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Walicg Dan nhéap: coéng nghiép hoa
nganh thwc pham

» Cdng nghiép héa nganh thuc pham co6 thé duoc
xem nhw qua trinh tao khoang cach gitra con
ngwodi voi thwe pham:

— Khoang cach dia ly: ngay céng nhiéu cac san pham
cO nguon goc t rat xa (vd: stva bot, nwdc cam, tao
nhap khau)

— Khoang cach nhan thirc: nguwoi tieu dung khong biét
vé cac san pham mai, chung dwoc san xuat nhw thé
nao (vd: Soda)

— Khoang cach ky thuat: quy trinh SX va ché bién tr&
nén phtre tap hon (vd: san pham bién ddi gen, hoa qua
dwoc chiéu xa)

— Khoang cach dia Iy Gia tang cac tac nhan trung glan
trong chudi cung cap (vd: thwong lai, ché bién, ban Ie)




wWalics  Hau qua cla qua trinh tao
khoang cach

« Tai cac thén ban, da phan nong dan tw cung fuw cap
Iwo’ng thwe - thwe phdm. Ho biét rd ngudn goc thue
pham, ho tw kiém soat chat lwong.

. V@i sw phat trién cla thi trwdng thwe pham, nguoi tiéu
dung phai hoc cach tin twong vao:

— Céc tac nhan khong quen biét (nguoi SX tir cac nwdc khac, nén
van héa hoac cong dong khac) — von bi nghi ngo la thich kiem
|l hon la quan tam dén chat lvong.

— Nhan mac, dau hiéu chat lwong di kém san pham.

— CO6ng nghé moi.

— Céc hé thdng ban & méi (ctra hang, tw phuc vu)

* Hoc céach tin twéng la khai niém triru twong, la mot qua
trinh gay lo &u va gay ra phan &ng.
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A. “CHAT LUONG THUC PHAM”
NGHIA LA GIi?



wWalicy Tinh da chirc nang
cua thwec pham

« Thwc pham co thé dap rng cac
chuwrc nang khac nhau, do la chirc
nang sinh hoc, hwong thu (dap wng
s thich), van héa-xa héi, lién quan
dén ban sac va tinh than thién/tién
loi v&i ngwdi st dung.

 Chat lwong: kha nang cua thuc
pham dé dap ng cac chirc nang
khac nhau nay.



Chtrc nang sinh hoc

- nudi séng co thé, duy tri strc khoe
-- Chat lwong dinh dwdng

-- An toan,

-- thudc tinh thuwc pham

Chtrc nang van hoa-xa hoi

- Ngudn gbc dia ly,

- Phan hdéa xa hoi

- San pham thwong mai cédng bang/
than thién voi moi treong.

Chirc nang huwéng thu

- thdm my, vi giac

- V& ngoai cua thwe phdm: mau sac,
hinh dang, bao bi

- Khia canh cdm quan: mui, vi, két cau

- Chéat lwong tiéu héa (cadm giac no: gao
nép no lau hon)

Tinh than thién/ tién dung
v&i ngwoi tieu dung

- Tién lgi cho mua ban: déng goi

- Tién lgi cho st dung: dé nau nwéng

va bao quan :

- Khia canh khac: th¢i gian chuan bi,

sw 6n dinh két cau : -

- Thong tin va truy xuat nguén goc

cla san pham
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Chat lwong lién quan dén mét chire
nang, cliing nhw v&i mot doi twong st
dung cu thé va cdm nhan cua anh ta.
Chat lwong khach quan lién quan dén
sw danh gia co thé do lwdng va kiém tra
dwa trén cac tiéu chuan dinh san.
Nguwi tiéu dung co thé khéng nhan
thirc dwoc cac khia canh chat lwong
bén trong san pham. Tuy vay, anh ta
cling c6 thé gan chat lwong von khéng
c6 trong san pham.



walicg “chat lwong khach quan”

va “chat lwgng cdm quan’

Chat lwong:
khach quan,
nhwng khéng
dwoc cam nhan

Chat lwong:
dwoc cam nhan,
nhwng khéng
khach quan

Chat lwong:
khach quan va
dwoc cam nha

Chat lwong khach quan Chat lwg'ng cam quan
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Khia canh xa hoi cua chat lvong

 C4c nha nghién ctru tiép thi dwa ra khai
niém “4P” (nhan thirc/ ca nhan/ dia diém/
san pham), la cach khac dé nhan manh
rang chat lwong 1a mét qua trinh nhan
thire.

« Chat lwong co thé cé ndi dung khac nhau
doi v&i cac doi twong, sdn pham va dia
diém khac nhau.

« Vi thé, chat lwong thwe phdm co thé duoc
coi nhw modt cau trdc xa hoi: tieu chi chat
lwong thay doi theo thoi gian, khong glan
va chuan muc xa hoi.
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B. LAM THE NAO BE NHAN
DIEN CHAT LUQNG:

QUA TRINH DANH GIA
CHAT LUQNG
CUA NGUOI TIEU DUNG
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walics  Nguoi tidu ding nhan dién
chat lwong nhuw thé nao?

v D0 twoi song cda san pham cé thé duoc
danh gia bang kinh nghiém cam quan
(nhin, ngwi)...

* hoac can cw vao thong tin trén bao bi.
Trong trwdng hop nay, niém tin dwoc gl
vao don vi/co sé cung cap thong tin.

v" Vi du khac: khi ngwdi tiéu dung tim mua
thit dé la do khia canh thAm my cda chat
lwong

...hay vi mau nay la mau chi dinh dé twoi
cua thit.
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Walicg CAC THUOQC TiNH CUA
CHAT LUONG

M6t san phdm co thé dwoc danh
gia dwol “mot mo thudc tinh”
(Lancaster, 1966): lién quan dén:

« Gia ca

» Sy san co: trong khdng gian (cac
diém ban) va thdi gian (mua vu,
guanh nam)

« Chat lwong
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alic . )
wallce 3 1idu thuéc tinh chét lwong

Thuéc tinh chat lwong Thudc tinh chat lwong

Cac thuéc tinh
nghién ctru
(hay thudc tinh kién
thuec)

Ngudi tiéu ding co thé
xac dinh cac thudc tinh
nay khi mua san pham

Mui,
Bé ngoai,

Kinh nghiém

Nguwoi tiéu dung chi biét
cac thudbc tinh nay sau
khi mua san pham.

Vi
D6 twoi song
Tién dung

Tin twéng

Nguwoi tieu dung khbéng
thé tw minh danh gia
dang thudc tinh nay

An toan cho strc khoe
S dung chat tw nhién
Than thién v&i moi
trwwdng

..... 13



wWalicy QuUA TRINH DANH GIA CHAT LUQNG
TRU'C TIEP VA GIAN TIEP

- Panh gia chat lwong trwe tiép lién quan
dén kha nang tw danh gia chat lwong san
pham cua ngudi tiéu dung

- Panh gia chat lwong gian tiep Nguoi
tiéu dung chi co thé dwa vao thdng tin do
bén th& 3 cung cap.

« Swtin twdng la diéu cot yéu trong qué
trinh danh gié chat lvong gian tiép. N6
thay thé céc giac quan, ky ndng va kinh
nghiém von dwoc huy déng trong danh
gia truec tiép 14



“alice 3. MQT SO Vi DY VE YEU CAU CUA
NGUO'l TIEU DUNG VA QUA TRINH
DANH GIA CHAT LUONG O VIET NAM

* Ngwoi mua hang ¢ Viét Nam huy dong qua
trinh danh gié chat lwong truec tiép va gian
tiep nhw thé nao?

 Rau muong
Gion sau khi nau/ludc
“xanh, nhwng khéng xanh sam”
Khong c6 mui la
C6 sau, hodc dau hiéu co sau (chi dinh)

 Thitlon
Mau twoi sang (phan nac doé twoi),
Bi c6 mau sang, khdong not
M& day, mau trang

\
DA rever AL
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wWalicy Qua trinh danh gia chat lwong
O siéu thi

« Qua trinh nay hoi khac. Hau hét cac san
phém ban tai cac siéu thi dwgc dong gaoi,
hoac dwoc phuc vu b&i cac nhan vién deo
gang tay. Pay la qua trinh gian tiép. Tin twdng
dwoc dwa trén danh tiéng cla siéu thj va cla
thwong hiéu. Doi v&éi mot s ngudi, gia cao
hon clng co thé dwoc coi la mét dau hiéu cla
chat lwong tot hon.

« Siéu thi thanh cong voi ngwoi mua hang it
kKinh nghiém nhw dan 6ng hoac khach hang
tré .. nhirng nguwdi khéng cé ky nang phan
biét thwe pham kém chat lvong.
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C. SU' TIN TUONG VAO
CAC DAU HIEU CHAT LUONG
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wWalics Lam thé nao dé tin twdng vao
chat lwong?

= Ban hanh cac dau hiéu chat lwong la khéng du
dé théng bao cho ngudi tiéu dung. Niém tin cla
ngwol tieu dung vao co quan chiu trach nhiém
phat hanh cac dau hiéu 1a diéu thiét yéu dé dam
bao do tin cay.

= Theo Sylvander (1995), s tin two'ng trong thuwc
pham dwa trén cac quy wdc chat lwong:

— niém tin chung gitra ngwdi ban va nguwdi mua,
tao thuan loi cho thda thuan vé chat lwong

— va do do giup viéc mua ban thanh hién thwc.
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T6i can tin twdng vao ai?

5 quy wéde chat lwong

Quy worce thi treong

Quy woc noi bo
Quy woc dan sw

Quy wdc cong nghiép

Quy woc tham do 'y
kién

Dwa hoan toan vao quan hé thj trvong
vagiaca

Sw phdi hop gitra cac tac nhan dua
trén sw tin twé'ng ca nhan duwoc hinh
thanh trong giao dich trwéc do

Sw phdi hop hanh dong duwoc dwa
trgén sw gia nhap cua cac tac nhan vao
to chirc tap the

Sw phdi hop va trao déi dwa trén sy
tén trong cac tieu chuan.

Chat lwgng hang héa duoc danh gia
b&i y kien cua nhirng ngwi khac va
danh tieng cua cac tac nhan lién quan
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Niém tin vao chat lwong vé sinh cla cac loai rau
c6 hoac khéng c6 nhan hiéu “rau sach", theo cac diém ban:
cho tam, cho truyén thong, siéu thi

(Mayer J., 2006).
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KET LUAN:

TU YEU CAU CUA NGUO'l TIEU DUNG
DEN NHU CAU CUA THI TRUONG

21



wWalicy Han ché cla diéu tra
ngwol tieu dung
» Yéu cau cla ngudi tiéu dung (bao
goOm gia ca, sw san co, tinh tién loi...
khong c6 moi twong quan truc tiép
v&i nhu cau tiéu dung cac san pham,
nhw chidng toi van nghi

N

— Du lwgng thudc BVTV trong rau.
— gia cao dé nang cao chat lwong thit lon.
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alic ,
Walice K&t luan

. Chat lwvong khéng dwa vao cac tiéu chuan khach
guan, ma vao s da dang muc dich st dung va
nguoi st dung.

* Y&u cau clia ngudi tiéu dung lién quan dén

— dac diém cla san pham
— nhu cau vé cac dau hiéu chat lwong dang tin
cay va cac thé ché dang tin cay

« Cac nwdc mai ndi = cong nghiép hoa nhanh:
Nguwdi tiéu dung cling phai chuyén nhanh tir qua
trinh danh gia chat lwong trwe tiép sang gian tié%



wWalice Thong diép can nhan nhu
cho nghién ctru thi treo'ng va nguoi tieu dung

Chat lwong = SLp trong mot tinh huong
khéng chac chan/khong c6 chat Iuo’ng "tong thé".
Phu thubc vao viéc sir dung va ngudi str dung.

> Bat dau bang phdng van dinh tinh, nhém tap trung, dé
xac dinh cac thudc tinh quan trong

> Viéc chon mau phai cdn cie vao cac phan khuc thi
trurong / loai nguwoi str dung

> Muc dich st dung phai dwoc dwa vao trong diéu tra

> Thuwe hanh tai nha phai dworc tinh dén

Chat lwong = van dé - Ai da diéu kién, trén co

s& nao, co dang tin khong’? Niém tin vao nhan
méac khong phai bat di bat dich

> Nhén thirc cua ngwoi tiéu dung vé cac tac nhan va céac
thé ché chat Iwong thue pham phai dworc tinh dén.
> Céac thé che quan ly chat Iwong c6 vai tro rat quan &ong

(vd: hé théng kiém soat bén trong..)
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Xin cam on!

www.malica-asia.orq

denis.sautier@cirad.ft
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