nhan cuaa ho. Hiéu dugc mdi quan tdm gitta su tu quan niém
véi san pham, dich vu nguoi tiéu ding mudn mua sam, ching ta sé hiéu duogc
dong co tham kin thuc day hanh vi caa ho. Tao dugc san pham, xay dung duoc

hinh anh dinh vi va cac chuong trinh truyén théng thé hién dugc “chan dung”
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nguoi tiéu dung & thi truong muc tiéu, can coi Ia trong tam cua cac nd luc
marketing trong kinh doanh.
1.1.3.4. Nhiing yéu to thuge vé tam ly

Nhiing yéu t6 thudc vé tam 1y 1a nhiing tac nhan bén trong nguoi tiéu ding
thiic day hodc kim hdm hanh vi cia ho. Hanh vi cta con ngudi chiu anh huong rat
I6n cua bén yéu té tam 1y co ban: dong co, nhan thic, niém tin va thai do.

. Dong co

Pong co 1a nhu cau da tro nén bac thiét dén muac budc con nguoi phai
hanh dong dé thoa man né. Pong co 1a dong luc gay stc ép, thuc diy con ngudi
hanh dong dé thoa man mot nhu cau hay wéc muén nao d6 vé mit vat chat hoic
vé tinh than hoic ca hai. Nam bat duoc dong co ctia ngudi tiéu dung déng nghia
véi ndm bat dugc cai thuc su ho tim mua va ho mudn théa man nhu cau nao.

Cac nha tdm Iy hoc da dua ra nhiéu hoc thuyét giai thich su hinh thanh va
phan tich anh huong cua dong co téi hanh vi cia con nguoi. Trong d6, co hai
hoc thuyét chira dung nhiéu ¥ nghia trong viéc phan tich hanh vi cta nguoi tiéu
ding: hoc thuyét dong co ciia Z.Freud va Hoc thuyét cia A.Maslow.

Hoc thuyét cia Freud hay thuyét phan tam hec

Theo Freud, doi song tam Iy ctia ca nhan (y thic) duoc chia 1am ba bo
phan: y thtc, tién y thirc va vo thic.

Y thizc 1a hinh thizc t6i cao cua trang thai tam 1y cia con nguwoi, 1a dac
trung cua hinh thirc tu duy logic va la tu duy c6 dinh hudng. Khi con nguoi y
thire duoc cai minh muén, hanh vi caa ho ludn cé chu dich va dugc goi 1a nhu
cau mua chi dong.

Tién y thirc 12 bg phdn cua y thiee, nhung quan hé véi tinh huong tryc tiép
bi gidn doan, nén trong nhiéu tinh hudng con ngudi khdng y thic duogc. Tién y
thac c6 thé dé dang chuyén thanh y thire thdng qua su lién hé, tac dong cua cac
kich thich vai nhu cau. O dang tién thirc, con nguoi thuong khdng nhan biét

duoc nhu cau ctia minh, nhung néu dugc kich thich, nhu cau s& dugc cam nhan.
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V6 thizc bao ham nhéing qué trinh cia doi song tinh than, dugc dic trung
boi cam x(c, duc vong va ban ning, mang tinh phi logic, tinh biéu twong va céc
thanh t6 c6 tinh tudng twong cua ¥ nghi. Mi nhu cau thudng c6 mot giai doan
nguyén thuy cua vo thac.

Nhitng gia thuyét caa hoc thuyét Freud gitp marketing khai thac cac yéu
t6 tdm ly c6 thé bién nhu cau thanh dong co thuc day con ngudi hanh dong.

- Con ngudi phan phan I6n khéng thuc sy biét duoc nhitng luc lugng tam
1y dang dinh hinh hanh vi cua ho.

- Con ngudi lubn ton tai nhiéu loai nhu cau. No thuc ép con ngudi thoa
man. Nhiing thic ép nay khdng bao gio bién mét hoan toan va bi kiém soat hoan
toan. Diéu quan trong nhat dé san pham 16i kéo, thu hut va giir duoc khach hang
1a phai ludn biét thirc tinh (khéu goi) va duy tri nhitng ham muén do.

- Pong co quyét dinh hanh vi mua cua khach hang khong chi 1a tap hop
cac loi fch vat chat va tinh than ma ho biéu 16 ra bén ngoai ma con bao ham ca
nhitng nhu cau tiém an bén trong mdi con nguoi (nhu cau khong dugc néi ra).
Néu nhin nhan mot cach sau xa con c6 thé thay rang, khi xem xét lva chon hang
hoa, khach hang khéng chi quan tdim dén tinh ning, cong dung ctia san pham,
ma ca nhiing gi goi nén nhitng cam xic mang tinh biéu tuong cua ho (vi du:
kiéu dang chiéc dién thoai di dong 1am ho lién tudng dén phong céch vé mot con
nguoi). Chung déu c6 stc thiic day hodc ngin can viéc mua sam. Hoc thuyét
Z.Freud con giai thich nhitng hanh vi ciia con nguoi (thich hoic so héi) bét binh
thuong, phi logic. Chang han, nhiéu ngudi ndi tro cho riang viéc ho ding nhiing
san pham ché bién rat tién loi 12 chiing té ho luoi biéng, vung vé. Mua mét con
bup bé da den, ngudi phu nit phuong Tay c6 cam gidc séng vi tha. Hoc thuyét

Z.Freud cang ching to quan niém san pham caa marketing 1 hoan chinh.
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Ly thuyét dong co cia Abraham Maslow

Hoc thuyét dong co cua A.Maslow giai thich sy thiic ddy cua nhu cau
tuong wng Véi nhitng thoi diém khac nhau, cua nhitng cac nhan khéach nhau.
Nhitng noi dung chinh caa hoc thuyét:

- C6 nhiéu nhu cau cling tn tai trong mot ca thé. Chang canh tranh voi
nhau trong viéc thoa man. C4c ca nhan s& thiét 1ap mot trat tu vu tién cho céc
nhu cau nay theo mirc &6 quan trong dbi véi viéc thoa man ching. “Thi bac nhu
cau” cia Maslow dugc mo ta trong so do 1.3.

- Con ngudi s& ¢b ging théa man nhu cau quan trong nhat. Nhu cau dugc
thoa man khong con vai trd dong luc. Con ngudi hudng téi nhu cau tiép theo.

Hoc thuyét A.Maslow giup ngudi 1am marketing nhan thic dugc riang can
phai c6 san pham va hoat dong marketing khac nhau, twong Gng véi nhimg diéu
kién cu thé cua thi truong, xa hoi.

So d6 1.3. Thir bdc nhu cau cia Maslow

Thap nhu cau

Ton trong

/ Xa hoi \

-Amﬁ;m Maslow- / An toan \
A Sinh Iy B

Ciing nhu nhu cau tiéu dung, dong co tiéu dung ciing hét stc da dang va

phtrc tap. CA nhiéu cach phan loai dong co. Sau day 1a mot s6 cach phan loai

pho bién.
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e (Can ctr vao loai nhu cau phat sinh dong co

- Péng co sinh 1y. Nhém dong co nay do nhitng nhu cau sinh Iy tao
nén, ¢ tinh bam sinh, nham thoa man, duy tri va kéo dai cudc séng sinh hoc cua
con nguoi. Hanh vi tiéu dung do dong co loai ndy thiic day gitra c4c cd nhan
thuong 1 gidng nhau, ¢ dic diém 1a rd nét, don gian, tring lip, dé thuc hién.
Théng thuong nhitng ngudi ¢ thu nhap thap, kha niang thanh toan han ché bi
thoi thic chu yéu boéi nhom dong co nay, khién ho quan tdm nhiéu dén nhiing
mat hang sinh hoat co ban uu tién thoa man nhu cau sinh ly.

- Pong co tdm Iy. Nhom dong co ndy 1a do nhiing nhu cau xa hoi, nhu
cau tinh than tao nén, nham thoa man va duy tri doi séng x& hoi; thé hién gia tri
nhan van cua con nguoi ti€u dung. Hanh vi mua hang do nhom dong co nay thuc
day thuong cé tinh khac biét kha Ion ¢ nhimg ca nhan khac nhau. Pong co tim
ly thuong dugc thé hién & nhimg hanh vi mua hang dap (ng nhu cau duoc ton
trong, nhu cau ty thé hién, nhu cau vé tham my, nhu cau nhan thtc, nhu cau vé
tinh cam. ..

Tuy nhién, trong thuc té it c6 hanh vi tiéu ding nao voi dong co hoan
toan chi mang tinh chat tam Iy, ma 1a c6 su két hop giira hai loai dong co d6. Di
nhién, trong hai loai dong co d6 s& cd mot loai déng co ndi tréi hon dong co
khac. Néu hai san pham c6 cing chat lugng, cong dung, kiéu dang, thi nguoi
tiéu dung bao gio cling chon mua loai ¢ kha ning thoa man nhiéu nhat vé mat
tam ly. Chinh vi thé khi thiét ké san pham, bao bi va nhan hiéu, cac nha kinh
doanh can chi trong danh trang vao dong co co tinh chat tdm ly, con vé chat
luong, tinh ning, d6 an toan cua san pham thi lay dong co c6 tinh chat sinh ly
lam co sé.

e Can ctr vao hinh thuc biéu hién caa dong co

- Péng co thuc dung: 1a loai dong co chu trong lay gia tri st dung

thuc té caa hang hoa va dich vu 1dam muc dich mua hang. Nhiing ngudi c6 dong

co ndy thudng chd trong dac biét téi cong dung, chat luong, quan tam téi loi ich
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kinh té, do bén chac,... va it chu trong toi kiéu dang, mau sac, hoic tiéng taim
cua san pham. Nhitng ngudi tiéu dung thuc hién hanh vi dap ung dong co loai
nay thuong chon lya hang hoa mot cach ki ludng, quan tdm dén loi ich co ban
cuia san pham, it bi chi phdi bai quang céo.

- Déng co vi cal mdi, cdi dep. Loai dong co nay thuong duoc tao boi
nhu cau vé cai maéi, céi la, vé tinh thoi thuong, vé tinh tham my cta hang hoa.
Nhiing nguoi c6 dong co nay khi mua hang dic biét chd y téi kiéu dang, mau
sac, vé dep bén ngoai, su phu hop véi mét thoi dai. Nhitng nguoi tiéu dung loai
nay thudng c6 dau 6c phong khoang, mo méng, tiép thu cai méi nhanh chéng,
chiu sy chi phdi cua quang cao rat 16n. Ho chiém mat ti 1¢é kha Ion ¢ thi truong
d6 thi va trong tang lép thanh nién.

- Déng co mua hang gid ré. Nhitng nguoi bi dong co nay chi phdi
thuong ch trong téi gia ca, mudn mua duoc hang gia ré nhung thu dugc nhiéu
loi ich vat chat. Ho 1a nhimg nguoi rat nhay cam véi gia. Pay thuong 1a nhiing
nguoi ¢ thu nhap thap chiém mot ti I dang ké ¢ thi truong ndng thén va tang
[6p huu tri.

- Péng co mua hang néi tiéeng: La dong co chu trong téi hang hoa noi
tiéng. Nhitng ngudi chl y téi nhan hang, nhan hiéu noi tiéng. Pong co nay biéu
hién néi bat trong sé nhitng khach du lich, thich thuéng thic nhitng dac san noi
tiéng.

- Péng co phé truong. Pong co nay nham muc dich chu yéu Ia phod
truong dia vi, khoe khoang su giau sang, thich hon ngudi. Nhitng nguoi tiéu
ding c6 dong co loai nay thuong khong chi y 1am tai loi ich thyc té cua su tiéu
dung, ma dac biét chd y t6i nghia tuwong trung cua hang hoa. Hanh vi tiéu dung ¢
loai ngudi nay thuong dé bi kich dong, ngau nhién, bac phat.

- Pong co xudt phét tir tinh cam. Do kinh nghiém hoic do an tuong c6
san, ngudi tiéu ding c6 am tinh dic biét , c6 niém tin dic biét d6i voi ngudi ban

hang, san pham, doanh nghiép nao dé. Vi thé ho khéng nhimg thuong xuyén sir
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dung san pham caa doanh nghiép, ma con tuyén truyén cho né nita. Nhing
ngudi c6 dong co loai ndy 1a nhitmg ngudi tng ho thuc chat caa doanh nghiép.
Vi thé, trong kinh doanh can tich cuc gay dung tinh cam, 4n tuong tt dep, tao
dong co tinh cam ¢ ngudi tiéu dung.

¢ . Nhan thuc

Pong co thiic day con ngudi hanh dong. Song hanh cing dong co cua con
nguoi dién ra nhu thé ndo lai phu thudc rat 16n vao su nhan thac. Hai khéch
hang c¢6 dong co nhu nhau, nhung lya chon san pham, thuong hiéu ho mua cé
thé hoan toan khac nhau. D6 1a két qua cta nhan thie. Nhan thac 14 qua trinh
con ngudi chon loc, t6 chirc va ly giai thong tin dé hinh thanh mét buc tranh ¢6
¥ nghia vé thé giéi xung quanh.

Nhan thuc khéng chi phu thudc vao dac tinh caa tdc nhan kich thich ma
con tuy thudc vao méi tuong quan giira tac nhan kich thich voi méi truong xung
quanh va ban than cha thé. Con ngudi ¢6 thé nhan thac khac nhau vé cling mot
d6i tuong. Su khac biét nay do tac dong cua ba quy luat trong tién trinh nhan
thac: su chdl y chon loc, su boép méo ¢6 chon loc va su khic hoa.

Su chd y ¢6 chon loc 1a khuynh hudng lua chon thong tin ma con nguoi
nhan thicc duoc khi tiép xdc véi cac tac nhan kich thich. Bé tim kiém duoc cac
kich thich hay thong tin c6 kha nang gay dugc su chi y cao cia nguoi tiéu dung,
ching ta cd thé khai thac nhiing két luan khoa hoc sau: trong doi séng hang
ngay, con ngudi bi dit truéc mot khdi lwong d6 so cac tac nhan kich thich. Ho
kh6 c6 thé chu y duogc tat ca khdi lwong kich thich d6. Con ngudi ¢6 xu hudng
cha y dén céc kich thich gin véi cac nhu cau ¢ cha dinh. Néu khéach hang ¢ y
dinh mua mot chiéc may anh dat tién, anh ta s& quan tam dén cac nhan hiéu noi
tiéng nhu Nikon, Canon. C6 thé s& bé qua cac chuong trinh quang cdo vé cac
nhan hiéu chua c6 danh tiéng. Ho ciing dé bi 16i kéo su cha y khi tiép xuc véi

nhiing kich thich méi la, doc dao hoac khac biét mic binh thuong.
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Viéc sir dung cac ky thuat: mau sac di lap, tao ao giac trong trang tri,
ding 4m thanh hon ngudng binh thudng... 1a nhiing vi du dién hinh ma
marketing ap dung tao su cha y.

Sy bop meéo cua théng tin hay nhdn thac thién vi la khuynh huong sua
doi, diéu chinh thong tin dwoc chl y theo nhdn thirc ¢ san cia nguroi tidu ding.
Hién twong nay c6 thé tao ra su sai léch hoac thién vi caa ngudi tiéu ding vé
nhitng gi doanh nghiép cung wng cho ho. N6 khuyén céo cho nhiing nguoi lam
marketing rang su khdng hai 1ong vé nhiing hoat déng marketing khong trung
thuc hodc khong thoa madn nhu cau thi truong, doanh nghiép sé phai tra gia.

S Iuu giir ¢6 chon loc la khuynh hwong gii lai nhiing théng tin cing cé
cho quan diém ciia minh. Con nguoi c6 thé quén nhiéu nhing gi ho da biét. Va
chac chan, sy luu giit ¢6 chon loc 1a mot trong nhitng dic tinh ban niang cta con
nguoi. Nhiing nguoi 1am marketing can phai biét néu san pham tao dugc an
tugng tot cho khach hang, nhimng thong tin lién quan dén wu diém cua san pham
s& duoc khéach hang ghi nhé va ho c6 thé thd o voi nhitng wu diém cua san pham
canh tranh.

Diéu quan trong nhat khi nghién cu anh huéng cua nhan thic téi hoat
dong marketing chinh 14 moi nd luc marketing trudc hét phai tao dugc nhan thie
tbt trong tAm tri cua khach hang muc tiéu.

2 Sy hiéu biét (kinh nghiém)

Sir hiéu biét (kinh nghiém) cia con ngueoi la trinh @ cua ho vé cuge song.
Do 1a két qua twong tac cta dong co cac vat kich thich; nhitng goi y; su dép lai
va cung cd. Su hiéu biét (kinh nghiém) ma mdi con ngudi c6 dugc 1a do hoc hoi
va su ting trai. Phan Ién hanh vi cia con nguoi €6 s chi dao cua kinh nghiém.
Sy hiéu biét (kinh nghiém), gitp con nguoi kha ning khai quat hoa va phan biét
khi tiép xuc voi cac vat kich thich (cac hang hoa hoac dich vu). Chang han,
nhitng dau bép gioi s& d& dang nhan biét loai thuc pham nao 1a can thiét cho nhu

cau dinh dudng va dam bao tuoi ngon.
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Y nghia thyc tién caa “ly thuyét kinh nghiém” dbi voi marketing 13: nguoi
ta cO thé gia ting stc cau bang cach gin két san pham véi nhitng thic day cua
dong co, ddng thoi sir dung nhitng goi y mang tinh chét cang cé tich cuc. Véi
Cac san pham da c6 nhitng ghi nhdn tot trong hiéu biét cia khach hang, doanh
nghiép can phai duy tri va cang c6 nhiing cip nhu cau — san pham da phu hop
dong co cta ngudi mua; dong thoi to chic cac hoat dong marketing dé hd tro va
phat trién nhiing hiéu biét caa khach hang theo xu huéng tich cuc. Khi tham
nhdp vao thi trirong méi hodc cung ng san pham mdéi, cé gang khai thac nhiing
kinh nghiém vén c6 cua khach hang. Viéc kinh doanh s& d& dang hon so Vi
viéc thay d6i hiéu biét caa ho.

% Niém tin va quan diém

Théng qua thyc tién va su hiéu biét, con nguoi c6 dugc niém tin va quan
diém va chlng s& anh huong nguoc tré lai hanh vi caa ho.

Niém tin 1a sy nhan dinh chira dung mot ¥ nghia cu thé ma ngudi ta cé
duoc vé mot su vat hay hién twong nao d6. Chang han, nhiéu nguoi mua van tin
rang gia ca va chat luong hang héa c6 mdi quan hé ciing chiéu “gia cao — chat
luong cao”. Sy hinh thanh niém tin thudng bat nguén tir kién thie, du luan va
long tin.

Niém tin caa nguoi tiéu dung vé san pham, dich vu duoc xac lap s& tao
dung mot hinh anh cy thé vé san pham, dich vy d6 trong tam tri ctia ngudi tiéu
ding va anh huong quan trong dén hanh vi mua. Doanh nghiép can quan tam
dic biét dén niém tin cua ngudi tiéu dung dbi véi nhitng hang hda va dich vu cu
thé dé thiét ké nhitng san pham hoic hinh anh cua thuong hiéu dép ung duoc
niém tin cua ho. Khi niém tin cua nguoi tiéu ding bi sai léch s& gay tré ngau
dang ké cho cac quyét dinh mua. Trong tinh huéng nay, nhitng nguoi lam
marketing phai tén nhiéu cong thic méi sira dugc nhiing sai léch do.

Quan diém 14 nhitng danh gi, cam xUc va nhitng khuynh hwéng hanh

déng twong doi nhat quan vé mét su vat, hién twong hay mét y tuéng nao doé.
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Quan diém dit con nguoi vao mot khung suy nghi va tinh cam — thich hay
khong thich, cam thay gan giii hay xa lanh vé mot dbi twong hay mot y tuéng cu
thé nao d6. Nguoi tiéu ding sé tim dén nhirng san pham, thuong hiéu ma ho cé
quan diém tot khi dong co xuét hién. Quan diém rat kho thay do6i vi né dan dat
con ngudi hanh dong theo mot thdi quen kha bén vimg trong suy nghi va khi
hanh dong.

Hon nita, quan diém c6 mét cau tric logic béi nhiéu yéu té phic tap, nén
viéc diéu chinh n6 ddi v4i con nguoi rat kho khin. N6 doi hoi ngudi tiéu ding
khi hinh thanh mét quan diém méi can phai thay doi ca vé nhan thac 1an nhiing
thoi quen von ¢ va ho can co thoi gian. Vi vay, cach thic tét nhat ma doanh
nghiép can 1am 1a dinh vi san pham cta minh theo quan diém cta ngudi tiéu
dung hon 1a ¢ gang tim cach stra doi cac quan diém d6. Di nhién, chung ta ciing
phai thira nhan mot thyc té khi cung ng san pham méi can phai doi mat véi
viéc thay d6i quan diém cua nguoi tiéu dung. Vuot qua duoc thach thuc nay,
doanh nghiép c6 thé tao ra mot co hoi kinh doanh tét.

1.1.4. Qua trinh thdng qua quyét dinh mua

Dé c6 mot giao dich, ngudi mua phai trai qua mot tién trinh bao gom nim
giai doan : nhan biét nhu cau, tim kiém thong tin, danh gia cac phuong an, quyét
dinh mua, hanh vi sau khi mua.

So do 1.4. Qua trinh quyér dinh mua

Nhan biét » Tim kiém Panh gia Quyét Panh gia
nhu cau thong tin cac dinh mua sau khi
phuong an mua

- Nam giai doan cta quyét dinh mua duoc sir dung dé mé ta téng quat va
day da hanh vi mua mang tinh chét ly thuyét. Trong nhitng tinh hudng cu thé,

mot ngudi mua cu thé khdng nhat thiét phai bao ham day du ca cac budc noi
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trén. Nguoi tiéu ding c6 thé bo qua hodc dao 16n mot vai budc cua tién trinh
nay. Vi du : mot ba ndi tro di mua thtrc dn hang ngay & dia diém quen thudc, co
thé di thang tir “nhan biét nhu cau” dén “quyét dinh mua”, bo qua giai doan “tim
kiém thong tin” va “danh gia phuong an”.

1.1.4.1. Nhdn biét nhu cdu

Budc khoi dau cua tién trinh mua 12 sy nhan biét vé mét nhu cau muén
dugc théa man cia ngudi tieu dung. Nhan biét nhu cau 1a cam giac cua nguoi
tiéu dung vé mét si khac biét giira trang thai hién cé véi trang thai ho mong
muon.

Nhu cau c6 thé phat sinh do cac kich thich bén trong (tac dong cua cac
quy luat sinh hoc, tdm ly) hoac bén ngoai (cac kich thich marketing) hoac ca hai.
Khi nhu cau tro nén bic xtc, nguoi tiéu ding s& hanh dong dé thoa man.

Nhiém vu cta cac nha marketing tuong rng véi giai doan nay: nghién ctu
ngudi tiéu dung, phat hién nhiing loai nhu cAu nao dang phét sinh? céi gi tao ra
ching? va nguoi tiéu ding muén théa man chdng bang nhitng san pham, dich vu
cu thé nao? Tra loi dugc nhitng cau hoi ndy, chung ta co co s trién khai cac hoat
dong marketing, tao ra su quan tim va thuc day nhu cau ctua ngudi tiéu dung.
1.1.4.2. Tim kiém théng tin

Khi su thdi thlic cta nhu cau di manh, ngudi tiéu dung thuong tim kiém
thong tin lién quan dén san pham, dich vu c6 thé thoa man nhu cau va wdc mudn
ciia minh. Cuong do cua viéc tim kiém théng tin cao hay thap tiy thudc vao sic
manh cua su thdi thic; khdi luong thong tin ma nguoi tiéu dung di cé; tinh
trang cua viéc cung cap cac thong tin bo sung. ..

Khi tim kiém thong tin bo sung lién quan dén san pham, dich vu , nguoi
tiéu dung c6 thé st dung nhitng ngudn co ban sau:

- Nguon thong tin ca nhan: gia dinh, ban bé, ngudi quen. ..

- Ngudn thong tin thwong mai: quang cao, ngudi ban hang, hoi cho, trién

lam, bao bi, thuong hiéu.
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- Nguén thong tin dai chung: cac phuong tién truyén théng, du luan (tin
don)

- Kinh nghiém: khao sét truc tiép; ding thir; qua tiéu dung.

Mtic ¢6 anh hudng cua nhitng ngudn tin nodi trén thay doi tly theo loai san
pham va dic tinh cua khach hang. Chiang han ngudn théng tin thuong mai
thuong duoc ngudi tiéu ding truc tiép tiép can dé dén véi cac loai san pham
mé&i. Nguon tin c& nhan lai duoc str dung phé bién cho hanh vi mua theo thoi
quen hoac dinh ky.

Két qua cua viéc thu thap thong tin, nguoi tieu ding cd thé biét duoc céc
loai san pham hoic thuong hiéu hién c6 trén thi truong, marketing goi 1a “bd suu
tap diy du cac thuong hiéu”. Khi nguoi tiéu ding ¢ giai doan nay, marketing
can quan tdm va phan tich nhiing van dé cu thé sau:

- CO nhitng kénh thong tin ndo ma ngudi tiéu ding co thé tiép can dé thu
thap nhiing thong tin lién quan dén nhu cau théng tin caa ho.

- Nguon tin nao gay anh huong quan trong téi viéc tiép nhan san pham
hodc thuong hiéu caa doanh nghiép vao “bd suu tap nhan hiéu” cta nguoi tiéu
dung.

- Nhiing loai thong diép va kénh théng tin nao la phi hop dé nguoi tiéu
ding d& dang va thuan loi trong viéc tiép nhan va xt ly théng tin ma ho can.
1.1.4.3. Pdnh gid cdc kha nang (phwong dn) thay thé

Giai doan tiép theo cua qué trinh quyét dinh mua, ngudi tiéu ding sé xir ly
cac thong tin dé danh gia cac thuong hiéu c6 kha niang thay thé nhau, nham tim
kiém duoc thuong hiéu nao theo ho la hap dan nhat.

Van dé quan trong nhat 1a nhitng nguoi 1am marketing can ¢ gang kiém
soat dugc trong giai doan nay la nhirng cach thuc nguoi tiéu dung s€ st dung
trong ddnh gid cdc thwong hiéu c6 khd nang canh tranh véi nhau. Viéc nam bat
cach thirc danh gia ctia nguoi tiéu dung thuong gap nhiéu kho khan vi cac tinh

hudng mua cua ho rat da dang va phuc tap. Tuy nhién, van c6 thé khéi quét hoa
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dugc xu thé twong ddi phé bién trong hanh vi cia nguoi tiéu dung khi ho can
nhic, danh gia vé san pham, dich vu dé chon mua. Nhitng khuynh hudng co ban
gilp du doan dugc quan diém cua ngudi tieu dung phai ké dén la:

Thir nhdt, ngwoi tiéu ding thwong coi san pham 1a mét tgp hep cac
thugc tinh, phan anh loi ich cua san pham ma ho mong doi. Cac thudc tinh cua
san pham duogc nguoi tiéu ding quan tam 14 : dac tinh k¥ thuat, ly — hoa (thanh
phan, mau sic, ¢, kho...) ; dic tinh sir dung (thoi gian sir dung, tinh dic thu, d6
bén...) ; dac tinh tam ly (vé dep, su tré trung, su thoai mai, 1ong tu hao vé quyén
s& hitu...) va nhitng dic tinh két hop (gia ca, thuong hiéu, dong goi, dich vu hd
trg...). Va ho s& chi y nhat nhiig dic tinh c6 lién quan dén nhu cau cua ho.

Thi hai, ngwoi tiéu ding cé khuynh hwong phan logi vé mizc d¢ quan
trong cua cac thudc tinh noi trén. Thudc tinh quan trong nhat 1 nhitng thudc
tinh dap tmg dugc nhitng loi ich ma nguoi tiéu ding mong doi ¢ san pham dich
vu trong viéc thoa man nhu cau.

Thir ba, ngwoi tiéu ding cé khuynh hwéng xay dung niém tin ciza minh
géan voi cac thuong hiéu. Ho dong nhat niém tin caa minh vé san pham vai hinh
anh cua thuong hiéu. Vi du: niém tin caa ngudi tiéu ding vé chiéc 6td c6 chat
luong cao, su sang trong, gia ca dat, dong nhat voi thuong hiéu MERCEDES —
BENZ. Khuynh huéng nay tao loi thé cho cac thuong hiéu noi tiéng trong canh
tranh. Niém tin cua ngudi tiéu dung cé thé tao dung, thay d6i bang cac nd luc
marketing néu nhiing nd lyc dé dap tmg dugc sy mong doi cua ngudi tiéu ding
khi ho mua va sir dung san pham.

Thu tu, nguoi tiéu dung c6 xu huéng gan cho mdi thugc tinh caa san pham
mét chirc nang hiru ich — cac nha kinh té hoc goi 1a d6 hitu dung hay gia tri sir
dung. Nhung khi lya chon ngudi tiéu dung sé khéng chon gia tri st dung don 1¢€.
Ho s& chon nhiing san pham hodc thuong hiéu nao dem lai cho ho téng gia tri

tao su thoa mén téi da so vai nhitng chi phi ma ho phai bo ra dé mua sam va s
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dung san pham hay thuong hiéu d6. Ho ciing s& str dung quy tic nay dé tim kiém
san pham thay thé.

Khi kinh doanh & thi trudng trén thyuc té, cac khuynh huéng néi trén can
phai dugc xac dinh cu thé bang nghién ctu marketing.
1.1.4.4. Quyét dinh mua

Két thiic giai doan danh gia cac phuong an, nguoi tieu ding c6 mot “bd
nhan hiéu lya chon” duoc sap xép theo thu tu trong ¥ dinh mua. Nhiing san
pham, thuong hiéu duoc ngudi tiéu ding wa chudng nhat chac chan c¢é co hoi
tiéu thu Ion nhat. Song y dinh mua chua phai & chi bao dang tin cay cho quyét
dinh mua cudi cing. Tir y dinh mua dén quyét dinh mua thyc té, nguoi tiéu ding
con chiu su chi phdi caa rat nhiéu yéu t6 kim hdm (thai d6 cua ngudi khac,
nhitng yéu té hoan canh).

Théo g& anh hudng caa cac yéu té kim ham quyét dinh mua cua nguoi tiéu
ding 1a nhiém vu trong tdm cua marketing trong giai doan nay. Mudn lam duoc
diéu do, marketing can nghién ctu thi truong mot cach nghiém tac; doéng thoi
trién khai cac hoat dong xdc tién (quang céo, khuyén mai, PR...) va phan phdi
mot cach hiéu qua.
1.1.4.5. Panh gia sau khi mua

Su hai l1ong hoic khong hai 16ng sau khi mua va st dung san pham s& anh
huong dén hanh vi mua tiép theo ciia nguoi tiéu dung. Su hai 10ng hoic bat man
ctia ngudi tiéu dung 1a nguyén nhan quan trong nhat hinh thanh thai d6 va hanh
vi mua cuaa ho khi nhu ca tai xuat hién va khi ho truyén ba thong tin vé san pham
cho nguoi khac. Theo cac chuyén gia marketing “mot khach hang hai long la
nguroi quang cao tot nhat cho ching ta”.

Khi khach hang khong hai long, biéu hién thuong thay cau ho 1a: hoan tra
lai san pham hoic tim kiém nhiing théng tin bd sung dé giam bét su khé chiu
ma san pham mang lai. O mirc 6 cao hon, ho “tiy chay”, tuyén truyén xau vé

san pham, doanh nghiép. Tat ca cac tinh hudng trén déu bat lgi cho qué trinh
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mua tiép theo cua khach hang hién c6 va anh huong xau dén khach hang tiém
an. Nhiing y kién cua khach hang qua tiéu dung can duoc coi 1a nhitng danh gia
vé su thanh cdng hodc chua thanh coéng cta cac nd lyc marketing. N& luc
marketing nao tao duwoc mot thai do thién chi ¢ khach hang, chinh la giai phap
tét gilp doanh nghiép gia tang thi truong va duy tri khach hang trung thanh.
Nguoc lai véi nhiing thai do thiéu thién chi cua khach hang can phai tim giai
phap khic phuc. Ching la ly do tryc tiép lam “x6i mon” doanh thu cua doanh
nghiép va sy “lan san” cua cac thuong hiéu canh tranh. Tiép nhan nhiing phan
nan va khiéu nai cua khach hang duoc céc chuyén gia marketing coi la con
duong ngan nhat, tét nhat dé biét duoc nhimg gi khach hang chua hai long tir d6

diéu chinh céc hoat dong marketing caa minh.

1.2 Pic diém cia kinh doanh siéu thi va chién lwgc Marketing ciia doanh
nghiép ban Ié.

1.2.1. Khai niém, dic diém ciia ban hang theo hinh thac siéu thi; vi tri cia
siéu thi trong kénh phan phéi hang héa va nhiing khac bigt so véi thuwong mai
truyén théng.

1.2.1.1 Khai niém, ddc diém cia ban hang theo hinh thizc siéu thy.

Bén hang 1a mot hoat dong quen thudc cé thé bat gap rat nhiéu trong doi
song kinh té. San xuat hang hoa hay dich vu khong thé ty nhién ma dem lai két qua
ma phai nhd dén hoat dong ban hang. Khong c6 ban hang nghia 1a doanh nghiép
khéng tao ra duogc loi nhuan dé tiép tuc duy tri sy hoat dong va tai san xuat.

Hoat dong ban hang cé thé dién ra theo nhiéu hinh thic khac nhau.
Theo quy trinh kinh doanh thuong mai,ban hang la mét khau trong qué trinh tiéu
thu hang hoa trong d6 nguoi ban tim hiéu, kham pha, goi tao va dap (ng nhiing
yéu cau hay wdc mudn cua ngudi mua dé dap tng quyén loi thoa dang, lau dai
cua ca 2 bén. Nhu vay, ban hang duogc hiéu 13 qua trinh trao d6i giira ngudi ban

va nguoi mua: muc tiéu cua ban hang la xay dung quan hé lau dai cung co lgi.
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Tiép can ban hang véi tu cach 1a mot hanh vi ¢6 thé dinh hinh gitta ban hang
nhu sau:

Badn hang la hanh vi thwong mai Cua thwong nhdn trong do nguoi ban
c6 nghia vu phdi giao hang, chuyén quyén s¢ hitu cho ngiroi mua va nhdn tién.
Nguwoi mua c6 nghia vy trd tién cho ngwoi ban va nhdn hang theo thda thugn
cua ca hai bén.

Péi véi doanh nghiép, cang tiéu thu duoc nhiéu san pham, doanh
nghiép cang c6 co hoi phét trién. Hiéu qua cua qua trinh ban hang c6 anh huang
quan trong dén thanh cong caa doanh nghiép, vi vay hoat dong ban hang can
phai dugc chi trong, dau tu dung muc.

Mot trong nhirng hinh thirc ban hang hién dai da trd nén phd bién trén
thé gigi va bat dau phat trién tai Viét Nam 1a ban hang vai hinh thuc siéu thi. C6
thé noi rang kinh doanh siéu thi dang tré thanh mot xu thé, mot co hoi cho tat ca
doanh nghiép thuong mai. Siéu thi 1a mét khai niém duoc sir dung ¢ Viét Nam
khoang hon 15 nam trg lai ddy. Va c6 nhiéu dinh nghia khac nhau vé siéu thi.

Thuat ngir siéu thi trong tiéng Anh 1a “super market” bao gébm 2 thanh té:
“super” 1a siéu va “market” c6 nghia 13 “thi” hay “cho”. Vi vy da c6 nhiéu y
kién cho rang siéu thi 1a mét loai chg vin minh, dugc to chic va qui hoach cu
thé, co co sé vat chat hién dai.

Tai Phap, nhac téi siéu thi 1a nhac téi don vi ban 1é hang hoa va ban hang
theo phuong thirc ty phuc vu. Siéu thi co dic diém l1a c6 dién tich rong ( tir 400
m? tr& 1én) nhung khong sau, ¢ tir 5.000 dén 10.000 mit hang tiéu dung théng
thuong nam trong khu dan cu do thi, nhan manh dén gia ca hap dan.

Tai My nguoi ta dinh nghia “Siéu thi” 1a mét loai cira hang tu phuc vu
tuong doi 16n, c6 mac chi phi thap, ty suat 16n lgi nhuan khong cao va khéi
luong hang hoa bén ra 16n, dam bao théa méan day du nhu cau caa nguoi tiéu
ding vé thuc pham, bot giat, cac chat tay raa va cac mat hang chim séc nha

bh

cua...
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Siéu thi & Anh lai dugc hiéu nhu sau: “Siéu thi 12 cira hang budn bén tap
pham, thuc pham, do udng va cac loai hang hoa khac. Siéu thi thuong dugc dit
& céc thanh phé, doc duong cao téc hoic trong nhitng khu budn ban, c6 dién tich
khoang 4.000 m* d¢én 25.000 m?”.

Theo tir dién kinh té thi truong tir A dén Z: “Siéu thi 1a ctra hang tu phuc
vu bay ban nhiéu mit hang dap tng nhu cau tiéu dung hang ngay caa ngudi tiéu
dung nhu thuc pham, d6 ung, dung cu gia dinh va cac vat dung can thiét khac”.

Theo Vién nghién ctru Thuong mai Viét Nam, siéu thi ¢6 cac dac trung:

- Bong vai tro 1a ctra hang ban I¢. Siéu thi thuc hién chirc nang ban 1é ban
hang hoa tryuc tiép cho nguoi tiéu ding cudi cung dé ho sir dung chi khéng phai
dé ban lai. Pay 1a mot kénh phan phdi & mac phét trién cao, dugc qui hoach va
t6 chuc kinh doanh dudi hinh thic nhitng cira hang qui mé, co trang thiét bi, co
s vat chat hién dai, van minh, do thwong nhan dau tu va quan 1y dugc Nha
nudc cip phép hoat dong.

- Ap dung phuong thirc tu phu vu (seft — service hay libre — service ): day
1a phuong thirc ban hang do siéu thi sang tao ra, duoc tng dung trong nhiéu loai
ctra hang ban 1é khac va 1a phuong thicc kinh doanh chu yéu cua x& hoi vin
minh... Gira phurong thirc tu chon va phuong thirc tu phuc vu c0 su khac biét:

+ Tu chon: khach hang sau khi chon mua duoc hang hda s& dén chd nguoi
ban dé tra tién hang, tuy nhién trong qué trinh mua van c6 su giup d&, hudng
dan cua nguoi ban.

+ Tu phuc vu:khach hang xem xét va chon mua hang, b6 vao gié hoac xe
day dem di va thanh toan tai quay tinh tién dat gan 16i ra vao. Nguoi ban vang
bong trong qua trinh mua hang.

- Phuong thirc thanh todn thuan tién: hang hda gan ma vach, ma sé duogc
dem ra quay tinh tién & gan cira ra vao, dung may quét dé doc gia, tinh tién bang

may va tu dong in hoa don. Pay chinh 1a tinh chat “siéu viét” cua siéu thi, dem
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lai sy thoa mén cho nguoi mua sim. Pic diém nay duoc danh gia 1a cudc “dai
cach mang” trong linh vuc thuong mai ban Ié.

- Sang tao nghé thuat trung bay hang hoa: qua nghién cuu cach thirc van
dong cua nguodi mua hang khi vao cira hang, ngudi diéu hanh siéu thi ¢ cach b
tri hang héa thich hop trong tirng gian hang nham téi da héa hiéu qua caa khong
gian ban hang. Do ngudi ban hang khéng cd mit tai cac quay hang nén hang hoa
phai c6 kha ning “tu quang cdo”, 16i cuén ngudi mua. Siéu thi lam duoc diéu
nay théng qua cac nguyén tac sap xép, trung bay hang hoa nhiéu khi dugc nang
Ién thanh nhitng tha thuat. Chang han, hang c6 ti suat lgi nhuan cao duogc wu tién
xép & nhitng vi tri dé thay nhat, dugc trung bay véi dién tich 16n; nhitng hang
hoa c6 lién quan dén nhau dugc sap xép gan nhau; hang héa khuyén mai phai
thu hat khach hang bang nhitng kiéu trung bay dap vao mat; hang cé trong
lugng 16n phai xép dudi dé khach hang dé lay; bay hang véi sb luong 16n dé cho
khach hang ¢ cam giac 1 hang hoéa duoc bén rat chay...

- Hang hoa chu yéu 1a hang tiéu dung thuong ngay nhu: thuc pham, quan
40, bot giat, do gia dung, dién tir...v6i chung loai rat phong phu va da dang. Siéu
thi thuoc hé thdng cac cira hang kinh doanh tong hop, khéc véi cac cira hang
chuyén doanh chi chuy@n sau vao mot hoic mot sé6 mat hang nhat dinh. Theo
quan niém cua nhiéu nuéc, siéu thi phai 1a noi ngudi mua cé thé tim thay moi
thi ho can ¢ “dudi mot mai nha” va voi mot mic gia “ngdy nao ciing thap”
(everday — low — price). Chung loai hang hoa cua siéu thi c6 thé 1én tsi hang
nghin, tham chi hang chuc nghin loai hang. Thong thudng, mot siéu thi co thé
dap tmg dugc 70 — 80% nhu cau hang héa cua nguoi tiéu dung vé an udng, trang
phuc, my pham, do 1am bép chat tay rira, vé sinh. Chua ban dén van dé chat
lwgng, co thé thay siéu thi 1a loai cira hang phuc vu cho dai da sé tang 16p dan cu
va phan nhiéu la tang 16p binh dan.

Trong céac dac trung trén, phuong thirc ban hang tu phuc vu va nghé thuat

trung bay hang hoa cua siéu thi da@ mé ra ky nguyén thuong mai ban Ié van minh
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hién dai.

Tai Viét Nam khi nhiac dén Siéu thi ciing c6 nhiéu hinh dung khac nhau. Dé
théng nhat khai niém nay, thuan tién cho thuc hién cac luat kinh doanh lién quan
dén siéu thi, van ban kém theo quyét dinh sé 1371/QD — BTM ban hanh ngay
24/ 09/ 2004 cua Bo truong Bo Thuong mai (nay la B Cong thuong) da dua ra
qui dinh, khai niém vé siéu thi nhu sau:

“Siéu thi & loai hinh ctra hang kinh doanh hién dai, c6 thé 1a kinh doanh
tong hop hoic chuyén doanh; ¢6 co cau hang hda phong phim da dang, dam bao
chat luong, dap tng cac yéu cau vé dién tich kinh doanh, vé trang bi ky thuat va
trinh d6 quan ly, to chic kinh doanh; c¢6 cac phuwong thiic phuc vy van minh,
thuan tién nham thoa man nhu cau mua siam cho khach hang”.

Nhu vay, kinh doanh theo hinh thic siéu thi cd nhiing dac trung riéng,
kh&c véi nhitng hinh thic khac. Siéu thi ra doi giai quyét su mau thuan giira mot
bén 13 san xuat qui mo 16n, san xuat hang loat, mot bén 1a thi quen mua sim
nho Ié, mua sam nhiéu san pham va lua chon nhiéu nha cung cap khac nhau cua
nguoi tidu dung - khi lwong hang héa ngay cang nhiéu, ngay cang phan hoa thi
su ra doi cua siéu thi cang c6 y nghia, né dem lai co hoi lya chon , so sdnh, mua
sam nhiéu loai mat hang khac nhau ngay tai mot dia diém véi khong gian rong
rai, hang hoa dugc sap xép khoa hoc va phong cach phuc vu hién dai. Tur khai
niém siéu thi, c6 thé thiy mot sé dac diém noi bat caa hinh thac kinh doanh nay.

The nhdt, ban hang theo hinh thirc siéu thi 1a ban hang hién dai. Ty phuc
vu 1a mot phuong thie kinh doanh trong yéu nhung khong phai bat cir dau c6
phuong thirc ban hang ty phuc vu ciing déu 1a siéu thi. Vi vay, viéc trién khai
hoat dong ban hang c6 nhiing qui tic nhat dinh va yéu cau nhat dinh vé tinh
chuyén nghiép, ky nang va hinh thirc cua hoat dong ban hang.

Thet hai, co sé vat chat phuc vu cho hoat dong ban hang, tai cac siéu thi
c6 nhiéu diém khéac. Mac du co6 thé ban hang tu chon hoic ban hang truyén

théng nhung hién nay da sé khi nhac toi siéu thi nguoi ta déu phat trién hinh
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tharc mua hang tu chon. Pidu d6 c6 nghia 13 cong viéc cta nhan vién siéu thi
phai dugc chuyén mon hda, phai co ké trung bay hang hoa, hé théng an ninh
phai dugc trang bi dép @ng yéu cu...

Thet ba, dién tich, qui md cua mot siéu thi phai dap tng duoc muc toi
thiéu mai dugc phép kinh doanh siéu thi. S6 luong c4c san pham ciing dugc qui
dinh. Doi hoi viéc td chirc ban hang phai theo mot hé théng chit ché dé c6 thé
kiém soat duoc lugng hang héa ciing nhu danh gia duoc tinh hinh hoat dong cua
siéu thi.

Thet tir, ban hang & siéu thi can dap wng cac yéu cau cao vé chat luong
hang hoa, dong thoi hang héa luu chuyén nhanh va nhiéu nén cong tac tao
ngudn du trir can phai dugc can dbi va tinh toan hop ly.

Thet ndm, khéch hang cua cac siéu thi c6 dac diém khac véi cac hinh thic
ban hang thong thuong, dac biét la cac siéu thi ban lé. Vi du, nguoi di siéu thi
hang tiéu dung la nhom khach hang noi tro va khach hang la phu nir 16n hon
khach hang la nam gidi. Do d6 cac bién phap marketing ciing phai dugc tinh
toan ky dé t6 chirc cho phu hop.

Mot khéi niém ciing can dugc 1am rd d6 1a mo hinh kinh doanh Pai siéu
thi (Hyper marche’s), md hinh kinh doanh cua Big C Hai Phong — chu thé
Marketing trong dé tai nay, dang trién khai va nhin chung & Viét Nam it c6 su
phan biét vai md hinh siéu thi néi chung.

Trai nguoc V4i siéu thi bat nguon tir My, nhimg dai siéu thi c6 nguon
g6c chau Au (bat dau xay dung tai Phap va Cong hoa lién bang Déc vao thap
nién 60) sau d6 mai pho bién sang My.

Tai Phap, dai siéu thi dugc dinh nghia 1a don vi thuong mai ban 1é khéi
lugng 16n tai mot dia diém, dya trén nguyén tac ban hang tu phuc vu va qui mé
|6n hon nhiéu so véi siéu thi,

- Dién tich ban hang: 5000 m? — 20.000 m?

- Pia diém: ngoai vi thanh phé, gia thué dat re
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- Tap hop hang hoa lon: khoang 40.000 — 50.000 chung loai hang

Nguyén tic co ban cta hoat dong cua hoat dong kinh doanh dai siéu thi &
Phép la:
Mua sdm tai mét dia diém + Gia ré + Tw phuc vu + Chi phi thdp + Bai dé xe

* Ty phuc vu ¢6 nhiéu vu diém so vai cach ban hang truyén théng

- Pbi voi doanh nghiép: tu phuc vu gidp doanh nghiép co thé tiét kiém
duogc chi phi ban hang, dac biét la chi phi tra luong cho nhan vién ban hang
(thuong chiém téi 30% tong phi kinh doanh)

- B6i véi nguoi mua: tu phuc vu gitp nguoi mua cam thay thoai mai khi
duoc tu do lya chon, ngdm nghia, cham vao, so sanh hang héa ma khéng cam
thay bi can trg tir phia nguoi ban.

C6 thé noi, siéu thi chinh la nha tién phong trong ban hang tu phuc.
Nhitng thir nghiém dau tién cua viéc ban hang theo phwong thuc tu phuc vu da
chung t6 rang, ngudi mua thudng c6 xu hudng mua nhiéu hon mot khi ho khdng
duoc hoi vé hang hoa va khong duoc khuyén 1a nén mua céi gi. Cung véi tu
phuc vu, cach trung bay hang hoa cua siéu thi da khuyén khich hanh vi mua
hang tly hing cua khach hang. Su thanh cong cua siéu thi da khich 18 viéc pho
cap mé hinh tu phuc vu cua siéu thi trong hé thdng ban I¢ hién hanh nham tiét
Kiém chi phi lao dong.

Tom lai, c6 thé co rat nhiéu dinh nghia khac nhau vé siéu thi nhung tir
cac dinh nghia khac nhau nay, nguoi ta van thay nhitng nét chung nhat cho phép
phan biét siéu thi véi cac dang ctra hang ban ¢ khac. Do 1a siéu thi ap dung
phuong thic ty phuc vu, qui md hang héa 16n va cha yéu dap wng nhu cau tiéu

dung hang ngay.
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1.2.1.2 Vi tri cia siéu thj trong k&nh phan phdi hang héa va nhizng khac biét so
Véi thwong mai truyén thong.

Siéu thi 1a mot trong nhitng trung gian ban 1é trong kénh phan phéi, cé
chtrc nang phét hién nhu cau cua khach hang, tim va ban nhitng hang héa & thoi
gian, dia diém va theo cach thac ma cac khach hang mong muédn. Trong linh vuc
ban 1¢, md hinh siéu thi ban I¢ ngay cang tro nén Ién manh, tham chi hinh thanh
nhiing “dé ché” khong 16 trong kinh doanh véi sitcc mua va thi phan lén. Ho con
c6 kha nang anh huong dén céc hoat dong cua cac thanh vién khéac caa kénh
(ngudi ban budn va ngudi san xuat).

So do 1.5: Cac kénh phan phaéi san pham tir nha san xudt cho téi nguwoi tiéu

dung cuai cing.

MNha SX MNha SX Nha SX Nha SX
Paily
ban si

A 4 l
MNha ban si MNha ban si
A 4 l l
MNha han & Nha han & MNha han &
l I } I
MNoguriri tiéu MNogureiri tigu MNgurdri tigu MNogurcri tiéu
duno duna duno duna

Kénh true tigp Kénh 1 cap Kénh 2 cap Kénh 3 cap

Cac cong viéc phan phéi duoc thuc hién boi nguoi ban 1é néi chung trong
d6 ¢o cac siéu thi ban lé.
1. Bua ra sy hd tro vé con ngudi va vat chat dé nha san xuat va ngudi ban buén
c6 thé c6 nhiéu diém tiép xtc voi khach hang gan véi vi tri sinh séng cuaa ho.
2. Cung cap viéc ban hang c4 nhan, quang cao va trung bay dé ban céac san pham
ctia ngudi san Xuat.

3. Phat hién nhu cau tiéu ding va truyén nhitng thdng tin nay tro lai qua kénh.
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4. Phan chia s6 luong hang hda thanh nhiéu luong nho phil hop véi nhu cau tiéu
ding, qua do tiét kiém chi phi cho ngudi cung cap (bang viéc chap nhan khoi
lwong van chuyén tuong tung) ddng thoi tao thuan lgi cho nguoi tiéu ding.
5. Thuc hién du trit, tdn kho dé ngudi cung cap 6 thé ¢ du trix tdn kho rong 16n
san pham cua ho & vi tri chi phi thap va c6 thé cho phép ngudi tiéu dung tiép xuc
tién loi nhat véi san pham cta nguoi san xuat va nguoi ban buén.
6. San sé rui ro véi nguoi san xuat (hay ban budn) bang viéc dé nghi va chap
nhan phan phéi truéc mia tiéu thy.

Kinh doanh siéu thi Ia hinh thac kinh doanh hién dai, c6 nhitng khac biét
dang ké so véi céc loai hinh kinh doanh truyén théng. Nhiing khéc biét d6 duoc
tong két & bang 1.1 dudi day.

Bdng 1.1 So sdnh thwong mai truyén théng va thwong mai hién dai

Thwong mai truyén théng Thwong mai hién dali
- Ban hang roi - Ban hang vai bao goi tiéu thu
- Gia ca khong niém yét va cd thé - Gia ca niém yét rd rang, khdng mac ca
MAcC ca - Khong gian gan giii véi khach hang,

- Gan giii va dé lai ddu 4n vé thai do | thai ¢ khach quan hon

dac biét phuc vu khach hang - C6 t6 chuc chit ché

- Khong c6 cac tiéu chi danh gia két | - C6 cac chi s6 vé quan ly rd rang

qua hoat dong kinh doanh rd rang - Tinh toén k¥ cang su lua chon tap hop
- Khdng c6 cac tiéu chuan lya chon | hang hda

hang hoa rd rang - Hé thdng thanh toan hién dai

- Khéng thuc hanh hé thong ké toan | -Thuc hanh nguyén tic ké toan bat
hoan chinh buoc

- C6 co s& vat chat, ha tang hién dai

- Hé thdng cira hang duoc t6 chuc theo

chudi xich
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1.2.2. Chién Iwec Marketing ciia doanh nghiép ban 1é.
1.2.2.1 Khai niém

Theo nghia thong thuong, chién lugc (xuat phat tir géc Hy Lap la
strategos) 1a mot thuat ngir quan su dung dé chi ké hoach dan tran va phan b
luc lugng nhim danh thang ké thd. Carl von Clausewitz — mot nha binh phap
cua thé ky XIX da mo ta chién luoc 1a “l1ap ké hoach chién tranh va hoach dinh
cac chién dich tac chién. Nhiing chién dich ay s& quyét dinh su cam két hanh
dong cua ca nhan”. Gan day hon, str gia Edward Mead Earle da dinh nghia chién
lugc 1a “nghé thuat kiém soat va ding ngudn luc cua mot qudc gia hoic mot lién
minh giita cac qudc gia nham muc dich bao dam va gia ting hiéu qua cho quyén
loi thiét yéu ctiia minh”.

Ngay nay, cac to chtc kinh doanh ciing ap dung khai niém chién luoc
twong ty nhu trong quan ddi. Chién luoc 12 ké hoach kiém soat va sir dung
ngudn luc caa to chirc nhu con ngudi, tai san, tai chinh... nham muc dich nang
cao va bao dam nhitng quyén loi thiét yéu cia minh. Theo gido su Micheal
Porter caa truong kinh doanh Harvard, chién luoc 1a “mot ké hoach hanh dong
c6 quy md I16n lién quan dén viéc tro nén khac biét dé c6 duogc loi thé canh
tranh. Porter viét “Chién luoc canh tranh lién quan dén sy khac biét. Viéc lua
chon cén than c&c hoat dong khac biét s& tao ra mot tap hop gia tri doc dao”.

C6 nhiéu dinh nghia khac nhau vé chién lugc Marketing nhung don gian
nhat c6 thé hiéu chién lugc Marketing 1a cach ma doanh nghiép thuc hién dé dat
dugc muyc tiéu Marketing va thudng lién quan dén 4Ps: san pham, gia ca, phan
phdi va xuc tién hdn hop. 4 chinh sach nay c6 quan hé chit ché, bo tro cho nhau.
1.2.2.2 Chién lwoc Marketing cia cac doanh nghiép ban lé

Ban lé 1a tat ca nhiing hoat dong cé lién quan dén viéc ban hang hoa hay
dich vu tryc tiép cho nguoi tiéu thy cudi cing dé ho sir dung cho ban than chi
khong phdi kinh doanh. Cé nhiéu t chirc — nha san xuat, nha ban buén, nha ban

Ié - thuc hién chic ning ban 1¢, nhung phan I6n cbng viéc ban I¢é 1a do nhiing
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nha ban 1¢ chuyén nghiép thuc hién. Viéc ban 1¢ c6 thé thuc hién qua nhan vién
ban truc tiép, buu dién, dién thoai hay cac may bén 1é tu dong.
% Cac deng nha ban lé

Cac nha ban Ié thudc du loai quy mé va hinh thie, va ludn xuat hién thém
nhitng kiéu ban 1& méi. Cac chirc nang phan phdi do cac nha ban 1¢ thuc hién c6
thé phdi hop theo nhiéu cach khac nhau dé tao ra cac dang méi cua dinh ché ban
lé. C6 thé phan loai nhitng nha ban Ié theo mot s6 cac tiéu chi sau day:

- Theo s6 luong dich vu nha béan 1é cung cap, nguoi ta chia ra 3 loai béan 1é
véi mie do cung cap dich vu tir it &én nhiéu. Céc nha ban I¢ tu phuc vu cung
cap rat it dich vy. Cac nha ban 1é cung cap dich vu han ché, chi cung cap mot s6
it dich vu. Cac nha ban I¢ cung cap dich vu day du vai nhiéu loai dich vu hoan
chinh cung cap cho khach hang va véi gia ban cao.

- Theo nhitng mat hang ma ban Ié ban nguoi ta chia ra ctra hang chuyén
doanh, ctra hang bach hoa, siéu thi, ctra hang tién dung va cta hang cao cap.
Cua hang chuyén doanh ban nhitng dong sdn pham hep va chuyén sau. Cira
hang béach hoa bay ban nhiéu mit hang khac nhau, méi mat hang 1a mét quay
riéng. Siéu thi 1a nhitng trung tdm ban 1¢ 1én, chi phi thap, tu phuc vu gia thap,
doanh sé ban cao. Cura hang tién dung la nhitng ctra hang béan Ié nho, ban mét s6
mat hang phuc vu nhu cau thudng xuyén cta nguoi tiéu ding.

- Theo gi& ban caa nha ban 1é nguoi ta chia ra ctira hang chiét khau (giam
gid), ctra hang kho, ctra hang béan bang catalogue. ..

- Theo phuong phap hoat dong cua nha ban Ié chia thanh ban lé qua cua
hang va ban 1é khdng qua cira hang. Ban hang khong qua ctra hang c6 nhiéu
hinh thirc nhu dat hang qua thu, may ban hang, mua hang qua may tinh, qua
dién thoai va ban I¢é tai nha.

- Theo hinh thac sé hitu chia thanh ctra hang ban 1¢ doc l1ap, chudi tap
doan, hop tac ban 1&, hop tac x4 tiéu thu va cac dai 1y doc quyén kinh tiéu. Cac

ctra hang doc 1ap do mot cac nhan lam chu va ty quan ly. Chudi tap doan thuong
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gom nhiéu cira hang béan I¢ thudc cling mot cha sé hitu, ban nhitng mat hang
tuong ty nhu nhau va viéc mua ban c6 su diéu hanh tap trung. Hop tac xa ban lé
gom mét s6 cac nha ban 1¢ doc 1ap lién két lai va thanh 1ap mot s6 t6 chuc thu
mua cO tinh chét tap trung va diéu hanh cac cong viéc ban hang va quang céo
théng nhat. Hop tac x& tiéu thu 1a t6 chirc ban 1é do chinh cac khach hang thanh
lap ra. Cac dai 1y doc quyén kinh tiéu 1 nhiing lién két theo hop dong giira bén
cha quyén (nha san xuat, nha ban budn hay t6 chirc dich vu) va bén nhan quyén
(cac nha ban 1é) mudn mua quyeén so hitu va quyén kinh doanh san pham.

- Theo dia diém qui tu ctra hang ngudi ta chia ra thanh khu kinh doanh
trung tam, trung tim mua ban vung, trung tdm mua ban dia phuong, trung tdm
mua ban can ven.

% C4c quyét dinh marketing 4 P ciza nha ban lé

Cac quyét dinh marketing chil yéu cta ngudi ban Ié thuong nham vao thi
truong trong diém, vao loai hang va dich vu ma ho cung cap, vao gia ca quang
c4o va dia diém caa hang.

a. Quyét dinh vé thj truong trong diém

Trudc hét nha ban Ié phai xac dinh rd va thu thap théng tin vé thi truong
trong diém va quyét dinh xem hoat dong cua minh s& duoc dinh vi nhu thé nao
trong thi truong d6. Quyét dinh dinh vi s& hudng dan moi quyét dinh marketing
khac ctia nha ban Ié va nguoc lai moi hoat dong marketing khac déu phai gop
phan cung cb sy dinh vi d6 ctia nha ban 1¢é trén doan thi trudong da chon.

Nha ban 1¢ thuong dinh ky tién hanh nghién ctu thi truong dé dam bao
thoa man dugc khach hang muc tiéu cia minh. Néu cta hang khdng thu hat
dugc khach hang da chon, n6 phai chuyén sang nhém khach hang khac hoac
phai dinh vi lai bang céc bién phap marketing thich hop dé thu hat duoc khéach
hang muc tiéu.

b. Quyér dinh vé nhitng mét hang va dich vy ma nha ban 1é cung cap —

Product.
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Nha ban Ié phai quyét dinh vé 3 yéu t quan trong c6 lién quan dén san
pham: tap hop san pham s& ban, hdn hop céac dich vu khach hang, va bau khong
khi trong ctra hang.

Hon hop san pham ma nha ban ¢ ban phai phi hop véi ¥ d6 mua sam cua
thi trudng muc tiéu. Thuc té, day 1a yéu té c6 tinh chat quyét dinh trong cudc
canh tranh gitta cac nha ban Ié cing loai v6i nhau. Bong thoi ho ciing phai quyét
dinh vé chat lugng hang héa bai vi khach hang quan tam dén chét luong khi lua
chon mua.

Cac nha ban Ié con phai quyét dinh vé hdn hop dich vu danh cho khéch
hang nhu giao hang tan nha, ban chiu, bao hanh, stra chira. ..

c. Quyét dinh vé gia ban — Price.

Gi4 ca 1a yéu té canh tranh cha yéu gan lién vai chit lugng hang hoa va
cac dich vu kém theo. Gié ban I¢é dugc xac dinh dua trén co sé gia mua vao cong
véi chi phi caa nha béan 1é va loi nhuan mong muén vi vay muén giam gia béan
phai giam duoc chi phi mua vao hoic (va) giam loi nhuan mong mudn. Nha ban
I¢ phai biét cach dinh gia khac nhau cho nhitng nhém hang hda khac nhau va
diéu chinh gia thich hop khi thi truong thay doi.

Chién lugc gia bao gom 4 noi dung co ban :

- N&dm bat va du bdo mét cach chinh xac muc d6 anh hudng cua cic nhan
t6 tac dong dén céac quyét dinh vé gia.

- Xéc dinh mutc gia chao hang, gia béan, gia san pham méi, khung gia, gia
gidi han, thoi han thanh toan.... D6 1a viée xac dinh nhitng muc gia cu thé cho
tirng mat hang, kiéu kénh phan phéi, thoi gian va dia diém tiéu thu, phuong thirc
thanh toan. Viéc tim kiém cac phuong phap dinh gia khoa hoc 1a vin dé quan
trong nhat ctia ndi dung nay.

- Ra c4c quyét dinh vé diéu chinh va thay d6i theo moi truong kinh doanh

lubn bién doi.
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- Lwa chon nhitng trng xur thich hop trudc nhitng hoat dong canh tranh qua
gia ca.

d. Quyér dinh vé xUc tién hén hgp — Promotion.

Nha ban I¢ phai biét cach sir dung hdn hop céc cong cu xuc tién nhu
quang céo, ban hang truc tiép, khuyén mai va tuyén truyén. Ho thuong quang
c4o trén nhat béo, tap chi, truyén thanh va truyén hinh. Ho ciing str dung pho
bién céc to quang céo truc tiép qua buu dién. Ho chl trong dao tao nhan vién
ban hang vé moi mat. Viéc khuyén mai c6 thé 1am duéi dang phiéu thuong hay
qua tang.

e. Quyét dinh vé dia diém — Place.

Chon dia diém dit cira hang ban Ié ciing 13 yéu t cd tinh chat quyét dinh
dén kha nang thu hat khach hang caa nha ban 1é, chi phi xay dung hay thué co
s& & tac dong 16n dén loi nhuan cua nha béan lé. Bai vay, cac nha ban 1é phai rat
can than khi chon dia diém. C4c nha béan I¢ nhé c6 thé bang long véi dia diém cé
san nhung nhitng nha ban I¢ 16n thuong chon dia diém bang cac phuong phap
tién tién.
1.2.2.3 Tam Iy trong céc chién liroc Marketing ciia nha ban 1é

< Tam ly trong thiét ké sdn phdm méi

Nhitng san pham duoc goi 1a san pham méi c6 thé 1a: san pham hoan
toan mai (Méi duoc sang tao ra); san pham cii nhung duoc cai tao bang vat lidu
méi; san pham dyoc cai tién tir san pham cii, van giit nguyén cong dung nhung
chi cai tién vé mat thiét ké, nguyén liéu ning cao tinh ning. ..

Nhu cdu ciia nguwoi tiéu ding vé sdén phdm mdi

Pé thiét ké san pham méi phu hop véi tdm 1y nguoi tiéu ding thi
nguoi thiét ké can hiéu rd nhu cau caa ho vé san pham mai. Nhu cau vé san
pham méi thuong biéu hién cu thé nhu sau:

- Nhu cau vé déi méi va y nghia twong trung. Mot trong nhiing nhu

cau ctia nguoi tiéu dung 1a chudng cai dep, ua cai méi, mudn theo kip thoi dai.
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Chinh nhitng nhu cau nay 1a nguén dong lyc thuc ddy khach hang hudng téi tiéu
ding nhirng san pham méi. Ngoai ra, tinh doc dao ca san pham méi kich thich
nguoi tiéu dung thong qua ¥ nghia tuong trung ctia san pham. C6 nghia 1a khi
ding mot san pham ngudi ta thudng tudng twong, so sanh, lién tuong téi mot
diéu nao d6. Tinh tuong trung cua san pham chu yéu 1a tinh tuong trung thoi
dai, tinh tuong trung dia vi, tinh twong trung nghé nghiép, tinh tuong trung lira
tuoi.

- Nhu cdu vé an toan tién loi khi si dung. Khi mua mot san pham nao
d6, nguoi tidu ding bao gio cling xem xét san pham d6 cé tién loi khong, thao
tac c6 don gian khong, di chuyén, bao dudng, sira chira ¢6 dé dang hay khong.

Nhu cau tién loi thoai mai doi hoi cau tao san pham phai phl hop Véi
két cau sinh Iy va yéu cau st dung cia con nguoi. Vi du xe du lich caa Nhat Ban
XUat sang cac nudc chau Au dugc thiét ké thoang rong hon, phan tua lung cua
ghé ngdi co thé tu dong diéu chinh. Do dugc thiét ké phu hop véi than hinh cao
tonén khi nguoi chau Au si dung nhiing chiéc xe d6 cam thay rat thoai mai va
tién loi.

- Nhu c4u tham my. Céc san pham duoc ché tao ra khéng nhiing dé
dap tng nhu cau str dung, ma con phai dap tng nhu cau tham my. Vi vay san
pham khdng nhitng phai c6 gia tri sir dung cao, ma con phai dep. Tuy nhién, su
cam nhan vé cai dep cua mdi nguoi mdi khac nhau va quan niém vé cai dep
cling thay doi theo thoi gian. Vi vay, san pham phai pht hop véi hing thd tham
my cua timg doan thi trudng cu thé.

- Nhu cau tu thé hién. Con ngudi chung ta ai cling mudn thé hién tinh
cam ban than: thé hién cé tinh, thé hién tai nang, thé hién tinh sang tao. Vi vay,
néu san pham mai thoa man duoc nhitng nhu cau d6 thi s& duoc ngudi tiéu ding
hao hirg don nhan.

Céc yéu cdu khi thiét ké san phdam méi.
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- San phdm méi phdi phil hop véi tinh da dang, tinh bién déng cua nhu
cau nguroi tidu dung.

Khi thiét ké san pham méi can luu y t6i nhitng thay d6i sau day cua
tam ly nguoi tiéu dung:

+ Thoi quen tiéu dung thay ddi theo chiéu huéng cé tinh hod, vi vay
chu ki vong doi san pham duoc rat ngan mot cach tuong doi.

+ Thay d6i Vé co cdu tiéu dung. Ngay nay ngudi dan thanh thi quan
tam dén viéc “an ngon, mic dep” hon 1a “4n no, mic 4m”. Pdi song tro nén
khan treong hon, vi thé ho tiéu ding nhitng san pham thudc loai “an 1ién” nhiéu
hon. Va co cau nhu cau da dich chuyén tir chd nhu cau tu nhién chiém ti trong
I6n sang nhu cau tinh than xem 1a quan trong hon (ngay nay luong ngudi di du
lich, xem van nghé, doc sach béo tré nén nhiéu hon).

+ Thay doi trong céch thuc quyét dinh tiéu dung. Tinh dan chi duoc
dé cao nén céc quyét dinh lién quan dén tiéu dung nhu mua gi? mua bao nhiéu?
mua khi nao?... thudng duoc moi thanh vién trong gia dinh ban bac va dé xuat,
khong con nhiéu hién tuong quyét dinh doc doan ctia mot ngudi trong gia dinh.

+ Thay doi vé thdng tin tiéu ding. Ngay nay, khi quyét dinh mua hang
nguoi tiéu ding co rat nhiéu thong tin dé tham khao qua nhiéu kénh khac nhau.

+ Vi thé ctia nguoi tiéu ding cang tré nén dic biét quan trong.

- Thiét ké san pham méi phdi c6 nhitng dic diém dac sdc, déc ddo. Dé
thu hat duoc su chil y caa nguoi tiéu dung, thi san pham mai phai c6 nhiing dic
diém wu viét hon san pham cii, dap ung duoc nhu cau cia nguoi tiéu ding ma
san pham cii chua dat dugc.

- San pham méi phdi c6 gia tri tham my phd hep. Khi thiét ké san
phdam mai thi can cin clr vao tinh chat cua san pham va d6i twong tiéu dung
khac nhau dé tao ra hinh dang bé ngoai “dep” thi mgi thoa man nhu cau tham

my cua ngudi tiéu dung. Vi du: di vai tré con thi phai c6 mau sac sic s, hinh
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dang c6 vé ngd nghinh; voi nhitng san pham cho phuy nit thi phai trang nha, mém
mai; san pham cho dan ong thi can tao cam giac khoe manh. ..

- Thiét ké san pham can phu hep Vvéi déic diém sinh Iy cia con nguoi,
c6 nhu vay thi khi sir dung ching ngudi tiéu ding méi cam thay thoai mai, an
toan va tién loi.

- San pham méi phdi béc 16 duwoc cé tinh cia nhdm khach hang muc
tiéu. Pay 1a mot yéu cau rat phuc tap, thuc hién khé khian nhung néu théa man
duoc yéu cau nay, doanh nghiép s& tao duoc su théa man toi da & nhom khach
hang muc tiéu.

< Tam ly trong chién lwgc gia

Gia ca la yéu tb linh hoat nhat trong marketing va anh huong nhanh va
manh dén tam |y cta nguoi tidu ding. Su chénh léch vé gia ca khién cho ngudi
tiéu ding c6 nhitng phan tng tdm ly khac nhau. Vi vay, khi dinh gia, thay doi
gia, cac nha kinh doanh can phai nim duoc nhitng yéu tb tam 1y ddi véi gia ca
cua nguoi tiéu dung.

Mét sé diic diém tam Iy doi Véi gia cd

Nha kinh doanh can biét rang nguoi tiéu dung thuong c6 théi quen Véi
gi4 ca caa nhirng mat hang nao do, do su lap di 1ap lai trong qua trinh tiéu dung.
Vi vay gia ca thuong la tiéu chuan dé danh gia chat lwong cua san pham. Néu
gia ca qua cao so Vai gia quen thudc thi 1am cho khach hang cam thay gia do 1a
bat hop ly, con néu gia qua thap thi ho s& nghi ngo vé chat luong san pham. Do
d6 thoi quen vé gia cua mat hang nao d6 1a thude do dé ngudi ta can nhic xem
gia d6 hop ly hay khong.

Su nhay cam vé gia cua nguoi tiéu dung ddi véi cac mit hang 1a rat
khac nhau. Théng thuong, d6i véi nhitng mat hang tiéu dung hang ngay (gao,
mubi, duong, xa bong...) thi do nhay cam rat cao, nhung véi nhitng mat hang

cao cap (tivi, ta lanh...) thi d6 nhay cam s& thap hon.
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Phan tGng tam 1y d6i voi gia ca 1a rat khac nhau & nhiing kiéu nguoi
khac nhau. C6 nhirtng nhom khach hang thich mua hang gia ré nhung lai c6 gia
tri kinh té, nhém Khéc lai thich mua hang gia cao nhung véi chat luong tot, kiéu
dang dep; ¢6 nhom lai thich mua hang gia ca vira phai, mang tinh thuc dung. Vi
thé nha kinh doanh can chi y t6i tam Iy nay cua ngudi tiéu dung dé san xuat ra
nhiéu loai hang véi nhiéu muac gia khac nhau.

Su phan tmg khach hang d6i vai su ting hay giam Ia hét sic phic tap.
Nhiéu khi giam gia san pham c6 thé kich thich mua hang nhiéu hon, nhung ciing
c6 khi khéach hang lai do du trong quéa trinh mua hang, vi nghi ngd vé chat luong
san pham. Hoic ciing c6 khi ting gia lam giam muc d6 tiéu dung, nhung ciing
c6 khi 1am cho sé luong san pham ban ra ting 1én.

Qua mdt s6 dic diém tam 1y nhu néu trén, ta thay rang phan @ng tam
ly ciia ngudi tiéu dung doi véi gia ca 1a rat phic tap. Vi thé khi dinh gia, diéu
chinh gi& can phai nghién ctu ki ludng tam ly cia ngudi tidu dung.

Cic cach dinh gia dua vao tam ly

- Pinh gia hét kem: Theo cach dinh gi4 ndy, ban dau doanh nghiép
dinh gia ban san pham ¢ mac rat cao. V&i mac gid nay chi ¢ mot sé phan khic
thi truong c6 kha niang thanh toan cao méi ¢6 thé chap nhan dugc. Doanh nghiép
s& thu duoc lgi nhuan cao va tao 4n twgng cho san pham. Sau khi tiéu thu san
pham cham lai, doanh nghiép timg budc ha gia ban. Cach dinh tinh gia nay la
dwa vao tam ly thich cai méi, thich cai la va tam ly chuong hang noi tiéng, nhu
cau thé hién minh caa mot sé nguoi tieu dung. Tuy nhién cach nay chi &p dung
thanh cong trong nhitng truong hop: thiz nhat 1a chat lugng va 4n tuong cia san
pham phai hd tro duoc cho gia cao; thiz hai 1a c6 du lugng khach hang chap
nhan gia cao; thi ba 1a chi phi san xuat vai qui md nho khéng cao 1am; va cudi
cuing 1a di thi canh tranh kho khan trong viéc tham gia thi truong.

- Pinh gia xam nhdp thi rrwong: Cong ti dinh gid ban san pham & mic

thap véi hy vong hap din ngudi mua, mong chiém lay mét ti Ié thi phan Ion.
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Cach dinh gia nay 1a dua vao tdm 1y cau loi cua ngudi tiéu dung, 4p dung cach
dinh gia nay voi cac diéu kién sau: thi# nhdt 1a thi truong rat nhay cam véi gia,
gia thap s& mao rong duoc thi trudng; thi hai 1a chi phi san xuat ti 1& nghich véi
san luong; thir ba 13 gia thap khong kich thich di thu canh tranh.

- Dinh gié lé hodc gia chan. Gia I¢ 1a gia tinh dén phan chuc, phan trim
ctia don vi tinh. Gia chin 1a gia tinh tron don vi hodc 10 lan, 100 lan cua don vi
tinh. Vi du: gia 1é 1a: 1.5 nghin dong; 1.9 nghin dong;... Gia chan la 1 nghin
dong; 2 nghin dong. Pi v4i hang tiéu dung thong thuong, gia Ié 1am cho khach
hang cam thay gia duoc tinh sat gia thanh, ngudi ban da can nhac rat ki khi dua
ra muc gia co loi nhat cho ngudi tiéu ding. Tuy nhién d6i voi cac san pham tiéu
ding cao cap, hang cao cip, hang xa xi, viéc dinh gia I¢ lai 1am giam gié trj caa
san pham.

- Dinh gia theo nhan thuc cua nguwoi mua. Tuc la dua vao su danh gia cta
ngudi mua cha khdng dua vao chi phi. Cong ty sir dung céc bién khac nhau
trong marketing hon hop xay dung gia tri trong tdm tri nguoi tiéu dung. Cong ty
phai khdm phé viéc nhan thic gié tri cua nguoi mua d6i voi cac san pham va
dinh gia 1an can muc gia khach hang san sang chi tra. Hién nay, cac doanh
nghiép thuong nang gia tri cam nhan caa khach hang bang céc yéu td phi vat
chat nhu: xu huéng tiéu ding, mét, dich vy, thuong hiéu...

- Dinh gi& khuyén mai: tac 1a dinh gia thap hon gia chinh thuc trong mot
giai doan nhat dinh nham tranh tha nhiig nguoi tiéu dung c6 tam ly cau loi va
muén chép thoi co. Co thé dinh gia khuyén mai bang sé lugng hang (nhu Tiger
van ban gia cii nhung ting 14% lwong bia trong lon), gia khuyén mai theo mua
(nhu giam gid 10% trong dip 20/11)...

Tam ly trong diéu chinh gia

* Giam gia.
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Trong qué trinh tiéu thu san pham, do nhiéu nguyén nhan khac nhau ma
doanh nghiép phai ha gia ban san pham. Tuy nhién ha gia sao cho hop Iy phai
chl y t6i nhitng phan @ng tadm ly cta nguoi tiéu dung.

The nhat 12 phai ndm viing thoi co giam gia, néu ban hanh dong khéng
dung thoi co thi c6 thé that bai. Viéc giam gia hang hda tét nhat 14 tién hanh vao
thoi diém dang c6 nhu cau cao vé hang giam gia hoic trude thoi diém hang hoa
canh tranh budc vao giai doan tiéu thu gia tang.

Thet hai 1a phai luu ¥ toi tdm ly cua nguoi mua ddi véi hang giam gia.
Hang giam gia c6 thé thu hit khach hang mua sam, nhung ciing c6 thé gay nén
tam ly nghi ngo chat luong hang héa, dic biét véi nhiing san pham khoé danh gia
chét lugng. Cac nha nghién ctu thi truong cho hay riang, khi hang héa ha gié ti
10 - 25% thi nguoi tiéu ding van cam thay hang hoa d6 dang con gia tri nhung
khong dam mao hiém mua nhiéu; con néu giam gia 50% thi nguoi ta s& nghi ngd
di véi chat lugng.

Thir ba 1a dé nguoi tiéu ding cam nhan dugc su giam gia thi can phai
giam mot lwong 16n hon ngudng phan biét (tac 1a téi mot mic nhat dinh dé
nguoi ta ¢ thé phan biét rd gia mai thap hon ca gia cii), nhét 1a d6i véi nhiing
hang hoa da qua thoi, hét mét.

Thet te 12 gitt cho gia ca c6 sy 6n dinh twong d6i, vi dbi voi nhitng hang
giam gia da bi nghi ngd san roi néu cir giam gia lién tuc thi 1am cho khéach hang
khong sét sing dén viéc mua hang.

Thar nam la phai tao ra 40 anh cho khach hang. Thong thuong bang gia
viét bang gidu mau vang thuong lam cho khach hang cam thay ré hon. Quyén
s&ch in bang gidy mau vang ciing lam tao cho ngudi doc tdm 1y d6 1a loai sach ré
tién. Ngoai ra lay bat muc do gach chéo vao gia cii va viét gia moi bén canh
khién cho nguoi mua s& nghi 1a bang gia bang chit in dat hon bang gi viét tay,
vi chit in 1am cho ngui ta lién tudng téi mot cai gi d6 hinh thuc va ton kém.

* Tang gia:
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Viéc ting gia ¢ thé c6 anh huong tich cuc hoic tiéu cuc téi viéc tiéu thy
san pham, anh huong loi nhuan mot cach dang ké. Bé tac dong tich cuc dén tam
ly ctia nguoi tiéu dung, khi tang gia ban san pham doanh nghiép can chi y:

- Can tuan tha qui luat ngudng phan biét, tic 14 ting mot cach tir tir hon 1a
taing mot cach dot ngot mot lan dé tranh gay 4n twong khong tét ddi véi nguodi
mua, tirc 1a tang mot lwgng bé hon ngudng phan biét.

- C6 thé tham khao mot sb cach ting gia khéo 1éo sau day: giam bét trong
lugng, kich thudc san pham ; giam bot tinh nang san pham; loai bé nhitng dich
vu san pham nhu giao hang, bao hanh; st dung bao bi ré tién hon; tao nhitng san
pham méi tiét kiém hon. ..

- Khi tang hay giam gia bang bat ca hinh thic nao thi cac doanh nghiép
cling can lam tét cong tac tuy@n truyén, 1am cho nguoi tiéu ding hiéu rd nguyén
nhan diéu chinh gia dé tranh gay mat long tin caa ho doi vai san pham.

% Tam ly trong qudng cdo thwong mai

Quang cao thuong mai la mot trong ngiing hoat dong marketing rat quan
trong. Quang céo gilp cho doanh nghiép tiéu thu duoc san pham, ting cudng
kha ning canh tranh, nang cao uy tin va gia ting lgi nhuan. Tuy nhién, néu
quang cao khong dung phuong phap, khong phu hgp voi tam 1y nguoi tiéu dung
thi ciing c6 thé 1am cho ho c6 thai d6 tiéu cuc véi san pham, dan dén viéc tay
chay san pham, anh hudng dén uy tin, hinh anh cua doanh nghiép.

* Nhézng qui ludt tam Iy cén lwu y trong hoat dgng qudng céo:

- Pé gay duoc su chl y cta nguoi tiéu dung toi théng tin quang cdo, thi
can nam va van dung duoc qui luat vé tinh lya chon cua tri giac. Trong vo van
quang cao tac dong vao con ngudi nguoi ta chi thuc su chd y téi nhitng quang
cdo ¢ céc dic diém sau:

+ Cuong do kich thich manh (&m thanh to, Pand sic s&, mau Sic ruc rd).

+ Sy tuong phan rd rét (twong phan vé mau sic, vé am thanh, tuong phan
vé kich thuéc, vé hinh dang...)
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+ Quang céo nao co tinh mai la, chira dung su khac thuong s€ lam cho
con nguoi tri giac khdng co chu dinh.

+ Tinh sinh dong trong hinh thic biéu hién quang céo, chang han quang
c4o bang hang chir chuyén dong, quang cao bong dén nhap nhay.. .

+ Thdng tin quang céo lién quan dén nhu cau va théa man nhu cau, loi ich
thiét yéu, quan trong cua con ngudi. Cu thé l1a: nhu cau vé stc khoe, vé vat chat,
vé su an toan, vé tudi tho, vé quyén luc, vé danh du, vé hanh phc gia dinh...

- Pé lam noi bat nhimg wu diém cua san pham, thi can phai 4p dung qui
luat twong phan bang cach so sanh: so sanh hang hda cd pham chat tét véi hang
hoa c6 pham chat x4u; so sanh hang hoa trudc va sau khi cai tién... V&i phuong
phap nay nguoi ta 1am ndi bat nhimg vu diém cua san pham, thu hit ngudi xem
va tao ra 4n tugng Sau Sic.

- Str dung tét cac ki xao mau sac, ki xao truyén hinh dé khai thac duoc
hién tuong ao anh tam ly trong cam giac.

- Théng tin quang co phai dugc nhac lai nhiéu lan. Tuy nhién ¢ day can
tranh tao ra sy nham chan do quy luat thich tng cam giac tao nén. Do do6 chi nén
lap lai noi dung, con vé hinh thic quang céo thi can phai da dang thi moi gay
duoc sy chu y cua nguoi tiéu dung, tranh sy nham chan, tranh hién tugng sang
loc ¢6 lya chon.

- Viéc nam virng qui luat vé ngudng cam giac sé& gilp cac chuyén gia
quang cao tac dong vao tang vo thuc cua nguoi tiéu dung, tic la quang cdo ma
khong 1am cho khéach hang biét 1a minh dang tiép thu su quang céo. Quang cao
bang vo thirc 1a tac dong kich thich quang cao vao ving dudi ngudng cam giac
véi mot tan sé rat cao.

- Su bat chudc 12 mot trong nhitng qué trinh tdm ly x& hoi rat phd bién.
Bat chudc ciing dién ra theo nhitng qui luat nhat dinh: bat chudc duoc thyc hién
tir ban chat dén hinh thuc; bat chude duoc thuc hién tir dudi 18n theo bac thang

x& hoi: nhu tang 16p ha luu bat chuéc tang 16p thuong luu, tré con bat chudc
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nguoi 16n, dan chidng hay bit chudc ngudi ma minh hdm mo... Chinh vi thé,
quang cao ap dung quy luat nay dé am thi gian tiép téi khach hang. Chang han,
thué nhirng si€u sao bong da, minh tinh man bac, ngbi sao ca nhac, nhitng nguoi
hoat dong xa hoi noi bat thuc hién quang cao. Piéu d6 1am cho khach hang bat
chuéc ngudi ma minh hAm ma tiéu dung nhitng san pham.

- Quang c&o la nham khoi day nhu cau tiém an ¢ nguoi tiéu ding va thic
day hanh vi mua hang. Vi thé khi quang cao can nam viing qua trinh hinh thanh
nhu cau & con ngudi. Nhu cau xuat hién trong y thirc con ngudi & ba cap do
khéc nhau: y hwéng, tic 12 nhu cau méi hinh thanh chua rd nét; ¥ muén, tac 1a
nhu cau di rd rang; va khat vong 1a nhu cau di dén muc cing thing, lic nay nd
bién thanh dong co thic day nguoi tir hanh dong. Mudn cé hiéu qua cao, thi
quang céo ciing can phi hop véi 3 giai doan phat trién caa nhu cau. Tir d6 quang
cao cling duoc thuc hién theo ba giai doan:

+ Truéc hét 1a quang céo théng bao nham gay su chd v cua khach hang,
lam nay sinh y hudng mua hang. Quang cao théng béo chu yéu duoc thyuc hién
vao thoi ky dau caa chu ky san pham.

+ Quang cdo khuyén cao duoc thuc hién vao thoi ky gia ting san pham.
Muc tiéu cia no6 1a tao sy hap dan & khach hang doi véi san pham, nhiing uu
diém cua san pham nay hon han san pham khac 1am cho khach hang c6 y mudn
mua hang.

+ Quang cao kich thich duoc 4p dung trong thoi ky chin mudi caa san
pham, nham kich thich khach hang nhanh chéng quyét dinh mua. Trong céac
quang céo loai nay chii yéu cac nha quang céo dua ra cac yéu té hap dan (nhu
dot mua c6 thuong mua 1 ting 1,...) nhiam tao sy khat vong & khach hang ma di
dén quyét dinh mua hang.

% Téam ly trong hoat dgng ban hang.

Bé tri dia diém ban hang.
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Péi véi tam ly khach hang, nhimg diéu kién vat chat, ky thuat cua dia
diém ban hang ciing c6 strc tac dong 16i cudn rat Ion. Pia diém ban hang 14 noi
giao tiép gitra ngudi ban va ngudi mua, noi thuc hién qua trinh mua ban san
pham. Néu cira hang tao cho khach cam giéc thuan lgi, an toan, vui vé; cira hang
trang bi tién nghi day du, phuc vu chu d4o thi khach s& thuong xuyén lui toi va
co hoi ban dugc san pham sé tét hon. Vi vay, khi chuan bi dia diém ban hang
can chu téi nhitng dic diém sau day:

- Vi tri va méi truong kinh doanh.

+ Phai chon noi sam uat: C4c nha kinh doanh déu coi noi buén ban sam
uat 1a “manh dat vang” va khong tiéc tién dé dau tu ctra hang tiéu thu san pham
tai d6. Hay nguoi ta thuong noi “budn co ban, ban c6 phuong”, tai nhitng khu
vuc nay, doanh nghiép c6 thém cac diéu kién thuan loi nhu: khach hang dong
duc hon, src mua cua thi truong 16n, giao thong thuan loi, gan bén xe, bén cang,
san ga, rap hat...

+ Cira hang phai néi bat, d& nhan thay, di lai thuan tién.

+ Truéc cira hang can c6 khoang dat rong rai, co bai dau xe cang rong
cang tét, nén gitt xe mién phi cho khach, bai vi ngay khi méi budc téi ctira hang
khach da cam thay c6 mot mén loi.

- Tao su hdp ddn cho ciza hang.

Bo mat ctia ctra hang dong vai tro rat quan trong trong viée tac dong dén
tam ly khach hang. Thiét ké mat tién cira hang phai phi hop véi loai san pham
kinh doanh, phi hop vai déi tugng khach hang muc tiéu. Ngoai ra con phai xem
xét dia hinh kién trGic xung quanh, 1am cho thiét ké ctra hang hai hoa véi khung
canh chung vé ngoai hinh, kich thudc, dudng nét va mau sic, dong thoi tao ra
phong thai riéng caa minh. Ngoai cira hang, ¢ thé tao ra nhimg hinh twong biéu
trung dé khach hang chua budc vao ctra hang da co thé hinh dung ra thiét triét

ly, phong cach kinh doanh cua ngudi chi. HS tro thém cho trang tri ngoai cira

Sinh vién: Poan Thity Diém 61
Lop: QT1301K



Pé tai: Nghién cizu dnh hweng cua chién lirgc Marketing tai siéu thi Big C Hdi Phong téi
théi quen tiéu dung khu vuc Hai Phong

hang 1 bién hiéu, co, nhan vién bao vé, tiép tan,... Cac yéu t6 nay ciing can chi
trong trong viéc bé tri dé an nhap vai thiét ké chung cua cira hang.

- Tao su hdp ddn cia hang hoa.

Mot khach hang budc vao ctra hang, cach sap xép va chao hang anh
huong dén tdm ly tidu dung. Céch sip xép hang héa phai c¢é sic hap dan, phai
thuan lgi cho khach. C6 thé dung hinh mau, 4nh sang va mau sic ton thém vé
dep cua cua hang.

Viéc trung bay hang héa phai dat duoc cdc muc dich sau day:

+ Biéu thi su vin minh cua khong khi ban hang.

+ Cung cap dé dang cac thong tin cho khach hang.

+ Hudng dan sy di chuyén caa khéach hang.

+ Pinh hudng nhu cau mua hang.

+ Khi sap xép, bo tri gian hang can lién tuong dén cac hanh vi, cur chi
cua khach hang trong qué trinh di chuyén trong ctra hang.

- Scip xép hang héa sao cho dam bao sy hung phan tam ly va kich thich
mua hang. C6 thé tham khao 3 phuong phap sau ddy: nghé thuat, lién két va
twong phan.

+ Phuong phap nghé thuat: Can ctr dic diém tinh hang hoa, nhu vé dep

vé dang, dep vé mau sic hodc dep vé cam tinh dé dung nhitng thu phép nghé
thuat khac nhau. C6 thé trung bay theo kiéu duong thang, duong cong, dudng
xién, hinh thap, hinh chéo, d6i xung, can bang... Cian ct vao hang hoa kinh
doanh ma ta chon thu phép nao cho hop ly. Dung tha phap ddi xung sé tao ra
cam giac viing vang, trang trong, ding cho nhitng hang cao cap. Nhiing mit
hang can goi cam giac nhe nhang, diu méat, mém mai thi nén pha bo mot it ddi
xang & hai canh. C6 mot sé mit hang, nén tao cho khach cam giac dep va cam
giac chét liéu nhu cam giac lung linh trong sudt cua do pha 18, cam giac bong

lang cua dd dung bang thép, cam giac bén chic cua dung cu gia dinh.
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+ Phuong phap lién két: Sap xép hang héa c6 cling mot hinh thé & mot

chd c6 thé tao ra cam giac dep. CO loai hang hoa khac hinh thé nhung lién két
v6i nhau nhu kem, ban chai va cc danh rang. Co thé dung nhimng cach dudi day
dé dam bao tinh lién két caa hang hoa: phan loai hang hoa trudc roi trung bay
theo mau mé4, qui cach, chit luong; phan loai ddi teong sir dung roi moi trung
bay theo mau m4, chat luong.

+ Phuong phap twong phan: Néu muén nhan manh sy mém mai caa mat

hang, co thé sap xép chling bén canh hang ciing ran, mudn nhan manh mau trang

tinh ctia tAm vai, c6 thé dat ching bén canh mau den. ..
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CHUONG 2
THU'C TRANG VAN DUNG MARKETING MIX TAI SIEU THIBIG C
HAI PHONG VA NHUNG ANH HUONG TOI THOI QUEN TIEU DUNG
KHU VUC HAI PHONG.

2.1 Tong quan vé hé théng siéu thi Big C va siéu thj Big C Hai Phong.
2.1.1 Téng quan vé hé théng siéu thi Big C

o 22 moi nha/

Tén day di cia doanh nghiép: Cong ty TNHH Thuong mai & Dich vu Siéu thi
Big C

Tén viét tit cia doanh nghiép: Big C

Website: http://www.big.vn

Nganh nghé kinh doanh ciia doanh nghiép: Phan phdi ban

Giay chirng nhan ding kinh doanh: 1751/GP va céc gidy phép stra doi
Ngay cip: 25/11/1996 Noi cap: Bo Ké hoach Pau tu

Loai hinh doanh nghiép: Lién doanh

Von dau tu hién nay: 250 triéu USD (tat ca cic doanh nghiép thanh vién)
Hoat dong kinh doanh chién lwoc (SBU):

- San xuat

- Ban 1¢

- Xuét khau
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TAm nhin, sit mang kinh doanh ciia doanh nghiép:

- Tam nhin chién lvoc: Nudi dudng mot thé gisi da dang (Nourishing a world of
diversity)

- Sit mang kinh doanh: La diém dén cta nguoi tiéu dung va 1a nha béan 1¢é tét
nhat lam hai 1ong quy khach hang (Become the reference & be the best retailer
to satisfy our customer). St mang ludn 1a kim chi nam cho tit ca cac hanh
dong cua to chuc: 1a diém lién két tat ca moi ngudi hudng dén muc tiéu chung
clia to chirc va c6 tinh bén viing trong vin hoa cia Big C.

- Nam Gia Tri siéu thi Big C

s hal long Claa
khach hang
er sat, :
gustor™ ls,ac”o/;

Big C duoc hinh thanh tir tap doan Casino tai Phap.
Niam 1898 mo chi nhanh dau tién tai Veauche (Phap) va T Wt
thanh 1ap tap doan siéu thi Casino. Pén nim 1901 dua ra acf
nhitng san pham dau tién mang thuong hiéu Casino. Ngay Wbt oudu Mot THE GIGI
nay Casino 1a mot trong nhitng tap doan ban 1¢ hang dau —
thé gioi, phéat trién manh mé trén todn cau voi hon 11.000 chi nhanh, hon
200.000 nhan vién va c6 mat tai 11 nudc trén thé giéi (Viet Nam, Théi Lan,
Argentina, Uruguay, Brazil,...), doanh thu dat 42.2 ti USD nam 2008.
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Hé thé)ng siéu thi Big C hoat dong kinh doanh theo m6 hinh “trung tam
thuong mai” hay “dai siéu thi” 1a hinh thirc kinh doanh ban I¢é hién dai. Thuong
hiéu Big C thé hién hai tiéu chi quan trong nhat trong dinh huéng kinh doanh va
chién lugc thanh céng cua Big C.

“Big” c6 nghia tiéng Viét 1a “to 1on”, diéu d6 thé hién quy mé 16n cua cac
ctra hang va su lua chon rong 16n vé hang hda cung cép. Hién tai, mdi siéu thi
Big C c6 khoang 50.000 mit hang dé dap tng cho nhu cau cta khach hang.

“C” 1a cach viét tat cia tir “customer”, c6 nghia tiéng Viét 1a khach hang,
dé cap dén nhiing khéach hang than thiét caa doanh nghiép, 1a chia khoa din dén
thanh cong trong chién lugc kinh doanh caa Big C.

Viét Nam 1a mot trong cac nude dugc tap doan Casino dau tu, hé théng
siéu thi Big C dwoc md ngay cang nhiéu tai cac thanh phd 16n, cac thanh phé
dang phat trién nhu Ha Noi, Tp. H6 Chi Minh, Hai Phong, Binh Duong, Pa
Ning, Hué,...Tinh dén hét thang 3/2013, Big C Viét Nam dang khai thac 22
siéu thi Big C, 1 xudng ché bién thit ngudi, 1 bo phan xuat khau, c6 quan hé
hop tac vai trén 1.500 nha phan phéi 16n nho va kinh doanh trén 50.000 mat
hang.

Véi sy nd luc khdng ngung cua tap thé ban lanh dao va hon 8000 nhan
vién, hé théng siéu thi Big C gisi thiéu dén nguoi tiéu ding trén toan québc
nhitng khdng gian mua sam hién dai, thoang mat, thoai mai véi chung loai hang
hoa da dang, phong phu, chat lwong kiém soat va gia ca hop 1y, di cing voi
nhiing dich vu khéach hang hiéu qua.

Thanh tyu:
% Top 3 Thuong hiéu manh Viét Nam 2010
% Top 3 Thuong hiéu hang dau Viét Nam 2010
% Giai thuong Dich vu tét nhat 2010
% Nha phan phdi, ban I¢ tét nhat 2011 ( Theo binh chon cua thoi béo Dién
dan kinh té Viét Nam)
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% San pham Tin & Ding 2010-2011

< Giai thuong Rong Vang: Ngay 16/3/2013, hé thdng siéu thi Big C di vinh
du nhan giai thuéng Réng Vang 2012 do Thoi b4o Kinh té Viét Nam phdi
hop v6i Cuc Pau tu nuéc ngodi, Bo Ké hoach & Dau tu to chic va trao
ting cac doanh nghiép c6 vén dau tu truc tiép nuéc ngoai (FDI) tai Viét
Nam. Pay 1a 1an tht 5 lién tiép Big C nhan duoc giai thuong nay.

< Ngay 23/12/2012, tai Tp.HCM, hé théng siéu thi Big C vinh dy nhan giai
thuong “Thuong hiéu Viét dugc yéu thich nhat 2012” va giai thuong
“Thuong hiéu Vang dugc binh chon 5 nam lién tiép” do bao Sai Gon Giai

Phong to chirc va trao tang.

>

< Ngay 14/12/2012, tai Ha Nbi, Hé théng Siéu thi Big C vinh du nhan Bang
khen ctia Uy ban Trung wong Mt tran T qudc Viét Nam vi di c6 thanh
tich xuét sac trong 03 nam thyuc hién Cudc van dong “Ngudi Viét Nam vu

tién dung hang Viét Nam” giai doan 2010 — 2012.

2.1.2 Khai quét vé siéu thi Big C Hdi Phong.
2.1.2.1 Gioi thiéu siéu th; Big C Hai Phong.

3 A . =
© BgC 2 g e et
'S Hal Phong ~-<, SOS - \3\““\/\
o%> o
| AH 14 |
oL | A
o0\ %
yie N
= 6’\(\“ w o (‘,,/
" o
Now® 2
EEE
"
€3
©
T an Nhan da -m /0/)
3 p Hai Phong O?,’)
Sinh vién: Poan Thuy Diem 67

Lop: QT1301K



Pé tai: Nghién cizu dnh hweng cua chién lirgc Marketing tai siéu thi Big C Hdi Phong téi
théi quen tiéu dung khu vuc Hai Phong

Tén doanh nghiép: Cong ty C6 phan Thuong mai quéc té va dich vu
Dai siéu thi Big C Hai Phong.
Vi tri: L6 1/20 Khu d6 thi Ng& 5, San bay Cét Bi - Ngd Quyén - Hai Phong.
M4 sé thué: 0200662314 Fax: (031) 626 5241
Pién thoai lién hé: (031) 626 5225 - Pwong day ndng: 0949 286 285
Giam d6c: Ba Vi Thi Thu Huong

Big C Hai Phong dugc khai treong vao 26 thang 08 nam 2006, la siéu thi
thir 4 trong chudi siéu thi Big C Viét Nam, tiép ndi chudi siéu thi Big C tai Bong
Nai, TP H6 Chi Minh va Ha Noi. Vé6i tong dién tich 20.400 m°. Big C Hai
Phong la dai si€u thi ban 1¢é dau tién c6 mat tai Hai phong v&1 hon 50.000 mat
hang, 51 cira hang cho thué va cé trén 1.7 triéu lugt khach moi nam.

Véi mong muén khang dinh vi tri caa minh tai Viét Nam, trung tam
thuong mai Big C tai Hai Phong duoc xady dung theo mo hinh da thanh cong tai
cac tinh khac cua Viét Nam véi day du cac loai hinh dich vu dic trung nham
phuc vu nhu cau ngay cang cao cua ngudi dan dia phuong va cac ving phu can.

Hién tai, siéu thi Big C c6 cac phong ban nhu sau:

« H¢ théng siéu thi « B0 phan tai chinh, ké toan va

« Dich vu khach hang kiém toan

« Trung tam thu mua « B0 phan phat trién

« B0 phan van chuyén, hau can o B0 phan xay dung

« B0 phan quén 1y v¢ sinh an toan « B0 phan cong nghé thong tin
thuc ph:flm « B0 phan an ninh

o B0 phan nhan su o Khu trung tam thuong mai

o Trung tam dao tao « Khu am thyc

o B0 phan Marketing « B0 phan PR

2.1.2.2 Co sé vt chat, linh vuec kinh doanh cua siéu thi Big C Hdi Phong.
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Puoc thiét ké va xay dung trén dién tich 10.365 m?, Big C Hai Phong
gom 2 ting. Tang trét 1a khu vuc hanh lang thuong mai c6 dién tich 4.500 m?
VGi C4c clra hang cung cac thuwong hiéu 16n trong nudc va qubc té nhu Nokia,
Samsung, Triumph, Blue — Exchange... Tang 2 c6 dién tich gan 6.000 m* la
trung tdm ban 1¢ 16n nhat Hai Phong vai trén 50.000 loai mit hang thuc pham va
phi thuc pham khéc nhau.

Tai Big C Hai Phong phan lén khong gian duoc danh cho hang tiéu ding véi
gia ré va chat luong dam bao. San pham kinh doanh c6 thé chia thanh 5 loai
chinh:

- Thuc phdm twoi séng: thit, hai san, trai cay va rau ca, thuc pham ché bién,

thuc pham dong lanh, thuc pham bo sita, banh mi.

- Thuc phdm khd: Gia vi, nuéc giai khat, nude ngot, ruou, banh snack, hoa
pham, m§ pham, thuc pham cho thi cung va nhitng phu kién.

« Hang may mac va phu kién: thoi trang nam, nir, tré em va tré so sinh, giay
dép va tai xach.

- Hang dién gia dung: cac san pham dién gia dung da dang bao gom thiét bi
trong nha bép, thiét bi giai tri tai gia, may vi tinh, cac dung cu va cac thiét
bi tin hoc.

- V4t dung trang tri ngi that: ban ghé, dung cu bép, d6 nhwra, d6 ding trong
nha, nhitng vat dung trang tri, vat dung nang cap, bao tri va stra chixa, phu
kién di dong, xe gan may, do dung thé thao va do choi.

Hanh lang thuong mai siéu thi Big C cung cap khéng gian cho thué bén trong
va ngoai dai siéu thi Big C dé cac doanh nghiép c6 thé tu kinh doanh tai siéu thi
Big C. Tuy nhién, nhitng hang hoéa va dich vu kinh doanh trong khu vyc nay can
phai tao dugc su khac biét véi nhitng san pham duoc bay ban trong dai siéu thi
Big C. Nho @6, Khach hang dén mua sim tai siéu thi Big C c6 thé lya chon mdi
san pham va dich vu tién ich chi tai mot noi nhat dinh, gép phan ting kinh

nghiém mua siam caa Khach hang tai siéu thi Big C. Hanh lang thuong mai Siéu
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thi Big C Hai Phong gom 76 gian hang trong d6 ¢ cc thuong hiéu nhu: KFC,
Highlands Coffee, KOLORADO, LOTTERIA ...

Hoat dong kinh doanh tai cdc Hanh lang thuong mai siéu thi Big C c6 thé
chia ra thanh 4 nhom chinh:

- An—udng: nha hang, khu thirc an nhanh, khu am thuec.

- Giai tri: rap chiéu phim, quay karaoke, va san choi danh cho thiéu nhi.

- Nhiing ctra hang khéc: nha sach, cira hang quan &o, cira hang dién thoai,

dién tu.
- Dich vu: May rit tién tu dong (ATM) Techcombank, BIDV, Sacombank,
Eximbank, Vietcombank
2.1.2.3 Siéu thj Big C Hdi Phong va nhing cam két véi khach hang.
< Cam két vé gia

1. Siéu thi Big C cam két gia ban cua Siéu thi Big C ludn ré hon hoac bang gia
nha san xuat in trén bao bi san pham.
Néu gia ban cua Siéu thi Big C cao hon gia Nha san xuat in trén bao bi san
pham thi Siéu thi Big C s& ap dung muc gia Nha san xuat in trén bao bi san
pham, dong thoi tang 1 phiéu mua hang tri gia 10.000d cho mdi sai sot vé gia
ban (Khéng phu thudc sb lugng san pham ma Khach hang mua)
2. Siéu thi Big C cam két ghi gia theo don vi trén mdi nhan gia dé Khach hang
dé so sanh va chon lya.
3. Siéu thi Big C thiét ké tem gia khuyén mai mau vang dé Khach hang ludn dé
dang nhan ra nhitng mat hang dang duoc khuyén mai tai Siéu thi Big C.
Nhitng tem gia nay dong thai thong bao ngay két thic cua chuong trinh khuyén
mai.
4. Siéu thi Big C cung cap nhan hang WOW vi gia ré hon tir 10% dén 70% so
véi cac nhan hang noi dia khéac.

% Cam két vé dich vu
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5. Siéu thi Big C cam két san pham Khach hang da chon luén dwgc nhan dién
tai quay tinh tién.

Néu san pham Khach hang da chon khong dugc nhan dién tai quay tinh tién va
siéu thi Big C khéng giai quyét trong vong 5 phut thi Khach hang dwoc ting
san pham khong thé tinh tién do.

6. Siéu thi Big C cam két khong ban hang da hét han st dung.

Néu phat hién san pham hét han sir dung duoc bay ban tai siéu thi Big C,
Khéach hang s& duoc tang ngay san pham cung loai con han st dung hoic san
pham tuong duong (voi gié tri khong vuot qua 110% gia tri san pham hét han).
7. Siéu thi Big C cam két nhan doi, tra hang da mua trong vong 48 gio.

(Khéng &p dung cho cac mit hang: thuc pham twoi sdng, thuc pham ché bién,
hang déng lanh, hang yéu cau bao quan lanh, trang phuc 16t, hang thanh 1y).

8. Siéu thi Big C cam két lang nghe y kién Khach hang va phan hdi trong vong
5 ngay.

9. Siéu thi Big C cam két san pham trong ban tin khuyén mai luén c6 sin tai
siéu thi.

Néu san pham dugc in trong ban tin khuyén mai (trong thoi han khuyén mai)
nhung siéu thi khong con hang dé ban, Khach hang co thé dat hang thém véi sé
lugng t6i da 1a 5 don vi san pham/mat hang va siéu thi Big C s& cung cap luong
hang nay trong vong 8 ngay ké tir ngay nhan duoc yéu cau. (Trir trudong hop
hang duoc ghi rd trong ban tin khuyén mai 1a "sé lwong c6 han™ hoic ghi rd s6
luong hang cu thé duoc béan véi gia khuyén mai).

10. Siéu thi Big C cam két dbi hang dién tir - dién may trong vong 72 gid ké tir
lic mua.

Néu san pham dién tir - dién may da mua bi hong (do 15i ciia nha san xuét hoac

nha cung cap) trong vong 72 gid ké tir IGc mua, siéu thi Big C s& d6i san pham
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mai cung loai (cung ma vach) cho Khach hang.
2.1.2.4 Siéu thi Big C Hdai Phong va cac dich vu.
Big C Hai Phong cung cap cac dich vu:

-Xe dua don khach Big C mién phi -Phiéu mua hang
-Gio6 dung hang c6 banh xe -Mua hang tra gop
-G6i qua mién phi -May rt tién

-Sira chita quan 4o -Hba don VAT
-Giao hang mién phi -Thanh toan bang thé

-Thé cao dién thoai
Big C Hai Phong hién la siéu thi c6 s6 tuyén xe buyt dua vao hoat dong

nhiéu nhat (17 tuyén) trong tong s 22 siéu thi Big C trén toan quéc.

2.2 Thong tin vé thi truomg nguéi tiéu dung, thoi quen tiéu dung khu vuc
Hai Phong va dic diém khach hang cia siéu thi Big C.

2.2.1 Thong tin vé thi truwong ngwoi tiu dung, théi quen tiéu dung khu veec
Hdai Phong.

Sy trai dai vé dia ly va su da dang, phong pht vé van hoa, lich sir da hinh
thanh nén mot Viét Nam c¢6 nhiéu viing mién khac nhau Sy khac biét giira cac
dia phuong khong chi thé hién & cac van dé thuong ngay nhu cach suy nghi,
giao tiép, cu xur...ma con ca trong qua trinh ra quyét dinh mua sam

Hai Phong 1a mot trong ndm thanh phé tryc thudc trung wong, d6 thi loai |
cap quéc gia, thanh phd Ion thi 3 va dong dan thtr 3 cua Viét Nam bao gdm 15
don vi hanh chinh tryc thudc: 7 quan (Hong Bang, L& Chéan, Ngoé Quyén, Kién
An, Hai An, Do Son, Duong Kinh); 8 huyén (An Duong, An Lao, Bach Long
Vi, Cat Hai, Kién Thuy, Tién Lang, Vinh Bao, Thay Nguyén).

Qui md dan s (theo sé liéu diéu tra 2011)
Tong sé > 1.907.705 ngudi, trong do: - Dan thanh thi: 46.1%
- Dan ndng thdn: 53.9%
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Hai Phong 1a thanh phd c6 GDP binh quan/ngudi thudc top cao so vaéi mit
bang chung cta ca nuéc. Nén kinh té ¢6 lich st phat trién 1au doi va tée do ting
truong cao di tao da cho cac nganh thuwong mai, dich vu ng ro. Thu nhap thyc té
ctia ngudi dan lién tuc ting khuyén khich duogc tiéu dung trong dan cu, ca noi va
ngoai thanh.

Nguoi tiu dung Hai Phong trudc hét co thdi quen mua sim khé twong
ddng vai hanh vi mua néi chung cia ngudi tiéu dung ca nudéc.

Theo két qua Nghién ciu Xu huwdng tiéu ding gin ddy nhit cua hing
nghién ctru thi truong Nielsen, nguoi Viét Nam, so voi nguoi tiéu dung chau A
khac, dang c6 xu huéng dé sén va thich san hang khuyén mai hon do lam phat
khién ngdy cang nhiéu nguoi tré nén nhay cam hon véi gia ca. Nielsen phét
hién, Viét Nam c6 lugng nguoi mua sam quan tdm dén khuyén mai nhiéu nhat,
v6i 87% thuong xuyén mua hang khuyén mai, so voi mic trung binh 68% cua
khu vuc. 56% ngudi tiéu ding Viét Nam tich cuc sin hang khuyén mai khi mua
sam, so v&i 38% cuia khu vuc. Pidu ndy mot phan 1a do chi phi cac hang hoa tiéu
dung hang ngay dang ting cao.

Véi viéc ap luc lam phat chua c6 dau hiéu thuyén giam, nguoi tiéu dung
Viét Nam dang thich nghi véi sy gia ting chi phi sinh hoat hiang ngay bang cach
thay d6i dang ké hanh vi mua sam. Khuyén mai Va thudn tién tiép tuc 1a nhiing
nhan t6 chinh anh hudng t&i lugng khach ghé thim céc ctra hang.

Bén canh d6, gidng nhu hau hét khach hang mién bic, ngudi tiéu ding
Hai Phong dé bi tac dong béi quang cdo va hing thi cao véi nhitng hoat dong
khuyén mai trong cira hang va dich vu hau mai. Cac chuong trinh khuyén mai
nén chl trong vao gia va giam gia la hinh thac ho yéu thich nhat, tuy nhién van
phai dam bao chat lugng.

Mot nghién ctru cua trung tdm khoa hoc x@ hoi va nhan van Hai Phong thuc

hién nam 2011 di chi ra nhitng dic diém va thai do cta nguoi dan vé qua trinh
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giao dich, mua ban hang hoéa cling nhu cac dich vu khac. Mot vai théng tin tur

két qua cua nghién cau trén:

Pai da s6 ngudi dugc hoi chiém ti 90.1% tra 10i mat hang thiét yéu nhat
13 lwong thuc, thuc pham.

67.4% s6 ngudi dugc hoi tra 10i van dé quan tam 1a kinh té.

Khi duoc hoi vé van dé an toan vé sinh thuc pham cé phai 1a quan trong
bac nhét khéng, 90.5% tra 10i 1a quan trong bac nhét.

Cac loai thuc pham duoc ngudi tiéu ding cho 1a quan trong nhat: 44.3%
s6 nguoi tra 1oi 12 thit, 41.1% s6 nguoi tra 10i 1a rau, 5% s6 nguoi tra loi 1a
qua, 4.9% s6 nguoi tra 10 1 san pham sita, 2.8% sb ngudi tra 1oi 1a thuc
pham ché bién san, 2.6% s6 nguoi tra 1oi 1a thuc pham déng goi san.
Nhitng quyén quan trong nhat ciia ngudi tiéu dung:

Quyén quan trong thiz nhat: téi 61% sé ngudi duoc hoi cho rang nguoi
tiéu ding c6 quyén dugc dam bao an toan tinh mang, stuc khoe, tai san, loi
ich hop phép.

Quyén quan trong thi hai: 51.3% s ngudi cho rang ngudi tiéu ding co
quyén duogc cung cap théng tin chinh xac vé hang hoa, hda don, chang tur.
Quyén quan trong thiz ba: 44.5% sb nguoi cho rang c6 quyén lwa chon
hang héa, dich vu.

Quyén quan trong thir zue: 37.4% s6 ngudi cho rang c6 quyén dugc gop y
kién vé gia ca, chat luong, phong céch giao dich.

Quyén quan trong thi sdu: 29.9% sb ngudi cho rang c6 quyén dugc yéu
cau bodi thuong thiét hai khi hang hda, dich vy khong dung yéu cau.

Quyén quan trong thir bay: 35.9% sb ngudi cho rang ¢ quyén dugc khiéu
nai, t6 cao, khoi kién.

Quyén quan trong thi tdm: 45% sé ngudi cho rang c6 quyén duoc tu van,

hd tro kién thic tiéu ding.

Nguwoi tiéu dung thanh thi, ngogi thi va ngwoi tiéu dung néng thén
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Noi sinh séng cua ngudi tiéu ding c6 anh huong 16n téi cach mua sam
cia ho. Nhitng nguoi thanh thi thuong dai khai hon nhung ho sanh hon trong
mua sam so Vi ngudi sdng & ngoai 6 va viing néng thon. Nhimg ngudi ¢ ving
ndng thdn va ngoai vi thuong co thoi quen trir hang nhiéu hon so voi ngudi

thanh phé va khi mua hang ho gitr hoa don ching tir rat can than.

2.2.2 Piic diém khéch hang cia siéu thi Big C Hdi Phong.
Két qua tdng hop tir phiéu diéu tra cua tac gia cho thiy khéach hang cua
siéu thi Big C c6 mot s6 dic diém quan trong sau:

2.2.2.1. Vé co c4u nhom tudi

Biéu 2.1 Co cdu nhém tuéi khdach hang mua sam
tai Big C (2012)

0
/o 65%

10.E|3%

18.2% ® Tubi 18 - 29
® Tudi 30 - 44
u Tudi 45 - 55

m Khac

Chiém toi 65%, nhém khéach hang tir 18 - 29 1a d6i twong chinh tham gia
mua siam tai siéu thi cung véi nhom tudi tir 30 - 44 (18.2%). CAc con s6 hay
phan anh mot thyc té 12 nhimg nguoi tiéu dung tré rat thich thi voi kénh mua
sam hién dai n6i chung va loai hinh kinh doanh siéu thi noi riéng. Pay 1a nhém
tudi ma co tai 1/3 s6 khach khdng lap ngan sach chi tiéu, wa chudng cai méi, su
thuan tién ciing nhu tinh giai tri cao tai diém béan, khéng thich mic ca, sin sang
tra gia cao hon khi nhiing diéu kién ké trén duoc thoa man. Pay dong thoi ciing
14 nhém tudi ¢ anh huong nhét téi viéc tao trao luu, xu hudng mua sam méi.

Co cau ndy gitta 2 ndm 2011 va 2012 khong c6 chénh 1éch dang ké.
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2.2.2.2. Vé gidi tinh, pham vi cu trii

Biéu 2.2 Phdn logi khdch hang ciia siéu thi
theo gioi tinh (2012)
27%
73% <
@ Nam
H N
Biéu 2.3 Phdn logi khdch hang ciia siéu thi
theo pham vi cw tra (2012)
i No6i thanh
i Ngoai thanh
70%

Ty 1€ khach hang la nam so véi nit nam 2012 1a 27/73 tc la cir 10 nguoi
dén siéu thi thi trung binh c6 khoang 3 nam va 7 nit. Do han ché vé khoang cach
dia ly nén chu yéu khéch cua siéu thi thuoc cac quan noi thanh nhu Ngo Quyén,
Lé Chan, Hong Bang, Hai An, chiém khoang 75% tong sé khach nim 2011 va
70% nam 2012. Luong khach hang con lai dén tir cac huyén Thay Nguyén, Tién
Lang, An Lao, Vinh Bao, tinh trong ndm 2012 c6 t§i 85% sé khach ngoai thanh
di chuyén tai siéu thi bang cac tuyén xe buyt Big C.
2.2.2.3. Vé thanh phan nghé nghiép
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Khéch hang cua siéu thi rat da dang vé thanh phan nghé nghiép. Ho c6 thé
la gi4o vién, sinh vién, cong nhan, k¥ su, ngudi budn ban, nguoi noi trg... Néu
nhu ¢ khu vuc noi thanh chiém ty 18 16n trong nhém khach 1a cdng nhan, sinh
vién, cong - vién chirc, ngudi noi trg thi khach & khu vire ngoai thanh chu yéu 1a
hoc sinh, nguoi budn ban nho.
2.2.2.4. Vé thu nhdp binh quan (ch7 xét cac khodn thu nhdp c6 tinh chdt én dinh

nhir lwong, tro' Cap xa hoi)

Biéu 2.4 Co ciu thu nhép ciia khdach hang
(2011)

9.9  3.8%

52.2%
34.1%
M <5 tricu
H5-<7triéu
M7 - <10 triéu
H 10 triéu trd 1én

Biéu 2.5 Co cdu thu nhdp ciia khdch hang

(2012)
0
10.5%} 5|/0
46.3%
38.2% )
<5 triéu
5 - <7 tricu
47 -<10 triéu
10 triéu trd 1én
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Nam 2011, trén 50% khach hang cua siéu thi ¢6 thu nhap “cung” dudi 5
triéu dong/ngudi/thang, budc sang nam 2012 ty 18 ndy giam xudng con 46.3%.
Pay 1a nhém khach hang d6ng dao nhat nhung lai ¢ tan suat dén siéu thi thua
nhat, khéng qua 2 lan/ngudi/thang. Nhom khach c6 thu nhap 5 - <7
triéu/nguoi/thang ciing chiém ty 16 cao 34.1% nam 2011 va 38.2% nam 2012.
2.2.2.5. Vé dia diém mua sam truéc khi ¢ Big C

Biéu 2.6 Pia diém mua sam trwdc khi cé BigC

85.4% ¥ Cho, hang quan gan nha
H Cho trung tam
i Cac si€u thi trén dia ban

TP

M Tién dau mua day

Trudce khi khai truong siéu thi Big C, phan 16n khach (85%) c6 théi quen
mua sam hang hoa tai cac cho truyén thdng, cho tam gan nha. Chi c¢6 chua t6i

12% khach thudng xuy@n mua & cac siéu thi trén dia ban thanh pho.
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2.2.2.6 Vé thoi gian mua sam tgi Big C

Biéu 2.7 Thoi gian trong ngay NTD mua sim tai Big C
(2012)

40% 28.5%
H Budi sang

® Buoi chiéu

L1 Budi to1

Hau hét khach hang chon thoi gian dén Big C mua sam 1a budi téi (40%)
va budi chiéu (31.5%), chi c6 28.5% khach d¢én mua vao budi sang trong khi két
qua phong van ddi véi khach mua siam tai chg truyén thng vao céc budi sang,
chiéu, tbi lan luot 12 87.5%, 2.5% va 10%.

2.3 Thuc trang van dung Marketing — mix tai siéu thi Big C Hai Phong.
2.3.1 Quyét dinh vé lwa chen diém ban va té chiic tai diém ban — Place.

Mot s6 chuyén gia ban 1é cho rang vi tri cira hang 1a yéu t6 quan trong
nhat, quyét dinh su thanh cong hay that bai cua cira hang. Theo nhiing chuyén
gia nay, mac du gia ca, su phuc vu va nhitng nét dic biét cua cira hang 1a rat
quan trong nhung vi tri riéng biét cia cira hang 1a yéu té dau tién thu hat nguoi
tiéu ding. Mic du quan diém nay con gay nhiéu tranh céi song khéng mot nha
ban 1é ndo phu nhan tam quan trong cua van dé vi tri ctra hang.

Siéu thi Big C Hai Phong toa lac tai Khu d6 thi ngd nam, san bay Céat Bi,
Ngd Quyén, Hai Phong nam trong khu vuc dang va s& phat trién manh mé cua

thanh phd trong tuong lai véi nhiéu cao dc, vin phong, co quan hanh chinh

Sinh vién: Poan Thity Diém

79
Lop: QT1301K



Pé tai: Nghién cizu anh hweng cua chién lwoc Marketing tai siéu thi Big C Hdi Phong tdi
théi quen tiéu dung khu vuc Hdi Phong

thanh phd, ngan hang, nha hang, khach san qui mé. Vi tri gan véi ndt giao thong
trong diém Nguyén Binh Khiém — L& Hong Phong, an ngit tai cung duong xanh
- sach - to dep nhat ndi thanh Hai Phong, c6 luu lwong giao théng, sé nguoi di
qua siéu thi [on ciing 1a mot loi thé dang ké cho siéu thi khi khach hang c6 thé di
chuyén téi day mot cach thuan loi, dé dang.

Hién nay, khu d6 thi gan Ngi Nam — san bay Cat Bi dang trong giai doan
phat trién, bd mit d6 thi con chua hoan thién nhung theo dinh huéng cuia UBND
thanh phé day sé& 1a khu d6 thi méi, trung tdm hanh chinh - thwong mai tam c&
cua Hai Phong va trong khu vuc. Diéu nay dong nghia vai s6 luong thi dan ting
cao, thu nhap cai thién, sicc mua Ion va kha nang thanh toan cao hon.

Bén canh d6, viéc bd tri ngay tai siéu thi ciing 1a yéu t6 quan trong. Ddi
véi tm ly khach hang nhiing diéu kién vat chat, ky thuat cua siéu thi cling c6
ste tac dong, 16i cudn rat 16n. Siéu thi 1a noi giao tiép gitta nguoi ban va nguoi
mua, noi thuc hién qua trinh mua ban san pham. Néu siéu thi tao cho khach hang
cam giac thuan loi, an toan, vui vé, trang bj tién nghi day du, phuc vu chu dao
thi khach hang sé& thuong xuyén lui téi va co hoi ban duoc san pham sé tt hon.

Chinh vi vay ma siéu thi da xay dung khu tréng giir xe gan cta ra vao,
ddng thoi bé tri cac quay gitr d6, mil bao hiém nham tao sy an toan, yén tdm cho
khach hang khi vao trong mua sam. Pugc thiét ké dé c6 thé chira duoc hon 2000
xe may, xe dap, bai dd xe cua siéu thi c6 mai che, vom tran cao, phan chia thanh
ting 6, duoc danh sé tht tu tao 4n twong manh vé su rong réi, viing chac khac
han voi nhimg nha dé xe lup xup, chat choi & cho hay canh dé xe 1on xon, tran
lan trén via he, 1ong dudng trudc cac cira tiém tap hoa. Bai do 6t sau phia sau
tda nha siéu thi co dién tich Ién hon. Ca hai bai dd xe deéu thiét ké 16i vao ra
riéng biét tranh duogc tinh trang Un @, tic nghén. Bé dam bao qua trinh gui giir
phuong tién an toan, khoa hoc, tai bai dd xe ludn c6 rat nhiéu nhan vién 1am
nhiém vu ghi soat vé, huéng dan khach dwa xe vao vi tri thich hop ciing nhu

gitp khach 13y xe néu c6 kho khan. Piéu dic biét nhat tai bai dd xe siéu thi 1a
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khach duogc gui xe, giri ¢6 mién phi, khdng nhat thiét phai mua hang. Day 1a yéu
t thu hat duoc cac khach hang tiém nang dén véi siéu thi.

Truéc khi c6 Big C tai Hai Phong noi chung, khu vuc Ngbé Quyén, Lé
Chan, Hai An néi riéng chua c6 siéu thi ndo c6 tam ¢&, dap ung duoc nhu cau
ngay cang cao cua ngudi dan. Do do, viéc xay dung mot siéu thi tai day 1a can
thiét va day trién vong.

S6 lidu téng hop tir két qua diéu tra cho thay tuyét dai da sé (> 90%)
nguoi dugc phong van ddng Y rang vi tri caa siéu thi rat thuan tién cho viéc di
chuyén, diéu nay ding véi ca khach hang noi va ngoai thanh. Tinh khoa hoc, trat
tu va hién dai trong quan ly phuong tién, vat dung ca nhan cho khach hang cling
la yéu t6 duoc nguoi dan danh gia cao, cu thé 85% khéach hai 1ong va 13,5%
khach rat hai 1ong. Con s6 42% khach hang chon mua hang ¢ Big C thay vi dia
diém khac do siéu thi c6 vi tri dep, thuan tién cho viéc di chuyén cho thay viéc
lya chon va t6 chie diém ban ciing c6 tac dong khong nho téi thai do va quyét

dinh noi mua sam caa NTD Hai Phong.

2.3.2 Chién Iwoc san phdam — Product.
2.3.2.1 Chién lirgc phét trién cac nhan hang riéng

Theo mot khao sat mai cong bo caa cong ty AC Nielsen vé nhan hang
riéng, hon 61% ngudi tiéu dung trén toan thé gigi quyét dinh chon nhan hang
riéng trong giai doan kho khan. Trong d6 91% s& tiép tuc mua nhan hang riéng
sau khi kinh té cai thién.

Tai Viét Nam, Big C 1a mot trong nhitg don vi tiéu biéu dang tap trung
dau tu manh cho mang san pham nhan hang riéng. Vao Viét Nam tir nim 1998,
Big C da bat tay san xuat nhan hang thit ngudi eBon. Pén nim 2007 Big C tung
nhan hang riéng “Wow! Gia hap dan” vdi khoang 60 mit hang do Big C san
xuat doc quyén va dat hon 250 mat hang vao nim 2008. Pau nam 2009, Big C
da gigi thiéu dén khach hang nhan hiéu banh mi, banh ngot “Bakery by Big C”.
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Ngoai ra, tir nam 2003, Big C con kinh doanh doc quyén nhan hiéu “Casino” cta
tap doan me Vvoi dinh vi phan khic cao cip. Biac biét trong thang 5/2011, Big C
d3 bat dau trién khai thém mot nhan hang méi mang chinh tén “Big C”. Pai dién
cua Big C cho biét “day 1a nhan hang c6 chat luong, phong pht vé dic tinh,
chang loai... twong duong voi cac thuong hiéu dan dau trén thi truong véi muic
gia ré hon tir 15 — 30% nho tiét kiém duogc céc chi phi tiép thi”.

Trong cac chuong trinh khuyén mai cua Big C Hai Phong, cac san pham
mang nhan hiéu cua Big C ludn duoc giam gia sau, 4n twong nham ting do nhan
dién cho nhém san pham nay. Pay 1a chién lugc khén ngoan gilp siéu thi thu
hat khach hang, tao su khac biét, tang loi nhuan, tang luong khach hang trung
thanh va can déi quyén luc véi cac nha san xuét hay nha cung cap.

Nhéng thudn lgi va khé khén khi trién khai nhdn hang riéng:

- Thudn lgi:
+ Hang doc quyen, tao su khac biét (mang yéu té dic thi cua siéu
thi)
+ Téang su tin nhiém cua khach hang.
+ Tang gia tri cta thuong hiéu.
+ Két qua kinh doanh tét hon.
+ Kiém soat ké hoach cung tng hang hda tét hon.
+ Chu dong hon trong chinh sach gia (gia canh tranh).
+ Cung cb quan hé hop tac véi cac nha cung cap.
+ Giam anh huong caa mot sé cac thuong hiéu doc quyeén.
- Kho khadn:
+ Rui ro ton hang.
+ Pau tu nhiéu hon cho nghién ciru va phat trién
+ Khoéng c6 cac khoan chiét khau thuong mai nhu ddi véi cac nhan

hiéu nha san xuét.
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+ Néu san pham khong thanh cong s& anh hudng dén hinh anh nha
phan phdi.

+ Phai d¢am trach cac khau quan ly — chét luong san pham san xuat,
thi tuc hanh chinh ddi véi hang nhap khau.

+ Tam Iy e dé cua nguoi tiéu dung vé chat luong hang hda khi gia ca
tuong dbi thap so voi c4c mat hang tuong tu

Thuc té, tuy ty 16 hang nhan riéng maéi chi chiém chwa dén 2% téng sé
nhan hang nhung ching mang lai ty suét loi nhuan khé cao cho Big C. Trong khi
mot so siéu thi phai dé tréng quay, bai vi ly do nha phan phéi khong chap nhan
tang gia bat hop ly tir c4c nha cung cap, Big C di nhanh chong “lap day” khoang
trong d6 bang cach dua ra nhitng mat hang twong tu mang nhan hiéu riéng voi
gia thap hon san pham cung loai cua cac nha san xuat. Theo cac chuyén gia
thuong hiéu, ddy 1a co hoi dé nhan hang riéng cua siéu thi phat trién dic biét
trong diéu kién nén kinh té am dam, ngudi dan thit chat chi tiéu va troé nén cuc
Ki nhay cam vai gié ca.

Hién tai, toan hé théng siéu thi Big C trong d6 c6 Big C Hai Phong dang
s hitu 5 nhan hang riéng (private label): eBon, Wow! Gia hdp dan, Bakery by
Big C, Big C va Huwong vi Big C tap trung vao phan khic hang tiéu dung thiét
yéu c6 strc tiéu thu manh nhu thyc pham, héa my pham, hang may mic. Nhan
hang riéng cua siéu thi da va dang dap ung cac phan khdc tiéu dung khac nhau
dé khach hang cé thém nhiéu co hoi lua chon.

1, “Bakery by Big C” la nhan hiéu riéng cua Big C d6i voi dong san pham
banh nudng va banh ngot. Céc loai san pham nay do nhiing tho lanh nghé tai
Big C truc tiép san xuat véi tiéu chi ludn thom ngon va chi ban trong ngay. San
pham néi tiéng nhat tai “Bakery by Big C ” 1a banh mi baguette, dugc san xuat
theo tiéu chuan Phap va bot my chit lugng cao véi qui trinh dam bao Vé sinh an

toan thuc pham.
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Ngay tir khi xuat hién Big C di ndi tiéng vai “banh mi 3.500 dong” va nd
gan nhu 1ap tac tro thanh phuong tién quang cdo manh mé nhat cho siéu thi.
Hau nhu bat ky khach hang nao budc ra khoi siéu thi déu so hitu trong gié hang
cua minh chiéc banh mi néng hdi, vang wom véi chiéu dai khéng lan vao dau
dugc. Banh mi Big C dugc yéu thich dén mac nguoi ta ¢ thé ban ching ngay
tredc cira Siéu thi, trong nhitng dip 18 ciing khong khé dé bat gap canh khach xép
hang dai cho mua banh tham chi sé lwgng banh mot khach dugc mua con bi gioi
han dé dam bao phuc vu dugc nhiéu khach nhat. Mac d6 noi tiéng caa banh mi
Big C cang dugc nhan rong khi trén thi trudng xuat hién nhitng xe ban banh mi
dao dugc quang cdo la “chi ban banh mi Big C” len 16i vao tirng ngd ngach cua
thanh phé hay nhiing ctra hang chuyén ban banh mi Big C tai cac huyén ngoai
thanh. C6 t&i hon 70% khach dugc hoi cho rang nhac toi siéu thi Big C 1a nhac
tgi banh mi Big C. Tuy da c6 mat tai Hai Phong dwoc 7 nam song két qua diéu
tra cho thay van c6 tgi gan 60% khach dén siéu thi c6 ghé qua quay banh mi,
80% s6 d6 chon mua banh, xap xi 40% khach mua banh mdi lan dén siéu thi va
36% khach thich mua banh mi Big C ngay ca khi mua lai caa cac hang quén.
Piéu nay khang dinh banh mi baguette Big C khong don thuan chi la mot san
pham mang nhén riéng thong thudng nira ma da trd thanh mot dau hiéu nhan

biét, mot yéu té gan véi thuong hiéu siéu thi.
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Biéu 2.8 S0 khach dén siéu thi
¢6 ghé tham quay banh mi
(Nim 2012)

HCo

# Khong

2, eBon la nhan hiéu riéng cua Big C bao gom nhiéu san pham thit nguoi
phong phtl va da dang nhu pate, thit giam bong, xtc xich, cha lua, cha chién, cha
bo... Tat ca san pham cua eBon déu duoc san xuat theo cdng nghé hién dai, dudi
su giam séat cia chuyén gia Phap, dam bao tiéu chuan vé VSATTP va tuan thu
cac qui dinh dya trén kha nang tuyén chon va giam sat ngudn gdc thit. San pham
eBon hoan toan khéng chtra chat bao quan, duoc NTD tin ding thé hién & doanh
sb ban ra 6n dinh, ting déu qua cac nam.

3, “Wow! Gia hdp ddn” 1a nhan hiéu doc quyén cua Big C do nhiing nha
san xuat cung cap hang dau Viét Nam san xuat trén tinh than thyc hién nghiém
ngat nhitng tiéu chuan chat lugng va gia ca di cam két véi Big C. “Wow! Gia
hdp dan” hién c6 khoang 250 mat hang va gia thuong ré hon tir 10 — 70% S0 V4i
nhitng thwong hiéu hang dau khac. Phuong cham phat trién nhan hang nay la
“hang thiét yéu, gia canh tranh”.

4, Nhan hang riéng “Big C” cung cip nhiing mat hang c6 chat luong cao
va gi& ludn ré hon cac mit hang mang thuong hiéu dan dau tir 15 — 30%, dem
dén giai phap tiéu dung thong minh cho cac gia dinh Viét Nam. “Big C” c6 mit
& hau hét cac nganh hang: héa pham, my pham, nudc uéng, d6 gia dung... cing

ngudn cung ddi dao, 6n dinh. Véi cam két chit ché vé chét luong, gia tot ciing
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nhu dap @ng nhu cau da dang cia nguoi tiéu dung, nhin hang riéng “Big C” da
va dang mang dén thém lua chon hop Iy cho moi gia dinh.
% Kiém soat nghiém nggt chdt lweng sdn pham

Nhin hang riéng “Big C” hién c6 hon 200 san pham dugc phan phdi tai
c4c siéu thi cia Big C toan quédc. Tat ca cac san pham cua Big C déu dugc san
XUt tai Viét Nam va duoc dam bao bang mot quy trinh san xuat nghiém ngat va
chat ché tir lwa chon ddi tc san xuit dén kiém soét san pham bay ban. Véi qui
trinh nay, tat ca san pham nhén hang riéng Big C déu duoc dit hang san xuat tai
cac nha cung cép dat tiéu chuan chat luong do nha nuéc Viét Nam quy dinh va
y8u cau riéng cua Big C. Truéc khi tung ra thi truong, Big C lai tiép tuc thuc
hién viéc kiém tra cac tiéu chi sinh hoa, vat ly... thong qua cac phong thi
nghiém doc lap. Pic biét, voi cac san pham thuc pham sé trai qua mot cudc
kiém tra cam quan véi 30 - 40 ngudi tham du nham kiém tra mau sic/huong
vi/bao bi cua san pham. Ngay ca khi xuat hién trén ké hang, Big C van tién hanh
nhitng cudc kiém tra ngau nhién va dinh ky dé danh gia san pham. Song song d6
la viéc kich hoat hé thong tiép nhan y kién cua khach hang qua thu phan hoi,
dién thoai, website... nham khong ngung cai tién chat lugng san pham.

s Giaré hon

Khong chi dam bao chat lwong, cac san pham nhan hang riéng “Big C”
con c6 uu thé rat 16n vé gia ca. Loi thé nay co dugc bai Big C str dung nguon
luc tu c6 1a cac kénh quang ba tai siéu thi, téi gian hé thong nhan su, téi uu hoa
day chuyén san xuat va hé théng van chuyén... Tat ca nhitng khoan tiét kiém chi
phi dang ké d6 déu dugc dau tu vao san pham nham ha gia thanh, dong thoi van
t6 chirc dugc cac hoat ndo cho san pham nhu ding thtr san pham, khuyén mai,
ting qua... Néu tinh binh quan, mdi san pham cua Big C c6 gia tré hon tir 10 —
20 % so0 vé&i cac mat hang khac cuing chung loai. Nho thé, ngudi tiéu ding sé c6
thé tiét kiém duoc rat nhiéu cho viéc chi tiéu, mua sim hang ngay ma van co

dugc nhitng san pham véi chat luong dam bao.
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< Ddp ing t6i da nhu cdu cia ngwoi tidu dung

Tinh dén thoi diém nay, nhan hang riéng “Big C” bao gom 62 loai hda my
pham gia dinh nhu bot gidt, nuéc rira chén, nudc lau nha, xa vai, khan gidy,
khan an, tam bong tré em; 35 loai san phém chiam sdéc ¢4 nhan nhu sira tim, dau
goi, kem danh ring; 5 loai san pham d6 udng nhu tra, ca phé, bot dinh dudng; 20
loai gia vi va thuc phim nhu dau an, nudc twong, nudc sét mayonnaise, pha,
mién tuoi hay dong goi; 4 loai san pham sita va 16 loai san pham ché bién tur
thit... Bén canh d6, mdi loai hang hoa con duoc san xuat véi mui huong, khau
vi, dic tinh ciing quy cach dong goi khac nhau. .. di tao nén nhitng gam hang hét
strc phong phtt mang dén su lua chon da dang cho khach hang va sy hai long cua
ngudi tiéu dung.

5, “Huwong vi Big C” 1a nhan hang riéng méi caa hé thong siéu thi Big C,
duoc gigi thiéu dén khéach hang tir thang 6/2011, tap trung vao cac san pham
thuc pham tuoi séng nhu rau ct qua, hai san, thit, thicc an ché bién...

Pic trung san pham:

« Céc san pham “Huong vi Big C” déu mang nét riéng, ddm huong vi dic
trung cta san pham,

« Chon lya san pham dya trén cac qui trinh canh tac, nuéi trong dam bao an
toan cho nguoi tiéu dung nhu VIETGAP, nudi trong méi truong tu nhién
phU hop véi dac tinh caa san pham, xu Ii bang phuong phéap sinh hoc,
hoac nudi trong, danh bt theo tiéu chuan xuét khau sang thi truong Chau
Au,

« Thu mua tan nguén dé dam bao muc gia tét nhat va chat luong, an toan vé
sinh thuc pham,

« Véi dic trung cua tang san pham theo ving mién va thoi vu, cac san
pham “Huong Vi Big C” s& duoc phan phdi theo tirng viing mién va ting

thoi diém trong nam.
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6, Big C ciing mang dén hai nhan hiéu doc quyén I Casino va
Somemliers.

Thuong hiéu Casino 1a nhan hiéu doc quyén, nha phan phdi dan dau tai
Phap. Big C 1a nha nhap khau truc tiép cac san pham Casino nham mang lai cho
nguoi tiéu dung Viét Nam nhiing san pham cao cap véi gia ca canh tranh
nhat. Thong thudng, nhitng san pham tuong dong khéc trén thi truong duoc nhap
khau théng qua céc ca nhan hay nhirng cong ty nhap khau trung gian, do do, chi
phi van chuyén s& cao hon, dan dén gia thanh cao hon so véi san pham Casino
duoc Big C nhap khau truc tiép..

Club des Sommeliers 1a mot trong nhitng nhan hiéu ruou vang hang dau
tai Chau Au, Big C 1a nha nhap khau doc quyén cua loai san pham nay tir Phap
va mang dén cho khéach hang cua Big C Viét Nam san pham chat luong cao voi
gia ca hop Iy nhat.

Pé xay dung cac mat hang mang nhan hiéu cta riéng minh véi gia ré hon
cac mit hang mang thuong hiéu din dau c6 cung chét luong tir 15% dén 30%,
Big C da dat nha cung cap, nha san xuat uy tin vai s6 luong I6n, nham vao mot
d6i tugng cu thé. Cac san pham nay khong hoan toan dong nghia chat luong
thap hon dan téi gia ré hon ma do Big C da tiét kiém dugc céc chi phi tiép thi
(nhu khuyén mai, quang c4o, phan phdi, xay dung thuong hiéu....), siéu thi gay
su chl y cho khach hang caa minh ddi véi cac san pham riéng bang céach khi
trung bay ho s& danh cho cac san pham d6 & cac vi tri t6t nhu dau quiy, khong
gian 16n, dé nhin thay. Hon nira, Big C nam trong tay day du thong tin vé viéc
ban hang, nhimg con s6 ma khong phai nha san xuit ndo ciing c¢6 dugc, nhat 13
cac nha san xuat nho, dé tao nén nhiing nhin hang riéng phu hop thi hiéu, nhu
cdu cta nguoi tiéu dung.

Bén canh nhiing thudn lgi nhan dugc khi san xuét nhan hang riéng, Big C
cling phai d6i mat véi khong it kho khan. Khi lugng hang hoa san xuét nhiéu sé

dan dén rui ro hang ton kho va phai ton nhiéu chi phi dé du trit hang. Dé co
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nhimg mit hang chét lugng cao, Big C phai dau tu nhiéu hon cho viéc nghién
ctru va phat trién nhan hang riéng, dam trach cac khau quan 1y chét lugng, san
xuat, thi tuc hanh chinh ddi voi nha cung cép... Néu viéc nay khong tét s& anh
hudéng dén ngudn cung Gmg va dau ra cua san phadm.Va hau qua xdu nhit 13 anh
huong 16n dén uy tin ciing nhu hinh anh cua Big C. Hon nita, cac nhian hang
riéng s& khong c6 chiét khau thuong mai nhu dbi v6i cac nhin hiéu ctia nha san
XUuAt.

Hién tai, Big C Hai Phong cé 80% nganh hang cé nhén hang riéng,
khoang 500 mat hang ciia mot sé nganh hang dang bay ban 1a nhan hang riéng
ctia hé théng siéu thi. Nhitng nhan hang riéng thanh cong nhat thudng thudc cac
nganh hang nhu bot giat, nuéc rira chén, nudc rau nha, khan giéy, giéy vE
sinh...d4y 1a nhitng nganh hang ma nguoi tiéu dung khong kho tinh 1im vé chat
luong va c6 xu hudng chon san pham gia ré. Pic biét trong s6 d6 nhimg nganh
hang nhu nudc rira chén, gidy vé sinh... ¢6 san pham mang nhin hang riéng cua
Big C chiém dén gén 30% lugng hang ban ra tai si€u thi.

Mot s6 hang mang nhan hiéu riéng cua Big C da thanh coéng va dugc ua
chuong véi doanh sé béan lién tuc ting nhu v nhan hiéu Wow! Gia hap ddn do
van phong pham Hong Ha san xuat, gia 3.900 dong/ quyén, ré gan mot nia so
Vvéi gid thi truong; 1 lit dau an Big C gia 35.900 dong, trong khi cac loai dau an
khac trén thi truong dang ban 40.000 - 50.000 dong; nudce lau san Big C 1 lit gia
18.500 ddng, con cac loai nudce lau san khac nhu Sunlight, Goodmaid c6 gia tir
25.000 - 35.000 dong; bot gidt Big C 2,4 kg gia 59.400 dong trong khi cac san
pham nhu Viso, Suft, Omo... déu nhinh hon tir 10.000 - 20.000 dong.

Vé6i ba nhén riéng huéng dén phan khic gia ré, trung binh kha va thu
nhap kha twong ung véi nhan Wow, Big C va Casino, Big C dy kién doanh thu
nhan riéng nam 2013 s& chiém khoang 4 — 5%/tong doanh thu so voi muc 2 —
3% nhu nam 2012 va trén 2% nam 2011.

Theo két qua trén dia ban Hai Phong:
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+ XA4p xi 90% sb phiéu dugc hoi tra 1o da timg dén Big C trong d6 ti 18
nay & ndi thanh 1a 100%, 100% sb ngudi dén Big C déu da mua dugc hang

+ V& do nhan dién cta nguoi tiéu ding véi cac nhan hang riéng cua siéu
thi, 62% sb nguoi tra 161 biét dén cac nhan hang riéng, nhitng nguoi ndy cha yéu
1a nguoi tiéu ding tré tir 18 - 29 tudi, thudng xuyén mua sam tai Big C va ghé
tham trang web cta don vi.

+ Phong van truc tiép cho thay, nguoi tiéu dung thudng mua cac san
pham mang nhan riéng cua siéu thi d6i v4i cac mat hang nhu chét tay rua, bot
giat, thuc pham, giay vo, van phong pham, 75.6% s6 nguoi chua mua san pham
mang nhan riéng cta Big C khang dinh s& can nhic chuyén sang mua hang nhan
hiéu riéng néu gia ré va duoc tu van caa ban bé, gia dinh.

+ 86% nguoi tiéu dung da st dung nhan hang riéng hai 10ng voi san pham
va c¢6 xu hudng tiép tuc mua dé tiét kiém chi phi dic biét ddi véi nguoi tiéu
dung la sinh vién thué tro va nguoi noi tro trong gia dinh co thu nhap trung binh.

Tir s6 liéu trén c6 thé thdy nhan hang riéng cua Big C da thu hut dugc su
quan tdm chd y va tao duoc sy ham mudn mua tir phia nguoi tiéu dung trong d6
khong it ngudi da hién thuc hda ham mudn nay thanh quyét dinh mua va duy tri

ngay ca khi thu nhap co cai thién.

2.3.2.2 Hang Viét trong chinh sach san pham cua Big C Hai Phong

Mot phan quan trong khac trong ké hoach san pham cua Big C Ia tich cuc
hudng tng cudc van dong “Nguoi Viét Nam tiéu dung hang Viét Nam” do B0
chinh tri phat dong tir nam 2009. Danh muc hang hoa kinh doanh cia Big C ludn
c6 ti trong hang Viét cao, khoang 95%, nhat 1a cac mit hang thuc pham, rau qua,
san pham dét may, quan 4o, gidy dép... Do nhan thic cia nguoi tiéu ding vé
hang Viét ngay cang nang cao, khai niém hang Viét da di doi véi hinh dung vé
chat lugng, tiéu ding hang Viét 1a tiéu dung thong minh va diéu d6 khong chi

tdn tai & mot s6 bd phan dan cu don 1é ndo ma lan toa rong rai trong xa hoi.
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Nguoi tiéu dung dd chu dong hon trong viéc tim kiém, tu tin hon khi quyét dinh
mua hang “made in Viet Nam”. Ciing trong qua trinh phong van, 59% ngudi tiéu
ding cho biét ho quan tam dén hang Viét, trong d6 c6 t&i 38% khdng chi ding
ma con gigi thiéu cho nguoi than wu tién st dung hang Viét. Pay 1a con sd dang
mung vi trudc cudc van dong sy quan tim cia ngudi tiéu dung ddi véi hang hoa
trong nudc chi tir 25 — 28% (s6 liéu tir Hoi nghi so két 1 ndm cudc van dong
“nguoi Viét vu tién dung hang Viét”).

Két qua diéu tra cua trang mang uy tin dunghangviet.vn vé nhan thuc caa
NTD voi hang Viét Nam chat luong cao mai day cho thay gan 80% NTD c6 thai
d6 tich cuc trong d6 35% NTD tin tuéng va rat tin tudng.

Biéu 2.9

& K&t qua binh chon - dunghangvietwn - Google Chrome I. — | =) |ﬂh

() www.dunghangviet.vn/ket-qua-binh-chon.htm|

Eﬂ This page is in | Vietnamese ~ “I. ‘Translate ‘ ‘ Nope ‘ | Optinnsv‘

Mirc do tin cay -::L’Ja'hgn (nguweri tiéu dfmg) vao nhan hiéu
“hang Viét nam chat lwong cao” nhw thé nao?

- Rat tin twéng 6,00% (9 phigu)

Tin twrdrng 29,33% (44 phiéu}

m

Binh thuérng 43,33% (65 phiéu)

. Hoan toan khéng tin 4,67% (7 phiéu)

Khéng tin tudng 16,67% (25 phigu)

-

i — TE—— r

(Nguon: Anh chup man hinh dunghangviet.vn)
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S6 liéu tai thi truong Hai Phong ciing rat kha quan:

Biéu 2.10 Niém tin ciia NTD Hai Phong d6i véi hang Viét
100%
80%
(7382;0 52% M Tuyét ddi tin tudng
0
50% M Tin tuong
40% i Binh thuong
30%
20% M Khong tin tudng
10% 2%
0
0% 4%
0

Big C dang c6 trong tay co hoi rat Ion khi gan day cac vu bé boi lién quan
dén hang ngoai nhap, hang nhap khau khdng rd ngudn géc xuat xt, hang Trung
Quéc kém chat lwong bi béo gidi phanh phui. Pién hinh nhu vu sita nhiém
melamine, tao dé cua Trung Quédc duoc bao quan bang sap nén cong nghiép, tui
tam bot thudc trir sdu va cai thao bao quan bang chat “udp xac ... Tat ca nhiing
diéu d6 khién nguoi tiéu dung lo lang, quay lai véi hang Viét.

Véi uu thé 1a diém ban 1é cung cap sb luong Ion hang Viét, phong phu vé
mau ma, da dang vé chuang loai, véi chat luong san pham dam bao, doanh sé ban
mang hang nay cua siéu thi Big C Hai Phong lién tuc tang trong 3 nam tr¢ lai

day véi mic ting 6n dinh trén 20% /nam.

2.3.2.3 Chién lgc phét trién Hang tiéu dung nhanh (FMCG)
Su déng gop cua tirng nhom hang vao doanh thu cua siéu thi Big C Hai
Phong.
e Nh6m 1: Cac mit hang thuc pham tuoi sdng gom: thit, hai san, rau, db so
ché, db an ndu sin, cac san pham sira, dd dong lanh, banh mi va céc thuc

pham tuoi khac. Nhom nay dong gop 20% doanh thu cua siéu thi.
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e Nh6m 2: Mt hang tiéu dung nhanh FMCG goém: d6 an khé, cac loai gia

vi, dd udng, banh, ruou, hda chat thuc pham, d6 an cho vat nudi, my

pham. Pong gop t6i 40% doanh thu hang nam cua Big C.

e Nh6m 3: Nhdm hang may mac chiém 13% tong doanh thu cua Big C.

e Nhom 4: Hang bach héa gom: dién may, dd gia dung, dung cu thé thao,

dd choi, hang vin phong pham va cac dung cu stra chita... Nhom hang

nay déng gop 25% tong doanh thu cua siéu thi.

Nhom hang tiéu dung nhanh FMCG — Fast Moving Consumer Goods la

nhom hang quan trong chiém ti trong 16n trong doanh thu ban I1& néi chung va tai
Big C Hai Phong noi riéng. Theo két qua nghién ctu caa TNS Viét Nam (2010)

tai Viét Nam hang ti€u dung nhanh tang trudng cuc nhanh véi ti 1€ 11% / nam,
chi sau Trung Quéc (2008).

Bang 2.1: Co cau hang héa phan phdi qua cac kénh nim 2011

Tiém | Cho | Siéu | Pai | Ctahang | Kénh | Tong
tap thi ly chuyén | khac
hoa doanh
Duoc pham va dung cu
, 47% | 2.7% 2.9% | 17.0% 70.2% 2.5% | 100%
yte
Van phong phém 28.1% | 5.1% | 11.7% | 14.1% 35.1% 5.9% | 100%
Giavi 28.9% | 26.6% | 28.3% | 12.7% 2.7% 0.8% | 100%
Giéy 23.5% | 5.3% | 11.5% | 17.3% 35.7% 6.7% | 100%
Thuc pham ché bién 22.8% | 16.9% | 37.6% |16.1% | 5.9% | 0.8% | 100%
Banh keo 20.5% | 10.3% | 21.3% | 25.4% 21.3% 1.2% | 100%
Nhua va cao su 35% |26.0% | 7.0% |27.7% 34.8% 0.9% | 100%
Sira va san pham tir sita | 25.6% | 8.9% | 27.0% |27.5% 9.4% 1.6% | 100%
D6 udng 26.2% | 8.8% | 23.1% |28.4% | 9.2% | 4.4% | 100%
Hoa duoc 29.1% | 15.2% | 33.6% | 12.3% 8.7% 1.1% | 100%
Chung 11.0% | 8.4% | 15.1% | 25.0% 38.4% 2.1% | 100%
(Nguon: http://www.scribd.com)
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Bang tong hop trén cho thay nhitng mat hang thuoc nhém FMCG nhu
thuc pham ché bién, banh keo, sita va san pham tir sita, ¢6 udng phan phéi chu
yéu qua hé thdng siéu thi. Nghién ctu cua FTA — Cong ty nghién ctu thi trudng
Dinh hudng c6ng bd nam 2012 chi ra rang tai cac thanh phd Ién, da sé nguoi
tiéu dung danh gia hang ban trong cac siéu thi 13 hang dat chat lwong, phong
phu, da dang, an toan hon & chg, ctra hang tap hoa, cac chuong trinh khuyén mai
t6 chirc thuong xuyén di tao stc hat 16n ddi véi nguoi tibu dung. Khdng chi
vay, cac siéu thi c6 qui trinh ban hang nghiém ngat, hang hét han str dung khéng
dugc bay ban, thuong xuyén bo sung nhitng mat hang méi nhat cua nhiéu
thuong hiéu dé nguoi tiéu ding lya chon ciing 13 yéu té duge NTD dénh gia cao.

Khao sét cua cong ty nghién cau thi truong Pinh huéng FTA ddi Véi
nhém hang nay.

- Nguén gdc, xuat xa: ngudi tieu ding quan tam toi san pham cd ngudn
goc xuat xur rd rang. Boi Vi cac san pham xuat xa trong nudc, ngudi tiéu dung
quan tdm toi cac san pham an udng, dac biét 12 thuc pham hon cac san pham
chdm soc ca nhan, gia dinh.

- Gi4 ca: nguoi tiéu dung cho rang d6i véi san pham FMCG, san pham
chat luong tét khéng han 1a c6 gié tri cao, da s6 nguoi tiéu dung quan tam nhiéu
hon t6i nhitng san pham c6 gia trung binh (46%).

- Bao bi: Vo bao bi ctia san pham c6 chat lugng tét duoc vu tién theo cac
ther ty tiéu chuan: thong tin diy du vé san pham nha san xuat bao bi, nguyén
lidu, bao bi chic chan, an toan, c6 diu chitng nhan an toan vé sinh.

- Kénh phan phéi: trong nhan thic cia nguoi tiéu ding, noi ban san pham
chat luong tét 12 & siéu thi (90%), xe ban dao, ban rong va cac diém ban I¢ I&
duong, khu vuc bén ngoai cho duoc xem 12 ban san pham cé chat lugng kém.

Thuc té tai Hai Phong tong hop tir s6 liéu diéu tra ciing cho két qua phu

hop véi nhitng théng tin trén. Cu thé:
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Biéu 2.11 Dja diém tot nhit dé mua dwgc hang
chdt lwong theo danh gia ciia NTD Hdi Phong

12%

I
87% H Siéu thi, cura hang tién loi
cé uy tin

H Khéc

1%

L Hang xach tay, mua hang
online...

Biéu 2.12 Pdnh gid ciia NTD Hdii Phong vé chit lwong
hang mua tai siéu thi Big C

5.8% 15%
l R4t hai long
® Hai long
i Binh thudng

® Khong hai long

Xap xi 90% ngudi tiéu dung noi thanh cho riang cach tét nhat dé mua
duoc hang hoa dam bao d6 1a dén siéu thi, cira hang tién loi ¢ uy tin va dai da
s NTD Hai Phong to ra hai long véi chat lugng hang mua tai Big C. So sénh
con s6 90% nay véi qui mo thi trudng ngudi tiéu dung 16n, lién tuc ting truong

cia Hai Phong chac chan tinh hinh kinh doanh trong twong lai cua Big C Hai
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Phong s& rat kha quan; luong khach hang than thiét co thdi quen mua sim tai

siéu thi tang 18n la diéu tat yéu.

2.3.2.4 Chién lirgc da dang hda san pham, dich vu.

Big C Hai Phong hién kinh doanh khoang 50.000 mat hang khac nhau,
trong khi tai Metro — siéu thi ban si ¢ kha ning canh tranh truc tiép véi ban 1é
cling nhu c4c siéu thi noi trén dia ban thanh phd con sb nay trung binh chi
25.000 - 30.000 mat hang. Su da dang trong chung hang thé hién & ca nganh
hang (da dang hda san pham theo chiéu rong) 1an nhdn hang (da dang hda theo
chiéu sau). Bién hinh nhu mit hang gia vi hat tiéu. Trén quay gia vi caa siéu thi
Big C c6 dén gan 10 loai tiéu khac nhau nhu tiéu so, tiéu xanh, tiéu hat min, tiéu
cay, tiéu nhap khau... Ngay trong ciing mét loai tiéu ciing c6 dén 2 - 3 nha cung
cap khac nhau. Trong khi dé, tai siéu thi Co.op Mart — dai dién tiéu biéu nhat
cua cac nha ban I¢é trong nudc, khach hang chi c6 hai su lua chon: tiéu so hoac
tiéu den dong goi san.

Ngoai c4c mat hang san xuat tai Viét Nam, Big C ciing 1am phong ph
thém chung hang hoa kinh doanh bang nguon hang nhap khau tir tip doan me &

nudc ngoai, nhidu mat hang nhap tir cac nudc Han Quéc, Trung Quéc, Nhat...
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Biéu 2.13 Ddnh gid ciia NTD vé s6 luong,
chiing loai hang hoa tai Big C

2.7|%

21.4%

37.4%

M R4t hai long

H Hai long

i Binh thuong

® Khong hai long
38.5%

Chi ¢6 chua t6i 3% khach hang khéng hai long vé sé luong, chung loai
hang hoa tai Big C. Diéu nay phl hop véi 70% s6 nguoi dugc hoi cho biét Iy do
ho mua sam & siéu thi ma khong phai ¢ cho 1a do tai siéu thi cd nhiéu loai mat
hang, c6 nhitng mit hang & cho khéng c6 va 37.4% khach déng y yéu té ho
danh gia cao Big C 1a su da dang vé chung loai hang hoa bén canh cac yéu tb
khac (khuyén mai 16n, thuong xuyén; dich vy xe buyt Big C; su tan tuy cua

nhan vién véi khach).

2.3.3 Chién lwoc giéa — Price.

Gia (Price) 1a mét trong 4 yéu té chinh cua thuyét Marketing hdn hop bén
canh san pham (Product), phan phéi (Place) va hd tro ban hang (Promotion).
Bén yéu té nay tac dong twong hd va quyét dinh vé yéu té nay s& anh huong téi
hoat dong yéu t6 kia. Do d6, viéc dinh gia san pham dong gop dang ké vao su
thanh céng hay that bai caa 1 cong ty. Muc gié qué cao s& 1am giam nhu cau vé
s6 luong, tao co hoi cho cac dbi thu canh tranh gianh 13y khach hang; trong khi
d6 gia qua thap s& khuyén khich mua hang nhung lai giam bién do lgi nhuan trén

mdi giao dich. Trong kinh doanh ban I¢, chién luoc gia cang duoc nghién cau
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can trong va c6 d6 linh hoat cao thi cong ty s& cang c6 wu thé canh tranh trén thi
truong.
2.3.3.1 Chién lrgc gid ban ciia kénh phan phoi ban 1é hién dai

Trong béi canh canh tranh gay gét giita cac tip doan trong thi trudng bén
1¢ Viét Nam hién nay, c6 thé ndi dén rat nhiéu chién lugc da dang dugc Ung
dung nhim 16i kéo ngudi tiéu dung vé phia minh. Nhung mét cach téng quat,
chién luoc gia ca cta cic nha ban 1é qudc té ciing nhu Viét Nam duoc chia thanh
hai loai chinh: EDLP (Every Day Low Price) va Hi-Lo (High background — Low
promotion).

< EDLP : Chién luoc gia EDLP sé& ludn duy tri gia thip cho hau hét cac san
pham, it khi thyc hién khuyén mai giam gia. Cac nha ban 1¢ theo chién lugc
EDLP phai tip trung tao dung su tin nhiém ctia khach hang d6i v6i phuong
cham gia ré cua minh.

% Hi-Lo:Cac nha ban 1é theo chién luge Hi-Lo thudng c6 gia binh quin cao
hon EDLP (nguyén nhan cua chit Hi trong Hi-Lo), trong khi d6 thuong
xuyén thyc hién cac chién dich khuyén mai (thuong 13 hang tuan) c6 muc
giam gia rat 16n (gia thap hon EDLP, nguyén nhan cia chit Lo trong Hi-Lo)
cho mot s6 san pham.

Sw Lwa Chon Cua Khach Hang
Trong khi cting dugc nhin nhan nhu 1a nhitg phuong thirc gitip tiét kiém
tién khi mua sdm, van c6 nhitng ¥ kién trai nguoc nhau giita cac khach hang vé

viéc liéu phuong cach nao giup

tiét kiém duoc nhiéu tién bac Khuyén
ho-n: mai, 40%
—60% khach hang lya chon céc
cura hang thyc hi¢n EDLP.
—40% khach hang lua chon céc Ban gi
thap, 60%

ctra hang thyc hién Hi-Lo.
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Trong bdi canh thi trudng Viét Nam thi hau hét cac nha ban 1¢ (retailers)
sit dung chién lugc hon hop do van dé canh tranh, gianh thi truong trong giai
doan bung nd hién nay. Big C hién tai c6 vé thién vé khuyén mai, ap dung chién
lwge Hi-Lo nhung that ra ciing 1 cudc dua cua cac nha cung cdp. Ban chét chién
lugc cta Big C toan cau 1a EDLP, véi cong cu cuc ky loi hai 14 cac nhan riéng
(private-labels) dugc marketing rat bai ban giup nang cao hinh anh EDLP cua
Big C. Nguoc lai, cac siéu thi trong nudc duong nhu c¢6 vé yéu thé hon hién
dang chu yéu theo hudng khuyén mai. Ly do cho sy chon lwa nay dé& dang thay
duoc 1a viéc thuc hién khuyén mai don gidn va it ton kém béng cach déy cho
nha cung cdp lam. Thém vao d06, quyén lyc bén mua (purchasing power) chua
da 16n dé tao 4p luc budc cac nha cung cap giam gia ban (listing price) cong véi
nang lyc vé xdy dung phat trién cac nhin riéng (private labels) con kha han ché
nén nhitng nha ban 1¢ ndi dia chua thé thuc hién duoc chién lugc hdn hop gilra
EDLP va Hi-Lo.
2.3.3.2 Big C véi khau hiéu “Gid ré cho moi nha” va cdc bién phdp ky thudt
giup ha gid ban.

“Gia, gia va gia” 1a chién lugc trong tim trong dudng huéng kinh doanh
cua hé thdng siéu thi Big C ndi chung va siéu thi Big C Hai Phong néi riéng.
Xac dinh thé manh caa minh 1a ban hang hda véi gia ré, gia thap hon mit bang
chung trén thi trudng dong thoi tich cuc trién khai cac dot khuyén mai, giam gia.
“Gia ré cho moi nha” da khong chi la sologan cua Big C nira ma con la dinh vi
cho hinh anh cua siéu thi trong long nguoi tiéu dung Hai Phong.

Theo quan diém cua nhitng ngudi lanh dao siéu thi, nhiém vu hién nhién
cua nha ban Ié 1am khach hang hai 1ong bang chat luong dich vy, chat lugng
hang hda, tién nghi mua sam, sy tan tuy cta nhan vién... Nhung vuot Ién tt ca,
diéu khach hang mong muédn nhat khi mua sam luén 1a co6 dugc mic gié ré.
Trong bdi canh gia ca thi truong ngay cang ting, gia sé 1a yéu té quyét dinh tao

nén doanh thu va siic mua cho siéu thi. Big C ludn ¢ gang dé co thé dem lai
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muc gia ré cho khéch, thong qua loi thé quy md, ky thuat dam phén, thuong
lwong, cat giam chi phi quan ly... Casino — tap doan me cua Big C 12 mot trong
nhitng nha ban 1¢& 16n caa thé gidi, co thé manh vé k§ nang hau can, kho van do
d6 bo phan quan 1y siéu thi ciing dugc dao tao va ké thira nhitng thanh qua nay
va ap dung vao viéc td chuc tai diém ban hang ciing nhu dua ra giai phap gidp
nhitng nha cung cdp nho giam chi phi hau can, giam chi phi van chuyén tir d6
giup giam gia ban.

Trudce tinh hinh lam phat hién nay, bién dong gia dang 13 méi quan tim
hang dau ciia toan xi hoi. La mot nha phan phdi ban 1, hé thong siéu thi Big C
Viét Nam hiéu rd nhiing tac dong truc tiép cua bién dong gia ca dbi voi doi sdng
cia ngudi tiéu dung. Vi vy, trudc stc ép ting gia cua nhiéu loai hang hoa,
huéng tmg cha truong kiém ché lam phat ctia Chinh phu, Big C dé ra nhiing
muc tiéu han ché hét muc c6 thé viéc diéu chinh gia nham bao vé strc mua cua
nguoi tiéu dung.

% Chii déng, téi wu trong ké hoach cung #ng, de tri hang hoa.

Pé c6 duoc muc gia tét, hang hoa doi dao, Big C phai 1én ké hoach tir 4 —
5 thang trudc, ddy manh thuong luong véi nha cung cap dé c6 dugc muc gia
muc thip nhat - co s& dé ha gia ban cho khach hang. Ngoai mic giam gia cua
cac nha cung cap, bén canh viéc duy tri muc gia ban twong d6i thap so véi thi
truong, Big C con thudng xuyén tung ra cac chuong trinh khuyén mai bang gia
(price promotion), hd tro thém vé gia d¢é muc giam co suc hap dan cao boi hién
nay gia khong chi 1a mdi quan tdim hang dau cia ngudi tiéu ding ma con caa
chinh siéu thi ¢é cung cdp hang hoéa c6 chat luong tét, gia ca hop ly. Vi du,
thing 30 g6i mi Uni tdm 80gr gia thuong 145.600 dong/thing, gia khuyén mai
121.900 dong/thing, Big C tang Khach hang 27.000 dong/thung nhu vay, gia
ban chi con 94.900 dong/thung hay banh Custas 20 miéng 460gr gia gbc 74.200
ddng/hop, gia khuyén mai 66.800 dong, Big C tang thém 8.000 ddng, gia ban 1¢
chi con 58.800 déng/hap...
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Nhiéu loai néng san, thuc pham tai Big C tham chi c¢6 gia ban ré hon cac
cho. Pay 1a két qua caa viéc lién két truc tiép gitra nha phan phdi va nguoi san
Xuit theo phwong cham giam trung gian la giam gia thanh. Khong chi hd tro
ngudi san xuat bang khoa hoc ky thuat, quy trinh quan ly, siéu thi con xuc tién
dau tu sdu vao qua trinh san xuat kinh doanh cua cac nha san xuat dé dam bao
vé chat luong va kiém soat gia thanh tir géc, tranh viéc ting gia tuy tién cta nha
cung ung. Siéu thi cam két thu mua s6 luong 16n hang hoa cta nong dan, nha
cung cip trong mot thoi gian dai ciing mot ché do thanh toan tot dé tao nén
nguon hang nhiéu, phong phu. Bén canh d6, voi mot chinh sach hau can va trit
hang tbt, nhiéu trong nhimng thoi diém hop 1y da giup siéu thi c6 duoc gia ré ban
cho nguoi tiéu dung trong mét thoi gian dai.

Viéc cung tng hang vao siéu thi phai theo ké hoach, hop dong, kiém
duyét chat lugng nén khong c6 chuyén nhay gia that thuong hay phan ung qué
nhanh vi mot yéu t6 nao d6. Gia cac miat hang ludn duoc gitr 6n dinh trong
khoang thoi gian nhat dinh. Sy 18n — xudng theo gia xang, sitc mua, ngudn cung,
thoi tiét khong thé “nhay” nhu ddi véi céc cho. Su 6n dinh nay 1a dé dam bao
quyén loi caa chinh ngudi tiéu ding.

Cung véi d6, nho tich cuc van dong cac nha cung cap lién tuc cé nhiing
chuong trinh khuyén mai hap dan ma bat dau tir nam 2008, Big C da xiy dung
dugc mot khung gia ré thuong xuyén cac mat hang thiét yéu cho nguoi tiéu
diing, cé nhing chinh sach binh on gia trong thoi ky khing hoang, tao diéu kién
thuan loi cho su mua siam cua khach hang va chinh phuc nguoi tiéu dung bang
cach nay.

< Thac hanh tiét kigm chi phi trong ngi bé siéu thi d@é c6 thé san sé kho
khdn cang NTD trong thoi Ky “bdo gid”.

Ngay trong noi bo cua Big C ciing ludn ting cudng tiét kiém cac chi phi
quan ly va chi phi van hanh (dién, nudc...) dé khi can, ¢ thé giam mot phan loi

nhuan bu dap cho khach hang.
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Nhu viéc Big C di trang bi hé théng bon trit lanh, van hanh vao ban dém
khi gia dién re, dé tich trit nang lugng dudi dang da lanh va sé giai phdng ngudn
nang lugng nay vao ban ngay, khi gia dién cao, nhd dé tan chay, tir d6 cung cap
khi lanh cho hé thdng diéu hoa cua trung tdm thwong mai. Giai phap nay cho
phép tiét kiém chi phi tién dién, giam phu tai dinh cho hé thdng trong gio cao
diém, giam cong suat cho nha may dién trong gio cao diém.

Hay nhu viéc trang bi hé théng tu quay dong lanh cé hiéu suat tiét kiem
dién cao hon so véi quay ké lanh thong thudng nho cac 14 chin gilp giam that
thoat khi lanh, cho phép bao quan hang héa ludn tuoi ngon, dat tiéu chuan chat
luong nhung tiéu ton it dién nang hon.

Mot giai phap nita cling duoc tinh dén 1a st dung vat liéu c6 tinh cach
nhiét tot nhat nhu tuong 3D cach nhiét va cach am, mai cd 16p cach nhiét. .. giup
giam thiéu trao d6i nhiét trong va ngoai siéu thi, dam bao cho hé théng diéu hoa
khong khi trong siéu thi hoat dong hiéu qua hon.
2.3.3.3 Cdc chién lwoc gid cu thé va tac déng twong vmg téi NTD Hai Phong.

% Hiéu #ng lan toa

Tap trung moi thong diép marketing vao mét tir hoac mét y tuong duy
nhat tir 1au d 1a ton chi séng suét trong hoat dong tiép thi nhung dua ¥ tuong di
xa hon mot budc c6 thé mang lai hiéu qua dang ké. Pé phé va rao can trong x&
hoi quéa tai boi truyén thong ngay nay, nén dat ngan séach tiép thi vao san pham
t6t nhat doanh nghiép c6 réi sau d6 hiéu tng tir day lan téa sang cac dong san
pham con lai. Nghé thuat kinh doanh ¢ day chinh 1a phuong phap dinh gié.

Siéu thi Big C da xac dinh cac mat hang tiéu dung nhanh, mat hang thuoc
dién binh 6n gia nhu thit, ¢4, banh mi, thuc pham khd... 12 ngudn mang lai doanh
thu cao nhat nén gia ap dung cho cac mit hang nay thuong thap hon so véi gia
trén thi hodc kém theo nhiéu qua tiang thiét thuc dé hap dan khach hang. Léi trén
mdi don vi san pham tuy méng nhung nhd doanh sé tiéu thu 16n, siéu thi van dat

duoc muc tiéu loi nhuan.
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Mt khac, do gia ca san pham thudc dién nhu yéu pham nay ré ma nguoi
tiéu ding s& dé hinh thanh nhan thic rang tai siéu thi moi hang héa déu co gia
ré. Qua nhiéu 1an mua sam, so sanh gi4, dan dan niém tin s& duoc xay dung tir
nhitng nhan thirc ban dau d6. Tuy nhién, thuc té khong hin 1a nhu vay. Khong
phai hang hoa nao tai Big C cling ré hon so véi khi mua ¢ chg, ¢ ctra hang tap
héa hay dai ly. Cac nha quan tri caa siéu thi da khéo 1éo cét giam bét ty 1é loi
nhuan ¢ nhom hang nay nhung lai kéo ty 1€ lgi nhuan & nhom hang kia. Pon cu
la nhém hang dién may va dung cu nha bép. Hai nhém hang nay ludn c6 gia béan
cao hon ngoai thi truong 5 — 15% mac chénh 1éch mang lai bién d6 lgi nhuan
tuong d6i cho siéu thi. C6 38% khach hang nhan ra diéu nay nhung phan lén
trong s6 d6 khang dinh ho van tiép tuc dén Big C mua sam ké ca khi hang héa
c6 gia nhinh hon vi nhiing thuan loi, su thoai mai ma mua sam tai Big C mang
dén.

% Gia lé - nghé thugt trong kinh doanh siéu thj

Trong siéu thi Big C Hai Phong, chung ta thuong thiy nhiing biéu gia cho
cac mon hang thuong mang gia 1é nhu 79.900 ddng, 34.800 dong, 21.600 dong...
Pay 1a mot ky thuat co ban nhung mang lai hiéu qua cao trong marketing. Khi
mét ching ta nhin thady mot mén hang rao ban véi gia 79.900 dong ching ta s&
bi lra va nghi rang mén hang dé chi c6 gia 79.000 dong, 900 dong lé thira
thuong khong duoc nghi dén. Khi tra tién cho mén hang do, 79.000 thay vi cho
80.000, chung ta thuong cam thay vui vé va hai long vi nghi rang né ré. 79.000
nghe c6 vé it hon 80.000 nhung trén thyuc té gia tri cia mon hang nay chi thiéu
100 ddng Ia chin 80.000.

K§ thuat ndy 4p dung cho hau hét mat hang tir nhitng mit hang cé gia vai
nghin dong dén nhimg d6 gia dung, d6 dién may cd gia hang triéu dong.

Ly do dang sau viéc sir dung nhitng con s6 9, 8, 6 va 3 nhiéu hon céc s6 1,
4 hoac 7 1am nhirng con s6 tan cling ngoai viéc tao cam giac ré hon con dya trén

nhitng ¢6ng trinh nghién ciu y khoa. Sau nhitng nghién ctru vé hé than kinh va
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ndo bo con ngudi, cac bac si di kham pha ra ring bd ndo chung ta thuong ghi
nhan cé4c con sb ¢d hinh dang tron nhu s6 9, 8, 6, 3 nhanh hon nhitng con sb ¢é
hinh dang thang nhu 1, 4, 7. Nhitng s c6 su két hop caa dudng cong va dudng
thang nhu 2, 5 dugc xem 14 trung dung. S6 0 tuy c6 hinh dang tron trinh nhung
it duoc str dung vi n6 phan lai qui tac gia 1é.

Bén canh niém yét gia ban 1é dén hang tram dong, mot hiéu tng thi giac-
tam 1y cling duoc siéu thi p dung d6 1a viéc sir dung mau sic, cach thé hién trén
cac nhan nhan biét san pham khuyén mai cua siéu thi. Cac nhan hang nay phan
biét vai cac nhan hang khong c6 khuyén mai bang bang mau vang dic trung, gia
ban cii duoc viét bang mau den co nét gach chéo bang mau do vat ngang, gia
méi duoc Vviét bang chit viét tay mau do ndi bat va thuong rat 1é. Tam Iy hoc da
ching minh bang gia viét bang giay mau vang thuong lam cho khéach hang thay
ré hon. Hon nita, cing mot muc gia nhung ngudi mua sé nghi 1a bang gia bang
chir in dat tién hon bang gia viét tay vi chit in 1am cho ho lién tuong dén mot céi
gi d6 hinh thic, ton kém.

Do ¢6 téi xap xi 70% khéach hang 1a phu nir ma tdm 1y chung cuaa chi em
la thich mua hang gia ré, hang giam gi4, ha gia doéng thoi chiu anh huang manh
cta cac diéu kién mua hang, quan tdm nhiéu hon t&i cac quay bay mau hang,
quang cao hang nén chién lugc gia cia Big C di tao ra dugc anh huong khdng
nho t&i thoi quen, hanh vi tiéu ding cua ho voi 76.8% cho rang ho san sang roi
bo dia diém mua sam cii dé téi siéu thi néu ho tin rang c6 thé mua sam véi gia ré
hon.

< Gia tri nhgn thirc cia khach hang - nguwoi ndm quyén téi cao vé gia

Gia tri theo nhan thtc cua khach hang chinh 13 yéu t6 nim quyén quyét
dinh t6i cao vé viéc dinh gia. Robert Dolan d3 dung thuat ngit gia tri kinh té thuc
(true economic value - TEV) nhu mot tiéu chuan so sanh dé danh gia su tinh
toan cua khach hang vé nhiing gi ho san long chi tra. TEV duoc tinh theo

phuong trinh sau:
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TEV = Chi phi ciia phwong dn tét nhdt + Gia tri chénh léch higu sudt

TEV dai dién cho nhitng gi khach hang s& that sy chi tra cho san pham
hay dich vu dem lai gié tri vuot troi so voi d6i thu canh tranh gan nhat. Hay xem
vi du sau: Chi A can mua mot vai mon hang dé chuan bi cho nhu céu in uéng
trong dip Tét. Chi phan van giira hai lva chon: hoic mua ¢ siéu thi Big C hoic
mua & chg. Qua nhiéu 1an mua sam & siéu thi, chi A nhan thiy nhitng mat hang
chi can mua dip ndy néu mua & siéu thi s& mat khoang 2.100.000 dong con néu &
cho, ciing s6 hang d6 chi s& mat khoang 2.000.000 ddng. Chi A c6 mét su lua
chon 16 rang, chi c6 thé tiét kiem 100.000 néu san 1dong mua & chg, dong nghia
Vi viéc chi s& chap nhan phai mic ca, chen 1an, tu coi giit phuong tién, d6i mat
Véi nguy co mat do, mat tién, chi c6 thé mua sém vao ban ngay ma chua chic da
tim duogc hang ung ¥ va dam bao chét luong. Mat thém 100.000 c6 xing dang
Véi viée tranh duoc nhitng bat loi, bt tién nhu trén khong? Mot cach dé tim ra
cau cau tra loi la &p dung cong thuc TEV.

TEV = 2.000.000 + gi4 tri chénh Iéch hiéu suat

Trong truong hop nay, chi A phai uéc tinh gia tri cua viéc tranh duoc
nhitng rai ro, bat tién khi mua sim & cho d6i véi chi va ra quyét dinh. Néu gia tri
d6 < 100.000 thi mua sam & cho 1a lya chon tét hon, con néu gia tri d6 >=
100.000 thi 2.100.000 la gia hop ly ma chi A quan tam.

Tat nhién sy so sanh chi xay ra khi noi cung cap dich vu c6 gia cao hon
mang nhiéu loi ich hon (gi4 tai siéu thi cao hon va mua sim tai siéu thi mang
dén sy thuan tién vé nhiéu mat) con hai trudng hop con lai néu noi mang dén loi
ich cao hon dong thoi mang dén mirc gia ngang bang hoac ré hon thi sy lya chon
dudng nhu kha rd rang va chic chan d6 1 mua sam tai noi mang lai loi ich cao

hon (siéu thi).
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Biéu 2.14 Ddnh gid ciia NTD vé gid ci hang héa tai Big C
so voi cdc diém ban khac

18.2% 14.8%

 Thip hon
® Trung binh (ngang bing)

i Cao hon

Sinh vién: Poan Thity Diém 106
Lop: QT1301K



Pé tai: Nghién cizu anh hweng cua chién lwoc Marketing tai siéu thi Big C Hdi Phong tdi
théi quen tiéu dung khu vuc Hdi Phong

80%

Biéu 2.15 Ly do khdch hang
chon mua hang o BigC ma
khong phdi o cho

100%

90%
100%
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! Gi4 ngang bang, tham chi thip hon khi ¢6 khuyén mai

M Vi tri dep, di chuyén thuan tién

i Nang cao gia tri ban than

M Khong gian mua sam thoai mai, tién loi

® Nhiéu loai mit hang, c6 nhitng mit hang & cho khong co
 Thanh toan d& dang (qua thé, c6 nhiéu quiy thu ngén...)
B C6 sy dam bao vé chét lugng, VSATTP

M Khong phai mic c4, tiét kiém thoi gian, c6 thé mua sam vao buoi toi

Vi 81.8% nguoi tiéu dung cho rang muc gia ca hang hoa tai Big C khong
cao hon diém ban khac (trong d6 14.8 % dong y muc gié tai siéu thi ré hon va
67% dong y mac gia tai siéu thi ngang bang) va phan 16n nguoi tiéu dung danh
gia cao vé nhiing loi thé so sanh cua siéu thi so véi cho truyén thdng, ctra hang
kinh doanh ddc 1ap nhu khong phai mac ca, tiét kiém thoi gian, c6 thé mua sam
vao budi téi (100%), c6 su dam bao chit lwgng vé sinh an toan thyc pham
(90%), nhiéu loai mat hang, nhitng mat hang ma & cho khéng cd (70%), khong
gian mua sam thoai mai, hién dai (100%)... c6 thé khang dinh siéu thi Big C da
thanh codng trong viéc dinh gié, tao dugc an twong tot dep trong long khach
hang. Tiép tuc duy tri cac bién phép nham ha gia ban, 6n dinh gia di d6i véi phat

huy hon nita cac lgi thé so sénh vé mit to chirc, nhan su, san pham... s& khic sau
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thém nhan thtc tét dep vé siéu thi va cang cb thém thdi quen chon siéu thi 1a
diém dén 1y tuong cua nguoi tiéu ding.
% Cung cdp gidi phap chi tiéu trong théi ky lgm phéat

Pai dién siéu thi cho biét, hién nay, mit hang duoc ngudi tiéu ding quan
tam nhat 13 hang phuc vu cac bita dn hang ngay boi thyc té trong nhiéu thang
qua, hang thuc pham ngoai thi trudng c6 bién dong 16n, gia ting cao nén nhiéu
ngudi tiéu ding muén mua sim hang gié ré tai siéu thi. Chinh vi vay, siéu thi
chu trong giam gia mat hang nay dé mang lai nhiéu loi ich cho nguoi tiéu dung
va dé thu hat ngay cang dong dao khach hang dén véi siéu thi.

Qua s ligu diéu tra hai nam 2011 va 2012, mat hang nguoi tiéu ding Hai
Phong chon mua & siéu thi Big C di co su thay ddi dang ké: hang thuc pham (tur
42.3% 1én 54.7%) ting 12.4%, nhom héa my pham (tr 18% 1én 19.5%) ting
1.5%, hang may mic (tir 15.1% xubng con 10.1%) giam 5% va hang dién gia
dung (tir 9.3% xudng con 5.3%) giam 4.5%. Dieu nay phi hop véi xu huéng
chung d6 1a tap trung ngan sach chi tiéu vao cadc mat hang tiéu dung thiét yéu
d6ng thoi tranh thu dugc chuong trinh khuyén mai cua siéu thi. Riéng trong két
cau nhom hang thuc pham ciing ¢ su bién dong. Thuc pham khé ting 7.6%, tir
27.7% 18n 34.3%, manh hon mirc ting 4.8% cua thuc pham twoi sdng, tir 15.6%
1én 20.4%.
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' Biéu 2.16
Mat hang chi yeu NTD mua tai Big C qua 2 nam 2011 va 2012

60.00%
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30.00% ' l
20.00% ’ I
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.00%
. 2012
Thyc pham Hana ma
mdc gé ph{l Hang dién My hoa 2011
T ia dun p 5
kién SR pham, van  Vatdung. Khac
phong phim trang t}'l no1
that
\ < \ . M¥ hoa a

Thyc pham Har\1g may mac Hang dién gia pham, vin phong vat ,dufl.g trAang Khéac

va phu kién dung % tri nodi that

pham

#2011 42.300% 10.100% 9.800% 18.00% 17.300% 2.500%
2012 54.700% 15.100% 6.100% 12.900% 9.00% 2.200%
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Biéu 2.17 Sw thay déi trong két cdu nhém hang
thwe pham NTD mua tai Big C Hdi Phong
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E Thyc pham tuoi song
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Vao nhiing thang cudi nam, nam bit nhu cau mua sam ting cao, siéu thi
dong loat giam gia ban hang loat mat hang nham khuyén khich kha ning tiéu
ding cta ngudi dan, tan dung co hoi ting doanh thu, gop phan binh én thi
truong.

Do danh trang tam 1y ctia nguoi tiéu ding 1a muén mua hang gia ré, chat
luong tdt, c6 ngudn gbc, xuat xi rd rang nén siéu thi Big C Hai Phong dang 1a
tam diém tim dén cua rat dong nguoi tiéu dung. Piac biét, nhitng ngay nghi cudi
tuan, siéu thi don tiép mot luong rat Ion khach hang dén tham quan mua sam,

tranh thu tim mua cac hang c6 mac giam gia cao.

2.3.4 Chién lwoc xUc tién hén hep — Promotion.

Hoat dong Marketing hién dai rit quan tdm dén cac chién lugc xUc tién
hdn hop. Pay 14 1 trong 4 nhém cong cu chu yéu cia marketing — mix ma doanh
nghiép c6 thé str dung dé tac dong vao thi trudng muc tiéu nham dat muc tiéu

kinh doanh cta doanh nghiép. Ban chat caa cac hoat dong xdc tién chinh 1a
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tuyén truyén vé san pham va doanh nghiép téi khach hang dé thuyét phuc ho
mua. Vi vay, c6 thé goi day 1a cac hoat dong tuyén truyén marketing.

La mot doanh nghiép kinh doanh ban 1¢ hién dai, Big C t6 chirc diéu hanh
mét hé thdng xdc tién hdn hop phuc tap. Mot sé dang cha yéu thuong dugce don
vi str dung la:

- Quang céo

- X{c tién ban

- Tuyén truyén, t6 chuc su kién
2.3.4.1. Quang cao

Ngay nay quang cdo la cong cu truyén théng duoc sir dung khé phd bién,
dac biét la trong thi truong hang hoa tiéu dung cd nhan. Hoat dong quang cao
ma Big C da t6 chuc thuc hién rat phong phu, thong qua nhiéu phuong tién va
dwa trén timg d6i twong ma cong ty mudn nhim téi.

- B&o: c6 uu diém dé st dung, kip thoi, pho bién rong réi tai thi truong
dia phuong, dugc chap nhan rong rai, do tin cay cao, Big C di cong tac voi mot
s6 to bao nhu bao Hai Phong, An ninh Hai Phong, Tiéu dung (dic biét 1a cac sb
cudi tuan)... dé dang cac tin bai lién quan dén cac Chuong trinh khuyén mai,
giam gia cling nhu cac doi méi, wu dai tai siéu thi. Tuy sb luong doc gia han ché
song theo khao sat phan 16n nhiing nguoi dit bao hay dugc cp phat bao déu l1a
nguoi ¢ uy tin trong cong dong, dac biét 1a & khu vuc nong thon. Do do, gay
dugc sy chd y, thién cam dbi véi tang 16p nay sé& 1a vién gach moéng dé siéu thi
tiép tuc chinh phuc tinh cam cua nhiing bo phan dan cu khac.

- Tivi: Pay 1a mot kénh quang cao rat thong dung khdng chi & cac nuéc
c6 kinh té phét trién ma ngay ca ¢ Viét Nam ciing vay. Quang cao qua tivi khai
thac duoc loi thé vé am thanh, ngdn ngit, hinh anh, mau sac. Di tugng khan gia
rong, thuoc nhiéu tang 16p xa hoi, kha ning truyén théng nhanh, dé dang tao
duoc sy chi y. Big C di khéo 1éo dang ki thoi diém phat song cac mau quang

cao cua minh vao cac “gio vang” nhu khoang thoi gian tir 11 — 12h trua, 20 —
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21h t6i trén kénh truyén hinh Hai Phong THP. Pay 1a khung gio dam bao ddi
twong khach hang ma Big C mong mudn truyén tai thong tin c6 thé tiép nhan
dugc vi nd tring véi gio an cia cac gia dinh, nam gitta thoi diém phét song
chuong trinh thdi sy va phim truyén — déu 1a 2 chuong trinh c6 lwgng nguoi
theo doi dong dao, thuong xuyén.

- Radio: c6 thé thoat ¢au khéng mot nha markeing nao cho ring day 1a
phuong tién thich hop véi viéc truyén thdng cho 1 siéu thi nhung thuc té hiéu
qua ma Big C Hai Phong dat dugc di cho thay su hitu ich caa nd. Quang co
qua radio c6 uu diém 1a ngudi nghe nhiéu, chi phi thap, linh hoat vé dia ly. Big
C Hai Phong da théng qua ca dai phat thanh cua céc huyén ngoai thanh dé cung
cap thong tin vé thoi gian Big C co cac dot khuyén mai, sy kién sip duoc to
chuc, cac mat hang ap dung giam gid, tang qua hay lich trinh dua don khach cta
cac tuyén xe buyt Big C trén dia ban huyén. Ngudi dan ngoai thanh rat huong
tng cach 1am nay vi ho khong cé nhiéu ngudn thdng tin tir cac phuong tién
khac; mat khéac phan Ion trong sb ho 1a nhitng ngudi hoat dong chén tay, diéu
kién 1am viéc ngoai troi nén cd thé vira “nghe quang cao” vira 1am viéc va khong
méat khoan chi phi nao.

- Internet: Internet marketing dang dan phé bién va tré nén quan trong
hon trong cac chuong trinh marketing cua doanh nghiép hién dai. Phan lén
khach hang cua Big C la nhitng nguoi tré (chiém > 80%) trong d6 lugng khéch
hang cd tudi tir 20 — 29 chiém téi 65%. Pay 1a nhém khach hang c6 so thich
mua sam & cac kénh hién dai nhu siéu thi, cira hang chuyén doanh va thuong
xuyén sir dung Internet. Céc théng tin vé chinh sach ban hang cua Big C duoc
cap nhat lién tuc trén cac trang mang, trang tiéu dung uy tin nhu vnexpress.net,
dunghangviet.vn, webtretho.vn... Nhap tir khoa “Big C”, “Big C khuyén mai”,
“xe buyt Big C Hai Phong”... trén Google trong vong chua day 1s da cho nguoi
tiéu dung hon 900.000 két qua. Bén canh dé, website bigc.vn ciing duoc dau tu
cong phu, cung cap day da théng tin vé doanh nghiép, cac chuong trinh khuyén
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mai, cach dang ky va sur dung thé uvu dai Big C, cac nhan hang riéng cua siéu thi
cling nhu cac meo Vit gitp ngudi tiéu ding st dung, bao quan hang héa d6
dung... Co téi > 50% s ngudi tré tir 20 — 29% tudi dugc hoi da tra 16i rang ho
d3 vao website ndy, 48% s6 nay khang dinh ho truy cap trang web nay thuong
xuyén dé tim kiém chuong trinh khuyén mai, 90% sé nguoi chua vao website
nay khi duoc gigi thiéu vé trang web ciing cho rang trang web nay thuc sy hitu
ich va s& tim hiéu thém.

- Email: Marketing qua email 1a mot phuong tién chuyén giao thong diép
cho khéch hang hién tai va tiém ning véi chi phi thap. Nhiing thong diép nay c6
thé nham muc dich:

* Ban hang

* Duy tri moi quan hé véi khach hang hién tai

* Thu hdt moi ngudi vao website thuong mai dién tir hoac ctra hang cua
ngudi ban dé thyuc hién giao dich mua ban.

* Xay dung thuong hiéu théng qua viéc nhan biét tén tudi

Siéu thi Big C Hai Phong di c6 chién luoc st dung email nhu mot
phuong tién hitu ich nham dua thong tin téi khach hang.Véi phuong cham
“Pung tré thanh ké gay kho chiu trong mat nguoi nhan”, email cua siéu thi chi
dugc gui tdi khach hang khi siéu thi sip trién khai chuong trinh khuyén mai,
giam gia. Khach hang quan tdm c6 thé ding ki nhan thu bang cach tich vao 6
“dang ki nhan ban tin mién phi caa Big C” va cung cap dia chi email khi tién
hanh khai bao thong tin tai quay thé wu dai Big C. Viéc ding ki nhan thu di dem
lai nhiéu tién ich cho nhiing khach hang ban ron — nhimg ngudi c6 nhu cau vé
san pham nhung lai khong du thoi gian dé tim kiém théng tin vé san pham va
nhitng khach hang mudn so sanh cac san pham va tim gia tét nhat, dong thoi gop
phan gilp siéu thi tiét kiém chi phi in an cho céc catalogue, gidp bo phan quan

ly cua siéu thi kiém soat dugc lwong khach hang ma siéu thi nham dén.
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- Ngoai ra Big C Hai Phong con quang cao théng qua pand ap phich, man
hinh LCD tai diém bén, cac bang ron, biéu ngir trén cac truc duong I6n cua
thanh phd nhu duong L& Hong Phong, Lach Tray, Pham Vin Pdng, Nguyén
Binh Khiém...
2.3.4.2 Xiic tién ban

Xdc tién ban 1a nhém cong cu truyén théng s dung hdn hop cac cong cu
cd dong, kich thich khach hang nham ting nhanh nhu cau vé san pham tai chd
tiee thi. Xuc tién ban hang con goi 1a khuyén mai c6 tac dong truc tiép va tich
cuc téi viéc tang doanh s bang nhiing loi ich vat chat bo sung cho nguoi mua,
khuyén khich ho tiéu ding nhiéu hon, mua véi s6 luong 16n hon va danh thic
khach hang tiém an.

Big C da van dung két hop nhitng khuyén mai cua nha cung cap vai chinh
sach xuc tién ban caa minh mot cach linh hoat nham dem lai loi ich t6i da cho
khach hang. Hang mau, phiéu thuong, goi hang chung, qua tang la nhitng cach
ma siéu thi da lam.

- Catalogue: dugc in an voi mau sic dep, hinh anh rd nét, noi dung dé
hiéu catalogue vé thoi gian khuyén mai, cac san pham khuyén mai ciing nhu s6
lwgng gidi han néu co ludn duoc cung cap mién phi tai tang 2 cua siéu thi.
Nguoi tieu ding cé thé xem ngay hoic mang vé nha tim hiéu thém. Diéu doc
d4o 1a catalogue c6 vai trd nhu mot cuén cadm nang cung cap mot sé6 meo vit
gitp khach hang st dung, bao quan san pham tét hon hay cach thirc nau nhiing
moén an ngon, bd dudng véi chi phi hop 1y cho gia dinh. Vi 32% khéch hang
dén Big C khi c6 khuyén mai va 40,5% khach “can 1a di” c6 thé néi cac chuong
trinh khuyén mai véi tan suat day dac, khuyén mai sau, thuc chat, dam bao chat
luong, “dung mit hang, dung thoi diém” cua siéu thi Big C Hai Phong da thay
d6i théi quen tiéu ding cua ngudi dan dia phuong, ca ndi va ngoai thanh ting

ngay va chic chin nhitng théi quen nay sé ngay cang duoc cung cd.
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- Hang mdu: day 1a nhiing mit hang dugc dong goi voi bao géi nho, co
thé duoc phat mién phi hoidc dugc ban véi gié rat ha co chice nang khuyén khich
ding ther. Hang mau dugc phan phdi ngay tai siéu thi, tao cho nguoi tiéu dung
co hoi duoc trai nghiém, so sanh trudc khi chon mua san pham nay. Big C ¢9 loi
thé 1a danh muc hang hoa cung cap rong, da dang va gidng nhu phan 16n cac
siéu thi khéac, nhém hang chu yéu trong co cau hang hda Ia hang tiéu dung, nén
sb ddi tac, nha cung wng thudc mang hang nay cua siéu thi rat nhiéu, siéu thi c6
thé 18n ké hoach td chtic nhiéu dot, nhiéu mat hang dugc phat mau, riéng ré hoic
trong thoi gian siéu thi ciing c6 chuong trinh khuyén mai. Biéu nay tao duoc sic
hap dan, thu hat khach hang dén véi siéu thi vi ho c¢6 tam 1y thich dugc cho
khéng, du d6 duoc cho chi cd gia tri rat nho. Mot s6 hang mau da dugc phét
mién phi & Big C nhu: kem danh rdng P/S tra xanh hoa ciic tuyp 10g, P/S White
Now 10g, siza tdm trang da Levinia goi nhé Smil...

- Phiéu thweng: phiéu thuong la gidy chiing nhan khach hang dugc giam
mét khoan tién nhat dinh khi mua san pham caa siéu thi véi trj gia hoa don tir X
(d) trd nén. X nhan muc cy thé nao tly theo timg chwong trinh khuyén mai.
Thoéng thuong, mac nay ¢ 500.000 dong, phiéu thuong kém theo cd gia tri
50.000 d6ng va tir mdc ndy ctr tang tri gia hoa don thém 200.000 khach hang s&
nhan thém mot phiéu thuong 25.000.

Phiéu thuong kich thich nguoi tiéu ding mua sam nhiéu hon dé dugc
huong chiét khdu, danh vao tim 1y mudn huong loi cia khach hang dan téi thuc
té 1 nhiéu nguoi mua thém nhitng moén hang khéng thuc su can thiét ma khong
nhan thac duoc rang sé hang mua cang nhiéu, sb tién phai thanh toan cang I6n
thi ti & loi nhuan cua siéu thi ngay cang ting va hoan toan co thé bu dip duoc
gia tri cta phiéu thuong. Mot diéu d& nhan thay nira d6 1 vi siéu thi cd trién
khai chuong trinh phiéu thuéng nén s& c6 it hon sd héa don co gia tri gan voi
mbc dugc thuéng. Vi dy, néu méc 1a 500.000 thi sé hoa don co gia tri tur
400.000 — 500.000 s& it hon binh thuong déng ké.
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Bén canh viéc khuyén khich hanh vi mua cua ngudi tiéu ding tic thoi,
phiéu thuong con co tac dung khac d6 1a kéo nguoi tidu dung dén siéu thi ¢
nhitng 1an mua sam tiép theo. it ai tir chdi moét mén hoi khi chua dem to phiéu
thuong Ay dén siéu thi va thuc té hda gia tri cua nod trén hoa don thanh toan cua
minh.

M6t hinh thtc khéc cua phiéu thuong duoc Big C ap dung d6 1a cac phiéu
thudng dugc in trén catalogue cung cap san tai siéu thi. Gia tri cia mdi phiéu
thuong nay thudng rat nho chi tir 1.000 — 2.000 ddng song néu suu tap duoc
nhiéu khach hang ciing c¢6 thé tiét kiém duoc mot khoan. Chi mat cong cat
nhitng mau giay d6 va khong mat thém nhiéu thoi gian & quay thanh todan ma
van duoc loi, tat nhién ho rat hai 16ng. Va su hai long caa “thuong dé” luon 1a
su khai dau cua lan mua sam tiép theo.

- G6i hang chung: 1a goi hang cdng ty gidi thiéu mot s san pham hang
hoa nhat dinh song ban véi gia ha. Chang han, mot 16 ba chai mam Hai Ngu
nhung gia chi bang gi4 cua hai chai. Nhiing khuyén mai kiéu nay it thay ¢ cac
diém ban khac nhu cho, hay ho kinh doanh cé thé vi nguoi ban thuong boc goi
hang ra va ban 1é chung dé thu duoc nhiéu loi nhuan hon.

- Qua tgng: 1a hang duoc cho khdng hodc duoc tinh véi gia thap, phan
phdi cing véi viéc mua hang, cé thé goi cung goi hang chinh. Qua ting duoc
trién khai phan 16n vao céc dip I& tét nhu Tét Nguyén Pan, 8/3 trong chuong

trinh Ton vinh vé dep Viét, 20/11 Tri an thay co... Mot sé vi du vé qua tang tai

siéu thi:
o Tang goi duwong tinh luyén 500gr khi mua hat ném Maggi 3 ngot
heo 900gr
e Mua ddu Ong T4o Marvela 5l tigng mét chai ddau Ong Téo 400ml
e Tang tai nuoc xa vai Downy 400 ml khi mua bét giar Tide huong
Downy 4,5kg
e Tang mét dia thuy tinh khi mua mét 16 2 gdi banh gao One One
Sinh vién: Poan Thity Diém 116

Lop: QT1301K



Pé tai: Nghién cizu anh hweng cua chién lwoc Marketing tai siéu thi Big C Hdi Phong tdi
théi quen tiéu dung khu vuc Hdi Phong

Trir qua ting kém theo céc nhan hang riéng cua Big C, phan 16n qua ting
2 tir nha cung cap mang lai song phai nhin nhan rang do c6 luong hang tiéu thu
rat 16n so véi cac diém ban khac nén Big C ¢ thé tao duoc uu thé dam phan voi
cac nha cung cip nay dé khdng chi cd qua taing ma con cé thé cd thém phan
chiét khau nhiam ha gia ban thap hon so véi thi truong nham tao loi thé canh
tranh. Khi da trién khai, qua ting trong siéu thi Big C lun nhiéu va duoc xép
dit tai c&c vi tri ngay tam mit, d& nhin, d& 13y, tham chi xép thanh thap cao ngat
tao cho khach hang cam giac choang ngop, thich thd va san long mua. 80%
khach hang dugc hoi cho biét ho thich mua cac san pham kém qua tang tai Big
C va cho rang kho tim dugc co hdi nhu vay ¢ céc chg, ctra hang tap hoa.

< Tinh hinh trién khai cdc chwong trinh khuyén mai tgi siéu thi Big C

C6 thé n6i Big C Hai Phong 1a don vi ban 1é ¢6 cac chuong trinh khuyén
mai day dic nhat, hau nhu ngdy nao ciing c6 san pham khuyén mai. Big C Hai
Phong thudng xuyén t6 chirc cac dot khuyén mai I6n phi hop véi mébi quan tam
ctia ngudi tidu dung va xa hoi. Thai gian ciia mot chuong trinh khuyén mai duoc
sap xép khong qua dai ciing khéng qua ngin. Thoi gian khuyén mai qué ngin sé
khong mang lai loi ich cao cho sé lugng 16n khach hang trong khi thoi gian qué
dai thuong lam giam swc hat va hing thd mua sam. Cac chuong trinh khuyén
mali cua siéu thi Big C Hai Phong:

- Chuong trinh “Chao nim hoc méi”: véi hon 1.100 mat hang bao gom db
ding hoc tap, ddng phuc, cap, balo, sich vo, xe dap, may tinh... véi mac giam
gia tir 10% - 50% kém theo qua tang thiét thuc. Chuong trinh nay kéo dai tur
ngay 2 - 22/7 vao mua tyu truong gidp cac bac phu huynh tiét kiém mot khoan
dang ké trong ngan séach chi tiéu.

- Chuong trinh “S61 dong cung WorldCup”, “Tung bung EuroCup”, “Dén
chao thé van hoi 20127 vai khuyén mai giam gia cac san pham dién may, Tivi,

loa, ampli, laptop, dién thoai...
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- L& hoi “Tén vinh vé dep Viét” nhan dip 14/2 va 8/3 khuyén mai cac san
pham héa my pham, quan 4o; “Tri an thay c6” dip 20/11 mang t&i cac goi qua
dugc dong sin, bao goi dep va pho gia rong, khach hang cé thé tim duoc goi qua
phu hop v&i sé thich va tdi tién cua minh; “Rén rang don Tét” dip Tét Nguyén
Pan véi sac vang cua khuyén mai ngap tran khip cac gia hang, trong moi gian
hang cua siéu thi.

- Sinh nhat Big C, chuong trinh “Gia ré mua hé”, “Wow! Chét lugng gia
ré”, “Ban 1é ré nhu ban budn”, “Théa stc mua, dua stc Sam”... la nhirng
chuong trinh khuyén mai 16n, quen mat va nhan dugc nhiéu cam tinh cia nguoi
tiéu dung.

Song song V&i cac chuong trinh khuyén mai theo su kién, tat ca céc
chuong trinh khuyén mai dinh ky 3 tuan/ lan va khuyén mai cudi ngay (sau 21h)
tai siéu thi van duoc td chire binh thuong, gilp khach hang c6 thém nhiéu co hoi
mua sam Vvéi gia ré. Pay 1a don bay hiéu qua dé tao niém tin va ting sitc mua
ctua khach hang nhat 1a nhimg gia dinh c6 thu nhap trung binh va thap, gop phan
cai thién doi séng trong tinh hinh kinh té lam phét.

% Tdc déng ciia cdc chwong trinh khuyén mgi téi théi quen mua
sdm Ciia ngwoi tiéu dung.

Theo cac chuyén gia, nguoi tiéu dung hién nay khéng con mua theo y
thich nita ma tap trung vao cac san pham thiét yéu, hang Viét Nam voi gia ca
phai ching hoic c4c san pham giam gia, khuyén mai. Vi vay danh sach cac mat
hang khuyén mai cua Big C tap trung vao cac nhu yéu pham, tuyén chon trong
s nhitng mat hang béan chay nhat tai Big C, chang loai phong pht bao gém tir
d6 an, thic udng cho téi dd gia dung, vai soi... dap tng day da nhu cau tiéu
ding hang ngay cua khach hang. Pai dién cua Big C cho biét “Néu gia trén thi
truong giam, Big C s& giam thém theo ti 16. Néu gia trén thi trudong tang Big C
s& nd lyc thuong thuong lwong véi cac nha cung cap dé khong ting gia hoic Véi

muc nho nhat ¢ thé”. Vi du, nhu khi ting gia xang cic nha cung cap kién nghi
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tang gia, siéu thi can ct hop dong da ky két ra soat lai cac mat hang xem chi phi
van chuyén chiém bao nhiéu % ,muc ting ddi tac dua ra c6 phu hop khong dé
thuong thao lai. Ngoai ra, & mot sb thoi diém trong ngan han, siéu thi san sang
cit giam phan loi nhuan cua minh tham chi chiu 15 dé gia ting chiét khu,
khuyén mai cho khach hang. Thay cho hinh thtc ting qua trong Idc tiéu dung
thoai mai, cac chuong trinh khuyén mai giup nguoi tiéu dung co6 co hoi mua
hang hoa ré hon. Chinh vi hanh dong chia sé, ganh bét kho khan vai nguoi tiéu

dung ndy ma ngudi tiéu ding gin bé va dén siéu thi thuong xuyén hon.

Biéu 2.18 Thoi gian trung binh/1 1an dén BigC
M Khi khong c6 khuyén mai 8 Khi ¢6 khuyén mai

56,3 60.4%
3%

8.2%

<30 30 - 90’ >90'

Két qua tong hop tir cac phiéu diéu tra duoc phan anh vao biéu do trén
cho thay nguoi tiéu ding c6 xu huéng nan lai siéu thi lau hon khi tai day c6 cac
chuong trinh khuyén mai. Cu thé, khi c6 khuyén mai sb khach cé thoi gian mua
sam dudi 30 phat giam tir 8.2% xudng con 1.2%, sd khach c6 thoi gian mua sim
trung binh 30 - 90 phut ting tir 56.3% lén 60.4% va s6 khach co thoi gian mua
sam trén 90 phut ting tir 35.5% 1én 38.4%. Pdi véi nhitng khach hang da lap
danh sach hang can mua, phan tng khi dén Big C rat da dang: 15.4% khéch chi
mua nhiing hang hoa di 1én danh sach, mua ding nhan hiéu, ding sé luong da

du tinh; 31.9% mua nhiing thir da 1én danh sach nhung xem va c6 thé mua san
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pham ctia cac nhan hiéu khac trong khi c6 t&i 52.7% khach xem réat nhiéu loai
mit hang va quyét dinh mua cudi cing hau nhu c6 sé lugng mat hang, gia tri
thanh toan 16n hon ké hoach chi tiéu dé ra. Piéu nay cho thiy khuyén mai thuc
su dd tic dong dén thoi quen mua sdm ctia ngudi tiéu dung ma biéu hién d& nhan
thay nhat 14 quy thoi gian mua sam tang 1én va tri gia hda don cao hon so véi du
kién ban dau.

Véi timg ddi tuong khach hang, cac chuong trinh khuyén mai cta siéu thi
cho két qua nhu sau:

Bing 2.2 Két qua khuyén mai twong irng véi tirng logi khdch hang

Loai khach hang

Mo ta

Két qua

Khach hang dang trung

thanh vaéi si€u thi

Nhitng khach hang thuong
Xuyén lga chon si€u thi khi

mua sam hang hoa.

Cung c6 hon nita sy trung
thanh cia KH, ting s6 luong

va tdng so lan mua.

Khach hang dang trung
thanh véi d6i thi canh
tranh (siéu thi khac,

chg, ctra hang tap hoda)

Nhitng khach hang thuong
xuyén lya chon thuong hiéu

ctia ddi thu canh tranh.

Pha vO& su trung thanh,
thuyét phuc thay doi thuong
hiéu vi nhiing lgi ich do

khuyén mai mang lai.

Khéch thich

“nhdy coc”, su thay doi

hang

Khéch hang chon mua nhiéu

tai nhiéu diém ban khac

Thuyét phuc nhém khach
hang nay “wu 4i” hon cho

si€u thi khi mua sam.

nhau cho cung loai san
pham.
Khéch hang thich ré Khach hang chon mua | Nhitng gid tri cong thém,

thwong hiéu nao c6 gia thap

nhét.

chiét khau giam gia da thu
hat thanh céng nhom khach

hang nay dén véi siéu thi.

(Nguon: téng hop ket qua phong van truc tiep)
Pay 1a két qua tich cuc, thé hién rd nét hon su tac dong dén tung loai
khach hang ma chi sy thay d6i thoi gian mua sdm, gi tri hoa don chwa phan anh

duoc.
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2.3.4.3.T6 chikc su kién

T6 chic su Kién ciling 1a thé manh cua Big C. Siéu thi da hop tac voi mot
s nha san xuat to chic dung thir san pham cho khach dén tham quan, mua sam
tai siéu thi nhu thuong hiéu snack Oishi, stra Milo, Nutri 1Q, ca phé Viét... hay
lam cac gameshow c6 thuong lién quan dén nhan hang Calsome, Hipp, Kiddy,
Omo... Vao céc dip trién khai khuyén mai 16n trong nam dién hinh nhu “Tén
vinh vé dep Viét” siéu thi con moi cac nhan vat giai tri duoc cdng ching mén
mo, dic biét 1a than twong cua gidi tré nhu Poan Trang (2011), Vin Mai Huong
(2012)... dé quang ba hinh anh san pham — siéu thi, thu hat lugng khach 16n téi
mua sam.

Siéu thi cling tao duoc an tuong tot dep trong hoat déng vi cong dong, bao
vé moi truong khi toé chitc ngay hoi thu gom pin da qua st dung hay chung tay
gilp d& nhitng hoan canh kho khan trén dia ban thanh phd (Chi tiét tai website:
bigc.vn, bang tin Big C).
2.3.4.4. Tdc dong cua chién luoc xic tién hon hop ciia Big C Hdi Phong tdi
nguoi tiéu dung nong thon.

Budc sang nam 2012, nguoi tiéu ding tiét kiém nhiéu hon so voi nam
2011. Gia nhiéu mat hang ting khién cho nguoi tiéu dung chi mua nhitng mat
hang thiét yéu véi gia ca tiét kiem nhat. Do d6, cac chuong trinh khuyén mai,
giam gia la yéu té tac dong manh mé dén viéc thay doi lua chon cia nguoi tiéu
dung. Ngudi dan ndng thdn, nhimg ngudi ¢ thu nhap trung binh, thap 1a cac ddi
tuong rat nhay cam vé gia. Ho san sang thay doi dija diém mua sam néu thay
chénh léch gia du phai di chuyén trén quing dudng xa hon.

Theo mat nghién ctu ctia Vién nghién ctu thdng tin kinh doanh va hé trg
doanh nghiép (BSA) thi néng thon Viét Nam chiém dén 70% tong luong tiéu thu
hang hoa. Nong thon ciing c¢6 sb luong khach hang sin sang mua sam gap 3 lan
thanh thi. Ho 1a nhitng ngudi tiéu ding “chua thong minh” hiéu biét vé thi

truong san pham ciing nhu kinh nghiém mua sam con it va han ché, 1a nhiing
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ngudi dé tinh, thich cai méi va gia ré. Chinh ho 1a dbi twong gidp siéu thi can
bang luong ban giira nhitng san pham cao cap, ban chay véi nhiing san pham
dinh vi & phan khic kém hap dan hon, gia ré hon. Bac biét khi c6 khuyén mai xa
hang ho 1a khach mua cha yéu gitp siéu thi giai phdng hang ton, ciu vén dé tiép
tuc quay vong.

Nhung trén thuc té, mot han ché rat 16n khi ban hang cho nguoi tiéu dung
ndng thon 1a ho & qua xa siéu thi. Big C Hai Phong da giai quyét van dé nay
biang céch t6 chirc 17 tuyén xe buyt hoat dong lién tuc 7 ngay trong tuin dé dua
don “thugng dé” tir 2 quan va 6/8 huyén ngoai thanh (Q.Kién An, Q. D6 Son, An
Duong, Thay Nguyén, Vinh Bao, An L3o, Kién Thuy, Tién Lang) dén siéu thi.
Céach 1am nay di pha bo nhitng go bd vé pham vi ban cha yéu trong noi thanh,
ma& rong ving béan, nang sé khach hang ngoai thanh dén mua sam tai siéu thi Ién
30% (2012) so véi con sb 25% (2011). Nguoi dan rat huong ¢ng cac tuyén xe
buyt nay. Ho thich tha coi chuyén di Big C gan nhu mot chuyén du lich mién
phi. “Ho” & day con bao gdm ca cac hoc sinh cap 2, cap 3. Phan 16n cac em
chua di xa nhiéu nén khi dugc ra siéu thi, tan mét chung kién su hién dai, sb
lugng hang hoa phong phu, nghé thuat trung bay tinh té tai diy cac em da c6 an
tuwong tét dep va manh m&. Cac em hao htrng mua hang va bién siéu thi thanh
dia diém chuyp hinh Iy twong. Rat hai 1ong vé cudc tham thi, c6 téi 90% trong so
cac em noi rang cac em da ké lai niém vui tir chuyén di cho ban bé, ngudi than
va s& con tiép tuc tgi Big C mua sam.

Nhitng ba noi tro ngoai thanh chiém ti 1¢ 16n, khoang hon 50% s khach
di chuyén bang xe buyt. La “nit tuéng” trong gian bép ho cling dong thoi quén
xuyén viéc chi tiéu, mua sim cua gia dinh. Ho thuong di thanh tép nho 3 — 5
nguoi, di ciing con cai, chi em, ban bé hoac hang xém. Thyuc pham khé nhu gia
vi, hat ném, nuéc mam, bot ngot, banh keo cling véi xa phong, cac chat tay rira
la nhitng mat hang cha yéu trong gié hang cuaa ho. Ly giai vé diéu nay, theo mot
khach hang & Tién Lang, tinh hinh kinh té khé khan khién hau bao bj thu hep
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dang ké, trong khi d6 xa hoi ngay cang phat trién thi doi séng ngay cang duoc
nang cao va cang chu trong tdi tinh an toan, thudng ngoan trong sinh hoat. Ho
muén tranh tha khuyén mai, giam gi4, thich mua hang véi bao géi 16n dé tiét
kiém chi phi, tham chi nhiéu ngudi con mua hang chung mot hoa don dé duoc
linh phiéu thuong. Khi nhitng hang hoa nay trong gia dinh dugc sir dung hét ho
san long chia sé voi nhau va chd téi dot khuyén mai sau mai mua tiép. R6 rang,
bdi canh kinh té kho khin va nhitng chién lugc xdc tién hdn hop cua Big C da
tao ra nhitng thoi quen tiéu dung rat khac!

2.3.5 C4c yéu té khac.

Ngay tir khi xuat hién Big C Hai Phong d3 tao co hoi mua sam cho tat ca
moi nguoi khac vai Metro siéu thi ban buén dugc phép kinh doanh ban I¢ 10%
khach hang 1a thanh vién d6i khi bj dua ddy nhu su ban on chir khéng phai
‘thuwong dé”, vi nhu viéc cap thé va cam tré cao duéi 1.3 m vao. Nhung Metro
da vap phai su canh tranh chinh tir van héa kinh doanh 4y boi ngudi Viét dén
nhitng chd méi la ngoai nhu cau mua sam con dé tham quan, thuéng ngoan nén
rat kho giir duoc khach khi phu huynh phai bo con & ngoai dé thac thom vao
trong. Qui dinh nay dac biét kho chiu d6i vai khach hang khong cé chi dich dén
Metro tir trudéc ma chi tat qua khi c6 hang hay thoi gian ranh réi. Mua siém & cho
truyén théng, cho tam ciing gay ra phién todi nhat dinh nhu cam giac vudng viu
khi dan con di nhét la khi tic duong hay thoi tiét xau.

So véi chg, Metro hay bét ky siéu thi nao da c6 mat tai Hai Phong trudc
d6, Big C da giai quyét van dé nay rat tét: khong cap thé thanh vién thay vao do
la thé wu dai, khong han ché khéch 1a tré em, tham chi trong siéu thi con cé khu
vui choi riéng danh cho tré dé khong chi b me tré an tdm mua sim ma con tao
cho tré niém vui thich khi t6i day. C6 thé noi day 1a giai phap thong minh khi
cung lGc hai van dé, dic biét 1a hiéu qua tham lang cua khia canh tha hai. Tré
thich dugc ngudi ban hang quan tam, niém né ddi xir véi nd nhu 1a nguoi lon,

Tré cling 1a ddi twong dé bi thu hat, mot khi da thich mot mon hang nao dé thi
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ching s& khing khiang doi mua bang duoc va chang bac phu huynh nao n& tur
chéi nhitng yéu cau d6 cua con céai. Mot dac diém khac nira cua tré 1a ching 1a
nhitng khan thinh gia rat trung thanh va chim chu theo ddi quang cio ma qua do
ching mudn kham pha thé gidi xung quanh. Bai vy viéc nang cao y thic, muc
d6 ghi nhé cua cac em dbi voi hang hoa, dé lai & cac em an tuong SAU Sac Vé
hang hda cua minh, 13 viéc 1am c6 ¥ nghia sau xa dbi véi cac doanh nghiép kinh
doanh, tiéu thu san pham.

Bén canh viéc cung cap nhitng thdng tin vé san pham, gia ca hay cac meo
vit sir dung vat dung hiéu qua, tiét kiém...Big C da khéo 1éo 16ng ghép céc ticu
muc danh riéng cho tré nho véi cac nhan vat duoc tré yéu thich, nhiing tinh
hudng hai huéc, gan lién véi mot bai hoc nho hay mot thong diép nao dé vao
catalogue gigi thiéu chuong trinh khuyén mai dé khéach hang cé thé mang vé nha
xem thém. Tai siéu thi ciing dat nhiéu man hinh LCD thudng Xuyén phat nhiing
doan phim hoat hinh ngan, vui nhon nham tang su héng thi cho cac em. Bac
biét, khi khéach truy cap trang website bigc.vn khach co thé tai vé may 2 bo
truyén tranh “Chuyén cta Bo va chi gau Biggy” va “Hoc séng xanh cling Bo va
Biggy”. Trong d6, “Chuyén cua Bo va chl gau Biggy” 1a tap truyén tranh dau
tién Big C xuat ban danh cho cac bé tir 6 - 8 tudi, bao gém nhirng cau chuyén
hét stic vui nhon va gan giii voi doi séng hang ngay dién ra gitra cau bé Bo va
cht gau Biggy, qua dé gitup bé phat trién k§ nang song, rén luyén nhiing nguyén
tac tng Xt vin minh ngay khi con nho tudi; danh cho céc bé tir 6 - 10 tudi, cudn
sach “Hoc song xanh cung Bo va Biggy” lai 1a tap hop nhitng mau chuyén nho,
bai tap thuc hanh, tric nghiém, d6 vui... nham day tré nhiing kién thirc co ban,
nhitng hanh dong don gian va thoéi quen tét gop phan bao vé méi truong, tir do
trg thanh nhiing “hiép si XANH” ngay tai gia dinh, truong hoc, khu pho... cua

minh.
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™ YUNG
Cheese : Phd mai
Little : Nho, bé
Help : Giip da
Hand : Tay

Viem bé dé nhé hon Bo ma!
Coz she®s smalller than me!

BAI TAP 1

Bé di, bé hay ndi hai hinh ¢é § nghia trdi ngudc vdi nhau nhé!

Biing roi, khi gdp em bé nhd hon,
hay cdc cu gia, tht minh nén nhudng
va giip dé, diing khéng Bo?

Yes, we should abways help or share things.

with smaller kids and the elderly.

g
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‘ dung pin bé thi mua pin bé. '
- So simple! We use big batteries for )

bigs siots, small ones for smail siots.  /
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= \ Remove batteries when not in use to make

| chuadidauBo them last fonger.

( 3, Biggy dan Bo | 2. Khoéng dung cuc pin ddy chung véi

\ thém nha: |

cuc pin gdn hét.

Don't make a full one go with a half-used one.
3. Nén chon pin sac dé dung di dung
lai dugc nhiéu lan.
Buy rechargeable batteries so you can use

them many times.
{ 22
e

< g S Yes, but e 't /
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Batteries come in different shapes

and sizes: super small, long, big and

round, square... Then they produce @
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Vi khau hiéu “Tiét kiém nhiéu hon, tring thuong bat ngd va cam nhan
ban dic biét v6i chung toi nhu thé nao”. Thé wu dai Big C da thuc su mang t6i
loi ich cho khach hang. Hoan toan mién phi va c6 hiéu luc ngay ttc thi, khach
hang tir 18 tudi trd nén chi can xuat trinh CMTND (hodc ho chiéu di v6i ngudi
nudc ngoai) va dién day du thong tin vao phiéu dang ki, sau khoang 5 — 10 phut
khach hang s& nhan dugc thé wu dai Big C kém theo mot thé nho gin méc khoa
vé6i gia tri twong duong. Khi xut trinh thé ndy, khach hang dugc mua hang véi
gia vu dai “danh cho thanh vién cua siéu thi”. Qua viéc cp phat, quan 1y thé uu
dai, siéu thi sé kiém soat duoc sd 1an giao dich, gia tri, tan suat cling nhu danh
muc hang hoa chii thé mua thuong xuyén. Tir 46 ¢6 duoc thong tin sat thyc vé
nguoi tiéu ding nham thay thé, diéu chinh cac giai phap nham thic diy hon nira
thoi quen dén siéu thi ciia khach hang.

Vi du co sé dit lidu cho thay phan 16n khach hang mua bot giit cta cac
nhan hang Tide, Omo va chi mua bt gidt mang nhan hiéu riéng “Big C” khi ¢o
khuyén mai, ting qua hap din hodc chénh léch gid >20%. Tir s6 liéu nay, budc
dau Big C co thé xay dung khung gid phu hop cho san pham bot gidt Big C
nham gia ting doanh s6 cho mat hang nay.

Dbi v6i nguoi tidu dung, sit dung thé cling mang lai nhitng loi ich nhat
dinh. Ho tiét kiém duoc chi phi mdi 14n mua sam va theo ddi dugc tong s tién
tiét kiém duoc tir khi dung thé. Con s tiét kiém nay cang 16n thi ho sé& c6 tam 1y
rang minh 13 nguoi tidu dung thong thai, biét cach chi tiéu hop 1y va s& tiép tuc
dén siéu thi dé duoc hudng loi nhiéu hon nira. Boc tham tring thudng khi sd
tién tiét kiém duoc tir viéc dung thé vuot mot ngudng nao do cling it nhiéu gay

htrng tht cho khach hang.
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2.3.6 Két ludn chung.

Theo s6 liéu cua Bo ké hoach va dau tu, trong 4 thang ddu nim 2012 ca
nudc cd 17.735 doanh nghi€p pha san va ngung hoat dong thi nganh ban 1¢
chiém nhiéu nhit v6i 5.297 doanh nghiép twong dwong khoang 30%. Thi truong
ban 1 tuy c6 phat trién nhung d& bi ton thuong do bat 6n kinh té vi mo, nhat 13
tir nam 2008 dén nay do lam phat cao va lién tuc, chi phi dau vao ting manh dbi
v6i san xuat, sirc mua sa st do thu nhdp thuc té cua ngudi dan nhat 13 nguoi
ngheo bi giam st manh trong 3 - 4 nim gin day. Trong khi cac siéu thi ndi dia
lao dao, cac cura tiém tap hoa & am, cho truyén théng vuong vao vu lum xum
lién quan dén ngudn gbc, chat lugng hang hoa, thi hé thong siéu thi nude ngoai
van phat trién, rAim ro mé rong qui mo cac chudi siéu thi va gia ting thi phan.
Big C 1a mdt trong s6 d6. Ngoai cac yéu td khach quan 1a sy vuot tréi vé ning
luc tai chinh, c6 hé thong phan phéi toan cau, tinh chuyén nghiép va bé day kinh
nghiém quan 1y kinh doanh, Big C ludén chu trong dén xay dung chién lugc dai
han, t6i vu héa dich vu kho van cling nhu dau tu xay dung thuong hiéu, van hoa
kinh doanh, cdng tac lién két san xudt va siéu thi cing véi dao tao doi ngii lanh
dao, nhan vién siéu thi mot cach bai ban vé cong nghi¢p ban 1¢ hién dai, xem
day 1a dau tu cht khong phai chi phi ciia doanh nghiép. Bén canh d6, siéu thi
cling coi trong cong tac nghién ciu thi trudng, du bao nhu cau va thiét ké
Marketing — Mix trén quan diém gan lién hiéu qua kinh doanh ctia doanh nghiép
vé6i 1oi ich ctia nguoi tiéu dung va cong dong. Chinh vi triét Iy kinh doanh nay
ma hé théng siéu thi Big C ndi chung va Big C Hai Phong noi riéng da git hai
dugc thanh cong khong chi vé mat doanh thu ma con tao duge tinh cam tdt dep
va nhitng anh hudng nhét dinh t6i thoi quen mua sim ctia ngudi tiéu dung. Co
thé tom luoc lai nhitng nét chinh yéu vé su anh hudéng cia chién luoc Marketing
cua siéu thi Big C Hai Phong t6i thoi quen tiéu dung ctia Hai Phong nhu sau:

1. Pinh vi cua Big C 14 hang héa vé6i gia ré nhat trén thi twong ban 1é va

phan khic ma siéu thi nham t6i thi truong khach hang c6 thu nhap trung binh —
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thap tré 1én. Siéu thi da tich cyc khai thac hang tan gdc, quan 1y qua trinh van
chuyén, luu kho nham giam gia thanh, tan dung loi thé dam phan dé gia ting
mirc chiét khau cho ngudi mua; dong thoi to chuc, duy tri cac chwong trinh
khuyén mai day dic kich cau tiéu dung. Nho d6, ngudi tiéu dung Hai Phong co
co hoi mua sdm ré hon va hinh thanh tam 1y thich di siéu thi, dic biét 1a khi phat
sinh nhu cau vé nhu yéu pham. Pa s6 ho khi dén siéu thi khong con giit thoi
quen mua hang véi lugng du dung ma mua hang véi muc dich tich trix, tranh thu
khuyén mai.

2. Huéng ing chuong trinh quang ba hang Viét thong qua cudc van dong
“Nguoi Viét uu tién dung hang Viét” cia Bo Chinh tri tai Big C Hai Phong luon
duy tri ti 1€ hang noi dia cao, khoang 95%, di d6i véi cong tac kiém ké, ra soat
chat luong, ngudn gdc, xuat xtr. Bén canh do, siéu thi con mang dén cac nhin
hang riéng nhu Wow! Gid hdp dan, eBon, Bakery by Big C, Big C, Huong vi
Viét trai rong trén nhiéu nganh hang mang dén nhimg san pham véi chat luong
dam bao va gia thap hon gia cta cic nha cung cap trong nganh. Céc san pham
mang nhan riéng da dugc NTD Hai Phong don nhan nhiét tinh va dang tro thanh
giai phap quan trong ddi pho véi tinh hinh lam phat hién nay.

3. Siéu thi Big C ludn cha trong dén chién luoc xtc tién hdn hop va thyuc
té cho thay siéu thi diéu hanh cac hoat dong nay rat hiéu qua. Cu thé, do strc hap
dan cta cac chuong trinh khuyén mai tai siéu thi ma thoi gian trung binh/1 lan
dén Big C cua phan 16n nguoi tiéu dung déu ting so v6i khi khong co khuyén
mai trong d6 98.8% khach mua c6 thoi gian xem, mua hang nhiéu hon 30 phit.
bay la diéu khéc biét 16n so voi hanh vi mua duogc thuc hién ¢ chg. Thoi diém
siéu thi trién khai cac chuong trinh khuyén mai 16n trong nim 1am cho lugng
ngudi chi dén siéu thi khi c6 khuyén mai, giam gia ting tir 32% nam 2011 lén
35% nam 2012. Cac giai phap xuc tién tai diém ban ciing 1am cho ngan sach chi
tiéu dy kién cua khach hang ting 1én véi 52.7% khach c6 luong hang va gia tri

hang mua 16n hon dy dinh ban dau.
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4. Trude khi c6 siéu thi Big C, phan 16n ngudi tiéu dung thuong mua sim
& cho, hang quan gan nha (85.4%) nhung sau khi siéu thi duoc khai truong va di
vao hoat dong 6n dinh ti 1é nay da giam xudng (80.1%), mic giam nay chu yéu
do xu hudng thich mua hang thuc pham khé véi bao goi 16n nham tiét kiém chi
phi va huéng qua tang tur siéu thi.

5. Néu nhu ti 16 nam, nit tham gia mua sim & cho truyén thong 1a 19/81
tic 13 chua c6 dén 2 ngudi dan 6ng di cho trong s 10 ngudi thi ti 16 ndy ¢ siéu
thi 1a 27/73, cao hon gip 1.42 1an. So di c¢6 sy khac biét nay 1a do:

- Ton tai quan diém di cho trude nay 13 céng viée cta phuy nit.

- Phan 1én nam gi61 Viét Nam la lao dong chinh, tru cot vé tai chinh trong
gia dinh, ban ngay ho phai di lam do d6 gan nhu khong c6 thoi gian dé lo viéc
cho bua.

- Mot trong nhitng dic diém tdm 1y ctia phai may rau 1a ho ngai tay xach
nach mang, ngai phai mic ca, nga gia trong khi day lai 1a dac trung riéng cua
cho truyén théng.

- So voi nit gidi, nam gidi it quan tAm dén gia ca hon nhung lai doi hoi
cao hon vé mit chat luong va sy thun tién.

6. Trong ngay ngudi tiéu dung dén mua sim tai siéu thi Big C ciing ¢ su
khac biét 16 rét v4i thoi gian nguoi tiéu dung mua sam & cho. Ty 18 ndy & cho
1an luot 12 87.5% vao budi sang, 10% vao budi tdi, con lai 2.5% vao cac budi
chiéu trong khi & siéu thi 1a 28.5% vao budi sang, 31.5% vao budi chiéu, 40%
vao budi téi. S¢ di ty 1¢ mua sam & chg vao budi sang cao 1a do budi sang
thuong 1a budi hop cho chinh. Hon nita moi ngudi déu cho rang dé mua dugc
hang tuoi ngon thi phai di chg sém, lac ndy méi co nhiéu hang tt dé lya chon.
S6 khach hang mua vao budi chiéu toi phan 16n 13 nhiing cong nhan, sau khi tan
ca moi ra chg mua hang vé chuén bi cho bira an toi. Tai Big C, budi sang lai la
thoi gian c¢6 lugng khach tham quan, mua sam it nhat mot mat do gio mé cira

siéu thi tuong ddi muodn (8h: chu nhat, 8h30: T, — T;) mat khac do da sb nguoi
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tiéu dung van chuong thuc phém tuoi séng tai chg dac biét cac loai rau cu qua
chinh vu. Budi t6i méi 1a khoang thoi gian siéu thi thu hut dugc s6 lugt khach
dén cao nhat. Diéu nay 1a do:

- Bubi tdi 1a thoi gian ranh rdi nhat trong ngay, ngudi tiéu dung co thé
tranh tho mua sim ma khong anh hudng téi cong viéc.

- Nguoi tiéu dung c6 tam 1y thich két hop viéc mua sdm véi hoat dong n
ubng, vui choi, giai tri (53.9%) hon 1a chi dén xem mua hang rdi ra vé (33.9%)

- Tai siéu thi co rat nhiéu gian hang an uéng nhu KFC, Lotteria, B Pizza,
Sandwich land... cung cap thuc don phong phu tir sanwich, phd, pizza, banh
cudn, com rang, soup, ndm, dua mudi, ga ran, xuc xich... dén cac loai céc loai
nudc giai khat nhu nude mia, nude €p hoa qua, nude ngot ¢o ga... Ca nguoi 1on
va tré em déu c6 thé chon dugc suit dn ua thich mot cach dé dang. Khu vui choi
Kolorado s& 1a giai phap tot cho cac ong bd, ba me yén tim mua sam khi cho
con nhé di cing — diéu kha bat tién néu mua hang & cho va 1a diéu khong thé
thuc hién tai siéu thi Metro néu tré em thép hon 1.3m.

7. Boi nguoc vol xu huong mua nhanh, thanh toan nhanh, thich di mot
minh... & cho truyén thong, khi dén siéu thi Big C Hai Phong nguoi tiéu dung
thuong c¢6 xu huéng mua chdm hon, mua it xem nhiéu, it khi di mot minh ma
thuong di thanh nhém nhé cung cha me, vo chéng, con céi, ban bé... Néu nhu
moi quan hé cha yéu xay ra & cho 13 quan hé gilta nguoi ban (tiéu thuong) véi
nguoi mua thi & si€u thi do 1a quan hé gifra nhitng ngu61 mua vo1 nhau va chinh
xac hon 1a quan hé trong ndi b nhom mua.

8. it trong tuong quan so sanh v&i hanh vi mua duge thuc hién & diém
ban khac, hanh vi mua sidm tai Big C khong con 13 hanh vi mua don thuan nita
ma di khoac thém nhiing gia tri vo hinh nhét dinh. N6 khong chi giai quyét nhu
cau vé hang hoa cua nguoi tiéu ding ma con théa min mong mudn giai tri,
huong thu cua ho. Vuot 1€n trén vai tro cua mot diém ban thong thuong, siéu thi

d3 tro thanh dich dén thyuc sy ciia khach hang. Nhiéu truong hop khach dén siéu
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thi khong vi can mua sdm 1 moén hang nao cu thé ma dén dé tan hudng cam giac
thu gidn, nghi ngoi dip cudi tuan, 1& Tét ciing gia dinh, ban bé, ddng nghiép.

9. Ban chét 13 siéu thi ban 1¢ nén tuyét dai da sd khach hang cta Big C 1a
ngudi tiéu dung cudi ciing. Tuy nhién tai mot sb thoi diém nhat dinh khi siéu thi
t6 chtrc chuong trinh khuyén mai giam gia hoanh trdng, qui mé thi co ciu khach
hang co su thay d6i, 3 co su xuat hién ciia nhitng ngudi ban 16 nhé nhu tiéu
thuong ban & chg hay ho kinh doanh. Diéu nay cho thiy pham vi tac dong cua
chién luge Marketing da mé rong, d4u hiéu béo trudc su tdng trudng vé thi phén

trong tuong lai.
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CHUONG 3
DU BAO VA PE XUAT MOQT SO GIAI PHAP MARKETING NHAM
TANG CUONG HON NUA HIEU QUA HOAT PONG CUA SIEU THI
BIG C TAI PIA BAN HAI PHONG

3.1 Duw bao vé théi quen mua sam cia ngudi tiéu ding Hai Phong 3 — 5 nim
to.

Theo du bao cua gidi phan tich, tir nay dén nim 2015 tdc do ting truong
binh quéan cua thi truong ban 1¢é Viét Nam van & mirc 23 - 25% va la mot trong
nam thi trudng c6 kha ning sinh 16i cao nhat. Dy béo cua trang mang Research
and Market (M¥) ciing cho biét dén nim 2014, kénh ban 1¢ hién dai s& chiém vai
tro chi chét tai thi truong ban Ié Viét Nam. Strc mua ting, phong cach song thay
d6i 1a nhitng luc day chinh tac dong toi van hoa tiéu dung. Biéu ndy cho thay co
hoi rat 16n doi voi kénh phan phéi ban 1é qua siéu thi, dic biét tai cac thanh phé
|6n trong d6 c6 Hai Phong.

Mot s6 xu hudéng theo quan diém cua tac gia dé tai ciing s& anh hudng
khong nho toi théi quen, hanh vi mua sam cia NTD trong tuwong lai d6 1a:

3.1.1 NTD ngay cang quan tam téi cac tiéu chi vé nguén géc, nhan méc, vé
sinh an toan thuc pham: than trong kiém tra nguon goc xuat xi, danh gia uy tin
thuong hiéu, san 10ng tra gia cao hon cho hang hoa c6 chat lwong dam bao, uu
tién hang Viét nhat 12 nganh hang tiéu dung, hang thiét yéu.

3.1.2 Sy phét trién hon niva cia cac nhdn hang riéng: nhan hang riéng cua
siéu thi, nha phan phéi tiép tuc duoc tin dung, ¢ vai tro nhu giai phép tiét kiem
chi phi sinh hoat thoi ky lam phat. Bén canh céc yéu t6 vé gia ca canh tranh,
chat lugng dugc kiém dinh ciing nhu cam két chiu trach nhiém cua siéu thi thi
nhitng quan ngai vé tinh hinh phuc héi caa nén kinh té caa nén kinh té néi chung
cling 13 nguyén nhan khién NTD gan b6 véi san pham mang nhan riéng cua siéu

thi. Hang nhan riéng dugc xem 13 xu hudng tit yéu ctia cac nha ban 16 trén thé
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gidi. Tai céc thi trudng phat trién, thi phan caa hang nhan riéng ¢ muc trén dudi
20% va dic biét tai chau Au 1én dén 30%. Tuy nhién, ty 1¢ hang nhan riéng cia
Big C mdi chiém khoang 4% trén tong sd cic mit hang kinh doanh tai hé
théng. Theo dai dién cua siéu thi, dé dap tng nhu cau timg d6i twong khach hang
khéc nhau, hang nhan riéng ciing c6 nhiéu cap do chat luong san pham phu hop,
va thoi gian t6i, Big C sé tiép tuc chon loc, phat trién nhém hang nay. Chi trong
vong vai nam t6i, mua hang nhan riéng s€ tr¢ thanh thoi quen thong dung, 1a nhu
cau khong thé thiéu ctia nguoi tiéu ding. lic d6, cr 4 san pham trong mot dong
hang s& ¢6 1 san pham la hang nhén riéng cta siéu thi. Xa hon, ty 1é nay s& tang
Ién 2 va 1.

3.1.3 Sw phat trién ciia nén kinh té, doi song xa hgi nang cao lam cho qui mo
gia dinh bi thu hep, khdng con nhiéu gia dinh véi 3 - 4 thé hé ciing chung séng
ma phé bién 1a mo hinh gia dinh hat nhan vai 2 thé hé cha me va con cai. Dic
trung cta kiéu gia dinh nay 1a cac thanh vién déu tré, dudi hoic trong do6 tudi lao
dong tic 1a con di hoc hoic dang di 1am, nhip séng ban ron va hau hét khéng co
ngudi & nha chuyén lo viéc ni trg. Do d6 viéc mua sam theo ngay sé tiéu tbn rat
nhiéu thoi gian, cong suc chua ké mua hang & chg hay tiém tap hoa nho lai
khdng mang lai cam giac an tam vé chit luong. NTD sé& chuyén sang mua sim
tai siéu thi nhiéu hon, dic biét & tang lop cbng chuc, vién chic. Ho di siéu thi
mua hang hda cho nhiéu ngay, tranh thii cac chuong trinh khuyén mai dong thoi
cling 1a danh thoi gian thu gian, giai tri bén gia dinh, nguoi than.

3.1.4 Sw gia ting nhanh chéng sé phu nit di lam trong xa hgi, dic biét tai cac
dé thi lén. Phu nit di 1am c6 mdi quan tdm va nhu cau khac han cac ba noi tro &
nha. Ho thich mua sam & cac siéu thi, cira hang ban ¢ trung tim hon 1a mua &
cho dé tiét kiém thoi gian. Ban biu véi cong viéc co quan, viéc nha ho khéng cé
quy thoi gian du 16n dé kiém tra chat luong hay mic ca, thém bét. Do d6, nha
ban ¢ nao tranh cho ho mdi lo vé su bét tién khi di chuyén dén diém ban, nguon

cung hang khéng 6n dinh, phai can nhic vé chat lugng, mau ma, vé sinh an toan
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thuc pham va cung cip nhiéu dich vu tién ich cho viéc mua hang s& c6 loi thé
canh tranh va co hoi phat trién rat 16n trong tuong lai.

3.1.5 “Tiéu diing sé6” sé van phat trién va phé bién ngay mét réng rai. Véi loi
thé chét luong - an toan - tién loi dich vu mua hang, dat hang qua thu dién ti,
dién thoai, giao hang tan noi ctia cac nha ban I¢ uy tin chic chin sé& thu hat dugc
su quan tdm, ung ho va lua chon st dung caa khach hang, nhat 1a tang 16p trung,
thuong luu.

Hai Phong 1a mét trong nhiing thanh phd cé ty 1 thi dan va téc do do thi
hoa cao nhat cia ca nudc. Su phat trién kinh té kéo theo hé luy 1a sy han hep vé
thoi gian sinh hoat néi chung va thoi gian danh cho mua sam néi riéng. Bén
canh d6 trinh d§ nhan thuc, ki nang st dung may tinh ciing tang 1én. Tiéu dung
s6, théng qua su tham gia ciia mang internet s& ngay cang phat trién, dac biét o 2
nhom tudi 18 - 29 va 30 - 44. Pay dong thoi ciing 12 nhém mua co quyén luc
nhat, dan dit hanh vi tiéu dung. Luong khach hang thudng xuyén truy cap
website cua Big C chac chan sé ting. Ngudi dan cling hinh thanh théi quen mua
sam thuc pham, dd dung cho ca tuan dé tiét kiém thoi gian; dong thoi tranh thu
khi ¢6 chuong trinh khuyén mai, giam gia. Dich vu giao hang tan nha ciing c6
budc phat trién, tré nén phd bién hon.

3.1.6 Tang lép trung lwu ciia Viét Nam dang ting lén rat nhanh. Hién Viét
Nam c6 khoang 8 triéu ngudi duoc xép vao tang Iop trung luu. Pén nim 2020,
con s6 nay sé& vao khoang 44 triéu ngudi va 18n t6i 95 triéu nguoi vao nam 2030.
Dan s tré dang gia tang thu nhap nhanh chdng, thém vao d6 1a su chuyén dich
trong thoi quen tiéu dung cua nguoi Viét tir cho sang siéu thi. Thi truong NTD
Hai Phong s& khong chi gia ting vé s6 luong ma kha ning thanh toan ciing ting
lén. Pay sé& 1a co hoi lon cho kénh phan phéi ban 1¢ hién dai noi chung, dac biét
la nhitng nha ban 1¢ ngoai véi thé manh vé tai chinh, chién lugc dai han, kinh
nghiém quan tri, b6 may nhan su, dich vu kho van — hau can, tinh chuyén

nghiép, cong tac nghién cuu thi treong bai ban va da khong ngung mo rong hé

Sinh vién: Poan Thity Diém 134
Lop: QT1301K



Pé tai: Nghién cizu anh hweng cua chién lwoc Marketing tai siéu thi Big C Hdi Phong tdi
théi quen tiéu dung khu vuc Hdi Phong

théng ban hang tai Viét Nam nhu Big C. Ty 1é ngudi ¢6 thu nhap trung binh kha
va thu nhap cao trén qui md khéch cua siéu thi s& bién chuyén theo chiéu hudng
tang 6n dinh qua cac nam.

3.1.7 Nén kinh té Viét nam dang ngay cang phat trién, hién dai va minh bach
hon, cdc chinh sdch thué dang dan dwoc hoan thién dic biét 1a thué gia tri gia
ting (GTGT). Hoa don GTGT la ching tur quan trong khi phuc vu khach hang la
doanh nghiép, t6 chirc kinh té, don vi san xuat kinh doanh. Do d6 viéc cung cap
dugc hoa don nay khi ban hang ciing 1a mot loi thé cua Big C so vai céc chg
truyén thong va phan Ion céc ctra tiém tap hoa trén dia ban thanh pho. Pay 1a

yéu t6 thuan lgi gop phan thu hiit thém nhom khach hang nay trong tuong lai.

3.2 Mot s6 dé xuat nhiam ting cwong hon nira hiéu qua hoat dgng cia siéu
thi Big C tai dia ban Hai Phong.

Tir cac phan tich ¢ chuong 2, ¢6 thé noi chién lugc Marketing cua siéu thi
Big C Hai Phong da dugc xay dung va trién khai kha toan dién, hiéu qua nhung
khi dua vao thuc té van con ton tai nhitng han ché nhét dinh vé cong tac truyén
thong, cham soc khach hang, quan tri rai ro hay dao tao doi ngii nhan vién...
Téc gia xin dé xuat mot sb giai phap khiac phuc nham ting cuong hon nita anh

hudng cua siéu thi téi thoi quen tiéu dung khu vuc Hai Phong nhu sau:

3.2.1 Chu trong hon nita téi cong tac hwéng dén tiéu ding cho khach hang.
Béan hang 1a mot chuyén. Ban duoc hang sao cho khach hang cam thay
thoa man lai 1a chuyén khac. Piéu nay chi cd thé xay ra khi khach hang cam
thay san pham minh mua mang lai nhiéu lgi ich, chinh vi thé siéu thi can phai
chu trong hon nira téi viéc hd trg kién thuc tiéu dung, huong dan khach hang
nhitng cong ning cua san pham, dac biét 12 nhitng san pham, dich vu k§ thuat.
Mot thuc té 1a khdng thé ban duoc hang cho nhiing nguoi khong biét

cach sir dung ching, huéng din khach hang céch st dung san pham hiéu qua sé
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la don bay gilp siéu thi tiéu thu sb lugng hang hda Ion hon. Quén triét tu twdng
nay tgi toan bo nhan vién s& thu hat ngay cang nhiéu nhiéu nguoi tiéu dung dén
Vai siéu thi.

Tir ndm 2012, Big C Hai Phong di khai truong quay dién may B - bar.
Khu vuc nay duoc bé tri cac quay “bar” hién dai, trén d6 co hé théng may vi
tinh cam @ng. Chi can cham tay vao khach hang c6
thé xem nhiing thdng tin khai quat nhét lién quan dén
mot san pham nhu: hinh anh, thong sé k¥ thuat, gia...
Ngoai ra tai B - bar con c6 cac video huéng dan phat
lién tuc trén man hinh LCD, cac bang thong tin chi

tiét duoc dan trén tang quay. Khi c6 nhu cau vé mat

Big C - tu van chu dao

hang nao, khach hang cé thé dén khu vuc riéng cua
mat hang d6, chu dong theo ddi qua video va su tu
v" Thong tin chinh xac
v Pa dang lua chon
nam duoc dic tinh, nguyén tic lya chon, y nghia cac [SERE T

van caa nhan vién ban khéach hang s& nhanh chéng

thong sé ky thuat, cu thé cach sir dung, bao quan san

pham... Tur d6, khach hang s& c6 céi nhin bao quéat vé mat hang dé c6 thé so
sanh, can nhac, lua chon san pham phi hop véi nhu cau, kha ning tai chinh cua
minh.

Viéc Big C chuyén dbi tir cach ban hang truyén théng sang B-bar ¢é nhiéu
nguyén nhan. Bién may la mat hang cé gia tri cao va phuc tap, bai vay lua chon
san pham dién may la viéc khong d& dang voi khach hang. Nham hd trg khach
hang mot cach tét nhat, Big C cai tién phuong phap ban hang dién may truyén
théng sang phuwong phap ban hang hién dai B - bar vi muc tiéu : chi dong cung
cap thong tin cho khach hang mot cach day da va cé chiéu sau hon, da dang hoa
gam hang, ting cudng tu van truc tiép cho khach.

Tuy nhién quay B — bar hoat dong van kém hiéu qua, 42% khach hang

cho rang ché do bao hanh hang hoa kém hon cac cira hang chuyén doanh; mot

Sinh vién: Poan Thity Diém 136
Lop: QT1301K



Pé tai: Nghién cizu anh hweng cua chién lwoc Marketing tai siéu thi Big C Hdi Phong tdi
théi quen tiéu dung khu vuc Hdi Phong

mat do hinh thac ban hang nay con kha méi véi nguoi dan, nguoi dan van cé
thoi quen mua hang dién may tai cac siéu thi, cua hang dién may, mat khac do
trinh 6 ctia nhan vién tu van phan nao van con han ché.

B — bar chi 1a mét vi du vé viéc huéng dan tiéu dung cho khach hang. Vay
lam thé nao dé cdng tac nay phat huy hiéu qua?

- Xéc dinh rd muc tiéu: khong dugc nham lan gitta hudng dan tiéu ding
cho khéch hang véi nhitng bién phap ban hang. Muc tiéu dau tién khong phai la
ban duoc nhiéu san pham ma 1a di cung khach hang trong viéc mua va st dung
san pham.

- Tim cach tiép can: day 1a diém rat quan trong, cach tiép can phai mang
tinh giai dap cao hon 1a tinh thuwong mai. Khach hang tham gia tu vén, trao doi
phai duoc nang cao hiéu biét, k¥ ning st dung san pham chir khdng phai nhan
duoc nhiing an twong nhu cac show quang céo, qua dé siéu thi c6 thé thiét 1ap
duoc mdi quan hé lau dai vai khach hang. Cach tiép can dé xuat: muc sé thi,
gap g&, tu van qua mang.

- Theo doéi thuong xuyén hiéu qua cua qué trinh: sau nhirng hoat dong
huéng dan Big C nén phat phiéu tham do dé thu thap phan hoi caa khach hang,
dic biét v6i nhitng nguoi dd mua san pham cua siéu thi, coi viéc lay y kién caa
nhoém khéach hang nay 1a nhiém vu khong thé thiéu trong cong tac hau méi.
Piéu nay s& gitp ich rat nhiéu cho siéu thi, khéng chi thé hién sy tan tam, tri an
vé6i khach hang nhitng phiéu y kién phan hoi nay con cho biét siéu thi da lam
duoc gi, con ton tai nhiing nhuoc diém nao va goi ¥ hudng khic phuc trong
tuong lai.

3.2.2 Sirdung higu qua Marketing truyén khau

Khong c6 thir vii khi marketing nao hitu hiéu hon marketing truyén khau
khi ma cac doan quang cdo, pano ap phich da xuét hién quéa nhiéu téi mac ching
danh mat di hiéu qua ctia minh. Mot khi khach hang cam thay hai long vé san

pham, phong céch phuc vy, tién ich ciing nhu cac yéu td khac ho s& gidi thiéu

Sinh vién: Poan Thity Diém 137
Lop: QT1301K



Pé tai: Nghién cizu anh hweng cua chién lwoc Marketing tai siéu thi Big C Hdi Phong tdi
théi quen tiéu dung khu vuc Hdi Phong

véi nhimg ngudi xung quanh va dwong nhién siéu thi s& c6 thém nhiéu khéch
hang méi. Bé mdi khach hang tré thanh mot tuy@n truyén vién phai bat dau bang
viéc bién ho thanh nhirng khach hang trung thanh.

- Trung thanh tir nhan vién ban: doanh nghiép sé khéng c6 khach hang
trung thanh néu chinh nhan vién khdng trung thanh véi 1y tuéng va muc tiéu cua
doanh nghiép. Trai lai, nhan vién cang trung thanh, ho cang c6 kha ning truyén
niém tin sang cho khach hang. Chinh vi thé chinh phuc déi ngii nhan vién can
duoc quan tam ding mc va duy tri dai lau.

- Ap dung qui tac 80/20: qui tic 80/20 mang tinh quyét dinh va rat c6 hiéu
qua trong chién lugc tim kiém sy trung thanh caa khach hang. Ban chat cua qui
tac nay 1a kiém duoc 80% lgi nhuan tir 20% khéch hang. Khach hang vé co ban
la giéng nhau song maot vai trong s6 ho co gia tri 1au dai hon ddi véi doanh
nghiép. Gitr chan duoc mot khach hang trung thanh con dang gia hon nhiéu so
véi viec tim kiém dugc mot khach hang méi. Chinh vi thé, siéu thi can phan biét
tap khach hang nay, danh cho ho nhitng wu dai dac biét, thuong xuyén lién lac
va lang nghe nhitng mong mudn cuaa ho. Vi du, di véi nhiing khach hang cé thé
vu dii ngoai cac phan chiét khau danh cho chi thé, siéu thi c¢d thé chiét khau
thém cho ho 5 — 10% gia tri hang mua néu khéach c6 tan suat ghé thim siéu thi
l6n hon 3 lan/thang va c6 tong tri gia hoa don thanh toan trong thang trén
3.000.000 4.

- Pau tién hdy phuc vu, sau d6 méi ban hang: nguoi tiéu ding hién nay
duogc thdng tin mot cach day du, tinh tao hon va khong chiu “bj ban”. Ho chuyeén
sang vi tri cia mot d6i tac va yéu cau nguoi ban, doanh nghiép phai quan tam
dén ban than ho trudc tién cha khdng phai cha y dén viéc doanh nghiép sé kiém
dugc bao nhiéu tién tir ho. Chinh vi thé, hdy dé cho ho tiép can thong tin da
chiéu, khach quan, mot cach thoai mai nhat trude khi di dén mua ban. Giai doan

tim hiéu caa khach hang phai gan lién véi vai tro nguoi tu van cia nhan vién
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siéu thi. C6 nhu vay siéu thi mai hiéu rd hon nguyén vong cta khach hang va cé
thé dap wng mot cach tét nhat.

- Tao diéu kién cho khach hang bay té su hai long: chi c6 10% khach
hang khéng hai 16ng phan &nh truc tiép véi doanh nghiép trong khi d6 téi 90%
gir thai do im lang va phan Gng bang nhiing céch tiéu cuc khac nhau: khdng
thanh toan hoa don, thiéu lich sy v6i ngudi ban, phan nan véi nhimg ngudi xung
quanh tham chi tay chay hang héa cua siéu thi, khdng mua sim tai siéu thi nira.
Nhitng cach phan ¢ng nay anh huang rat xau téi doanh nghiép dac biét 1a khi
khach hang thong tin cho nhitng nguoi xung quanh. Do d6 can phai lubn theo
ddi thai do, nhitng phan tng khéng tét néu cd dong thoi lang nghe, quan tam
dung muc y kién caa khach hang dé cé nhitng giai phap kip thoi, thoa dang nhat.
Tai Big C tuy c6 dat hom thu 1ay y kién phan hoi caa khach song gan nhu chi 13
chiéu 1&, 1am cho c6, nhan vién siéu thi thiéu nhiét tinh trong viéc huéng dan
khach dién phiéu. Trong khi do, ton tai mot thuc té 1a nhitng khéach c6 nhu cau
bay to y kién da phan déu la nhimg ngudi trung tudi trg 1én, y kién cua ho c6 gia
tri quan trong véi siéu thi bai thuong ho 1a ddi tuong c6 nhiéu yéu ciu, wa su
than thién, dé cao su tién loi, tinh chuy@n nghiép va ciing 13 nhom khéch co
nhiéu thoi gian, kha niang thanh toan cao.
3.2.3 Phét trién website: www.bigc.vn, ting tinh twong tic giia siéu thi voi
khach hang.

T6i thoi diém nady, website chinh thuc cua Big C Viét Nam da dugc dau

tu hon trugc rat nhiéu. Néu nhu cach ddy 2 — 3 nam vé truéc khi vao website
ngudi doc khdng thay gi khac ngoai phan so luoc vé hé thong siéu thi Big C
Viét Nam, thong tin nghéo nan, mét chiéu, ludn trong trang thai tinh, khong cap
nhat duoc cac hoat dong dang va sap dién ra tai siéu thi, giao dién kém bat mat
thi nay tinh trang nay da duoc cai thién dang ké. Website duoc thiét ké dep mat,
giau hinh anh, than thién va dé sir dung. Nguoi ding c6 thé khai thac duoc rat

nhiéu thong tin nhu chuong trinh khuyén mai thong qua catalogue dién tur, cac
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dich vu siéu thi cung cip, cac nhan hang riéng, wu dai véi chu thé, nhiing doi
méi tai siéu thi, dang ki nhan ban tin Big C, meo vit gitp sir dung thuc pham an
toan hay lich trinh cac chuyén xe bus. Dic biét tir ngay B — bar di vao hoat dong,
trén website cling ddng thdi cung cap cac séch hinh anh, video truc quan hudéng
dan str dung d6 dién tir - gia dung hiéu qua, tiét kiém dién ning, dugc dong dao
khach hang tin twdng, ung ho. Diéu nay duoc danh gia 1a phu hop véi xu hudng
tiéu dung so, véi 80% dan s truy cap internet mdi ngay & cac thanh phd Ién
(theo Nghién ctu ciia FTA nam 2011). Tuy nhién van con ton tai mot sé khuyét
diém & sy thay do6i do 1a: do website dugc phat trién chung cho toan bo hé thong
Big C Viét Nam nén mudn tim thdng tin vé mot siéu thi thanh vién, ngudi xem
phai trai qua kha nhiéu budc. Vi du, mudn truy xuat théng tin vé lich trinh céc
tuyén xe buyt Big C Hai Phong, tha tu cac budc phai lam 1a:

1.Truy cap Trang cha — 2.Vao muc Siéu thi gan nhat — 3. Chon Big C
Hai Phong — 4. Xem so db vi tri siéu thi — 5. Kich hoat chirc ning Xem thém
(Nut “Xem thém” lai kha nho khi quan sat trén man hinh).

Nhu vay, phai mit 5 budce d6i véi nguoi dung da thanh thao viéc thao tac
trén mdy tinh va di ting st dung website ndy. Doi véi nguoi dung chwa quen
cac thao tac va chua ting ghé tham website thi s6 budc ¢ thé ting 1én rat nhiéu,
gy kho khin va lam giam y mudn tim hiéu cua khach.

Giai phap co thé 1a thiét ké website thé hién vi tri cac siéu thi Big C thanh
vién trén ban do dit nudc, khi chon siéu thi xong s& xuat hién céac biéu tuong
truc quan nhu Thong tin siéu thi, Xe buyt Big C, Chuong trinh khuyén mai, Cac
dich vu... Céch 1am nay sé& gip tiét kiém thoi gian, thao tac cho hau hét nguoi

dung vai trinh d6 trung binh va do6 thanh thuc trung binh.
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Bén canh d6, c6 thé xay dung trén website chuong trinh giao tiép véi
khach hang nham thuc day hon nita hiéu qua qua trinh mua hang cia NTD va
qué trinh ban hang cua siéu thi Big C. T4c gia dé xuat chic nang gié hang dién
tir cho khéach hang trong thoi gian khuyén mai khi truy cap trang web caa siéu
thi. Chtic nang nay s& cho phép khach danh dau hang can mua trén catalogue
danh sach cac mat hang dang trién khai khuyén mai, tir d6 chu dong ngan sach
khi ti Big C mua sam. i vaéi siéu thi, thong tin téng hop duoc tir nhitng gio
hang nay s& duoc bo phan kho nghién ciu, hinh thanh co so dir liéu dé lap, diéu
chinh ké hoach nhap, trir hang, dam bao phuc vu tét nhat nhu cau cua NTD.
Thoi gian luu kho tdi wu ciing s& gilp siéu thi giam baot khoan chi phi bao quan,
linh hoat trong viéc nhap — xuat hang hoa ndi chung.

3.2.4 Cai thign tinh trgng kj thugt ciia diém ban

Trong kinh doanh siéu thi, marketing tai diém ban déng vai tro hét suc
quan trong trong d6 bao gom ca viéc thiét ké, sir dung hiéu qua céc thiét bi hd
tro nham bién tda nha siéu thi thanh diém quang céo 16n nhat, thu hat 16i cudn
khach hang ghé thim va mua sim - diéu dac biét c6 y nghia khi siéu thi mudn
tim kiém thém khach hang mai. Hién nay, sau 7 nam hoat dong — du khdng dai

song mit tién cua siéu thi ciing da c6 dau hiéu xudng cap, gach lat ¢ chd bi phai
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mau, bong tréc, ngay ca logo cua siéu thi ciing kém ndi bat duéi anh sang ban
ngay. Vé téi, tinh trang nay con té hon. Siéu thi sir dung dén chiéu sang la loai
bong soi ddt tao &nh sang vang ti mu, hon nita $6 bong dén duogc sir dung con it
so véi dién tich can chiéu sang nén nhin siéu thi rat kém hap dan nhat 1a khi so
séanh véi TD plaza hay cac nha hang gan d6. Mot diém trir nita cua Big C Hai
Phong 1 tinh trang chéo kéo khéach gui xe, cac diém tréng gitt xe tu phét, tran
lan ngay trén via hé trugc mit tién cua siéu thi. Khdng chi gady méat my quan,
tinh trang nay con thé hién su thiéu chuyén nghiép trong viéc quan Iy hinh anh
siéu thi. DPé cai thién thuc trang trén, ban lanh dao Big C can c6 quyét dinh: i)
thay thé hé thong dén chiéu sang dang sir dung bang dén compact, neon cong
suat 16n, khdng nhitng 1am cho tda nha siéu thi bat mat hon ma con gop phan tiét
kiém dién nang — tiét kiém chi phi cho siéu thi; ii) nhanh chdng giai phéng céc
hang quan, diém trong giit xe trén via he, tra lai hinh anh phong quang, vin
minh cho siéu thi.
3.2.5 Dao tao nhan vién ban hang

Tuy siéu thi ban hang theo hinh thirc tu phuc vu song thai do, hiéu biét, k§
ning ban hang ctia nhan vién ciing khong kém phan quan trong. Poi khi, vi
nhiém vu ma nhan vién khéng quan tdm dén hinh anh, cam nhan caa khach
hang, ¢ cach hanh xir thiéu té nhi hay lam cho khach hang cam thay khé chiu.
Phong van khach hang caa siéu thi, mét sé y kién cho rang d6i ltic nhan vién ban
hang thiéu su nhiét tinh can thiét, thiéu trach nhiém khi khach hoi thong tin vé
san pham. Piéu nay, theo phan anh, lai thuong roi vao cac nhan vién nir. C6
truong hop, khi khach mudn mua ta gidy cho tré nho, can duoc tu van, nhan vién
nganh hang dan khach toi thang ké trung bay cua hang Pamper va thao thao bat
tuyét vé nhan hang ndy ma bo qua viéc gigi thiéu cac nhan hang khac cung loai.
Piéu nay khién khach hang cam thay khong thoai mai, d6i voi truong hop vi
khach nay, chi da khong mua bat ki loai nao tai siéu thi. Chi cho biét con chi da
sir dung t& gidy Pamper nhung chi khong hai long véi loai san pham nay, chi can

dugc tu van nhiéu hon. Nhu vay, thai do caa nhan vién vo tinh di 1am khach
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thdy minh dang qua thu dong, bi ép phai mua dan tsi phan tng tiéu cuc theo
cach ma ca siéu thi va nha san xuat déu khdng mong mudn. Bai hoc ¢ day 1a
trudc tién hay “ban lgi ich cho khach hang, loi ich thuc su s€ mang lai lgi nhuan
cho siéu thi”. C6 thé san pham ta giay Pamper mang lai ti suat loi nhuan cao hon
cho siéu thi song khdng phai ai ciing wa chudng né, do do, siéu thi ma cu thé 1a
nhan vién ban phai ddng hanh cing khach hang trong qua trinh lya chon, mua
hang. Pay chinh 1a hudéng di gitp phét trién mbi quan hé bén viing, tin cay giira
siéu thi va khach hang.

Bén canh viéc diéu chinh nhiing tinh huéng nhu di néu, ban lanh dao siéu
thi, bo phan nhan su ciing can luu ¥ mot vai ton tai: nhan vién ban thiéu hiéu
biét, kinh nghiém vé str dung, bao quan san pham, thiéu lich thiép véi khach
hang; nhan vién theo sat khach, xép lai ngay tac thi nhitng mén hang khach vira
cAm 1én xem hay dang can nhéc, gay uc ché cho khach: su kém nhanh nhen cua
thu ngan khi dong khach thanh toan; nhan vién tim nam tum ba noi chuyén,
phong cach ban hang thiéu chuyén nghiép... Két qua diéu tra cho thay van co téi
8.2% khéach hang khong hai long vai phong cach phuc vu tai siéu thi va 10.5%
khach dong y han ché cua siéu thi 12 phong céach, ki nang, hiéu biét cua nhan
vién. Pay 1a nhiing con sé khong nho, phan &nh doi hoi ngay cang cao cua
khach hang, siéu thi can sém c6 bién phéap khac phuc hiéu qua.

3.2.6 Tap trung kiém tra, giam sat quy trinh gia cdng hang nhan riéng cia
cdac don vi nhdn gia cong.

Tinh hinh kinh té kho khan d& anh huong dén niém tin cia NTD, hau hét
NTD thét chit chi tiéu va thay doi thoi quen mua sam; than trong, can nhac k¥
cac khoan chi tiéu khong can thiét. Hon 50% NTD tri hodn viéc ddi sang san pham
méi va c6 xu hudng chon hang tiéu dung gia binh dan, chi chon mua hang dit tién
khi san pham tich hop gia tri gia ting. Pay 1a co hoi 16n cho cac hang nhan riéng
cta siéu thi. Tuy nhién, xung quanh chuyén gi ca - chat lugng ciia hang nhin riéng
van con khong it diéu khién NTD béan khoan. Vi du dién hinh 1a sy dé dit cua

khéch hang ddi v6i phan 16n cac san pham trong nhom thuc pham ché bién thudc
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nhan hang Wow! gi& hdp ddn. Theo phan anh ctiia mot s6 khach hang, cac san phdm
ciia Wow tuy gia ca canh tranh, hip dan nhung chi bang cam quan ciing nhan thay
chét luong hang kém hon han cac thuong hi€u khac cung loai. Siéu thi can chd
trong hon nira toi céng tac kiém tra, gidm sat quy trinh san xuét, thanh pham cua
cac don vi gia cong hang nhin riéng nhim dam bao chit luong cam két, néu c6 thé
nén tiép tuc nang cao chat lwong ctia hang nhén riéng nham thu hut sé lugng khach
tin dung ngay cang dong dao, gay dung théi quen chon mua hang nhan riéng ngay
ca khi thu nhap duoc cai thién.

3.2.7 Lam tét viéc qudan ly théng tin téi khach hang, cong tac qudn tri rai ro
dé bao vé hinh anh, gia tri thwong hiéu siéu thj.

Tai siéu thi Big C Hai Phong da timg dé xay ra nhimg vu viéc déng tiéc
nhu vu an khach hang sat hai nhan vién bao vé siéu thi, nhan vién an ninh siéu
thi tong tién nhan vién thu ngan hay tin ddn siéu thi c6 ma... Nhitng su vu nay
d3 gay ra tAm 1y hoang mang cho khach hang khi c6 ¥ dinh dén Big C mua sim
cling nhu du luan bat 1gi cho hoat dong kinh doanh ctia siéu thi. Mdi day nhat 13
vu viéc siéu thi ban ga dai nhap khau tir Han Québc di hét gia tri dinh dudng, chi
dung dé ché bién thirc an gia stic cho khach hang. Tuy ban linh dao Big C d3 co
¥ kién phan hoi voi bao gidi, yéu ciu ngimg ban tat ca cac loai thit ga Han Qudc
cho t&i khi co xac nhan chinh thire ciia Bo Y té, Cuc quan ly thi trudng, mat
khéc cung cip cic cin cit vé& ngudn gdc, xuat xt clia cac 16 hang ga dai da nhap
khau va tiéu thu nhung trén thuc té van cham tré trong khau thu hoi mat hang
nay. Nguoi tiéu dung hién dai khong chi quan tdm dén gia ca hop 1y ma con co
nhu cau khat khe vé do an toan, twoi méi cua san pham ciing nhu danh gia cao
thai do hop tac, ton trong quyén loi khach hang. Do d6, thoi gian t6i ban lanh
dao Big C Hai Phong can chu trong hon nita téi cong tic dao tao nhan vién,
nang cao hiéu qua hé théng giam sat ndi bd, quan 1y hinh anh siéu thi, hudng téi
mo hinh siéu thi than thién, an toan vi quyén loi chinh dang ciia nguoi tiéu dung

thanh phd.
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Két luan

Trong cudn sach “Quan tri Marketing”, Philip Kotler cho rang ding xem
chuyén suy thoai kinh té chi 1a mot giai doan tam thoi, s& nhanh chong qua di
ma phai nhin nhan né nhu nhu 13 mot thyuc té hién hién va binh thuong. Do vay,
hay thay doi cach 1am marketing sao cho phi hop véi thuc té d6 chir ding bao
gio chi cat giam chi phi va ngdi doi suy thoai qua di. Trong giai doan khé khan,
cac cong ty nén chi nhiéu tién hon cho hoat dong tiép thi. Trong “nguy” c6 “co”,
khung hoang kinh té gay nén sy hdn loan nhung né ciing mang dén nhiéu co hoi.
Chang han, sy chd ¥ ctia ngudi tiéu ding s& chuyén tir nhitng mit hang dat sang
nhitng mit hang c6 gi4 thap. Theo nhu Vi cha dé cta marketing hién dai, rat
nhiéu thuong hiéu hang dau thé gigi hién nay da ra doi tir trong khaung hoang va
thanh céng nhanh chéng bai ho biét tan dung bdi canh kinh té kho khan dé gianh
nhitng wu thé dang ké trén thi truong.

Béi canh kinh té thé gi6i va trong nudc con nhiéu kho khan, dé duy tri
hoat dong khong it doanh nghiép di thuc hién cat giam chi phi, trong dé, chi phi
cho hoat dong tiép thi, marketing ludn 1a phuong an dau tién duoc cac doanh
nghiép nham dén. Pay c6 thyuc su 1 giai phéap tét thao g& kho khan cho doanh
nghiép? “Chi phi cho hoat dong marketing 1a nhiing chi phi gan véi doanh s6
ban nén khi doanh s ban hang giam trong thoi ky khang hoang chi phi nay
cling phai giam theo”. Theo cac chuyén gia kinh té, day c6 thé 1a mot nhan dinh
sai 1am boi cang trong lic kho khan thi co hoi cho su phét trién cia doanh
nghiép ciing rat I16n. Chinh vi vay, ngoai yéu tb noi lyc thi doanh nghiép nao co
chién lugc marketing tét , kich thich dwgc stc mua trén thi truong sé ¢ co hoi
vuot 1én trude d6i tha canh tranh trong hoat dong thu hut khach hang. Qua d6
gitip doanh nghiép duy tri san xuat kinh doanh, chiém linh dugc thi phan rong

I6n hon va su tin nhiém, trung thanh caa khach hang.
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Trong tinh hinh khé khin chung cua nén kinh té, siéu thi Big C di co
chién lugc kinh doanh linh hoat, pht hop véi dién bién cua thi truong va thoi
guen mua sam cta ngudi tiéu ding Hai Phong. C6 thé noi cac dich vu khach
hang ma siéu thi Big C cung cap trong thoi gian qua da dat duoc kha nhiéu
thanh tuu va toé ra vuot troi So vai cac siéu thi noi dia khac trén dia ban thanh
phd. Véi chién luge “gia ré cho moi nha” siéu thi da chiém dugc mot luong 16n
khach hang va cung cb dugc vi tri trong thi truong béan 1 khu vuac Hai Phong.
Nho d¢am bao hiéu qua kinh doanh, tich cuc tham gia binh 6n gia thi truong,
lubn song hanh va bao vé quyén loi khach hang nén vuot qua nhiing kho khin
thach thic, dai siéu thi Big C van viing vang phét trién, dam bao muc ting
treéng manh va tiép tuc nhan duoc sy tin nhiém ngay cang cao cua ngudi tiéu
dung. Tuy nhién bén canh nhitng mat da dat duoc cling khong tranh khoi mot
vai diém con han ché vay nén trong thoi gian ti Big C can dua ra nhiing giai
phap dé hoan thién dich vy khach hang, ting kha niang canh tranh, ting stc anh
huong dén thdi quen mua sam cua nguoi dan nhat 1a trong bdi canh tai Hai
Phong vira xuat hién thém dbi thu canh tranh kha ning ky - siéu thi Coop Mart,
mot si€u thi ndi dia manh vdi khoang cach téi Big C chua dﬁy 2 km, an ngir
ngay tai ngd nam Lac Vién cli, huéng ra mot khu vuc dan cu dong duc, giao
thong thuan tién. .. clng chia sé thi phan.

DU con ton tai nhiéu han ché vé phuong phap, kha nang phan tich, 1ap
luan nhung em hy vong nhan duogc sy ung ho, khuyén khich cua cac thay co
trong Hoi dong nghiém thu, ciing nhu cac thay cd khoa Quan tri kinh doanh dé
Vv6i niém dam mé nghién ctu khoa hoc ban than em va céc ban sinh vién trong
truong s& c6 thém nhiéu co hoi hoc tap va phat trién.

Em Xin cam on cd gido Th.S Bui Thi Thanh Nhan — gi4o vién huéng dan
em va Trung tdm théng tin thu vién truong Pai hoc Dan Lap Hai Phong da tao

diéu kién gitip d& em hoan thanh dé tai nay!
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Phu luc
PHIEU PIEU TRA

ANH HUONG CUA CHIEN LUQC MARKETING T4l SIEU THI BIG C HAl PHONG
TO1 THOI QUEN TIEU DUNG KHU VUT HAl PHONG

Xin anh (chi) vui 1ong cho biét mot vai thong tin sau day:

2.Thu nhap binh quén hang thang:
O <5triéu O 5triéu-< 7triéu O 7triéu-<10triéu O 10 triéu tro 1én
3. Truéc khi c6 Big C anh (chi) thwong mua sim & dau ?
] Cho & gan nha (cho c6c)
] Céc cho trung tm (cho Ga, cho D4...)
(1 Céc siéu thi (Intimex, ...)
] Tién dau mua day
4. Tir khi ¢6 Big C anh (chi) con mua sam & cac dia diém trén khong ?
0 Khéng (b6 qua cau sé 5) O CO (tra 1oi tiép cau 5)
5. Sau khi c6 Big C mire @ thwong xuyén anh (chi) mua sam & cac dia diém cii nhw thé nao ?
] Rat thudng xuyén
[0 Thuong Xuyén
[0 Thinh thoang
6. Mat hang chii yéu anh (chi) mua sam tai Big C: (chen I ddp dn duy nhit)
] Thyc pham (Ghi chiiz...............o.......... )
[0 Hang may mac va phu kién

[l Hang dién gia dung

| Vit dung trang tri noi that
1 My - héa pham, vin phong pham
71 Khac
7. Muc dich chinh ciia anh (chi) khi dén Big C la:
1 Mua siam
1 Vui choi giai tri
1 Anudng

1 C6 phdi hop nhiéu muc dich
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8. Thoi diém anh (chi) dén Big C:
() Khi ¢6 chuong trinh khuyén mai
[l Khi c6 nguoi ra di cung
] Toi co théi quen, so thich mua sam tai Big C nén khi can la di, khdng quan trong thoi gian
9. Anh (chi) thwong dén Big C cling ai:
[J DPimot minh
I Di cing ban bé, ddng nghiép, hang xém
[J Di cung gia dinh
10. Thai gian trung binh /1 1an anh (chi) dén Big C la:
% Khi khong c6 chwong trinh khuyén mai
0 <30 phat 0O 30 phat — 90 phat 0 >90 phat
% Kbhi c6 chwong trinh khuyén mai
0 <30 phat 0 30 phat — 90 phat 0 >90 phuat
11. Gia sir anh (chi) @4 Ién danh sach nhitng hang héa cAn mua, phan @ng cia anh chi khi dén
Big C la:
] Chi mua nhiing san hang hoa d 1én danh sach, mua ding nhan hiéu, ding s lugng
] Mua nhiing thir d4 1én danh sach nhung xem va c¢6 thé mua san pham ciia cac nhan hiéu khac
cling cung cap cac san pham nhu anh (chi) da dinh truge VD: anh (chi) dinh mua nuéc ngot
CocaCola nhung anh (chi) van can nhic lya chon nudc ngot Pepsi, Wonderfarm...
] Xem rat nhiéu loai mat hang va quyét dinh mua cudi ciing hau nhu c6 sé lwong mat hang va
gia tri 16n hon du dinh ban dau
12. Tai sao anh (chi) chon mua hang ¢ Big C ma khong phai & che: (c6 thé lwa chen nhiéu ddp
an)
Khong phai mic ca, tiét kiém thai gian, c6 thé mua sam vao budi téi
C6 su dam bao vé chat lugng, vé sinh an toan thuc pham
] Thanh toan d& dang (qua thé, c6 nhiéu quay thanh toan...)
] Nhiéu loai mit hang, cé nhitng mat hang ma & cho khang c6
1 Khdng gian mua sim thoai mai, tién loi
1 Nang cao gid tri ban than
] Vi tri dep, thuan tién cho viéc di chuyén
] Gia ngang bang, tham chi thap hon khi c6 khuyén mai
13. V& s6 lwgng chiing loai hang héa cia Big C, anh (chi):
1 R4t hai long
[l Hai long
Binh thuong
Khoéng hai long
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14. V& chit hrgng hang héa tai Big C, anh (chi):

[ Rt hai long

1 Hailong

[J  Binh thuong

[0 Khéng hai long

15. Gia ca hang héa (cung chiing loai) tai Big C so véi cac diém ban hang khac :

[1 Cao

] Trung binh (ngang bang)

] Thap

16. Vé quy cach trung bay san pham, hang hoa tai Big C anh (chi) :

] Rat hai long

[ Hai long

"1 Binh thudng

71 Khéng hai long

17. Vé phong cach phuc vu tai Big C, anh (chi) :

[ Rt hai long

71 Hailong

(1 Binh thuong

71 Khéng hai long

18. Yéu t6 anh (chi) danh gia cao tai Big C Hai Phong (c6 thé lwa chen nhiéu ddp dn):

1 Quy mé 16N, sw da dang vé chiing logi hang hda, quy cach trung bay san pham d& tim thuan
tién, khong gian mau sam hién dai, thoang mét.

] Thudng xuyén dua ra cac chuong trinh khuyén mai lén, gia ca hop 1i, nhitng dich vu khach
hang hiéu qua.

] Tao diéu kién thuan loi cho khach hang ¢ ndng thdn, cac huyén ngoai thanh trong viéc di
chuyén dén siéu thi bang cac chuyén xe bus mién phi, chay theo tuyén, hoat dong thuong
xuyén, déu dan.

(] Tan tuy véi khach hang, phong cach phuc vu chuyén nghiép, dap ang tét y kién phan hoi ciia
khéch hang.

19. Theo anh (chi) diém han ché ciia Big C 1a: (c6 thé lwa chen nhiéu ddp dn)

] Ché d6 bao hanh hang hoa kém hon cac ctra hang chuyén dung

] Cong tac ban hang qua mang chua duoc dau tu, phat trién ding mirc

1 Phong céch, ki ning, hiéu biét ciia nhan vién con han ché

] Thu tuc thanh toan con cham (do sé quay thanh toan chua dap tmg da va tinh chuyén nghiép
cua nhan vién chua cao)

20. Y kién ciia anh chi dong gop cho siéu thi Big C: ........c.covovieeeeeieeeeeeeeeeeeee e
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Cé&c tuyén xe buyt dén — tra khach caa siéu thi Big C Hai Phong.

(L6 trinh xe chay tat ca cac ngay trong tuan)

Tuyén 1: Kién An <-> Siéu thi Big C Hai Phong
- Tai cau Kién An: 7:50, 9:20, 10:50, 13:50, 15:20, 16:50, 19:00
- Tai siéu thi Big C: 8:35, 10:05, 12:20, 14:35, 16:05, 18:10, 21:00

Tuyén 2: An Duong <-> Siéu thi Big C Hai Phong
- Tai chan cau Kién An: 8:00, 9:15, 10:30, 14:00, 15:15, 16:30
- Tai siéu thi Big C: 8:35, 9:50, 12:00, 14:35, 15:50, 18:00

Tuyén 3: Thuy Nguyén <-> Siéu thi Big C Hai Phong
- Tai UBND xa An Lu: 7:45, 9:15, 10:45, 14:00, 15:30, 17:00, 19:00.
- Tai siéu thi Big C: 8:30, 10:00, 11:30, 14:45, 16:15, 18:10, 21:00.

Tuyén 4: D6 Son <-> Siéu thi Big C Hai Phong
- Tai D6 Son: 7:40, 9:45, 13:00, 15:05, 17:10
- Tai siéu thi Big C: 8:35, 10:40, 14:05, 16:10, 19:00

Tuyén 5: Luu Kiém Thay Nguyén <-> Siéu thi Big C Hai Phong
- Tai Trai xang Luu Kiém: 7:35, 9:40, 13:00, 15:05, 17:10.
- Tai siéu thi Big C: 8:35, 10:05, 14:05, 16:10, 18:40.

Tuyén 6: Thu vién thi tran Nuai Boi <-> Siéu thi Big C Hai Phong
- Tai Thu vién thi trAn Nai Ddi: 7:50, 9:20, 10:50, 13:50, 15:20, 16:50.
- Tai siéu thi Big C: 8:35, 10:05, 12:20, 14:35, 16:05, 18:30.
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Tuyén 7: Ky Son - Thay Nguyén <-> Siéu thi Big C Hai Phong
- Tai Ky Son - Thuy Nguyén: 7:30, 9:50, 13:00, 15:20, 17:35.
- Tai siéu thi Big C: 8:30, 10:55, 14:10, 16:30, 19:10.

Tuyén 8: Vinh Bao 1 <-> Siéu thi Big C Hai Phong
- Tai Bai tuong niém cac AHLS huyén Vinh Bao: 7:00, 10:20, 13:50, 17:10.
- Tai siéu thi Big C: 8:40, 12:00, 15:30, 18:50.

Tuyén 9: An Lo <-> Siéu thi Big C Hai Phong
- Tai UBND xa Bat Trang: 7:20, 9:40, 12:40, 15:00, 17:20.
- Tai siéu thi Big C: 8:30, 10:50, 13:50, 16:10, 18:50.

Tuyén 10: Nga ba Quan Gig <-> Siéu thi Big C Hai Phong
- Tai ngé ba Quan Gig: 7:35, 9:40, 13:00, 15:05, 17:15.
- Tai siéu thi Big C: 8:35, 10:50, 14:05, 16:10, 18:45.

Tuyén 11: Vinh Bao 2 <-> Siéu thi Big C Hai Phong
- Tai cho Cong Hién: 7:00, 11:45, 16:00.
- Tai siéu thi Big C: 9:30, 14:00, 18:40.

Tuyén 12: Vinh Bao 3 <-> Siéu thi Big C Hai Phong
- Tai chg Nam An: 7:10, 11:35, 15:50.
- Tai siéu thi Big C: 9:20, 13:55, 18:30.

Tuyén 13: Poan Xa, Kién Thuy <-> Siéu thi Big C Hai Phong
- Tai Ngd ba Phuc Xa: 7:30, 09:45, 13:00, 15:10, 17:15.
- Tai siéu thi Big C: 8:35, 10:50, 14:05, 16:15, 18:40.

Sinh vién: Poan Thity Diém 152
Lop: QT1301K



Pé tai: Nghién cizu anh hweng cua chién lwoc Marketing tai siéu thi Big C Hdi Phong tdi
théi quen tiéu dung khu vuc Hdi Phong

Tuyén 14: Hung Tién, Vinh Bao <-> Siéu thi Big C Hai Phong
- Tai Ng4 ba xa Hung Tién: 7:00, 12:00, 15:50.
- Tai siéu thi Big C: 9:30, 14:00, 18:40.

Tuyén 15: Vam Lang, Tién Lang <-> Siéu thi Big C Hai Phong
- Tai Chg Vam Lang: 7:00; 10:20; 13:50; 17:10.
- Tai siéu thi Big C: 8:40; 12:00; 15:30; 18:45 .

Tuyén 16: Tién Thanh, Tién Lang <-> Siéu thi Big C Hai Phong
- Tal Cho Kim Bai: 7:20, 9:40, 13:00, 15:10, 17:20.
- Tai siéu thi Big C: 8:30, 10:50, 14:10, 16:20, 18:45.

Tuyén 17: Vam Lang, Tién Lang <-> Siéu thi Big C Hai Phong
- Tai UNND x4 Kién Thiét: 7:20, 9:40, 13:00, 15:05, 17:10.
- Tai siéu thi Big C: 8:30, 10:50, 14:05, 16:10, 18:45.
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