HANH VI NGUOI TIEU DUNG

1. Hoc phén:

2. M& hoc phén: MKT3003

3. Nganh: Kinh doanh quéc té

4. Chuyén nganh: Ngoai Thuong

5. Khéi lrgng hoc tap: 3 tin chi.

6. Trinh dg: Pai hoc.

7. Hoc phin diéu kiénhoc trojéc: MKT?2001 — Marketing Can Ban
8. Muc dich hoc phin

Mon hoc tap trung vao cung cap kién thirc vé& hanh vi ngudi tiéu dung, cu thé phén tich cac quyét
dinh ciia nguoi tiéu dung, giai thich cic nhan t6 va co ché din dén cac quyét dinh nay, tir d6 van
dung dé ra cac quyét dinh Marketing hiru hiéu; dong thoi nhdn manh dén danh gia van dé dao

dtrc trong nghién ctru hanh vi nguoi ti€u dung.

9. Chuan diu ra hoc phian (CLO)

Ma CbR _ ip d6
TT A Tén chuan dau ra Cap do
hoc phan Bloom
Van dung dugc 1y thuyét hanh vi nguoi tiéu dung va phuong
1 CLO1 phap nghién ctru co ban dé phan tich va dy doan duoc hanh vi
khach hang trong bdi canh mot doanh 3
nghi¢p/nganh kinh doanh
Ung dung duoc nhitng kién thirc vé hanh vi nguoi tiéu dung dé
2 CLO2 nhan dién va giai quyét cac van dé Marketing 3
trong thuc tién mot doanh nghiép/nganh kinh doanh
3 CLO3 Panh gia dugc nhitng van dé dao dic trong nghién ciru hanh vi
nguoi tiéu dung

Ma tran quan h¢ chuin dau ra hoc phan va chuan dau ra chuong trinh

Corhe 181818/3/8/8/8/8 8/58|8|5
phan/ CBR a|la|la|a|la|ala|a|al|ldg|Fd|F
chwong trinh

CLO1 X X

CLO2 X

CLO3

Téng hop X | X | X




10. Nhiém vu cia sinh vién
- Chuén bi siin sang: Phai doc trude nhitng bai doc va bai tap dugc yéu cau trude khi dén
16p, nhu vy s& chu dong hon trong tiép thu bai giang va ning dong déng gop cho cac budi thao
luan trén 16p.
- Chuyén can: Sinh vién phai di hoc chuyén can tit ca cac budi, nghi hoc phai ¢6 1y do chinh
dang va c6 don xin phép trude.
- Pi hoc diing gio: Luu ¥ 14 nhitng ngudi dén mudn s& 1am phién 16p hoc, va nhu vy s&
anh huong dén viéc danh gia qua trinh tham gia ctia ca nhan.
- Tuén thi yéu ciu va thoi han ndp bai: Nop day du cac bai tap theo ndi dung va thoi
han yéu ciu. Nhitng bai tdp ndp sau s& khong duogc chip nhdn, c6 nghia 13 sinh vién s& nhan
diém 0 néu tré han.
- Ning dong, ciu thi: Can tham gia sdi ndi trong cac budi thao luan véi tinh than cau thi,
nhing sinh vién it tham gia s& khong c6 dugc két qua tot.
- Trung thue: Nhitng hanh vi gian 1an trong qua trinh hoc, lam bai tdp va bai thi s€ nhén
diém ,,F*. Riéng d6i v6i bai tap nhom, mdi thanh vién can # hién tich cyc vai trd cta minh,
nhirng sinh vién khong dong gép vao bai tdp nhom nhung gian 1an dé c6 diém sé& bi xu ly
11. Tailiéu hoc tip

11.1. Gidotrinh
TL1. Hanh vi nguoi tiéu dung, Nguyén Xuan Lan, Pham Thi Lan Huong, Puong Thi Lién Ha,
Nha xuét ban tai chinh, 2011.
TL2. Consumer Behaviour, Wayne D.Hoyer va Deborah J. Maclnnis, Houghton
Mifflin, 2013.

11.2. Tai liéu tham khdo

TKZ1. Consumer behavior: buying, having, and being, Michael R. Solomon, Pearson
Education Limited, 2016.

TK2. Consumer Behavior: Building Marketing Strategy, Del 1.Hawkins, David L.
Mothersbaugh, 12" edition, McGraw-Hill, 2012.

TK3. Consumer Behaviour, James F.Engel, Roger D. Blackwell va Paul W.Miniard, Thomson
South Western, 2012.

TKA4. Critical Thinking in Consumer Behavior: Cases and Experiential Exercises, 2/E, Judy F.
Graham, St. John Fisher College, Pearson 2010.

12. Thang diém: Theo thang diém tin chi.
13. N@¢i dung chi tiét hoc phin

CHUONG 1
NHUNG VAN PE CO BAN VE HANH VI NGUOI TIEU DUNG
1.1. Khai quat vé hanh vi nguai tiéu dung
1.11  Dinh nghia hanh vi nguoi tiéu dung



1.2.

2.1.

2.2.

2.3.

3.1.

3.2.

1.1.2

1.1.3

121
1.2.2
1.2.3

TL1.
TL2.

211
212

2.2.1
2.2.2
2.2.3
2.2.4

TLI1.
TL2.

3.11
3.1.2

321

Vai tro ciia nghién ctru hanh vi ngudi tiéu dung trong ra quyét dinh chién

lugc Marketing
Pao duc Marketing
Nhirng nhén t6 znh hwomg dén hanh vi ngudi tiéu dung
Tién trinh ra quyét dinh
Nhan t6 tam 1y cbt 16i
Nhan t6 moi truong va ca nhan

Tai li€u hoc tap
Doc chuong 1, gido trinh TL1
Doc chuong 1 &2, gido trinh TL2

CHUONG 2

PHAT TRIEN VA SU DUNG THONG TIN VE HANH VI

NGUOI TIEU DUNG
Phojong phap nghién ciru hanh vi ngwoi tiéu dung
Phuong phap nghién ctru dinh tinh
Phuong phéap nghién ctru dinh luong
Chii thé nghién ctru hanh vi nguoi tiéu ding
B0 phan nghién ciru Marketing ndi bo
Cong ty nghién ctru thi truong
T6 chire, hiép hoi
Chinh phu
Pao dirc nghién ciru nguoi ti€u dung

Tai liéu hoc tap

Doc chuong 2, gido trinh TL1
Doc chuong 2, gido trinh TL2

CHUONG 3
PONG CO, KHA NANG, CO HOI
DPong co
bdng co nguoi tiéu dung
Céc nhan t6 anh huong dén dong co
Kha nang
Kha nang nguoi ti€u dung



3.3.

4.1.

4.2.

4.3

5.1.

5.2.

3.2.2

3.3.1
3.3.2

TLI1.
TL2.

411
4.1.2
4.1.3

421
4.2.2
4.2.3

TL1.
TL2.

5.11
5.1.2

521
522

523

TL1.

Céc nhan té anh huong dén kha ning
Co hoi
Co hoi nguoi tiéu dung
Céc nhan t6 anh hudng dén co hoi
Tai liéu hoc tap
Poc chuong 2, gido trinh TL1.
boc chuong 3, gido trinh TL2

CHUONG 4
NHAN THUC
Ban chit ciia nhan thic
Dinh nghia nhan thic
Nhan thtrc qua 5 giac quan
Ngudng nhan thic
Tién trinh nhan thirc
Tiép xuc
Chuy
Hiéu
T6 chirc nhéin thirc- nguyén ly Gestalt
Tai liéu hoc tap
Poc chuong 3, gido trinh TL1.
boc chuong 4, gido trinh TL2

CHUONG 5
KIEN THUC VA TRi NHO
Hoc héi va kién thirc
Hoc hoi
Kién thtrc
Tri nho

Phan loai tri nhé
Nang cao tri nh&
Phuc héi tri nho
Tai liéu hoc tap

Doc chuong 4, gido trinh TL1.



6.1.

6.2.

6.3

7.1.

7.2.

7.3

7.4

TL2.

6.1.1
6.1.2
6.1.3

6.2.1
6.2.2
6.2.3

6.3.1.
6.3.2.

TL1.
TL2.

7.1.1
7.12
7.1.3

7.2.1
7.2.2

7.3.1
7.3.2

74.1
7.4.2
7.4.3

Doc chuong 5, gido trinh TL2

CHUONG 6
THAI PO
Thai d va tao lap thai d
Théi d6: khai niém, ddc diém va thanh phan
Vai tro ctia nd lyc trong tao 1ap thai do
Lo trinh xtr 1y thong tin theo nd lyc
Tao lap va thay doi thai d9 nd lwc cao
Thai 0 1i tri
Thai d0 cam xtc
Kha nang du doan hanh vi cua thai do
Tao 1ap va thay doi thai do nd luwe thap
Thai d9 1y tri
Thai d6 cam xuc
Tai liéu hoc tap
Doc chuong 5 & 6, gido trinh TL1.
Doc chuong 6, gido trinh TL2

CHUONG 7
TIEN TRINH RA QUYET PINH
Cic loai tién trinh ra quyét dinh
Ra quyét dinh theo thoi quen
Ra quyét dinh gi6i han
Ra quyét dinh mé rong
Nhén biét nhu cau
Trang thai 1y tuéng
Trang thai thyc tai
Tim kiém thong tin
Tim kiém bén trong
Tim kiém bén ngoai
Tién trinh dinh gia va ra quyét dinh
Tong quan vé tién trinh danh gia va ra quyét dinh
Tién trinh danh gi4 va ra quyét dinh nd lyc cao

Tién trinh dénh gi4 va ra quyét dinh nd luc thap



8.1.

8.2.

9.1.

8.2.

TLI1.
TL2.

8.1.1
8.1.2
8.1.3
8.14

8.2.1
8.2.2
8.2.3

TL1
TL2

8.1.1
8.1.2
8.1.3

8.2.1
8.2.2
8.2.3

TL1.
TL2.

Tai liéu hoc tap
Poc chuong 7, 8 &9, gido trinh TLI.
Poc chuong 7, gido trinh TL2

CHUONG 8
TIEN TRINH SAU QUYET PINH
Su hai long cia nguoi tiéu dung
Hoc héi tir kinh nghiém ctua nguoi tiéu dung
Khai ni¢ém su hai long/khdng hai long
Céc mo hinh hai long cua nguoi ti€u dung
Su hai long va gilr khach
Loai bé hang héa
Cach thurc loai bo
Loai bo cac hang héa biéu tuong
Téi ché
Tai liéu hoc tap
Doc chuong 10, gido trinh TL1.
Doc chuong 8, gido trinh TL2

CHUONG 9

ANH HUONG CUA VAN HOA VA GIAI CAP XA HQI PEN HANH
VINGUOI TIEU DUNG

Vin hoéa va hanh vi ngwoi tiéu dung

Vin hoa: Khai niém, dic diém va thanh phan

Céc hoc thuyét van hoa ing dung trong Marketing

Ton gio va anh huong dén hanh vi ngudi tiéu ding

Giai cAp xa hdi va hanh vi nguoi tiéu dung

Khai niém giai cip x4 hoi

Xu huéng chuyén ddi giai cap xa hoi

Anh huéng cia giai cip xa hoi dén hanh vi nguoi tidu ding
Tai li¢u hoc tap

Doc chuong 12&13, giao trinh TL1.

Doc chuong 9, gido trinh TL2

CHUONG 10



ANH HUONG CUA TUOI TAC, GIOI TiNH, HQ GIA PINH VA
TRUYEN THONG XA HQI PEN HANH VI NGUOI TIEU DUNG
10.1. Anh huwéng ciia tudi tic dén hanh vi nguoi tiéu ding
10.2 Anh huwéng ciia giéi tinh dén hanh vi ngudi tiéu ding
10.2.1 Sy thay d6i vai trd gidi tinh
10.2.2 Xu hudng gidi tinh
10.2.3 Sy khac biét gidi tinh trong hanh vi mua hang va tiéu diung
10.3. Anh huwéng ciia co cAu hd gia dinh va vai tro ciia cac thanh vién gia
dinh
10.3.1 Anh hudng cia co ciu hd gia dinh
10.3.2 Vai tro cua cac thanh vién hd gia dinh
10.4 Anh hwéng ciia truyén thong xa héi dén hanh vi nguoi tiéu dung
10.4.1 Céc ngudn anh hudng chung
10.4.2 Céac ngudn anh hudng dic biét
10.4.3  Anh huéng cia nhom tham khao
10.4.4  Anh huéng qui chuan
Tai liéu hoc tap
TL1.  Boc chuong 11, 12&13, gido trinh TL1.
TL2.  DBoc chuong 10, gido trinh TL2

CHUONG 11
ANH HUONG CUA GIA TRI, TINH CACH, LOI SONG
PEN HANH VI NGUOI TIEU DUNG

11.1. Gia tri

11.1.1 Khai niém vé gia tri

11.1.2 Xaéc dinh gid tri

11.1.3 Mot sb gia tri dic trung

11.1.4 Nhan t6 anh hudng dén gié tri

11.1.5 Do ludng gid tri
11.2 Tinh céach

11.2.1 Cac phuong phap nghién ctru tinh cach

11.2.2  Anh huodng cia tinh cach 1én hanh vi ngudi tiéu ding
11.3 Ldi song

11.3.1 Khai niém

11.3.2 Céc phuong phap do luong 16i séng



11.4.

TL1.
TL2.

Tam Iy hinh: Két hop giira gia tri, tinh cach va 18i song

Tai li€u hoc tap

Doc chuong 14, gido trinh TL1.
Poc chuong 11, gido trinh TL2

14. Ma tran quan hé chuén dau ra (CLO) va ndi dung (chojong) hoc phin

Chwong

Tén chwong

CLO1

CLO2

CLO3

1

Nhitng Van Dé Co Ban V& Hanh Vi Ngudi Tiéu
Dung

X

Phat Trién Va St Dung Thong Tin V& Hanh Vi
Nguoi Tiéu Dung

bong Co, Kha Nang, Co Hoi

Nhéan Thtrc

Kién Thirc Va Tri Nhé

Thai Bo

Tién Trinh Ra Quyét Pinh

O N o O | W

Tién Trinh Sau Quyét Dinh

Anh Hudng Cua Van Hoéa Va Giai Cip Xa Hoi
Dén Hanh Vi Nguoi Tiéu Ding

X [ X|X|X[X|X|X]| X

X [ X|X|X[X|X]|X]| X

10

Anh Huong Cua Tudi Tac, Gidi Tinh, Ho Gia Dinh
Va Truyén Thoéng Xa Hoi Pén Hanh Vi Nguoi
Tiéu Dung

X

X

11

Anh Huodng Cuaa Gia Tri, Tinh Cach, Lbi Séng Pén
Hanh Vi Nguoi Tiéu Dung

15. Mdi quan hé giira chuin dau ra hoc phian (CLO) va phwong phap giing day, hoc tip

(TLM)
Tén phu’o’ngA phap giang day, | Npem phuong § § §
Ma hoc tap (TLM) phép O O O
1 TLM1 | Giai thich cu thé 1 N N N
2 TLM2 | Thuyét giang 1 N N N
3 TLM3 Tham luan 1 X X
4 TLM4 | Giai quyét van dé 2
5 TLM5 | Tép kich néo 2
6 TLM6 | Hoc theo tinh hudng 2 N N




TLM7 Dong vai 2
TLMS8 Tro choi 2
TLM9 | Thuc tap, thuc té 2
10 TLM10 | Tranh luan 3
11 TLM11 Thao luan 3
12 TLM12 Hoc nhom 3
13 TLM13 Cau hoi goi mé 4
14 TLM14 Dy an nghién curu 4 X %
15 TLM15 | Hoc tryc tuyén 3)
16 | TLM16 | Baitap 6 nha 6
17 TLM17 Khac 7
16. Phan bo thoi gian theo s6 tiét tin chi cho 3 tin chi (1 tin chi = 15 tiét)
So tiét tin chi
Chwong Tén chwong Phuong
Ly Thue | Tjn phap giing day
thuyét halllllll%];lhao 50
1 | Nhimg van dé co ban vé hanh ) . 5 | TLM12
vi nguc‘)’% tiéu dung
2 Phat trién va st dung thong tin TLM1,2,14
vé hanh vi nguoi tiéu ding 2 1 3
3 bdng co, kha nang, co hoi 4 6 TLM1,2,6,14
4 | Nhan thirc 4 6 | TLM1,2,6,14
5 Kién thtrc va tri nho 2 1 3 | TLM1,2,6,14
6 Thai do 4 2 6 TLM1,2,6,14
7 Tién trinh ra quyét dinh 4 2 6 |TLM1,2,14
8 Tién trinh sau quyét dinh 2 1 3 | TLM1,2,14
Anh huéng caa van hoa va giai TLM1,2,3,14
9 cap xi hoi dén hanh vi nguoi 2 1 3
tiéu dung
Anh huéng cua tudi tac, gi6i TLM1,2,3,14
10 tinAh, h(z) gAi‘a A’dinh‘ va ‘truyé‘n. 2 1 3
thong xa hoi dén hanh vi nguoi
tiéu dung
11 Anh huéng coa gia tri, tinh TLM1,2,3,14




cach, 16i song dén hanh vi 2 1 3
nguoi tieu dung
Téng 22 23 45

17. Méi quan hé giira chuéin diu ra hoc phian (CLO) va phwong phip danh gia (AM)

Nho
ST Tén phwong phap danh om 8 8 8
T M gia phuong | 4|2
phap
1 Su tham gia trén 16
AM1 s P 1 X X X
2 AM2 banh gia bai tap L X "
3 K¥ nang trinh ba
AM3 ynane Y 1 X X X
Thuc hanh tai 16
4 AMA ; a1 lop 2
5 Bai thu hoach
AMb5 2
6 Thi viét
AMG6 2
7 Kiém tra tric nghiém
AM7 2
8 Thi van dap
AMS8 2 X X X
K¥ ning giao tiép thong
9
AM9 qua van ban 2 X X
10 Du an
AM10 2
11 Lam vi¢c nhom
AM11 3
12 AM12 Kho luan tot nghiép 4
18. K& hoach kiém tra, danh gia
STT |Tudn | NOi Phwong phap Tyl | cLol | cLoO2 | CcLO3
dung danh gia (%)
2- | Chapter
1 13 | 2-8 P AM1,AM2 AM3 20% X X




14- | Chapter
0,
15 | 111 AM3,AM9 20%
Thi va
’ ivan AMS 60%
dap
Tong cong | 100%




