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MO HINH XAC SUAT QUAY LAI
CUA KHACH HANG DOI VOI THUONG HIEU
XOAI CAT HOA LOC — CAI BE — TIEN GIANG
ThS. Tran Pinh Ly

TOM TAT

Qua nghién ciru 104 khdch hang trong tong sé 240 mau lién quan dén vin dé
thwong hiéu Xoai Cat Hoa Loc (Cdi Be — Tien Giang), chung ta biét dwoc danh gia cua
KH doi voi thuong hiéu xoai cat Hoa Loc va xac dinh cac yéu to anh huong den Thuong
hiéu Xoai Cat Hoa Loc — Cai Be - Tién Giang.

Theo phuwong trinh sy phu thudc da bién vé xdc sudt quay lai cia khich hang ta
co: trong . 3 yéu to thi yéu to hai Zo‘ng vé an toan co hé so twong quan anh hwéng [on nhat
(véi hé s6 anh hieong la 0,327), tzep theo la sy hai long vé chat lwong (he SO anh hwong
la 0,299), vi vay khi co hai Zong vé an toan, chat leong va cuoz cung la yéu t6 gid (0,21)
thi khéch hang sé c¢é xdc sudt quay lai cao hon. Pdy la con sé ¢6 ¥ nghia cho viéc tham
khao cho giai phap gia tang sw quay lai cua khach hang doi voi thuong hiéu XCHL.

ABSTRACT

After doing research on 104 customers among 240 samples related to issues of
brand Cat Hoa Loc Mango (Cai Be — Tien Giang), we find out the evaluation of science
toward brand Cat Hoa Loc Mango and identify the features influencing on the brand
Cat Hoa Loc Mango — Cai Be — Tien Giang.

According to the multivariate equation of probabilistic model of the customers,
there are three features in which the satisfaction about the safe has the highest and most
influent correlated rate (0,327), followed by the satisfaction about the quality (0,299),
therefore when meeting the standards of safe and quality and price (0,21), the probability
backing to the brand of the customers will be higher. This is a meaningful figure for a

reference solution for increasing the return of customers to brand Cat Hoa Loc.

1. Mé& dAu.

Muc tiéu ctia nghién ctru nay 1a phan
tich danh gia cia KH d6i voi viée xay
dung va phat trién thuong hiéu xoai cat
Hoa Loc va xac dinh cac yéu t6 anh huong
dén Thuong hiéu Xoai Cat Hoa Loc — Cai
B¢ - Tién Giang.

Két qua ctia phan tich nay dwa trén sb
lidu thir cip va diéu tra 240 mau, trong do:
Céac nha vuodn, néng ho trong xoai (50);
Céac nha quan ly, xay dung va phat trién
thuong hi¢u (50); Khach hang (104 don
vi); Cac ddi tuong lién quan khéc (36) .

Piéu tra theo phuong phap phong
van truc tiép cac dbi tuong. Do diéu kién

!Gidng vién Khoa Kinh té, Pai hoc Nong Lam TPHCM

tho1 gian, nghién cltru 4p dung phuong
phép chon mau ngau nhién c6 chu dinh.
Céc suy luan thong ké tir phwong phap nay
c6 gia tri d6i v6i muc tiéu nghién ctru.

2. Co s6 1y luan.

Theo Bill Moran, gia tri thuwong hi¢u
trai cdy c6 thé hiéu nhu 14 tich cta ba yéu
t6: thi phan, gid twong doi va sw quay lai
ciia khdach hang (sw trung thanh). Mbi
yéu to nay la mot mat cia mot thuong hic¢u
trai cdy manh. Mat khac, c6 mot sy danh
d6i giita cac yéu t6 nay. Vi du gia trai cay
ting gia qua cao c6 thé lam giam sy mong
mudn mua thém 1an nita va giam thi phan.
Qua thoi gian, dé biét dugc hiéu ting thuan
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clia nhimng sy thay doi nay la duong hay
am, mot trong nhiing céch ti€p cén la nhin
vao sy thay doi theo nam.

+ Yéu té thi phan
. Két qua xir Iy cac sb liéu thong qua
di€u tra thi truong ti€u thu xoai nhu sau:

Bang 1: Thi phin Xoai Cat Hoa Loc trén thi truong

Frequency Percent Valid Percent | Cumulative Percent
(Tan s6) (%) (% kha dung) | (% Tich liiy)

Xoai Cat Hoa Loc 49 44.1 44.1 44.1

Xoai Tt Quy 17 14.7 14.7 58.8

Xoai Cat Chu 14 11.8 11.8 70.6

Xoai Bai Loan 23 20.6 20.6 91.2

Xoai khac 11 8.8 8.8 100

Total 104 100 100

Nguon tin: Tran Pinh Ly. Pé tai NCKH cdp B6 “Xay dung va Phdt trién Thwong hiéu theo dinh
huwong xuat khau Xoai Cat Hoa Loc — Cai Be — Tién Giang”, 2009

Trén thi truong thi Xoai Cat Hoa Loc
van duoc ngudi tiéu dung chon mau nhiéu
nhét, chiém ty 18 44% trong s6 104 ngudi
tiéu dung duoc diéu tra phong van. Xoai
Céat Hoa Loc 1a loai trai cay ngon dugc
ngudi tiéu dung trai cay biét dén. Thuong
hiéu Xoai Cat Hoa Loc chiém thi phan 16n
va ngdy cang dugc ngudi tiéu dung biét
dén nhiéu hon qua cac kénh thong tin von
rat da dang hién nay.

+ Gia twong doi cua Xoai Cat Hoa
Ljc so vdi cac mot so loai trdai cdy

D¢ xac dinh gia tuong doi cua Xoai Cat
Hoa Loc can so sanh trong 2 truong hop sau:

- Gia tuwong doi ciia mot so loai xoai

Khéch hang so sanh gid cua Xoai Cat
Hoa Loc voi gid cia mot sO loai xoai khac
trén thi truong c6 nhiéu loai xoai. Gia la
mot trong nhitng ti€éu chi ma khach hang
quan tam nhat va la co s¢ quan trong trong
quyét dinh hang vi mua hang ctia minh.

Hinh 1: Gia twong doi ciia xoai cat Hoa Loc so véi cac loai xoai khac
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Nguon tin: Tran Binh Ly. Pé tai NCKH cdp B6 “Xdy dwng va Phat trién Thwong hiéu theo dinh
huwong xuat khau Xoai Cat Hoa Loc — Cai Be — Tién Giang”, 2009
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Nhu vay, khach hang danh gia gia
tuong d6i cia mot sé loai xoai trén thi
truong la:

- DBdi v6i Xoai Cat Hoa Loc, trong
tong s6 104 khach hang duoc phong van co
54 khach hang (52%) cho rang gia dat va
39 khach hang (37,5%) cho 1a gia vira phai.

- Pbi voi Xoai Dong Thap, cling
v6i s6 khach hang dugc phong van tren
thi c¢6 48 khach hang (46,15%) cho rang
rat dat va 43 khach hang (41,35%) danh
gia la dat.

- Pbi v6i Xoai Cat Song Hau, qua
104 khach hang duoc phéng van thi c6 39
khach hang (37,5%) cho 1a gia rat dat va
52 khach hang (50%) cho rang gia dat.

- B6i v6i xo0ai thuong khac, thi ¢6 38
khach hang (36,54%) cho rang gia xoai dat
va 44 khach hang (42,31%) cho rang gia
x0ai thuong & muc vua.

- Déi voi xoai nhap khau, c¢6 20 khach
hang (19,23%) cho rang gia rat dat, 38

khach hang (36,54%) cho ring gi4 dat va
31 khach hang (29,81%) cho rdng gia vira.

Xoai 1a mot loai trai cay, nguoi ti€u
dung c6 thé lya chon tiéu dung trai cay
khéc thay thé cho xo0ai hodc lya chon tiéu
dung xoai thay thé cho trai cdy khac. Chinh
vi vay ty gia twong d6i ciia x0ai so Vi gia
binh quén cac loai trai cdy khac rat quan
trong trong viéc quyét dinh dén kha ning
tiéu dung cac loai trai cay trén thi truong.

+ Sw trung thanh ciua khdach hang
déi véi XCHL

Sau khi khach hang da biét t6i Xoai
Cat Hoa Loc (c6 thé di mua, da dung) thi
xac suat khach hang mua dé sir dung lai lan
sau 1a thé hién su hép dan cta san phém, do
chinh 13 si danh gia, ghi nhin cao nhét vé
san pham. Xac suat mua lai cho 1an sau khi
¢6 nhu cau ding xoai thé hién sy trung thanh
ctia khach hang d6i véi Xoai Cat Hoa Loc.
Day cling la ti€u chi phan anh gia tri cuia mot
thuong hiéu manh, thuong hiéu 16n.

Bang 2: XAc suit quay lai ciia khach hang

Tir 0 dén 20 2 0,83
Tir 20 dén 40 23 9,58
Tir 40 dén 60 93 38,75
Tir 60 dén 80 104 4333
Tir 80 dén 100 18 7,50
Tong 240 100,00

Nguén tin: Tran Binh Ly. Dé tai NCKH cdp B6 “Xady dung va Phdt trién Thwong hiéu theo dinh
hwong xuat khau Xoai Cat Hoa Loc — Cai Be — Tién Giang” , 2009

Bang 2 cho thdy xac suit mua lai
ctia khach hang 1an sau 1a tuong ddi cao.
Véi s6 ngudi dugc hoi thi co 104 ngudi
cho ring xac suat mua lai ctia ho vao lan
sau 1a khoang tir 60% dén 80% (chiém
43,33%) va c¢6 93 ngudi cho rang xac suat
mua lai 1an sau cta ho 1a 40% dén 60%
(chiém 38,75%).

3. X4c dinh mo hinh quay tré lai cia
khach hang ddi voi Xoai Cat Hoa Loc.

Mot san pham tot, chat luong phai
duogc tao thanh tir nhiéu yéu t6, mot thu’O'ng
hiéu tot trude hét phai c6 1 san pham tbt,
muc gia hop 1y, tao dugc sy thuan tién cho
khach hang khi mua hang va giao nhan,
c06 bao bi dep phu hop, tao dugc cam giac
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an toan cho khéach hang... Noi chung mdt
thuong hiéu tot phai dugc cau thanh tir
nhiéu yéu to tot.

Hinh 2 cho ta thay khach hang danh
gid vé cadc mat cua Xoai Cat Hoa Ldc
nhu sau:

- Chat luong: 1a yéu td rat quan
trong, lam hai long nguoi tiéu dung. Voi

104 khach hang dugc hoi thi c6 27 khach
hang (25,96%) rat hai long véi chat lugng
cua Xoai Cat Hoa Loc, 42 khach hang
(40,38%) hai long.

- Gia tuong db6i phu hop, co6 29
khach hang (27,88%) hai 10ng vé gia va
40 khach hang (38,46%) cho muc gia
binh thuong.

Hinh 2. Panh gis cia khach hang vé cac yéu t6 chon mua XCHL

m Ratkhong hai long  ® Khong hai long ® Binh thuong
B Hai long W Rat hai long Khuyét
Antoan 8
Ponggoi 3
Thuan tién 10
Gia
Chat hrong
0% 20% 40% 60% 80% 100%

Nguon tin: Tran Binh Ly. Pé tai NCKH cdp B6 “Xdy dwng va Phat trién Thwong hiéu theo dinh
huwong xuat khau Xoai Cat Hoa Loc — Cai Be — Tién Giang”, 2009

- Mtrc d6 thuan tién, dong gbi cia Xoai
Cat Hoa Ldc dugc danh gia binh thuong.

- Vé tinh an toan: Xoai Cat Hoa Loc
duoc danh gid twong doi cao, c6 14 khach

hang (13,46%) rat hai long, 50 khach
hang (48,7%) hai long va 28 khach hang

(26,92%) ¢ muc binh thuong.

Bang 3: Xac Suit Quay Tré Lai Ctia Khach Hang

Xic suit khach Gia tri Phén trim Ph 51} trﬁn.l Phin trim cfng don
hang quay lai (%) (Frequency) (Percent) gl?,te?cgl]?)hd (Cumulative Percent)
T 0 dén 20 1 1.0 1.0 1.0
Tir 20 dén 40 10 9.6 9.6 10.6
Tir 40 dén 60 40 38.5 38.5 49.0
Tir 60 dén 80 45 433 433 92.3
T 80 dén 100 8 7.7 7.7 100.0
Téng 104 100.0 100.0

Nguén tin: Tran Dinh Ly. Pé tai NCKH cdp B¢ “Xdy dung va Phat trién Thirong hiéu theo dinh
huwong xuat khau Xoai Cat Hoa Loc — Cdi Be — Tiéen Giang” , 2009
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Bang 3 cho ta thiy xac suat quay
lai cua khach hang tuong dbi cao. Trong
tong sd nguoi dugc hoi thi co 45 nguoi
mua lai 1an sau tir 60% dén 80% (chiém
43.3%) va c6 40 nguoi cho rang xac sudt
mua lai 1an sau cua ho 1a 40% dén 60%
(chiém 38.5%).

Tu sb liéu thu thap duoc qua xur
ly b?lng cong cu hd tro SPSS cho thiy
cac yéu td doc 1ap trong m6 hinh sy phu
thudc da bién vé xac sudt quay lai cua
khach hang d6i vdi Xoai Cat Hoa Loc
thé hién & bang 4.

Bang 4: Cac Yéu T6 Poc Lap Trong M Hinh, Xac Sudt Quay Lai Ciia Khach Hang

Model Unstanda.rdized Standar.dized ¢ Sig.
Coefficients Coefficients
B ESIEr%r Beta
1 (Constant) 1.894 0.278 6.823 | 0.000
Su hai 1ong vé chat luong 0.427 0.070 0.539 6.107 | 0.000
5 (Constant) 1.066 0.332 3.216 | 0.002
Su hai long vé chat luong 0.308 0.071 0.389 4315 | 0.000
Su hai long vé mat an toan 0.343 0.087 0.358 3.965 0.000
(Constant) 0.499 0.358 1.393 | 0.167
3 Sy hai long vé chat lugng 0.299 0.068 0.377 4.401 | 0.000
Su hai 1ong vé mit an toan 0.327 0.082 0.340 3.967 | 0.000
Su hai long vé mat gia 0.210 0.064 0.258 3.304 | 0.001
a Dependent Variable: Xac suét quay lai ciia khach hang

Nguon tin: Tran Pinh Ly. Dé tai NCKH cdp B “Xdy dung va Phat trién Thirong hiéu theo dinh
hwong xuat khau Xoai Cat Hoa Loc — Cai Be — Tién Giang”, 2009

Ciing tir x4c suat chung ta c6 bang tom luoc cia kiém dinh.
Bang 5: Tém Luwoc Ciaa Kiém Pinh

Kiéu R Binh phuong | Binh phuong hi¢u chinh Sai s6 ciia wéc lwong
Model R Square Adjusted R Square Std. Error of the Estimate
1 0.539(a) 0.291 0.283 0.65546
2 0.629(b) 0.396 0.383 0.60812
3 0.680(c) 0.462 0.444 0.57715

a Predictors: (Constant), sy hai long vé chét lugng.
b Predictors: (Constant), sy hai long vé chat luong, su hai long vé mét an toan.
¢ Predictors: (Constant), su hai long veé chat luong, su hai long vé mat an toan, sy hai long vé gia

Nguon tin: Tran Binh Ly. Pé tai NCKH cdp B6 “Xdy dwng va Phat trién Thwong hiéu theo dinh
huwong xuat khau Xoai Cat Hoa Loc — Cai Be — Tién Giang”, 2009

Bang 5 cho thay cac yéu t6 doc lap
trong mo hinh sy phu thudc da bién vé
Xé4c sudt quay tro lai cta khach hang két
hop voi bang téom luogce cua kiém dinh co

thé xay dyng dugc mo hinh sy phu thude
da bién ciia vé xac suat quay tro lai cia
khach hang vé san pham Xoai Cat Hoa
Loc nhu sau:
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Xdc sudt quay tré lai ciia khdch hang = 0.499 + 0.299 * sy hai long vé chdt lugng
+ 0.327 * sy hai long vé an toan + 0.21* sy hai long vé gid

4. Két luén.

Theo phuong trinh su phu thudc da
bién vé xé4c suat quay lai cua khach hang
ta co: trong 3 yéu t6 thi yéu t hai long vé
an toan c6 hé sd twong quan anh hudng
16n nhat (v6i hé s6 anh huong 13 0,327),
tiép theo 1a su hai 1ong vé chat lugng (hé
s6 anh huong 1a 0,299), vi vay khi co hai
long Vé an toan, chat lugng va cudi cung 1a
yeu t6 gia (0,21) thi khach hang sé& c6 Xac
sudt quay tré lai cao hon. Pay 13 con s6 c6
¥ nghia cho viéc tham khdo cho giai phap
gia ting sy quay lai ciia khach hang ddi
v6i thuong hiéu XCHL.
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