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SU'HAI LONG CUA KHACH HANG TRONG TIEU THU SAN PHAM
THU'C AN CHAN NUOI CUA CONG TY TNHH HA VIET TAI PHU THO

DUONG THI HOA, Truong Pai hoc Nong Nghiép Ha Ngi

Tom tit: Nghién czu tién hanh nham danh gid mitc dg hai long cua khach hang trong tiéu
thy san pham cua cong ty TNHH Ha Viét tai khu vic Phi Tho, tir d6 lam co so dé dé xudt
giai phap nham tang cuong kha nang dap vng nhu cau cua khdch hang va day manh hon
viéc tiéu thy san pham. Bang viéc diéu tra théng quan bang cau héi trén 20 dai ly va 50 hg
chdn nudi va trai chan nuéi sir dung san pham cua cong ty TNHH Ha Viét, két qua nghién
cizu cho thdy ¢ mét sé yéu to chinh danh hwong téi sie hai 10ng cia khach hang la chat
lirong san pham, gia cd va mét so yéu té khac nhu mau ma, dich vy ban hang va thdi dé cia

nhan vién ban hang...

1. Pt van dé

Trong moi truong canh tranh hién nay
khach hang 1a nhan té quyét dinh su ton tai cua
doanh nghiép. Doanh nghi¢p nao danh duoc
mdi quan tdm va sy trung thanh caa khéach hang
doanh nghiép d6 s& thang loi va phét trién.
Chién lugc kinh doanh huéng téi khach hang la
muc tiéu hang dau cua cac doanh nghiép, lam
thé nao dé dem dén cho khach hang sy hai long
t6t nhat luén 1a van dé cac doanh nghiép cb
gang lam hét kha nang cta minh. Viéc lam
khach hang hai long da tr¢ thanh mot viéc quan
trong dbi vai cac doanh nghiép va td chuc trong
nd luc nang cao chat lwgng san pham dich v,
dé tir d6 nang cao niang luc canh tranh cua
doanh nghiép. Vi vay nghién ctu sy hai long
cua khach hang dbi véi doanh nghiép 1a mot
cong viéc thuc hién thuong xuyén va lién tuc dé
dap (ng nhu cau cua ho, tir d6 doanh nghiép c6
thé dap ung tét hon nhu cau caa khach hang
lam cho ho hai 16ng va thoa mén voi san pham
va dich vy cua doanh nghiép.
2. Phwong phap nghién ciru
2.1. Thu thdp sé li¢u
2.1.1. Thu thdp sé liéu thi cdp

S6 ligu thtr cdp cua dé tai duoc thu thap tur
cac nguon sach béo, tap chi, cac trang web trén
mang internet, cac nghién cau c6 lién quan
cuing cé4c thdng tin thi cap duoc Iy tir phong ké

ciing anh hwong toi su hai long cua khach hang.

toan, phong kinh doanh, phong hanh chinh cua
Cong ty. Céac thong tin nay miéu ta qua trinh
hinh thanh, phat trién va tinh hinh hoat dong
san xuat kinh doanh ctiia Cong ty va nhiing van
dé lién quan t6i co so |y luan vé su hai long cua
khéch hang.

2.1.2. Thu thdp sé liéu so cap

Pé thu thap sb liu thir cap, dé tai su dung
phu’orng phap phong van siu, phong van ciu
trdc va ban Cau trdc voi cac nong ho, t6 hop va
cac dai ly vé hoat dong cung tng san pham thirc
an chin nudi, tim hiéu nhiing nhu cau, mic do
hai 1ong cua khach hang vé san pham cia Cong
ty.

Vi muc tiéu caa dé tai la do luong su hai
long theo d6 dé tai sir dung mot bang cau hoi dé
phong van voi cac dbi twong khach hang cua
Cong ty. Co 2 nhom khach hang duogc phong
van truc tiép:

- Nhom thtr nhét 1a cac dai ly ban 1¢é trén dia
ban. C6 20 dai 1y dugc phong van truc tiép.

- Nhém thir hai la khach hang tiéu dung san
pham cudi cung. Chinh 1a cac ho chin nudi va
cac to hop chan nudi st dung truc tiép san
pham cho myc dich chan nuéi. Tién hanh phong
van 50 ho chan nudi va mot td hop chan nuoi.
2.2. Phwong phdp sir 1y s6 liéu

Sau khi c6 duoc thong tin tién hanh phan
loai sap xép va tong hop thdng tin, sb liéu s&



duoc sir ly tiép theo bang phan mém SPSS va
Excel.
2.3 Phwong phap phdn tich
2.3.1. Phuwong phdp thong ké mé ta

Théng ké md ta duoc sir dung dé md ta
nhitng dac tinh co ban cua dir liéu thu thap dugc
tr nghién cuu thuc nghiém qua cac cach thac
khéc nhau. Théng ké md ta cung cip nhiing tém
tit don gian vé miu va cac thude do. Sau khi da
xéac dinh duoc hé thdng chi tiéu do lwdng mirc
d6 hai long va thu thap cac dir liéu tor khach
hang
2.3.2. Phuong phap sur dung thang do Likert

Thang do Likert duoc st dung rong rai
trong nghién ctru marketing, ky thuat nay trinh
bay thang do 5 muc d6 tir 1 diém (thé hién y
kién cho rang ho c6 muc ky vong khdng nhiéu
hoic mac hai 1ong rat thip) dén 5 diém (thé
hién mic ky vong rat cao hoic mirc do rat hai
long). Vai cach thiét ké bang cau hoi nhu vay,
Khéch hang s& cho biét ky vong va cam nhan
ctia minh vé cac thudc tinh caa san pham bang
cach khoanh tron vao con sé thich hgp. Bang
cach nay sé& gitp lugng hoa dugc y kién cua
ngudi duoc diéu tra.
2.3.3. Phuwrong phdp phdén tich nhén té

Phan tich nhan t6 1a tén chung cia mot
nhém céc thu tuc dugc str dung cha yéu dé thu
thap va tom tat cac dir lieu. Trong nghién ctu,
ta cO thé thu thap dugc mot sé luong bién kha
I6n va hau hét cac bién nay co lién hé véi nhau
vé s6 lugng cuia chiing c6 thé giam bét toi mot
khéi lugng ma ching ta cé thé sir dung dugc.

3. Két qua nghién ctru va thao luin
3.1 Pdnh gid chung vé mirc dé hai long cia
khdch hang doi véi san phdm ciia Cong ty

Thuc té kinh doanh cho thdy, mot doanh
nghiép néu gia ting duoc 5% khach hang trung
thanh thi lgi nhuan sé tang 1én dugc khoang 25-
85%, hoac ctr trung binh mét khach hang khéng
hai 1ong ho s& ké su khé chiu d6 cho tan chin
ngudi nghe va mot khach hang duoc thoa man
s& ké cho 5 nguoi khac vé nhitng cam nhan tét
dep do d6i voi san pham, dic biét 1a trong san
Xuit chin nudi ¢ cac lang x4. Khi mét doanh
nghiép khong lam thoa mén khach hang thi
khoéng nhiing doanh nghiép danh mét khach
hang d6 ma con lam mat di rat nhiéu khach
hang tiém nang. Ha Viét hiéu rang dé luon dat
duogc thanh cong, mudn co su ting trudng trong
doanh nghiép thi chi ¢é thé dinh huéng theo thi
truong, c¢6 nghia 1a doanh nghiép phai san xuét
va kinh doanh duya trén co s& nim bt nhu cau
cua khach hang voéi muc tiéu thoa man tét nhat
nhu cau va mong mudn cua ho.

Vi vay ma c6 toi 18.57% khéch hang rat hai
long va 50% khach hang hai long vai san pham
cia Cong ty. Day la mot thanh cong rat I6n
trong viéc phuc vu khach hang cua doanh
nghiép. Chi c6 7.14% khach hang cho rang
khong hai long véi san pham cua Cong ty, hau
hét déu cho biét nguyén nhan 1a do 16i vé san
pham, day 12 mét luu y cua codng ty trong qué
trinh san xuat can kiém tra ky hon vé KCS dau
ra.

Bang 1. Pdnh gid chung vé mike dg hai long

Tiéu chi S6 ngueoi chon Ty I¢
R4t hai 1ong 13 18.57
Hai long 35 50.00
Binh thudng 17 24.29
Khéng hai long 3 4.29
Rét khong hai long 2 2.86
Téng s6 70 100.00

(Nguon: Téng hop phiéu diéu tra)



Mirc d§ hai long chung cia khach hang

B RAt hailong
M Hai long
Binh thuwéng
B Khoéng hai long
m Rat khéng hai long

Biéu do 1. Mire dé hai long chung cua khach hang

Céc nghién ctru trude day cho thay su thoa
mén 1a yéu t6 quan trong dé giai thich vé su
trung thanh cua nguoi tiéu dung (Vi du: Jones
& Suh, 2000). Vi mot khi khach hang thoa mén
thi ¢6 xu hudng tiép tuc mua va con truyén
miéng vé san pham do6 cho nhimg ngudi quen.
Pbi vsi Cong ty Ha Viét, co6 68,57% khach
hang danh gia cao loi ich ma san pham mang lai
nhu vay van c6 mot bo phan lén ngudi tiéu
ding chua hai 1ong vé san pham caa cong ty vi
vay Ha Viét can cb ging dé cd thé tao duoc

niém tin, 1ong trung thanh caa khach hang nhiéu
hon, dé nguoi chin nudi s& tiép tuc mua, mua
nhiéu hon va sin sang chip nhan gia cao ma
khong chuyén sang sir dung san pham caa hang
khac.
3.2. Xép hang tdm quan treng criia cac yéu té
dnh hwéng téi viéc cung ng san pham?

Pé danh gia duoc thi tu tim quan trong cua
cac yéu t6 1am hai l1ong khach hang ta xem xét
bang sau.

Bang 2. Y kién xép hang ciia cdc dai ly

Céc tiéu chi Rat Khd Hei Khong Téng Tong thir
guan gquan quan quan (%) diém tw
trong trong trong trong

Giaca 23 27 36 14 100 241 2

Mau mé, bao goi 9 17 40 33 99 295 5

Chat lugng 56 44 0 0 100 144 1

Thoi gian giao hang 20 20 333 267 100 267 3

Dich vu kém ban hang 13 17 27 43 100 300 6

Nhén vién ban hang 16 20 37 27 100 275 4

(Nguon: Téng hop tir phiéu diéu tra)

1 Coi rdt quan trong la 1 diém, kha quan trong la 2 diém, hoi quan trong: 3 diém, khéng quan trong:

4. Tong diém = Y %nguoi tra 16i*sé diém)



Theo béng trén thi tiéu chi anh husng lén
trong qua trinh cung ang san pham Ha Viét t6i
mtrc d6 hai 10ng cua cac dai ly 1a gia ca va chat
lwong. Thoi gian giao hang ciing 1a van dé 16n
dbi véi cac dai ly boi yéu td nay anh huong truc
tiép t6i doanh thu ban hang cua ho. Tiéu chi it
anh huong nhét téi mac do hai 1ong 1a dich vu
kém ban hang boi dai ly khong phai 1a ddi
tugng truc tiép duoc st dung dich vu nay. Cac
dich vu kém ban hang nhu hoi thao, tu van $%
thuat, khao nghiém... déu 1a nhitng chinh sach
tac dong truc tiép ti nguoi chin nudi.

Céac ho chan nudi danh gia chat lwong san
pham quan trong hang dau, tiép dén la gia ca,
tiéu chi dich vu kem ban hang c6 vai tro quan
trong tha ba, sau d6 la mau ma, bao bi san

pham va cudi cing Ia tinh than, thai d6 phuc vu
cua nhan vién ban hang. Nhu vay, cac hoat
dong xdc tién hdn hop cho san pham TACN
cing nhu trong qua trinh san Xuit nén nhin
manh téi chit lugng san pham dé lay long tin
cua khach hang. Gia ca cling c6 vai tro quan
trong (nhat 1a déi véi nhitng ngudi dan ndng
thén thu nhap con thap) nén Cong ty co thé phat
trién nhitng san pham c6 gia ca hop ly cho
nhimg ngudi tiéu dung thu nhap thap. Tat nhién
nhitng san pham nay phai dam bao chit luong.
Mic du vay, gia ca khong phai la tiéu chudn
hang dau trong qua trinh st dung san pham,
ching t6 cac ho chian nudi chap nhan mua san
pham c6 gia cao nhung dam bao chat luong tét.

Bang 3. Y kién xép hang cia hg chéin nuéi va t6 hop

Rat Kha Hoi  Khéng 2 2 .

, f oz Tong Tong Tha

Céac nhom yeéu to quan quan guan guan (%) didm tu
trong trong trong trong i
Giaca 65 25 10 0 100 145 2
Mau ma, bao goi 7 30 40 23 100 279 4
Chat luong 100 0 0 0 100 100 1
Dich vu kém béan hang 15 31 36 18 100 257 3
Nhan vién ban hang 4 33 36 27 100 286 5

(Nguon: Téng hop tir phiéu diéu tra)

3.3. Ddnh tic djng cac yéu té dén suw hai 1ong ciia khach hang

* Kiém dinh do tin cay cua thang do cac yéu tb

Trudce khi dua cac yéu té vao phan tich nhan td, can thiét phai kiém dinh do tin cdy cua thang do
c4c yéu té nay. Thang do co hé s6 Cronbach's Alpha tir 0,7 trg 1én 1a sir dung dugc. Két qua cho
thy, thang do cta céc yéu tb nghién ciu déu dam bao do tin cay.

Bang 4. Kiém dinh dé tin cdy thang do

A Ko an e TTA A HéSé A A os an r- HéSé

Igglnan to tac dong t61 HO nong Cronbach's I].\)H;Hﬁ ‘Eo tac dong toi Cronbach's
Alpha ALy Alpha

Chét luong cac san pham 0.75 Mau md céc san pham 0.45
Mau md céc san phiam 0.54 Mutrc gia dang ap dung 0.76

Y . Thoi gian cung ing san
Muc gia dang 4p dung 0.81 pham 0.71
Phong céch phuc vu ciia NV 0.71 Phong cach phuc vu cua NV 0.54
Dich vu kém ban hang 0.73 Dich vu kém ban hang 0.83

(Nguon: Sé liéu dieu tra)



Két qua cho thiy cac yeu t5 nguyén ciru & cac
ho nong dan tiéu tri “MAu mA san pham” céac
dai 1y c6 tiéu tri “Mau mi San pham va phong
cach phuc vu cua nhan vién” c6 hé s Hé sb
Cronbach's Alpha nhé hon 7 nén loai bo kho
mo hinh.

Két qua phan tich nhan té

Vi hé s6 KMO cac ho ndng dan 0.676 va cua
dai ly 0.583 cho thdy phan tich nhan t5 1a phu
hop véi tap dit liéu va cac yéu té da diéu kién
duoc dua vao mo hinh phan tich.

Tu - Factor score coefficient matrix (ma tran
trong sé nhan tb), viét dugc phuong trinh thé
hién tirng nhan t6 két hop.

Component Score Coefficient Matrix

Component

1
chat_luong 371
muc_gia 370
chat_luong_dich_vu 414
thai_do_nv 352

Component Score Coefficient Matrix

Component
1

AT2
chat_luong_dich_vu_dai_ly | 509

muc_gia_dai_ly

thoi_gian_giao_hang_dai_ly 396

Fho_dan= 0.371X1+0.370X2+0.414X3+0.352X4
Trong do

X1: Chét lugng cac san pham

X2: Mtc gia dang ap dung

X3 Dich vy kém bén hang

X4: Phong cach phuc vu cua NV
Fdai_y= 0.472X1+0.509X2+0.396 X3
Trong do

X1: Mtrc gia dang ap dung

X2: Dich vu kém béan hang

X3: Thoi gian cung ing san pham

Két luan

Chat lugng 1a yéu té quan trong nhit trong viéc
tao nén su hai 1ong khach hang, tao ra wu thé
phét trién va thé manh trong canh tranh vai cac
san pham dong loai. Khach hang danh gia rat
cao chat lugng san pham caa Coéng ty, c6 téi
76% khach hang cam thay hai long trén ca su
mong dgi cua ho. Nhdn mac, bao bi cua Cong ty
vira dep mét, lam cho khach hang dé nhan biét
san pham cia Cong ty, han ché duoc viéc tiéu
thu phai hang nhai, thanh phan va cach thic sir
dung rd rang, d& hiéu da lam cho khach hang rat
tin tuéng khi sir dung.
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SUMMARY
The satisfaction of customers for the consuming of feed products of Ha Viet Company
Limited in Phu Tho

The study carried to evaluate the satisfactory level of customers for the consuming products
of Ha Viet feed Company Limited in Phu Tho province, which was a basis to propose solutions to
increase capacity to respond the demands of customers and step up the consuming of products.
Investigating rely on questionnaire with 20 agents and 50 farmers and livestock farms who used the
products Ha Viet Company Limited, the result of the study showed some major factors which
influenced the satisfaction of customers were the quality of products, the price, the design, the
services of sale and the attitude of sellers,... etc which affected the satisfaction of customers



