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CHUONG 1I:
CAN BAN VE NGHIEN CUU MARKETING

I/ Cd sG cua nghién ciu:

1) Nghién ciu khoa hoc xa hoi:
Nghién cttu khoa hoc xd hdi 12 c4ch thitc ma con ngudi tim hi€u sy viéc,
hién tugng mot cdch cé hé thong.

Thuc tién cho thdy: D€ hi€u bi€t mot sy viéc chiing ta c6 2 cich:

1. Chdp nhdn: La chdp nhan sy viéc thong qua cdc nghién citu hay kinh
nghiém ctia ngudi khac.

2. Nghién cifu: La nghién cttu hay trdi qua nhitng kinh nghiém truc ti€p clia

minh.

Nhu vay, tir 1du khoa hoc da cho chiing ta phuong thiic d€ ti€p cin véi cd 2
cach hi€u biét sy viéc néu trén. Va d€ hi€u bi€t chiing, ta phdi thi€t 1ap cdc tiéu
chuin cho viéc chdp nhan ciing nhu c4c tiéu chuin cho viéc nghién cifu.

2) Nghién cifu co ban va nghién ciu ng dung:

2.1 Nghién ciiu co bdn:

D6 1a nghién citu nhim phat trién sy hiéu bi€t cho moi ngudi, moi nganh.

Vi du: Céc nghién cttu xdc dinh cdc chi s6 thong ké nhu: Chi s§ gid cd, mic
ting trudng kinh t&, chi s§ ting dan s&, lam phdt v.v... vd moi ngudi déu cé thé si
dung cdc k€t qud nghién cttu nay cho cdng viéc clia minh.

Nhu vdy, nghién cttu cd bdn 1a cdc nghién ctu nhim muc dich mé rong kho
tang tri thifc clia khoa hoc. DAy la loai nghién citu thudng dugc cong bd cong khai.

2.2 Nghién cviu ting dung:
LA cdc nghién cfu nhim 4p dung cdc thanh tyu ctia khoa hoc vao thuc tién
clia cudc song.

C6 nghia 12 loai nghién cttu nay thudng dudc ding d€ gidi quy&t mot s§ van
dé dic biét cda mot ngudi hay mot t6 chifc nao d6.
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3) Phuong phap nghién ciu

3.1 Phuong phdp suy dién:

0 quy trinh nghién cifu clia phuong phap niy, ngudi ta bit dau tir cic quy
luat chung va 4p dung chiing vao mot trudng hdp cu thé. Tic 1a di tir cai chung dén
cédiriéng, cdi ddc biét.

3.2 Phuong phdp quy nap:

Theo huéng ngudc lai: Ngudi ta bit dau tif cac dit kién, quan sit ching dé
x4y dung md hinh cho vin dé nghién cttu va rit ra két ludn vé van dé nghién citu
nay.

Tuy nhién, nghién cttu khoa hoc trong thuc t€ chi y&u doi hdi su hodn ddi
gifta suy dién va quy nap.

- O giai doan suy dién, ching ta suy luan vé& diéu quan sét.
- O giai doan quy nap, chiing ta suy lun tir cic di€u quan sit dudc.

Nhu vay, trong trudng hop két luin rit ra tit phép suy ludn suy dién, diéu
can quan tAm nhat 13 cdc tién dé€ s dung trong khi tranh ludn phdi rd rang. Trong
khi d6 & phuong phép suy ludn quy nap d€ rit ra k&t luan, di€u quan trong nhat 1a
c4dc miu dit kién thyc t€ phdi chinh xdc.

II/ NHAP MON NGHIEN CUU MARKETING:

Cho t6i nay, viéc tié€n hanh nghién cttu marketing ctia cdc doanh nghiép da
trdi qua qud trinh phat tri€n lién tuc trén 50 nim, k€ tir khi cdc nha quan tri da phai
chiu nhiéu phi tdn va tra gid trong kinh doanh do thi€u hi€u bi€t vé thi trudng.

Vi th€, ngay nay cdc nha qudn tri hién dai can phai hi€u biét vé cic phuong
phap nghién cttu marketing, ciing nhu 1am th€ nao d€ s dung cic phuong phip d6

mdt cdch c6 hiéu qua nhat.

Viy, chiing ta hi€u nhu th& nio vé nghién citu marketing, cling nhu sy can
thi€t va vai trd nghién cttu ctia né 1a gi ?

1) Pinh nghia nghién cifu marketing:

C6 nhiéu dinh nghia vé nghién cttu marketing va né thay ddi theo thdi gian.

* Theo nhu dinh nghia ctia Hiép hdi Marketing Hoa Ky thi: Nghién ctru
marketing 1a mot qud trinh thu thdp, ghi chép va phan tich cdc dit li€u mot cich céd
hé thong vé nhitng van dé c6 lién quan d€n cic hoat dong marketing vé sidn phim
va dich vu.
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* Hay chiing ta c6 thé hi€u nghién citu marketing qua mot dinh nghia khic
nhu sau: Nghién cttu marketing 12 chifc ning lién két giita nha sdn xuit v6i ngudi
ti€u dung, khach hang va cong ching thong qua thdng tin.

Vi thé cdc thdng tin dugc st dung dé:

- Nhan dang, xdc dinh cdc cd hoi vé& van dé marketing.

- Thi€t 1ap, diéu chinh va ddnh gid cdc hoat dong marketing.
- Theo dbi viéc thyc hi€én marketing.

Nhu vay nghién ctu marketing nham:

1. X4c dinh thong tin ciAn thi€t d€ gidi quyét cdc van dé hay co hoi vé
marketing.

2. Thi&t k& cdc phuong phdp dé thu thip thong tin.

3. Quén tri va thuc hién qua trinh thu thip thong tin.

4. Phan tich va bdo cdo k&t qud cling nhu dién gidi y nghia cla né.

2) Vai tro cua nghién citu marketing:

- Nghién citu marketing déng vai trd quan trong trong viéc cung cip thong
tin cho c4c hoat dong co ban trong kinh doanh ddi v6i bat ky quy mo clia doanh
nghiép nao ma nha quan tri marketing yéu ciu d€ ra cic quyét dinh marketing
ding din cho cong ty.

-Lam co sé @€ hoach dinh cdc chién lugc va chinh sich kinh doanh.
- Khi viéc nghién cttu marketing c6 hiéu qua thi né sé cung cip cho cdc nha

kinh doanh nhitng phuong tién d€ nhan dang va thuc hién bat ky nhitng thay d6i
can thi€t trong sdn phAm hay dich vu ctia ho, do d6 ma dugc thi trudng chip nhin.

3) Cac dang nghién ci’u marketing:

Dé€ phin loai cdc du 4n nghién cttu marketing, ngudi ta c6 nhiéu cdch. Sau
day 1a nhitng cdch phan loai phd bi€n nhat:

3.1 Nghién citu co bdan va nghién ciu iing dung:
a- Nghién citu co bdan: Cling nhu cdc nganh nghién cttu khdc, nghién ctu co

ban trong nghién citu marketing 12 cdc nghién ctfu nhim muc dich m& rong kho
tang tri thic cia khoa hoc nghién citu marketing.
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b- Nghién cttu iing dung trong nghién citu marketing: La cic nghién cttu dp
dung khoa hoc nghién citu marketing trong viéc nghién cttu cic van dé marketing
ctia cong ty.

3.2 Nghién ctiu tai ban va nghién citu tai hién truong:
a- Nghién citu tai ban: Pudc thyc hién khi thong tin can thu thip 1a thong tin

thtt cAp. Nhitng thong tin ndy da dugc thu thap va xit Iy cho muc dich nao dé va
nha nghién cttu marketing st dung lai n6é cho viéc nghién ctu ciia minh.

b- Nghién citu tai hién truong: Pudc ti€n hanh khi thong tin can thu thap la
thong tin so cip (thdng tin ban diu), d6 1a loai thong tin ma nha nghién ctu thu
thap truc ti€p tir ngudn thong tin va xi 1y né d€ phuc vu cho muc dich nghién cttu
clia minh.

3.3 Nghién citu vé chét va nghién ciiu vé lugng:

a- Nghién citu vé chdt: La céc nghién cttu ma thong tin cin thu thip & dang
chat. Thong tin vé chat 13 thong tin dinh tinh chinh né khong thé do ludng bing s&
lugng. Nghién cttu vé chi't dudc ti€n hanh khi mudn di siu vao ban chit thdng tin
clia sdn pham. Loai thong tin ndy thudng tra 13i cdc cau hdi: Thé nao ? Cdi gi ? Tai
sao ?

Vidu: Khi doanh thu bdn hang gidm, d€ ti€n hanh nghién citu vé chit ngudi
ta sé& hdi tai sao doanh thu ban hang lai gidm ? Nguyén nhan gi din dén sy sut
gidm nay? C6 phai do gid c4 hay do chat lugng sidn phim ?

b- Nghién citu vé luong: La cic nghién cifu trong d6 thong tin cAn thu thap &
dang lugng, d6 1a nhitng thong tin dinh lugng. C4c thong tin nay cho phép ching ta
do ludng ching bing s& lugng. Loai thong tin nay ludn trd 13i cdc ciu hdi: Bao
nhiéu ? Khi nao ?

Vidu: Khi chiing ta cAn bi€t trung binh trong mdt thang mot ngudi tiéu ding
(cu thé 1a cdc ba ndi trd) st dung bao nhiéu chai nudc rira chén, ching ta hdi ho
nhu sau:

CAu héi: Trung binh c6(ba) diing hét bao nhiéu chai nudc rira chén trong
mot thang ?
Trad 15i: (1) < 1chai ; (2)1d€n2chai ; (3) > 3 chai

3.4 Nghién citu khdm phd, nghién cttu mo td va nghién ciu nhén qua:

a- Nghién cvtu khdm phd:

D6 1a bude diu tién trong nghién citu. Muc dich clia né 1a d€ kham phd so
bd van dé can nghién citu, ciing nhu khing dinh lai cic vin dé nghién citu va cic
bi€n cia nd.
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Chiing ta bi€t: Nhiém vu chd y&u clia nha quan tri 12 nhin dang va xét dodn
cic van dé dé di d€n quyét dinh van dé. Viéc phat hién ra vin dé 13 khau diu tién
clia bat ctf mot qud trinh quyét dinh ndo d6 va né 1a chii di€m chinh cla qué trinh
nghién cttu kham pha.

Vidu: Van dé cin gidi quyét thé hién qua viéc gidm doanh s& c6 thé c6
nhiéu nguyén nhan. Nhiém vu clia nghién cttu kham phd 1a: Xdc dinh tirng nguyén
nhin nay.

Nghién cttu kham phd ciing rat hitu ich trong véc thic ddy mot cudc khio
citu, né gitip nha phan tich hi€u dudgc tit cd cdc mit cia vin dé hay d6i tugng
nghién cttu.

Tim ki€m tai liéu, tdp trung vio cdc ngudn dit liéu thi cidp. Thio luin
nhém, mdi phuong phdp thu thap dit liéu so cAp déu 12 mdt dang cla nghién ciu
kham pha.

Tém lai:

- Nghién cttu kham ph4 thudng dudc thuc hién bing phudng phip nghién
cttu tai ban, nghién citu kinh nghiém, nghién cttu tinh hudéng va cdc ky thuit trong
nghién cttu vé chat.

- Muc tiéu cida nghién cttu dé€ phdt hién van dé 1a: Thuc hién quan siat mot
cach lién tuc tinh hinh kinh doanh cda cdng ty va nhitng bi€n d6i cda thi trudng dé
phét hién ra nhitng tinh hudng c6 van dé, ching han nhu: Tinh hinh sit gidm doanh
s bdn d€ tir d6 dua ra nhitng gid thuyé&t cho nhitng budc di k& ti€p - Pay 1a loai
nghién citu i€t kiém thdi gian va chi phi.

b- Nghién citu mé td: La dang nghién ctu phd bi€n va st dung nhi€u nhit
trong cic dang nghién ctu, né dudc dung d€ mo ta thi trudng.

Vidu: Nhu viéc md td dic tinh ngudi ti€u ding (tudi tdc, gidi tinh, thu nhap,
nghé nghiép, trinh dd vin héa v.v...)

Tuy nhién nghién cttu md ta phai tudn theo gid dinh clia nha nghién citu vé
ddi tugng hodc van dé dang nghién citu.

Nghién citu mo ti c¢6 thé cung cAp cho nha quan tri s§ liéu vé tan suit cia
su kién va nhitng thudc tinh ctia né ma qua d6 c6 thé rit ra két ludn di d€n hanh
dong. Tuy nhién nghién citu md td chi c6 thé 4p dung mdt cdch hitu ich ddi véi
nhitng quy€t dinh binh thudng, con nhitng quyét dinh ¢é tinh rli ro cao nghién citu
md ta thudng dua ra nhitng quyét dinh qud méng manh va dd tin ciy thap.

Nghién cttu m6 td thudng dudc thuc hién bing phuong phdp nghién cdu tai
hién trudng thong qua cdc ky thudt nghién cttu vé lugng - Loai nghién citu nay
thudng t6n kém thdi gian va chi phi.
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¢ Nghién citu nhdn qud: La céc nghién citu nhim muc dich xdc dinh mdi
quan hé giita nguyén nhan va k&t qui giita cdc bién cia thi trudng. Piéu niy c6
nghia 12 hiu hét cdc k& hoach nghién cifu nhan qua 12 cic thit nghiém.

Vi du: Chiing ta can tim mdi quan hé gifta doanh thu va chi phi quing cdo
cho mdi loai sdn phim clia cong ty.

Mic dii cdc nha nghién citu c6 thé thuc hién viéc thi nghiém trong nd Iuc
ti€p thi ctia ho nhung thong thudng ho khong thé ki€m sodt hoic loai bd tit ci cic
nhan t6 c¢6 thé dnh hudng d&€n k&t qua cudi cling. Vi thé viéc nghién citu nhan qua
thudng dudc thuc hién tot nhit trong mot mdi trudng tach biét, va dugc ki€m soat
nhu trong phong thi nghi€ém thong qua cdc k¥ thuat thuc nghiém.

Nhiém vu clia cdc nha nghién citu 1a phdi lam sidng t4 mdi quan hé tuong
quan nhan qud dva vao nhitng thong tin ¢4 sdn bén trong cong ty ciing nhu nhitng
thong tin tir bén ngoai vdi 3 diéu kién can dugc thda man dé6 1a:

* Piéu kién thit nhat: Bi€n thién déng hanh: C6 nghia la bi€n nguyén nhin
va bi€n k&t qua phai bi€n thién déng hanh vSi nhau. Khi bié€n nguyén nhan thay
ddi (ting hodc gidm) thi bi€n k&t qua ciing phai thay ddi tuong tGng.

Trong vi du trén, bi€n nguyén nhin (ting cudng chi phi cho viéc quing cdo)
din d&n bi€n k&t qua (lugng hang bdn gia ting nhu y mudn din dén ting doanh sd)
s& phdi xuat hién dong thdi v6i nhau.

* Piéu kién thit hai: Thdi gian xudt hién: D6 13 khi bi€n nguyén nhan xay
ra trudc hodc dong thdi vdi bi€n k&t qua.

Vi du: Mot nha kinh doanh mdy di€n todn cd nhan sau khi da thyc hi€n mot
chuong trinh huan luyén nghiép vu ban hang & mot dia ban nao do, thiy ring khoi
lugng bdn ting 1én. Piéu nay hoan toan hop ly. Ngugc lai néu s6 lugng hang ban
gia ting trudc khi huan luyén nghiép vu bdn hang thi gid thuy€&t khong dugc chap
nhén.

* Piéu kién thit ba: Tdc nhan duy nhat c6 nghia la nhitng su gidi thich khic
vé k&t qui phdi dugc loai trlr, tifc 12 can ving mit cdc bi€n khdc c6 kha ning gidi
thich cho k&t qua. Vi vdy cdc nha nghién cifu phdi giif cho cdc yéu to khdc khong
déi.

Vi du: Khi nha nghién cttu c6 thé giit ¢ dinh cdc y&u t6 khdc trong mot cita
hang my phdm dé€ khong giy 4nh hudng dé€n hoat dong ban hing trudc khi dua ra
bao bi mdi.

Tém lai: Nghién cttu nhan qud 1a loai nghién citu rit phitc tap, né doi hdi
nhiéu chi phi va thdi gian. Viéc thyc hién nghién cttu hét sitc khé khin, phdi tim
cho dugc mdi quan hé nhan qua ctia van dé, song né c6 y nghia rat 16n ddi vdi viéc
k&t luan van dé, dic biét 1a nhitng vin dé c6 tinh mao hi€m va rii ro cao.
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d- Nghién citu dot xudt, nghién citu nhiéu muc dich va nghién citu lién tuc:

1. Nghién ctfu dot xudt: La cdc nghién cttu dugc thuc hién d€ gidi quyét van
dé marketing ma cong ty dang vuéng mic. Nhu vdy khi mot cong ty gip mot van
dé marketing (c6 thé 12 mot co hdi hay khé khin ndo d6) cin thi€t phdi c6 mot
nghién ctu, thi nghién cttu dugc thuc hién va khong bi€t khi ndo nghién cifu ndy
thuc hién lai va cdc nghién ctu nay 13 sdn phim riéng clia cong ty ti€n hanh td
chic nghién ctru.

2. Nghién cttu nhiéu muc dich: LA c4dc nghién ctiu nhim thuc hién cung cip
thong tin cho nhiéu khach hang khic nhau vad mdi khdach hang cin nhitng loai thong
tin khac nhau @€ phuc vu cho muc dich riéng ctia minh. Cc nghién ctfu niy thudng
dudc thuc hién dinh ky (theo thang, quy, ndm).

3. Nghién ctu thudng xuyén: La loai nghi€n cttu dudgc thyc hién thudng
xuyén lién tuc d€ theo ddi thi trudng. Cdc nghién cifu nay thudng dugc thuc hién
san d€ ban cho khdch hang. Thong tin thu thip & dang nay thudng dugc goi 12 cdc
thong tin t8 hdp. Thong tin nay phuc vu cho nhiéu khdch hang nén cic nghién citu
nay ciing & dang nghién citu cho nhiéu khich hang va dugc cic cong ty, hing
chuyén nghién cttu marketing thuc hién.

Vi du: Nhu viéc ti€n hanh theo ddi doanh s&, s6 ludng hang ban dudc clia
cdc cia hang ban 1é v.v...

Tém lai: Ta c6 thé sd @6 hda cac dang nghién cifu marketing chinh nhu sau:

Nghién ctru Marketing

Nghién ctu cd ban Nghién ctu ing dung
Nghién citu v€ chat Nghién citu vé€ lugng

Nghién ctu kham pha | |[Nghién cttu mo td | Nghién cttu nhan qua

4)Tong quat vé quy trinh nghién citu Marketing:

Mi:c di cdc nha nghién citu Marketing hang dau da thira nhan khdng c6 mot
mo hinh miu théng nhit cho moi cudc nghién citu, tuy nhién tdng quit lai ngudi ta
van c6 thé dua ra 7 budc chii y&u cho 1 quy trinh nghién ctu Marketing nhu sau:
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Buéc I: X4c dinh van dé Marketing
can nghién citu

Buic 2: Xdc dinh sy cin thi€t clia thong tin
can thu nhap

Buiéc 3: Nhin dang cdc ngudn thong tin
Budc 4 Xdc dinh c4c k¥ thuat @€

thu thap thong tin

Buic 5: Thu thap va xt 1y thdng tin

Budc 6: Phan tich va dién gidi
thong tin.

Buic 7 Vi€t bdo cdo va trinh bay

k&t qué cho ngudi ra quy€t dinh

By budc trong quy trinh nghién citu Marketing c¢6 th€ dugc chia thanh 3
nhém nhu sau:

- Thit nha't: La 14p k& hoach nghién citu: Gom 4 budc dau tién.
- Thit hai: La budc 5 : Thu thdp va x{ 1y thong tin.
- Thit ba: Gém budc 6 va 7.

Trong quy trinh nghién cttu ndy can luu y budc 1: Xdc dinh vin dé
Marketing cin nghién cttu 12 khau diu tién va rit quan trong. Khau nay doi hdi
nha nghién ctfu va khach hang danh thdi gian va cong siic thich ding dé xdc dinh
badn chat clda van dé can dugc nghién citu.

Bén canh d6, budc 5 (thu thap va x& 1y thdng tin) cling 1a mdt giai doan doi
hdi nhiéu thdi gian va cdng phu, moi phi tén ciing s& phat sinh trong khau nay.

Tuy vay, chiing ta khong nén tuyét d6i héa vai trd quan trong clia modt khau
ndo, bdi vi khau ndo ciing t0i quan trong cd va néu sai sé6t & bt ky khau nao ciing
déu din d€n k&t qui nghién cifu sai 1éch va k&t qua dé sé& trd nén khong cé tic
dung.
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111/ UNG DUNG CUA NGHIEN CUU MARKETING

Qua hang chuc nam tng dung khoa hoc Marketing vao linh vuc kinh doanh,
cdc nha kinh doanh cho riing: Nghién cttu Marketing da gitip ich r't nhiéu cho cong
viéc kinh doanh cta ho. Nghién cttu Marketing khong nhirng gitp ich cho nhitng
quyét dinh Marketing c6 tinh chi€n lugc hay chién thuit ma con cé thé ding vao
viéc xdc dinh mot van dé cu thé; ching han nhu mudn tim hi€u nhitng phin tng
clia ngudi tiéu dung vé gia cd mot loai san phdm hay dé€ d4nh gid hiéu qua clia
mot chuong trinh quing cdo v.v... déu phai &ng dung cdc phuong phdp nghién citu
Marketing.

Vay nhitng ng dung ciia nghién cttu Marketing d6 13 gi? chiing ta c6 thé ké
mot s6 nhitng ng dung cu thé clia nghién citu Marketing nhu sau:

Nghién citu thi trudng va doanh sd ban: nhim
- Po ludng thi trudng tiém niing

- Phén tich thi phan

- Xdc dinh dic trung cida thi trudng

- Phin tich doanh s8 bdn

Nghién cttu vé& sin phdm 1a :

- Nghién cttu ddnh gid sy thich nghi ctia sin phim
- Nghién cttu sin phdm canh tranh

- Thit nghiém sin phim

- Nghién cttu bao bi dong go1

Nghién cttu phan phdi: Tra 18i cdc cau hdi
- Mang lu6i kénh phan phdi nhu thé€ nao?
- Phuong thic phan phdira sao?

Nghién ctru dy bao:

- Dy bdo ngdn han

- Du bdo dai han

- Nghién cttu xu huéng kinh doanh

- Nghién cttu hé thdng thong tin Marketing

Nghién cttu quing cdo:

- Po ludng hiéu qua quéng cdo

- CAn quang cdo trén phuong tién truyén thong nao?
- Noi dung quéng cdo ra sao?

Nghién cttu viéc mua:

- Nghié€n cttu ngudi ti€u dung.
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- Nghién cttu dong co mua hang
Nghién cttu cong nghé
Nghién ctu dia di€m

Nghién cttu chi phi.

IV/ XAC DINH VAN PE TIEP THI:

1) Van dé ti€p thi

Trong bit cit mot doanh nghiép hay t& chiic ndo, thudng ludn gip phai
nhitng vin dé ti€p thi. P6 13 nhitng vAn dé khi quan trong, n6 lién quan dén viéc
gidm doanh s&, 1gi nhudn va phiic 16i chung clia t6 chic va doanh nghiép.

Trong mdi vin dé ti€p thi, va ndi chung 13 trong bat cit vin dé quan trong
nio ctia doanh nghiép, déu can dudc phat bi€u va ghi thanh vin ban vé van dé cin
gidi quyét, phat bi€u nay 1a mot qud trinh suy nghi va cin nhic. Trude khi x4c dinh
vaAn dé thanh vin ban, can phai tham kh3o ¥ ki€n nhitng ddng nghiép, nhitng ngudi
s€ bi tdc dong do két qué clia cong trinh nghién cdu. Ho s& déng gép ¥y ki€n va cho
bi€t nén c6 nhitng s6 lidu loai gi. C6 nhu vay viéc bit ddu nghién cttu clia chiing ta
mdi thuc su co ich.

Vi du: . Doanh s6 vé mit hang bdnh keo clia cdc Cong ty ndi dia bi sit gidm trong
nhiéu nim.
. N6 khong con mang lai 1¢i nhudn cao nhu trudc nita.
. C4c d6i thd canh tranh (hang ngoai nhap) da chi€m mot ty 1€ thi trudng
cao hon truGe. Ly do vi sao, ta chua thit ro.
. b€ gidi quy&t vin dé nay, ta c6 thé chon lya cic phuong 4n sau:
+ Thiét k€&, thay d6i miu ma hay chat lugng san pham cho phit hgp vdi thi
hi€u khdch hang.
+ Ha gid d&€n mitc c6 thé hap din khich hang
+ Bf{y manh viéc chiéu thi (Promotion).

- Tuy nhién, mudn hi€u r& hon vé thi trudng nay, d€ c6 dugc cic ki€n nghi
sdu sic, can phai ti€n hanh mot cong trinh nghién citu chinh thifc. Céng trinh
nghién cifu d6 sé& xac dinh nhitng 1y do cu thé khi€n cho doanh s& va 1gi nhuin cta
Cong ty bi sdt giam.

- Sau khi da tham khdo rong rdi y ki€n vé van dé trén v6i cdc dong nghiép
trong Cong ty, ban nhin dinh vé vin dé cin nghién citu phii bao ham cic diém
vira néu trén.

- D6i v6i cdc cong ty 16n thi ho thudng dé dang thué mot don vi nghién citu
bén ngoai d€ ho khdm pha ra van dé 12 gi. Song ddi v6i nhitng Cong ty nhd thi viéc
thué mot don vi nghién cttu 12 qué ton kém dbi vdi ho. Vi thé cdc Cong ty nay
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thudng tu minh ti€n hanh nghién cfu va dugc thuc hién bdi bd phan nghién citu
ti€p thi hoic c¢6 thé nhd mot chuyén vién nghién ctu Marketing huéng din viéc
nghién cttu.

2) Xic dinh khi ndo cAn dén nghién cu tié€p thi va xic dinh vin dé
ti€p thi:

2.1 Xdc dinh khi nao cdn dén nghién citu tiép thi:
- BAt ky nha kinh doanh nao ciing déu phai hi€u dugc khach hang 1 ai
& ho mudn gi?
- Nhitng ngudi canh tranh 1a ai?
- Nhitng loai hinh chao hang ndo s& thuyét phuc dugc khdch hang mua
hang cla ho thay vi mua hang ctia nhitng ngudi canh tranh khac?

C6 dudc nhitng thong tin ndy la tAt cd nhitng gi ma viéc nghién citu
Marketing 12 hoat dong thu thip tin canh tranh nhim dén. N&u khong hi€u dugc
nhitng diéu nay, thi khong thé kinh doanh lau dai.

Bdi vi:

- N&u khong tim hi€u khdch hang cdia minh 13 ai thi s& khong bi€t minh
dang tim ki€m ai va sé& phi pham thdi gian va ngudn luc.

- N&u khong nghién cifu cdi ma khich hang tiém ning clia Cong ty can,
thi sin pham hay dich vu ma Cong ty chio hang s& khong phii hgp v6i nhitng nhu
cAu ndy va cdc khach hang tiém ning s& khong quan tim dén viéc chao hang clia
ho.

- N€u Cong ty khong tim hi€u nhitng diéu ma ddi thi canh tranh dang
chio mdi khdch hiang cia minh, thi ho s& mat di cd hoi d€ xdc dinh véi chi phi rt
thap diéu ma Cong ty can lam d€ giit khach hang ctia minh.

- N&u cong ty khong theo ddi sy thda min clia khdch hing tiém niing
ctia minh vdi cdc sdn pham va dich vu dugc cung cAp bdi nhitng ngudi canh tranh,
thi cong ty sé mat di co hoi d€ khdm phd ra cach gianh cdc khach hang tir ddi thi
canh tranh.

Nhu vay, viéc dau tur vio nghién cttu Marketing 12 mot cong viéc hét
siic cAn thi€t, né c6 thé gitip tranh dugc tinh trang mat thdi gian va tién bac ma
doanh nghiép van bi tréch hudng.

Nha kinh doanh nao khong thu thip cdc thong tin va thyc hién viéc
phan tich, 1a dang ti€n hanh kinh doanh mot cdch mil quéang, din d&€n hau qud sau
cung 13 phi pham ngudn luc, vd mong va pha sin.

Trén day 12 nhitng 1y do tai sao cdc doanh nghiép, cong ty phdi can dén
nghi€n cttu Marketing.

Th.s Nguyén Anh Son Khoa Qudn Tri Kinh Doanh



Nghién Ciu Marketing -19 -

2.2 Xdc dinh vdn dé tiép thi:

- Mot trong nhitng nhiém vu chii yéu d6i v6i nha nghién cttu Marketing 12
thi€t k& viéc nghién citu c6 kha ning x4c dinh chinh xdc cdc nguyén nhin cla vidn
dé Marketing. Cudc nghién citu nay thudng dudc x4c dinh bdi ngudi ra quyét dinh.
Ngudi ndy cho ring ho c6 modt van dé Marketing nao ddy, vin dé Marketing nay
c6 thé c6 ngudn goc tir mdi trudng hoic cdc chinh sich cia Cong ty.

Vi thé, trong nghién cttu Marketing viéc xdc dinh van dé, gidi quyét van dé
tao ra k& hoach nghién cttu nhiim gidi quyét khé khin cla ngudi ra quyét dinh la
buSc quan trong dau tién.

- Trong cdng tic quan tri, can thudng xuyén liét k& cdc van dé ndy sinh dé
bi€t dugc can phdi ddi ph6 véi nhitng van dé gi.

- Trén bang liét k& cdc van dé, can danh diu dé&n cdc van dé s& doi héi
nghién citu sau hon, vi viéc gidi quyé&t dudc chiing sé mang lai nhiéu 1gi nhuin cho
Cong ty, va ngudc lai, Cong ty s& bi thua 16 n&€u khong gidi quyé&t cdc van dé Ay.

- X4c dinh xem nhitng vAn dé Marketing nao cin phdi sém dé ra quyét dinh,
1a chitc niing va nhiém vu clia cdc nha quan 1y Marketing va qudn tri cAp cao.

- Viéc xdc dinh ding vdn dé khong chi huéng din cdc nha nghién citu
Marketing nim ding muc tiéu, ma né con huéng din cdc nha quén tri § cic bo
phan sdn xuat, kinh doanh, tai chinh va cdc bd phan khdc - Nhitng bd phan sé& bi
dnh hudng do cdc k€t qua va ki€n nghi xuit phat tir cudc nghién cttu. Vi vdy, tat ca
céc bo phan déu phdi gép phan vao viéc xdc dinh van dé.

- Qud trinh x4c dinh vAn dé Marketing khdong nén qué ngin gon, ma n6 phai
bao quét nhitng cu hdi chi y&u sau day:

+ Ta ( nha nghién cttu) can phdi biét di€u gi trudc tién? L& duong nhién
12 phai cAn hi€u 16 toan bo vé thi trudng hién tai.

+ COng ty nao dang ban cac mdt hang canh tranh?

+ Cdc nhém mit hang d6 c6 dem lai 1gi nhudn khong?

+ Con ¢6 chd cho nhém mit hang khic khong?

+ Cdc nhdn hiéu clia cdc cdng ty ddi thl uy tin ra sao? cao hay thap?

+ Nhin hiéu san phdm ctia Cong ty hién dang c6 mit trén thi trudng c6
uy tin d€n mic ndo?

+ Céc kénh phin ph6i hién tai liéu c6 khd niing phan phdi loai sidn
phdm méi hay khong?

+ C4c mit hang ngoai nhap tuong ty chi€m wu thé dén dau?

Tém lai: - Viéc bd cong stic dé€ suy nghi trudc nhim xdc dinh vdn dé,
thudng s& ddm bio dudc ring: mot sin phdm mdi, mdt cira hang md ra  vi tri mdi,
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hoic mot luc lugng ban hang mdi dugc td chic lai, s&¢ dem d&€n doanh thu va 1gi
nhuin ma ta k¥ vong. Trdi lai, cdc quyé&t dinh Marketing khdng dudgc dau tu nghién
citu, thi€u can nhic, c6 thé dem lai that bai va nhiéu khi 12 sy phd sdn clia cong ty.
Vi th€, du trong trudng hgp nao, budc ddu tién vin 12 phdi x4dc dinh dugc van dé
mot cach rd rang.

A Ve . ~ ~ A z, 2 R ~ A , A A A
- Viéc xdc dinh 1o van dé c6 thé dugc hi€u 1o thém qua vi du sau ddy vé mot
san phAm méi clia nha sdn xuAt:

+Thi trudng c¢6 nhu cAu 1d rét d€ tung ra sdn phAm mdi khong?

+ Cong ty c6 dl phuong tién tai chinh d€ thi€'t k&, ché€ tao va ddy manh sdn
xui't n€u sdn phAm ban chay trong thdi gian dau?

+ Mau thi€t k& nao 1a t6t nhat?

+ Muic gid nao la t8t nhat trén thi trudng?

+ Cong ty nén chon thit ndo gitta khdi lugng sdn xuit, gid cd va 1¢i nhuan?

+ Tudi tho hay chu k¥ sng c6 dudc clia sin phadm nay trén thi trudng sé& 12
bao lau?

+ Can dat d&€n chat lugng & mic do nao?

+ Cdc cdng ty nao la ddi thli canh tranh, ho manh, yé&u ra sao?

+ Cin hoat dong chiéu thi theo 16i nao? Chi phi bao nhiéu?

+ Cudi cuing 1a: Sdn phdm mdi nay sé tdc dong ra sao d6i v4i cac mit hang
hién tai clia cong ty?

3) Nhitng van dé Marketing cAn nghién citu

1. Nghién citu vé nguoi tiéu ding: 3 dang khach hang
- Khédch hang qua khitt
- Khach hang hién tai
- Khich hang tiém ning

Nghién ctfu tiéu dung 12 nghién citu cdc dic tinh clia ngudi tiéu ding va tit

c4 nhitng gi lién quan dén ngudi tiéu ding.

- Thu thap

- Strc mua

- Kha ning thanh todn

- S§ thich, thi hi€u

- Phong tuc tdp quan

- Trinh d0 van héa

- Nghé nghiép .v.v...

Tir @6 nhiim khdm ph4 nhu cau khich hang d€ cung cip sidn phdm va dich
vu phu hop.

Pay la khau nghién citu quan trong vi ngudi tiéu diing déng vai trdo quyét
dinh trong viéc tiéu thu sidn pham.
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2. Nghién citu déng co mua hang: La nghién citu tim ki€m nhitng dong luc
va phuong phdp xa hoi hoc dwa d&€n hanh vi mua sim:

D6 1a nhitng yé&u t6 4nh hudng dén dong co mua hang:
- Nhu c4u cin thi€t bit budc

- TAm ly 4nh hudng d€n quyét dinh mua hang

- Cha't lugng sdn phdm

- Gia ca

- Thu nh3p ngudi ti€u dung

- Ham muén, s& thich

- Ap lyc thong tin ——Thong tin xa hoi
\Théng tin thuong mai
- Ap lyc x4 hoi va nhém ngudi trong xi hoi TAP luc gia dinh
Giai cAp XH Trung luu
Ha luu
§ Thugng luu

- Ap lyc hoan cdnh i Noi mua hang Tu ban be

Thdi di€m mua hang Ti€u vin héa Ching toc

Vian héa
}\Tén gido
WVian hoa
3. Nghién citu vé thi truong:

- La nghién cttu kha nidng thAim nhdp va md rong thi trudng
- Mudn vay phdi:

+ Do ludng nhu cau thi trudng hién tai.

+ Dy dodn nhu cau trong tudng lai

+ Nhén di€n cédc co hoi thi trudng

+ Pdnh gid cd hdi thi trudng

4. Phén tich va kiém tra hoat déng bdn hang.

5. Nghién citu sdn phdm: Nghién cttu cich st dung, tAp quin wa chudng
ctia khdch hang d€ thi€t k& sdn pham; Nghién citu sy thich nghi ctia sdn pham.

6. Phan tich chi phi phdn phoi sdn phdm

7. Nghién citu Marketing cong nghiép

8. Nghién citu qudng cdo

9. Nghién cttu canh tranh

4) Vi tri ctia nghién citu Marketing trong qué trinh dé ra quyét dinh:
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- Vai trd clia nghién ctu Marketing trong qud trinh dé ra quyét dinh sé&
dudc nhém ti€p thi hay nha quén tri Marketing 4n dinh.

- Ngay nay cdng tdc Marketing da va dang trd nén mot hoat ddng cha luc
khong th€ thi€u clia cidc doanh nghiép - né giit mdt vi tri quan trong khong kém cic
hoat dong khac trong cong ty, doanh nghiép.

- Nghién citu Marketing tham gia cling cdc bd phdn chifc ning khic cia
cong ty d€ xdc dinh ban chi't toan bo clia cdc van dé can ti€n hanh nghién ciu.

- Nghién cttu Marketing cling c6 vai trd to 16n trong viéc xay dung k&
hoach cho c4c nghién cttu ti€p theo sau clia cong ty.

5) Ban chét va khéi lvgng thong tin cin cé:

- Bén chdt va khdi lugng, clia cong tdc nghién citu Marketing 1a phai

dudc kiém sodt chit ché dua vao hai yéu to:

+ Chi phi b ra cho viéc nghién ctru

+ Loi nhuan thu dudgc nhd dp dung k&t qua nghién cttu vi vy cin phdi
can nhic giita:

+ Mot bén 1a chi phi udc lugng d€ thu thap thong tin can thiét.

+ Bén kia 1a doanh thu va 1¢i nhuidn thu dugc nhd cac bi€n phdp
Marketing dya trén cdc thong tin can thiét.

6) Uéc lugng chi phi vé tién bac va thdi gian d€ thu duge thong tin
can thiét:

- Nha nghién cttu can nhé: Muc tiéu cudi cling clia cong ty 13 16i nhudn.

- Doanh s& va 1gi nhuén thu dugc tir mot sdn phdm mdi hay nhd vao viéc
sip x€p lai dia ban kinh doanh d6i khi c6 thé khong dd cung cip chi phi cho viéc
ti€n hanh nghién citu.

- Hoic c6 trudng hgp, do vAn dé qud cAp bach dodi hdi phdi quyét dinh
ngay nén khong con di thdi gian danh cho viéc nghién ciu.

Do d6 ngay tir diu nha quén tri nén dva vao:

Céc du bdo vé 1i nhudn t5i thi€u va t6i da vi th€ d€ xdc dinh nén danh bao
nhiéu kinh phi cho viéc xdy dung k& hoach Marketing va nghién citu Marketing thi
phdi udc lugng that sit thdi gian can thi€t dé ti€n hanh nghién ctu.

Thdi gian bao gid cling 12 mot van dé. Cdc nha linh dao cdng tic nghién
citu Marketing mudn c6 di thdi gian thuc hién va xit Iy van dé Marketing da dudc
xac dinh.
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Tuy nhién, viéc danh dd thdi gian d€ xay dung k& hoach Marketing va
nghién cttu Marketing cho thich ddng qua 13 diéu khé khin song né vd cling cin
thiét.
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CHUONG 2.
HOACH PINH MOT DU AN
NGHIEN CUU MARKETING

Pé dem lai hiéu qud, nhitng nghién ctu Gng dung phii huéng vao khich
hang (ngudi dit hang nghién cttu), va ngudi sit dung k&t qud nghién citu (ngudi ra
quyé&t dinh - cdc nha qudn tri) .

Hiéu qua ciia mot chuong trinh nghién ctu dugc ddanh gia trén cd sG ddp dng
dudc hay khdng cdc yéu cau clia muc tiéu dit ra vdi thdi gian va chi phi da bd ra.

I/ CAC MUC TIEU NGHIEN CUU MARKETING:

Cédc muc tiéu nghién cttu Marketing bao gdm viéc xdc dinh cdc muc tiéu
sau day:

1) Cédc muc tiéu ctia nghién cifu phéit hién van dé (nghién cifu khim

pha):

La thyc hi€n quan sdt mdt cdch li€n tuc tinh hinh hoat dong kinh doanh
clia cdng ty va nhitng bi€n ddi cla thi trudng d€ phdt hién ra nhitng tinh huéng cé
van dé.

Vi du: Lugng khéach du lich ndi dia va qudc t€ gidm sit so v6i cung ky

nim ngodi din d&€n gidm doanh s& budng phong va doanh thu in udng clia cic nha
hang, khach san thudc Céng ty Du lich.

2) Cdc muc tiéu ciia nghién cifu sc bo:

Sau khi da phdt hién ra vin dé, diéu quan trong 13 phdi IAm rd nd.

Muc tiéu ctia nghién ctfu nay nhim thu thap dit liéu dé€ lam rd nhitng van
dé da dugc gidi quyét. GOm cé 3 ndi dung co ban:

+ Khéi niém dugc van dé.
+ Tim hi€u vé bdi cdnh (moi trudng xung quanh) ctia van dé
+ C6 dugc thong tin phan hoi dé:

. Gitp nhan ra dudc van dé

. Mb t& dugc mot cach chinh xdc vé tinh hudng clia van dé.

Cudc nghién citu sd bd thudng dirng lai & viéc thu thap dit liéu ban dau do
dé chi cho phép nhan dang dugc van dé. Nghia 13 chi do ludng dugc cic “Triéu
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chitng” ma chua di sdu tim hi€u dugc cin nguyén clia van dé (ding nhu tén goi cia
no6 1a nghién cttu sd bo).

Thuc t€, trong cdc cudc nghién ctfu s6 bd, cdc nha nghién cttu Marketing
s& st dung moi kha ning va phuong tién thich hgp dé 1am rd hién tugng hay van dé
phil hop véi tirng van dé hoic tirng dang cda sdn pham.

Vi du: Cudc nghién citu so bd d6i véi thi trudng du lich s& dugc trién khai
khac vdi cudc nghién citu G thi trudng bia va nudc giai khat.

3) Cac muc tiéu cua nghién cifu thim do:

Khi mot quyé&t dinh chi mang tinh thii tuc hoic tinh rii ro cda né thap thi
khong cAn mot cudc nghién cttu thim do. Vi: néu cdc gidi phap dd ro rang thi
ching dudc st dung vdi do tin cAdy cao nén khong phai ti€n hanh nghién ctfu thim
do.

Ngudc lai, mdt van dé quan trong, mdt quyét dinh c6 tinh rdi ro cao thi
phdi thuc hién nghién ctu thim do dé€ tim hi€u mot cdch siu sic nhitng sy ¢d ¢
thé€ x3y ra ma mic dd rii ro ciia quyét dinh s& nhu thé nao?

Cudc nghién cttu thim do thudng di€n ra & quy mo nhd, bdi vi pham vi va
ngudn thdng tin thudng hep.

A

4) Cac muc tiéu cia nghién citu xac dinh van dé:

Pay 12 khau nghién ctu cudi cting d€ hoan tit cudc khdo sit. B&i vi n6
mang tinh chi't xdc dinh do d6 moi k&t luan rit ra tir nghién cttu ndy c¢é y nghia hét
sttc quan trong d6i v6i ngudi ra quyét dinh.

Muc tiéu ctia nghién ctdu nay la:

+ Xdc dinh mot cach rd rang, ddy di moi khia canh clia nhitng vin dé
da kham pha ra.

+ Viéc trinh bay cdc muc ti€u, lam sao phdi néu r6 dugc pham vi hodc
td't c4 cdc khia canh ma k& hoach nghién cttu yéu cau:

Vi du: Mot trong nhitng van dé nay la:

+ Phdi néu 16 ¢6 bao nhiéu thdi gian trudc khi thuc thi quyét dinh.

+ Hay thdi gian va chi phi t6i da c6 thé danh cho cudc nghién citu 1a
bao nhiéu?

II/ CHUAN BI KE HOACH VA PE CUONG NGHIEN CUU:

1) Y nghia ctia k& hoach nghién cifu:
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Gitip nha nghién citu dy ki€n trudc dudc nhitng gi x4y ra trong qud
trinh nghién cttu d€ c6 gidi phap ddi phé.

Gitip cho viéc nghién citu dudc ti€n hanh mot cach khoa hoc.

La cd s& dé ki€m ching céc dit liéu dudc thu thap va phan tich ching
c6 ding phuong phap hay khong?

Gitip cho nha nghién cttu hinh dung dudc thdi gian va tién bac phai
chi ti€éu cho cudc nghién cttu 1a bao nhiéu?

2) Xay dung ké& hoach nghién citu:

- K& hoach nghién cttu 12 mot khuén miu dinh triude cho viéc thi€t k€&, thuc
hién va theo ddi cong trinh nghién cttu.

- K& hoach chi mang tinh chit sd bo va c6 thé thay ddi.

- K& hoach phdi néu bat dugc van dé thuc su va cdc nhu ciu thyc sy clia
cong ty.

- K& hoach nghién citu phai giti cho cdc nhan vat can dugc tham khio.

- P& cuong nghién citu 12 mdt bin k& hoach di kém véi phan trinh bay 1y do
vi sao ciAn ti€n hanh nghién cttu va k&t qua nghién citu mang lai sé& 12 gi?

- Pé cuong nghién cttu phdi mang tinh thuyét phuc cao, vi né tudng tu nhu
mot 131 chao hang.

Noi dung ctia k& hoach nghién citu thudng gdm cdc phan chinh sau day:
1. Xdc dinh ré muc tiéu nghién citu va nhu cdu thong tin:

- Cudc nghién cttu cAn dat téi muc tiéu gi?
- Nhu ciu thong tin cho cudc nghién ctru 12 gi?

2. Noi dung va phuong phdp nghién citu bao gém:
- Lva chon m6 hinh nghién ctu:

+ La viéc trinh bay va lam rd céach thitc nghién cttu va phuong phdp
nghién ctfu téng qudt hay chi€n lugc thuc hién cho mdi dé 4n riéng biét. Pay 1a
trong tAm clia cong tac 1ap k& hoach.

+ Mo hinh nghién cttu can dudc gin v6i muc tiéu nghién ciu.

Xdc suat
- Lay miu va chon miu. Phi xédc suat
- Cong tic thu thap dit liéu tai hién trudng: C6 2 muc tiéu chinh can dat

dugc.
+ T6i da héa viéc thu thap thdng tin tif nhitng d6i tugng dugc hdi y
kién

. A < 1R n LN 1 R . n
+ Giam viéc pham sai lam dé€n muc to1 thi€u cia ngudi phdong van.

3) T6 chidc thuc hién:
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* Phdn cong, phdn nhiém:
+ Nén thanh 14p mot “nhém ti€p thi” nhim lanh dao va theo ddi cdng
trinh nghién ctu.
+ Nhém nay ty minh, hay tham khdo y ki€n véi don vi nghién cttu bén
ngoii (n€u cong ty thué) d€ chi dinh nhan sy tham gia.
+ Trong ban dé cuong nghién cttu phai néu rd ai lam viéc gi.
+ Khi chon mot don vi nghién cifu bén ngoai dé thué, cAn xem xét cic
yé&u t& quan trong sau:
. Ho hiéu biét siu sic d€n mic d6 nio vé cong ty va linh vuc hoat
déng cla cong ty?
. Trinh dd chuyén mon cia don vi d6 d6i véi loai cong trinh nghién
citu cu thé nay ra sao?
. Cédc két qua thu dudc c6 dung vao cong tdc chiéu thi (Promotion)
hay khong? v.v..
+ Thong thudng cong ty phai danh vai tudn 1& d€ don vi nghién cifu bén
ngoii nay tim hi€u 12 cong ty dang mudn diéu gi.

Tuy nhié€n, khi da thué muén 1 don vi chuyén nghi€p lam dich vu nghién
citu, thi vin c6 thé d€ cho mdt s nhin vién clia cong ty tham gia vio cong trinh
nghié€n cttu, vi cong ty s€ thu dugc cic 1gi ich sau:

. Ding ngudi & cdc phong ban sé& chiu tic dong clia cdc két qua
nghién citu, 1a gitp ho dé dang ti€p thu cdc két qua do.

. Pay 1a co hoi d€ hudn luyén cdc nhin vién va gitip cho phong ban
clia ho thAy minh c6 1 vai trd quan trong trong viéc nghién citu va dua ra cdc khdm
pha.

Viéc st dung nhan vién cia cong ty con cé thé dinh huéng lai ti€n do clia
cong trinh nghién citu, nhim d&n cdc linh vyc c¢6 ich nhat va sinh 15i nhiéu nhat.

. St dung nhan vién cdc phong, ban khdc ngoai bd phan ti€p thi, con Ia dip
dé cac phong, ban nay bi€t dudc cdc phuong thiic va 16i ich clia nghién cttu ti€p thi.

* Cdc budc thuc hién:
- Buéc 1: Chuén bi
- BuGc 2: Thu thap dir liéu tai hién truGng
- Bu6c 3: Téng hop dit liéu - xi¥ 1y - phan tich - bdo cdo k&t qui nghién

* Udc lugng kinh phi nghién citu:

Néu thué don vi bén ngoai, thudng ho s& néu gid bi€u kém theo cong hay
trlr mot s& % nao d6 clia gid nguyén thiy. Pon vi nghién cifu cang cé uy tin va
kinh nghi¢m cang néu gid kha chinh xéc.
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Trudng hop cong ty ty minh ti€n hanh nghién citu, ciing phdi bdo ddm viéc
udc lugng kinh phi cho chinh x4c. S6 + % khdng qua 5% kinh phi ban dau.

b€ u6c lugng duge kinh phi mot cdch chinh xdc, can chudn bi k& hoach
nghién cttu mot cach cin than.

z P A LN 2 . s N A N 2, A BN A
C6 thé néu ra nhi€éu mdc kinh phi, tiy thudc vao mic do chi€u siu cia
cong trinh nghién cttu.

Vi du: + C6 thé dwa ra mic phi tdn khi chi nghién citu § cdc quin noi
thanh, va:
+ C6 thé dua ra mic phi tdn khi nghién cttu & cd noi thanh 13
ngoai thanh.
+ C6 thé dua ra mic phi ton theo quy md miu: ( miu nghién citu
cang 16n thi phi tdn cang 16n).
+ Hay kinh phi tuy theo phuong phdp nghién cttu .v.v...

Nhu vay, viéc phdi ude lugng kinh phi nghién ctru 1a vi:
- Kinh phi nghién cttu 12 mot y&u td d€ nha qudn tri cip trén cin nhic
khi phén tich chi phi bd ra so vdi 1¢i ich thu dugc.
- Tir @6 @ ra quyét dinh, d€ ngudi nghién cttu thuc hién.

Tém lai: Cic di€m vira trinh bay, trén diy vé nodi dung clia k&€ hoach
nghién ctiu, 1 cdc di€m mang tinh chdt huéng din téng quat.

- M&i mot cdng ty, mdi cong trinh nghién citu s& doi hdi mot cach ti€p can
khéc nhau. Nhung néi chung thi bing cdch nay hay ciach khdc mot cudc nghién citu
ciing s& phai hoi di 3 ndi dung da trinh bay trong k& hoach va dé cuong nghién citu
cudi cling 1a:

+ Xdc dinh muc tiéu va nhu ciu thong tin

+ NOi dung va phuong phdp nghién ciu

+ T6 chitc thuc hién.

Bén canh d6, bin dé cuong va k& hoach nghién cifu con phdi quan tim
dé&n nhitng vin dé quan trong khac nhu:
+ Céch trinh bay cdc k€t qud tim thdy va ki€n nghi s& nhu thé nao?
+ Céc dif liéu thu thap dugc sé trinh bay dudi dang cdc bing, bi€u, cic
bi€u dd, phim dén chi€u ( Slides), hay bing cdc hinh thic nao khic.
+ B4o cdo cho cdc nha quén tri cAp cao s& phai khic vdi bdo cdo danh cho
c4dc nha quén tri cp dudi:
. B3i v6i cAp dudi: Phuong phap trinh bay: cAn di sdu vao chi tiét
. Ddi v6i cap trén: Poi hdi it chi ti€t, cAn tip trung vio cdch nhin téng
quat. (hoan todn ngudc lai vdi cAp dudi).
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I/ CAC THIET KE NGHIEN CUU MARKETING.

1) Ban chit caa thiét k€ nghién citu Marketing:

“Thié€t k€ 12 mdt mo hinh hoic mdt phac thio nhitng cong viéc can ti€n
hanh cia mot du 4n nghién citu.

Thyc chat ctia thi€t k& nghién citu 12 qué trinh hoach dinh dy 4n nghién citu:
Thi€t k€ mot chién luge d€ dat duge muc tiéu nghién ciu.
Thié€t k& nghién citu lién quan d€n 2 budc cdng viéc:

+Mot 1a: Nha nghién ctu phdi xdc dinh mot cich cu thé cdi gi minh
mudn dat dugc (tdc 12 xdc dinh muc tiéu)

+ Hai 12: Nha nghién ctu phdi xdc dinh phuong cdch t3i uu nhat d€ dat
dugc muc tiéu dé.

Nhu vay, mot khi muc tiéu nghién citu di dudc xdc dinh thi mot k&
hoach nghién citu s& dudc xay dung va sau d6 1a chudng trinh thuc hién cu thé.

Nha nghién cifu can xdc dinh ngay dang nghién ctfu minh s& thyc hién d6

+ Khdm phd, mo6 td hay nhan qua?

+ Cha't hay lugng?

+ Thong tin can 13 thit cAp hay so cap?

+ Viéc thu thap thong tin nén tai mot thdi di€m hay lién tuc trong mot
khodng thdi gian?

2) Cac loai hinh thiét k& chi yéu: Gom c¢é 3 nhém chi yé&u sau:

Thi€t k€ md td: La thi€t k€ nhim mo t3 hién tugng ma khong cin
thi€t 1ap mdi tuong quan giita cdc nhin t6 4nh hudng.

Thiét k€ thuc nghiém: La thi€t k&€ chitng minh mdi quan hé nhin qui
ctia hién tugng nghién cdu.

Thi€t k& ban thuc nghiém: La thi€t k€ nhim chitng minh mot t6 hop
nhitng y€u t& 4nh hudng clia hién tugng nghién citu.

IV/ THIET KE THUC NGHIEM:

1) Téng quat:

Ching ta thdy ring d6i v6i phuong phdp quan sdt mdt cidch c6 hé thdong
ching han, thi nha nghién ctu chi déng vai trdo mot ngudi chap nhin thyc tai dang
sdn c6, do d6 bi gidi han 12 khong thé quan sit dugc mot cdi gi chua x4y ra.

Vi du: Mot phuong phap ti€p thi méi ma cong ty dang dinh 4p dung.
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DPé€ gidi quy&t van dé nay, ngudi ta phii nhd d&€n phuong phép thuc nghiém.
Phudng phdp nay gitip nha qudn tri bi€t dugc ring:
+ Néu 4p dung chié€n thuit X trong ti€p thi thi liéu c¢6 din dén két
qua Y hay khong?
+ Gid st mot y&u td khdc khdng thay d6i, n6 sé gdi y viéc 4p dung
chién thuit X vao ngay mai, s& dua t6i k€t qud Y sau dé.

Nhu vay, thuc nghiém 1a can thiép c¢6 dung ¥ vao qué trinh dién tién clia
mot sy viéc. N6 ¢6 bon dic trung cuc ky quan trong lam cho phuong phdp thit
nghiém rat c6 ich trong viéc van dung vao cdng tdc qudn tri d6 1a:

Cho phép ngudi thit nghiém kiém sodt dugc sy can thiép, 1am cho thir
nghiém gin gidng v6i cdc chon lya chién Iudc clia nha quén tri.

Ngudi thit nghiém c6 thé ki€m sodt dugc mot phan 16n tinh trang hdn don
cia th€ gidi xung quanh, néu viéc thiét k& thuc nghiém dugc ti€n hanh cin than.
B3i vi viéc ki€m sodt cic nhidn td d& lam ta k&t luan sai 1Am khi thi nghiém
khong ding phuong phép.

Thit nghiém thudng ching t3 dugc quan hé nhin qui. N6 cé thé néi
rang: N&u cidc yé&u td khac khong ddi, k&t qua nhat dinh 12 do nguyén nhan giy ra.

Vi cdc nha thit nghiém c6 thé vach ra thdi biéu dé€ can thiép nén céc thi
nghiém thudng nhanh hon va ¢6 hiéu qua hon cdc phuong phdp ti€p can khéc, dic
biét 1a khi so sdnh v6i phuong phdp quan s4t hién trudng, ta phdi chd cho dén khi
hién tuong ty nhién xut hién.

Mot hinh thic thudng hay dugce st dung trong phudng phap thuc nghiém la
ti€p thi tric nghiém (Test Marketing), danh cho phin 16n cdc qud trinh phdt trién
sdn phdm mdi.

Ti€p thi tric nghiém hay con goi 1 tric nghiém thi trudng dugc dung dé
ddnh gid vé do co gidn clia s6 cAu, vé cdc mifc d6 st dung ngin sich quing cdo,
hay viéc thay ddi bao bi.

Vi du: Mot cong ty thay d6i mdt cich c6 hé thong ngan sich quing cdo trén
nhiéu thi trudng trong nhiéu thing lién. Trudc day, cong ty nay chi thay ddi ngin
sach quing cdo bing cich ting gidm mot khodng nhd chi phi, do d6 khdng c¢6 kinh
nghiém gi vé viéc ting manh hay gidm chi phi quing cdo.

Tom lai:
- C6 vo s6 co hoi dé thir nghiém vé dd loai van dé.
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- B6i tugng clia viéc thit nghiém 12 thit 1am mot cdi gi khdc véi tru6e day,
r6i tudn theo mot vai quy tic don gidn trong viéc thi€t k& cho ding phuong phap, tir
dé tim bi€t dugc hau qud x4y ra do su khdc biét 4y mang lai, néu c6.

- Viéc tudn thi cdc quy tic nay 1a diéu hét siic quan trong, vi néu khong
s& roi vao k&t ludn sai 1am.

- Phuong phdp thyc nghiém cé thé 4p dung cho hiu hét cdc khia canh clia
ti€p thi tdng hop (Marketing Mix):

+ C6 thé tric nghiém vé sdn phdm mdi va dich vu mdi.

+ C6 thé thay ddi gid ca.

+ Trich thudng hay ting hoa hdng bdn hang cho ngudi ban si va ban 18.

+ C6 thé st dung nhiéu miu quing cdo khic nhau hay nhiéu k§ thuat
chiéu thi khic nhau tai cic diém ban hiang, nhim d&€n mot ddi tuong khich hang
duy nhat, hay t8 hgp nhiéu loai khach hang.

- Phuong phédp thir nghiém ciing giip khdm phd ra cdc phuong dn méi
trong viéc chao hang, k€t hop cdc phuong tién truyén thong (bdo chi, ti vi .v.v..),
phdp hgp thdi gian dua ra cdc quing cdo, bao bi va cdc phuong phip géi hang,
hoic cach ti€p cAn mdi ddi v6i dich vu va san pham.

- N6 ciing c6 thé thit nghiém cdc kénh phan phdi méi, hodc thim chi véi
c4 cic phuong 4n mdi vé tién luong, tién thudng.

- Cdc cudc thir nghiém c6 thé ti€n hanh trong thé gidi thuc hay trong
phong thi nghiém.

+ Thé gidi thyc c¢6 1gi di€m 13 giong vdi tinh hudng ma nha quén tri
Marketing phdi ddi phé. Song né lai ¢6 nhiéu nhan t& khac ( ching han: Cic hoat
dong clia doi thii canh tranh) c6 thé che md két qua thuc nghiém.

+ Trong phong thi nghiém: Moi nhin t& khic dugc giit khong ddi.
Nhung né lai xa cdch véi thuc t€ cudc sdng.

- C4c k&t qua cia thit nghiém cé thé do ludng khi cin ci vio nhin thifc
clia d6i tugng hodc hanh vi ¢é thuc, hay 1a ca hai.

bo ludng nhén thic, bao g6m viéc do ludng mitc dd nhan bi€t, cAm nhin vé
cdc san pham khac nhau, hoic cdc dic trung chiéu thi khdc nhau, cdc loai sd thich,
thdi do ctia cdc khach hang tuong lai.

2) Thuc nghié m (Experiment)

La mot dang thiét k&€ nghién cttu, ding d€ xdc dinh mdi quan hé nhin qua
cla cdc bi€n trong thi trudng.

Nhu di trinh bay & Chuong 1, d€ c6 m&i quan hé nhan qua thi 3 diéu kién
phai dugc thod man do la:
+ Bién thién dong hanh
+ Thdi gian xuat hién
+ T4c nhan duy nhat
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Mudn c6 ich cho nha qudn tri, cudc thuc nghiém phai hoi di 3 dic trung d6

la:

+ Phdi chi dinh mot cdch ngiu nhién cdc cong cu thi nghiém khic nhau

(ching han: cic miu quing cdo khdc nhau) cho cdc nhém ddi tugng khac nhau (Vi
du: Cédc ctra hang cdc trung tAim budn ban, hay cdc cd nhdn khac nhau).

+ Phai thi€t k& cudc thi nghiém thé ndo d€ (n6i mot cich 1y tudng - theo
1y thuyét) khong c¢é yé&u td nao khdc (ngoai lai) ngodi cdc yéu t6 ma ta mudn
nghién citu. Ttc 12 chi ¢6 tdc nhan duy nhat tic dong t6i k&t qui quan sit.

+ Cac két qua cta cudc thit nghiém phai c6 thé van dung dugc vao tinh
hudng ti€p thi trong tuong lai cda th& gidi thuc ma cong ty sé duong diu, tic 1a
phéi c6 tinh tng dung dugc trong thuc t€.

Céc yéu ciu néi trén, gidp ta phan biét dudc mot cudc thir nghiém that va
mot cudc thir nghiém gia.

3) Bi€n thuc nghiém: (Experimental Variables)

C6 3 loai bi€n cd ban trong thuc nghiém:

1.Bién déc lap (Independent Variables), con goi la xit Iy (Treatments):

LA c4c bi€n ma nha nghién ctfu mudn tim hiéu ¥ng ctia nd.

Bié€n doc lap dudc ky hiéula : X

Vi du: Nha nghién cifu mudn tim hiéu ¢ng cia mot chuong trinh quing
cdo vao doanh thu cda mot nhian hiéu sdn phdm, thi chuong trinh quing cdo nay la
bién doc lap (xtt 1y).

2.Bién phu thudc (Dependent Variables), con goi la do luong
(Measurements).

D6 1a cdc bién chiu sy tdc dong cda bi€n doc 14p, ma nha nghién citu tim
céch do ludng (quan sat: diing cho tit ci cdc phuong phdp thu thip thong tin) hiéu
ing clia cdc tdc dong nay. Bién phu thudc dude ky hiéu la: O

Vi du: Trong vi du trén thi: Doanh thu chinh 12 bién phu thudc.

3. Bién ngoai lai (Extrareous Variables)

LA cdc bi€n tham gia vao qud trinh thuc nghiém, ma chiing ta khong biét,
hoic khong ki€m sodt dudc. Cac bi€n ngoai lai nay sé 1am gidm gid tri cda thuc
nghiém.

Vi du: Trong thdi gian chiing ta thuc nghiém dé€ do ludng hiéu Gng cia
chuong trinh quang cdo vao doanh thu, thi nhan hiéu canh tranh ctia ching ta ting
gi4. Piéu nay lam cho mot s6 khich hing clia ddi thi canh tranh chuyén sang tiéu
diing sdn pham clia chiing ta; vi din d&€n lam ting doanh thu. Nhu vy viéc ting
doanh thu, (n&€u c6) 12 c6 mdt phan do hiéu ng clia bi€n ngoai lai ( viéc ting gid
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san phdm clng loai ctia d6i thii canh tranh) ngoai hiéu ng cla chudng trinh quing
cdo.

4) Pon vi thuc nghiém:

Don vi thyc nghiém 13 cdc phan ti nha nghién cttu st dung d€ ti€n hanh xi
1y, va ciing tir chiing, nha nghién cttu do ludng hiéu Gng cta xi ly.
Vi du: Trong vi du trén, thi cdc cta hang l1a cdc don vi thuc nghiém.

Trong céc thyc nghi€ém, cdc don vi thuc nghi€ém thudng dudc chia ra thanh 2
nhém.

1. Nhom thuc nghiém, ky hiéu la : EG (Exprimental Groups):

Nhém thue nghiém ding dé do ludng mdi quan hé nhian qua cia cdc bién.

2. Nhém kiém sodt, ky hiéu la: CG (Control Group):
Nhém nay dung dé ki€m sodt hiéu ng clia bi€n ngoai lai.

D€ c6 thé diing k&t qui cida thuc nghiém tdng quit héa cho thi trudng muc
tiéu nghién cttu, ngudi ta chon cdc don vi thyc nghiém bing phuong phdp ngiu
nhién, ky hi€¢u la: R (Randomly Chosen).

Chiing ta ¢6 thé mo ta cdc thanh phin clia mdt thyc nghiém bing cic chi s&
sau day:

+ Ky hiéu X: Bién s6 doc lap; Chi huéng tic dong mot thir nghiém nio
d6 vao mot nhém nao do.

+ Ky hiéu O: Pé cip dé&n s6 1an quan sit hay do ludng (lugng dinh) cia
bién s6 phu thudc theo don vi phan tich (c4 nhan, nhém, d6i tugng, su vat). Néu c6
hon 1 1an do ludng thi ta thém : Oy, O, Os...., cdc ky hiéu ndy ciing ding dé chi
thdi gian trude sau ti€n hanh lugng dinh.

+ K¥ hiéu R: Chi viéc dua mot cdch ngdu nhién mot don vi (d6i tugng)
nio d6 d€ ti€n hanh thi nghiém.

- P& s6 @6 héa mot sd phuong 4n thir nghiém cin ban, ta can luu y t6i 3
di€m sau:

+ Thi nhat: Cdch ghi chd tir trdi qua phai: Chi chuyén dong qua thdi gian,
tru6c - sau, clia cdc bi€n sd thir nghiém.
Vi du: Ghi R O] X 02

Pugc hi€u 1a: Chii dé tric nghiém dugc ti€n hanh trén mdt nhém bat ky
(R), mot 1an lugng dinh (do ludng) trude dude ti€n hanh (O)), sau d6 cic ddi tugng
dudc xit 1y thi¥ nghiém (X), va sau d6 tiép tuc ti€n hanh do ludng cho 1an sau O, .
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+ Thi 2: TAt cd ghi chd trén dong ngang chi ra ring: TAt cd ddi tugng
thudc cling mot nhém déu chiu cdc budc xit 1y thir nghiém d6.

+ Thit 3: Ghi chi theo cot thing ditng va ndi ti€p chiéu thing ditng: Chi
céc bién s6 dién ra dong thdi.
Ldlli R O] X Oz
R X O3

> Truc thdi gian
So d6 nay cho thdy: Hai nhém ddi tugng dudc chi dinh ngiu nhién (R) dugc

dua vao tht nghi€ém cluing thdi gian.

. Cung dudgc trai qua mot cach xi 1y (X)

. Nh6m mot da ti€n hanh do ludng trudc va sau thit nghiém (04, O»)

. Nhém hai chi ti€n hanh do ludng sau tht nghiém (O3) (Iugng dinh
hau Test: O3)

. Oz dudc ti€n hanh ddng thdi véi O,

5) Hién truong thuc nghiém:

C6 hai loai hién trudng, trong dé nha nghién ctu c6 thé ti€n hanh cic thyc
nghiém ctia minh, d6 la:

- Thit nhat: Mbi trudng thuc nghiém tai phong thi nghiém hay hién trudng
gid ma nha nghién ctu c6 thé thi€t k&€ d€ ti€n hanh thuc nghiém (Laboratory
Experiments).

- Thi hai: Moi trudng thuc nghiém tai hién trudng hay hién truGng thit clia
thi trudng ma nhd nghién ctu cé thé sy dung dé ti€n hanh thuc nghiém (field
experiments).

1. Méi truong thuc nghiém tai phong thi nghiém (Labd):

Trong thyc nghi€m tai phong thi nghi€m, nha nghién cttu thyc hién nghién
ctu chii dé trong mot mdi trudng nhin tao, véi mdt khung cdnh da dugc x&p dit
nhim phuc vu cho muc dich ctia thuc nghiém.

Khung cdnh xdp dit theo ¥y mudn nhu vAy, gitip nha nghién cttu gidm
thi€u dén mic thip nha't 4nh hudng khong thich hdp ciia mdt bi€n s6 ngoai lai, nhd
kiém sodt dugc.

Trong nhitng phong thi nghiém nhu vAy, di c6 dd cdc trang thi€t bi can
thi€t, nhw guong mdt chiéu, mdy 4nh, nit ki€m tra d6 thip sdng va nhiét d6 ciing
nhu cic thi€t bi khdc c6 thé 4nh hudng dé&n thit nghiém...

Trong khung cdnh gid tao, thudng 1am cho d6i tugng tham dy nghién cttu y
thic 1a minh dang “bi nghién ctu”, do d6 khac véi ty nhién, ho tré nén nhay cdm
hon, ho sdn sang ddp ng vdi cdch sip x&p, ddp tng v6i moi cdi thdy trong phong
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thi nghiém. Trong trudng hgp nay, nha nghién cifu phdi cAn nhic xem mic “ ty
nhién” clia cdc d6i tudng trong phong thi nghiém nhu thé nao?

Tém lai: Hién trudng gid tao gitip cho nha nghién cttu dé dang hon trong
viéc ki€m sodt cdc bi€n ngoai lai vd mic du viéc thuc hién loai thit nghiém nay
khong khé khin 1im, nhung vi ngudi ta nghi ngai vé gid tri ngoai dung (ngoai vi)
nén it khi dugc thuc hién. Vi vay, cAn luu ¥ dé€n hai 1y thuyét vé gid tri c6 lién quan
chit ché d&€n moi trudng thyc nghiém dé 1a:

+ Ly thuy&t vé gid tri noi tai
+ Ly thuyét vé gid tri ngoai vi
Hai gi4 tri clia thyc nghiém nay chiing ta s& xem xét & phan sau

2. Méi truong thu'c nghiém tai hién trudng:

- Thyc nghiém tai hién trudng dugc ti€n hanh trong mdi trudng “thuc
t&” (th€ gidi thuc, cudc song thuc).

- C4i Igi 16n nhat 1a tinh that cia khung cénh.

- Nhitng bi€n s6 dudc dua thi nghiém (dinh gid, quiang cdo, sin
phdm...) s& giong nhu hoan cAnh mua ban binh thudng.

- Hinh thdc tht nghiém nay cho gid tri ngoai dung cao. Vi ngudi tham
gia thif nghiém c6 diéu kién d€ x sy nhu hoan cdnh binh thudng.

Ngugc lai, gid tri ndi nghiém lai gip khé khin & chd: do van dung
khung c4nh that, nén khé kiém soat dugc cdc bi€n ngoai lai.

-Thit nghiém hién trudng thudng rit tdn kém va phifc tap so véi thit
nghiém trong phong thi nghiém.

Tuy vay, thit nghiém tai hién trudng van 1a phuong 4n thong thudng hon
dé ti€p cin thi trudng. BSi vi n6 1am ting hiéu qua clia viéc tdng quit héa k&t qua
ctua thuc nghiém cho thi trudng that.

Vi du: Néu mot cong ty nao d6 mudn thit nghiém mot sin pham mdi tai
siéu thi, mudn vy cin phdi c6 sy thda thuin clia cic ngudi quin 1y clia cdc gian
hang. Trong khi d6, nhiéu diy chuyén siéu thi lai c6 chinh sich ngudc vdi tiéu
chuén thir nghiém nao d6, nhu ho chdng lai viéc ting gid va cdc hoat dong cd dong
(promotional) qud mifc. Piéu nay IAm cho nha nghién citu phdi thich tng véi diéu
kién 1a: diéu kién c6 trién thi trudng, ma diéu d6 c6 thé din d€n viéc rit ton kém
cho cudc thit nghiém.

Tuy nhién, viéc lya chon hai hinh thdc thuc nghiém (labd hay hién
trudng) hoan toan tiy thudc vio nhu cau nha nghién citu.
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6) Gia tri cia thuc nghiém (Experimental Validity):

Gia tri cia thuc nghiém dudc chia l1am 2 loai: Gid tri ndi (ndi tai); va gia tri
ngoai (ngoai vi).

1. Gid tri ngi (Internal validity):

Gia tri ndi cua mdt thuc nghiém, néi 1én kha ning loai trir cdc ly gidi thay
thé€ cho k&t qua cla thuc nghiém nay. Néi mdt cdch khdc, mot thyc nghiém cé gid
tri ndi cAng cao, khi hiéu tng clia cdc bi€n ngoai lai cang thap.

2. Gid tri ngoai vi (Exernal Validity):

Gi4 tri ngoai cia mot thyc nghiém, néi 1én kh3 ning téng quat héa két qua
cta thyc nghiém cho thi trudng thiat. C6 nghia 1a, khi hién trudng thuc nghiém cang
gin vdi thi trudng that bao nhiéu, thi gid tri ngoai cda thuc nghiém nay cang cao
bay nhiéu.

Sau day la bing tém tit nhitng dic diém clia hai hinh thitc thi'c nghiém, cin
c vao d6 ma nha nghién cttu dua ra yéu ciu dé€ chon lya moi trudng thi nghiém
thich hgp.

Pic di€ém Thuc nghiém tai phong thi nghiém | Thyc nghi€ém tai hién truong
Gi4 tri ndi tai Cao Thap

Gi4 tri ngoaivi | Thap Cao

Chi phi C6 kha niing thdp Cao

Thoi gian doi hdi | C6 kha niing ngin Dai

Tinh thuc t€ Thap Cao

7) Neguyén nhan lam giam gid tri cua thuc nghiém:

Mot cudc thit nghiém dudc coi 1a c6 gid tri, khi k&t qud nghién citu cla thi
nghiém nay chi thudc bi€n s6 da dua ra thit nghiém ... chit khong con tily thudc yé&u
t0 ngoai lai nao kh4c nira.

N6i nhu vay, c6 nghia 1a: Trong moi thit nghiém van ¢6 nhitng y€u t& ngoai
lai ¢6 mit trong mdi trudng thit nghiém. Vi thé ta phdi xdc dinh dugc cdc bién s6
dé, kiém sodt dugc ching.

V6i nhitng 1y do trén, trude khi nghién cttu dén cdc thuc nghiém, ta phdi
nim dudc s6 nguyén nhan giy ra sai léch, din dén viéc lam gidm gid tri noi -
ngoai ctia thuc nghiém. DuGi diy la nhitng nguyén nhin chinh, thong thudng la
nhitng y€u t6 bén ngoai nhu:

1. Lich sut:
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La nhitng bi€n ngoai lai bén ngoai xuat hién trong thdi gian thuc nghiém, né
xud't hién giira hai 1an do ludng trudc (O;) va sau (Oy).

Vi du: Ngudi ta dang thit nghiém vé mot nhin hang hay mot san pham, dé
do ludng hiéu Gng cia cdc chuong trinh quang cdo da dugc tung ra. Ngudi ta da
thim do lugng hang ban truc va sau chién dich, va nhan thdy, c6 mdt bi€n s6 khic
lam 1éch két qua nghién citu; P6 1a: Trong thdi gian nay, nhan hiéu canh tranh ting
gid, gdy nén hiéu tng vao k&t qué cda thuc nghiém.

. Viéc ting gid nay, 1a cdc bi€n bén ngoai thyc nghiém, vad né xuit hién
trong khodng thdi gian thuc nghiém.

. Nhu viy, viéc ting gid cta nhdn hi€u canh tranh s€ lam gidm gid tri ndi
cta thuc nghiém va day l1a nguyén nhan lich si.

2. Loi thoi:
L4 bién s6 khong 1 rét, né thay ddi dan phan ng clia ngudi tiéu diing qua
thdi gian.
Thay d6i nay 1a k&t qua clia thdi gian, va c6 thé 4nh hudng dé€n nhitng don
vi thuc nghiém.

Nhu vdy, tuong ty nhu lich st, 16i thdi 1a cdc bi€n ngoai lai, xuat hién trong
khodng thdi gian thuc nghiém. N6 xudt hién gitta hai 1an do ludng: Trudc (O;) va
sau (Oy).

L3i thdi 1a sy thay d6i clia chinh bdn thin don vi thit theo thdi gian ti€n
hanh thyc nghiém.
Ciing nhu lich stt, 18i thdi s& 1am gidm gid tri ndi clia thuc nghiém.

3. Bo cudc:
D6 1a trudng hgp trong thdi gian ti€n hanh thuc nghiém, mot s6 don vi thir
bd cudc gitta chirng, 1am cho két qua thit nghiém khong tinh dudc.
DAan dén gid tri cla thyc nghiém sé& gidm.
Vi khong biét don vi bd cudc ¢6 ciing mot thdi dd ¥ng xi va cho k&t qua
giéng nhu cdc don vi con lai hay khong?

Tic 1a: Nhitng don vi ti€p tuc tham gia va nhitng don vi b cudc ¢ thé c6
thdi do khdc nhau d6i véi xt 1y cda thuc nghiém.

Nhu vay: C6 sy khdc biét giita hai 1an do ludng truSc va sau ma khong do
tdc dong cla xit 1y, dAn dé€n gi4 tri ndi clia thu'c nghiém sé& bi vi pham.

Vi du: Mot cudc thir nghiém d€ xem thai dd ngudi mua ddi v6i mot miu
hiang mdi. Cudc thit nghiém dugc trién khai qua hodi ngudi tiéu dung. Hoi dudc chia
thanh nhém thuc nghiém va nhém ki€m chitng. Trong qué trinh thi nghiém né&u
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nhém ki€m chiing bé cudc thi s& khong sao bi€t dudc thai d6 cudi ciing ctia nhém
thuc nghi€m con lai.

Hién tugng bd cudc c6 thé 1a do cudc thir nghiém kéo dai qud, 1am cho mot
s6 don vi thit nghiém khong theo d&n cudi cudc thit nghiém dudc.

4. Hiéu ung thit ( Testing effect): C6 2 dang hiéu Gng thi.
- Hi€u tng chinh
- Hiéu tng hd tuong.

a. Hiéu ng chinh: N6i 1én hiéu @ng clia do ludng truGe va do ludng
sau. Khi chiing ta do ludng tru6c thi 1an do ludng nay cé thé lam cho cdc don vi
thuc nghiém nhay cdm doi véi cong cu do ludng. Do d6, hiéu dng chinh s& lam
gidm gia tri ndi cua thyc nghiém.

Vi du: Nhu kinh nghiém cta don vi th trong tra 13i khi do 1udng.

b. Hiéu &ng hd twong: La cédc tdc dong cla do ludng trude tao nén
su phdn @ng cla don vi thir vao x{r 1y cta thuc nghiém.

5. Céng cu do luong (Instrumentation):
N6i 1én tinh khdong dong nhat clia né trong cic 1an do ludng. Tic dé cip dén
thay ddi do st dung dung cu do ludng trong cudc thir nghiém...

Tinh khong déng nhat clia cong cu do ludng sé& 1am chéch k&t qua cida thyc
nghiém va gid tri cia né bi xXdm pham.

Vi du: Trong 1an do ludng truSc va sau, ching ta s dung phdng van vién
c6 cd tinh hodc kha niang chuyén mon khac nhau.

6. Chon mdu chéch:

Sai lam nay x4y ra khi don vi thir dd dudc Iya chon, khong dai dién cho ddm
dong nghién citu. Piéu nay néi 1én viéc chon cdc nhém cho thyc nghiém vdi nhitng
tiéu chudn khic nhau. Thi né din dé€n viéc s& lam gidm gid tri ndi cha thuc
nghiém.

Vi du: Ta c6 3 khodng thdi gian trong 1 ngdy dé ngudi dy van (don vi thi)
dugc tric nghiém nhu sau:
“Tir 8 - 12 gid
ST 1 -4 gid
- T 5 - 8 gids (t61)
Néu ngudi du vin budi sang khic véi ngudi du van budi chiéu, thi két
qua thit nghiém thu dugc sé bi bién dang.

7. Hién truong gid tao:
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Khi ti€n hanh thyc nghiém vdi hién trudng gia, thi gid tri ngoai clia nd
bi vi pham, vi moi trudng thuc nghiém khac rat nhiu véi thi trudng that.

8) Mot s thuc nghiém co ban:
Dudi day 1a mot vai md hinh thi€t k& thyc nghiém tiéu bi€u:
8.1 Mo hinh do luong trudc - sau véi nhém kiém sodt:

(E) EG: RO X 0O,
©) CG: RO; (O]

Tién dé ctia md hinh 12 xem moi tdc t& ngoai lai 1a ¢6 tdc dung nhu nhau
trén 2 nhém; Nhu thé: Sy khdc biét duy nhat giita 2 nhém 12 do viéc xi ly ma
nhém thir nghiém phdi trdi qua.

S& do chii y&u clia khic biét nay c6 thé duge bi€u dién nhu sau:

Hiéu tng ctia x 1y (Treatment effect): TE = (0, -O;) - (O4- O3)
Trong thuc t& nhiéu lic ngudi ta khong st dung thét k& nay vi:

+ T6n kém chi phi.

+ C6 nguy cd gay nhiéu cho d6i tugng.

+ Tinh nhay cdm do hiéu dng tric nghiém c6 trén nhém thuc
nghiém, ma khong c6 trén nhém ki€m chitng nén khong thé tach hiéu ng hd tuong
(nhay cdm héa) ra khoi hiéu Gng x 1y thir nghiém dugc.

+ S& di nhu vay, 12 do cdc cd nhin thi nghiém ¥ thitc hon vé quing
cdo, chénh léch gid, chit lugng san phdm, ciing 13 do trdi qua 1an do ludng trudc
(O).

8.2 Bon nhém thiét ké Solomon, (The Solomon Four Group Design):

N&u nghi ngai viéc do ludng trudc va hiéu ¥ng hd tuong cé thé lam léch lac
céc d6i tugng (don vi thir) @€n mic c¢6 thé 1am hu sy quan tric hién trudng thi ta c6
thé sit dung mo6 hinh bén nhém Solomon nhu sau:

E 1: RO] X 02
C1: RO3 04
E,: R X Os
Cy: R O¢

Ngoai 2 nhém E; & C; nhu nhém do ludng truGe sau véi nhém ki€m soat;

Ngudi ta dua vao 2 nhém: Thir nghiém E, va ki€m ching C,. Hai nhém nay
khong ti€n hanh do ludng trudc thir nghiém.

Cip nhém thit 2 nay ching td k&t qud sé& khong c6 4nh hudng cla viéc do
ludng trudc thir nghiém.

Nhu thé, ta loai bd dudc huéng nhay cdm héa clia hiéu tng tric nghiém vi
khong con x3y ra trong 1an lugng dinh Os.

DPéE biét dugc sy thay d6i trong nhém thuc nghiém E,, ta can u6c lugng dugc
s6 do trudc clia bi€n phu thudc Os,
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Tuong ty, d€ tinh sy thay d6i trong nhém ki€m sodt C,, ta cAn uSc lugng sd
do trude clia bi€n phu thudc O.

Ta di c6 2 s6 do trudc (O & O3) cia nhém thit nghiém E; & kiém soét C;.

Do y&u td ngiu nhién (R) khi lya chon cdc nhém thyc nghiém va ki€m
soat. Do d6 ta c6 thé 18y s6 do trudc ctia nhém E; & C; lam co s§ d€ tinh s& do
truGc cho nhém E; va C,.

Pé dim bio tinh dai dién, ta s& 14y trung binh cdng cia 2 s& do nay lam s&
do truGc ciia nhém E, & C,.

Mb hinh 4 nhém Solomon nay cho phép ching ta tim dugc hiéu ¢ng hd
tuong. N&u goi:

+ TE: Hiéu tng cta thyc nghiém (hiéu tng x1 1y)

+ ME: Hiéu tng thi chinh

+ IE: Hiéu trng hd tuong

+ EXT: Hiéu ttng clia cdc bi€n ngoai lai khic.

Chiing ta c¢6 cdc phuong trinh sau:
.0,-0,=TE + IE + ME + EXT (1)
.04-03= ME+EXT ()
.0s5-1/2(0; + O3) =TE + EXT 3)
.06-112(0;+03) = EXT (4)

Giai hé phuong trinh trén ta c6:

* Hiéu tng cia thuc nghiém: TE = Os - Og
* Hi€u tng hd tuong: IE = (0,-09) - (04 - O3) - (05 -Og)

. Nhitng sai ldm ma 4 nhém Solomon loai duoc dé la:
a. Lich su: Loai dudc
Do diing nhém kiém sodt 1am cd s3 so sdnh.

b. Ldi thdi: Loai dugc
Do dung nhém E; & C,, yéu t6 thdi gian trude va sau khong dnh
hudng.
c. B4 cudc: Gidm bét
Véinhém E,, Cy: C6 tac dung lam gidm bt sai 1am nay.

d. Hiéu tng thi: Loai dugc
Do dung E; & C, nén khong ti€n hanh do ludng trudc, vi thé khong
4nh hudng dé&n 1an lugng dinh sau.

e. Cong cu: Loai dugc
Do khong thay ddi trong viéc st dung dung cu do ludng (ngudi
phdéng van va diéu kién ti€n hanh thit nghiém trong nhém E, & C»).
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f. Chon maAu chéch: Khong loai dugc
g. Hién trudng gia tao: Khong loai dugc.

Tém lai: M6 hinh thi€t k€ 4 nhém Solomon nay di cé ngudi goi 1a: “Mot
thit nghiém dugc ki€m nghiém mot cach ly tudng”. B&i vi:

- Hiu hét nguyén nhin dua dén sai 1Am déu di dudc loai bd d€ dat
dudc gid tri ndi nghi€ém.

- Tuy dugc xem la md hinh 1y tudng vdi gid tri thong tin cao, nhung nd
lai khong duge diing nhiéu trong ti€p thi vi: Chi phi cao & khé thuc hién. (Vi nha
nghién cifu thudng bi rang budc vé tai chinh va thdi gian)

Tuy nhién, md hinh nay gidp ta hiu r6 vé nguyén nhin giy ra sai lim
trong thit nghiém. D€ tir @6 thdy dugc phuong huéng va nim dugc phuong phip
khic phuc, nhiim lam chi dugc trong qué trinh thit nghiém.

8.3 M6 hinh chi do luong sau véi nhém kiém sodt:

Mot bi€n cdch cda nhitng mo hinh thit nghiém trén 12 m6 hinh nhém chi do
ludng sau v6i nhém ki€m sodt. Vi trong md hinh niy khong c6 ti€n hanh do ludng
trude khi xit 1y thit nghiém.

M5 hinh c6 dang nhu sau:
E: R X O,
C: R 02
Mo hinh nay chinh 1a 2 nhém sau E, & C, ctia 4 nhém Solomon.
Vi€t dang nhém thi€t k& nay theo dang nhém thi€t k€ do ludng tru6e sau:
E: Ra X O, Gid str: o 12 s6 do trude thit nghiém
C: Ra O,
Ta c6 hiéu tng x 1y thuc nghiém:
TE = (O] -OL) - (OQ-OL)
=> TE=0;-0;

Nhu vay: Do khong do Iudng trudc (vi du khong phdng van truc) nén c6 1gi
vé kinh t&, dong thdi: loai dudc hiéu tng thi¥, loai dugc 18i thdi, loai dudc lich sit
va bd cudc loai dugc mot phan.

Do d6: Xét vé mit kinh t&: C6 1¢i hon; Gid tri thuc nghiém: dat dugc cao
hon nhém do ludng trude sau v6i nhém ki€m sodt.

Tém lai: M6 hinh nay thudng dudc stt dung trong ti€p thi hién nay vi:
+ La loai don gidn nhat

+ Thdi gian ti€n hanh thit nghiém ngédn
+ Chi phi thap
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+ Mtic d6 chinh xdc: Tuong ddi, gain nhu 4 nhém Solomom

9) Mét sé thuc nghiém cao cip:

O trén, chiing ta vira xem xét nhitng di€m c6t 16i clia nhitng mo hinh thir
nghiém, ma né cho phép nha nghién ctu lam chi hay ki€m sodt dugc mot bién sd
ddc 1ap va udc tinh nhitng hiéu ¢ng clia né dua trén bi€n s6 phu thudc lién quan.

Tt d6 cho phép nha nghién cttu dua ra dugc nhitng nhan dinh thich dang, c6
tinh cach nhan qua.

Tuy nhién, trong nhiéu tinh hudng, nha quin tri khong chi mudn thir nghiém
mot y&u td (bi€n s6) duy nhi't, mad mudn bi€t vé& nhiéu y&u td.

Nhitng thuc nghiém néu trén chi cho phép chiing ta do ludng hi€u Gng ctua
mot x 1y § mot mie x1r 1y.

Vi du: Hiéu &ng ciia mot chuong trinh quang cdo, mdt mic gid, moét chuong
trinh huan luyén nhin vién vao doanh thu...

Vi th€ mot s6 thuc nghiém sau day sé cho phép ching ta do ludng hiéu tng
clia mot xit Iy v6i nhiéu mite khac nhau hoic nhiéu loai xit Iy khac nhau.

9.1 Thyc nghiém ngdu nhién hoan toan:

Thuc nghiém nay cho phép chiing ta so sdnh nhiéu mifc khdc nhau cia mot
Xu ly.

Pé€ thuc hién diéu nay, ching ta phdi gid st 12 cdc bién ngoai lai c¢6 tic
déng nhu nhau vao cdac don vi thi.

Gia st ching ta c6 mot x& 1y véi K mitc khdc nhau (1,2,3.....i......k).
Chon ngiu nhién don vi thlt, va chia ngAu nhién thinh K nhém:
ni,Np....ni....nk,; V6i; (n =n; + ny+ .... ni + ny)

M&di nhém s& chiu mot mitc xit Iy twong ¢ng, va do ludng két qua (Xij) clia
céc don vi trong cdc nhém sé& cho phép ta so sanh sy khdc nhau, néu cé, vé hiéu
rng cla x& 1y ¢ cdc mic dd khac nhau.

9.2 M6 hinh thyc nghiém khoi ngdu nhién:
Mb hinh nay ciing tuong ty nhu thu'c nghiém ngiu nhién hoan toan. Nhung
né c6 sy mé rong hon, & chd:

Véi md hinh nay, chiing ta c¢6 thé loai mdt hiéu ¢ng ngoai lai ma ching ta
nghi ring né sé c6 tdc dong manh nhat trong md hinh ngiu nhién héa hoan toan.

Piéu thi€t y&u 12 mo hinh nay cho ta nhitng thong tin tuong tu nhu mo hinh
ngiu nhién héa hoan toan, nhung né cho phép ta khdo st dugc tic dung do mdt tic
t0 ngoai lai.

Th.s Nguyén Anh Son Khoa Qudn Tri Kinh Doanh



Wghién Citu Marketing - 43.-

Mo hinh thyc nghiém khdi ngdu nhién gitip cho nha nghién cttu c6 thé tich
biét mot y&u t& ngoai lai ra khéi sai 1éch chung clia cudc thit nghiém. Vi th& né
cho ta mot hinh dnh thuc hon.

Trong mo hinh nay, chiing ta cling do lu6ng hiéu ng cia K mic x& 1y khac
nhau (1,2 ...i,k) cia mot xi 1y, va h mic bi€n thién clia bi€n ngoai lai (1,2,....j,h)

K&t quéa do ludng Xij clia cdc don vi thit nghiém cho phép ta so sdnh sy khdc
nhau néu ¢ vé hiéu tng cla xi¥ Iy & cdc mitc dd khdc nhau.

K&t quad do ludng ciing cho phép ta nhian dién xem cé su khdc nhau & cdc
mic bi€n thién khdc nhau clia bi€n ngoai lai khong.

M0 hinh nay dudgc biéu dién nhu sau:

Mic xit 1y
Quan sat 1 2 S T K
1 X1 Xa1 Xii Xki
J Xij X Xij X
h Xini Xon Xihi Xihk

9.3 M6 hinh thuc nghiém khoi vudng la tinh:

- Pay 1a thuc nghiém ma nha nghién citu c6 thé ki€m soit dugc hai bién
ngoai lai:

- Cach xay dung kha phuc tap

- Viéc thuc hién c6 thé rat tdn kém.

Vi th€ néu ti€n hanh thir nghiém theo md hinh nay, ta phdi cAn nhic xem
hiéu qua dat dugc c6 xing dang vdi chi phi phai bd thém ra khong?

P& ti€n hanh thyc nghiém nay, chiing ta phdi c6 diéu kién la:

S6 xtt 1y phdi bing vdi s& mifc bi€n thién ctia cdc bi€n ngoai lai.

(Bi€n NL 1 = Bién NL2 = s& x{¥ 1y)

Ta c6 md hinh 3 X 3 cda thuc nghiém nay dugc bi€u dién trong bang sau

day:
i€n NL1
Bién NL2 1 2 3
1 X1 X2 X3
2 Xz X3 Xl
3 X3 X1 X5
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Nhu vay, d€ 1am mat tic dung clia y&u t6 ngoai lai, md hinh cin ti€n hanh
thit nghiém cdc bién phdp vdi mdi ddi tugng (don vi thi¥) mdi 1An mot bién phap va
thanh mot chudi lién tuc. Nhu viy c6 su ludn phién nhiéu Ian x& 1y. Piéu nay c6
thé s& 1am cdc y&u to ngoai lai bl trir nhau, ty triét tiéu 1an nhau.

9.4 M6 hinh thuc nghiém thita s6:

Thuc nghiém nay cho phép nha nghién ctu do ludng dugc hiéu ng cta hai
hay nhiéu xit 1y, cling nhu khdm phd dugc hiéu ng hd tuong clia chiing.

10) Lua chon mé hinh thuc nghiém:

Trén co sd clia nhitng hi€u bi€t diy di vé cdc mo hinh thiét k€ thuc nghiém,
ma chiing ta c6 thé ti€n hanh lya chon mo hinh thiét k€& thyc nghiém nio d6, dva
vio viéc d4nh gid mot cich ddy dd 3 mit chii y&u sau day:

1. Thoi gian nghién citu:
Né&u chiing ta thi€t k&€ mot mo hinh doi hdi mot thdi gian dai d€ hoan tit, thi
rat kh6 thanh cong.
B&i vi: Do dp luc canh tranh, nén cdc quyét dinh vé quan tri phdi dugc dua
ra nhanh chéng. Piéu d6 c6 nghia 12 n€u md hinh ma ching ta thi€t k& khong ddp
ting dugc vé mit thdi gian thi sé khdng dugc chap nhan.

2. Chi phi nghién citu:
Chiing ta phdi can nhic giita k€t qua nghién cu va chi phi bd ra.
B4i vi: Néu 14y mot md hinh doi hdi chi phi cao khi sit dung, thi chic gi da
ddm bdo 13 k&t qua bu dip dugc vi nhitng bat 1¢i tai hai tiém 4n do k&t qua khong
chinh xdc gay ra.

Do d6 gin lién véi chi phi ctia mo hinh thyc nghiém, phadi 1a @6 chinh xdc
clia k&€t qud mong mudn dat dudc.

3. Tinh bi mdt cua viéc nghién ciu:
Pay 12 mot yéu cau c6 thé chi phdi quyé&t dinh d&n viéc lya chon mo hinh
thuc nghiém; nhim che ddu truSc ddi thd canh tranh vé chi€n lugc cla minh.

Tém lai: - NEu da chon md hinh thit nghiém, ta phdi chon trong cdc md hinh
da biét.

- Chon md hinh ndo thich hop v6i yéu cAu clia cdng viéc nghién ciu thi
chon.
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CHUONG 3 :
XAC PINH DU LIEU, PHUGNG PHAP
THU THAP THONG TIN SO CAP VA THU CAP

I/ NHUNG MUC TIEU CUA DU LIEU:

Muc tiéu ctia cudc nghién citu dugc xuit phdt tr muc tiéu clda ngudi ra
quyét dinh (kh4ch hang - ngudi sit dung k&t qua nghién citu).

Muc tiéu cta dit liéu phdi dugc xut phat tif muc tiéu nghién cifu né bao
gdm cdc van dé nhu:

+ MBbi loai dit liéu nhim phuc vu cho nhitng muc tiéu gi?

+ Loai dit liéu cu thé gi phit hdp cho nhitng muc tiéu néu trén?

+ C4c loai dit liéu nay dugc thu thap bing cdch (hay phudng phdp) nao?

Viéc dinh 6 muc tiéu tu liéu thudc nhiém vu cda nha nghién cttu, nhim
chuyén héa tir nhitng yéu ciu clia ngudi ra quyét dinh thinh mot yéu ciu cu thé vé
nhitng loai tu liéu can dén.

Nhitng yéu cau ma dit liéu can phdi ddp Gng 12 ddm bdo dudc 3 nguyén tic
tdng quat sau:

+ Dir liéu phai c¢6 gia tri: N6 phdi lugng dinh dugc nhitng vin dé ma cudc
nghién cifu can lugng dinh.

+ Dit liéu phdi c¢6 do tin ciy cao: Nghia 13, n€u 1ap lai cing mot phuong
phép, thi k&t qua thu dugc 1a duy nhat.

+ Dif liéu thu dugc phai ton it thdi gian va chi phi (vé6i chi phi thu thip ¢
thé€ chip nhin dugc).

Ngoai ra, nha nghién cttu Marketing con phdi cin ¢ vao nhitng muc tiéu c4
nhian va cdch thic ra quyét dinh clia cdc khdch hang (ngudi “dit hang” nghién
cttu). N&€u khong, khach hang c6 thé mat tin tudng & két qua dat dugc cda cudc
nghién citu va chdi bé cac két qua do.

II/ PHAN LOAI DU LIEU: Cé 2 cidch phén loai di lidu:

- Theo bdn chit (Pic tinh) cta dir lidu.
- Theo chtic ning cia di liéu.

1) Ban chit (diic tinh) cua dif liéu:

Duva vao dic tinh cta dit liéu, c6 thé phan dit liéu ra cac loai nhu sau:
1.1 Su kién: thuit ngit nay bao gdm nhitng sy’ lugng dinh hoic do ludng
vé nhitng gi that sy ton tai hay da ton tai.
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Sy kién gdm céc loai nhu sau:

Din s6 (nhan khiu) hoc: La dif kién thudng diing trong tu liéu, trong

ti€p thi, trong viéc mo t kinh té.

Vi du: Trong cdc cudc thim do xd hdi hang nim, ngudi ta biét dugc 1di
tiic cia 1 gia dinh 12 bao nhiéu, thanh phan gia dinh nhu thé nao, tudi tic cda moi
ngudi trong gia dinh... déu dugc coi 1a sy kién dan sd hoc.

Kién thitc (su hi€u bi€t): LA nhitng gi ma con ngudi biét d&€n, hay c6 thé
d6 1a nhitng uwGc vong cla con ngudi.

Vi du: Nhitng van dé nhu ki€n thifc clia ngudi tiéu ding, sy y thic clia
ho v& mot sdn pham nio d6, 12 nhitng vi du cho thdy mitc d6 hiéu qua cia cong tic
truyén thong trong qui khif va né ciing c6 ¥ nghia 16n khi xdc dinh muc tiéu va qui
mo cua hoat dong quing cdo trong tuong lai.

Quan di€m, chinh ki&n, nhin dinh:
Pay la dit kién rat c6 y nghia, vi né dnh hudng dén cdch cu xi, thdi do clia
nhiéu ngudi trong viéc mua, ban v.v..

Du tinh: LA suy nghi v& hanh dong ma dan ching c6 sin trong dau,
- La thdi do x{t sy sdp t6i ctia ho.
- Mitc @6 ma dan ching c6 dy tinh trong &ng xt vé mot hoat dong
ti€p thi nao d6 hay ho sé& thay ddi y dinh vé hanh dong tiéu dung, d6 13 nhitng
thong tin then chdt trong ti€p thi.

DPong cd: Viéc khai thic dong co tiéu dung nhiéu khi khong 1am dugc,
thudng l1a khé khin trong viéc xdc dinh dugc nguyén nhin sdu xa bén trong clia con
ngudi. Vi th€ ma cdc nha ti€p thi chiu trd gid cao dé€ c6 tu liéu néi vé dong co thic
ddy tiéu diing d6i véi mén hang ho dua ra.

2) Cac chiic ning cua dit liéu:

D liéu c6 4 chiic ndng ¢G ban sau:

1. Hai chitc ndng ddu tién: P6 13 dit liéu phidn 4nh nguyén nhin va dit liéu
phén 4nh két qud dudc dién t:
Y =1 (X) Y: Ham theo X
X: Nguyén nhan.
Vi du: Viéc cdc nhd nghién cttu mudn xem viéc bi€u dién thdi trang
(nguyén nhan) c6 tdc dong d&€n ngudi tiéu diing mua nhitng loai quan 4o thdi trang
d6 khong? (két qud).
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2. Mé td tinh hudng: Dung d€ md td mot miu hay phin tiéu bi€u clia dan
cu ma cudc nghi€n cttu da thyc hi€n.

3. Nhdn dang nguén thong tin: C6 nghia 13 phdi 1am r6 ngudn thong tin.Cu
thé 1a nhitng dit liéu vé tén ngudi dd phdng van, dd quan sat; vi tri, noi cdc dit liéu
dudgc thu thap.

111/ NGUON GOC DU LIEU:

Dif liéu c6 nhiéu ngudn goc.

M&i mdt du 4n nghién cttu déu phai xdc dinh 16 cdc loai dif liéu dic thu clia
no.
Chiing ta phai x&p loai tdng quat cic dit liéu theo ngudn. Ngudn dit liéu bao

gdm 3 loai ma cdc nha ti€p thi thudng sit dung, d6 Ia:
1) Nguén dif liéu cap 2 (thi cAp):

L nhitng dit liéu ngudi ta di thu thap, cung cip sin. D6 c6 thé 1a nhitng s&
liéu ndi bo clia chinh ngay trong cong ty.

Ngudn dit liéu cip hai & bén ngoai Cdng ty gdm: Sdch v&, bdo chi, nhitng
ban bdo cdo di dugc phd bién, sd liéu dich vu, hoic “ngin hang dit liéu” do cic
mdy dién todn cung cip .v.v..

2) Neudn dit liéu cap 1 (D liéu goc hay ban diu - so cip):

Ngudn dit liéu nay do cd nhin, gia dinh hay céc t8 chiic cung cap.
Ngay nay, ngdy cang c6 nhi¢u nhitng nhém ngudi chuyén cung cip thong
tin hodc 1a G tirng thdi diém, hoic 1a 1au dai.

3) Vi tri hay dia di€ém dif liéu dugc thu thap:

Vi tri clia ngudn dit liéu thong thudng dugc chia 1am 3 loai:

(1) Ndi sinh s6ng clia ddi tugng.
(2) Noi doi tugng lam viéc
(3) Trén dudng phd hay trong liic di chuyén.

Vi du: Viéc chi dinh (mdi ngudi tham gia nghién citu) d6i v6i nhitng doi
tugng (con ngudi) khdong dinh trudc, ma nha nghién cfu gdp & nhitng khu chg mua
sim (Shopping Small) 1 mdt trong nhitng diém thu thap thong tin.
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1V/ THU THAP VA SUDUNG CAC DU LIEU THU CAP:

Pay 1a cdc thong tin va dit liéu c6 sdn, khic vdi thong tin ban dau 13 thong
tin so cip, do nha nghién ctfu ty thu thip bing cdc phuong phdp ma chiing ta s& dé
cip & cdc phin sau.

- Stt dung thdng tin c6 sin thudng la ti€t kiém chi phi, thdi gian va cong siic.
- Tuy nhién cdc loai thdng tin thit cAp nay & Viét Nam hién nay con rat
thi€u s6t va phan tdn.

Ngudi ta thudng phan chia cdc thong tin nay thanh 2 loai, tly theo sudt xit tir
bén ngoai hay trong ndi b cong ty.

1) Neudn thong tin ndi bd cong ty:

Ngay nay, cdc cong ty kinh doanh déu luu giff rit nhiéu so liéu:
Céc sO liéu noi bd nay c6 thé phan thanh hai loai chinh:

+ Loai thit nh4t: La céc tai liéu ¢6 chita dung nhitng s6 liéu da do ludng
dugc vé mot vin dé gi d6, ching han vé& doanh thu qua thdi gian.

Nha nghién ctu c6 thé sip x€p chiing lai theo mdt khudn khd. Thich
hgp va phan tich chiing theo nhiéu cich.

+ Loai tht hai: La cdc tai liéu chita dung cdc thong tin c6 thé do ludng
dudc. Pay 13 nhitng thong tin khong ghi lai dudi dang s6 lugng. Do d6 budc dau
tién 12 nha nghién citu phai gdn cho ching tri 8. Chdng han nhu céc thu tir khi€u
nai vé chat lugng san phim, vé gid ci, dich vu, hodc cdc bdo cdo clia bd phin ban
hang vé viéc ti€p xic véi khach hang, hay vé€ cdc cudc trung bay hang héa cla ddi
thd canh tranh.

Nhu vy, nha nghién citu chi ciAn mit cong liét k& hay ma héa cic s6
liéu trong cdc thong tin thudc hai loai trén 1a dd cho nha quén tri Marketing c6

dugc cdi nhin méi mé vé van dé.

1.Cdc loai hd so ndi bé chita dung nhitng dit liéu da do luong duoc:

* Cdc bdo cdo ban hang:
+ Pudc thu thip qua nhiéu nim khi td chic lai va phan tich, cdc bdo
cdo nay c6 thé cho thiy dugc tic dong clia:
. Gid ca
. Chi phi quéng cdo
. Hay ctia vu mia trong nim hoic ctia thdi tiét .v.v...Ddi v6i

doanh thu.
+ Khi xem xét, cin gid thi€t ciac y&u td khic khong ddi, ta phan tich
riéng tdc dong cla tirng nhan t& ddi vé6i sd cau.
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+ Dua vao két qui qua khit, nha nghién citu c6 thé du bio tuong lai
bing cich st dung cdc phuong phap hdi qui tuy&n tinh hay phi tuyé&n tinh.

* Céc héa don ban hang:

- Phan tich cdc héa don ban hang mot ciach ky ludng, c6 thé dem lai
nhiéu kham phd quan trong cho nha nghién cttu ti€p thi vé nhitng gi dang dién ra
tai mot thi trudng ddc thu nao do.

Viéc phan tich chi ti€t cdc héa don ban hang cé thé cho phép tinh dudc
doanh s6 binh quin ctlia titng thuong vu.

Khi ddi chi€u véi chi phi phdi bd ra d€ thyc hién mdt thuong vu, nha
nghién cttu ciing c6 thé thdy ring c6 mot vai khach hang khong dang bé cong mdi
chio hoic c6 vai loai sdn phdm khong ddang ton kho, bdi vi: Chi phi s& 16n hon 1gi
nhudn mang lai.

Ngay thiang ghi trén cdc héa don ciing giip cho bi€t mic dd thudng
xuyén thim viéng clia nhan vién ti€p thi va thdi gian binh quén giita cdc 1an thim
vi€ng (Gia st mdi 1an thim vi€ng déu 1am cho khich hing mua hang). Pem d6i
chi€u v6i doanh s8, ta c6 thé thdy dudc nhan vién ti€p thi c6 phan bd tan s6 thim
viéng ty 1& v6i doanh thu mong dgi hay khong.

Phan tich héa don con gidp ta phat hién cic sai sét do tinh todn nham,
hoic cdc sin phdm ban khong chay, hay 13 sy y&€u kém cda mot s6 nhin vién niao
dé vé mit nghiép vu.

Viéc phan tich cling gidp cho viéc kiém tra lai doanh sd clia mot khach
hang ndo d6 c¢6 phi hgp véi don dit hang do khdch hang 4y glri dén hay khong?

Ngoai ra, néu c6 dugc dia ban cu trid cia khiach hang ghi trén héa don,
ta s& phan tich thém nhiéu van dé:
. Mot dia ban md&i c¢6 hita hen mdt thi truGng mdi?
. C6 cin bd sung thém nhan vién ban hang?
. Khi tung sdn ph&m md&i vao thi trudng phan tich héa don cé thé cho
tha'y vé cdc khdch hing mua sdn phim mdi thudc vé loai ndo, nhém nao hay dia
ban nao dung thit sin phAm mdi 4y nhiéu hon cdc nhém khac hay dia ban khéc.

* Cdc bdo cdo ban hang cia cdc cd s§:

Nhiéu cong ty yéu cdu cdc cd sd phdi bdo cdo cdc thdng tin vé chi phi, hoic
bdo cdo miéng vé& cdc 13i binh phim, ddnh gid ctia khiach hang, cic cudc néi
chuyén phi€m & cdc budi trung bay sdn phim, hay 13 hoat dong ctia d6i thii canh
tranh.

Panh gid vé chit lugng clia cdc bdo cdo d6 c6 thé dude ding nhu mot thudc
do vé thanh qua clia nhan vién bdn hang.
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Céc 1an chiéu dai khiach hang (trong ti€p thi cong nghiép) ciing cho biét
phong cdch hoat dong clia nhan vién ban hang, ddng thdi cho biét pham vi va cdc
co hoi c6 thé quan hé vdi khach hang.

Céc bdo cdo ciing cho bi€t khu viuc do mot nhan vién nao dé phu trach 1a
qud rong hay qui nhiéu cong viéc.

* Cdc hd so khic:

Pa&i véi nhiu cong ty, ¢6 cac thu dit hing nhiéu loai hang (ching han nhu
Xa bong hay dau goi dau dung trong cdc khach san, hoic khin gidy tim huong liéu
diing cho cdc nha hang...) c6 thé 1a ddu hiéu gitip khdm ph4 ra cic thi trudng méi
vé dich vu.

Khi cong ty mudn ti€p thi sdn phdm, thi hd sd k& todn ciing gitp kham ph4
ra cdc khach hang tuong lai, dwa vio mifc thu nhdp nio d6 thich hdp d€ mua loai
san phdm lién hé.

2. Cdc loai hd so ndi bd chita dung cdc dit liéu cé thé do luong duoc:

Do nhiéu hd so clia cong ty khdng & dang con sd dinh lugng, nén can lugng
héa ching d€ c6 thé phan tich dudc cho muc tiéu nghién ctu:

* C4c thu khi€u nai:

- Nhiéu cong ty trong qud trinh hoat dong kinh doanh, thudng nhin dugc
khong it thu khi€u nai hay than phién vé dd loai vin dé. Song it c6 cong ty nao hé
thong héa, luu trit va phan tich chiing. Cdc nha nghién cttu chi cAn ma héa chiing
mot cach don gidn theo cdc pham tru sau:

+ San phaim hay dich vu lién quan dén sidn phim.
+ B4n cha't ctia 15i khi€u nai, than phién.

+ Nhén vién ban hang.

+ Ngay thang va dia di€m x4y ra van dé.

+ C4c dic trung clia ngudi khi€u nai.

- Khi st dung céc s& liéu ndy, can lvu y 2 di€m:

+ Thit nhat: Cdc thu khi€u nai, than phién khong mang tinh dai dién
cho moi khich hang gip phdi vin dé cin khi€u nai v6i cong ty; cac khiach hang
nhiit nhat it hoc s& khong viét thu, mic di ho rdit mudn 1am nhu vy, nhém khach
hang ndy c6 khi chi€m da s0.

+ Thit hai: Cdc 15i than phién, khi€u nai nhan dugc khong dai dién cho
tdt cd cédc loai than phién, khi€u nai c6 th€ di x4y ra, nhung khong dugc néi 1én.
Chiing c6 thé rat c¢6 ich vi chi ra nhitng vdn dé ri't quan trong cho cong ty.

Vi du: Thudng khi mot san phim that bai, khong dudc thi trudng chap
nhan d6i khi chi vi nhitng so suit nhd, ching han nhu: mot tdi xdch khé md day
kéo, mdt may anh hay ddt day, hay mot loai dau gdi dau lam cho ngudi gdi c6
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cdm gidc thodi mdi v6i mui thom, nhung lai lam cho ho that vong vi hay c6
gau.v.v...

Vi th€, mot nha nghién citu c6 kinh nghiém chi cAin mdt vai 15i than phién 1a
c6 thé khdm phd ra mot van dé rit quan trong trong thi€t k€ nhim hoan ti't sin
ph&m, bao bi hay phuong thifc bin hing.

* C4c thu binh phdm, khen nggi:
Thudng c6 mot s6 khdch hang vi€t thu, goi dién dé khen ngdi hoic binh
phdm, néu 1&én cdc van dé vdi Cong ty.

Ching han, mdt tJ bdo c6 thé phan tich cdc thu ddc gid gdi d&€n d€ bist dude
xu huéng chung trong gi6i ngudi doc, ho dang thich nhitng gi; va ho mudn c6 thém
nhitng g1?

* Cdc tai liéu khac:

Cidc ghi chi trén lich t3 hay cdc budi hop, hen gip trén lich cong tic, khi
dugc hé thdng héa, s& gitdp nha qudn tri ti€p thi bi€t dugc thdi gian lam viéc cda
minh di dugc phin bd ra sao; bao nhiéu thdi gid danh cho hop hanh, danh cho viéc
ti€p xdc khdch hang, gidm sit nhan vién ban hang .v.v... Phin b8 nhu viy di hop
1y chua?

3. Cdc trung tdm théng tin:

Nhitng cong ty 16n clia cdc nudc phat trién phan 16n déu thiét 1ap cdc trung
tam thong tin d€ tdng hop va xi 1y cdc s6 liéu ndi bo.

Trung tAm thong tin 1a don vi 1am cong tic tu van vé dich vu cho cong ty.
Trung tAm nay x4y dung cdc phan mém va cdc mang vi tinh dugc gin véi
hé thdng mdy vi tinh & tdng cong ty d€ mdi nhan vién lién hé déu c6 thé ding mdy

vi tinh d€ truy xuat dugc cac sd liéu ndi bd tir co sé dif liéu chung.

V& phia cic nha quén tri: Ho déu phai qua khéa hudn luyén d€ biét 1a dang
c6 cdc co sG dit liéu nao va cdch st dung ching ra sao.

o} Viét Nam hién nay viéc thi€t 1ap céc trung tAm thong tin chua ph5 bién,
vi thi€t 1ap dugc nhitng trung tAm nay 1a hét sitc tdn kém.

2) Ngudn thong tin bén ngoii cong ty:

Ngudi ta ciing c6 thé chia cdc ngudn thdng tin bén ngoai cong ty thanh hai
loai:
- Loai da do ludng dugc: La cdc ngudn chii yéu clia nghién citu tiép
thi ta c6 thé xin hodc mua dugc tif cd quan thong ké hay cac bai bdo.
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- Loai c6 thé do ludng: La cdc mic gid, quing cdo ... clia cic ddi thi
canh tranh.

1. Cdc loai thong tin bén ngoai cong ty da do luong duoc:

* Céc s liu chua xi¥ 1y tir cdc ngudn thdng tin thit cAp:

Pay 1a cdc bdo cdo, cdc nghién cttu chuyén dé clia cdc bd nghanh, cic co
quan trung uong hay dia phuong. 3 cdc nube phdt tri€n, cdc tai liéu ndy c6 sin tai
cac thu vién.

Do ngan sdch c6 han va khong di thdi gian, thi€t bi va trinh do chuyén siu
dé phan tich sd liéu chua xi¥ Iy. Vi th€ nha nghién cifu c6 thé st dung cdc thong tin
nay nhu 12 gidi phdp thay thé tot nhat.

& Viét Nam trong tudng lai gin, chi cdn 1 mdy vi tinh ndi mang, nha nghién
citu c6 thé ti€p xiic v6i vd s6 cdc ngudn thong tin thit cAp loai nay.

2. Cdc loai thong tin bén ngodi cdng tv cé thé do luong duoc:

Pay Ia nhitng thong tin & dang dinh lugng, do d6 nha nghién ctu can tim
hinh thitc thich hgp d€ lugng héa chiing.

* C4c chi phi quing cdo clia ddi thd canh tranh:
Van dé c6 tAm quan trong sinh ti¥, 12 nha qudn tri cAn bi€t rd vé€ cdc chién
lugc clia ddi thii va phuong cach thay ddi clia chién luge d6 qua thdi gian.
C6 nhiéu ddu hiéu d€ nhan bi€t vé chi€n lugc dé, ching han nhu: cic quing
cdo trén dudng phd, trén bio chi, dai phat thanh, truyén hinh .v.v...
Cin ctf vao d6 ma ta c6 thé udc luong chi phi va qua d6 ma du todn dugc
chi&n ludc clia d8i phuong.

* Noi dung quing cdo clia doi tha:

Sau khi thu thap cdc quing cdo clia ddi phuong, ta phan tich noi dung dé
nhan bi€t cdc chi dé chinh, c4c khdc biét trong chi€n lugc nhim vao cdc thi trudng
muc tiéu, va cd 1& quan trong nhat 13 cdc chuyén huéng chién lugc rat tinh t€ cling
thdi gian cda doi thd canh tranh.

Muén phin tich ni dung mot cach c6 hé thdng, ta cin phai dua ra dugc cic
bing chitng ghi chép khich quan.

Phan tich ndi dung 1a mot ki thuat c6 thé d4p dung cho quing cdo va cho céc
tai liéu bén ngoai khic c6 thé do ludng dugc. Ching han nhu cdc bdo cdo hang
nim ctia ddi thd, cdc tuyén bd trén dai, bdo, thu chao hang hay thu diéu tra, cdc
bao bi .v.v... cia ddi thd canh tranh.

* Du ludn cOng chdng:
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Céch thiic cdng ching nhin nhian vé cong ty, va chuong trinh tiép thi clia
cong ty thudng phdn 4nh kha 16 nét qua bdo chi, nhit 12 bio chuyén nganh.

Hé thong héa cdc cach ddnh gid cda bdo chi va clia gidi chuyén mon bén
ngoai, cong ty sé c6 dudc cdc két qua nghién cifu quan trong.

* Tai liéu tinh bdo ti€p thi vé ddi thd:
Trong nén kinh t& thi trudng, mitc dd canh tranh gay git. Vi th€ cong ty cin
thu thap c6 hé thong cdc thdng tin vé ddi phuong. Thong thudng cdc thong tin nay
gdm:

+ Cdc tuyén bd trén b4o chi

+ C4c bai dién vin cla cdc cidp quan tri ctia Cong ty doi th.

+ Cdc bai bdo do cdc nhan vat trong Cong ty ding trén cic bdo phd
thong va chuyén nganh.

+ BAt cit tai liéu thong bdo ndi bd nao ciia Cong ty doi phudng c6
thé c¢6 dugc ma khong pham luat.

+ Cdc bing phdt minh ctia ddi phuong dang xin cip

+ Céc thay d6i nhin sy cao cAp clia Cong ty d6i phuong v.v...

Tém lai: Du ngudn thdng tin tir ddu, bén ngoai hodc bén trong ndi bd Cong
ty, vin dé quan trong 12 phdi déu din thu thap dir liéu, hé thdng héa va luu trit
chiing thudng xuyén, sau khi da tém ludc vin tit ndi dung va ma héa chiing d€ tra
cttu.

Ngay ca 1 d4au hiéu nhd cho bi€t d8i phuong dang thay ddi chién lugc ciing
rit quan trong vi né gidp nha qudn tri ning cao cdnh gidc va dé ra sich lugc ddi
pho kip thoi.

V/ LUA CHON PHUONG PHAP THU THAP THONG TIN SO
CAP:

Khi c6 s6 liéu ban ddu (nguyén thly - sd cAp) d€ gidi quy&t mdt van dé
Marketing cdc yéu ciu quan trong hang diu ctia né la:
- Tinh thich dang
 Tinh kip thdi
- Vi chi phi c6 thé chap nhan dugc.

DPé€ c6 dudc so lidu, ta phdi 4p dung cdc phuong phdp thu thip thong tin, ma
chiing ta s& 1an ludt dé cAp dé&n trong phin nay.

Tuy nhién, chiing ta cAn phdi nhd ring, phuong phip nio ciing c6 mit han
ch&, bén canh cdc wu di€m, vi th€ ta cin phdi chon lya phuong phdp thich hgp cho
tirng van dé cu thé trong viéc thu thip thong tin.
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Bén canh d6, ta phdi xem xét rat k§ cdc ngudn goc giy ra sai 1éch cho két
qui. P6 c6 thé 1a sai s& do thi€t k& bing cau hdi kém, sai s& do viéc chon miu va
sai s6 do ngudi phdng van hay vAn vién gy nén. Ngodi ra con cé sai s6 do ngudi
trd 15i. Sai s6 nay c6 thé gidm thi€u bing viéc chuin bi k§ ludng cho bing ciu hdi
hay cho qud trinh quan sit.

N6i chung, cic phuong phap chi y&u d€ thu thip thong tin so cdp (nguyén
thay) la:
- Piéu tra (biing thu tin, bing phdng van c4 nhan, biing dién thoai).
- St dung c4dc nhém cd dinh
- Céac nghién cttu da dung
- C4c nhém dién hinh (chuyén dé)
- Nghién cttu bing phuong phdp quan sit
- Cudi ciing 12 k&t hgp cdc phuong tién truyén thong .
Sau day ching ta sé& di vao titng phudng phap cu thé.

1) Piéu tra bing thu tin:

Ta giti mot bing cau hdi cho ngudi dude xem la ddp vién tuong lai, né€u moi
viéc trdi chay, ho s€ tra 16i va gui tra lai cho ta. Tuy nhién, moi viéc khong phai
lic nao cling suéng sé nhu vdy. Tuy vdo muc tiéu cda cudc nghién citu ma quyét
dinh c6 nén st dung phuong phdap nay hay khdng, vi phuong phdp nay khdng phai
bao gid ciling hoan hio, bén canh nhitng mit manh, né ciing boc 1o nhitng di€m

’

yéu.

1.1 Uu diém:
- Biéu tra bing thu tin ¢6 thé dé cap d&n rat nhiéu van dé khic nhau.
Do khong gip mit dap vién, nén cé thé hdi ci nhitng van dé riéng tw, ma néu d6i
miit s& rat kho hoi.
Vi du: . C6 thé héi gi6i nit v& nhitng van dé riéng tu ctia ho vé cudc
song, tudi tic va quan hé.
. Hay héi nam gi6i vé van dé thu nhip, vui choi gidi tri,... néu ta
bdo ddm tinh cdch v6 danh cho ngudi tra 15i.

-Bang cau hdi c6 thé thi€t k& ra't dai, né€u van dé dit ra 1am cho
dap vién hing tha.
Vi du: Phuy nif c¢6 thé bd ra cd gid ddng hd d€ tra 13i rat chi tiét cdc cau
héi vé my pham, thdi trang hay nhitng ngdi sao dién 4nh ma ho wa thich.

- Thuan 1gi cho ngudi trd 131, vi ho c6 thé trd 13i vao thdi gian
nao ma ho rdnh rdi; ho con c6 thdi gian d€ suy nghi k§ vé cu tra 15i.

Ngoai ra ta con ¢6 thé giti kém theo cdc miu sdn phAm minh hoa dé hd trg
thém cho cdc cau hdi khao sat.
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- Chi phi mdi thu trd 15i c6 thé ré, v6i diéu kién nha nghién ctu ti€p thi
phdi I1a chuyén gia bi€t ciach dat dudc ty 1é trd 13i cao trong tong sd thu gt di.

- Céc cudc khdo sat bing thu c6 thé vuon tdi cdc hd gia dinh va Cong ty
G bat ky nadi dau.

- Mot trong vu diém chinh ciia viéc khdo sit bing thu 13 chi phi thap
nhit trong cdc phuong phdp khdo sit va dé thuc hién. Do dé d6i véi nha kinh
doanh hay quin 1y doanh nghiép nhd, viéc khdo st bing thu rat hdp din.

- Khong bi van vién lam cho sai l&éch két qud, (vi khong st dung dén
van vién).

Vi du: N&u van vién 12 ngudi qué dep, hay qué tho 1 ciing ¢6 kha niing 1am
dnh hudng d€n ngudi tra 15i.

1.2 Nhuoc diém:
Du ¢6 dugc thuc hién that hoan hdo di ching nira, diéu tra bing thu tin vin
¢6 nhitng nhugc di€m sau day:

- Khung dé€ chon miu (hay danh sich nhitng ngudi ma ta sé& gii thu
phdng Van) mang tinh ¢& dinh, thi€u linh dong, khdc v6i nhiéu phu’dng phép diéu
tra khdc. O day gi4 tri cda viéc chon miu tuy thudc rat nhiéu vao van dé 1a danh
sdch ma ta giti thu dugc hoan chinh d&€n mic nao.

- Trong diéu tra bing chi phi, it c6 khung miu nio mang tinh diy di va
dudc cap nhat kip thoi.

- Ty 1& trd 15i thap, doi lic chi 1a 10% trir phi c6 kinh nghiém khi ding
phuong phap nay.

. Do ti 1& trd 13i thap, nhitng ngudi trd 151 s& khong nhat thi€t dai dién
cho ngudi khong chiu trd 13i. Vi thé, két qua tong thé thu dugc sé& cho ta hinh dnh
sai léch.

. Ngoai ra, ta ciing cAn chid y dén van dé vin con mot ty 1& ngudi
khong biét chit, do d6 khong thé trd 15i phdng van bing thu.

- b6 dai cia bang ciu hdi bi giGi han, bdi vi n6i chung cac bang cau hoi
déu mang nd6i dung it gdy hitng thi cho ngudi trd 15i, do d6 ciu hdi ngin gon, (trir
trudng hdp ngoai 1& 13 badng cau hdi c6 ndi dung hitng thu, thi mdi c6 thé thiét k&
dai).

- Khong kiém soat dugc dap vién, nhitng cdu trd 13i cia ho 1a c¢6 suy
nghi hay tr3 13i bira? Ta ciing khdng c6 cd hodi d€ gidi thich vé cau hdi cho ho, hoic
héi lai cho rd ¥ nghia ctia ciu tra 10i.

- C6 thé ngudi tra 15i khong phdi 1a d6i tugng ma ta mudn héi, do d6
thong tin thu dugc s€ sai lac.

1.3 Ap dung phuong phdp phéng vin béng thu:
Sau khi da hi€u rd wu, nhugc diém, ta c6 thé 4p dung phuong phdp phdng
vaAn nay trong nhiéu trudng hop:
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Thudng né dugc st dung dé thu thap thong tin tif nhitng ngudi ma ta khé
1ong d6i mit. Chang han nhitng ngudi § qud xa xdi, phan tdn, hodc nhitng nha kinh
doanh (muén gip phai qua bdo vé, thu ky....), hay nhitng ngudi sdng trong khu danh
riéng kho vao.

C6 thé dung trong nhitng vin dé khé hdi, riéng tu hay t& nhi.
Vi du: Nhu k& hoach héa gia dinh, thu nhap riéng, chi tiéu, dau tu c4 nhan...

Pugc st dung khi d6i tugng cuc ky thich thd v6i mdt van dé nao d6.
Vi du: Phu nif véi m§ phdm, thdi trang, cdc nha quan tri vi cdc van dé clia
quan tri, hay cdc nha chuyén mon trong mét linh vuc nao do.

1.4 Cdi tién hiéu qud ciia phdng van bdng thu:
Tru6c nim 1970, 8 My khi phdng van bing thuy ma nhan dudc thu trd 15
trén 15% 12 mot thanh cong 16n. Sau nim 1970, ngudi ta da cdi ti€n phuong phdp
diéu tra ndy, hiéu qud thu dudc di gia ting ro rét, nhd vao cic bién phdp sau:

Thong bao trudc cho ngudi dude phdng van:

- Thong bdo trude khi gl bang cdu hdi khodang chitng 5 ngay trd lai.

- Thong bdo cin don gidn, nhu dusi dang mdt buu anh, cé ghi day dd ho,
tén, ngud1 nhan. (tranh nghi chung chung).

- Trudng hop d6i tuong thudc giGi kinh doanh hay nhin si, hoic néu can gidi
thich trt6c muc dich yéu ciu, hay can bdo truSc d€ ho xin cap trén cho phép tra 13i
nhitng cAu hdi vé sd liéu kinh doanh, thi nén ding hinh thitc thong bdo 12 mdt bitc
thu.

- Khi bing cau hdi kha dai, hodc van dé chua chic gay dugc hing thi cho
ngudi trd 15i thi cAn phai dién thoai bdo trudc.

" Chén bi k§ phong bi:

- Phong bi cin trang trong, biing gidy tdt, ¢6 in tén noi gbi va ho tén, dia
chi ngudi nhén.

- Né&u dudc, nén dung loai tem ky niém mdt danh nhan hay hoat dong
nio d6 d€ gy su chi ¥ noi mot sd ngudi nhin.

- Néu da ¢6 thu hay dién bdo trude cho doi tugng 1a d4dp vién, nén in ddm
dong dit liéu (hodc déng bing muc dd): “Pay 1a cudc diéu tra ching tdi dd thong
bdo véi quy vi”.

Chuén bi k§ bic thu:
- Biic thu phai kich thich dugc ngudi nhin thu trd 16i bing cdu hdi va gui
trd lai. Vi vay, ta can phdichd y chim séc ban than bic thu.
- Thu phai in bing chit ddnh mdy trén gidy tot, ngin va trang trong.
- Thu phdi mang mau sic cd nhian, ching han, cai ho tén ngudi nhin vao
ndi dung thu, tranh cho ho cdm tudng 1a ta in thu nay hang loat g&i cho bat ky ai.
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- Thu nén bit diu biing cdch kéu goi su gitip d5, hay néu 1én tAim quan
trong ctia vin dé dé€ thuyé&t phuc ho trd 15i (song trdnh néu tén cong ty chi quin
clia cong trinh nghién ctu, vi c¢6 thé sé gdy tic dung ngugc).

- Trong thur cAn dé cip vin tit d€n muc tiéu nghién citu, dé cao tAm quan
trong cia ddi tugng dudc hdi, 1a nén hita hen 1gi ich néu ho tham gia (ching han sé&
glri cho ho bdng tém tit k&t qua).

- Cudi cung trong thu, ta nhidc dén tinh chat don gidn clia bing ciu hdi va
thdi gian ngian ngli dung dé tra 15i.

Kich thich vat chat:
Po6i khi, cAn dé xuit mdt mén qua nhd cho ngudi tham du, mén qua nay
thudng dugc kém theo bao thu. Mic du gid tri mén qua khong cao, nhung hiéu qua
tam 1y ma né mang lai kha cao.

Hinh thdc biang ciu hdi:

Vé nghé thuit xay dung bang cAu hdi hay van dé nodi dung clia né, s& dugc
chiing ta d& cap d&n & chuong V. O day, ching ta chi néi vé& cdch thic trinh bay
cac ciu hoi.

- Bang ciu hdi nén c6 hinh thitc bén ngoai don gidn, hap dan.

- Khé gidy cang bé, ty 1& trd 13i cing cao, mién 12 ta dirng duing chit qué
nhd, hay khong chira I€.

- Gidy in bdng cAu hdi phai la gidy tot.

- N&u in biing mdy vi tinh, can tin dung c& va phong chit sao cho bing
cau hdi trong hap dan va dé tra 19i.

- Chu y in thua hang

- Chira du trong d€ tra 15i cdc cAu hdi md.

Chuén bi phong bi ¢6 ddn tem thu trd 15i:
Phong bi nay ciing cling chit lugng véi phong bi gt di, tem thu dudc dan
sin, kém dia chi noi nhan dudc in sin, &€ dap vién st dung.

Theo dbi:

- Sau khi giti bing cAu hdi tir 3-5 ngay, ta c6 thé diing mot buu thi€p gbi
dén tit cd cdc ddi tugng dé nhic nhd: Song d6 khong phai 1a bién phdp theo doi
thuc su.

- Ta nén dung mdt bic thu méi kéu goi su tra 151, kém theo mot bang
ciu héi va mdt phong bi ¢6 ddn tem thu trd 15i.

- Thu nay dugc gl sau 3-4 tudn khi ta gti bing cAu hdi 1an thit nhat, dé
du phong khi d6i tugng di cong tdc hay nghi phép .v.v..

- Tuy nhién, ta cin luu y 14 phdi c6 bién phap mi héa dé phan biét thu
trd 15i ngay 1an diu véi th trd 15i cda 1an sau, nhim trdnh sy tring 1dp va c6 cd s&
dé so sdnh hai loai d4p vién.
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2) Phong van ca nhéin:

Trong phéng vin cd nhin vadn vién va ddp vién gip mit nhau truc ti€p.
Phuong phdp nay ngay cang trd nén la mot phuong tién thuin lgi nhat 1a dudc st
dung rong rii d€ thu thiap thong tin ddi dao.

2.1 Vai tro ciia phdng vdn vién:

- Trong phdng van c4 nhan, van vién hay ngudi thuc hién phéng
van déng vai tro chili chdt trong viéc gidp va hdi ddi tugng.

- Van vién ( thudng 12 ni¥) 12 nhin t& ndi bt tao nén gid tri clia s&
li€u thu thap dugc.

- K§ niing dit cAu hdi mot cdch khéo 1éo cling nhu sy tinh t€ trong
viéc néu ra cdc cAu héi nhim theo ddi va ki€m tra, lai c6 4nh hudng 16n t6i mic do
chinh x4c ctda s6 liéu thu thip dudc.

- Van vién khong dugc d€ cho quan di€m hay thién ki€n ctia minh
dnh hudng dén ciu trd 15i cda ddp vién. Sy khong trung thuc clda van vién s& lam
sai 1éch k&t qua rat nhiéu.

* Yéu cau ddi v6i van vién:
+ Van vién phdi la ngudi quen giao ti€p v6i ngudi khéc.
+ Giong néi, ngit diéu va phong thdi clia van vién phdi phit hop
véi nhém ngudi sé dugc phdng van.
+ Van vién phdi 12 ngudi lanh 16, va ddng tin cay...

* Huan luyén cd bin doi vdi van vién:

+ Chuong trinh huén luyén ly tudng la chuong trinh phit hdp véi
tirng loai van vién.

+ Sau khi tuyén chon, cdc vAn vién dudc tham dy khéa huin
luyén nghiép vu. Noi dung huin luyén thudng gdm:

+ Thio luan vé vai trd va ban chit ca nghién cttu ti€p thi

+ Diéu tra 12 gi? ti€n hanh ra sao?

+ Vai trd va tAm quan trong ctia vin vién.

+ C6 nhitng budi thio luan vé cich thic lya chon cic d6i tugng
s& dugc phdng van, ti€p xiic ban dau va tao sy cong tic nhu thé nio?

2.2 Uu diém clia phdng van cd nhdn:

- Qué trinh phdng van dé thyc hién va thyc hién nhanh

- Dé ki€m tra, vi tAp trung va gan don vi chi dao nghién citu.

- MAu da dang: Vi gbm nhiéu ngudi & cdc dia ban khic nhau, c6
thé sang loc d€ chon ding ddi tugng can hdi; Ching han d€ hdi vé sin phAim mdi,
du bdo vé doanh s& mot sdn pham nao d6 v.v..

- Phdng vin cd nhin 12 mot trong nhitng cdch hiéu qud nhat dé
hi€u dugc sau xa cdc thai do hay y kién.
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- Thu tuc phdng van dé tiéu chuidn héa, va cé su theo doi khd chiit
ché, do d6 dé dat hiéu qua cao...

- St dung dugc cdc phudng tién minh hoa, ching han cic quing cdo
hay minh hoa vé sdn phd&m trong qué trinh phdng van.

3.3 Cdc mdt han ché.

Phéng van c4 nhin dugc thyc hién tai nha, tai cdc trung tim thuong
mai, hay tai cic doanh nghiép déu gip phai nhitng vin dé khic nhau tiy thuoc dia
di€m phdéng van.

- Pay 1a phuong phédp dit tién va ton thdi gian;

- Ngudi phdng van phai di lai nhiéu d€ ti€p xic vdi cic d6i tugng trong

mau.

- Miu trong nghién citu ndy khong phdi 12 miu xdc suat. Thong thudng
dé 1a miu dugc chon theo dinh ngach, (quota). Titc 12 van vién nhan chi thi phai
phéng van cho di mdt ty 1& bao nhiéu d6 vé mit nhian khdu hoc; Ching han vé
giGi tinh hoic tudi tic; vé mitc do giau, ngheo...

- Thdi gian han hep: Thudng trong phdng van tai cdc trung tim thuong
mai, moi ngudi t6i d6 13 d€ mua sim, it xem choi, vi th& ho it c6 thdi gian d€ tra
131, va cho du ho c6 thich thi trd 15i thi vAn vién vin mang tAm 1y vdi vang, nén sé
d4y nhanh t6c d6 hdi, khi€n khé 10ng dat dugc chi't lugng cao clia cudc phdng van.

- Chi phi cao khi phdng van c4 nhan tai nha hay tai doanh nghiép. Chi
phi khé tinh trén mot cudc phdng van cd nhin 1a cao hay thdp so véi bat cit phuong
phdp diéu tra ndo. Ly do 13 vi c6 nhiu thdi gid “chét”, chi dung dé van vién di
chuyén tir ndi nay t6i noi khdc; ma ta vin phdi trd thi lao. Thém vao dé, ty 1& tir
chdi trd 19i ciing cao; Trudng hdp, néu d6i tuong 12 cdc doanh nhan thi thdi gian
chd gip dugc ho d€ phdng van ciing sé rit dai, né€u khong hen trude. Ngoai ra con
1 khodn phi tén cho nhitng ngudi trd 15i do thdi gian ho bd ra va nhitng bat tién ma
ho phai chiu.

3.4 Cdc truong hop dp dung.
- N6i chung, ta chon phuong phdp phdng van c4 nhan d€ thu thap so liéu khi
can trinh by cdc minh hoa ( cdc miu quing c40, mau mi sdn pham, bao bi...)
- Phdng van tai cdc trung tAim thuong mai dugc diing cho cdc nghién citu cin
céc cau hoi dem lai cdc ciu trd 161 ngdn gon.

Tém lai: Cac cong viéc clia cudc phdng van cd nhan cé thé khdi quat gdm

5 loai nhu sau:

Thyc hién mot chuong trinh miu trén mot viing dugc x4c dinh va gip
g0 nhitng ngudi dudc lva chon.

Phan phdt nhitng bin cau hdi phit hgp véi ban huéng din.

Ghi chép nhitng phdn ng mot cach chinh xdc theo nhitng phuong
thitc da dudc hudng din.

Chuyén thong tin thu dudc vé trung tim xem xét va xi 1y dit liéu
trong thdi gian qui dinh.
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Hoan thanh cong tic nghién ctu thuc dia tai hién trudng theo kinh
phi da cap.
Bon nhiém vu dau, hoan toan do ngudi phdng van thuc hién. Nhiém vu
tht 5 cAn ngudi khdc cong tdc v6i ngudi phdng van.

3) Phéng vin biing dién thoai:

Véi phuong tién truyén thong ndy, ngudi phdng vin va ddi tudng chi tiép
xuc qua giong noi.

Cong viéc diéu tra hay phdng van dudc ti€n hianh bing cdch bd tri mot
nhém van vién chuyén nghiép lam viéc tip trung tai mdt noi cé tdng dai nhiéu
may dién thoai, cing v6i bd phan nghe song hanh d€ dé& ki€m tra vin vién.

O céc nude tién ti€n, hiu nhu tit cd cdc cudc phdng van bing dién thoai
déu dugc ki€m sodt bing mdy vi tinh, s6 liéu dugc nhap ngay vao mdy.

Trong nghién ctfu vé ngudi tiéu dung, khi quay s6 ma nhin dugc trd 19i,
ngudi phdng van phai ki€m tra lai d€ chic day la nha riéng, rdi xin gip ding d6i
tugng hoi di diéu kién trong miu. Sau d6 méi bt ddu cudc phdng van, dua vao
mot bdng cAu hdi soan sdn.

N6i chung ngudi phdng van phdi thuc hién 4 cong viéc sau:
+ Goi so dién thoai dugc liét ké trong chuong trinh 14y miu. Tim gip
ding ngudi (d6i tugng) da dugc xdc dinh trong chuong trinh dé.
+ Khi gip dugc ddi tugng, truyén dat bing cAu hdi kém vdi ban huéng
dan.
+ Chuyén bing ciu hdi dia dudc trd 15i hoan tit cho ngudi c6 trich
nhiém xu 1y dit liéu.

3.1 Vai tro ciia nguoi phdng vdn vién dién thoai.

Gidng nhu bat cit cudc gip gd tay doi nao, vai trd cla van vién trong phdng
van biing dién thoai cuc ky quan trong.

HAu nhv tAt cd nhitng yéu cau can c6 clia ngudi phdng van di néu & phan
trudc déu 4p dung cho van vién dién thoai, chi trlir yéu cau vé dién mao bé ngoai.
Thay vao d6 la yéu cau vé tinh cdch va giong néi than thién.

Khic v6i cdc van vién khdc, vin vién dién thoai hau nhu bi cAp trén ki€m
sodt chiit ché (bing mdy nghe song song).

Nhin chung phuong phap phdng van bing dién thoai khong khéc 1a bao so
véi phuong phap phdng van tryc tiép.
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Ngudi phdng van phai dugc chuin bi ki d€ budi phdng van dién ti€n tt, vi
qua dién thoai, ngudi phdng van dé bi mit ddi tugng hon nhiéu so vdi khi ddi tugng
hién dién trong phdng van tryc ti€p cd nhan.

3.2 Uu diém ciia diéu tra béng dién thoai:

- Tinh thdc bach phdi trd 16i dién thoai: Ngay khi nghe dién thoai
reo, ¢6 su thoi thic phdi trd 15i, du dang ban ron cong viéc khic, do d6 ngudi
phdng van d& thi€t 1ap quan hé véi doi tugng.

- Kiém sodt dugc vdAn vién trong toan bd qud trinh goi dién va
phdng van, do d6 ning cao dudc chit lugng phdng van.

- D& chon mau: T4t c3 cdc xi nghiép, cong ty déu c6 dién thoai. Do
vy, mdt cong trinh nghién cttu ti€p thi cong nghiép (bdn hang cho cdng ty, xi
nghiép) rat dé c6 cd s& d€ chon miu. Cdc chuyén gia nghién citu c6 thé chon va
phdéng van cdc miu ngudi trd 15i, phan tan vé khu vuc dia ly.

- Ty 1é trd 15i kh4 cao, c6 khi dé€n 80% cédc doi tugng dudc goi tham
gia vao cudc phdng van. Vi diéu kién 1a phdi goi lai 1an thit 2 hodic thit 3 néu lan
dau khong gip. Pong thdi gid goi phdi thich hgp cho d6i tugng hon 1a gis da goi
1an dau.

- Nhanh chéng va chi phi phdng van thap: Pay la mot trong nhitng
di€m hip din chinh clia phdng van theo ki€u nay. Do ngdi tai chd, ma khong phai
di chuyén @€ tim gip d6i tuong, nén viéc phdng van dugc thyc hién rat nhanh, do
dé chi phi cho mdi cudc phdng van 1a rat thip.

- C6 thé cai ti€n bang ciu hdi: Ching han, sau hai ngay phéng véan,
ta c6 thé cdi ti€n d€ bang cAu hdi hoan thién hon; duong nhién ta phdi chuin bi k§
va hudn luyén van vién that cin thin d€ 1am dudc viéc nay.

3.3 Cdc mdit han ché:

- C6 thé bi sai 1éch do miu nghién cttu: Vi danh sich trong danh ba
dién thoai thudng 12 khong ddy di va khong cip nhat dugc kip thdi (vi qua mot
nim mdi in lai, nén 1&ch phin ndo). Ngoai ra khé c6 dugc mot mau mang tinh dai
dién cho ca nhitng ngudi ma khi goi lai 2-3 1an vin khong gip dudc.

- Miit tiéu cuc clia viéc trd 15i dién thoai: La khi c6 qud nhiéu cudc
phdng van bing dién thoai lai roi ding vao cdc gid dn, chuyén tro, xem ti vi...nén
gia chii thudng khong mudn trd 13i. D€ khic phuc, ta can luu y van dé thdi gian goi
dién cho thich hgp.

- Thai gian phdng van bi han ché: Thudng khong thé kéo dai qud
15 phiit, vi ltic ndy nhitng ngudi trd 13i bit ddu cdm thd'y minh bi lAam ma't thdi gian.

- Khong thé trinh bay cdc minh hoa ( nhu cdc miu quing cdo, miu
ma sdn phim, cdc tai liéu trung bay .v.v...)

3.4 Cdc truong hop dp dung:
Moi ngudi déu cong nhin ring: diéu tra bing dién thoai rat c¢6 ich. C6 mot
s6 tinh hudng khi 4p dung phuong phdp ndy sé mang lai nhitng 1di ich diic biét.
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- Cé4c nhu cdu chon miu dic biét: Néu cong trinh nghién cttu doi hdi
phdi c6 mdt miu nghién citu phan bd rat rong trén cdc ving dia 1y, thi dung phuong
phdp diéu tra biing dién thoai 13 tién 1¢i nhit. (8 Viét nam, chd y&u Ia trong nghién
ctfu ti€p thi cong nghiép). Vi mot mAu gin 800 dbi tugng 1a cdc cong ty, xi nghiép
ching han, chi phi goi dién rat ré so v6i diéu tra bing thu tin.

- Céc nghién cifu &€ theo doi: Thong thudng diéu tra bing dién thoai c6
thé dudc st dung nhu mot phuong phdp theo doi ra't hitu hiéu gin lién v6i mot
phuong phdp cd ban khic dé thu thap sd liéu.

3.5 Cdc bién phdp gia tdng hiéu qud ciia phéng vén bang dién thoai:
Céc cong ty nghién citu ti€p thi dd thuc hién cdc bién phdp gia ting hiéu
qua clia phdng van bing dién thoai nhu sau:

- M4y tr dong hdi ti€ng ngudi: Theo mot chuong trinh vi tinh mdy
s& héi bing ti€ng ngudi cdc cau hdi dinh sdn. Néu ddp vién trd 13i trong pham vi
d6, hoic hdi lai, may sé& chuyén ngay cho ngudi c¢é trich nhiém gidi quyét. C4c ciu
trd 161 dugc ghi ngay vao c¢o s di liéu ctia mdy.

- Xt 1y cAu hdi md: Cau hdi md 1a ciau hdi d€ ddp vién trd 15i theo
y thich, thudng ding d€ tim hi€u nguyén nhdn mot phin @ng hay tic phong ciia
ngudi tieu ding. Cac ciu tra 15i dugc ghi vao tip tin cia mot mdy tinh. Sau dé, cdc
nha nghién ctu méi nghe lai va phan loai cdc cAu trd 15i theo mdt khudn khd nao
dé, giong hét nhu ta xit 1y cdc cAu hdi md trong tinh hudng thong thudng. Chi c6 1
diéu khic & day la ngudi ta con c6 thé phan tich ngit diéu va cudng do Am thanh dé
do ludng mitc dd cAm nhin clia d6i tugng.

4) Phuong phap quan sat:

Quan sét 1a phuong phap ghi lai, c6 ki€m sodt ciac bi€n c6 hay cdc hanh vi
clia con ngudi. Phuong phip nay cé thé thuc hién do c4 nhian hay do cdng cu co
khi. PAy khong phdi 13 mdt phuong phip di€u tra, vi ta khong c6 cdc ciu hdi va
ciu trd 16i nhu mot thong 1é. Tuy vay, mudn phuong phdp nay dat két qud chinh
xdc, cling can phdi c6 mdt miu nghién ctu thich ddng. o) phuong phdp nay, ngudi
quan sdt dugc huin luyén k§ ludng dé€ thu thap hanh dong, hay su kién cho viéc
phan tich sau nay.

C6 hai ciach khac nhau d€ ti€n hanh viéc quan sit:
- Quan sdt, nghién ctfu nhitng tai liéu c6 sin hodc cd dinh vé& ban chat
trong mot khoang thdi gian (khong c6 tinh hanh vi).
- Mot khd ndang khdc cliia ngudi quan sat 1a phai nhan thdc va ghi lai
thai do cia ddi tugng. Nhu ghi lai cdc quan st vé gidi tinh, tudi tic, mic d6 kinh t&
x4 hoi bi€u hién ra bén ngoai clia ddi tugng.
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+ Ki€m ké hang héa ciing 12 mdt phuong phiap quan st nhim do
ludng khdi lugng van dong cla hang héa, x€p theo ching loai va mit hang, thong
qua cdc cta hang ban 1é.

+ Ngudi quan sit c6 thé thaim nhap vio mdt vai ho gia dinh, hoic cic
dia diém mua sim, rdi dua ra cic két luan khdi quat héa vé phong cich hay 16i
song lién hé véi 1 sdn pham dic thu ndo do.

Vi du: Cong ty Toyota kin ddo quan sat ngudi mua xe khi ho xem xét
xe trong phong trung bay. Cdc quan sdt nhim ghi lai cdch dn mic cia khdch hang,
ho tu tin hay rut ré, ho hdi nhitng ciu gi v.v..

+ C6 quan sdt con di sdu vao sinh hoat gia dinh, ban be, tham chi con
ghi bing Video cdc budi sinh hoat, thio luan vé& nhitng van dé kinh t& - chinh tri -
xa h0i ma moi ngudi quan tam.

Nhitng thao tdc quan sit c6 thé cin phdi dudc tiéu chuin héa dé kiém
sodt nhitng ngudi 1am nhiém vu. Quy trinh quan sit cé lién quan dé€n viéc tra 15i
cac ciu hdi: Ai? Céi gi? Khi nao? O dau? va bing cdch nao d€ quan sit mot vat
hay mdt ngudi.

+ Ai 12 ngudi bi quan sdt: Ngudi quan st phdi x4c dinh dugc doi tuong
quan st theo nhitng déc di€m dinh truéc nhu: Mot ngudi nao d6 mua san phéfm;
mot ngudi “thd than’ trong cta hang sich; hoic mot ngudi di vao cita hiéu? D6 1a
dan 6ng? Phu nt? Cédp tinh nhan?

+ C4i gi bi quan sit: Nhitng chi ti€t co bdn d€ quan sat phdi dudc xdc
dinh dé€ quan sit vién bi€t phdi ghi chép nhitng gi. Nhu: Loai nhin hiéu gi dugc
mua? Loai nhdn hiéu ndo cin dugc quan tAm? c6 phdi loai bao bi nay can phai
xem xét k§ hay khong?

Mic du nhitng chi ti€t quan sat dudc vach ra trudc cho qud trinh quan sit,
ngudi quan sit vién van thudng khé quyét dinh phdi ghi chép nhitng gi.

Vi du: M6t cdu néi ctia mot nhan vién ban hiang c6 thé phdn dnh
nhiéu y tudng khiac nhau nhu: Nhitng wu diém clia sdn phadm cla ho, nhitng khuyét
di€m ctia sdn phdm ciing loai clia ddi thi.v.v.. Mdi y tudng nhu vay cé phai la mot
chi ti€t quan sdt riéng biét hay khong? Va cé can phdi ghi chép lai nhu thé€ hay
khong?

+ Khi ndo viéc quan sit dudgc ti€n hanh: Né&u thdi gian 1a 1 yéu t6
quan trong trong viéc nghién citu, quan sit vién phdi dugc bi€t khi nio cAn quan
sat.

Vi du: Ho ¢6 thé dudc chi dinh quan sit vao 1 ngay hay trong 1 tudn
diic biét nao d6. Hoic dugc hudng din quan sdt trong 1 khodng thdi gian dic biét,
hay thoi gian nao trong ngay?
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+ Viéc quan sit dudc ti€n hanh 8 ddu: Quan sit vién phdi dugc cho
bi€t quan sit & dau. Viéc quan sat thuc dia thudng dudc thyc hién trong bdi cinh tuf
nhién, nhung quan sdt loai cia hang nao? Vi tri § dau?

+ Viéc quan sit ti€n hanh bing cdch nao? Quan sdt vién phii dugc
huéng din cdch hanh dong dé€ quan sit ddi tugng. Nghia 13, c6 nén dé cho doi
tugng biét sy hi€n dién cda quan sit vién hay khong? T4t nhién, d6i khi doi hdi
quan sit vién phdi gidu mit.

Quan s4t vién trong khi quan sat thudng phai ghi chép nhitng thdi do dién ra
nhanh chéng ciia d6i tugng trong ddm dong, hoic ndi cé nhiéu ngudi can dugc quan
sat.

D& d& dang, quan st vién cin c6 nhitng biéu miu gidp ghi nhanh nhitng

A . N 2y ~, X 7z <A N R x 2 7z ‘A
thong tin quan trong, cing vGi nhitng chi dan cdach dién vao bi€u mau bdo cdo viéc
quan sét.

5) Phuong phap diéu tra theo 18i t quian hoan toan:

Diéu tra theo 18i tw quin hoan toan 1a dé cho ddi tugng hoan toan tu ki€m
sodt viéc diéu tra.

Céc bang ciu hdi dudc dé & mot ndi thuin tién d€ cho nhitng ngudi c6 thé
1a d6i tugng nhit 13y, dién vao cau trd 15i rdi bd trd lai vao thiing thu, hay giti theo
dudng buu dién.

Piéu quan trong va khic biét & ddy so vdi cidc phuong phap diéu tra khac 1a
ddp vién hoan toan tu nguyén ty chon 14y minh 1am ddp vién, cling nhu bdng ciu
héi ciing hoan toan do d4p vién tu dién 14Yy.

- Uu diém: Phuong phdp ndy c6 dugc miu rong rii, chi phi thap.
- Nhugc di€m: Do thi€u ki€m sodt hoan toan, nén né it dugc st dung
bén ngoai linh vuc giao t€ v6i cong ching.

6) Phuong phap diéu tra biing cic nhém cé dinh:

Mot nhém c6 dinh 13 mot nhém lién tuc, gdm mot s6 ddi tugng khong ddi,
dinh ky tra 151 cdc bang ciu hdi.

e A . 2 ~ N P e A 2z A . N - e
Nhém ¢6 dinh c6 thé bao gdm cdc cd nhan, cdc hd gia dinh, hodc cdc doanh
nghiép.

Pay 12 mdt phuong phap khd phd bién, tiy theo muc tiéu phdng van ma ta
c6 thé duy tri nhém c& dinh trong 1 tudn, mot nim hay nhiéu nim.
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Nhém c¢d dinh dudgc thanh 1ap d€ phdng van bing dién thoai, bing thu tin
hay phdng van c4 nhén, ty tirng trudng hgp.

Mot s& cdng ty nghién citu chuyén nghiép ding phuong phip nay nhim thu
thap s6 liu lién tuc tir thing nay qua thang khdc, d€ ban lai cho nhitng don vi cin
st dung. Ngudi mua s6 liéu c6 thé néu ra cic yéu ciu cu thé clia minh d€ cong ty
cung cAp.

MJbi ngudi trong nhém cd dinh niy c6 thé dudc giao cho 1 cudn nhat ky dé
ghi chép cdc muc lién hé (nhu: Chi tiéu, thu thap, gidi tri .v.v..) n€u d6i tugng 1a
cdc ctra hang, si€u thi, cdc Trung tAim thuong mai, hay cdc nha hang, khach san, thi
c6 thé theo doi chi ti€t: SO lugng hang héa bén ra, chiing loai, gid ca, s& lugng
khédch.v.v..

Nhiéu cong ty nghién ctu Marketing c¢6 sin cdc nhém cd dinh nhu thé dé
cho cdc cong ty hay nhém nghién cttu khac thué lai. Cac cong ty hay nhém nghién
cifu nay tu xay dung bang ciu hdi theo yéu ciu riéng biét cia minh, rdi 14y nhém
c6 dinh c6 sin 1am ddi tuong dé€ hoi.

6.1 Cdc loai hinh nhém cd dinh chii véu:
Ngudi ta chia nhém c6 dinh thanh hai nhém chinh:

- Nhém dung dé€ diéu tra tdng hgp: Nhim xem xét cdc cich thifc
chii y&u dé€ 4p dung nghién ctu ti€p thi vao hoat dong tiép thi.

Vi du: C6 nhém cd dinh dudc ding d€ nghién cttu vé sy vin dong
hay di chuyén ciia cic loai hang héa bén trong siéu thi hay cic trung tim thuong
mai Ién.

- Nhém dung dé€ nghién ctu vé ngudi tiéu dung: Nhiéu cong ty
nghién cidu ti€p thi thanh 1ap cdc nhém cd dinh gébm hang trim ngan ddi tugng,
bao gdm di moi thanh phan khich hang cu tri trén khip cdc dia ban. Ho dung
phuong phip phdng van bing thu hoic dién thoai, hay phdi hgp ca 2 phuong phép.
Nhém cang 16n thi thong tin thu thdp dugc tir nhém cang da dang.

6.2 Uu diém ciia cdc nhom cé dinh:
Nhém ¢& dinh c6 nhiéu vu di€m 16n, trong d6 c6 mot s6 wu di€m chi duy
nh&t mdt minh né cé dugc:

- Gitip ti€n hanh phan tich 1du dai: Vi nhém gdm mdt s& cd nhan c&
dinh qua thdi gian, nén ta c6 thé theo déi cdc phan ng hoic tic phong ciia cling
mot ngudi, mdt hd gia dinh hay mot doanh nghiép qua mdt khodng thdi gian dai.

Piéu nay gitip ta do ludng dudc tic dong clia mot sd nhin t6 (nhu: quing
c40, mAu mi méi, viéc ha gid ...) d6i v6i viéc mua sim hang héa clia ngudi tiéu
dung.

Chi phi ré hon:
+ Diéu tra biing nhém c¢d dinh bao gid ciing ré hon mdt loat cic cudc
diéu tra song song nhung sit dung mdi IAn mdt miu nghién citu khdc nhau.
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+ Ta chi ton chi phi cho viéc chon miu 1 1an (du mAiu 13 hd gia dinh
hay cita hang, va khi thyc hién t8t thi lai tao dudc sy cong tdc lién tuc cla cdc ddi
tugng diéu tra. Tuy nhién, vin tdn khodn chi phi d€ thay th& mot d6i tugng khong
con trong miu nita (do: Bénh tat, chét, di chuyén qua viing khic, hay pha sdn.v.v..)

6.3 Cdc mdt han ché ciia nhém cé dinh:
- Cau tao mAu nghién ctu:
+ Pay la nhugc diém 16n nhit cia phuong phap diéu tra bing

nhém c6 dinh.

+ Dl ta ¢6 chon miu cin trong d€n may, ciing khong chic moi
ddi tugng déu s& sin long tham du nhém. Du hét sitc van dong, kinh nghiém cho
thay ty 1& tham gia chi dat dudi 50%.

- Bi€n dong trong nhém:

+ Ddi v6i nhém c6 dinh gdm nhitng ngudi tiéu diing, mdi nim c6
ty 16 mat m4t 1én t6i 20%.

+ Mot s6 ngudi do hét hitng thi tham gia nén rit lui (n€u 1a
doanh nghiép: it x4y ra).

+ Mot s6 doanh nghiép ngung hoat dong, bi phd sin, hoic chuyén
hoat dong kinh doanh sang nganh khac.

- Trong thdi gian diu, thinh vién cda nhém y thifc rat rd vé muc
tiéu nghién cttu: N€u ta cif lién tuc nghién citu vé cling mot s& yéu td (vi du: mua
hang héa nhin hiéu gi?) Piéu nay sé dnh hudng dén tic phong ctia ho, do d6 lam
léch k&t qua nghién ciu.

7) Thao luAn nhém:

LA mot ky thudt thu thip thong tin phd bi€n nhA't trong nghién ctiu vé chat.
Viéc thu thap thdng tin dugc thyc hién thong qua hinh thic thdo luin gitta cdc ddi
tugng nghién cifu v4i nhau, dudi sy hudng din cia nha nghién citu (Moderator).

8) K&t hgp cédc phuong tién truyén thong:

Viéc nghién cttu Marketing khong phai chi ditng lai & viéc st dung mot loai
phuong tién truyén thong riéng 1€, ma con c¢é kha ning phdi két hdp mot so loai
phuon tién truyén thdng véi nhau, c6 nhu vAy mdi dat dudc hiéu qui cao nhat
trong nghién ctru.

Vi du: Nhu phdi hgp giita quan sat va thu tin; giita dién thoai va thu tin.
Giira dién thoai va phdng van.v.v..

VI/ SO SANH PAC TiNH CUA THONG TIN SG CAP VA THU
CAP

Th.s Nguyén Anh Son Khoa Qudn Tri Kinh Doanh



Wghién Ciu Marketing _67-

Dic tinh SO cap Thit cap
1. Phu hgp véi muc ti€u nghién ctu + -
2. D0 tin cay + -
3. Tinh cap nhat + -
4. Tinh kinh t& - +
5. T6¢ d6 thu thap - +

Qua béang so sanh trén, nha nghién cdu tiy vao muc dich cia cudc nghién
cttu ma lya chon thdng tin nao cho phu hgp.

reS
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CHUONG 4:
NHUNG KHAI NIEM CO BAN VE PO LUONG VA LAP
THANG PIEM PANH GIA.

I/ Y NGHIA CUA PO LUONG:

Quy trinh do ludong cdc hién tugng Marketing 1la khia canh cdn ban cua
nghién cttu Marketing.

XuAt phdt tir quan di€m ra quyé&t dinh Marketing, quan tri vién quan tim
dén viéc do ludng nhitng khia canh khdc nhau ctia hé thong Marketing.

Mit khéc, viéc do ludng cédc hién tugng Marketing 13 diéu kién cin ban
nhiim cung cAp thong tin c6 ¥ nghia cho cdc quy&t dinh Marketing.

Muc tiéu cda viéc do ludng 14 thay d6i cdc dic tinh clia sy vat thanh nhitng
hinh th4i d€ nha nghién cttu c6 thé phan tich dugc.

. Khdi niém sy vat § diy dugc hi€u 1a: Mot dd vat nhin thdy va sd mé
dudc, titc 12 mot vat chi€ém chd trong khdng gian nhu: con ngudi, ban gh€, xe
hoi.v.v..

. Ngoai ra, khdi niém vé dic tinh 1a dé chi tinh chit c6 lién quan t6i ddi
tugng, hoic gidp ta x4dc dinh dugc mot dd vat.

Vi du: Nhu dic tinh cia mot cd nhdn nao d6, c6 thé 1a trong lugng,
chiéu cao, mau téc, mau mit, cd chin di gidy.v.v..

. D4 vat con bao gdm nhitng thit khong nhin thdy, sd thd'y dugc nhu: thai
do, dia vi, kha nang lanh dao v.v...

Nhu vay, nhitng dang dic tinh ciia mdt cd nhan va nhitng hién tugng khac,
déu 1a nhitng mdi quan tAm clia nha nghién cttu ti€p thi va cin dugc do ludng, danh
gia.

- Cach thitc do luong hién tugng, su vat Marketing phai dugc mo ta ro
rang.

- Trong nghién cttu Marketing, quy trinh do luong doi hdi phai st dung dit
kién vé& mit lugng dé trinh bay hién tugng Marketing sau khi diéu tra, 1in x4c dinh
¥ nghia cua hién tugng do.

B&i vi: N&u chi bi€t s§ lugng thoi thi that 12 vo nghia, bdi 18 hi€u biét vé
su vat s& sd sai va khong day di, néu nhu su vat khdng dugc md td ci vé so lugng
14n dic tinh cda né.
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II/ PO LUONG TRONG NGHIEN CUU MARKETING:

Trong nghién ctu Marketing, do ludng 13 cdch thic st dung cdc con s6 dé
trinh bay cdc hién tugng Marketing ma nha nghién ctfu can diéu tra.

- B€ do ludng cdc hién tugng trén, ngudi ta diing céc loai thang do.

- Po ludng & ddy c6 nghia Ia chiing ta mudn chi dinh nhitng con s8 sao
cho nhitng con s6 d6 twong duong nhit véi nhitng dic tinh clia sy vat ma ching ta
mudn do.

- C6 nhiéu loai thang do khdc nhau trong nghién cttu Marketing. Nhung
c6 4 loai thang do dudc st dung trong nghién citu Marketing do la:

. Thang do danh xung (bi€u danh)
_Thtt ty

. Quing ( khodng céch)

LTy 16

Sau day, Chiing ta s& 1an lugt xem xét tirng loai thang do mot:

1) Thang do danh xung (bi€u danh):

LA loai thang do, trong d6 s6 do ding d€ x€&p loai, n6 khong c6 ¥ nghia vé
mit lugng.

Vi du: Xét 2 tAp hop s6 sau: 1001 va 2125, v6i ching ta 2 tAp hop s6 nay
khong c6 nghia gi cd, nhung khi ching ta dugc bi€t d6 1a ma s6 clia buu dién, ding
cho s& dién thoai, thi 2 s& nay hoan toan tr§ nén c¢6 y nghia, vi né chi danh tén
ngudi hay cd quan nao d6 trong danh ba dién thoai.

Nhu vdy, 2 tdp hdp s6 nay chi ¢6 muc dich chi dinh vi tri nhu trén ching
han, né khong thé diing d€ tinh todn dugc. Tic 1a khong c6 y nghia vé mit lugng.

Thang do danh xung dudc diing trong nghién citu thi trudng nhim:
+ Do ludng gidi tinh.
+ Khu dia 1y, dan cu
+ Nghé nghiép, ton gido
+ Nhéan hi€u, loai dung cu .v.v..

Cidc dang thudng gip cla thang do danh xung la:
+ CAu hdi mot lua chon.

Vi du: Ban c6 thich udng Beer khong?
(1) c6 ; (2) khong ; (3) khong ¢6 ¥ kién.
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+ Cau hdi nhiéu lua chon: Cho phép do dd nhay bén hon 13 ciu héi 1
lIya chon.

Loai nay cung cip nhiéu thong tin hon vé thai do clia ngudi dugc phdng
van vé van dé dang nghién cifu.

Vidu: Trong cdc loai Beer sau day, ban da dung qua loai nao?

(1) 333 ; (2) Tiger ; (3) Heniken ; (4) BGI

2) Thang do tha tu':

La loai thang do trong d6 s6 do diing dé€ so sanh thi tu, n6 khong c6 y
nghia vé lugng.

- Thang di€m nay cung cip thong tin vé mdi quan hé thit tu giita ciac d6 vat.

- Sy do ludng nay cho bi€t @6 vat nay cé dic tinh nhiéu hon hay it hon @b
vt kia, nhung khong dién t3 dugc nhiéu hay it hon bao nhiéu. C6 nghia 13 cdc con
s6 chi d€ so sdnh chit khong néi 1én do 16n.

Cdc dang thudng gip cla thang do thi tu 1a:

+ CAu héi budc sip xEp thit tu:

Vi du: Ban vui 1ong x€&p theo sé thich cda ban 5 nhian hiéu nudc ngot sau:

(1) R4t thich (2) Khé thich (3) Tam dugc (4) Ghét 5) Rat
ghét

Pepsi Coke 7 up CocaCola

Tribeco___

+ Thang di€m so sinh tirng cip: Ngudi ta c6 xu huéng sin sing lua chon dé
so sanh truc ti€p 2 muc vdi nhau:

. Phuong phdp nay tranh dugc sy thién vi trong cAu hdi budc sip x&p
th tu.

. Tuy nhién phuong phdp nay cong kénh, mit nhiéu thi gid nén it dugc
str dung.

+ Mot cdch sit dung khic clia thang do thi tw - Thang Likert: Nhim d4nh
gid thai dd cta d6i tuong. Thang di€m nay do nha nghién ctu tAm 1y quén tri
Likert dé& xuit. Thang diém nay thudng c6 5 hay 7 bic. Gom cic ciu hdi trd 15i
dinh tinh v& mot thdi dd nio d6 dudc chuyén thanh dinh lugng bing cich géan tri
s6 cho né.
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Vi du: Xin ban vui 1ong cho biét th4di do cia ban ddi véi nhan hiéu bia Sai
Gon:

rat thich thich tam dugc ghét rat ghét
(1) (2) 4) (5) (5)

Tri s& gan cho mdi ciu trd 13i bi€n thién, tir +2 dén -2 (rdt thich +2; thich +1;
tam dugc: 0; Ghét: -1; rit ghét: -2)

3) Thang do quang ( Khoang ciach):

La loai thang do, trong dé s6 do diung dé chi khodng cdch, nhung goc 0
khong c6 nghia :
Céc dang thudng gip cia thang do quang la:

+ Thang di€m c6 tdng khong ddi:
Véi loai thang do ndy, ngudi dudc hdi dude yéu cAu phin chia, hoic xdc
dinh mot s6 diém (S& %, s6 tién .v.v..) c6 tdng khong ddi, thudng 1a 100, d€ biéu
thi sy quan trong tuong d6i clia nhitng dic di€m dudc nghién ciu.

S& lugng dugc x4c dinh cho mdi dic diém chi r6 hang bic clia n6 va dong
thdi ciing chi rd sai biét giita cdc dic di€m v4i nhau.

Loai thang do c6 tdng khong ddi c6 mot 16i di€m hon ddi vé6i thang diém
x&p hang thit tv & chd: N6 cho phép ngudi dugc hdi phan chia déu cho cic dic
di€m dugc nghién citu.

Loai nay ciing c6 mit han ché 1a: S& nhitng dic di€ém dem héi ngudi dugc
phéng van néu nhu s6 nay ting thi sé& gdy khé khin trong viéc phan chia s& di€m
trén thang do ludng.

+ Thang cip tinh tir cuc (Thang di€m c6 ¥ nghia d6i nghich nhau): Muc
dich ddnh gia thai do.
St dung thang di€m 5 hoic 7 bac.
Vi du: Xin ban vui long cho biét thdi dd ctia ban d6i v6i nhan hiéu dau goi
dau Clear.
Hn @ 6 @ 6 O O
(Cuc X): rat thich (Cuc Y): rat ghét
Thang 7 bac c6 y nghia sau: (1) rat thich, (2) khd, (3) hdi, (4) khong thich va
khong ghét, (5) hai ghét, (6) kha ghét, (7) rat ghét.

+ Thang Stapel: Muc dich nhim ddnh gi4 thdi dd. Sy ddnh gid dién ra
bing mot diy s6 tir duong (+) d&€n am (-).
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Vi du: Hay cho bi&t ddnh gi4 (y ki€n) ctia ban ddi vé6i thai do clia nhan vién
ban hang & cra hang X
Than thién
-4 -3 -2 -1 +1 +2 +3 +4
Chiing ta c6 thé lam nhitng bai todn cong hay trif trén thang diém s6 khodng
cach, nhung khong lam dugc todn chia, vi phép todn nay doi hdi phdi gia su trude
12 ¢6 su tdn tai cda s6 0. Ma & thang do nay s 0 khong c6 nghia.

4) Thang do tilé:

LA loai thang do, trong d6 s6 do diing d€ do dd 16n, va goc 0 c6 y nghia. Tic
12 dugc do tir s6 0.
Vi du: Xin ban vui 1ong cho bi€t, ban udng bao nhiéu chai bia trong 1 tuan?

* Tém lai: Ta c6 cac dic trung ctia 4 mic do ludng trong bang sau:
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Céac ddc trung Thang do
ctia thang do | Danh xung Thit tw Quing Ty 1€
Pic diém cda | PE x&p loai. Pé€ so sdnh DPé€ do khodng | P& do dd 16n
s6 do Khong c6 Khong c6 céch (goc 0 (G6c0coy
nghia vé lugng nghia vé€ lugng | khdng c¢6 ¥ nghia)
nghia
Hé thong sd | Mdi con s& Th ty nhitng | Ping thitc vé | Ping thic vé
do bi€u thi mot con s& hiéu so: ty 1&
khai niém. 0<1<2..<9 |@D)=(3) | 2_4,
(012 3...9) 4 8
Hién tugng - Nhan hiéu - Thai dd - Thai do - Tudi
Marketing - Nam, nit - Nghé nghiép |- Y kién - Phi t6n
dugc 4p dung | - Loai ctta hang | - S§ thich - Nhitng con s6 | - S& lugng
- Khu vuc -Tang16p xa | lietké khdch hang
thuong mai hoi - Doanh s6 bdn

111/ NHUNG TIEU CHUAN CUA SU PO LUONG

DPé€ cong viéc do ludng ddm bdo chat lugng chap nhan dudc, chiing ta c6 thé
dé cap dén 6 tiéu chudn cin c6 cla sy do ludng, trong d6 3 tiéu chuin dau la
nhitng tiéu chuin quan trong nhat.

1) P6 tin ciyv:

D6 1a tinh chit clia sy do ludng dem lai nhitng k&t qud phi hdp (hay ciing
mdt k&t qua ), khi mdt phuong phap do ludng nao dé dugc lap di lap lai.

N6i mot cach khédc, khi ciing st dung mot k§ thuat dé 14y dir liéu cla cliing
mdt miu, ma khong thu thip dudc nhitng két qua phi hgp hoic twong dudng gidng
nhu k&t qua 1an thi di€m trude, nhu the, c6 nghia 12 n6é s& bi hu hdng bdi nhitng sy
sai 1am ngiu nhién. Nhu vay chiing ta khong thé tdng quit héa d€ 1am cin ci cho
quyét dinh dugc.

Tir d6 ta thdy: Do tin ciy clia sy do ludng 1a rat can thiét.

2) Gia tri:

- Gié tri cda sy do ludng trudc hét phdi mang tinh khach quan.
- Mdt cong cu do ludng dugce goi la c6 gid tri, khi n6 do ludng ding
nhitng gi ma chiing ta cin do.

Th.s Nguyén Anh Son Khoa Qudn Tri Kinh Doanh




Wghién Ciiu Marketing -74-

- P& cong trinh nghién ctu Marketing mang tinh khoa hoc cao, thi bin
than cudc nghién cdu d6 phai c6 gia tri.

- B6i véi ngudi ra quyét dinh, diéu quan tdm 1a: Nhitng dit liéu dau vao
phdi c6 gid tri, né€u khong viéc ra quyé&t dinh s& din dén sai lAm va gy nguy hi€m.

3) b6 nhay:

D6 1a kha ning cla su do ludng chi cho bi€t nhitng bi€n dong hay nhitng su
khac biét.

Sy do ludng thi€u dd nhay dugc minh hoa qua vi du sau:

Mot nha sdn xud't quan 40 may sin mudn bi€t k§ thuit quing cdo va chiéu
mai thi k§ thuit nao 12 ¢6 1di nhat. Vi muc dich 4y, nha sdn xui't cho ti€n hanh
mdt cudc thi nghiém tai 8 khu vic ban hang, mot sd khu vyc khdc ciing dugc do
ludng d€ ding 1am ddi chiing. Cudc thi nghiém kéo dai 100 ngay. Nhung khi nhitng
k&t qua ban hang dugc dem ra so sdnh giita cdc khu vuc, thi khong tha'y c6 sy khéc
biét rd rang nao? C6 3 trudng hgp c6 thé xdy ra la:

+ Khong c6 su khdc biét nao vé két qua giita cdc phuong phdp chiéu
mai, do @6 ma nha sin xud't c6 th€ khong cin quan tAim dé&n bat ky k¥ thuit nao da
dugc st dung.

+ Cudc thi nghiém ti€n hanh véi thdi gian qud ngdn nén khong thay
dudc sy nhay bén vé nhitng thay ddi ma 1& ra phai cAn mot thdi gian thit nghiém
dai hon.

+ Hoic 1, mdi phuong phap dudc wng dung v6i mot cudng dd cé thé
nhén biét duoc.

Nhu vdy, qua vi du trén ta thi'y diéu gi? dé 1a nhu cdc ciu triic nghién citu

va nhitng dit liéu thi€u dd nhay, thi k€t qud ma cudc nghién citu thu dudc sé c6 y
nghia khong dang ké.

4) Su' lién hé:

D6 1a su lién hé dén viéc ra quy€t dinh ciia nhitng k€t qua do ludng, 12 mot
thuc t€ can phadi xem xét.

C6 nghia 13, nhitng ciu tric cAn dugc do ludng va nhitng thudt ngit mo ta vé
ching phai dugc xdc dinh rd d6i v4i ngudi ra quy&t dinh, doi v6i nha nghién citu va
nhitng ngudi dudce yéu ciu cung cAp thong tin. N&u khong thi nhitng k&t qua clia du
4n sé& thi€u tin cay.
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5) Tinh da dang:

La tinh chit cia k&€t qua do ludng c6 thé dudc dem ra st dung cho nhiéu
muc dich théng ké nhu: ding dé gidi thich, hd trg cho do gi4 tri cia két qua va suy
dodn ra nhitng y nghia tit nhitng k&t qua do ludng thu thip dudc.

6) Dé tra lvi:

Pay 1a vin dé cin quan tAm, khi phdng van nhitng ngudi sé& cung cAp nhitng
dit liéu.

S& phan clia 1 cdng trinh nghién cfu phin 16n nim trong tay nhitng ngudi
dugc phdng van. Né&u ho tir chdi vi khoé trd 15i, hay dua ra nhitng nhan dinh sai 1éch
vé nhitng thong tin cin thi€t & ho, do cdch dit cdc cAu hdi khong phit hop, thi cong
trinh nghién ctu s€ gdp kho khin.

* Tém lai: Nhitng muc dich cda sy do ludng 1a rat to 16n. Khi ti€n hanh
nghién cifu, ching ta phai bdo ddm dugc 6 tiéu chuin da dé cip & trén trong viéc

do ludng nghién cttu Marketing.

IV/ NHUNG VAN PE KHO KHAN TRONG PO LUONG:

Khi trién khai mot sy truyén dat thong tin, ngudi ta phdi duong ddu v6i hang
loat cdc y€&u t8. Nhitng y&u t& nay tuy thudc chd y&u vao.
. Ngudi tra 161 (ngudi dudc hdi).
. Cong cu hinh thanh ciu héi @€ cung cip cho ngudi dugc hdi. Thudng
la bang ciu hdi.

Nhitng sai s6t gin lién v4i ngudi trd 15i va nhitng sai sét gdn v6i cong cu
thudng giy ra nhitng vin dé khé khin khi phét trién truyén thong (truyén dat thong
tin) v4i ngudi tra 15i.

* TruSc hét, nhitng sai s6t lién quan t6i ngudi dudc hdi; xudt phat tir chd thé
dudgc hoi, khi ngudi ndy gip phai cudc phdng van, hodc nhan dudc ciu hdi qua buu
dién. Nhitng sai s6t nay c6 thé roi vio mot trong bdn trudng hop sau:

+ Ngudi dugc trd 15i c6 thé khong hi€u cAu héi: Nhu vay, ciu trd 15i
thudng 1a khong lién hé gi dé€n van dé dang cin nghién citu. Cau tra 15i c6 thé sé
khdc di, n€u nhu ciu hdi dit ra duge hi€u mot cach rd rang.

+ Ngudi trd 15i c6 th€ hi€u rd ciu hdi, mudn tra 15i, nhung lai quén di
mat nhitng thong tin cAn thi€t. Nhu vay, ciu hdi phdi dudc dit ra nhu thé nao d6 dé
gitp ngudi dudc hdi nhd lai.
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+ Ngudi tra 18i c6 thé hi€u ro cAu hdi, c6 ddy dd thong tin, nhung khong
mudn trd 15i, nha't 12 khi cAu hdi d6 mudn tim hiéu tin tifc c4 nhan cla ngudi dugc
héi. Hodc gid, ngudi dugc hdi cho nhitng thong tin khong ding v6i muc dich. Hodc
12 d€ tranh su ric roi.

+ Ngudi dudc hdi c6 thé hiu cau hdi, mudn trd 15i, nhung khong tra 15i
dudc; Trudng hgp nay c6 thé 1a do:
. Ngudi duge hdi c6 kha ning dién dat kém, khong thé néi hét y cia
minh.
. Cau hdi khong dugc dua dén ding ddi tudng mudn hdi.

* P&i v6i nhitng sai s6t lién quan d&€n cong cu diéu tra 13 do viéc thiét k&
bang cAu hdi. Nhitng sai IAm d6 thudng 1a:

+ Cau héi dai va don diéu, gy cho ngudi trd 16i nham chdn va mét
moi.

+ Nhitng 15i chi d4n kh6 hi€u, khong bi€t ngudi hdi mudn gi, hoic 1a
nhitng thuit ngit ding dé hdi khé hiéu, thi€u chinh x4c, cdch hanh vin kém.

+ Khodng trong dé viét cu trd 15i khong di chd.

+ Thit ty cdc cAu hdi 15i rac, xE€p dit vung vé.

+ Cau hdi ddi hdi nhiéu vé tri nhé.

+ CAu héi mang tinh chat ti€t 10 riéng tu.

V/ CAC KHIA CANH QUAN TRI NHAM GIAM THIEU NHUNG
SAI SOT TRONG PO LUONG.

Dé€ gidm thi€u nhitng sai sét trong do ludng, nha nghién citu Marketing thuc
hién nhiéu bién phip mang tinh chit quan tri. Chdng han thuc hién nhitng giai
doan cin thiét trong viéc thi€t k& va hinh thanh bing ciu hdi nhu sau:

- Ti€t kiém sd chii dé, hay noi dung ciu tao trong bang cAu hdi:
. Thuding 12 c6 khuynh huéng hdi qui nhitng gi can hdi, k€ ci nhitng
cAu hdi ngoai ria vé nhitng van dé khéc:
. Vi th&, ndi dung ciu tao cang it bao nhiéu, thdng tin cang tot bay
nhiéu, cin gi6i han ro rang pham vi cia ndi dung ciu tao.

- Nhitng kh4i niém vé thuit ngit khdc nhau cin phdi dudc du ki€n
trudc, va thu thap trong thdi ky nghién citu thim do tir nhitng ngudn goc sau:
. Tai liéu di in &n, d€ biét nhitng khdi niém va thuit ngit sip dem
dung da dudc x4c dinh nhu th€ nao, va né bao ham nhitng y nghia gi.
. Héi ding nhitng ddi tuong cAn hdi thi mdi thu thip dugc nhitng
thong tin lién quan d€n van dé nghién citu. Nhitng ddi tugng nay bao gdm: nhitng
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ngudi chuyén mua bdn, nhitng dai dién thuong mai. Nhitng ngudi tiéu thu cé kién
thitc hi€u biét rong, va mot sd ngudi khic niva.
. Ti€n hanh cudc phdng van khong theo mot ki€u cach nio ca.
Ching han: Nhitng ngudi tiéu ding trong nhitng nhém tap trung nao do,
hoic goi ¥ thong qua nhitng ciu hdi d€ ngudi nay phé phan, phat biu y ki€n vé
nhitng sdn phdm hay vé nhitng vAn d& ma minh dang nghién ctu.

- Quan tdAm k§ dé€n tat cd cdc mit cla nhém ngudi dugc phdng van,
ching han nhu: Vin héa, ngdn ngit va cach thitc dién ti cda ho, dic biét 1a d5i véi
nhirng ngudi nudc ngoai.

- Phai thanh thao va ludn ludn theo ddi cdi mdi, d€ nim dudc nhitng k§
thuat hdi va trd 10i.

- Thit nghiém truSc nhitng cAu hdi va cdc diéu chi din cdch trd 15i
tride khi ti€n hanh cdng tic phdng van thuc su. Nhu vay, nhitng sy hi€u 1am va sai
s6t ctia cAu hdi néu ¢, sé& dugc diéu chinh thong qua két qua clia cudc thi¥ nghiém
trudc nay. Vi th€, 1am t8t cong tac thit nghiém trude sé rat c6 1gi.

* Tém lai: P8i v6i cdc cong trinh nghién ctfu quy md nhd va dd rii ro
thap, nhitng bién phdp phong ngira sé& it hon vi phi tdn khong nhiéu 1dm. Tuy nhién,
thdi gian va k& hoach dé thuc hién cong trinh nghién cifu ciing van ludn ludén cin
phdi quan tam.
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CHUONG 5 :
THIET KE BANG CAU HOL

T nhitng khia canh cdn ban cua viéc do ludng va xdc dinh y nghia cta
truyén thong. Chiing ta ti€p tuc viéc ng dung nhitng khia canh nay trong viéc thiét
k& nhitng cong cu d€ tim ki€m va thu thap dit kién.

Céc thong tin c6 thé dat dugc bing cdch vira quan sat hoic vira hdi dap, va
hinh thitc cAn thi€t st dung tai hién trudng 13 quan st va phdng van.

C6 3 phuong tién truyén thong ndi k&t v6i ngudi trd 181, d6 1a: Phuong tién:
Thong qua con ngudi (phdng van cd nhan - phdng van tryc ti€p), thong qua dién
thoai va thong qua thu tin. C4c phuong tién nay déu phu thudc rat 16n vao cdc hinh
thitc thu thap, ma ndi bat nhat 13 “bang cau hdi”.

I/ NHUNG GIGI HAN CUA BANG CAU HOI:

Chiing ta bi€t ring: N&u chon ciu hdi khdng bao quét hét cdc dé muc, s&
déng gbép vao viéc thu thip thdng tin cin thi€t cho viéc gidi quyé&t van dé
Marketing hoic bd s6t mdt thong tin quan trong nao do, thi s& khong gidi quyét
dugc tron ven van dé&, hoic c6 thé s& din d&n viéc cung cAp cic thong tin nhAm I14n
hoic sai lac.

X4y dung bing ciu hdi cling tuong tu nhu viéc xdy dung mot cin nha, cAn
c6 ban thi€t k& phii hgp dwa vao nhu cAu va ngin sich gia dinh, cling nhu cin cf
vao dién tich va ban chat 16 dat. Do d6 sau khi dd xdc dinh va nhat tri vé van dé
ti€p thi ndo d6 can gidi quyét, ta can bit ddu bing viéc liét ké cin ké cdc khia
canh thong tin sé& thu lugm dugc tir cdc doi tuong da diéu tra. Chi sau d6 ngudi
nghién cttu hay ngudi ti€p thi méi biat dau suy nghi vé viéc x&p dit ngdn tir, trinh tu
cho céc cau hoi.

Khi chuin bi thi€t k€ bing ciu hdi, nha nghién citu cAn nhin thic 16 cic
mit han ch€ clia bidng cAu hdi nhu sau:

+ Tru6c hét, bing cau hdi khong thé diing @€ do ludng moi thi.

+ C6 trudng hdp ngudi duge hdi nhé nham ching han nhu 13 minh da
tirng nhin thdy hay doc thAy mot muc quing cdo nao dé, trong khi thuc ra ho chua
nhin thd'y hay doc thdy bao gid.

+ Ngudi dugc hdi c6 thé khong cé dd thong tin dé tra 15i.

+ Bang ciu héi khong phai 12 cong cu dé€ dy bdo hitu hiéu vé du dinh
mua sdm ctia khach hang.

+ Né&u viéc trd 19i cAu hdi giy bat tién cho ngudi dudc phdng van, vé
sau s& rat khé xt 1y cAu hdi nay.
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Vi du: Khong nén héi mi sd vé mot loai mdy mdc, bit ngudi dugc hdi phai
mat thdi gian ki€m tra lai truSc khi trd 15i, di ring néu biét 1d tirng loai mdy méc
da tiéu thu thi sé phan tich dudc sdu sic hon.

Mudn st dung loai ciu hdi chi ti€t nhu vdy, ta phdi dung phudng phdp diéu
tra ty quan, tic 14 ngudi dudc hdi tu ghi hay tu dién s liéu vao mot cudn sd hoic
mo6t mau dinh sin. Hoic 1a ta ciing ¢6 thé sit dung phuong phap diéu tra bing cic
nhém c6 dinh trong nghién cttu khach hang.

II/ CAC CHUC NANG CUA BANG CAU HOI:

Bdng ciu hdi thyc chat 1a mdt bdn liét ké nhitng cidu hdi dudc chinh thic
héa, nhim dat dugc va thu thip dudc nhitng thong tin thich hdp va cu thé mot
cdch day dd nha't va chinh x4c nhat.

C6 thé k€ ra 5 chic ning clia bidng cAu hdi c6 lién quan dé&n ngudi dugc
phéng vain nhu sau:

1. Cung cap cho ngudi tra 15i mot sy hi€u bi€t ré rang vé nhitng ciu hdi.

2. Thiic d4y ngudi trd 15i mong mudn hgp tdc va tin tudng ring nhitng
ciu trd 13i ctia ho s€ dugc gilr kin.

3. Kich thich nhitng ciu trd 15i ¢6 gid tri ndi tAm siu sic, day y tudng,
hoic dé thu thap.

4. Huéng din rd rang nhitng di€u minh mudn biét va cdch trd 15i.

5. Chi ra nhitng cdi cn phai bi€t d€ sip x&p thit tv va ki€m tra cudc
phdng van.

C4c bang cau héi ciing phdi dudc 14p sao cho ngudi di phdng van dé thuc

hién va ciing nén tién liéu trudc nhitng yéu cau dé€ viéc xit Iy thong tin dugc hiéu
qua.

I/ CAC THANH PHAN CUA BANG CAU HOIL:

Mot bang cAu héi thudng c6 3 thanh phan chi y&u: Phan gidi thiéu, phan
ndi dung bang cau héi, va phan sd liéu co ban.

1) Phan giGi thiéu:

Mu6n thanh cong, phin gi6i thiéu phai dinh dugc 2 diéu:
Ph4i mang tinh thuyé&t phuc.

Phai x4c dinh ding d6i tugng 12 ngudi thudc mau nghién ciu.
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N6i chung, khdi di€m clia bang cau hdi 1a viéc tu gidi thieu. N&u diéu tra
theo ki€u phéng van tryc dién, ngudi phdng van ty gidi thiéu minh va cd quan thuc
hién viéc nghién ctu ti€p thi.

Né&u phdng van bing thu, phan gidi thiéu thong qua mot bitc thu riéng, cé
keém theo bang ciu hoi.

Phan giGi thiéu néu 1én chi dé nghién cttu, va c6 thé néu ci thdi gian du
ki€n diing dé€ hoan tit phdng van.

Can phdi nhan manh tAm quan trong cla c4 nhin hoic ho gia dinh dugc
phdng van trong cudc nghién cifu, cd tao ra sy tham du ty nguyén clia ddi tugng
nghién cttu, nhan td chd chdt cho sy thanh cong.

Tié€p dén, ta can x4c dinh xem ddi tugng c6 thuc sy thudc vao miu da chon
hay khong, bing mot vai cAu hdi sang loc.

2) Noi dung bang ciu héi:

Phan ndi dung dudc ciu thanh bing cdc cAu hdi bao quit cdc thong tin cé
thé thu thip dudi nhiéu dang.

a. Cdc cdu héi vé sy kién: Bao gdbm: nhan hiéu hang héa (Tivi, td lanh,
xe mdy v.v..) 12 hanh vi tng xit ( c4ch thitc mua sim, ti€p cin véi quing cdo...).
Céc y€u t6 nay khdng phai dugc do ludng véi mitc do dé dang gidng nhu nhau.

b. Cdc cdu héi vé ¥ kién hay thdi dj: Tic 13 cdc cdm nhan vé sin pham,
vé cong ty, v& quing cdo v.v.. Loai cAu hdi nay doi hdi ching nhitng can xdc dinh
that rd y niém lién hé, ma con doi hdi phai sip x&p tir ngit sao cho dirng giy léch
lac hay dinh ki€n khé tr3 15i.

d. Cdc cdu héi do luong dong co hanh dong: Pay la loai cAu hdi con
khé hon cédc loai trén, song cdc két qua thu dugc lai khdng chic chin vé mitc do
ddng tin. Pay c6 1€ 1a linh vuc khé khin nhit trong nghién ciu ti€p thi.

e. Sau cing la cdc cdu hédi vé tdac phong itng xit ¢6 thé c6 trong tuong lai.
Pay 1a linh vic rit tinh t&, can thin trong, vi ngudi ta thudng néi vé k& hoach hay
du dinh cia minh, nhung lai it khi thuc hién ching.

3) Phin sé liéu cd ban:

Phan cudi ciing trong bing cAu hdi chl y&u 13 thong tin thu thap thém vé hd
gia dinh hay c4 nhin, ngoai phin thdng tin di thu thdp trong phan giGi thiéu nhim
sang loc d6i tugng nghién citu.
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Thudng diy la thong tin vé dd tudi, gi6i tinh, quy md va ban chi't gia dinh,
mifc thu thap, hodc di sdu hon 13 thong tin vé 18i song hay phong cich song.

Trong phan s6 liéu cd ban, ¢6 cdc y&u td nhan dién nhu 1 tén, dia chi, s&
dién thoai (n€u c6) clia ngudi dugc hdi, cing v4i hoan cdnh phdng van nhu: Ngay
thang, gid bat diu, gid két thiic & tén clia ngudi phdng van vién.

v/ TH\IE,T KE BANG CAU HOI TRONG THU THAP THONG
TIN VE LUQONG.

Bing ciu hdi 12 cong cu dé thu thip thong tin vé lugng (con bang ciu héi
dé thu thap thong tin vé chat thudng dugc goi 12 dan bai thdo luan.)

Mot bing cau héi tot s& gitip nha nghién ctu thu thip dudc thong tin can thu
thap v6i do tin cay cao.

Bing cAu hdi c6 gid tri 12 bing cAu hdi khi€n ngudi dugc hdi ching nhitng
vui 1ong trd 15i ma con trd 15i ding chinh xdc. Do d6 cong viéc thi€t k€ mot bang
cau hdi can dudc xem nhu 13 mdt nghé thuit hon 13 mot khoa hoc.

Mot bang cAu hdi phdi théa man 2 yéu ciu cd ban sau:
Pay di cdc cAu hdi ma nha nghién citu mudn thu thiap thong tin tir
cac tra 10i.
Kich thich dudc sy hgp tdc clia ngudi ta trd 15i. (ngudi dugc phdng
van).
Viéc thi€t k€ bang cau hdi dugc ti€n hanh qua 8 budc. Mdi buéc bao gdom
c4dc nguyén tic, va hudng din gitp cho nhd nghién citu tranh dudc nhitng rii ro
trong thi€t k€. Quy trinh thi€t k& dudc chia thanh 8 budc nhu sau:

Buéc 1: Xac dinh cu thé thdng tin cAn thu thap.

Budc 2: Xac dinh dang phdng van.

Budc 3: Banh gia ndi dung cau hdi

Budc 4: Xac dinh hinh thic trd 161

Budc 5: Xac dinh cach dung thudt ngir

Budc 6: Xac dinh ciu tric bing cau hdi

Budc 7: Xéac dinh hinh thdc bang cau hdi

Budc 8: Thit 1dn 1 -> sita chita -> bin nhdp cudi cling.

Sau diy, chiing ta s& dé cip dé&n tirng budc mot:

1) Xdc dinh cu thé théng tin cAn thu thap:
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Cong viéc dau tién trong quy trinh thi€t k&€ bang cAu héi 1a: phii liét ké day
dl va chi ti€t cdc thong tin cAn thu thap.

Bing cAu hdi la cong cu ndi lién giita thong tin cAn cho du 4n va thong tin
s€ dudgc thu thap.

Du 4an nghién citu Bédng ciu hoi Nhém ngudi tra
151
. 2 ~ g p ~ T o, = ;
Thong tin can thu thap Céc cau hoi s€ dugc hoi Thong tin

2) Xac dinh dang phong van:

C6 nhiéu dang phdng van, do d6 ta phdi xdc dinh dang phdng van, bdi vi
dang phdng van quyét dinh dang bdng ciu hdi.

C6 2 dang bang cau hdi chinh:

1. Bdng cdu héi chi tiét: Dung cho viéc thu thip thong tin vé lugng. Mic
dd chi ti€t clia cdc bing ciu hdi dang nay gdm 3 dang sau:

+ Dlng phéng van cd nhan

+ DPién thoai

+ Thu tin

2. Bé cuong huéng din thdo ludn: Pugc ding cho viéc thio ludn tay doi
va thdo ludn nhém trong cdc dy 4n nghién citu vé chat.

3) Pdnh gia ndi dung ciu hoi:

Viéc c6 dudc nhitng thong tin thich d4dng tir nhitng cAu trd 15i phu thudc rat
16n vao kha ning phac thio bang cdu hdi cia nha nghién cu. Vi vy, khi xay dung
cdc cAu hdi, nha nghién ctu phai tién liéu dugc ching c6 thé cung cAp dudc nhitng
dir liéu c6 y nghia hay khong?

Su tién liéu ndy c¢6 thé dugc thuc hién biing cich dua trén céc tiéu chuin,
ma cic tiéu chudn d6 ciing chinh 14 co sd d€ danh gid ndi dung bang ciu hdi. Cic
tiéu chudn nay dugc thé hién qua cdc ciu hdi sau:

* Ngudi tra 13i ¢6 hi€u cau hdi khong?
* Ho c6 nhitng thong tin cAn thi€t d& tr3 15i cdc ciu hdi d6 khong?
* Ho c6 cung cAp thong tin khong?
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1. Nguoi trd 1oi c6 hiéu cdu hdi khong?
- Thong thudng sy truyén thong giita con ngudi vdi nhau nhiéu khi thudng
mo hd, vi thé nha nghién citu nén ¢ ging t6i da d€ loai trir nhitng mo hd nay.

- Nhitng sai s6t c¢6 thé 1a do nha nghién cifu da ding nhitng thuit ngit khong
quen thudc v6i ngudi duge hdi, hay do nhitng ciu hdi viét ra qua md hd ddi vdi
muc dich dugc hoi.

- Céc ciu hdi sé dugc trinh bay mot cach 16 rang khi ding cédc tir nglt thdng
thuong, ding cd phdp, vin pham, néi chung ta nén dung nhirng tir ngit don gian
nhat dé hdi.

- C4c thuat ngit chuyén mon chi ding dé hdi cdc nha chuyén mon vé linh
vuc can héi?

- Sy hi€u 1am ciing c6 thé x4y ra khi si dung nhitng tif ngit thong thudng
nhung lai khong phi hgp véi nhitng nhém ngudi ¢6 sic tdoc hodc vin héa khac
nhau.

Vi th€ viéc dinh nghia cdc thudt ngit cho ré rang ciing 1a viéc rit cin dé
ngudi tra 13i hi€u ding tif ngit can trd 19i.

2. Ho c6 thong tin khong?
Ngudi ta nhin thiy ring, da s6 nhitng ngudi dugc héi déu trd 15i ding cic
cau héi. Tuy nhién, c6 mdt s6 khong trd 15i dugc hoic trd 16i khong ding, do 2
nguyén nhan.
+ Ngudi dugc hdi thi€u ki€n thic vé van dé dé.
+ Ngudi dugc hdi khdng nhé sy kién.

. Thi€u kién thic:
Vi du: Ban muén hdi chi€c Tivi trong gia dinh dang st dung c6 bao nhiéu
chifc niing thi c6 thé nhiéu ngudi khong 16 vin dé nay.

. Khong nhd su kién:
Vi du: Ngudi phdng van hdi ngudi ndong din da dung hét bao nhiéu phan
bén cho thita rudng ctia ho trong vu trude. Thi cé 1€ ngudi ndng dan nay khong nhd.

DPé€ khic phuc diéu nay, ¢ thé sit dung mot s& bién phdp sau:

a. Hdi nhiéu cAu hdi d€ goi lai tri nhé.

b. X4c dinh khodng thdi gian rd rang, n€u thdi gian cang xa thi do chinh
xdc clia cu trd 161 cang gidm.

c. Hdi cdc cau trd 15i c6 tinh chat lién tudng, gdi su lién quan giita cdc
sy kién d€ ngudi tra 13i nhé lai:
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d. P& nghi ngudi tra 15i néu rd sy kién nao ho nhé chinh xdc nhat va sy
kién nio con mo ho.

3. Ho ¢6 cung cdp thong tin khong?
Mot van dé khic trong danh gid cAu héi, 1a mot s6 ndi dung ciu hdi dé 1am
cho ngudi trd 16i khong mudn trd 15i, hodc trd 15i sai mot cdch c6 y; d6 12 nhitng
van dé c6 tinh chat riéng tu, nhitng vin dé€ bi mat khong mudn tiét 16.

Vi du: Nhitng cau hdi vé thu nhap, vé tai san trong gia dinh hoic van dé k&
hoach héa gia dinh.

Mudn biét dugc cdc thong tin ndy, ta can sit dung cdc bién phdp sau:

1, Dung cau hdi gidn ti€p
2, Cin thuy&t phuc ngudi dugc hdi trd 13i bing cdch dit van dé
néi rd muc dich cta cudc diéu tra, tao sy tin tudng noi ngudi dugc hoi.

4) Xéc dinh hinh thic tra 16i:
C6 2 hinh thdc tra 18i chinh.
. Cho cdc cau héi mg
. Cho cdc cau hdi dong
1. Cdu hdi md:
La céc cau hdi bd ngd, khong c6 cau tra 15i sin cung cip cho ngudi trd 15i,
va ho c6 thé tr 15i theo y riéng ctia minh.

Theo miu nay, cdu hdi c6 ciu tric, nhung ciu trd 15i thi khong. Nghia 1a
ngudi ta mong ddi § ngudi trd 15i phdi ddp ng dugc véi bat ci thong tin ndo va bat
¢t cau nao dudc coi la thich hgp.

Nhiém vu clia ngudi phdng van 1a thu thip nhitng ciu trd 15i, bing cdch viét
lai chinh x4c nhitng gi c¢6 thé thu thip dugc.

Ngudi ta phian chia cdu hdi md thanh 3 dang sau:
. Cau hdi tu do trd 101
. Cau héi thim do (dao sdu)
. K§ thuat hién hinh (dién dich)

Sau day ching ta di vao tirng loai:
a. Cdu hoi tw do trd 1oi:

Loai cAu hdi ndy, ngudi trd 13i c6 thé ty do trd 15i cAu hdi theo ¥ minh, tiy
theo pham vi ty do ma ngudi phdng van danh cho ho.
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Vi du:- Qua mua sim hang héa & clra hang biach héa s6 2, ban thich hay
khong thich ctia hang nay & di€m nao?

- Qua mua sim hang héa & ctra hang bach héa so 2, ban thich hay khong
thich ngudi ban hang trong ctta hang nay & di€ém nao?

Nhu vdy, mic du ciing 13 ty do trd 15i, nhung & ciu hdi thit 2, yéu ciu ciu
trd 15i phai huéng v& mot khia canh cu thé 13 nhan xét vé ngudi ban hang, chi
khong phai nhian xét chung chung.

* Nhitng thuin 1di ctia loai cu hdi tu do tra 10i:

. Cho phép nha nghién citu thu dugc nhitng ciu trd 13i bt ngd, khong
du liéu trudc.

. Ngudi trd 15i c6 thé boc 16 o rang hon quan di€m ciia minh vé mot
van dé nao dé, khong bi gd bé bdi ndi dung ciu hdi?

. Gidm b6t sy that vong clia ngudi trd 13i so v6i cAu hdi déng, 1a chi
dugc chon mot trong s6 tinh hudng tra 13i sdn, khong c6 co hdi dé phat bi€u ¥ kién
ctia minh.

. C6 tdc dung tot khi 1am cAu hdi mé diu cudc phdng van, d€ tao mdi
quan hé nhim dé€ ngudi trd 13i hop tic, hd trg cho cudc phdng van.

* Nhitng khé khan khi st dung ciu hdi tu do trd 15i:

GAy nhitng kh6 khin vé ngit nghia, khi c6 ging d€ hi€u dugc y cia

ngudi trd 101 mudn ndi gi bing tir ngif ma ho st dung.
. R4t kh6é ma héa va phan tich.

Dé& thién vé y mudn clia ngudi phdng van: Do ho gip khé khin khi
muon ghi nguyén vin ciu trd 15i , vi th€ ho c6 thé viét tém luge hodc cit xén bét
phan nio cu tra 15i khi cho 132 khong cin thi€t, nhung nhiéu khi phan cho la khong
cAn thiét bi cit xén lai rit c6 y nghia.

. Gay mat nhiéu thi gid, vi ngudi tra 15i hay néi mién man nhiéu van dé.

b. Cdu héi tham do (dao sdu):

Sau khi d3 diing mot vai cAu héi mg dé€ tim hi€u mot chi dé nao d6, ngudi
phéng van c6 thé bit ddu ti€n hianh nhitng cidu hdéi thim do than mat d€ dua van dé
di xa hon.

* Ldi th& ctia cAu hdi thim do:
. Goi thém y cho cAu hdi ban dau, va gdi y cho ngudi trd 15i n6i, d€n
khi ho khong con ¥ gi cin néi thém.
. Tao dudc ciu tra 15i day di va hoan chinh hon so v6i yéu ciu ciu héi
nguyén thiy.

* BAt 10i cia loai cAu hdindy:
Nhitng khé khin clia loai cAu hdi nay ciing tuong tu nhu doi vdi loai cAu hdi
tu do tra 15i.
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c. Cdu héi thudc dang “ k¥ thudt hién hinh - hay dién dich’:

Noi dung ctia phuong phap nay 1a d€ mo ti cac tap hgp dir liéu, bing viéc
trinh bay mot cdch diy dd, rd rang nhitng vdn dé con chua ré nghia. Ching han
nhu: Nhitng tir ngit hodc hinh 4nh ma ngudi trd 16i phdi mudng tugng ra, trén co s
dé, ngudi tra 151 sé néi bing 15i nhitng gi ho hinh dung vé van dé dang ban luin.

Ky thudt nay c6 3 dang cu thé c6 thé dp dung:

+ Dang k¥ thuét lién két:
Theo k¥ thuit nay, ngudi hdi s&€ dua ra mot chudi cdc tir hodc hinh 4nh, néu
y nghia clia chiing (cd nghia den va nghia béng), va yéu cau ngudi dudc hdi trd 13i
nhitng vain dé d6 theo suy nghi cda ho.

K§ thuit nay, dugc diing phd bién trong viéc nghién ctu d€ dit tén thuong
mai, nhian san phAm hay nhitng 4p phich quing cdo v.v..

+ Dang k¥ thudt dung hinh:
V6i k§ thuat ndy, ngudi trd 161 dugc cho xem mot s§ tinh hudng gdi md nao
dé, sau d6 dé nghi ngudi trd 151 viét lai cAu chuyén, hay phdc hoa dién td van dé
can nghién citu.

+ Dang k¥ thuit hoan tat:

Pay 1a dang dugc st dung nhiéu nhat. O day ngudi trd 13i s& “hoan At
nhitng cAu con “d3 dang” (chua hoan chinh), v ho s& dién thém vao bit ky noi
dung gi ma ho chon.

Vi du: . Toi ghét nha't loai dAu g0i AU ..o.cvveveeeeeeeeeeeceeee.

. Dau goi dau dugc wa chudng nhat 1a........coooevvveveveenne.
. Dau gdi dau dugc va chudng vi c6 dic tinh............ Ve,

Cdc ciu nay sau khi dugc hoan chinh, sé dugc phan tich theo cdc noi
dung ri€éng biét.

* Nhitng thuéin 1di ciia k¥ thudt hién hinh:
. C6 thé dat dudc nhitng thong tin ma s& khong thé thu thip dudc néu
dung k¥ thuat phdng van tryc ti€p bing hay cdc phuong phap khic.
. Cung cAp thong tin c6 ich & tirng giai doan khai thidc clia qud trinh
nghién citu, qua d6 ta tim dudc nhitng y twdng ndi tai va nhitng gid thuyét bén
trong.

* Nhitng khé khin cia ky thudt nay:
. Poi hdi ngudi phdng van phdi dugc huin luyén k§ truSc khi phdng

. Poi héi phin tich vién dugc dio tao cin than d€ dién dich cic két qua.

2. Cdu hoi dong:
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La cdc cAu hdi ¢6 clu trd 16i cho sdn, va ngudi trd 16i s&€ chon mdt hay
nhiéu trd 15i phtt hgp v6i minh.
C6 nhiéu dang ciu hdi nhu:
. C6, khong
. X&p thit tur
. Nhiéu lya chon.
Sau diy, ching ta s& dé cip dé&n tirng dang ciu hdi nay.

a. Cdu hdi co, khong:
Loai nay chi cho phép hai kha ning tra 16i c6 hodc khong?
Nhitng ciu hdi nay rat dé hdi va thudng dé trd 18i. Tuy nhién ching chi
thich hdp védi nhitng cAu don gidn va gin nhu ching 4p dit cho ngudi tra 15i.

Thong thudng khi néi chuyén, nén tranh nhitng cdu hdi “c6 hodc khong” bsi
vi n6 khong cung cip nhiéu thong tin.

Loai nay c6 thé hitu ich trong viéc thu thip so liéu phan loai v& ngudi tra
15i va viéc hudng dAn ngudi trd 15i thong qua mdt badng cau hoi.

Vi du: Hai cAu hdi dugi diy da dugc ding dé theo ddi sy thay d6i thi hi€u
cda khach hang trong mot cia hang quin 4o.

1/ Quan 40 c6 dudc giao ding hen khong?

6 [ Khong [

2/ Viéc giao ding hen c6 lam ban hai long khong?

Co [] Khong [ ]

* Nhitng thuéin 1di ciia cu hdi c6, khdng?
- La mot huéng din St cho cdc cau hdi c6 nhiéu chi tiét
- D& dang va nhanh chéng cho cdc nha quin ly
- Ngudi phdng van it c6 thanh ki€n khi gip cdc cau trd 15i dic biét.
- Phan trd 15i thuin tién cho viéc soan th3o, tinh todn va phan tich
- Dé dang cho ngudi tra 15i.

* Nhitng khé khin cia ciu hdi ¢ - khong:
- Cung caAp khong dd thong tin chi tiét.
- Kh6 khin @€ chon tir chinh x4c.
- Bit budc ngudi tra 15i Iya chon, cho dit ho ¢6 thé chua chic chin 1im
khi chon cau trd 10i.

b. .Cau hdi xép thit tu.
Cau hdi x&p thit tu sé danh cho ngudi trd 15i sip thi¥ ty tuong doi ciac dé
muc dudc liét ké ra.
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Theo céch nay, nhiéu lya chon c6 thé dugc so sanh 1An nhau ddng thdi;

* Nhitng thuin 1di ctia cAu hdi x&p thi tu:
- Cho thong tin nhanh chéng
- Héi va 1ap thanh bing cot tuong ddi dé dang
- La hoat dong quen thudc nén dé gidi thich cho ngudi tra 15i.

* Nhitng bat 1i clia cAu hdi x&p thit tu:
- Bi gi6i han cu tr3 151 khong qud 5 hay 6 dé€ muc
- Khong chi ra mitc d6 cdch biét gitta cac lwa chon.
- Ngudi tr 15i phai c6 ki€n thirc vé tit cd cdc dé muc trong ciu hdi.

c. Cdu héi cho nhiéu lya chon:
Dang cdu héi nay liét ké mot sd ciu trd 15i va cho biét chi dé dé chon ra
ciu trd 16i thich hgp cho chinh né.
Vi du: Ban vui 1ong cho bi€t di di du lich qua nhitng noi ndo dugi day?

ba Lat Viing Tau Nha Trang Ha Long Hué&
(1) (2) (3) 4) ()

Mot dang khic clia cAu hdi theo nhiéu lya chon 13 phuong phap ciu hdi bic
thang: Pay 12 dang khd phd bi€n, theo phuong phap nay, ngudi trd 13i dugc cho
mot loat cdc Iva chon dién td ¥ ki€n ctia ho. Piéu nay thuan 1gi cho viéc bi€n d6i
nhitng thong tin dinh tinh thanh thong tin dinh lugng.

Vi du: Hiay xem xét moi mit clia sdn phdm nuSc ngot, nhian hiéu Tribeco,
chon cAu nao mod ta chinh x4c nhat mifc d6 ban thich hay khdng thich sin phim
nay.

Ra't thich ()
Thich vira phai ()
Khong thich cling khong ghét ()
Ghét vira phai ()
R4t ghét ()

5) Xac dinh cach dung thuit ngii:

Bing ciu hdi 12 phuong tién giao ti€p giifa nha nghién cttu va ngudi trd 15i
Trong cdc cudc khdo st ty ti€n hanh, ngudi nghién cttu néi chuyén truc tiép
vGi ngudi tra 131 thong qua bang cdu hdi soan ra.

Trong cdc cudc khdo sit do ngudi khic ti€n hanh, mdt ngudi phdng van sé&
doc nhitng 15i ciia nha nghién ctdu cho ngudi tra 15i nghe.
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Nhu vay, du trong hoan cdnh nao, thi bang ciu hdi ciing 1a tai liéu cho phép
ti€p xidc vdi nhau. Vi vay, khi st dung thuit ngit trong cdc bang ciu hdi, can chi y
nhitng nguyén tic cd bdn sau:

1. Dung tw don gidn va quen thudc:

MJi cau hdi dudc soan, phai mang tinh dé hi€u ddi véi td't cd moi ddi tugng
dugc hdi trong cong trinh nghién ciu. Phdi dung ngdn tir thich hgp véi moi trinh d6
cla ngudi dugc hdi, cdc tir phdi c6 chung mdt nghia ddi v6i moi ngudi (Ivu ¥ cdc tir
dia phuong: Nam, Trung, Bic).

Can phai trdnh viéc dung ti€ng 16ng va nhitng tir chuyén mon, ciing nhu ciu
héi phdi o rang, tranh md hd.

2. Trdnh cdu héi dai dong, nhung cang chi tiét , ré rang va cu thé cang

tot:

Pay la quy tic chung, cdc cu hdi cang ngin cang tot; BSi vi, cdc bdng cau
héi dai qud s& 1am ndn long ngudi trd 13i khi phai doc nhitng chi din, cho du thdi
gian thyc sy &€ hoan thanh bang ciu hdi chi vai phit.

Céc cAu héi dai c6 thé khong dudce tra 15i, vi ngudi trd 151 s& mdi mét va tir
chdi trd 181, ho c6 thé k&t thiic cudc phdng van hodc chi trd 15i chi€u 1& ma thoi.

B4i vay, nha nghién citu nén chu trong viéc thi€t k€ cdc cau hdi ngin, xody
vao nhitng chi dé cin thiét.

Mt khac, khi soan thdo ra cAu hdi qui chung chung, c6 thé tao ra nhitng s&
liéu vo nghia, ta can tranh diéu nay. Vi mot ciu hdi khdng 16 rang, chung chung thi
s& c6 rat nhi€u cdch trd 13i ma ta chi cAn mot cdch trd 15i nhat quén.

3. Trdnh cdu héi yéu cdu hai trd 1oi:
Tirc 12 moOt cdu hdi ma ¢6 nhi€u ciu trd 18i cdu hdi d6 mot lic.

4. Trdnh cdu héi goi y:
Cau héi ggi ¥ 12 cAu hdi ma c¢6 huéng din, hoic ngdm dit ciu trd 15i.

Vi du: Ban sé& khong néi ring Cong ty Du lich B€n Thanh c6 mot doi ngii
huéng din vién t6t nhat § Thanh phd phdi khong?

5. Trdnh cdu hdi dinh kién: Cau hdi ndy c6 mitc do thién vi tinh vi hon ciu
héi goi y. Tuy vay k&t qué ciing bi sai 1éch.

Vi du: Ta hay xem ciu hdi sau, va cdc ciu trd 15i clia né la thi€u khdch

quan:
Ban c6 thich cong viéc nay khong?
bic biét thich ()
R4t thich ()
Thich ()
Khong thich 1dm ()
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C4c cau tr3 15i trén 12 khong khiach quan & chd: N6 chi ¢6 nhitng ciu trd 15i
tich cuc cho ciu hdi.

6. Trdnh cdu hdi bdt ngudi trd 1oi phdi udc dodn:
Cau hdi nén thi€t k& vdi cu tric sao cho dé ngudi tra 15i khong phai phdng

dodn.

Vi du: Nha nghién cttu mudn bi€t mot gia dinh di xem ti vi tdng cong bao
nhiéu gid trong 12 thing qua, lic nay, ngudi dugc hdi phdi cé thdi gian d€ nhé lai
trong nim qua minh da xem T.V bao nhiéu gig.

Nhung néu ngudi dit cAu hdi chi gidi han trong 1 tudn “trung binh” s& gid
coi T.V thi két qua thu dugc sé& chinh x4c hon va khi tinh trung binh 1 nim thi ta s&
nhan cho 52 tuan.

B3i vay khi thay d6i m&c thdi gian thanh nhitng moc dic biét hon, s& 1am
cho viéc tr3 13i tr§ nén d& dang va cho k&t qua chinh xdc hon nhiéu.

6) Xdc dinh trinh tu cdc cdu hdi:

Mot bang cAu hdi dudc chia ra thanh nhiéu phan, mdi phan c¢é nhitng muc
dich khédc nhau.

Mot cich tdng quit, mot badng cAu hdi c6 3 phin chinh dugc sip x&p theo
thtt tu sau:

1. Phdn gan loc: Bao gdm cdc ciu hdi nhim muc dich chon ngudi trd
19i_(ddi tugng) trong thi trudng nghién citu muc tiéu.
2. Phdn chinh: Bao gdbm cic ciu hdi dé thu thap thong tin cAn cho muc
ti€u nghién cttu.
3. Phdn thong tin vé cd nhdn nguoi trd loi. Gidi tinh, tudi tic, nghé nghiép,
thu nhép...néi chung, bang cau hdi phai mang tinh hgp 1y va phi hgp véi tim ly.

. Trinh tu hop 1y nghia 1a: Sy viéc phai dién ti€n hgp 1y tir cAu hdi nay sang
cau hdi khdc: Mdi cau hdi phdi din d€n ciu hdi k€ ti€p, theo mot dong tu tudng
lién tuc. T8t nhat 12 di tr cdi chung dén cdi riéng, theo 16i suy nghi thong thudng
cda phan dong ching ta.

Vi du: Mot cong ty bach héa mudn tim hi€u xem cac khach hang tuong lai
nghi vé cong ty nhu th€ nio? Thong thudng phdi bit dau bing cich xdc dinh
nhitng ngudi c6 di mua sim trén dia ban d6. Sau d6, méi gan loc d€ tim nhitng d6i
tugng lién hé, cin cit vao viéc ho bi€t hay khong biét 1a ¢ clra hang cla cong ty
bach héa & day. Chi khi d6, ta mdi hdi thdi dd ctia ho doi v6i Cong ty.

. Phu hdp tdm 1y:

Do6i khi, cdc cau hdi c4 nhan hay riéng tu cé thé duge néu 1én dé dang hon,
khi @it ching trong bdi cdnh cla cdc ciu hdi dé trd 15i khdc. Trong bdi cdnh nhu
th€, chiing mang it vé riéng tu hoic c4 nhan hon.
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Vi du: Nhiéu ngudi khong mudn trd 15i tryc ti€p cdc cau hdi vé tudi tdc va
thu nhdp. Thay vi ta hdi: “Ong/ Ba bao nhiéu tudi?” thi ta c6 thé€ bit ddu bing ciu
hdi téng quét: “ Ong /Ba dudi 40 tudi hay 40 hoic trén 40?”

Nhiéu ngudi, ngay cd phu nif cling s& sin sang trd 13i ciu hdi ay. Ti€p do,
cin cif vdo ciu trd 131, ta s& héi tiép:

N&u dudi 40 N&u 40 va trén 40
“Ong/ Ba dudi 20?” [] “Ong/Ba du6i 50 []
“Ong/Ba 30 tudi hodc 16n hon?” [[] “Ong/Ba 60 hodc16n hon?” []

D&i v6i cdc cAu hdi lién hé dén tri nhd, cAn phdi dudc hdi theo ding thit tu.
Néu khong s& nhan dugc cdc ciu trd 15i sai léch.

Vi du: Khi mudn tim hi€ém xem khdch hiang con nhé lai nhitng gi dic biét
ndi mot quing cédo, trudc hét ta ciAn xdc dinh rd ddi tugng di tirng xem; hay doc
tha'y quing cdo d6 hay khong, rdi méi ké tén mit hang lién hé d&€n quing cdo do,
chi Iiic nay, méi yéu cau ho nhé lai cdc chi ti€t cla tirng loai quang cdo cho mdi
mit hang.

Luu y 1a cdc cau hdi it gdy hing thi nén danh lai sau trong qué trinh hdi, vi

lic d6, ngudi dugc phdng van da gin chit vao ciu chuyén va sé ti€p tuc ciu
chuyén, cho du c6 hdi budn chén chiing nita.

7) X4c dinh hinh thiic bang ciu hoi:

- Hinh thitc bing ciu hdi cling gép phan cho sy thanh cdng cda viéc thu thap
thong tin. Bang cau hdi c6 hinh thdc dep, sé kich thich sy hgp tic clia ngudi trd 15i.

- Cédc phin dudc trinh bay, can phan biét biing cich ding mau gidy khic
nhau cho nhitng phan khdc nhau.

- Phai 1ap bdng ciu hdi sao cho ngidn gon va rd rang.

- N&u dung cau hdi md: Nén chira khodng tréng hay cdc dong cho ngudi
dugc hdi ghi cAu trd 16i. Khodng trong cang hdp 1y thi cau trd 13i cang xdc tich.

- N€u cin nhdy quing ciu hdi trén bang cau héi: Thi hay Ivu ¥ sao cho cdc
ciu hdi phai néu thit rd rang la ngudi tra 16i phai lam gi.

C6 thé st dung miii tén d€ chi ra ciu hdi k€& ti€p va cdc cau tra 15i lva chon
dé ngudi tra 15i d& tim ra vi tri.

Vi du: Trong cdu 1, n€u trd 13i tinh hudng (a) thi ti€p tuc sang ciu 2; néu tra
15i tinh hudng (b) thi nhdy quing sang ciu 4.

1/ Xin vui 1ong cho bi€t ban c¢6 thich di du lich khdng?
a.Thich [ ]  b.Khongthich ]
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2/ Né&u thich, xin cho biét tai sao?

3/ bi du lich, ban s€ chon nhitng ndi nao dudi day?
PaLlat [ | NhaTrang [ | VangTau [ ] Hu& [ ]
Tat ca cdc ndifirdn Hay cdc dia danh khfc]

4/ Né&u khong thich, ban ¢ thé cho biét 1y do tai sao?

Khong c6 thoigian [ ] Séckhde [ ] Vandéwichinh []
Vindé khic [ ]

8) Thii 1an 1 -> sita chita -> ban nhdp cudi cung:

Thir bing ciu hdi 1an 1: Sau khi bdng cAu hdi thi€t k& xong, dem phdng van
nhitng ngudi trong cong ty xem ho c6 hiéu khong? Goi la: (o -Test) rdi stta chita, c6
ban nhép cudi cung.

Bn nhdp cudi ciing nay chua dude ding d€ phdng van thuc sy, ma né dugc
dem d€ phdng vaAn mot s6 ngudi tiéu dung (B - Test), v6i muc dich khdng phai thu
thap thong tin, ma xem ngudi tiéu diing c6 hi€u nhitng cdu hdi ciia bing ciu hdi
khong, sau dé chuyén vé bd phin nghién cttu d€ sita chita. Liic nay ta c6 dugc
bang cdu hdi cudi ciing. Bang ciu héi nay dudc chuyén giao cho bd phin thu thip
thong tin d€ thu thap.

B6 phén thu thap thong tin ¢6 2 nhdnh:

B6 phén thong tin

|
[ I

Thu thap thdng tin Ki€m tra chit lugng
J ¥
La nhitng ngudi di thu thap thong tin theo La nhitng ngudi xem xét, ki€m tra
bang cau hdi da dugc thiét 1ap. nhirng ngudi thu thap thdng tin c6
thu thap thong tin theo ding
yéu cau hay khong.

- Nhitng ngudi phdng van vién, truSc khi ti€n hanh di phdng van, s& dugc
huéng din va ki€m tra xem ho c6 hi€u cau hdi trong bang ciu hdi s& dem phdng
van hay khong? (Thudng thi cdc cong ty khong c6 phdng van vién chuyén nghiép,
ma thudng thué sinh vién lam phdng van vién).

- Cho phdng van vién phdng van thit a, roi B, néu khdng dat thi quay lai o.

- Thong thuding 1 ki€m sodt vién gidm sat 6 ngudi phdng van vién.
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Sau khi bo phin thu thip thong tin lam viéc, bd phan ki€m tra chit lugng
xem cidc phdng van vién c6 trung thuc hay khong? Ki€m tra biing cich chon ngiu
nhién mot phdng van vién, cing anh ta di t6i ndi phdng van hdi ngudi dudc phdng
van xem c¢6 ding ho c6 dugc phdng van hay khong?

Sau khi ti€n hanh phdng van xong va dugc nhitng ngudi kiém tra chit lugng
ki€m tra, thi bang cdu hdi nay dugc goi 1a bang ciu hdi hoan tat.

V/ BANG CAU HOI TRONG THU THAP THONG TIN VE CHAT:

Trong thu thap thong tin vé chat, ngudi ta st dung dan bai thdo luin thay
cho bang cau hdi chi tié€t. (diing cho thu thip thong tin vé lugng).

Dan bai thdo ludn c6 hai phan chinh:
+ Phin thit nhat nhim giGi thiéu muc dich va tinh chit clia viéc nghién
citu. N6 ciing chinh 12 phin tao nén khong khi thAn mat ban diu va déng mot vai
trd quan trong trong viéc thanh cong cla duy dn.

+ Phin thif hai: Bao gdm céc ciu hdi gdi ¥ cho viéc thido luan d€ thu
thap thong tin.

Trong cdc du 4n nghién cifu vé chat, nhit 1 trong thio luAn nhém, phan gan
loc Iudn ludn dugc thuc hién riéng biét va trude khi thdo luin.

Nghia 12, ching ta phdi chon doi twgng nghién cttu phi hdp véi muc tiéu
nghién cifu tru6c khi ti€n hanh thio luin.

VI/ CAC KY THUAT THU THAP THONG TIN VE CHAT:

C6 hai phudng phép chinh trong thu thap thong tin vé chat:
- Céc phuong phdp thdo ludn:
+ Thdo ludn tay doi
+ Théo ludn nhém.
- C4c ky thuat dién dich.

1) Théng tin ctia du dn nghién cifu vé chit:

Thong tin cAn thu thip trong cdc du 4n nghién ctfu vé chat la thong tin “bén
trong” ciia ngudi tiéu dung.

Nhitng thong tin nay khong thé thu thip dudc thong qua cdc k§ thuat phdng
van thong thudng (k§ thudt ma nhitng thong tin bén ngoai thu thip thong qua viéc
héi d4p) - C4c thong tin vé chit dugc thu thip thdng qua cdc k¥ thuat thio luan.
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2) Cac k¥ thuat thao luan.

2.1 Thdo ludn tay déi: La ky thuit thu thip thong tin thong qua viéc
thdo luin giita hai ngudi: Nha nghién citu va ddi tugng thu thap thong tin.

2.2 Thdo ludn nhom:
LA mot ky thuat thu thip thong tin phd bi€n nha't trong nghién ctiu vé chat.
Viéc thu thap thdng tin dugc thyc hién thong qua hinh thic thdo luin gitta cdc ddi
tugng nghién citu vdi nhau dudi sy huéng dan clia nha nghién citu (moderator).

Trong qud trinh thdo ludn, nha nghién cttu ludén tim cdch dao siu bing cich
héi ggi y gidp cho viéc thdo ludn sdu sic hon.

3) St dung cdc nhém thao luin:

3.1 Mét s& khdi niém co ban:
Khi sit dung ding phuong phdp, cic nhém thio luin sé cung ciAp thong tin
va huéng din vé mot van dé dic thi nao d6, thong qua viéc sit dung k§ thuit ning
dong nhém.

K§ thuit ning dong nhém, dé 1a: Mot nhém tuong d6i nhd, bao gdm nhitng
ngudi lién hé mot van d&, mdi khi phat biéu trong cudc thdo luin, c6 thé 1am ndy
sinh nhiéu y tuwdng c6 gid tri hon 1a trudng hop ta phdng vAn titng cd nhin riéng
biét. C6 thé st dung cdc nhém d€ thu thip thong tin vé cung cdch tng xi, théi
quen mua sim, cic y tudng vé sin phAm mdi, va nhitng van dé khic.

Nhém thio luin s& gitp nghién cifu phan tich siu thém van dé, hay gitip
nha qudn tri xem xét vin dé thau ddo hon.

Céc nhém thio luan chi dugc st dung c¢é hiéu qua, khi ta chudn bi k§ va
dugc diéu khi€n mot ciach khéo 1éo. C4c thanh vién ciia nhém sé kich thich 14n
nhau, 1am ndy sinh cdc y tudng va cdc phin tng, ma ta s& khong thé c6 duge néu
diing phuong phdp phdng van c4 nhan thong thudng, hay dé cho ddi tugng tu dién
cac cu tra 10i.

Mot nhém thdo luan s& gom tir 8 - 12 ngudi, dugc huéng din bdi mot ngudi
diéu phdi vién (hay nha nghién cttu) c¢6 kinh nghiém. Nhitng thanh vién trong nhém
12 nhitng ngudi c6 mot dic tinh chung ndo dé lién hé dén van dé dudc thdo luan
trong nhom.

Uu di€m 16n nha't cda nhém thdo luan trong nghién cttu Marketing 12 n6 dé
dang cho phép thdo luin ty do vé van dé. Ngudi diéu phdi thdo ludn sé& giif cudc
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thdo ludn bam sdt chii @€ va huéng din cudc thio luin di d€n mot két luAn ma moi
ngudi c6 thé nhat tri.

Céc nhém thio ludn c6 thé dugc diing ca trong cdc nghién cifu vé ngudi tiéu
dung 1in cdc nghién citu ti€p thi cong nghiép, nhung ddi vdi ti€p thi cong nghiép,
cdc nhém thdo ludn phdi ddp ng cdc yéu ciu dic biét ma ta s& dé cAp § nhirng
phan sau.

3.3 Khi nao st dung thdo ludn nhom:
Thio luAn nhém td ra thanh cdng va mang lai hiéu qua trong nhiéu hoan
cidnh khic nhau. Dugi day 12 mot vai dé nghi vé viéc khi nio nén diung phuong
phap nay:

- St dung thdo ludn nhém nhu 12 mot ky thudt khdm phd, khi khong ai
c6 dugc y tudng ro rang vé cdch cdc khdch hang hién tai hoic khdch tiém ning
dang d4nh gid v& mdt sin phim nhu thé nao.

- St dung thdo ludn nhém nhu 12 mot ky thuat thu thap thong tin, nhim
tim hi€u vé hoan cdnh va cdc m&i quan tAm ctia khdch hang trén cd s& mot bang
ciu héi duge xay dung trudc.

-St dung thdo luAn nhém nhim hi€u dugc cdc khach hang tiém niing
phan tng lai v6i sin phAm mdi va dich vu clia ho ra sao hay tim ki€m nhitng cd hoi
c6 dugc tir nhitng ¥ twdng mSi mé vé sdn phdm, vé gid cd, vé hé thong phan phdi,
ciing nhu vé céc thai do va thién ki€n clia ngudi tiéu dung.

A 2z 2 < [N A A 2 2o [N
-St dung thdo ludn nhém dé€ trac nghiém so bd vé cac khdi niém quang
cdo d6i v6i viéc quing cdo san pham.

- St dung thdo ludn nhém nhiim ddnh gid 4nh hudng céc cdng ty ddi véi
1ong tin ctia khach hang hién tai vé san pham hay dich vu.

3.3 Gidi han cia thdo ludn nhom, vdi cdc vai tro la mét phuong phdp
nghién ciu.
Mic dit ¢6 nhiéu vu diém trong nhiéu trudng hop, vdi vai trd 12 mot cong cu
khdm phd, gitp tim hi€u cin k& dong co va phin ing clia cdc khich hang, thio
luadn nhém ciing c6 céc gidi han clia né. Dudi day 1a mot s6 gidi han.

- C4c ngudi tham du vao viéc thio ludn nhém khdng nhiéu vé so lugng va
ciing khong dudc chon lya ngiu nhién. Nhu vay, cdc cudc ddi thoai va nhitng két
luan cda nhém khong thé du bio mot cach dang tin ciy ddi véi mot tdng thé 16n
hon.
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- Viéc xem xét cdc vin dé Marketing trong thdo luin nhém, khong x3y ra
trong mot th€ gidi thuc. Trong khi d6, cdc quyét dinh trong cudc sdng hang ngay
dudc dua ra trong mdt moi trudng thay ddi lién tuc.

3.4 Ldp k& hoach cho viéc thdo ludn nhém:

- X4c dinh cdn than nhitng gi cin dat dudc tlf thdo ludn nhém

- Van dé nghién citu c6 thich hgp d6i v6i thdo luan nhém hay khong?

- Céc hinh 4nh minh hoa, sin phd&m hay tai liéu ndo ta cin trinh bay cho
nhitng ngudi tham dy thdo luAn nhém? ching c¢6 sdn khong?

- Chu&n bi mdt ban chi din thdo luan (hay huéng din lich trinh 1am viéc),
trong d6 chi ti€t hda cdc linh vuc dudc ban dén, cdc nhiém vu dugc phan cong cho
nhitng ngudi tham du trong sudt cudc thio ludn, va cdc kich bdn sé dudc tao nén
trong sudt cudc thio luin.

- Panh gia chi phi ddi vdi cudc thio ludn nhém s& dudc ti€n hanh.

3.5 Quy mé cua nhom thdo ludn.
HAau hét cdc chuyén gia vé thdo luin nhém déu thich cdc nhém thio luan tir
8-12 ngudi. Sau ddy 12 mot s& van dé€ cAn luu ¥ vé quy md nhém dudc chon.

- N&u nhém thio luan it hon 7 ngudi, sé khong cé di so lugng d€ trao
ddi y ki€n qua lai nhim dem dé&n cdc thong tin dang gid. Ngugc lai, v6i mot nhém
qud dong thi sé& rat khé 1am viéc, va khé ki€m sodt dugc cudc thio luan.

- Quy m6 nhém c6 dnh hudng d&n chiéu siu cla cudc thdo luin trong 2
gi 1am viéc khong? (mdt budi thio luin, thdi gian 1am viéc khong nén qué hai gid
ddng hd. N&u dai hon s& 1am cho nhitng ngudi tham dy nham chdn va mét moéi).

- Quy m6 ctia nhém c6é dnh hudng dén kha ning ciia ngudi chi tri ki€m
soat toc dd va dic di€m clia cudc thio luin khong?

3.6 Thanh phan nhém thdo ludn:
Pé€ tao dugc cudc thido ludn tap trung vdi cdc ¥ ki€n phong phd, nhém ngudi
tham du phai c6 di ki€n thitc hoic kinh nghiém vé loai vin dé dua ra thio luan, T
d6 c6 thé dem lai nhitng y ki€n va phdn Gng ¢ ¥ nghia.

Mdi nhém nén gdm toan nam gidi hodc toan nit giGi, trir phi ta cAn nghién
cifu phadn ng clia cd hai gi6i nay vé cdc sdn phAm hay cdc vin dé chuyén biét.
Thudng ki€m soiat mdt nhém nam, nit hdn hgp khé hon 13 ki€m sodt mot nhém
thuan nhat.

Ta ciing khong nén ciu tao nhém biing nhitng ngudi thudc nhiéu lta tudi
khdc nhau. Vi ngudi tré c6 thé thach thic ngudi gia, va ngudi gia c¢é thé phan d6i

cdc y tudng “mdi mé” clia ngudi tré. Mot khi cdc tinh cdm ddi nghich thdng tri
trong mdt nhém xud't hién thi khé c6 thé thdo ludn c6 két qua.
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N6i chung, dya vao cdc tiéu chudn tdng quat néu trén, viéc chon ngudi vao
nhém phai dudc ti€n hanh mot cdch cin trong. Pon vi nghién cifu phdi 1am hét sic
minh dé€ tim dugc nhitng ngudi dd tiéu chuin s& tham du c6 hiéu qua nha't vao viéc
nghién cttu van dé lién hé.

Lam sao d€ cdc thanh vién trong nhém phdi cdm thay ring ho dang tham du
vao mdt cong viéc khim phd mang tinh sing tao, vira ding gid, vira day hing thd.
Ho phdi cdm thdy ring ho dang d6ng mot vai trd quan trong trong viéc gidp gidi
quyét van dé cho cong ty. L& di nhién bén canh d6 12 ho ciing mudn nhin dugc
khodn thul lao tudng xing.

Viéc trd thli lao cho cdc ngudi tham dy nhém thdo ludn 13 cAn thi€t d€ c6
dudc mot nhém tiéu bi€u. Viéc tra tién 12 &€ dén b cho cong viéc va thdi gian ho
da danh cho nhém va phdi tuan theo tuc 1é tirng ndi. TSt nhit 12 trd bing tién mit
dung trong phong bi c6 dé tén. Hoic trd biing hién vat, nhung hién vat d6 phaicé y
nghia d6i véi ngudi nhan, va phdi ddng gid.

3.7 Nguoi dieu khién chuong trinh thdo ludn:

Vai trd cda ngudi diéu khién chuong trinh 1a nhiim rit ra dugc cic y tudng
hay nhAt, mdi nhat d6i véi van dé lién hé thong qua thdo luidn nhém. Ngudi diéu
khién phai két thiic cudc toa dam bing cic gdi y ¢ gid tri ddi v6i cong ty chi quin
clia cudc nghién citu, bing viéc hudng din nghién citu thém, hoic suy nghi lai vé
nhitng van dé dit ra. Ngudi diéu khién chuong trinh phdi c6 dudc cdc dic diém
sau:

- Pugc nhém chap nhan nhu mot ngudi dé 1am viéc cung v6i nhém ngudi
nay cé th€ c6 hoc van cao hon, c6 nhiéu kinh nghiém hon. Nhung phai bi€t hoa
ddng cling cdc thanh vién trong nhém:

- Tri 6¢ minh min, c6 kh3 ning ghi nhan nhitng ¥ twdng mGi mé xuat phat tir
nhém, huéng dugc nhém di vao thdo ludn cdc ¥ tudng d6 siu hon. L& cd nhién 1a
cdc y tudng d6 phdi lién hé chinh y&u dén van dé dang nghién citu.

- La ngudi nhé dudc tén cdc ngudi khic trong nhém. C6 nhu vay, méi tao
thém phan s6i dong cho cudc thdo luin, vi ngudi phat bi€u cdm thiy tim quan
trong cdia nhitng di€u minh phat bi€u va suy nghi.

- Phai c6 uy tin va kha ning ki€m soit nhém, khi nhém thio luin tdn man
phdi kéo dugc nhém trd vé lai chli dé chinh.

- C6 niém tin manh mé& vao muc tiéu cia cudc nghién citu. Du khong ding
vé phe nao trong cudc thio luan, ngudi diéu phdi phdi c6 udc mudn thuc sy gidi
quyét van dé.

N6i chung, ta cAn chon mot ngudi diéu khién chudng trinh d3 c6 suy nghi
nhiéu vé& van dé lién hé. Trai lai, n€u chon mdt ngudi khong quan tim, hay ching
c6 kién thitc gi vé& du lich ching han d€ huéng din thio luin vé cdc dé tai du lich
thi s& di d&€n chd tu ph4 sdn, vi ngudi nay dé bd qua nhitng ¥ ki€n t6t ndy sinh bat
ngd tir cdc thanh vién trong nhém.
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3.8 Qud trinh toa dam ciia nhém thdo ludn.
- Bit dau cudc thio luin:
+ Cin chuin bi bing tén trudc d6 va dé ngang trudc mit mdi ngudi
véi ¢d chit 16n, viét 16 rang, dé doc.
+ D€ bt dau, ngudi diéu khi€n néu ra cic quy tic thdo luidn cho
cudc toa dam (Vi du: Mdi 1dn chi mdt ngudi phat bi€u). Tranh néu chic vu clia mdi
nguoi.

+ Ngudi diéu khi€n néu ra muc tiéu cudc toa dam, va nhdn manh
1ong mong dgi clia cong ty chli quin d6i véi nhém thio ludn, xem cudc thio luin
nay 1a cong cu gitp cong ty quyét dinh cdc van dé quan trong.

- Huéng din cudc thdo luan:

+ Bang huéng din cia ngudi di€u khi€n c6 bao quat moi giai doan
clia van dé nghién ctu. C6 thé dung né dé kich thich ngudi tham du thdo luan vé
cac linh vuc ma céng ty chii quan quan tam.

+ Né&u c6 mdi quan hé t6t giita ngudi diéu khién chuong trinh va céc
thanh vién clia nhém, cdc thanh vién sé tich cuc phat bi€u, chit khong phdi chd
ngudi di€u khi€n doc cAu hdi mdi trd 15i. CAn tao moi co hodi, cho moi ngudi dugc
suy nghi va phat bi€u. Cudc thio luan phdi nghiém tic, song khdng dugc budn té.

+ Cho nhitng ngudi tham du thdo ludn xem chudng trinh nghi sy va
tuan theo chuong trinh ndy trong sudt budi thio luan.

+ Tranh hdi cdc cau héi tryc ti€p ma cé thé trd 15i vdi chi mot hoidc
hai tir; muc tiéu clia ngudi diéu khién 1 gidp nhitng ngudi tham gia cudc thdo luin
trinh bay nhitng dong co, cdm nghi va 1y 1& ciia ho. Thay vi dit cAu hdi truc tiép, ta
nén st dung cdc cau hdi gdi y, ching han nhu:

. Ban phdn @ng vdi sin phdm hay ndi dung quing cdo niy nhu

thé nao?

. Hay cho chiing t6i bi€t y dinh ctia ban?

. Cung c4p cho nhém mot nét tich curc va mot nét tiéu cyc ddi véi
quang cdo nay?

. Tai sao ban nghi nhu th&?

. C6 cdch nao tot hon @€ truyén dat?

(Can lvu y ring: Dan bai thdo luan, thuc chit 1a nhitng ciu gagi ¥,
do ngudi diéu khién chuong trinh néu ra, chit khong phai 12 bang hdi ddp. Do d6,
ta khong nén diing c4c cau hdi tryc tiép).

+ Theo doi mdi chi dé dugc liét ké trong bang hudng din thdo luin,
dé ddm bdo ring: ngudi huéng din chuong trinh da dat dugc muc tiéu clia minh,
truSe khi sang chi dé k& tiép.

+ B3o vé nhitng ngudi tham du dé bi ton hai bdi nhitng su chi trich va
st dung nhém d€ kiém ché& nhitng ngudi tham du c6 thdi @6 hung hing thai qu4.

+ Ludn ludn bi€u 16 sy ton trong ddi véi mdi thanh vién clda nhém
thdo luan. Gitp ho trinh bay cdm nghi va y dinh, bing cich biéu 16 sy chin that
ling nghe cdc quan di€m cda ho.
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- Ké&t thic cudc thdo lun:
Vo cudi cudc thdo luin, ngudi diéu khién chuong trinh can tém lugc lai
cdc g0i ¥, cdc y ki€n di phat bi€u va cdc thdi @6 bi€u 16 nay.

Ngudi diéu khi€n cAn cho moi ngudi trong nhém biét 1 cic k&t qua nay cé
thé bi€n thanh hanh dong nhu thé nio.

Vi du: Mot y tudng vé mot sin phaAm mdi sé dudc trinh 1én tdng gidm doc
cong ty, hoic mot bao bi khé mé, sé& dugc thi€t k€ cdi ti€n laiv.v..

- bic k&t va bdo cdo k&t qué cudc thdo ludn:

Cong viéc dic k&t va bdo cdo két qud 1én Ban gidm doc cdng ty phai dugc
ti€n hanh ngay sau khi két thiic cudc thdo luin.

Trong bdo cdo cian néu rd: Cudc thdo ludn dd mang lai nhitng y tudng va
gdi ¥ chii dao ndo? Ta rit ra dudc bai hoc gi tir cudc thio luan nay d€ 4p dung cho
cdc nhém khéc?

3.9 Cdc nhém thdo ludn trong Marketing cong nghiép:
Marketing cong nghiép (Industrial marketing) 1a linh vuc ti€p thi nhim dén
cdc doi tuong 12 cdc cong ty, xi nghiép, nha may, chit khdong phai la cdc c4 nhan.

Do d6, nhém thdo ludn dung trong nghién cttu Marketing c6ng nghiép c6
nhitng di€m khdc biét quan trong so v6i nhém thdo luin nghién cttu vé ngudi tiéu
dung c4 nhan nhu sau:

Trudc hét, ngudi diéu khién chuong trinh thio luan phai thong thao linh vuc
chuyén mon dang dugc thdo luan (ching han: cdc loai thép dung dé€ ché tao mdy,
cic loai gb d€ déng dd gia dung hoic 1a cic loai sdi, to tim, d€ dét vai v.v..).

Vi vay, viéc tuyén chon ngudi diéu khién chuong trinh & diy can ky ludng
hon trong linh vyc nghi€n cttu ti€u dung cd nhan.

Cong viéc chudn bi cho ngudi di¢u khi€n va chuin bi bdng huéng din ciing
phdi rat k§ ludng. Ta nén dung ngudi diéu khién trong ndi bo cong ty, hoic it ra
ciing ctf ngudi clia cong ty d€ gitip d3 ngudi diéu khién chuong trinh bén ngoai khi
gip phai cdc diém k¥ thuat kho khan.
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CHUONG 6:
CHON MAU

Trong d5i song hang ngay, van d& chon miu rit quen thudc vdi tit cd chiing
ta. Do d6, khong nén xem chon mau 1a khdi niém chi dudc dung bdi nhitng nha
thong ké. Chiing ta thudng di d€n nhitng k&t luAn mod td cdc dic tinh clia hién
tugng, dya trén cd s& phan tich mot s§ cdc yéu to lién quan dén hién tudgng do.
Chiing ta c6 thé hinh dung viéc chon miu qua cic vi du sau:

1. Mot kiém tra clia ngudi mua xe, 1a chi cAn 14i mot chi€c 6 td (mAu)
1 c6 thé nhan xét dudc hiéu sudt hoat dong.

2. Trudc khi quy€t dinh mua mdt quyén sach mdi, ta thudng Iuét qua vai
trang (miu) dé€ xem c6 gi hitng thd khong ?

3. C4c ban nit (hodc cdc ba ndi trg) khi nau soup, thi can xdc dinh mui
vi, va @6 min, nhat bing cdch né€m thit mét mudng (miu- dudc rit ra tir tdng thé 1a
ndi soup).

Nhu vay, qua cdc vi du trén ta tha'y: Chon miu 12 14y ra mdt bo phian, mot
“mau” tir tdng thé nao dé, rdi quan sit bd phan dude chon theo vai dic trung quan
tam va di d&€n k&t luan tong thé.

Nha nghién citu Marketing ciing thudng dat dé€n k&t luan dva trén cd s
chon miu, nhung cdc phuong phdp chon miu nay phdi 1a chon mau thong ké.

Chon mau thong ké (con goi 1a chon mAu khoa hoc) 12 miu s& chon tir mot
tong thé theo nhitng nguyén tic nhi't dinh dé ddm bdo mau dai dién dudgc cho tong
thé d6. Quan sit miu nay theo cic dic trung can nghién ctfu, va két qua thu tir
mau phai suy rong dugc cho tdng thé v6i mitc dd tin cdy nha't dinh.

Diéu tra chon miu 1a diéu tra thdng ké, chi ti€n hanh trén mot s don vi
dudc chon theo phudng phdp khoa hoc tir tit cd cdc don vi thudc tdng thé nghién
citu, k&t qua thu thap thi dudc dung dé€ suy rong cho dic diém cla toan bo tong thé.

Bay gid, d€ hi€u rd viéc chon miu tudn theo phuong phip nao, ta can luu ¥
cédc nhin t0 sau:

- Trudc hét 13 d6 chinh xdc can c6. Po chinh xdc nay thay d6i tiy tirng van
dé.

Vi du: Mudn ddnh gid tdc dong clia quing cdo doi v6i viéc tiéu thu sin
phdm, ta cAn d9 chinh x4c cao.

. Ngugc lai, n€u chi muén nghién ctu thim do xem nén chon Iya va thir
nghiém cdch quing cdo nao thoi, thi ta khong can dd chinh xdc cao, 1a ¢6 thé chon
mAu theo phuong phdp phi x4c xuat ( con goi 12 phuong phdp chon miu khong theo
x4c suit), né€u khong sé& ton kém vo ich.
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- Nhan t& thit hai 12: C6 sin mdt khung hay pham vi d€ ti€n hanh chon miu
hay khong? Né&u da c6 sin thi vd cuing thuin 1gi. N&u chua c6, thi sé rat ton kém
va khong dé dang gi khi chon miu ma thi€u hin khung miu dé chon.

- Nhan t thit ba 1a: Hinh thic d€ thu thap thong tin: Phdng van tai trung tim
thuong mai, ti€n hanh quan sat, phdng van bing thu tin, phdng van qua dién thoai,
hay dé€ cho ngudi tiéu diing thi sdn phdm v.v..

- Nhin t& cudi cling ma ta cAn xem xét 1a: Chi phi. B&i I&, chi phi nghién
citu can phai phit hdp v6i mitc d6 gid tri clia cong trinh nghién citu d6i v6i cong ty
hay doanh nghiép cht quan.

A) CHON MAU TRONG NGHIEN CUU VE CHAT:

Céc dy 4n nghién citu vé chat thudng 12 cdc du 4n nghién cttu kham ph4.
Viéc nghién citu vé chit dugc thuc hién véi mot nhém nhd cic d6i tudng nghién
ctu dugc chon khong theo phudng phdp chon miu theo x4c suat; c6 nghia 1a dugc
ti€n hanh theo phuong phap chon miu phi x4c suit.

B) CHON MA U TRONG NGHIEN CUU VE LUONG:

I/ NHUNG LY DO LAY MAU:

Trong nghién cttu vé lugng, chon miu 12 mdt trong nhitng khadu quyét dinh
chat lugng ctia k&t qua nghién cttu. Muc dich clia nghién cttu 13 tim hi€u nhitng dic
tinh cda thi trudng can nghién cttu. Tuy nhién, vi nhiéu 1y do ma nha nghién ciu
khong ti€n hanh nghién cu todn by thi trudng nay, ma chi chon mot nhém nhd hon
(dudc goi 12 chon miu) d€ nghién citu. Nhitng 1y do d6 1a:

1) Tiét kig¢m chi phi:

XuAt phat tir vin dé chi phi cla viéc thu thap dif kién, ma budc ngudi ta
phéi nghién ctu viéc chon miu. Vi th€, chi phi déng vai trd quan trong trong quyét
dinh thyc hién du 4n nghién cttu.

Céc cong ty bao gid cling c6 ngudn ngan sach gidi han cho cdc du 4n nghién
cttu Marketing. Vi vay, khi quy€t dinh thyc hién mot dy 4n nghién citu, bao gid
chiing ta ciing phai so sdnh gid tri udc tinh ma dy dn dem lai véi chi phi phai bd ra.

Viéc thyc hién nghién cdu toan bo thi truGng, thudng khong phdi 1a mot
quy&t dinh hgp 1y va cin thi€t d6i vdi viéc ra quyét dinh trong Marketing.
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Nha nghién cttu chi can chon mdt miu d€ nghién ctu, va tir thong tin clia
mau, ching ta c6 thé tdng quét cho thi trudng (tdng thé nghién ctu) véi mot mic
do tin cdy chip nhan dugc, gitp cho viéc ra quyét dinh.

2) Tiét kig¢m thoi gian:

Thdi gian 12 y&u t6 thi hai trong quyét dinh chon miu. Vi cdc nha ra quyét
dinh marketing ludn ludén cin c6 két qui nghién cttu ding lic d€ ra nhitng quyét
dinh kip thoi.

3) C6 thé cho két qud chinh xdc hon:

Trong nghién cifu, chiing ta gip phdi hai loai sai s0:
+ Sai 56 do chon miu
+ Sai s6 khong do chon miu

Khi nghién citu toan bd thi trudng (tdng thé) thi sai s6 khong do chon miu
thudng ting cao (do thong tin dudc ghi chép khong day du, thi€u chinh xdc va do
sai s6t trong qué trinh x{ 1y thong tin nhu sai s6t khi ma héa, nhim 14n khi nhip s&
liéu v.v.)

Ngudc lai, sai s6 do chon miu c6 thé dugc gidm di khi phdt trién quy md
kich thudc clia miu. (Vi sai s6 chon miu 12 loai sai s& do viéc Iva chon miu khong
dai dién dugc cho tdng thé. Do d6 khi kich thuéc miu cang ting thi tinh dai dién
cang cao va sai sd cang gidm).

Nhu vay, mot khi ta ting kich thu6c miu (n) dén kich thuéc ddm dong (N),
néu mic gidm sai s6 do chon miu nhd hon mic ting sai s6 khong do chon miu thi
viéc chon miu sé cho chiing ta k&t qud chinh xdc hon.

4) Giiip lam gidam chi phi méu thi:

Trong nghién ctfu maketing, c6 rat nhiéu dy 4n nghién citu can phai ti€n
hanh viéc thir sin pham, va thudng 13 sau khi tht, thi sin pham tht khong con
nguyén trang ctia nd, thim chi bi mat gia tri. Vi vay, viéc chon miu s& gitip chiing
ta gidm dugc tdn kém nay.

Vi du: Viéc ki€m tra cdc phim chup 4nh, n€u toan bd s& phim bi kiém tra
(do khong chon miu) thi din dén s6 phim nay bi hu va sé giy thiét hai cho nha sin
xuét. Vi thé, ngudi ta chi cin st dung mot mau dai dién cda mdi 16 d€ ki€m tra
trong mot dgt sdn xudt ma thoi.
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I/ MUC TI£U LAY MAU TRONG QUAN TRI:

C6 3 muc tiéu ctia chon miu dugc xem nhu 12 chia khéa quan trong ti€p cin
vdi cdc yéu cAu cda quan tri; 3 muc tiéu dé 1a:

1. Dit kién dai dién cho tong thé c6 lién quan chit ché d&€n qudn tri, d€n cdc
quyét dinh clia cdc nha qudn tri.

2. Tinh chinh x4c vira di cia miu bdo ddm cung cAp nhitng k&t qui 6n dinh.
Chéng han: Trong trudng hdp ma hai miu dugc chon vé6i nhitng céch thic va kich
thu6c khdc nhau, nhung c6 két qua khdc nhau, thi nhitng k&t quad d6 khong thé tin
cdy dudc. Vi th€, diéu quan trong 13 chinh miu 4y phai di 6n dinh d€ théa min
nhitng di€u kién can thi€t clia do tin cdy clia ngudi ra quyét dinh

3. St dung cdc ngudn nghién ctru dat hiéu qui so v6i yéu cau doi hdi vé
thdi gian.

I/ CAC KHAI NIEM CAN BAN TRONG CHON MA U:

1) Bam dong (Population)

DP4dm dong con goi 1a tdng thé, mdt tdng thé 13 sy tip hop cdc phan tir. Mot
t6ng thé dugc chi dinh ro rang phai duge dinh nghia theo titng phan t, nhitng don
vi 1Ay miu, quy mé va thdi gian.

Vi du: Trong mot cudc diéu tra s thich vé thdi trang, ta c6 thé quy dinh mot
t6ng thé dam dong thich hgp nhu sau:

. Nhitng thanh nién nam, nit tudi tir 18 d&€n 30 (phan tik)

. Trong nhitng hd gia dinh hay Cong ty, Xi nghi€p (don vi)
.0 tai thanh phd HO Chi Minh (Quy md)

. Trong 6 thdng cudi nim 1998 (thdi gian)

2) BDam dong nghién ctiu (Study Population):

Trong thyc tién nghién cttu Marketing, chiing ta khong bao gid biét dugc
mdt cdch chinh xdc cdc phan tir (con goi 13 quy md) cla ddm ddng. Quy mo cla
ddm ddong ma chiing ta c6 thé c6 dudc dé thuc hién viéc nghién cttu, dudce goi 1a
ddm dong nghién ctu (hay con goi 1a: Téng thé diéu tra). PAy chinh 1a thi trudng
thuc syt nghién cttu. Mot thi trudng ma & d6 13 sy tdp hop cdc phin ti¥ tir d6 mot
mau diéu tra dugc chon thuc su.

Quy md nay thudng dugc thu thip tir ngudn thong tin thi cAp.

Pé€ thuin tién, ching ta s& ding thuat ngit thi trudSng nghién ctu, ddm dong
hay tdng thé d€ chi cho ddm ddng nghién cifu hoic tdng thé diéu tra.
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3) Phan ti:

Phan tif 12 d6i tugng thong tin can thu thap; Phan ti 12 don vi nhd nhat clia
ddm dong, va 1a don vi cudi cling clia qud trinh chon mau, n6é 1am cd s& cho viéc
phén tich.

Thong thudng trong 14y mAu nghién cttu Marketing, nhitng phan tf déu la
con ngudi. Tuy nhién, nhitng loai don vi khac c6 thé bao gdm nhitng phan ti nhu la:
Gia dinh, Cong ty, Cta hang, Xi nghiép v.v..

D€ thuin tién, ngudi ta thudng ky hiéu:
. S8 lugng phan tif ciia miu 1a: n
. S8 lugng phan tf ciia ddm dong 1a: N

4) Don vi chon mdu:

Trong nhiéu k§ thuit chon miu, dé dudc dé dang, ngudi ta thudng chia ddm
dong ra thanh nhiéu nhém cé nhitng tinh chit cAn thi€t. Nhitng nhém c6 dugc sau
mdt quéd trinh chia nhd cla ddm dong, dugc goi 1a don vi chon miu. Nhu vay, don
vi chon miu cudi cling chinh 13 phin t.

5) Khung chon mdu:

Khung chon miu la danh sdch liét ké tdt cd cdc don vi va phin t clia ddm
dong @€ thuc hién viéc chon miu; ching han: Tén trong nién gidm dién thoai thanh
phd, hay tén cda tat cd sinh vién ghi danh § mot trudng dai hoc.

Tém lai: - Mot khung 14y miu 12 mot ban (danh sdch) liét ké toan bd nhitng
ngudi, nhitng cong ty, nhitng t6 chifc ma ching ta dy dinh s& chon miu.

- TAt c4 nhitng ngudi hoic td chic tao nén thi trudng ma ta quan tim dén
dugc goila tdng thé (ddm dong).

- Mot bo phin gébm nhitng ngudi hoic t8 chifc duge chon d€ khio sit duge
goi 1a mau.

Th.s Nguyén Anh Son Khoa Qudn Tri Kinh Doanh



Wghién Ciu Marketing - 105 -

IV/ QUY TRINH CHON MA U:

Quy trinh chon mau c6 thé dugc chia thinh nim budc sau diy:
1) Xdc dinh thi truong nghién citu (con goi la ddm dong hay tong thé).

Viéc xdc dinh tdng thé nghién cttu cho mot vin dé ti€p thi khong phai la
diéu d& dang, vi c6 nhiéu kha ning Iwa chon khdc nhau. Mic du vy, ta ciing phai
xdc dinh cho dugc thi trudng nghién citu thyc sy, ma & dé6 chon dudc miu nghién
cttu.

Vi du: Muc tiéu nghién ctu cda ta 1a do ludng thi trudng Video-Cassete §
cdc hd c6 mic thu nhip trung binh. Nhu vy, tong thé muc tiéu c6 thé 1a cdc ho
trong cdc dia ban lién hé, hoic ciing c6 thé 1a nhitng khich hang di mua sim & cic
trung tim thuong mai gan khu vuc d6.

2) Xdc dinh khung méu:

Pé xdc dinh va lya chon khung miu, truSc hét ta cAn xem xét cdc khung
mAu c6 sdn, thudng dudc st dung, dé 1a:

Danh ba hay nién gidm dién thoai, c6 thé diing d& nghién ctu vé ngusi tiéu
dung, thudng day la cdc ngudi ti€u dung cong nghi€p (cic cd quan, xi nghi€p, cOng
ty).

Mot dang khdc 1a nién gidm dién thoai x&p theo tén dudng.

Nhugc di€m cla nién gidm dién thoai 12 khong day dd. Vi c6 nhiéu ngudi
khong mic dién thoai hodc c6 nhung chua kip bd sung vao danh ba.

Viéc xdc dinh khung miu can ty thudc vao ddi tugng ma ta dy dinh khio
sat 12 ai: Ching han: Nhitng ngudi ti€p thi biing cd s§ dif liéu du dinh khdo sit
nhitng khdch hang t6t nha't clia ho, va s& rit ra mdt miu tf co s& dir liéu Marketing
clia minh, bing c4dch chon nhitng khdch hang mua thudng xuyén nhat hoic véi s6
tién 16n nhat. Trong trudng hop ndy, bing liét ké tit cd cdc khdch hang clia cong ty
phuc vu dudgc coi 12 mot khung chon miu.

Trudng hop ddi véi viéce ti€n hanh khio st bing thu, d€ xdc dinh dugc
khung maiu, ta phdi c6 mot ban danh sich cdc tén va dia chi thich hgp.

3) Lua chon phuong phdp chon méu:
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Hai tinh chat dugc chd y nhit trong mot miu (ngoai viéc cung cip sO liéu
thich ddng), d6 1a: Tinh dai dién va tinh 8n dinh clia mau.

Nhitng don vi miu c6 thé dugc chon theo nhiéu cdch. Trong thuc t&, phuong
phdp dudc chon sé tly thudc vao nhitng d6i tudng nghién citu, ngudn tai chinh, gidi
han thdi gian, bdn chit ciia van dé va chuyén mon clia ngudi nghién ciu.

Céc phuong phap chon miu dugc chia 1am hai nhém chinh Ia:

+ Phuong phdp chon miu theo x4c suat, va

+ Phuong phap chon miu khong theo xdc sudt (phi x4c suat)
Ta sé& di sdu nghién cttu hai nhém phudng phap nay trong phin tSi.

4) Xdc dinh kich thuéc mdu:
Mot khi phuong phiap chon miu dudc xdc dinh thi ngudi ta thudng quyét
dinh cé kich thu6c (quy m6) miu mong ddi. Viéc x4c dinh kich thuéc miu 1a rit

phtic tap, vi vdy van dé nay chiing ta s& dé cip trong phan sau.

5 Tién hanh chon:

La viéc huéng din d€ nhan dang va lya chon nhitng phan ti va don vi thuc
t€ clia mau.

Vi du: P6 ¢6 thé 13 nhitng c4 nhan, hd gia dinh hay cong ty, xi nghiép, tuy
theo d6i tuong ma ta can khdo sit, nghién citu.

V/ SAI LECH TRONG NGHIEN CUU:

Tinh chinh x4c va tin cdy clia dit liéu mAu bi tic dong bdi hai loai sai s6, d6
1a: Sai s6 do chon mAu va sai s6 khong do chon miu.

1) Sai s6'do chon mdu:

LA sai sd do viéc lua chon mau khong dai dién dudc cho tong thé; nghia 1a
c6 su khdc biét giita tri s6 mau vdi tri sO thit cla trung binh tdng thé.

Pay 1a loai sai s6 giy ra do thong tin khong dudc thu thip trén tit cd cdc
don vi ctia tong thé, ma chi thu thip trén mot s& don vi tdng thé.

~ ~ A R 2 A ~ e 2 21N . LN
Vi thuc té€, khong thé ¢c6 modt doan nhd hon cla tong thé c6 thé lam dai dién
A 2 , 2 A P 2 . AN X A A ~ LN
mot cdch chinh xdc cho tong thé dugc. Do dod, sai s6 chon mau ludén ludn xuat hién,
néu cé viéc chon mau.
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LN N X z .z . A~ ~ N, cA 2. g A AN . ~.
biéu nay van c6 gid tri bat chap ngudi nghi€n cttu can than thé nao di nita
khi chon mAu ngiu nhién. Do d6 sai s6 nay 1a két qua clia sy ngiu nhién.

Vi sai s6 chon miu 12 k&t qud cda sy ngiu nhién, nén né 1& thudc vao cic
quy luit x4c suat.

Sai s6 do chon miu c6 thé dugc gidm thi€u bing cich ting kich thudc cla
mAiu. C6 nghia 1a: Khi kich thu6c ctia miu bing kich thudc clia ddm dong thi sai
1éch nay biing khong.

2) Sai s6'khong do chon mau:

La cdc sai s6 khdc trong qud trinh thu thip thong tin khong do viéc chon
mAiu giy nén nhu: C4c sai sd x4y ra trong qué trinh phdng van, hiéu chinh, nhap
thong tin, x{t Iy thong tin v.v.. Nhu vay, sai s6 nay cang ting khi kich thudc maiu
cang I6n.

Nhu vay ta co:
e = e + e

Trong nghién citu  Chon miu  Khodng chon miu

Tém lai: Sai s& do chon miu va sai s6 khong do chon miu c6 thé bi€u dién
qua hinh dudi day, khi ting kich thuéc maiu:

Q n Sai s6 chon miu | SS khong do chon miu

SS chon | SS khong do chon miu miu
m?lu

SSchon| SS khdng do chon miu
Tang kich thu6c may maiu

SS khong do chon miu -> Max
O N SS chon Mau =0
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IV/ CAC PHUONG PHAP CHON MAU:

Trong nghién citu Marketing, c6 nhiéu phuong phap chon miu, ngudi ta chia
thanh hai nhém chinh, d6 1a: Chon miu theo x4c suit ( Chon miu ngiu nhién) va
chon miu khdng theo sdc xui't (con goi 1a chon miu phi xdc suit)

1) Chon mdu theo xdc sudt:

La phuong phdp chon miu, ma trong d6 nha nghién cttu biét truéc duge xdc
sudt tham gia vio miu clia cdc phan tir. Khi miu dugc chon theo phuong phap xdc
suat, thi cdc thong sd cda né c6 thé dung d€ u6c lugng hoic ki€m nghiém cic
thong s6 cda thi trudng nghién cttu (ddm dong hay tdng thé). Piéu nay cho phép
chiing ta tinh todn dugc quy mo, trong d6 tri s6 miu khic véi tri s6 tdng thé. Sy
khdc biét nay goi I sai s6 chon miu ma ching ta vira dé cip bén trén.

2) Chon mdu khéng theo xdc sudt:

La phuong phdp chon miu, ma trong d6 nha nghién citu chon cdc phin ti
tham gia vao miu khong theo quy luat ngiu nhién.

Nha nghién cttu co thé chon theo sy thudn tién, theo ddnh gid chi quan hay
chi dinh cia minh v.v..

Vi vdy, nén khi miu dugc chon theo phuong phdp khong theo xdc suit, thi
cdc thong s6 clia né khong thé dung d€ u6c lugng hodc ki€m nghiém cic thdng s&
cta thi trudng nghién ciu.

* N6i chung, phuong phdp chon miu ngiu nhién dim bdo tinh khoa hoc va
¢6 hiéu qud hon trong viéc chon ra dugec mot miu dai dién, chinh x4c. Nhung trong
vai trudng hgp, phuong phdp chon miu phi x4c suit lai ¢ tinh thuc t€ va dudc uva
chudng hon.

* Trong cdng tic thu thip thong tin phuc vu cho qudn 1y kinh t&, nén dp
dung phuong phdp chon miu ngiu nhién. Con phuong phdp chon miu khong ngiu
nhién cé thé dugc 4p dung trong cdc linh vyc diéu tra dic biét nhu: DPiéu tra thi
hi€u ngudi tiéu dung, thim do § ki€n khach hang v.v..

VII/ CAC PHUONG PHAP CHON MAU PHI XA C SUAT:

Bao gdm bdn phudng phiap chon miu khong ngiu nhién sau day:
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1) Chon mdu thudn tién: (Convenience Sampling)

Phuong phip chon miu thuin tién 1a phuong phdp chon miu khong ngiu
nhién, trong d6 12 nghién cttu ti€p cin vdi phan tif miu biing phuong phap thuin
tién. Nghia 12 nha nghién cttu c¢6 thé chon nhitng phan tif nAio ma ho c6 thé ti€p can
dugc.

O phuong phép nay, viéc chon d6i tugng (phan ti) d€ phdng van duge hoan
toan giao phé cho ngudi phdng van. Ho c6 thé thyc hién viéc phdng van véi bat cit
ngudi ndo ma ho gip (& trung tAm thuong mai, trén dudng phd, hay tai nha vin héa
thanh nién v.v..)

Phuong phdp nay ciing danh cho ngudi dugc phdng van (ngudi dudc hdi)
quyén tra 15i hay khong.

2) Chon mdu phdn dodn: (Rudgement Sampling)

Phudng phdp chon miu phdn dodn ciing 13 modt phuong phip chon miu
khong ngiu nhién. Nhung & phuong phdp nay, nha nghién cttu, van vién hay cong
ty dit hang nghién citu ty phan dodn sy thich hdp cda cdc phin ti @€ mdi ho tham
gia vao miu. Nhu vy, tinh dai dién cia miu sé phu thudc vao ki€n thitc va kinh
nghiém cda nha nghién cdu.

Vi du: Phdng van vién dudc yéu ciu dén c4c trung tAm thuong mai chon cic
phu nit in mic sang trong dé phdng van- VAn dé cin phdn dodn & day 1a: Phu nit
tré tudi hay 16n tudi? Thé€ nao 13 sang trong? Piéu nay hoan toan phu thudc vao
hi€u biét va kinh nghiém cta ngudi phdng vain d€ dua ra phan doin vé ddi tuong
can chon.

3) Chon mdu phdt trién mam: (Snowball Sampling)

Trong phuong phdp nay, nha nghién citu chon ngiu nhién mot sd phan tir
cho miu. Sau d6, thong qua cdc phan ti ban dau nay, d€ ho gidi thiéu cdc phan ti
khac cho miu.

Vi du: Khi mudn nghién ctu vé cdc nghé nhan nudi chim, né€u diing phuong
phdp chon ngiu nhién hoan toan thi sé rat tén kém; Vi thé ta sé ding phuong phdp
chon miu phat trién mam, bing cidch chon ngiu nhién mot nghé nhin choi chim
mdi tham gia vao mau, sau d6 hdi nghé nhin nay tén clia nghé nhan khdc, va ct
ti€p tuc nhu vay ta sé& c¢6 dudc cdc nghé nhan nudi chim tham gia vao mau.

Nhu vay, v6i phuong phap chon miu phat tri€n mam, nhitng don vi, phan ti
chon miu ban diu dudc lya chon bing cdch sit dung cdc phuong phdp xdc suit,
nhung nhitng phan ti, don vi bd sung ti€p d6 dugc thu thap tir thdng tin dugc cung
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cAp bdi cdc don vi, phan t ban dau. Vi thé, du 12 v6i phuong phip xdc suit nio
dudc st dung d€ Iwa chon nhitng phan ¥, don vi chon miu ban diu, thi miu toan
bo van dudc coi 1a miu phi xdc suit.

4) Chon mdu theo dinh ngach hay mdu kiém tra ty ¢ (Quota Sampling):

Trong phudng phip chon miu theo dinh ngach (goi ngin gon 1a chon miu
theo quota), nha nghién citu s& dua vao cdc dic tinh ki€m soat xdc dinh trong ddm
dong @€ chon s6 phan tir cho miu theo ciing ty 1é clia ddm dong.

C6 thé hi€u theo cdch khac 1a: Nha nghién cttu c6 ging bdo ddm miu dugc
Ira chon lam dai dién cho téng thé, bing cdch chon nhitng don vi 14y miu dya vao
céc tham s6 chinh xéc.

Vi du: Ta c6 thé 14y miu gdm nhitng ngudi 13 thanh vién & mot vung (Tinh,
thanh phd) nao dé trong nuéc, duwa vao ty 1& theo cdc s6 liéu vé dan cu clia ving
Ay.

Phuong phdp chon miu quota c6 thuin Igi 1a miu s& phu hgp vé6i cdc tham
s6 dugc chon cda tong thé, n€u cdc phdng van vién, nha nghién cifu hay bt ¢ ai
ti€n hanh lya chon thyc sy dap ng khit khao v6i céc ty 16 mot cach chinh xdc.

Tuy nhién, chon miu theo quota ciing c6 nhitng nhudc di€m tiém an, c6 thé
phé hily tinh gid tri cia mdt mau chon dudc, nhitng nhudc diém dé 1a:

+ Cédc cOng tdc vién tai hi€n trudng phai thian trong, va phai thoa man
cdc ty 16 mot cach chinh xdc v6i s6 ngudi c6 nhitng dic di€ém quy dinh - Van dé &
day la viéc ki€m sodt cac ty 1& dudc thda man mot cach chinh xdc 1a rit khé khin.

+ Téng thé khong thé dugc liét ké bing cdc dic di€m thich hop, va cic
dic di€m nay c6 thé khé xdc dinh. Ching han, tudi dugc hdi va bio cdo khong
ding su that.

Mic du khi ti€n hanh chon miu theo quota, ta thudng mdc phdi nhitng sai
st k€ trén, nhung chon miu theo phuong phdp nay thudng dudc st dung rong rai
va dugc coi 12 phuong phdp chon miu phd bi€n nhat trong thuc tién nghién cifu
Marketing.

D& hiéu 16 hon vé phuong phip nay, ta xét vi du sau:
Vi du: Mot thudc tinh ki€m sodt, chezmg han vé tudi:
Gi4 st chon mot miu c6 kich thude n = 100 tir mot tong thé (ddm dong) cé

kich thuSc N = 1.000, trong d6: C6 20% ngudi tiéu ding & do tudi tir 20 -30; 40% tir
31-40 va 40% tur 41 - 50.
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Nhu viy, d€ chon dd cdc phin ti cho miu cé kich thudc n = 100, thi nha
nghién ctfu s& dua vao dic tinh ki€m sodt (tudi) dugc xdc dinh trong ddm dong dé
chon cdc phin tr cho miu theo ciing ty 1& clia ddm dong tic 13 sé& chon:

20 ngudi & do tudi 20 -30 (20%); 40 ngudi & dO tudi 31-40 (40%) va 40
ngudi ¢6 do tudi tr 41 -50 (40%).

VIII/ CAC PHUGNG PHAP CHON MAU THEO XA C SUAT:

Khi chon miu, néu ta chi khdo sdt mot phan clia t't cd cdc thanh vién trong
tong thé. Nhu thé, chiing ta c6 thé khong biét ring nhitng d4nh gid tif miu nay cé
phan dnh dugc tdng thé hay khong? Vi vy, dé€ nhan dugc mdt miu dai dién tot, ta
phdi chon mot mAu di 16n va phadi ding phuong phdp ngiu nhién d€ chon céc phan
tl tir tdng thé vao miu.

Sau day 12 bon ky thuat 14y miu ngiu nhién:
1) Chon méu ngdu nhién don gidn:

Trong phuong phdp chon miu nay, cdc phan tir déu c6 xdc sudt tham gia
vao miu 12 ddng déu va nhu nhau. Ngudi ta, 14y ra tirng phan tif modt, mdi 1an chon
chi 14y ra mot phin t¥ clia tong thé, trudng hgp nay don vi chon miu ciing 1 phin
tl cda tong thé va d€ chon cdc phin tif cho miu, nha nghién ctu ding bing ngiu
nhién.

Bing ngiu nhién 12 mot bing gdm cédc con sd dugc viét ra mot cach ngiu
nhién, hoan toan 16n x6n va khong theo dinh k. Nhitng con s& nhu viy c6 thé dugc
thu thap tir nhiéu bing di xuat ban, hay tai cdc thu vién.

Nhu vay, khi sit dung céc sd ngiu nhién, né lién quan rat it v6i do chéch c6
thé c6 ddi v6i cac thanh phan clia tdng thé di dugc chi dinh. Cdc s6 ngiu nhién
nay 12 nhitng con s6 dudc chon hoan toan khong cé sy can thiép cla con ngudi, vi
thé mdi con s& c6 cd hdi xuat hién dong déu v6i mdi con s6 khéc.

Vi du: Khi nha nghién cttu 14y miu I3 cdc nam sinh vién dai hoc, kich thuéc
miu mong mudn doi hdi phai chon 1a 200 con s& ngAu nhién tir 2000; va nhu vay
c6 4 chit s6. N&u ta 4n dinh mdi sinh vién mdt con sd tir 0000 d&én 1999, con s6 nao
c6 4 chit s§ trén 1999 sé& bé qua. Cong viéc clia nha nghién cifu 1a bit dau chon vdi
2 cot dau tién clia badng, va bit diu chon tir 6 xudng. Puong nhién nha nghién citu
c6 thé thay ddi di€m khdi diu tir chd nay. Nha nghién citu ti€n hanh chon bing
céch khoanh tron nhitng nhém 4 chit s6 roi vao khodng mong mudn. Tic 1a chi c6
cdc con s6 ¢6 4 chit s6 dudi 1999 méi dugc chon ma thodi; cho nén phdi can mot qué
trinh chon lyra kéo dai. Bit dau & phia trén, 1009 nhé hon 1999, nén chiing ta coi n6
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12 mot trong 200 phan ti clia miu va ngudi sinh vién dugc an dinh bdi con s6 d6
bay gid s& dugc chon trong miu. Con sd k& ti€p 1a 3560 qué 16n, nén chiing ta loai;
con sO k& ti€p 1a 0452 dudc chon vao miu. N&u chit s6 ngiu nhién ty xui't hién hon
mot 14n, n6 sé& bi loai ra. Qu4 trinh nay dugc ti€p tuc ti€n hanh cho téi khi chiing ta
c6 tdng s6 200 con s ma cédc sinh vién dai dién dudc chon vio mau.

* Ta ¢6 phdn bdng s6 ngiu nhién dudc dinh dang nhu sau:

1009 2786 3132 ... e 5032
3560 4567 5233 ... v 6112
0452 5896 6212 ... e 4233
9901 3132 7121 ... v 5342
8267 9091 1023 ... e 1992
1205 8261 2122 ... v 1772

1865

Theo nguyén tic, phuong phip chon miu ndy hoan toan khoa hoc va ly
tudng, vi tdt ci cac thanh vién cda tdng thé déu c6 co hdi lya chon ddng déu.

Tuy nhién trong nghién cttu ti€p thi, phuong phdp nay it dudc dung, mic du
don gidn. B&i vi n6 doi héi mdt khung chon miu gin nhu hoan hio Ia diéu hi€m c6
trong thuc t&. Bén canh d6 con phai c6 mot bing s6 ngiu nhién thuc sy, d€ cin cw
vao dé ma chon déi tugng.

2) Chon mdu cé hé thong:

6] phuong phdp nay, nha nghién citu ti€n hanh viéc chon cdc phin ti cho
mau bing cich: Chon ngiu nhién diém xuit phat. Tir di€m xuit phat nay, va dua
vao budc nhdy d€ chon cdc phan tif ti€p theo cho miu tir khung miu dudc sip x&p
theo thit tu tir 1 dén N. Ta c6:

- Bu6c nhay =

-Ty 1é chonmiu =

Vi du: N&u ta mudn chon mdt miu cé kich thuge n = 100 tir mot ddm

N 1
déng c6 kich thude N = 1000. Nhu vay, ta c6 buGc nhdy la: — :% =10
n

D€ chon phin tr diu tién trong cdc phan tf tir 1 d€n 10, ching ta diing
phuong phap chon miu ngiu nhién don gidn, ching han ding bing s& ngiu nhién
clia sdch thdng ké hay mdy tinh cam tay, ta chon dugc phan tir dau tién mang s6 1a
4,
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Bu6c nhay 1a 10, c¢6 nghia 12 ¢ 10 phin ti ta lai chon 1 phan ti, va ct
ti€p tuc chon. Cho t6i khi ddm bao kich thudc miu n = 100.

Nhu viy, phan tif thit hai dugc chon vao miu 13 phan ti tht 14 trong
khung miu (4+10), phin tif thit 313 24 v.v..

3) Chon mdu phdn ting (phdn t6 - hay chia 16i dong nhdt: Stratified
Sampling).

Pay 1a phuong phdap chon miu ma ngudi ta chia ddm dong ra thanh nhiéu
nhém nhd, ¢é dic diém 1a: Cdc phan ti trong cling mdt nhém c6 tinh ddng nhi't cao
va cdc phan tif gifta cic nhém lai c6 tinh di biét cao.

Céic nhém nay lai c6 thé dudc chia thanh nhiéu nhém nhé hon thda méin
cuing dic diém nhu trén.

DPé€ chon phan tif cho miu trong titng nhém, nha nghién citu c6 thé dung hai
phuong phdp sau:

e Phuong phdp dugc thuc hién theo ty 1&: Tic 13 s6 lugng phan ti¥ chon cho
mau trong tirng nhém ty 1& vdi s& lugng phan ti clia nhém hoic:

e Khong theo ty 1&: Tic 1a s6 lugng phan tif chon cho mAu trong tirng nhém
khong ty 1& v6i sd lugng phin tir cia nhém ma dude chon theo mic d6 quan trong
ctia mdi nhém.

Vi du: N&u chiing ta chon mdt miu c6 kich thude n = 200 tir mot tdng thé cé
kich thu6c N = 2000, dudc chia thinh 4 nhém. C4c nhém nay cé kich thuSc va sd
lugng phin tif tham gia vio miu nhu sau:

Phudong Nhéml= | Nhém2= | Nhém3= | Nhém4= | Tong

phép 600 400 200 800 cong
Theo Ty 1¢: 60 40 20 80 200
n 200 1

N 2000 10

Khong theo 50 60 30 60 200

ty 1é

S& lugng c4c phin ti chon vio miu clia tirng nhém theo phuong phdp khong
theo ty 1& dugc xdc dinh nhiéu hay it theo tAm quan trong cia mdi nhém.
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4) Chon mdu theo nhiéu budc (hay chia I6p di bi¢t: Cluster Sampling):

6] phuong phap chon miu ndy, ngudi ta ciing chia dim dong ra thanh nhiéu
nhém nhd, nhung véi dic di€m la: Cdc phin tif trong cling mdt nhém c6 tinh di biét
cao, va cdc phan tif gitta cdc nhém c6 tinh ddng nhi't cao.

Cac nhém nay lai c6 thé ti€p tuc chia thanh tirng nhém nhd nita va phai
thda man cung dic di€m néu trén. Sau d6, chon ngiu nhién mot s6 nhém va ti€n
hanh chon cdc phin tif cho miu. Ching han, don vi ho gia dinh trong mot khu phd
khi ta nghién ctru phan khuc thi trudng.

Trudng hgp trong cdc thi trudng nghién citu n€u chua ¢6 khung chon miu
hoan chinh thi diing phuong phép nay la tién Igi nhat.

Vi du: N&u ta chon mdt miu c6 kich thude n = 100 tir mdt ddm dong c6 kich
thuéc N = 1000. Gid st ta chia ddm dong nay thanh 8 nhém va chon ngiu nhién 3
nhém. Sau dé chiing ta c6 thé duing phuong phdp hé thong d€ chon 100 phan ti cho
mau tf 3 nhém nay.

Tém lai: Cdc phuong phdp chon miu bao gdbm trong bang duéi day:

Céc phuong phdp chon miu
[

Chon miu theo x4c suit Chon miu khong theo x4c suit
. Chon miu ngiu nhién don gidn . Chon miu thuin tién
. Chon miu theo hé thdng . Chon miu phén dodn
. Chon mAu phén tang (chia 16p ddng nhat) . Chon miu phét trién mam
. Chon miu nhiéu budc (chia 16p di biét) . Chon miu theo dinh ngach (quota)

IX/ SO SANH HAI PHUONG PHAP CHON MA U:

Trong nghién citu marketing, d€ di d€n quyét dinh chon miu theo phuong
phdp nao 1a thich hgp? Nha nghién cttu phdi xem xét nhi€u yé&u t6. Nhitng y&u t&
chinh cin quan tim la: muc tiéu nghién ctfu, phuong phdp nghién citu, thdi gian va
chi phi.

Qua viéc nghién citu hai phuong phdp chon miu xdc suit va phi xdc suit &
trén, ta thdy chiing c6 mot s& dic di€m co ban dugc thé hién trong bang sau:
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THEO XAC SUAT PHI XAC SUAT
UU PIEM . Tinh dai dién cao Tiét kiém dugc thdi gian va chi phi
. Tong quit héa cho ddm dong
NHUGC Tén kém thdi gian va chi phi | . Tinh dai dién thap
PIEM . Khong tdng quat héa cho dam dong
PHAM VI Nghién cttu mé td va nhdn qua | Trong nghién ctu kham pha.
SU DUNG

X/ KIEM TRA QUA TRINH CHON MAU:

Ki€m tra qud trinh chon miu 13 nhim bdo ddm ding d6i tugng, tao dugc su
cong tdc clia ddi tugng, hdi di s6 lugng doi tugng trong mau, va xt 1y cdc trudng
hgp di ving hoic khong trd 15i. Dudi day 12 mot s§ dang ki€m tra chii y&u:

1) Hoi diing doi tuong:

Muén héi ding d6i tugng, cAn néu rd cic diéu kién d€ tuyén chon lam ddi
tugng. Ching han: Khi nghién cifu thi trudng bot giit hodc nudc rira chén, thi doi
tugng dugc chon dé€ hdi va phdng van phai 13 cdc ba noi trg.

Trudng hgp khi miu yéu cau 12 chii hd, nha nghién citu phii thin trong xdc
dinh ngudi dudc hdi ¢6 ding 1a chii ho khong, nhim trdnh trudng hgp cha hodc me
nhd con cdi, chdng nhd vg trd 13i thay.

Né&u miu diéu tra 12 ngudi nghién thudc 14, ta can xdc dinh “nghién” & day
12 hit bao nhiéu di€u thudc mot ngay. Ngay cd néu miu 12 nhitng ngudi di mua
sdm & cdc trung tAm thuong mai, vin cé su khdc biét giita cac khiach hang di mua
sdm vao ngay chi nhat va cdc khdch hing mua sim ngay thudng.

2) Tao su cong tdc ciia doi tugng duoc hoi:

Tao dugc sy cdng tic clia d6i tugng dude hdi, duge coi 1a diéu kién bio
ddm thanh cong cho cudc diéu tra.

Tuy nhién, c6 mot thuc t€ can luu ¥ 1a: Cudc phdng van cang dai thi s&
ngudi tir chdi trd 15i cang nhi€u. Thém vao d6, s6 ngudi tir chdi trd 151 va bd ngang
cudc phdng van ciing thay d6i tiy theo stic hap din ctia cudc phdng van nhu thé
nao.

3) Ty l¢ hoan tdt:
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Ty 1& hoan tit 14 ty 1& nhitng doi tudng tiém ting trong miu di thyc sy tham
gia vao cudc diéu tra véi tr cach 12 ngudi dude hdi (ddp vién).

Du cho hé théng chon miu c¢é chinh xdc dén diu ching nita nhung néu ¢
qué it ngudi cudi cung dudc hdi hay dudc quan sit, thi hé thong d6 ciing khong
mang lai k&t qua.

C4 trong chon miu theo xdc sudt va khdng theo xdc suit, ta déu phdi dé ra
N A *A - e *A A A ~ A ~ ~
va tudn thu nghiém ngit cdc tiéu chuan vé két qua can dat dudgc, néu mudn s
dung cédc s6 do vé do chinh xdc clia cong trinh nghién ctu.

Theo nhu cdc nha nghién cttu thi, d€ c6 dudc cdc két qui ddng tin & mic t8i
thi€u, it nhat phai phdng van dugc 50-60% ddi tugng dudc chon vio miu. Néu
phdéng van nhitng d6i tugng khdc trong danh sdch tdng thé nghién citu d€ thay thé
vao chd trong, ta sé 1am sai 1éch két qua. Ly do la nhitng ddi tugng khong trd 15i
thi hoan toan kh4c véi nhitng doi tugng chiu trd 15i phdng van.

Vi vdy, néu phdng van bing thu, nén trinh bay hap din d€ d6i tugng chiu
md thu ra doc, N&éu phdng van bing dién thoai, phai chon thich hgp va cd ging goi
lai hai, ba 1an dé ti€p xiic cho bing dugc ddi tugng.

4) Xt Iy cdc truong hgp bdn viéc va khong tra loi:

Chia kho4 dé gidi quyét hai vin dé nay la ¢ ging tim hi€u ching.

Ching han, vi sao d6i tugng ban viéc hay ving nha? C6 khi vi cong viéc
lam #n ma c3 vg 1an chdng déu ving nha, do d6 khong thé tra 15i dién thoai vio
ngay thudng.

Trong khi d6, ngay chli nhat thi ho lai ban biu viéc mua sim, doan tu gia
dinh, nén khdng mudn ngudi ngoai qui’y ray ho v.v...

P& khic phuc tinh trang nay, cAn hudn luyén mot doi ngii van vién cho that
lanh nghé, nhim cudn hiit d6i tugng vao cudc phdng van mdt cich thich thd ngay
khi ti€p xtic dugc.

Nhu vdy, qua nhitng vin dé vira trinh bay bén trén, ta thiy cdng viéc chon
mau nghién ctu 12 mdt cong viéc khong may d& dang. O Viét Nam, nha nghién
ctfu hiu nhu phai tu thi€t k€ va chon miu. Trong khi d6 & cdc nudc phat trién, dé
lam cong viéc ndy, c6 thé nhd dé€n rat nhiéu ngudi trg gitip d€ chon miu; dé 1a:
Nhitng ¢& van chon miu, nhitng cong ty cung cidp danh sdch ngudi tiéu dung dua
loai, nhitng cong ty chon mau chuyén nghiép.
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C. QUYET PINH VE KiCH THUGC MA U:

I/ MOT SO KHAI NIEM:

1) Miic do chinh xdc ciia cong trinh nghién ciiu:

Mitc do chinh xdc cla két qua diéu tra 12 mot ham s& theo quy mo (kich
thudc cda miu. Mic do chinh x4c cla két qua gia ting ty 1& thuin véi binh phuong
clia quy md miu. N6i mot cdch khdc, mic do chinh xédc s& gia ting theo cin s6 bac
hai clia sy gia ting quy mo mau.

Vi du: Khi ting quy m6 miu 1én gdp 2 1an, ching han tir 500 phan t 1én
1000 phan t can diéu tra, lic ndy mic d§ chinh xdc clia k&t qui sé gia ting thanh
cin s& bac hai cia 2, titc 12 1,4 hay 140%. Piéu nay cho thd'y mitc do chinh xdc cla
ké&t qua gia ting khodng 40% so vdi trude day.

Pay 12 quy luét ta di hoc trong ly thuyé&t xdc sut, né chi 4p dung cho cédc
mAu chon theo phuong phdp xdc suit hay ngAu nhién hoan toan.

C6 mot di€m quan trong can phai lvu ¥ phan biét, dé 1a: Vira rdi ta néi dén
mitc dd chinh xdc hay mifc 46 dang tin 13 do viéc chon miu mang lai, chit khong dé
cap dén cdc két qua dat dugc chinh xdc dén mitc dd ndo. Ly do la:

Mtic @6 chinh x4dc clia cdc k&t qui con tily thudc vao rat nhiéu yé&u td (ngoai
yé&u t& chon miu k& trén) nhu:

- Cdc cdu hdi c6 hoan chinh khong?

- Ngudi phdng van c6 giy tdc dong dé€n két qui khong?

- Ngudi dudc hdi c6 trd 15i sai khong? (Chang han do tri nhé kém hay
khong hi€u ciu héi) v.v..

Hay néi céch khic, n€u cic yéu t& vira ké tic dong tuong tu nhu nhau
trong hai cudc diéu tra tuong ty, thi khi chon cling mdt quy mdé miu nao d6 cho ca
hai cudc diéu tra nay, k&t qui thu dudc sé tuong ty nhu nhau.

2) Khodng tin cdy:

Khodng tin ciy 12 mot s6 uSc lugng, mang diu cong hay trir vé tri s6 clia
thong s6 cda tong thé nghién citu. Khodng tin cdy gitip ta c6 thé bi€t vdi xdc suat
12 bao nhiéu thi s6 trung binh cia tong thé nghién cifu sé nim bén trong gidi han
thdng ké dinh sin.
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Hay n6i mot ciach khic, mot khodng ndo dé bao gébm tri s6 thit cia trung
binh tdng thé, va khodng nay dudc goi 12 khodng tin cdy.

Xdc suit clia trung binh miu nim trong khodng tin ciy dugc goi 1a hé sd tin

cay.

Thong thudng, cdc nha nghién cttu hay nha quan tri Marketing 4n dinh mic
tin cay 12 95%. Nghia 12 c6 tir 95 cd hoi trd 1én trong 100 c¢d hdi 1a cdc s6 licu diéu
tra dugc bdo cdo s& nim trong mdt khodng tri sd dinh tru6c clia thong s6. Mic tin
cdy nay cho phép k&t qua nghién cttu c¢6 sai s6 5% so véi gid tri thuc clia tdng thé,
va mtc sai s6t d6 thudng dudc chdp nhin ddi véi phan 16n cdc quyét dinh trong
nghién ctu Marketing.

I/ XA C PINH OUY MO (KiCH THUGC) MA U:

Mot trong nhitng vAn dé cd ban nhit va ciing khé nhat phai gidi quyét khi
1ap k€& hoach diéu tra chon miu 1a quyé&t dinh quy m6é miu phai 16n cd nao.

Van @& ¢& maiu nio 12 thich hdp 12 mot cau hdi phitc tap. Vi viéc 14y miu
c6 dd 16n di d€ ddp wng muc dich ciia nha nghién ctu c6 thé doi hdi phii c6 mot
lugng thdi gian, tién bac va nhan lyc rat 16n. Chinh sy doi hdi tuong quan giita
thong tin ting thém vdi chi phi cling nhu cdc ngudn thi nguyén thém vao di lam
cho viéc xdc dinh ¢ mau thich hgp trd nén khé khin.

Khi nha nghién citu xdc dinh mot ¢ miu thi cdc y&u t& nhu: S8 lugng phan
tlt dugc chon dwa vao miu phai khdng dugc qud it dé gay ra sai s6 14y miu qué 16n
dé&n ndi khong thé chdp nhan dudc, hoic s6 lugng phan tir dudc dua vio miu khong
dudc qua nhiéu khi€n cho chi phi nghién citu ting 1én va gidm di hiéu qui clia
cong trinh nghién ctru.

Viéc xdc dinh 16 ¢ miu phi hdp ciing dudc xem 12 mot nghé thudt nhu
cong viéc thi€t k&€ bang ciu héi. Mudn gidi quyét vin dé quy md miu ta phai dua
trén cdc y€u td chi yéu sau:

+ Mitic @6 chinh xdc yéu ciu ddi vdi tham s6 cian udc lugng

+ C4c phuong sai tong thé€ hay udc lugng phuong sai cAn thiét tiy theo
tirng phudng phap chon miu. (Phuong sai 12 sy do ludng mic dd phan tdn clia mot
tap s6 do xung quanh trung binh clia né bi€u thi sy dn dinh va chinh xdc clia tong
thé.)

+ Chi phi chung cho cudc diéu tra, chi phi cho mot don vi miu.

+ Quy md cia tdng thé nghién ctitu (Trong trudng hop chon khong 1ip).

Viéc xdc dinh quy md miu c¢6 hai trudng hop:

. Thit nhA't 13: Xdc dinh quy md miu can thi€t theo mifc d6 chinh xdc yéu
cau: Tic 12 n€u khong quan tim dén y&u t§ chi phi khi xdc dinh quy m6é mau, ta chi
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can cin cif vao mitc do chinh xdc theo yéu cau clia ngudi sit dung thong tin ddi vdi
k&t qua diéu tra mAu ma tinh todn s6 miu can thiét.

. Thit hai 13: X4c dinh quy md miu trong mdi quan hé gitta chi phi va sai s&
chon mau:

Trong thuc t&, tng dung phuong phdp chon miu thudng gip tré ngai vé
kinh phi diéu tra. Viéc kinh phi khong di dé ti€n hanh cudc diéu tra v6i quy mod
mau can thiét thudng din d&€n s& don vi miu phidi diéu chinh thdp hon theo yéu
cau, d€ gidm chi phi cho cudc diéu tra.

Tuy nhién, viéc di€u chinh nay khong nén ti€n hanh tiy tién, ma phai dua
vao 1y thuyét chon miu d€ bdo ddm cin ddi giita chi phi va sai s& chon miu theo
mot trong hai huéng sau:

(1) Sai s6 chon miu thidp nhat ( hay mic dd chinh x4c cao nhit) véi
chi phi dinh truéc.
(2) Chi phi t8i thi€u vdi sai s6 chon miu theo yéu ciu dit ra trudc.

Nhu vdy, cdc yéu cau vé xdc dinh kich thuSc miu c6 thé dudc tém tit nhu
sau:

@ Xdc dinh sai s6 c¢6 thé chdp nhan, chip nhan giita uéc lugng quy mod
vdi thong s6 cla tong thé. Tic 1a d6 16n cia sai s6 phdi nim trong ding sai clia
muc dich ra quyét dinh.

@ Xic dinh mifc dd tin cy, ma ta mudn c6 trong udc lugng quy mo cé
dudc gifta sai s clia thong tin tdng thé? Chang han, n€u ta mudn c6 két qui nghién
citu v6i mic tin cdy 100% thi phai khdo st toan b cdc phan tif clia tong thé: Pay
12 diéu qué ton kém va khong thyc t&€. Trong thuc t&€ cdc mic tin cdy thudng dugc
st dung 12 99%, 95%,90% trong d6 mic tin ciy 95% dugc sit dung phd bi€n nhat.

® Xéc dinh hé s6 tin cdy Z gin lién véi mic tin cdy mong muén nhu
dudc quy dinh.

@ Usc tinh do 1éch chuin ciia tng thé. (Chinh 1a cin bac hai cla
phuong sai: d(X) = {/D(X) )

® St dung cong thic thdng ké thich hgp.

® Pua ra miu thich hgp.

Tém lai: Mot qud trinh lya chon kich thu6c miu sé& theo dudi cdc van dé
sau day:
- Pinh 16 sai s6 ¢6 thé chip nhin
- Pinh rd hé s6 tin cay.
- Bédnh gid do 1&ch chuin.
- St dung cong thitc thong ké thich hgp.
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Tuy nhién, quyét dinh cudi cling vé quy md clia mii lai thudc vé nha quin
tri Marketing, chit khong phai chuyén gia thong ké vé chon miu; vai tro clia nha
thong ké & diy chi 1a ngudi cung cAp thong tin d&€ nha quan tri ra quy&t dinh.

Thong thudng, nha quan tri Marketing cAn nhic mdc do quan trong clia mot
vdn dé marketing nao d6. Ho s& cAn nhic giita chi phi bé ra d€ nghién ctu va gia
tri cia k&t qua nghién cttu khi 4p dung vao thuc tién. Do d6, chi phi da trd thanh
bién s6 quyét dinh trong qué trinh lwa chon quy md miu cia nha quén tri va nha
nghién cttu.

I/ KiCH THUGC MAU TRONG PHUONG PHAP CHON MAU
PHI XA C SUAT.

Nhitng ban luin vé viéc xdc dinh kich thu6c miu néu trén, chi dé cap dén
cdc miu x4c sudt dudc chon mot cach ngiu nhién. Ngoai ra cdc phin tf cda miu
c6 thé dugc chon theo muc dich, bing phudng phdp chon miu c6 chi y (phi xdc
suat).

C4c phuong phdp tinh todn theo quy trinh x4c dinh quy mdé mau theo xdc
suat khong 4p dung dudc d6i véi phuong phdp chon miu phi xdc suit. BSi vi tinh
xdc suat khong ton tai khi c6 su chon lya ¢6 chd y.

Quyét dinh vé kich thu6c miu phi xdc suat thudng dudc thuc hién mot cdch
chii quan. Nha nghién cttu chon ¢ miu ma theo cdm tinh cla ho, 1a dai dién cho
tng thé. Thudng thi nha nghién cifu phai st dung phian dodn va kinh nghiém ciia
minh.

Do6i khi nha nghién citu 18y miu dén khi nao dat dugc k€t qué mong mudn
vé d6 tin cdy. Trong nhiéu cudc nghién citu, sy han ché vé tai chinh vin 1a yé&u to
quan trong nhat ddi vdi viéc xdc dinh ¢d miu thich hgp. N&u kinh phi phan b3 cho
cong viéc chon miu 13 c¢6 dinh, thi nha nghién citu phdi chon kich thuc miu sao
cho né nam trong pham vi cia ngan sach.

Pl
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CHUONG 7:
PHAN TiCH THONG TIN

I/ CHUAN BI DU LIEU VA XU LY:

1) Nesuvén nhin giy sai lAm trong nghién citu thuc dia:

Hai muc tiéu cht yé&u clia nghién cttu thyc dia nhiim thu thap dit kién Ia:

- T6i da héa nhitng thong tin thich hgp.
- T6i thi€u héa nhitng sai s6 do 1dm 14n clia ngudi phdng van.

Vi vay, trong hoat dong diéu tra, thu thip dit kién tai hién trudng, n€u nha
nghién cttu biét ludng trudc dude va hi€u ro nhitng loai sai sét c6 kha ning x4y ra,
thi nha nghién ctu nay c6 thé du ki€n dugc nhitng hanh dong, bién phap d€ gidm
thi€u t8i da nhitng sai sét d6.

Sau day, 1a mot s6 nguyén nhin giy sai so trong thu thap thong tin:

1.1 Thiét k& bdang cdu hdi kém.
Khi bdng cAu hdi dugc thi€t k& khong dat yéu cau v6i nhitng cau hdi dua ra
phdéng van thi€u hap din va khong ro rang, s& khi€n ngudi trd 15i hiu theo nhiéu
cdch dAn dén két qua thu dudc tir cau tra 151 1a khong chinh xéc.

1.2 Hudng din phéng vdn vién khong k luong:

Cho du viéc thi€t k&€ bang ciu hdi c6 t6t va hoan chinh nhung né€u phdng

van vién khong dude hudng din va chuidn bi chu ddo va cin ké, thi nhiéu khi ciing
giy ra nhitng 1am 14n ddng ti€c trong qu4 trinh phdng van.

Ching han, khi khong dudc gidi thich ddy dd vé tinh chat clia cudc diéu tra,
hoic c6 dugc gidi thich nhung khong chinh xdc. Piéu nay sé& 1am cho ngudi phdng
van khong theo sit nhitng yéu ciu, huéng din clia bing cAu hdi.

D6i v6i cdc cau hdi m& (khong dinh trude cAu tré 181), ngudi phdng van phdi
tim cdch dit thém mot sd cAu hdi ngoai bin hudng din va n€u anh ta khong bam
sat yéu cau dugc dit ra, thi khd ning bi chéch huéng cang ting.

1.3 K3 thudt phdng vdn kém:
Né&u ngudi phdng van khong tao dugc mdi quan hé tot gifta hai bén (giita
ngudi phdng van va ngudi dudc phdng van), thi d6i tugng phdng van s& cé thé
khong trd 131 hodc khong chd ¥ d€n ndi dung cau hdi. Bén canh d6, néu cdc phuong
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phép k§ thuat phdng van cii k§, lac hau cling din d€n nhitng sai 1&ch trong thu thap
thong tin.

Mit khéic, n€u ngudi phdng van khong tao dugc cdm tinh hay khong nhan
manh van dé, hoic khong cho ddi tugng cé dd thdi gian suy nghi vé van dé duogc
néu ra, thi din d&€n ngudi dugce hdi tra 15i 1a “t6i khong bi€t” hay trd 15i thi€u chiéu
sau.

1.4 Sai ldm do lua chon ddi tuong.

C6 3 loai sai st c6 thé x4y ra khi chon miu ngudi tra 15i:
- Nhin dudc thong tin tr mdt dia diém sai
- Nhan dugc thong tin tir mdt ngudi khac khdng thich hgp.
- B4 s6t thong tin tif nhitng ngudi da dugc du ki€n phdng van trong miu
thi&t k€.

1.5 Sai léch do khong trad loi:

Khong trd 15i 12 sai s6t thudng x4y ra, sai sé6t nay chi y&u xuat phép tir:

- Thong tin khong dén dudc ngudi trd 15i theo du ki€n bdi vi: thong tin
khong thich hop, ddi tugng ving mit, hay do khong c¢6 nd luc cin thiét dé ti€p xic
véi doi tugng dugc phdng van.

- Ngudi trd 15i khong cung cAp thong tin theo yéu cau.

1.6 Sai sot trong liic ghi nhan:

Trong qué trinh phdng van va ghi chép lai nhitng thdng tin tf ngudi dugc
héi, thudng gip phai mot s6 sai s6t. C6 thé 1a do: Ngudi phdng van c6 qud it thdi
gian, hodc khong dd chd d€ ghi, phai tim cdch viét tit hodc ghi that nhanh. Piéu
nay c6 thé lam adnh hudng d€n nodi dung clia cudc phdng van.

Chéng han, ngudi phdng van cé thé ding ciu clia minh thay cho ciu cia
ngudi dude phdng van, hoic mot cich vo thitc sita ddi ciu trd 15i theo cdch nhin
nhin ctia minh.

Trudng hop 1a nhitng bidng cAu hdi tric nghiém, ngudi phdng van doi khi c6
thé danh diu sai.

D&i v6i nhitng cudc phdng van cé tinh cdch thin mat va cé chiéu siu, doi
héi phdi chd dén lic két thiic méi bit diu ghi chép. Piéu nay ciing dé din d&€n mic
phai sai 1&ch trong viéc ghi chép.

Riéng nhitng ciu hdi c6 nhiéu cich trd 15i trén dién thoai, cling giy rat
nhiéu khé khin, vi ngudi phdng van vira phdi 16i cudn sy chd y clia ngudi trd 15i,
vira phdi ghi chép. Trong tinh trang lam viéc cing thing nhu vy, rit d& din dén
viéc pham phdi sai s6t trong ldc ghi chép dir liéu.
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1.7 Sai s6t do sw gid mao:
DPo6i khi ngudi phdng vAn dua vao nhitng ciu trd 15i gid, vi ho thdy ring
ngudi tra 19i khong thé tra 15i hodc bd s6t mot cau hdi nao d6.

Tuy nhién, diéu nay khong nguy hai bing viéc 1am gid nguyén ci cudc
phéng van. Pay khong phdi 12 sai s6t nita ma 1a mot sy doi trd.

Viéc gid mao dbi lic x4y ra khi ngudi phdng van di cong tic & mot ving
qué xa x6i, khong thé giam sat dudc.

Ta c6 thé gidm thi€u va han ch€ sy gid mao bing cich tuyén chon nhitng
vaAn vién ddng tin cdy va 4p dung nhitng phuong phdp quan ly hitu hiéu.

2) Hiéu chinh dif liéu:

Muén chuyén cic bing ciu héi di dugc trd 15i ddy di thanh cdc biéu, ta
can thuc hién 3 budc: Hiéu chinh - M3 héa va x4c dinh tn so:

D¢ ting chi't lugng cla thong tin, sau khi thu thip xong, chiing ta phdi ti€n
hanh hiéu chinh trudc khi nhap dé xt 1y.

Hiéu chinh 13 thim tra lai cdc bang cAu héi (hay cdc dang sd liéu khic), dé
chinh 1y hodc stra chita cac cu trd 15i.

Ngudi hiéu chinh khong phai 12 ngudi ki€m duyét, cit xén moi thif trdi v6i y
minh d€ cho ra mot k&t qua dinh truSc. Ma hiéu chinh & day 1a tir s6 liéu c6 sin,
néu bat 1én y nghia siu sic nhat.

Mot trong nhitng muc tiéu ctia hiéu chinh 13 nhiim loai bé hay gidm t6i mifc
thap nhat cdc sai 1am trong cédc s6 liéu thd (s6 liéu chua xi 1y).

C6 hai dang sai 1dm, d6 la: Sai 1éch do ngudi phdng van va sai 1éch do
ngudi tra 10i.
. Nhitng sai 1dm do ngudi phdng van thudng 1a: C6 thé ddnh ddu nham 6
trd 15i, hodc ho quén hdi ti€p mot cau hdi nao d6 thich hdp v.v..
. Con ddi v6i ngudi trd 15i, nhitng sai 1Am thudng gip phdi 1a: Ho c6 thé
thi€u nhi't qudn giita cdc cau trd 13i trudc d6 va ciu trd 15i sau nay, hoic dua
nhitng ciu tr3 13i khong diy dd hay khong thich hgp.

Nhu vay, thong qua viéc ki€m tra lai tinh chit nhit qudn trong mot bing
cau hdi, cdng tdc hiéu chinh gitip ning cao dugc chat lugng clia s liéu tho.

Qu4 trinh hiéu chinh dugc ti€n hanh dudi mot trong hai dang, hoic ca hai
dang phdi hop 1a: Hiéu chinh bing ngudi va hiéu chinh bing mdy vi tinh.

Th.s Nguyén Anh Son Khoa Qudn Tri Kinh Doanh



Wghién Ciu Marketing 124 -

D6i v6i cong viéc hiéu chinh thong tin thudng dugc chia thanh hai budc nhu

sau:
Hiéu chinh tai hién trudng ( Field editing):
Bué6c hiéu chinh nay do b phan thu thap thong tin thyc hién gdm c6:
- Phéng van vién hiéu chinh ngay sau khi két thic phdng van, bing
céach:

+ Phdng van lai cdc cu hdi bd sét.
+ Hoan chinh cdc phan viét tit, ky hiéu vi€t chua kip.

- Gidm sét vién thyc hién hiéu chinh khi cdc phéng van vién do minh
quan 1y nop cac bang cdu hdi ho da hiéu chinh xong.
Gidm st vién sé kiém tra vé:

+ Tinh hoan tat?

+ Tinh hgp 1y gitta cdc cAu hdi trong tirng bang ciu hdi va gitta
cdc bang ciu hdi?

+ RO rang?

+ Phdng van c6 nghiém tic khong ?

Hiéu chinh tai trung tim (Central editing):
Pay la budc hiéu chinh do bd phan x& 1y thong tin thuc hién truGe khi nhap
thong tin dé xi 1y, nhiim ki€m tra toan bd cdc 18i va nhi't 1a ddm bao tinh hgp 1y

cho tirng ciu héi, tirng bang cau hdi va gitta n bang cau hdi.

3) Ma héa dit liéu:

Budc ti€p theo trong viéc chudn bi dit liéu, 1a phdi ma héa di liéu - B6 1a
mdt qué trinh lién quan dé€n viéc nhan dién va phan loai mdi ciu tra 15i bing cich
gdn mot con s& hay mdt ky ty (Chiang han s6: 1,2,3,4 hay cdc ky tu la.lb,1c v.v..)
tugng trung cho mot ciu tra 16i ghi trong bang cau hoi.

Cong tic mi héa nhim chuyén dich cdc dit liéu thd (cdc ciu tra 13i) thanh
mot dang don gidn hon va d& hi€u hon. Nhat 12 khi ding vi tinh x{ 1y s& liéu, bit
budc phdi ma héa. Do d6 viéc ma héa 12 hét sitc cAn thiét.

Viéc ma héa khdong nén giao cho ngudi chua ¢ kinh nghiém, nha't 1a d6i vé6i
viéc ma héa cdc ciu trd 13i tv do d6i véi cdc cAu hdi md. Cong tic ndy phdi lam
tap trung, khong nén phin tin cho cdc c4 nhin diéu tra tai hién trudng, vi s& giy
r6i loan do thi€u théng nhit trong quan niém va trong mi s6 st dung.

3.1 Cdc thil tuc md hda:
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Cong viéc ma héa c6 thé 1am vio mot trong hai thdi di€m la: Ma héa trudc
va ma hda sau.
a. Mda héa trudc:
Mudn tranh sai 1am, cling nhu d€ ti€t kiém thdi gian va tién bac khi xit 1y,
ngudi ta thudng ti€n hanh ma héa trude cdc bang cau hdi.

Mai héa trude 12 viéc quyét dinh chon cdc ma sd tir khi thi€t k€ bdng ciu
héi, vi thé, ta c6 thé in cdc md s6 1én ngay cdc bing cu hdi nay.

Hinh thifc md héa nay thich hgp nhat cho nhitng ciu héi thudc dang trd 15i:
c6 - khong; hay dang chon cédc cau trd 15i ghi sidn.

D6i véi cdc cau hdi loai nay, nha nghién cttu da dinh ro dugc cdc cau trd 1i
va do d6 dé dang ky hiéu cho cdc cdu trd 15i d6, viéc 1am nay c6 tdc dung lam

gidm di rit nhiéu khdi lugng cong viéc trong budc chuin bi xi 1y dit liéu sau nay.

Pé€ 1am 15, ta hiy xem xét vi du dudi diy vé bang ciu héi véi cdc ciu trd
15i d3 ma héa trude tir 1 dén 7.

Cau hdi: Xin 6ng/ ba vui 1ong cho bi&t vé cap hoc sau ciing clia dng/ba:

- Khong di hoc 1
- Bié€t doc, biét viét 2
-Capl 3
-Cap2 4
-Cap3 5
- Trung hoc chuyén nghiép 6
- Pai hoc va trén dai hoc 7

b. Ma héa sau:
Mai héa sau 1a chd dé€n khi thu thap xong dif liéu ta mdi ti€n hanh ma héa,
véi loai ndy, nha nghién cttu phdi xem xét ngiu nhién khodng 30% cdc bang ciu
héi da dudc tra 13i d€ tinh todn xem c6 khodng bao nhiéu loai tinh hudng.

Tra 15i va ma héa cdc loai tinh hudng tr3 15i d6.
Sau khi da x4c dinh dugc cdc loai tinh huéng trd 15i, nha nghién cifu phai ra
soat lai toan bd cdc bang cAu hdi da phdng van, d€ xem xét xem c6 con tinh hudng

tra 161 nao khéac nita khong, rdi mdi ti€n hanh ma héa.

Kinh nghiém thuc t& cho thiy ring, d€ tién Idi cho viéc phan tich, ta nén
dua vé khong qua 10 loai tinh hudng trd 15i cho mot van dé nao do.

Th.s Nguyén Anh Son Khoa Qudn Tri Kinh Doanh



Wghién Ciu Marketing - 126 -

Loai ma héa nay chi ding v&i nhitng ciu tra 16i thudc dang cau hdi md.

Vi du: Khi ta mu6n nghién citu vé thdi do clia ngudi tiéu dung 12 nhitng
ngudi udng bia vé 1y do udng bia, ta s& nhan dudc vo sd 1y do tir cdc cau trd 13i nhu
sau.

. Ngudi thi udng bia vi 1y do 1am cho ho sdng khodi

. Ngudi khdc vi bia gitip ho dé dang trong giao ti€p.

. Ngudi khdc nita thi udng bia d€ ty ban thudng cho minh sau khi di 1am
viéc cuc nhoc.

. Mot s6 udng bia vi gitdp ho gidi khdt, hoic cdm thdy thich thd véi
huong vi cla bia.

. Mot s6 khdc cho ring udng bia it hai hon udng rudu v.v..

Nhu vay, ta nhan thiy ring, tit cd cdc Iy do trén tir cdc cAu trd 13i nhan
dudc tir nhitng ngudi dudc hdi déu rim rdi va khong theo mot trit tw nio ca.

Song néu ta gom nhitng 1y do dé lai, vd dwa chiing vao nhitng tinh hudng
dudc xdc dinh, thi ta sé thdy chiing c6 ¥ nghia. Ching han, ta c6 thé x&p tit ca cic
ly do trén dua vé nhitng tinh hudng nhu: Ly do x4 hdi, tldc dong thin xdc, huong
vi, ban thudng cho nd luc, gidi kh4t hay sitc khoe.

3.2 Cdc nguyén tdc thiét ldp cdc kiéu md héa:
Nhiim lam cho chiic ning ma héa dugc t6t hon, trong viéc thiét 1ap cic kiéu
mi héa, ta phdi tudn theo mdt s6 nguyén tic sau:

a. S0 “kiéu md héa” thich hop:
S& ki€u ma héa cin phdi di 16n: d€ bao quit dugc hét cic su khic biét
trong cdc dit liéu. N&u s§ lugng ma it qud, thi din d€n mdt s6 thong tin quan trong
c6 thé khong dugc bao quét (tic 1a khong dugc dua vaio ma héa).

b. Nhitng thong tin trd Loi gidng nhau trong cdc “loai ma”:
Nhitng thdng tin trd 15i dudc x&p trong cing mdt “loai ma” thi phai tuong ty
nhau vé dic trung dang nghién ctu.

c. Nhitng su khdc biét cia cdc thong tin trd loi gitta cdc “loai md héa”
Vi mot dic trung dang dugc nghién citu, nhitng su khdc biét vé cdc thong
tin tr 19i gifta cdc “loai ma” phai khong giong nhau d&€n mitc di dé€ x&p vao cic
“loai ma” khac nhau.
Vi du: Ta dang nghién cttu dic trung vé tudi tic clia d6i tugng dudc hdi, gid
st ta tié€n hanh ma héa nhu sau:

Tinh hudng tr3 15i Mai héa
- Nhé hon hoic bing 20 tudi Tl
- T 21 tubi dén 30 tudi T2
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- Trén 30 tudi T3

N&u c6 mdt ciu tra 13i 1a: 20 tudi 4 thang, thi lic nay khong 16 12 nén x&p
vao cot T1 hay T2. Vi T1 < 20 tudi va T2 phdi tir 21 d&€n 30. Do d6, ltic nay ta phai
tuan theo nguyén tic 1am tron s6, tdc 13 lam tron 20 tudi, va dude xEp vao T1.

d. Nguyén tdc loai trir giita cdc loai md héa:

Céc loai ma héa phai khdng dugc chong chéo 1én nhau. Nghia 13, ta phai
thi€t 1ap ching lam sao d€ bat cit tinh hudng trd 15i nao ciing chi dugc x&p vao
mdt loai ma ma thoéi. (tic 1a: dd x€p vao loai ndy thi khdng dugc x&p vao loai
khac)

e. Nguyén tdc toan dién:
Theo nguyén tic nay, ciu tric cia mot loai ma phdi bao qudt dudc tat cd
céc tinh hudng trd 15i, sao cho ti't ¢4 cdc tinh hudng tr3 13i déu dugc ma hoéa.

Vi du: Nhv tinh hudng tr3 15i “khong bi€t” hoic “khdng c6 cau trd 15i” cling
déu phai dudc dua vao mi héa.

g. Nguyén tdc “déng kin” nhitng khodng cdch Idp:
“Péng kin”, c6 nghia 12 khong dugc “dé md” khodng cich 16p clia mi héa.
B&i vi viéc khong chi r& nhitng gidi han vé khodng cdch 16p sé 1am md nhat di
nhitng gid tri phdn tin & hai diu mit cia ddy phan phdi, va do d6 sé& khong cho
phép tinh todn dugc gid tri trung binh cla nhitng quan sdt trong mdi khodng cich
16p.

Vi du: Ta xem xét viéc mi héa véi nhitng cau hdi sau day vé thu nhip binh
quan dau ngudi/ thing clia nhitng ngudi dudc phdng van dang 1am viéc trong cdc
cong ty lién doanh v6i nudc ngoai:

Miic thu nhap Ma héa
50 USD - 100 USD R1
Trén 100 USD - 200 USD R2
Trén 200 USD - 300 USD R3
Trén 300 USD - 400 USD R4
Trén 400 USD - 500 USD RS

Qua vi du trén ta thdy, n€u ma héa nhu vay thi s& chwa ddm bdo “déng kin
nhitng khodng cdch 16p, vi v6i cdc tinh hudng trd 16i mic thu nhap dudi 50 USD
hoic trén 500 USD chua dugc ma héa, mic du tan sui't xuit hién cdc gid tri & hai
ddu miit nay rat nhd.

O trén ta da dé cap dé&n cdc thl tuc va mot s& nguyén tic thi€p 1ap céc kiéu
ma héa. Sau day chiing ta hdy ciing xem xét 3 cdch mi héa cin dung dé xi 1y ba
loai s6 liéu co ban thu dugc tir cudc diéu tra, d6 1a:
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M4 héa bing tén, ma héa dinh lugng va ma héa dinh tinh.

3.3 Md héa bdng tén:
Mai héa bing tén 4p dung cho cdc mit hang hay nhin hiéu, cdc cong ty hay
cdc muc khic nhu tén chuong trinh truyén hinh hoic radio.

N&u Ia cong trinh nghién cttu vé sdn pham, ta chi cin liét ké trudc tén cic
mit hing s& chi€m da s trong cdc ciu trd 15i ( chdng han vé ti vi, ta c6 thé liét ké
tén nhan hi€u Sony, JVC, National v.v..). Tuong ty nhu vay véi viéc liét ké trude
tén c4dc don vi san xud't hay ban 1.

3.4 Mda héa dinh luong:
Loai ndy dudc diing cho cdc cAu hdi yéu cAu phai trd 15i bing con s6. C6
mdt diéu can luu y 13 dit ta hdi vé van dé dinh lugng ndo, thi cic phan nhém hay
phan t8 phai khong dugc triing 13p nhau.

Vi du: Néu ta phan nhém theo Ii¥a tudi nhu sau:

T 20 - 30 tudi
T 30 - 40 tudi
Tir 40 - 50 tudi v.v..

Nhu vdy, d6i v6i nhitng ngudi & vao tudi 30 hay 40 thi ta sé khong bi&t x&p
ho vao phin t& thi nhat, thit 2 hay 13 thi 3.
Vi thé, ta can phdi d6i cach phdn nhém theo dang sau dé khong bi triing 1 p:

T 20 - 30 tudi
Trén 30 - 40 tudi
Trén 40 - 50 tudi v.v..

Ma héa dinh lugng dudc dp dung cho hai loai cdu héi: Pong va md.

+ Cau hdi déng 12 loai cAu hdi ma cu trd 13i c¢6 thé dinh trudc trong
mot khodng tri s6 nao ddy. Ching han cidc cAu héi déng mang tinh dinh lugng sau
day:

. Ong/Ba mang gidy c& s6 may?

Hay: .Hang thing Ong/Ba ciing gia dinh dn com tiém m&y 1an? v.v..

+ Trdi lai, cdc cAu héi md vi d€ cho d6i tugng dudc tra 15i tw do, nén
viéc mad héa thudng khé khiin; vi ta khdng bi€t truc duge phan phdi tan s6 cic ciu
tra 10i.

3.5 Md hda dinh tinh:
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Céc cau hdi & dang dinh tinh 13 loai ciu hdi theo ki€u dam thoai, ngudi tra
16i thudng néu ra cdc md ta, sy gidi thich va dua ra cac 1y I€.

Vi 14 cAu hdi md, nén khong c6 mot danh sich cdc cu trd 15i dé€ ngudi dugc
héi chon lya. Do d6 cdc cdu trd 15i nhan dugc rat khac biét nhau, va rit khé téng
hgp chiing d€ mang lai cho chiing mdt y nghia thdng ké.

Muén thi€t 1ap ma s& cho cdc ciu trd 13i dinh tinh, can phdi suy nghi that k§
vé ¥ dd cia ciu hdi va thong tin ma ciu trd 13i dem lai, s& déng gép ra sao cho
viéc gidi quyét van dé nghién ciu.

Vi du: Khi mudn nghién cttu vé chuong trinh quing cdo trén ti vi, nha
nghién ctu dua ra mot cAu hdi miu d€ d6i tugng nhé lai va k€ ra nodi dung cic
chuong trinh ho d3 xem, nhiim x4c dinh xem liéu ddi tugng da thuc sy xem chuong
trinh d6 khong.

LN ~ 2 ~ A . o R N ~ 2 N} 9 . LN . cA N
Viéc ma héa cdc ciu hoi ki€u nay rat kho, doi hdi nhi€u kinh nghiém va
thdi gian.

DPé x4y dung cdc khung phin loai, hay cdc mi s6 cho cdc ciu trd 15i dinh
tinh, ta ciing phdi lvu ¥ d€n quan di€m ctia ngudi tra 19i.

4) Tém tit, thong tin:

Khi tp hdp céc dif liéu tir cic ngudn thong tin thu dudce, nha nghién citu cin
phdi tém tit cdc thong tin nay dé€ chuyén chiing thanh nhitng thong tin ¢6 ¥ nghia.

D€ tém tit cdc thong tin thu thip dudc, ngudi ta thudng sit dung 3 dang
chinh d¢ la:
- Dang thong ké
- Dang bang
- Dang biéu dd.

4.1 Tom tdt thong ké:
4.1.1 Ban chit va chifc ning cia phin tich thong ké:

Phan tich thong ké c6 thé dudc hi€u theo khai niém, d6 1a sy “thao tic” va
“chit loc” dif liéu d€ rit ra cdc suy luan logic.

Céc phuong phap phan tich thong ké ¢ thé cho phép riit ra nhitng k&t luan
c6 cin cit hodc chi c6 tinh chit bé mit clia hién tugng. Piéu nay hoan toan tiy
thudc vao su khdch quan clia ngudi nghién cttu trong viéc lya chon cdng thic va
cdc ngudn dit liéu nhip, ciing nhu sy hi€u bi€t ciia ho vé cdc cong thic va cic
ngudn xud't dit liéu.
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4.1.2 Po ludng miic d6 tp trung cia di liéu:
Viéc do ludng nay con dudc cdc nha phan tich va thong ké goi 1a do ludng
xu huéng tap trung. Cdc s6 do clia né goi la cdc s6 trung binh.

C6 3 cdch don gidn nhat d€ do ludng mitc do tap trung cla dit lidu 1a:
M&t (mode), Trung vi (median) va so trung binh (mean)

a. Mode:
LA gid tri ¢6 tAn s6 xudt hién 16n nhat clia mot tAp s6 do. néi cach khic,
mode 13 loai chifa s& 1an quan st dugc nhiéu nhat.

Trong nghién cttu marketing, mode 12 mot s6 trung binh thudng it dugc
dung, mic du n6 dé x4c dinh va c6 kh3 ning xdc dinh nhanh.

b. Trung vi (Median):
S& trung vi thién vé gi4 tri trung binh tiéu bi€u nha't clia cic gid tri trong diy
phan phdi; né 1a gid tri nim ding ngay giita gid tri cao nhat va gia tri thip nhat. C6
nghia 12 s6 lugng cdc trudng hgp & bén trén va bén dudi trung vi bing nhau.

Tru6c khi chon gi4 tri trung vi, ta cAn phai x&p cdc dif liéu theo mot thit tu
tir dudi 1én hay tir trén xudng . SG trung vi ¢6 vu di€m & chd 1a né tranh dugc dnh
hudng cda cic trudng hop cuc doan & hai ddu mit cia diy phan phdi cic trudng
hgp (ching han: trudng hop cuc ky gidu c6 va trudng hop cuc ky nghéo ting v.v..)

c. Gid tri trung binh hay trung binh s6 hoc (mean):

N6 12 tong s6 gia tri (hay cdc tri s6) chia cho s& trudng hgp.

Cong thic chung la: X = — E Xi
n=

Vi s6 trung binh phai dya vao toan bo cic tri s6 ¢6 dugc, nén néu c6 mot tri
s6 qud 16n hay qud nhd, né sé& tdc dong dén tri sd trung binh.

C4c dic tinh todn hoc cda sd trung binh, déng vai tro rat quan trong khi cdc
dit liéu cia mau dudc dung d€ suy ludnra tdng thé.

Phuong phdp trung binh s hoc rat thich hgp khi phan tich cdc dit liéu theo
khodng cdch. Piy 1a phudng phdp thudng dudc st dung nhiéu nhit trong nghién
ctu maketing.

Pé 1am 16 thém vé cdc s6 trung binh néi trén, chiing ta hiy xem xét vi du
sau:
Vi du: Ta c6 bang thu thip cdia 25 ho gia dinh trong 1 cudc diéu tra nhu sau:
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DVT: 1.000 b
1.000 730 630 450 290
950 700 620 400 270
900 680 600 380 250
800 650 500 350 240
750 640 500 300 200

Qua bang ta c¢é: - SO trung binh (TB sd hoc): 151,1
- S6 trung vi: 600 (c6 12 trudng hgp c6 tri s6 16n hon
va 12 trudng hgp nhd hon 600)
- Mode: 500 (Tri s& mode xuit hién 2 1an, trong khi
céc tri sO khac chi xuat hién c¢6 11an)

Trudng hop so trung binh va s6 trung vi xAp xi bing nhau, ta nén dung trung
binh s8 hoc, vi d6 14 con s6 phd bi€n nhat va dé hi€u nhat.

- Nhung khi s6 trung binh va sd trung vi khdc biét nhau qué xa, ta nén ding
sO trung vi, vi né6 mang tinh dai dién cho miu nghién citu nhiéu hon.

Nhu vay, trong nghién citu marketing, ta s& quyét dinh nén diung s trung
binh hay s8 trung vi hoic c4 hai, ty vao bdn chat clia sy phan phdi s& hoc, ca hai

(S 2 2 A 2 e A - A
loai s6 d6 néi trén c6 thé gan ngang nhau hodc khong.

4.1.3 Do luong mitc do phdn tdn cua dit liéu:

G tren, ching ta di dé cip dén do ludng mitc do tip trung cha dir liéu,
phuong phdp hoi tu nay c6 thé dugc tinh todn nhu nhitng con sd riéng 1€ dic trung
cho gi4 tri trung tim cda ddy phan phdi. Tuy nhién, ching khong néi gi dén kha
ning mg rong hay chia nhd cdc ditr liéu quan sit. Nhiéu phuong phdp phin tin da
dudc khai thic d€ so sdnh “su m& rong” cda 2 tap dit liéu va tinh dic trung cla cic
gid tri trung binh. Ching han nhu, néu c4c dif liéu dugc md rong nhiéu qud, thi viéc
diing gid tri trung binh d€ quan sat tinh hoi tu, s& khong thé dai dién cho cic dif
li€u dang nghién cttu.

Dudi day la hai loai dic trung phan tdn rit ¢6 ich trong linh vuc ti€p thi, d6
1a: Khodng bi€n thién, phuong sai va d6 léch chuén.
a. Khodng bién thién (Rarrge):
Khodng bi€n thién 1a dic trung don gidn nhit cla viéc do ludng do phan
t4n.D6 12 sai biét khodng cdch giita gid tri cao nhit va gi4 tri thdp nhat trong mot
day hay badng phan phdi.

b. Phuong sai va do léch chudn:
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Phuong sai va d6 1éch chudn trén mic dd sai 1éch cda cdc quan sit vdi gid
tri trung binh.

- Phuong sai (variance) dugc dinh nghia nhu 1a s6 trung binh clia binh
phuong cdc do liéch giita gia tri quan sat vdi gid tri trung binh trong phan phdi. N6
do ludng mirc d6 phan tdn cia mot tAp s6 do xung quanh trung binh clia né trong
mot diy phan phdi.

Phuong sai dugc tinh theo cong thifc: S = % Z (X — X—)2

D6 1éch chuin, chinh 12 cin bac hai cia phuong sai. BJ 1€ch chuén thudng
dudc st dung nhiéu nha' trong cdc dic trung phan tdn.

Cong thiic chung thich hgp d€ tinh @6 1éch chuin 1a:

. JZ(X—Y)Z

N

Trong d6: O’ Po léch chudn;
X: Gia tri cia cdc qudn sat
X: Gid tri trung binh cla cdc quan sit
N: Téng s6 1an quan sat

4.2 Tém tdt dang bdng:

Hinh thitc don gidn nhi't d€ x&p dit liéu vao cdc thi tu dinh luong 12 dang

diy (array). Pay 12 hinh thitc x&p céc dif liéu theo chudi s6 (theo huéng ting dan tir
thdp dé€n cao. hay tir cao xudng thap)

Vi du: Ta c¢6 diy dif liéu vé hoa hong ban hang hang tudn ctia 20 nhan vién
¢ mot cra hang nhu sau:

Pon vi: 1.000 d

50 85
55 85
60 90
63 110
67 120
70 150
75 160
80 165
85 180
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| 85 180
Qua phuong phdp x€p cdc dit liéu thd thanh diy nhu trong bing (x&p tir

thdp dé€n cao), ta thi'y c¢6 nhitng thuin Igi sau:

- Nhin vao bang c6 thé thiy tién hoa hdng thay d6i tir 50.000 dong
dé&n 180.000d.

- Phian ntfa tién hoa hdng cé gid tri thAp phian bd tir 50.000 d d&én
85.000 d va nira phan con lai ¢6 gi4 tri cao phan bd tir 85.000 d d&€n 180.000 &

- Nhin vao diy s6 c6 thé nhan thdy c6 hay khong cé viéc tip trung
cdc khodn theo mot gia tri dic biét ndo d6. Tic 1a c6 thé thdy ngay gia tri mode
cua day la 85.000 4.

Mic du c6 dugce nhitng thuan 19i trén, song phuong phdp nay con kém hiéu
qua khi v6i mot day dif liéu 16n, nhitng day dit liéu 16n thudng thiy trong cdc du 4n
nghién citu thi truSng. Ching han, mot nha phan tich nhan dude 1.000 bing thong
k&, n&u thi€t 1ap mdt ddy dir liéu va 14n ludgt xem chiing dé rit ra y nghia nio d6
thi c6 1& d6 1a diéu khong tudng.

B4n chit thong ké cla dit liéu s& dé dudc quan sit hon, néu chiing dugc
phan loai va x&p vao mot hinh thitc dé st dung hon cho cdc muc dich phan tich.

Ngudi ta thudng st dung hai loai bang, d6 1a: Dang bang don va dang bang
chéo.

a. Bang don:

Véi loai bidng ndy, ta c¢6 thé dit nhitng miu quan sit riéng biét vao ching
loai hay khodng céch 16p ciia chiing va d€m d€ xdc dinh tin s6 tuyét d6i (sd 1an
xuat hién ctia mdi 16p).

Bing nay con dudc goi 12 bing “mot chiéu” hay bing “bén 1€”. K&t qua clia
viéc sip x&p dit liéu trong bang cho ta mot phian phdi tin suit. Pudgc thé hién trong
bang sau:

Vi du: K&t qua diéu tra vé thu nhip hang thdng cla cdc ddi tugng nghién

clu.

Thu nhap hang TAn s6 tuyét | Tan sd twong ddi | TAan so tich

thang (1.000 @) doi (%) liy(%)
Du6i 300 35 4% 4%
Tu 300 - 400 200 23 27
Trén 400 - 500 250 28 55
Trén 500 - 600 100 11 66
Trén 600 - 700 150 17 83
Trén 700 - 800 95 11 94
Trén 800 50 6 100

Téng cong 880 100 %

Qua bang trén ta thdy: P4 dua ra mdt cach nhin khd rd rang vé cdc phin
phdi thu nhap theo cdc mifc thu nhap khic nhau clia cdc d6i tugng dugc nghién citu
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C6 3 dang thé hién dit liéu khdc nhau:

+ TAn s6 quan sdt tuyét ddi: Ung véi titng ddu hiéu x&p vao.mot 16p.

+ Tan s6 tuong doi: O day cdc d6i tuong lién quan duge x&p vao tirng
chiing loai theo ty 1€ %.

+ Tan sd tich liy.

Tuy nhién, bing don chi cho bi€t sy phian bd clia mot bi€n s6 vao mot thdi
di€m nao d6 va c6 thé khong mang lai ddy du gid tri cho dit lidu.

Ngoai ra cdch 1ap bdng nay van c6 sy thi€u rd rang, vi vin con m3 & hai
ddu miit cia ddy quan sit. Ta c6 thé thi'y diéu nay trong bing: Cic tAn suit xuit
hién vGi cdc mitc thu nhdp nhd hon 300.000 d@ va 16n hon 800.000 d chua dugc boc
10 10 vi né da dudc gdp chung lai.

b. Bang chéo:
D€ 1ap badng nay, ta c6 thé x&p cdc nhan to theo hang ngang. Piéu nay doi
héi phdi c6 tic dong clia c4c bi€n trong hai hay nhiéu bang don.

Vi du: Ta c6 thé dé cap dén van dé phu thudc giita thu nhap véi trinh do
gido duc qua bang phan phdi tin s& c6 cdc loai thu nhip va trinh dd gido duc duéi

day:

Mic thu nhip va trinh d9 gido duc trén mdi diu ngudi.

Trinh d§ gido duc Mic thu nhip hang thing (1.000 VND)
trén dau nguoi Dudi 300 400 500 800 Trén | Tong
300 399 499 799 999 1.000 s6
- Gido duc phd thong trd xuéng | 300 250 100 80 50 10 790
- TSt nghiép phd thong THoc 200 150 120 100 70 30 670
- T6t nghiép Cao ding 100 180 200 150 200 100 930
- Tot nghiép Pai hoc 50 100 300 320 350 370 1.490
- Trinh d6 sau dai hoc 0 15 105 150 200 300 770
Tong cong 650 695 825 800 870 810 | 4.650

Nhu vay, khi nha phan tich c6 gidng gidi thich vi sao mifc thu nhap lai khic
nhau? Nhung nhin vio bang thi c6 th€ nhan thiy ring diéu nay c6 lién quan dén
trinh d gido duc cia mdi dau ngudi c6 thu nhap khic nhau.

Xem xét cdc s liéu trong bang trén ta thay ring:

- Trong s& 790 d6i tugng c6 trinh dd phd thong trd xudng, thi cé tdi 300
ngudi ¢6 mdc thu nhap dudi 300.000 d, trong khi d6 chi 10 ngudi 1a ¢6 thu nhap ti

1.000.000 ddng trg 1én.

- Khuynh huéng nay 1ap lai & phan 16p k€ ti€p, trong dé c6 200 trong s&
670 ngudi tot nghiép phd thong trung hoc c6 mitc thu nhap thap hon 300.000 4.
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Tuy nhién, k&t qua nay ddo ngudc lai khi trinh d§ dai hoc va trén dai hoc
dugc xét dén. O day chi c6 50 doi tugng cé6 midc thu nhap dudi 300.000 d. Trong khi
¢6 t61 370 va 300 ngudi c¢6 thu nhap trén 1.000.000 d.

T do6, khi xem xét cdc dit liéu trong bdng chéo nay, ngudi ta nhan thiy
ngay 12 ¢6 mot mdi lién hé chit ché gitra thu nhap va trinh do gido duc.

Ta ciing nén luu y ring: Téng s6 & cot bén phdi va § hang cudi cling, con
goi 12 tdng s6 “1&”. Thuc ra ching thé hién cdc bidng mot chiéu riéng biét cla cic
mifc thu nhap va trinh d6 clia mdi doi tugng.

4.3 Tém tdt dang dd thi:
Ngoai cdch tém tdt thong tin bing cdc hinh thiic bing don va bdng chéo hay
biu thi biing s8, ta ciing c6 thé bi€u thi ching dudi dang d6 thi:

Céch tém lugce dit liéu bing dd thi dic biét c6 ich khi bi€u thi bing céc
thong tin dinh Iugng d6i v6i nhitng ai c6 thé khdng hi€u hét hinh thifc todn hoc.

Phuong phdp dd thi ciing dudc dung trong nhiéu tng dung nghién ctu thi
trudng thay cho cdc mo ta thong ké d€ nhadn manh di€m khac nhau trong cic thong
tin vé s6 lugng.

Ngudi ta cling c6 thé hi€u rd hon sy khdc biét gifta cdc tin s6 trong cic
nhém khi ching dugc bi€u dién bing db thi hon 1a khi dudc bi€u dién trong bing
il

D6 thi con cho phép so sdnh hai hay nhiéu diy tan suit phan phdi, hay biéu
thi m&i quan hé giita cdc bi€n ma ta khong thdy rd khi chiing & trong mot tap so.

C6 nhiéu loai dd thi d€ tém lugc thong tin, tuy nhién cé 3 loai chinh ma
ngudi ta thudng st dung l1a:

- Pd thi dang khdi: La cdch rit phd bién d€ thé hién cic dit liéu da
phin nhém trong diy tin sudt phan phdi. Truc hoanh chi cdc 16p dit liéu, truc tung
chi tAn s6 xuat hién hay s6 phin trim.

- P thi dang dudng thing: Truc tung chi s& lugng hodc s6 phan trim,
truc hoanh bi€u thi thdi gian (Vi du: Doanh s6 ban hang cdc thing trong nim).

- P4 thi dang phin tin: Pudc duing d€ minh hoa mdi lién hé giita hai
bi€n, va mdi truc dd thi, bi€u dién hai bi€n khdc nhau.

5) Lua chon phucong phap phéin tich thong tin thich hgp:
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Khi can nhic lya chon phuong phdp phan tich thong tin, nha nghién cttu
phadi dva trén nhitng cd sG sau day:

5.1 Thang diém ding dé do cdc bién so"
D6 1a qud trinh gdn nhitng gi4 tri s6 cho cdc gid tri cla quan sit. Van dé
ndy di dugc dé cap & phan truc vé do ludng; Gom cé: Thang do metric (quing va
ty 1&) hay nonmetric (danh xung va thi tu).

5.2 S6'lieu phdn b6 doi xiing hay phi doi xiing:

Nhitng s6 liéu phian bd ddi xitng khi ching dugc phan phdi xung quanh gi
tri trung binh hoic gid tri trung tAm clia ching twong ty nhu dudng cong xdc suit
chuin tic. Trén dudng cong nay, nhitng dit liéu dudc phan phdi ddi xiing nhau tir
cdc gid tri & hai ddu miit cia day phan phdi, va & khu vuc trung tAm thi c6 tin suit
xuét hién cao nhat.

D3&i v6i cdc dit liéu phan b ddi xitng, ngudi ta ¢6 thé sit dung nhitng ki€m
nghiém xdc suit @€ xdc dinh y nghia thong ké hoc ddi vdi bat ky miu nghién cifu
nao 14y ra tir tdng thé.

Nhirng dif liéu phi ddi xing thi khic han. Ching khong dudce phan phdi theo
dudng cong xdc sudt chuin tic. Nhiéu loai dif liéu Marketing phi d&i xitng 13 nhitng
dif liéu chita nhitng khodng cdch khong déu, khong do ludng dugc gitta cic loai dé
vdi nhau.

Vi du: Vé sy x&p hang nhitng cu trd 13i dugc st dung d€ thim do phin dng
vé mot nhin hiéu bia, khong gitip ngudi ta gidi thich khodng cdch gifta cdc mic
dam da tht 1, thi 2, hodc tha 3.

5.3 S6'bién can xit Iy:
S& lugng nhitng bi€n s& thudng thay d6i tir 1 d&€n nhiéu bién s6:
Ngudi ta thudng x&p chiing theo 3 nhém phuong phdp phin tich sau:
- Phuong phdp bi€n s6 don: Trong d6 chi c6 mot bién s& duy nhat dugc

phan tich.

- Phuong phdp bién s6 kép: Pudc st dung d€ tim hi€u sy lién hé gita
hai bi€n 0.

- Phuong phdp da bi€n s6: dugc sit dung dé tim hiéu sy lién hé giita 3
hay nhiéu bién sd.

5.4 Tinh phu thudc va phu thudc lan nhau:
Lién quan t6i s& lugng bi€n s& dudc phin tich 1 sy lién hé gitta cdc bi€n s6
véi nhau. Piéu ndy c¢6 nghia 13 nhitng su bi€n thién cda hai (hay nhiéu) bi€n s0 sé&
c6 anh hudng gitra ching v4i nhau.

5.5 86 luong mdu nghién citu cin dén:
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Nhitng ki€m nghiém thong ké sé khac nhau, tiy theo ki€ém nghiém d6 dugc
diing @é:

- Ki€m tra nhitng sai biét dang k& giita mdt mau don thuin véi mot tong
th€ dic biét nao do.

- Kiém tra nhitng sai biét ddng k€ giita hai miu c6 lién quan v6i nhau
hodc doc lap vdi nhau.

- Po ludng mdi tuong quan va nhitng k&t qua ki€m nghiém vé y nghia
cta ching.

1/ KIEM NGHIEM GIA THUYET VE THONG SO THI TRUONG
NGHIEN cUu.

1) Neguyén tic:

Pua ra gia thuyé&t vé cdc thong so thi trudng, thu thip thong tin tif miu dé
ki€m nghiém gid thuy&t da dua ra.

2) Cic buéc ki€ém nghiém gia thuyét:

Viéc kiém nghiém gia thuyé&t vé cic thong s6 thi trudng dudc tién hanh qua
5 budc sau:

Budgc 1: Thi€t 1ap gia thuyé&t “khong” Hy va gid thuyét thay thé H,
Budc 2: Chon muc y nghia (o)
Budc 3: Chon phép kiém nghiém thich hgp va tinh gid tri ki€m nghiém clia

Budc 4: Xdc dinh gi4 tri t6i han cia phép ki€m nghiém.

Bu6c 5: So sdnh gid tri ki€m nghiém véi gid tri tdi han, d€ ra quyét dinh tir
chdi hodic chdp nhan H,.

3) Sai 1Am trong quyét dinh khi kiém nghiém thong ké.

Dudi day 1a bang tém tit cdc quyét dinh ma nha nghién cttu c6 thé thuc
hién va cédc ki€u sai s6 dugc xét dén:

Ho Ping Sai
Q dinh
Bac bd Sai lam loai I (XS: o -> mic ¥ nghia) Quyét dinh ding (XS: 1 - B)
Chap nhin | Quyét dinh ding (Xsudt: 1 -a) Sai 1am loai II (XS: B)
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III/ PHAN TiCH PON BIEN:

La phan tich nhim tim m&i lién hé giita bi€n phu thudc (Y) va bié€n ddc lap
(X) biing phuong trinh hdi quy: Y =aX +b

Pham vi 4p dung: Chi 4p dung cho nhitng quan hé giita mot bi€n doc 1ap va
mdt bi€n phu thudc (Y).

Vi du: M&i quan hé giita mic tiéu thu luong thue Y va mic ting din sd X.

IV/ PHAN TiCH NHI BIEN:

LA phan tich nhim tim m&i lién hé gitta mot bién phu thudc (Y) vé6i hai bi€n
ddc 1ap (X1) va (X2) bing phuong trinh hdi quy: Y = aX1 + bX2 +C

Phan tich nhi bi€n dugc 4p dung d6i v6i cdc mdi lién hé clia mot yé&u to (Y)
bi&€n ddng theo hai y&u td doc l1ap kh4c.

v/ MOT SO KY THUAT PHAN TiCH PA BIEN.

1) Phan tich hdi quy da bién:

Phuong phdp nay diing dé€ phan tich m&i quan hé va cudng d6 quan hé giita
mot bi€n phu thudc vé6i hai hay nhiéu bi€n doc lap (X;; i=1,2,3...,n) bing phuong
trinh hdi quy: Y = a;X; + a2 Xo + ... a, X, +b

Vi du: Dy dodn miic ban vat liéu xdy dung phu thudc vao ty 1€ 1gi tic, viéc
lam, tinh trang hon nhin, gidy phép x4y dung v.v..

2) Phén tich phin biét da bién:

K§ thuat phin tich nhiim xdc dinh nhitng bi€n nio ding d€ phan biét cic
phin t gitta hai hay nhiéu nhém, ciing nhu du dodn céc thanh vién ca nhém trén
co 88 do ludng clia cdc bién doc lap.

Pay la phudng thitc xem xét moi quan hé giita mot bién phu thudc theo
thang bi€u danh v6i mot hoic nhiéu bi€n doc lap.

3) Phén tich nhin td:
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Phuong phdp nay dung d€ xem xét moi quan hé doi véi nhau cua moi chuoi

bi&n s6 trong rat nhi€u chudi bi€n s&, d€ xdc dinh xem chudi bi€n s6 nao c6 mdi
quan hé chit ché nhit véi cdc chudi bi€n sd khdc. Qua trinh nay rit gon mot tip

nhiéu bi€n thainh mot tip it bi€n hon d€ ching c6 y nghia hon, nhung vin chita
dung hau hét ndi dung thdng tin cda tip nhiéu bién.

4) Phan tich nhém tap trung (ddng nhit):

Ky thuit nay dya trén do ludng cla tirng phan ti d€ chia cdc phan tif ra
thanh nhiéu nhém nhd cé tinh ddng nhat cao giita cdc phan ti trong cling mot
nhém, va c6 tinh di biét cao gilta cic nhém.

Tic 1a: Phan tich nay thudng dugc diing dé gom cdc ddi tugng dudc hdi lai
thanh cdc nhém ddng nhat, dua vao cic yéu td nhu din s6 hoc va tim 1y hoc dé
xdc dinh cac phan khuc thi trudng.
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CHUONG 8:
BAO CAO KET QUA NGHIEN CcUU

I/ VAI TRO VA CHUC NANG CUA BAN BAO CAO:

Cong viéc cudi cuing clia nha nghién cttu Marketing 12 vi€t mdt bdn bdo cdo
10 rang, chinh xdc, c6 di stc thuy€t phuc gidp nha quén tri ra quy€t dinh sau khi
da thu thip, phin tich va x& 1y di liéu.

Mot ban bao cdo c6 ba chitc nang chinh; d6 la:

- Thit nhat: Bdn bdo cdo 1a phuong tién, ma qua dé cdc dit liéu, cdc phin
tich va cdc k&t qua dugc sip x&p mot cdch hé thong.

- Thit hai: N6 phdn 4nh chi't lugng clia cong trinh nghién ciu.

- Tht ba: La chiic ning quan trong nhat, né chi ra hi€u qua ctia bin bdo cdo
c6 thé€ xdc dinh nhitng hoat dong sé dudc ti€n hanh; bdi vi mdt ban bdo cdo dé
hi€u, trinh bay rd rang sé& gitip ich cho nha quan tri dua ra dugc nhitng chinh sich
thich hgp.

II/ CAC LOAI BAO CAO:

Mot cach chung nhat, cdc két qua nghién citu c6 thé dugc bio cdo theo cic
dang sau:

1) Bdo cdo goc:

Pay 12 bin bdo cdo dau tién dugc chuin bi dua trén cdc két qui cé dugc
cia du 4n va dudc nha nghién citu viét &€ cho chinh minh st dung.

2) Bio cdo dugc phd bién:

La loai bdo cdo thudng dudc soan ra tif nhitng k&t qua nghién citu d€ ding
tai trong nhitng tap chi chuyén nganh hoic trong cic tap chi phd thdng va cic tip
san v.v.. P& dudc chip thuin, ngudi viét phdi xdc dinh dugc dic tinh va vAn dé
quan tAm cda ddc gid ciing nhu chinh sich ctia nha xud't ban d€ viét cho thich hgp.

3) Bao cao Ky thuit:
Bdo cdo nay thudng danh cho cdc chuyén gia khoa hoc k¥ thuat. Ho quan
tam chd y&u d&€n cdc mo ta chi ti€t vé toan bd qud trinh nghién citu.
4) Bao cao cho lanh dao:

La b4o cdo phuc vu cho nha qudn tri (12 ngudi ra quyét dinh ). Bdo cdo ndy
chii y&u néu phin c6t 16i clia cdng trinh nghién ctu, nhitng k&t luan chinh, cling
nhitng dé xuit va ki€n nghi.
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I/ NGUYEN TAC CO BAN KHI VIET BAO CAO:

Trong thuc tién nghién citu Marketing, mot bdn bdo cdo dudc coi 1a tot khi
n6 hgp v6i khiu vi clia ngudi sit dung chiing ( 12 nha quén tri hay khach hang thué
nghién citu). Do dé, khi lam viéc v6i khiach hang, nha nghién citu cin khdm ph4 ra
s& thich clia ngudi dit hang dé c6 dinh hudng trong qua trinh viét bio cdo.

Vi du: Né&u khdch hang 12 mot nha thdng ké thi 6ng ta quan tAm rit nhiéu
dé&n cdc s liéu va phuong phdp xi 1y thong ké. Vi viy, nha nghién cifu can trinh
bay rd rang cd sG cia cidc phudng phdp nay.

Trudng hgp khach hang 12 mot nha quan tri xuit than tif nganh xa hoi, dng
ta s& quan tAm nhiéu d&€n di€m co ban clia k&t qua, cdc k&t ludn va y nghia clia
chiing. Lic nay, cdc phian phan tich vé todn thong ké& nén dit vao phan phu luc
V.V..

N6i chung, phuong tién cd ban d€ truyén dat cic két qua nghién ciu 1a tir
ngit. Vi th€ khong nhat thi€t tt ca cac bing bi€u thong ké va d6 thi nio ciing dudc
trinh bay trong bdo cdo, nhung mdi bdo cdo déu phdi c6 15i gidi thich cho tirng két
qua dat dudc vi tir ngit 13 mot kiéu truyén thong chinh x4c va phd bién.

Pé lam dugc diéu d6, ngudi viét bdo cdo phdi nim bit dugc toan bd cudc
khdo sit d€ c6 thé st dung cdc phudng tién truyén thong khic nhau (tir ngit, bi€u
tuong, hinh 4nh) nhim truyén cho ngudi khic hiu dude kién thitc d6. Bdi vi néu
khong lam dudc viéc nay, thi thdi gian, cong sifc va ti€n bac chi cho cudc khdo sit
xem nhu da bi phi pham.

Nhin chung, khi vi€t mot bdn bdo cdo nghién cttu, can tudn theo cdc
nguyén tic cd bin sau:

1) Dé theo doi:

Bin bdo cdo phdi cé cdu tric hop ly, dic biét trong phan thin clia bdo cdo
can trinh bay rd rang va d& tim ra cdc chd dé.

Phai c6 cdc dong tiéu dé rd rang d€ chi mdi chii dé khdc nhau, ngoai cdc
tiéu dé chinh, can c6 céc tiéu dé phu cho cic chii dé phu.

2) CAn rd rang, s dung cic dd thi, bi€u dé va hinh dnh:

Nhim gidp bdn bdo cdo thém sinh dong hon, va ngudi doc bdn bdo cdo xem
xét cac k€t qud nghién citu mot cdch truc quan hon; Tuy nhién, cdc phuong tién
nay chi hd trg chit khong thay dugc phan 13i trong ban bio cdo.
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3) Hinh thiic dep mit:

4) St dung ti¥ ngit cang phd thong cang tot:

Nén tranh dung tir chuyén mén, vi nhitng ngudi doc ban bdo cdo la nhitng
nha quin tri, nén ho thudng ban ron; do d6 khong mudn mi't nhi€u thdi gian dé tra
cttu cdc thuat ngit chuyén mon. N&u nhat thi€t phdi dung tir chuyén mon, thi phdi
tim hi€u xem liéu ngudi doc c6 hi€u khong va nén c6 bing phu luc kém theo.

5) Sit dung ciu cang don gidn va ngin gon cang tot.

6) Trinh bay ngiin gon:

Mic dit mot ban bdo cdo phdi c6 dd dai can thi€t d€ di trinh bay chi tiét
céc ndi dung, tuy nhién tim 1y ngudi doc khong mudn dugc doc mot ban bdo cdo
dai dong. Vi th&, ban bdo cdo nén trinh bay ngin gon, nhung di ¥ va xic tich.

7) Nhan manh cic két ludn cé tinh thuc tién:

Thudng thi nhitng nha kinh doanh va nha quén tri c6 cdm gidc ring: Nhitng
phét bi€u hoic nhan xét clia nha nghién cttu thudng chi c6 gid tri vé 1y thuyét va
trong cdc diéu kién 1y tudng chit khong ding trong thuc t€. Do d6, viéc nhadn manh
cdc k&t luan c6 tinh thuc tién ( dd dugc kiém nghiém qua thyc t&) 1a rat cin thiét.

IV/ NOI DUNG CO BAN CUA MOT BAN BAO CAO CHO LANH
DAOQO:

Nhin chung, dai da s& c4dc nha linh dao déu than trong va mudn c6 mot ban
bdo cdo rd rang, khong phitc tap. Sy ngin gon va dé doc rat quan trong d6i véi ho,
nhung cAu vin cAn phdi hoan chinh, rd rang va dudc chitng minh bing sd liéu.

Céc phan chinh ctia mot bdo cdo cho 1anh dao gdbm cé:

1. Trang bia

2. Muc luc

3. B4n tém tit cho nha qudn tri
4. Phan giGi thiéu

5. Phuong phédp luan

6. K&t qud

7. C4c han ché&
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8. K&t luan va kié€n nghi
9. Phu luc
10. Tai liéu tham khdo.

Du6i day ta s& xét qua tirng phAn mot:

1) Trang bia:

Nén don gidn va trang trong, né phai chi cho thdy dudc chii dé clia bin bdo
c40, n6 dudc soan thio va soan cho ai, ciing nhu 12 phai trinh bay twa dé nghién
cttu.

2) Muc luc:

Bin muc luc 12 phan trinh bay cdc muc clia bdn bdo cdo theo thif ty xuat
hién cling v6i s§ trang clia n6, nhim gitp ngudi doc c6 thé nhanh chéng biét dugc
céc phan dugc viét va vi tri cla chiing trong bdo cdo.

3) Tém tiit cho nha quan tri:

D6i véi nhiéu nha quén tri, bing tém lugc 12 ¢t 16i cla ban bdo cdo, nd
gitip cho nha quén tri nim bit nhanh chéng dudc y chinh clia cudc nghién ciu.
Nhi€u nha quan tri, nhi't 13 cdc nha qudn tri cAp cao thudng chi doc phdn nay (vi
ban ron). Phan nay trinh bay tém tit tit cA cdc phan co ban clia bdn bio cdo, né
dudc coi 1a mot bdo cdo thu gon trong hai hodc ba trang.

4) Phan gidi thiéu:

Phin nay trinh bay cd sd d€ thuc hién du 4n nghién citu, pham vi nghién
cifu, sy hinh thanh phuong phdp clia van dé dudc nghién citu, nhitng muc tiéu cin
dat dén clia cudc nghién citu.

5) Phucong phap nghién cdu:

Phan nay md td cdch thic dugc dung dé dat d&€n nhitng muc tiéu di trinh
bay & phin giSi thiéu. Viéc mo td phdi néu r6 ndi dung cd ban clia phuong phip
nghién cifu 1a da sit dung mo6 hinh nghién cttu nao? P6 1a nghién citu vé chat, hay
vé luong; Nghién citu khdm ph4, md td hay nhin qia; Cich chon miu ra sao? Céc
loai bdng cAu héi da diing va vi sao lai dung né; S6 lugng va loai nhan vién nghién
cttu dude st dung (ching han nhu nhitng ngudi di phdng van, gidm sit ...) ; Cudi
cung la néu lén 1y do chon phuong phdp nghién ciu.
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C6 mot diéu quan trong clia phan nay 13 phai chitng minh dugc tinh uu viét
ctia phuong phap da chon so vé6i cdc phudng phap khac.

6) K&t qua nghién cifu:

Pay 1a phin dai nhit cia mot bdo cdo nghién citu. Cdc k&t qui nghién ciru
can dudgc trinh bay chi ti€t va huéng vio muc tiéu gidi quyé&t vain dé nghién ciu.
Ciéc s liéu, bang, bi€u, dd thi cAn thi€t khi st dung d€ minh hoa phai dugc gidi
thich ddy du, ro rang. C6 thé néi phan két qua nghién citu 12 c6t 16i clia mot ban
bao céo.

7) Cac han ché& ctiia ban bdo cdo:

B4t ky mot cudc nghién citu ndo ciing c6 nhitng mit gidi han clia né. P6 1a
nhitng han ché& vé thdi gian, vé pham vi nghién cttu, kich thuéc miu v.v.. ma cudc
nghién cttu chua thé di sdu hoic lam rd. Vi vdy, nha nghién cttu (ngudi viét bin
bdo cdo) phai trinh bay 1d nhitng han ch& d6 d€ ngudi doc hiéu dugc. Tuy nhién,
ciing khong nén qua nhan manh t6i nhitng han ché nay, vi s& 1am gidm long tin clia
ngudi doc vao két qua nghién citu dang trinh bay.

8) K&t luan va kién nghi:

Céc k&t luan dugc rit ra trén cd sd két qua nghién cttu. Vi thé, d€ tranh sai
1am, nhitng k&t luan dua ra phai xui't phat mot cach hop 1y tir cdc két qua.

Ti€p theo cdc k&t luan 1a phan dé xuit vé nhitng hanh dong cin phidi lam
trong thyc t&€, mot s6 nha nghién cftu chi mudn néu cic két qua va k&t luan con
viéc dé xuit, ki€n nghi thi d6 12 cong viéc clia nha quén tri. Tuy nhién, chi nha
nghién cttu mdi 1 ngudi cé diéu kién t6t nhat d€ néu lIén cac dé xuit va ki€n nghi.

9) Phu luc:

Phin phu luc sé& cung cAp thém céc chi din cdc tu liéu da dugc dua ra trong
phan chinh bdn bdo cdo. Thong thudng ban phu luc bao gdm cdc ban sd liéu, cong
cu thu thap thong tin nhu ( bdn cAu hdi chi ti€t, dan bai thio ludn v.v..)

10) Tai liéu tham khao:

Pay 12 phan cudi cling trong phan trinh bay bdn bdo cdo. Phin nay liét ké
cdc ngudn sd liéu, sich bdo. v.v.. khi sit dung chiing.
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V/ PANH GIA BAO CAO KET QUA NGHIEN CUU:

P& mot dy dn nghién ctu c6 chat lugng thich hop, gitip nha quin tri
marketing tin ciy dugc trong viéc st dung né, thi cdc du 4n nghién ctfu can phdi
dudc danh gid.

K&t qua nghién cifu can dugc danh gia tir khau xdc dinh va phét trién van

dé nghién citu, thi€t k&€ nghién citu, thu thip thong tin, phin tich thdng tin cho dén
khau cudi cling 12 bdo cdo k&t qua.

7O~
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TAI LIEU THAM KHAO

- Nghién citu ti€p thi - Tran Xuin Khiém

- Hu6ng din nghién cttu Marketing - Edwards Hester

- Nghién cttu Marketing - Nguyén Dinh Tho

- Marketing Reseasch - David J. Luck / Ronald S. Rubin.
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