O

Centre for
Organisational
Effectiveness

V¢
n

Hay hoc cach swr dung hiéu qua so liéu dieu tra cha
ban — Ap dung mé hinh Kano

Téc gia: Tién si Uwe H Kaufmann va Nidhi Arora

Hang nam, cac céng ty vira va I&n phai chi hang tram nghin hoac tham chi hang triéu déla
vao cong tac diéu tra khach hang. Cac ban khao sat diéu tra khach hang thuwong duoc st
dung cho viéc thay ddi chién lwoc kinh doanh, thiét ké san pham/dich vu méi va cac hoat
dong cai thién tap trung. Thu thap sé liéu khach hang méi chi la buéc dau tién. Tiép theo,
quan trong hon, 1a st dung hiéu qua lwong théng tin dat gia dé, phan tich chang, rut ra két
luan va dwa ra nhirng quyét dinh quan trong. Lam thé nao ching ta c6 thé tién hanh buéc
thi hai nay?

Phan tich co’ ban

M6t cong ty chuy@n san xuét thiét bj gia dinh yéu cau nhan vién & bd phan cham séc khach
hang phan tich sé liéu vé dd hai 1ong ctia khach hang va kién nghi gidi phap cho doi quan ly.
T4t ca s6 liéu vé dd hai long khach hang dwoc thu thap théng qua thang Likert 4 diém cho
tiéu chi dd hai long, “Tiép tuc mua/str dung san pham/dich vu”, va 5 diém cho “Goi y, kién
nghi”, mot dang ctia Net-promoter score® dé do lwdng ldng trung thanh ctia khach hang
(Biéu d6 minh hoa 1).

Mot vai két ludn d& dwoc rut ra ngay lap tiec:
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cling sUt | Figure 1: Phan tich s6 liéu mic d6 hai long (May rira bat, khu vuc Péng Nam,
giém theo phan khuc)

3. Chéat Iluwong
san pham 6n dinh & mic cao trong khi d6 chét lwong dich vu ban hang thap hon
nhwng van kha 6n dinh. Chét lwong dich vu giao hang giam.

4. Chét lwong san phadm va chét lwong dich vu giao hang cé thé dwoc coi la nhirng yéu
t6 chinh déng gop vao dod hai long khach hang

! Net-promoter score la mot cong cy quan ly dé& danh gia 1dng trung thanh khach hang, dwoc st dung thay thé
cho kiéu nghién ctvu truyén thdng vé dd hai long ctia khach hang.

Interested in more articles from COE? Try here: www.COE-Partners.com/Articles.htm or visit our Blog at
www.COE-Partners.com/Blog. For more information, please see www.COE-Partners.com or email us.
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Figure 2: Phén tich cg ban cda s6 liéu muirc d6 hai long khach hang (phan khuc)

cay. No6i cach khac,

viéc phan tich chi tiét nguyén nhan giam chét lwong giao hang la hop ly. Trong 4 tiéu chi
danh gia chat lwong giao hang, yéu té do sach sé va dung gié ¢o trién vong cai thién.

Phéan tich chuyén sau

Phan tich Kano® la mét cong cu — thwong dwec nhac dén trong dao tao 6 Sigma, tuy khong
thwong dwoc rng dung trong cac dw an — c6 tac dung to lon gitp xay dwng cau trac nhu
cau khach hang dwa trén y kién phan hoéi ctia ho. Theo dé, nhu cau khach hang dwoc chia

ra 4 loai:

A. Nhat thiét can: Nhu cau nay cua
khach can phai dwoc thda man. Tuy
nhién, dap rng dwoc nhu cau nay
thworng chi tranh sw bat man cho
khoéng lam théa man khach hang. Vi
du: Chiéc 6 t6 ban m&i mua &
Singapore c6 gan diéu hoa. Diéu
hoa trong 6 td [& nhu ciu nhét thiét
can.

B. Cang l&n/nhiéu cang tét: Khéng

dap rng dwoc nhu cau nay sé lam

khach hang bat man. Puoc dap

&ng khach sé& cam thay hai long. Vi

du: Pa sb khach hang mua 6 t6 déu

thich chon xe tiét kiém x&ng. Do tiét
kiém nhién liéu ctia 6 t6 1a nhu cau
cang I&n cang tét.
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khach hang mong ché. Khéng dap (ng dwoc, khach cling khéng cam thay kho chiu.
Song néu dap &ng dugc, ching ta co thé tao ra sy khac biét hay tinh wu thé trén thj
trwdng ban hang. Vi du: 1 dich vu bdo hanh 10 nam cho mét chiéc 6 t6 1a diéu vuot
xa mong doi cla dai da sb khach hang.

Lanh dam: Nhu cau nay dwoc dap (rng mot cach khong can thiét hodc khéng dem

lai d6 thoa dung cho khach hang. Vi du: Quyén sach hwéng dan st dung 6 t6 bang
tiéng nwéc ngoai 1a mét nhu cau Ianh dam.

Théng tin vé& nhirng hang muc dwoc phan loai nhw trén cé gia tri tich cwe dbi véi viéc nang
cao thanh tich ban hang va tang thi phan. Vay bang cach nao chiing ta cé thé thiét 1ap mot
phan tich Kano nhw vay? Cau tra 16i 14 bang chi sé twong déng Jaccard, mét thuat toan

dwoc Paul Jaccard phat trién cho phép dwa ra so sanh héi quy cta nhirng bién r&i rac kiéu

2 Mb hinh Kano dwoc gido sw Noriaki Kano phat trién vao thap nién 80, 1a mét thuyét v& phat trién san pham va

do hai long cua khach hang.
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thang diém Likert. Thém vao d6, thuat toan nay con cho phép loc cac bién “Nhat thiét can”,
“Cang lon/nhiéu cang tot” va “Vwot xa mong doi (Gay phan khich)” ra khdi so liéu. Dieu nay
sé dan t&i cac két luan sau:

1. Nhw mong doi, do sach sé& cung v&i sy dung gid tré thanh nhu cau nhéat thiét can. Co thé
hiéu Ia, khach hang doi héi nhivng yéu td nay, chidng & nhirng nhu ciu co ban, thiét yéu.
Thda man hai nhu ciu nay khéng lam tang dé théa dung hay tac déng dén chi sé long trung
thanh cta khach hang. Vi thé, dé chiém dwoc niém tin khach hang, chi tap trung vao hai nhu
cau nay la chwa day du.

2. Chét lwong san pham va nang Iwc nhan vién trong qua trinh giao hang va l&p d&t dwoc
xem nhw nhu cdu “cang Ién/nhiéu cang tét”. Chét lwong san pham va nang lywc nhan vién
cang cao, khach cang cdm thay hai long. Pay la nhirng nhu ciu can dwoc dac biét quan tam
néu muén tang doanh thu ban hang.

3. Tuy nhién, khéng mét yéu té riéng & nao trong 18 yéu td da dé lam khach hang phéan
khich. Chang ta khéng tao ra dwoc sw khac biét trén thj trwerng. Ngay khi cac dbi tha canh
tranh cho ra d&i loat may rira bat c6 gan iPod, ching ta sé méat thj phan ctia minh.

Két luan

Vi khéng dé dwoc xt& ly nén sb liéu vé dé hai long khach hang tw né doi hdi ching ta phai
hoc céach st dung sao cho hiéu qua. Hoan toan c6 thé tranh khéi nhirng sai sét co ban néu
chdng ta c nhirng nhan vién biét cach (rng dung phwong phap 6 Sigma (Green Belts) hay
t6t hon niva la nhirng nhan vién thuwéng xuyén lam viéc véi 6 Sigma (Black Belts) chiu trach
nhiém cong viéc nay. Ho la nhixng nhan vién c6 kha néng giai quyét tét cong viéc véi cac sé
liéu Likert roi rac.

Ban phan tich st dung cdng cu Jaccard c6 thé dem lai gia tri gia tang so voi ban chi st
dung cong cu 6 Sigma tiéu chuén. Thay vi tin twdng vao ngudn sb liéu diéu tra khach hang
duwoc cung cap, ching ta nén dao tao cac chuyén vién Black Belts st dung nhirng cong cu
hé tro khac niva dé tdng do linh hoat va giadm thiéu chi phi.

S dung nhiéu cf)ng Cu cung !uc dé danh gjé dir Iiéu,rchL'mg ta sé dé dang tim ra dwoc
phwong phap kieu mau co thé wng dung de dwa ra két luan.

Hay nhé rang: Khau thu thap di liéu dat dé gap nhiéu 1an khau x Iy né.

Do6i diéu vé tac gia

Tién si Uwe H Kaufmann la giam déc diéu hanh cta COE - Trung tam vi hiéu qua quan ly
tai Singapore, mot cdng ty tw nhan chuyén vé tw van quan ly. Tai day, cac cong ty cé thé
dworc tw van dé hiéu thém vé tiéng noi khach hang, viét tt VOC va céc gidi phap kém theo.
Giam déc Uwe la ngudi giau kinh nghiém vé thi hanh dw an va cai thién co clu té chirc
trong nhiéu nganh khac nhau. Tién sT Uwe mang quéc tich Birc, c6 thé lién hé tai
Uwe.Kaufmann@COE-Partners.com.

Nidhi Arora la mét chuyén gla quan ly, ¢4 9 nam kinh nghiém lam cong tac tw van va lam
viéc tai cac hang nghién ciu & An D6 va Singapore. Co da tw van chién lwoc kinh doanh
cho nhiéu khach hang thuéc nhiéu nganh khac nhau bao gébm san pham tiéu dung, tai chinh,
ban 1& va dich vu khach san. Co sé& hiru tAm bang MBA va |a mét Green Belt vé 6 Sigma.
Nidhi mang quéc tich An D, c6 thé lién hé tai Nidhi.v.Arora@gmail.com.
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Mot sé théng tin va bai viét khac

1 Kaufmann, U.: That tuyét, ching ta d& c6 tién bo. 2008

2 Kaufmann, U.: M6 hinh danh gia chinh xac mc dé cai thién. 2008
3 Phan tich Kano & http://en.wikipedia.org/wiki/Kano model

4 Kaufmann, U.: Té quan liéu. 2008
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