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NGHIEN CUU TAM LY
HANH VI KHACH HANG
TAI SIEU THI MAXIMARK

iéc nghién ciu tam ly,

hanh vi nguoi tiéu dung c6

y nghia to 16n va déng vai
tro quan trong doi véi su phdt
trién bén vitng ctia doanh nghiép
va gidn ti€p anh hudng dén su
phét trién cta nén kinh t& qudc
dan.

Théng qua viéc thu thap, xt
ly va phén tich dit liéu tur cac cudc
nghién cttu, doanh nghiép c¢é co
s0 hiéu 16 hon vé khach hang cia
minh, giup hoan thién hoat dong
san xuat kinh doanh néi chung
va hoat dong tiép thi néi riéng.

Nhém nghién citu da thuc hién
dé tai nay tir thdng 3 dén thang 9
nam 2002 tai siéu thi Maximark,
nham phuc vu cho dé tai nghién
ciu cép By B2000-57-01 (nghién
cttu hanh v1 tam 1_y ngum tiéu
dung trong kinh doanh, thuong
mai dich vu). Két qua nghién ciu
duoc ddnh gid 1a tot.

Céc tdc gia da stt dung phuong
phdp quan sét, phan tich tong hop
va dac biét cdc thong tin vé tam
ly, hanh vi mua sdm, nhu c4u thi
hiéu ctia nguoi tidu ding duoc thu
thap truc tiép bang phuong phdp
phong van cd nhan thong qua ban

cau hoi phong van duoc thiét ké
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san, trong dé chita dung day du
théng tin can thu thap.

MAu diéu tra dugce chon lua
trén co so tong thé la cdc khdch
hang mua sim tai siéu thi
Maximark. Do nguén kinh phi va
thoi gian nghién citu ¢6 han nén
nhém nghién citu chi chon qui md
mau 1z 170 khdch mua sim tai
siéu thi. Mau diéu tra duoc chon
theo phuong phép chon mau phi
xdc xuat, phuong phdp chon mau
thuén tién.

Bang cau hoi diéu tra da st
dung cdc thang do : thang do thi
bac, thang do khoang, thang do
ty 16.

Théng tin sau khi thu théap
dwoc hiéu chinh ma héa va duoc
XU 1y théng qua su hd tro ctia phan
mém Sr 55 9.0 de co duG’C cac két
qua can thiét.

C6 dén 40% nguvi duge hoi tra
loi 12 khi c6 nhu cAu mua sdm 1a
ho dén siéu thi. Nhu vay di mua
sam 0 siéu thi da dan dan tro
thanh théi quen trong suy nghi
ctia khdch hang. Rt nhiéu khdch
hang cho riang mét trong nhiéu
yéu t06 quan trong thu hit ho dén
siéu thila cAm gidc thoai mdi khi
mua sam tai Maximark (78%).

Ngoai ra cung cdch phuc vu tot
cingla mot yéu t6 khong kém
phan quan trong (49.7%). Céc yéu
t6 vé su da dang phong phi vé
ching loai hang héa, ¢é chuong
trinh khuyén mai hap dan, chat
luong hang héa tot (49.7%), méi
truong mua ban van minh lich su
ctia siéu thi da thu hut nguovi tiéu
dung dén mua sim hang héa. Cdc
yéu t6 khdc nhu cdch trung bay
hang héa dep, hap dan, cé nhiéu
hang méi la, phuong thic thanh
todn thuén loi cing lam khach
hang quan tdm. Gid ca 1a mét yéu
t6 quan trong nhung chuwa phai
12 méi quan tAm hang dau khi so
sdnh véi chat luong hang hoa, su
thuan loi trong mua sdm. Nhiéu
luc tai siéu thi c6 Véi moén hang

nan nona

51(1 vav hUll DU VUl bUJJ. uguai
nhung khéch hang van chon mua
tai siéu thi boi nhiéu loi ich vo
hinh khdc nhu su yén tAm vé chat
luong, su ton trong khach hang
cta nhan vién phuc vu, duoc gip
do khi can thiét.

Noi thuong xuyén dén mua

(') Khoa kinh té - QTKD, Dai hoc Mo
- Bdn cong Tp. H6 Chi Minh
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Cac loai do dung danh rigng cho em bé l 176

Céc loai san phdm da, gia da
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Db dign, dién tli, dign lanh

Thuic pham tudi song

Nubic ngot, cac loai nubc giai khat
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Do nhja, do gia dung
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Vai voc, giay dép |

Thuc phdm chg bign sén
Dau an, gia vi
Cac loai kem dubng da, miy phdm

D0 hop cac loai

Stia, cac san phdm tir stia |

Bot giat, chét tay rlia cac loai
Céac loai banh keo

M g6i cac loai

Cac loai san pham khac
Quan 4o thi trang

Dau gdi dau, xa bong tam cac loai
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s&m clia nguvi tiéu ding hién nay
la siéu thi trong dé khdach hang
la nit dén siéu thi nhiéu hon nam.
Va do tudi dén siéu thi thuong
nhat la nhém tudi 21-40. Ly do
chti yéu dé nguoi tiéu dung dén
siéu thi 1a khi cAn phai mua sim,
di vao dip 18 t&t cudi tuan, khi c6
thém khoan thu nhap. Thong
thuong nguvi tiéu dung dén siéu
thi thuong di cung ban be, gia
dinh, nguoi yéu ctia ho. Ty 1é
khdch hang nam dén siéu thi mot
minh cao hon ntta.

Cdc méat hang duoc nguoi tiéu
dung chd y chon mua nhiéu nhat
tai siéu thi Maximark la dau goi
d4u, xa bong tdm cdc loai (62.4%),
quén 4o thoi trang (50%), cdc loai
mi géi (37.6%), cdc loai banh keo
(35.5%), bot giat chat tdy rira cdc
loai (33.5%), stta va cdc san pham
ti sita (32.4%), cdc loai do hop
(30.2%). cdc chting loai san pham
khdc c6 ty 1& mua tit 10% — 27%.
Nhin chung cdc mat hang dugc
chon mua nhiéu cht y&u phuc vu
nhu ciu sinh hoat gia dinh (D
thi 1).

Ngudn gbc xudt xd cdc loai
hang thuong duoc chon mua la
hang Viét Nam dac biét la hang
Viét Nam chat luong cao (59.4%),
¢6 dén 71.7% khéch hang tra loi
la ho mua tir 6 va trén 6 mén hang
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D6 thi 1 : Mat hang thuong duoc chon mua tai Maximark.
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Cac san pham lién doanh

Hang nutc ngoai san xudt & VN 259

Hang WNHVNCLC |7
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D4 thi 2 : Ngudn goc cdc mit hang khich hang thuong mua

Tran51% [ ]4.2
. Do thi 8 : Ty 1& % Chi tiéu tai
Tir 41% - 50% maximark trong tong s6 tién danh
cho mua sam.
T 31% - 40% = (137
TU 21% - 30% 1137
Tu 11 % - 20% 1357
Tu0-10%
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12 hang Viét Nam trong tong so
10 mén hang mua tai siéu thi.
Nhu vay hang Viét Nam da duoc
nguoi tiéu dung chap nhén va tro
thanh nguén hang dé tiéu thu doi
v6i siéu thi Maximark. (Do thi 2).

Tuy nhién ty 1& chi tiéu cho
mua sam tai siéu thi cia khdch
hang con khd thap, ¢6 dén 35.7%
s6 khdch hang chi chi tiéu tu 11%
—20% trong tong s6 tién danh cho
mua sam dé tiéu ding tai siéu thi.

25% nguoi chi tiéu dusi 10%. Diéu
nay cho thay siéu thi chuwa tao
duoc sdc hit dé khdch hang gia
tang ty 1é mua sim tai siéu thi.
Muc chi thanh todn cho mot 1an
mua hang tai siéu thi thap nhat
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la 160.000d, trung binh la
240.000d, cao nhat 1a 400.0004.
Trong dé s6 nguvi chi tiéu tir
200.000d tre1én chiém hon phén
nua.

HAau hét khach hang khi mua
hang héa déu quan tAm chi trong
vé chat luong. Cho nén c6 62.9%
s6 khdch hang tra loi thich doi khi
hang héa ching t6 duoc chat
luong ctia san phdm méi mua. Va
khi dén siéu thi c6 mét phan ba
khdch hang tra loi 1a ¢ mua hang
ngoai du dinh (30.3%). Nguyén
nhan chti y&u 1a do anh hubéng cia
chuong trinh khuyén mai giam
gid (42.4%), c6 thém hang méi la
doc ddo (38.8%), khi nhin thay
méi nhé ra mén hang minh can
mua (37.6%). Con cdc yéu té nhu
nguoi di cung gop y (22.9%), nhan
vién siéu thi gidgi thiéu (12.4%),
cdc 1y do khdc (15.9%). Dic biet
¢6 mot s6 khach hang thay nguoi
khac mua ho ciing mua (3.5%). Do
tudi mua hang ngoai du dinh
phan nhiéu roi vao khoang 31 —
40 tudi (53.6%).

Vé mat ddp ing cdc kich thich
tiép thi ctia nguoi tiéu dung thi
c6 dén 65.9% mua hang do c6
khuyén mai (Do thi 4).

58,2% khach hang quan tam
chuong trinh danh cho khdch
hang thuong xuyén. Tuy nhién
chuong trinh nhon nhip nhat o
Maximark la “Maximark véi nhip
song hién dai” chi thu hit duoc
45,6% khdch hang tra loi ¢6 quan
tam, biét dén.

Nhiing khach hang di dén mua
sim tai siéu thi déu cam thay hai
long thoa man 78%. Bén canh d¢
ho con mong mubdn siéu thi day
manh phdt trién thém mot s6 mét
hang va dich vu. Cdc mat hang
mong mudn siéu thi phét trién
thém 1a quan do thoi trang cao
cap 40,5%, rau cu qua sach so ché
déng géi san 39,4%, thuc pham
tuoi séng so ché& déng g6i 37,6%.
Cédcloai hinh nhu gift xe mién phi
cho khdch 71,2%, g6i qua mién
phi 51,8%, noi cho doi ¢6 bdo, tap
chi, nhac ém diu 48,2%, giao hang
tannha 45,3%, tu van khach hang
41,2%, gidi thiéu mat hang mdi
36,5%:.

Da s6 khdch hang nhan xét
trién vong twong lai cta siéu thi
rat lac quan. C6 98,8% khdch
hang danh gia siéu thi Maximark
hoat dong binh thuong va
phat trién.
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‘D0 thi 4 : Mua hang vi ¢ chuong trinh khuyén mai
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hoa Xa héi hoc ma tién
than ctua né 1a khoa Phu
@ hoc duge thanh lap tai

dai hoc Mo — Ban cong TP.HCM
tirnam 1992, 1a khoa dau tién tai
Thanh phé H6 Chi Minh duoc Bo
Gido duc va Dao tao chinh thic
thita nhén cap bang cltnh4n khoa
hoc nganh xa hoi hoc!. T nién
khéa 2002 — 2003, khoa siza doi
chuong trinh cho phu hop véi du
thao chuong trinh khung nganh
xa hoi hoc cia Bo Gido duc va Dao
tao. Theo chuong trinh méi, ngoai
xa hoi hoc la nganh chinh (major),
con c¢6 hai chuyén nganh (dung
hon 1a hai khéi kién thic b6 tro):
Gidi va phdt trién va cong tdc xa
hoi va Phat trién cong dong. Day
cling 1a khoa X& héi hoc dau tién
ctia Thanh phd manh dan t6 chic
cdac chuyén nganh.

Dén nay, khoa da t6 chuc 11
khoa dao tao theo chuong trinh
ctt nhan véi gan 2000 sinh vién
theo hoc; trong dé, c6 bay khéa
da tot nghiép véi trén 418 sinh
vién (chiém ty 1& khoang 40% so
v6i dau vao), gép phan vao viée
dao tao nhéan luc cho linh vuc phéat
trién xa hoi. Hon 20 sinh vién da
va dang theo hoc tién si va cao
hoc 6 nude ngoai, trong d6 mot s6
tot nghiép da trové lam viéce trong
t6 chiic x& hoi 0 trong nuée va quoc
te.

Méc du 1a khoa c6 so luong
sinh vién it nhat cta Dai hoc Mo
¢6 8 giang vién co hitu va nhan
vién, 40 giang vién moi giang, 20
kiém huan vién va khoang 20 co
s0, chuong trinh tham gia thuc
tap cong tac xa hoi cua sinh vién.

DPuoc thanh 14p ngay sau
nhitng nadm dat nuéc di vao con
duong doi mdi, nhing nguvi 6
trach nhiém thiét ké chuong trinh
dao tao cit nhan xa hoi hoc tai
khoa X& hoi hoc da du bdo nhing



