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Tém tit

Nghién ctru nham cung cap mot sd 1y thuyét vé tiép thi ki thuat s (Digital Marketing) dén su
tiéu dung cua gidi tré. Trong bai viét nay, cac Iy thuyét vé tiép thi ki thuat sé dén su tiéu dung
clia gidi tré duge dé cdp chi tiét nham cung cép luong kién thirc quan trong anh huong dén su
tiéu ding ca nhan va chién lugc marketing ctia doanh nghiép trong thoi dai cong nghiép hoa,
hién dai hoa. Két qua nghién ctru chi ra rang, trong thoi dai cong nghé 4.0. tiép thi k¥ thuat s6 da
tré thanh phuong phép tiép can khach hang tat yéu va hiéu qua ctia doanh nghiép, no phat huy
t6t vai tro clia minh ngay ca trong dot dai dich Covid-19 qua viéc cac doanh nghiép 4p dung rong
rai hinh thtrc thuong mai dién tu.

Tiwr khoa: sy ti€u dung cua gidi tré, tiép thi ki thuat sd, phuong phap tiép can khéach hang, thuong

mai dién tir.
THEORIES ABOUT DIGITAL MARKETING TO YOUNG INDIVIDUALS’
CONSUMERISM
Abstract

This study aims to provide several theories on digital marketing to the consumption of young
people. In this article, the theories of digital marketing to youth consumption are detailed to
provide important knowledge that affects individual consumption and corporate marketing
strategies in the era of industrialization and modernization. Research results show that in the 4.0
technology era, digital marketing has become an indispensable and effective approaching-
customers method for every business, it plays its crucial role even during the Covid-19 pandemic
through the wide application of the form of e-commerce.

! Tac gia lién hé, Email: lemaina2011155338@ftu.edu.vn
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1. Pit van dé:

Vio thang 1 ndm 2020, c6 khoang 68,17 triéu ngudi Viét Nam (chiém khoang 70% tong
dan sb) dang sir dung Internet, trong s6 d6, hon 95% la nhing ngudithuong xuyén si dung
mang xa hoi (theo sb liéu thong ké cia We Are Social). Pac biét, khoang 40 triéu ngudi Viét
nam (khoang 1/3 dan sb) lya chon hinh thirc mua sam truc tuyén, udc tinh chi tiéu cho hinh
thirc nay 1a 208 USD/nam. Diéu niay gbp phan nang tong gia tri thuong mai dién tir & Viét Nam
1én dén 8 ty USD. Do do, dé bat kip thoi dai cong nghé 4.0, viéc cac doanh nghiép ap dung
hinh thirc thuong mai dién tir 1a mot diéu kién tat yéu. H¢ qua cua thuong mai dién tir chinh la
tiép thi k¥ thuat s6 da trd nén pho bién va 1a phuong phap tiép can khach hang cta moi doanh
nghiép nhanh va thuan loi nhét, nd phat huy tét vai tro ctia minh ngay ca trong dot dai dich
Covid-19 dang dién bién phirc tap. Tinh dén nay, 90% doanh nghiép tai Viét Nam da dau tw
vdo tiép thi truc tuyén, trong d6, ho danh trung binh 60% chi phi truyén théng cho nén tang di
déng, hodc cé thé lén dén 80% néu khdch hang tiém ndng la nhitng nguoi thieong xuyén sir
dung thiét bi di déng (theo Thanh Ngan tit Tap chi Tai chinh). Ciing vao thang 5/2020, nhiéu
chuyén gia udc tinh 1 ty USD 1a con s6 ma Viét Nam c6 thé chi cho quang cdo tryc tuyén vao
nam 2020 (datareportal.com). Tuy tong gia tri ddu tu cho méang tiép thi k¥ thuat sb 1a kha cao
nhung ty 1& khach hang tham gia mua hang qua mang tai Viét Nam van con thap so véi cac
nudc trong khu vuc va trén thé giéi. Do dé, viéc nam duoc 1y thuyét va nhan biét cac yéu t tir
tiép thi ki thuat sé anh hudng dén hanh vi tiéu dung ciia khach hang tryc tuyén 1a vo cling can
thiét dé cac doanh nghiép nam bat thi trudng mot cach hiéu qua nhat.

Vé phia khach hang, gidi tré, dic biét 1a Gen Z, viéc str dung cac thiét bi cong nghé da rat
pho bién va ho ciing da quen vé6i cach tiép thi ndy va dan chuyén sang st dung hinh thirc mua
hang truc tuyén, ddc biét trong thoi gian gidn cach vi COVID 19. Tuy nhién, by phan gidi tré con
thiéu kién thac vé hinh thirc tiép thi ki thuét sd, dan dén nhitng h¢ qua ti€u cuc anh huong dén
tinh than va tai chinh cia bd phan nay. Chinh vi thé, viéc thu hep pham vi nghién ctru thanh
ngudi tiéu dung tré 1a can thiét dé gidi tré c6 cai nhin rd hon vé tiép thi ki thuat sé dua trén 1y
thuyét ma bai viét nay cung cap. Ngoai ra, cic doanh nghiép cé nhitng huéng di pht hop trong
viéc tiép thi truc tuyén sao cho ting cao dugc quyét dinh mua hang cua ddi twong nay, dic biét
v6i cac doanh nghiép xac dinh day 1a d6i tugng khach hang tiém ning.

2. Khung ly thuyét va mé hinh nghién ctru:
2.1. Téng quan vé Digital Marketing:
2.1.1. Khdi niém Marketing:
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Béang 1. Cac dinh nghia Marketing

Tac gia Noi dung dinh nghia
J.C. Woer Ner (Ptic) “Marketing 13 mot hé théng cac phuong phap sir dung dong bo
tat ca cac sic manh ciia mot don vi to chirc nham dat duoc cac muc
tiéu da du dinh”
John H. Crighton “Marketing 14 qué trinh cung cp ding san pham, ding kénh hay

ludng hang, dung thoi gian va dung vi tri”

A. Doxer “Marketing bao gébm sy phan tich thuong xuyén nhu cau, xac
dinh nhiing bién phap hay phuong phap thoa man cac nhu cau mot
cach tdi uu”

Philip Kotler “Marketing 1 sy phan tich, ké hoach hoa, t6 chtic va kiém tra
nhirng kha nang cau khach cua mot cong ty cling nhu nhiing chinh
sach va hoat dong voi quan diém thoa man nhu cdu mong mudn cia
nhom khéch hang muc tiéu”

Hiép hoi Marketing My "Marketing 1a mot nhiém vu trong co cAu to chue va 1a mot tap
hop cac tién trinh dé nham tao ra, trao déi, truyén tai cac gia tri dén
cac khach hang, va nham quan 1y quan hé khach hang bang nhimng
cach khac nhau dé mang vé loi ich cho t6 chirc va cac thanh vién
trong hoi déng c6 dong”

G.I. Dragon “Marketing 1a mdt “Rada” theo doi, chi dao hoat dong cua cac xi
nghiép va nhu mot “may chinh lyu” dé kip thoi ung phé véi moi
bién dong sinh ra trong qua trinh tiéu thu san pham trén thi truong”

Nguon: Nhom tac gia tong hop

Trong céc dinh nghia trén, ba dinh nghia dau tién phu hop voi Marketing truyén thdng, va
cac dinh nghia con lai thé hién ban chét va ndi dung ctia Marketing hién dai.

Kotler dinh huéng marketing dya trén nhu ciu va mong mudn ctia ngudi tiéu dung. Vi ong,
dé danh gia sy hiéu qua ciia marketing khong phai 1a 1am thé nao dé ban duoc nhiéu san pham
hon, ma 13 lam sao dé dap ng nhu cau ngudi tiéu ding va tao nén mot mdi quan hé ma khong
dé dang thay d6i dugc. Theo Kotler, mbi quan hé voi khach hang duoc coi 13 yéu t6 chinh quyét
dinh sy thanh cong ctia cong ty va gia tri khach hang phai duoc dit hang dau.
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Tuy nhién, theo Hiép hoi Marketing Hoa Ky, marketing 12 nhan t6 dong vai tro quan trong
trong qua trinh trao d6i. Bang nhiéu phuong thirc khac nhau, dinh nghia nay di dugc ban chi tiét
cling v6i ban chit co ban ctia marketing. Pau tién, nhiing thir dugc trao doi khong chi gidi han
trong cac san pham hitu hinh (hang h6a) ma con 13 nhitng ¥ twdng, nhitng dich vu dugc cung cip.
Khach hang khong chi 1a nhitng c4 nhan ma con 1a cac td chirc, tap thé. Theo AMA, su trao ddi
1a quan trong nhat. Sy da dang trong trao d6i hang hoa thuc diy s6 lugng san pham duoc tiéu thy
boi khach hang. Hon nita, su trao doi dugc mo rong va phat trién thi chién lugc marketing san
pham ngay cang thanh cong va tiép can duoc s6 lwong 16n khach hang.

Pay chi 1 mot vai trong nhiéu dinh nghia va khai niém vé Marketing. Tuy duoc dién dat
khac nhau, cac dinh nghia trén déu c6 diém chung 1a déu xuét phat tir nhu cau thi trudng va
nguoi tiu dung. Chung quy lai, marketing 1a cac phuong tién ma qua d6 cac doanh nghiép co
thé giao tiép, két ndi va thu hat khach hang muc tiéu dé truyén tai gia tri cua san phém va dich vu
v61 muyc 1a ban nhiing mat hang do va thu vé 1gi nhuén.

2.1.2. Khai niém Digital Marketing (DM):

Véi sy phat trién cua cong nghé noi chung va Internet, cic trang mang xa hoi néi riéng, cac
loai hinh marketing ngay cang tr¢ nén da dang. Thay vi chi gidi han trong nhling hinh thuc
marketing truyén théng nhu bao chi, truyén hinh, tiép thi truc tiép, ngay nay marketing con duoc
thyc hién trén nén tang s6. Phuong thirc truyén thong méi nay cé thuat ngir 1a Digital Marketing,
hay con dugce goi la Tiép thi sd, Marketing dién tir, Marketing truc tuyén, Marketing $0.

Gidng nhu Marketing, Digital Marketing c6 nhiéu dinh nghia khac nhau:
Béang 2. Cac dinh nghia Digital Marketing

Tac gia Noi dung dinh nghia

Marko Merisavo (2006) “Digital Marketing c6 thé duoc vi nhu mot sy giao tiép va tuong
tac gitta mot cong ty hodc thuwong hiéu voi khach hang cta ho bang
cac kénh ky thuat $6 (vi du nhu Internet, email, dién thoai di dong
hodc TV k¥ thuat sd) va bang cong nghé thong tin.”

Urban (2004) “Digital Marketing sir dung Internet va cong nghé thong tin dé
mo rong va cai thién cac chirc nang tiép thi truyén thong.”

Coviello, Milley & “Digital Marketing s dung Internet va cac cong ngh¢ tuong tac

Marcolin (2001) khac dé kién tao va phat trién ddi thoai giira cong ty va cac dbi tuong
khéch hang xé4c dinh.”

Jared Reitzin, CEO - “Digital Marketing 1a viéc thuc thi cidc lam viéc quang ba san

dién thoai Storm Inc. pham va dich vu bang cach dung cic kénh phan phdi online dinh

huéng theo co sé data nham muc dich tiép can khach hang dung lic,
dung mudn, dung dbi twong v6i muc chi phi hop 1y”

Dave Chaffey, Insights “Digital Marketing 1a viéc quan ly va lam nhiing viéc marketing
Director (ClickThrough béang cach ding cac phuong tién quang ba dién tir nhu web, email,
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Tac gia Noi dung dinh nghia

Marketing). iTV hay cac phuong tién khong day phdi hop véi data s6 khac vé dic
diém va hanh vi cua khach hang.”

Philip Kotler “Digital Marketing 13 qua trinh 14p ké hoach vé san pham, gia,
phan phdi va xuc tién ddi v6i san pham, dich vu va y tuong dé dap
{rmg nhu cdu cta t6 chirc va ca nhan dua trén phuong tién dién tir va

Internet”

Nguon: Nhom tac gia tong hop

Piém chung cta cac khai niém trén 1a déu néu ra dugc dinh nghia vé nén tang co ban cia
Digital Marketing va sy tic dong ctia n6 dén quan hé cung va cau giita cac cong ty, thi truong va
khach hang. Tuy nhién, 3 khai niém sau c6 phan day du hon, néu ra dugc cach ma Digital
Marketing tac dong truc tiép dén hanh vi mua va ban ciia nguoi tiéu dung.

Nhu vay, Digital Marketing (tiép thi k¥ thuat sé) la viéc str dung Internet, mang xa hoi, thiét
bi dién tir, va cac kénh khac dé tiép can nguoi tieu dung muc tiéu. Tiép thi ky thuat s6 duge coi
12 mot nd luc hoan toan méi doi hoi mot phuong thirc tiép can khach hang méi va tu duy méi vé
cach khach hang dua ra quyét dinh mua sam so véi tiép thi truyén thong.

Vé co ban, Digital Marketing chinh 1a phuong thirc truyén thong dugc thuc hién trén céc
cong cu k¥ thuat $6 qua cac kénh nhu: Internet, mang xa hoi, thu dién tu...

2.1.3. Sw khdc nhau giita hinh thirc Marketing truyén thong va Digital Marketing:

Vé ban chét truyén thong, Digital Marketing van 1 mot qué trinh trao ddi thong tin va hoat
dong kinh té, bat dau tir viée xac dinh nhu ciu, 1én y tuong, lap ké hoach marketing ddi véi san
phém, dich vy, y tuéng dén viéc kiém tra va thuc hién cdc muc tiéu cua doanh nghiép. Tuy nhién,
cac marketer (ngudi lam truyén thong) c6 thé giao tiép lién tuc, hai chiéu va ca nhan hoa bang
nhimg san pham coéng nghé hién dai, diéu ma hoat dong marketing truyén thong khong thé thuc
hién. Vay, nhitng diém khic nhau trong viéc thuc hién marketing truyén thong va digital
marketing duoc bai biét chi ra nhu sau:

Bang 3. Sy khac nhau giita hinh thirc Marketing truyén thong va Digital Marketing

STT Digital Marketing Marketing truyén thong

i Tuong tic 2 chiéu giita khach hang va Tuong tac I chiéu.
doanh nghiép.

) Cac gia’i tri vé& san phém va tinh than dugc Caic‘ thong di€p quang cdo dugc don
cung cap cho khach hang. thuan dua ra.

3 Doanh nghiép cung cip thong tin mang tinh Thong tin cung cap khong mang tinh giai
hiru ich, giai tri tri va hiru ich cao.

4 Lua chon d6i tuong quang cao tiém niang Lua chon ddi tugng quang cdo tiém ning

cao. khong cao.
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STT Digital Marketing Marketing truyén théng

D& kiém soat va thay d6i chién lwoc Kho thay d6i khi di tién hanh.
marketing.

Nguoi tiéu dung c6 thé lya chon thoi gian Thoi gian va kénh phat c¢b dinh.
va kénh tiép can.

Nguon: Nhom tac gia tong hop
2.1.4. Vai tro cua digital marketing:

Pau tién, Digital Marketing gitp doanh nghiép ban duoc san pham, thic day trao d6i hang
héa nham thu lgi nhuan, ton tai va phat trién. Hon nita, vai tro thu hat khach hang qua hoat dong
xuc tién nhu quang cdo, hoi cho trién 1dm, khuyén mai, ban hang tryc tiép, quan hé cong ching
cling 1a nhiém vu cua tiép thi ki thuat s6. Hoat dong xuc tién trong Marketing s€ giup cho cac
doanh nghiép: c6 co hdi phat trién cac moi quan hé thuong mai trong va ngoai nudc; don dau
ngudn thong tin tot vé khach hang ciing nhu d6i thii canh tranh; chiém linh thi truong; duy tri cau
nbi gitta khach hang va doanh nghiép; dat dugc hodc vuot xa muc tiéu doanh thu dit ra.

Nhu vay, Digital Marketing dang thuc sy anh hudng tich cuc trong moi hoat dong cua
doanh nghiép nham ting hiéu qua hoat dong, nang cao vi thé ctia minh dén v6i khach hang. Pién
hinh nhu:

- Rat ngin khoang cach: Internet giup moi ngudi dé dang giao tiép va trao ddi trén nén
tang riéng bat ké moi khoang cach dia li;

- Giam thiéu thoi gian va chi phi: Marketer c6 thé 24/7 truy cép, trich xuat thong tin va
giao dich v6i khach hang ma khong bi gian doan. Khach hang s& khong phai tén cong stc va chi
phi di chuyén dé xem san pham, nhung vin c6 nhitng thong tin day da va chéan thuc vé san pham
do.

- Tiép thi toan cau: Internet 13 phuong thirc hiéu qua va thuan tién nhat cho doanh nghiép
tiép can voi khach hang trén toan thé gidi — viéc ma hinh thirc Marketing truyén théng hau nhu
thé lam duoc.

- Tiép thi da kénh: Phuong phap tiép can khach hang duoc da dang hoa cing lic qua nhiéu
kénh nhu: Tiép thi qua di dong, tin nhén dién tu, mang xa hdi, website. ..

Nhu vay, nhiing lgi ich cua tiép thi ki thuat s6 da gop phﬁn khrfmg dinh vai tro quan trong
ctia hinh thirc nay trong viéc truyén thong va tiép can khach hang cta doanh nghiép. Qua do,
cong ty thuc day hon nita chién dich quang ba trén nén tang online cho san phim nhim nang cao
hi€u qua va quy mo cuia cac cong ty, thuong hiéu.

2.1.5. Cdc hinh thiec Digital Marketing:

- Marketing qua mang xa hgi:

Viéc thuc hién tiép thi qua cac kénh mang xa hoi (social media) dang dan tré thanh hinh
thirc dugc sir dung pho bién va phat trién trong thoi dai k¥ thuat sé nhu hién nay. Boi thong qua
cac kénh nay véi sb lugng 16n va da dang ddi tuong khach hang, ho san sang chia sé, trao doi,
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tuong tac v& hinh anh, noi dung, video. Youtube, facebook, instagram, twitter, gmail... la nhiing
nén tang truyén thong duoc sir dung phd bién nhét hién nay.

- Marketing qua thiét bi di dong:

Tiép thi di dong (Mobile Marketing) 13 nhitng hoat dong quang céo thong qua thiét bi di
dong nhu dién thoai méy, may tinh bang, laptop, nham quang ba, ting do nhin dién san phém va
dich vu. Hinh thirc marketing nay dugc nghién ctru dé doanh nghiép ndm bét duogc ban chét
ngudi ding di dong, 1én ¥ tuong va thiét ké theo nhu cu di dong ctia ngudi tiéu dung.

- Quang c4o hién thi:

Quang c4o hién thi 1a quang céo truc tuyén bang cach truyén tai cac thong diép tir nha quang
c4o dén khach hang bang cac phuong thirc nhu slogan, anh dong/tinh, video, doan film ngin trén
cac website, phuong tién truyén thong mang xa hoi (social media), ing dung, ... nham tiép can
khach hang tiém ning.

Quang céo hién thi xdy dung hinh anh thuong hiéu trong tim tri khach hang bang céch tac
dong bat ké khi nao ho dang sir dung mang Internet. P9 nhan dién thuong hi¢u cao, thic déy
doanh s ban hang. Mot s6 loai hinh ctia quang cdo hién thi:

—  Website/ blog...: Trang thong tin dang tai vé san pham, dich vu, thuong hiéu dé khach
hang tham khdo;

— Web analytics: Str dung cong cu phén tich web, xu hudng va hanh vi khach hang;

—  Content: Xay dung ndi dung marketing thu hat, nim bat xu huéng;

— SEO (Search Engine Optimization): Nghién ctru va ap dung céc tir khoa ndi bat trén cac
cong cu tim kiém va t6i wu hoa cac website cia doanh nghiép;

— SEM (Search Engine Marketing): Thyc hién Marketing trén cac cong cu tim kiém nhur
Google, Chrome, Cbe Cée...:

— Email marketing: Tiép thi t&1 khach hang qua email gigi thiéu san phém, dich vu;

— Online PR: Quan hé cong ching, théng qua cac influencer, KOLs tiép thi ti khach hang
tiém nang;

—  Quang c4o banner online: Mua banner quang c4o & cac vi tri dé nhin trén cic trang bao
uy tin, cac dién dan, forum c6 suc anh huong 16n...;

— Social media marketing: Truyén thong quang ba san pham thong qua mang xa hoi, twong
tac tang luot yéu thich va chia sé;

— Mobile marketing: tiép thi dén khach hang trén dién thoai (SMS, tin nhén, ung dung dién
thoai...).

2.2. Tong quan vé hanh vi tiéu ding ciia gidi tré:
2.2.1. Khai niém hanh vi tiéu dung:

Hanh vi mua sam cila nguoi tiéu dung dwoc xem nhu 1a phan khong thé tich roi véi
Marketing:
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Bang 4. Khai niém hanh vi nguoi tiéu dung

Téc gia Khai niém hanh vi ngudi tiéu dung

“Hanh vi mua sam cua nguoi tiéu thu cuoi cung (ca thé va hd gia
Kumar (2010) dinh), nhitng ngudi chon mua san pham va dich vu cho muc dich
tiéu thu ca nhan”

Faison va Edmund “Gia dinh ring con nguoi c6 mot chudi nhu ciu ma s& din dén
(1977) trang thai dong luc”

“Nhitng hanh dong ctia cdc nhan ma lién quan tryc tiép dén viéc so
hitu, st dung va thai bé nhitng san pham va dich vu kinh té, bao
Engel, ct al. (1986) Lo St dung va tat bo mAng i p ST R e

gom cac quyet dinh va qua trinh dién ra truéc va quyét dinh dén

nhiing hanh dong do6”

Kotler (1994) “Hanh vi nguoi tiéu ding 1a nghién ctru vé cach thitc ma con nguoi
otler 1 VS i n ng
mua hang, nhitng thr ho chon mua, thoi gian va li do mua hang

“Thoi quen ma nguoi tiéu dung biéu 16 khi tim kiém, chon mua, st
Schiffman (2007) dung, danh gia va thai bd cac san pham va dich vu ma ho mong
muon s¢ thoa man nhu cau cua ho”

“Hanh vi tiéu dung 14 nghién ctru vé “nhiing qua trinh lién quan khi

cAc ca nhan hay tap thé lya chon, mua, sit dung va thai bo nhiin

Solomon et al (1995) \ 2 ) Y p Y e A R gq ~ A g
san pham, dich vu, y tudng hay trai nghiém dé théa man nhu cau va

mong muon”

Nguon: Nhom tac gia tong hop

Mic du cac khai niém néu ra & trén rat nhiéu va da dang, nhung chung déu hudng vé mot
cach nhin chung d6 14 hanh vi mua sdm cua cua ngudi tiéu dung 13 mot qua trinh cua su chon -
lya - mua nhitng mat hang san pham va dich vy pht hop véi mong muén va nhu cau cia khach
hang. Tuy nhién, qua trinh nay chiu nhiéu sy thay doi lién tuc qua thdi gian, khi nhu cau vat chat
ctia khach hang thay d6i, dac diém hanh vi mua sam ctia nguoi tiéu dung thay d6i twong tng.

Kotler va Keller (2011) nhan manh tdm quan trong ctia viéc nim bét hanh vi nguoi tiéu ma
dac biét 1a cach khach hang chon mua san phém va dich vu. Piéu nay quan trong ddi voi cac nha
san xudt cling nhu cac nha cung cp dich vu bdi né ting loi thé cach tranh cho doanh nghiép ddi
v6i dbi thy trén thuong trudng. Vi du, nhitng hiéu biét cia céng ty thu duoc qua viéc nghién ciru
hanh vi mua sam cua khach hang c6 thé duoc sir dung nham hoach dinh chién lugc hiéu qua
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hudéng dén cung cép cic san phdm va dich vu phu hop cho dung ddi twong khach hang, duoc
phan anh qua mong mudn va nhu cau cta ho.

Ngoai nhitng nd lyc hiéu rd hon vé hanh vi ctia ngudi tiéu dung ra, thi cac cong ty con td
chue hoat dong quang ba va truyén thong dé gay anh huong dén quyét dinh mua sim ciia khach
hang. Tuy nhién cac yéu t6 ngoai canh nhu tinh hinh kinh té, chinh tri cia dit nudc, cong nghé
va vin hoa dan toc — nhitng yéu t6 nam ngoai sy kiém soat cia ca cac cong ty va ngudi tiéu dung
cling can duoc can nhic trong qua trinh hoach dinh chién luge truyén thong (Lancaster et al.,
2002).

2.2.2. M6 hinh hanh vi cua nguoi tiéu dung:

M6 hinh hanh vi nguoi tiéu dung dugc su dung dé thé hién mdi quan h¢ gitra cac kich thich,
hop den y thire va nhiing phan trng dép lai cia khach hang.

Cic nhin t6 kich thich —> Hop den y thirc ciia nguoi R Phan @ng dap
Marketing Moi truong tiéu dung lai
- San phdam - Kinh té Céc ddc tinh cia  Qua trinh quyét - Lya chon hang
- Gid ca - KHKT nguoi tieu dung  dinh mua hoa
- Phan phéi - Van hoa - Lya chon nhan
-Xactién - Chinh tri/ Luét hiéu
phap -Lya chon nha
- Canh tranh cung Ung
-Lua chon thoi
gian mua
- Lua chon khdi
luong mua

Hinh 1. M6 hinh hanh vi cua nguoi ti€u dung
2.2.2.1. Cdc kich thich:

La tong hop cac nhan td bén ngoai ngudi tidu ding co thé gdy anh hudng dén hanh vi mua
sam cua ho. Cac kich thich nay dugc phan chia thanh hai nhém chinh:

- Nhom 1: Cac tac nhan kich thich ctia marketing (ndm trong kha ning kiém soét ctia doanh
nghiép): san pham, gia thanh, cach thirc phan phdi va hoat dong xuc tién thuong mai.

- Nhom 2: Céc tac nhéan kich thich khac (khong thudc quyén kiém soat tuyét ddi cua cac
doanh nghiép): méi trudng kinh té vi mo, vi mo; chinh tri, vin hoa, xa hoi ...

2.2.2.2.  "Hop den y thirc” cua nguoi tiéu dung:

“Hop den ¥ thirc” 1a cach goi bd ndo ciia con ngudi va thé hién co ché hoat dong ciia nd
trong viéc tiép nhan va xa 1y thong tin, dé xudt cac hanh dong dap ung trd lai cac kich thich.
“Hop den y thirc” dugc chia thanh hai phén: Phan tht nhat - dic tinh cta nguoi tiéu dung, nd anh
huong co ban dén viéc nguoi tiéu dung sé tiép nhan cac kich thich va phan tng dép lai cac tac
nhan d6; Phan tht hai - qué trinh quyét dinh mua cia nguoi tiéu dung, 13 qua trinh nguoi tiéu
dung tir khi sy xuat hién mong mudn, tim kiém thong tin, mua sim, tiéu dung va nhiing cam
nhan sau khi tiéu dung san pham.
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Noi chung, su trdi chay trong viéc thuc hién co ché hoat dong cua “hop den y thuc” sé quyét
dinh két qua ctia hanh vi mua sim cia nguoi tiéu ding.

2.2.2.3.  Nhitng phan ung dap lai cua nguoi tiéu dung:

Phan tmg dép lai 12 nhitng cam xuc, hanh vi ngudi tiéu dung thé hién trong qua trinh trao d6i ma
ta ¢6 thé quan sat duogc. Dién hinh, hanh vi tim kiém thong tin vé hang hoéa, dich vu; lya chon
nha san xuit, nha cung Ung, nhan hiéu, bao bi, dong gobi, van chuyén; lya chon thoi gian, dia
diém, khéi lugng mua sam. ..

2.3. Tong quan vé cdc mé hinh vé hanh vi ngwoi tiéu ding da dwoc nghién ciru:

Béang 5. Tong quan vé cac mo hinh vé hanh vi nguoi tiéu dung da dugc nghién ctru

Cac mo6 hinh No6i dung nghién ciru
M6 hinh EKB (Engle-Kollatt- Mb hinh EKB mé ta quyét dinh ctia nguoi tiéu ding
Blackwell) va cach dua ra quyét dinh khi lua chon thay thé. Qua trinh

ra quyét dinh mua dugc tap trung, bao gém:
e Giai doan dau vao thong tin
¢ Giai doan xu 1y thong tin
e Giai doan quyét dinh
Céc tac nhan anh huéng dén qué trinh quyét dinh

Mo hinh Howard-Sheth Ba nhom khach hang ti€u dung ma mdé hinh HS tap
trung 1a: ngudi mua, ngudi st dung va nguoi chi tra dé
mua. M6 hinh tdp trung vao mua vd mua ldp lai va bao
gdm bon nhan t6 tong quat:

e Daiu vio kich thich.
e Cau triic gia thuyét

Dau ra phan hoi
e Céc nhén t6 ngoai sinh.

M6 hinh Bettman (m6 hinh xtr Mo hinh Bettman trinh bay quy trinh ra quyét dinh

1y thong tin dudi dang xir Iy thong tin. Theo Bettman, quyét dinh mua
hang bi anh hudng béi cac co ché bén trong nhu tuan theo
kha ning xtr 1y thong tin cé y thirc han ché, tinh c6 sin va
danh gia thong tin, hi¢u qua ndi bd cua quy trinh quan ly,
tac dong ctia quyét dinh tiéu dung vé kién thtc va kinh

nghiém.
M6 hinh HCB (HawkinsConey- Mo hinh HCB nhén manh vao qua trinh ra quyét dinh
Best) mua, quyét dinh 16i séng va quan ni¢m cua con, tur do

quyét dinh mong mudn va nhu cau cta ho. C6 2 cau tric
tac dong la:
e Téc dong bén ngoai
e Téc dong bén trong
M0 hinh cua Solomon (2004) M0 hinh nay dugc goi 1a “Banh xe cta hanh vi khach
hang ti€u dung”, hanh vi nguoi tiéu dung la trong tdm va
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Cac mo hinh

No6i dung nghién ciru

M6 hinh cua Peter va Olson

(2002)

bao quanh 1a cic cdu trac nhu quan diém, 16i song, kha
nang hoc va ghi nhé, kha nang dua ra quyét dinh, van hoa,
gia dinh... coi khéach hang la nhitng c4 nhan dgc 1ap. Khach
hang 1a nguoi dua ra quyét dinh, do d6 mo hinh khao sat
khach hang va nhanh van hoa hay van héa ma khach hang
thudc vé.

Mo hinh Bettman trinh bay quy trinh ra quyét dinh
dué6i dang xur Iy thong tin. Theo Bettman, quyét dinh mua
hang bi anh hudng boi cac co ché bén trong nhu tudn theo
kha nang xir Iy théng tin c6 y thirc han ché, tinh ¢ sin va
danh gia thong tin, hiéu qua ndi bo.

Nguon: Nhom tac gia tong hop
2.4. M6 hinh hanh vi khach hang (Kotler va Keller, 2012):

Consumer
Psychology
—=| Motivation ——
Marketing Other Perception Buying Purchase
Stimuli Stimuli Learning Decision Process Decision
i . Memory ] :
Products & services | Economic Problem recognition Product choice
Price Technological | Information search Brand choice
Distribution Poditical Evaluation of Dealer choice
Communications Cultural alternatives Purchase amount
Consumer Purchase decision Purchase timing
Characteristics Post-purchase Payment mi.god
| behavior
| Cultural
Social
Personal
Tam Iy Zrmie -
- Qua trinh Quyét dinh
ngwdi tieu e
quyét dinh mua
— .| ding
Hna Sir Iva chon
_ _ Péng lue sch nhén : A
Cac véu t6 | Nhiing véu - ) el g san pham
< : £ M Nhin thie dién van dé Sir Iura chon
kich thich to khac hai S 2
ciia HC,'C * oo thuong higu
Marketing et >kiem thong Sir hea chon
Z - = t].ﬂ 1 I
San phim | Kinh té - _ dai Iy
. Pac di 2] 14
va dich vu Khoa hoc va AL o1, Dénh gia Lwong mua
Gid ca ki thust ngwdi tieu cac lra Thoi gian
L. . . di
Phan phéi | Chinh tri S chon fhay mua
Tiép thi Van héa | VR e Céch thire
Xi hoi Quyét dinh thanh tosn
Céa nhin mua
Hanh vi sau
khi mua
hang
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Hinh 2. M6 hinh hanh vi khach hang
Nguon: Kotler va Keller (2012)
Yéu t6 tiép thi (marketing):

Yéu t6 tiép thi co ban dugc dinh hinh dya trén mé hinh 4P: san pham (product), gia ca
(price), dia diém (place), va xuc tién thuong mai (promotion)

Product (San pham): San pham duoc hinh thanh dya trén nhu cu ciia ngudi tiéu ding, va
dap Gng thi hiéu, c¢6 stic canh tranh trén thi trudng;

Price (Gia ca): Gia 1a s tién nguoi tiéu dung chi tra cho quyét dinh mua sim cta minh.
Quyét dinh vé gia dua trén chi phi nguyén nhién liéu san xuét, chi phi nhan Iyc, cong nghé
va vi thé san phém so v6i ddi thu canh tranh;

- Place (Pia diém): La hinh thirc phan phdi san pham tiép can dugc nhiéu khach hang tiém ning;

- Promotion (Xuc tién thuong mai): La cac loai hinh quang ba san phém tang do nhan dién va
doanh s6, ting cuong mdi quan hé giita doanh nghiép va khach hang.

Yéu to van hoa:

Vin hoa thudng duge hiéu 1a nhimng gia tri dao dic, truyén thong va cac chuan myc hanh vi
x4 hoi. Van hoa anh huong dén hanh vi tiéu ding qua thoi quen, sé thich, hinh thirc thanh toan,
su lua chon loai san pham dich vu.

Cac yéu to xa hoi:

Hanh vi tiéu dung cung chiu anh hudng cia nhitng yéu t6 xa hoi: nhoém tham khao, gia dinh
va dia vi xa hoi.

Nhom nguoi tham khao: Quyét dinh mua sim cua nhiéu ngudi sé tac dong 1én hanh vi cia
mot ngudi bang hinh thic truc tiép hodc gian tiép. Nhém c6 anh hudng truc tiép dén mot nguoi
oi 1a nhém thanh vién, ho va c4 nhan tham gia va co tic dong qua lai (Kotler, 2005). Cu thé:

— Nhoém héi vién: La nhom than thuéc ma ban than khach hang 13 mot thanh vién gan két gom
c6 gia dinh, ban be, nguoi than, hang xom, dé)ng nghiép, doan thé.

— Nhom ngudng mo: La nhom ma khach hang wa thich, tan duong. Khach hang rat mudn tng
xtr gidng nhu nhoém nay trong quyét dinh mua sam va tiéu dung hang hoa.

— Nhom tay chay: La nhom ma khach hang khong wa chudng, ghét hoic tay chay.

— Gia dinh: Gia dinh 1a chu thé trung tdm trong quyét dinh tiéu dung hang hoa. Nhin chung,
ngudi dong vai tro quyét dinh trong viéc mua sam, chi tiéu s& 1a ngudi ¢ thu nhap cao hon
va chu yéu trong gia dinh... (Kotler, 2005).

Vai tro va dia vi xa hoi: tac ddng manh mé dén cac quyét dinh thda man nhu cau cua c nhan
vi n6 di kém voi thu nhap cia ca nhan d6. San pham ma c4 nhan tiéu dung phai pht hop véi vai
tro va dia vi cua ho trong xa hoi (Kotler, 2005).

Cic yéu td ca nhan:

Quyét dinh ctia ngudi mua khac cling chiu anh huong cua dac diém cé nhan, dic biét 1a tudi
tac va chu ky song cta ho, nghé nghiép, tinh hinh kinh té, 16i sdng, ¥ thuc, tinh cach va quan
diém cua ho vé chi tiéu. (Philip Kotler, 2005)
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Cic yéu to tam ly

Bén yéu td tam ly: dong co, nhan thiec, tri thic, niém tin va thai do s& quyét dinh hanh vi
mua sim cia ca nhan nguoi tidu dung (Kotler, 2005)

Pong co: Ton tai trong con ngudi 13 vo sb nhirng nhu cau tiéu dung riéng. Mot s6 xuét phat
tir ngudn gdc sinh hoc, nay sinh tir cac trang thai co ban ctia con ngudi nhu cang thiang, déi khat,
néng nay. Mot sé khac bat ngudn tir gbc tdm 1y, nhu nhu ciu thira nhan, dugc kinh trong hay
duoc gan giii vé tinh than (Maslow, 1943).

Nhéan thic: Nhan thie khong chi bi anh huong bdi tdc nhan vat Iy ma con bi tac dong bo
moi quan hé cua cac tic nhan d6 v6i moi truong xung quanh va nhitng diéu kién bén trong cé thé
d6. Nhan thtrc khéc nhau 1a do cung mdt ca nhan c6 ba qué trinh nhaanh thure: Sy quan tam c6
chon lgc, su bop méo c6 chon lua va su ghi nhd ¢6 chon loc (Kotler, 2005).

Tri thirc: N6 dugce tao ra thong qua su tdc dong qua lai ciia nhiing tadc nhan kich thich,
nhitng tim guong, nhitng phan Gng dap lai va sy cing cb (Kotler, 2005). Ly thuyét vé tri thirc
day cho nhitng ngudi 1am méketing ring ho c6 kha ning tao duoc nhu cau ddi véi mot san
pham bang viéc gin n6 voi nhing su thoi thuc manh mé&, dong co rd rang, tim guong va dam
béo su cung cb tich cuc.

Niém tin va thai do: duoc xay dung thong qua cac hoat dong va tri thirc ciia con ngudi va né
¢6 anh hudng quyét dinh mua saim cua khach hang.

2.5. M6 hinh quy trinh 5 giai doan trong quyét dinh mua sim ciia khdch (Kotler va Keller,
2012):

Hinh 3. Mo hinh quy trinh 5 giai doan trong quyét dinh mua siam ctia khach

Nguon: Kotler va Keller (2012)
Giai doan 1: Nhin thirc nhu ciu

Nhu cau xuat phat tr nhirng su kién, van dé xay ra trong cudc song con ngudi. Khi do, nhu
cau tiém tang trong moi ¢4 nhan dugc nhan thirc 16 rang hon, va mong muon théa man nhu cau
d6 duogce thuc day.

Giai doan 2: Tim hiéu thong tin sin phim

Khi nguoi tiéu dung c¢6 nhu cau vé mdt san pham, dich vu nhat dinh, ho s€ tim kiém théng
tin v€ san pham: gid cad, mau ma, nha cung Gng... thong qua ban be¢, ngudi than, tu van vién,
Internet. ..

Giai doan 3: So sanh céc san pham thudc cic thwong hiéu khac

Duya theo mong mubn va nhu cau riéng ciia khach hang, ho s& lya chon san pham c6 nhing
dac tinh phu hop, lua chon thuong hi€u c6 gia thanh phu hop véi thu nhdp cta ho.

Giai doan 4: Mua sian phim
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Nguoi tiéu dung s€ di dén ctra hang dé mua san pham véi thuong hi€u ma minh da chon.
Tuy nhién, viéc mua hang van chua hoan toan chac chan bd c6 cac yéu to khac nhu thai do
nguoi mua sam khac hodc nhiing tinh huéng bat ngd xay dén.

Giai doan 5: Danh gia phan hoi sau khi sir dung sian pham:

Cam nhan va danh gia san pham cua nguoi ti€u dung sau str dung dugc dira trén nhiéu yéu
to: chat lugng san pham, cong nang, tinh nang, thoi gian su dung, thai do phu vu nhan vién, dich

vu van chuyén, bao hanh san pham, ...

2.6. Mé hinh nghién ciru dé xuit:

Danh gi4, nhan xét vé dich vy,

. H1
san pham (Reviews)
e \ H2
Nguoi anh huong (Influencers)
Hanh vi ti€éu dung cua khach
H3 hang
Trai nghiém phuc vu khach hang
online
Noi dung Marketing H4

Hinh 4. M6 hinh nghién ctru dé xuat

Gia thuyét 1 (HO01): Danh gia online anh hudng tich cuc dén hanh vi tiéu dung ctia khach
hang.

Danh gia online 1a mdt nhan dinh mang tinh trung tap, ti€u cuc hodc tich cyc tao ra boi mot
khach hang twong lai, hién tai hay trudc d6 vé san pham, dich vu trén khong gian mang Internet.
Nghién ciru chi ra rang quyét dinh mua sim ciia khach hang bi anh huéng bai s6 luong dénh gia
online (Lawrence va O’Conner, 2000). Nguoi tiéu dung cling quan sat ti 1¢ danh gia tiéu cuc va
tich cuc vé san pham. Nhiéu danh gia tich cuc hon dua dén quyét dinh mua hang (Zheng, 2008).
Tuy nhién, khich hang quan tdm hon dén thong tin tiéu cuc trong qua trinh quyét dinh (Senecal
and Nantel, 2004). Tac dong tiéu clr tao nén nhiéu su thu hat khach hang hon va la mét kich
thich 16n hon nhitng tac dong tich cuec.

Gia thuyét 2 (H02): Ngudi c6 tim anh hudng co tac dong tich cuc dén hanh vi nguoi tiéu
dung.

Trong thé gidi marketing ngay nay, nhitng ngudi c6 strc anh hudng dong vai trd quan trong,
trong cung mot lac, d§ nhéan dién cia ho tdng 1én nhanh chdng (Scoble va Israel, 2006) bdi vi ho
cung cap thong tin tong hop dudi nhidu hinh thirc va chirc ning (Akritidis, Katsaros va Bozanis,
2011). Nhimg yéu té chinh quyét dinh xu hudng chiu tac dong boi mot nguoi co sirc anh hudng
cu thé phu thudc nhiéu vao sy ding thong tin, dung thoi gian — ding dia diém — dang ngudi (W,
2012). Nhitng ngudi ¢6 anh hudng cé vi thé dic biét trong thé gidi sb - ho lan truyén thong tin
qua nhiéu kénh, vi du nhu blog c4 nhan va mang x3 hoi, ho chia sé¢hinh anh va cau chuyén cia
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minh, ho tao su lién két dén trai nghiém cua ho, ho bay té quan diém vé nhiéu chu dé, dich vu va
san phém, ho 14 vi du minh hoa cu thé cho hién tugng tao suc anh hudng (Alsulaiman, Forbes,
Dean and Cohen, 2015; Alhidari, Iyer va Paswan, 2015)

Gia thuyét 3 (HO03): Trai nghiém phuc vu khach hang online tadc dong tich cuc 1én hanh vi
khéch hang.

Theo Hermes (2020), 72% khach hang online tiét 10 rr:ing dich vu cham séc khach hang la
yéu t6 then chdt trong su thoa man khi quyét dinh mua sim online. Néu dich vu khong kha dung
va kho tiép can, khach hang sé& cho rang cong ty khong c6 y dinh giai quyét van dé va che gidu
16i 1am ciia minh. Céc ctra hang online nén cung cap nhing gia tri b sung cho khach hang
(Wang et al, 2005) va c6 kénh phan hdi cho khach hang & trong website (Yu and Wu, 2007). Tai
phén mém, phiéu khao sat online, theo doi tinh trang don hang, binh luén va phan hdi tir khach
hang 1a mot vi du dé nguoi ban hang online hoan thién hon dich vu ctia minh (Lim va Dubinsky,
2004).

Gia thuyét 4 (H04): Noi dung marketing tac dong tich cuc dén hanh vi tiéu ding cia
khach hang.

Noi dung chat lugng, thu hut tic dong dén sy quan tim va tuong tic véi thuong hiéu ma cac
cong ty can dé giir khach hang tiép tuc vao website va kich thich mua hang (Puro, 2013). Nhan
t6 quan trong gop phan tao su tham gia hiéu qua dugc thuc hién béi tao ra ndi dung thuyét phuc
(Sashi, 2011). Theo Bill Gates (1996), ndi dung 1a “Vua”, nghia la tao ra ndi dung phu hop dem
dén su thanh cong.

3. Két luan va ham y quan tri:

Cung voi tde do phat trién manh mé cua thoi dai cong nghé 4.0 va su bung nd vé Internet,
dac biét trong thoi gian gidn cach xa héi do COVID-19, tiép thi ki thuat sd (Digital Marketing)
d4 khang dinh vai tro ctia minh ddi v6i su phat trién ctia doanh nghiép va dang dan chiém wu thé
hon so vé4i hinh thirc marketing truyén théng. Bai viét nay gitip doanh nghiép nam 16 duogc khai
niém tiép thi ki thuat so (digital marketing), phan biét duoc hinh thirc marketing truyén théng va
marketing hién dai va vai tro cila digital marketing dé 1én chién lugc rd rang cho cong ty. Ngoai
ra, 1y thuyét tong quan vé hanh vi tiéu ding mang dén cho doanh nghiép cai nhin rd hon vé quyét
dinh mua sim, hanh vi tiéu dung ctua khéach hang, dac biét la cua dai by phan nguoi tré. Nhing 1y
thuyét vé anh hudng va vai tro cua tiép thi ki thuat s6 dén véi gidi tré duoc 1am sang to qua cac
mo hinh hanh vi ngudi tiéu dung duoc dé cap trong bai viét va mo hinh nghién ciru dé xuat. Mo
hinh méi dugc bai viét nay dé xuat nham muc dich gitp doanh nghiép nam bét va hiéu rd hon vé
cac yéu td anh huong tich cyc dén hanh vi mua sam cua khach hang, tao ra chién luoc tiép cin
duoc sb luong 16n khach hang tiém ning va ting doanh thu. Vi vdy, viéc nim chéc 1y thuyét vé
Digital Marketing 1a don bay gitup cong ty ting do nhan dién san pham, dich vu vé6i khach hang,
tang strc canh tranh, ty tin démg vimg trén thuong truong, 1én chién luoc hiéu qua dé chiém linh
thi truong ngay ca khi dich bénh dang gay kho khin vé mat van chuyén va con ngudi. i véi ca
nhan, dac biét 1a gioi tré, hiéu 16 duoc ly thuyét tiép thj ki thuat sb gitp ho can ddi trong viéc
tiéu dung va tiét kiém, dé c6 mot tuong lai on dinh hon. Ngoai ra, nim dugc 1y thuyét co ban nay
con giup han ché nguy co gidi tré sai 1am khi tin vao céc hinh thirc tiép thi trai phap lut, nhimg
chiéu trd lira d40 an minh duéi hinh thtc digital marketing, tir 6 nhan thirc vé thi trudng dugc
cai thién dé dua ra quyét dinh dang dan hon sau nay. Nhirng 1y thuyét nay 13 nén tang co ban cho
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mdi ca nhan va doanh nghiép khi tham gia vao thi truong trao d6i hang hoa. Bai viét cung cip
mot s6 1y thuyét vé tiép thi ki thuat sé dén gidi tré gitip doanh nghiép va c4 nhan co cai nhin
khach quan vé digital marketing va vai trd quan trong cta né khong chi trong thoi diém hién tai
ma con trong twong lai.
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