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LOI GIOI THIEU

Qua trinh cong nghi¢p ho4, hién dai hod nganh thuong mai ban 1¢ Viét Nam
dién ra trong bdi canh Viét Nam dang tién hanh cong cudc doi méi, xdy dung nén
kinh té thi trudng va cha dong hdi nhap kinh té vé6i thé gidi va khu vue. Céc loai
hinh thuong mai van minh hién dai, trong dé co siéu thi ma trudc day rat it nguoi
Viét Nam biét t6i da xuét hién va dén tré nén phd bién & Viét Nam, nhét la & cac
thanh phd 16n. Dé co thé phat trién dugc hoat dong kinh doanh, yéu t6 tam 1y
khach hang va k¥ nang giao tiép voi khach hang c6 vai tro hét sirc quan trong. N6
tac dong truc tiép dén suy nghi, dong co mua hang. Poi hoi cac nha quan 1y phai
hidu biét vé tam Iy khach hang trong hoat dong kinh doanh dé thuc hién t6t nhimng
muc tiéu trong kinh doanh.

Pé nam rd duoc nhimg kién thirc co ban vé tam 1y khach hang va k¥ ning
giao tiép, dé co tai lidu phuc vu giang day cho hoc sinh chuyén nganh trong truong
Cao dang thuong mai va du lich, tip thé tic gia da bién soan gido trinh “Tam ly
khach hang va k¥ nang giao tiép”. Gido trinh dé 1am tai liéu giang day cho hoc
sinh nganh Quan 1y va ban hang siéu thi trinh d6 trung cap.

Trong qua trinh bi€n soan gido trinh “Tam ly khach hang va k§ nang giao
tiép” tac gia da nhan dugc nhimg ¥ kién dong gop hiéu qua cua cac giang vién
khoa quan tri kinh doanh, céc thay c6 gido trong hoi dong khoa hoc nha truong.
Téc gia xin trin trong cam on su giup d& cta cac dong nghiép.

Mic du da rat c6 gang nhung khong thé tranh khoi nhitng thiéu sot va nhiing
han ché. Chung t6i rat mong nhan duoc su g0p Y, b6 sung cua doc gia dé giup cho
qua trinh duoc hoan thién hon. Moi ¥ kién dong gop Xin gui vé Khoa Quan tri

kinh doanh, truong Cao dang Thuong mai va Du lich —s6 478 duong Théng Nhat,
phuong Tan Thinh, TP Thai Nguyén

Chan thanh cam on!
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GIAO TRINH MON HQC

1. Tén mon hoc: Tam 1y khach hang va K¥ ning giao tiép

2. Mi s6 mon hoc: MH12

3. Vi tri, tinh chét ciia mén hoc

3.1. Vi tri:

Tam 1y khach hang va K¥ ning giao tiép 1a mon hoc bat budoc nam trong
nhém cac moén hoc co 8¢, duoc xdy dung dung cho hoc sinh hé trung cap nganh
Quan ly va ban hang si€u thi.

3.2. Tinh chét:

Tam 1y khach hang va k¥ ning giao tiép 1a moén hoc 1y thuyét thuoc nhoém
cac mon khoa hoc x4 hoi, trang bi cho hoc sinh nhiing kién thirc co ban vé tam 1y
khach hang trong kinh doanh thuong mai dich vy. Panh gia mén hoc bang hinh
thic thi két thiic mon.

4. Muc tiéu ciia mon hoc:
4.1. Vé kién thirc:

Mon hoc cung cap cho ngudi hoc nhitng kién thirc co ban vé tam 1y hoc, nam
vitng cac dién bién tam 1y khach ‘hang trong qua trinh mua va tiéu dung san pham
tir 6 van dung xay dung céac ké hoach ban hang phu hgp. Trinh bay dugc khai
niém, nguyén tac, cac k¥ nang giao tiép khach hang

4.2. V& k¥ nang:

Sau khi hoc xong mén hoc, nguoi hoc hinh thanh dugc ky nang:

+ Thanh thao trong viéc hiéu, nam bat tdm 1y khach hang trong qua trinh
nghién ctu thi truong, ban hang.

+ Rén luyén cac k¥ nang giao tiép khach hang: 18 nghi co ban, ky ning lér]g
nghe, k¥ nang hoi va tra 1oi, k¥ nang dam phan thuong lugng, ky nang giao tiep
qua dién thoai.

+ Rén luyén ky ning lam viéc nhom, k§ nang thuyét trinh

4.3.Veé nang luc tu chu va trach nhiém:

Hoc sinh ¢6 kha nang tu hoc, tu nghién ctru ngoai cac gio hoc trén 16p, cha
dong tu duy, sang tao.

Hoc sinh c6 thai d§ nghiém tc khi nghién ctiru mén hoc, tich cuc, chu dong,
sang tao trong hoc tap; rén luyén duoc tac phong cong nghiép, 1& 16i 1am viéc cua
ngudi lao dong tét.

5. N6i dung cua mon hoc

5.1. Chuong trinh khung

Thoi gian hoc tap (gio)

M sé Trong do
MH/ Tén mén hoc/mé dun tin | Tong Thuwe hanh/ | Thi/
MP chi | sb Ly thuc tap/ | Kiém
thuyét |  bai tap/ tra
thao luan




| Cac mén hoc chung 12 | 255 94 148 13
MHO1 | Chinh tri 2 30 15 13 2
MHO02 | Phap luat 1 15 9 5 1
MHO03 | Gigo duc thé chat 1 30 4 24 2
MHO04 | Gido duc QPAN 2 45 21 21 3
MHO5 | Tin hoc 2 45 15 29 1
MHO06 | Tiéng Anh co ban 4 90 30 56 4

I Cac mon hoc chuyén mon 65 | 1590 568 981 41

I1.1 | Mén hoc co sé 18 | 270 | 256 0 14
MHO7 | Tong quan vé siéu thi 2 30 28 - 2
MHO8 | Quan tri hoc 3 45 43 - 2
MHO09 | Luat kinh té 2 30 28 - 2
MH10 | Nguyén 1y ké toan 3 45 43 - 2
MH11 | Marketing can ban 2 30 28 - 2
MH12 | Tam ly khach hang va KNGT 3 45 43 - 2
MH13 | Thuong pham hoc 3 45 43 - 2

11.2 | Mon hoc chuyén mon 45 | 1290 284 981 25
MH14 | Tiéng Anh Thuong mai 3 45 43 - 2
MH15 | Quan ly siéu thi 3 45 43 - 2
MH16 | Nghiép vu mua hang 2 30 28 - 2
MH17 | Nghiép vu ban hang 3 45 43 - 2
MH18 | K¥ thuat trung bay hang hoa 3 45 43 - 2
MHL9 }I:I(?ahiép vu kho, van chuyén hang 5 30 28 ] 5
MH20 | Ky thuat bao quan hang hoa 2 30 28 - 2
MH21 | Phan mém quan 1y ban hang 2 60 - 57 3
MH22 | Thué 2 30 28 - 2
MH23 I ; g”%t‘)fp vumua, ban, trung bay | 4| qpq | . 117 3

TH nghiép vu kho, van chuyeén,
MH24 béoq%éﬁgéﬁghéa e 3 | %0 - 87 3
MH25 | Thuc tap tot nghiép 16 | 720 - 720

11.3 | Mén hoc tw chon(chon 1 trong 2) 2 30 28 0 2
MH26 | Thuong mai dién ti 2 30 28 - 2
MH27 | Khéi sy kinh doanh 2 30 28 - 2

Tong cong 77 | 1845 | 662 1129 54

5.2. Chuong trinh chi tiét mén hoc

SOTT

Tén chwong, muc

Thai gian (gio)




Thwc hanh,
Tong| Ly [thinghiém, |Kiém
so |thuyet | thao luan, | tra
bai tap
1 [Chwong 1: Nhitng van dé chung cua tim 1y hoc| 8 8 - -
2 [Chuong 2: Tam ly khach hang 20 19 - 1
3 Chuong 3: K¥ ning giao tiép 17 16 - 1
Cong 45 43 0 2

6. Diéu kién thuc hién mon hoc:

6.1. Phong hoc Ly thuyét/Thyc hanh: Pap tng phong hoc chuan

6.2. Trang thiét bi day hoc: Projetor, may vi tinh, bang, phan

6.3. Hoc liéu, dung cu, mo hinh, phurong tién: Giao trinh, m6 hinh hoc tap,...

6.4. Cac diéu kién khac: Nguoi hoc tim hiéu thuc té vé cong tac xay dung
phuong an khic phuc va phong ngira rui ro tai doanh nghiép.

7. Noi dung va phuong phap danh gia:

7.1. Noi dung:

- Kién thuc: Panh gia tat ca noi dung da néu trong muc tiéu kién thic

- K§ nang: Panh gia tat ca ndi dung da néu trong muc tiéu k¥ nang.

- Nang lyc tu chi va trach nhiém: Trong qué trinh hoc tap, ngudi hoc can:

+ Nghién ctru bai trudc khi dén 16p.

+ Chuan bi day du tai liéu hoc tap.

+ Tham gia day du thoi luong mon hoc.

+ Nghiém tac trong qua trinh hoc tap.

7.2. Phuong phap:

Nguoi hoc dugc danh gia tich 1ty mon hoc nhu sau:

7.2.1. Cach danh gia

- Ap dung quy ché dao tao trinh do trung cap hé chinh quy ban hanh kém
theo Thong tu s6 04/2022/TT-LDTBXH, ngay 30/3/2022 cia Bo truong Bo Lao
dong — Thuong binh va Xa holi.

- Huéng dan thyc hién quy ché dao tao ap dung tai Truong Cao dang Thuong
mai va Du lich nhu sau:

Piém danh gia Trong s6
+ Piém kiém tra thuong xuyén (Hé s6 1) 40%
+ Piém kiém tra dinh ky (Hé s6 2)
+ Piém thi két thic mén hoc 60%

7.2.2. Phuong phép danh gia



Phuong phéap | Phuong phap | Hinh  thac | Thoi diém

danh gia t6 chuc kiém tra kiém tra

Thuong xuyén | Viét/ Tu luan/ Sau 10 gio.
Thuyét trinh  [ric nghiém

Dinh ky Viét/ Tu luan/ Sau 14 gio
Thuyét trinh  [ric nghiém

Két thuc mon | Viét Tu luan va | Sau 44 gid

hoc trac nghiém

7.2.3. C4ch tinh diém

- Diém danh gia thanh phan va diém thi két thac mén hoc dugc cham theo
thang diém 10 (tir 0 dén 10), 1am tron dén maot chit s6 thap phan.

- Piém mén hoc 14 tong diém cua tat ca diém danh gia thanh phan cia moén
hoc nhan vdi trong s6 twong tng. Piém mdn hoc theo thang diém 10 lam tron dén
mot chir s6 thap phan, sau d6 duoc quy doi sang diém chit va diém sb theo thang
diém 4 theo quy dinh ctia Bd Lao dong Thuong binh va X4 hoi vé dao tao theo tin
chi.

8. Huéng dan thuc hién moén hoc

8.1. Pham vi, d6i tuong ap dung: Pi tugng trung cip Quan 1y va ban hang
siéu thi

8.2. Phuong phap giang day, hoc tap mon hoc

8.2.1. Béi voi nguoi day

* Ly thuyét: Ap dung phuong phap day hoc tich cuc bao gom: thuyét trinh
ngan, néu van dé, huéng dan doc tai liéu, bai tap tinh hudng, cau hdi thao luan....

* Thao luan: Phan chia nhom nho thao luan theo noi dung dé ra.

* Huéng dan ty hoc theo nhom: Nhom truong phan cdng cac thanh vién
trong nhom tim hiéu, nghién ctru theo yéu cau noi dung trong bai hoc, ca nhom
thao luan, trinh bay ndi dung, ghi chép va viét bao cao nhom.

8.2.2. P6i véi nguoi hoc: Nguoi hoc phai thuc hién cac nhiém vu nhu sau:

- Nghién ctu k¥ bai hoc tai nha trudc khi dén 16p. Cac tai liéu tham khao s&
duoc cung cap ngudn trude khi ngudi hoc vao hoc moén hoc nay (trang web, thu vién,
tai liéu...)

- Tham du ti thiéu 80% cac budi giang 1y thuyét. Néu nguoi hoc vang >20%
s tiét Iy thuyét phai hoc lai mon hoc méi duoc tham dy ki thi 1an sau.

- Tu hoc va thao luan nhom: 1a mot phuong phap hoc tap két hop gitra 1am
viéc theo nhom va lam viéc ca nhan. Mot nhom gom 8-10 ngudi hoc s& duoc cung
cap chu dé thao luan trude khi hoc 1y thuyét, thuc hanh. Mdi nguoi hoc s& chiu
trach nhiém vé 1 hoac mot s6 noi dung trong chi dé ma nhom da phan cong dé
phat trién va hoan thién tét nhat toan bo chii dé thao luan cia nhom.

- Tham du du céc bai kiém tra thuong xuyén, dinh ky.
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- Tham du thi két thac mon hoc.

- Chu ddng t6 chirc thuc hién gio tu hoc.

9. Tai liéu tham khao:
[1]. Duwong Thi Kim Oanh, Giao trinh Tam ly hoc quan ly. NXB DH QG TP HCM.
2013
[2]. Vi Diing, Giao trinh Tam ly hoc quan Iy, NXB Pai hoc su pham, Ha N,
2011
[3]. Tran Vin Hoa, Gio trinh giao tiép trong kinh doanh, NXB Dai hoc Kinh té
quoc dan, 2012.



CHUONG 1 NHUNG VAN PE CHUNG CUA TAM LY HQC

GIOI THIEU CHUONG

Chuong 1 khai quéat vé tam 1y hoc, cac hién twong tdm 1y co ban nham vén
dung vao giai thich cac hién twong tam 1y khach hang d¢ nguoi hoc ¢6 dugc kién
thirc nén tang va dé dang ti€p can ndi dung mon hoc & nhirng chuong ti€p theo.

MUC TIEU

1. Vé kién thirc:

- Trinh bay duoc khai quat vé tim 1y hoc, cac hién tuong tim 1y co ban;
- Mo ta dugc hién tuong tam ly;

2. Vé k¥ nang:

- Van dung duoc cac kién thuc tam 1y hoc vao thuc té cong viéc;

3. Vé nang luc ty cha va trach nhiém:

-Y thuc duoc tAm quan trong va y nghia thuc tién ctia viéc nghién ctru nhimng
van dé chung vé tam 1y hoc vao thyc tién cong viéc.

- Thai d6 hoc tap nghiém tic, tich cuc trong thdo luan cac ndi dung giang
vién néu ra.

PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 1

- £)01 voi nguoi day: s dung phuong phap giang giang day tich cuc (dién
giang, van dap, day hoc theo van dé); yéu cau ngudi hoc thyc hién cau hoi thao
luan 1 (ca nhan hodac nhom).

-Pbi voi nguoi hoc: chit dong doc trude gido trinh (chwong 1) trudc budi
hoc; hoan thanh day da cau hoi thdo luan chuong 1 theo cd nhan hodc nhém va
ndp lai cho nguodi day dung thoi gian quy dinh.

PIEU KIEN THUC HIEN CHUONG 1
- Phong hoc chuyén mon héa/nha xudng: Khong
- Trang thiét bi may méc: May chiéu va céc thiét bi day hoc khac

- Hoc 1iéu, dung cuy, nguyén vat li¢u: Chuong trinh moén hoc, giao trinh, tai
ligu tham khao, giao an, phim anh, va cac tai li¢u lién quan.

- Céc diéu kién khac: Khong c6
KIEM TRA VA DANH GIA CHUONG 1
- N41 dung:
+ Kién thire: Kiém tra va danh gia tat ca noi dung da néu trong muc tiéu kién
thirc
+ K§¥ ning: Panh gia tat ca noi dung di néu trong muc tiéu ki nang.
10



+ Nang luc tu chu va trach nhiém:

« Trong qua trinh hoc tap, ngudi hoc can:
« Nghién ctru bai trudc khi dén 16p

« Chuan bij day du tai liéu hoc tap.

« Tham gia day du thoi luong mén hoc.

* Nghiém tuc trong qua trinh hoc tap.

- Phuong phép:
+ Piém kiém tra thuong xuyén: 1 diém kiém tra (hinh thirc: hoi miéng)

+ Kiém tra dinh ky 1y thuyét: 0
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NOI DUNG
1. Khai quat vé tam 1y hoc
1.1. Khai niém tam 1y, ban chat va phan loai cac hién twong tam ly

1.1.1. Khai niém tam ly

Theo quan niém cua Triét hoc thi: Tam 1y 1 sy phan 4nh hién thuc khach
quan vao ndo ngudi thong qua chi thé, tim 1y ngudi c6 ban chit xa hoi lich st
Day chinh 1a ban chét cua hién tugng tdm 1y ngudi theo quan diém Tam 1y hoc
Marxist. Tam ly nguoi bao gom tat ca nhiing hién tuong tinh than xay ra trong
dau 6c con ngudi, gan lién va diéu hanh moi hanh d6ng, hoat dong cua con ngudi

1.1.2. Ban chit cia cac hién twong tam 1y

a. TaAm 1y ¢6 ban chat phan anh

Tat ca cac hién twong tam 1y, tir nhitng hién twong tam ly don gian dén nhiing
thudc tinh, pham chat phirc tap ctia nhan cach con nguoi déu ton tai ¢ trong nio
dudi dang hinh anh nay hay hinh anh khéac véi mac do phuc tap khac nhau. Diéu
kién dau tién dé co cac hinh anh d6 1a phai c6 cac hién tuong, su vat khach quan
cua thé gidi bén ngoai tac dong téi cac gidc quan va ndo bd binh thuong caa con
nguoi.

Tam Iy mang tinh chil quan cia timg ngudi. Tam 1y 13 phan anh ton tai khach
quan, nhung sy phan anh tam 1y khong may moc, nguyén xi nhu phan anh co hoc,
ma tam 1y 1a tong hoa cac hinh anh chu quan ( hinh anh tdm 1y) vé ton tai khach
quan.

b. Ban chat xa hi — lich sir ctia tam ly.

Pé ton tai va phat trién, thé hé trude di truyén dat kinh nghiém xa hoi- lich
str cho thé hé sau. Thé hé sau tiép thu nhitng kinh nghiém va sang tao nén nhiing
gia tri vat chat, tinh than méi. Qua d6 tdm 1y con ngudi duoc hinh thanh va phat
trien

Con ngudi tiép thu nén van minh nhan loai va bién thanh tim 1y cua ban than.
Tam 1y mdi nguoi co cai chung cua loai nguoi, ciia dan tdc, cua ving, cua dia
phuong nhung ciing c6 cai riéng cia mdi con ngudi cu thé. Tam Iy hoc tng dung
trong kinh doanh.

Nhu vay, mdi nguoi cé mot doi song tam 1y riéng, mot tdm hon riéng. Tam
Iy mdi nguoi 14 kinh nghiém x4 hoi- lich s chuyén thanh kinh nghiém cua ban
than.

c. TAm ly ¢6 ban chat phan xa.

Tat ca cac hinh anh tam 1y, cac kinh nghiém séng ban than déu ton tai trong
ndo bo. Nhung khong phai cit ¢6 nio 1a c6 tam ly. Mudn c6 tdm 1y phai c6 ton tai
khach quan tac ddng vao nio va nio ngudi phai tiép nhan duoc tac dong ay.

Pé tiép nhan tac dong tir bén ngoai vao, ndo phai hoat dong. Nio hoat dong
theo co ché phan xa. Phan xa c6 bon khau: Khau dan vao, khau trung tdm, khau
dan ra, khau lién hé nguoc.

C6 hai loai phan xa: phan xa khong diéu kién va phan xa co diéu kién. Phan
xa khong diéu kién 13 co s& sinh 1y than kinh caa ban niang, phan xa cé diéu kién

12



la co so sinh Iy cua cac cac hoat dong tam ly khac, dac trung cua con ngu’O’i
Nhung moi hién twong tAm ly khong phai gom mot phan xa c6 diéu kién ma gébm
nhiéu hoic mot hé thong phan xa c6 diéu kién.

Nhu vay, mudn co6 tdm 1y nhat thiét phai c6 phan Xa, dac biét 13 phan xa co
diéu kién. Tam 1y c6 ban chat phan xa.

1.1.3. Phan loai cac hién twgng tam ly:

a. Phan loai theo thoi gian ton tai va qua trinh dién bién

Theo thoi gian ton tai va qué trinh dién bién cac nha nghién ciu chia hién
tuong tam 1y ra 1am ba loai: qua trinh tam 1y, trang thai tam ly va thudc tinh tam
ly.

- Céac qua trinh tdm ly: 1a nhiing hién tuong tam ly dién ra trong thoi gian
tuong dbi ngan, co bat dau, dién bién va két thic.

Vi dy: Céc qua trinh nhan thirc nhu cam giac, tri giac, tu duy, tuong tuong;
Céc qua trinh giao tiép...

- Céc trang thai tam 1y: 1 c4c hién twong tdm Iy dién ra trong thoi gian tuong
d6i dai va dong vai tro 1am nén cho cc qua trinh tim 1y va cac thudc tinh tam ly
biéu hién ra mot cach nhat dinh. Véi cac trang thai tm 1y chiing ta thuong chi
biét dén khind da xuat hién & ban than, tuy nhién thuong khong biét duoc thoi
diém bat dau va két thuc cua ching.

Vi du: Trang thai tap trung, chu y, lo dang, mét moi, vui, budn, phén khai,
chan nan...

- Céc thudc tinh tam 1y: 1 nhitng hién twong tam 1y di tré nén 6n dinh, bén
vitng & mdi ngudi tao nén nét riéng vé mat ndi dung cia nguoi d6. Thudc tinh tim
ly dién ra trong thoi gian dai va kéo dai rat 1au c6 khi gan bé véi ca cude doi mot
nguoi.

Vi du: Tinh khi, tinh cach, nang luc, quan diém, niém tin, Iy twong, thé gidi
quan...

Céc qua trinh tam 1y, trang thai tam 1y va thudc tinh tim 1y khong hé tach roi
nhau ma luén anh hudng va chi phdi 1an nhau.

b. Phan loai theo su tham gia diéu chinh ciia y thiic

Dua theo su tham gia diéu chinh cua ¥ thic nhitng hién twong tam 1y duoc
chia thanh hién tugng tam 1y c6 y thirc va hién tuong tdm ly vo thuec.

- Nhitng hién tugng tdm 1y c6 y thirc: 1a nhitng hién tugng tam 1y ¢6 sy tham
gia diéu chinh cua y thirc, con ngudi nhan biét duoc sy ton tai va dién bién cua
chung. Y thuc s& dinh hudng, diéu khién, diéu chinh cac hoat dong tam Iy cling
nhu cac hanh vi cy thé & ca nhan. Y thire gitip xac dinh muc dich, vach ra ké hoach
hanh dong, thuc day va diéu khién con ngudi hanh dong ding dan hon, tao ra y
chi. Y thuc tao ra sy chii dong ctia c4 nhan trong hoat dong. N6 gitip c4 nhan dinh
vi dugc minh trong hién thuc khach quan, nhan dién dugc minh, tu cai tao ban
than, tu rén luyén dé ngay cang hoan thién hon. Pa s6 cac hién tugng tam 1y &
nguoi la nhitng hién tuong tam 1y ¢6 y thic.
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- Nhitng hién tugng tam 1y khong c6 su tham gia caa y thire (V6 thire): 1a
nhing hién tugng tam ly khong c6 sy tham gia diéu chinh cua ¥ thuc, con ngudi
khong nhan biét vé sy ton tai ciia chung.

Mot s6 nguyén nhéan gay ra cac hién twong tam Iy khong y thirc 1a:

+ Nhitng hién tugng thugc vé bénh 1y nhu: bénh than kinh, bénh ao giéc,
bénh hoang tuong, bénh say ruou.

+ Nhitng hién twong tam 1y sinh ra c6 sy uc ché cua hé than kinh nhu: thoi
mién, am thi, mong du...

+ Nhitng hién tuong tam 1y thudc vé ban ning.

+ Nhitng hién tugng tam 1y thudc vé tiém thtrc: 1a nhitng hién tuong tam 1y
vbn ban dau 13 c6 y thirc nhung do duoc lip di 13p lai nhiéu lan nén ¥ thic an di,
chi khi can thiét thi méi quay lai kiém soat cac hoat dong.

+ Nhiing hién tugng tam 1y "vut sang.

Cach phan loai nay duoc nhitng nguoi lam Marketing rat quan tam. Ky thuat
“phong van tiém thac” véi phuong phap xa anh dugc nhiing nha nghién ctru tm
Iy khach hang van dung dé tim hiéu nhiing yéu t6 thoi thiic ngdm khién con nguoi
mua mét san pham dich vu, dé tir d6 tao ra tic dong marketing pht hop.

1.2. Vi tri, vai tro caa tam ly hoc

1.2.1. Vi tri caa tam ly hoc

Tam Iy hoc dugc nay sinh trén nén tri thirc ciia nhan loai va do nhu cau cua
cudc séng doi hoi. Nhin téng thé, tam 1y hoc dung & vi tri trung tim giira khoa
hoc tu nhién, khoa hoc x4 héi, khoa hoc Kinh té va trén nén cua triét hoc.

1.2.2. Vai tro caa tam ly hoc kinh doanh

Cung cép cho cac nha kinh doanh mét hé théng 1y luan vé tam 1y. Trén co s
d6 cac nha kinh doanh biét cach van dung cac quy luat tim 1y vao hoat dong kinh
doanh.

Trén co sd hiéu biét tam 1y ctia khach hang, nha kinh doanh dua ra dugc sach
lugce ding dan vé san pham, gia ca, thi truong phan phéi...va nghé thuat giao tiép
trong thuong mai.

Gitip cac nha kinh doanh nhan thirc duoc cac kho khan phirc tap cua nghé,
biét dugc sy khic nghiét cua quy luat canh tranh trong kinh doanh, tir d6 biét cach
chap nhan, biét cach tu ¥ thirc duoc ban than cing nhitng nguyén tic hanh dong
trong kinh doanh. Chinh vi vay, tim 1y hoc kinh doanh khong chi gop phan nang
cao ning suat lao ddng ma con phai hinh thanh va phat trién nhan cach con nguoi
kinh doanh xa hgi chi nghia.

2. Cac hién tugng tam ly co ban
2.1. Cac qua trinh tam ly co ban

a. Cam giac

Cam gidc la qua trinh tam ly, phan anh mot cach riéng lé tung thudc tinh cua
su vat, hién tuong khi ching dang truc ti€p tdc dong vao cac gidc quan ctua con
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ngudi (img dung vao viéc danh gia hang hod bang phuong phap cam quan: chat
luong moén an)

Cam giéac 13 co sé ctia hoat dong tam 1y. Con nguoi nhan biét thé gidi xung
quanh bat dau tir cdm giac. N6 1a cong cu duy nhat ndi lién y thirc bén trong voi
thé gid1 bén ngoai (Moi sy nhan thirc hién thuc khach quan déu bat dau tir cam
giac)

b. Tri giac

La mdt qua trinh tdm 1y phan 4nh mot cach tron ven nhiing thudc tinh bé
ngoai cua su vat, hién tuong khi chiing tac dong truc tiép vao cac giac quan cua
ta

¢. Tw duy

Tu duy 1a mot qua trinh tam 1y phan anh nhiing thudc tinh ban chét, nhing
moi lién hé va quan h¢ bén trong c6 tinh quy luat cia sy vat, hién tugng trong hién
thuc khach quan ma trudc do ta chua biét

d. Twong twong

Tudng tuong 1a mot qua trinh tam ly phan anh nhiing cai chua tung c6 trong
kinh nghiém cua c4 nhan bang cach xay dung nhiing hinh dnh mé&i trén co s&
nhirng biéu tugng da co6 (do 1a viéc tao ra hinh anh moi trén co s& cac “ chat ligu”
da duogc tri giac tur trude. Tudng tugng c6 dugce la phai dua vao nhitng kinh
nghiém da c6 va day la “ cong cu quan dtrong nhat cho phép con nguoi co thé
thay trudc dugce két qua khi bat tay vao viéc”)

e. Tri nho

La mot qua trinh tdm ly phan anh nhiing kinh nghi¢m da c6 ctia cd nhan dudi
hinh thirc bi€u tuong, bao gom su ghi nhd, gilr gin va tai tao lai sau d6 nhiing diéu
ma con nguoi da trai qua
2.2. Cac trang thai tam ly

a. Tinh cam va xic cam

+ Tinh cam

Doi sdng tinh cam bao ham tat ca nhitng thai do thé hién su rung cam cua
con nguoi doi vai cac su vat hién tuong trong hién thuc khach quan c6 lién quan
den nhu cau va dong co cia con nguoi.

Trong doi song tinh cam thi tinh cam va cam xuc 1 nhitng mace d6 chia yéu
va mang tinh pho bien.

+ Xuc cam:

La nhimg rung dong xay ra nhanh, manh, ¢¢ tinh khai quat cao hon va duoc
chua thé y thirc it nhiéu rd rét hon so véi mau sac xtic cam cua cam giac. Do 1a
himg thu, hoi hop, vui suéng, ngac nhién...
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+ Swr giong va khac nhau gitra xic cim va tinh cam

- Gibng nhau:

Péu 1a thai do cia con ngudi ddi voi
den nhu cau cua con nguoi.

Déu c6 tinh xa hoi va tinh lich sir.

hién thuc khach quan. Déu c6 lién quan

Péu 13 nhiing nét biéu hién tdm 1y ciia con nguoi.

C6 gin bo chit ché vai hanh vi va hoat dong cua con nguoi.

- Khac nhau

Xiuc cam

Tinh cam

- C6 & ca con nguoi va dong vat

- Chi ¢6 & con nguoi

- C6 trudce va la mot qua trinh tam 1y

- C6 sau va la thudc tinh tam 1y

- Xay ra trong thoi gian ngan, gan
lién véi tinh hudng va su tri gidc d6i tuong

- Ton tai trong thoi gian dai. C6 tinh
chat sau sac, lang dong.

- Khong bén viing, dé nay sinh, d&
mat di

- Bén vitng, 6n dinh. Puoc hinh
thanh do qua trinh tong hop hoa, dong
hinh hod, khai quat hoa nhitng xic cam
ddng loai.

- D& biéu hién, bac 16 15, dé thay

- C6 thé che giau. Chiu anh hudng
nhiéu cua vy chi va tinh cach ca nhan

- O trang thai hién thuc

- O trang thai tiém tang

- Gan lién vai phan xa khong diéu

- Gan lién véi phan xa c6 diéu kién,

kién, thé hién chirc ning sinh vat.

thuc hién chirc nang xa hoi.

b. Cha y

Chu v 1a xu hudng va sy tap trung hoat dong tam 1y vao mot doi twong nao

do.
- Xu hudng cua cha ¥ thé hién & vié
va duy tri viéc lya chon nay trong khoang

- Su tap trung thé hién & viéc bo qua
di sau vao doi tugng.

¢ lya chon ddi twong ciing nhu gitr gin
thoi gian dai hay ngan.
tat ca nhimg gi bén ngoai d6i tuong dé

Chu y dugc xem nhu 1a mdt trang thai tam 1y "di kem" cac hoat dong tam 1y
khac, gitp cho cac hoat dong tdm 1y do c6 ket qua. Chang han ta van thuong noi:

cham cht nhin, lang tai nghe, tap trung suy nghi...

Céc hién tuong cham chu, lang

nghe, tap trung...1a nhitng biéu hién cua chi y. Chi y khong c6 ddi tugng riéng,
d6i tuong cta nod chinh la d6i twong cua hoat dong tam Iy ma no6 "di kem". Vi thé,

"nn

cha ¥ duoc coi 13 "cai nén",
2.3. Cac thugc tinh tam ly
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a. Xu huwdng:

Xu hudng 1 sy hudng téi mot muc tiéu, mot ddi twong nao do, 1a mot hé
thong nhitng nhan to thiic day bén trong qui dinh tinh tich cuc cua con ngudi trong
hoat dong cua ho.

Xu hudéng biéu hién qua cac nhu cau, himg tha, niém tin, Iy tudng ...cta ca
nhan ma néeu tap hop lai chung s€ xac dinh muc dich cudc song cua con nguoi.

b. Tinh cach

Tinh cach 1a mét tdng hop nhitng thudc tinh tam 1y ddc trung cta ca nhan,
phan anh mdi quan hé cta ca nhan véi hién thuc va biéu hién & nhitng hanh vi, cir
chi, cach ndi nang cua ca nhan do.

Tinh cach biéu hién mit x4 hoi cua con nguoi. Tinh cach cua mdi ca nhan
duoc hinh thanh dan trong qua trinh xa hoi ho4d, tinh cach do gido duc va do hoc
tap ma hinh thanh.

Tinh cach luén c6 hai mat noi dung va hinh thuc.

- Noi dung 1a hé thdng thai ¢ bén trong ctia ca nhan ddi vai hién thuc nhu
1a d6i véi xa hoi, di véi lao dong, ddi véi ban than, doi véi tai san... Thai do doi
v6i x4 hoi phan anh mdi quan hé giita ca nhan véi to chuc, voi moi ngudi xung
quanh, n6 thé hién tinh yéu thuong, ton trong, long tan tuy...hay su ghét bo, thu
han, khinh miét, ho hiing...tinh than hy sinh vi moi nguoi, vi loi ich chung...;
Thai d di voi lao dong 1a ¥ thirc to chirc, ky luat, tinh yéu lao dong, can cu, tan
tam...; Thai do d6i voi ban than 1a nhitng danh gia suy xet v€ ban than minh,
nhu’ng yéu cau, muc dich dit ra dé thuc hién trong cugc séng hang ngay the hign
& 10ng tu trong, tinh khiém tén, tinh ty hao...; Poi voi tai san thé hién ¢ cau tha
hay khong cau tha, hoang phi hay tiét kiém...

- Hinh thirc 13 sy biéu hién ra bén ngoai cua hé théng thai d6 cia ca nhan
trong nhirng hanh vi xa hoi, thé hién ¢ hanh vi, ctr chi, cach noi nang.

Noi dung va hinh thirc ctia tinh cach duge xét theo chuan muc dao dirc xa
hoi thi dugc phan thanh tot xau.

Khi xét dén sy ddng nhat giira noi dung va hinh thic s& tao ra 4 kiéu tinh
cach:

- Loai thir nhat, 1a loai noi dung t6t va hinh thic tét. Pay 1a nhiing ¢4 nhan
c6 thai d6 bén trong t6t va biét cac thé hién ra biang nhitng hanh vi, ctr chi, cach
n6i nang tét. Khi bén canh c6 nhitng ca nhan nay thi nha quan tri c6 thé yén tam.

- Loai thtr hai, 1a loai noi dung xau va hinh thuc tt. Day 1a nhimg c4 nhan
c6 thai d6 bén trong x4u, nhung thé hién ra bén ngoai & hanh vi, ctr chi, cach noi
nang lai t6t. Day thuong la nhimg ngudi day dan kinh nghiém Song biét cach che
gidu minh bang nhiing biéu hién ra bén ‘ngoai phu hop Vvoi chuan muc x3a hoi,
chuan myc nhém. Nhiing c4 nhan nay néu nha quan tri tin nham thi hau qua s&
khoé luong.
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- Loai thit ba, 1a loai ndi dung tot va hinh thirc xau. Pay 1a nhimng ca nhan co
thai d6 bén trong tét, nhung thé hién ra bén ngoai xau. Day la nhimg ngudi dugc
coi 1a thiéu kinh nghiém song, nén khong biét cach boc 16 minh ra cho ding nhiing
thai do tt o bén trong. Néu nha quan tri tinh tuong, nhin thau ndi tAm bén trong
cua ho, chi can huan luyén mot chut vé cach biéu hién ra bén ngoai nha quan tri
s& c6 mot nhan vién kieu thir nhat.

- Loai thir tu, 1a loai noi dung Xau, hinh thic Xau. Loai nay lai khong dang
S0 vi chung ta d3 biét ho X4u nén it tin ho, do va hau qua xay ra thudng it nghiém
trong.

Tuy nhién, trong cudc séng khong ai ¢ thuan nhat toan tinh cach tdt hoic
toan tinh cach xau. Chung ta thuong danh gia mot nguoi 1a tét hay xau dya trén
s6 luong nhiing nét tinh cach tot hay xau chiém ty I nhiéu hay it, ndi dung cua
n6 co y nghia quan trong nhu thé nao doi véi xa hoi, ddi véi con ngudi trong
nhitng hoan canh, tinh hudng nhat dinh.

Tinh cach phu thudc vao su gido duc ctua xa hdi va su rén luyén cta ca nhan.
Xét tinh cach phai xem xét ngudn goc xa hoi ciia ca nhan do.
c. Khi chit (Tinh khi )

Tinh khi 1 su biéu hién vé mat cuong d6 (manh hay yéu), téc 6 (nhanh hay
cham), nhip do (diéu din hay bt thuong) cua cac hoat dong tam 1y trong nhiing
hanh vi, ctr chi, cach noi nang ctia ca nhan.

Tinh khi mang dic tinh bam sinh, di truyén, thé hién & ciu trac cua hé than
kinh. Khi xét dén hoat dong caa hé than kinh, ngudi ta thuong xem xét qua trinh
hung phan va uc ché.

C6 4 loai tinh khi co ban:

- Tinh khi linh hoat: L4 tinh khi c6 hé than kinh manh, c4n bang va linh hoat.
Ca nhan c¢o tinh khi nay thuwong nhan thitc nhanh, nhé nhanh, phan tng nhanh
nhung chua sau; hoat ddng manh mg¢, hang hai tham gia moi cong viéc, nhiét tinh
va tich cuc trong coéng viéc; D& thich ung véi hoan canh maoi; Giao tiép rong rai,
than mat, tinh cam d& dang xuét hién nhung dé thay d6i, chan hoa nhung dé hoi
hot, vui tinh, lac quan, tinh tinh c&i mé, vui vé, d& gan va bét chuyén, lién hé
nhanh v&i moi ngudi xung quanh; Thiéu kién nhan hay bo do cong viéc.

- Tinh khi binh than: 1a tinh khi c6 hé than kinh manh, can bang va khong
linh hoat. Nhiing c4 nhan c6 tinh khi nay nhan thic hoi cham, phan ng véi kich
thich cling cham; binh tinh, chin chin trong cong viéc, kién tri, than trong, chu
dao trong hanh dong, lam viéc déu dan, c6 muc do, khong ti€u phi strc lyc vo ich.
[t néi cuoi, it ba hoa; Tinh cam thuong kin déa, kim ham dugc xac cam, bé ngoai
nhu thiéu nhiét tinh, it chan hoa, thiéu coi mé nén dé bi danh gia 1a khinh ngudi,
phét doi, kha nang tu kim ché, tu chu cao; Cham chap it biéu 19 sy hing hai, xung
phong, hay do du nén bo 16 co hdi, it thao vat, thich nghi méi truong cham.
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- Tinh khi ndng nay: La tinh khi ctia hé than kinh manh va khong can bang.
Nhiing c4 nhan nay nhan thic nhanh nhung khong sau sic, d& bi biéu hién bé
ngoai danh lra; V6i vang hap tap, nong voi khi danh gia sy viéc; trong cong tac
ho diing cam, can dam, hiang hai sb6i noi; Tinh cam bdc 16 ménh liét, nhung dé
thiéu té nhi; rat thang than, trung thuc, qua quyet, hay noi thang, khong ap mo
quanh co; Kiém ché kém, d& bi xtic dong, dé vui, dé néng nay, dé phat khung, bop
chop phung phi nhiéu suc lyc nén dé bi kiét sic. Qua quyét nhung dé liéu mang,
hay ménh 1énh qui két dao to bua 1én.

- Tinh khi vu tu: La tinh khi cua hé than kinh yéu Nhitng ca nhan nay cé
nhan thice kha sau sic, té nhi, nang luc tuong tuong doi dao, phong phu; Trong
nhiing hoan canh quen thudc ho 1am viéc tt va co trach nhiém d6i voi cong viéc
da duoc phan cong; Tinh cam bén viing va tham thiét; Tuy it céi md nhung c6
thai do hién diu va rat dé dang théng cam véi moi ngudi; Hay tu lu, hay lo lang
va thiéu ty tin, rut ré, tu ty, hay suy nghi tiéu cyc, thiéu tinh than vuon 1én dam
nghi, dam lam.

Khong c6 loai tinh khi nao x4u hoic tt hoan toan. Tinh khi cia mét nguoi
thuong pha tron ca bon loai. Hoan canh song, rén luyén, gido duc c6 thé bien doi
Tinh khi.

Giao cong Viéc phu hop véi tinh khi cua con nguoi ho s€ hoan thanh cong
viéc hiéu qua hon. Can cu xtr V&i con nguodi theo dac diém tinh khi cua ho.

d. Nang luc

Ning lyc 13 kha ning cta ca nhan c6 thé thuc hién mot hoat dong nao do,
lam cho hoat dong ay dat den mot két qua nhat dinh.

_ Nang lyc dugc hinh thanh , thé hién va phat trién trong hoat dong. N6 chi
ton tai trong moi quan hé véi mot hoat dong nhat dinh.
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TOM TAT CHUONG 1
Trong chuong nay, mot s6 ndi dung chinh dugc gidi thiéu:

- Khéi quat vé tam 1y hoc
- Cac hién tugng tam ly co ban
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CAU HOI ON TAP CHUONG 1
Cau 1. Trinh bay khai niém tam Iy, ban chit va phan loai cac hién tuong
tam ly
Cau 2. Trinh bay céac qua trinh tdm 1y co ban.
Cau 3. Trinh bay céc trang thai tam ly
Cau 4. Trinh bay cac thudc tinh tam ly
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BAI TAP THAO LUAN
Bang kién thuc tdm 1y hoc vé vai trd ciia cac yéu to anh huong téi sy hinh
thanh va phat trién nhaanh céch. Anh (chi) hiy lam sang to cdu néi sau: “Hién dix

dau phai tinh san”
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CHUONG 2. TAM LY KHACH HANG

GIOI THIEU CHUONG

Chuong 2 trinh bay cac van dé co ban vé tam 1y khach hang nhu: nhitng van
de chung veé tam 1y khach hang; cac qua trinh, trang thai va thugc tinh tam ly co
ban cua khach hang; nhu cau va dong co ti€u dung; nhom khach hang va dac diém
tAm ly cua ho; gia ca hang hoa va tam 1y ti€u dung; nhitng yeu t6 anh huong dén
tam ly cua khach hang va nguoi ban hang trong qua trinh mua ban hang hoa dé
nguoi hoc co dugce kién thire nén tang va dé dang tiép can ndi dung mon hoc ¢
nhiing chuong ti€p theo.

MUC TIEU

1. V& kién thic:

- Trinh bay nhitng van dé chung vé tam 1y khach hang;

- Trinh bay cac qua trinh, trang thai va thudc tinh tam ly co ban cua khach
hang; nhu cau va dong co ti€éu dung; nhom khach hang va dac diém tam 1y cia
ho; gia ca hang hoa va tam ly tiéu dung;

- Trinh bay nhiing yéu t6 anh huéng dén tam 1y cua khach hang va nguoi ban
hang trong qué trinh mua ban hang héa duogc khai quat vé tam 1y hoc, cac hi¢n
tuong tam ly co ban;

- M6 ta duogc trang thai tdm 1y ctia khéach hang;

2. Vé k¥ nang:

- Van dung duoc cac kién thic tAm 1y khach hang vao thuc té cong viéc;

3. Vé nang luc ty cha va trach nhiém:

- Y thirc dugc tAm quan trong va y nghia thuc tién ctia viéc nghién ctru nhimng
van dé chung tam 1y khach hang vao thyc tién cong viéc.

- Thai do hoc tap nghiém tic, tich cyc trong thdo luan cac ndi dung giang
vién néu ra.

PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 2

- £)01 vOi nguoi day: s dung phuong phap giang giang day tich cuc (dién
giang, van dap, day hoc theo van dé); yéu cau ngudi hoc thyc hién ciu hoi thao
luan 1 (c4 nhan hodc nhom).

-Dbi voi nguoi hoc: chu dong doc trude gido trinh (chwong 2) trude budi
hoc; hoan thanh day du cau hoi thao ludn chuong 2 theo ¢4 nhan hodac nhom va
ndp lai cho nguoi day dung thoi gian quy dinh.

PIEU KIEN THUC HIEN CHUONG 2

- Phong hoc chuyén mon hda/nha xuong: Khong
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- Trang thiét bi may moc: May chiéu va cac thiét bj day hoc khéc

- Hoc 1i€u, dung cuy, nguyén vat li¢u: Chuong trinh mon hoc, giao trinh, tai
liéu tham khao, gido an, phim anh, va cac tai li€u lién quan.

- Céc diéu kién khac: Khong c6
KIEM TRA VA PANH GIA CHUONG 2
- NoOi dung:

+ Kién thire: Kiém tra va danh gié tat ca noi dung di néu trong muc tiéu kién
thtrc
+ K¥ niang: Panh gi tt ca ndi dung da néu trong muc tiéu ki ning.
+ Nang luc tu chu va trach nhiém:
« Trong qua trinh hoc tip, nguoi hoc can:
* Nghién ctru bai trude khi dén 16p
Chuan bi day du tai liéu hoc tap.
Tham gia day du thoi lwong moén hoc.
Nghiém tac trong qua trinh hoc tap.

- Phuong phap:
+ Piém kiém tra thuong xuyén: 1 diém kiém tra (hinh thirc: hoi miéng)
+ Kiém tra dinh ky 1y thuyét: 1 (hinh thirc: viét ti luan)
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NOI DUNG

1. Nhirng van dé chung vé tim ly khach hang

1.1. Cac khai niém co ban vé tam ly khach hang
a. Khai niém khach hang:

Khdch hang la ¢d nhdn hodc nhém ¢é nhu cdu vé san pham dich vu cia
doanh nghiép va co kha nang thanh toan cho viéc mua sam san pham dich vu do.

Khach hang rat khac nhau vé dic diém tdm 1y. sinh 1y va lta tudi, ho co nhu
cau va cac cach thirc lya chon san pham ciing khac nhau. Dé kinh doanh c¢6 hiéu
qua, nha kinh doanh va ngudi ban hang can nim duoc cac dic diém tam 1y cua
cac nhom khach hang dé c6 thé thoa man tot hon nhu cau caa ho. Khach hang 1a
c4 nhcan hodc nhom nguoi khac nhau vé lia tudi, gidi tinh, nghé nghiép, van hoa
va ton gido... Vi thé, viéc nam bat duoc cac dic diém tam 1y cta ho 13 mot van dé
phuc tap.

b. Tam ly khach hang:

Nha kinh doanh can nghién ctru tdm 1y ctia khach hang nham dua ra cac bién
phap khuyén khich tiéu ding c4 nhan va xa hoi theo nhiing muc tiéu chién lugc
kinh doanh cua doanh nghiép dat ra. Nguoi tiéu dung rat phong phu va da dang,
ho ¢6 nhiéu dic diém tam 1y khac nhau trong tim kiém, mua sam va si dung san
pham, dich vu.

Vi du: phu nir thuong rat quan tim téi cac san pham dudng da. dau goi...
Trong khi d6 dan ong lai thuong quan tdm téi cac san pham cong nghé cao nhu:
may tinh, may anh k¥ thuat sé... Tai sao cac lra tudi khac nhau lai thuong co su
lya chon san pham, hang hod khac nhau nhu: ngudi c6 tudi thudng thich chon
quan 4o chat liéu mém mai tao ra cam giac thodi mai, con thanh nién lai thich cac
san pham may mac mot thé hién tinh thAm my, tinh thoi dai? Vay yeu t6 tam ly

nao thiic diy ca nhan, nhom ngudi tiéu ding mua cac loai san pham khac nhau
do?
Tam ly khach hang nghién ctru cac dic diém, quy luat va co ché tam 1y cla
ca nhan va nhom nguoi trong qua trinh mua va tiéu dung s¢€ tra o1 cau héi nay.
Tam 1y khach hang 14 toan bo cac dic diém, quy luat, co ché tam 1y cua ca

nhan hoidc nhom nguoi thé hién trong qua trinh mua sim, sir dung, danh gia mot
san pham. dich vy nao do.

1.2. Pic diém tam ly khach hang

Theo céc nha nghién ctru cd nhan va cac nhém ngudi trong xa hoi khi tiéu
dung thuong the hién nhitng dac dieém sau:

v Tam ly khach hang phy thugc rat nhiéu vao lira tudi, trinh do va dic
diém tam 1y moi ¢4 nhan hodc nhom ngudi cu thé. Vi du: sinh vién thuong thich
str dung quan 4o bo, nhitg ngudi c6 tudi thich st dung quan 4o vai mém.
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v' Tam ly khach hang mang tinh chu quan cua timg ngudi. Nguoi tiéu
dung thudng c6 s thich, nhu cau, déng co khac nhau, vi thé hanh vi tiéu ding
cua ho khac nhau.

v" Tam ly khach hang bi quy dinh boi cdc gia tri van hoa. tin ngudng,
phong tuc tap quan va 16i song cua nguoi ti€u dung, cling nhu luat phap, chinh
sach cua Nha nudc.

v' Tam Iy khach hang phu thudc rat nhiéu vao cac yéu t6 thi truong nhu:
su bien dong cua gia ca. tinh hinh canh tranh, tinh huong va thoi co mua ban.

v' Tam ly khach hang chiu anh huong rat nhiéu tir tac dong tuyén truyén
quang cao va sach luoc tiep thi, marketing cuia cac doanh nghiép.

2. Cac qua trinh, trang thai va thugc tinh tam ly co' ban cua khach

hang.
2.1. Cam giac cua khach hang

a. Khai niém

Cam giac ciia khach hang 13 qué trinh tim 1y phan anh mdt cach truc tiép cac
thudc tinh riéng 1¢, bé ngoai cua cac san pham, dich vu dang truc tiép tac dong
vao cac gidc quan.

Khi dén véi siéu thi, ctra hang thi cac san pham, hang ho4 tac dong truc tiép
vao cac giac quan cua nguoi tiéu dung. Trude khi dua ra quyéet dinh mua ho can
nhan thirc dugc san pham, dich vy, va ltc nay vai tro cia cam giac het suc quan
trong.

Vi du: cac mau sic. hinh dang, kich thudc cua san pham tac dong vao nio
Cua nguoi1 mua (thong qua cac giac quan), tao ra cac cam gidc mau (xanh. Bé. tim.
vang...), hinh anh (kich thuéc, hinh dang)... giap ho nhan biét khach quan, chinh
xac san pham.

b. Vai tro cua cam gidc doi Véi khdach hang

- Cam giac gop phan tao ra an tuong dau tién cua nguoi tiéu dung dbi voi
san pham, cam giac 1a co s ctia moi hoat dong tam 1y phirc tap. Nguoi tiéu ding
nho ¢6 cam gidc ma c6 thé nhan biét hang hoa mot cach toan dién. Thong qua
cam giac, ngudi mua hang c6 an tuong dau tién vé hang hoa. nguoi ban hang,
doanh nghiép... tir 46 anh hudng dén quyét dinh mua hang cua ho.

- Cudng do tac dong cua hang hoa can phu hop voi ngudng cam giac cua
nguoi tiéu dung. Nguoi tiéu dung co do nhay cam (nguong) cua cam giac khac
nhau d6i v6i san pham, do d6 quang co thuong mai can dugc thiét ké va diéu
chinh cho phu hop Vi ngudng cam giac ctia ho: gid ca. mau sic. hinh dang...

Vi du: Nguoi tiéu dung rat nhay cam d6i véi gia ca hang hoa, vi thé muébn
thuc day viéc tiéu thu hang ho4 thi ctra hang nén niém yét gia ban (ca gia cii va
gia mai). Néu muc do ha gia qua nho thi khong du ngudng kich thich nguoi mua,
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con néu mue d6 ha gia qué 10n. thi khién khach hang hoai nghi san pham vé cht
luong, do an toan nén ho khong mua.

Moi truong kinh doanh c6 thé tao ra cam giac & nguoi tiéu dung do tam trang
cua nguoi tiéu ding phu thudc rat nhiéu vao mai truong, dia diém kinh doanh cua
cac doanh nghiép. Vi du: viéc bd tri sap xép quay hang dep, phdi hop mau sic,
anh sang dén va 4nh sang ty nhién, 4m nhac, dién mao, tu thé. trang phuc cua
nguoi ban mot cach phu hop..., déu c6 thé tao ra cam giac va 4n twong manh, anh
huong truc tiép toi hanh vi tiéu dung.

2.2. Tri giac cia kKhach hang
a. Khai niém
Tri giac cua khach hang 1a qua trinh tam 1y phan d4nh mot cach tron ven,

chinh thé, nhitng thudc tinh, dic diém, tinh chat bé ngoai ctia san pham, dich vu
khi chang truc liép tac dong vao cac giac quan.

b. Vai tro cua tri giac

- Khi di mua hang nguoi tiéu dung bao gio ciing lva chon san pham can mua.
phu hop voi nhu cau va muc dich cua ho, vi the vai trd cac quy luét tri giac hét
suc quan trong. Quy luat “hinh" va “phong" giup nguoi ti€u dung lya chon san
pham nhanh hon.

Vi dy, khi di mua san phidm nao d6 nguoi tiéu dung coi san pham d6 1a ddi
tuong “hinh", con nhirng san pham khac chi con 1a boi canh cua doi twong tri giac
d6, ho khong dé y t6i hoic chi cam nhan 16 mo. Vi véy khi trung bay san pham
trong cura hang, nha kinh doanh can dung anh sang, vi tri hoac sap xép phdi hop
1am ndi bat san pham, tao diéu kién tot nhat cho nguoi tidu dung tri giac chung.
Ngoai ra, can thiét ké bao bi cua san pham c¢6 mau sac noi bat, co bién bao gia,
cac chi dan va gidi thiéu gitip nguoi tiéu dung lya chon san pham tot hon.

- Tri giac c6 thé lam tang dién tiép xtic va phuc vy khach cho ngudi ban
hang. Nguoi ban hang can coi khach ma minh dang tryuc tiép phuc vu 1a doi luong
tri giac, con cac khach hang khac 1a boi canh tri giac ctia minh. Trong trudng hop
nay, doi tugng va boi canh tri giac co6 the bat chot thay doi vi tri cho nhau.

Vi du, nhan vién ban hang dang tiép khach A, bat chot khach B goi nhan
vién ban hang lai phia minh, thi lac nay khach B 1ap ttc cling tro thanh do1 tuong
tri giac, lic nay truong tri gidc d@ mo rong ra va nguoi ban hang da tri giac ca hai
khach hang, phuc vu nhitng yéu cau cua ho.

2.3. Tri nhé cua khach hang

a. Khai niem

Tri nhé cua khach hang 1a qué trinh ghi lai, luu git. tai hién trong tri 6c cac
kinh nghiém, biéu tugng vé san pham, dich vu da tri giac, stir dung trudc day.

Vi du: Thong qua cac chuong trinh quang céo san pham, nguoi tiéu dung co
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thé ghi nhd thuong hiéu, nhan mac. dic diém san pham, tir d6 khi tim kiém san
pham ho str dung cac biéu tugng tri nhd, kinh nghiém tiéu dung da co.

b. Nhitng yéu té danh huéng dén qud trinh ghi nhé

- Muc dich ghi nhé anh huong rat 1on téi tri nhé cia nguoi tiéu ding, ghi
nhé ¢6 muc dich va ké hqach cu thé (con goi l1a ghi nhé chu dinh) gitp nguoi ti€u
dung ghi nhé san pham tot hon.

Vi du: Trudc khi mua ti lanh ngudi tiéu ding s& thu thap, tim kiém thong tin
tir nhiéu nguén khac nhau, ghi nhé nhimg thong tin &y va dua ra quyet dinh san
pham can mua.

- Ghi nh¢ tich cuc trén co sé hiéu biét day du, toan dién vé chic ning va
cong dung cua san pham, c¢6 hiéu qua tot hon doi véi quyét dinh tiéu dung (1au vé
thoi gian, chinh xac vé ndi dung va deé tai hién lai khi can).

- Céc quy luat tri nhd duoc sir dung trong quang céo thuong mai c6 thé anh
huong rét 16n toi tri nhé ciia nguoi tiéu dung doi v6i san pham. Vi du, néu chuong
trinh quang cdo gan san pham méi véi san pham ma nguoi tiéu dung da quen biét,
thi s& nang cao hiéu qua ghi nhé cua nguoi tiéu dung ddi véi san pham mai.

- Khi nguoi tiéu ding hoat dong tich cuc véi san pham, dich vu thi hiéu qua
cua ghi nho caa ho tang 1én 1o rét.

Trong hoat dong tlep thi, marketing. néu thu hut nguoi tiéu dung hoat dong
tich cuc d6i v6i san pham thi hiéu qua ghi nhé cua ho s& t6t hon. Vi du: nhu cho
ngudi ti€u dung mac tbur quan 4o. sir dung thu’do dién gia dinh, biéu dién cac dd
choi, ném thir thyc pham... 1a cach thac tot nhat dé tang cuong tri nhd caa ho.

- Anh huéng cua trat ty vi tri trong ddy cta thong tin can ghi nhd. Cac thong
tin ¢6 vi tri trong day khac nhau thi dugc ghi nhé khac nhau, thuong thi cac thong
tin dau va cuoi cua day de ghi nhé hon doi vai thong tin ¢ gita.

Vi thé. khi thiét ké cac chuong trinh quang cdo, nha kinh doanh hoan toan
c6 thé chu dong Sap Xép san pham nao can uu tién dé lam ting tri nhé cua ngudi
tiéu dung (xép ¢ dau hodc cudi chuong trinh) hoic chit dong chia tach chuong
trinh quang cdo ban dau ra 1am 2 hoic 3 chuong trinh quang cao nho hon (thuc
chat 1 1am tang s6 luong vi tri san pham dau va cudi trong chuong trinh quang
cao).

2.4. Chu y cua nguoi tiéu dung
a. Khai niem
~ Chu y cua khach hang la sw |dp’trung)5 thirc cua ho vao mot hogc mét sé san
pham, dich vu nhat dinh @é nhan bieét ching chinh xac hon. day dii hon.

Khi di mua sam, nguoi ti€u dung thuong chu y tim kiém cac san pham, dich

vu theo cac muc dich dé ra.

b. Cac loai chu y
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- Chu y khong chu dinh:

- Cha y ¢6 chu dinh: 1a chu y ¢6 muc dich. ¢6 du dinh tir trude va co su nd
luc v chi dé tap trung y thirc vao san pham.

- Chu y sau chu dinh: 1a chu y dugc hinh thanh sau cha y cé chu dinh, luc
nay khong can cé su no luc cua y chi ma van tap trung y thirc vao san pham hoac
dich vu.

Vi dy: khi di mua mot cudn tiéu thuyét nao @6, lic dau ngudi mua cd gang
va nd luc dé di tim ctra hang sach c6 ban cudn tiéu thuyét do, khi da tim thay va
gid ra doc thi chinh noi dung qua “hay’’ cta cudn tiéu thuyét da 16i cudn chi y
cua khach, ltc nay ho khong can su nd lue cua y chi ma van tap trung cao do chi
¥ vao ndi dung cudn tiéu thuyét.

c. Vai tro cia chu y trong hoat dong kinh doanh

Chu y c6 vai tro rat quan trong trong viéc dinh hudng tiéu dung ca nhan va
xa hoi. C6 thé st dung nhicu cach thirc khac nhau dé tao ra cha y cua nguoi tiéu
dung doi véi san pham.

- Pa dang hoa san pham trong kinh doanh.

- Doanh nghiép thuong mai can bé tri chd nghi, chd vui choi giai tri, két hop
V6i anh sang, 4m nhac phu hop 1am cho ngudi tiéu dung cha y tot hon tdi san
pham.

- Chu dong chuyén tir su cha ¥ khong chi dinh sang cha ¥ ¢6 cha dinh cua
khach hang, bang cach sir dung cic chwong trinh quang cdo hoic trang tri cira
hang phu hop.

- Str dung mot s6 cach thirc, thi thuat tam 1y trong quang cao nham tao chi
y ctia nguoi tiéu dung. Vi du: bang cach phong dai hoac thu nho bat thuong san
pham quang cdo; tang cuong do kich thich cua quang céo ...

- Sur dyng Vi tri: ctra hang co vi tri dé quan sat, dé di, & Vi tri trung tAm noi
c6 nhicu xe ¢g di lai, gan noi dan cu sinh song... cé tac dung rat tot dé tang cuong
cha y cua khach hang.

2.5. Twéng tuwgng cia khach hang

a. Khai niem

Tuong twong Cua khdach hang la qua trinh ta0 ra ¢ ho nhitng hinh anh maoi
lién quan dén cac san pham, dich vu do doanh nghiép cung cap trén co sé' nhirng
biéu twong da co truoc day ve san pham.

b. Vai tro cua tuong twong trong hoat dong thuong mai

Qua trinh mua sam cua nguoi tiéu dung thudng kém theo hoat dong twong
tuong. Ho tudng tuong rat phong phu khi tién hanh hoat dong mua hang, quyét
dinh mua cua ho phu thudc vao cho san pham dang lya chon ¢ phu hop véi cai
ma ho tudng tugng ra hay khong.
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Vi dy: Khi mua dd dung gia dinh, ngudi tiéu dung thuong tudng tuong hiéu
gua st dung va tham my cua do dung dang lua chon v&i moi truong, cho ¢ cua
ho.

Nhén vién ban hang xuat sic 1a nhiing ngudi phai biét tuong tuong hang hoa
nao phu hop véi nhu cau cia nguoi tiéu dung, dé gitp cong ty dua ra chién lugc
kinh doanh phu hop.

2.6. X1c cam va tinh cdm cua khach hang
a. Khai niem
Xiic cAm va tinh cam cia khach hang 13 thai d6 rung cam c6 lién quan dén

viéc thoa man (hay khong théa mén) nhu cau ddi voi cac san pham, dich vu ma
ho quan tam.

Xtc cam tinh cam 1a mot trong ba mat caa doi séng tim 1y con ngudi, anh
huong rat 16n téi nhan thae va hanh vi caa ho. Vi du: néu ngudi tidu dung mua
duoc san pham co chat luong tot, gia ca hop 1y. mau ma dep thi s& co tim trang,
xtc cam thoai mai dé chiu va tro thanh yéu té thiic day. duy tri hanh vi mua san
pham d6 va gitp ho nhan biét, ghi nhd duoc nhan mac cuia san pham.

b. Cac loai xuc cam va tinh cam

Xtc cam va tinh cam 1a hai mac d6 khac nhau trong doi sdng tinh cam cua
ngudi tidu dung. nhung chiing ludn thong nhat va bod sung cho nhau: xic cam 1a
su thé hién cu thé caa tinh cam ra bén ngoai, con tinh cam 1a cai ndi dung tiém
tang bén trong cua ho.

- Cac loai xtc cam ciia ngudi tiéu dung nhu: bon chon, ho hoi nhiét tinh,
hoang hot. buon chan, cang thang... déu c6 anh lurong khong nho dén hanh vi tiéu
dung cua ho.

- Tinh cam tiéu ding gom tinh cam tiéu ding mang tinh chét ca nhan va tinh
cam ti€u dung mang tinh chat xa hoi.

Vi dy, ngudi tiéu dung mua mot cai 4o dé mac am. bao vé suc khoe thi d6 1a
tinh cdm c& nhan, nhung néu ho mua 4o méi dé di du mit tinh ky niém ngav thanh
lap nudc Cong hoa Xa hoi Chu nghia Viét Nam. thi d6 1a tinh cam xa héi, n6 phan
anh cac gia tri xa hoi cao ca (tinh yéu dat nudce, y thire dan toc).

- Tinh cam dao duc cua minh khi tiéu dung céc san pham, nhiam thoa man
nhu cau vé chuan muc van hoa nhu: nhu cau mua gao phan phat cho ngudi ngheo

Chong doi, tiéu dung hang Viét Nam dé thuc day nén san xuat cia Viét Nam phat
trién.

- Tinh cam tri tu¢: nay sinh khi nguoi tiu dung mua san pham cong ngh¢
cao dé thoa mén nhu cau mé rong kién thire, tim hiéu cai méi la trong cudc séng.

Vi dy, mua may vi tinh dé hoc tin hoc va truy cap Internet .
- Tinh cam thim m§ cia nguoi tiéu dung 1a nhiing rung cam chu quan cé
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lién quan t6i viéc thoa mén cac nhu cau tham my cua ho nhu: nhu cau cam thu cai
dep, cai thién, cai hai hoa chira dung trong san pham...

2.7. Khi chit ciia khach hang
a. Khai niem
Khi chét cua khach hang 1a thudc tinh tam 1y phac tap biéu hién cuong do.

tbc do, nhip do cua cac hién tuong tam 1y lién quan téi hoat dong tiéu dung san
pham, dich vu cua ho.

Vi du: ngudi néng ndy thuong mua hang nhanh, nhung dé va cham véi nguoi
ban hang va nhirng ngudi Xung quanh.
b. Cdc logi khi chat

.p. PaplSp di phan ra 4 kiéu hé than kinh chung cho ngudi va dong vat cap
cao dugc trinh bay trong bang sau:

ihin kil:ri]éu hé Tinh chit cia hoat dong hé than kinh Loai khi chét
| Manh, can bang, linh hoat Linh hoat
[ Manh, can bang, khong linh hoat Piém tinh
1 Manh, khong cin bang, hung phan vu thé S6i ndi/Néng nay
\Y Yéu Uu tu

3. Nhu cdu va dong co tiéu dung
3.1. Nhu cau tiéu ding
a. Nhu cau va nhu cau tiéu ding
~ Nhu cau la trang thai tam ly, mong mudn Ciia cd nhédn doi héi phdi théa mén
de ton lai va phai trien.
Nhu cau tiéu ding la trang thdi tam Iy, mong mudn cua nguoi tiéu ding doi

héi ddi Véi cdc san pham, dich vu can dweoc théa man dé ton tai va phdt trién Voi
tir cach la mot thanh vién trong xa hol.

Vi dy: mua dong sip dén, ngudi tiéu ding c6 nhu cau mua quan 4o am dé
chong lanh, bao vé strc khoé cho minh.

b. Pdc diém cua nhu cdu tiéu ding
+ Tinh da dang
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Nguoi tiéu dung rat khac nhau vé mirc d6 thu nhép, trinh do van hoa, tinh
cach, tudi tac, dan toc va thoi quen sinh hoat... vi thé ho c6 nhu cau khac nhau ddi
vai san pham va dich vu.

+ Tinh phat trién

Khi nén san Xuat xa hdi cang phat trlen doi sbng cua con nguoi ngay duoc
nang cao thi nhu cau tiéu dung ciing phat trién.

+ Tinh chdt thang bdc

Nhu cau tiéu ding c6 nhleu muic d6 phat trién, ching thuong phat trién dan
tir thap 18n cao. Sau khi nhu cau tiéu ding & mirc do thap - nhu cau tiéu ding co
ban (sinh ton) duoc thoa man, thi ngudi tiéu dung hudng téi viée thod man cac
nhu cau tinh than va nhu cau xa hoi cao cp hon.

+ Tinh co gian

Ban chat tinh ddi twong cua nhu cau da quyét dinh tinh co gidn cta ching.
Khi ddi twong (san pham, dich vu) va diéu kién thoa mén cta nhu cau thay doi
(nguyén nhan bén ngoai) di lam cho tinh co gidn ctia nhu cau bac 1, bén canh do.
nhu cau con chju anh hudng cua cac nguyén nhan tam 1y bén trong ctia ngudi tiéu
dung.

+ Tinh chu ky

Cudc doi cua con ngudi 13 qué trinh nay sinh va thoa man nhu cau mét cach
lién tuc khong gian doan

VD: nhu cau an. nhu cau ubng... sau khi d duoc thoa méan chung sé& "vang
bong" mot thoi gian, nhung theo dong thoi gian, tdi mot lac nao do chung lai xuat
hién c¢6 tinh chat chu ky.

+ Tinh bé sung va thay thé lan nhau

Nhu cau tiéu dung ddi vai mot s6 san pham cé thé bo sung cho nhau. Thi dy:
mua bt nguoi ta c6 thé mua thém muc. khi mua vo tuyén thi nguoi ta thuong
mua thém angten...

c. Phdn logi nhu cau tiéu ding
+ Theo muc dich mua cua nguoi tiéu dung:
- Nhu cau tiéu dung phuc vu san xuét
- Nhu cau tiéu dung phuc vu doi sdng.
+ Theo chu thé hoai dong liéu dun:
- Nhu cau tiéu dung ca nhan
- Nhu cau tiéu dung x4 hoi.
3.2. Dong co tiéu dung
a. Khai niém dong co tiéu dung
32



La cac yéu t6 thiic day khach hang dua ra cac quyét dinh vé mua san pham.

Hanhvil Dong co

DoNg co <— 1 Hanh vi >
N

Hanhvi2 Dong co
2

Hanh vi 3 bong co3

Nhimg truong hop nay thuong thdy trong hoat dong tiéu ding: Vi du. cung
VGi dong co giai khat c6 thé thuc day cac hanh vi khac nhau nhu: udng tra. udng
Cocacola. uong nudc khoang, an kem... hoac cling mgt hanh dong mua xe may.
nhung lai Xuat phat tir nhiéu dong co nhu: tiét kiém thoi gian di lai. khoe mé. si
dién, thuong thac cai dep...

Trén thuc té. mot hanh vi thuong khong phai do mot ma do nhiéu dong co
thuc day, cac dong co nay dan xen lan nhau, tham chi 1a c¢6 nhitng dong co trai
nguoc nhau.

b. Phan logi dong co tiéu dung
Can ct vao tinh chét cua ching chia ra 1am hai loai sau:

+ Pong co tiéu dung cé tinh chat sinh 1y: 1a déng co tiéu dung nay sinh tir
nhu cau co tinh chat bam sinh, sinh ly cia nguoi ti€u dung, nham thod man cac
nhu cau: duy tri, kéo dai. phat trién cudc song cua ho.

Véi sy thiic day cua cac dong co ndy, hanh vi tiéu dung giita cic ca nhan it
khac nhau. Cac dong co nay c6 diac diém la: ro nét. don gian, trung lap va dé thuc
hién.

Vi dy: trén thuc té, nhitng nguoi tiéu dung c6 kha ning chi tra thap thuong
mua cac san pham co ban, thi¢t yéu nham thoa man nhu cau sinh ly. dam bao cho
sy ton tai caa ho.

+ Pong co tiéu dung co tinh chét tam 1y: Day 1a loai dong co nay sinh tir nhu
cau xa hoi, nhu cau tinh than cta nguoi ti€u dung, voi tu cach 1a mot nhan cach
trong xa hoi.

Céac dong co ndy co su khac nhau rat 16n giira cac ca nhan vé phuong thic
thuc hién va mirc d6 thoa man chung. Cac dong co nay c6 dac diém la: sau sac,
kin dao. da dang va luén duoc danh gia boi cac gia tri, chuan myc xa hoi.

Vi dy: trén thi trudng, c6 ngudi tiéu dung mua hang hod dé tim toi tri thuc,
hudng thu cai dep. dé tang ban bé, nguoi yéu. Bé dugc ton trong hoac tao dung
quan hé cho ho.

Céc san pham c6 cung chét lugng, cong dung thi nguoi tiéu ding bao gio
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cling lwa chon loai nao c6 kha ning thoa man nhu cau tdm 1y nhiéu nhat.
c. Cac loai dong co thwong thiy & nguoi tiéu dung

Pong co tiéu dung thé hién trong cudc song thudng ngay hét sic da dang,
nhung khai quat lai c6 cac dang sau:

+ Pong co thuc dung: bay la dong co lay gia tri str dung thuc té cua hang
hoa, dich vu lam muc tiéu chu yéu.

+ Dong co chay theo cai moi: Dong co ndy léy cai méi me¢, doc dao, thoi
thuong cia san pham, dich vy lam myc dich chu y€u. Ngudi ti€u dung thudc loai
dong co nay, khi mua hang ho dac biét chu trong kiéu dang, CAU tao, mau sic trang
tri, vé dep ctia san pham, ho chay theo cdi mdi, cdi tién tién. Nhimg ngudi c6 dong
co ndy thuong 1a ngudi c6 dau 6¢c phong khoang, thich giao tiép, tiép thu cai méi
nhanh. Nguoi tiéu dung thudc loai nay thudng 1a nhitng ngudi & thanh phd. nhiing
nguoi o lta tudi thanh nién. Ho 1a nhitng nguoi thich mot va khi tiéu dung chiu
anh huong rat manh tir quang cdo va nhiing nguoi xung quanh.

+ Dong co chay theo cai dep: Dong co nay lay gia tri thuong thic, gia tri
nghé thuat cua san pham lam muc dich chu yéu.

+ Dong co mua hang gia re: Dong co nay chu trong toi gia ca san pham,
nguoi tiéu ding mudn chi tra it ma cé duoc nhiéu loi ich vat chat. Nhimg nguoi
c6 dong co nay thuong 1a ngudi ¢6 thu nhap thap, hodc nhimg ngudi c6 16i song,
cach sbng tiét kiém ha khic.

+ Pong co du trit: Nhiing nguoi c6 dong co nay thuong la nhitng nguoi co
hoi, ho muon co6 dugc mot lugng san pham nhat dinh dé khi thi truong khan hiem,
ho ban ra kiem loi hoac st dung dan.

+Bong co pho truong: Nhitng ngudi ¢ dong co nay thuong thich pho truong
dia vi, khoe khoang su giau sang... Khi mua hang ho thuong khong chu y téi tac
dung thyc té cta viéc chi tiéu, ma lai dic biét chi y to1 y nghia tuong trung, gia
tri tinh than cta hang hoa. Nguoi c6 dong co nay phan nhleu 1a 6ng ba chu, nguoi
c6 dia vi trong cic co quan nha nudc va nhitng nguoi ndi tiéng trong xa hoi.

+ Pong co théi quen: Nhimg nguoi ¢6 dong co nay thudng mua san pham
dé thoa man thi hiéu hoac 16i sdng riéng ctia minh. Ho thuong xuyén mua nhiing
san pham ma ho ua thich hodc theo thoi quen. Néi chung hanh vi tiéu ding cua
nhitng nguoi ndy c6 dic diém 1a 6n dinh, tap trung, va mang tinh cht thuc dung.

+ Pong co tinh nghia: Nhitng nguoi c6 dong co nay thuong mua hang co
tinh chét tinh huéng, do 4n tugng manh cua nguoi ban hang ddi véi ho. Ho thuc
hién hanh vi mua san pham do cam tinh dac biét, niém tin d6i voi san pham, nhan
vién ban hang hodc cong ty tao ra.

d. Vai tro cua dong co tiéu dung
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Nhu cau Pong co Hanh vi Thoa Nhu cau
maoi

man

Mdi quan hé nhu cau, dong co va hanh vi mua hang

Trong hoat dong tiéu ding méi quan hé gitra nhu cau. dong co. hanh vi tiéu
dung ludn gan chat va quan hé mat thiét voi nhau. Vi vay khi nghién ctru hanh vi
tiéu dung, khong chi dung lai ¢ biéu hién bén ngoai ctia hanh vi mua. ma phai
phan tich, nghién ctru va chi ra dugc nhitng nhiing yéu t6 bén trong (nhu cau,
dong co...) quy dinh, thuc day hanh vi dé.

+ Vai tro khoi phat- thuc day: Pong co 1a dong luc cin ban thiic day hanh vi
cua nguoi tieu dung, no6 gitr vai tro khéi phat hoat dong cua cé nhan. BPong co thoi
thuc ngudi tiéu dung c6 hanh vi mua san pham theo cac muc tiéu da dé ra. Néu
khong c6 dong co tiéu dung thi khong thé c6 hanh vi ciia ngudi tiéu ding duoc.

+ Vai trd din dit: Dong co khong chi ¢6 vai tro khoi phat hanh vi ma con
dan dat hanh vi theo huéng nhat dinh. C4 nhan nguoi tiéu dung c6 thé c6 nhiéu
dong co mot luc, nhung trong sd nhitng dong co nay cé thé co nhitng dong co trai
nguoc nhau. Trong trudng hop nay xay ra su co sat, dau tranh gitta cac dong co.
Két qua 1a dong co ndo manh nhat s& dong vai trd chi dao va hudng hanh vi di
theo muc tiéu dd chon. Sau khi dong co c6 cudng do manh nhat di dugc thoa man,
thi dong co co cuong dd yéu sé dugc ting cudng do manh va trd thanh nhan t6
quy dinh hanh vi.

+ Vai trd duy tri: Viéc thyc hién hanh dong thuong trai qua nhicu giai doan.
trong mot thoi gian nhat dinh, trong thoi gian ay dong co xuyén suot ludn ludn
thac day, duy tri hanh vi cho téi khi hanh vi dugc thuc hién.

+ Vai trd gia ting hiéu tng: Két qua cua hanh vi ¢6 tic dung gia ting hoac
giam thiéu su 13p lai hanh vi dy. Sy thoa man nhu cau, dong co c6 tac dung duy
tri va cung cb hanh vi, duoc goi 14 “tac dung gia tang hiéu ing”. Trong kinh doanh
cac yéu té nhu san pham c6 chat luong tét, uy tin cua ctra hang va coéng ty...
tac dung cang c6 hanh vi cua nguoi tiéu dung, ho s€ quay lai ctra hang va tiép tuc
mua hang. Nguoc lai. néu hanh vi tiéu dung khong duoc thoa man, thi ngudi tiéu
dung chan ghét, khong mudn lui toi cira hang va khong mua hang nira.

+ Vai tro chdm dat hanh vi: Khi dong co da thuc day hanh vi dat duoc két
qua mong muén, nhu cau cta nguoi tidu dung da duoc thoa man thi hanh vi do
dong co 4y tao nén s& cham dut. lic nay dong co thuc hién vai tro cham dit hanh
Vi.
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4. Nhém khach hang va diic diém tam 1y ciia ho
4.1. Nhom khach hang

Trén thi truong. khach hang vo cung phong phu va da dang, viéc phan chia
khach hang thanh cic nhom (theo céac tiéu chi nao d6) c6 ¥ nghia hét stc quan
trong trong hoat dong kinh doanh. Thong thuong cac nha tdm Iy hoc quan tri kinh
doanh thudng phén loai khach hang theo céc tiéu chi sau: Ira tudi; thu nhap; giéi
tinh; khu vuc dia 1y.

Theo lua tudi khach hang:

- khéch hang tré em (gom 3 ticu nhom: nhi dong (3 - 10 tuoi), thiéu nién (11
- 13 tudi), vi thanh nién (14 - 17 tuoi));

- khach hang thanh nién (18 - 34 tudi);

- khach hang trung nién (35 - 55 tudi);

- khach hang cao tuéi (trén 55 tudi).

Theo muc do thu nhap:

- khach hang c6 thu nhép cao (thuong Iuu);

- khach hang c6 thu nhép trung binh (trung luu);

- khach hang c6 thu nhap thap (ha luu).

Theo gidi tinh:

- khach hang nam gidi;

- khach hang nir gidi.
4.2. Pic diém tAm 1y cac nhom khach hang

4.2.1. Nhom nguoi tiéu dung theo lta tudi

4.2.1.1. Pdc diém tam Iy khi mua hang cua tré em

_ Theo phap luat cua Viét Nam tré em Ia nhitng nguoi c6 do tudi tur 3 df:n 17

tudi. Ket qua di€u tra dan s6 ndam 2003 cho thay so lugng tré em lta tudi nay
chiém khoang 45% dan so.

a Pic diém tam 1y tiéu dung caa Ika tudi nhi ddng (tr 3 cho téi 10 tudi).

+ Nhu cau tiéu dung phat trién tir nhu cau co tinh chat sinh 1y dan dan dén
c6 nhu cau mang noi dung xa hoi.

Vi du: tré 3 tuoi chii yéu 1a nhu cu sinh 1y; 4-5 tudi da biét so sanh mot cach
truc tiep bé ngoai cua cac do choi hoac thirc an, yéu cau me hoac c6 mua theo y
thich cua cac em.

Tré em rat it khi 1a ngudi mua ma vé co ban cac em la nguoi tiéu dung hang
hod va dich vy. Cac em c6 thé mua hang don gian véi s6 lugng it (bit muc, vo.
banh ke¢o)... Hanh vi mua hang tir cho hoan toan dua vao nguoi 16n. chuyen dan

36



t6i chd khong hoan loan phu thudc vao nguoi I6n.

+ Hanh vi tiéu dung phat trién tir chd co tinh chat bat chudc toi chd thé hién
dac diém ca nhan

Vi du: tré mua d6 choi nhung phai 1a mau d6 da thé hién s¢ thich riéng vé
mau sac.

+ Tdm trang cua tré dién bién tir ché khdng 6n dinh téi ché on dinh:

Tdm trang Cia nhi dong rdt khéng én dinh, dé bi nhiém Idy tém trang cua
ngudi khéc, xtc cam dé thay d6i v4i hang tiéu dung, ltc nay thi thich, ngay sau
do da khong thich (chan). Dan dan tAm trang nay sé& 6n dinh.

+ An tuong vé nguoi ban hang cua tré rat sau sic:

Cac em thuong coi nguoi ban hang nhu nhing nguoi than, néu nhu nguoi
ban hang khong c6 duoc cach tlep xuc. giao tiép tot vai tré, thi sé c0 an tuong
khong t6t va tré s& khong bao gio dén véi cira hang nira. Nguoc lai. néu nguoi ban
hang vui tuoi, gitip d& va chi bao cho tré thi sé tao an tuong sau sac va tré nha rat
lau.

+ Thich su chi bao huéng dan cia nguoi lon:

O Itra tudi nay do tri nhé phat trién chua on dinh, tré hay bi quén nhan mac
san pham. Vi the, su goi y, hudng dan cua nguoi ban hang rat quan trong, giap tré
thuc hién nhanh hanh vi mua hang cho cac em.

b. Pic diém tam ly tiéu dung cia tré em lira tudi thiéu nién (tir 11 d¢én 13
tuot).

Vé tam 1y, khac véi cac giai doan trudc, tré di c6 long tu trong, doi hoi dugc
ton trong; nang lyc tu duy logic, tu duy ngén ngir dugc nang cao, vé tinh cam,
xuc cam ciing co sy phét trién vuot bac, nhu cau giao tiép dac biét 1a giao tiép Voi
cac ban khac gidi c6 vai tro hét sic quan trong trong su phat trién y thuc va tu y
thire cuia tré. Giai doan nay chaa dung nhiéu mau thun trong su phat trién tam Iy
cua cac em thé hién thong qua cac dac diém tam 1y tiéu dung nhu sau:

+ Mudn to ra 1a nguoi 1on: Tam 1y tiéu ding khong mudn bi cha me rang
budc, muon tuy mua hang hoa ma minh thich, mac du van phai phu thugc cha me
(xin tién cha me).

+ Khuynh huéng mua hang bit dau dugc xac 1ap va hanh vi mua hang ngav
cang On dinh: Tro tich cuc hoc hoi, kham pha thé gidi vi thé kién thic tiéu dung
¢ tuoi thiéu nién khong ngung tang 1én.

+ Pham vi chiu anh hudng x3 hoi dan dan ting 1én.

Céc hién tuong xa hoi da anh hudng kha 16n téi hanh vi tiéu dung cua tré
nhu: mot, san pham mai dugc quang cao trén ti vi.

c. Pic diém tim ly tiéu ding cia tré em tudi vi thanh nién (tir 14 dén 17
tuol)
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Giai doan nay danh dau budc ngoit quan trong trong sy hinh thanh nhan cach
ctia cac em. Cac em thuong thé hién & cac dic diém tam 1y tiéu dung sau:

+ Sy hoan thién cta hé than kinh, cac gidc quan da lam cho cam giac, tri giac
c6 d6 nhay cam cao, ngudong cam giac phan biét va nang luc cam thu hoi hoa. am
nhac phat trién manh. Vi thé, khi lya chon san pham cac em da c6 cach nhin quan
sat phan biét kha t6t, dé hinh thanh kinh nghiém tiéu ding.

+ Trong giai doan ndy tri nhd chi dinh, tri nhé c6 y nghia phat trién lam co
s& rat tot cho viéc ghi nhé cac nhan mac, kiéu loai san pham, hang héa duoc quang
cdo trén ti vi va cadc phuong tién truyén thong dai chung.

+ Tu ¥ thirc phat trién manh, kéo theo kha ning danh gia dic diém cua co
the, cac pham chat va nang lyc cta ca nhan dugc ting cuong.

Vi vay. viéc lua chon san pham da c6 su hai hoa, yéu to tham my hét stc
duoc coi trong. Trong viéc lya chon san pham tiéu dung, cac dac diém gidi tinh
dugc cac em Y thac rat rd.

Vi du: Cac em gai ding phan son trang diém, lya chon gam mau trong an
Ma3c, cac em trai chu ¥ t61 cac hang thé thao nhu: bong da....

+ Trong tiéu dung, & thoi Ky ndy cic em con chua c6 su chin chin d& chay
theo trao luu hoac anh hudng cua moi truong bén ngoai.

4.2.1.2. Dic diém tam Iy tiéu ding cia tudi thanh nién (tir 18 dén 34 tudi).

Theo két qua diéu tra dan sé nam 2003, hién nay ¢ Viét Nam thanh nién
chiém khoang 1/4 (21 triéu ngudi) dan sb ca nudc, ho duge phan bd kha rong va
1a lyc luong tiéu dung rat quan trong trong x4 hoi. Khi tiéu ding, thanh nién thé
hién cac dic diém sau:

+ Co tinh doc ldp cao trong tiéu dung:

Nguoi tiéu ding & tudi thanh nién c6 nang luc doc 1ap mua hang va tiéu ding
san pham. Do su thay ddi vé vai tro ctia ho trong gia dinh, ho dugc coi nhu nhiing
thanh vién thuc thy. vi thé khi cha me tiéu ding cac san pham dit tién déu trao
d6i y kién véi cac em. Mot s6 thanh nién da di 1am da co6 thu nhép, vi thé kha nang
mua hang rét I6n.

+ Chay theo mét. Thé hién tinh thoi dai.

Thanh nién thuong 1a nhitng ngudi sdi ndi, tw duy nhanh nhay, sic bén, tran
day hy vong ddi véi twong lai, ¢ tinh than dam nghi dam 1am, ludn khét vong céi
méi va tri thac méi. Ho 1a nhitng ngudi hét sirc sang tao trong tiéu dung. Tam Iy
tiéu dung cua ho chay theo mét, theo thoi dai, dan dén trao luu méi, doi hoi huong
thu cai dep.

+ Thich thé hién "cdi t6i":
Thanh nién 1a nhitng ngudi Nam trong giai doan qua do, tir giai doan thiéu
nién (chua trudéng thanh) Ién giai doan trung nién (trudng thanh), vi thé y thac vé
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"cai toi”” 1 nhu cau noi bat trong tiéu dung & lra tudi nay. Ho doi hoi dugc doc
lap, tu chu. moi 161 néi. moi viéc 1am déu mudn biéu hién noi dung "cdi t6i”. Trong
tiéu dung, ho rat ua thich nhitng hang hoa biéu hién duogc ca tinh, muén c6 su doc
d4o0, khong mudn gibng ai.

+ Yéu cau thyc dung:

Khi tiéu dung san pham, thanh nién thuong phan anh duge phong cach thoi
dai, phu hop vai xu hudng phat trién cua khoa hoc ky thuat hién dai, ho 1a nhirng
nguoi cé tri thac, quan hé rong, tiep xtc véi nhiéu nguon thong tin. Vi the, khi
lua chon hang tiéu dung ho kha chu dong. Ho lua chon cac san pham mot, thoi
thuong nhung phai thuc dung, hop vai moéi treong hoat dong va cong viée cua ho.

+ Tinh dé xiic déng trong tiéu ding:

Trong tiéu dung ho thé hién tinh d& xac dong, dé thay d6i, vi vay co thé dan
to1 cuc doan. Ho thuong thé hién mau thuan gitra 1y tri va tinh cam khi lya chon
san pham va phan nghiéng bao gio cung thudc ve tinh cam.

4.2.1.3. Pic diém tam ly tiéu dung & tuoi trung nién (tir 35 dén 55 tuoi).

Ngudi tiéu dung trung nién chiém sé lugng kha dong trong toan bo dan cu
(35%). Phan lon trong ho la nhitng nguoi da cé gia dinh, vi vay vai tro va trach
nhiém cua ho hét sirc nang né doi voi gia dinh va xa hai.

Ho thuong 1a chu gia dinh, vi thé c6 vai trd hét stc quan trong trong tiéu
dung, ho mua hang khong chi cho ban than ma con cho ca gia dinh. Nguoi tiéu
dung & tuoi trung nién thuong gitr vi tri quyet dinh khong chi trong viéc mua san
pham dung sinh hoat thong thuong trong gia dinh, ma con quyét dinh viéc mua
hang bén lau c6 gia tri.

+ Chu trong hang hoa vira co tinh thuc dung, vira co gid ré, hinh thirc dep.

+ Chu trong su tién loi cua hang hoa.

La ngu:ol phai ganh vac cong vi€c nang né trong gia dinh va xa hoi, quy thoi
gian cua ho rat han ché. vi thé nguoi tiéu dung ¢ tudi trung nién rat ang ho nhiing
san pham sir dung tién loi.

Vi du: ho rat thich thuc phan an lién, ché bién sin. gitip ho giam lao dong
noi tro va thoi gian ki se dung.

+ Mua hang theo Iy tri.

4.2.1.4. Dic diém tam Iy tiéu dung ciia ngudi cao tudi (da vé huu nix 55,
nam 60 tuoi tro 1én).

Dic diém ndi bat ctia ngudi cao tudi 1a cac qua trinh tm sinh 1y cua ho da
suy thoai dan nhu: chan cham, mat mo, tai nghe khong 1o, nhu cau, dong co, xtc
cam, tinh cam ciling c6 su thay doi co ban, c6 thé bénh nghé nghiép xuat hién.

+ Nhu cau vé an: ¢ nhu cau sir dung nhitng thuc pham mém, dé tiéu hoa, bd
dudng cho suc khoé.
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+ Nhu cau mic: thich dung quan 4o rong rii, thodng mat, thoai mai va thuan
tién dugc 1am tir cac chét vai mém. mong.

+ Nhu cau vé db dung: DPdi véi 3o dung gia dinh, ho yéu cau su tién loi, an
toan, c6 lgi cho stirc khoé, phu hop vai dac diem cuaa tuoi gia nhu: gay chong nhe,
c6 nhiéu tac dung.

Do suy thoai hé than kinh, con ngudi khi budc vao tudi gia thuong ngu it,
rat kho ngu, gio ngu thay doi (nga sém, day sém). Baoi vay, ho cé nhu cau vé cho
¢ 1a yén tinh, thodng mat.

+ Ti€u dung theo théi quen:

Ngudi cao tudi thuong tiéu dung theo thoi quen, khi quen véi mot loai san
pham nao d6 thi rat kho thay d6i. Ho rat nhé nhan méac hang hoa, kinh nghiém
tiéu dung hang hoa ma ho c6 duoc khi con tré. Vi thé. cac nha tiéu dung can duy
tri nhin mac hang hoa ma ho da sir dung, hodc dua ra cac san pham méi duoc ké
tyc tir nhirng san pham, nhan mac ma ho di biét.

+ Yéu cau cra ngudi cao tudi ddi véi ngudi phuc vu nhiét tinh: phuc vu tan
tinh, chu dao, thu tuc don gian, va nhan dugc Sy quan tam. cham séc cia nhirng
nguoi xung quanh.

+ Két cdu nhu cdu cé thay doi:

Mot khi thuc pham va san pham bao vé stc khoe c6 1gi cho ho, thi gia ca
dugc dat Xuéng hang thtr yéu. Ho khong thich nhitng hang hoa hao nhoang bé
ngoai, ho yéu cau hang hoa phai c6 loi ich thuc té. Rat kho tao ra thi hiéu va hiing
tha moi doi véi ngudi cao tuoi.

+ Nhu cau phuc vu theo yéu cau, thuan tién, thich hop: Céac hinh thirc mua
qua dién thoai, dua hang tan nha. ban hang qua mang, dich vu tham kham strc
khoe tai nha... dugc ho hét sic ung ho.

4.2.2. Nhom nguwoi tiéu dung theo gidi tinh

4.2.2.1. Tam ly tiéu dung cua phu nir

- Ho 1a ngudi thudng mua dd dung cho tré em, cho ngudi cao tudi, cho nam
gioi va cho gia dinh.

- Hang hoa ma phy nir tiéu dung phan 16n 13 hang déng goi va hang “mém”.
Hang dong goi 1a hang d€ trong do dung (hop. tui nilon. chai, lo...). Nhiing hang
hoa trén thuong khong can thuyet minh ti mi tinh nang ctia hang hoa, nguoi tiéu
dung mua theo an tugng cé san, thoi quen.

- Holanguoi hiéu biét vé hang hoa tiéu dung va tinh toan tién khi mua nhanh
va tot hon nam gidi.

Ho la nguoi ndi tro trong gia dinh, vi thé thuong xuyén mua ban hang hoa
tiéu dung thong thuong, phd blen nhu: rau, gao, mudi, thit... Ho con hay mua hang
trang strc nhu: vai, quan 4o. gidy dép, mil nén, hang my pham... vi vay. ho cang
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nam gid va hiéu biét hang hoa t6t hon.

Phu nit thuong lua chon hang rat ki do loai hang tiéu dung cho phu nit rat
nhiéu, do co gidn 16n, hon nita do dic diém gigi ho c6 cac co quan giac quan co
d6 nhay cam tét hon nam gi6i (mét tinh phan biét mau sic tot, cam giac da nhay
cam), hon nira ho khong chi lua chon hang hoa cho ban than, ma con lya chon
cho céc thanh vién khac trong gia dinh nita vi thé c6 k¥ ning lua chon ti mi, ky
ludng. Phu nit yéu cau khat khe dbi vai san pham, hang hod, vi thé uy tin, thuong
hiéu cong ty rat quan trong.

- Ho ¢6 anh hudng rat 16n t6i viéc tiéu dung san pham, hang hod cta nhiing
nguoi xung quanh do nang luc giao tiép thuyét phuc truyén dat tot cua ho.

- Chu trong hinh thirc bén ngoai cua hang hoa:

Do nhu cau tham my ctia phu nit cao, va mirc do nhay bén cua cac giac quan.
Nhirng hang hoa ma ho mua la d6 dung hang ngay, vi vay ho rat coi trong hinh
thirc bén ngoai.

- Chu trong tinh thuc dung va loi ich ctiia hang hoa:

Do vai tro cua phu nir trong gia dinh ho va nhitng kinh nghiém trong viéc xi
1y cac cong viéc ndi tro, vi vay ho rat quan tam téi tinh thuc dung va loi ich cua
san pham. Khi mua hang ho yéu cau cao doi véi nguoi ban hang vé cach thuc
phuc vu. giao tiep, gidi thiéu quang cao san pham.

- Chu trong su tién loi va tinh sang tao ctua hang hoa.

Ho vira phai lam viéc, vira phai dam trach cong viéc noi tro, vi thé ho c6 nhu
cau giam bot duoc cong viéc, thoi gian ndi trg dé tang thoi gian nghi ngoi, vui
choi cung con cai, gia dinh. Ho ¢6 nhu cau cao doi véi thuc pham dong goi san,
che bien san...

- C6 ¥ thirc vé "cai toi " va long lu trong cao khi lya chon san pham

Vi du: dau chi 12 nguoi xem hang hoa, ho ciing thuong cho y kién va mong
muon y kién ctia minh dugc nguoi khac chap nhan.

4.2.2.2. Tam ly tiéu dung cua nam gioi

Theo quan niém phuong Pong, nam gidi thuong dugce coi 1a ngudi tru cot
trong gia dinh, vi thé ho c6 trach nhiém rat Ion trong viéc doi ndi, doi ngoai trong
gia dinh. Ho 1a nguoi c6 trach nhiém chinh trong viéc tinh toan, mua sam céc san
pham, hang hoa cong nghé cao. dat tién nhu: xe may, ta lanh, ti vi...

Khi mua hang ho ¢6 cac dac diém sau:

- Mua hang nhanh hon phu nit: thuong khi mua hang ho it mac ca va khong
lua chon ti mi, chi tiet, khong cau ky vé kiéu dang, mau sac... vi thé ho chon lua
rat nhanh.

- Nam gidi rat thich su ¢ van, khuyén nhul cia ngudi ban trong mua sam, do
ho it hiéu biét vé cac hang hoa thiet yeu hoac quan ao, giay dép...
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- Thuong thich mua hang qhét lugng cao, khong thich mua hang giam gia,
Khuyén mai, hang khong c¢6 nguon goc.

- Mua hang chay theo cai méi, cai mét, thoi thuong. Ho 13 ngudi thich cam
thu cai méi, dong thoi muon qua d6 dé khang dinh cai “chat” nam gidi cua minh.

- Nam giéi thuong mua hang theo 1y tri, ho it bi tac dong cua hoan canh hoac
tinh hudng. Trudc khi mua hang, nam gidi thudng suy nghi va cin nhic va dua ra
quyét dinh mua sam tir nha, vi thé khi dén ctra hang ho thuc hién quyét dinh do
bang dugc.

5. Gia ca hang héa va tam ly tiéu dung
5.1. Gia ca hang hoa

Gid cd cua san phdam, dich vu la t6 hop ciia cdc gid tri kinh té, gid tri sir
dung, gid tri tam ly cua san pham, dich vu do dwoc khach thé hoa bang mét dai
lwong so hoc (tien, kim loai quy).

Chute nang tam ly cua gia ca hang hod

Trén thi truong hién nay, gia ca vo cung phong pht va da dang, su chénh
Iéch vé gia ca hang hoa thuong lam cho nguoi ti€u dung c¢6 phan ing khac nhau.

Chtic nang tam 1y cua gia ca hang hoa chu yéu géom ba mat:

a. Chikc ning so gid, so chit

Gia ca hang hoa 1y gié tri 1am co s6, va khong ngimng thay d6i theo sy thay
doi cua gia tri hang hoa do.

CAu thanh gia trj hang hoa bao gdm hao phi lao dong song, hao phi nguyén
vat liéu va hao phi lao dong trong qua trinh luu thong va gia tri thang du can co
de tai san xuat. Theo 1y luén nay thi khi mua hang, nguoi ti€u dung chi tinh téi su
hinh thanh gia tri cia hang hoa.

- Khi hai san pham c6 chat luong nhu nhau, nhung do bao go1, trang tri hoi
khac nhau ma gia ca cua chung chénh 1¢éch nhau khong nhi€u. Trong trudng hop
nay, nguoi tiéu dung lai muon mua hang c6 gia cao hon.

- Nhitng hang hoa sang trong c6 gia qua thap, lai khién nguoi tiéu dung hoai
nghi vé chat lugng cua hang hoa ay. C6 nhitng hang hoa méi gia thanh cao do san
xuat va chi phi quang cdo 16n ma van c6 nhiéu khach hang mua.

- Khéch hang lay gia ca hang hoa lam tiéu chuan vé mit tdm 1y dé so sanh
gia tri hang hoa vai chat lugng hang hoa.

b. Chirc ning thé hién "cai t6i" ciia khach hang
Chtic niang "céi t61” thé hién o chd:
+ Thé hién dija vi kinh té-xa hoi:

+ Thé hién trinh d¢ van hoa va s thich. C6 nhitng ngudi tiéu dung tim mua
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nhitng van hoa pham, hang hoa cong nghé cao, mua ve dé di nghe cac budi ca
nhac voi gia dat... Trong s6 nhirmg ngudi ndy, c6 nhimg ngudi mua cho nhu Cau
cong tac chuyén mon, nhung c6 khong it nhitng ngudi mua dé thoa man nhu cau
tam ly 1a muon chang té vai moi ngudi la minh c6 trinh d6 van hoa va c6 so thich
doc dao.

Hoat dong tiéu dung thé hién “cai t61” ctia nguoi tiéu dung, thuc chét 1a phan
anh tam 1y coi trong gia tri xa hoi cua hang hoa va ty ton ca nhan cua ho.

¢. Chike ning diéu tiét nhu cau

Khi thi truong on dinh, néu gia ca cua mot hang hod nao giam XUong thi nhu
cau doi véi hang hoa do tang 1én, va ngugc lai néu gia ca ting thi nhu cau di voi
chung giam xuéng.

Gia ca va nhu cau ludn tac dong lan nhau, gia ca anh huong téi su bién dong
cua nhu cau va chiu anh hudng cua tinh co gian cta nhu cau. Nhu cau doi véi
hang hod khéac nhau c6 d¢ co gian khac nhau.

Vi du: nhu cau ddi véi hang ho4 thiét yéu ciia doi song hang ngay c6 do co
gian nho, con nhu cau doi voi hang hoa khong thi€t yéu thi ¢6 do co gian 1on.
5.2. TAm 1y ciia ngudi tiéu dung ddi véi gia ca

a. Théi quen ddi véi gia.

Mot khi ¢ thoi quen vé gia thi ngudi tiéu dung duy tri hanh vi mua hang
mot cach on dinh, kinh nghiém da chi phoi hanh vi mua hang cta ho. Doi voi
nguoi tiéu dung, thoi quen doi voi gia ca rat kho thay doi. Cac doanh nghiép can
cht y téi thdi quen cta nguoi ti€u dung, khi xac dinh va di¢u chinh gia hang hoa,
tranh tinh trang tang qua cao lam kim ham viéc ti€u thu san pham.

b. Ngudi tiéu dung nhay cam vé nhirng thay doi ciia gia ca hang hoa:

Déi V6i nhitng hang hod ma gia ca cua chsung c6 li€n quan chat che dbi voi
dol séng hang ngay, thi nguoi tiéu dung co6 do nhay cam cao dol véi sy bién dong
Vé gia ca cua chung, con nguoc lai d6i Vi cac hang hoa cao cép, dat tién thi do
nhay cam caa ho thap hon.

Vi du: rau xanh, mudi, gao... 1a nhitng hang hoé c6 lién quan t&i doi song
hang ngay, vi thé nguoi tiéu dung c6 d6 nhay cam cao, con vai hang hoa tiéu dung
cao Cap nhu: tivi, t lanh, 6 t6 thi ho it mua, khong quan tim nhiéu va do nhay
cam d6i véi chung thap.

c. Su tiép nhan clia ngwoi tiéu dung ddi véi thay doi gia ciia hang hoéa:

Céc cong trinh nghién ctru tdm 1y ngudi tiéu dung cho thay, ngudi tiéu dung
nhan dinh gia ca hang hoa cao hay thap thong qua ba con duong la:

- s0 sanh gia ca cua hang hoa cung loai trén thi truong;

- so sénh gia ca cua hang hoa khac nhau & cung mdt noi ban;
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- s0 sanh hang hod thong qua hinh thirc bé ngoai, trong luong, dic diém st
dung cta hang hoa.

Vi viéce so sanh nhu vay, nguoi tiéu dung thuong c¢6 cam giac va nhan dinh
sai do hai nguyén nhan sau:

- Thtr nhit, méi truong ban hang bao gdm cac yéu t6 1a khong khi ban hang
va dieu Kién hang hoa. thoi co ban hang, phuong thirc ban, hinh thirc bén ngoai
va cong dung cua hang hoa.

- Thtrhai, mirc d6 cép bach nhu cau cta nguoi tiéu dung, khi nguoi ti€u dung
can gap mot hang hoa nao do6 va ching dang khan hi€ém trén thi truong thi ho
khong chu y to1 gia ca.

d. Khuynh hwéng tAm ly doi véi gia:

Thong thuong nguoi tiéu dung nhan dinh gia ca theo ba mure d6 sau:

- hang ho4 gi4 cao thuong 1a do hang hod c6 gia tri cao, pham chat tot;

- hang c6 gia thap thi co gia tri thip hon, chat luong ciing kém hon;

- hang hod ¢6 gia vira phai, thi gia tri hang hoa vira phai va chat lugng hang
hoé ciing khong thap, khong cao.

Cac nhom nguoi tiéu dung ¢6 khuynh hudng chon mua hang vOi gia ca cling
khac nhau. C6 nhom khach hang thich mua hang gia cao, hang tan tién, c6 nhom
khach hang lai thich mua hang gié ré nhung co6 gia tri kinh té cao...

5.3. Phan trng tim 1y mua hang cuia ngudi tiéu dung khi c6 bién dong gia ca

Tinh hudng bién déng gia:

+ Khi giam gia, I€ ra phai kich thich nhu cau, dong co mua hang cua nguoi
tiéu dung, thuc day ho mua hang nhiéu hon, nhung tinh hinh lai khac, mdt so
nguoi co khuynh hudng giam hoac khong mua khi hang hoa giam gia.

Tam 1y khach hang: hang hoa giam xudng la do chat luong cia hang hoa
giam xuong: hang hoa bi € am, 16i thoi khong ai mua; doanh nghiép sap dua ra
san pham méi de thay thé mat hang dang ban, hoac mac giam gia chua du va can
phai giam nira.

+ Khi tang gia hang hoa thuong lam giam nhu ‘Ca‘iu mua hang cua nguoi tiéu
dung, nhung trén thyc t€ c6 nhing tinh huéng nhu cau doi véi hang hoa dé khong
giam ma nhu cau lai tang lén.

Nguyén nhan: nguoi tiéu dung cho rang, ting gia chting to hang ban rat chay
cho nén phai chop thoi co mua ngay khong thi khong c6 ma mua; cong ty ting
gia hang nhu vay chiac con tang nira, phai tranh thi mua ngay kéo roi day phai

mua gia cit ¢o; ting gia hang chac han 1a do chat luong va cong dung hang hoa
tang 1én. hodc do chiing c6 gia tri sir dung dac biét, vay nén mua ngay.

Két luan:
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Nhu vay, su bién dong va diéu chrinh gia ca hang hoa thi truong gay ra nhiing
phan tmg tam 1y v6 cung phuc tap ¢ ngudi tiéu dung. Vi thé, trude khi diéu chinh
gia, cac doanh nghi¢p can nghién cttu ky phan tng tdm ly va hanh vi cua ngudi
tiéu dung dé thac day tiéu thu san pham.

5.4.84ch lwge tAm 1y trong viée xac dinh gia va diéu chinh gia
a. Sach lwoc tam Iy trong viéc xdc dinh gid cho san pham méi
+ Séach lugc dinh gia chiét tach:

Pay 1a sach luoc ap dung cho san pham mai xam nhép vao thi trudng, cac
doanh nghiép dua trén co so tim 1y “chudng cai méi ” cua ngudi tiéu dung dé
dinh gia san pham nay cao hon mét chit so voi gia thuc, sau d6 cin c vao tinh
hinh tiéu thu san pham nay trén thi truong ma ha gia dan xuéng.

+ Séach lugc dinh gia tang dan:

Sach luoc dinh gia nay nguoc lai véi sach lugc dinh gia chiét tach. Nham
vao tam 1y cau loi ciia nguoi tiéu dung, thoi ky dau khi san pham méi ra thi truong,
nha kinh doanh dua ra gia san pham thap hon mirc gia du kién nham thiét lap kénh
tiéu thy, sau khi mé duoc kénh tiéu thu réi méi tang dan gia ban Ién.

+ Sach lugce dinh gid hai long

Sach lugc nay nam gitra hai sach lugc dinh gia trén, bang cach tinh toan kha
nang chap nhan caa nguoi tiéu dung dé dua ra gia san pham cho phu hop. Sach
lwgc nay rat phu hop cho nhitng hang hoa thiét yéu trong sinh hoat va nhitng san
pham khéng c6 yéu cau cao vé ky thuat.

b. Sach lwgc tam Iy dinh gid trong qud trinh tiéu thy san pham

+ Sdach lwgc tam Iy dinh gid cé $6 16

Day 1a sach lugc dinh gid dya vao cac qua trinh tam 1y cua nguoi ti€u dung
nhu: cam giéc, tri giac vé gia, dé kich thich nhu cau mua hang cua ho. Sach lugc
ndy dya trén co s¢ ngudi ti€u dung c6 cam gidc s6 l€ nho hon s6 chan va gia hang
hoa 1é dugc nha kinh doanh tinh toan can than -thé hién su ton trong doi vai ho.

Vidu 1.99USD; 1.49 USD hoac 99.5004, va 899.999 4...

+ Sach lugc tam 1y trong viée dinh gia theo thoi quen va gia tron sb

- Sach luoc dinh gia theo thoi quen 13 sach luwoc dua trén thoi quen ddi voi
gia ca clia ngudi tiéu dung dé dinh gia cho phu hop. Cé nhitng hang hod da luu
thong kha lau trén thi truong, nguoi tiéu dung di mua di mua lai nhiéu lan va co
thoi quen véi gia ca ctia hang hoa Ay. Théi quen ndy anh hudng rat 16n téi hanh
vi tiéu dung cda cac ca nhan va cac nhom xa héi. Vi vay, khi dinh gia cac doanh
nghiép can ton trong thoi quen clia nguoi tidu dung va tranh thay doi gia qua nhiéu
lam anh hudng téi hiéu qua kinh doanh.

- Sach luogc dinh gia tron s6 thich hop véi hang hoa c6 gia tri dic biét cao
hoac dac biét thap. Di voi hang hoa c6 gia tri dac biét cao, thi gia ca tron sb 1am
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tang tinh sang trong va gia tri xa hoi cua no. Hang hoa dong goi nho (gia ré) thi

gia tron sb 1am cho khach hang dé nhé va gy an tuong sau sic ddi v6i hang hoa
do.

+ Sach lugc tam 1y trong viée dinh gia c6 chiét khau

bay la sach lugc dinh gia vu dai (thép hon) gia chinh thic. Chirc nang tam
Iy cua sach lugce nay la nham vao tam Iy cau loi, chop thoi co cua ngudi tiéu dung
de kich thich khach hang mua s6 lugng I6n.

Vi du: hinh thire vu dai dya trén s{) luong hang tiéu thy, chiét khau gia theo
mua, chiét khau gia dé pho bien san pham mai.

c. Sach lwoc tam 1y trong viéc diéu chinh gid

+ Sdch lwogc tim ly khi ha gia hang

- Chon dung thoi co ha gia:

Vi du: néu 1a hang hod mot thi khi mét co xu hudng suy thoai c?{n ha gia
ngay. Néu hang hoa tiéu thu theo mua ma gitra mua con so lugng nhicu can ha gia
thoa dang.

- Muc d6 ha gia phai phu hop.

Néu ha gia qua it thi cam giac nguoi tiéu dung khong cam nhan duge va
khéng c6 tac dung thic day tiéu dung. Nguoc lai, néu ha gia qua nhiéu thi lai lam
cho ho nghi ngai chit luong hang hoa.

Cac cong trinh nghién cuu Vé‘ muc d6 ha gia cho thay néu ha gia tur 10 (jén
30% thi c6 tac dung thiic day nhu cau cua nguoi tiéu dung manh nhat (ho cho rang
hang hoa con gia trl) néu ha gia qua nhiéu hon 50% thi nguoi tiéu dung hoan toan
mét long tin vao chat lugng ctiia san pham va khong mua san pham nia.

- Khi ha gia can phai tuyén truyen cho ngudi tiéu dung hiéu rd nguyén nhan
thuc sy clia viéc ha gia nham lam mat di moi nghi ngai vé san pham.

+ Sach lugce tam ly trong viéc ting gia

- Dol voi hang hoa tang gia do gia tri cua hang hoa tang 1€n, cac doanh nghiép
can ¢ gang han ché muc tang gia thong qua viéc cai tién quan 1y kinh doanh hoac
giam chi phi cho mét don vi san pham.

- Néu tang gia thi phai ting gia mot cach tir tir, hop 1y, tranh dua ra gia qua
cao anh huong téi tam ly ticu dung lam giam sic mua caa ho.
- Khi phai tang gia theo chinh sach cua Nha nudc (tang thué), thi cac doanh

nghiép can chu dong tuyén truyén dé ngudi tiéu dung hiéu va thong cam véi doanh
nghiép...

- Khi tang gia vi nguyén nhan han ché nhap khau (Vi du: xe hoi nhap khau
tang gia) thi doanh nghiép can giai thich rd cac nguyén nhan ting gia dong thoi
phuc vu chu déo, nhiét tinh gitp nguoi ti€u dung thong cam vaéi doanh nghiép.
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6. Nhirng yéu té anh hwéng dén tim 1y ciia khach hang va nguoi ban
hang trong qua trinh mua ban hang hoa
6.1. Nhirng yéu t6 anh hwéng dén tim 1y khach hang va ngudi ban hang
6.1.1. Nhitng yéu t6 kinh té - x4 hoi anh huong dén khach hang.
a. Yéu t6 kinh té

* Quy md, trinh d va tdc dj trong qua trinh san xuit hang ho4 c¢é anh
hwéng truc tiep den tim ly ciia khach hang.

- Quy md san Xuat hang hoa phat trién s& lam cho ty suat hang hoa ngdy cang
cao, khéi lugng cung umg hang hoa ngay cang nhiéu, kéo theo cac dich Vu ngay
cang mo rong, dleu nay lam cho khach hang c6 cam giac yén tam. Bai néu quy
mo san xuat nho, sé lwong cung tng hang héa khan hiém, khach hang ludn lo s
thiéu hang, khong mua dugc hang nén co dip 1a rich liiy hang hoa gay réi logn thj
trirongnhu cau gid tao xuat hién, cung cau réi loan...nguoi ban khé ban hang.

- Tdc @6 phat trién san xuat ciing do sy phat trién caa khoa hoc ki thuat. Khi
quy mo san Xuat dugc ma rong, the do san xuat ciing theo d6 ting 1én, vi vay hang
hoa ngay cang nhiéu, loai hang ho4 da dang va phong phu, gia thanh giam. Luc
nay, nguoi ban s& ban duoc nhiéu hang; ngudi mua sé mua duoc hang tbt, bén,
dep va ré, nhiéu hang nén ho dé lya chon hang hoa, tim 1y sinh hang ngoai vi thé
ma giam di.

* Sé luong nhu cdu va kha ndng thanh toan cta khéach

- Piéu Kién co ban dau tién dé chuyén san pham vao linh vuc tiéu dung 1a
cong nhan tinh hitu ich va kha nang thoa mén nhu cAU Clia nguoi tiéu thu cia san
pham do. Va dé ban dugc, san pham khong phai chi c6 ich cho nguoi tiéu thu ma
can hon, cap bach hon 1a ngudi tidu thu ¢ thé mua sim né véi s6 tién nao do.

Vi du: Vai voc, dd go, dung cu dién, phuong tién di lai (6 t6, xe may...) véi
nhitng san pham maéi cach ddy vai nim dugc xem 14 hién dai nay da khong dap
g dung véi nhu cau cia nguoi tiéu ding.

- Pé thoa man nhitng nhu cau cua minh, mdi ngudi tiéu thu chi co nhiing
phuong tién tién t¢ twong doi han ché nén truéc mat ho xuat hién van dé lya chon.
Ho budc phal glal quyét trong tinh hinh nhu cau va kha niang thuc té Cua minh.
Ho phai sip xép mat hang nao la quan trong nhat, quan trong va chua can thiét,
dé xac dinh cac nhu cau can thoa man.

Tém lai, s6 luong nhu cau phu thudc vao hai yéu té: kha nang mua sam (stc
mua) va gia ca hang hoa. S6 luong nhu cau cang nhiéu thi strc mua ciing ting 1én
nhung van bi gi¢i han boi gia ca hang hoa, song nhd sy c6 mat ciia mbi quan hé
tién hang, 1am thoa min moi nhu cau va bao dam hang hod tuong duong véi s6
tién.

b. Nhirng nhan té xa héi khac
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*Hinh thire trang tri ndi that cira hang, sdp xép hang hoé va mau séc trong
ctra hang

- Piéu kién vat chat, k§ thuat gian hang: tir ti kinh dén chir viét, tén cta
hang... déu c6 tac dong den chirc nang hudng dan nhu cau nguoi tiéu dung.

- Nhu’ng Clra hang sang sua, sach sg, tién nghi, hang hoa dugc trinh bay 16,
bé tri sdp Xep thuan tién cho ngudi mua lam cho ho it tén thoi gian mua sam s&
thu duoc két qua kinh doanh 16n hon so véi ctra hang ma ngudi mua cam thay
kém tién nghi, thuan loi...

-Mau sic trong cira hang (twong, méu sac phdi hop gitta hang hod va twong...)
cling anh hudng dén tam ly khéach hang.

* Thai d6 cla nguodi ban hang déi véi hang hoa va khach hang

-Tu cach cua ngudi ban hang c6 thé quyét dinh dén nhu cau cua khach hang.
Khach hang s mua hang tu giac, thoai mai hon néu nguoi phuc vu lich thiép, tan
tuy va c6 thi¢n chi phuc vu.

-Su niém no ciia ngudi ban hang dé gay cho khach hang nhiing tinh cam tét
dep. Day la yéu to tam 1y tao dieu kién cho ca hai bén mua ban dugc thoai mai,
vui Vé.

- Khach hang sé& tin vao hang hoa néu ngudi ban tran trong né.

6.1.2. Cac yéu té anh huong dén tam 1y clia nguoi ban hang

a. Tinh chét cong viéc

Cong tac thwong mai c6 nhitng nét dac thu: vira lao dong chan tay, vira lao
dong tri 6¢c. N6 doi hoi ca sy ¢b gang cua lao dong than kinh va lao dong co bap.
Sy cang thang than kinh do phai giao tiép lién tuc cing véi nhimg dong tac don
diéu cua cong viéc dé lam cho con ngudi mét moi va nham chan. Twr d6 nay sinh
su buc boi, cau gat, dé ndi nong.

Mt khac, ngudi ban hang bi anh huong cia tim thé 1am viée thuong bat dau
tur sy nghi ngai: khach hang khoé tinh khong tin twong nguoi ban hang, khong to
ra ton trong va biét on sy giup do cua nguoi ban hang... Pi€u nay anh hudng
khong nhé dén qua trinh lao dong cia nguoi ban hang.

b. Ché d¢ 1am viéc

Cong viéc ban hang day phuc tap, néu ché do 1am viéc khong hop 1y thi sé
khong thé nang cao nang suat lao dong, nguoi ban hang s€ luon bi uc che than
kinh béi nhiéu nguyén nhan.

- Ché d6 1am viéc cua nguoi ban hang can chia theo ca, kip dé c6 thé co diéu
kién xen k& lao dong va nghi ngoi, c¢6 dicu Kién dé nguoi ban hang phuc hoi tai
san xuat, tranh duoc su cang thang dan dén nham lan, va cham.

«Phai t6 chuc hop 1y noi lam viéc trong ctra hang nham muc dich tao ra
nhimg diéu Kién can thiét cho ban hang.
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-Dam bao nhimg diéu kién lao dong vé vé sinh phong bénh va tham my:
chiéu sang, thong gid, kich thudc gian hang, trang tri ndi tht...

«Phén bd lao dong hop 1y: phu hop V0:1 trinh o dao tao cua ho, dam bao moi
kha nang lam viéc duoc nang cao, tay nghé ngay cang cao.

c. Ché a6 lwong, thuéng

Phai ¢6 céc bién phap khuyén khich vé mat tinh than va vat chat hop 1y.C6
vay, nguoi ban hang méi thay thoa dang cong sac minh bé ra, tir 46 yén tam cong
tac.

6.2. Cac dién bién tAm 1y ciia khach hang khi mua hang
6.2.1. Chii y dén hang hod - tim kiém hang méu

- Truéc khi toi cira hang, mdi nguoi di xac dinh dugc muyc dich ctia minh:
Mua cai gi ? dé lam gi ? Hinh mau c6 khi cu thé (mua 1 cai radio, 1 quat dién, do
an, vat dung...); c¢6 khi chua cu thé (qua tang chang han...).

- Trong qua trinh tim kiém d6 vat can thiét, khach hang thuong d6i chiéu, so
sanh cac mat hang ma ho nhin théy trong cira hang véi mau tim kiém Khi hinh
méu duogc xac dinh 13 rang, cu thé, khach hang thuong bo qua mol mau hang hoa
khac mac du no co su tuong dong véi mau can tim. Khi ma mau can tim con mo
ao (chua xac dinh dugc mAu sic, hinh dang, kich ¢& ma chi xac dinh dugc cong
dung chang han) thi viéc mua hang tuong (ng vai mau can tim d& dang hon. Su
tap trung tim kiém khong c6 tinh chat cuc doan ma mém déo hon.

6.2.2.Giai doan ham thich hang hoa

- Giai doan nay dién ra sau khi c6 su so sanh, doi chiéu, can nhac giita mau
ma can tim voi mat hang hién c6 trong ctra hang.

- Sau khi d3 tim kiém dugc d6 vat ma minh muén mua, khach hang c6 nhu
cau duoc cam quan sau khi da cé an tugng vé thi giac. Ttir cam quan, cac tinh chat
cua hang hoa tac dong tro lai khach hang: Khach hang c6 thé mat long ham thich
hoac tien toi long mong muon dugc so hiru hang hoa do.

6.2.3. Giai doan quyét dinh mua hang

- Su quyét dinh mua hang hay khong mua hang phu thudc vao nhiéu yéu t:
phu thudc vao tinh cu thé, 15 rang hay m¢ nhat cua mau can tim voi ’hang hoa hi¢n
c6; phu thudc vao kha nang vat chat (i tién) caa khach hang; két qua du dinh
cua ho vai gia ca hang hoa thuc t€ va mirc d¢ cap bach nhu cau mua sam cac hang
hoa.

- Ngoai ra sy quyét dinh mua hang con phu thudc vao tdm trang cia khach
hang, vao khong khi trong ctra hang va thai d cia nhén vién ban hang, vao uy tin
Clia noi san Xuat va tinh chét cua hang hoa...

Su déap tng tdm 1y trong qua trinh ban hang

Hiéu biét tim 1y ctia qiia trinh mua hang, chi dong tac dong dén ndé mot cach
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hop 1y 1a bién phép tich cuc gitp cho khach hang c6 nhitng quyét dinh dung din
khi mua hang.

Giam nhe su tim kiém, thu hut sy cha ¥ ctia khach hang t6i hang hoa

- Viéc giam bét khé khan khi tim kiém hinh mau can mua cua khach hang
tuy thuoc phan lén vao viéc sap Xép, trung bay cac loai hang hoa trong cura hang.

- L6i cubn sy cha y ciia khach hang vao hang hoa bang cac hinh thtic, phuong
tién quang cao; ap phich, phim anh, bao chi, truyéen thanh...

- Mat khac, khi trinh bay va sp xép hang hoa phai lam cho khach hang thay
su phong phu ctia cac mat hang va su hap dan cia hang hoa.

VD: phai trinh bay hang hoé véi nhitng mat t6t dep, phai 1am noi bt nhing
vu diém caa hang hoa (Vi du nhu: miéng thit con tuoi, rém mau hong, cai noi
sang bong, khong vét dap...).

Nam bat dugc nhu cau, mong doi cua khach hang
- Chu dong tiép xuc va gitp d& khach hang tim thay hinh mau can thiét.

Vao cura hang, khach hang dua mat tim kiém thi hang can mua, dé nam bat
duoc nhu cau caa khach hang mot cach chinh xac, ngudi ban hang phai chu dong,
té nhi tiép xtc véi khach hang. An twong ban dau trong glao tlep rat quan trong,
sy thanh bai d6i khi duoc dinh doat ngay ¢ gidy phat dau, Mubn gy dugc cam
tinh vo1 khach hang, phal dep tat ca cac cong viéc khac iai dé don chao khach véi
Vé tuoi tan, an can va sot sing. Khdng nén dé cho khach hang chao minh truac.
Sau d6, quan sat phan doan xem khach chi muén vao xem hay vao mua hang. C6
nhitng hang hoa chi dé mua: d6 &n, thuc udng...nhung ciing c6 nhimg hang hoa
khong nhat thiét phai mua: d6 xa xi, vai...Néu khach hang chi muén xem hang
hoa thi haly dé cho khach hang ty nhién nhung ludn to thai ¢ sin sang phuc vu.

- Khi nam bat duoc nhu cau cua khach hang, ngudi ban hang phai biét dugc
quay hang ctia minh c6 mau hang d6 hodc c6 mau hang nhu thé khong, dé chu
dong gioi thiéu véi khach hang. Viéc trao d6i vdi khach hang vé loai hang thay
thé phai té nhi, can phan tich mot cach khach quan sy khac biét ndi bat gitra hang
thay thé va hang khach can tim dé khach hang giam bt thoi gian nghi ngo dan do
vé mat hang do, can chuyén hudéng sy trao ddi tir tinh chat mit hang sang sy phu
hop hay khong phu hop.

Kich thich sy thich thu cua khach hang vao hang hoa

- Hang hoa can duoc trinh bay sao cho goi dugc sy chu y cua khach hang dé
khach hang thay rd san pham do thuén tién va don gian ra sao trong su dung va
chinh san pham do6 thoa man nhu cau ngudi mua dén muc nao.

Thi giac 1a yéu t6 quan trong gay nén yéu té thich tht cua khach hang nhu
su bd tri san pham phu hop v&i mau sac gian hang, quan 4o trong dién, hop thoi

trang, cai lo trong thanh nha... Nhung sy thich thu ctia nguoi mua duoc kich thich
uuoc hét do ho co thé so mo hang hoa, dugc cam hang hoa trong tay.
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- Nguoi ban hang trong giai doan nay khong chi ¢o' ging trinh bay hang hoa
ma phdi quan tdm ding muc va tim’cach tac dong vao tam ly nguoi mua. Cai
chinh lam cho khach hang quan tdm 1a céac tinh chat ctia hang hoa néu ngudi ban
hang 1am cho khach hang tin tudng 1a nhiitng tinh chat ctia hang hoa phu hop voi
diéu mong doi cua khach thi s& kich thich sy ham thich sinh dong & ho.

Vi du: Giéi thiéu cac chat tdy ban khong nén chi nhian manh cac thanh phan
hoéa hoc ma I1a n6 khong cé hai cho tay nguoi va do vat...(nudc rira bat: tay sach
van gitr nguyén men, khong hai da...)

- Quan tdm, chil y dén cac nhu cau cua khach hang, thuc day nhiing nhu cau
cap thiét ma ngudi mua chua nhan thie duoc, kich thich nhitng nhu cau chua hinh
thanh, con ma&i mé... it ndi vé hang héa nhung nghi nhiéu vé ngudi mua, d6 1a
nhiém vu ma nguoi ban hang phai giai quyét trong giai doan nay.

Thuc day quyét dinh mua hang

- Lam cho khach hang hiéu r& hang hoa d6 c6 thé thoa man nhiing nhu cau
nao cua ho.

-Lam cho khach hang thyc sy tin twong hang héa d6 1a can thiét cho ban than.

Mot yéu t6 c6 tinh chat quyét dinh dén tim 1y ctia khach hang khi mua hang
do6 la: gia thanh hang héa. Do vay, nguoi ban hang can phai biét cach noi gia.

- Khi khach hang hoi gia thanh hang hoa, nguoi ban hang khong nén tra loi
ngay So luong tién t€ ma trudc hét nén keo sy .chu y cua nguoi khach vé hang

hoa, vé su loi ich, tét dep cua hang hoa roi nodi xen vao do gia ban. Ngucti ban
hang chi nén néi ngay gia ban néu do 1 1y 1& chinh dé ban (gia ré).

- Mat khac ta thay, chung ta, thuong hay tra 1oi thang gia ca bang nhing con
s6 qua to, diéu nay de lam cho khach hang cam thay con sé d6 qué cao. Do do,
khi noi gia ta nén ngat no ra timg doan, ting chi tiét nho thi khach hang bt co
cam giac con s6 qua to.

- Hoic ta c6 thé dua ra cho khach hang céc loai gia khac nhau dé khach hang
co dieu Kién so sanh va tim cai gia theo y muon cua minh.

Hoan thanh qua trinh ban hang

- Khi nguoi khach d3 quyét dinh mua hang, ho luoén mong n}uén dugc sy ung
hé cua nhimg ngudi xung quanh. Ho ¢6 thé cung o thém quyét dinh hoac nghi
ngo, do dy. Do d6 lic nay, nguoi ban hang phai don ca sy quan tdm vao ngudi
mua dé cung co quyét dinh caa ho.

- Cach bao goi va trao hang héa c6 anh huong dén gia trj Cua mon hang ddng
thoi né cling 1a mot phuong phap quang cao. Nguoi ban hang can bao goi can than
va dep hang ban ra.

- Can luu y dé co dugc nhung khach hang thuong xuyén va quen biét, sau
khi ban hang xong, ngudi ban can phai quan tdm &n can va lich thiép véi khach
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hang nhu trudc.

- Qua trinh mua ban hang két thiic t6t dep khi va chi khi khach hang ra khoi
ctra V&i tam trang VUi vé, tin tudng du mua dugc hang hay khong mua dugc hang.

6.3. Khia canh tam ly trong viéc tir ch6i mua hang ciia khach

Trong truong hop khach hang tir chbi mua hang. Néu thai do cuia ngudi khach
cuong quyét, ddng thoi to ra hai long véi sy tir chdi ctia minh thi ngudi ban hang
phai ¢ thai do ting ho va thong cam véi ho. Thai do chan ngan, han hoc sé& ¢o hai
cho quan h¢ lau dai giira khach va nguoi ban hang.

Néu sau khi tir chdi, khach hang van t6 ra ban khoian, do dy thi nguoi ban
hang nén duy tri mot cach té nhi himg thé ctia khach hang ddi véi mat hang ma
ho d tir chdi mua va tran trong moi ho dip khac quay lai gian hang...

Khi ma mau ma tim kiém va mat hang thay thé thuc sy khong co, mudn gly
duogc thién cam véi khach hang, tot nhat 1a tra loi voi ho bang nhitng 01 héi tiéc
vl khong duoc phuc vu va tao ra cho khach hang mét niém hy vong dip khac toi
ctra hang s¢€ co.

Khi phan bac lai nhitng y kién khong dung din caia khach hoic khi ho tir chdi
mua hang, can phai té nhi va phai kim hdm nhirng phan tng gay gat d6i véi khach
hang.

Nén chi ¥, chat lugng phuc vu khach hang ¢6 anh huong I6n dén quyét dinh
mua hang, ctra hang nao dam bao duoc chat lwgng phuc vu cao nhat dinh s€ ¢ vao
loi thé hon.
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TOM TAT CHUONG 2
Trong chuong nay, mot s6 ndi dung chinh dugc gidi thiéu:
- Nhitng van d& chung vé tam 1y khach hang
- Cac quad trinh, trang thai va thudc tinh tam ly co ban cta khach hang
- Nhu céu va dong co tiéu dung

- Nhém khach hang va dic diém tam 1y caa ho
- Gi4 cd hang héa va tam 1y tiéu dung
- Nhitng yéu t6 anh huéng dén tam 1y ctia khach hang va ngudi ban hang

trong qua trinh mua ban hang hoa
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CAU HOI ON TAP CHUONG 2
Cau 1. Trinh bay trang thai va thudc tinh tam ly co ban ctia khach hang.
Cau 2. Trinh nhu cau va dong co tam 1y ctia khach hang.

Céu 3. Trinh bay yéu té anh huong dén tim 1y cta khach hang va nguoi ban hang

trong qué trinh mua ban hang hoa.

Céu 4. Trinh bay dic diém tam Iy cua cac nhém khach hang
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BAI TAP THAO LUAN

Hay van dung nhing hiéu biét caa anh (chi) vé tri nhé cia khach hang dé
lap ké hoach quang cao cho mot san pham nham muc dich gitip khach hang hinh

thanh biéu twong dep Vvé san pham trong tAm tri khach hang.
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CHUONG 3: GIAO TIEP TRONG KINH DOANH
GIOI THIEU CHUONG

Chuong 3 trinh bay cac van de co ban co ban vé k§ niang giao t1ep nhu: khai
quat ve glao tiép va k¥ ning giao tiép dé ngudi hoc c6 duoc kién thirc nén tang va
dé dang tiép can noi dung mén hoc.

MUC TIEU
1. Vé kién thirc:
- Trinh bay nhitng van dé co ban vé ki ning giao tiép nhu: khai quat vé giao

tiép va k¥ nang giao tiep

- M6 ta duoc trang k¥ nang giao tiép voi khach hang;

2. Vé k¥ nang:

- Van dung dugc cac kién thic giao tiép trong kinh doanh vao thuc té cong
viéc;

3. Vé nang luc ty cha va trach nhiém:

- Y thirc dugc tim quan trong va ¥ nghia thuc tién cia viéc giao tiép trong
kinh doanh vao thuc tién cong viéc.

- Thai d6 hoc tap nghiém tic, tich cuc trong thdo luan cac ndi dung gidng
vién néu ra.

PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 3

- £)01 voi nguoi day: s dung phuong phap giang giang day tich cuc (dién
giang, van dap, day hoc theo van dé); yéu cau ngudi hoc thuc hién ciu hoi thao
luan 1 (cd nhan hodac nhom).

-Pdi voi nguoi hoc: chit dong doc trude gido trinh (chuong 3) trude budi
hoc; hoan thanh day du cau héi thao luan chuong 3 theo ca nhan hoac nhom va
ndp lai cho nguodi day dung thoi gian quy dinh.

PIEU KIEN THUC HIEN CHUONG 3
- Phong hoc chuyén mon hdéa/nha xudéng: Khong
- Trang thiét bi may moc: May chiéu va cac thiét bi day hoc khac

- Hoc 1iéu, dung cuy, nguyén vét li¢u: Chuong trinh moén hoc, giao trinh, tai
li¢u tham khao, gidao an, phim anh, va cac tai li¢u lién quan.

- Céc diéu kién khac: Khéng c6
KIEM TRA VA PANH GIA CHUONG 3
- NG1 dung:

+ Kién thure: Kiém tra va danh gia tat cd ndi dung da néu trong muc tiéu kién
thirc
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+ K¥ niang: Panh gi tit ca ndi dung da néu trong muc tiéu ki ning.
+ Nang luc tu chu va trach nhiém:

» Trong qua trinh hoc tap, ngudi hoc can:
« Nghién ctru bai trudc khi dén 16p

« Chuan bj day du tai liéu hoc tap.

« Tham gia day du thoi luong mén hoc.

* Nghiém tuc trong qua trinh hoc tap.

- Phuong phéap:
+ Diém kiém tra thuong xuyén: 1 diém kiém tra (hinh thirc: héi miéng)

+ Kiém tra dinh ky 1y thuyét: 1 (hinh thirc: viét tu luan)
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NOI DUNG
1. Khai quat vé giao tiép
1.1. Khai niém, vai tro cia giao tiép

1.1.1. Khai niém

Giao tiép la hoat dong trao doi thong tin dé nhan biét va tic dong lan nhau trong
quan hé giita nguoi voi nguoi dé dat dvwoc muc dich nhat dinh.

Vi vay giao tiép la:

+ MOt qua trinh hai chiéu, tirc 1a nguoi phat tin khong bao gio chi muén mot minh ma
khéng ch ¥ ti tiép nhan thong tin phan hdi ctia ngudi nhéan tin.

+ Mdt qua trinh hoat dong tAm 1 hét sirc phtic tap, trai qua 3 trang thai: (1): Trao doi
thong tin, tiép xtc tim 1y; (2): hiéu biét 1an nhau, rung cam; (3): tic dong va anh huong lan
nhau. Néu khong thyc hién t6t hodc khong thyuc hién du ca 3 qua trinh d6 thi s& 1am cho
qua trinh giao tiép kém hiéu qua, truc tric.

Qua trinh trao doi thong tin dugc minh hoa nhu sau:

Guri Nhan

Ngwo'i giri Ngwei nhan

Nguoi giri muén truyén y nghia /¥ tuéng ctia minh cho ngudi khac thi phai Ma hoa ¥
nghi d6 thanh 161 noi, chit viét hay cdc hinh thtrc biéu hién phi ngdn ngir khac (ky hiéu,
am hi€u...) goi la thong di€p.
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Théng diép duoc gii dén Nguoi nhan bang nhidu kénh khac nhau nhu 101 néi, thong
bao, thu, dién thoai. ..

Nguoi nhan nhan dugc thong diép, mudn hiéu dugc thong diép thi phai Giai ma
thong diép do. Giai ma 13 viéc chuyén 10i noi, chit viét, hinh anh cta thong diép sang dang
hiéu dugc. Giai mé 1a mot qua trinh phtrc tap va thuong 1a nguyén nhan chinh gy hiéu sai,
hiéu 14m trong giao tiép (n6i mot dang hiéu mot néo, cling mdt tir nhung hiéu theo nhiéu
nghia khéc nhau, cac khac biét vé xa hoi, giai cép, trinh do van hoa..)

Cudi cling ctia giao tiép 13 su phan hoi/hoi dép, nguoi nhan phat tin hiéu cho nguoi
giri biét rang thong diép ctia ho di dén dugc dich, hoan thanh xong qua trinh giao tiép.

1.1.2. Vai tro ctia giao tiép

- Giao tiép 1a mot hoat dong mang tinh ban chit ctia van vat, trong do co loai nguoi,
nham phuc vu muc dich sinh ton. Tuy nhién, véi rat nhiéu hd tro ctia khoa hoc, cong nghé
do nhitng phat kién vuot bac cua loai nguoi, nhu cau sinh ton tré nén dé duoc dap tmg hon,
trong khi nhu cau sinh ton mét cach hanh phuc dang tro thanh mot thach thirc quan trong
hon. Chinh vi vdy, giao tiép con 1a mot cach thirc khong thé thiéu duoc gitip ching ta tan
hudng cude song;

- Giao tiép gitp thé hién minh va biét nguoi;

- Giao tiép quyét dinh cac "van d&" ctia cudc song ndy sinh va duoc giai quyét;

- Giao tiép gitip hoan thién nhan cach;

- Giao tiép gitip tao nén cong dong;

- Giao tiép gitip tao nén van hoa.

C6 thé n6i mot cach khai quat vé vai trd clia giao tiép trong cudc séng 1a gitip con
nguot:

- Biét;

- Hiéu;

- Hanh dong;
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- Cong tac.

1.2. Cac loai hinh ciia giao tiép
1.2.1. Xét trén cac hoat dong giao tiép trong xa hoi:

Khi phan tich cac hoat dong giao tiép trong x4 hoi, ta co thé chia thanh ba
loai:

+ Giao tiép truyén thdng: Giao tiép duoc thuc hién trén co s¢ cac mdi quan
hé gitra nguoi va nguoi da hinh thanh 1au dai trong qua trinh phat trién xa hoi: Do
la quan hé huyét thong trong ho hang, gia dinh gitta 6ng ba, cha me, con cai v.v...

+ Giao tiép chuc nang: Loai giao tiép nay xuat phat tir Sy chuyén mén hoa
trong x4 hoi, ngdn ngit va hinh thic giao tiép chiu anh hudng caa nhimg qui dinh
thanh vin hay khong thanh vin, dé dan tro thanh qui uéc, chuan muyc va thong 1¢
chung trong x4 hoi. Chang han d6 1a giao tiép trong cong viéc gitra thu truong va
nhan vién, gilta nguoi ban va nguoi mua, gitra bac si va bénh nhan, gitra bi cao va
Chanh an v.v....

+ Giao tiép tu do: Loai giao tiép niy mang nhiéu dudng nét c4 nhan clia ngudi giao

tiép, dugc cam thu chil quan nhu mét gia tri tu tai, nhu muc dich tu than.

1.2.2. Xét vé hinh thtrc tinh chat giao tiép:
+ Theo khoang cach tiép xuc: Co hai loai giao tiép: tryc tiép va gian tiép.

- Giao tiép tryc tiép 1a loai hinh théng dung nhat trong moi hoat dong cua
con ngudi, nd 14 loai giao tiép ma trong d6 cac ddi twong giao tiép mat doi mat
va str dung ngoén ngir ndi va cac hinh thirc phi ngoén ngr khac trong qua trinh
giao tiép.

- Giao tiép gian tiép: 1a loai hinh giao tiép phai thong qua mot phuong tién
trung gian khac nhu: thu twr, sach bao, dién thoai, vo tuyén truyén hinh, fax, email,
chat...

+ Theo s6 ngudi tham dy trong cudc giao tiép:

- Giao tiép song phuong: hai nguoi giao tiép véi nhau.

- Giao tiép nhom: Giao tiép trong cac nhém nhan vién tap thé lao dong...
- Giao tiép xa hoi: Mo rong téi tam c& québc gia, qudc té.

+ Theo tinh chat cua giao tiép:

- Giao tiép chinh thie: La loai hinh giao tiép co su an dinh theo phép luat,
theo mot quy trinh dugc thé ché hoa (hdi hop, mit tinh, hoc tap...).

- Giao tiép khong chinh thire khong 6 su quy dinh rang budc hay mang nang
tinh ca nhan. Tuy nhién van phai theo cac thong 1€, quy udc thong thuong.

+ Theo dic diém cua nghé nghiép:
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C0 bao nhi€u hoat dong thi c6 bay nhiéu dang giao tiép (giao tiép su pham,
giao tiep kinh doanh, giao tiép ngoai giao...)
1.3. Cac phuong tién giao tiép

Giao tiép ngén ngir:

Ngon ngir dugc coi la phuong ti¢n giao tiép tong hop va chi yéu. Khi mot
ngudi giao tiép véi nguoi khac, thi nguoi nay va nguoi kia déu phai sir dung ngon

ngir (ndi ra thanh 16i hoac viét ra thanh chit) dé truyén dat, trao d6i y kién, tu
tudong, tinh cam cho nhau.

Trong giao tiép, ngdén ngir thé hién khong chi ¥ nghi va tinh cam cua con
nguoi ma con bi€u hién trinh d§ hoc van, trinh d6 van hoa va nhan cach ctua con
nguoi.

Giao tiép phi ngdn ngit:

Théng tin phi ngdn ngit bi anh hirong rat manh cia van hod.

Céc dang thong tin phi ngdn ngir:

- Nét mat: biéu hién trén mat do hé thong co mat diéu khién, né biéu hién
thuong twong ung voi tam trang thue bén trong ctia d6i tuong, do do quan sat net
mit cho chung ta hiéu thém ddi tuong trong cudc giao tiép.

Trong nét mit 4nh mét déng vai trd quan trong trong giao tiép. Diéu khién
tia nhin dugc xem la mot phuong sach dé gitr nguoi khac tham gia vao cudc giao
tiep.

- Cu chi: thong thudng mudn nhan manh hay ting cuong su chu ¥, ngudi ta
st dung rong rai cac diéu bo.

Y nghia cta diéu bo thudng rd rét it co thé giai thich nudc doi. Hewer dua ra
gia thuyét rang diéu bo da di trudc ngon ngir dé dung lam phuong tién thong tin
giita nhitng nguoi nguyén thuy va ngay nay chiing ta con giir lai nhitng phan cua
ngdn ngit diéu bo dé dém thém cho 161 nédi cua minh. Giira cir chi va vin hod cd
moi quan hé manh mé

- Tu thé (dang diéu) 1a mot ngudn thong tin co ich. Tu thé trude hét thé hién
& chiéu cao. Trong sinh hoat & t6 chirc hoic trong giao tiép tuy hoan canh ma ca
nhan lam néi bat hozc dau bét chiéu cao cua minh. Khi muén khang dinh minh
Vv6i ngudi ngdi dbi dién ca nhan s& co6 xu huong ngang dau va nga ngudi vé phia
sau. Nhan vién khi dén gap Cap trén dé thé hién vé ton kinh c6 xu huéng cai dau
khi chia tay va cti chao khi bat tay. Tiép theo cac ca nhan c6 khuynh huéng bét
chuéc tu thé ciia nguoi khac. C4 nhan ciing c6 thé dung viéc thay d6i dang diéu
dé giri di cac thong diép mot cach ¢d ¥, ranh manh.

- Khoang céach: Str dung khong gian 1a mét hinh thirc truyén tin. Vé co ban
ching ta thuong xich lai gan nhitng nguoi ma ching ta thich va tin, nhung lai
tranh xa nhitng nguoi chiing ta s¢ hoac khong tin.
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Nha nhén loai hoc Hall d3 chiing minh rang c6 bén ving xung quanh mdi ca
nhan:

> Vung mat thiét (0-0,5m) ving nay chi ton tai khi c6 méi quan hé than
tinh v&1 nguodi khac hoac khi hai nguoi dang danh nhau.

~» Vung céa nhan (0,5m-1,2/1,5m) dung cho nguoi phai rat quen dén muc

thay thoai mai.

» Vung xa hoi (1,2/1,5m-3,5m) dung cho nguoi chua quen biét nhiéu,
nguoi la méi gap lan dau.

> Ving cong cong (3,5m+) gap chung voi nhiéu ngudi. Cac ca nhan ding
¢ vung nay khong con la nhiing nguoi phai gap riéng nira.

Khoang cach néu trén khong phai 1 cing nhac ma sé thay doi tuy theo dan
tdc, theo vung va theo tung ca nhan.

- Thoi gian va db vat di kém thudng cling tham gia vao viéc truyén thong
diép trong giao tlep Vi dy, cach dn mic va chuan bi cho dién mao ca nhén chung

t6 ngudi d6 mudn ngudi khac, dac biét 1a cac nhom xa hoi ma ho gén bo, danh gia
ho ra sao.

1.4. Nguyén tic co ban trong giao tiép
+ Ton trong lan nhau va hai hoa loi ich
+ Lwa chon giai phap tbi uu trong giao tiép

- Phu hop hoan canh: Ngon ngit, diéu bo cir chi, thoi diém bat dau va két
thuc,... déu can phu hop véi bdi canh trong d6 hoat dong giao tiép dién ra. Cac
hanh vi giao tiép véi cong dan trong budi tiép dan khong thé duoc thuc hién tuong
tu cach (g xtr vai giao tiép véi dong nghiép, lai cang khong thé giéng cach giao
tiép vai cac doi tac.

- Ton trong quy luat tdm, sinh 1y

- Tham m§y hanh vi: Nguyén tic nay doi hoi cac hanh vi giao tiép s& khong
chi can ding ¢ dung ma con phai dep. Lay vi dy, chi tay vao mét ai do dé gidi
thi¢u 1am quen thi nén dung ca ban tay chum, hoi chic xuong, huéng vé phia
nguoi dugc ké dén chir khong dung do6 vat hay mot ngon tay cho chi thang vao
mat ho. Mot vi du khac 1a khong nén ngang nhién ngody mdi, gai lung hay rung
dui trudC mat nguoi khac...

+ T6n trong Sy binh dang va cac quy luét khach quan.

+ Ton trong cac gia tri van hoa
2. K§ niing giao tiép
2.1. Khai niém

K§ ning giao tiép 1a kha nang nhan biét mau le nhitng biéu hién bén ngoai
va doan biét dien bién tam 1y bén trong ctia con ngudi (Véi tu cach la doi tuong
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giao tiép dong thoi biét st dung phuong tién ngdn nglr va phi ngdn ngf, biét cach
dinh hudng dé diéu khién qua trinh giao tiép dat t&i mot muc dich da dinh.

2.2. Cac nhém k§y ning giao tiép co ban
2.2.1. Ky nang dinh huéng:

K§ nang dinh hudng thé hién kha ning dya vao tri gidc ban dau vé cac biéu
hién & kha niang dua vao tri gidc vé cac biéu hién bén ngoai (hinh thtrc, dong tac,
ctr chi, ngdn ngit, diéu b va cac sic thai biéu cam...) trong thoi gian va khong
gian giao tiép tir d6 doan biét mot cach twong ddi chinh xac cac dién bién tAm ly
dang dién ra trong ddi tuong dé dinh hudng mot cach hop 1y cho mol quan hé tiép
theo cu thé 1a kha ning nam bét, xac dinh duoc dong co nhu cau, muc dich so
thich ctia d6i tuong giao tiép.

* Nhém Ky ndng nay bao gom:

- Ky nang tri gidc (quan sat): k§ nang nay duoc biéu hién & kha ning dya
vao tri giic ban dau vé céac bleU hién bén ngoai (nhu: Hinh thtrc, dong tac, ngdn
ngir, cir chi, diéu bo va cac sic thai biéu cam) ma phan doan tam ly. Nguoi co ky
hang giao tiép tot co thé dé dang phat hién nhiing dién bién tam 1y cua ddi tuong
giao tiép.

- K¥ niang chuyén tir tri giac vao viéc nhan biét cac dac diém vé nhu cau,
dong
co, s& thich, ca tinh cia doi tuwong giao tiep.

* Rén luyén cdc kj nang dinh huéng trong giao tiép

- Hiéu rd vé cac biéu hién bén ngoai vé “ngdn ngit cta co thé” ma nd nodi 1én
cai tam ly bén trong cua ho.

- Rén luyén kha nang quan sat con nguoi.

- Biét tich liiy kinh nghiém trong qu4 trinh sng.

- Quan sat thyc nghiém bang cac tranh anh, bang hinh.

- Tham khao kinh nghiém dan gian, hiéu biét vé nhan tudng hoc ciing rat co
ich trong viéc dinh huong.

2.2.2. Ky niang dinh vi:

K§ ning dinh vi 14 kha ning xac dinh dung vi tri giao tiép dé tir d6 tao diéu
Kién cho doi tugng chu dong trong cudc giao ticp (xac dinh ding ai dong vai gi)

Vidu: A =B (Hai nguoi ¢6 thong tin ngang nhau)

A > B (A c¢6 nhiéu thong tin hon B)

A <B (A c0 it thong tin hon B)

Néu A = B : giong diéu than thién, coi ma, thoai mai.
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Néu A > B : Giong A ké ca, bé trén, hay néi trong khong, hay ménh Iénh;
Con B thi khép nép, pha chut e ngali, bi dong.

Néu A < B : nguoc lai.

Khi dinh vi trong giao tiép can d¢ y dén quan hé xa hi khac nhau. Nhimg tu
cach giao tiép khac nhau thi tinh chat va cach thuc giao tiép phai phu hop.

* Nhém nay bao gom:

- Kha ning nhan biét vi tri trong giao tiép

- Kha ning xac dinh dugc khong gian, thdi gian giao tiép phu hop

- Kha ning xac dinh ndi dung giao tiép

* Ren luyén cac ky nang dinh vi:

- Rén tinh chu dong va diéu tiét cac dic diém tam 1y cua ban than.

- Panh gia ding thong tin ciia minh va ciia d6i twong giao tiép.

2.2.3. K§ ning diéu khién qua trinh giao tiép

Ky néng diég khiép qua trinh giao tiép biéu hién & kha niang 16 quén, thu hut

doi tuong giao tiep, bict duy tri himg thd, sy tap trung cha ¥ cua doi tuong (co
duyén trong giao tiep)

* Nhém kj ndng nay bao gom:

- K§ ning 1am chu trang thai cam xtc, tinh cam khi tiép xtc. D6 1a kha niang
tu kiem che, khong thé hién su vui qua, budn qua, su thich qua hay khong thich.

- K§ ning lam chu cac phuong tién giao tiép, trong d6 chu yéu 1a phuong
tién
ngdn ngilt va phi ngdn ngi..

* Ren luyén ky nang diéu khién qud trinh giao tiép

- Hiéu rd d6i tugng giao tiép: So thich, thoi quen, tha vui... cia ddi tuong
giao
tiep.

- Nang cao trinh do van hoa, trinh do 1y luan, trinh do nghé nghiép va boi
dudng pham cach ctia minh.

- Ludn chan thanh cu xtr v&i nguoi khac, coi ma, tu tin, khoi hai, di dom va
cam thong.

- Ludn tu chu, bao dung va do lugng.

- Phai biét tu kiém ché ban than. Trong bat ky tinh hudng nao ciing phai can
nhac than trong o1 néi, cir chi va hanh dong ctia minh.

Muén ty kiém ché tét thi ludn ludn phai tu tra 101 cau hoi: Néu minh ndi
khung, noi gian, noi cau thi hau qua gi s€ Xay ra. Ngoai ra, can phai: luoén ludn giir
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nu cudi trén moi; biét dung d6i mét dé biéu thi tinh cam; trang phuc phai phu hop
véi dang nguoi.
2.3. Mt s6 ky ning phat trién giao tiép

2.3.1. Nghi thirc giao tiép co ban

a. Chao hoi

e Nguyén tic chao hoi

+ Chao hoi phai thé hién sy ty nhién, xuat phat tir tinh cam chén thanh.

+ Céch xung ho khi chao can phai ding chuan mue: Vi du: chdo ¢, chao cha hay

chao chi, chao anh.

+Nguoi duge ru tién trong giao tiép bao gio cling duoc ngudi khac chao trude (ngudi
it tudi chao nguoi nhidu tudi, nhan vién chao tha trudng, ngudi phuc vu chao khach, chu
nha phai chao khach. . .).

+ Chao trong truong hop dong nguoi:

- Néu c6 ngudi than quen trong nhém, phai chio ca nhom, khong nén chi chao nguoi
than quen. Néu c6 khach phai chao khach trudc, trir truong hop ngudi than quen 13 nguoi
co dia vi cao sang hodc rat cao tudi ca dic biét duoc coi trong (nhu l1anh dao cép cao, gia

lang...)

- Trong cac cudc hdi nghi, tige. .. khong nén di chao tat cd moi nguoi vi s€ lam anh
hudng dén hoat dong chung. Chi nén chao nguoi chu tri, chu tiée. . . va nhitng nguoi dang
& bén canh minh, con lai chi gat dau, mim cud1. Néu ban than la nguoi ¢6 dia vi cao chi can
gio tay cao, mim cuoi va chao moi nguoi la du.

+ Khi chao nguoi dugce uu tién trong giao tiép phai nga mii.

+ Théai do khi chao can vui vé, nén né nu cudi khi chao nguoi khac

+ C6 hanh vi, ctr chi nghi€m chinh khi chao: khong vira an, vira udng, hay vira di vira
chao; dung thang ngudi hay hoi cti dau khi chao; nhin thang vao mat nguoi khach khi
chao...

+ Hdi trong giao tiép xa giao can lich sy khong héi nhiéu hay héi nhing diéu bi mat,

riéng tu ctia nguoi khac
65



e  (Céch thirc chao hoi
+ Khi chao hoi str dung ngdn ngit noi

+ Két hop véi cac ngdn ngir bi€u cam.

b. Bittay
* Nguyén tac bét tay

+Pdi véi ngudi chua quen biét, méi tiép xtc lan dau, khéng nén cht dong bat tay ma

nén chd nguoi gidi thiéu hodc chii dong t gidi thiéu sau d6 moi bt tay.

+ Khéng nén cha dong bét tay nguoi ¢ cuong vi cao hon minh. Nguoi duoc wu tién
trong giao tiép can chii dong dua tay ra bat trudc.

+ Chii nha khi dén chao khach duoc chit dong bét tay khach trude dé thé hién sy thinh
tinh mén khéch.

+ Thong thuong nir khong phai thio gang tay trudc khi bét tay, tuy nhién doéi voi
nhiing nguoi va trong nhing truong hgp déc bi¢t ton trong, phu nit phai thao gang tay trudc
khi bt tay. Nir ¢ thé ngdi bét tay nam, trir dbi véi cap trén.

+ Tay ban phai luén khé va sach

+ Khi bét tay voi nhiéu ngudi, phai bét tay voi ngudi duoc wu tién trong giao tiép
trudre, sau d6 tiry tinh hudng cy thé 1an luot bt tay.

+ Khi bét tay, ban nén kém theo 10i gi6i thiéu, ciing v6i viée nhin vao mat di phuong
va mim cuoi.

+ Nguoi bat tay phai chii dong, dut khoat. Bt tay khong duoc qua chat, qué lau,
khéng xiét hoic lic manh. Khi bt tay phu nit can cht ¥ nhitng phu nit deo nhin tay phai.

+ Trong trudng hop mubn thé hién su ton trong hon, tham thiét hon c6 thé dua ca hai
tay ra bat.

+ Khi bét tay khong nén dtmg dudi thip bét tay ngudi trén cao hodc nguoc lai(trir
truong hop dic biét). Tay phai dura chéch ra phia trudc, ban tay mé rong, ngudi hoi nga vé
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phia truéc. Mt nhin thang vao mit ngudi minh bét tay, tily theo mdi quan hé ma thé hién
tinh cam. Khong nhin ra chd khac hoc nhin kiéu do xét, soi moi.

+ Khong dung hai tay dé bét tay hai ngudi cting mot lc, tranh bét tay qua mat, qua
dau nguoi khac.

+ Khong duoc thé hién thai do nham chan, moi nguoi dugc bét tay déu c6 thé cam

nhan dugc su chat ché, stic ndng va chiéu siu ctia cai bt tay.

+ Khi tay dang vudng ban hoc ban, hiy xin 16i va chia tay dé ngudi khac nim vao
cd tay minh.

e  Cach thic bat tay:

- Gilr mdt khoang cach hop 1y: khoang mot canh tay

- Ngudi dimg thang hodc hoi cti dau, hai chan dang rong bang hai vai

- Bit bang tay phai, giit ban tay ngay dudi eo khi bét tay, tay trai dé sau lung hodc
trudc nguc dudi canh tay phai.

- Chia ban tay ra & tu thé thang dimg, 2 1ong ban tay phai cham vao nhau

- Lic 1én xubng khoang 3 1an rdi dimg

c. G161 thi¢u lam quen

* Nguyén tic:

- Khi giao tiép véi mot ngudi la chung ta nén cha dong gisi thiéu vé ban

than.

- Khi giei thiéu vé ban than nén gici thiéu mot cach ngan gon, lich sy nhung
can cung cap thong tin vé ban than mot cach chinh xac va day du “(trong giao tiép
x4 giao chi can gigi thiéu vé ho tén va don vi cong tac 1a du).

Vi du: Da chao anh, em 13 Pham Vian A dén tir cong ty ABC.

- Mot nguoi tré tudi can duoc gisi thidu véi mot ngudi 16n tudi hon, ngudi
c6 vi tri xa hoi thap s€ duogc gidi thiéu voi mot nguoi cé vi tri xa hdi cao hon, nam
gioi duoc gioi thigu vai nit gioi, ngudi dang ra giai thiéu sé€ dugc noi téi sau cung.

- C4 nhan bao gid ciing duoc gidi thigu véi tap thé. Cha nha bao gio ciing
duogc gidi thiéu vai khach.
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- Néu chiing ta 1a nguoi ding ra gidi thiéu nhimg nguoi di cung phai gici
thleu mét cach chinh xac, khi gidi thiéu vé nguoi nao nén huéng mét va cach tay
vé phia ngudi duoc gisi thidu. Nguoi duoc gii thiéu nén cha dong chao hoi
nhiig nguoi xung quanh.

- Khi giéi thiéu can gitr thai do tu tin, vui vé, than thién

2.3.2. Ky niing ling nghe

a. Khai niém

Hau hét moi nguoi nham Ian gitra nghe (hear) va lang nghe (listen). Thuc té
hai khai niém nay khong giong nhau:

+ Nghe (hear): 1 su nhan thirc 4m thanh va tiéng dong, tiéng néi xung quanh.

+ Lang nghe (listen): 1a sy tap trung vao &m thanh, tiéng noi két hop vaisy
dién giai, danh gia nhimg am thanh, tiéng néi thu nhan duoc va dit chung vao
trong ngit canh nhat dinh.

- Vay ling nghe thi phuc tap hon nghe vi lang nghe 14 su két hop cua ca mot
tién trinh.

b.Loei ich ciia ling nghe

+ Lam diéu dung ¢ 1an nghe dau tién. Néu nhitng yéu cau cua ngudi ndi
khéng duoc tiép nhan kip thoi dan dén cong viée co thé bi sai sot hoac bi lam lai
tir dau. Lang nghe can than s& nhan duoc nhitng 1oi chi dan ding va ngudi nghe
c6 thé co co may lam dung yéu cau trong lan nghe dau tién.

+ Hoc duoc nhiéu diéu: Viéc lang nghe hiéu qua giup ngudi nghe nam bat
duogc “tong thé ndi dung ” nhanh hon va s& giam thoi gian dé xac minh lai.

+ Kich thich nguoi, khac néi: Biéu loi khac 1a nguoi noi s& cam thay loi noi
ctia minh c6 gia tri hon cho nguoi nghe. Ho sé thich n6i hon va cé thién cam hay
cam thay biét on nguoi nghe.

+ Ta0 bau khong khi hoa hop va thuan loi trong cong viéc: Ling nghe hi¢u
qua s€ lam giam nhiing tinh hubéng mau thuan co thé xdy ra, néu c6 van dé phat
sinh ciing duoc giai quyét nhanh va dé& dang hon.

c. Cach thirc lang nghe
e Ldng nghe chu dong

Pay 1a mot tién trinh gdm nam giai doan:
NGHE-> HIEU>DANH GIA>DPOAN->GHI NHO

Chung ta thay rang nghe la mot phan cta tién trinh lang nghe. Khi nghe duoc
am thanh, tiéng noi, ngudi nghe phai hiéu duoc nhimg gi da nghe.
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Dé luyén tap lang nghe chu dong can phai c6 géng giit vitng suy nghi trong
luc lang nghe theo céach sau:

- Tién doan nhiing diéu ma ngudi ndi sap noi ra.

- Tap trung cht ¥ dén nhitng khia canh ma nguoi néi dang dé cap dé ghi
nhé thong tin.

- Lién twong dén ngit canh cta van dé dang duoc ngudi ndi dé cap.

- Giir yén lang dé khuyén khich ngudi néi tiép tuc noi dung dang noi.

e Ldng nghe c6 phan hoi

Lang nghe c6 phan hoi bao gom thyc hién lang nghe chu dong, dap tGng lai
nhimg gi dugc nghe bang ngdn ngit hinh thé, 161 nodi, giong diéu, thé hién su thong
cam va tranh phén xét.

e Ngon ngir hinh thé:
- Nét mit: thé hién cam xac pht hop véi noi dung cau chuyén cta nguoi noi.

- Anh mit: nhin thang vdo mat nguoi néi va tao mdi lién hé bang mat, thé
hién “t61 dang nghe ban noi”.

- Nu cuoi: chi dua ra lac phu hop.

- Cr chi: thé hién su coi mo nhung nghiém tac (khong di¢u b tay chan
qua nhiéu) ket hop vai nhitng cai gat dau, lac dau phu hop.

® Loinoi :

- Dap lai nguoi noi bang nhiing tir thé hién sy thong cam: “téi hiéu ban/
to1 hiéu y ban/ t61 cling vay™...

- Str dung diéu bo kém theo (gat dau).

- Tap trung vao ngudi nodi (khong roi mat khoi cude dbi thoai).

- Dua ra nhitng |61 an i, thong cam, dong vién...

o Giong dieu: Co thé phat ra nhiing giong di¢u hd trg nghe nhu “ir..., a
um...” dé tao cho ngudi ndi hiéu 1a ban dang rat lang nghe ho.

2.3.3. Ky nang dam phan — thwong lwgng

a. Khai niém vé dam phan

Dam phan 1a nghé thuat tao ra sy thoa thuan gitra hai hodc nhiéu ddi tac voi
nhitng quan diém khac nhau, vi vy dam phan chinh la phuong tién co ban dé dat
duoc nhiing gi mong muon tir nguoi khac. Po 13 qua trinh giao tiép co su chuan

bi chu d4o, c6 ké hoach, chién luoc, chién thuat cu thé nhim dat duoc su thoa
thuan gitra hai bén v& NNg quyén igi c6 thé chia sé va co nhing quyén ioi déi khang.

b. Loi ich ciia dam phan, thwong lurgng
Trong ban hang, viéc dam phan, thuong lugng thanh cong s& mang lai nhiéu
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loi ich cho ca hai bén nhu tao co hdi dé cac bén dua ra nhiing yéu cAU ctia minh
gitip tim ra cac diéu kién tét hon cho ca hai bén, dat duoc su hop tac va thoa thuan
va dap tng moi nhu cau, nguyén vong cua cac bén vi dam phan giup cho nhiing
van dé can thuong lugng s& dugC dem ra thao luan va mo xé.

Hon nita, ddm phan thanh cong s& tao mot nén tang tét dé phat trién cac mdi
quan h¢, giup doanh nghiép tiét kiém thoi gian tién bac va dat két qua tdt trong
kinh doanh. Ngoai ra cic cudc dam phan ciing c6 tlié mang lai nhiéu bai hoc cho
nhitng ngudi truc tiép tham gia dam phan vé cach cu xir gitta ngudi véi ngudi,
cach thac thoa hiép dé dat dugc muc dich...

c. Piéu kién dé thiét 1ap cudc dam phan, thwong lwong
- [t nhét phai c6 hai bén tham gia.
- Céc bén c6 mau thuan vé quyén loi hay c6 nhiéu van dé can dua ra mo Xxé.

- Cac bén it nhit ciing tam thoi lién két nhau trong mot méi quan hé tu
nguyén, cu thé nao do.

- Cac bén cung chia sé hay trao d6i mot hay nhiéu nguon tai nguyén cu thé va viéc
giai quyét mot hay nhiéu van dé vo hinh gitra cac bén

d. Nhitng ky niing can thiét dé dam phan thanh cong

‘ Pé co thé thanh cong trong cudc dam phan, thuong lwong, nha dam phan
can phai trang bi nhitng k¥ nang sau:

- K§ nang chuan bi va 1ap ké hoach, hiéu biét vé van dé dua ra thuong
lugng.

- K¥ ning phan tich, suy nghi rd rang, nhanh chéng trong diéu kién co st
ép va tinh trang khong chac chan.

- K§ niing dién dat.

- K¥ nang lang nghe.

- K§ ning phan doan vén dé.

- K§ ning thuyét phuc.

- Kha nang kiém soat va kiém ché ban than.
e. Quy trinh dam phan

Budc 1- Chuan bj dam phéan

+ Danh gia tinh hinh

- Thu thap thong tin vé thi truong

- Thu thap thong tin vé d6i tugng kinh doanh
- Thu thap thong tin doi tac

- Thu thap thong tin vé d6i thu canh tranh
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- Phan tich diém manh, diém yéu, co héi, de doa

+ Xac dinh muc tiéu

+ Chuan bi nhan sy

+ Lya chon chién luoc, chién thuat

Budc 2 - Mé dau cudc dam phan

+ Tao khong khi dam phan

Néu xuit phat tir goc d6 c6 loi cho viéc dat dugc thoa thuan, china ta nén
tao ra mot bau khong khi tin cdy |dn nhau, thanh that hop tac. Co ging xay dung
mot mdi quan hé tét véi phia bén kia ngay tur gidy phut gap mat du co blet ho
trudc d6 hay khong. Mot vai cau chuyén "xa giao" ban dau s& 1a nhitng cau ndi
lam quen c6 hiéu qua trong hoan canh nay.

+Pua ra nhiing dé nghi ban dau

- Lwa chon van dé “dé trudc, kho sau”.

- Khuyén khich bén kia dwa ra dé nghi truéc.

- Khong bao gid chap nhan mot dé nghi dau tién ma phai luén yéu cau
nhiing d¢ nghi tot hon.

- Khong dua ra dé nghi dau tién tt nhat va kién tri bao vé.

+ Lap chuong trinh lam viéc

Déi véi nhitng cudc dam phan chinh thic cho nhitng van dé 16n, ching ta
nén lap ra chuong trinh lam viéc bang van ban, cung cap cho bén kia dé c6 thoi
gian chuan bi. Tuy nhién chuwong trinh 1am viéc van c6 thé dugc thay doi.

+ Chon thoi gian, dia diém dam phan.
Budc 3 - Tién hanh thuong lugng

Khi tién hanh thuong lwong, nha dam phan st dung chién luoc, chién thuat
dé tao loi thé khi thuong lugng. Ngoai ra nha dam phan ciing can sir dung k¥
thuat dat cau hoi, k¥ thuat im lang, lang nghe, quan sét, phan tich 1y 1&, quan
diém va-k§ thuat tra 101 cac cau hoi trong qua trinh dam phan, thuong luong, k¥
thuat bay to thai do...

Budc 4 - Két thuc cude thuong luong
Khi nhan ra dau higu thoa thuan hay nhan thay doi tac mudn két thic cudc
thuong luong thi ching ta ti€n hanh thuc hién ngay cuoc két thac mot cach hop
ly. Can phai phan tng nhanh dé nam bat co hdi vang nay.
2.3.4. Ky niing giao tiép qua dién thoai
a. Khai niém:
~ Giao tiép qua dién thoai 1a hinh thirc giao tiép phd bién, day 1a hinh thic giao
tiép nhanh va tién lgi nhat hién nay. Hinh thuc giao ti€p nay thuén tién ¢ cho ban
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c6 thé ngdi & mot noi nhung Vﬁn c6 thé goi dién dé noi chuyén voi bat ky ddi
tugng nao ban muén ma khong can phal gap mat tryc tiép. Nhung chinh khong
can gap mat truc tiép nén viéc giao tlep qua dién thoai doi hoi rat nhiéu ky ning
dé 1am thé nao duong day bén kia biét duoc thai do cua ban trong cudc tro chuyén
do?

b. Pic diém giao tiép qua dién thoai

+ Chi c6 tiéng noi, khong thé hién bang cir chi, diéu bo hoac biéu 16 sic thai
tinh cam trén nét mat d¢ bo sung cho 161 néi dugce. Vi vay can:

- Nhét thiét phai néi dién thoai voi mot nu cudi, mot anh mét an can, nhiét
tinh nhu c6 nguoi doi thoai ¢ ngay truedc mat minh, va ngudi d6 cam nhan day du
vé minh.

- Ngay tu thé ngdi hay dung noi phai thé hién sy tap trung chi y, tuyét doi
khong dugc phan tam.

- Phai hd trg noi dung d6i thoai tich cyc, hiéu qua bang ca k§ nang noi, ki
nang nghe va ky nang giao tiép khong dung 1oi.

- Nhét thiét phai quan triét nhuan nhuyén cach thé hién tong thé nhu trén déi
vai moi doi tuong giao tiép qua dién thoai, du cap bac nguoi do ra sao, du ho noi
nang hay thai d¢ thé nao.

- Phai tuan theo nhitng chuan muc nghi thic vé 101 chao, 101 hoan nghénh...
ma doanh nghiép da quy dinh, mot cach tran trong, nong nhiét.

+ Khi néi dién thoai, khéng nhin thiy nguoi ddi thoai nén khéng nim bat
dugc xem ho cé hiéu hét ban khong, cac phan tng cia ho qua ngdén ngir khong
161, qua thai d§ khong dugc may chuyén tai hét. Vi vay can:

- Mot cach tu nhién, vui vé, nhiét tinh.

- N61 hoi cham rai, phat am ro6. Khong dugc noi nhanh.

- N6i v6i am thanh tram, thap vira phai, khong dugc noi to, hét vao may. Dé
miéng cach loa may cd 3cm la tot nhat.

- Diéu chinh do tram bong chut it dé nhan manh y nghia va thé hién sic séng
cuaa ndi dung dam thoai.

c. K§ ning s dung dién thoai

+ Chuan bi goi dién thoai: Truéc khi goi phai chuan bi noi dung can néi y
nhu khi chuan bi soan thao mét cong vin, mot ban ghi nhé.

+ Nhan dién thoai:

- Céan nghe cham chu, y nhu khi nguoi dbi thoai ngdi trudc mat. Khong
dugc ngat 151 hay 1am diéu gi khac lam cho ngudi néi cam thay ban dang phan
tan, khong tap trung vao nghe dién thoai, hay 1a c6 nghe day nhung khong hé quan
tam t&i1 thong tin.

- Néu nghe khong 13, ban can yéu cau ngudi néi néi cham lai, chu y phat
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am 1o

- Néu nghe khong hiéu hét ¥, c6 thé nhd nhic lai dé nhan biét dugc day du
thong tin.

- Néu gap tén ngudi nude ngoai chua biét viét thé nao, thi nho ngudi noi
danh van cham rai dé ghi cho ding. Pay la diéu binh thuong.

- Néu trong phong ¢6 nhleu tleng may can tré lam ban nghe khong 9, thi

ban hoac tat mdy, hodc yéu cau nhic lai, nhung phai co 1oi giai thich va xin 13i
ngan gon.

- Khi nhan dién thoai, nhiéu nguoi chua nim dwgc nghiép vu nhan dién
thoai, nén thuong noéi thira, khong gon.

+ Két thuc cudc néi dién thoai

- Khong bao gid két thuc mot cach dot ngot, dat may ma khong bao trudc.
Pic biét 1a khong bao gid dat may manh khién ngudi dau dy bén kia cho rang
ban khong hai long hoac gian di.

- Sy ung xtr dung cach 1a nguoi goi dén, sau khi da dat yéu cau thong tin
sé chu dong ket thuc cude dam thoai mot cach lich sy. Ban la nguoi nghe va cung
cap thong tin nén dat may sau.

29 ¢¢

Pé két thiic, ban co thé noi: “Cam on ong (ba) da goi dén”,
cam on nhiéu”, “tam biét, chao ban

to1 dat may day,
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TOM TAT NQI DUNG CHUONG 3
Trong chuong nay trinh bay cac ndi dung:
- Khéi quét vé giao tiép
- K¥ nang giao tiép
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CAU HOI ON TAP CHUONG 3
Cau 1. Trinh bay khai niém va vai tro ctia giao tiép
Cau 2. Trinh bay cac loai hinh giao tiép
Cau 3. Trinh bay cac phuong tién giao tiép

Céu 4. Trinh bay cac k¥ ning giao tiép co ban
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BAI TAP THAO LUAN

1. Hay néu 2 tinh hudng: mét tinh hudng ban cho rang di c6 su thanh cong va mot
tinh huong ma ban cho rang da sai lam trong giao ti€p, tir d6 phan tich dugc vai
tro cua ky nang giao ti€p.

2. Péng vai mot tinh hudng giao tiép cu thé va thyc hanh st dung phuong tién
giao tiép.
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