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Tom tat:

Phdn khiic thi truong la hoat dong cuc ky quan trong, quyét dinh suw ton vong ciia doanh
nghiép. Chi khi thuc hién t6t hoat dong nay, doanh nghiép moi co thé thue hién tot cdc chién
lwoc tié}? thi ciing nhw phat trién san ph(fm nham dem lai loi nhudgn. Dé lya chon phan khuc
thi trieong phit hop, can sir dung nhiéu tiéu chudn danh gid va nhiéu nguoi ra quyét dinh. Cac
tiéu chudn déanh gid nay bao gom ca cdc tiéu chuan dinh tinh va tiéu chudn dinh hrong. Do do,
muc tiéu ciia nghién ciru ndy la xdy dung mé hinh ra quyét dinh da tiéu chudn tich hop giita
mé hinh trién khai chirc ning chat lwong (OFD) va phwong phdp diém 1y twong (TOPSIS) dé
ddnh gid va hea chon phén khiic thi truong diea trén Iy thuyét tdp mo. Trong mé hinh dé xudt,
phirong phéap TOPSIS duwoc dp dung dé xép hang cdc phan khiic thi truong. Théng qua dp
dung mé hinh vao mét doanh nghiép cu thé, nhom tdc gia dé xudt kha nang dp dung mé hinh
nay rong rdi tai Viét Nam.

Tiwr khoa: Phan khuc thi truong, mo hinh ra quyét dinh, TOPSIS, QFD.

Ma JEL: C02, D81, M30

Evaluation and Selection of Market Segmentation by Quality Function Deployment
Model

Abstract:

Market segmentation is crucial, affecting the success in doing business of all firms. Only when
firms perfectly segment their customers, can they implement marketing strategy and develop
products to fit customer needs to attain expected returns. In order to select the suitable market,
it is needed to use many criteria and decision makers. These criteria include both qualitative
and quantitative criteria. Therefore, the objective of this study is to develop a multi-criteria
decision making which integrates a quality function deployment (QFD) and a “Technique for
Order of Preference by Similarity to Ideal Solution” (TOPSIS) methods to evaluate and select
market segments based on fuzzy set theory. In the proposed model, the TOPSIS method is used
to rank the market segments. Via a case study, the findings can be generalized the application
of the model to a wide range of businesses in Vietnam.

Keywords: Market segmentation, decision making model, TOPSIS, QFD.
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1. Giéi thiéu

Phan khuc thi truong la nhiém vu tdi quan trong
ctia hoat dong kinh doanh ma bat ky doanh nghiép
nao ciing phai thyc hién. Phan khuc thi truong giap
doanh nghiép tra 1061 ba cau hoi can ban khach hang
12 ai (WHO), nhu cau cia ho 1a gi (WHAT), va ning
luc cta doanh nghiép nhu thé nao dé dép tng nhimng
nhu cau d6 (HOW). Phan khtic thi truong, nhin mot
cach can ban nhat, 13 chia thi truong thanh cac nhom
khach hang ¢6 chung nhu cau, dic diém va hanh vi
ddi voi cac chién luge tiép thi (Wind & Cardozo,
1974). Panh gia va lya chon phan khtc thi truong
1a hoat dong tiép thi quan trong cua tit ca cac doanh
nghiép (Dat & cdng su, 2015). Lua chon dugc phan
khiic thi truomg phu hop 13 co s dé doanh nghiép dua
ra cac chién Iuoc tiép thi khac biét, phuc vu tot hon
nhu cau cia khach hang va nang cao ning luc canh
tranh ctia doanh nghiép trén thi truong (Aghdaie &
cong sy, 2013). Dé danh gia va lya chon phan khuc
thi truong can sir dung nhiéu tiéu chuan danh gia va
nhiéu ngudi ra quyét dinh. Do d6, qua trinh danh gia
va lya chon phan khuc thi truong dugc xem nhu van
dé ra quyét dinh da tiéu chuan (Ghorabaee & cong
su, 2017).

D3 ¢6 nhiéu nghién ctru trinh bay cac phuong
phap va tiéu chuin dé danh gia va lya chon phan
khuc thi truong. Zhang-Peng & cong sy (2018) da
xay dung phuong phap tich hop dua trén md hinh
ra quyét dinh da tiéu chudn két hop v6i mé hinh
trién khai chirc nang chét lugng (QFD) sir dung tap
“neutrosophic” gia tri don nhim danh gia va lya
chon phan khtc thi truong. Ghorabaee & cdng su
(2017) da dé xuat phuong phap dya trén “khoang
céch két hop mo rong” dé danh gia phan khic thi
truong. Dat & cdng sy (2015) da trinh bay mo hinh
ra quyét dinh da tiéu chuan tich hop dya trén phuwong
phap QFD va phuong phap diém 1y tuong dé danh
gia va lua chon phén khtc thi truong muc tiéu trong
truong hop cua cong ty van tai va du lich. Aghdaie &
Alimardani (2015) da str dung tich hop phuong phéap
phan tich thir bic va phuong phap diém 1y tuong dé
danh gia phan doan thi truong. Ou & cong su (2009)
da phat trién mo hinh ra quyét dinh da tiéu chuan mo
trong danh gia va lua chon chién lugc phan khuc thi
truong phu hop.

Téng quan tai liéu cho thdy, c6 nhidu tiéu chuén
dugc st dung dé danh gia va lwa chon phéan khuc
thi truong, trong do tiéu biéu 1a quy mé, téc do ting

truong cua phan khie, 1gi nhuan tiém nang, rui ro,
mirc d9 canh tranh, kha ning tiép can ngudi mua,
yéu cau vé cong nghé, kha ning gianh loi thé canh
tranh, mirc d6 tac dong tir yéu t6 chinh phii va cong
cong (Freytag & Clarke, 2001; Ou & cong su, 2009;
Dat & cong su, 2015; Aghdaie & Alimardani, 2015;
Ghorabaee & cong su, 2017; Zhang-Peng & cong
su, 2018). Hién nay, hoat dong phan khuc thi truong
da dugc quan tam tai doanh nghi€p, tuy nhién, viéc
dua ra quyét dinh nay thuong dya trén yéu t6 kinh
nghiém cta nha quéan 1y. Bén canh do6, phan 16n cac
tiéu chuin duoc st dung dé danh gia va lga chon
phan khuc thi truong thuong dua trén phan doan ca
nhan va do d6 c6 tinh chii quan. Dé giai quyét vin
dé nay, Zadeh (1965) da trinh bay 1y thuyét tap mo;
day 1a mot cong cu hiéu qua dé danh gia cac thong
tin khong rd rang, mang tinh mo hé. Cho téi nay, ly
thuyét tap mo da dugce ap dung pho bién trong nhiéu
linh vuc, bao gdm céc van dé ra quyét dinh da tiéu
chuan.

Ngay nay, m6 hinh QFD la mét cong cu hitu
hiéu khong chi dugce str dung trong thiét ké cac san
phim méi cta doanh nghiép ma con duge ap dung
dé giai quyét cac van dé ra quyét dinh da tiéu chuan
(Akkawuttiwanich & Yenradee, 2018; Lima-Junior
& cong su, 2016; Lee & cong su, 2015; Liu, 2011).
Tuy nhién, sb lugng nghién ctru ap dung moé hinh
QFD str dung s6 mo trong danh gia va Iya chon
phan khuc thi truong con rat han ché (Zhang-Peng
& cong su, 2018; Pat & cong su, 2015). Loi thé cua
phuong phap QFD la két hop cac tiéu chuan danh
gia va cac dic tinh kinh doanh cua doanh nghiép.
Do d6, muc ti€u ctia nghién ctru nay 1a xay dung mo
hinh ra quyét dinh tich hop gitra phuong phap QFD
va phuong phap TOPSIS dé danh gia va lua chon
phan khiic thi truong. Trong mé hinh d& xuat, gia tri
trong sb cua “WHATS”, gia tri “HOWs”-“WHATs”,
trong sb “HOWs” va gia tri clia cac phan khuc thi
truong muc tiéu duge danh gia st dung sé mo. Tiép
theo, phuong phap TOPSIS duoc ap dung dé xép
hang cac phan khuc thi truong. Thong qua ap dung
m6 hinh vao mét truong hop cu thé, nhom tac gia dé
xuét kha ning ap dung mé hinh nay rong rii tai Viét
Nam. Pay 1a huéng tiép can méi va hiéu qua trong
viéc thé hién dugc mot cach linh hoat va chinh xac
¥ kién clia cac nha quan ly trong viéc danh gia cac
phan khic thi truong, dong thoi dua ra mo hinh toan
hoc dé Iwa chon phén khiic tot nhat. Ngoai img dung
néu trén, mo hinh con co thé tng dung trong nhiéu

86 259 thang 01/2019

Kinh te<Phat trién




linh vic trong thyc té trong céc van dé lya chon giai
phap tdi uu.

2. Tong quan tinh hinh nghién ciru va co sé' Iy
thuyét

2.1. Tong quan tinh hinh nghién civu vé cdc tiéu
chi phan khuc thi truong

Ti€u chi phan khic thi truong dong vai tro quan
trong, giip doanh nghi¢p nhan dién dugc phan
khuc khach hang moi. Doanh nghiép can danh gia
cac phan khiic thi truong khac nhau va quyét dinh
phan khiic thi truong nio va bao nhiéu dé thyc hién.
banh gia phan khuc thi truong thuong xem xét trén
ba khia canh: quy mé va mtrc ting truong, muc do
hap dan, myc tiéu va nguon tai nguyén clia cong ty.
Nhitng tiéu chi nay rat quan trong vi su lua chon
cac phan khic phai trén co s¢ xem xét chi phi phan
doan. Ngay ca khi mot phan khuc thi truong cé suc
hép dan 16n, cong ty cling c6 thé phai bo qua vi phan
khuc thi truong nay khong phu hop muc tiéu cling
nhu ngudn tai nguyén dé thanh coéng. Theo Kotler
(1984), cac tiéu chi dé phan khuc thi truong 1a co
kha ning do ludong duoc, tiép can duogc, chic chin
(kich thudc du lon va dat loi nhudn) va kha nang
hanh dong. Ngoai cac ti€u chi trén, Hutt & Speh
(1989) cho rang tinh tuong thich nhim thé hién mtrc
d6 phu hop cua phan doan véi tiép thi va thé manh
ctia doanh nghiép ciing 1a mot yéu té quan trong.
Porter (1980) dua ra nam yéu t6 trong mé hinh luc
luong canh tranh gém: de doa tir nhiing nha cung
cap méi, ap luc tir khach hang, ap lyc tir nha cung
cip, cac san pham thay thé va canh tranh cua céc
d6i thi trong nganh. V& mit ban chat nam lyc luong
canh tranh nay 1a mot cach thé hién tiéu chi hap dan
cua thi truong (Simkin & Dibb, 1998). Cac tiéu chi
phd bién nhat cho tinh hip din cia thi truong bao
goém: hi¢u qua tai chinh, kich thugc va ty 1¢ ting
truong, cong ngheé, cac lyc luong khac nhau cia moi
truong tiép thi va cac hanh vi mua cua khach hang
(Simkin & Dibb, 1998). Su dang tin cdy, kha nang
hoat dong, tinh toan dién Ia cac tiéu chuan theo quan
diém cua Joane (2014). Frey & Clarke (2001) cho
rang cac yéu td chinh dé danh gia mot phan khuc thi
trudng bao gém: nhu cau du kién cua doanh nghiép,
loi nhuan so véi rui ro, ddi thu, cong nghé, tiém
nang tiép can thi truong, loi thé canh tranh va céc
chinh sach phu hop. Téng quan céc tiéu chudn phan
khiic thi truong duoc trinh bay tom tit trong bang
dudi day.

2.2. Co sé' Iy thuyét

Phan nay s& lam rd khai niém sb mo, cac phép
toan trén tap s6 mo va co s& dé xay dung mo hinh
trién khai chirc ning chit lwong tich hop phuong
phap diém Iy tuong.

Tap mo A xac dinh trong khong gian X dugc dinh
nghia boi (Dubois & Prade, 1978):

A={(x, £,(N|xe X} vi £,(0€[0,1].

Trong do, S duoc goi la ham thugc (membership
function) cua tdp mo 4 va f,(x) 1a gia tri chi muc
do thudc cua xe X vao 4, gia tri 0 chi muc do
khong thudc vé, con gia tri 1 chi muc d9 thudc vé
hoan toan. S6 md tam gidc dwoc ky hidu boi 4 =
(a;b;c) trong d6 a,b,c 1a cac sb thyec.

Cho hai s& mo tam giac 4 = (a],'bl;c]) va
B=(a,b,c,) cac phép tqén cér}g, nhan giita hai sb
mo va phép nhan mot s6 voi s6 mo dugc xac dinh
nhu sau:

A®B=(a,+a,;b +by;c, +¢,),A®

B=(aa,;bb,;c,c,),k ® A= (ka,;kb;kc,), ke R.

Mb hinh trién khai chirc ning chat lugng QFD
dugc dé xuat dau tién tai Nhat Ban (1972) nham dua
ra mot phuong phéap phit hop dé phat trién chat lwong
san pham cuia cac hang nhu Misubishi, Toyota va cac
nha cung rng ctia ho (Hauser & Clausing, 1988). M6
hinh QFD xem xét yéu cau cuia khach hang trong
qua trinh x4y dung va phat trién san pham, tir d6 dua
ra cac dic tinh ky thuat ciia san pham ddng thoi lién
két véi céc linh vuc kinh doanh khac nhau nhu mot
diéu kién tién quyét cho thiét ké san pham. Ngay nay
mo hinh QFD dugc 4p dung rong rai trong bai toan
ra quyét dinh da tiéu chuan. Mot mé hinh tich hop
gitta phuong phap AHP va QFD trong viéc lya chon
robot da dugc Bhattacharya & cong su (2005) dé
xudt nham ning cao hiéu suét tir cac yéu cau dit ra
tur khach hang. Bevilacqua & cdng su (2006), Wang
& cong su (2012) da st dung phuong phap OFD md
dé lya chon nha phéan phdi. Duru & cong su (2013),
da phat trién phwong phap A4HP va QFD trong viéc
sir dung cac yéu cau khach hang va cic nha cung
cap dich vu.

TOPSIS 1a mot trong nhitng phuong phap, ki thuat
phd bién nhat hién nay duge sir dung dé giai quyét
cac van dé ra quyét dinh da tiéu chuan. Phuong phap
nay dugc trinh bay dau tién boi Hwang & Yoon
(1981). TOPSIS 1a danh gia cac lua chon béng viéc
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do ludng dong thoi khoang cach tir cac Iya chon t6i
giai phap tdi wu tich cuc (Positive Ideal Solution -
PIS) va giai phap t6i wu tiéu cuc (Negative Ideal
Solution - NIS). Phuong 4n t6i wu 1a phuong an ¢
khoang cach ngin nhat tir PIS va khoang cach xa
nhét tir NIS. Phuong phéap nay ding dé xép hang thir
tu cac lya chon dya trén hé s6 chit ché. Pa c6 nhiéu
nghién ciru két hgp QFD va md hinh ra quyét dinh
da tiéu chudn trong méi trudng sé6 md (Bevilacqua
& cong su, 2006; Juan & cong su, 2009; Dat & cong
sw, 2015). Cac mé hinh nay da giai quyét mot cach
hiéu qué cac bai toan trong kinh té va xa hoi khi cac
thong tin khong rd rang va chac chan.

Trong phin nay, mdé hinh QFD tich hop véi
phuong phap TOPSIS duoc xay dung dé danh gia
va lya chon phan khuc thi truong (dua trén co sé ly
thuyét va nghién ctru cua Dat & cong sy, 2015). Cac
budc ctia md hinh dé xuat nhu sau:

Buée I: Xac dinh céc tiéu chudn va trong $6
clia céc tiéu chudn danh gia phan doan thi truong
“WHATS”;

Buoce 2: Xac dinh dac tinh kinh doanh ctia doanh
nghiép “HOWSs” va gia tri mdi tuong quan “WHATs”-
“HOWs”

Bude 3: Xac dinh trong s6 cua “HOWs”

Burdc 4: Xac dinh gia tri ty 1¢ trung binh phan
4nh tac dong ctia mdi phan khuc thi trudng dua trén
“HOWs”

Buée 5: Chuan hoa gia tri ty 18 trung binh va xéc
dinh gia tri chuan héa cua ty 1¢ trung binh c6 trong
sd

Buoc 6: Xac dinh khoang cach cia cac lya chon
t61 giai phap t6i wu dwong va giai phéap téi wvu &m

Burée 7: Xac dinh hé s chit ché va xép hang cac
phan khuc thi truong

3. M6 hinh nghién ciu

Gia str ¢6 n phan khuc thi trudng can danh gia va
lya chon dya trén ¥ kién cta ngudi ra quyét dinh.
Dua vao cac budc dé xuit mo hinh trong Muc 2, mo
hinh gém cac budc dudi dy, tat ca cac gia tri danh
gid str dung s6 mo tam giac.

3.1. Xdc dinh cdc tiéu chuin ddnh gid phin
doan thi trwong muc ticu “WHATS” va trong sé
ciia “WHATs”

Céc tiéu chuén danh gia phan doan thi trudng
“WHATs” dugce xacdinh dyatréntong quan cicnghién
cuu lién quan va thuc tién cua cac doanh nghiép. bat

w, =(a,,b,,c,)u=1...Ut=1,..,T1a trong
s6 dugc xac dinh boi nguoi ra quyét dinh D, cho céc
tiéu chuan “WHATS” - C. Gia tri trong s trung binh
W = (a,b,c) cuamdi tiéu chuan “WHATs” - C; duoc
xac dinh nhu sau:
w,=1/U)®(w,®w,®..0w,) (1)
trong do

a=1/0)Y, _awb=1/0)Y, bu,
a=1/NY cu.

Trong nghién ciru nay, phuong phép tinh trong sd
ctia Xu (2007) dugc st dung dé chuyén hoa gié tri
trong s6 trung binh cta cac tiéu chuan “WHATS” tir
s6 mo sang sb thuc nhu sau:

@ = TH(W,)
H
; () (trong d6
Hoy=40% 10 1y @

3.2. Xdc dinh dc tinh ky thudt ciia méoi
phén khic thi trwong “HOWs” va moi quan hé
“WHATs” — “HOWs”

bac tinh kinh doanh C}ia doanh nghiép “HOWs”
duoc xac dinh du'aNtrén tong quan cac nghién ctru
lién quan va thyc tién cta cac doanh nghiép.

Goilu =y, fu) t=1,..,T, j=1,...,m
la ty 1€ thich hgp trung binh dugc an dinh cho
cac tiéu chudn “WHAT” - Ci va céc dic tinh
ky thuat “HOWs” -
nguodi ra quyét dinh D..

Hjduoc danh gia boi
Gia tri tuong quan
trung binh 7; =(d;,e;, f;),dugc xac dinh boi:

=108

41

Dr

42

®.Dr,) 3)

trong do,

1 ¢ 1
dy =E;dtju, e :U;’etju

1 &
Véftj - U,fot’”

3.3. Xdc dinh trong sé ciia cdc dic tinh ky thugt
“HOWs”

Trong s6 cua cac dic tinh ky thuat “HOWs” - Wj
duogc xac dinh badi gia tri trung binh ctia bdi so gitra
tung ty 1¢ twong quan gitta “WHATs " — “HOWs” va

moi trong so cua “WHATs” - W, nhu sau:
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1
W_,-—?®[(”1_;®a)1)®"'@(’”ri®w7)] (4)

3.4. Xdc dinh gia tri ty I¢ trung binh phdn dnh
tic dong ciia méi phan khiic thi trwong dwa trén
“HOWs”

Nguoi ra quyét dinh danh gia mic do thoa
man cac dac tinh “HOWs”
khuc  thi truong.  DatSR;, = (g, k)
i=1,..,n,j=1...,mu=1...,U, la gia tri ty
1¢ duge danh gia boi hoi dong ra quyét dinh P,

cua cac phan

tmg v6i mdi phan khuc thi truong A tuong ung
v6i cac tiéu chuan “HOWs” - C;. Gia tri ty 1&
trung binh SR, = (g, h;,k;) co thé xac dinh boi:
SR; =(1/U)®(SR;, ® SR, (-B...(-DSRW)(5)
trong do,

1 ¥ 1
gi ZU;giju» hi ZU;hhju

1 U
va k[j :Ezkh/”'

u=l1

3.5. Chuin héa (normalize) gid tri ty I¢ trung
binh

Pé dam bao tinh tuwong thich giita cac gia tri va
don vi cta céc ty 1€ va trong sb, cac gia tri nay can
duoc chuin hoa vao cac khoang cé thé so sanh duoc.
C6 hai nhom tiéu chuan gdm tiéu chuan loi ich (B)
hodc tiéu chuan chi phi (C), tiéu chuan loi ich cang
cao cang tot, tiéu chuan chi phi cang thip cang tbt.
Gia tri dd duoc chuan hoa Ry cua SR; cé thé duoc
biéu thi nhu sau:

ij hl“ kl“ .
Ry=| 85,25 | je B
q;, 4; 4, (6)
Rij = 0_j;0_1;0_j ’je C
ki~ hy - g ™

trong do,

- . * . .o
0, =min, g;,q, =max, k,;,i=1,...,n; j=1,...,m.

i

3.6. Xdc dinh ty 1¢ trong sé dd dwoc chudn héa
(normalized weighted rating)

Ty 1€ trong s6 da dugce chuan héa G, duoc tinh
bang cach nhén gia tri ty 18 thich hop di duoc chuan

hoa Rl.j VOl trong so cua “HOWs” tuong ting W]

G =~®((R, ®W)@--&(R, B,)]
m
i=1...,nj=1,...,m. ®)

3.7. Xdc dinh A", A ,d; vad’
Gia trji cia giai phap téi wu tich cuc va
giai phdp t61 uwu tiéu cyc duoc cho boi
A" =(1;1;1), 4 =(0;0;0).

Khoang cach

cta cac lwa chon t¢id va A duge tinh boi:

d'=3G-ay,d=]>G-ay
©9)

trong d6, d,” thé hién khoang cach ngén nhét cia lra
chon 4,, va d; thé hién khoang cach xa nhat cua
Iwa chon.

3.8. Xdc dinh hé sé chit ché ciia cdc phan khiic
thi truong

Hé sé ghét ché cua cac lya chon thuong dugc
dung dé xép hang céc Iya chon la
o di
“dred (10)

Heé s6 chat ché cang 16n cho thay phan khic thi
truong cang gan giai phap t6i uu tich cuc va cang xa
giai phap toi wu tiéu cyc. Phan khuc thi truong c6 hé
s6 chit ché cang cao thi cang tot.

CGi

4. Ap dung mé hinh QFD trong dinh gia va
Irra chon phan khic thi truong

Pé ap dung mé hinh dé xudt vao danh gia va
lya chon phan khuc thi truong tai Viét Nam, nhom
nghién ctru thyc hién mot ung dung tai mdt doanh
nghi€p xay dung. V&i su phat trién manh mé& cua
co sO ha ting ciing nhu cac khu d6 thi méi tai Viét
Nam, moi truong canh tranh dang ngay cang tré nén
khéc liét cho cac cong ty xay dung. Chinh vi viy,
hoat dong xac dinh phan khuc thi truong chinh xac
1a van dé cuc ky quan trong va can dugce quan tim
dtng muc. Doanh nghiép xay dung dugc lya chon
vi day 1a mot doanh nghiép dang trong qué trinh mé
rong dau tu theo hudng da dang san pham nham
dap tmg nhu ciu da dang ctia thi trudng va thi hiéu
khach hang.

Dir liéu dau vao cua nghién ctru duge thu thap
thong qua phong véan cac can bd, quan 1y ctia doanh
nghiép, gom thanh vién ban giam ddc, can bo phong
ké hoach, bo phan chim séc khach hang va chuyén
gia vé tiép thi (D, D,, D,, D,). Céc can by, quan 1y
doanh nghiép (hoi déng danh gid) chiu trach nhiém
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Bang 1. Tém tit céc tiéu chi phan khiic thi treong

TT Tiéu chi Tai liéu tham khao
1 Kha nang do Iuong dugc Kotler (1984), Kotler & Amstrong (2003), Hutt &
Speh (1989)
2 Kha ning tiép can duoc Kotler (1984), Kotler & Amstrong (2003), Hutt &
Speh (1989), Freytag & Clarke (2001), McQueen &
Miller (1985)
3 Kha niang sinh 16i tiém ning, loi  Kotler (1984), Kotler & Amstrong (2003), Hutt &
nhuan ky vong Speh (1989), Freytag & Clarke (2001), Joane
(2014), McQueen& Miller (1985)
4 Kha nang hanh dong Kotler (1984), Kotler & Amstrong (2003), Hutt &
Speh (1989), Joane (2014)
5 Kha nang tuong thich, sy phu hop Hutt & Speh (1989), Freytag & Clarke (2001),
v6i muyc tiéu cua doanh nghiép McDonald & Dunbar (2004)
6 Loi thé canh tranh, tinh hap dan cua Porter (1980), Dibb & Simkin (1998), Freytag &
phan khuc Clarke (2001),
7 Cong nghé Freytag & Clarke (2001), Dibb & Quinn (1998),
McDonald & Dunbar (2004)
8 Kich thudc va ty 1€ tang trudng Dibb & Simkin (1998)
9 Muc d¢ théa man cia khach hang Dibb & Simkin, Freytag & Clarke (2001)
10 Su khic biét ciia san phim Kotler & Amstrong (2003)
11 Tinh bén viing va tinh 6n dinh Kotler & Amstrong (2003)

Nguon: Nhom tdc gia tw tong hop

dénh gid bon phan khic thi truong SE,, SE,, SE,,
SE, dya trén 07 ti€u chuan danh gia phan doan thi
truong “WHATS” gdbm loi nhuan ky vong (C), su
tdng trudng cta phan khic (C,), quy mo ctia phin
khuc (C,), sy khic biét ctia san pham (C,), su hai
long cua khach hang (Cy), co hoi phat trién (Cy),
tinh hap din cta phan khuc (C;) va 04 déc tinh
kinh doanh cua doanh nghi¢p “HOWs”, gom: d9 tin
ciy ban giao san pham (H,), vi tri cong ngh¢ (H,),
ngudn lyc quan ly (H,), loi thé canh tranh (H,).
Cac tiéu chuan “WHATS” va “HOWs” dugc xac dinh
dua trén tong quan tai liéu lién quan va phong van
hoi ddng danh gia. Cac budce ing dung ciia mé hinh
QFD tich hop nhu sau:

4.1. Xdc dinh cdc tiéu chuin ddnh gid cdc phin
khiic thi truong “WHATs” va trong sb

Gia tri trong s6 cua cac tiéu chudn “WHATY”
dugc x4c dinh dya trén danh gid cua cac thanh
vién hoi dong thong qua st dung bién ngdn ngir

S = {UI,0I,1,VI, A}, trong d UI (khong quan
trong) = (0;1;2), OI (co ban quan trong) = (2;3:4), |
(quan trong) = (4:5;6), VI (rat quan trong) = (6;7:8),
Al (tuyét dbi quan trong) = (8;9;10). Gia tri trong
sO trung binh cuia cac tiéu chuan “WHATS” dugc thé
hién dudi dang s6 mo va trong s6 dugc thé hién dudi
dang sb thyc théng qua sir dung phuong trinh (1) va
(2) duoc trinh bay trong Bang 2.

4.2. Xdc dinh dic tinh kj thudt va méi quan hé
“WHATs” — “HOWs”

Gia tri tuong quan “WHATS” va “HOWs” dugc
xac dinh dugc xac dinh dya trén danh gia cua cac
thanh vién hoi dong théng qua sir dung bién ngon
ngit {VL, L, M, HVH}, trong d6: VL (rat thap) =
(0,0; 0,1; 0,2), L (th?ip) =(0,1; 0,3; 0,5), M (trung
binh) = (0,4; 0,5; 0,7), H (cao) = (0,5; 0,7; 0,9),
VH (rdt cao) = (0,8; 0,9; 1). Bang 3 trinh bay gia
tri trong quan va gia tri tuong quan trung binh gitra
“WHATS” va “HOWSs” st dung phuong trinh (3).

4.3. Xdc dinh trong sé ciia HOWs
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Béng 2. Gia tri danh gia cac tiéu chuan va trong so

WHATS Danh gia cﬁfl cac chuyén Gi,é tri’ tru'ng bifl,h Trong sé cic tiéu chuin
gia cua cac danh gia
D, D, D, D,

C, VI vI VI VI (6;7;8) 0,165
C, Ol or 1 Ol (2,5;3,5;4,5) 0,082
C, I or 1 Ol (3:4;5) 0,094
C, Al Al VI Al (7,5; 8,5;9,5) 0,2

C, VI Al Al VI (7;8;9) 0,188
C, VI I VI VI (5,5; 6,5;7,5) 0,153
C, I I VI Ol (4;5;6) 0,118

Nguon: phong van thanh vién héi dong va tinh todn ciia nhom tdc gia.

T trong s cac tiéu chudn WHATs va gia
tri mdi quan hé¢ WHATs — HOWs, trong sb
cua HOWs dugc tinh theo phuong trinh (4) la
W, =(0,065;0,089;0,116), W, = (0,082;0,104;0,129)
W, =(0,078;0,099;0,125), W, = (0,065;0,086;0,113).

4.4. Tic dpng ciia méi phin khiic thi trwong lén
cdc yéu to HOWs

Dé ¢6 su lya chon phén khuc tdt nhat, cac chuyén
gia danh gia bn phan khiic thi truong thoéa mén cac
dic tinh kinh doanh HOWs sir dung bién ngon ngi
V ={VL,L,M,H,VH}.Giatrj trung binh cac danh
gid va gia tri dd chudn hoa xac dinh theo phuong
trinh (5), (6), (7) dugc cho trong Bang 4.

4.5. Xdc dinh ty I¢ trong so da dwoc chuén héa

Ty I¢ trong s6 d3 duoc chuin héa G, dugce tinh
theo cong thirc (8), két qua nhu sau:
G, =(0,021;0,040;0,072), G, = (0,034;0,058;0,093)

G, =(0,026;0,045;0,078),G, = (0,018;0,037;0,068).

4.6. Xép hang

Khoéng cach tir cac Iya chon dén giai phap t6i uu
tich cyc va tiéu cuc dugce tinh theo cong thic (9), hé
s6 chat ché va xép hang cac phan khuc duoc thé hién
trong Bang 5.

Két qua Bang 5 cho thiy phan khuc thi trudong
SE, c6 gié tri hé sb chdt ché 16n nhét, do d6 phan
khtc SE, duge xem la phuong én lya chon tt nhat;
thir tu vu ti€n cta cac phan khic thi truong la SE,

SE., SE| va SE,. Qua danh gia cua cac chuyén gia,
phan khuc SE, ¢6 cac vu theé vuot troi hon so voi cac
phan khtic con lai vé céc tiéu chuén: tién do ban giao
nhanh, cong nghé tbt, pht hop v6i ngudn luc quan 1y
clia cong ty va c6 1oi thé canh tranh. Cac tiéu chi nay
thé hién r6 diém manh cua cong ty. Noi cach khac,
phan khuc SE, phu hop v6i muc ti€u va ngudn luc
kinh té ciing nhu ning lyc quan 1y ctia doanh nghiép.
Néu doanh nghiép c6 chién lugc tiép thi thich hop
va danh ngudn lyc thich hop s& dem lai loi thé to 16n
cho minh. Phan khuc SE, thoa man khong dang ké
hodc rat thap véi cac tiéu chuan ké trén vi vay cong
ty s€ kho c6 co hoi canh tranh trén thi truong ddi véi
phan khuc nay.

5. Két luan va mdt s6 ham y cho doanh nghiép

Ly thuyét va thuc tién déu ching minh rang lya
chon phan khtc thi truong la nhiém vu tdi quan
trong cua tt ca cic doanh nghiép. Cac doanh nghiép
khong thé ¢6 du ciing nhu dan trai ngudn luc dé thu
hut tat ca cac khach hang trén thi truong. Hon thé
nita,phuong thire dé thu hat nhimng ddi tuong khach
hang khac nhau 1 khong gidng nhau trong ciing mot
phan khuc. Bén canh d6, voi dic diém dan trai vé dia
1y, khac biét vé nhu ciu, sd luong khach hang 16n,
nhiém vu phan khiic thi truong dé phuc vu tét hon
khach hang gan nhu 1a mét bit budc trong hoat dong
kinh doanh. Bai viét dd dua ra mot phuong phéap
danh gia va lya chon phan khuc thi truong nhin dudi
goc nhin toan — thong ké, 4p dung mé hinh trién khai
chirc nang chat luong dé phan khuc khach hang.
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Bang 3. Gia tri twong quan trung binh vé méi quan h¢ WHATs - HOW's

HOWs  WHATs bDanh gia ciia cic chuyén Gia tri twong quan trung

gia binh
D, D, D, D,
H, C, H H H H (0,5 0,7;0,9)
C, H VH H VH (0,65;0,8; 0,95)
C, M L L M (0,25; 0,4; 0,6)
C, M L M M (0,325; 0,45; 0,65)
C, VH H H H (0,575; 0,75; 0,925)
C, H H M H (0,475; 0,65; 0,85)
C, M H H M (0,45; 0,6; 0,8)
H, C, VH VH VH H (0,725; 0,85; 0,975)
C, H M H VH (0,55;0,7; 0,875)
C, M M M M (0,4; 0,5;0,7)
C, H VH H H (0,575; 0,75; 0,925)
C, VH H H VH (0,65; 0,8; 0,95)
C, H H H H (0,5;0,7; 0,9)
C, H M H H (0,475; 0,65; 0,85)
H, C, VH H H VH (0,65; 0,8; 0,95)
G, M H H M (0,45; 0,6; 0,8)
C, H M M M (0,425; 0,55; 0,75)
C, H VH H H (0,575; 0,75; 0,925)
C, M M H H (0,45; 0,6; 0,8)
C, VH VH H VH (0,725; 0,85; 0,975)
C, M M H H (0,45; 0,6; 0,8)
H, C, H H VH VH (0,65;0,8;0,95)
C, M H M H (0,45; 0,6; 0,8)
C, L M M L (0,25; 0,4; 0,6)
C, H H M H (0,475; 0,65; 0,85)
C, L L M M (0,25; 0,4; 0,6)
C, H VH H VH (0,65; 0,8; 0,95)
C7 M M M M (0,4;0,5;0,7)

Nguon: phong van thanh vién hoi dong va tinh toan cua nhom tac gia.
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Bang 4. Gia tri ty 1¢ trung binh cac dinh gia va gia tri da chuin hoa

HOWs  Phan Ngudi ra quyét dinh Gia tri trung binh Gis tri chuin héa
khuc
D, D, D, D,
H, SE1 M M M M (0,4; 0,5; 0,7) (0,043; 0,054; 0,076)
SE2 H H H VH (0,575; 0,75; 0,925) (0,062; 0,081; 0,1)
SE3 H M H M (0,45; 0,6; 0,8) (0,049; 0,065; 0,086)
SE4 L L M L (0,175; 0,35; 0,55) (0,019; 0,038; 0,059)
H, SE1 M L M M (0,325, 0,45; 0,65) (0,382; 0,529; 0,765)
SE2 H M H H (0,475; 0,65; 0,85) (0,559; 0,765; 1)
SE3 M L M M (0,325; 0,45; 0,65) (0,382; 0,529; 0,765)
SE4 L L M M (0,25; 0,4; 0,6) (0,294; 0,471, 0,706)
H, SE1 H H H H (0,5;0,7; 0,9) (0,526; 0,737; 0.947)
SE2 VH VH H H (0,65; 0,8; 0,95) (0,684; 0,842; 1)
SE3 M H H M (0,45; 0,6; 0,8) (0,474; 0,632; 0,842)
SE4 H H H M (0,475; 0,65; 0,85) (0,5; 0,684; 0,895)
H, SE1 L L L M (0,175, 0,35; 0.55) (0,194; 0,389; 0,611)
SE2 H H H H (0,5;0,7; 0,9) (0,556; 0,778;1)
SE3 H H H M (0,475; 0,65; 0,85) (0,528; 0,722; 0,944)
SE4 L L M L (0,175; 0,35; 0,55) (0,194; 0,389; 0,611)

Nguon: phong van thanh vién héi dong va tinh todn cua nhom tac gid.

Trong bai bao nay, nhom tac gia da xay dung
mo hinh ra quyét dinh da tiéu chuan ap dung trong
danh gia va lya chon phan khuc thi truong. Phuong
phap QFD c6 loi thé trong qué trinh thiét ké va phat
trién san pham do di chuyén cic yéu cau ciia khach
hang thanh dic tinh san phdm. Phuong phap nay két
hop dugc diém manh cta doanh nghiép nhu dd tin
cdy ban giao san pham, vi tri cong nghé, ngudn luc
quan 1y, lgi thé canh tranh v&i cac tiéu chudn dé phan

khuc thi truong. Dé giam thiéu su phirc tap trong

tinh toan chung t6i da st dung phuong phap danh
gia trong s6 ctia Xu (2007) va phuong phap TOPSIS
trong mdi truong s6 mo. M6 hinh nay di gitup doanh
nghiép dinh hudng duoc céc ti€u chi cho phan doan
thi truong va cach danh gia cac phan doan. Khi ap
dung phuong phap nay trong case study, mo hinh da
cung cap nhitng danh gia va Iya chon phan khic thi
truong pht hop v6i thuc té dién ra trén thi trudng
Viét Nam.Tuy nhién dé c6 két qua chinh xac, y kién

cua cac chuyén gia dong vai tro cuc ky quan trong.

Bang 5. Hé s6 chiit ché va xép hang cic lua chon

Phan khiic dr d; cc, Xép hang
SE1 1,656 0,085 0,049 3
SE2 1,626 0,114 0,066 I
SE3 1,646 0,094 0,054 2
SE4 1,66 0,080 0,046 4

Nguon: tinh toan cia nhom tac gid.
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Ngoai ung dung trong phan khutc thi truong, mo
hinh d dé xuét c6 thé ing dung rong rii trong nhiéu
bai toan vé su lua chon t6i wu khac nhu lya chon nha
cung cép, lua chon dau tu ¢d phiéu,...

Phén khuc thi truong nhim giup cac doanh
nghiép xac dinh thi truong muyc tiéu 1a viée lam hét
sirc can thiét trong hoat dong kinh doanh. C6 rat
nhiéu tiéu chi dé phan khic thi truong tiy thudce vao
muc tiéu ciing nhu tiém luc cua doanh nghiép. Tuy
nhién cac tiéu chi quan trong ma cac doanh nghiép
hay céc nha kinh té thuong hudng dén 1a: loi nhuan,
su tang truong cua phan khic, quy mo phan khuc,
su hai 10ng cua khach hang, tinh bén ving, su hip
dan cua phan khuc, muc do dé tiép can, kha nang co
co hoi trong nganh, sy khac biét ciia san pham, c6
loi thé canh tranh va muc d6 phu hop véi chién luoc
kinh doanh. Dé hoat dong kinh doanh hi€u qua, theo
nhom tac gia cic doanh nghiép cin quan tim dén

mot vai van dé sau:

-Khi Iga chon phan khuc thi truong, cac doanh
nghiép can xac dinh muc tiéu ctia minh trong ngin
han va dai han, tir 46 danh gia nang lyc ciia minh trén
tat ca cac phuong dién nhu: cong nghé, nhan lyc, tai
chinh, kha ning quan ly va kha niang marketing. Can
c6 su tuong thich gitra nang luc ndi tai cua doanh
nghiép va phan khtic khach hang ma doanh nghiép
can hudng dén.

-Mic du ¢6 nhitng phan khuc thi truong t6t nhung
¢6 thé khong phu hop v6i muc tiéu chién lugce ciing
nhu ngudn lyc cua doanh nghiép, thi phan khac nay
khong hép dan.

-Can c6 su két ndi dong bo giira cac bd phan phat
trién san pham, marketing va bo phan ban hang.

-D6i méi nang cao tmg dung cong nghé trong san
xuit va quan 1y s& dem lai nhiéu lgi thé cho doanh
nghiép.

Loi thira nhan/ Cam on: Nghién ctru nay dugc tai trg boi Quy Phat trién khoa hoc va cong nghé Qudc
gia (NAFOSTED) trong dé tai ma sb 502.01 — 2018.09.
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