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Bai viét di sau lam ré 1y thuyét vé cac yéu t6'thiic ddy Tai san khdch hang (TSKH) (Tai sdn gid
tri, Tai sdn thuong hiéu, Tai sdn méi quan hé), 11t dé dua ra géc nhin bao qudt va ré rang vé
nhém cdc hoat dong marketing doanh nghiép cdn chii trong va nhiing chi dan trong viéc diéu
chinh hoat dong marketing mot cdach cu thé hudng téi viéc cdi thién TSKH ciia doanh nghiép.

Tw khéa: tai san khdch hang, tai sdn thuong hiéu, tai sdn gid tri, tai sdn méi quan hé, ngan
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Summary

The article provides an in-depth analysis of factors driving Customer equity (Value equity,
Brand equity, Relationship equity), thereby giving a broad and clear perspective about
marketing activities that businesses need to focus on and instructions on specifically adjusting
marketing activities so as to improve customer equity in enterprises.
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GIOI THIEU

TSKH dugc coi 12 tdng gid tri trong dai
han ma khéach hang déng gép cho doanh
nghiép. Tuy nhién, mitc do dong gbp cla
khdch hang s& bi chi phdi bdi nhan thic
clia ho d6i véi cac hoat dong marketing
ctia doanh nghiép, nhu: hoat déng tao
ra gid tri tif chinh sdn pham, dich vu ctia
doanh nghlep, hoat dong xay dung su két
ndi vé mit cdm xic cta khidch hang véi
thuong hi€u va nhém cédc chuong trinh
xay dung su gin ké&t, moi quan hé véi
khéich hang. Nhitng nhém hoat dong nay
chinh 13 cdc yé&u t6 thic ddy TSKH - lan
lugt duge goi 1a Tai san gia tri, Tai san
thudng hi¢u va Tai sdn moi quan hé.

0 goc d6 marketing, viéc do luGng su
déng gép vé mit tai chinh ctia khach hang
12 kha han ch€, do vy bai viét tap trung
1am 15 1y thuyét cdc yé&u td thic ddy TSKH,
tif d6 phan nao gitip doanh nghiép c6 dinh
huéng cho cic hoat ddng marketing cu thé
hudng t6i viéc cai thién TSKH.

TONG QUAN LY THUYET

Tai san khach hang

TSKH (Customer Equlty) du’o‘c hiéu
1a thudc do tdng thé vé gla tri moi quan

hé gilta khiach hang va doanh nghiép

“ThS.,

(Berger va cong su, 2006; Rust, Lemon va Zeithaml,
2004). Theo nghia chung nhat, TSKH dudgc hiéu 14 tong
gia tri trong dai han ma khach hang déng gép cho doanh
nghiép. Qua day cho thdy ring: (1) TSKH s& cang cao
khi s déng gép cta khach hang cho doanh nghiép cang
16n; (2) TSKH 1a két qua cta nhitng nd luc marketing
gitp cai thién nhin thic khich hang véi muc tiéu gia
taing khad nang thu hdt va duy tri khdach hang, tir d6 cai
thién gid tri vong doi khach hang (CLV) va céi thién
TSKH din t6i gia ting hiéu qua tir cic khodn diu tu
marketing cia doanh nghiép (Rust va cong su, 2004).
N6i cach khéc, d€ khach hang dua ra quyét dinh mua
vi mua lip lai tir d6 d6ng gép vé mit tai chinh, doanh
nghiép cin dua ra cic hoat dong marketing gitip cdi
thién nhén thitc cia khach hang va viéc cdi thién nhin
thic khach hang s& d4nh huéng truc ti€p t6i gia tri vong
doi, TSKH cta doanh nghiép.

Theo céch ti€p can vé ly thuyét TSKH, cic nd luc
marketing nay tip trung vio cdc hoat dong, gdm: Tao
ra gid tri tif chinh sdn phdm/dich vu ctia doanh nghiép;
Tao ra su két ndi vé mit cAm xdc ctia khiach hang véi
thuong hi¢u; Xay dung cac chuong trinh xay dung long
trung thanh khach hang gidp clng c6 chat lugng moi
quan hé khach hang. C4c hoat dong nay 1a cdc yé&u t&
thic ddy TSKH véi tén goi 1an lugt 1a: Tai san gid tri
(TSGT); Tai san thuong hiéu (TSTH); Tai sdn mdi quan
hé (TSMQH) va 1a 3 yéu t6 thic ddy TSKH (Rust va
cong su, 2000).

Cac yé&u té thic ddy TSKH

Tai sdan gid tri

Gi4 tri 12 y&u t& then chot quyét dinh mdi quan

“T8S., Trudng Pai hoc Kinh t€ Quéc dan
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hé giita khdch hang va doanh nghiép. N&u sdn phim
va dich vu cda doanh nghiép khéng ddp ung dugc
nhu ciu va su ky vong cda khach hang, thi ngay
cd mot chién luge thuong hiéu xuit sic, chi€n ludc
marketing xdy dung mdi quan hé, gitt chan khdch
hang manh nhit ciing khé dé€ phdt huy dugc hiéu
qua. Chinh vi nhitng 1y do nay, nghién ctu da dé
cap t6i khdi niém “Gid tri” & nhitng bdi cdnh va
khia canh nghién ctu khdc nhau, nhu: Gid tri khdach
hang (Customer Value); Gid tri ti€u dung (Consume
Value); Gid tri cdm nhin (Perceived Value); Gid tri
dich vu (Service Value).

Trong d6, khai niém gid tri khach hang dé cap tdi
toan bo 1di ich khach hang nhan dudc tir san phdm/dich
vu, thuong hiéu ctia doanh nghiép (Gale, 1994); hoic
gid tri dugc hinh thanh dva trén sy so sdnh gitta nhitng
gi nhan dugc véi ky vong, muc dich st dung ctia khdch
hang, tir d6 du dodn hanh vi cia khach hang théng qua
phén tich sy hai long cla khach hang véi nhitng gia tri
nhan dugc (Woodruff, 1997).

Khdi niém gid tri cdm nhan dugc Zeithaml phat
trién tir nam 1988 v4i viéc 1am rd cdc khdi niém vé
gid cd, chat lugng va gid tri tir quan diém clia ngudi
tiéu ding va huéng t6i muc tiéu xAy dung mdi quan hé
khdch hang (Zeitham V, 1988). Pi c6 nhiéu nghién
cifu sau nay phat trién dua trén nén tdng nghién ciu
nay, tuy nhién, nhin chung, gia tri cdm nhin dudc coi
12 sy danh gid tdng thé cla ngudi tiéu dung vé nhitng
1gi ich ho nhan dugc so véi nhitng gi phdi chi trd bdi
mot s6 ngudi tiéu dung cdm nhan dugc gid tri khi ¢
mdt mic gid thip, nhitng ngudi khdc cdm nhan dugc
gid tri khi c6 mdt sy c4n bing gitta chat luong va gid
c4. Nhu vdy, viéc cdm nhin vé cdc gid tri nhin dudc
12 khdc nhau giita nhitng khdch hang khdc nhau, dong
thdi, cdc y&u t6 cdu thanh gid tri gitta cdc linh vuc
ciing khdac nhau (Chang va cong sy, 1994; Zeithaml
V, 1988...). Ttr viéc xdc dinh cdm nhén cida tirng nhém
khach hang khdc nhau vé cdc gid tri ho nhin dugc
trong tirng linh vuc gidp du dodn sy sdn 10ng mua cla
ngudi tiéu ding va cung cip thong tin phuc vu cho
viéc thi€t k& cac thong diép truyén thong (Chang va
cong su, 1994).

Pén ndm 2000, véi muc tiéu thic ddy va toi da
héa TSKH, hay t8i da héa gi4 tri cho doanh nghiép,
Rust va cdng sy dua ra khdi niém TSGT. Theo doé,
TSGT la d4nh gid khiach quan cda khdch hang vé tinh
hitu ich, 1¢i ich ctia sin pham/dich vu doanh nghiép
cung ng - dua trén nhan thifc cia khach hang vé
nhitng gi ho cin bd ra so véi gid tri nhan lai. P& cdi
thién TSGT, doanh nghiép can tip trung cdi thién
chi't luong, gid cd va sy thuan tién (Rust va cong
st, 2001). Piéu nay c6 nghia 13 khdch hang ddnh
gid nhitng 1gi ich nhan dugc cang cao, thi TSGT cia
doanh nghi€p d6 cang 16n.

Nhu vdy, qua nhitng phan tich trén cho thiy, mic
di mdi nghién ctu v6i nhitng cdch ti€p can riéng,
nhung nhin chung, déu huéng t6i nhitng 1gi ich khich
hang nhian dugc so vdi cdc chi phi khach hang phai
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bd ra. Tuy nhién, cdc cdch ti€p cin cia
khdi niém “Gia tri khdch hang”, “Gid
tri cAm nhan” dé cip tdi téng thé 1gi ich
khach hang nhan dudc tif sdn phdm/dich
vu, thuong hiéu, xa hoi & hai khia canh
c4 vat chdt va tinh than véi muc tiéu do
ludng mic d6 hai long ctia khdach hang
va du dodn xu hudng sdn sang mua clia
khach hang. Trong khi d6, khdi niém
“Tai sdn gid tri” v4i vai tro 12 mot trong
3 y&u t6 thic ddy TSKH chi tip trung
vao nhitng 19i ich khdach hang nhan dugc
tir sdn pham/dich vu doanh nghiép cung
tng v6i muc tiéu cling véi yéu t6 TSTH
va TSMQH (3 yéu té thic ddy TSKH)
dua ra cdc chi din marketing cu thé
hudng t6i viéc gilt chan/duy tri khach
hang tir d6 t6i da héa TSKH. Bén canh
dé, trong khai niém vé TSGT, Rust va
cong sy (2001) ciing dé xuit cdc yéu
t6 cu thé gitip danh gid TSGT ctia mot
doanh nghiép, d6 la: Chat lugng; Gi4
ca; Su thudn tién.

Tai sdan thuong hiéu

Theo Aaker (1991), Aaker (1995),
TSTH 1a tip hop cdc gid tri gin lién vdi
tén hoic biéu tugng ctia thuong hiéu, ma
nhitng gid tri nay s€ dugc cong vao san
phdm hay dich vu nhim gia ting hoic
gidm di gid tri cda mot sdn phim va
dich vu déi v6i doanh nghiép va khach
hang. Nhu vay, khi néi t6i TSTH Ia néi
t6i nhitng gid tri thuong hiéu dem lai cho
khach hang va doanh nghiép. Nhitng gia
tri nay c6 thé 1a gid tri mang tinh biéu
tugng va gid tri chdc nang. Chinh vi ly do
nay, véi cac nghién cttu do luong TSTH
tir phia khdch hang st dung 1y thuyét
TSTH cta Aaker (1995) s& xdc dinh
gid tri khach hang nhdn dugc tir thuong
hi¢u. Véi quan diém nay, Aaker (1991)
do ludng TSTH thong qua mdc dd khich
hang nhan biét vé thuong hiéu, danh gid
cAm nhan cta khdch hang vé chit lugng
san pham/dich vu ctia thuong hiéu dem
lai cho khach hang so v6i nhitng thuong
hi¢u khic, mic dd trung thanh thuong
hiéu va sy lién tudng thuong hiéu cua
khach hang.

Pén nim 2000, véi su ra ddi clia ly
thuyé&t TSKH, TSTH dudgc dinh nghia 1a
nhitng ddnh gid chi quan va tritu tugng
clia khach hang vé nhitng gid tri khach
hang cdm nhan dudc tir thuong hiéu. D&
cai thién TSTH, can nang cao nhin thic
clia khach hang & 3 khia canh: Nhan biét
thuong hiéu; Thai do ctia khdch hang d6i
véi thuong hiéu va Nhan thitc cia khich
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hang vé tinh dao dic clia doanh nhiép
(Rust va cong su, 2000).

Tai sdan moi quan hé

Véi boi cdnh canh tranh ngay cang
gay git, sy gin b6 - trung thanh cla
khich hang c6 xu huéng gidm dan, viéc
chi don thuan cung tng sin pham/dich vu
gid tri cao va xay dung mdt thudng hiéu
manh mé 13 chua dd dé€ giit chan khach
hang, khi€n khdch hang mua lip lai bdi
su thay ddi trong cdc tinh hudng c4 nhan
va 4nh hudng cla cdc nd luc marketing
tir cac cong ty khac (Oliver, 1999). Chinh
vi vdy, vao nhitng nim cudi thé ky XX,
ly thuyé&t marketing quan hé ra doi véi
khéi niém marketing quan hé dugc hi€u
1a t4t ca cdc hoat dong clia doanh nghiép
dé thiét 1ap, duy tri, phét trién méi quan
hé thanh cong gitta khach hang va doanh
nghiép (Berry, 2002).

Dya trén nén tidng 1y thuyét
marketing moi quan hé, clung véi
TSGT, TSTH, TSMQH nhin manh vio
céc chuong trinh khdch hang than thi€t
gitip gia ting sy gin k&t va gilt chan
khiach hang. Theo d6, TSMQH dugc
hi€u 1a xu huéng khdch hang gin bé vdi
doanh nghiép ma khong chi ding lai &
ddnh gid chd quan va khdach quan cta
khach hang d6i v6i thuong hiéu. Trong
dé, xu hudng gdn bo véi doanh nghiép
dugc thé hién thong qua y dinh chuyén
ddi nha cung c4p, y dinh mua lip lai, s&
lugng san pham/dich vu va gid tri cho
tirng 14n giao dich trong tuong lai (Rust
va cdng sy, 2000). Nhu vay, cdc hoat
dong xay dung mdi quan hé giita khdch
hang va doanh nghi€p hi€éu qua khi
khdch hang cdm thdy viéc rdi bé doanh
nghiép chuyén sang nha cung cip khic
s& c6 nhiéu tdn that hon, tir d6 khuyén
khich khdch hang gidm xu hudng
chuyén d6i nha cung cip/thuong hiéu,
duy tri mdi quan hé hién cé (Kalwani
va Narayandas, 1995); ddng thdi, khién
khach hang dua ra quyét dinh mot cdch
dé dang hon. Vay lam th€ nao d€ cai
thién TSMQH ctia doanh nghiép?

Rust va cong su (2000) dé xuit 5
chuong trinh khdch hang than thiét,
nhu: Chuong trinh khiach hang trung
thanh; Chuong trinh tri chim séc dic
biét; Chuong trinh xay dung cong dong;
Chuong trinh x4y dung mdi quan hé dua
vao kién thiic vé khdch hang; Chuong
trinh vinh danh khach hang.

Bén canh 5 loai chuong trinh khach
hang than thi€t da dugc Rust va cong
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HINH: MO HINH NGHIEN c{d PE XUAT

Chit lugng

Tai sdn gié tri

Nhén biét TH

Tai san thuong higu

Thai d§ voi TH
Lién tuong TH

Loi ich phi tai chinh

Tai san moi quan hé

st (2000) dé xuat, Barry Berman (2006) da dé xuat
4 chuong trinh khdch hang than thi€t huéng t6i thic
ddy hanh vi ding ky tr§ thanh thanh vién, hanh vi mua
ma doanh nghiép mong mudn, gom: Uu dai khi ding
ky trg thanh thanh vién cia doanh nghiép; Thanh vién
nhan dugc wu dai khi mua mot s6 lugng sin phdm nhat
dinh; Thanh vién nhin thém di€ém hoic gidm trir s6
tién dya vao lugng mua tich luy; Chuong trinh vu dai
riéng biét cho tirng thanh vién.

Nhu vdy, mic dii ¢6 nhiéu cich phin loai va tén goi
chuong trinh khic nhau, nhung nhin chung, cic chuong
trinh khdch hang than thi€t s& cung cAp nhitng vu dai
vé mit thi chinh hodc phi tai chinh cho khich hang
dua trén s6 1an va lugng mua sim cda tirng nhém va
titng c4 nhan khach hang, nhu: tich di€ém cho mdi 1an
mua, uu dai khi lugng mua ctéa khdch hang dat mot
miic do nhat dinh. Tuy nhién, viéc lwa chon st dung
loai chuong trinh nao va ndi dung chuong trinh ra sao
s& can phi hop véi titng doanh nghiép va tinh dic thii
ctia san phdm/dich vu doanh nghiép kinh doanh, ciing
nhu dic diém cta khach hang.

PE XUAT MO HINH NGHIEN cUu

Qua quad trinh t6ng quan nghién citu, k& thira nghién
cifu clia cdc nha nghién citu di trudc, nhém tc gia dé
xudt mo hinh nghién cttu nhu Hinh, vdi gid thuyét
nghién cttu la:

HI: Tai san gia tri tdc dong tich cuc téi Tai sidn
khach hang.

H2: Tai san thuong hiéu tdc dong tich cuc t6i Tai
san khdch hang.

H3: Tai sdn mdi quan hé tdc dong tich cuc t6i Tai
san khdch hang.

63

Kinh (&
va Duhao

Tai san khéch hang




KET LUAN

Qud trinh toAn ciu héa cling v6i sy canh tranh ngay
cang gay git trén thi trudng tao ra dp luc cho doanh
nghiép cin dat dugc mifc 1¢i nhuin cao nhit c6 thé tir
mdi khodn diu tu cho hoat dong marketing. Piéu nay
ddi hdi mdi doanh nghiép phai diéu chinh nguon luc va
chién lugc d€ ting kha ning sinh 13i tir khach hang, tir
d6 t6i da héa 10i nhuan cho c¢d dong. Van dé dit ra cho
cdc doanh nghiép khong chi ditng lai 13 1am thé nao dé
lam hai long khach hang, xay dung long trung thanh va
x4y dung mdi quan hé 1au dai va c6 16i v6i khach hang,
ma con phai lam thé ndo d&€ chi phi diu tu cho hoat
dong marketing dem lai hi€u qué (hay c6 kha ning sinh
15i) cao nhat. V6i ngan sach marketing hitu han, doanh
nghiép cin phian bd ngin sich marketing cho tirng
nhém khéch hang va cho tirg hoat dong marketing dé
mang lai hiéu qua t8i uu. Mot trong cdc cich d€ danh
gid hiéu qua hoat dong marketing, nhim phan bd lai
ngan sdch va diéu chinh gidi phap marketing, 13 dva
vao danh gid clia khdch hang ddi véi cdc yéu td thic

TAI LIEU THAM KHAO

ddy TSKH, tir d6 du dodn mifc déng gép
trong tuong lai cta tirng nhém khach hang
doi v6i doanh nghiép. Tém lai, 1y thuyét
vé TSKH cho phép doanh nghiép (1) Po
ludng dudc dic diém va xu hudéng hanh vi
va sy dong goép/loi nhudn mang do tiing
khich hang/nhém khich hang mang lai
cho doanh nghiép; (2) Po ludng - xac
dinh/dyu bdo sy dong gbp trong tuong lai
clia tiing nhém khach hang d6i véi doanh
nghiép; (3) Xac dinh dudc ddnh gid cua
khdch hang d6i véi nhitng y€&u to chi phdi
t6i dv dinh mua hang cia khach hang
tor d6 gidp doanh nghiép xdc dinh dudc
ngan sdch va thiét k€ cdc chuong trinh
marketing pht hgp. Chinh vi vay, cich
ti€p can d4nh gid TSKH dudc xem 12 mot
trong nhitng phuong phdp hitu hiéu nhat
khong chi d€ d4nh gid hiéu qua hoat dong
marketing, ma con diéu chinh hoat dong
marketing.(
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