BANH CHO CAC NHA KINH DOANH

Do ludng “long trung thanh” cua khach hang va
Ung dung trong dinh gi& thuong hiéu

NGUYEN TRONG

rén quan diém “hanh vi cia khdch hang” thi gid tri thuong hiéu tgo ra la nhd sy tro

lai nhiéu ldn cia nhitng khdch hang trung thanh vdi thuong hiéu. Bai viét nay dita ra
mét cdch tiép can tuong déi don gidn, gilp ta do duge “long trung thanh” cia khdch hang déi
véi mot thuong hiéu, nhd dé gidi quyét viéc tdch phén thu nhap do thuong hiéu mang lai ti
téng thu nhép cia doanh nghiép. Ddy la bai todn thi nhdt (va rdt co ban) trong quy trinh
dinh gid thuong hiéu [20], [21]. Phén cudi trinh bay todan bj quy trinh dinh gid thuong hiéu
qua “long trung thanh” cia khdch hang véi mét thi du gia dinh.

V & “long trung thanh” cla khéach hang
ta c6 thé thdy rit nhidu cach hiéu
khac nhau. Vao nidm 1973, céng trinh [10]
“Brand Loyalty Vs. Repeat Purchasing
Behavior — Long trung thanh déi hgp véi sy
tal mua hang”, 3 dé nghi mdt cach hiéu
khai niém “long trung thanh” cia khach
hang véi mét thuong hiéu X nao dé6 nhu 1a xu
thé quay lai mua sdn pham/dich vu X trong
58 nhiéu cac san phdm/dich vu cling loai. Tuy
nhién chinh trong céng trinh nay, céc tac gia
con viét: “Cau tric cta long trung thanh 43
h&p din cac nha nghién cttu it nhit 30 nam
réi véi cuc ky nhidu k&t qua nghién ciu,
nhung xem lai nhiing céng trinh nay thi héa
ra nhiing cai dd dang, tranh céi la nhiéu hon
nhiing cai duge thdng nhat va rd rang!”. Téi
nidm 2005 trong cdng trinh [15] “The Loyalty
Paradox. What is Brand Loyalty after all? —
Nghich 1y long trung thanh. Cuéi ciing thi
long trung thanh la gi?”, GS. Schultz D. E.
viét: “Hoi bat ky chuyén gia ldo luyén nao vé
nghién cdu thi trudng, gid bat ky cudn sach
nao hay du bat ky héi thao nao vé thuong
hiéu thi cum tif ban luén duge nghe téi 1a “
1dng trung thanh” cia khach hang, mét khai
niém duge x4y trén tién @& la “muc tiéu cha
thuong hiéu chinh la nhim k&t dinh nguoi
mua vdi ngudi ban”. Thuong hiéu 1a giai
phap lam cho méi lién hé nay ngay cang phat
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trién va bén viing, ¢dn sy thda méin cla
khach hang sé tao ra long trung thanh véi
thuong higu. Thuong higu 12 rit hay va long
trung thanh cia khach hang thi 14 tuyét voi.
Khi ban k&t hgp 2 cai lai thi ban ¢6 cai ky
diéu nhit tran gian' Vi vi viy ma cac hoat
dong ti€p thi lao vao tim kiém long trung
thanh cia khach kang-cho thuong hiéu, cac

‘hoc gia viét thién kinh van quyén vé diéu

nay, cic giam déc ti€p thi thi ludn ¢b vit cho
diéu nay, cac giam ddc tal chinh thi lén cac
duy bao vé hidu qua san xuét/kinh doanh trén
céc yéu td nay. Ay vay ma hiéu vé 1ong trung
thanh ctiia khach hang va hidu qua cta né thi
dudng nhu rat it™

Gén day, trong bai [3]: “Customer
Lifetime Value: The best measure of
loyalty?- Gia tri théi gian séng cia khach
hang, d6 do t6t nhit cho “long trung thanh”
, dang trén European Retail Digest, Winter
2006/2007, Clark Peter viét: .

“Thdi gian séng cia khdch hdang ngay
cang duge thiza nhén la mét trong nhitng
thude do quan trong nhdt dé do gid tri cia
khdch hang vi né khong nhitng tinh dén gid
tri hién tai cua khdch hang ma con néi lén
gid tri cua khdch hang trong sudt chu ky séng

Nguyén Trong, TS, thanh phé Hé Chi Minh.
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cia khdch hang. That ré rang dé la bidu
hién ré nhdt ring chuong trinh néng cao
“long trung thanh™ khdch hang cua ban
dang vdn hanh tét bang cdch kéo dai thoi
gian séng cua khdch hang.... Cé rdt nhiéu
cdch do va tinh todn “thdi gian séng cla
khdch hang” duge nghién cuu tiy thude su
da dang cua cdc muyc tiéu va tinh trang
thuong mai. ...Vé mdt ly thuyél, phdt trién
“long trung thanh” cua khdch hang sé nédng
cao thu nhdp cho doanh nghiép. Tuy nhién
lam sao do dugc chinh xdc trong thuc té?
Lam sao du bdo duge hiéu quéd ddu tu kién
tao “long trung thanh” sé thu duge trong
tuong lai? Chua co nhitng phuong phdp hiéu
qua ...

Trong bai viét nay, chung ta sé tiép cédn
dén khai niém “long trung thanh” cla khach
hang d8i véi mot san pham/dich vu X nao dé
béi sy quay lai mét edch ¢é'y cha céac khach
hang cua X. Tt d6 sé do ludng, lugng héa gia
tri caa “long trung thanh” ma khach hang
tao ra cho doanh vu X,

1. Thap tudi khach hang cta doanh

vu X

Xét hoat dong san xuat/kinh doanh mét
loai sdn pham/dich vu X nao d6 ciia mot
doanh nghiép (goi d6 1a doanh vu X).

(Gi6i han viée khdo sat khach hang cla
doanh vu X trong mét khoang théi gian nao
46, ching han trong 1 nam. Trong chu ky
nay, ta chia cac khach hang clia doanh vu X
thanh cac nhém tay theo ho si dung san
pham/dich vu X bao nhiéu 14n.

Ta goi khach hang bac n 14 khach hang
st dung san pham/dich vu X n lan trong
khoang thoi gian quan sat.

Ky higu C,, i =1+ n la nhém khach hang
sti dung san pham/dich vu X i-lén trong chu
ky khao sat nay. Mat s8 tac gia goi C, la
nhém khach hang “-tuéi” va i la tudi cia
cac khach hang nay. Nhu vay, C, 12 nhém
gdbm nhitng khach hang dén véi X chi mét
lan trong chu ky xem xét. Néu khéng giy ra
nhiing nham lin, ta s& st dung ky hiéu C,
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dé chi s& lugng khach hang trong nhém
khach hang C,. Nhu vay ta cé:

C =ZCJ 12 téng s6 khach hing cila
i=1

doanh vy X trong chu ky xem xét.

Hinh duéi cho ta minh hoa mét thap tudi
5 ting. S& khach hang bac 1 (chi sit dung
san pham/dich vu X 1 14n trong chu ky xem
xét) 1a 200, s6 khach hang bac 2 (sit dung
san pham/dich vy X 2 14n trong chu ky xem
xét) 1a 150, s6 khach hang bac 3 1a 180,
khach hang bac 4 1a 250 va khach hang bac

51260. C=) C, =840.

i=l

HINH 1: Thap tudi khach hang

Cy = 60

C, =250

C; =180 .

C, =150

C, =200

TLMX tinh bdi thic

"
TLz\H:Zi.C,. sé la tong lugt mua san
i=1

cong

pham/dich vu X bdi tdan bd cac khach hang
cua X trong khoang thdi gian xem xét.
Trong thi du trén thi TLMX = 2340.

2. Ban vé thu nhip ctia doanh vu X

Xem xét tit géc d6 khach hang thi lgi
nhuén cta viéc kinh doanh sédn phadm/dich
vu X 12 do khach hang mang lai. M3i khach
hang cia X déu déng gép mdt phan nao dé
va cho X 1gi nhuén. Ching ta rit dé cam
nhén 12 1gi nhudn do mét “khach hang cép
4” (tdc khach hang mua san phdm/dich vu X
4 lin trong khoang thoi gian quan sat)
mang lai cho X luén 18n hon igi nhuén do 4
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khach hang bac 1 mang lai. Ly do thi b
nhiéu, nhung co ban nhat 1a khi tinh toan
ngudi ta thiy chi phi tiép thi dé thu hut
khach hang méi bao gid cling tén kém hon
dé gid chan mét khach hang. Chi phi nay
cang giam di véi cdc khich hang trung
‘thanh cang siu dam véi san pham/dich vy
dang xét, tic st dung san phiam/dich vu
dang xét cang nhiéu 1dn. D6 1a khéng ké cac
khach hang ldu ndm con 18i kéo thém khach
hang cho doanh nghiép. V& méi quan hé
giita lgi tic cha doanh nghiép va sy trung
thanh ctia khach hang, trong [3)], tac gia
viét: “Trong linh vue tiép thi, méi quan hé
nay dugc thé hién mét cach true tiép vi dé cé
mgt khdach hang mdi chi phi tiép thi gdp dén
3, 4 lén giit khdch hang ci, va rdng chi 20%
khdch hang “tét” (trung thanh cdp do nao
do) cho doanh nghiép 80% lgi tuwel” (Within
the marketing arena, the correlation has
been expressed even more directly by claims
that it is three to four times as expensive to
acquire a new customer as it is to keep an

existing customer, and that the best 20% of -

customers contribute 80% of the company’s
net profit).

Ky hiéu [, la thu nhap cta doanh vy X

thu duge tit mot khach hang nhém C, trong’

chu ky xem xét. Nhu trén da nhan xét, méi
‘khach hang trong nhém C, v6i 122 cho X
mot thu nhap /,, néi chung 1a khéng phai
chi bing /|, ma néi chung la /, >t
Ching ta c6 thé gia thiét ring méi khach
hang khi quay lai cho X mét thu nhip gia
tdng so vdi l4n cudi st dung san phdm/dich
vu X. C6 1é day sé 1a mdt ham s& kha phitc
tap. D& don gian, ching ta sé xem xét ham
“thu nhap do quay lai” (TNQL), ky hiéu 1a
{,, véigiathuyétla I, =1 +k.J, . Y nghia
12 thu nltap do khach hang quay lai sé ting
thém k% so véi thu nhap do khéach hang bac
1 taora.

Nhu vay ta ¢6 1, (v6it >=2) = J, +(¢=DI
= [ +(=DI +k(t DI, = [t+k(z D],
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_ ta c6:

Chéng han, véi k= 0,05 ta cé:

I, =(2+0.05)1, = 2.051,

1, =(3+0.10)1, = 3.11,

I, =(4+0.15)], = 4.15],

Ciing cAn ndi ngay rang hé s§ &k, mot hé
86 cho chung ta it nhiéu hinh dung vé thu
nhip do sy trung thanh, 124 moét hé s kho
tinh duge d6i véi cac doanh nghiép. Tuy
nhién, mét s6 chit doanh nghiép cho rdng k&
c6 thé dao déng tix 2% dén 20%.

Ky higu /(X) la thu nhap téng do toan
bé C khach hang mang lai cho doanh vy X.

I(X) = il,C,. = i.q]l[wk(p D]
i=1 i=
= 1YiC, + K, Y (i~ 1)C,
= L. TLMX +{ ki [ (Z":(i-l)C,) |l+C-C}

= I, TLMX + kI, { [ zn:C+(i—l)C,.‘ ]-c}

= I, TLMX + ki, (TLMX - C) (2.1)

Cong thic nay nél ring téng thu nhap
cia doanh vu X.chia lam 2 phén, d6 la
I TLMX va kI (TLMX -C). Phan I, TLMX
bi€u thi thu nhap cta doanh vu X néu ta
xem todn bd cac khach hang cua X déu la

‘khach hang bac 1. Phin A/ (TLMX - C) cho

ta phdn thu nhap thém, dudc tao ra do su
quay lai cta khach hang mang vé cho X.
Néu khéng cé sy quay lai caa khach hang,
tite khong ¢6 cac khach hang bac cao thi
dodnh vy X & khéng ¢é6 thu nhip nay ma
chi ¢6 thu nhap 1a 7, TLMX .

Nhu trén d3 néu, mot sd doanh chu cho
ring k c6 thé c¢6 gia tri trong khdang 2% -
20%, trung binh 1a khoang 5 — 7%. Tu (2.1)

b 1) -1, TLMX
~ L(TLMX -C)

' Nhu vay, khi s§ liéu théng ké theo dai
san xudt, kinh doanh cho ta {, thi c6 thé

(2.2)
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tinh & theo c¢éng thiic trén. Ngude lai, néu
ta khong theo doi dugde /[, thi cé thé tam 14y
k trung binh khéang 5% dé xéc dinh tuong
d6i gia tri J, tit cong thic (2.2) (chi ¥ la da
tam chap nhan & = 5/100).

3. Xac dinh gia tri cha “long trung

thanh”

3.1 Su quay lai ngédu nhién

Xét nhitng khach hang quay lai véi X
trong quing thdi gian quan sat. Nhin chung,
46 1a nhiing khach hang ¢6 cam tinh véi san
phidm/dich vu X. Tuy nhién ngay trong
nhiing 14n quay lai thi khéng phai lic nao
ciing do khach hang trung thanh véi thuong
hiéu ma d6i khi cling 14 ngiu nhién.

Nhu véay, véi nhém khach hang C, thi
sau C,lan mua dau tién, cac khéch hang

nhém nay cdén mua san pham/dich vu X
thém (j—1).C, 14n niia. Trong nhiing l4n

mua 4y, di 1a khach hang bic cao miy thi
vin ¢6 nhiing 14n mua ngau nhién. Hay
tudng tugng mot tinh hudng don gian sau.
Ching han, anh A 13 khach hang bac 5 cla

Phd 24 (mét thuong hiéu phd kha néi tiéng)

trong nam quan sat, tidc trong nidm khao
sét, anh A 4n Phd 24 nam 14n. Khéng ké 14n
d4u, bdn 14n sau d6 co thé xdy ra nhu sau.

Hai lan dit vg con di an phd, do tin nhiém-

Phd 24 anh da c6 tinh cling v¢ con tim dén
Phd 24, Hai 14n khéic do ban bé kéo di, tién
dau an day va tinh cd cling 1a Phd 24.

Xét R(C;) la 6 lan ma khach hang

thudc nhém C; mua san pham/dic vy X tinh.

cd trong (j —1).C; 14n mua quay lai, sau C,

l4n mua ddu. C6 thé chdp nhan gia thuyét

.. R(C)) -

—2 " g8 giam v4i j tang. Y
G-nc, o Eam e e
nghia 1a v6i nhém khach hang bac cang cao
thi s6 1an mua tinh cd (sau l4n diu) trong
tuong quan véi téng s6 lan quay lai cing
giam. : ’ '

Cé thé cAn lam nhiéu khio sat dé xdc
dinh R(C,). Nhithg gia thuyét thi truong
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khac nhau itng vdi nhiing cong thic tinh
R(C,) khéac nhau. Chiing ta thu xem xét vai
quy luat thi trudng gia dinh.

Quy ludgt 1. ty 1é& gifia s6 l4n quay lai
ngau nhién cha khach hang nhém C, trén

tong s6 14n quay lai (j —1)C, gidm dan theo

B R(C))

toc d6 ty 1& nghich véi j , tte ———— =
(-1C,

| —1)C. C,

Lognids RC) = L% = ¢ G0

J J J

Quy luat nay thudng thich dng cho nhing
gan phdm cao cép, chdng han nuéc hoa,
quan 4o hang hiéu hoic cac mén adn ma
khach hang ua chudng. Véi quy luat nay, s&
khéch hang bac cao mua ngdu nhién san
pham/dich vu yéu thich (sau lin mua diu)
12 kh4 it. Ching han, véi khach hang béc 2
thi trong s6 C, l4n quay lai thi sy quay lai

tinh cd sé 12 mdt nida, tic %2— , vd1 cac
khach hang bac 3 thi trong s6 2C, lan quay
lai, 8 14n quay lai tinh ot 58 1a %CS va sd
14n quay lai do thyc.su yéu mén X la gép
dot, tic %Cl. Véi quy luat nay thi téng s8

cac ldn quay lai tinh cg cua cac khach hang
biac cao tinh nhu sau:

n n C
ZR(CJ)=C—Z-J—_".

J=l

"Cj

Ky hidu 7TB" = —'=-'—&l— (c6 thé goi la
“tudi trung binh dao”).
‘Tacé Y R(C,) = CA=TTB™).
jol -
- V6i thap tudi nhu & hinh 1 thi hinh 2 dudi
day cho ta hinh dung ddy du vé dai lugng

TLMX (dién tich toan bd hinh v8), tbng cac

l4n mua ngéu nhién ZR(C ;) trong céc lan
_ &
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guay lai cua nhitng khich hang bac cao theo
quy luat 1 (dién tich cac hinh nho mau vang).

Cu thé Z": R(C,)= 460 (trong tong s6 1500 lan
=1

guay lai ¢6 460 lan 14 ngAu nhién).
HINH 2:

C; = 60 §C, = 300

€y = 250 —— 4C, = 1000

C, = 180 <3¢, = 540

C, = 150 J2C, {300

C, = 200

Quy ludt 2:

Véi mét s6 san pham/dich vu binh dan hon,
nhu nude udng déng chai thi s 14n mua quay
lai nhung la ngau nhién sé cac hon nhu trong
quy luat 1. Ching han ta ¢6 luat thi trudng:
mdi 2 lan quay lai thi c6 mét 1dn 1a ngiu
nhién.

Nhu vay, trong nhém C, thi R(C,) lan
mua ngiu nhién sau ldn mua ddu sé la G
Trong nhém C, thi R(C, ) l4n mua ngiu

nhién sau l4n mua diu sé 1a ?]2—(;1 -1C,. Khi

6 ) R(C,) = %i(j—l)Cj = %(TLW —C)
= =

Véi quy lujt nay thi » R(C,)= 750
i=1

(trong téng s6 1500 lan quay lai).

3.2. Xdc dinh gid tri cua “long trung

thanh”

Gia tri cua “long trung thanh” ctia khach
hang 461 véi san pham/dich vu X la thu
nhép do “long trung thanh” mang lai cho
doanh vu X. Nhu vay, ta can tim cach xéc
dinh thu nhap do “long trung thanh” mang
lai.

Ta phan céc kiéu mua san pham/dich vu
X ctia khach hang thanh 2 loai: loai cac kiéu
mua nghu nhién va loai cac kiéu mua fan.
Mua ngau nhién 13 nhiing lan mua san
pham/dich vu X mét cach tinh ¢d, ¢con mua
fan 14 caec 14n mua do khach hang c& tinh
tim d&n san pham/dich vy X bdi tinh yéu, su
tin nhiém &6 véi X. Ky hiéu s& l4n mua
ngiu nhién 1la MNN va s6 l4n mua fan la
MF . Khi 46, trong khodng thgi gian xem
xét ta cé:

MNN = C + Y. R(C,) va
J=1 .
MF = TLMX- MNN = TLMX- C-
2 R(C))
j=1

Trén hinh 3, s§ 14n mua fan MF 1a dién
tich hinh duge déng khung dam va MNN la

téng cac hinh mau vang cing véi cac C . vai
i=1-5.

HINH 3: 86 1dn mua s&n phiam/dich vu

Mua Fan (MF)

h— 80 5C; = 300
1 "\\

i

C,4 = 250 ac,

“\; .
77T

Gy =180 +3C, 4« 540 | ]

i

c, = 150 42¢, {300

——

Mua Ngiu Nhién (MNN)

C, =200 |
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Mé&i l&n mua fan cia khach hang thi
doanh wvg X e6 duge thu nhap la
I, =1 +k%.I, . Thu nhap nay 12 thu nhap
thuc su do “long trung thanh” clia mét 14n
mua fan tao ra. Do d6 gia tri ciia “long trung
thanh” ciia toan bd khéach hang cua doanh
vu X, ky hiéu la V; sé la:

Vi = MFxl,,, =[TLMX - C- D R(C))]x

=

(I, +k1)
= TLMX x (I, +kd)) - Cx kI - CxJ -

[iR(Cj)]x(II +kd,)

Dé thay rang (X)) = TLMX x (I, + k1)) -
Cx k4,  dodd

V., = I(X)-1,xC- (I, +k.],)iR(C}) (3.1)

7=

Xét dai luong IR véi IR = I,.MF
=1, TLMX - [,.C- I,)_R(C,)

j=

Y nghia cha /R 1a thu nhap do khach
hang fan mang lai do yéu san phdm/dich vu
X that su nhung véi cach nhin ho cling nhu
cac khach hang bac 1, tdc caAc khach hang
dén chi 1 lin trong chu ky khao sat. Pai
lugng nay néi vé thu nhap do d6 rong thi
trudng cta nhitng khach hang fan mang lai
cho doanh vy X. Ta c6 thé goi 7R la thu
nhép cta chiéu rong “long trung thanh”.

Xét dai lugng IS véi 1,8 = kI MF=

KIL[TLMX - C =Y R(C )]
t=!

Y nghia cha /S la phin thu nhap gia
tang do tinh chit “quay lai” cta cac 1an mua
Fan. C6 thé goi diy la thu nhéap cua d§ sau
“long trung thanh” cia khach hang d6i véi
san pham/dich vy X.

Céng thic (3.1) ¢6 thé viét lai dudi dang

V.= I, R+I;S (3.2).
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Y nghia (3.2) 1a: gia tri cia “long trung
thanh” bang tdng gia tri clia chiéu réng
“léng trung thanh” va d6 siu “long trung
thanh”.

4, I:]’ng dung trong viéc xac dinh gia

tri thuong hiéu

Thuong hiéu la méi day két ndi khach
hang v6i doanh nghiép. Véi doanh vu X thi
ban chit viéc mua sdn pham/dich vy X mit
ciach nglu nhién la gi? P6 1a khi khach hang
st dung san pham/dich vu X mét cach tinh
¢S, theo nghia tién thi mua, mua ma chéng
nghi gi, ching so sanh gi véi nhiing san
phdm cing loai. Ching han véi nudc udng
déng chai, néu khach hang uéng hém nay la
La Vie, mai 12 AquaFina, mét 1a Alaska,
v.v... Nghia 12 gip gi udng ndy, thi khach
hang nay khong la fan cua bat ky thuong
hiéu nuéc udng déng chai nao. Vay thi
thuong hiéu cé § nghia .gi v6i khach hang
nay? Chéng c6 gi ca! Gia si ring mét loai
nude udng déng chai X ndo d6 ma khach
hang toan 13 nhitng khach hang nhu trén,
cau hoi dat ra 1a: gia tri thuong hiéu X nay
cé dang ké khong? Theo chung t6i 12 khi d6
gia tri thuong hiéu X 12 bang 0! Tuy nhién
trong thuc t& thi c6 18 khong bao gid ¢6 tinh
trang nay véi nhiing san pham/dich vy da c6
mdt thj trudng tuong d6i nao do. Vdi cac san
pham/dich vu ma thi trudng qui nhé bé thi
c6 thé xay ra tinh trang nhu trén, tic gia tri
thuong hiéu bang 0. Didu gi 43 xdy ra 46
véi cac san phim/dich vu d3 c6 mét thi
trudng tuong d6i nao &6? V4i cac san
phdm/dich vu d4 c6 mét thi trudng tudng o1
nio @6 thi thudng la da xuat hién cac fan
trong s6 cac khach hang cta X. D6 1a nhing
khach hang quay lai nhiéu lan véi X trong
mét chu ky khéo sat va quay lai ¢ tinh,
quay lai do trung thanh véi thuong hiéu X,
Nhu vy c6 thé xem thu nhép do “long trung
thanh” ¥, chinh la thu nhap do thudng
hiéu mang lai cho doanh vy X. Ky hiéu thu
nhap do thudng hiéu mang lai la 1% thi

IBrN = Vn" .
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Do luong “long trung thanh” ...

Brv

Tyle G =~
1(X)

cé ¥ nghia tuong ty nhu

Role of Brand Index (RBI) trong phuong
phép cua Interbrand. Ta ciing ¢6 thé goi dé
14 “chi s6 vai trd thudgng hiéu”. T (3.1) ta cé:

[L.C+(L, +K )Y R(C,)

G=1- o

I(X)

Trong thyc t& khi trién khai dinh gia
“long trung thanh” cua khach hang véi mét
thuong hiéu nao dé (ciing chinh 1a trién khai
dinh gid thuong hiéu), thi viéc khao sat

(3.3)

khach hang &€ cé ZR(C ;) la viée rat quan
=

trong. Cac quy luat 1 va 2 néu trén chi la

nhiing gia thuyét cho vai nhém nganh hang.

Ngay trong mét nhém nganh hang, ching

han véi nuéc udng déng chai thi » R(C,)
j=1

. cho thudng hiéu nay (chdng han LaVie)
cling ¢6 thé rdt khac so véi ZR(CJ) cho

;=1
thuong hig¢u khéac (chdng han Alaska). Xét
vé mit ing dung, viéc khao sat khach hang,
khao sat thi trudng va xay dung cac dai

lugng ZR(CJ.) cho tiing nganh hang, ting

=l
thuong hiéu la nhitng vin dé dang dude
nghién citu.

5. Thi du tinh gia tri thuong hiéu

Phé 30 (thuong hiéu gia dinh)

(ia su toan qudc ¢6 100 quan Phd 30. Tuy
nhién, ta chi ¢6 diéu kién khéo sat méu vdi 6
tiém “Phd 30" trén nhitng vi tri khac nhau
trong 1 thang va xem d6 1a s§ liéu trung
binh cho tdan hé théng. Véi 6 tiém ta cb
théng ké s8 khach hang nhu sau:

1. S6& khach chi &4n 1 lan trong thang:
1000
2. 86 khach an 2 lan trong thang: 2500

3. S& khach 4n 3 lan trong thang: 600

4. S8 khach dn 4 1an trong thang: 0
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5. S8 khach &n 5 14n. trong thang: 300

Chi Phd 30 cho biét gia thanh cla té Phd
30 (bao gdm moi chi phi ké ca thu&, ngoai
chi phi ti€p thi) 1a 12,500 ddng, chi phi tiép
thi trung binh khoang 1000 déng cho 1 t6
phd trong d6 chi phi ti&p thi trung binh cho
viée c6 khach hang d&n véi Phd 30 lin ddu
1a 1500 dbng. D& ¥ ring cac s6 lidu vé chi
phi ti€p thi trung binh 1000 déng/té va chi
phi ti€p thi trung binh d& ¢6 mét khach
hang lan ddu 1500 ddéng/khach hang la
nhitng s8 lidu rat quan trong giip ta xac
dinh hé s8 k trong céc cong thiic & cac phan
trén. Day 1a thi du ¢6 thé ap dung dé c6 k
trong céc tinh téan trong thuc tién dinh gia
thuong hiéu.

Nhu vay, c6 thé 14y 7, = 30.000 ~ 14000
= 16000 dong.

Trong khoang thdi gian quan sat thi s6 td
phd ban duge 1a 9300 t&. Chi phi tiép thi la
9300.000 déng. Gia thanh la 116.250.000
ddng.

I(X) = 30.000x9300 - 116.250.000 —
9.300.000 = 153.200.000 ddng.
I(xX)-1,.
. IO - 1 TLMX = 4.400.000/
I (TLMX - C)

78400.000 ~ 5,6%!

Vi phd 14 mén 4n nén khach hang trung
thanh quay lai mét cach ngiu nhién v6t mén
4n 13 tuong @81 it. Do &6, ta chap nhan quy
lugt 1, tite 1a: » R(C,) = C(1-TTB™"). Ta

J=1

¢6 TTB™' =0.57, C = 4400.

nén Y R(C,) = 1892

V= I(X) - I,C- (11+k1[)iR(cj)=

153.200.000 — 70.400.000 — 16.896x1892

= 50.832.786 ddng

Vi tinh cho téan bdé 100 quan Pha 30
trong 1 ndm s& khoang 10.164 triéu déng

(10,164 ty).
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po luong “lony trung thanh” ...

Gia thiét 1a 131 xuat cho vay cia ngin
hang nha nudc 15% dudc 1lay lam ty 1& von
héa cho nganh hang phd thi gia tri thuong
hiéu Phd 30 c6 thé tinh nhanh theo cdng
thite 7.1

P
gia tri thuong hidu Phé 30 = V. /16% ~
67.760 tridu ddng (67,76 ty déng, khodng 4
triéu USD)

v6i p 1 ty 1& von héa. Nhu vay:
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