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1. Ly do chon dé tai

Viét Nam hién nay dang trong giai doan hdi nhap vao nén kinh t& khu vuc va
thé gidi. Piéu nay, da tao cho cdc doanh nghiép Viét Nam nhi€u huéng thuin 1di
phdt trién. Trong mdi trudng kinh doanh ludn bién dong thi bén canh nhitng co hoi
phdt tri€n, né ciing gay 4p lvc budc cic doanh nghiép Viét Nam mudn tdn tai va phat
trién thi phai c6 nhitng chi€n lugc kinh doanh phii hdp vdi tinh hinh thuc t€.

Trong nhitng nim qua va hién nay Trung TAm Mua Sim Sai Gon — Nguyén
Kim 12 mot trong nhitng Trung tAm bdn 1é hang diu tai Thanh phd HO Chi Minh
(TP.HCM), chuyén phan phdi vé cdc mit hang nhu dién mdy, dién lanh, gia dung, k¥
thuit s6, dién thoai di dong, vi tinh ... Tuy nhién, vdi sy canh tranh tif cic Trung tAm
dién mdy khdc nhu Thién Hoa, Chg Lén, Gia Thanh, va hang loat cdc Trung tim
dién mday mdi md nhu Ideas, Phan Khang, Loc Lé ... tai TP.HCM, ciling nhu kha niang
gia nhap t6 chic thuong mai thé gidi (WTO) clia Viét Nam dang cin k&, diéu nay sé
tao diéu kién cho cdc Cong ty nudc ngoai tham gia. Do d6, Nguyén Kim s& ddi phé
véi su canh tranh ngdy cang gay git hon. Pi€u nay cho thdy Trung TAm Mua Sim
Sai Gon — Nguyé&n Kim, n€u mudn giit dugc thi phan va phét tri€n trong thdi gian t&i
thi cAn phdi c¢6 nhitng chi€n lugc kinh doanh phit hgp vdi tirng giai doan phét trién
mdi.

XuAt phdt tif tinh hinh trén, nén viéc xay dung chi€n lugc kinh doanh tai Trung
TAm Mua Sim Sai Gon — Nguyén Kim 13 hét sitc can thi€t. V&i mong mudn cé thé
xdy dung chi€n lugc kinh doanh phii hdp cho Trung TAm Mua Sim Sai Gon -
Nguyén Kim, t6i chon dé tai “X4ay dung chi€n luge kinh doanh cho Trung TAm
Mua Sim Sai Gon — Nguyén Kim giai doan 2007-2011”.

2. Muc tiéu nghién ciu
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V§i dé tai nay, tdc gid mong mudn dat dudc 2 muc tiéu:

- Xay dung cdc chién ludc kinh doanh cho Trung TAm Mua Sim Sai Gon -
Nguyé&n Kim. Trén cd sé cin ci viéc phan tich moi trudng d€ nhin dang cidc di€m
manh va diém y&u hién tai cia Nguyén Kim ciing nhu cic mdi de doa, co hdi dnh
huéng dén sy phat trién cda Nguyén Kim.

- P& xuit cdc gidi phdp dé thyc hién cic chi€n ludce da dé ra.

3. Poi twgng va pham vi nghién citu

- P6i tugng: Nghién citu hoat dong kinh doanh cda Trung tAm mua sim sii gon
— Nguyén Kim; cdc trung tAim dién may khdc nhu Thién Hoa, Chg Lén; khdo sit
nhin thic cda khach hang tiéu diing vé mot s& van dé lién quan d&€n viéc mua sim
tai cdc trung tdim di€n mdy.

- Pham vi nghién cttu: tai TP.HCM.

4. Dt liéu thu thap
4.1. D liéu th cap

S6 liéu tir Trung tAm mua sdm sai gdn — Nguyén Kim (bdo cdo tai chinh va
bdo cdo ndi bd), ddi thd canh tranh, sich chuyén nganh vé qudn tri chi€n lugc,
marketing, tai chinh ..., cdc bdo, tap chi, va Internet.

4.2. Dit liéu so cap

a. Dit liéu thu thap: tir viéc khdo sit nhan thic clia ngudi tiéu diing vé mot sd
van dé lién quan d€n viéc mua sim tai c4c trung tim dién may trong TP.HCM.

b. Xt 1y dit liéu: Dit liéu nhan dugc s& dudce xr 1y biing phan mém SPSS.

5. Phuong phap nghién ciu

Lu4n vin nay st dung cdc phuong phdp chii y€u: Phuong phdp lich sit, phuong
ph4ap md td va phuong phdp thong ké, phan tich.
6. Bo cuc cta ludn viin

Ngoai 18i m& dau, ki€n nghi va k&t luan. Luan vin dudc chia 1am 5 chuong:
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Chuong 1: Cd sd 1y ludn.

Chuong 2: Phan tich moi trudng bén ngoai dnh hudng dén hoat dong kinh
doanh ctia Trung tdm mua sim sai gon — Nguyén Kim.

Chuong 3: Phan tich moi trudng ndi bd cia Trung tAm mua sim sai gon —
Nguyé&n Kim.

Chuong 4: X4y dung chién lugc kinh doanh cho Trung TAm Mua Sim Sai Gon
— Nguyén Kim giai doan 2007-2011.

Chuong 5: Cic gidi phap cu thé @€ thuc hién chién lugc.
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CHUONG 1: CO SO LY LUAN

1.1. C4c khdi niém co ban vé chién lugc
Thuat ngit chi€n lugc dudc sit dung diu tién trong quin sy tif nhitng nim 60

cia th€ ky XX, chién lugc dudc tng dung vao linh vyc kinh doanh va thuit ngit chién
lugc kinh doanh ra ddi. Tuy nhién, chi€n ludc kinh doanh dugc cdc nha quan tri hi€u
theo nhiéu cdch khdc nhau. Piéu nay 12 do ho ti€p can theo nhiéu cdch khic nhau.

- Theo Alfred Chandler: Chién lugc 12 sy xdc dinh cdc muc tiéu co ban, 1au dai
clia doanh nghiép, lya chon cédch thiic hoic phuong hudng hanh dong va phan bd cic
ngudn luc can thi€t @€ thyc hién cdc muc tiéu d6.

- Theo Fred R. David (2003): Chién lugc 12 nhitng phuong tién dat t6i nhitng
muc ti€u dai han.

- Theo Rudolf Grunig va Richard Kuhn (2003): Chi&n lugc 1a dai han, dinh
huéng quan 1y va nhim ddm bdo hoan thanh liu dai cdc muc tiéu, muc dich chd yé&u
ctiia cOng ty.

Tém lai, di ti€p can theo cdch nao thi chi€n lugc kinh doanh ciling bao ham céc
nd1 dung sau:

- Xdc dinh cdc muc tiéu cd ban, dai han cda td chic.

- Pua ra cdc chuong trinh hanh dong tdng quat.

- Lva chon cdc phuong 4n hianh dong, trién khai va phin b3 cdc ngudn tai
nguyén d€ thuc hién muc tiéu do.

1.2. Phan loai
Theo PGS.TS. Nguyén Thi Lién Diép va Th.S Pham Vin Nam (2003), trong

qud trinh hinh thanh chi€n ludc c6 thé chia chi€n ludc thanh cdc loai nhu sau:

1.2.1. Chié&n lugc cap cong ty: La ki€u miu clia cic quyét dinh trong mdt cong ty, né
xdc dinh va vach ré6 muc dich, cdic muc tiéu cla cdng ty, xdc dinh cac hoat dong kinh
doanh ma cong ty theo dudi, tao ra cic chinh sich va cdc k& hoach co ban dé dat cic

muc tiéu clia cdng ty. Trong mot td chitc v6i qui mo va mic dd da dang, chién lugc
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cong ty thudng dp dung cho toan bd xi nghiép. Chi€n lugc cong ty dé ra nhim xdc
dinh cdc hoat dong kinh doanh ma trong dé cong ty sé canh tranh va phan phdi cdc
ngudn lyc giita cdc hoat dong kinh doanh d6.

1.2.2. Chié&n lugc cap kinh doanh (SBU): Chién lugc kinh doanh dugc hoach dinh
nhim x4c dinh viéc lua chon sidn ph§m hodc thi trudng cho hoat dong kinh doanh
riéng trong ndi bd cong ty.Chi€n lugc nay xdc dinh cdch thitc mdi don vi kinh doanh
s& c6 ging hoan thanh muc tiéu cia né d€ d6ng gép vao hoan thanh muc tiéu cip
coOng ty.

1.2.3. Chién lugc cap chifc ning: Chién luge nay tap trung hd trg vao viéc bd tri clia
chi€n lugc cong ty va tdp trung vao cdc linh vyc tdc nghiép, nhitng linh vuc kinh
doanh.

1.3. Cac chién lugc diic thu:
Theo quan di€m ctia Fred R. David (2003): Chién lugc kinh doanh dudc chia 1am

4 nhém chién lugc sau:

- Nhém chién lugc k&t hdp theo chiéu doc:

+ Chién lugc két hop vé phia trude: Tang quyén sé hitu hoic ki€m sodt d6i vdi
cdc nha phoi phdi va ban 18.

+ Chié&n lugc k&t hgp vé phia sau: Tim ki€m quyén s& hitu hodc quyén kiém sodt
cla cdc nha cung cap.

+ Chién lugc k&t hgp theo chiéu ngang: Tim ra quyén sd hitu hoic sy ki€m sodt
doi véi cdc doi thi canh tranh.

- Nhém chién lugc chuyén siu:

+ Chi€n lugc thAm nhap thi trudng: Tim ki€m thi trudng ting 1én cho cdc sdn
phdm hién tai va cdc dich vu trong cdc thi trudng hién c6 qua nhitng nd Ivc tiép thi
nhiéu hon.

+ Chién lugc ph4t tri€n thi trudng: Pua cdc san phﬁi’m va dich vu hién ¢6 vao cac

khu vuc méi.
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+ Chié&n ludc phat trién san pham: Ting doanh s6 bing viéc cdi ti€n hoic sta
ddi cdc sdn phadm hoic dich vu hién cé.
- Nhém chién lugc mé rong hoat dong:
+ Chién ludc da dang hod hoat dong ddng tAim: Thém vio cdc sin phdm hoic
dich vu m&i1 nhung c6 li€én hé v46i nhau.
+ Chién lugc da dang hod hoat dong ki€u hdn hgp: Thém vio nhitng sdn phidm
hodc dich vu mdi khdong c6 sy li€én hé v6i nhau.
+ Chién ludc da dang hod hoat dong theo chiéu ngang: Thém vao nhitng sdn phadm
hoidc dich vu lién hé theo khdach hang hién cé.
- Nhém chién luge khéc:
+ Chién lugc lién doanh: Hai hay nhiéu hon cdc cong ty hinh thinh mot cong ty
doc lap vi nhitng muc dich hgp tédc.
+ Chién lugc thu hep hoat dong: Cing ¢d lai thong qua cdt gidm chi phi va tai
sdn c6 dé citu vdn doanh thu va 1gi nhuan dang sut gidm.
+ Chién lugc cit bd bt hoat dong: Ban di mot chi nhdnh hoic mot phan cong ty.
+ Chién lugc thanh 1y: B4n tAt cd tai sdn hitu hinh va vo hinh.
+ Chién ludc téng hdp: Theo dudi hai hay nhiéu chién lugc ciing lic.

1.4. Co sé xay dung chién lugc kinh doanh cho doanh nghiép
1.4.1. Phan tich méi truong bén ngoai
Mbi trudng bén ngoai 12 hé thdng cdc y&u td phitc tap, luén c¢é nhiéu co hodi

1An nguy co tdc dong dén hoat dong clia doanh nghiép theo cdc mitc do khic nhau.
DU qui mo6 cdc ngudn lyc tiém tang rit I16n, doanh nghiép ciing khong thé nao phin
tng véGi tit cd dién bi€n clia moi trudng. Vi vay, khi thyc hién phin tich cdc y€u t6
bén ngoii, cdc nha quin tri mudn phat tri€én mdt danh muc cdc co hoi trong moi
trudng c6 thé mang lai nhitng 1gi ich cho doanh nghiép va cdc nguy co hay de doa ma
doanh nghi&p can c6 bién phdp ngin chin hay né tranh.

Moi trudng bén ngoii bao gdm: mdi trudng tdng quat va moi trudng nganh.

1.4.1.1. Méi trudng tdng quat
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Céc y€u td thudc moi trudng tdng quat: Moi trudng kinh t&; moi trudng chinh tri,
phap ludt; moi trudng tu nhi€n; moi1 trudng xa hdi, dan cu; va moi trudng cong nghé.

M0oi truong kinh té&: Sy tic dong cda mdi trudng nay cd tinh chat truc ti€p va
ning dong hon so v6i mot s& yé&u td khdc cia moi trudng tdng quat. Nhitng dién bién
ctia moi trudng kinh t€ vi mo bao gid ciling chita dung nhitng c¢d hoi va de doa khdc
nhau d6i véi tirng doanh nghiép trong cdc nganh khic nhau, ¢é 4nh hudng tiém tang
dén cédc chién lugc clia doanh nghiép. Mot s6 yéu td co bdn dudgc quan tAm nhat: xu
huéng tdng sdn phdm qudc ndi (GDP) va tdng san phadm qudc din (GNP); ldi sudt va
xu huéng 14i sud't; cdn cin thanh todn qudc t&; mifc dd lam phat; hé thong thué€ va
miic thu€ ...

Mbi trudng chinh tri, phat luat: Bao gdm hé thdng cdc quan di€m, dudng 16i
chinh sich ciia Pdng va Nha nudc, hé thong phdp luit hién hanh. Ngoai ra ciling cin
nim vitng cdc xu huéng chinh tri ngoai giao ctia chinh phu, cdc dién bi€n chinh tri
trong va ngoai nuéc. Cac y&u td nay dnh hudng dé€n sy hinh thanh va phat trién cda
doanh nghiép.

Mboi truong tu nhién: Nhitng doanh nghi€p kinh doanh tir 1du da nhén ra
nhitng tdc dong clia hoan canh ty nhién vao quyét dinh kinh doanh ctia ho. Nhitng
dnh hudng tu nhién chinh bao gdm: vi tri dia ly, khi hau, 6 nhiém, thi€u ning lugng
va st dung lang phi cdc tdi nguyén thién nhién cling sy gia ting cdc nhu cau vé
ngudn tai nguyén do thién nhién cung cip.

Mbi truong xa hoi, dan cu: bao gdm nhitng yé&u t6 chii yéu nhu quan niém vé
dao difc, quan niém vé mifc sdng, phong tuc tip quin, nhitng quan tim va uu tién clia
x4 hoi, trinh do nhan thitc, hoc van chung clia xa hoi. C4c y€u t& nay dnh hudng dén
viéc kinh doanh ctia doanh nghiép. Do d6, doanh nghiép can chi y cdc yé&u t& nay khi

hoach dinh chién ludc kinh doanh.
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Moi truong cong nghé: Cac dnh hudng cong nghé tao ra co hdi ciing nhu nguy
cd trong qud trinh quan 1y chi€n lude cho doanh nghiép. Ti€n bd k§ thuit cé thé tao
ra nhitng thi trudng mdi, két qua 13 tao ra nhitng sdn phaim mdi va khi€n cho nhitng
san phdm va dich vu hién c6 trd nén 16i thdi. Moi trudng nay, anh hudng manh mé
dén cdc nha sin xuit lién quan dén linh vyc nhu vién thong, tin hoc, thong tin .... Do
dé, cdc doanh nghiép kinh doanh hang kim khi dién mdy ciing can chd y cic yé&u td
nay trong qud trinh dam phdn véi cdc nha cung cdp hang hod nhim tao ra nhitng cd
ho1 cho chinh minh.

1.4.1.2. Méi truong nganh
Ta 4p dung theo md hinh 5 lyc cia Michael E. Porter (1985) d€ phan tich moi

trudng nganh clia doanh nghiép (con goi 1a phan tich ciu tric canh tranh trong mot
nganh).
M&i quan hé giita cdc y&u t6 nay dudc phdn dnh trén hinh 1.1.

Cédc doi tha
AR
tiI€m an

Nguy co tr cdc doi thi
canh tranh méi

Sttc manh thuong Céc ddi thi canh Sttc manh thuong
lugng clia ngudi tranh trong nganh lugng cla ngudi
Ngudicung | “"M€ cap hang > U ‘mua hang Ngudi mua
cap Su tranh dua gitta cac
doanh nghiép hién cé
mdt trong nganh

Nguy co tif cdc san phdm
va dich vu thay th&

Hang (séan
phim) thay

ax

Hinh 1.1: M6 hinh 5 Iyc cua Michael E. Porter.
Ngudn: Michael E. Porter (1985)
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(1) Doi thd canh tranh: Nhitng ndi dung then chot clia mot sy phan tich canh

tranh dugc trinh bay trong hinh 1.2.

Diéu gi ddi thi canh Diéu gi ddi thi canh tranh
tranh mudn dat t6i dang lam va c6 thé 1am dugc
Muc dich tuong lai Chié&n lugc hién tai
O tat cd cdc cAp quan tri Doanh nghiép hién dang

va da chiéu. \ — canh tranh nhu th€ nao?

Vai van dé can tra 15i vé doi
thu canh tranh

- D&i thli ¢6 bing 1ong véi hién
tai khong?

- Kha ning d6i thi chuyén dich
va d6i huéng chién luge nhu thé
nao?

- Piém yéu cha ddi thi canh
tranh 1a gi?

- Piéu gi c6 thé gitip ddi thi
canh tranh trd dua mot cédch

/ manh mé va hiéu qua nhat? \

Nhén dinh Céc tiém ning
Anh hudng ctia né va C4 mit manh va mit
ngang cong nghiép. y€&u

Hinh 1.2: Cdc ndi dung chi yé&u can phén tich vé ddi thi canh tranh
Ngudn: Michael E. Porter (1985).

(2) Khach hang: Khich hang quyé&t dinh sy tOn tai cia doanh nghiép. Su tin
nhiém ctia khdch hang c6 thé 1a tai sdn c6 gid tri nhit clia doanh nghiép. Sy tin
nhiém d6 dat dugc do bi€t thod min t6t hon cdc nhu cdu va thi hi€u clia khdch hang
so v&i doi thi canh tranh. Ap luc tir khdch hang xudt ph4t tir cic diéu kién sau: khi
lugng hang ngudi mua chi€m ty 1& 16n trong khoi lugng hang hod bdn ra clia ngudi

ban, khi viéc chuyén sang mua hang cda ngudi khac khong giy nhiéu t6n kém, khi
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ngudi mua dua ra tin hiéu de doa ddng tin cAy 13 s& hoi nhap vé phia sau (ngudgc) vdi
cdc ban hang cung tng, khi nhitng hang hod ma khach hang mua thudc loai c6 muc
do chuyén biét hoa thap.

(3) Nha cung cap: Nha cung cip c6 thé khing dinh quyén luc cla ho bing
cich de doa ting gid hoic gidm chit lugng sdn pham, dich vu cung ¢ng. Nha cung
cAp sé& c6 wu th€ néu ho cé cdc dicu kién sau: khi chi c6 mdt s6 luong nhd cdc nha
cung cip ban cho mdt lugng 16n ngudi mua trong mdt nganh, khi sin pham thay th&
khong c6 sian, khi hang hod hay dich vu ctia nha cung cAp thudc loai thi€t y&u va c6
mifc do chuyén biét hod cao, khi nha cung cip dua ra tin hiéu de doa ddng tin cdy la
s& hoi nhap vé phia trudc.

(4) P&i thd tiém an: P&i thi mdi tham gia trong nganh c¢é thé 13 yé&u t6 lam
gidm 1¢i nhuan do ho dua vao khai thdc cdc ning luc sdn xuit méi, v6i mong mudn
gianh dugc thi phan va cdc ngudn luc can thi€t. Do dé, viéc bdo vé vi tri trong canh
tranh cla doanh nghiép bao gdm viéc duy tri hang rao hgp phdp ngin cdn sy xam
nhap tir bén ngoai. Nhitng ro cdn chli y€u la: 1gi th€ do sdn xui't trén quy mo 16n, da
dang hod sdn ph&m, sy doi hdi c6 ngudn tai chinh 16n, chi phi chuyén ddi mit hang
cao, kh3 ning han ch€ trong viéc xam nhap cdc kénh tiéu thu vitng vang va vu thé vé
gid thanh ma doi thd canh tranh khong tao ra dudc.

(5) Hang (san pham) thay th&: Nhitng sin phim thay th& lam gidm mic Igi
nhuin tiém 4n cla nganh bing cdch dp dit mot mic tran d6i v6i mic gid ma cic
cong ty trong nganh cé thé dua ra trong pham vi thu dugc 16i nhuan. Nhitng sin phdm
thay th& ding dugc quan tAm nhit 1a: nhitng sdn phaAm nim trong xu huéng c6 thé
canh tranh gid c3 vdi sdn phdm dang bi canh tranh; nhitng nganh nghé dang c6 1gi
nhuin cao, cic sdn pham thay th& tham gia thi trudng 6 at s& 1am gia ting sy canh
tranh trong nganh va tao nén sy sut gidm gi4 hay cdi thién chit lugng.

1.4.2. Phan tich méi truong ndi bd cia doanh nghiép
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Phan tich moi trudng ndi bd clia doanh nghiép 1a co s& gitip doanh nghiép biét
16 di€m manh, di€m yé&u clia minh so v6i ddi thi canh tranh; déng thdi gidp cdc nha
quén tri bi€t dugc khd ning nim bit 1gi th€ canh tranh trong tirng thdi ky. Cdc yé&u t6
ndi bo chic ning nhu nhan sy, tai chinh, marketing, hoat dong quin tri, hé théng
thong tin.
1.4.2.1. Nhin su': Trong mdi trudng kinh doanh luén bi€n dong nhu hién nay, nhan sy
cta doanh nghiép c6 vai trd rit quan trong trong qud trinh thyc hién cédc chién ludc,
quyét dinh sy thanh bai cia doanh nghiép. N&u chié€n lude dua ra c6 ding din, diy
trién vong, va kha thi nhung con ngudi trong t6 chic khong di ning lvc d€ thuc hién
thi chi€n lugc dua ra d6 ciing khong hi€éu qua. Chdc ning chinh clia nhan sy nhu viéc
tuyén md, huan luyén, st dung, dii ngd, dinh gid, khuyén khich dong vién, va sa
thai.
1.4.2.2. Tai chinh: Piéu kién tai chinh thudng dugc xem la phuong phdp danh giad vi
thé€ canh tranh t5t nhat clia cong ty va 1a diéu kién thu hit nhit d&i v6i cdc nha diu
tu. P& hinh thanh hiéu quéd cdc chi€n lugc cAn xdc dinh nhitng di€m manh va di€m
y&u vé tai chinh clia doanh nghiép. N6 dugc thé hién qua viéc phan tich mot s chi
tiéu tai chinh ¢ bdn nhu kha niing thanh todn, cd cdu tai sdn, co cAu von, ty sudt sinh
15i... diéu nay sé& lam cho viéc xay dung chi€n lugc clia cong ty trd nén kha thi hon.
1.4.2.3. Marketing: Nghién cttu marketing d€ nhan dién cdc co hoi thi trudng, phan
khiic thi trudng, lura chon thi trudng muc tiéu va dinh vi thi trudng; ddng thdi phan tich
khdch hang va cdc y&u td c6 lién quan d€ hinh thanh cdc chi€n lugc marketing dinh
hudng khiach hang va marketing canh tranh ... Thong qua hoat dong marketing doanh
nghiép thi€t k€&, td chitc thuc hién va ki€m tra cdc chién lugc sdn phdm, gid cd, mang
luéi phan phdi va xtc ti€n ban hang.

Hiéu rd cdc hoat ddng marketing, nha qudn tri s& x4c dinh cu thé cdc nhiém vu

cda chiic ning nay, nhitng cong viéc can thyc hién trong tirng thdi ky.
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1.4.2.4. Hoat dong quan tri: Quan tri bao gdm 4 chifc ning cd ban nhu hoach dinh, t§
chtc, 1anh dao va ki€m sodt.

- Hoach dinh: bao gdm tit ca cdc hoat ddng quan tri lién quan dén viéc chuin
bi cho tuong lai. Cu thé 14 du dodn, thi€t 1Ap muc tiéu, dé ra cic chi€n ludc, phdt trién
cdc chinh sdch, hinh thanh c4c k& hoach.

- T8 chifc: bao gdm ti't ¢4 cdc hoat ddng quén tri tao ra co cAu clia mdi quan hé
gitta quyén han va trach nhiém. Cu thé 1a thi€t k& t§ chitc, chuyén mon hod cong
viéc, mo td cong viéc, chi tiét hod cong viéc, mG rong ki€m sodt, thong nhadt ménh
1&énh, phoi hgp sidp x€p, thi€t k& cong viéc, va phan tich cong viéc.

- Lanh dao: gdm nhitng nd lwc nhim dinh huéng hoat dong cla con ngudi, cu
thé 13 1anh dao, lién lac, cic nhém lam viéc chung, thay d6i cac hoat dong, uy quyén,
nang cao chat lugng cong viéc, thod min cong viéc, thod man nhu ciu, thay ddi o
chitc, tinh thin cda nhin vién, va tinh than quan 1y.

- Ki€m so4t: Lién quan dén tit c cdc hoat ddong quan Iy nhim didm bio cho
k€&t qud thuc t€ phi hgp, nhat quan véi két qua da dudc hoach dinh. Nhitng hoat dong
chii y&u: kiém tra chit lugng, ki€m sodt tai chinh, ban hang, hang tdn kho, chi phi,
phan tich nhitng thay d4i, thudng phat.
1.4.2.5. Hé thong thong tin: Thong tin lién k€t tit cd cdc chdc ning trong kinh doanh
vdi nhau va cung cip co s& cho tat cd cdc quyét dinh qudn tri. N6 1a nén ting clia tat
cd cdc td chitc. Thong tin biéu hién nhitng bat 1gi hay Idi th€ canh tranh chd yé&u.
Panh gid di€ém manh va diém y&u vé cic hé thong thong tin bén trong clia cong ty 1a
khia canh quan trong ctia viéc thuc hién cudc ki€m sodt ndi bo.

Hé thong thong tin 1 ngudn chién ludc quan trong, theo ddi cic thay dbi cia
mdi trudng, nhan ra nhitng mdi de doa trong canh tranh, va hd trg cho viéc thuc hién,
d4nh gia va ki€m sodt chién lugc.

1.5. Céc cong cu dé hoach dinh va lya chon chi&n lugc
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1.5.1.Cac cong cu d€ hoach dinh chi&n lugc

Trong ludn vin ndy, xuat phit tir tinh hinh thuc t€ kinh doanh tai Nguyé&n Kim,
cic cong cu phit hgp dé€ hoach dich chi€n lude cho Nguyén Kim nhu sau:
1.5.1.1. Ma tran d4anh gia cac yé&u to ndi by (IFE)

Ma tran ddnh gid cdc y€u t& noi bd (IFE) 13 cong cu dugc sit dung d€ tém tit
va d4nh gid nhitng mit manh va mit y&éu quan trong clia cdc bd phan kinh doanh
chifc ning, va né ciing cung cAp co s& d€ x4c dinh va d4nh gid mdi quan hé giita cic
bd phdn nay.

Theo Fred R. David, ma tran IFE c6 thé dugc phat trién theo 5 buéc:

- Budc 1: Liét ké cdc y€u t6 nhu di dugc xdc dinh trong qui trinh phan tich ndi
bd. St dung tir 10 d&€n 20 yéu t& bén trong, bao gdm ca nhitng diém manh va diém
yéu.

~ Budc 2: An dinh tim quan trong biing cdch phin loai tir 0,0 (khong quan
trong), t6i 1,0 (quan trong nhat) cho mdi y&u td. TAm quan trong dugc an dinh cho
mdi y&u t& nhit dinh cho thdy tim quan trong tuong ddi cda y&u t& d6 d6i vdi su
thanh cdng clia cong ty trong nganh. Téng cdng clia tt ci cdc mic dd quan trong nay
phdi biang 1,0.

- Bu6c 3: Phan loai tir 1 d€n 4 cho mdi y&u td, dai dién cho di€ém y&u 16n nhat
(phan loai bing 1), di€m y&u nhd nha't (phan loai bing 2), di€ém manh nhé nhi't (phan
loai biing 3), hay di€ém manh 16n nhat (phan loai bing 4). Nhu vay su phan loai nay
dua trén co sd cOng ty, trong khi mic dd quan trong & budc 2 dva trén cd sG nganh.

- Bu6c 4: Nhan mdi miic dd quan trong ctia mdi y&u td vdi loai clia né d€ xdc
dinh s& di€m quan trong cho mdi bi€n s& (budc 4= budc 2 x budc 3).

- Bu6c 5: Cong ti't cd s6 di€m quan trong cho mdi bi€n sd dé xdc dinh s6 di€ém

quan trong tong cong clia td chic.
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Bt k€ ma trin IFE ¢ bao nhiéu yé&u td, s di€m quan trong tong cong cé thé
dudc phan loai thap nhat 1a 1,0 cho d&€n cao nhat 1a 4,0 va s6 di€ém trung binh 13 2,5.
S6 diém quan trong tdng cong thap hon 2,5 cho thdy cong ty y&u vé nodi bo va sd
di€m cao hon 2,5 cho thi'y cong ty manh vé ndi bo.
1.5.1.2. Ma tran danh gia cac y&u té bén ngoai (EFE)

Ma trin ddnh gid cdc y&u t& bén ngoai (EFE) cho phép tém tit va ddnh gia cdc
thong tin kinh t&, x4 hoi, vin hod, nhian khiu, dia 1y, chinh tri, chinh phd, luit phdp,
cong nghé va canh tranh.

Theo Fred R. David, vi€c phét trién mot ma train EFE gdm 5 budc:

- BuGc 1: Lap danh muc cdc y€u td ¢6 vai trd quyét dinh doi véi sy thanh cong
nhu d3 nhan dién trong qud trinh ki€m tra cdc y&u td tir bén ngoai. St dung tir 10 d&€n
20 y&u t& bao gdbm c4 nhitng cd hdi va moi de doa 4nh hudng dén cong ty va nganh
kinh doanh ctia cOng ty.

- Bu6c 2: Phan loai tim quan trong tr 0,0 (khong quan trong) dé€n 1,0 (rdt quan
trong) cho mdi y€u t6. Sy phan loai nay cho thdy tim quan trong tuong ¥ng clia yé&u
t0 d6 d6i vdi sy thanh cong trong nganh kinh doanh cda cdng ty. Mdc phan loai thich
hdp c6 thé dudc xdc dinh bing cich so sdnh nhitng nhi canh tranh thanh cong véi
nhitng nha canh tranh khong thanh cdng hoic biing cich thdo luin vé y&u td nay va
dat dudc sy nhat tri clia nhém. Téng s6 cdc mitc phan loai dude 4n dinh cho cdc yé&u
t0 nay phdi bing 1,0.

- Bu6c 3: Phin loai tir 1 d€n 4 cho mdi yé&u t& quyét dinh sy thanh cong dé cho
thiy cdch thitc ma cdc chi€n lugc hién tai clia cong ty phdn ng v6i y€u t6 nay, trong
dé 4 12 phdn ng t5t, 3 1a phdn ¢ng trén trung binh, 2 12 phdn ¥ng trung binh va 1 1
phan tng it. Cdc miic nay dua trén hiéu qud clia chi€n lude & cdng ty. Nhu vay, su

phin loai nay dya trén cong ty.



Trang 23

- Bu6c 4: Nhan tAm quan trong cia mdi bi€n sd vdi loai clia né6 dé xdc dinh s6
di€m vé tim quan trong (budc 4= budc 2 x budc 3).

- Buéc 5: Cong tong s& di€m vé tim quan trong cho mdi bién sd d€ xdc dinh s&
di€m quan trong cho t6 chifc.

Bat ké s6 cdc co hoi chi yéu va mdi de doa dugc bao gdm trong ma trin EFE,
tong s6 diém quan trong cao nhdt ma mot td chiic c6 thé 6 1a 4,0 va thap nhatla 1,0.
Téng s6 diém quan trong trung binh 1a 2,5. Tdng s6 diém quan trong 13 4 cho thay
riang t§ chiic dang phdn tng rat tdt véi cdc co hoi va mdi de doa hién tai trong mdi
trudng ctia ho. Tdng s6 di€m quan trong 12 1 cho thdy nhitng chi€n lugc ma cong ty
dé ra khong tin dung dugc cic co hdi hoic trdnh dudc cdc de doa bén ngoai.
1.5.1.3. Ma tran hinh anh canh tranh

Ma tran hinh 4nh canh tranh nhin dién nhitng nha canh tranh chd yé&u cling
nhitng vu th€ va khuyé&t di€m dic biét cda ho. Ma trin hinh dnh canh tranh 13 sy md
rong clia ma trin EFE trong trudng hgp cdc mic d6 quan trong, phin loai va tong s6
di€m quan trong c6 cling y nghia. Tdng s6 di€m dugc ddnh gid clia cong ty ddi thi
canh tranh dugc so sdnh v6i cong ty mau. Cdc mifc phan loai dic biét cda nhitng cdng
ty d6i thii canh tranh c6 thé dugc dem so sdnh vdi cdc midc phan loai cia cong ty
mau. Viéc phan tich so sdnh nay cung cAp cdc thong tin chi€n ludc quan trong.
1.5.1.4. Ma tran di€m manh - di€ém yé&u - co hoi - de doa (SWOT)

Ma tran SWOT 1a cdng cu két hgp quan trong gitp cho cdc nha qudn tri phat
trién bdn loai chién ludc sau:

- C4c chién luge di€ém manh — co hoi (SO).

- Céc chién luge di€m y&u — co hdi (WO).

- C4c chién lugc di€m manh — de doa (ST).

- Céc chién lugc di€m yé&u — de doa (WT).
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Theo PGS. TS. Nguyén Thi Lién Diép va Th.S. Pham Vin Nam, dé lap mot
ma trAn SWOT phai trdi qua 8 budc:

- Buéc 1: Liét ké cdc di€ém manh chd y&u bén trong cong ty.

- Budc 2: Liét ké cdc di€m y&u bén trong cong ty.

- BuGc 3: Liét ké cdc cd hdi 16n bén ngoai cong ty.

- Budc 4: Liét ké cac mdi de doa quan trong bén ngoai cong ty.

- Buc 5: K&t hgp di€m manh bén trong v6i cdc co hoi bén ngoai va ghi két
qué ctia chi€n lude SO vao 6 thich hgp.

- Budc 6: K&t hdp nhitng di€m y&u bén trong vSi nhitng cd hoi bén ngoai va
ghi k&t qua cla chién lugc WO vao 6 thich hdp.

- Budc 7: K&t hdp di€m manh bén trong v6i mdi de doa bén ngoai va ghi két
qua cua chi€n luge ST vao 6 thich hgp.

- Buéc 8: K&t hdp diém y&u bén trong véi de doa bén ngoai va ghi két qua clia
chi€n lugc WT vao 6 thich hop.

1.5.2. Cong cu lva chon chién lugec.

Ta st dung ma trin hoach dinh chi&n lugc c6 thé dinh lugng (QSPM)

Theo Fred R. David, ma trin QSPM sit dung cdc thdng tin ddu vao tir cic ma
tran IFE, ma tran EFE, ma trin hinh dnh canh tranh va ma trdin SWOT. Sdu buéc can
thi€t d€ phat trién ma trin QSPM:

- Budc 1: Liét ké cac cd hoi/de doa bén ngoai va cac di€ém manh/diém yéu
quan trong bén trong & cot trdi ciia ma trAn QSPM. Cdc thong tin nay dugc 14y truc
ti€p tif ma tran IFE va ma tran EFE. Ma train QSPM nén bao gdm t&i thi€u 10 y&u to
quan trong bén trong va 10 yé&u t6 thanh cong quan trong bén ngoai.

- Budc 2: Phan loai cho mdi y&u t§ thanh cdng quan trong bén trong va bén

ngoai. Sy phan loai nay cting y nhu trong ma trdn IFE va ma trin EFE.



Trang 25

- Buéc 3: Xdc dinh cdc chi€n lugc c6 thé thay thé ma td chifc nén xem xét thuc
hién. Ghi lai cdc chi€n ludgc nay trén hang diu tién clia ma trin QSPM. Tap hop céc
chi€n lugc thanh cdc nhém riéng biét nhau néu c6 thé.

- Budc 4: Xdc dinh s6 diém hap din ctia mdi chién lugc (AS). S& di€m hap din
dugc phan cho mdi chi€n lugc d€ bi€u thi tinh hap din tuong ddi ctia mdi chién lugc
s0 vdi cdc chi€n luge khdc. S& diém hap din dugc phan tir 1 = khong hap din, 2 = c6
hap din doi chit, 3 = khd hidp din, va 4 = rdt hap din. N&u cdc y€u t6 thanh cong
quan trong nay khong c6 d4nh hudng ddi v6i su Iva chon cdc chién luge thi khdng
cham di€m hap din cc chién lugc trong nhém chié€n luge nay.

- Bu6c 5: Tinh t6ng s6 di€m hap din (TAS). Tdng s& diém hap din 1a k&t qua
clia viéc nhan s& di€m phan loai (budc 2) véi s6 di€m hap din (budc 4) trong mdi
hang.

- Bu6c 6: Tinh tdng cong clia tdng sd di€m hap din. D6 1a phép cong clia tdng
s6 di€ém hap din trong codt chién lugc clia ma tran QSPM. Xét vé tit ci cic yéu to
bén trong va bén ngoai thich hdp c6 thé dnh hudng dén cdc chi€n ludc thi s diém

hap din cing cao biéu thi chi€n ludc cing hap dan.
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CHUGNG 2: PHAN TiCH MOI TRUONG BEN NGOAI ANH HUGNG PEN
HOAT PONG KINH DOANH CUA _
TRUNG TAM MUA SAM SAI GON - NGUYEN KIM

2.1. Mbi truong tdng quat
2.1.1. Méi truong kinh t&
Kinh t€ Viét Nam dang trén giai doan ting trudng nhanh va &n dinh. Pugc thé

hién qua bang 2.1 sau:

Bang 2.1: Miic ting truéng GDP qua cdc nim tai Viét Nam

Miuc ting truéng GDP qua cdc nam (%)
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Ngudn: Thdi bdo kinh t& Viét Nam, kinh t&€ 2005 — 2006.

Nhan xét: Qua bang 2.1 ta thdy, Viét Nam budc vao thdi ky ting trudng kinh
t€ manh mé va dn dinh. Pugc thé hién tir nim 2000, ting trudng kinh t€ da phuc hoi
trd lai, lién tuc dat tdc dd nim sau cao hon nim truc: nim 2000 ting 6,79%, nim
2001 tdng 6,89%, nam 2002 ting 7,04%, ndm 2003 tdng 7,24%, nam 2004 ting 7,69%
va nim 2005 ting 8,04%. Nho ting trudng kinh t€ dat cao nén téc do ting trudng
binh quan ndm trong giai doan 2001 — 2005 dat 7,5%, cao hon mic 7% trong thdi ky
1996 — 2000. Do d6, day 1a diéu kién thuan Igi dé doanh nghi€p Viét Nam néi chung

va Nguyén Kim néi riéng yén tAm dau tu vao hoat dong sdn xuit kinh doanh.
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2.1.2. Méi truong chinh tri, phap luat

Viét Nam dugc th€ gigi danh gid 13 nuSc c6 tinh hinh chinh tri 8n dinh tuong
ddi cao. Mit khic, cudi thang 06/2006 viéc Qudc hoi Viét Nam Iya chon thé hé lanh
dao mdi, dugc cadc bao Nhat Ban c6 nhitng nhian xét tich cuc. Cu thé, Bdo Nihon
Keizai nhan xét tin Chii tich nudc Nguyén Minh Tri€t va tdn Thi tuéng Nguyén Tan
Diing déu la nhitng ngudi cdi cdch va cling xuit thin tir mién Nam. Bdo Yomiuri cho
ring viéc lva chon ngudi ¢6 tu tudng cdi cdich Nguyén Minh Tri€t va ngudi thudc thé
hé linh dao mdi Nguyén Tan Diing thé hién quyét tAim cta Viét Nam trong viéc cai
thién vi th€ trong cong ddng qudc t&€ thong qua con dudng phat trién kinh t&€ (Ngudn:
Bio Tudi Tré, ngay 29/6/06). Trong nhitng nim vira qua Viét Nam da ban hanh nhiéu
van ban, ludt cling nhu thong tu, nghi dinh da tao nén mdt cach cd ban hanh lang
phap ly cho hoat dong kinh doanh. Pdc biét 1a Luét canh tranh va Luét thuong mai.

Viét Nam dang tirng buc néi 16ng chinh sach bao hé mau dich thong qua lich
trinh cdt gidm thu€ quan khi gia nhap vao khu vic mau dich twv do ASEAN (AFTA),
va chuidn bi gia nhap td chic thuong mai th€ gici (WTO). Theo 1o trinh AFTA, ti
ngay 01/01/2006 thi thu& nhap kh&u d6i véi cdc mit hang dién ti chi con 0 — 5% diéu
nay cho thdy Nguyén Kim s& c6 co hdi d€ ti€p can tryc ti€p cdc hang ho4 tir cic nudc
ASEAN nhim phuc vu khdch hang ngay mot t6t hon.

Tém gon, tinh hinh chinh tri tai Viét Nam dudc th€ gii ddnh gid 1a kh4 on
dinh, cling nhu trong thdi gian qua Viét Nam da c6 nhitng cdi cach vé luat phdp nhim
cai thién moi trudng dau tu, tao ra nhitng di€u kién thuan 1¢i cho Nguyén Kim ciing
nhu cdc doanh nghiép khdc yén tim du tu vao hoat dong kinh doanh.

2.1.3. Mbi truong ty nhién

Vi tri dia 1y va st dung dat dai tai TP.HCM c6 vi tri dia 1y rat thuin tién dic

biét 12 du bdo quy hoach st dung dat. Pat ndng nghiép gidm chuyén sang dit xay

dung, giao thong va khu din cu. PAt xdy dung ting d€ phat trién cdc khu cong nghiép
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tap trung, cdc khu hanh chinh, khu van hod, gido duc dao tao, y t&, vin hod, thé thao,
an dudng, chg, cong vién xanh ...

Céc chuyén vién da dy bdo diéu chinh hoat dong quy hoach nganh thuong
nghiép trén cidc quan diém nhu thyc hién né€p sdng vin minh thuong nghiép, uu tién
phat trién trung tAm thuong mai, siéu thi trén dia ban TP.HCM thay din céc chd hién
tai (Ngudn: Th.S Nguyén DPinh Chinh).

Trung tim mua sim sai gon — Nguyén Kim toa lac ngay tai Trung tim
TP.HCM, diy la di€u thuin Igi cho Nguyén Kim trong viéc thu hit khach hang khong
chi tr TP.HCM ma cOn t cdc tinh 1an cdn nhu Déng Nai, Binh Duong, Binh Phudc,
Viing Tau....

Trong nhitng nim i thién tai s€ dnh hudng 16n d€n mdi quoc gia, theo xu
huéng ngdy cang xau di sé tdc dong dén khd ning tiéu dung cla ngudi dan vi sy thiét
hai kinh t€ sé& tdc dong dén stic mua. Va dic biét 1a dao dong do dong dat x4y ra tai
TP.HCM ngay 8/11/05 di lam rung chuyén nhi€u cong trinh xdy dung & khu vuc
TP.HCM (Ngudn: Bio Tudi Tré). Va diéu nay cling 4nh hudng d€n khong tt dén stic
mua ctia ngudi dan trong TP.HCM.

2.1.4. Méi truong xa hoi, dan cu

Moi trudng xa hoi, dan cu dnh hudng dén hoat dong clia cdng ty, cic td chic
thudc nhi€u nganh trong nén kinh t&€ c6 thé tao ra co hoi va nguy cd trong qué trinh
hoat dong kinh doanh.

GDP binh quin diu ngudi (USD) ciing lién tuc ting qua cdc nim dudc thé hién
qua bang 2.2:

Bang 2.2: GDP binh quin dau ngudi (USD) giai doan 2001-2005 tai Viét Nam
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GDP binh quian dau ngusi (USD) giai
doan 2001 - 2005
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Ngudn: Thdi bdo kinh t& Viét Nam, kinh t& 2005 — 2006

Nhan xét: Qua bing 2.2 trén ta thA'y GDP binh quian diu ngudi tai Viét Nam
li€n tuc tdng qua cdc nim, tr 412,9 USD ndm 2001 tdng 1€n 637,3 USD ndm 2005.
Piéu nay, ching té 13 mifc s6ng cla ngudi dian ngay cang dugc cdi thién. Do d6,
ngudi dan cé thé chi tiéu nhi€u hon cho cdc nhu ciu clia minh.

Theo thdi bdo kinh t€ Viét Nam thi ty 1& thdt nghiép & thanh thi gidm lién tuc
qua cdc ndm tr 1998 — 2005. Cu thé, tr 6,9% nim 1998 xudng 5,6% nim 2004 va
nam 2005 giam con 5,3%.

Theo cong ty nghién cttu thi trudng GFK Viét Nam, cong bd cdc chi s& nghién
citu vé thi trudng bdn 18 cdc mit hang tiéu ding dién tif va cong nghé thong tin
(CNTT) nim 2006. Theo d6, doanh s& cua thi trudng nay ting 26,1% so v6i nim
ngodi. DAn dau 12 mit hang dién thoai di dong v6i doanh s& 876,5 triéu do la My,
ting 40,3% so v4i nim 2005; nhém cdc sin pham cong nghé thdng tin 440,7 triéu do
la My, ting 33,2%; mit hang dién t&r gia dung dat 636,4 triéu d6 la My, ting 20,1%
va db dién tf uSc dat 429,3 triéu do la My, chi ting khodng 6,8%. GFK ciing udc tinh
nim 2006, mdi ngudi dan Viét Nam chi 28,1 d6 la My d€ mua cdc san pham nay
(ndm 2005 va 2004 1an lugdt 1a 22,6 va 14,2 d6 la M§). Ngoai Tivi mau dugc ngudi
dan st dung nhiéu (75% dan s6), ciac sadn pham khéic cé ty 1& su dung kha thap, chi

1% dan sd sit dung may hit bui, 4% st dung mdy lanh va 10% s dung mdy giit.
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Ciing theo GFK Viét Nam du dodn, thi trudng bdn 1& cdc sdn phdm dé cip & trén ti€p
tuc ting trudng khd quan trong nim 2007, uSc dat 3 ti d6 la M§ (Ngudn: Thdi bdo
kinh t€ Sai Gon, s 36, ngay 31/08/2006).

Mot cudc khdo st clia Cau lac bd Hang Viét Nam, chit lugng cao nim 2005
cho thdy, mc chi tiéu clia ngudi tiéu diing nim 2006 cao hon nim 2005, khu vuc
ngudi c6 thu nhap tr 1 triéu dong/thdng trd 1én c6 mifc chi tiéu ting cao nhat véi 34%
(nim 2005 ting 18,46%), (Ngudn: Bdo dién ti — Thdi bdo kinh t€ Viét Nam).

Tém gon, GDP binh quin diu ngudi tai Viét Nam lién tuc ting qua cdc nim,
ty 1& that nghiép gidm trong nhitng nim gan day ciing nhu GFK dy bdo vé thi trudng
ban 1é hang dién t ting 26,1% nam 2006. Cling theo theo GFK thi chi ti€u clia ngudi
dan d6i v6i cdc sdn phdm hang dién tif trong nim 2006 cling ting hon so véi 2005 va
2004. Pay 1a mot thudn 1¢i doi v6i Nguyén Kim trong viéc m& rong quy mod kinh
doanh (Ngay 16/09/06 Nguyén Kim tdi khai truong Trung tdm sau sdu thing xay dung
md rong dién tich kinh doanh tir 2000 1&€n 5000 mét vudng. Cong trinh c¢6 von diu tu
1én d&n 20 ti dong. Ngudn: Thdi bdo kinh t&€ Sai Gon, s6 39, ngay 21/09/06), gia ting
ch't lugng dich vu, va su an tAm clia khdch hang sau khi mua hing nhim thu hiit mot
s6 lugng 16n khdch hang dén tham quan, mua sim ngdy cang ting trong thdi gian tdi.

2.1.5. Méi truong cong nghé
Trong nhitng nim qua, sy phat trién ctia cong nghé ddi vdi nganh kim khi dién

mdy chi c6 d4nh hudng & nhitng nha cung cip hang hod, d6i v6i cdc Trung tAm dién
mdy thi dnh hudng khong nhiéu. Cu thé, sy phat trién clia cdng nghé da tao ra nhitng
san phAm mdi, lam cho mdt s& sdn phadm ci trd nén 18i thdi. Sy phdt trién cla cong
nghé thaim chi dd 1am cho mdt s6 nha sidn xuit phdi bd mot s6 mAu ma cii va thay thé
bing miu mi khdc (ching han ddi véi nganh dién may: tivi Panasonic 21W311 thay

th€ bing 21W314 ..).
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C4c trung tAim dién mdy 12 nhitng nha phan phdi hang hod chi dnh hudng khi
ma cdc trung tAm ndy mua mot vai mau ma véi s6 lugng 16n ma cdc miu mi nay
khong kip ban hét din t6i lugng hang ton kho 16n. Con ddi véi nhitng sin pham khic
thi 4nh hudng khong nhiéu trir khi nha cung cAp mudn bdn gidm gid nhiéu mot s6
mau mi dé ban hét lugng hang tdn kho ma khong san xuit mau mi dé nira.

2.2. Moi truong nganh
2.2.1. D&i thu canh tranh
Nhitng nim gin diy, tai Viét Nam néi chung va TP.HCM néi riéng, véi su gia

ting ctia cdc Trung tAim mua sim (dién mdy) mdi (trong cdc linh vuc nhu dién mdy,
dién lanh, dién gia dung, ky thuit s&, dién thoai di dong ...) nhv Trung tAim dién may
Ideas, Phan Khang, Loc Lé ... dd 1am cho mdi trudng kinh doanh trong linh vuc hang
kim khi dién mdy ngay cang quyét liét hon. Nguyén Kim nim trong mdi trudng kinh
doanh trén va phai canh tranh véi nhiéu dai thi.

Pé dinh gid d6i thi canh tranh, ta ding ma trin hinh 4nh canh tranh, dugc
danh gia thong qua cdc nhom ti€u chi sau:

(1) Thai @6 phuc vu cia nhan vién.

(2) Hang ho4.

(3) Trung bay hang hoa.

(4) Thanh todn.

(5) Dich vu sau ban hang.

(6) Gia ca.

(7) Chuong trinh khuyé&n mai.

(8) Thuong hiéu.

(9) Mitc do hai long.

(10) V1 tri kinh doanh

(11) S8 lugng trung tim — chi nhanh
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Trong 11 nhém tiéu chi trén: tif nhém ti€u chi (1) dén (9) ngudi viét ti€n hanh
khdo sit nhin thifc clia ngudi tiéu ding vé mot s6 van dé lién quan dén viéc mua
sdm tai cdc trung tdm dién mdy trong TP.HCM (Nguyén Kim; Thién Hoa; Chg Ldén;
Khdc: Gia Thanh, Tran Thé, Ideas, Phan Khang, Loc Lé ...). Xem bdng cAu hdi & phu
luc 6. Con nhém tiéu chi (10) va (11) dugc ddnh gid qua khdo sét thuc t€ tai thi
trudng, mot s6 thong tin tif cic bdo va duge danh gid trén quan di€ém riéng clia ngudi
Viét.

* Bang ciu hoi va thang do st dung:
Ddi tuong khio sat 12 nhitng khdch hang tai TP.HCM va di tirng mua sim tai

cdc trung tam di€n may trén.

S6 khdch hang khdo sat thit vé cdc van dé lién quan d&€n viéc mua sim tai cdc
trung tAm dién mdy 1a 5 ngudi. Sau d6 dudc hiéu chinh va 14y lam bang cau hdi chinh
thitc, xem phu luc 6.

Trong bang cau hodi ¢6 35 ti€u chi va dudgc chia lam 11 nhém ti€u chi, xem phu
luc 7. Trong bing cAu héi nay chua cé xit ly dit liéu qua phan tich nhan t6 va phan
tich One-way Anova dé chon chinh thitc 12 9 nhém tiéu chi nhu da dé cap & trén.

Véi bang ciu héi thang do 5 di€m dugc sit dung dé thé hién cdc mic do dong
y clia khach hang: 1=Hoan toan khong ddng y; 2=Khong ddng y; 3=[t ddng y;
4=Pong y; 5=Hoan toan déng y.

* Mo ta miu: Tong s6 miu kh3o sdt 1a 30 ngudi. Téng s6 ngudi dudc hdi §
bang ciu hdi 1a 50 ngudi, s6 ngudi tra 16i 12 30 ngudi chi€m 60%.

* Mo ta miu theo d0 tudi: Po tudi dugc chia 1am 4 nhém dé 1a tir 18-25:
chi€m 6,9%; tir 26-35: chi€m 43,1%; tir 36-45: chiém 18,6% va tit 46-55: chiém
31,4%. Xem phu luc 8: m6 td mau theo d6 tudi.

* Xt Iy dit liéu: St dung phan mém SPSS.

Dit liéu k&t qua ctia badng cau hdi duge xit 1y nhu sau:
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- Ti€n hanh phin tich nhan t6 (Factor Analysis) d€ xdc dinh cdc nhin t& quan
trong ma khach hang yéu cau. Thong qua viéc phin tich ma trin nhan t& sau khi xoay
(Rotated Component Matrix) s& cho thdy chiing dudc sip x&€p hdp 1y thanh nhitng
nhém tiéu chi nhu th€ nao. Nhitng tiéu chi nao trong 35 tiéu chi khong c6 mdi lién hé
chit ché sé bi loai bé.

Qua k€&t qud phan tich nhan t6 ta thdy chi con lai 9 nhdm y€u t6 that su c6 lién
hé chit ché va gdm 26 tiéu chi, xem phu luc 9.

Do d6, ta dit lai tén 9 nhém tiéu chi nay lam cd s& cho viéc phan tich cdc phan
sau. Viéc ddt lai tén 9 nhém ti€u chi nay, xem phu luc 10.

- Ta ti€n hanh phan tich do tin cay (Cronbach Alpha) ctia 9 nhém tiéu chi nay
dé xem k&t qua nhan dugc ding tin cAy & mic dd nio.

K&t qud phan tich do tin cdy ta thdy do tin cdy dat yéu cau vi ¢c6 Cronbach
Alpha > 0.7, xem phu luc 11.

- Phan tich phuong sai mot y&u t& (One-way Anova) d€ so sanh sy khac biét vé
9 nhém tiéu chi gifta cdc trung tAim dién mdy tai TP.HCM (Nguyén Kim, Thién Hoa,
Chg Lén va Khéc).

K&t qua phan tich One-way Anova, xem phu luc 12. Qua phu luc 12 ta thdy
mic y nghia quan sit Sig. < 0,01. Do d6, ta thdy sy khdc biét vé 9 nhém tiéu chi giita
céc trung tAm di€én may tai TP.HCM 1a c6 ¥ nghia.

Qua khdo sdt nhan thic ciia khdch hang vé mdt s6 van dé lién quan dén viéc
mua sim tai mot sd trung tim dién mdy hién nay trong TP.HCM, ta thdy Nguyén
Kim 12 trung tAim din dau thi trudng vé hang kim khi dién mdy, k€ d€n 12 Thién Hoa,
Chg Lén, cdc trung tAm dién may khdc nhu Phan Khang, Loc Lé, Ideas, Tran Thé ...,
xem phu luc 12.

Sau diy, phan tich mot s ddi thd canh tranh chi y€u clia Nguyén Kim tai

TP.HCM Ia Thién Hoa, Chg Lén.
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> Trung tim dién may Thién Hoa (Trung tim dién may va ndi that Thién
Hoa)
Trung tim di€én mdy Thién Hoa dugc thanh 1ap vao thidng 10 nim 2001, toa lac

trén dudng Cach Mang Thang 8, Quéan 10, TP.HCM. Hién nay, Trung tam di€én may
Thién Hoa 4p dung cdc chién lugc nhu: chi€n luge xAm nhap thi trudng (tuy nhién,
nhitng chi€n ludc marketing ctia Thién Hoa dua ra déu Ia chién ludc theo sau Nguyén
Kim), chi€n lugc phdt trién thi trudng (hién Thién Hoa di md dudc mot Trung tim
dién may thit 2 dudng Trudng Chinh, Quin 12, TP.HCM, chién lugc da dang ho4 hoat
dong déng tAm (Thién Hoa d3 md thém nganh noi thit trong Trung tAim cla minh).

Trung tim dién m4y Thién Hoa c6 nhitng diém manh va diém y&u sau:

Céc di€m manh:

+ Mo hinh kinh doanh: Theo sat md hinh kinh doanh Nguyén Kim.

+ Marketing: Thyc hién chi€n lugc theo sau Nguyén Kim. Pay 13 diém manh
ctia Thién Hoa vi khong thé thuc hién canh tranh mét cich truc dién véi Nguyén
Kim. Khi Nguyén Kim tung ra chuong trinh khuyén mai mdéi ndo thi Thién Hoa tung
ra ngay sau d6 nham kéo mot lugng khach hang tir Nguyén Kim d€n Thién Hoa. N€u
lam t6t chudng trinh nay tic 1a chuong trinh khuy&n mai hap dan hon Nguyén Kim thi
Nguyé&n Kim s& mat mot lugng khach hang ding k€. Tuy nhién, cho dén thdi di€m
hién nay cdc chuong trinh khuyén maii cia Nguyén Kim tung ra déu kh4 thanh cdng.
Do @6 Thién Hoa van chua theo kip Nguyén Kim. Qua khao sdt nhin thic ctia khdch
hang vé chuong trinh khuyén maii ddi véi cdc trung tim dién mdy vdi thang di€ém 5
thi Nguyén Kim c6 di€m trung binh: 4,70; con Thién Hoa chi ¢6 di€m trung binh: 4,17
(xem phu luc 12). Cu thé, khi Nguyé&n Kim tung ta chuong trinh khuyén mai “Nguyé&n
Kim — Mirng 30 nim thong nhat dat nudc: 30/04/1975 — 30/04/2005” thi Thién Hoa
ciing tung ra chuong trinh khuyén mai twong tv. K&t qud 1a Thién Hoa ciing thu hut
dudc mdt lugng khach dang ké. Hay Nguyén Kim tung ra chuong trinh khuy&én maii

“Chié€n dich mua sim hiéu qud” vdo ngay 8, 9, 10 thang 12 nim 2005 thi ngay mdt
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tuan sau thi Thién Hoa ciing tung ra chuong trinh khdc kéo dai 1 tudn. Nhitng chuong
trinh nay ciling ¢c6 4nh hudng d€n Nguyén Kim trong viéc thu hit khdch hang dén
tham quan vd mua sim nhung vin chua dd manh dé c6 thé 1am suy yé&u hinh 4nh
Nguyén Kim do6i v6i ngudi tiéu dung.

+ S8 lugng Trung tAm — chi nhdanh: Pa c¢6 2 Trung tAm dién m4y tai TP.HCM.

+ Thuong hiéu: Do theo sdt md hinh kinh doanh Nguyén Kim va cdc chuong
trinh khuy&én mai theo sau Nguyén Kim cho nén trong cdc Trung tAim dién mdy tai
TP.HCM, thuong hiéu Thién Hoa dudc ngudi tiéu dung bi€t dén chi sau Nguyén Kim.
Piéu nay, dudc thé hién qua phin tich One-way Anova, vé phan tich thuong hiéu
dudc khdo sit tir ngudi tiéu dung véi thang diém 5 thi thuong hiéu Nguyén Kim c6
diém trung binh 1a 4,91 con Thién Hoa chi c6 4,23 (xem phu luc 12).

Céc diém yéu:

+ Th4i dd phuc vu clia nhan vién: Qua khdo s4t nhin thitc cia khach hang vé
th4i d6 phuc ctia nhin vién vdi thang di€m 5 thi Nguyén Kim c6é diém trung binh 13
4,71; con Thién Hoa chi c6 di€m trung binh 13 4,02 (xem phu luc 12). Dudng nhu khi
khach budc vao Thién Hoa thi khach hang khong dudgc chao d6n mdt cdch nhiét tinh,
nhin vién khong quan tim d&€n khich hang va khong chd dong tu van sdn phdm cho
khdch hang khi tham quan hoic mua sim. Cu thé, khidch vao tham quan, mua sim khi
c6 nhu cau mua hodc can tu van vé hang hod thi khong thdy nhan vién, khiach hang
phdi tim nhan vién dé€ héi hang ho4.

+ Trung bay hang hod: Thién Hoa trung bay hang hod khong dé nhin thdy
ching loai hang hod, khong dé tim ki€m, trung bay khong dep mit. Qua khio sit
nhin thifc cda khdch hiang vé trung bay hang hod véi thang di€m 5 thi Nguyén Kim
c6 diém trung binh 1a 4,38; con Thién Hoa c6 diém trung binh la 3,89.

+ Gi4 niém y&t khong thuc t&: Trong cdc chuong trinh khuyén mai Thién Hoa

thudng ning gid hang hod 1&én so vdi thuc t& rdi tung ra chuong trinh gidm gid nhung
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thuc t&€ gid thi trudng biing vé6i gid clia chuong trinh khuyén mii. Cu thé trong chuong
trinh “tai trg tryc ti€p mua sim hang chinh hiang” gidm 25% dién t ngay 15 — 22
thdng 12 nim 2005. Gid bdn 1& theo hing d6i véi dau Tivi Toshiba 21JZ7 la
3.100.000 dong Thién Hoa ty nang gid 1én 3.850.000 déng rdi gidm gid 25% con
3.100.000 déng, hay dau DVD Sony 51P gid hang 1a 1.290.000 dong Thién Hoa tu
nang 1én 1.615.000 dong rdi gidm 25% codn 1.290.000 dong, viéc nang gid 1a c6
nhung chi€m sd lugng khong nhiéu. Do dé, qua khdo st nhan thitc ca khiach hang
vé gid ca (c6 nién yé&t gid va ban ding gid nién yét) vSi thang di€m 5 thi Thién Hoa
chi sau Nguyén Kim, xem phu luc 12.

+ Ung dung hé th6ng vi tinh hod: Hién Thién Hoa, 12 Trung tAm chua c6 trang
web (trang web dang trong qud trinh xiy dung) gidi thiéu vé Trung tAm va céc
phuong thitc ban hang qua mang ...

+ Thanh todn: Qua khdo sit nhin thic clia khdch hang vé thanh todn theo
thang di€m 5 thi viéc thanh todn tai Thién Hoa c6 di€m trung binh 13 4 chi sau
Nguyén Kim: 4,35.

+ Mitc d6 1ong trung thanh: Qua khio sit nhan thifc ciia khach hang vé mic do
1ong trung thanh theo thang diém 5 thi Thién Hoa c6 di€m trung binh 12 4,02 ciing chi
ditng thit 2 sau Nguyén Kim: 4,89.

» Trung tim dién may Chg¢ Lén (Siéu thi dién may Chg Lén)

Trung tdm di€én mdy Chg Lén hoat dong vao thang 01 nam 1999, tryc thudc
Cong ty dich vu du lich Chg Lén. Tru sG chinh tai Chung cv Hung Vuong, Quén 5,
TP.HCM (Nga tu: Nguyén Trdi — Tadn Pa). Trung tim hién dang 4p dung cdc chién
lugc nhu chi€n lude phat trién thi trudng (Trung tim dién may Chd Lén hién c6 6
Trung tAm dién may trong d6 c¢6 3 Trung tAm tai TP.HCM, 1 tai Thanh ph& Cin Tho,
1 tai Thi xa Rach Gi4 va 1 tai Thanh phd My Tho — Tién Giang. Nhung chi Iyc chinh

van 1a Tru s& chinh tai TP.HCM), chi€n ludc xaAm nhap thi trudng va chi€n ludc da
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dang hod dong tim (Trung tAm di kinh doanh thém vao nhitng nganh hang méi nhu
noi that va vi tinh).

Trung tAim dién mdy Chg Lén c6 nhitng di€m manh va nhitng di€m yé&u sau:

- C4c di€m manh:

+ Hang hod: Phong phi, da dang. Qua kh3o st nhan thic ctia khdch hang vé
hang hod véi thang di€m 5 thi Chg Lén ding thit 3 v6i di€m trung binh 12 4,48; sau
Nguyén Kim: 4,92, Thién Hoa: 4,48. Xem phu luc 12.

+ Trung bay hang hod: Pudc trung bay theo tirng thuong hi€u, khong gian
trung bay thodng. Tuy nhién, qua khdo sit nhin thic clia khdch hang vé trung bay
hang hod thi Chg Lén van ding sau Nguyén Kim va Thién Hoa.

+ Gia cd: Thuc hién chinh sich gid ré nhung doi v6i ngudi tiéu dung thi gid cd
tai Chg L6n van cao hon Nguyén Kim va Thién Hoa (xem phu luc 12).

+ SO lugng Trung tdm — chi nhanh: Hién ¢6 6 Trung tAm dién mdy va 1a Trung
tdim dién mAdy hién nay c6 sd lugng chi nhdanh nhi€u nhat tai TP.HCM. Diéu nay
ching t6 kha ning tai chinh hién nay l1a khd manh.

+ Thuong hi€u: Trung tdim dién mdy Chg Lén 1a mdt thuong hi€u manh. Nhung
qua khdo sdt thi thuong hiéu Chg Lén chi déng thit 3 sau Nguyén Kim va Thién Hoa.

- Céc diém yéu:

+ Théai do phuc vu: Nhéan vién tai Trung tdim di€én mdy Chg L6n thuong khong
quan tim nhiéu dén khach hing khi tham quan va mua sim. Cu thé, khi khdch c6 nhu
cau mua hang thi thudng phai tim nhan vién ban hang vi khong thdy nhan vién dang
& dau. Qua kh3o sit nhan thitc cda khdch hang vé thai do phuc vu cia nhin vién Chg
Lén thi Chg Lén ditng thit 3 sau Nguyén Kim va Thién Hoa.

+ Hang hod: mdt s6 sdn phdm khong c6 xuat x@ rd rang. Do d6, c6 mot s&
hang hod khong thé xui't hoa don cho khdch hang dudc. Piéu nay ciing dugc thé hién

qua kh3o sat tir khdch hang vé hang hod véi thang di€m 5 thi Chg Lén c6 di€m trung
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binh 1a 4,21 sau Nguyén Kim: 4,92; Thién Hoa: 4,48. Chi hon dudc cdc trung tim

dién may khéc: 3,44.

- Thanh todn: Qua khdo sdt tir khdch hang vé thanh todn thi viéc thanh toén tai

Chd Lén chi€m vi tri thit 3 sau Nguyén Kim va Thién Hoa.

- Mttc do long trung thanh: Chd Lén ciing chi€m vi tri tht 3 sau Nguyén Kim

va Thién Hoa, xem phu luc 12.

TU sy phan tich trén vé d6i thi canh tranh va k&t qud phan tich One-way

Anova dya trén sy ddnh gid clia khdach hang (xem phu luc 12), ta thi€t 1dp Ma trin

hinh 4nh canh tranh cia Nguyén Kim nhu sau:

Bang 2.3: Ma tran hinh dnh canh tranh ctia Nguyén Kim

Nguyén Kim Thién Hoa Chg Lén Khac
Mic
P /\, /\’ h\ h A
TT Céc yelAl to thanh | d6 o v o v o o =
cong quan cm:s- biém cmc- biém cm:s- biém cmc- Q
trong o
1 | Thuong hiéu 012 | 35 | 042 | 35 | 042 | 3.0/ 036 2.5 | 030
p |Chuong  tmnh i b a5 039 | 32 | 035 | 30 | 033 | 28 | 031
khuy€n mai
3 | Gid ca 010 | 35 | 035 | 32 | 032 | 30| 030]| 2.8 | 028
4 | Hang hoa 009 | 35 | 032 | 32 029 | 30| 027] 25 | 023
5 | Thdi do phue vul o 6 1 50 | 030 | 2.8 | 028 | 25 | 025 | 23 | 0.23
cua nhan vién
Trung bay hang
6 | hod 010 | 3.0 | 030 | 25 | 025 | 23| 023| 20 | 020
Dich vu sau ban
7 | hang 009 | 30 | 027 | 25 | 023 | 25| 023| 25 | 023
8 | Vitrikinhdoanh | 0.09 | 25 | 023 | 25 | 023 | 20| 018] 2.0 | 0.18
g |50 Mwong wung| s b0 | 005 | 20 | 010 | 25 | 013 | 1.0 | 005
tdm — chi nhanh
10 | Thanh todn 007 | 30 | 021 | 28 | 020 | 25| 0.18| 22 | 0.15
Mic d6 10ng trung
11 | thanh 008 | 30 | 024 | 20 | 016 | 20| 016 1.8 | 0.14
Téng cong 1.00 3.07 2.82 2.61 2.30
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Nhan xét: Qua bang 2.3 cho thdy Nguyé&n Kim c6 tdng s di€ém quan trong cao
nhat 12 3,07 16n hon diém trung binh 13 2,5. Tir d6 cho thdy Nguyén Kim c6 chién
lude tng phé tot nhat d6i v6i cdc y&u td ¢d vai tro thi€t y&u cho sy thanh cong, k&
dén 12 Thién Hoa (2,82), Chd Lén (2,61), va sau cung la cdc trung tAm dién may
khac (2,30). Do d6, khi xay dung chi€n Iugc Nguyén Kim cin khai thac diém manh
cta minh nhv thuong hiéu, chudng trinh khuyé&n mai, gid ca, thdi dd phuc vu clia nhan
vién, hang hod, trung bay hang hod, dich vu sau ban hang, thanh todn, va mic do
1ong trung thanh vi Nguyén Kim ¢ng phé t6t hon ddi thi canh tranh. Tuy nhién,
Nguyén Kim tng phé kém hon ddi thi canh tranh vé s6 lugng trung tAm — chi nhdnh
hi€n nay.

2.2.2. Khach hang

Nguyén Kim ¢6 2 loai nhém khach hang dé 13 khdch hang tiéu diing va khéich
hang cong ty.

- Khdch hang tiéu dung: P&i v6i khach hang nay Nguyén Kim cin phdi xem
xét mot s6 van dé nhu sau:

+ Trong 3 nim tir 2003-2005: doanh s& binh quan chi€m 92% tdng doanh s&
ban hang tai Nguyén Kim (xem bang 3.2).

+ S4n phdm tai cdc Trung tAm dién mdy hau nhu khong c6 sy khac biét vi cdc
Trung tAim dién mdy déu 1a nha phan phdi hang hod tir cdc nha cung cap.

+ Tai TP.HCM c6 nhiéu Trung tim dién mdy nhu Nguyén Kim, Chg Lén,
Thién Hoa, Gia Thanh ....

Do x4c dinh khdch hang tiéu diing c¢6 4nh huéng manh dé&n su ton tai va phat
trién Nguyén Kim. Cho nén, trong nhitng ngay dau thanh 14p Trung tim Ban Gidm
P6c Nguyén Kim cam k€&t cung cip dich vu t6t nhat véi phuong chim “TAt cd vi
khach hang, tat ca cho khdch hang” (Cén c chinh sdch chit lugng Nguyén Kim (xem

phu luc 5)). Mit khéc, trong thdi gian qua Nguyén Kim di thé hién dudc uy tin



Trang 40

thuong hiéu ctia minh d6i véi khach hang thong qua céc chudng trinh khuy&n mai hap
din, va di ddu trong viéc tung ra cdc chuong trinh khuyé&n maii; thdi d6 phuc vu cla
nhin vién lam hai long khdch hang; gia ca phu hgp v6i cim nhdn ctia khiach hang;
hang hod phong phi, da dang; chat lugng hang hod 1a hang chinh hdng; dich vu sau
ban hang tot (xem phu luc 12).

Va qua kh3o sat tir khdch hang vé miic do long trung thanh cda khich hang
ddi v6i Nguyén Kim va cdc trung tAm dién mdy khdc véi thang di€m 5 thi khich
hang vin chon Nguyén Kim 13 vu tién s6 mot vdi di€m trung binh kh4 cao 12 4,89 khi
c6 nhu cAu mua sim, va ciing sin sang gidi thiéu Nguyén Kim cho ngudi than, ban
beé khi ho ¢6 nhu cidu mua sim; trong khi d6 Thién Hoa chi ¢6 4,02; Chg Lén: 3,33;
va trung tim di€n mdy khac la 2,5 (xem phu luc 12).

D6i v6i khach hang tiéu dung, khi c6 nhu cAu mua sim hang kim khi dién may
thi ngudi tiéu ding van wu tién chon cdc Trung tAm dién mdy bdi vi theo ngudi tiéu
dung viéc mua sim tai cdc Trung tdm dién mdy lam cho ho cdm thdy yén tAm hon
(xem phu luc 3). Va qua khdo st nhin thic ctia khdch hang vé mot s6 van dé lién
quan dén viéc mua sim thi Nguyén Kim 12 Trung tAm dién mdy ddp ng dudc nhu
cau khach hang cao hon céc trung tAm dién may khic (xem phu luc 12).

Do dé, khdch hang tiéu ding vin chon Nguyén Kim khi ¢6 nhu cau tham quan
hoic mua sdm hang kim khi dién mdy.

- Khach hang cong ty: Khdch hiang nay c6 mot s6 dic di€ém nhu sin phim tai
cdc trung tAm dién may khong khac biét nhiéu ciing nhu d& dang thay d6i nha cung
cap (Nguyén Kim, Chg Lén, Gia Thanh ...). Trong 3 nim tir 2003-2005 doanh s6 bdn
hang ctia khdch hang nay chi€m binh quin 8% trén tdng doanh s (xem bang 3.2) va
Nguyén Kim 132 Trung tim duy nhit tai TP.HCM cé chuong trinh ky hdp dong véi
khdch hang cong ty cung cAp “Phi€u mua hang” cho nhin vién (s€ phan tich siu

trong phan phan tich néi bd Nguyén Kim). Tuy nhién, muc tiéu cia Nguyén Kim ddi
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véi khdch hang nay la dat hiéu qud vé Marketing. Do d6, nhém khach hang nay
khong 4nh hudng nhiéu d€n doanh s6 ban hang tai Nguyén Kim.

2.2.3. Nha cung cap

Hién nay, Nguyén Kim cam két v4i khdch hang 1a ban hang chinh hing. Do
do, viéc chon nha cung cip hang hod ddi véi Nguyén Kim thi ludn c¢é tiéu chi 1a chon
nhitng nha cung cip cé uy tin trén thi trudng. Mot s& nha cung cap chinh cho Nguyén
Kim nhu: Canon, Electrolux, LG, JVC, Nikon, Nokia, Motorola, Panasonic, Philips,
Sanyo, Samsung, Sony, Sony Ericsson, Toshiba ... Nguyén Kim di xdy dung ducc
mdi quan hé chi€n lugc véi 8 nha sdn xuat 16n 1a 8 tdp doan dién ti hang dau nhu
Sony, JVC, Toshiba, Panasonic, Sanyo, Philips, Samsung va LG. Pay la nhitng nha
cung cAp da dong hanh v6i Nguyén Kim trong nhitng ngdy dau thanh 1ap (Ngudn:
Thai bdo kinh t€ sai gon, sd 39-2006).

Lugng hang hod tiéu thu tai Nguyén Kim rat nhanh. N6 dugc thé hién qua
doanh s& bdn hang ting lién tuc trong cdc nim qua va cdc chuong trinh khuy&n mai
ma Nguyén Kim tung ra déu rat thanh cong. Do d6, hau hét cdc nha cung cAp hang
hod déu mudn dua hang hod vio Nguyén Kim vi thong qua trung tdm bdn 1&, uy tin
nhu Nguyén Kim, c4dc nha cung cip khong nhitng s& dat dudgc hang hod tiéu thu manh
ma con dudc quing cdo hinh 4nh, sin phdm ctia minh d&€n vdi ngudi tiéu ding. Bén
canh d6, tinh hinh tai chinh Nguyén Kim kh4 manh (s& dugc phan tich trong phan
phan tich noi bd Nguyén Kim). Nguyén Kim con ¢6 lich chi trd tién rit rd rang ddi
vdi cdc nha cung cdp. Do d6, cdc nha cung cidp cdm thdy yén tdm khi lam dn vé6i
Nguyén Kim.

Thuong hiéu Nguyén Kim qua khdo sdt nhan thic cia khdach hang thi khich
hang ddnh gid thuong hiéu Nguyén Kim 12 mot thuong hiéu uy tin, tin tudng va an
tdm khi chon mua hang hoa hon cac trung taim di€én may khic (xem phu luc 12). Cho

nén, mdt s6 nha cung cAp mGi mudn vao Nguyén Kim phai c6 hd trg dic biét danh



Trang 42

cho Nguyén Kim nhu gid c& phdi canh tranh, tinh hinh cong ng dai hon ... Cdc nhan
vién kinh doanh nhap hang ctia Nguyén Kim di hi€u ro diéu nay khi dam phdn ddi
vdinha cung cap.

2.2.4. Déi thi tiém an

Céc nha cung cip hang hod cho Nguyén Kim. Nha cung cip c6 thé chd dong
md rong thi trudng thong qua chién lugc k&t hop vé phia truge d€ chii dong vé phan
phdi. Ching han, Loc Lé phian phdi cho Nguyén Kim vé cic loai 10 vi ba hiéu
Ichiban, va hang gia dung khidc dd mé& ra Trung tdm dién mdy Loc Lé trén dudng
Nguyén Thi Minh Khai, Q3, TP.HCM.

Khu mua sim dé nh4t Phan Khang (Phan Khang) truc thugc Cong ty TNHH
Phan Khan. Phan Khang tuy md&i thanh 1ap 11/2005 toa lac tai 431 Hoang Van Thu va
01 Hoang Viét, Quan Tan Binh, TP.HCM. Thyc chidt mo6 hinh kinh doanh ctia Phan
Khang dugc xay dung kh4 giong md hinh kinh doanh thu nhd clia Nguyén Kim. Béi vi
Phé gidm ddc cii cia Nguyén Kim 1a Trinh Anh Td tdch ra k€t hdp véi cdc gidm ddc
bd phian dé thanh 1ap Phan Khang. Cdc nhan vién quin 1y va cdc nhin vién kh4c tai
ddy phin 16n 13 tir bén Nguyén Kim sang. Do dé, cdc chuong trinh khuyé&n maii clia
Phan Khang cé nét gan giong Nguyén Kim. Cho nén, khi tung ra cdc chuong trinh
khuy&n maii da thu hit duge mot lugng 16n khach hang d&€n tham quan va mua sim.
Tuy nhién, vi méi thanh 14p cho nén thuwong hiéu Phan Khang con khiém tdn, do d6
phai mat it nhat 1a vai nim thi Phan Khang méi xdy dung dudc thuong hiéu ctia minh
ddi véi ngudi tiéu dung.

Céc tdp doan ban 1é khdc: Metro Cash & Carry hién dang c6 mat tai Viét
Nam. Theo du bdo clia cdc nha kinh t& thi ¢ nhiéu tip doan phin phdi quoc t&€ xay
dung k& hoach d€ xAm nhip thi trudng sau khi Viét Nam vio WTO, trong d6 c6 Wal-
Mart. Hai tip doan bdn 1& nay c6 thé trd thinh ddi thd canh tranh ciia Nguyén Kim

trong thdi gian t6i. Ho déu c6 dic di€ém chung 12 von 16n, ddi ngd chuyén nghiép cao,



mang luéi phan phdi rong khdp. Riéng Metro Cash & Carry Viét Nam dudc ngudi

tiéu dung bi€t d€n nhu 12 thuong hi€u manh, va hién dang tip trung vao khdch hang
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coOng ty.

hang ho4 tif cdc nha cung cip. Do d6, cdc sin phadm thay th& ddi vdi cdc Trung tAim

2.2.5. Hang (san pham) thay th&

Vi tinh chdt dic thd cdc Trung tdm dién mdy hién nay chi 1a nha phan phoi

dién mdy hién nay la khong cé.

gid cdc y€u t6 bén ngoai (EFE) ctia Trung tAm mua sim sai gon — Nguyén Kim nhu

Téng hdp cic yé&u td trong mdi trudng bén ngoai ta ti€n hanh 14p ma trin danh

sau:
Bang 2.4: Ma tran danh gia cic yéu to bén ngoai (EFE)
Muc
f 0 Pha 5 dié
TT Cac y€u tdo bén ngoai do a? 50 diém
quan loai | quan trong
trong
I | Cohoi
1 | Tdc do ting trudng kinh t€ n dinh 0.08 3 0.24
2 | Mdi trudng kinh doanh dugc cai thi€n 0.09 3 0.27
3 | Cit gidm thu€ nhap khiu 0.07 3 0.21
4 | Thu nhap binh quin diu ngudi ting 0.09 3 0.27
5 (;hl ti€u mua sam cua ngudi ti€u dung gia 0.11 4 0.44
ting
6 l\AIgu’(‘ji. Atiéu fh‘mg thich mua sim & cdc trung 011 15 0.39
tim di€én may
7 | Nha cung cAp hang hod c6 uy tin 0.12 4 0.48
II | Nguy co
8 | Van dé mua bdo, 1ii lut nhi€u 0.07 1.5 0.11
9 | Gia ting cdc trung tdm di€n mdy mdi 0.08 2 0.16
10 CAanh tranh kh9ng lanh manh vé gid va gian 0.08 ) 0.16
lan thuong mai
1 Su chi, I'(_)I.lg dau tu cua cdc tadp doan ban le 0.10 ) 0.20
da qudc gia
Tong cong 1.00 2.92
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Nhin xét: K&t qui & bang 2.4 cho thiy tdng s6 di€m quan trong clia Nguyén
Kim dat 2,92 trén mic trung binh (mifc trung binh 2,5). Piéu nay cho thdy kha ning
phén tng cia Nguyén Kim d6i véi cdc y€u t6 bén ngoai 1a khd tot trong viéc nd luc
theo dudi chi€n luge nhiim tin dung cdc cd hoi bén ngoai nhu téc dd ting trudng kinh
t€ &n dinh, moi trudng kinh doanh dudc cii thién, cit gidm thué& nhap khiu, thu nhap
binh quan diu ngudi ting, chi tiéu mua sim clia ngudi tiéu dung gia ting, ngudi tiéu
dung thich mua sim & trung tdm dién mdy, va nha cung cAp hang hod c6 uy tin. Tuy
nhién, Nguyén Kim can phai chii ¥ d€n nhitng yé&u t6 dnh hudng dé&n sy thanh cong
ma Nguyén Kim chua phdn ¢ng t6t nhu van dé mua bio, 1i lut nhiu; gia ting cic
trung tim dién mdy mdi; canh tranh khong Ianh manh vé gid va gian 1an thuong mai;

va su m§ rong dau tu cdc tAp doan ban 1€ da qudc gia.
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CHUONG 3: PHAN TICH MOI TRUGNG NOI BO
TRUNG TAM MUA SAM SAI GON - NGUYEN KIM

3.1. Giéi thi¢u vé Trung TaAm Mua Sim Sai Gon — Nguyén Kim.
3.1.1. Sy hinh thanh va phat trién

Trong nhitng nim qua, vdi chli truong ddi mdi, md cta giao thuong kinh t& va
chd dong hoi nhap ciia Pang va Nha nudc, cung véi sy doi hdi ngay cang cao cua
ngudi tiéu dung, nhi€u doanh nghiép tai Thanh phd H6 Chi Minh da dau tu, sin xuit,
kinh doanh nhitng sdn phim chat lugng cao phuc vu ddi song ngudi din Thanh phd.
Diéu nay gép phan tao nén sy chuyén bi€n tich cuc trong cdc hoat dong kinh t&. Budc
vao th€ ky 21, trong xu huéng canh tranh ngay cang quyét liét va gay git cda thi
truong, ddc biét khi Hi€p dinh Thuong mai cdc nudc Thanh vién Asean (AFTA) dugc
trién khai vao nim 2003, d€ ning cao uy tin cling nhu phuc vu khdch hang t5t hon,
Doanh nghiép Nguyén Kim da manh dan diu tu hdp tic v6i Cong Ty C6 Phan Ché
Tao May SINCO xay dyng mot Trung tdm thuong mai véi tén giao dich 1a Trung
Tam Mua Sim Sai Gon — Nguyén Kim tai s6 63 — 65 Tran Hung Pao, Quin 1. Trung
tam chinh thic di vao hoat dong ngay 19 thidng 01 ndm 2002. Py dudgc xem la budc
dot phé trong linh vuc phan phdi chuyén nghiép khi Trung TAm Mua Sim Sai Gon
dudc cdc nha sidn xuit uy tin trong va ngoai nudc uy quyén lam dai dién chinh thitc
dua cdc sdn pham dién tl, dién lanh, dién gia dung, dién thoai di dong, vi tinh ... truc
ti€p dén tay ngudi tiéu dung. P6 ciing 1a mong u6c clia Doanh nghiép Nguyén Kim —
SINCO trong viéc chli ddng ddy manh qud trinh hoi nhap vao nén kinh t&€ khu vuc va
thé gidi.

- Tén cong ty: Cong Ty TNHH Thuong mai Téng hdp va Dich vu Nguyén Kim
Tién.

- Tén giao dich: Trung TAm Mua Sdim Sai Gon — Nguyén Kim.

- Pia chi: 63 — 65 Tran Hung Pao, Quan 1, Thanh phd Hb Chi Minh.

_ Pién thoai: (08) 8.211.211
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- Fax: (08) 8.210.818

- Email: webadmin @nguyenkim.com

- Website: www.nguyenkim.com

Trung tAm cung cap trén 5000 ching loai sin phdm bao gdbm mit hang co dién
lanh, kim khi dién m4y, dién gia dung, vién thong: dién thoai di dong, vi tinh ... chinh
hiéu ddi mdi nhat, gid cd dugc cap nhat hang ngay dudi su ki€m sodt sit sao va chit
ché clia cdc nha sdn xuit. Chat lugng hang hod trudc khi trung bay, tiéu thu déu dugc
Trung tAm ki€m tra nghiém ngit, sing loc k¥ ludng. Khach hang dugc quyén st dung
thr 05 ngdy mié€n phi trude khi quy€t dinh mua ma khong phai ton kém bat ky chi phi
nao (k€ cd chi phi van chuyén, giao nhin), gitip khiach hiang an tim, ciing nhu tiét
kiém dudc thdi gian, tién bac khi mua sim tai Trung tAm.

bic bi€t v6i khach hang la cdn bg, cong nhin vién chic, lao dong dang cong
tdc tai cidc cd quan, xi nghiép, doan thé, Trung tim danh chuong trinh ban hang uu
dii: ban trd gép, tra chAm theo gid niém y€t tai Trung tAm va theo 1di sudt cia ngin
hang.
3.1.2. P4nh gia tinh hinh kinh doanh cia Nguyén Kim tir 2003 - 2005

3.1.2.1. K&t qua hoat dong kinh doanh cia Nguyén Kim tir 2003 - 2005
Bing 3.1: K&t qua hoat dong kinh doanh ctia Nguyén Kim tir 2003 - 2005

Doanh s6 (Ty déng)

700 650
600
500 -+
400 A
300 A
200
100 -

470

370

2003 2004 2005

Ngudn: T4c gia tong hop tir Nguyén Kim, nim 2003-2005.
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Nhan xét: Qua k&t qua hoat dong kinh doanh & bang 3.1 ta thiy, doanh s tai
Nguyé&n Kim lién tuc ting, cu thé nim 2003 dat 370 ty dong, nim 2004 dat 470 ty
dong ting 27% so v6i nim 2003, nim 2005 dat 650 ty dong ting 38% so vdi nim
2004. Trong khi moi trudng kinh doanh ngay cang bi€n dong nhung Nguyén Kim da
lién tuc ting trudng trén 25% trong 02 nim qua. Piéu ndy ching td Ban Gidm Doc
cta Nguyén Kim c6 nhitng budc di ding huéng phit hgp véi tinh hinh mdi.
3.1.2.2. Ty trong doanh sé cia tirng nganh hang tai Nguyén Kim tir 2003-2005
Bing 3.2: Ty trong doanh sé ctia tirng nganh hang tai Nguyén Kim tir 2003-2005

DPon vi tinh: Triéu dong

2003 2004 2005 Ty

trong
Doanh Ty Doanh Ty Doanh | Ty
; ’ ’ binh
sO trong sO trong sO trong

quan
Nganh 370,000 | 100% | 470,000 | 100% | 650,000 | 100% | 100%
bién mdy 130,000 | 35% 174,000 | 37% | 245,000 | 38% 37%
bién lanh 111,000 | 30% 141,000 | 30% | 189,000 | 29% 30%
Gia dung 56,000 | 15% 63,000 | 13% | 85,000 | 13% 14%
Vién thong 41,000 | 11% 54,000 | 11% | 85,000 | 13% 12%
KD t6ng hgp 33,000 | 9% 38,000 | 8% 46,000 | 7% 8%

Ngudn: T4c gid tdng hop tir Nguyén Kim, 2003-2005.

Qua bang 3.2 ta thiy ty trong doanh s& binh quin tir 2003-2005 tai Nguyén
Kim tip trung nhiéu nhat 13 nganh dién may (chi€ém 37%/doanhsd), k& dén 1a dién
lanh (chi€m 30%/doanh s6), gia dung (chi€m 14%/doanh s8), vién thong (chi€m
12%/doanh s6) va cudi ciing 12 kinh doanh tdng hdp (chi€m 8%/doanh s8).
3.1.2.3. Doanh sé va 1¢i nhuin ctia tirng nganh hang tai Nguyé&n Kim tir 2003-2005

Bing 3.3: Doanh sé cia tirng nganh hang tai Nguyén Kim tir 2003-2005
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DPon vi tinh: Triéu dong

T6 T6 .
d%c d%c Toc g
2003 2004 3 2004 2005 3 ting binh
tang/ tang/ .
.y iy quan
giam giam
bién may 129,500 | 174,000 | 34% | 174,000 | 245,000 | 41% 38%
bién lanh 111,000 | 141,000 | 27% | 141,000 | 189,000 | 34% 31%
Gia dung 55,500 | 63,000 | 14% | 63,000 | 85,000 | 35% 24%
Vién thong 40,700 | 54,000 | 33% | 54,000 | 85,000 | 57% 45%
KD tong hop 33,300 | 38,000 | 14% | 38,000 | 46,000 | 21% 18%
Téng 370,000 | 470,000 | 27% | 470,000 | 650,000 | 38% 33%

Ngudn: Téc gid tong hdp tir Nguyén Kim, nim 2003-2005
Bang 3.4: Lai rong cia tirng nganh hang tai Nguyén Kim tir 2003-2005

Don vi tinh: triéu dong

Toc Toc
2003 | 2004 | %0 | 2004 | 2005 | 90 | TOcdotang
tang/ tdng/ | binh quan
giam giam
Pién may 3,843 | 5374 40% | 5374| 8,667| 61% 51%
Pién lanh 2,635 | 3323 26% | 3,323| 5360| 61% 44%
Gia dung 3204 | 3818 16% | 3.818| 6,044 | 58% 37%
Vién thong 769 | 1,061 | 38% | 1,061 | 2,053 | 94% 66%
KD t8ng hdp 439 | 566| 29% | 566| 684| 21% 25%
Téng 10,980 | 14,141 | 29% | 14,141 | 22,807 | 61% 45%

Ngudn: Tdc gid tdng hop tir Nguyén Kim, nim 2003-2005

Qua 2 bang 3.3; 3.4 ta thdy vé doanh s6 tirng nganh hang tai Nguyén Kim lién
tuc ting qua cdc nim, va tdc do ting trudng cla tirng nganh ciing ting trudng lién tuc
qua cdc nim. Piéu nay di 1am cho tdc do ting trudng binh quin vé doanh s& clia
tirng nganh hang tif nim 2003-2005 doi v6i dién may ting 38%, dién lanh ting 31%,
gia dung ting 24%, vién thong ting 45%, kinh doanh téng hdp ting 18%, va tdc do
ting trudng binh quin tai Nguyén Kim 1a 33%. V& Idi rong tirng nganh hang tai
Nguyén Kim ciing lién tuc ting qua cdc nim, va toc do ting vé 1di rong cla ting

nganh hang nhin chung ciing ting (trong nim 2005 tdc dd ting clia kinh doanh tng
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hgp c6 gidm tir 29% nim 2004 xuéng con 21% nam 2005. Thyc chat, kinh doanh tong
hdp 1a mot phong ban do d6 nhiém vu chifc ning cla né chi chi trong nhi€u vé hiéu
qud Marketing hon 13 cdc muc tiéu khdc) va toc do ting binh quin vé ldi rong tir
2003-2005 12 45%. Piéu nay chitng td Nguyén Kim di c6 nhitng budc di ding huéng
trong tinh hinh méi.

DPé€ c6 cdi nhin khich quan vé tdc do ting trudng clia titng nganh hang. Ta ti€n
hanh so sdnh, ddnh gid toc do ting trudng clia Nguyén Kim véi toc do ting trudng
chung ctia thi trudng kim khi dién mdy (s6 liéu thong tin thi trudng tir cong ty nghién
ctu thi truong GFK Viét Nam).

Bing 3.5: So sdnh téc do ting truéng cia tirng nganh hang giita Nguyén
Kim va thi truong

2004 2005 2006 (du bédo) Binh quan

(2004-2006)

NK TT NK | TT NK TT NK TT
Pién mdy 34% |26,3% | 41% | Na |32.0% | 6.80% 32% | 16.6%
Pién lanh 27% |28,1% | 34% | Na |30.0% | 20.10% | 30% | 24.1%
Gia dung 14% | 28,1% | 35% | Na |30.0% | 20.10% | 30% | 24.1%
Vién thong 33% |45,6% | 57% | Na |45.0% | 36.75% | 45% | 41.2%
Nganh 27% |27,1% | 38% | Na |32.7% | 26.10% | 33% | 26.6%

NK: Nguyén Kim; TT: Thi trudng; Na: Not available (khong c6 so liéu).

Ngudn: +NK: Tdc gid tdng hgp tif cdc s6 liéu trén va du bdo toc do ting trudng
Nguyén Kim 2006; +TT: http://www.vneconomy.com.vn; Thdi bdo kinh t€ Sai Gon,
s6 36, ngiy 31/08/06.

Nhan xét: Qua bdng 3.5 ta thiy, tdc do ting trudng binh quan cia thi trudng 1a
26,6%, trong khi tdc d6 ting trudng binh quin clia Nguyén Kim 1a 33%. Piéu nay,
chiing t6 Nguyén Kim c6 t6c do ting trudng tot hon so vdi thi trudng, va ciing c6
nghia 12 thi phan cia Nguyén kim dugc ting 1én. Do d6, ta thA'y Nguyén Kim khong
chi cling c6 thi trudng ma ngay cang phdt trién.

3.2. Phan tich mdi trudng ndi b ciia Trung TaAm Mua Sam Sai Gon-Nguyén Kim.
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P& danh gid ma trdn ndi b clia Trung tim mua sim sai gon — Nguyé&n Kim, ta
ding ma trin ddnh gia cdc y€u t6 ndi bd (IFE).

Céc y€u to thudc ma tran ndi bo nhur:

(1) Thai @6 phuc vu cta nhan vién.

(2) Hang hoa.

(3) Trung bay hang ho4.

(4) Dich vu sau ban hang.

(5) Gi4 ca.

(6) Chuong trinh khuyé&n mai.

(7) Thuong hiéu.

(8) Ung dung hé théng vi tinh vao quan 1y.

(9) Tinh hinh tai chinh.

(10) Bién dong nhin sy cao cap.

(11) Pao tao phat trién doi ngu nhin vién.

(12) Quéang cdo dai han.

(13) Trinh d6 nhan vién.

Trong 13 y&u t& trén thi cdc yéu td tir (1) dén (7), ngudi viét ti€n hanh kho st
nhan thifc cda ngudi tiéu ding vé mdt sd van dé lién quan dén viéc mua sim tai cdc
trung tAm dién may trong TP.HCM (Nguyén Kim; Thién Hoa; Chg Lén; Khéc: Gia
Thanh, Tran Th&, Ideas, Phan Khang, Loc Lé ...). Xem bang ciu hdi & phu luc 6. Con
cic y&u to tir (8) dén (15) dugc khdo sdt dinh tinh tai Trung tim mua sim sai gon —
Nguyén Kim va dudc ddnh gid trén quan diém riéng clia ngudi viét.

Dboi tugng khach hang khdo sdt, xit 1y s6 li€u tif bdng cau hdi cling nhu phan
tich k&t qud dir liéu tuong ty nhu trong phan phan tich vé d6i thii canh tranh.

Sau day ching ta phan tich moi trudng ndi bo ctia Nguyén Kim:

3.2.1. Marketing: Cin ct vao chinh sdch chdt lugng ciia Nguyén Kim tit nim 2002
(xem phu luc 5) va chinh sach phuc vu hi€én dai “khdch hang la trong tam” dugc

quing cdo trén bdo tudi tré ngay 25/04/2006. Cic chinh sich déu thé hién dugc
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quyén 1¢i khach hang khi mua hang nhu sau: Hang chinh hiang — Gid t6t nhat — Phuc
vu chuyén nghiép — Mién phi 100% vat tu, 1ip dit, giao nhan.

Tai Trung TAm Mua Sim Sai Gon — Nguyén Kim c6 phong Marketing do dé
cong tac ti€p thi cda Nguyén Kim kh4 thanh cong trong thdi gian qua dudc thé hién
qua mot s6 chuong trinh nhu: “Tuan 1& vang tai Nguyén Kim”, “Nguyén Kim — Mirng
30 ndm thong nhat da't nudc: 30/4/1975 — 30/4/2005”, “Nguyén Kim & Sea games 23:
Chién dich mua sim hiéu qua”, “Ky niém dé ti chu nién va Mlua mua sim Xuan
Binh Tuit”, “S6i dong Valentine 20067, qua ting “Me Bdng Con”, “Nguyén Kim &
An s8 world cup 20067, .

Chinh nhitng diéu trén di 1am cho Nguyén Kim cé dugc th€ manh trong cdng
tdc marketing trong viéc thu hiit khach hang d€n mua hang.

Tuy nhién, cong tdc marketing con nhiéu van dé luu ¥ nhu chua c6 marketing
dai han, con bi dong, chay theo sy vu, con phu thudc vao nha cung cip. Hoat dong
marketing cia Nguyé&n Kim trong thdi gian qua cu thé nhu sau:

- San pham: Qua kho sit nhin thic clia ngudi tiéu dung vé sin phim hang
kim khi dién m4y thi ngudi tiéu diing cho ring tai Nguy&n Kim sdn phim phong phi,
da dang ching loai; c6 xuat x rd rang; bao bi, mau ma con nguyén ven va qua phan
tich One-way Anova vé hang hod vdi thang do 5 di€m lai cho thdy hang hod Nguyén
Kim dat di€ém cao nhat vdi di€m trung binh 1a 4,92, k€ d&n 13 Thién Hoa vdi diém
trung binh 12 4,48, ti€p theo 1a Chg Lén véi diém trung binh 1a 4,48 va cudi cung 1a
trung tim dién may khdc v6i diém trung binh 1a 3,44 (xem phu luc 12).

San phdm tai Nguyé&n Kim ri't da dang vdi trén 5000 chiing loai sdn phdm bao
g6m mit hing co dién lanh, kim khi dién m4y, dién gia dung, vién thdng: dién thoai
di dong, vi tinh ... véi chit lugng 6n dinh, va dugc ki€m tra nghiém ngit trudc khi
trung bay. Bén canh d6, hang hod dudc cung cdp bdi cdc thuong hi€u uy tin, chit

lugng hang dau th€ gidi nhu: JVC, LG, Panasonic, Philips, Samsung, Sanyo, Sony,
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Toshiba, Electrolux, Canon, Nikon, Kodak, JBL, Jamo, Moulinex, Nokia, Sony
Ericson, Motorola ... Ngoai cdc ngudn hang sdn xuit trong nudc, Nguyén Kim da khai
thdc t8i da ngudn hang tif cic nu6c trong khu vyc hay trén thé gii d€ cung cap kip
thdi nhitng sdn phAm mdi nhit cia cic nganh hang nay.

Tém lai, hang hod tai Nguy&n Kim vdi th€ manh 13 sin pham da dang va trén
5000 chiing loai. Do d6, né ddp ng dugc hau hét moi nhu cau khdch hang. Ching
han, vé nganh dién mdy: khdch hang cao cip nhu cdc Tivi Plasma, Tivi LCD... dén
khach hang trung cAp nhu cdc Tivi 29 inches, 25 inches va khdch hang binh dan nhu
céc Tivi 21 inches tr§ xudng.

- Gia ca: Cin cit vao chinh sidch phuc vu khdch hang hién dai “khdch hang 1a
trong tAm” dudc quang cdo trén “Bdo Tudi Tré”. Nguyén Kim dua ra chinh sich gid
d6 1a: “Gid t6t nhat” déu nay ciing tao nén ni€m tin cho khach hang khi mua hang tai
Nguyén Kim. Va khi khdch hang tin 1a dugc mua véi gid t6t nhit trong nhan thic clia
khach hang thi khach hang s& hai long hon vdi s§ tién minh bd ra so véi gid tri minh
nhian dudc. Piéu nay, mot khi da hai long v€ s6 tién ma minh bd ra trong viéc mua
hang tai Nguyén Kim thi trong trudng hgp nhitng ngudi than, ban beé ... (goi 1a nhitng
ngudi than) c6 nhu cAu mua sim hang hod vé kim khi dién mdy ... thi Trung tim mua
sim diu tién ma ho gidi thiéu cho nhitng ngudi thin d6 12 Nguyén Kim va nhu vay
nghia 12 chinh nhitng khdch hang nay da gidi thiéu khong cong cho Nguyén Kim hay
néi cdach khdc chinh nhitng khdach hang nay da tu ti€p thi vé thuong hiéu Nguyén Kim
thong qua gid cd ma nhan chitng s6ng chinh 1a ho.

Va qua khédo sdt nhian thiic ciia ngudi ti€u dung tai cdc trung tim dién may
trong TP.HCM vé gi4 ca thi ngudi tiéu diing cho ring tai Nguyén Kim 13 c6 niém yét
gid va ban theo ding gid niém yét t6t hon cdc trung tAm dién mdy khic. Vi két qua

phan tich One-way Anova vé gid cd theo thang do 5 di€ém thi Nguyén Kim c6 di€m
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trung binh 1a 4,88 , k& dén 1a Thién Hoa: 4,50, Chd Lén:4,42 va cic trung tim di€n
khac: 3,69 (xem phu luc 12).

- Phan phdi: Hién nay, tai Nguyén Kim c6 2 kénh phan phdi do6 la:

+ Kénh bdn 18 tryc ti€p dén tay ngudi tiéu dung: bao gdm 6 clra hang chinh:
Ctra hang dién mdy, cta hang dién lanh, cta hang gia dung, ctta hang ky thuat sd,
ctra hang dién thoai di dong va cta hang vi tinh (cta hang vi tinh chinh thdc hoat
ddng trd lai trong thang 09/2006).

+ Kénh kinh doanh tdng hdp: Phuc vu cdc khdch hang dic thi nhu dv 4n, cong
ty, khdch san, nha hang, trd gép, trang bi hé thdng nha miu tai cdc chung cu cao cip,
khach hang than thi€t nhu CocaCola, P&G, Unilever ....

Trong kénh kinh doanh tdng hgp nay Nguyén Kim cé uu th€ hién nay so véi
cic Trung tdim di€én mdy khic tai TP.HCM: Thién Hoa, Chg Lén, Gia Thanh ...
Trung tAim mua sim sai gon — Nguyén Kim 132 Trung tdm duy nhat tai TP.HCM c6
chuong trinh ky hop ddng véi khach hang cong ty cung cdp “Phi€u mua hang” cho
nhan vién ... Uu diém clia chuong trinh ndy 14 cdc cong ty 1am chuong trinh khuyé&n
mii trong ndi bd hay ngoai cong ty thay vi ting tién, thi chuyén sang ting qua ma
nhiéu khi hang ho4 thi c6 ngudi c6, c6 ngudi chua. Cho nén ting “Phi€u mua hang”
cho nhin vién ... @€ ho tu do chon lua nhitng sin ph&m niao ma minh thich.

Tuy nhién, qua bing 3.2 ta thAy kénh phan phdi chinh ciia Nguyén Kim la
kénh bdn 1€ truc ti€p cho ngudi tiéu dung, trong 3 ndm tir 2003-2005 thi doanh s&
binh quén ctia kénh bdn 18 truc ti€p cho ngudi tiéu diing chi€m 92% trong tdng doanh
s6 ban hang, con kénh kinh doanh tdng hdp tai Nguyén Kim chi chi€m 8% trong tdng
doanh s&8. Piéu nay nhu di phan tich & trén 12 kénh kinh doanh tng hgp thuc chat 1a
mdt phong ban va muc tiéu chinh vin 13 dat hiéu qua vé marketing.

* Thai d0 phuc vu cia nhan vién: Cin cf vao chinh sdch chit lugng clia

Nguyén Kim tf nim 2002 (xem phu luc 5) thi Nguyén Kim cé phuong chim hoat
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dong kinh doanh nhu sau: “Tat cd vi khdch hang, tdt cd cho khdch hang”. Phuong
chAm nay di dn sdu vao tAt cd nhan vién tai Nguyén Kim. N6 dugc biéu hién qua su
phuc vu khach hang trong bdn hang tai Nguyén Kim.

Trong thdi do phuc vu clia nhan vién tai Nguyén Kim thi nhan vién luén nhiét
tinh, tAn tAm tu vin hang hod va niém nd d6n ti€p khiach hang ngay khi khiach hang
buéc vao Nguyén Kim. Nhan vién nhiét tinh khong nhitng d6i v6i nhitng khdch hang
c6 nhu cadu mudn mua hang ma con ddi v6i nhitng khdch hang chua c6 nhu ciu mua
hang. Chitng cit thé€ hién rd nhat d6 13 thu bay td khen gdi ctia khdch hang Bui Viét
Hoa gtri d&€n Ban lanh dao Siéu thi Nguyén Kim (xem phu luc 4). Piéu nay da tao
nén mot tAm ly thod mdi cho ngudi tiéu dung khi buéc vao Trung tAm mua sim sai
gon — Nguyén Kim vi sau khi @3 tim hi€u sadn ph&m mot cdch ro rang, ddi vdi nhitng
khdch hang chua ¢6 nhu ciu c¢é thé ddi y mua hang hoic vé nha suy nghi lai hoic
giGi thiéu cho ngudi khac mua hang vi nhan vién § diy phuc vu chuyén nghiép ...
Tuy nhién, tit cd nhin vién Nguy&n Kim khong nghi nhu vy trong diu minh khi tu
vaAn san phadm cho khdch hang ma luon nghi d€n phuong chdm hoat ddng kinh doanh
cda Trung tAm d6 12 “TAt cd vi khdch hang, tdt cd cho khdch hang”. Puong nhién,
Nguyén Kim 4p dung phuong chAm nay ma n€u dugc khach hang cAm nhan ding nhu
vay thi tdt nhién nhitng di€u trén phai xdy ra va thuong hiéu Nguyén Kim da tao
dugc 4n tugng t6t d6i v6i khach hang khi khdach hang d&én Trung tAm mua sim hoic
tham quan.

Va qua khdo sdt nhan thifc clia ngudi tiéu dung vé thdi dd phuc vu ciia nhin
vién tai cdc trung tim dién mdy trong TP.HCM vdi thang do 5 diém thi Nguyén Kim
c6 thdi @6 phuc vu cda nhin vién d6i vdi khach hang 13 t5t nhat, va c6 diém trung
binh cao nhit véi 4,71, k& dén 1a Thién Hoa: 4,02, Trung tAm dién mdy khéc: 3,97 va

cudi cuing 1a Chg Lén: 3,90 (xem phu luc 12).
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* Dich vu sau ban hang: B phin giao hang mién phi, 14y tién sau khi da giao
hang va c6 ch€ dd dung thi sau 5 ngay k€ tir ngdy mua hang 13 mot vu thé ddi véi
Nguyén Kim. Mit khéc, tai Nguyén Kim c6 bd phdn bdo hanh diéu nay giip khach
hang yén tAm sau khi mua hang vi trong thdi gian bdo hanh néu kh4ch hang cé sy c6
x4y ra d6i v6i sadn phadm did mua tai Nguyén Kim thi chi cAn dién thoai d€n bd phan
bdo hanh I3 c6 nhin vién bdo hanh dé€n tin nha dé xem xét va gidi quyét sy cd.
Ngoai ra, dé th€ hién Nguyén Kim quan tAim dé&n khach hang sau khi mua hing, dong
thdi nhim muc dich chii ddng chim séc sdn pham cho khach hang, khong dgi khdch
hang khi c6 su ¢d vé sdn phaAm mdi goi dién thoai d€n Nguyén Kim, ciing nhu gitp
khach hang an tdm hon khi mua hang tai Nguyén Kim. Trung tAim mua sim sai gon —
Nguyén Kim thanh lip tram chim séc khdch hang lvu dong vao thing 06/2004. Tic
12, khong dgi d€n khi khdch hang cin, ctf sau 5 — 7 ngay khdch mua hang, tram goi
dién thoai va ct nhan vién dé€n tdn nha ki€m tra tinh trang hoat dong clia may mdc,
néu phat hién ra 16i k§ thuit, nhan vién k§ thuat sé truc ti€p lién hé v6i chinh hing
dé sira chita hay ddi sdn phdm khac cho khich, hoic néu khach hang st dung chua
ding thi s& dugc huéng dan. P&i v6i khach hang da sit dung qua 6 thdng, nhin vién
clia Tram ciing s& d&n tan noi gidm dinh d€ ti€n hanh bdo dudng. N&u sin phim con
trong thGi han bdo hanh ma c6 hu hong, Tram s€ chiu trach nhiém lién hé vGi chinh
hing d€ phin 4nh nhitng khi€u nai cta khdch hang, gitp cho viéc sira chita dudgc
nhanh hon. Tt cd déu dugc mién phi.

Trong giai doan dau, Tram sé& ki€m tra k§ thuit, tw van d6i v6i mdy lanh, may
gidt, Tivi, ti lanh, dan Am thanh. Viéc chi dong chim khach hang ctia Nguyén Kim
dudc cdc hing Ging hd bdi né thé hién trach nhiém clia nha phan phdi d6i v6i nha san
xuit 1an ngudi tiéu dung. Va duong nhién Tram nay dugc sy hd trg vé tai chinh va
huan luyén chuyén mon ky thut cia cdc hang nhu JVC, LG, Panasonic, Samsung,

Sanyo, Sony va Toshiba.
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Va qua khdo st nhin thic clia khach hang vé dich vu sau bdn hang tai cdc
trung tdm dién mdy trong TP.HCM thi Nguyén Kim da thuc hién t8t hon so véi céc
trung tAm dién may khac vé dich vu sau ban hang cu thé 1a vé dich vu giao hiang tin
nha, thuc hién ding cam k&t vé ché& dd bdo hanh hang hod va nhong chéng gidi quyét
van dé khi khdch hang c6 khi€u nai vé san pham. Pudc thé hién dinh lugng qua phan
tich One-way Anova vé dich vu sau ban hang vdi thang do 5 diém thi Nguyén Kim c6
di€m trung binh cao nhit v6i 4,80, k€ dén 1a Thién Hoa: 4,32, Chg Lén: 4,12, va
trung tAm dién may khéc: 3,69 (xem phu luc 12).

Tém lai, thdi do phuc vu clia nhan vién va dich vu sau ban hang 1a 2 th€ manh
hién nay ctia Nguyén Kim. Do d6, trong phin xiy dung chi€n ludc kinh doanh
Nguyén Kim cin phdi duy tri va phat huy 2 1¢i thé nay.

- Quang cdo, chuong trinh khuy&n mai: Qua khio sit nhan thic cia khiach
hang vé chuong trinh khuy&én mai ta thd'y khach hang déu cho ring Nguyén Kim c6
nhiéu chuong trinh khuy&n maii va chuong trinh khuy&én mii hip din hon so véi cic
trung tim dién khdc, va qua phan tich One-way Anova vdi thang do 5 diém vé
chuong trinh khuy&én maii thi Nguyén Kim c6 di€m trung binh cao nhat véi 4,70, k&
dén 1a Thién Hoa: 4,17, Chd Lén: 3,70, trung tdim di€n mdy khac: 2,96, xem phu luc
12. Hoat dong quing cdo, chuong trinh khuy&én mii dudc thé hién cu thé nhu sau:

T nim 2003 dé&n hién nay, hoat dong quing cdo cia Nguyén Kim dudc chd y
hon véi cdc hinh thic: Quang cdo Tivi, bdo, dai va cdc sy kién do Nguyén Kim tai trg
déu thanh cong nhd thu hiit dudc s6 dong ctia khiach hang. Cu thé, nhu phong trio
van dong tai trg cho Sea Games 22 nam 2003 da dugc cac tdp doan dién t& nhu JVC,
LG, Panasonic, Philips, Samsung, Sony, Sanyo va Toshiba ting hd manh mé&, dic biét
v6i hinh thifc tai trg truc ti€p cho ddi tuyén béng d4 nam Viét Nam va van dong vién
Viét Nam doat huy chuong vang da phan nao gép phian ning cao thu nhip cho céc

van dong vién, hon nita phong trao da khoi day dudc phong trao tai trg to ngudi him
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md d6i véi thé thao nuSc nha. Vi tinh thin d6, Nguyén Kim lai mot 1an nita cling
cac tdp doan dién t JVC, LG, Panasonic, Philips, Samsung, Sony, Sanyo va Toshiba
cam két tai tr¢ cho Poi tuyén béng d4 nam Viét Nam tham du Sea Games 23. Va dé
thé€ hién quyé&t tAim cho phong trao van ddng nay, Nguyén Kim cling véi cdc tip doan
dién t tai trg chuong trinh “binh ludn tryc ti€p” va “nhin tin du dodn k&t qud thi
dau” sudt 64 tran cia World Cup 2006 trén HTV2, HTV7, HTV9, Nguyén Kim dua ra
chuong trinh khuy&n mai “Nguyén Kim va an s& world cup 2006” dién ra tit ngay
19/05/06 dén 19/06/06. Theo s6 liéu ctia B phin Marketing — Nguyén Kim thi
chuong trinh khuy&én méii “Nguyén Kim va 4n s6 world cup 20067, trong thdi gian
khuy&n mii lugng khach dén tham quan va mua sim udc dat khodng 8000 lugt khdch
mdi ngdy, riéng ngay chd nhat con s6 1€n tdi 10000 lugt khach hang. S6 lugng khach
hang mua sdm tdng gap doi trong thdi gian nay. Sdn lugng tiéu thu ting 50% so véi
nhifng ngay thudng.

Hay do6i v6i chuong trinh khuyén mai “Chi€n dich mua sim hiéu qua”,
Nguyén Kim k&t hop véi cac Tap doan dién tif Sony, Sanyo, Toshiba va LG tai trg
nhitng 16 hang dién t& gia dung d€ tham gia chuong trinh: Tivi, M4y giit, T4 lanh,
Pau DVD ... véi nhitng model phd bi€n hién nay va phit hop vdéi sinh hoat gia dinh.
Mitc do tai trg: Céc tap doan dién tit hd trg binh quin 25% gia ban 1é cho mdi sidn
phdm tuy theo tirng sdn phdm. Thai gian dién ra chi trong 3 ngay 08, 09 va 10 thang
12 nim 2005. Theo s& liéu tir bd phan Marketing — Nguyé&n Kim thi k&t qud chuong
trinh nhu sau: S& Iugng khidch tham quan tai Nguyén Kim ting dot bi€n, so cd véi
nhitng ldc cao di€ém, udc tinh dat khodng 20.000 lugt khach hang mdi ngay, riéng
ngay chd nhat, con sd 1én t6i 25.000 lugt khach hang. S6 lugng khdch hang mua sim
ting gAp nim lan trong thdi gian nay. Bon nganh hang Tivi, Td lanh, M4y giit va
diu DVD da d4p t¢ng dudc nhu ciu cla ngudi tiéu diung. San lugng tiéu thu trong thdi

gian thuc hién chi€n dich ting gap 5 1in so véi nhitng lic cao di€ém thuc hién khuyén
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mii. K€ hoach hang hod ma cdc hdng tai tr¢ cho chién dich da dugc tiéu thu 100%
trong 03 ngay thuc hién.

+ Thuong hiéu: Qua kh3o sit nhan thifc cia khach hang vé thuong hiéu tai cic
trung tAm dién mdy trong TP.HCM thi ngudi tiéu ding cho ring thuong hiéu Nguyén
Kim 1a thuong hiéu uy tin, dudc khach hang tin tudng, thuong hiéu mang dén cho
khach hang sy an tim khi quyé&t dinh mua sim hang kim khi dién mdy va khi c¢6 nhu
cau mua sim hang kim khi dién mdy thi ho uu tién chon thuong hiéu Nguyén Kim
hon so véi cdc thuong hiéu tai cdc trung tim dién mdy khac. Piéu nay, thé hién qua
viéc phan tich One-way Anova, vé& thuong hiéu vdi thang do 5 di€m thi thuong hiéu
Nguyé&n Kim c6 di€m trung binh cao nhit véi 4,91, k& dén 1a Thién Hoa: 4,23, Cho
Lén: 3,72, va trung tAm di€én mdy khéc: 2,48 (xem phu luc 12).

Thuong hiéu Nguyén Kim con dudc thé hién qua chinh sach phuc vu hién dai
“khdch hang 1a trong tdAm”. Cu thé Nguyén Kim thuc hién chinh sdch: Hang chinh
hing — Gi4 t6t nhat — Phuc vu chuyén nghiép — Mién phi 100% vat tu, 1ip dit, giao
nhan. TAt cd nhitng chinh sdch trén da dudc Nguyén Kim thuc hién ding theo cam
k&t ctia minh trong thdi gian qua.

Nguyén Kim con danh thém cho khdch hang nhitng gid tri gia ting khdc nhu
trung bay hang hod dé nhin thdy chiing loai hing hod, dep mit va dé Iya chon sin
phdm va qua cudc khdo sdt nhan thic cia khach hang vé trung bay hang hod tai cic
trung tim dién mdy trong TP.HCM véi thang do 5 di€m thi Nguyén Kim c6 di€m
trung binh 12 4,38; k€ dén 1a Thién Hoa: 3,89; Chg Lén: 3,83; cudi cung 1a cdc trung
tam dién may khdc: 3,38 (xem phu luc 12). Trung bay hang hod tai Nguyén Kim hién
nay nhu sau: ting 1 trung bay cdc mit hang: vi tinh, dién thoai di ddng, cdc sdn phadm
k§ thuit s&; tAng 2: nganh hang dién mdy nhu Tivi, loa va cdc dan mdy nghe nhac;
tang 3: nganh hang dién lanh nhu td lanh, mdy giit, mdy di€u hoa; ting 4: nganh

hang dién gia dung nhu bé&p gas, 10 viba, ndi com dién, mdy sinh t6 ... Theo s6 liéu
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clia “Bdo Ngudi Lao Pong” ngay 15/09/06. Véi tdng dién tich hon 5000 m?, Trung
Tam Mua Sim Sai Gon — Nguyén Kim 12 trung tim mua sim chuyén nganh 16n nhat
Viét Nam hién nay.

Mit khdc, @€ khang dinh viéc Nguyén Kim cung cAp hang chinh hing, Nguyén
Kim ciing phoi hdp véi Bao Ngudi Lao Pong t6 chiic hoi thio st dung hang chinh
hang véi tén hoi thdo “Chudng trinh hd trg thong tin va huéng din tiéu dung hang
chinh hing” nhiim gidp khdch hang chon diing nhitng sin phaAm chit lugng tot (xem
phu luc 2).
3.2.2. Tai chinh: D€ c¢6 cdi nhin tdng quit vé tinh hinh tai chinh cda Nguyén Kim, ta
xem xét v€ tinh hinh hoat dong kinh doanh ctia Nguyé&n Kim tir 2003-2005 va mot s
chi tiéu tai chdnh co ban clia Nguyén Kim nim tir 2004-2005.

Bang 3.6: Bdo cdo két qua hoat dong kinh doanh ciia Nguyén Kim tir 2003-2005

bon vi: Triéu VND

NAM 2003 | NAM2004 | NAM 2005

Doanh thu thuin 370,000 470,000 650,000
Gid von hang ban 347,800 440,860 604,500

Lai gbp 22,200 29,140 45,500
Chi phi hoat dong

Chi phi bdn hang 1,500 2,500 4,153

Chi phi qudn ly doanh nghiép 4,500 5,600 7,525

Chi phi khdc 250 300 500

Khiu hao 400 700 900

Cdng chi phi hoat dong 6,650 9,100 13,078
Thu nhip trudc thu€ va ldi vay 15,550 20,040 32,422
Lai vay phdi tra 300 400 745
Thu nhap trugc thu€ 15,250 19,640 31,677
Thué thu nhip doanh nghiép 4,270 5,499 8,870
Lairong 10,980 14,141 22,807
Lairong/doanh thu 0.030 0.030 0.0351




Trang 60

Bang 3.7: Mot sé chi tiéu tai chanh co ban cia Nguyén Kim

Chi tiéu DVT 2004 2005
1. Kha niing thanh todn

- Kha ning thanh todn ng ngdn han

(=Tai sdn lvu dong/Nd ngidn han)

- Kha niang thanh todn nhanh

((=T4ai sdn luvu dong - Ton kho)/Ng ngén han)

lan 2,31 2,32

lan 0,35 0,38

2. Cd cu tai sdn va cd cAu ngudn von

- Cd ciu tdi sdn = Tai sdn cd dinh/Tdng thi sin % 11 12
- Cd ciu ngudn vdn = Ng phai trd/Tdng ngudn von % 47 48

3. Ty suit kha ning sinh lgi
- Lgi nhudn bién t&€ = Lai rong/Doanh thu % 3,01 3,51
Ngudn: Tdc gid tdng hdp tir Nguyén Kim (cin ct vio bdo cdo tai chdnh

Nguyén Kim, nim 2003-2005).

Qua bang 3.6 va 3.7 nhin chung tinh hinh tai chinh cia Nguyén Kim 12 kha
quan. Bén canh d6, hién nay Nguyén Kim c6 c¢6 phan tai mot sé ngin hang, cong ty.
Ching han, tai Ngan hang Eximbank Viét Nam, Nguy&n Kim diu tuv 80 ty déng dé
mua c6 phin cda Ngin hang Eximbank Viét Nam (Ngudn: thong tin tif phong
Marketing — Nguyén Kim) hay Nguyén Kim d4 c6 c¢§ phin tai Cong ty Bach Ho4
Pién Mdy TP.HCM, Nguyé&n Kim mua 33% cd phin trén tdng von 30 ty dong cla
Cong ty Bach Hod Pién Mdy TP.HCM (Ngudn: www.seaco-vn.com ). Qua d6 ta thay
tinh hinh tai chinh cda Nguyé&n Kim 13 khd manh va viéc Nguyén Kim néu c6 nhu cau
vay von thi cdc ngan hang, hay cdc td chifc tin dung khic s& sin long cho Nguyén
Kim vay von vi Nguyén Kim dang hoat dong khd hiéu qud hién nay va qua viéc
Nguyé&n Kim da cé c6 phan tai Ngin hang Eximbank véi sd tién bd ra d€ mua c6
phan 1én dén 80 ty dong va mot s6 cong ty khéc.

3.2.3. Nhan su: Nguy&n Kim Iudn dit vin dé nhan sy 1én hang diu, quyét dinh dén
st song con cda doanh nghiép. Luc lugng nhan sy hién nay cia Nguyén Kim 12 800

ngudi, trong d6 Pai hoc chi€m 6%, trung cidp chi€m 9%, con lai 85% la phd thong
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trung hoc va dudi phd thong trung hoc (Ngudn: Phong Nhan sy — hanh chdnh,
Nguyén Kim). Mot s6 van dé vé nhan sy cAn luu y hién nay tai Nguyén Kim la:

Vé dao tao: Hién nay, ning luc clia Phong Nhan sy — Hanh Chianh (NSHC)
khong di ning luc d€ cé thé dao tao hét duge ddi ngli nhan vién hién nay. Viéc dao
tao chii y&u 12 do céc trudng don vi truyén dat lai kinh nghiém cho nhan vién.

Vé bi€n dong nhan sy cAp cao: Hién nay, tai Nguyén Kim, mic do bi€n dong
nhan sy c4p cao (cAp diéu hanh cdng ty) rit nhanh. Theo s6 liéu nodi bd Nguyén Kim,
thi trong vong 3 niam tir 2003-2005: ¢6 6 1an bi€n dong nhan sy cAp cao. Piéu nay, 1a
do Téng Gidm P&c mudn khai thic chdt xdm triét d& nhim phuc vu cho cong tdc kinh
doanh. Do d6, n6 gy ra tAm ly khong thodi mai d6i véi cdc quin 1y cAp trung va
nhin vién.

Vé luong, thudng cho nhin vién: Hién nay, hé thdng luong tai Nguyén Kim 12
kh4 t6t, thudng bing hodc cao hon so véi cdc trung tAm dién mdy hién nay. Ngoai ra
Nguyén Kim con c6 ché do thudng khong chi cho bd phan kinh doanh (khodng tir
30% - 40%/thang trén tdng quy luong ctia bd phan kinh doanh) ma con d6i véi nhitng
v6i nhitng bd phan khong truc ti€p kinh doanh nhu nhin su, marketing, bido hanh,
giao nhan, tai chinh — k& todn, cdng nghé thong tin ... N6 tuy thudc vao doanh sd dat
dugc hang thang ctia b6 phan kinh doanh.

Vé chinh sich phiic 1gi: Nguy&n Kim c6 chinh sich phiic 1gi cho nhan vién nhu
bdo hi€m y t&, xa hoi, t& chitc tham quan, thudng nim, thudng nhin vién phuc vu
khach hang tot, thudng néng trong nhitng trudng hop ban hang khuyé&n mai dat doanh
s6 cao. Cu thé, nhu trong chuong trinh khuyén mai “Chién dich tai trd tryc ti€p mua
sdm hang chinh hing” dién ra vao ngay 9,10,11 thdng 12 nim 2005. K&t thiic chuong
trinh khuy&én mai mdi nhan vién dudc thudng 1a 500.000 4 ...

3.2.4. Hoat dong quan tri

Pudc thé hién qua cic yé&u td sau:
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Hoach dinh: Cong tdc hoach dinh chién lugc do Ban Gidm Pdc ddm nhin cho
nén huy dong dugc siic manh tip thé trong viéc hoach dinh chién lugc. Nhitng k&
hoach kinh doanh trong quy ctia cdc b phan, thi cé su phdi hdp chit ché gitta Trudng
don vi va bo phan kinh doanh nhip hang dé€ trdnh trudng hgp hang hod nhip vé
khong phit hgp véi tinh hinh kinh doanh thyc t€. Tic 12 hang quy cdc k&€ hoach kinh
doanh do Trudng bo phan dé ra phdi k€t hgp v6i bd phan nhap hang. Sau d6, bd phin
nhap hang trinh 1én Ban gidm doc va trén co s& d6 Ban giam doc dua ra cdc k€ hoach
kinh doanh trong quy.

T8 chitc: Co cau td chiic cia Nguyén Kim hién nay qué tap trung vao Téng
giam doc (xem phu luc 1). Vi ¢6 nhiéu viéc ciing lic phdi tap trung vao Tdng gidm
ddc cho nén thudng xay ra su c6 ton dong cong viéc va viéc khong xi 1y thong tin kip
thdi cling s& 4nh hudng trong cong viéc doi v6i cdc bd phin chifc ning.

Linh dao: Chitc ning lanh dao dugc thuc hién kha t6t § mifc toan cdng ty, cic
bod phan cé sy phdi hgp 1an nhau, nhiim thyc hién nhitng chi€n ludc, k& hoach tir Ban
giam ddc giao xuéng d€ hoan thanh cac chi tiéu chung clia toan cong ty.

Ki€m sodt: Viéc ki€m sodt vé tai chinh, bin hang, hang ton kho, chi phi dugc
thuc hién kh4 t6t thong qua cdc phan mém vi tinh ho4.

Tém lai, cong tdc quin tri tai Nguyén Kim nhin chung dudc thuc hién kha t6t &
mic toan cong ty va dé ciing 12 mot trong nhitng 1y do ma Nguyén Kim di tdn tai va
phdt trién trong thdi gian qua.

3.2.5. H¢ thong thong tin

Nguyén Kim c6 phong cdng nghé thong tin cho nén viéc ng dung vi tinh ho4
tai Nguyén Kim kh4 t6t. N6 dugc thé hién qua cic yé&u td sau:

Nguyén Kim st dung phin mém BM (Business Management) trong viéc vi
tinh hod d6i v4i hoat ddng kinh doanh & cdc khau qudn ly, thyc thi, gidm sét.. Bén

canh d6, Nguyén Kim thuc hién viéc ndi mang giita cic bd phin, nén viéc truy cap
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thong tin, xit 1y, viéc ndi két dit liéu d€ phuc vu ban hang, mua hang, giao nhian hang
ho4 ... 12 kh4 t6t. Chinh viéc vi tinh hod tai Trung tdm 12 c¢d s& cho viéc thyc hién muc
tiéu vin phong khong gidy. Va diéu ndy ciing gép phin gidp Trung tdm i€t kiém
dudc khong it chi phi.

Trung tAm ciing da thi€t 1ap dugc mdi lién lac truc ti€p va nhanh chéng trong
viéc phuc vu khdch hang thong qua hé thdng mang, thu dién tf va trang web.
3.2.6. Ma tran danh gia cac yéu t6 ndi by (IFE)

Qua phan tich vé mdi trudng nodi bo trén ta thi€t 14p ma tran ddnh gid cdc yéu
t0 ndi bo clia Nguyén Kim nhu sau:

Bang 3.8: Ma tran d4anh gia cac y&u to noi bo (IFE)

TT Céc y&u t6 bén trong Muc do | Phan ) Tong
quan trong | loai diém

I | Piém manh
1 | Thuong hiéu 0.12 4 0.48
2 | Chuong trinh khuyé&n mii 0.09 4 0.36
3 | Hang hod 0.08 3.5 0.28
4 | Trung bay hang hod 0.09 3 0.27
5 | Thai @6 phuc vu cia nhin vién 0.07 3 0.21
6 | Dich vu sau bdn hang 0.08 3.5 0.28
7 | Gia ca 0.09 3 0.27
8 | Ung dung hé thong vi tinh vao quin 1y 0.07 3 0.21
9 | Tinh hinh tai chinh 0.07 3 0.21

II | Piém yéu

10 | Bi€n dong nhin sy cao cip 0.08 2 0.16
11 | Pao tao va phit trién doi ngd nhan vién 0.06 2 0.12
12 | Trinh @6 nhan vién 0.05 2 0.10
13 | Quing cdo dai han 0.05 2 0.10
Téng cong 1.00 3.05

Nhan xét: Qua bang 3.8 ta thi'y s§ diém quan trong tdng cdng 1a 3.05 cho thay
Nguy&n Kim c6 moi trudng ndi bo khd tt v6i nhitng di€ém manh quan trong nhu:

Thuong hiéu, chuong trinh khuy&n maii, hing ho4, trung bay hang ho4, thdi d6 phuc
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vu ctia nhan vién, dich vu sau ban hang, gid cd, ¢ng dung hé thdng vi tinh vado quin
ly va tinh hinh tai chinh. Va day ciing chinh 1 ning luc c6t 16i cia Nguyén Kim (theo
GS. Ton That Nguyén Thiém: Ning luc cot 16i 1a tat cd cac ki€n thic, cong nghé, k§
ning va kinh nghiém cd bdn cho hoat dong ctia doanh nghiép va mang dén cho doanh
nghiép tinh dic thu riéng biét). Tuy nhién, Nguyén Kim van con nhiéu diém y&u nhu
bi€n dong nhan sy cao cip, dao tao va phat trié€n doi ngu nhin vién, trinh d§ nhan

‘A N 2 z N
vién va quang cdo dai han.
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CHUONG 4
XAY DUNG CHIEN LUGC KINH DOANH CHO TRUNG TAM MUA SAM SAI
GON - NGUYEN KIM (GTAI DOAN 2007 - 2011)
4.1. Xay dung dinh huéng chién lugc Nguyén Kim giai doan 2007-2011
4.1.1 Can ci d€ xay dung dinh huéng chi&n luge
4.1.1.1. Xuat phat tif khach hang

Kinh t& Viét Nam trong nhitng nim qua ting trudng &n dinh. Bén canh d6, thu
nhip binh quin diau ngudi cia Viét Nam ciing lién tuc ting (da phan tich & trén) da
lam cho mifc s6ng clia con ngudi ngay cang dugc cidi thién. Piéu trén, di gép phan
thic ddy théi quen mua sim clia ngudi tiéu diing tif cdc khu vue budn ban chd truyén
thong chuyén sang cdc Trung tAim ban 1é chuyén nganh.

Hién nay c6 rat nhiéu Trung tAm mua sim (dién mdy) tai TP.HCM, cho nén
khach hang c6 nhiéu cd hoi dé€ chon lya. Piéu nay da lam cho cdc Trung tam di€én
mdy can phai c6 nhitng cdi thién vé phuc vu khdch hang nhiéu hon nita nhim ddp
tng nhu ciu ngay cang khic khe cla ngudi tiéu ding.
4.1.1.2. Thi truong ban 1é Viét Nam

Theo hing tin BBC ctia Anh ngay 1/5/2006. AT Kearney — Tap doan tu van
hang diu th& gidi cé tru sd tai My — vira cong bd mot két qud khdo sat méi vé thi
trudng, theo d6, Viét Nam di trd thanh dia di€ém hip din thit ba th€ gidi d6i véi cic
tadp doan ban 1& toan cau, chi sau An Do (th nhat), va Nga. So v6i nim ngodi Viét
Nam vudt 1én 5 hang. Mit khdc, AT nhan xét “Mot nita trong dan s6 84 triéu ngudi
12 dudi 30 tudi va ho thich mua sim. Chi tiéu clia ngudi tiéu ding ting 16% va doanh
s6 ban 1é ting 20% trong giai doan 2004 — 2005”. (Ngudn: Bdo dién t — Thdi bdo
kinh t€ Viét Nam).

Nhu d3 dé cap trong phan tich moi trudng ndi bd ciia Nguyén Kim thi theo

cOng ty nghién citu thi trudng GFK Viét Nam, thi trudng ban 1é cdc mit hang tiéu
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dung dién t va cong nghé thong tin nim 2006. Theo d6, doanh s& cda thi trudng nay
udc dat 2,343 ty USD, ting 26,1% so v6i nim ngodi va ti€p tuc ting trudng kha quan
trong nim 2007, u6c dat 3 ty USD (Ngudn: Thdi bao kinh t&€ Viét Nam, sd 36).
4.1.1.3. Mot s¢ van dé vé duong 16i phat tri€n kinh t&€ — x4 hoi ¢ Viét Nam
(Nguon: http://www.mpi.gov.vn/strategy.aspx ?Lang=4)

P4y manh cong nghé hod, hién dai hod theo dinh huéng x4 hoi chi nghia, xay
dung nén kinh t&€ doc 1ap tu chd, tao nén tdng d€ d&€n nim 2020 co ban nudc ta trd
thanh mdt nuSc cong nghiép.

Ti€p tuc md rong quan hé kinh t€ d6i ngoai theo huéng da phuong hod, da
dang hod; chii dong hoi nhap kinh t& qudc t€ theo 16 trinh phi hgp vé6i diéu kién clia
nuéc ta va ddm bdo thuc hién nhitng cam k€&t trong quan hé song phuong va da
phuong nhu khu vie mau dich tr do ASEAN (AFTA), Dién dan hop tdc kinh t&€ Chau
A — Théi Binh Duong (APEC), Hiép dinh thuong mai Viét — My, ti€n tdi gia nhap TS
chic thuong mai th€ gidi (WTO).

Trong qud trinh chii dong hdi nhap nén kinh t& qudc t€, chi trong phat huy 1gi
thé&, nang cao chit lugng, hiéu qua, khdong ngirng ting niing lvc canh tranh va gidm
dan hang rao bdo ho. Pic biét ké tir ngay 01/01/2006 theo 16 trinh AFTA thi thué€
nhap khdu d6i v6i cdc mit hang dién ti chi con tir 0-5%. Piéu nay, di tao ra co hoi
cho céc Trung tdm dién mdy trong viéc phuc vu khdch hang ngdy cang t6t hon vi sé
¢6 c¢d hoi nhap khiu hang hod truc tiép tir cic nude trong khu vuc Pong Nam A.

4.1.2. Pinh huéng chién lwgc ctia Nguyén Kim giai doan 2007-2011

X4y dung Trung tim mua sim sai gon-Nguyén Kim tr§ thanh mot Trung tAm
phan phdi 1é hang dau tai Viét Nam.

Khing dinh thuong hiéu Nguyén Kim tai Viét Nam 12 mot thuong hiéu manh.
4.2. Xay dung chi&n lugc
4.2.1. Ma tran SWOT cuia Nguyén Kim.
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Bang 4.1: Ma tran SWOT cia Nguyén Kim

CAC COHOI

(OPPORTUNITIES - O)
1. T6c @6 ting trudng kinh t€ 6n
dinh.
2. Mbi trudng kinh doanh dugc
cai thién.
3. Cét gidm thué& nhap khau.
4. Thu nhiap binh quian diu
nguoi tang.
5. Chi tiéu mua sim cla ngudi
ti€u dung gia tang.
6. Nguoi ti€u dung thich mua
sdm § céc trung tAim dién may.
7. Nha cung cip hang hod c6 uy
tin.

CAC PE DOA
(THREATS -T)
1. Vin dé mua bido, li lut
nhiéu.
2. Gia tdng cdc trung tam
dién may mdi.
3. Canh tranh khong lanh
manh vé gid va gian lan
thuong mai.
4. Sy md rong dau tu cda
céc tap doan bdn 1&é da qudc
gia.

CAC MAT MANH
(STRENGTHS - S)
1. Thuong hiéu.
2. Chuong trinh khuyén
mai.
3. Hang hoa.
4. Trung bay hang hoa.
5. Thdi d6 phuc vu cua
nhan vién.
6. Dich vu sau bdn
hang.
7. Gid ca.
8. Ung dung hé thong
vi tinh vao qudn ly.
9. Tinh hinh tai chinh.

CAC CHIEN LUGC S - O

S1,52,53,54,55,56,S7+01,04,
05,06,07:

— Chién lugc thAm nhap thi
truong.
S1,S2,53,55,56,57,58,S9+02,
04,05,06,07:

— Chién ludgc phdt trién thi
truong.

S1,58,S9+01,05,06:

— Chién lugc da dang hod hoat
dong dong tam.

CAC CHIEN LUGC S - T

S1,S8,S9+T2,T4:

— Chién lugc lién doanh.
S1,52,53,54,S5,56,S7+T1:
— Chi€n lugc ting cudng
quing cdo, khuy&n mai.
S1,52,53,54,55,56,S7,S9+T
2,T4:

— Chién lugc phat trién thi
truong.

S1,52,S3,54,S5,S6+
T2,T3,T4:

— Chién lugc khdc biét ho4.

CACMAT YEU
(WEAKNESSES - W)
1. Bi€n dong nhan su

cao cap.
2. Pbao tao va phit

tri€n do6i ngl nhin
vién.

3. Trinh d6 nhan vién.
4. Quéng cdo dai han.

CAC CHIEN LUGC W - 0

WI,W2,W3+02:

— Chién lugc phét trién ngudn
nhan luc.
W3,W4+01,04,05,06,07:

— Chién lugc md rong mang
lu6i mang phan phéi.

CAC CHIEN LUGC W - T

W1,W4+T2,T3,T4

— Chién lugc khdc biét ho4.
W4+T1,T2,T4:

— Chién lugc ting cudng
quing cdo, khuyén mai.
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4.2.2. Céac chién lugc kinh doanh hinh thanh tit ma tran SWOT
42.2.1. Nhém céc chién luge S - O:

a. Chi€n lugc thAm nhép thi trudng: Pua ra chién lugc nay Nguyén Kim tin
dung cédc th€ manh 1a thuong hiéu uy tin; chuong trinh khuy&n mii hip din; hang ho4
phong phu, da dang; trung bay hang hod dé nhin thdy ching loai hang hod va dé& chon
lyra; thdi dd phuc vu clia nhan vién lam hai 1ong kh4ach hang; dich vu sau ban hang tot
va gid ca tot nhat d€ ting thi phan hién nay nhim muc dich ting doanh s& bin hang
v6i cdc co hoi nhu tdc do ting trudng kinh t&€ dn dinh; thu nhip binh quan diu ngudi
tdng; chi tiéu mua sim clia ngudi tiéu ding gia ting; ngudi tiéu ding thich mua sim &
céc trung tAm dién mdy va nha cung cAp hang hod c6 uy tin.

b. Chi&n lwgc phat trién thi trudng: Pua ra chi€n lugc nay Nguyén Kim c6
cdc th€ manh vé thuong hiéu, chuong trinh khuy&én maii, hang hod phong phi, da
dang, thdi d6 phuc vu cta nhén vién lam hai long khdach hang, dich vu sau ban hang
t0t, gid cd canh tranh, ¢ng dung cdc hé thong vi tinh vao quin ly va tinh hinh tai
chinh kha manh. Tir @6 cho phép Nguyén Kim phdt tri€n thi trudng nhim muc tiéu
ting doanh thu véi cac ¢6 hoi nhu moi trudng kinh doanh dugc cai thién, thu nhap
binh quan diu ngudi ting; chi tiéu mua sim clia ngudi tiéu ding gia ting; ngudi tiéu
dung thich mua sdm & cdc trung tim dién mdy va nha cung cap hang hod c6 uy tin.

c. Chién luge da dang héa hoat dong dong tAm: Nguyén Kim c6 cic thé
manh vé thuong hiéu uy tin, dudc ngudi tiéu ding biét d&€n; tng dung hé thong vi tinh
vao qudn ly 8t va tinh hinh tai chinh kh4 manh. Bén canh cdc c¢d hdi nhu t6c do ting
trudng kinh t€ 8n dinh, chi tiéu mua sim clia ngudi tiéu ding gia ting va ngudi tiéu
dung thich mua sim tai cdc trung tAim dién mdy. N6 cho phép Nguyén Kim thyc hién

chi€n ludc nay bing cich md thém cdc nganh hing mdi nhu trang tri ndi that, dén
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trang tri, m§y pham, vat liéu xay dung .. nhim hd trg thém cho cdc hoat dong kinh
doanh hi€n nay.
4.2.2.2. Nhém céc chién luge S - T:

a. Chié&n lugc lién doanh: Nguyén Kim vé6i ning luc c¢ot 16i 1a thuong hiéu c6
uy tin d6i véi khdch hang, ing dung hé thong vi tinh vao quin 1y mot cidch khoa hoc
va tinh hinh tai chinh khd manh. Do d6, Nguyén Kim c6 kha ning lién két v§i mot
trong nhitng cong ty nudc ngoai c6 uy tin nhim phat trién thi trudng ddng thdi han
ch€ rii ro tir viéc gia ting cdc Trung tAim diém mdy mdi cling nhu sy m& rong dau tu
cla cdc tap doan ban 1é da qudc gia.

b. Chién lugc ting cudng quang cdo, khuyén mii: V4i vin dé mua bio, li
lut nhiéu. Nguyén Kim tan dung th€ manh vé thuong hiéu, chuong trinh khuyé&n mai,
hang hod, trung bay hang hod, thdi do phuc vu cia nhin vién, dich vu sau ban hang
va gid cd nhim ting doanh s0, thu hit khdch hang tir cdc d6i thl canh tranh va xay
dung sy trung thanh ctia khach hang doi véi Nguyén Kim.

c. Chién lugc phat tri€n thi trudng: Nguyén Kim manh vé thuong hiéu,
chuong trinh khuy&n maii, hang ho4, trung bay hang hod, thdi d phuc vu clia nhan
vién, dich vu sau ban hang, gid cé, va tinh hinh tai chinh. N6 cho phép Nguyén Kim
thuc hién chi€n lugc phat tri€n thi trudng nhim han ché nguy cd tif viéc gia ting cic
Trung tAim diém mdy mdi cling nhu sy md rong diu tu cia cic tip doan ban 1& da
quoc gia.

d. Chié&n luge khac biét hoa: Nguyén Kim manh vé thuong hiéu, chuong trinh
khuy&n maii, hing ho4, trung bay hang hod, thdi dd phuc vu ciia nhan vién, dich vu
sau bdn hang, gid cd. Nguyén kim dua ra chién ludc khac biét hod nhim han ché&
nguy co tir viéc gia ting cdc trung tAm dién mdy mdi; canh tranh khong lanh manh vé
gid va gian 1an thuong mai va sy m& dau tu clia cdc tAp doan ban 1€ da qudc gia.

4.2.2.3. Nhém céc chién luge W - O:
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a. Chién lugc phat tri€n ngudn nhan lyc: Nhim khic phuc cic di€m y&u nhu
bi€n dong nhan sy cao cip; dao tao va phdt trién doi ngli nhan vién ciing nhu trinh d6
nhan vién. Nguyén Kim thyc hién chi€n lugc nay d€ tin dung cd hdi 12 moi trudng
kinh doanh dugc cdi thién.

b. Chi€n lvgc mé rong mang luéi phan phéi: Nhim muc dich ting doanh thu,
Nguyé&n Kim 4p dung chi€n ludc nay d€ tin dung cdc cd hodi nhu toc do ting trudng
kinh t& 8n dinh, thu nhdp binh quin diu ngudi ting, chi tiéu mua sim cla ngudi tiéu
dung gia ting, ngudi ti€u dung thich mua sim & cdc Trung tAm dién mdy va nha cung
cAp hang hod c6 uy tin nhim khic phuc cdc diém y&u vé trinh do nhin vién va quing
cdo dai han.
4.2.2.4. Nhém céc chién luge W - T:

a. Chi€n lugc khac biét hoa: Nhim han ché€ nguy co tir viéc gia ting cdc
trung tAim dién m4y mdi; canh tranh khong lanh manh vé gid va gian 1an thuong mai
va sy md dau tu cia cdc tip doan ban 1 da quoc gia. Nguyén Kim can phii ¢ chién
lugc khac biét hod nhiim khic phuc cdc diém y&u nhu bi€n dong nhin sy cao cip va
quang cdo dai han.

b. Chién lugc ting cudng quang cdo, khuyén mii: Nhim han ch&é vian dé
mua bio, 1 lut; viéc gia ting cdc trung tAim dién mdy mdi va sy m§ dau tu cla cdc
tap doan bdn 1é da qudc gia. Nguyén Kim can phdi ting cudng quing cdo, khuyén
mii d€ cling cd lugng khach hang hién c6 va thu hiit khach hang méi tir d6i thii canh
tranh.

4.3. Lua chon chién luge — Ma tran QSPM
Bang 4.2: Ma tran QSPM ciia Nguyén Kim — Nhém céc chién luge S-O
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Chién lugc c6 thé thay thé
Céc y€u td quan trong Phin Thém I}hélp Ph.ét tr\iévn 111?)221’1 (;?A)rrllgg
loai thi trudng thi truGng Am
AS | TAS | AS | TAS | AS | TAS

Céc y€u to bén trong
Thuong hi€u 4 4 16 4 16 4 16
Chuong trinh khuy&n mii 4 4 16 3 12 3 12
Hang hod 3.5 3 10.5 3 105 | 4 14
Trung bay hang hod 3 3 9 3 9 3 9
Théi d0 phuc vu clia nhin vién 3 3 9 3 9 3 9
Dich vu sau bdn hang 3.5 3 10.5 3 10.5 3 10.5
Gia ca 3 3 9 3 9 2.5 7.5
Ung dung hé thong vi tinh vao quan 1y 3 3 9 3 9 3 9
Tinh hinh tai chinh 3 2 6 3 9 4 12
Bi€n dong nhan sy cao cip 2 4 8 3 6 2 4
Dio tao phat trién ddi ngl nhan vién 2 3 6 2 4 3 6
Trinh 6 nhan vién 2 2 4 2 4 2 4
Quéang cdo dai han 2 3 6 3 6 2 4

Ciéc yé&u t6 bén ngoai
Tdc dd ting trudng kinh t&€ 8n dinh 3 2 6 2 6 3 9
Moi trudng kinh doanh dugc cdi thién 3 3 9 3 9 3 9
Cit gidm thué& nhap khiu 3 2 6 2 6 2 6
Thu nhip binh quan dau ngudi ting 3 3 9 3 9 3 9
Chi tiéu mua sim cla ngudi tiéu ding
tang 4 3 12 3 12 2 8
gi“;‘i e“ne umg‘;ng thichmuahang 6 Trung | 5 o1 5 | 155 | 3 | 105 | 3 | 105
Nha cung c4p hang hod c6 uy tin 4 3 12 3 12 8
Van dé mua bio, 1i lut nhiéu 1.5 2 3 3
Gia ting cdc Trung tim di€n mdy mdi 2 4

nh tranh khong lanh manh vé gid va

giin lzf;[nathu’dng nflgaia TR ER 2 3 6 3 6 2 4
lSéudr:(:linglggiau tu cua cdc tap doan ban ) 3 6 3 6 ) 4
TONG 204.5 199.5 191.5

Ghi chii: AS — S¢' di€ém hap din; TAS - Tong s6 diém hap din
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Bing 4.3: Ma tran QSPM cua Nguyén Kim — Nhém cic chién luvgc S-T

Céc y€u t& quan trong

Chié&n lugc c6 thé thay thé

Phin | Lién doanh | Ting Phit trién | Khéc biét
loai cuong thi trudng hoa
quangcdo,
khuy&nmaii
AS | TAS | AS | TAS | AS | TAS | AS | TAS
Céc y&u td bén trong
Thuong hiéu 4 16 3 12 3 12 |35 14
Chuong trinh khuy&n mii 4 2 8 4 16 | 3] 12 | 3 12
Hang hod 3.5 2 7 3 /1053 105 4 14
Trung bay hang hod 3 3 9 3 9 3 9 4 12
Théi d6 phuc vu clia nhin vién 3 3 9 3 9 3 9 3 9
Dich vu sau ban hang 3.5 2 7 2 7 2 7 2 7
Gié ca 3 3 9 3 9 3] 9 3 9
Ung dung hé thdng vi tinh vao quin 1y 3 4 12 4 12 | 3 9 3 9
Tinh hinh tai chinh 3 3 9 3 9 [ 31 9 2 6
Bi€n dong nhin sy cao cip 2 3 6 3 6 3 6 2 4
Pio tao phét trién doi ngt nhin vién 2 3 6 2 4 3 6 3 6
Trinh @6 nhan vién 2 3 6 2 4 3 6 3 6
Qudng cdo dai han 2 2 4 3 6 4 g8 |35 7
Ciac yé&u té bén ngoai
Tdc do ting trudng kinh t&€ 6n dinh 3 3 9 3 9 3 9 3 9
MBOi trudng kinh doanh dugc cdi thién 3 3.5 | 105 3 9 [35]105]| 3 9
Cit giam thué€ nhap khiu 3 3 1 3 1 3 1 3
Thu nhp binh quin diu ngudi ting 3 3 9 3 9 9 3 9
Chi tiéu mua sim clia ngudi tiéu ding ting 4 2 8 3 12 12 3 12
gir:éié;;;ﬁ“g thich mua hang & Trung | o o |5 | 105 |5 |j05 |4 |14 3 | 105
Nha cung cAp hang hod c6 uy tin 4 3 12 12 | 3| 12 12
Van dé mua bdo, lii Iyt nhi€u 15 | 2 3 2 3 2 3
Gia ting cdc Trung tim di€én mdy mdéi 2 2.5 5 3 6 3.5 7
l(;ln:;l ;jlf;rEZ?ng lanh manh vé gid va gian ) )5 5 3 6 3 6 3 6
g:éﬁzcrz?f diu tu cla cdc tdp doan ban 1é ) 3 6 4 g 4 g 35 7
TONG 195 201 205 202.5
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Bang 4.4: Ma tran QSPM ciia Nguy&n Kim — Nhém cédc chién luge W-O

Chién ludc c6 thé thay thé

Phit trién

M4 réng mang

Céc y&u td quan trong Phﬁl:l ngudn nhan i phn phoi
loai luc
AS | TAS AS TAS

Céc y&u té bén trong
Thuong hi¢u 4 4 16 3 12
Chuong trinh khuyén mii 4 2.5 10 3.5 14
Hang hoa 3.5 2 7 10.5
Trung bay hang hoa 3 2 6 9
Théi d6 phuc vu clia nhin vién 3 4 12 2.5 7.5
Dich vu sau bdn hang 3.5 4 14 2 7
Gid cé 3 3 9 3.5 10.5
Ung dung hé thdng vi tinh vao quin ly 3 4 12 3 9
Tinh hinh tai chinh 3 4 12 3 9
Bi€n dong nhan sy cao cip 2 4 8 2 4
Pio tao phat trién doi ngi nhin vién 2 4 8 2 4
Trinh @6 nhin vién 2 4 8 3 6
Quéng cdo dai han 2 2 4 3 6

Céc y€u td bén ngoai
Tdc do ting trudng kinh t€ dn dinh 3 3 9 3 9
MOoi trudng kinh doanh dudgc cdi thién 3 4 12 2.5 7.5
Cit gidm thué& nhap khau 3 2 6 2 6
Thu nhip binh quin ddu ngudi ting 3 3 9 9
Chi tiéu mua sim clia ngudi tiéu ding ting 4 2 8 12
gir((;liétrlle;é;i/ung thich mua hang ¢ Trung 35 ) 7 3 105
Nha cung c4p hang hod c6 uy tin 4 2 8 3 12
Van dé mua bio, 1i lut nhiéu 1.5 3 4.5 4.5
Gia ting cdc Trung tim di€n mdy mdi 2 4 6
Ejlnt};l &?nn;riz?ng lanh manh vé gid va gian ) ) 4 3 6
gj;?l(gcrzlilag dau tu cua cdc tdp doan bédn le ) 3 6 3 6
TONG 203.5 197
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Bang 4.5: Ma tran QSPM cua Nguyén Kim — Nhém cic chién luge W-T

Céc y&u td quan trong

Chié&n lugc c6 thé thay thé

Phan | Khéc biét Tang cudng
loai hoa quang cdo,
khuyé&n mai
AS | TAS | AS TAS
Céc y&u té bén trong
Thuong hi¢u 4 4 16 3 12
Chuong trinh khuyén mii 4 3 12 4 16
Hang hoa 3.5 4 14 3 10.5
Trung bay hang hoa 3 4 12 4 12
Théi d6 phuc vu clia nhin vién 3 3 9 3 9
Dich vu sau bdn hang 3.5 3 10.5 3 10.5
Gid cé 3 3 9 3 9
Ung dung hé thdng vi tinh vao quin ly 3 3 9 3 9
Tinh hinh tai chinh 3 3 9 3 9
Bi€n dong nhan sy cao cip 2 3 6 3 6
Pio tao phat trién doi ngi nhin vién 2 2 4 2 4
Trinh @6 nhin vién 2 3 6 3 6
Quéng cdo dai han 2 3 6 3.5 7
Céc y€u td bén ngoai
Tdc do ting trudng kinh t€ dn dinh 3 2 6 2 6
MOoi trudng kinh doanh dudgc cdi thién 3 2 6 2 6
Cit gidm thué& nhap khau 3 2 6 2 6
Thu nhip binh quin ddu ngudi ting 3 3 9 2 6
Chi tiéu mua sim clia ngudi tiéu ding ting 4 2 8 2 8
gir((jiliétrlle;é()i/ung thich mua hang ¢ Trung 35 3 105 3 105
Nha cung c4p hang hod c6 uy tin 4 3 12 3 12
Van dé mua bio, 1i lut nhiéu 1.5 1 1.5 3 4.5
Gia ting cdc Trung tim di€n mdy mdi 2 3 6 6
Canh tranh khong lanh manh vé gid va gian
lan thuong mai 2 3 6 3 6
gj;?l(gcrzlilag dau tu cua cdc tdp doan bédn le ) 3 6 )5 5
TONG 199.5 196
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Qua phan tich ma trdn QSPM, va ciin cf vao tdng sd di€m hap din cda cédc
loai chi€n ludc c6 thé thay thé ta rit ra két ludn sau:

> Dai véi nhém céc chié€n luge S-O: Chién luge thim nhap thi trudng cé tong
s6 diém hap din (TAS) la 204,5; chi€n lugc phat trién thi trudng c6 TAS=199,5; va
chi&€n Iugc da dang hod hoat dong ddng tim c6 TAS = 191,5.
Do d6, chién lugc dugc chon 1a chi€én lugc thim nhdp thi trudng vi c6
TAS=204,5 12 16n nhat.

> D0i véi nhém cdc chién lude S-T: chién lude duge chon 1a chién lude phat
trién thi trudng vi c6 TAS=205 13 16n nhat.

> D01 véi nhom cdc chi€n luge W-O: chi€n lude dude chon 1a chién luge phat
trién ngudn nhan lyc vi c6 TAS=203,5 13 16n nhat.

> P61 véi nhém cdc chi€n lugec W-T: chi€n lugc dude chon 13 chién lugc
khic biét hod vi TAS=199,5 1a 16n nhAit.

Tém lai, qua phan tich ma trdn QSPM va cin ct vao tdng s6 di€m hap din ta
c6 4 chién lugc dugc chon 13 chi€n lugc thim nhap thi trudng; chi€n lude phat trién
thi trudng; chién ludgc phat tri€n ngudn nhan lyc va chié€n lude khdc biét hod. Nhung
ditng trén gbc dd chi€n ludc cong ty thi Nguyén Kim nén k&t hdp 2 chi€n luge chii
dao dé la:

¢ Chién lugc phat trién thi trudng.

¢ Chién lugc khac biét ho4.
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CHUONG 5
CAC GIAI PHAP CU THE, PE THUC HIEN CHIEN LUGC

Pé€ xay dung Trung tAim mua sim sai gon — Nguyén Kim trd thinh mot Trung
tam phan phdi 18 hang dau tai Viét Nam. Va khing dinh thuong hiéu Nguyén Kim tai
Viét Nam 12 mot thuong hiéu manh thi Nguyén Kim can k&t hgp 2 chié€n luge chi dao
d6 1a chién lugc phat trién thi trudng va chi€n luge khac biét hod.

¢ Dadi véi chién luge phat trién thi trudng:

Phit trién hé thong chudi Trung tAm ban 1é hang diu tai cac thanh phd 16n &
Viét Nam bing cdch xay dung thém 4 Trung tAm bdn 1é (1 tai H6 Chi Minh, 1 tai Ha
Noi, 1 tai Can Tho va 1 tai Pa Ning).

¢ Ddi véi chién luge khac biét hoa:

DP6i véi chi€n luge nay, Nguyén Kim cin tdp trung vdo cdc chuong trinh
Marketing c6 su khdc biét 16 rét so vdi ddi thii canh tranh dé cling c6 vi tri din diu.

Sau day la cdc gidi phdp cu thé d€ thuc hién viéc két hop 2 chién lugce chi dao
trén:
5.1. Giai phap vé phat tri€n ngudn nhan lyc

DPé€ thuc hién dugc cdc chién luge dé ra & trén thi viéc chudn bi ngudn nhan luc
dé dap ng nhu cAu phat trién trong tinh hinh mdi 13 vd ciing quan trong. Mudn thuc
thi chi€n Iugc doi hdi phdi c6 nhitng ngudi quan 1y gidi, nhitng nhan vién cé kinh
nghiém déng vai trd quan trong d6i vdi Nguyén Kim trong viéc phat trién ngudn
nhin lyc. Viéc phat trié€n ngudn nhan lyc tai Nguyén Kim dudc thé hién qua cdc cong
viéc sau day:

V& chinh sich tuyén dung, hoach dinh ngudn nhan lyec:

+ Chinh sdch tuyén dung hién nay chd y&u 12 tuyén theo ngudn nodi bo, do dé
trong thdi gian t6i viéc tuyén dung tai Nguyén Kim nén thay ddi va chuyén sang

tuyén dung dua trén tiéu chi canh tranh binh ding, cong khai trén cd s§ ning luc
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chuyén mon, gidm dan viéc tuyén dung thong qua ngudn ndi bo. Cédc thong tin tuyén
dung nén dugc cdng bd trén website clia Trung tAm, trén bdo, tap chi, trung tAm gidi
thiéu viéc 1am ... nhim tim ding ngudi, di ning lvc d€ ddp wng dudc nhu ciu trong
tinh hinh kinh doanh méi.

+ Trong nhitng dot ban hang cao di€m nhu vio mua ban hang (tip trung vao
quy 1 va quy 4) hay cdc chuong trinh khuy&n mai kéo dai thi bd phan nhian sy — hanh
chanh nén chd dong két hdp vdi cdc trudng don vi tuyén thém nhan vién lam viéc
bdn thdi gian d€ phuc vu cho viéc bdn hang, giao nhan ddp &ng dugc nhu cau thi
trudng.

+ Vé hoach dinh ngudn nhan lyc. Bd phan nhian sy — hanh chdnh nén c6 k&
hoach tuyén dung, dao tao, vd huin luyén ngudn nhan lyc nhim ddp ¥ng nhu cau
phdt tri€n kinh doanh cta Trung tim trong thdi gian tdi.

* Giai phap cu thé vé chi€n luge dao tao, huian luyén nhan vién hién nay
dugc thuc hién nhu sau:

> Chién luge dao tao, huin luyén bén ngoai:

Bo6 phan nhan su c6 k& hoach hop tdc bén ngoai dé budc ti't cd cic trudng don
vi, bd phin tham gia khod hu&n luyén bén ngoai (nhu cdc khod huin luyén do PACE
— Trudng Doanh nhian & Gidm d6c tai Nguyén Trdi, Q1, TP.HCM t3 chic hién nay;
hay cdc Trung tAm dao tao khdc tuy vio nhu cAu thi€t y&u cia ting thdi diém) chi
yé&u 12 cdc khod huin luyén vé quin ly nhim cdi thién k§ ning quin ly d6i vdi cic
trudng don vi. Trén c8 s§ dugc dao tao thém chuyén mon dé ddp @ng tinh hinh kinh
doanh mdi. Trudng don vi sé& 1a dau tau dé sau ndy dao tao, huan luyén lai cho nhan
vién cta chinh b6 phan minh.

> Chié&n lugc dao tao tai chd:

Pay 1a chi€n lugc quan trong hién hay d6i véi Nguyén Kim, né dugc thé hién

nhu sau:
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Ban gidm d&c cong ty nén giao viéc ddo tao tai chd cho phong nhan sy — hanh
chdnh k&t hop vdéi cdc trudng don vi bd phan dao tao cho nhitng nhin vién clia minh.

Bo phian nhin su: ddm nhin hudn luyén vé k§ ning giao ti€p, phuc vu khich
hang, k§ ndng bdn hang.

Trudng don vi, bd phan: Huan luyén vé chuyén mon ky thuit.

Bén canh d6, Nguyén Kim nén phdi hgp vdi cdc tap doan dién t (tAp trung vao
8 doi tac chi€n lugc ma Nguyén Kim da xdy dung dudc nhu JVC, Samsung, LG,
Toshiba, Sony, Panasonic, Sanyo va Philips dé dio tao chuyén sdu vé mit ky thuit,
nhitng sin phAm mdi ra nhim phuc vu khach hang mot cich hiéu qua nha't trong tinh
hinh mdi.

+ DP&i véi viéc tuyén dung cdc vi tri quan trong thi Nguyén Kim nén thong qua
céc cong ty gidi thiéu viéc 1am c6 uy tin, hodc nhitng cong ty “sdn dau ngudi” cé uy
tin trén thi truSng d€ chon dudc nhitng Gng vién tiém ning, ddp Gng dudc nhu cau
phat trién ctia Trung tAm.

Vé chinh sich thi dua khen thuéng, dii ngo:

+ Ti€p tuc 4p dung chinh sdch khen thudng d6i véi bd phan bdn hang truc tiép
va nhitng bd phan khdc trong Trung tAm nhim ddng vién, kich thich sy ning dong
lam viéc d6i vdi tirng bo phan. Hon nita, Nguyén Kim cin phdi c6 ché do thudng
néng d6i v6i tiing bd phan khi dat chi ti€u ngodi mong dgi cia Ban Gidm DPdc dwa
xudng. Ching han nhu khi tung chuong trinh khuy&n maii ra va chuong trinh khuyén
mii nay thanh cong ngoai mong dgi tifc 1a chuong trinh khuy&n mii lam lugng khach
dén Nguyén Kim va doanh s& bdn hang ting manh ngodi du dodn ctia Ban Gidm
baoc.

+ C6 chinh sdch dii ngod tot (nhu ting luong trude thdi han, hoidc thing cip ...)

doi vdi cdc nhan vién gidi nhim ddm bdo lyc lugng lao dong 6n dinh. Pdng thdi
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thong qua ho, sé kich thich dong vién tinh thin lam viéc d6i véi cdc nhin vién con lai
trong toan Trung tam.

Vé xay dyng mdi truong lam viéc tai Nguyén Kim:

Cédc bd phan tai Nguyén Kim nhin chung ¢6 sy phdi hgp v6i nhau. Do d6, bd
phian nhén sy - hanh chdnh can phdi duy tri dudc moi trudng lam viéc than thién va
hdp tic d€ nang hiéu qui 1am viéc ddng thdi phat huy dudc stic manh tap thé trong
Nguyén Kim.

5.2. Giai phap vé Marketing

Gidi phap Marketing tip trung chi y&u vao cdc gidi phdp sau:
5.2.1. Giai phap san phim

Van ti€p tuc thyc hién cam k&t v6i khdch hang vé hang hod tai Nguyén Kim 12
hang chinh hiang. Hién nay sin phim tai Nguyén Kim tuy phong phi va da dang
(trung bay va ban hon 5000 chiing loai). Tuy nhién, trong xu th& phdt trién mdi thi
Nguyé&n Kim phai phét trién thém mot s6 san phdm mdi ching han nhu trang tri noi
that, dén trang tri, vat liéu xdy dung ... Nhitng nginh hang méi nay c6 thé thuc hién
dudc dua trén ning luc cot 168i cia Nguyén Kim nhu vé thuong hiéu c6 uy tin, dugc
ngudi tieu dung biét, khd ning tai chinh khd manh, dich vu sau bdn hang t6t, va gia
ca canh tranh ....

Tém lai, Nguyé&n Kim cn tap trung vao nhitng sin phdm c6 tinh chit sau:

+ Xu huéng ti€u dung cia ngudi ti€u diing ngay cang ting trong tuong lai.

+ S&n phdm c6 ty suit sinh 1di cao nhat.

+ Sidn phaim dugc ngudi tiéu dung wu thich, ciing nhu tao dudc sy khdc biét
trong nhan thic cia ngudi ti€u dung.

+ Nhitng sadn phdm phai tao dugc th€ manh phat trién trong tinh hinh méi clia
Nguyén Kim so v6i cdc Trung tim dién may khéc.

* Trung bay hang hoa:
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Viéc trung bay hang hod hién nay rdt chuyén nghié€p, qua khdo sdt nhan thic
cla kh4ch hang tai cdc trung tAim dién mdy thi ngudi tiéu dung hai long vé viéc trung
bay hang hod ma Nguyén Kim d3 1am trong thdi gian qua, véi thang di€m 13 5 thi
Nguyé&n Kim c6 di€m trung binh cao nhit véi 4,38, k& dén 1a Thién Hoa: 3,89, Cho
Lén: 3,83 va trung tdm khdc:3,38 (xem phu luc 12).

Do d6, trong thdi gian t6i thi Nguyén Kim nén ti€p tuc thé hién 12 Trung tAm
hang diu trong viéc trung bay hang ho4. Hién nay, Nguyén Kim da hoan thanh viéc
xdy dung mdi toa nha méi sau sdu thang dung va tdi khai Trung Tam vao ngay
16/09/2006 vira qua — Theo Bdo Ngudi Lao Pdng ngay 15/09/2006 véSi dién tich hon
5.000 m% Trung TAm Mua Sim Sai Gon — Nguyén Kim 13 trung tim mua sim
chuyén nganh 16n nh4t Viét Nam hién nay. Do d6, viéc trung bay hang hoa chuyén
nghi€p khong chi 1am cho khach hang thod mai khi mua hang ma con tao cho khach
hang thé hién dugc phong cich riéng (cAm nhan tir ngudi khdc 13 sy hianh dién) khi
buéc vao Nguyén Kim tham quan hoic mua sim.

5.2.2. Giai phap vé gia ca

Chinh sich gid ctia Nguyén Kim 12 thyc hién “gia t6t nhit” (gid chinh hing),
va qua khdo sit nhin thifc ctia khdch hang thi ho cho ring Nguyén Kim cé mtc gid
t0t nha't (xem phu luc 12). Do d6 d6i v6i bd phan kinh doanh nhap hang thi khi dam
phdn vdi cdc nhd cung cdp thi phdi cd ging dat dudc yéu cdu cam két trén cla
Nguyén Kim ddi v6i khach hang. Mudn dat dugc gia tot nhat thi dwong nhién 13 phdi
cam két v€ s6 lugng tuong d6i 16n (hodc mua theo dang 16) ddi v6i nha cung cAp. Hon
nifa, bd phan kinh doanh nhap hang nén dya vao thuong hiéu Nguyén Kim, khd ning
tai chinh manh d€ dm phdn vdi nha cung cdp nhim dat dugc mifc gid tot nhat.

Khi Nguyén Kim dat dugc mic gid tot nhat thi Nguyén Kim sé& truyén nhitng

wu ddi vé gid tr nha cung cip sang khdch hang. Pi€u nay, lai cang ching td la
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Nguyén Kim van thuc hién ding cam k€t cia minh. Do d6, khdch hang cang tin
twdng khi mua sim tai Nguyén Kim.
5.2.3. Giai phap vé phan phoi

D61 v6i 2 kénh phan phdi hién nay d6 1a kénh ban 1é truc ti€p dé€n tay ngudi
tiéu duing, va kénh kinh doanh tdng hop cho khach hang cong ty (khdch hang 1a cong
ty, nha trudng, khdch san..). Qua sd liéu bang 3.2 thi tai Nguyén Kim kénh ban 1&
tryc ti€p dén tay ngudi tiéu dung binh quin trong 3 nim tr 2003-2005 chi€m
92%/t6ng doanh s6 ban hang clia Nguyén Kim. Do dé, trong thdi gian t6i Nguyén
Kim can tap trung vao kénh bdn 18 truc ti€p d€ duy tri sy phat trién nhu hién nay.

Pé€ tap trung vao kénh bdn 18 truc ti€p dén tay ngudi tiéu dung, trong thdi gian
t6i Nguyén Kim cin phai cdi thién va phat huy hon vé dich vu bdn hang va sau bidn
hang nhim d4p ¢ng nhu cAu ngay cang cao ciia khich hang. Qua d6, Nguyén Kim sé&
cling c6 dudc khach hang hién tai cling nhu thu hit dugc lugng khach hang mdéi tir d6i
thu canh tranh.

DPa&i véi khach hang cong ty, Nguyén Kim can duy tri va phdt tri€n hinh thic
ky hop ddng véi khach hang cong ty cung cAp “Phi€u mua hang” vi hién tai trong
TP.HCM, Tung TAm Mua S&m Sai Gon — Nguyén Kim 12 Trung tAim duy nh4t ¢6 hinh
thirc nay.

Bén canh d6, Nguyén Kim ciing cAn md& rong viéc bdn hang qua mang. Hién
nay Nguyén Kim da c6 kénh ban hang qua mang nhung s6 lugng ban van chua dugc
nhu mong mudn. Tuy nhién, diy sé& kénh ban hang phd bién trong tuong lai khi ma xa
hoi cang phét trién, thu nhip clia ngudi dan dudc cdi thién, va thdi gian cda khdch
hang cé gidi han thi viéc chon phuong thitc mua hang qua mang 1a hiéu qua va tién
1¢i vi n6 t6n it thdi gian di lai cia khach hang.

5.2.4. Giai phap vé chiéu thi
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Vé chuong trinh khuy&n mai: Hién nay, Nguyén Kim di dau trong viéc tung
ra nhitng chuong trinh khuyé&n mii trong cdc ngay 1€ 16n, cdc dip va su kién 16n trong
nim danh cho khach hang déu rit thanh cong.

Do d6 @€ ting stic hAp din khi mua hang ddi v6i khach hang, Nguyén Kim nén
duy tri nhitng chuong trinh khuy&n mai ndy va phdi di trudc d6i thi canh tranh dé duy
tri, cling ¢d khdch hang hién tai va thu hit khdch hing méi.

Nguyén Kim, cin tung ra cdc chuong trinh khuy&én mii c6 y&u td bit ngd véi
thdi gian khuy&n maii ngin va di truSc ddi thli canh tranh. Piéu nay, sé& gitp cho
Nguyén Kim ting doanh s& ban hang va thu hit mot lugng khdch hang mdi tir d6i thd
canh tranh.

Vé chién luge quang cdo dai han: Bén canh nhitng chi€n lugc quing cdo rong
rai d€n moi tAng 16p dan cu trong thdi gian qua nhim phuc vu cho nhitng chuong trinh
khuy&n mii ngdn han. Nguyén Kim nén c6 chién lugc quing cdo dai han nhim ggi
nhé lai hinh 4nh Nguyén Kim trong nhan thic ctia khdach hang.

Vé chiim séc khach hang: Hién nay, Nguyén Kim di c6 tram chim séc khach
hang luu dong, nhim chi dong chim séc san pham cho khach hang. Tuy nhién, trong
thdi gian t6i v6i nhu cau khdch hang ngay cang cao va da dang, Nguyén Kim nén lap
dudng diy néng (dudng diy nay chuyén truc ti€p d&€n trudng cic don vi, bd phan) dé
gidi quyét nhitng trudng hgp dot xuat cia khdch hang. Cac clra hang bo phin trong
Nguyén Kim déu c6 luu trit thong tin vé khach hang. Dya trén nhitng thdng tin vé
khach hang, Nguyén Kim nén thié€t 14p chuong trinh dic biét danh cho nhitng khich
hang than thi€t véi nhitng wu dii bat ngd.

Vé tai trg: Nguyén Kim ti€p tuc phoi hop vdi cdc tap doin dién t dic biét 8
tip doan dién t chi€n lugc nhu JVC, LG, Panasonic, Philips, Toshiba, Samsung,
Sanyo, Sony d€ ti€p tuc tai trg cho cdc chuong trinh. Ching han, chuong trinh mua

sim hang chinh hing hay tai trg cho cdc mon thé thao trong Sea Games nhu béng d4
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nam .. vi diy la chuong trinh dugc moi ngudi quan tim va hiéu qua mang lai tu
chuong trinh rat cao. N6 dugc thé hién qua lugng khdch hang dé€n Nguyén Kim tham
quan, mua sim ting va doanh s6 bdn hang ciing ting trong thdi qua. Qua d6, sy nhan
bi€t cla ngudi tiéu ding vé thuong hiéu Nguyén Kim ngay cang ting lén trong tim
tudng ctia khach hang.

Vé thuong hiéu: Hién nay, qua kh3o sit nhan thifc ctia khdch hang vé thuong
hiéu, vdi thang di€m 5 thi ngudi tiéu dung ddnh gid thuong hiéu Nguyén Kim Ia cao
nhit so v6i cdc trung tAim dién mdy tai TP.HCM (xem phu luc 12). Do dé, cAn tin
dung uy tin thuong hiéu Nguyén Kim d€ tri€n khai dén tirng bd phan trong Nguyén
Kim c¢6 li€n quan nhu bd phian nhan sy, bd phian phuc vu va chdam s6c khach hang
(bdo hanh, giao nhin), bd phan ban hang, bd phan k€ todn ... dé€ hi€u r6 va thuc hién
tot.

Muc dich chinh ctia xAy dung thuong hiéu 13 d€ ting su nhan thic trong tim
twdng cda ngudi tiéu dung d6i véi thuong hiéu Nguyén Kim, do d6 cdc van dé lién
quan dén xay dung thuong hiéu ma Nguyén Kim c6é th€ manh nhu thai do phuc vu
ctia nhan vién, hang hod phong phd, da dang, trung bay hang hod, chuong trinh
khuy&n mai, dich vu sau ban hang ... d@ dugc phan tich & trén can phdi dugc phdi hgp
dé thuong hiéu Nguyén Kim vin ti€p tuc trd thanh thuong hiéu ddng tin ciy khi
khdch hang ¢6 nhu cau tham quan, mua sim hang ho4.

5.3. Gidi phap vé nghién cifu va phat trién

- Thanh 1ap phong nghién cttu va phét trién.

- Nhiém vu cda phong nghién cttu va phat trién: dua ra nhitng dinh huéng
chi&n lugc phat trién cho Trung tAm. Qua phan tich trén, ta thd'y Trung TAm Mua Sim
Sai Gon — Nguyén Kim chua c¢é dugc mot sy dau tr diing mic va dai han cho ngudn
nhin Iyc cia minh. Hién Nguyén Kim chi c¢6 thé dwa nhitng nhan vién quan ly dao

tao ngin han tai cdc Trung tAim chuyén dao tao quin ly. Bén canh d6, viéc bi€n dong
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nhin sy cip cao ciing 4nh hudng khong tot d€n mo hinh phat tri€n ciia Nguy&n Kim.
Do dé, cic k& hoach, chinh sidch ctia phong nghién cttu va phat trién khi dua ra phai
han ch€ dugc nhitng diéu trén va gitip Nguyén Kim cling cd va phét tri€n dugc trong
tinh hinh kinh doanh day bi€n dong nhu hién nay.

- C6 chinh s4ch thudng dic biét d6i véi bd phan nghién citu va phat trién nhim
kich thich dong cd lam viéc ctia ho. N€u nhitng chuong trinh nghién cttu clia ho duwa
ra c6 y nghia thuc tién cao thi né s& gidp tao ra 1di th€ canh tranh cho Nguyén Kim
trong tuong lai hodc giip Nguyén Kim khic phuc dudc nhitng rii ro tit moi trudng

canh tranh quy&t liét nhu hién nay.
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KIEN NGHI

* Ki€n nghi d6i véi nha nudec:

- Ti€p tuc duy tri va cdi thién mdi trudng kinh doanh dé€ tao thuin 1di cho céc
doanh nghiép trong viéc md rong hoat dong kinh doanh.

- Hoan thién hé thdng phdp luit vé thuong mai. P& nghi nha nudc ti€p tuc sira
ddi bd sung cac chinh sdch, thi tuc, tao diéu kién thuin 10i va c6 nhitng huéng din cu
thé d€ gitdp doanh nghiép thuc hién mdt cach ding din. Qua dé, giip doanh nghiép
yén tAm tdp trung vao cong viéc kinh doanh va md rong hoat dong kinh doanh.

- Nha nu6c nén cé nhitng bién phdp hitu hiéu trong viéc phong chéng d6i véi
cdc doanh nghiép canh tranh khong lanh manh vé gid va gian lan thuong mai nhu
hang nh4i, hang gid 1am d4nh hudng khong t6t d€n cdc doanh nghiép khéc kinh doanh
ding theo quy dinh cia phédp luat.

- Nha nudc nén c6 su phdi hop hd trg dao tao cho cdc trung tim dio tao nghé,
céc trudng Pai hoc ddi v6i nganh kim khi dién mdy, nhim tao luc lugng lao dong c6
tay nghé cao, cdc nha quin 1y chuyén nganh d€ dap tng nhu ciu thyc t&€ ngay cang
gia ting.

* Ki€n nghi d6i véi nganh
- P4y nhanh viéc thanh 1ap hiép hdi cic doanh nghiép trong nganh kim khi

dién mdy. Trén cd s& d6, hiép hdi cAn c6é nhitng chién lude cy thé dé hd trg va gitip
dd cdc doanh nghiép trong nganh. Muc dich clia viéc thanh Idp nay l1a nhim gitip
doanh nghiép c6 thé ton tai va phat trién trudc cdc tap doan ban 18 da qudc gia dang
chudn bi vao Viét Nam sau khi Viét Nam gia nhap WTO.

- T§ chic trién 1dm sdn phaAm d6i vdi nganh hang kim khi dién may d€ tao co
hdi cho cdc doanh nghiép trao ddi kinh nghiém va mua ban hang ho4.

- TG chitc cdc budi hoi thdo vdi chuyén dé nhu hoi thio st dung hang chinh
hing nhim giip ngudi tiéu dung c¢é dugc thong tin va hudéng din st dung hang chinh
hang. Qua d6, gitip ngudi tiéu diing phan biét dudc hang thit — hang nhdi dong thdi

gitip ho chon ding sdn pham cha't lugng cao.
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KET LUAN

Trong mdi trudng kinh doanh diy bi€n dong va ngay cang tr§ nén gay git nhu
hién nay thi cho dit Trung tim/siéu thi dién mdy nao dang nim trong nhém din diu
nhu Nguyén Kim hién nay ciing khong thé nao duwa mii vao nhitng wu thé cia minh
nhu vi th€ clia ngudi din dau, thuong hiéu manh ...

Do d6, d€ giit virng thi phan ctia minh Nguyén Kim cAn phét huy nhitng ning
lyc ¢t 16i clia minh nhu thuong hiéu, chuong trinh khuy&n mai, hang hod phong phu
da dang, trung bay hang hod, thai d6 phuc vu ctia nhian vién, dich vu sau ban hang,
gid cd, tng dung hé thdng vi tinh vao qudn ly va tinh hinh tai chinh mot cdch sing
tao.

Tu phan tich trén, ta thdy Trung tim mua sim sai gon — Nguyén Kim nén két
hop 2 chién lugce chi dao d6 1a:

¢ Chié&n lugc phat tri€n thi trudng.

¢ Chién lugc khdc biét hod.

V6i cdc chi€én luge kinh doanh dé ra cho Nguyén Kim, tdc gid hy vong cédc
chi€n lugc nay sé& c6 ich cho sy phét tri€n ctia Nguyén Kim, ddng thdi cling c6 dudgc
vi th€ din diu cda Nguyén Kim ciing nhu ting kh3 ning canh tranh trong mdi trudng
kinh doanh diy bi€n dong nhu hién nay.

Do han ché& vé trinh dd, thdi gian, va ngudn thdng tin nén luan vin nay khong
tranh khdi nhitng thi€u sét nhat dinh. V& phan tri€n khai thuc hién cdc gidi phap
ngudi vi€t chua thyc hién duge. Do d6, rit mong nhan dudc nhitng gép y chan tinh

2 A 2 A R 1R *A P N *A
cta cac Thay, cac C6 dé 1an nghién cttu sau hoan thién hon.
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Phu luc 2: HOI THAO SU DUNG HANG CHINH HANG
Hay la ngudi tiéu dung “khén ngoan”

Nhitng nim gin day, viéc xuit hién ngay cang nhiéu cic

mat hang dién t, dién lanh, dién gia dung ... da gitp ngudi ti€u

ding dé dang Iya chon nhitng sdn phidm tién ich.

TGb TTMSSG Tuy nhién, bén canh cdc san phdm chinh hing dudc ban

ham—tudn—tad ding gid, ding hang, tuan thd ché dd bio hanh nghiém ngiit, thi
hoi thio trudng dang xudt hién rat nhiéu hang gid, hang kém chat lugng.
D€ hd tr¢ ngudi tiéu dung mua ding hang, ding gid ... Bio Ngudi Lao Pong phdi hop
vdi Trung TAm Mua Sim Sai Gon — Nguyén Kim t3 chitc chuyén trang “Tu van tiéu
dung mua sim hang chinh hang”.

Sédng 21 — 10, tai khdch san Sofitel — TP.HCM, Bdo Ngudi Lao BPOng cung
Trung TAm Mua Sim Sai Gon — Nguyén Kim da giSi thiéu chuong trinh hd trg khdch
hang mua sim hang chinh hing bing hoi thio mang tén “Chudng trinh hd trg thong
tin va huéng din tiéu dung hang chinh hing”. Pai dién Vin phong khi€u nai ngudi
tiéu dung phia Nam, S Thuong mai TP.HCM, Chi cuc Qudn 1y thi trudng TP.HCM, 8
tdp doan dién t& 16n tai Viét Nam nhu Sanyo, Panasonic, LG, Toshiba, Samsung,
Sony, Philips, JVC ciing phéng vién mot s6 bdo dai da tham dy hoi thio.

Hang dién ti bi gid nhiéu nhat

Tham ludn cia 6ng Nguyén Nam Vinh, Cht nhiém Vin phong khi€u nai clia
ngudi tiéu ding phia Nam, di gy chd y tai hdi thio bdi con s6 thong ké cic vu khi€u
nai hing nim lién quan dén mit hang dién mdy ngay cang c6é nhiéu huéng gia ting:
tir 27% trong tong s6 cdc vu khi€u nai trong nim 1988 1én dén 36% nim 2001. Nim
2002, con sd nay di 1én dén 40%; nim 2003 1a 52,5%. Sdu thdng dau nim 2004 1a

29%. Céc mit hang bi khi€u nai nhiéu nhat 12 mdy vi tinh, tivi, mdy lanh, td lanh,
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diu dia ... Noi dung khi€u nai chd y&u la nghi ngd ngudn gdc xuit xit clia cdc nhin
hiéu, sin phaAm d3 bdo hanh rdi vin khong s& dung dugc, cic linh kién theo may
khong phéi hang chinh hing ... Bing kinh nghiém clia ngudi cong tdc 1du nim trong
lanh vuc gidi quyét cdc khi€u nai clia ngudi tiéu diung, 6ng Vinh khong khdi bin
khoin truSc van nan hang gid, hang nhdi trin ngip thi trudng va ngdy cang tinh vi
dén do ngay chinh nha sdn xuat cling rdt kho khin khi x4c dinh hang that hay gia.

Nha san xuit va nha quan ly chua gip nhau

Ong Nguyén Vin Ri, doi trudng ddi chuyén chéng hang gid thudc Chi cuc
Qudn ly thi trudng TP.HCM, cho ring bon Iam hang gid, hang nhdi hién rat tinh vi,
c6 thé “1én” hiang bing cdch mua v4 mdy, linh kién troi ndi trén thi trudng d€ lip rap
thanh may hoan chinh va dudc ddn bat ¢ nhian hiéu nio néu cidc di€m ban hang yéu
cau. Hang gid, hang nhdi con dudc nhip tir nuSc ngoai vé biing nhiéu con dudng giy
rat nhiéu khé khin cho co quan chic ning khi ki€m tra xdc dinh hiang hod. Cong
nghé sdn xuit hang gid hién nay di dat dé€n trinh d6 “cao”, d€n ndi chinh nhan vién
cta hing dén xdc nhan ciing khong tai ndo phan biét dugc dau 1a hang that, gid néu
chi quan sit bé ngoai. Cdc hing cling chwa min ma phdi hdp vdi cd quan chic ning
trong cdng tic phong chdng hang gia.

Theo nhin dinh clia mot s6 hing dién tir thi cdng tdc phong chong hang vira
qua khong mang lai k€t qua d6i v6i nha sdn xudt. Gidm doc kinh doanh ctia hing LG
cho ring: “Trudc ddy cong ty thudng xuyén quing cdo dé€ ngudi tiéu dung phan biét
dudc hang thiat — gid, sau d6 nhiéu ngudi khuyén 12 khong nén l1am nhu vy sé khong
c6 16i?”. Pai dién hing Philips ciing cho biét tru6c diy c6 dwa mot s6 vu sdn xuit,
kinh doanh hang gid ctia hiang ra toa x{ 1y, nhung hi€u qua khéng cao cho nén sau dé
cling phai “budng” ludn.

Doi phé bing cach nao?
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Theo Thac si Nguyén Qudc Hung, Pai hoc Kinh T€ TP.HCM, khi phdng van
ngiu nhién 120 ngudi tiéu ding di moi thanh phan, lIta tudi vé viéc c6 nén st dung
hang chinh hing hay khong?, 6ng da nhan dudc ciu trd 13i chung nhat: Ho sé st dung
hang chinh hang! Ly do cda su chon lya nady dugc gidi thich véi nhitng 1gi ich thiét
thuc sau: S& mua hiang cé chit lugng &n dinh; khong bi trdo phu ting; biét rd ngudn
gdc hang hod; mau ma sic sdo, hgp thdi trang; gid ca phi hdp vdi gid tri mén hang;
dugc tr van, hudéng dan chu ddo; dudc hudng bao tri, hAu mii tot; ty tin, hanh dién vi
st dung hang hiéu; dugc tham gia khuy&n mai, tring thudng; c6 dia chi rd rang dé
khi&u nai, khi€u kién khi can thi€t; khi cin ban lai vin dudc gid; hiéu qua, ti€t kiém
dugc thdi gian chi phi vi khong phai thua kién, d6i hang ... Ong Nguyén Nam Vinh
ciing khuyén ngudi tiéu dung hay 1a ngudi tiéu dung thong minh, phdi bit tw bdo vé
bing cdch dirng ham ré, hiy mua hang & nhitng ndi c6 dia chi, ching tir rd rang. Khi
phat hién khong ding chi't lugng va dic¢u kién cam két, hdy truc ti€p lién hé vdi noi
san xuat hodc qua sy gidp dd clia cdc cd quan quéan ly thi trudng, cdnh sdt kinh t&
hoic t8 chifc tiéu dung ....

Chuyén trang “Tu van tiéu ding mua sim hang chinh hing” do Bio Ngudi
Lao Bong k&t hdp véi mot s6 nha sdn xuat, trudc hét 1a cdc hing sdn xudt nhdm mit
hang dién tk, dién lanh, dién gia dung, thong qua Trung TAm Mua Sim Sai Gon —
Nguyén Kim cung c4p nhitng thdng tin ¢6 ndi dung tw van dén ban doc. Chuyén trang
ding trén CAm nang PJi s6ng Bdo Ngudi Lao Pong phat hanh vao thi sdu hiing tuin
nhim hd trg ngudi tiéu ding, ban doc nim rd thong tin vé sdn pham, chat lugng, gid
cé, xuat xit, khuy&n mai ....

03/01/2006

Ngudn: trang web Nguyé&n Kim
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Phu luc 3: SIEU THI PIEN MAY HUT HANG
Nguvi tiéu dung cam thay yén tAm hon khi mua hang
tai cac siéu thi dién may.

Theo thong ké chua day dd, hién nay TP.HCM c6 trén

80 trung tdm, si€u thi (goi chung la si€u thi) di€én may. Khong
chi biing nd vé s& lugng, chat lugng dich vu cla cdc siéu thi dién mdy ciing dudgc
nang cip rd rét trong thdi gian gan day.

Né&u nhu trude nim 1999. trén thi trudng hang dién ti, dién lanh, dién co, mdy
vi tinh, cong nghé thong tin, k§ thuit sd ... (g0i chung 13 hang dién m4y) xut hién rat
nhiéu ctra hang, dai 1y quy mo6 nhd phuc vu ngudi tiéu dung thi nay, cdc clra hang dai
ly nay ngay cang ving béng do “khdng con dit dung vo™.

Ngudi tiéu dung thanh phd hom nay khi ¢c6 nhu cAdu mua cdc mit hang nay
thudng chi tim dé€n céc siéu thi dién mdy 16n ma thoi. Vi sao vdy? Anh Pham Vin
Diing & quan 10 TP.HCM cho bi€t: Anh thich mua hang tai cdc siéu thi dién mdy vi
noi nay c6 dién tich rong, trung bay hang hod phong phu, da dang nén dé lya chon.

Thi hai 1a gid cd cdc mit hang & siéu thi dién mdy thudng ré hon cdc clra
hang, dai ly nhd (vi ho mua tin gdc, bdn tin ngon) va nguyén nhan thit 3 12 khi mua
hang tai cdc siéu thi dién mdy, ngudi tiéu ding cAm thiy thodi mai, an tim, vi § day
it c6 hang nhdi, hang gid. Mot van dé mau chdt nita 12 nén kinh t& trong xu th& hoi
nhip nén hang ngoai nhiap ngay cang nhiéu.

Thé& nhung cdc nhi sdn xudt hing ngoai nhip lai & qui xa, khé cé thé thuc
hién dudc ch€ dd bido hanh, hiu madi mot cich chu ddo nhu hang sdn xuit trong nudc,
diéu nay khi€n cho nhiéu ngudi tiéu diing e ngai khi mua hang ngoai nhap. Nim bit
tAm 1y nay, hau hét cdc siéu thi dién may déu ddm nhan luén ch& d6 bdo hanh, hiu

mai cho nhitng mdt hang minh bén ra.



Trang 92

V& phia nha sdn xuit, theo 6ng Nguyén Vin Pao, Ph6 Tong gidm doc Cong ty
Pién tit Samsung — Vina, nhd cung cdch bdn hang chuyén nghiép va tdc do tiéu thu
hang nhanh hon, nhiéu hon, giao nhin hang va thanh todn t&t hon so véi cdc clra hang
nhé 1€ nén hau hét cdc trung tAm, siéu thi dién mdy ludn danh dugc nhiéu wu 4i cla
cdc nha sdn xuit, cung &ng.

Nhitng vu 4i d6 1a cho thanh to4n gdi dau, hudng chi€t khau cao hon, day ciing
12 1y do vi sao ma gid cdc mit hang dién mdy tai cdc siéu thudng “mém”™ hon so véi
thi trudng bén ngoai.

Nho nhirng 1¢i thé mang tinh chuyén nghiép néu trén, cac trung tam, siéu
thi dién may dang ngay cang thu hit ngudi tiéu ding nhiéu hon.

31/12/2005
Nguén: trang web Nguyén Kim
Phu luc 4: THU BAY TO LOI KHEN CUA KHACH HANG

Tu: viethoa nhabe @yahoo.com

Pén: weadmin @nguyenkim.com

THU BAY TO LOT KHEN
Kinh gifi: Ban lanh dao Siéu thi Nguyén Kim

T6i tén 1a Bui Viét Hoa, 1a khdach hang clia siéu thi Nguyén Kim.

Hom nay, ddu ring rit ban nhung tdi tu thdy cin thay viét it dong thu bay td
15i khen d€n Ban lanh dao Siéu thi Nguyén Kim va toi ciing hi€u rit rd ring: véi
Siéu thi Nguyén Kim clia cdc vi, thém mot 151 khen khong quan trong gi bdi xua nay,
15i khen véi mot trung tAm mua sim ndi ti€ng nhuw Nguyén Kim di qud nhiéu.

Thua cac anh,

Cach day khodng 1 thdang, t6i c6 ghé Siéu thi (Phong Kinh doanh) mua cho cg
quan 01 mdy 4nh NiKon 5900. Mot sy mua ban don thuan khong c6 gi ddng néi néu

nhu khong c6 chit sy ¢8. Su c6 d6 1a: sau 1 ngdy nhan hang, chi€c mdy dnh toi giao
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cho 1 anh ban chup vai ti€t muc thé thao va bi 18i noi lens clia dng room. Sy ¢d 1am
cho ti e ngai thuc sy. B&i vi: diy 1a hang dién t va mdy 4nh KTS 12 mit hang rit
khé tinh. T6i cang e ngai vi cd cudc doi, dd mua, dd dung bi€t bao nhiéu mit hang va
nhat 12 mdy 4nh K§ thuat s6 thi tirng bi diéu ditng vi vai dong may trong chuyén Mua
— sif dung — bdo hanh ... trong cdi thi trudng hdn don clia mdy 4nh Viét Nam. Toi e
ngai vi khong it mén hang t6i mua tirng dudc giao keo tir bing miéng dé€n bing gidy
viét tay, gidy in sdn la: bdo hanh nay no nhung dén khi mang t6i, t6i bi tra viin, bi
xem xét, bi bit 18i ... cho d&n khi ndn chi hoic phat khiing 1&n roi chdp nhan ... ty bdo
hanh cho gon chuyén.

Pén chiéc NiKon 5900 mua & siéu thi cdc anh, toi run 12 1& d6. Van biét ring
hang dién t trong thdi ti€t néng 4m, va cham van chuyén vv... thi ty 1€ truc tric la
khong tranh khéi. Thé€ nhung 12 mot ngudi c6 tudi, can si dién, téi ngai nhitng d6i co
va va cham. Vi, th€ 13 d€ thi lai, toi di poto toan bd nhitng phi€u bdo hanh, ghi k§
ngay thiang, chup lai cdc chi ti€t can thi€t d€ sau nay mong c6 thé chitng minh cho c4i
st ... hdn nhién ctia minh. Vang! Tdi sg nhitng cAu néi ring: 15i nay tai bac! Hang
mua nguyén ven ma do bac bat cin né ra th€ va van van cling vin vn ...

Cam chi€c mdy &nh 18i room trén tay, t6i gidp lai anh Thudn — ngudi di lam
thd tuc ban hang cho tdi. Lic nay, du vin x4c dinh 1a vai triéu dong gid tri khong
phdi 1a ddng k& nhung t6i thuc sy lo 1ing chuidn bi dén nhan mot thdi do va trong 1ong
t6i da gdng 1én tu nhi ring: phdi sin sang chiu sy tdn thuong nhu da tirng chiu dung.
Nhung ma khong! Anh Thuin cAm chi€c mdy 4nh trén tay, 15i dau tién anh néi vdi
to1 1a: con xin 161 chu!

Thua cdc anh 1anh dao!

D6 1a mot 161 néi ma tdi khong chd dgi va khong bao gi hinh dung raing minh

lai dugc nghe nhan trong hoan cidnh nhu thé nay.
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DPong tdc ti€p sau, anh mang chi€c may d6 sang bdo hanh, trao ddi va dudc ddi
lai chi€c mdy khéc vi thdi han cho phép trong vong 5 ngay.

Su viéc cang khong c6 gi ding khen nita néu trong kho ctlia siéu thi con loai
mdy 4anh nay. R4t ti€c: chi€c tdi mua 13 chi€c cudi cuing trong kho (khong k& mot
chi€c kh4c dung trung bay va cho khdch chup thit di hoi cii).

That méat bung khi anh Thuén cho t61 2 lyc chon: c6 thé d6i sang chi€c mdy
dnh khdc hoic 14y tién lai hodc di bdo hanh chi€c NiKon 5900.

Phan t6i, v6i 151 xin 15i trén kia, t6i phdi chon phuong 4n bdo hanh diu ring
k&t qud né c6 nhu thé€ nao. Chi€c mdy 4nh t6i d3 mua né. D6 khong chi 1a sy lya
chon ban dau, 1a y chi ma t6i con mudn di d&€n tin cling cda su viéc. N6i cdch khéc,
t6i muon khdm phd, mudn tim hiéu va ddy chinh 1a ddp s cho ciu trd 15i cla 15i n6i
va viéc lam.

Sau khi nhan bdo hanh, anh Thuin lam gidy cho t6i mugn tam 2 ngay chi€c
mdy anh trén quay (vi tdi dang chup d& ddt hoi thio Khde clia cd quan) va din ring
sau 2 ngdy, anh phdi trd lai mdy d6 cho quiay va anh Thuin s& mang cho tdi chiéc
m4y 4nh riéng anh néu toi can chup trong thdi gian chi€c NiKon 5900 di bio hanh.

Bén canh anh Thudn con m{t anh ban kha dep trai cung anh tin tinh huéng
din va lam phi€u, giao nhan cho tdi.

Sau gﬁn 1 thdng, vao budi toi thit 6, tir tram bdo hanh, mot nhan vién goi di€n
cho t6i bdo ring chi€c mdy da xong.

Khi tdi tr§ lai Phong kinh doanh thi sau vai phiit, chi€c m4y dnh dudc giao lai.
Anh ban con chi t6i chi€c tem bdo hanh ctia nha phin phoi chinh hing+gidy bdo
hanh Nikon.

Thua cac anh,

Sau toan bd nhitng su viéc, toi thuc su ngac nhién vé su tin tuy, thdi dd chin

tinh vi khdch hang clia nhian vién Siéu thi. Cang vui hon vi trong sudt qué trinh mua
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va giao dich vdi cdc anh, tdi 4n mic nhu mot gi cAu tha hai lda; nhung khong vi thé
ma cédc anh 4y thi€u tran trong toi.

Hom nay, tdi thdy can thi€t phdi vi€t vai dong thu cdm on cdc anh Ban lanh
dao Nguyé&n Kim. Cadm on cdc anh vi chi ¢6 quan diém, y chi muc tiéu kinh doanh va
phuc vu clia cdc anh mdi c6 thé dao tao ra nhitng nhan vién biét 1am vira long nhitng
khach hang diu khé tinh. Thi that, lic nay, ngdi nhin mdy manh gidy ma toi thii poto
lai nhim chiéng minh v6i cdc anh sy vo tinh clia minh trong chi€c mdy 4nh kia ma
tha'y hoi mic ¢d. Mic ¢d vi minh d4 lac hiu, x4u hd vi dd nghi khong ding vé ngudi
bdn hang ... (nhung ciing thong cdm cho vi da tirng gip vai lan phién todi).

Mot 1an nira, tdi cdm on cdc anh. P&i dep thém nhiéu vi cd nhitng diéu cdc anh
dang lam. Cho t6i gii 16i cdm on anh Thuin va cdc ban anh.

Kinh chio cdc anh va chiic cdc anh nhiéu sirc khde.

Viét Hoa
5/9/2006.

Ngudn: T4c gid trich tir thong tin ndi bd Nguyén Kim.
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Phu luc 5: CHINH SACH CHAT LUGNG TAI NGUYEN KIM

CHINH SACH CHAT LUGNG
Ban Gidm Pdc Trung TAm Mua Sim Sai Gon cam két cung cap dich vu bdn
hang t6t nha't vdi phuong chAm: “T4t ca vi khach hang, tat ca cho khiach hang”.
D€ thuc hién phuong chAm niy, toan thé cdn bd, nhan vién Trung tAm ludn ghi
nhd, thau hi€u va thyc hién nhitng diéu dudi day:
1. Khong ngirng nghién citu, tim hi€u nhu cau va mong dgi ctia khdch hang
nhim cung c4p gidi phdp mua hang hdp 1y nhat.
2. Thudng xuyén thu thip va phin tich cdc thong tin thi trudng dé dua ra
nhitng quyé&t dinh ban hang c6 1di nha't cho khdch hang.
3. Luon duy tri mdi trudng lam viéc doan két, hdp tdc; khuyén khich sy ning
dong, sdng tao cla tirng c4 nhan; gin k&t trach nhiém va quyén Igi cia mdi
thanh vién véi quyén Igi cla Trung tAm.
4. Quyé€t tAm thi€t 1ap, thuc hién, duy tri va cai ti€n lién tuc hé thong quan Iy
chit lugng theo tiéu chuin qudc t& ISO 9001:2000.
“TAT CA Vi KHACH HANG, TAT CA CHO KHACH HANG ”

Chiing t6i lu6n tAm niém va tin tudng tuyét d6i vao phuong chAm nay.
TP.HCM, ngay 12 thiang 01 nam 2002
Téng Giam Péc

(ba ky)

Nguyén Viin Kim
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Phu luc 6: BANG CAU HOI

Xin chao Anh/Chi, t6i 1a hoc vién cao hoc, Khoa Quéan tri kinh doanh cuia
Trudng Pai hoc Kinh T€ thanh phd Hb Chi Minh. Hién nay, t6i dang khdo s4t v6i dé
tai “Mot s6 van dé lién quan d&€n viéc mua sim tai cdc Trung tim dién mdy trong
TP.HCM”. Do d6, rait mong Anh/Chi danh it thdi gian trd 15i mot sd ciu hdi sau day:
A. Anh/Chi vui 1ong cho biét di tirng tham quan, mua sim tai Trung tAm dién may
nao sau day:

[J Nguyén Kim [J Thién Hoa [J Chg Lén

[] Gia Thanh [ KRAC: i

Luu §: Anh/Chi cé thé tra 15i tit hai hoiic nhiéu Trung tim dién may trén.

B. Anh/chi vui long ddnh diu chéo (x) vao o thé hién chinh xdc nhat thuc trang tai
cdc Trung tAm dién mdy ma Anh/Chi d4 tham quan, mua sim &ng véi cdc thang diém
sau day:

1 2 3 4 5

Hoan toan khong ddng y Khong ddngy Itddngy Ddéngy Hoan toan dong y

KHAC:
TRUNG TAM PIEN MAY NGUYEN KIM | THIEN HOA | CHQ LON | o
Tiéu chi danh gia 1023451234/ 5|1/|2/3/4/5 12345
Nhan vién ti€p dén niém
nd.

Cung cip thdng tin diy dd
v& san pham.

Tu van vé viéc chon lva
sdn phdm 16 rang.

Hang hod phong phu, da
dang ching loai.

Hang hod da dang vé miu
ma mdi.

Hang hod c6 xudt xd rd
rang.
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7 | Hang hod c6 bao bi, miu
ma con nguyén ven.

8 | Haing hod trung bay dé
nhin thiy ching loai hang
hod.

9 | Hang hod trung bay dep
mit.

) KHAC
TRUNG TAM PIENMAY | NGUYENKIM | THIEN HOA | CHQ LON | .o
Tiéu chi danh gia 123451234 5|1/[2345 12345

10 | Hing hod trung bay dé
dang tim ki€m.

11 | Trung bay hang hod dé lya
chon.

12 | Hing hod trung bay dé
cAm nim.

13 | Mdc gid ca hgp ly.

14 | C6 niém yét gid.

15 | Ban theo ding gid ni€ém
yét.

16 | C6 nhiéu chuong trinh
khuyé&n mii.

17 | Chuong trinh khuyén mai
hap din.

18 | Thyc hién ding cic cam
két trong chuong trinh
khuyé&n mii.

19 | Thuong hi€u uy tin.

20 | Thuong hiéu Anh/Chi chon
khi ¢6 nhu cAu mua sim
hang kim khi di€én mdy.

21 | Thuong hiéu dugc Anh/Chi
tin tudng.

22 | Thuong hiéu mang dé€n cho
Anh/Chi sy an tam khi
quyét dinh mua sim hang
kim khi di€n mdy.

23 | Thai gian thanh todn ngén.

24 | Thanh toén tién hang chinh
xac.
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25 | Thodi mdi trong viéc thanh
todn.

26 | C6 ch€ @6 mién phi lip dit
va van chuyén.

27 | Anh/Chi hai long vé dich
vu giao hang tdn nha.

28 | Anh/Chi dugc st dung thi
va ddi hang trong thdi gian

quy dinh.
] KHAC
TRUNG TAM PIEN MAY NGUYEN KIM | THIEN HOA | CHQ LON | o
Tiéu chi danh gia 123451234/ 5|1|2/3/4/5 12345

29 | Thuc hién ding cam két vé
ch& d6 bdo hanh hang ho4.

30 | Nhanh chéng gidi quyét
vin dé khi Anh/Chi c6
khi€u nai vé sdn phim.

31 | Vi tri mua sim thuin tién.

32 | Anh/Chi d3 ti'ng mua sim
tai cdc trung tam di€n mdy.

33 | Néu c6 nhu ciu mua sim
hang kim khi dién mdy thi
Anh/Chi thudng mua sim &
trung tdm di€n mdy nao.

34 | Trong tuwong lai, néu
Anh/Chi c¢6 nhu cidu mua
sdém hang kim khi dién
mdy thi Anh/Chi mua sim
§ trung tAim dién mdy nao.

35 | Anh/Chi c¢6 y dinh gidi
thi€u cho ngudi thin, ban
beé ... khi mua sim hang kim
khi dién mdy.
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PHAN THONG TIN CA NHAN

SHO VA EN: i “TUBE: e, - Gidi tinh: [J Nam
......................................................................... I N
- Ngh€ nghi€p: .c.ooveveveveeeieeeeeeeeeeeeeee e

C. Xin vui 1ong cho bi€t mitc thu nhap binh quan hang thang cia Anh/Chi?

(] Duéi 2.000.000 dong. O Tir 2.000.000 dén duéi 4.000.000
dong

[ Tir 4.000.000 dén dudi 6.000.000 dong O Tu 6.000.000 dén dudi
8.000.000 dong

[ Trén 8.000.000 ddng.

Xin chdn thanh cam on Anh/Chi.
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Phy Iyc 7: CAC TIEU CHI KHACH HANG THUONG QUAN TAM LIEN QUAN
DEN VIEC MUA SAM TAI CAC TRUNG TAM DIEN MAY
I. Thai do phuc vu nhin vién

1. Nhan vién ti€p d6n niém nd.

2. Cung cap thong tin ddy di vé& san pham.

3. Tu van vé viéc chon lya sadn phdm 16 rang.

I1. Hang hoa

4. Hang hod phong phd, da dang ching loai.

5. Hang hod da dang vé miu ma mdi.

III. Chat lwgng hang hoa

6. Hang hod c6 xudt x& rd rang.

7. Hang ho4 c6 bao bi, mdu ma con nguyén ven.

IV. Trung bay hang hoa

8. Hang hod trung bay dé nhin thdy ching loai hang ho4.

9. Hang hod trung bay dep mit.

10. Hang ho4 trung bay dé dang tim ki€m.

11. Hang hod trung bay dé& lya chon sadn phdm.

12. Hang hod trung dé cAm nim.

V. Gia ca

13. Mic gia ca hgp ly.

14. C6 niém yét gid.

15. B4n theo ding gid niém yét.

VI. Chuong trinh khuy&n mai

16. C6 nhi€u chuong trinh khuyé&n mai.

17. Chuong trinh khuy€n mai hap dan

18. Thuyc hién ding cdc cam két trong chudng trinh khuyé&n mai.
VII. Thuong hiéu

19. Thuong hi€u c¢6 uy tin.

20. Khi ¢6 nhu cAu mua sim hang kim khi dién m4y Anh/Chi chon thudng hiéu nao.

21. Thuong hiéu dugc Anh/Chi tin tudng.
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22. Thuong hiéu mang dén cho Anh/Chi sy an tim khi quyé&t dinh mua sim hang kim
khi di€én mdy.

VIIIL. Thanh toan

23. Thdi gian thanh todn ngin.

24. Thanh todn tién hang chinh x4c.

25. Thoai mai trong viéc thanh todn.

IX. Dich vu sau ban hang

26. C6 ché& dd mién phi lip dit va van chuyén.

27. Anh/Chi hai long vé dich vu giao hang tin nha.

28. Pudc st dung thir va ddi hang trong thdi gian quy dinh.

29. Thyc hién ding cam k&t vé ché& dd bdo hanh hang ho4.

30. Nhanh chéng gidi quyé&t van dé khi Anh/Chi c6 khi€u nai vé sdn pham.

X. Vi tri

31. Vi tri mua sim thuin tién.

XI. Mic d§ long trung thanh

32. Anh/Chi da tirng mua sim tai c4c trung tAim dién mdy.

33. N&u c6 nhu cAu mua sim hang kim khi dién mdy thi Anh/Chi thudng mua sim &
trung tdim di€én mdy nao.

34. Trong tuong lai, n€u Anh/Chi ¢6 nhu cAu mua sim hang kim khi dién mdy thi
Anh/Chi mua sim § trung tAim dién mdy nao.

35. Anh/Chi c6 ¥ dinh giGi thiéu cho ngudi than, ban be ... khi mua sim hang kim khi

dién mdy.
Phuy luc 8. MO TA MAU THEO PO TUOI

Do tudi TAan suit Phin trim (%) | Phin trim tich luy (%)
18-25 7 6.9 6.9
26-35 44 43.1 50.0
36-45 19 18.6 68.6
46-55 32 31.4 100.0
Téng cong 102 100.0
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Phu luc 9: KET QUA PHAN TiCH MA TRAN NHAN TO SAU KHI XOAY

Rotated Component
Matrix
Component
1 2 3 4 5 6 7
Nhian vién ti€p dobn - - -

N 012 342 194 | 0.
niém nd (td1) 0.0 0.3 0.051 | 0.219 | 0.020 0.194 1 0.692
Cung cdp thong tin day -

40 Ve san phéfm (td2) 0.266 | 0.232 0.062 0.481 | 0.218 | 0.013 | 0.506
Tu van vé viéc chon lya

) A 0.141 | 0.421 | 0.031 | 0.346 | 0.167 | 0.038 | 0.634
san pham r0 rang (td3)

Hang hod phong phtl. da - 54 | 443 | 0.003 | 0.671 | 0.064 | 0.186 | 0.003
dang chung loai (hhl)

Hang hod da dang vé

mau ma méi (hh2)
Hang hod c6 xuit xif rd
rang (hh3)

0.314

0.110

0.382 | 0.695

0.174

0.014

0.061

Hang hod c6 bao bi,
mau mi cOn nguyén ven
(hh4)

0.196

0.139

0.454 | 0.586

0.283

0.027

0.108

Hang hod trung bay dé
nhin thdy ching loai
hang hod (tbhhl)

0.248

0.783

0.090 | 0.158

0.092

0.107

0.094

Hang hod trung bay dep
mit (tbhh2)

0.342

0.770

0.117 0.156

0.060

0.104

0.205

Hang hod trung bay dé
dang tim ki€m (tbhh3)

0.157

0.843

0.098 | 0.142

0.168

0.142

0.192

Trung bay hang hod dé
Ira chon (tbhh4)

0.216

0.850

0.120 | 0.124

0.160

0.152

0.135

Hang hod trung bay dé
cdm nim (tbhh5)

0.057

0.224

0.711 0112

0.034

0.320

0.212

Mtc gid ca hgp ly
(giacal)

0.553

0.157

0.062 | 0.191

0.125

0.042

0.010

’ .,

C6 niém yeét gid
(giaca2)

0.483

0.064

0.693 | 0.338

0.049

0.061

0.086

Béan theo ding gid ni€ém
yé&t (giaca3)

0.433

0.105

0.692 | 0.216

0.090

0.110

0.127




C6 nhiéu chuong trinh
khuy&n mii (ctkml)

0.856
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0.185

0.105

0.008

0.024

0.110

0.167

Chuong trinh khuyén
mai hap din (ctkm?2)

0.692

0.328

0.073

0.050

0.333

0.025

0.153

Thyc hién ding cdc cam
két trong chuong trinh
khuy&n mii (ctkm3)

0.342

0.362

0.399

0.292

0.350

0.180

0.096

Thuong hi€u uy tin (thl)

0.585

0.330

0.370

0.390

0.145

0.250

0.024

Thuong hi€éu Anh/Chi
chon khi ¢6 nhu cAu mua
sém hang kim khi dién
mdy (th2)

0.678

0.296

0.289

0.284

0.075

0.325

0.162

Thuong  hi€u  dugc
Anh/Chi tin tudng (th3)

0.636

0.252

0.341

0.332

0.092

0.324

0.187

Thuong hiéu mang dén
cho Anh/Chi sy an tim
khi quy€t dinh mua sim
hang kim khi di€én may
(th4)

0.702

0.263

0.289

0.285

0.095

0.335

0.205

Thoi gian thanh todn
ngin (ttl)

0.101

0.185

0.237

0.154

0.159

0.658

0.360

Thanh todn tién hang
chinh xdc (tt2)

-0.149

0.118

0.433

0.203

0.536

0.377

0.078

Thodi madi trong viéc
thanh todn (tt3)

0.118

0.260

0.042

0.017

0.201

0.708

0.040

C6 ché& d6 mién phi 1ip
dit vad van chuyén
(dvsbh1)

0.100

0.083

0.639

0.066

0.403

0.149

0.021

Anh/Chi hai long vé
dich vu giao hang tin
nha (dvsbh2)

0.111

0.208

0.115

0.036

0.745

0.039

0.277

Anh/Chi dugc st dung
thtt va ddi hang trong
thGi gian quy dinh
(dvsbh3)

0.460

0.179

0.261

0.167

0.390

0.487

0.039

Thuc hién ding cam két
vé ch€ dd bdo hanh
hang hoa (dvsbh4)

0.365

0.158

0.216

0.334

0.555

0.373

0.002
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Nhanh chéng gidi quyét
van dé khi Anh/Chi c6 - ;

) ! 01 0.252 | 0.182 1 . 1
khicu nai vé& san phim | 202 | V1821 g g5 | 0100 1 OBLL1O189 15 ) 4
(dvsbhs)

Viui mua sam thudn |0 000 0008 | 0129 | 0.126 | 0.082 | 0.683
tién (vitri) 0.024

Anh/Chi da tong mua

sam tai cdc trung tam | 0.327 0.169 0.510 | 0.242 0.086 0.392 0.037

dién mdy (mdttl)

Né&u c¢6 nhu cau mua
sém hang kim khi dién
may thi Anh/Chi thuong | 0.636 | 0.195 | 0.302 | 0.372 | 0.164 | 0.267 | 0.336
mua sim § trung tim
dién mdy nao (mdtt2)
Trong tuong lai, néu
Anh/Chi c6 nhu cidu mua
sém hang kim khi dién
may thi Anh/Chi mua
sim § trung tAm dién
méy nao (mdtt3)
Anh/Chi c6 y dinh gidi
thi€u cho ngudGi thén,
ban be .. khi mua sim | 0.637 | 0.212 | 0.183 | 0.384 | 0.163 | 0.395 | 0.241
hang kim khi di€én may
(mdtt4)

Extraction Method: Principal Component Analysis. Rotation Method: Varimax with

0.614 | 0.271 | 0.313 | 0.351 | 0.205 | 0.279 | 0.291

Kaiser Normalization.
a Rotation converged in 11. iterations.
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Phu luc 10: 9 NHOM TIEU CHI PUGC PAT TEN MOI TU PHAN TIiCH MA
TRAN NHAN TO SAU KHI XOAY

I. Thai d¢ phuc vu

1. Nhan vién ti€p d6n niém nd (td1).

2. Cung cip thong tin day di vé sdn phdim (td2).

3. Tu van vé viéc chon lua sdn phﬁm r0 rang (td3).

I1. Hang hoa

4. Hang hoa phong phd, da dang chung loai (hhl).

5. Hang ho4 c¢6 xuat xit rd rang (hh3).

6. Hang ho4 c6 bao bi, mdu ma con nguyén ven (hh4).

II1. Trung bay hang hoa

7. Hang hod trung bay d€ nhin thdy chiing loai hang hod (tbhh1).

8. Hang hod trung bay dep mit (tbhh2).

9. Hang ho4 trung bay dé dang tim ki€m (tbhh3).

10. Hang hod trung bay dé& lwa chon sidn phdm (tbhh4).

IV. Thanh toan

11. Thai gian thanh todn ngdn (tt1).

12. Thodi mdi trong viéc thanh todn (tt3).

V. Dich vu sau ban hang

13. Anh/Chi hai Idng vé dich vu giao hang tin nha (dvsbh2).

14. Thuc hién ding cam k&t vé ch& do bdo hanh hang hod (dvsbh4).
15. Nhanh chéng gidi quyét van dé khi Anh/Chi c6 khi€u nai vé sdn phim
(dvsbh)).

VI. Gia ca

16. C6 niém yé&t gid (giaca2).

17. Bén theo ding gia niém y&t (giaca3).
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VIIL. Chuong trinh khuy&n mai

18. C6 nhiéu chuong trinh khuy&n maii (ctkm1).

19. Chuong trinh khuyén mai hdp din (ctkm?2).

VIIIL. Thuong hiéu

20. Thuong hi€u c6 uy tin (th1).

21. Khi c6 nhu cAu mua sim hang kim khi dién mdy Anh/Chi chon thuong hiéu nao
(th2).

22. Thuong hiéu dugc Anh/Chi tin tudng (th3).

23. Thuong hiéu mang d&€n cho Anh/Chi sy an tdm khi quy&t dinh mua sim hang
kim khi dién may (th4).

IX. Midc do trung thanh

24. N&u c6 nhu ciu mua sim hang kim khi dién mdy thi Anh/Chi thudng mua sim
G trung tim dién mdy nao (mdtt2).

25. Trong tuong lai, n€u Anh/Chi c¢6 nhu cAu mua sim hang kim khi dién may thi
Anh/Chi mua sim & trung tAm dién mdy nao (mdtt3).

26. Anh/Chi c6 y dinh gidi thi€u cho ngudi than, ban be ... khi mua sim hang kim

khi di€n may (mdtt4).
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Phu luc 11: KET QUA PHAN TiCH PO TIN CAY (CRONBACK ALPHA)

I. Thai d¢ phuc vu
kA Method 1 (space saver) will be used for this analysis ### %%
RELIABILITY ANALYSIS - SCALE (ALPHA)

1. TDI1 Nhan vién ti€p dén niém nd.

2. TD2 Cung cAp thong tin day di vé san phdm.

3. TD3 Tu van vé viéc chon lua sdn phﬁ'm ro rang.
Mean Std Dev Cases

1. TDI1 4.2745 7058 102.0

2. TD2 4.1373 7181 102.0

3. TD3 4.1373 713 102.0

Statistics for Mean Variance Std Dev N of Variables
SCALE 12.5490 3.1807 1.7835 3
[tem-total Statistics

Scale Scale  Corrected
Mean Variance  Item- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
TD1 8.2745 1.8051 4627 7696
TD2 8.4118 1.6704 5359 .6913
TD3 8.4118 1.3139 7194 4569
Reliability Coefficients
N of Cases= 102.0 N of Items = 3
Alpha = .7414

I1. Hang hoa
*akkaxk Method 1 (space saver) will be used for this analysis *%%%**

1. HHI Hang hod phong phu, da dang ching loai.
2. HH3 Hang hod c6 xudt x{f rd rang.
3. HH4 Hang hod c6 bao bi, miu mi con nguyén ven.

RELIABILITY ANALYSIS - SCALE (ALPHA)
Mean Std Dev Cases

1. HHI1 4.2549 .8523 102.0

2. HH3 4.4706 8170 102.0
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3. HH4 4.5000 71278 102.0
Statistics for Mean Variance Std Dev N of Variables
SCALE 13.2255 4.2160 2.0533 3
Item-total Statistics
Scale Scale  Corrected
Mean  Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
HH1 8.9706 2.0486 .5906 .8313
HH3 8.7549 1.8700 7512 .6565
HH4 8.7255 2.2209 .6755 7448
Reliability Coefficients
N of Cases = 102.0 N of Items = 3
Alpha = .8156

III. Trung bay hang hoa
*kEE%% Method 1 (space saver) will be used for this analysis **%%**

1. TBHHI Hang hod trung bay dé nhin thdy chiling loai hang hod.

2. TBHH2 Hang ho4 trung bay dep mit.

3. TBHH3 Hang hod trung bay dé dang tim ki€m.

4. TBHH4 Hang hod trung bay d& lua chon san pham.

RELIABILITY ANALYSIS - SCALE (ALPHA)
Mean Std Dev Cases

1. TBHHI 4.0490 7363 102.0

2. TBHH2 3.8922 .7949 102.0

3. TBHH3 3.9510 7756 102.0

4. TBHH4 3.9412 7813 102.0

Statistics for

Mean Variance Std Dev N of Variables

SCALE 15.8333 7.8432 2.8006 4
Item-total Statistics
Scale Scale  Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted

TBHHI1 11.7843 4.8243 7658 9267
TBHH2 11.9412 4.5312 7920 9193
TBHH3 11.8824 4.3821 .8807 .8892
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TBHH4 11.8922 4.3348 .8908 .8856
Reliability Coefficients

N of Cases = 102.0 N of Items = 4

Alpha = .9277

IV. Thanh toan
*EkEEx% Method 1 (space saver) will be used for this analysis **%%**
1. TT1 Thdi gian thanh todn ngén.
2. TT3 Thoai mai trong viéc thanh todn.
RELIABILITY ANALYSIS - SCALE (ALPHA)
Mean Std Dev Cases
1. TTI1 4.0196 7832 102.0
2. TT3 3.8431 .6857 102.0
Statistics for Mean Variance Std Dev N of Variables
SCALE 7.8627 1.6839 1.2977 2
Item-total Statistics

Scale Scale  Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted

TT1 3.8431 4702 5588
TT3 4.0196 .6135 5588
Reliability Coefficients
N of Cases = 102.0 N of Items = 2
Alpha= .7129

V. Dich vu sau ban hang

ek Method 1 (space saver) will be used for this analysis #%##**

1. DVSBH2 Anh/Chi hai long vé dich vu giao hang tdn nha.

2. DVSBH4  Thuc hién ding cam két vé ch€ d6 bdo hanh hang ho4.
Nhanh chéng gidi quyét vadn dé khi Anh/Chi c6 khi€u nai vé
san pham.
RELITABILITY ANALYSIS - SCALE (ALPHA)

Mean Std Dev  Cases

3. DVSBHS5

1. DVSBH2 4.3039 71283 102.0
2. DVSBH4 4.2255 7949 102.0
3. DVSBHS5 4.2745 .8462 102.0

Statistics for Mean Variance Std Dev N of Variables
SCALE 12.8039 4.0800 2.0199 3
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Item-total Statistics

Scale Scale  Corrected
Mean Variance  Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
DVSBH2 8.5000 2.2525 .5933 .8033
DVSBH4 8.5784 1.9888 .6509 7465
DVSBH5 8.5294 1.7169 7428 .6461
Reliability Coefficients
N of Cases = 102.0 N of Items = 3
Alpha = .8095

VI. Gia ca
kxRt Method 1 (space saver) will be used for this analysis *#*#%*
1. GIACA2 C6 niém yét gid.
2. GIACA3 Bin theo diing gid niém yét.
RELIABILITY ANALYSIS - SCALE (ALPHA)
Mean Std Dev Cases
1. GIACA2 4.3627 .9097 102.0
2. GIACA3 4.4608 7793 102.0
Statistics for Mean Variance Std Dev N of Variables
SCALE 8.8235 2.5626 1.6008 2
Item-total Statistics

Scale Scale  Corrected
Mean Variance  Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted

GIACA2 4.4608 .6074 7954
GIACA3 4.3627 .8275 7954
Reliability Coefficients
N of Cases = 102.0 N of Items = 2
Alpha = .8802

VII. Chuong trinh khuy&n mai

*akkExk Method 1 (space saver) will be used for this analysis *%%%**
1. CTKMI C6 nhiéu chuong trinh khuy&n mai.
2. CTKM2 Chuong trinh khuy&n mai hdp din
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RELIABILITY ANALYSIS - SCALE (ALPHA)
Mean Std Dev Cases
1. CTKMI 4.1667 .8569 102.0
2. CTKM2 3.9216 .8639 102.0
Statistics for Mean Variance Std Dev N of Variables
SCALE 8.0882 2.5169 1.5865 2
Item-total Statistics

Scale Scale  Corrected
Mean Variance  Item- Alpha
if Item if Item Total if Item

Deleted Deleted Correlation Deleted
CTKM1 3.9216 7463 .7000
CTKM2 4.1667 7343 .7000
Reliability Coefficients
N of Cases = 102.0 N of Items = 2
Alpha = .8235

VIIIL. Thuong hiéu

*akkxxk Method 1 (space saver) will be used for this analysis **%%**

1. THI1 Thuodng hi€u c6 uy tin.

2. TH2 Khi ¢6 nhu cAdu mua sim hang kim khi dién mdy Anh/Chi chon thuong
hi€u nao.

3.  TH3 Thuong hiéu dugc Anh/Chi tin tuéng.

4.  TH4 Thuong hiéu mang d&€n cho Anh/Chi sy an tAim khi quyét dinh mua sim
hang kim khi di€én mdy.

RELIABILITY ANALYSIS - SCALE (ALPHA)

Mean Std Dev Cases

1. THI 4.3627 .8058 102.0
2. TH2 3.9510 1.0184 102.0
3. THS3 3.9608 1.0333 102.0
4. THA4 4.0098 9698 102.0

Statistics for Mean Variance Std Dev N of Variables
SCALE 16.2843 13.2154 3.6353 4
Item-total Statistics
Scale Scale  Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
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Deleted Deleted Correlation Deleted

TH1 11.9216 8.5482 .8527 9656
TH2 12.3333 7.1353 .9269 9413
TH3 12.3235 7.0329 9332 9397
TH4 12.2745 7.4090 9217 .9424
Reliability Coefficients

N of Cases = 102.0 N of Items = 4
Alpha = .9606

IX. Mdc do trung thanh

*akwxk Method 1 (space saver) will be used for this analysis *%%%**
1. MDTT2 Né&u c6 nhu cau mua sim hang kim khi dién mdy thi Anh/Chi
thudng mua sim & trung tim dién may nao.
2. MDTT3 Trong tuong lai, n€u Anh/Chi c6 nhu cdu mua sim hang kim
khi dién mdy thi Anh/Chi mua sim & trung tim dién mdy nao.
3. MDTT4 Anh/Chi c6 y dinh gidi thi€u cho ngudi thin, ban be ... khi mua
sdm hang kim khi dién may.

RELIABILITY ANALYSIS - SCALE (ALPHA)

Mean Std Dev  Cases

1. MDTT2 3.8824 9259 102.0
2. MDTT3 3.8922 9430 102.0
3. MDTT4 39118 9345 102.0

Statistics for Mean Variance Std Dev N of Variables
SCALE 11.6863 7.4056 2.7213 3
Item-total Statistics

Scale Scale  Corrected
Mean Variance  Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted

MDTT?2 7.8039 3.3869 9276 9592
MDTT3 7.7941 3.2542 9588 9364
MDTT4 7.7745 3.3843 9155 9678
Reliability Coefficients
N of Cases = 102.0 N of Items = 3

Alpha = .9693



Trang 114

Phu luc 12: KET QUA PHAN TiCH ONE-WAY ANOVA

Descriptives
N | Mean S,td', Minimum | Maximum | Sig.
Deviation

Thai do | Nguyén Kim 30| 4.71 0.34 4.00 5.00 | 0.000
phuc | Thién Hoa 30| 4.02 0.42 3.33 4.67
vu cia | Chg Lén 30/ 3.90 0.62 2.67 5.00
nhin | Khic 12| 3.97 0.61 3.00 5.00
vien | Total 102 | 4.18 0.59 2.67 5.00

Hang |NguyénKim | 30| 4.92 0.19 4.33 5.00 | 0.000
hoa | Thién Hoa 30| 4.48 0.43 3.33 5.00
Chg Lén 30| 4.21 0.66 2.67 5.00
Khéc 12| 3.44 0.84 1.67 4.33
Total 102 | 4.41 0.68 1.67 5.00

Trung | Nguyén Kim 30| 4.38 0.42 3.50 5.00 | 0.000
bay | Thién Hoa 30| 3.89 0.72 2.75 5.00
hang | Chg Lén 30| 3.83 0.70 2.75 5.00
hoa | Khic 12| 3.38 0.65 2.25 5.00
Total 102 3.96 0.70 2.25 5.00

Thanh | Nguyén Kim 30| 4.35 0.37 4.00 5.00 | 0.000
toan | Thién Hoa 30| 4.00 0.54 3.00 5.00
Chg Lén 30| 3.62 0.60 2.50 5.00
Khéc 12| 3.50 0.90 1.50 4.50
Total 102 3.93 0.65 1.50 5.00

Dich vu | Nguyén Kim 30| 4.80 0.26 4.00 5.00 | 0.00
sau ban | Thién Hoa 30| 4.32 0.51 3.00 5.00
hang | Chg Ldn 30| 4.12 0.51 3.00 5.00
Khéc 12| 3.69 0.66 3.00 5.00
Total 102 | 4.33 0.59 3.00 5.00

Gia cd | Nguyén Kim 30| 4.88 0.28 4.00 5.00 | 0.000
Thién Hoa 30| 4.50 0.45 4.00 5.00
Chg Lén 30| 4.42 0.63 2.00 5.00
Khéc 12| 3.00 1.13 1.00 5.00
Total 102 | 4.41 0.80 1.00 5.00

Chuong | Nguyén Kim 30| 4.70 0.34 4.00 5.00 | 0.000
trinh | Thién Hoa 30| 4.17 0.53 3.50 5.00
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khuyé&n | Chg Lén 30| 3.70 0.68 2.50 5.00
mai | Khic 12| 2.96 0.84 2.00 4.50
Total 102 | 4.04 0.79 2.00 5.00
N | Mean S,td', Minimum | Maximum | Sig.
Deviation

Thuong | Nguyén Kim 30| 4.91 0.21 4.25 5.00 | 0.000
hiéu | Thién Hoa 30| 4.23 0.41 3.25 5.00
Chg Lén 30| 3.72 0.63 3.00 5.00
Khic 12| 2.48 0.95 1.25 4.00
Total 102 | 4.07 0.91 1.25 5.00

Miic @9 | Nguyén Kim 30| 4.89 0.34 3.33 5.00 | 0.000
long Thién Hoa 30| 4.02 0.35 3.00 4.67
trung | Chg Lén 30| 3.33 0.57 3.00 5.00
thanh | Khédc 12| 2.50 0.58 2.00 3.33
Total 102 | 3.90 0.91 2.00 5.00

Ghi chu:

1=Hoan toan khong dong y.

3=It déng y.

5=Hoan toan dong y.

2=Khdng dong y.

4=Pdng y.
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