NGHIEN cUU & PHAT TRIEN

(Ti€p theo ky trude)

4, Cic giai phap lién quan dén
khach hang

Philip Kotler viét: “Ngiy nay
nhifng cong ty chiCn thing 14 nhitng
cOng ty lam thda miin diy dii nhit va
thye sy ldm vui long nhitng khich
hang muc tiéu clia minh™ va “ho hél
stfc quan tim dén chil lugng dich vu
nhiim ddp @ng va thim chi con vuot
cao hon sy mong ddi clia khdch
hang™,

Théa man khdach hang

Vi niing lyc sin xudt ctia nén
kinh (& th€ gidi hié¢n nay moi nhu ciu
ctia con ngudi déu dudc chi ¥ 18i va
sdn sang duge ddp tng véi mot
lugng cung 1dn hon ciu. Vi the cla
ngudi bin va ngudti mua di thay déi,
ngudi mua ¢6 nhidu quyén lyta chon
hon va ho s& d&n vdi ai ¢6 khi ning
thda min nhu ciu cda ho va lam hai
lbng ho nhdl. Vai trd “thugng da&™
cia khdch hang ngdy cang dugc
khing dinh: “.. Khich hang 1a muc
dich ctia ¢cong vice. Khong phai ta
chi€u ¢6 d&n khich hang khi phuc vu
ho ... ma chinh khidch hang da chicu
¢ dén ching ta khi cho ching ta ¢
hoi d€ phyc vu ho™, “Khich hiang Ia
ngudi glti gdm cho chiing ta nhitng
mong mudn ctia ho. Nhi¢m vu clia ta
la théa man nhitng mong mudn dé
sao cho ¢d 1di cho ho v cho ¢d bdn
than chiing ta nita™. Nhitng phudng
chim cia c¢dng ty L.L.Becan ma
Philip Kotler din ra trong cudn sdch
ctia minh dudng nhu da gidi thich dd
Iy do Iam sao phai thda min khdch
hang. Nhung ¢é IE ciing khong thira
khi so sdnh quan di€m bdn hing v
quan di€ém marketing, nhit 1a trong
di¢uki¢n cta Viet Nam hi¢n nay khi
phdn nhiéu cdc nha sin xudt kinh
doanh viin chay thco muc tiéu lam
sao bdn duge nhidu hang. Phét biu
ctia Theodoe Levitt phin dnh sy
Lwong phin gu?d. guandiém h'ln hiing
vi quan diém marketing: * Quan
diém bin hing tdp trung vao nhimg
nhu cdu clia ngudi bin: quan diém
marketing thi chii trong dén nhu ciu
clangudi mua. Quan diém bédn hing
d¢€ tam d&n nhu cu ctia ngudi bin 1a
lam thé€ nio d€ bién sin phim cila
minh thinh tién mit, quan di€ém
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Cae giai phap ning cao
nang lvc canh tranh cua
cac doanh nghiép dét may
chuin bi cho hdi nhap

marketing thi quan tim dé€n ¥ wéng
thda man nhitng nhu ciu cia khich
hang bling chinh sdn phim va (4t c4
nhifng gi lién quan dén viée o ra,
cung u'nt_ va cudi cling 1A tiéu diing
sdn pham dé™. Nhu‘ng ¢6 1€ noi cho
don gidn dé hi€u hon thi quan diém
bdn hang tim ki€m I¢i nhudn thong
qua khdi lugng tiéu thy, quan diém
marketing tim ki€m 1di nhudn thong
qua si théa méin khdch hang.

Nhu vay théa mdn khdch hang
la mét dic trung clia markeling hién
dai va bdtl cf nha sin xudt kinh
doanh ndo ciing phai nhin thie dudge
vin dé d6. Qua khio sdt 6 cong ty
dét may I6n cho thdy 5/6 cong Ly di
thdly duge vai trd quan rong clia
khdch hang, 3/6 cong ty da ¢é nhﬁ’n}__
bi¢n phdp d€ thdéa min nhu ciu clia
khich hiang va ¢6 cong ty di xdc
dinh thda man khdch hang la muc
tiéu hang dau clia minh, va hdn thé
nita phdi lam cho khdch hang “thich
thi”. BE thye hién duge muc tidu
ndy cin phdi ndm bit duge nhu ciu
ctia khdch, ngoii cdc yéu ciu vé sin
phdm, chat lugng, tidn do, gid ¢d con
cde yéu cdu khdc khong kém phin
quan trong d6 12 thdi do phuc vu, 16¢
do thong tin, dich vy hiu mai... Viée
trd 11 thong tin cho khdch, gidi
quy€&tkhi€unai cia khdch cling phéi

dude dit thanh muc tiéu va thé ché

hod dé€ trdnh tiy tién.

Khéong chi dirng lai & vi¢e thoa
mién nhitng nhu cdu cia khdch hing
vé siin phim, dich vy dang cung ¢ap
ma con di xa hon dé 14 thdéa min
nhitng tdc mudn siu xa cta ho dé
ring budc ho mot cdch vo hinh vdi

Thac si CHU VAN HIEN

cOng Ly nhu: Mot khdch hang van 1a
gido vicn ludn ludén duge moi phdt
bi¢u trude trong cdc cude gap mit
khdch hing nhut 1a mét s the hién
truyén thong “16n su trong dao”,
mdt khdch hang khic duge ting mot
mon qua ding vdi sd thich clia minh
.. Cdc khidch hang hién nay khong
chi ¢6 nhu cdu vé tién bac, I¢i nhuin
ma ¢6 ¢i nhu cdu duge Iing nghe,
dudc 1on trong va duge dinh gid cao
su déng gép ciia ho dSi véi doanh
nghi¢p. Pdp dng nhu cdu d6 cin
phii tao diéu ki¢n d¢ khdch hang ¢6
¢ hdi ndi 1én Liéng ndi clia minh, va
phii cho ho thiy ¥ kicn ciia ho duge
ghi nhiin va nghi¢n ctfu dp dyng.

C6 mot kinh nghiém ma chiing
(61 thily hodn odn ¢6 thé nhin rGng
dé Ia tdng ky niém chuong cho
khidch hiing ¢6 nhiéu dong g6p h.mL'
nam, Ching (61 da thiy nhitng 1Am
ky ni¢m chuong dé dugce treo trang
trong trong phong khdch clia cdc
khdch hiang. Tdém ky ni¢m chudng
nhiic¢ nhG ho hiing ngay vé mdi quan
hé gdn bé vdi cong ty vd ho s¢
khong ditra duge,khéng bo di dudge.
* Bue ldm — cif 1am nhu vay thi chét
cong ty " mdt khich hang di ndi vdi
chiing 161 nhu vily sau khi phin dng
gay gt véi bo phan ky thuit vé mot
16 hang kém chét lugng, khong bicl
tr lde nao ho di coi minh nhu ld mot
phiin clia cong Ly, ¢6 trich nhiém vdi
thinh suy ctia né — ¢6 I¢ ddy chinh 1a
long trung thanh cia khich hang doi
vai doanh nghiép.

Cidc doanh nghi¢p thudng giao
chi tiéu cho bd phin marketing, bo
phin kinh doanh phii tim ki€m va
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phdt tri€n dugc bao nhiéu khdch
hing mdi mdt nim ma quén mat la
dd khai thdc hét kha ning cia nhifng

. khdch hang hi¢én ¢6 hay chua? “Hiy
_ lo phuc vu t6i nay, lo tim ki€m don
I hang & dau?”, mdt khich hang
| truyén th6ng néi nhur vy va qua thit
- khdch hang d6 con rdt nhi¢u khd
| ning d€ dit hang.

Theo Philip Kotler = 1y thuyét

~ va thye ién marketing ¢4 dién da

tip trung vao nghé thudt thu hit

| khdch hang mdi chif khong phdi 1a
~ giit khdch hang hién ¢6 trong khi dé

“marketing tdn ¢éng thuting t6n kém
hon marketing phong ngy, vi no doi

. héinhiéu cong st va chi phi d& lam

cho nhitng khdch hitng dang hiti long
tr bo nhitng ngudi cung dng hicn cd
ctia minh™ vd “ngay nay cdc cng Ly
déu ra stc gift khich hing cida
minh"”. Ngudi ta cling di phdt hién
ra riing chi phi duy tri khidch hiing cii
nho hon rat nhiéu so vdi chi phi phat
trién mot khdch hang mdi va cing
nhd hdn chi phi khai phuc lai mot
khdch hing cit dda bd di sau khi
khong dudge théa min, Chinh vily do
d6 duy tri va khai thdc 18i da cdc
khdch hing hi¢n ¢6, tao mdi quan hé
gin bé d6i véi ho, chia s¢ vdi ho,
phdt trién ho thanh cde khdch hang
trung thanh 12 wu tién hang ddu clia
ddi ngii marketing hi¢n nay.

Khdch hang trung thanh

Khdeh hang trung thanh (loyal
customers) 1 nhitng khdch hang da
¢6 quan hé liu dai, truyén thong d6i
v@di doanh nghi¢p, ho s¢ khéng rdi
hé doanh nghiép khi ma con ¢6 thé
dam phiin, trung hoa duge cdc mau
thudn. Ngudi ta coi vice xidy dung
doi ngii khdach hang trung thanh
truyén thong nhu 1a mot 1gi thé canh
tranh clia doanh nghiép xudt phat
quan ni¢m bit c1f doanh nghiép nao
ton tai rén thj trudng dcu phai lam
(6t hai khiu :quin tri chat lugng va
thda min khich hang, do viy thoa
min khdch hang khdng con la mdt
Igi th€ canh tranh ma long trung
thanh clia khdch hing mdi 13 1gi the
canh tranh va 12 y&u 18 quy&ldinh su
thinh ¢6ng ctia doanh nghiép.

Trong binh phdp Ton tif thién
thit nim “binh th&™ ¢6 mot doan vé
kv binh vi chinh binh * Pdnh gidc
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nén 13y chinh d€ nghinh dich va 1y
ky d€ thing dich”. “Thdng sodi ba
quan dudng diu véi dich ma khong
thét bai, d6 1a nhd ky chinh™.
Ching 161 muén mugn khdi
niém ky binh va chinh binh d€ thé
hién vai rd clia khdch hang truyén
théng vd khdch hing mdi. Khdch
hang mdi (ky binh) 1a dong lyc thic
ddy sy phét trién clia doanh nghiép
vd cin biing mdi quan hé doanh
nghi¢p va khdch hang nhing khdch
hang truyén thng (chinh binh) lai 1a
chd dua vitng chdc cho hoat dong
san  xudt kinh doanh ctia doanh
nghi¢p trong moi quan hé cing
thing. Kinh nghi¢m cho thdy doi
ngii khdch hing mdi chi dem lai
khodng 20 % doanh s& hing nim,
nhung ddi ngli nay lai thdi mot lubng
sinh khi mdi vao doanh nghiép, do
viéc khi ho d&n véi doanh nghiép
mang theo kinh nghiém, miu ma
hang hod va phong cich kinh doanh
mdi la, chinh nhd ¢6 ho doanh
nghiép mdi xdc dinh duge cdc bién
phdp ¢di1i€n d6i mdi clia minh nhim
d4p tng t6t han nhu ciu cda khdch
hang va thi trudng —c6 thé ndi dong
Iirc d€ phat tri€n nim trong s& nhitng
khdch hang mdi nay. Trong khi d6
khdch hang truyén thdng chi€m 16i
80% doanh s8, s¢€ 1a lyc Iugng chii
Iye 1am chd dya cho hoat ddng sin
xuil kinh doanh ¢la doanh nghi¢p.
L& dudng nhién van dé ndy c6 tinh
chi'l wong déi, ciing giong nhuky va
chinh “ky chinh sinh ra nhau xoay
van khong dift, ¢6 ai bidt h&L duge?”.
C6 hai gidi phdp xav dung long
trung thanh ciia khdach hang, do la
ddy manh hoat dong do ludng, quén
tri khdch hang va xdy dyng “thiu
kinh ctia khdch hing” d€ ddnh gid
san phdm dich vy clia doanh nghiép.
Cu thé :
- P4y manh hoat dong do luting
va quén tri khdch hing bao gdm 3
ndi dung: Thu thip thudng xuyén
céc thong tin vé khdch hang; truyén
b4 thong tin trong toan bd 15 chic; sit

dung théng tin nay dé duy tr, cdi

ti€n, phdt minh trong cdc sdn phim
v quy trinh. Théng qua dé s€ xdc
dinh nhu ciu cia khdch hing khéng
chi'ctia hGm nay ma con du bdo cho
cd tudng lai.

- Xdy dung “thdu kinh clia
khich hing” nhiim dim bdo sy
thGng nhal trong ngdn ngif giao Lép
gifta hai bén, d6 l1a qud trinh dich
chuyén din vé nhin thic cdce sin
pham, dich vy cho di khi ¢6 sy ddng
nhal véi khdch hang.

Cd doanh nghiép di xa hon dé
la chia s¢é moi vin d& vdi khdch
hang. Cing véicdc khdach hiang thio
ludn cdc chinh sdch kinh doanh trén
ed sd ddm bdo 101 ich clia hai bén,
chia sé cdc khé khiin vé tii chinh, thi
trudng A€ kéu goi cdc khich hang hd
trg (v chua ¢6 khich hang nao tir
chdi trong nhitng vi€c nhu vay),
cung ¢ip cdc thong tin vé qud trinh
thure hién don hing chia khdch cing
du phong trude cdc tinh hudng rii
r0.... Chia $é cic van dé vdi khdch
chinh 1a viéc “chuyén cdi lo ciia
minh thanh cdi lo clia ngudi khdc”,
khi khdch hiang da ciing ching ta lo
ldng cong viée clia cong y, ho s€ coi
cong ty la ctia minh va s& khdng khi
nao xa rdi nd. Chinh nhd dé ma
doanh nghiép dé ¢ mdt ddi ngi
khiach hiang tuyén théng trung
thanh gin b6 nhiéu nim, ho vui

ciing cdi vui ciia cong ty, lo cling cdi -

lo clia ¢Ong ty... Nhitng khdch hang
ndy nhirmdt phin khong thé chia cit
clia cdng ty va ¢d I¢ do chinh la mdt
Igi th& canh tranh bén viing trong
dié¢u kién mdi.

Trong mdt nghién cttu diéu tra
mdi diy tai mot cong ty dét may vé
moi quan hé giita su thGa man vi
quy&ldinh mua hang ctia cdc khdch
hiing cho thdy :

+ Cic nd lyce cdi ti¢n cha cong
ty laim thoa man khdch hang 16t hon,
st théa min d6 thé hién qua bdn
thin k& qua phuc vu khdch hang,
dbng thifi ciing thé hién qua sy ¢d
gdng cla cong ty d€ thye higén muc
liéu nay.

+ Cdc nd lyc cdi tién lién e
cling lam cho khdch hang cdm thdy
tin Wdng vi giin b6 hon véicong Ly.

+Khi khich hang duge thoa
man thi ho & ¢6 thdi dd 01 ddi vdi
¢ong ty, nghién citu cho thiy dnh
hudng rit manh mé cia sy thodn
min khdch hiang dén thdi d§ cua
khidch hiing doi vai cong ty. Nhu vy
n&u théa min 16t cho khidch hing
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chiing ta s¢ tim ki€m dugc long trung
thainh ciia ho.

+ Khdch hiang ¢ thdi do 161 véi
cOng ty, khi niing mua hang efa ho
$€ cao hon.

Nhu vy mifc d6 thoa min clia
khdch hang ¢6 dnh hudng duong doi
vdi quyEl dinh mua hiing clia khdch
théng qua thdi dd doi véi cong ty.
Quy¢€t dinh mua hiing clia khdch lai
phu thude vao long trung thinh ddi
vdi cong ty, d€n lugt nd 1ong trung
thiinh lai phu thude vao mie do thoa
man clia khdach hang va nd luc cdi
Lién cla cong ty.

Nghién cttu trén ciing cho thdy
trong 5 y€u 6 gid cd, chat lugng,
miu ma, 1i¢n do va phuc vu. Yéu 1§
mau ma dugc coi 1a quan trong nhil,
y&u 16 k& 1i€p 1a phuc vu t4n tinh chu
ddo, sau d6 mdi 3i yéu cdu vé 1ién
d6, chil lugng va cudi cing mdi 1a
gid ¢d. Picu do cho thily y&u 1o phuc
vu ¢l vai lrd ngdy cang quan trong,

St dung Internet

bé thoa min duge khdch, aé
im ki€m long trung thinh cta ho
xdy dung ho g thanh cdc khdch
hang truyén thong thi diéu kién tién
quy€t diu tién I phdiling nghe ho,
ghi nhin nhitng déng gép cua ho,
Am (W nguyén vong cla ho... d€ cdi
(i€n hoat dong ctia minh nhiim thoa
min cho ho dude 61 hon, dong thai
cling phii cho ho bi€t dién tién thyc
hi¢n cdc yéu ciu ctia ho d€ ho ¢6 thé
cling chia s¢ va théng cim vdinhitng
khé khin (néu c¢6) ctia doanh
nghiép. Mot cong cu quan trong dé
thue hién cOng viée nay do la
Internet. Ngoai vice stf dung e-mail
dé théng tin cho khdch vé tinh hinh
thire hién yéu cau cta khdch, tinh
hinh clia doanh nghi¢p ciing nhu
chinh sdch kinh doanh ctia doanh
nghi¢p va thu thip ¥ kicn, yéu cdu
ctia khdch, can phditién mdtbude xa
han dé 14 thanh [dp mot website cho
muc dich nay.

Hién nay da sd cdc cong ty dét
may & Vinatex da ¢é website riéng,
nhung da phin 1a website tinh, thudn
tuy gidi thi¢u vé cong ty va cdc sdn
phim clia ¢cong ty khong duge cadp
nhit thudng xuyén va khdng ¢6 phin
d6i thoai véi khidch hang. Mot vii
doanh nghiép ¢6 ti€n bd hon la cd
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thé¢m phin ti€p nhdn don hing va
thong tin ctia khdch nhung ciing chi
ditng ¢ mife do do, cdc phan thong
tin con lai gdn nhi khong thay ddi,
cho nén sau vii lin c¢ip nhit khong
¢6 gl mdi nhiéu khi khdch hang ciing
khong quan tam. O diy s& khong
ban siau vé vin dé websile clia cic
doanh nghiép, ¢ day chi dé xuat mot
gidi phdp ting cudng mdi quan hé
vdi khdch hang trén trang web, dé 1a
tao ldp | trang giao dich vdi khdch
hang. Trén trang nay c¢6 cdc thong
tin mdi vé chinh sdch kinh doanh,cdc
thong bdo mdi cla doanh nghiép,
thong tin v&é mit hang méi ... Ngoai
ra mdi khdch hing s¢ ¢6 ma s6 riéng
dé (€p can vdi cdc théng tin riéng
ctia minh nhuf tinh hinh thye hién don
hing ciia khdch, tdn kho, cong nd,
di&n 1i€n cdc hgp ddng, cdc dé nghi,
cdc luu ¥ ... Viée thye hién trang web
nht viy hoan toan ¢6 thé thufc hi¢n
dudge ma khong 16n kém bao nhiéu,
vin dé & chd 16 chite bd mdy va con
ngudi dé thyc hién.

P& md rong pham vi clia cOng
cu Internet, ching 16 xin gidi thi¢u
mdt s6 trang web gidp thi€t 1ap cdc
survey d€ thu thiap ¥ ki€n khdch
hang va gitip thu thip ¥ ki€n khédch
hing trén toan th€ gidi vé cdc van dé
lién quan thong qua mang Internet.
Piy la mdt ¢cong cu vo cung hitu
hi¢u trong nghién cifu marketing va
giao dich vdi khdach hang nhung lai
chura duge phé bién § Vit Nam. Py
1a mdtcdng cu nghién eitu trire wyén
rit quy gid, ¢6 th€ sit dung d€ ddnh
gid mic do thda mian cta khdch
hing, long trung thinh ctia khdch va
ghi nhin nhitng y ki€n dong gop cla
khédch hang. Cédc budce thire hién don
gian qua 7 budc :

1. Download va cai dil trén
mdy clia minh;

2. Xdy dung web survey biing
cdch st dung ¢6ng cu survey wizard,

3. Xem xétlai web survey rude
khi ban hanh;

4. Gtri Ién mang Internet (pub-
lish);

5. M&i moi ngudi tham gia Web
survey biing cdch giti ¢ — mail;

6. Nhan k&t qua va cong bd két
qud;

7. Luu gilt két qua.

M6t s6 website nhie Netre-
flector.com duge sit dung dé do
ludng su thda min (satisfaction) va
Iong trung thinh (loyalty) ctia
khdch, gitip gia ting s lan giao dich
lip lai va gia ting doanh s§ .
Website hyperlink
“hitp://www.surveyguy.com”
Surveyguy.com gidp do ludng su
thda man chia khdch hang va nhén
vién ddng thdi hd trg cic hoat dong
ting ning sudl vd hiéu suat, Cdc
website  khdc  nhu  hyperlink
“zoomerang.com” zoomerang;
custominsight; websurveyor;
hyperlink  “satmetrix™ satmelrix;
hyperlink  “http://www.perseusde-
velopment.com/surveytips/white-
papers.html™ perscusdevelopment;
surveytips ; surveymonkey... ¢6 thé
tham khdo tryc (i€p trén mang
internet.

Két luan

Cic giai phdp da trinh bay trén
diy ¢6 thé go6i gon trong 8 chit : sdng
tao, linh hoat, chuyén nghiép, than
thién trong do6 :

® Sing tao trong né wanh canh
tranh

@ Linh hoat trong 1§ chifc quén Iy

® Chuyén nghiép trong hoat
dong

® Thin thién trong quan hé
khdch hing

VGi cdc gidi phdp cu thé, it
nhiéu di duge ki€ém ching trong
thuc tién, chiing 16i hy vong riing s¢
14 mot gdi y cho cdc nha quén tri ctia
cdc doanh nghi¢p dét may trong qud
trinh nghién cifu ning cao ning luc
canh tranh cia doanh nghi¢p minh,
chudn bi bude vio hdi nhip véi mot
wr the chuyén nghiép hon, manh mé
hon..sZn sing d6i diu véi nhitng ddi
tht canh tranh manh nhit =
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