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%a doanh nghiép may Viét Nam gén day da cé nhi€u cd gdng trong viéc nang cao chat luong
an pham may mic va quan tam hon dén thy Inidng néi dia. Tuy nhién, hang may mac nér chung,

juan do mic ngodi néi riéng hién nay chua dap Ung dugc nhu cu cua khdch hang. D€ lam r6 van dé
13y, 8¢ gid da tién hanh dénh gid sy thda man nhu cdu khach hang vé qudn do mac ngoai trén khu vuc
=8c tinh déng bédng Bac B6 nudc ta theo 6 nhom yéu (6'1a: (1) San pham; (2) Gia va phuong thdc thanh
lodn; (3) Phan phdi; (4) Chuong trinh tiép thy, truyén théng; (5) Dich vy khach hang va (6) Thuong hiéu.
Xét qua phan tich cho thdy, quén ao mac ngoai hién nay chua théa man nhu céu khach hang trén khu
de cac tinh déng bang Bac Bo. Trén cd s6 d6, bai bao di dé xust 5 nhdm giai phap nang cao sy thoa

man nhu cau khach hang vé quan do mac ngoat.

Tu khoa: sy théa man nhu cau khdch hang, hang may mac, quan 4o mac ngoai.

1. B3t van dé

Chat lugng san pham/dich vy va su théa man
Whu cdu cla khach hang (& yéu t6 quan frong
rong qua Irinh san xuat kinh doanh cing nhu
uan ly. Phan 16n cac doanh nghiép su dung yéu
6 do ludng muc dd hai long, théa man cla khach
1ang tam tién dé danh gia hoat dong kinh doanh.
o d6, cac nghién ciu nang cao sy théa man nhu
:du khach hang. 1ao I6ng trung thanh voi thuong
vigu ludn 13 ddng luc budc cac doanh nghiép phai
:em xél lai san pham/dich vy cia minh tU g6¢ dd
‘ia ngudi tiéu dung.

Viéc san xudl kinh doanh va tiéu thu quan ao
ma3c ngoai cua cac doanh nghiép chua that su
hiéu qua trong khi thi trudng néi dia réng 16n, nhu
ciu cua khach hang khu vyc cac tinh déng bang
Bic B va tiém nang cla thi trudng vé san pham
nay rat Idn. Vi thé, viéc diéu tra va danh gia mic
d6 héai 1dng. su thda man nhu cdu cua khach hang
13 mot viéc lam rat quan trong. N6 la can cu khoa
hoc rat thuyét phuc dé cac doanh nghiép may
tham khao va c6 nhing chién lugc kinh doanh hop
Iy hon, tao nén Ig) thé canh tranh trén thi trudng
nham dap ung cang nhiéu nhu c3u cua khach
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hang, nang cao chi & hai long cua ho.

V@i myc tiéu chiém finh thy tudng néi dia vé
hang may mac, cac doanh nghiép may Vit Nam
dac biét quan tam dén van dé nay va dang nd luc
tim ra cac giai phap nh&m théa man nhu cdu cua
khach hang ngay cang t6t hon nham t6i da héa igi
nhuan cho céc doanh nghiép.

2. Phuong phap nghién clu

Cac van dé nghién clu dugc lam rd théng
qua viéc thu thap thong tin so cdp va thi cép.
Phudng phap thu thap théng tin cy thé dudc tién
hanh nhu sau:

Théng tin thi cdp dugc thu thap, nghién clu va
phan tich theo mot trinh ty: sau khi xdc dinh
nhiing théng tin can thiét cho cudc nghién cuu, tac
gid lim ngudn dd liéu va tién hanh thu thap cac
thdng tin qua bdo, tap chi, mang Internet, trang
website va mét sG cong trinh nghién clu khéc...
c6 lién quan dén cac yéu t6 khach hang su dung
dé€ danh gid quan 0 m&c ngoai va nhing yéu t&

xé@c dinh muc thda man nhu cdu khach hang vé:

hang may mac hién nay. Nhdng thong tin thu thap
dugc sép x&p mdt cach khoa hoce, cé tinh hé théng
dam bao tinh chan thyc.

DE ¢6 duge nhing thong tin so ¢dp hdu ich
phuc vy cho viéc nghién clu dénh gia su thoa
man cla khach hang & khu vuc cac tinh déng
béng Bdc B6 vdi hang may mc, tac gia da xay
dung mét quy trinh nghién cuu (W thiét k€ mau, xay
dung bang héi, ti€n hanh diéu tra va xd Iy, phan
tich dif hiéu

Phuang phap nghién ctu chinh duge su dung
13 phuong phap diéu tra phdng van 110 khach
hang da, dang mua va su dung quan ao maic
ngoai theo phudng phap chon mé&u phi xac sust,
thuan tién. Bang hoi duge gui dén nhiéu déi tugng
3 nganh nghé, Itia tudi khac nhau WU 18 dé&n 55
tudl, tap trung chlt yéu & Bac Ninh, Hai Dudng.
Hung Yén, Thai Binh, Nam Binh, Ninh Binh, Ha
Nam, Vinh Phic. Tuy nhién vdi 110 phiéu chi thu

dudc 100 phiéu dat yéu cau (dat 91%). co hé si
dung cho phan tich.

S0 dung thang do ngang vdi 5 muc dé. trong
46 muc dé 1 (thdp nhat) 1a rat khong hai 1ong v
muc dd 5 (cao nhalt) 1a rat hai tong, dé do Iudng
muc do mong dai/ky vong, muc d¢ thoa man sau
khi mua va s dyng quan 40 mac ngoai cta nhing .
dai tugng ducc phdng van.

Trén co sd cac s6 liéu diéu tra, sU dung ket
hgp phucng phap tinh toan cd ban, phan tich
tdng hop, phudng phap thdng ké mé ta va phin
mém SPSS dé phan tich, danh gia muc do hai
long clia khach hang.

Céc phuong phép trén s& cung cap nhing
thang tin vé nhiing mong dgi cta khach hang vé
quan 4o mac ngoai va sy théa man nhu cau vé
nhing san pham nay cla cAc doanh nghiép may,
{U d6 tac gid c6 su dénh gia, dua ra nhing gié
phép phu hgp Vi xu hudng nhu cau cua khach
hang, giup cac doanh nghiép may nang cao sy
théa man nhu cdu khéch hang, phuc vu khach
hang tét hon.

3. Két qua nghién elu va thao luan

Khi san phdm cla cac doanh nghiép dap ung |
141 ca nhing mong dgi clta khach hang ¢4 nghia |
14 doanh nghiép da thanh céng trong viéc tao si |
nai ldng cho khach hang va thda man nhu cau cia |
ho. MUc dé thda mén cla khach hang vé quan |
mac ngoér dudc nghién cdu théng qua mot s6 Y& |
16 sau’

3.1. V& san pham |

Theo cac chuyén gia, tinh da dang, phong g, |
tinh phu hop, chal luong clra quan do mac ngodl |
va théng tin trén san phdm 13 nhing yéu t6 o |
Vé san pham cé tac dong nhiu nhal dén sy thée |
man clia khach hang va néu khang dap dng tdt |
16t nhiing mong doi nay s& anh hudng rat in &t |
su hai Idng cua ho (bang 1).
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Bang 1. Chénh léch gida mong doi va thda man vé san phdm cua khach hang
DVT: thang do ngang 1-5 (1 - rat khdng hai long - 5 - rat hai Iong)

Yéu to’

D4nh gid chung

Mong dgi | Théa man | #A

1. Tinh da dang, phong phit ctia quin do mdc ngoai

1.1. Kiéu ddng, miu ma 4.7 3.5 -1.2
1.2. Mau sic 4.2 4.1 0.1
1.3. Kich c3 4.5 4.5 0
Diém binh quén 4.5 4.0
2. Tinh phit hgp ciia qudn do mdc ngoai
2.1. Phit hdp véi voc ddng 4.8 4.3 -0.5
2.2. Phit hgp v6i mau da 4.7 4.5 -0.2
2.3. Ph hgp vdi s thich, thi hi€u 4.9 4.4 -0.5
2.4. Phit hdp v6i nhiéu Iva tdi 4.4 44 0
2.5. Phi hgp vdi xu thé thdj trang 4.8 4.0 -0.8
Diém binh quin 4.7 4.3

3. Chét lngng qudn do mdc ngoai

3.1. Pudng may, mii 4.6 4.1 -0.5
3.2. D6 mém, min 4.6 4.6 0
3.3. B§ co gidn 4.3 4.4 +0.1
3.4. Khéng xii 16ng 4.5 4.2 -0.3
3.5. Phéi hgp c4c hoa tiét 4.5 4.2 -0.3
3.6. BY nhin 4.6 4.6 0
3.7. D5 bén mau 4.7 4.6 -0.1
3.8. Bdm bdo an toin, vé sinh 4.8 4.5 -0.3
Diém binh quin 4.6 44

1. Thong tin trén san phim

4.1, Tiéu chuan ky thuit 4.4 4.3 -0.1
4.2. Nhan 4.3 4.0 -0.3
Di€m binh quin 44 42

Ngudn. Tong hop kél qua diéu tra
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* Tinh da dang, phong pht ctua quan do mac ngoat

Khach hang kha ky vong vao tinh da dang,
phong phd cda kiéu dang, mau ma, kich cd va
mau sAc clia quan 40 mac ngoai vdi s6 diém trung
binh 12 4.5 di€m nhung muc do théa man chi dat
4.0 diém.

‘Kiéu dang, m3u ma clia quan 40 mac ngoai la
mét trong ba yéu t6 tao nén su khac biét cho san
phdm may mac. N6 13 mdt nhan t& quan trong,
quyét dinh 50% viéc lya chon mua hang cua
khach. Hién nay, qudn ao mac ngoal chua gay
dudc dn tudng trong tam 1y tiéu dung. khach hang
mong dgi rat cao (4.7 diém) nhung thuc t€ dap
(ng chi dugc 3.5 diém (co 38% khach hang duge
phong van cho réng kiu dang, mau ma quan ao
m3c ngoal binh thudng, cé dén 5% khach hang
danh gia 6 muc thdp nhat, ho rdt khong hai long).
Kiéu dang, mdu ma quén o mac ngoal thudng it
phong phd. don diéu, cham thay dé, thigu di "ca
tinh” tiing doanh nghiép 1an phong céach cua ting
nha thi€t k&, dan dén it su lya chon cho khach
hang, nhat 1 gigi tré 1a ddi tuong ¢6 yéu cau
nhiéu vé kiéu dang, phong cdch. Cac doanh
nghiép may Viét Nam cham n3m bt nhu c3u, thy
hi€u tiéu dung nén khéng kip tung ra cac san
phdm ¢6 ki€u dang, mau ma thda man nhu c&u
cda khach hang, B6 cang 13 ly do, ngudi tiéu ding
céc tinh déng bang Bac B6 thudng mua va su
dung hang Trung Quéc.

K&l qua diéu tra cho thay khach hang danh gia
kha cao vé tiéu chi kich ¢, cé 55% khach hang
tra 16i ring ho r&t thda man vé kich ¢3 do quan ao
méc ngoai hién nay ¢6 nhiéu size khac nhau tu S
dén XXL hoZc theo s6, thich hgp cho nhiéu déi
tugng khach hang khac nhau nén da dap ung
duoe nhu cdu va mong dgi cia ho véi diém trung
binh (4 4.5,

Mau sdc dap ung kha 51 so vai ky vong clia
khach hang nhung van chua thda man nhu cdu
cua ho (mong dgi 4.2 diém dap Ung 4.1 diém),

mau sic don diéu. it mau, mau chua dep. by
gian, d& tinh nhung nham chan la nhan xét o
phén I6n ngudi tiéu dung ddi vdi hang may mi
Viét Nam Phan 16n céc nha san xualt trong nué
déu chay theo thi trudng, san xuat hang dai fa
nén cac san pham tung ra thi trusng déu dy
khudn vé mau sic, kiu dang, ching loai. My
khac, cac san pham Trung QuAGc Vai gia ca canf™
tranh, mau ma da dang, phong phu, mau sic b
mat nén dugc ngudi tiéu dung ua chuéng va lu
chon. Day Ia mot thach thdc 1dn cho doanh nghigy
may Viét Nam trong viéc chi€m lar thi trudng, nhal
13 thi truéng san pham binh dan.

* Tinh phU hgp cua quén a0 mac ngoai

Hau hél cac khach hang chua hai fong vé su
phu hop cua quan 40 m#c ngoai bao gom: su ph
hop véi véc dang, mau da, a tudi va phl hgp $b
thich, thi hi€u, xu thé théi trang. Dac biét van 6
khach hang khong théa man hay thda man ratit
duy nhat chi ¢é tiéu chi "phu hgp vdi nhiéu ila
tudi’ dat ding 4.4 diém nhu mong dai, tat ca ci
tiéu chi con lai déu thdp hon mong dgi (diém trun
binh mong dgi 4.7, diém thyc t€ danh gia 4.3).Vi
vay rat can bd phan nghién cuu th trudng tim hiéy
nhu cdu, chu trong vao thiét k&, san xuat dé khang
nhiing tgo ra nhing san phdm dep, ma con phd
phu hop véi nhu cdu clia ngudi tisu dung b
nhidu phuang dién.

* Chat lugng quan do mdc ngoai

Chat ludng clia san pham cing 1a mét nhan 6
quyé&t dinh dén sy lua chon va sy thda man harg
may mac cla khach hang. V6i ngudi tiéu ding.
viéc dung hang may mac Viét Nam hién nay cing
duoe uu tién han, bdi theo ho hang Viét cing 8
dep hon va an tadm khi sif dung.

Céc doanh nghiép Viét Nam hién nay ngd
cang d4u tu nhiéu cho viéc nang cao chat luend
san pham, I3y ch&t lugng san pham I3 nhan t3ch
chét trong viéc xay dung thuong hiéu va tao niém
tin cho khach hang. Tai thy truang noi dia, chc
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aang chat lugng cao dugc ngudi tigu dung ua
hich, chon lya va hai long. Quan a0 mac ngoal
=ua mdl sG thuong hiéu da dudc khang dinh tai thy
frudng ngi dya. Tuy nhién mot diEm yéu cia quén
30 mac ngoai Viél Nam 13 chit lugng khéng én
dinh. Ciing mét loai san phdm nhung 16 hang khac
nhau thl chat lugng khac nhau, Day la mét han
ché& khién khach hang khéng hai long va mat niém
lin & san ph&m may m#c ndi dia.

Khach hang thudng ky vong quan 3o méc
ngoai ¢6 dudng may, mii chi dep, chdc chan,
chat lieu vai mém myn, khdng xu 16ng, dé co gian
vUa phai, it nhan, dé bén mau cao, phdi hgp hai
hoa cac hoa tiét, tao di€ém nhan cho san pham va
dam bao tinh an toan, vé& sinh trong qua trinh st
dung vdi diém binh quan mong ddi I 4.6. Tuy
nhién, cac doanh nghiép chua tuyét ddi dap ung

—_QUAN TR] KINH DOANH

chat lugng dé kiém tra va dam bao phai dat & muc
chuan cho phép truée khi hang xust ra.

* Thong tin rén sén pham

Su mong dai vé tiéu chudn ky thuat 1a 4.4, dap
ung 4.3 diém; mong dgi vé nhan 4 3, dép ung 4.0
di€m. Théng tin trén san pham chua théa man
nhu céu khach hang, khach hang mong dgi théng
tin ddy da, chi ti€t, nhan mac, xuat xJ rd rang nén
cac doanh nghiép can chu trong nhiéu hon nda
cac théng tin trén san pham nham gitp khach
hang d&€'dang nhan biél va sl dung hiéu qua, phu
hap véi quan 4o mac ngoai ho da mua. Tinh trang
hang lau, hang nhar dang dién ra phd bién nén
van dé nhin mac cdn dudc cac doanh nghiép
quan tam va cac ¢g quan bd nganh ¢o bién phap
tich cyc hon dé khach hang yén tam khi su dung
san pham.

dudc cac tiéu chi nay Bang 2° Chénh léch gida mong doi va thoa man vé gid va phuang thic thanh

nén chi dat dugc 4.4

todn; vé phan phdi; vé chuong trinh truyén thong, tiép thi cua khach hang

diém Trong dé tiéu chi — l anh gié chung
dudng may, mdi chi va Yauts | Mong d Théaman | ia
phdi hop céc hoa tiét 1. Glaca
van ¢6 khach hang rdt |11 Gia phi hop vér chal luong va uy tin san pham 49 40 -0.9
khong har ldng, nguac 1.2 Gia phis hop véi thu nhap 48 4. 0.7
lai. ty 1& khach thoa [13 Gia it bién dong 35 40 05
man cao nhdl dat 75% 1 4_Gia canh tranh 43 40 03
d6i voi dd nhan va do  loiam binh quan 44 4.0
bén mau. Riéng' déco L Phan phél
ol muf: do dép ung o Su thun tien 48 40 0.8
VL.]O‘ qua su‘ mong -ddl T — 44 T 03
cua khéch hang (chénh 4‘3—5_
éch +0.1 didm). 2,3. Hang sz\n_co, dung théi vu a7 41 06

Do d6, bo phan dam IDidm binh quan _ _ 4.8 a1
%30 chat lugng can 3. Chuong trinh Gyl g, 6y
Juan tam, kiém tra chat (3.1 Khuyén mar 47 40 Dz
shé. vai v san pham; [32 Quangcao 3 AR
3 ph3n san xual, dac |33 Cho ban hang ca nhan 40 40 0
2i81 12 b6 phan ky thudt (34 Quan hé céng déng il il g
An k&t hgp chat ché  [Dim binh quan 42 40
16i bd phan dam bao  Ngudn Tong hop két qua diéu tra
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3.2. V8 gia va phuong thic thanh todn

Gia ca quén 40 mac ngoai ta nhan 18 chl yéu
anh hudng tdi quyét dinh lua chen mua hang va sy
thda man cua ngudi tiéu dung céc tinh 8dng bang
Bic B6 bdi muc thu nhap cla ngudi dan quyét
dinh 18n td mic sdng.

Hién nay, cac san phdm may mac cla Viét
Nam phan I6n ¢6 gia cao, chi phu hop véi cac ddi
tugng cé thu nhap cao. Nguyén nhan chd yéu 1a
g1a thanh cao, do ngudn nguyén liéu phu thudc
va0 nhap khau, cong nghé san xudlt con lac hau,
bd may 18 chic cang kénh, thidu linh hoat, trinh do
tay nghé cong nhan thap...

Theo két qua nghién cuu thy trudng cda tac
gid ndm 2013, cé th€ phan chia nhu cdu vé
hang may mac theo gia thanh 4 nhém, trong dé
ngudi tiéu dang & céac tinh déng bang Bac Bo
chu yé&u 1a nhing déi tugng mua quén 4o c6 gid
t 100.000 dén 300.000 déng/sén pham. Co 4
y€u t6 vé g1d dudc khadch hang quan tam nhi€u
nhat, trong dé gid phu hop vai thu nhap va giad
pht hgp vdi chat lugng, uy tin san pham 14 quan
{rong hon ca.

hang cho biét, gia ban quan 40 m3c ngoai khé &
dinh, da vust muc mong dgi va thoa man nhu ¢k
clia ho (mong doi 3.5, dép Ung 4.0 digm).

Thi trudng cdc san pham binh dan 8 Viét Nay
hién nay by canh tranh bdi cac mét hang gis i
mang nhan mac Trung Quéc, vi ngudi tiéu dungt
cac tinh ddng bang BAc Bé ¢6 thu nhap trung bl
va thdp nén thudng lya chon nhiing san phama
muc gia trung binh. So v&i hang Viét Nam, hiy
Trung Quéc cung loai kém chalt lugng hon nhun
do gia ca ré han nén dugc ngudi tiéu ding dim
gia 1a phu hop véi khd nang tai chinh cia hg v
dugc ua chugng. Vi vay, cac doanh nghiép Vi
Nam ¢8n chi y hon dé c6 thé khai thac 15 dafy
trudng trong nudc. .

Yéu t6 vé phuong thuc thanh todn dép ung
dugc sy mong dgi cla khach hang véi hinh thi:
thanh toan phé bién 13 truc tiép béng tién mét

3.3. V& phan phél

Tif nhi€u ndm qua céc doanh nghiép may tron
nudc chi chd trong vao thy trudng xudt knau, b
ngo thy trudng ndi dia kha ldn va dady tiém nén
TU d6, hang nhap khau nuéc ngoai dac biglk

Bang 3: Muc dé théa man vé gia san pham quén 0 mic ngoa:

DVT. Khach hang

i 1 2 3 4 s |
SL] % |SL| % | SL| % |SL[ % | SL| % | diém
). Gid phd hop vdi chat :
qungvaiy“"ggnphém ol o0 | 4|4 19]|19|14]14]63| 63| 40
2. Gi phit hgp vdithunhap | 2 | 2 | 5 | 5 | 20 | 20 | 23 | 23 | 50 | 50| 4.
3. Gif it bién dong 010 | 0] 0|43 |43| 16164l 41| 40
4. Gig canh tranh L1 19191212 18] 18|50 s0] 40 ]/

Nguén. Tham do y kién cua khach hang cua téc gia

Nhin chung mic d6 thda man khach hang vé
gid quan 4o mac ngoai th&p. Biém trung binh sy
mong ddi Vé gia |a 4.4 diém nhung miic 46 thda
man chi dat 4.0 diém. Tuy nhién, nhidu khach

hang Trung Quéc da c6 thai gian kha dai cfﬂ?

finh phan Ign thy phan i cac san pham chat ey

cao dén cac mét hang binh dan. )
Thyc & hién nay, cac dai ly phan phdi |
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phdm cia cac doanh nghiép Viét Nam nhu Viét

~ QUAN TRI KINH DOANH

3.4. V& chuong trinh tiép thy, truyén théng

Bang 4: Mdc dé thda man vé chuang trinh (iép th, truyén théng

DVT: Khach hang

3 1 2 3 4 5 [ 1B |
biém T 3

SL| % |SL| % |SL| % |SL| % | SL | % | dim |

1. Khuyén mai 8 | 8 |10 |10 |5 | 5[27,27 55 40 |

2. Quing cdo 0100|0117 |17/4]42 41 ]|4a1] 30 |
3. Chao ban hangcdnhan| 0 | 0 | 0 | 0 |39 139 25|25 |36 | 36 | 4.0
4. Quan hé cong déng 0] 0|5 |5 [18[18[35/35/[42 42/ 4.1

Ngudn; Tham do y kién cua khach hang
Tién, May 10, Nha Bé,... chi tap trung vao cac
thanh phé In, nhiing nai déng dan cu. Th) trudng
nong thén déy tiém nang badi s& lugng dan cu déng
dic, stc mua 16n hién nay mdi bat dau khai thac

Phan phdi chua dap Ung dugc mong dgi cha
khach hang, két qua diéu tra cho thay khach hang
chua thyc sy thdy thuan tién trong viéc tim noi
mua, kha nang li€p can san pham cla ngudi tiéu
duing chua cao do It di€ém ban, hé théng phan phdi
chua réng, dja di€m ban chua tién, hang chua
phong phd va s3n c6, cham c¢6 hang mdi khi
chuyén mia. Ngudi tiéu ding thudng mua quan
4o mac ngoai  nhing v tri thuan Igi cho ho nhu
gan nha, gan ndi 1am viéc, tién dudng di lam, di
hoc, giao thdng thuan
lién ho3c 6 nai trung

Trong cac chuang trinh ti€p thy, truyén théng
khdch hang mong muén c4c doanh nghigp co
chuadng trinh khuyén mai hap dan, dac biét 1a giam
gia nhung ho chua dudc thda man, vi cac doanh
nghiép chua dap ung dugc mong dgi kha cao vé
khuyén mai [a 4 7 diém. Quang cdo. chao ban
héng ca nhan, quan hé cdng déng déu dap ung
dugc muc dé mong ddi clia khach hang.

3.5. V&' djch vu khach hang

Dich vy khadch hang 1a mét trong ba yéu 16
quan trong cé muc dé ky vong cao nhat 4.6 diém
nhung di€m binh quan dap Ung chi dudc 4.3 diém.
Chung t6 khach hang chua thda man vé dich vy
khach hang cla cac doanh nghiép may

Bang 5 Chénh léch gida mong dgi va thda man vé dich vy khach hang

‘OVT Diém

tam nhy chg,... Vi vay,
sy mong dgi vé su Yéus Danh gia chung
thudn tién, hang mdi Mongdoi | Théa man A
nhap, hang sdn ¢, |1 Gidithigu san phdm va tu van lua chon 47 46 0.1
dung théi vy 13n Iugt [a | 2. Chinh stia san pham theo yéu ciu 44 45 401
48, 4.4, 4.7 nhung sy | 3. i lar khi mang vé nha néu khéng ung y hodc c6 IGi 43 e 49
ddp ung chl dat 4.0, |cUanhasan xudt
4.1, 4.1 diém nén diém | 4. Chuong trinh cham séc khach hang sau ban 47 41 0.6
binh quan vé phan |5, Gidi quyét tét khiéu nai cla khich hing 48 42 0.6
PhGi chi dat 4.1 di€m [ gz bioh quan 46 43
(chén.h téch -0.5 diém Nguén: Tong hgp két qua diéu tra
S0 véi mong dgi).
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Khach hang mong ddi nhiéu nhat 13 vigc giai
quyét t6t khigu nal cua cac doanh nghiép (4.8
diém) va mong dgi it nhat la dich vu ddi lar san
pham khi mang vé nha néu khéng ung y hoac cé
161 clia nha san xuat (4.3 diém). Thuc t€ cac doanh
nghiép dap Ung kha 16t dich vy gidi thiéu san
pham va tu van lya chon cho khach hang véi diém
thda man cao nhat (4.6 di€m, ¢6 70% khach hang
dudc hdi rdt hai long vé dich vu nay), thoa man
thap nhét (4 chuong trinh cham soéc khach hang
sau ban (4.1 diém, véi mUc chénh téch -0 6 diém).
D& phi hdp va dap ung yéu cdu cua khach hang,
hién nay cac clia hang thuang chinh sla quén ao
mac ngoai nhu 1én gdu, ndi ly, ... theo dung yéu
cdu nén da vugt qua muc mong dgi cua khach
hang +0.1 diém va cé dén 97% khach hang hai
ldng va rat hai long vé dich vu nay.

Dé gia tang doanh s6 ban hang, phat trién hon
nia th trudng ndi dia doi hoi cac doanh nghigp
phai tdng cudng md réng, phat trién cac dich vu
ban hang va cham séc¢ khach hang cua céc doanh
nghiép may nhu ban hang tan nha, tu van cham
s6¢ khach hang vé cach sU dung san pham .
dong thai, giar quyét t6t, kip thai khidu nai cua
khach hang

3.6. Thuong higu

Xay dung va phat tnén thuong hiéu 14 mot hoat
8dng hél suc quan trong d6i véi mot nganh san
xudt hang fiéu dung thdi trang nhu nganh may.
Thuong hiéu dugc coi la tai san vé hinh cla doanh
nghiép nhung van dé thuong hiéu mdi duge quan
dm thdi gian gan day. M6t s6 doanh nghiép da co
nd luc déng ké frong vigc xdy dyng thuong higu
san phdm va thuong hiéu doanh nghigp Tuy
nhién, hdu hét déu chua cd sy dau tu tuong xung
cho hoat dong nay, ngan sach chi cho viéc xay
dung va phat trién thuong hiéu con qua thap va
d3c biét 1a chua ¢ mét chién luge dar han.

3 thi trudng déng bang Bic Bg. fuy khach
hang van con tam Jy chudng hang ngoai, nhung

cing ting budc quan tam dén thuong hiéu Vigt
Nam va dang ngay cang quan tam nhiéu han. Céc
thuang hiéu nhu so mi Viét Tién, May 10, Nha Bé,
Viét Thang, ... da ducc biét dén rong rai, lién tuc
dugc ngudi iéu dung binh chon danh hiéu hang
Viét Nam chat ludng cao. Céc san pham nay di
dugc ngudi tiéu dung tin nhiém va lua chon Nhu
vay, mét s& doanh nghiép may da ¢ chién lude
dung trong ti€p can thi trudng ndi dia, xay dyng,
phat trién thuong hiéu san pham va thuong higy
doanh nghiép tai thi trudng day tiém nang nay.

Tuy chua dap ung dugc mong dai clia khach
hang nhung dé chénh I&ch gilia sy mong doi va sy
dap ung khong cao, chi -0.1 diém. Nhin chung,
ngudi tiéu dung cac tinh déng bing Bac B6 khé
hai 16ng V& thuong hiéu san phdm may mac ho da
mua va su dyng, khéng c6 bat ky sén pham cla
thuong hiéu nao by danh gia r&t khong hai long.
Quan 40 mic ngoai clia thuang hiéu May 10, Viél
Tién, Viét Thing, Nha Bé, Khatoco, An Phudc,
Vitimex, Guci, Fizij, Blue Exchang, AX, My gir...
déu dugc danh gid & mic do hai long, chac chdn
ngusi tiéu ding chi mua va s dung quan o mic
ngoai ¢é thuang hiéu ré rang, dudc ho tin tudng v
dugc ua chudng.

Ngoal cac yéu td trén, mot van dé ditra lahé
théng cac clta hang, dai ly ban san pham con trinh
bay don gian, chua cé suc thu huat dai véi khach
hang. Cac thiét k& clfa hang con don diéu hodc
rudm ra, chua kich thich duge khach mua hang
chl y t6i san phdm ctia minh. Cac cla hang.
showroom gidi thiéu san pham can phai dudc sép
x&p va trinh bay hop Iy, sao cho vUa phai gidi thié
dugc IGi da 18t ca cac mEt hang, vifa phai dam bo
t&m nhin rong thodng v thiét k& dep mat, thu hit
khach hang.

3.7. Dénh gla chung vé mic dp thoa man cia
khach hang

Theo bang 18ng hgp muc dé théa man cia
khach hang thi nhin chung khach hang théa mén

khoa hoc
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cao nhét vé y&u 16 thudng higu va dich vu khach  nhat), san pham va gia (-0.4 diém), dich vu khach
hang (43 diém), liép theo 1a san pham (4.2  hang (-0.3 diém). tiép thi, truyén thong (-0 2 diém),
diém), phan phdi (4.1 diém) va cudi cling 12 y§u  thuang hiéu (-0.1 diém)

18 gi4 (4.0 diém), phuong thuc

thanh todn (2.5 diém). Cac doanh 31 rez 1 Mg aer
nghiép can xem xét lai cac ydu té 3‘; 4'1‘ lll _ P g l"l lil
ma khach hang chua that sy hai 2; T
long, (‘ml ra nguxén nhan va giai 1.2
phap dé c6 thé dem dén cho 1
khach hang dich vy, sadn pham u.g
hoan hao va chat iugng nhat. e Pe oo DaiuiE e
D€ thay r5 han muc do dap tng thauh théng  bing
that su cla cac doanh nghiép may todn
50 v6i mic dé ky vong cua khach Hinh 1: Chénh léch guia mong dgi va thoa man
hang. lac gia phan tich muc chénh VE qudn a0 mac ngoai cua khach hang
lech dé giip cac doanh nghigp  Ngudn Tong hop két qua diu tra
may Viét Nam cé chién ludgc trong luong lai véi Tuy khdng dap Ung dudc so vdi sy mong doi
nhiing hudng céi li€n 16t hon. cda khach hang nhung hdu nhu cac y&u 18 déu
Bang 6 Chénh léch gida mong dgi va théa man dugc khach hang danh
vé quan d0 méc ngoai cua khach hang gia cao U 4 diém trg 1én
DVT. Diém  (ngoai trd y&u 16 phuong
= = thic thanh toan) clng
Y&u té Binh g'fi chung nhd nhdng nam gan day
Mong dgi Théa man A cac doanh nghigp may

1. Sdn phim 4.6 4.2 -0.4 Viét Nam da c6 nhing

2. Gid 4.4 4.0 -0.4 nd luc va thanh cong

3. Phudng thiic thanh (04n 2.5 2.5 0 nhadt dpph, song dé

l4. Phan phé&i 4.6 4.1 0.5 chiém finh thy trudng ngi

5. Tiép thj. truyén théng 4.2 4.0 -0.2 d|'a Cé_c df’a”h nghiép

6. Dich vu khich hang 4.6 43 0.3 cén c6 gang han nda

” mdi thoa man dugc nhu

7. Thdng hicu 24 ci 01 | suknach hang,

Ddnh gid chung 4.2 | 3.9 J 4. M@t 5 giai phap
Nguén: Téng hop két qua diéu Ira nang cao su théa man
Céc doanh nghiép da dap Ung 3t ky vong cia  nhu cau khach hang vé hang may mac

khach hang v8 phuang thic thanh toan, mic T két qua phan tich va danh gia trén, can cu

mong_dgi va muc thda man déu dat 2.5 diém. Tuy  vao hién trang cac doanh nghiép dap ung nhiing
nhién hdu hét cac y&u 16 con lai déu chua dap Ung  mong dgi clia khach hang, thuc 1€ cac yéu t6 bén
duge nhiing mong dgi cua khéch hang, dac bigt vé  trong cling nhu bl canh cac nhan S bén ngoal,
phan phéi (-0.5 diém, muc 8 chénh lgch nhiéu  (4¢ gia dé xusdt 5 nhom gidi phap, déng thai dua ra
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mét 66 kién nghi véi Hiép hoi dét may Viét Nam,
vdi Nha nudc nhdm nang cao sy théa man nhu
cAu khach hang vé hang may mac, dap Ung 6t
hon nhiing mong dgi cla khach hang. C4c nhém
giai phép cy thé gém: (1) nhdm giai phap market-
ing, (2) nhém gidi phép vé dich vy khach hang, (3)
nhém gidi phap vé thudng hiéu, (4) nhém giai
phap Vé san xuat va nguyén vat liéu, (5) nhém gidi
phap dam bao tinh bén ving cla su théa mén
khach hang.

Gidi phap marketing

* V& sén pham

Chién lugc san pham phai ia chat lugng, phai
c6 nhing d3c diém ky thuat riéng biét, ndi troi
nhu mét sic manh thu hiat khach hang. San
pham may ma3c cia cac doanh nghiép phai cé
chalt lugng cao, 8n dinh va phl hop véi nhu cdu
khach hang d cac tinh ddng béng Bac Bd; dam
bao khach hang mua san pham cla cac doanh
nghiép may Viét Nam |3 mua sy an tam va diéu
nay rat quan lrong trong viéc 6n dinh va gia tang
san lugng tiéu thy.

Chién luge san phdm phai dugc xay dyng hgp
ly dya theo nang luc san xudl cla cac doanh
nghiép va nhu cdu cla thy trudng. Chl dong hon
trong van dé tiép xuc, nghién cUu nhu ciu cla
khach hang, c6 nhu thé mdi thdy dudc nhing bat
hop Iy nhdm hodn thién san phdm va phuc vy
khach hang tSt hon. B#c biét 1a cac doanh
nghiép can quan tdm hon nda vé n&ng lyc thiét
k€, phai ddu tu sao cho phu hdp Vvéi cau cla thi
trudng ca vé chal luong I&n s& lugng, gdp phan
tédng kha nang tiéu thy san phdm may méc trong
Ihéi gian tdi.

Cac san pham may mac danh cho khu vuc
ddng bang vé kidu dang mau ma, vé mau sic can
da dang hon nlla V& muc dé phu hdp véi ngudi su
dung cling ¢an phai c6 nhilng cai thién. Mac di
céc téu chi danh gid & mic cao nhung so véi

mong dgi vdn chua dap dng dudc, vi vay can of
sy nang cao vé thigt k& mau ma, mau sic va d
dang hda dé phu hgp véi sd thich thy hiéu cja
nhiéu nhém khach hang khac nhau d cac finh
thudc khu vyc nay, d3c biét 1a can thi€t ké sao ¢
phit hop vdi cac xu Lh& théi trang hon nia. Ngoa
ra can phai nang cao chét luong san pham ho
nda mdi dap Ung dugc nhu cdu cua cac khich
hang vé chat lugng may va cac dudng may, mi
chi, vé chat lugng vai 8t hon, khong xu 16ng, phéi
hdp céc hoa tigt dep mat va doc dao han nia, thig)
ké va chat liéu san phdm dam bao céc san pham
nay la hop vé sinh vdi ngudi st dung.

Trong di€u kién hién nay, khi ma ngudi tidy
ding ngay cang khat khe hon vdi chat lugng sén
pham thi do1 hdi cac doanh nghiép Viét Nam phi
tich cuc cai tién cong nghé&, nang cao chat jugny
san pham tif loai vai, thiét k&, may do, dé tang sic
canh tranh cho san pham cla minh, d& ngudi tidy
ding c6 thé yén tam lya chon va liéu ding hang
Viét Nam.

* VE gid

Muén phat trién va gid viing wu thé canh tranh
hién tai, ngoai viéc dinh gia theo phi tén, ¢k
doanh nghiép cén can phai:

- Dya vao gia thi trudng va nhu céu trén
trudng dé xac dinh mic gia cho phu hap. Vi
dinh gia theo thi trudng gitp cac doanh nghiép
nd lyc trong viéc gidm cac chi phi san xudt, din
bao mét mic phi 18n hdp 1y nham ha gid thant |
san xuat.

- Tang ty & 13m dung ngay tif dau dé giam chiphi *

Tim hiéu nhu c3u th trudng clng nhy k€ |
hoach san xudt cta khach hang dé dy trd due
nguén nguyén liéu vai gia ré.

- Tai st dung nguyén liéu.

* V& phan phdi san pham

DE ngudi tiéu dung Viet Nam tin tudng va Ivé |
chon san pham may trong nudc, van dé trudch |

khoa hoe -1
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cdn phai tich cyc ma rng thi trudng ndi dia, mé
r0ng kénh phan phdi hang hda vao cac th trudng
mdi. Cac doanh nghiép may trong nudc phai t&
chuc dugc hé thdng phan phdi 8n dinh tai ting
ving, k&t ndi vdi cac kénh phan phéi ndi dia la
cac dai ly, cac nha ban buén, ban I8 trén toan
qudc. Xay dung va md réng kénh phan phdi ban
1& dé tiép can vdi ngua liéu dung, dic biét Ia md
r0ng kénh phan phdi vé thi trudng nang than. Khi
cac doanh nghiép md réng kénh phan phdi,
ngudi léu dung Viét Nam sé& cé nhiéu ca héi tiép
xuc hon vdi hang hoa trong nudc, thong qua do
tim higu va lua chon san phdm phi hgp véi nhu
cdu, sd thich cua minh.

V@i cac doanh nghiép may ma tiém (uc vé ta
chinh cdn y&u 6 thé lién k&t vdi nhau, d3c biét Ia
lén két véi cac doanh nghiép ¢b s3n liém luc vé
hé thdng phan phdi d&€ giam bét chi phi vé m3t
béng, md réng mang Iudi ban lé.

Hang may mac ¢6 dic diém 12 mang tinh mua
vy, méi mua khac nhau thi yéu cdu ching loar
hang may m#c khac nhau. Hon nia, viéc kinh
doanh san phdm may mac cla cac doanh nghiép
chiu sy tac ddng cua xu hudng thdi trang. MGi
mla, méi nam lai c6 mét xu huéng thdi trang riéng
va xu hudng théi trang luén luén thay déi. Vi vay
qua trinh phan phdi san pham may cla cac doanh
nghiép Viél Nam yéu cdu phai nhanh chong. linh
hoat, nhay bén, n3m b3t ding thdi ¢o.

Céc cua hang bay ban san pham may mac cua
doanh nghiép can chu y tdi cach trang tri cUa
hang. trung bay san pham. Viéc dao tgo cac nhan
vién ban hang chuyén nghiép ciing 13 yéu 16 quan
rong dé thu hit khach hang noi dia. Doanh
nghiép nén chd y t6i cac dich vu trudc. trong va
sau khi ban hang hon nia.

* VE xdc tién thudng mai

Bay la edng cu quan trong va cb hiéu qua trong
hoat déng marketing. d cac doanh nghiép may

‘ ¥
\_QUAN TR] KINH DOANH |

chinh sach nay ap dung con nhiéu han ché va it
dugc ¢hu trong. Sau day 1a mét vai bién phap cd
thé gidp cac doanh nghiép may hoan thién chinh
séch xuc tién thuong mai:

- MGi n&m nén danh riéng mot khoan kinh phi
nhat dinh cho bo phan marketing.

- Nang cao hon nda céng tac chao hang bing
viéc phat trién luc lugng dai dién thuong mai ca
vé 86 lugng cdng nhu chat lugng, can phai huan
luyén lién tuc va co dinh ky cac ky nang chao va
ban hang, d3c biét la cac ki€n thuc thudc vé ky
thuat cia nganh may mac dé ho c6 thé hudng
ddn lai cho khach hang. Vi néu khdng lam nhu
vay ¢6 thé nhing kién thuc dé sé hao man theo
thdi gian va ho cding khdng ¢4 ¢ héi d€ cap nhat
kién thdc mdéi.

Céc doanh nghiép may cdn xac dinh 6 hinh
thuc quang cdo phu hap.

Giai phap vé dich vy khach hang

Can cai tién chat lugng dich vu dé cho khach
hang thdy rd sy khac biét gida dich vu phuc vu
khach hang cia cac doanh nghiép so véi cac ddi
(hi khac. Phat trién hé théng quan Iy tiéu thu hang
héa t8t clng giup cai ti€n dich vu cho khach hang
mét cach hiéu qua théng qua viéc phal trién va
hudng vao cac ién trinh tén két gida qua trinh san
xust, phan phdi va dich vu giao hang dén khach
hang Dudi day 1a mét s6 cach thuc hién viéc cai
tién ti€n trinh quan ly don hang cua khach hang:

- Xay dung ddi nhom cung thyc hién;

- Thit 13p hé thdng trao déi théng tin vdi khach
hang nhu hé thdng thdng tin vé san phdm, vé gia,
céc dich vu h& trg khach hang, vi hé thang théng
fin 1a mét trong nhing ¢dng cu giup cho cac doanh
nghiép trong qua trinh x3y dung méi quan h¢ lau
dai véi khach hang.

Thuong hiéu

Trong bdi canh phai canh tranh gay gat véi cac
doanh nghiép nudc ngoai. dé co thé ding viing
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rén th trudng nai dja thi cac doanh nghiép trong
e phai chi treng tao dung va phat trién thusng
7iéu cia minh. Cac doanh nghiép may trong nudc
3d8n ddy manh hoat déng xuc tién thuong mar:
Juang cdo, khuyén mai, tham gia cac hdi chg
huong mar trong nudc... d€ quang ba thuong
1iéu, san pham dén khach hang néi dia, dng thai,
shai nghién cdu phan khde th) trudng hop ly. M&i
*hy trudng khac nhau nén phat trién céc loai san
shdm khac nhau va phai tao ra tinh néng biét cia
s4c san pham dé.
San xuat va nguyén vat liéu

Cdc doanh nghiép may Viét Nam nén dua cac *

Jay chuyén may moc cong nghé tién ti€n vao qua
Irinh san xut, dao tao ngudn nhén Iyc ¢ trinh dg,
lay nghé, quan ty ¢é kinh nghiém. Trong qua trinh
3an xuat ¢an phai sl dung t6i uu céc ngudn lyc,
1€t kiém, tranh Iang phi, dong thsi, xay dung
ngudn nguyén liéu dau vao cho san xust hoac lién
k&t chat ché vdi cac nha cung ung.

Gidi phap dam bao tinh bén viing cba su thoa
man khach hang

D6 su thdéa man khach hang dudc bén ving
theo thai gian, sau khi thuc hién céc giai phap
khac phuc nhiing mat t6n tai anh hudng dén sy
thda man khach hang trén thi cdc doanh nghiép
zdn quan Iy theo qua trinh. Trudc hét phai xac
9inh nhu cau cua khach hang théng qua cac cudc
tham viéng khach hang, 16 chic héi nghi khach
1ang, diéu tra... n3m bat kip thdi thdng tin W cac
381 thd canh tranh @€ c6 chién lugc kinh doanh
sha hgp.

Kiém soét I ngudn nguyén liéu ddu vao dén
5an pham dau ra va néu trong qua trinh san xuat
36 sai sot thi ¢ thé truy tim ra nguyén nhan sai
30t tu ¢dng doan nao. Vdi cach quan ly theo qua
«inh thi san pham cudi cing sé dat chat lugng va
uén thda man nhu cau cia khach hang.

Nhu vay, san phdm quédn 40 mic ngoai chi

khos hoc

yéu dudc ngudi tiéu dung do tudi td 18-35 lya
chon, cac loai quan 4o m&c ngoai kha da dang
va pham vi tiéu dung nhin chung réng khap.
Ngudi tiéu ding mua san pham théng qua hinh
thuc truc ti€p, vi vay ban hang theo phuong phap
truyén thdng thong qua chg, dai by, cta hang ban
18 hoZc siéu th) nhd 1a hop ly, phi hgp véi ngusi
tiéu dung dac biét & ndng thdn Phan 16n ngusi
tiéu ding con can nhéc vé gia va rat ky vong vé
chuaong trinh khuyén mai hdp dan khi mua quén
4o m3c ngoai. Do dd, cac doanh nghiép nén c6
cac chinh sach phd hop dé kich thich lugng ciu
tiéu thy hon nda.

K&t hop déng bé mét s& giai phap hiéu qua,
kha thi nham cai ti€n chat Iuong dich vu, thiét lap
hé thdng trao ddi thong tin véi khach hang, xdy
dung va phat trién thuong hiéu sé gop phan giip
cac doanh nghiép may Viét Nam ddn dan chiém
linh dugc thy trudng khu vuc cac tinh déng bang
Béc BS ndi riéng, thi trudng ndi dia ndi chung.

4. Két luan

Qua két qua diéu tra va phan tich thyc trang
sy thda man nhu cdu khach hang vé hang may
mé#c trén khu viyc cac tinh déng bang Béc Bo
nudc ta, cé thé nhan thay rdng nhu céu mua va
st dung quan 4o mac ngoai kha I6n nhung sy
théa man nhu cdu cUa khach hang chua cao. Do
chat luong san pham may mic chua tét; mau
m3, ki€u déng chua phong phu, da dang; thiét ké
chua dep; gi4 ban van cao; hé thdng phan phdi
chua réng khap, viéc phan b8 mang Iudi ciia
hang, dai ly 1a chua thyc su pht hgp, it va phan
b6 khdng déu, chua thuan tién cho viéc mua clia
khach hang: dich vu khach hang chua tét..
Chinh nhiing y&u t& nay khién khach hang khong”
hai long va chua théa man.

Trong thdi gian 16i vdi nhu cau I6n, ngudi liéu
ding chi tiéu kha nhiéu cho viéc mua quan 40
m&c ngodi trong thu nhap cla ho, do ddi s6ng
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cua ngudi tiu ddng ngay cang dugc nang cao,
thu nhap cao hon, gid quan do mac ngoai ¢d xu
huéng giam. Day 1a co hdi 1én cho cac doanh
nghiép nganh may phat tnén thy trudng ndi dia
néi chung, thy lrudng cac tinh déng béng Béc Bo
nuac ta néi riéng.

Trong nhilng nam gén day, nganh may néi
chung, cac doanh nghi&ép may ndi riéng da co
nhiu ¢d géng trong viéc dép Ung nhu cdu hang
may mac cho ngudi tiéu diing. Tuy nhién, do nhiéu
nguyén nhan chl quan va khach quan d3 1am cho
hiéu qua cta viéc dap ung nhu cdu khach hang
chua cao, ngudi tiéu dung chua thda man déi vai
cac san pham dich vu ma cac doanh nghiép cung
cdp. D3c biét 1a van dé phan phdi, gia, san pham.
VI thé, tac gia da dé xudt 5 nhém giai phap nhdm
cai thién, nang cao su thda man nhu cdu khach
hang vé hang may mac.

Viéc nghién cuu muc d§ théa man nhu cau
khach hang vé quan do ma3c ngoai trén khu vuc
céc tinh déng bang Béc Bo 1a rat quan trong vi két
qua cba nghién cdu nay sé 1am co s¢ khoa hoc
cho cac doanh nghiép may khong ngung cat thién
va nang cao chat ludng san phdm dich vu cung
ing, ddp Ung nhing nhu céu ngay cang cao cla
khach hang nhd vao viec am hiéu nhiéu hon nhu
c&u va su hai 1dng cUa ho dé tu dé dua ra nhiing
sach ludc kinh doanh cé higu qua, con khach hang
sé& dudc cung Ung nhdng san phdm dich vy t6t
hdn, phi hdp v8i nhu cdu va thi hiéu cis ho. &
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Summary

Vietnam garment enterprises have made many
effects to enhance their product quality and paid
more atlention to the home market in recent time.
However, garment producls in general and outfit
products in parlicular have not yet mel the
demand of customers. To gain a beller under-
standing on this matter, the author has evalualed
customer satisfaction towards outfit products in
Northern provinces under 6 element groups: (1)
Products; (2) Prices and Payment methods; (3)
Distribution, (4) Promgetion Programs; (5)
Customer Services and (6) Brands. The findings
indicate that outfit products have not yet satisfied
customers needs. On this basis, the author sug-
gests 5 solution groups to raise customer salis-
faction towards these products.
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