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NHCTNG NHAN T 6 T A C O O N G D £ N K H A C H H A N G 

SCTDUNG DICH VU ve SINH CONG NGHIEP TAI HA NOI 

Nguydn Binh Minh* 

Phan tich khach hang la mdt trong 

nhflng yeu td' quan trpng khi tie'n hanh 

nghien cflu thi trUdng. Nhd nghien cflu nay, 

nhflng ngfldi lam cdng t i c Marketing cd the 

giii d ip dfldc nhflng cau hdi mang tinh nen 

tang cho viee de xuat eae dinh hudng cho 

doanh nghiep n h i m dap flng ddi hdi cua 

khach hang. Tren ed sd tie'n hanh dieu tra 

56 ddi tfldng khach hang la td chflc va 100 

dd'i tfldng khach hang la cac ca nhan cua 

dich vu ve sinh cdng nghiep. Bai viet nay 

cung cip thdng tin ve khach hang dfla tren 

07 tieu chi de khach hang Ifla chpn dich vu 

va 06 tieu chi khach hang khdng sfl dung 

tiep dich vu cua nha cung flng. Nhflng thdng 

tin nay giup cac doanh nghiep biet dfldc dac 

diem ciia tflng loai ddi tfldng khach hang de 

tfl dd cd nhflng Ifla chpn phfldng an kinh 

doanh phfl hdp. 

1. K h a c h h a n g la t o chijfc 

Khi nghien cflu kh ich hang cua dich vu 

ve sinh cdng nghiep la cac td chflc, ta cd the 

phan chia dd'i tfldng nay thanh nhflng 

khach hang chu yeu sau: Benh vien, TrUdng 

bpc, Nha may, khu cdng nghiep, Tda nha 

van phdng, Cac cd quan nha nUdc. Cac ddi 

tUdng nay cd nhflng dac diem rieng biet 

nhUng tUu chung cd ye'u to' ma cac nhdm 

khach hang nay quan tam dd la: chat lUdng 

dich vu, gia, chiet khau hoa hdng. Tfly vao 

tflng loai ddi tfldng ma cac ye'u td tren cd 

nhflng thfl tfl dfldc flu tien khac nhau. 

Trong cac khach hang la td chflc cd 3 ddi 

Hinh 1.1. Tieu chi lua chon dich vu cua khach hang 
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tfldng khach hang cd dac diem gidng nhau: 

Benh vien, trfldng hpc, cac cd quan nha nfldc. 

Ba ddi tfldng khach hang nay cd met sddiem 

tfldng ddng: kinh phi do nha nfldc cip; sd 

Ifldng nhan vien ve sinh cdng nghiep sii dung 

tfldng ddi Idn, thfldng tfl 10 cho de'n 100 nhan 

vien lam sach; khi tie'n hanh chpn nha eung 

cap dich vu thfldng tie'n hanh td chflc dau 

thiu; khach hang quan tam nhieu den 

khuyen mai. Khi tien hanh dau thiu, cac 

khach hang nay thUdng da chpn trUde dUdc 

nha cung cap dich vu lam sach nhUng do qui 

dinh hien nay nen hp v in thUdng phai tien 

hanh td chflc dau thiu. Dd'i tfldng khach 

hang nay thfldng tao ra rao cin ki thuat 

nhim hdp le viec Ifla chpn trfldc nha thau. 

Ddi tUdng khach hang la td chflc nha 

nfldc cd dac diem rieng: rao can kl thuat cao 

khi cac nha cung cap dich vu ve sinh cdng 

nghiep lam sach mudn eung cap dich vu. 

Rao can ki thuat ph in Idn la: tieu chuan 

ISO 9001 va chflng chi dao tao lam sach do 

Bo y te cap. Tieu chi cham sdc khach hang 

va gia la nhflng tieu chi quan trpng thfl hai 

ma ddi tfldng nay quan tam. Quyen thfldng 

Ifldng cua ddi tfldng khach hang nay la Idn 

ddi vdi nha cung cap. Khi Ifla chpn nha cung 

cap, ddi tfldng khich hang nay thfldng cd 

Ifla chpn trfldc, viec td chflc diu thiu phin 

Idn chi la hinh thflc. Sd Ifldng nhan vien ve 

sinh cdng nghiep sfl dung tai day thfldng tfl 

10 de'n 20 nhan vien. Mflc gia ma dd'i tfldng 

nay chap nhan thfldng tfl 2.5 de'n 3 trieu/1 

nhan vien ve sinh. 

Ddi tfldng khach hang la td chflc thfl hai 

cd nhflng yeu ciu tfldng doi nhfl nhau la: toa 

nha, van phdng. Showroom, va khu cdng 

nghiep. Ddi tfldng khach hang nay cd hai 

tieu chi ma hp ludn quan tam la: gia ca va 

chat Ifldng dich vu. Tuy vac loai hinh ma 

tieu chi gia hay chat Ifldng dich vu dfldc dat 

len trfldc. 

Khach hang thudc khu cdng nghiep 

thfldng la cac cdng ty tfl nhan, cdng ty hen 

doanh vdi nfldc ngoai, cdng ty cd 100% vdn 

nude ngoai. Ddi tUdng khach hang nay cd 

hai tieu chi dac biet quan tam la: chat lUdng 

dich vu, gia dich vu. Khach hang la cdng ty 

trong nUde thudng quan tam den gia, cdn 

chat lUdng dich vu yeu cau thUdng d mUc 

thap hdn. Ddi tUdng khach hang nay cd mdt 

sd' dac diem sau: 

Hinh 1.2. Tieu chi lua chon dich vu cua Khu Cong nghiep 
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- Sd' lUdng nhan vien ve sinh cdng nghiep 

e in Idn, thUdng tfl 5 den 50 nhan vien. 

- Cac rao can kl thuat (ISO 9001-2000, 

nam kinh nghiem boat ddng... ) g in nhfl 

khdng cd khi cic nha cung cap dich vu lam 

sach mud'n tiep xfle de cung cap dich vu. 

- Quyen Iflc thfldng Ifldng ciia khach hang 

Idn ddi vdi cdng ty eung cap dich vu ve sinh. 

- Dp nhay cam ve gia khdng eao. 

- Ben eanh tieu chi chat Ifldng dich vu thi 

3 yeu to': tinh trung thflc ciia nhan vien ve 

sinh, sfl dn dinh tai dfl an va cham sdc 

khach hang la nhflng tieu chi ma ddi tfldng 

khach hang nay ludn quan tam. 

- Mflc gia chap nhan thfldng tfl: 2,3 den 

2,8 trieu/ nhan vien lam sach. 

Li do khien dd'i tfldng khach hang nay 

thay dd'i nha cung cap p h i n Idn do chat 

Ifldng dich vu khdng td't, tinh t rung thUc ciia 

nhan vien kem. 

Dd'i tUdng khach hang thudc tda nha, van 

phdng, phdng trUng bay cd the chia thanh 2 

ddi tUdng chinh: td chflc nha nfldc va cac 

cdng ty tfl nhan. Hai ddi tfldng khach hang 

nay cd cd tieu chi chung la: chat Ifldng dich 

vu va tinh trung thflc dat len hang dau. 

Ddi tUdng khach hang la cac cdng ty tU 

nhan cflng cd nhflng dac diem rieng: rao can 

ki thuat la thap, cac nha cung cap dich vu 

Hinh 1.3. Ly do khach hang Khu cdng nghiep khdng sur dung tiep djch vu 

Cham soc KH l<em t 

Tinh I<h6ng on dinh cua nhan vien dif an 

Tinh kem trung thi/c cija NWSCN t 

Khuyen mai thap i 

Chat iLfpng dich vu khong tdt 

Gia cao 

I Seriesi 

Ngudn: Tac gia dilu tra 

Hinh 1.4. Tieu chi lira chon djch vu cua toa nha, van phong 

Chai Khuyen Chinh Uytin Tmng dndmh Thdi gian 
lirong ^ai sach congty thi/c 
dich khach .•. 

, , nhan 
vu hang 

vien 

ta, 
duan 

cung 

capDV 

• Quan trong nhat 

B Quan trpng 

a Ti;ong doi quan trong 

D It quan trpng 

• Khong quan trpng 

Ngudn: Tac gia dieu tra 

QUAN LY KINH TE So 40 (5/2011) 



NHCTNG NHAN T O T A C DONG PgN K H A C H HANG. . THONG TIN 

Hinh 1.5 Ly d > khach hang toa nha, van phong khdng khdng suf dung tiep djch vu 

Cham soc KH kem 

Tinh khong dn dinh cua nhan vien tai di; an | 

Tinh kem trung thiJC ciJa NWSCN ^ 

Khuyen mai thap | E 

Chat lupng dich vu khong tdt | C 

Gia cao 

c 

0 
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Hinh 1.6 Tieu chi lua chon dich vu cua benh vien 
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d§ dang cung cap dfldc dich vu. Quyen lUc 

thfldng Ifldng vdi nha cung cip eao. Khi cd 

nhflng thay dd'i ve gia dac biet la chat 

lUdng dich vu thi dd'i tfldng khach hang nay 

san sang thay ddi nha cung cap khac. So' 

lUdng nhan vien ve sinh cdng nghiep sfl 

dung thudng tfl 1 den 4 ngfldi ddi vdi cac 

toa nha, van phdng nhd. Sd Ifldng nhan 

vien se Idn hdn (thfldng tfl 10 den 20 nhan 

vien) ddi vdi cac tda nha Idn, cao cip. Mflc 

gia chap nhan dfldc ciia ddi tUdng khach 

hang nay thUdng tfl 2.6 den 3,6 trieu/nhan 

vien ve sinh lam sach. 

Li do ddi tupng khach hang nay thay ddi 

dich vu ciia nha cung cap chat lUdng dich vu 

kem, tinh khdng trung thUc cua nhan vien 

ve sinh cdng nghiep va tinh khdng dn dinh 

cua nhan vien ve sinh cdng nghiep tai dU an 

ddi vdi khach hang tU nhan, cdn ddi vdi 

khach hang la td chflc nha nUdc thUdng la 

cham sdc khach hang khdng td't, khuyen 

mai thap. 

Ddi tUdng khach hang benh vien cd 

nhflng dac diem rieng do dac thu mdi trUdng 

lam viec cua minh. Cd 3 tieu cbi ma ddi 

tupng nay dat len hang diu: chit lUdng dich 

vu, gia, uy tin cua cdng ty cung cip dich vu. 

De mdi trUdng benh vien yeu ciu mflc dp ve 

sinh cao, dac biet la nhflng benh vien Idn 

nhfl: Viet Dflc, Xanh Pdn, 108, 198, Mit 

trung fldng... nen chat Ifldng dich vu ludn 

dfldc ddi tfldng nay dat len hang diu. 
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Ddi tfldng khach hang nay cd mdt so' dac 

diem sau: 

- Sd' Ifldng nhan vien ve sinh cdng nghiep 

sii dung Idn thfldng tfl 20 de'n 100 nhan vien. 

- Rao cin ki thuat rat cao khi cac nha 

cdng ty cung cap dich vu ve sinh mud'n tiep 

can. Rao can ky thuat thUdng: ISO 9001-

2000, sd nam kinh nghiem trong linh vUc 

lam sach tai benh vien, cac hdp ddng benh 

vien tUdng tU da thUc hien, chflng nhan dao 

tao nhan vien ve sinh do Bd Y te cap. Chinh 

Hinh 1.7 Ly do khach hang Benh 

vi vay cdng ty cung cap dich vu ve sinh cong 

nghiep thudng cd' dinh ddi vdi dd'i tfldng nay. 

- Quyen Iflc thfldng Ifldng va dp nhay cam 

ve gia cao. Khi cd thay ddi ve gia nhieu, ddi 

tfldng nay s i n sang thay ddi nha cung cap 

khac khi het hdp ddng. 

- Mflc gia chap nhan thfldng la 2,4 den 

2.6 trieu/ nhan vien ve sinh cdng nghiep. 

Li do ddi tfldng nay thay ddi nha cung 

cap p h i n Idn do: chat lUdng dich vu kem, 

cham sdc khach hang khdng td't, khdng dn 

Vien khdng sir dung tiep dich vu 

Cham soc KH kem 

Tinh khong on dinh cua nhan vien tai d i ; an 

Tinh kem trung thuc cua NWSCN 

Khuyen mai thap 

Chat ngju dich vu khdng tdt 

Gia cao 

Ngudn: Tac gia difiu tra 

Hinh 1.8 Tieu chi lira chon djch vu cua trucmg hpc 

m 
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Tieu chi 

Ngudn: Tac gia dieu tra 

dinh ciia nhan vien tai du an. 

Ddi tUdng khach hang trUdng hpc cd hai 

tieu chi quan trong khi lua chpn dich vu: gia 

va cham sdc khach hang. Tieu chi chat 

lUdng dich vu dUdc xep thfl hai. 
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Ddi tfldng khach hang nay cd mdt sd dac 
diem sau: 

- Sd Ifldng nhan vien ve sinh cong nghiep 
tfldng ddi Idn thfldng tfl 15 de'n 20 ngfldi. 

- Dl tinh ddi vdi chat Ifldng dich vu 
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Hinh 1.9 Ly do khach hang trudng hoc khong sir dung tiep djch vu 

Cham soc KH kem 

Tinh khdng dn dinh cua nhan vien tai du an 

Tinh kem trung thuc cija NWSCN 

Khuyen mai tha'p 

Chai lugng dich vu khdng tdt 

Gia cao 
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- Ddi tfldng khach hang cim nhan dich 

vu tdt hay khdng phin Idn la sinh vien 

nhflng lai khdng cd quyen quyet dinh cd sfl 

dung hay khdng s^ dung dich vu. 

- Rao can ki thuat rat cao khi cac nha 

cong ty cung cap dich vu ve sinh mud'n tiep 

can. Rao can ki thuat thfldng: ISO 9001-

2000, sd nam kinh nghiem trong linh vflc 

lam sach tai trfldng hpc, chflng nhan dao tao 

nhan vien ve sinh do Bd y te cip. 

- Quyen Iflc thfldng Ifldng va dp nhay cam 

ve gia tfldng ddi Idn. 

- Mflc gia ddi tfldng khach hang nay chip 

nhan thudng la 2,3 den 2,5 trieu/ nhan vien 

ve sinh cdng nghiep. 

Li do ddi tfldng nay thay ddi nha cung 

cap phan Idn dd: gia thay dd'i, cham sdc 

khach bang khdng td't. 

Hinh 2.1. Nhu ciu su dung 

Loai ddi tupng khach hang tda nha van 

phdng, khu cdng nghiep cd rao cin tham 

nhap khdng cao, do dd cac nha cung cap dich 

vu lam sach ed the tie'p xfle mdt each de dang. 

Tieu chi quan trpng nhat cua hai ddi tfldng 

nay: chat Ifldng dich vu, tinh trung thflc cua 

nhan vien, tinh dn dinh cua nhan vien tai dfl 

an. Ddi tUdng nay cin sU dn dinh tai dU an 

cao vi nhan vien sfl dung tai dia diem lam 

sach thfldng da dfldc phan cdng cu the va 

quen vdi cdng viec hing ngay. Bit ki sfl thay 

ddi nao cung inh hUdng den cdng viec cua 

khach hang. Tieu cbi gia mac dU quan trpng 

nhUng chi dUdc xep d vi tri thU hai. 

Ddi tupng khach hang benh vien cung cd 

tieu chi chat lUdng dich vu dUdc dat len hang 

diu do dac thfl mdi trUdng lam viec cua minh. 

Ddi tupng khach nay cung rat quan tam den 

thUdng hieu cua nha cung cip vi do nhflng yeu 

djch vu ve sinh tai gia dinh 

Ngudn: Tac gia dieu tra 
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ciu te nhi ciia mdi trfldng lam viec nha nfldc, 

hp thfldng Ifla chpn nha cung cap cd thUdng 

hieu lau nam nhim dim bao mflc dp "an 

toan". Rao cin khi mud'n cung cap dich vu cua 

cho ddi tfldng nay cao. Tieu chi gia cflng dfldc 

ddi tfldng nay quan tam vi kinh phi thfldng 

dfldc cap d mpt mflc cd dinh. 

Ddi tfldng khach hang trfldng hpc, tieu chi 

gia, cham sdc khach hang dfldc quan tam 

nhieu nhat. Tieu chi chat Ifldng chi la hang 

thfl 2. Ddi tfldng khich hang nay cd dac diem 

kha ndi bat la nhflng ngfldi trflc tiep cam 

nhan chat Ifldng dich vu thfldng khdng cd 

quyen quyet dinh cd nen tiep tuc sii dung 

dich vu khdng. Rao can khi mud'n tiep xuc vdi 

khach hang trfldng hpc cflng cao. 

Hinh 2.2. Sd lucmg nhan vien ve sinh cdng nghiep mong mudn tai gia dinh 

22. S6 Ii/0n9 nhin vMn mi anh/chf mufin sir d^ng t^l gia dinh 

UmhorlONV 

20^ 25 

IThc* I 

Ngudn: Tac gia di6u tra 

Hinh 2.3. Mure gia mong mudn khi sur dung djch vu ve sinh tai gia dinh 

23. Chi phi mi anh/chi chip nh^n di/^c khi til dyng nhin viin v4 dnh c6ng nghlfp t*l gia 
dinh trong m ^ thing 

LAih(m3W|u'0 

Ngudn: Tac gia dieu tra 

2. Khach h a n g la ca n h a n 

Qua tien hanh dieu tra, ddi tfldng khach 

hang c i nhan cung cd yeu c iu sii dung dich 

vu ve sinh cdng nghiep tai gia dinh va nhu 

ciu nay d mflc cao. 

QUAN LY KINH TE 

Ddi tfldng khach hang nay cung cd nhflng 

tieu chi Ifla chon dich vu tfldng tfl ddi tfldng 

khich hang la cac td chflc nhflng cd nhu cau 

sfl dung nhan vien it, thfldng la 1 lao dong. 

Ddi tfldng khach hang nay cd mflc do s in 
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sang chi tra thfldng khdng cao, cd t i n sui t 
sfl dung dich vu thUdng khdng nhieu, thudng 
khoang tfl 1 de'n 2 l in trong mdt tuin. 

Khach hang la ca nhan cung cd nhflng 
tieu chuan Uu tien lUa chpn dich vu la: chat 
lUdng dich vu, tinh trung thUc cua nhan vien, dp 
dn dinh cua nhan vien dUdc dat len hang diu. 

Quyen lUc thUdng lUdng cua ddi tUdng 
khach hang nay chi d mUc trung binh vi hien 
nay khdng cd nhieu cdng ty cung cap dich vu 
nay, cd the ndi ngudn cung khdng nhieu. Hiu 
he't cac gia dinh deu dflng len tfl td chflc nen 
tinh chuyen nghiep eung khdng cao. 
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