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ABSTRACT

The most vital factor in Vietnam’s real estate marketing is the effective
exchange of product information between vendors and customers. The
purpose of this paper is to reveal the relationship between customer
biological rhythms and their behaviors after that suggest a new solution.
There were 1212 telephone surveys used in this research; of which, 862
were analyzed to develop a new marketing solution and 350 were used to
test the suggested solution in the project. Therefore, the biological rhythms
of customers played the most important role made up 100 points for each
group of purchasers. After that, the paper proposed that the consumers
should be called by the telesales representative in three periods (9:00-
10:00, 10:00-11:00, and 14:30-15:30). The result of this research showed
that the total percentage of effective marketing in the suggestive solution
has been 2,5 times as high as one in the traditional method was used by
the corporation.

TOM TAT

Tiép cdn khdch hang la yéu té quan trong nhat trong tiép thi, ban hang va
ddac biét la trong th; trieong bat dong san Viét Nam hién nay. Muc dich bai
bdo la nghién ciru moéi lién hé giira nhip sinh hoc va hanh vi cua khdach
hdang tir d6 dé xudt gidi phdp cdi thién, ndng cao hiéu qua tiép can khach
hang trong tiép thi, ban bdr dong san dira trén vmg dung ciia cdc cong cu
phan tich, khai phd diz liéu. Cyu thé, bai bdo tiép cdn 1212 khdach hang qua
dién thogi cd nhdn (gom 862 khach hdang phdn tich, dé xudt gidi phdp va
350 khach hang danh gia gidi phap dé) trong dir dn bat déng san tgi thanh
phé Ho Chi Minh. Két qua cho thdy, yéu té nhip sinh hoc (thoi gian trong
ngay) cua khach hang dnh huong dén hanh vi khach hang theo cdac khung
gio khdc nhau chiém v; tri quan trong nhdt véi 100 diém theo ting nhom
khdach hang. Tir dé, bai bdo d@é xudt gidi phap tiép can khdach hang theo 3
khung thoi gian (9900-10g00, 10g00-11g00 va 14g30-15g30). Két qua
gidi phdp dé xudt nay cotyle tiép cdn khdach hang hiéu qua (25, 72%) tang
gap 2,5 lan tong ty 1¢ tiép cdn khdach hang theo phwong phap truyén thong
trieée do (10,44%).

Trich dan: Nguyén Vin Cuong, 2020. Ung dung ky thuat khai pha dir ligu nghién cau hanh vi khach hang
theo nhip sinh hoc trong tiép thi trén dién ghoai trong du an bat dong san tai Thanh pho Ho Chi
Minh. Tap chi Khoa hoc Truong DPai hoc Can Tho. 56(4D): 198-207.
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1 GIOI THIEU

Khai pha dir liéu va dir liéu 1on dugc ang dung
trong rat nhiéu linh vyc trong xa hoi ngay nay, dac
biét trong nghién ctru phan tich cac hanh vi xa hoi
clia con ngudi. Do véy, nghién cttu vé hanh vi khach
hang trong tiép thi, quang c4o, ban hang ciing khong
ngoai €. Trong do, hanh vi tiéu dung cua khach
hang thuong thay ddi theo nhiéu yéu té khac nhau
nhu: d6 tudi, vai tro xa hoi, so thich, tinh cach, .
(Kotler and Armstrong, 2015). Hanh vi cua con
ngudi hay hanh vi caa khach hang 1a téng hoa cac
hanh vi ban nang ty nhién va hanh vi xa hoi cua con
nguoi. Hanh vi ban nang tu nhién ctia con nguoi
chiu sy chi phd boi cac yéu t tu nhién trong ban
than con nguoi hay chu trinh nhip sinh hoc nhu d¢
tudi (Hofman, 2000; Duffy and Czeisler, 2002), thoi
gian vat ly ban ngay (Roenneberg et al., 2007), viéc
tu quay cua trai dat (Minh Giang, 2017). Hanh vi xa
hoi ctia con nguoi phu thudc vao moi treong Xa hoi
ma con ngudi tiép can. Nghién ctu hanh vi con
ngudi trong tiép thi thi truong chinh la nghién ctru
nhu cau ca nhan, tinh cach cua con nguoi dé dinh
huéng, lea chon cach tiép can khach hang mot cach
hiéu qua hon.

Tiép thi bat dong san noi riéng hay tiép thi hang
hoa noi chung la qua trinh tim cach truyén tai thong
tin vé hang hoa, san pham dén khach hang dé hudng
khach hang tiéu thu san pham ctia minh. Bén canh
do, tiép thi bat dong san (real estate marketing) 1a
loai tiép thi dugc thuc hién trong linh vyuc bét dong
san ma ngudi ban cung cap cac dich vy, san pham
nhim thoa man khach hang dé dat muc tiéu loi
nhuan (Ngé Binh va Nguyén Khanh Trung, 2009;
Kotler and Armstrong, 2015). Céac nghién ctu vé
tiép can khach hang qua dién thoai hay ban hang qua
dién thoai dwoc thuc hién rat nhiéu. Nghién ciru dau
tién phai ké dén la phan tich hanh vi khach hang
nham nang cao lgi nhuan ban hang qua dién thoai
thong minh (Heerden et al., 2017). Trong nghién
ctru nay, hanh vi khach hang sir dung tng dung dat,
mua hang trén dién thoai ctia don vi kinh doanh da
dugc phan tich dé danh gia hanh vi d6 di véi cac
chinh sach quang céo, tiép thi nham tiang hiéu qua
cling nhu loi nhuan trong tiép thi ban hang. Tur do,
chién luoc tiép thi, quang cdo duoc dé xuit dé ting
doanh s6 ban hang. Tiép theo la nghién ctru phan
tich dic diém khach hang va san pham bét dong san
dé @& xuét chinh sach tiép thi va ban bt dong san
hiéu qua (Gajera and Malek, 2018). C4ac nhom nhan
td khach hang (thu nhap khach hang, tudi khach
hang, quy mé gia dinh,...), nhom nhan té bat dong
san (gia, vi tri, chat lugng khu vuc bat dong san,...)
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da duoc nghién ciru dé dé xuat quy trinh tiép thi, ban
hang hiéu qua. Trong tdm ctia nghién cuu la nang
cao hiéu qua tiép can khach hang dwa trén phan tich
hanh vi khach hang dudi tac dong cua cac lgi ich
hang héa bat dong san va quy trinh tiép thi bat dong
san. Ngoai ra, cac nghién ctu hanh vi khach hang
lién quan dén tiép thi ban bat dong san cua cac nhom
tac gia khac gom: Nghién ciu thi truong bat dong
san va cac nhan t6 anh huong dén viéc kinh doanh
bat dong san thong qua nghién ctru dién hinh & Thé
Nhi Ky (Likos et al., 2019). Phuong phép diéu tra
phong van truc tiép thu thap 235 mau ngau nhién dé
phan tich théng ké tim ra cac yéu té anh hudng dén
hanh vi mua bt dong san (gom: nhan t6 vi tri bat
dong san, cdu trac bit dong san, nhén t tién ich xa
hoi xung quanh bat dong san, nhan t6 khu vyc bat
dong san, quang c4o, tai chinh) anh huéng dén hanh
vi mua bat dong san caa khach hang.

Nhin chung, cac nghién ciru vé tiép thi ban hang
(bao gdm ca hang hoa thong thuong va hang hoa bat
dong san) cha yéu tap trung nghién ctu tong thé vé
cac yéu tb hay quy trinh tiép thi, ban bit dong san,
hanh vi khach hang theo lgi ich ma ban than khach
hang nhan duoc theo cac chién luoc tiép thi cua cac
don vi, cong ty phan phdi ban hang. Trong cac
nghién cttu nay, chua cé nghién ciru nao phan tich
hanh vi stir dung dién thoai ca nhan ctia khach hang
do anh huong cua cac dac diém ca nhan, dac biét 1a
nhip sinh hoc dé dua ra giai phap tiép can khach
hang hiéu qua theo nhip sinh hoc caa he. Trong khi
d6, hinh thirc tiép can khach hang qua dién thoai la
hinh thirc tiép can c6 chi phi thap nhit vé thoi gian
va tai chinh (Carr and Worth, 2001). Do d6, muc tiéu
bai bao la nghién ctru hanh vi khach hang theo su
thay doi cua nhip sinh hoc dé nang cao hiéu qua tiép
can ho.

2 PHUONG PHAP NGHIEN CUU
2.1 Dir li¢u nghién ciru

Trong nghién cttu nay, dit liéu dugc st dung dé
nghién cttu gdm hai nhom. Nhém 1 1a dit liéu dung
phan tich danh gi4 phan loai mé hinh cay quyét dinh
dé xac dinh méi twong quan giira hanh vi khach hang
va cac dic diém khach hang. Nhém nay, nghién ctu
st dung 10% dir liéu khach hang dwoc trich xuét
(theo cac diac diém khach hang nhu: nghé nghiép,
tudi, chirc vu cong viéc) tir bo dir liu 8627 khach
hang cua don vi kinh doanh la 863 khach hang. Sau
qua trinh thu thap, 862 thong tin khach hang hop 1€
va 1 thoéng tin khach hang khong hop €. Thong
tin khach hang, sau khi thu thap, duoc sir dung dé
phén tich mé hinh cay phén loai cdy quyét dinh theo
bang 1.
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Bang 1: Théng ké dir li¢u tiép can khach hang qua dién thoai theo khung thai gian

s gen 9g00-  10g00-  11g00-  14g00-  14930-  15g30- 2 Ty 18 tiép
Chi ti¢u 10900 11900 11g30 14930 1530 16900 '°"9  can (%)
Rat hai long 18 14 0 7 16 4 59 6,84
Hai long 7 6 0 4 13 1 31 3,60
Khéng hai long 245 179 7 102 191 48 772 89,56
Téng 270 199 7 113 220 53 862 100,00
Ty 18 tiép can (%) 926 10,05 0,00 973 1318 943 1044

Theo tinh hinh thuc té tai don vi kinh doanh ban
bat dong san va tién do trién khai thuc hién du an
cta chu dau tu du 4n, trong giai doan tiép theo du
an, don vi ban hang da sir dung thong tin cua 350
khach hang (di liéu nay khong bao gom dir liu da
duoc cung cap trong giai doan trudc) dé tiép thi ban
hang qua dién thoai trong giai doan tiép theo cua du
an. Do d6, nhom dit liéu nay dwoc st dung dé dwa
vao Kiém tra, danh gia két qua dé xuat cua giai phap
cua nghién ctu. Cac dir liéu do don vi kinh doanh
bat dong san cung cap chi bao gom cac thong tin co
ban cua khach hang nhu: ho tén, sé dién thoai, nghé
nghiép, chirc vy, tudi hay nam sinh. Trong qua trinh
tiép thi, nhan vién tiép thi diéu tra, phong vén thu
thap thém cac thong tin vé thoi gian thuc hién tiép
thi qua dién thoai ca nhan, mac do hai long cua
khach hang dé phuc vu nghién ciru.

2.2 Phuwong phap nghién ciu

2.2.1 Phirong phdp phan tich, tong hop théng tin

Phuong phap phan tich tong hop duoc sir dung
trong qua trinh xir Iy dit liéu ban dau, trudc khi tién
hanh diéu tra khao sat tiép thi thuyét phuc khach
hang va sau khi thu thap cac thong tin khao sat, téng
hop chon loc thong tin phuc vu chay mo hinh phan
loai dit liéu cay quyét dinh. Pi véi dit liu ban dau
duoc cung cap bai don vi kinh doanh bat dong san,
dir lidu chi bao gom céc thong tin co ban sb dién
thoali, ho va tén khach hang, tudi hay nam sinh, nghé
nghiép, chuc vu cong viéc caa khach hang. Trong
khi d6, muc tiéu ctia nghién ciru la tim hiéu Sy tuong
guan cua cac dac diém khach hang anh huéng dén
hanh vi caa khach hang va quan trong nhat la anh
hudng cuaa gid sinh hoc cua khach hang dén hanh vi
cua khach hang trong viéc sir dung dién thoai ca
nhan. Vi vay, dit liéu dugc chon loc va phén tich
theo hai nhom dic diém khach hang gdm: nhom dic
diém sinh hoc khach hang va nhom dic diém xa hoi
cua khach hang.

Trong d6, nhém dir liéu vé dic diém sinh hoc ca
nhan cuia khach hang gom d6 tudi khach hang va
thoi gian sinh hoc cua khach hang. Pau tién 1a dic
diém vé tudi khach hang dugc nghién ciru trong do
tudi tir 26 dén 64 tudi. DI voi do tudi nay, phan Ién
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khach hang la nguoi da c6 kha nang tu chu vé tai
chinh va ciing ¢6 nhu cau cao vé nha & cho ban than
hodc cho ngudi than cia minh. Tuy nhién, déc dlem
sinh hoc ty nhién, trong d6 tudi nay cé su thay doi
theo thoi gian va hinh thanh cac nhom tudi cé su anh
huong khac nhau dén hanh vi caa ho. Theo Mill et
al. (2009), do tudi nay nén dwoc phan chia thanh cac
nhém nhu: nhé hon hodc bang 30 tudi, tir 31- 40, tir
41-50, tir 51-60 va trén 60 tudi. Thir hai, dbi véi thoi
gian sinh hoc, nhip sinh hoc hay dong hé sinh hoc
ctia khach hang thay ddi theo thoi gian trong ngay
(Minh Giang, 2017) tir d6 anh huéng dén tam sinh
Iy con ngudi va hanh vi, théi quen ctua con nguoi
cling thay doi theo (Cardinali, 2000). Bén canh do,
theo kinh nghiém thuc té tai don vi kinh doanh bét
dong san tai thi truong thanh phé H6 Chi Minh,
nghién ciru cac khung gid sinh hoc cua khach hang
gdém: 9900 — 10g00, 10900 — 11g00, 11900 — 11g30,
14900 — 14930, 14930 — 15930 va 15g30 — 16g00.

Déi v6i nhom dic diém vé dic diém xa hoi cua
khach hang, nghién ciru quan tam dén linh vuc hay
nghé nghiép khach hang va chirc vu xa hoi trong
cong viéc cua khach hang. Trong do6, linh vuc lam
viéc cin ctr theo thong tin diéu tra thuc té, nghién
ctru phan tich cac linh vuc (LinhVuc) gém: Dich vu
tiéu dung (DichVuTieuDung) , hanh chinh
(HanhChinh), Y té (Yte), tai chinh (TaiChinh).
Ngoai ra, ddi véi dic diém vé chic vu nghé nghiép
(ChucVu) cua khach hang, nghién ciru cén cur vao
thong tin thyc té thu thap va kinh nghiém thuc té cua
don vi kinh doanh bét dong san dé chon cac nhom
gom: giam déc (GiamDoc), truong Phong
(TruongPhong), nhan vién (NhanVien), chu hd kinh
doanh (ChuHoKD).

Bén canh d6, dé nghién ctru hanh vi khach hang
va thai do cua khach hang trong qua trinh tiép thi
qua dién thoai clia nhan vién tiép thi, cac thong tin
vé khach hang duoc danh gia dinh tinh theo kinh
nghiém ctia nhan vién tiép thi da duoc tap huin boi
don vi kinh doanh, két hop vai cac thai do, 4m luong
161 noi, ndi dung trao doi, thoi gian nhan cudc goi
ciing nhu thoi gian giao tiép giira khach hang va
nhan vién tiép thi (Wiseman and Mcdonald, 1979).
Trong d6, Mitc d6 hai long cia khach hang (MDHL)
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dugc phéan chia thanh cac mic d§ sau: khoéng hai
long dbi vai cac cude goi khong nhan cudc goi, nhan
cudc goi nhung khéng nghe may, nhan cudc goi va
tra loi dang ban khong tiép tuc noi chuyén, nhan
cudc goi va bao goi lai sau, .... Va nhan cuoc goi
duai 1 phit va thai do khong tich cuc. Mac do khach
hang hai long la cac cugc goi dugc khach hang nhan
va tra 161 véi thai do tich cuc, ¢6 hen lién lac lai dé
biét thém thong tin nhung cudc néi chuyén khong
qua 4 phat va nhén vién tiép thi chua truyén tai hét
noi dung théng tin san phdm dén khach hang. Mirc
d6 khach hang rat hai long la cudc goi cua cac khach
hang cé thai do tich cuc (thé hién ngén tir, cam xac,
am lugng caa loi noi) khi khach hang nhan duoc hét
cac thong tin vé san pham bat dong san tiép thi va
thé hién thanh y, muén quan tim va tiép can san
pham nhu hen xem tham quan dy an, hen giri san
pham bang hinh anh, tai liéu qua cac hinh thic lién
lac khac (nhu: zalo, facebook, email, ...) va cung
cép thém céc thong tin ca nhan cia khach hang (c6
thé cung cap lai mot sé thong tin ca nhan dé xac
minh lai thong tin ma nhan vién tiép thi da duoc don
vi quan Iy cung cap.
2.2.2  Phuwong phdp diéu tra khao sdt qua dién

thoai

Trong nghién ciru nay, dir liéu khach hang dugc
cung cip dé tiép thi qua dién thoai gdm cac thong
tin co ban cua 862 khach hang. Nhan vién tiép thi
tién hanh phan loai theo kinh nghiém ban than va
cac ddng nghiép khac trudc khi tién hanh goi dién
dé thuyét phuc khach hang va ghi lai cac thong tin
can thiét vé hanh vi khach hang khi tiép thi san pham
du an. Thoi gian khao sat diéu tra tiép thi bat dong
san duogc thyc hién theo kinh nghiém truyén thng
cua don vi kinh doanh bat dong san va nhan vién
tiép thi tir 9900-11930 va tir 14g00-16g00 mdi ngay.
Trong qua trinh goi duoc thuc hién lan luot theo thir
tu danh sach khach hang da duoc don vi kinh doanh
bat dong san cung cip. Bdng thai, két qua cua qua
trinh tiép thi dugc nhan vién tiép thi luu lai thong tin
dé phuc vu phan tich cho nghién ciru.

Ngoai ra, sau khi phén tich dé xuét giai phap tiép
can khach hang, nhan vién tiép thi tiép tuc sir dung
danh sach cuaa 350 khach hang (danh sach nay duoc
cung cap tir bo dit liéu cua don vi kinh doanh bét
d6ng san va khong bao gém dix liéu trong danh sach
862 khach hang) dé thuc hién tiép can qua dién thoai
ca nhén cua khach hang theo khung thoi gian dé xuat
tir két qua khai pha dir liéu bang cay quyét dinh tir
9900-11900 va tir 14930 — 15930 mbi ngay. Cac két
quéa cua qua trinh khao sat, tiép thi ban hang dwoc
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luu lai phuc vu cho muc dich phén tich danh gia hiéu
qua giai phap dé xuat.

Céc thong tin diéu tra b6 sung cho dit ligu nghién
ctru gom: thong tin thoi gian thuc hién cudc goi tiép
thi khach hang va thong tin do Iuvong mtc do hai
long cua khach hang. Trong d6, thong tin vé thoi
gian thuc hién goi dién tiép thi khach hang duoc ghi
nhan theo thoi gian nhan vién tiép thi tién hanh tiép
can khach hang thyc té. Bén canh do, thong tin do
luong su hai long cua khach hang mang dinh tinh
dugc thu thap dua trén viec tiép xac giao tiép gitra
khach hang va nhan vién tiép thi theo thoi gian thyc
hién cudc goi, thai dg, tinh cam cua khach hang, ...

2.2.3 Kbhai phd dir ligu (data mining) va phdn
logi cdy quyét dinh (decision tree classification)

Khai pha dir li€u 1a mdt tién trinh st dung céc
cong cu phan tich dit liéu khac nhau dé kham phé ra
cac miu dudi nhiéu goc d6 khac nhau nham phat
hién ra cac mbi quan h¢ giira cac dir kién, déi tuong
bén trong co s& dit liéu, két qua cua viée khai pha 1a
xéc dinh cac mau hay cic mo hinh dang ton tai bén
trong, nhung chung nam an khuit ¢ cac co so dir
liéu. Sau d6, st dung cac thuat toan dé rat trich ra
dugc cac mau, cic md hinh hay cac thong tin va tri
thure tlr cac co s¢ dit liéu (Fayyad et al.,1996; Kotler
and Armstrong, 2015). Cac ky thuat dung khai pha
dir liéu gdbm phan loai cay quyét dinh, may hoc, tri
tué nhan tao, théng ké hdi quy, giai thuat di truyén,

.. Trong d6, phan loai cdy quyét 1a ky thuat duoc
st dung kha phé bién trong qua trinh khai pha di
liéu.

Cay quyét dinh c6 cau trac gom 1 goc (root
node) gdm toan bo dit liéu cua 862 khach hang chia
thanh cac nat trong theo ting tang thong tin dic
diém cua khach hang (internal node) va chia cac nut
I4 (Leaf node) la cac thong tin dic diém khach hang
cudi cung, cac thudc tinh trong cay quyét dinh duoc
phan loai theo dang nhi phan. Trong do6, nut géc la
diém bit dau cua cay quyét dinh, mdi nut trong biéu
din mot thudc tinh cua cay quyét dinh, nhanh
(branch) biéu dién gia tri co thé co cua cay quyét
dinh, mdi nut 14 (leaf node) biéu dién cac 16p quyét
dinh (minh hoa cay quyét dinh ctiia qua trinh nghién
ctru Hinh 1).

Cay quyét dinh duoc sir dung dé chia lién tiép
mot tap dir liéu 16n thanh cac tap con nho bé'mg cach
ap dung mot chudi cac thuat todn. Vi moi phép chia
lién tiép, cac tap con thu duogc trong tap ket qua s€
ngdy cang giong nhau. Déi voi cay quyet dinh, tai
moi nit, mot thude tinh s&€ duoc chonra dé phan tach
tap mau thanh nhitng 16p khac nhau nhiéu nhét c6
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thé. Cac thudc tinh tham gia vao qua trinh phan 16p gian, khong qua phirc tap, dé tiép can va minh bach.

thong thuong c6 gid tri kiéu lién tuc hay con goi la Bén canh do, thut toan nay con co thé giup phén
kiéu sQ va ki€u roi rac hay con goi 1a kiéu phéan loai loai do6i twong theo nhiéu nhom, nhiég bién khac
(Nguyén Hitu Cuong, 2018). nhau va ap dung linh hoat cho cac bién dinh tinh

nhu: linh vuc cong viéc, chic vu nghé nghiép va

Thuat toan phan loai cay quyét dinh ¢ nhiéu uu bién mite @ hai long caa khach hang.

diém so véi nhiéu thuat toan khac 1a truc quan, don

Khéch hang

SL:862
ChucVu
GiamDoc...
SL: 488
DoTuoi LinhVuc

v v
=61, 41-50 HanhChinh Yte,...
SL: 100 SL: 111 SL: 377

Hinh 1: Minh hga mé hinh cdy quyét dinh trong phan loai théng tin khach hang

2.2.4 Ung dung phan mém phdn tich théng ké qua phan loai. Cu thé, trong nghién ctu nay, Dtreg
Dtreg danh gia dac diém ca nhan cua 862 khach hang dugc
tiép can qua dién thoai c4 nhan va phan tich cac dac
diém cuia khach hang d6 theo timg mirc d6 hai long
cua khach hang.

Dtreg la phan mém cung cap nhiéu cong cu phan
tich thong ké du bao manh mé va dugc st dung rong
rai trong nghién ctru cling nhu trong tng dung. Cac

cong cu sir dung cac thuat toan hoc khac nhau gom: 2.3 Quy trinh thuc hién

hoi quy logistic (logistic regress,ion), mang than Qua trinh thuc hién nghién ctru duoc tién hanh
kinh (neural networks), cdy quyet dinh (decision tr bo dix liéu khach hang. Sau do, dit liéu dugc phan
trees), TreeBoost, ring quyet dinh (decision tree tich danh gia cac thong tin co ban can thiét phuc vu
forests), hoi quy may ho tro (support vector — chonghién ctru va tién hanh thyc hién tiép can khach
machlnes),_ giai thuat di truyén. (gene expression hang theo phuong phap truyén théng dua trén kinh
programming), K-Means clustering, ... Ngoai ra,  pghigm caa cac nhan vién tiép thi ciing nhu kién
Dtreg con cho phép phan tich, xdy dung mo hinhdu thye tich Ity cua don vi kinh doanh. Tiép theo,
bao dit ligu c6 giam sat va khong giam sat. Bén canh nghién ctru tién hanh cap nhat cac thong tin vé mirc
do, Dtreg phan tich gid tri va choramotmo hinh chi 46 haj long khach hang thong qua céc nhan vién tiép
cach t6t nhat dé du doan gia tri cua bicn két qua dua thi dé phan tich thong tin, tdng hop dé xuét giai phap
trén gid tri cua bién dy bao. Dac biét, Dtreg co kha  tjép can khach hang. Cuéi cing, nghién cttu sir dung
nang nhan bict cac gia tri dinh tinh cho cac bién (vi g ligu cua 350 khach hang dé phan tich danh gia
du: “rat hai long”, “hai long”, “khong hai long”, ...) hiéu qua tiép thi ban hang theo giai phap dé xuét
va xac dinh tdm quan trong (mutrc d6 anh huéng) moi (Hinh 2).

bién du bao dén bién két qua ciing nhu danh gia két
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Chudn bi >

Thu thép thong tin

# -

1
1
X Iy thong tin ;i
1
\

Phén tich mé hinh

cay quyét dinh

Dé xuit giai phép

§ J
— :
banh gia hiéu qua '
gial phap

_________________

- Phan tich, thng hep két qua mé hinh phan loai
- Pé xuat giai phap tiép cin khiach hang

| - Chon dir ligu khich hang '
- Lap ke hoach tiep thi theo giai phap dé xuat

i - Panh gia, so sinh két qua giai phap dé xudit
\

1 \
- Dir li¢u khach hf‘gng ban dau !
- Lva chon cac bi¢n phén tich !
- Xéc dinh thong tin thu thap !

7 A .

)
- Phén loai, dénh gia thong tin !
- Chon loc théng tin !
- Téng hop théng tin !

(T e !
p! -Phin loai thong tin cay quyct dinh Dtreg .
! - M& hinh phén loai ciy quyét dinh '

___________________________________

Hinh 2: Quy trinh tién hanh nghién citu hanh vi khach hang bat dong san bing cay quyét dinh

3 KET QUA VA THAO LUAN

3.1 M0 hinh phén loai ciy quyét dinh phan
nhém cac dic diém &ng véi hanh vi caa khach
hang

Sau khi thu thap ddy du cac thong tin vao dit liéu
cua khach hang. Thong tin dugc danh gia, phan loai,
chon loc dugc 862 khach hang dé phuc vu chay mé
hinh phan loai cdy quyét dinh. Can ctr vao thong tin
ban dau, thong tin da thu thap trong qua trinh diéu
tra phong van tiép can khach hang dé tiép thi bat
dong san tai muc 2.2.1 tién hanh phan tich cac bién
du bao va bién muyc tiéu. Trong do, bién du bao
(predictor) gdbm: thoi gian (ThoiGianSH), d6 tudi
(DoTuoi), linh vgc (LinhVuc), chic vy (ChucVu).
Bién muc tiéu (target): mirc do hai long caa khach
hang (MDHL).

Sau khi sir dung phan mém Dtreg dé phan tich
dir liéu bang cay quyét dinh, mé hinh ciy quyét dinh
duogc xay gdom 10 ting, 49 nhom phan chia va 41 nit
l4. Két qua phan tich dugc danh gia thong qua sai s6
chuan va tam quan trong cac bién ciia mo hinh.
Trong d6, sai s6 chuan cia mé hinh 14 0,0719 va tam
quan trong cua cac bién du bao ciia md hinh duoc
thé hién thong qua Bang 2. Cu thé, yéu t6 thoi gian
sinh hoc cua khach hang dong vai tro quan trong
nhét trong hanh vi tiép nhan thong tin vé bat dong
san caa cac cudc tiép thi, tiép theo sau do 1a cac yéu
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t6 nhu chirc vu xa hoi cua khach hang, do tudi khach
hang va linh vuc xa hoi ma khach hang tham gia. Do
d6, nghién ctru huéng dén viéc hd tro cac nhan vién
tiép thi, quang c4o lua chon khung thoi gian thich
hop nhat trong ngay dé tiép can khach hang ma
khach hang cam thiy hai long nhat.

Biang 2: Két qua phan tich tim quan trong cac

bién theo md hinh

STT Bién trong mé hinh
Thai gian sinh hoc

Tam quan trong

L (ThoiGiansH) 100,000
2 Chuc vu (ChucVu) 81,157
3 Doi tudi (DoTuoi) 77,117
4 Linh vuc (LinhVuc) 37,686

Cay quyét dinh duoc phan chia theo cac dic
diém nhip sinh hoc caa khach hang bat dong san
cling nhu cac dic diém xa hoi cia ho (mot nhanh
cdy quyét dinh duoc thé hién trong Hinh 3). Tir o,
kha ning tiép can khach hang theo timg dic diém
duogc thé hién dé huéng dén viéc dinh hudéng hanh
vi cta khach hang mot cach hiéu qua hon.

Dua vao két qua phan loai cay quyét dinh, xac
dinh mirc d6 hai long cua khach hang theo tirng déi
tuong, theo dic diém caa khach hang tai mi khoang
thoi gian tiép can khach hang dugc phan tich theo
ting nut 14 (Leaf node) cua so dd cay quyét dinh.
Sau d6, nghién ctru tong hop theo ting khung thoi
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gian vé két qua phan tich kha nang tiép can cua ting 60 lam viéc trong linh vuyc tai chinh do ho it ¢6 théi
dic diém ca nhan qua dién thoai di dong dwoc thé quen st dung dién thoai ¢4 nhén ciing nhu ho can
hién trong Bang 3. Trong d6, nhom nganh nghé kho tap trung cho cong viéc, nhitng khach hang nay nén
tiép can nhat la y té (bac si, y ta,...), linh vuc hanh tiép can bang phuong phap khac nhu: giri tin nhan,
chinh ddi voi cac lanh dao tré do tudi 21-40 tudi gui mail, hoic quang cao qua cac phuong tién khac
cling nhu nhan vién lau nam 51-60 tudi, linh vuc dé ho chu dong tiép can.

dich vu tiéu ding, nhan vién va lanh dao 16n tudi 41-

\ Node B
| ThoiGianSH = {14g00-14g30,
‘ 14g30-15g30}

N =92 ‘ -
| MDHL = hi
‘ Misclassification = 80.22%
Node 8 ( Node 9
| ThoiGianSH = 14g30-15g30 ThoiGianSH = 14g00-14g30
N = 58 N = 38
MDHL = hl 1 MDHL = rhl —
Misclassification = 83.28% Misclassification = 83.33% ‘
[Node 14 | [Node 15
DoTuoi = 31 - 40 DoTuoi = {21 - 30, 51 - B0}
| N =27 N=38
FMDHL = hl MDHL = rhi
Misclassification = 858.88% Misclassification = 77.78%

Hinh 3: Mgt nhanh ciy quyét dinh danh gia mirc d9 hai long ciia khach hang qua cudc goi dién thoai
Két qua khung thoi gian co kha ning tiép can va 14g30-15g30, day la khung thoi gian khach hang

khach hang bat dong san thap nhit la 11g00-11g30. dang tap trung cong viéc va chd cac cude dién thoai
Day c6 thé la thoi gian khach hang dang tap trung dé xir Iy cac van dé phat sinh. Ngoai ra, cac khung
hoan thién cong viéc caa budi sang dé chuan bi nghi thoi gian khac tiy theo tinh cach ca nhan hay nhip
trua nén khong mudn bi lam phién. Vi vay, han ché sinh hoc ¢4 nhan va tinh chit cong viéc xa hoi khac
tiép can khach hang vao khung thoi gian nay. Bén nhau nén phan tng cia mdi ca nhan khi tiép nhan

canh do, khung thoi gian tiép can khach hang tot thong tin lién quan dén bat dong san duoc tiép thi co
nhat la 3 khung thoi gian 9900-10g00, 10g00-11g00 su thay d6i khac nhau Bang 3.
Bing 3: Két qua vé kha niing tiép can theo cac dic diém khach hang

Thoi gian
9g00- 10g00- 11g00- 149g00-  14g30- 15g30-
10g00 11900 11930 14930 15930 16900

Do

Linh vuc Chirc vu 2.
: : tuoi

DichVuTieuDung ChuHoKD 21-30 K T K T T T
DichVuTieuDung ChuHoKD 31-40 T T K T T T
DichVuTieuDung ChuHoKD 41-50 T T K T T
DichVuTieuDung ChuHoKD 51-60 T K T T K
DichVuTieuDung ChuHoKD >61 K T K T T
DichVuTieuDung NhanVien 21-30 K K K K
DichVuTieuDung NhanVien 31-40 K T K B K
DichVuTieuDung NhanVien 41-50 K K K K
DichVuTieuDung NhanVien 51-60 K K

DichVuTieuDung GiamDoc 21-30 K K K K
DichVuTieuDung GiamDoc 31-40 K K K K
DichVuTieuDung GiamDoc 41-50 K K K K
HanhChinh NhanVien 21-30 K K K T
HanhChinh NhanVien 31-40 TB T T T K
HanhChinh NhanVien 41-50 K K K T
HanhChinh NhanVien 51-60 K K K K
HanhChinh GiamDoc 21-30 K K K K
HanhChinh GiamDoc 31-40 K K K K
HanhChinh GiamDoc 41-50 T T T T T
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Do Thoi gian
Linh vuc Chirc vu tudi 9g00- 10g00- 11g00- 149g00-  14g30- 15g30-
10g00 11g00  11g30 14930 15930 16900
HanhChinh GiamDoc 51-60 K K K K
HanhChinh TruongPhong 21-30 K K K K
HanhChinh TruongPhong 31-40 K K K K
HanhChinh TruongPhong 41-50 T T T T T
HanhChinh TruongPhong 51-60 K K K K
HangTieuDung NhanVien 21-30 K K
HangTieuDung NhanVien 31-40 K K K K
HangTieuDung NhanVien 41-50 K K K
HangTieuDung, TruongPhong 21-30 TB B
HangTieuDung, TruongPhong 31-40 TB B
Yte NhanVien 21-30 K K K K
Yte NhanVien 31-40 K K
Yte NhanVien 41-50 K
Yte TruongPhong 21-30 TB B K K
Yte TruongPhong 31-40 TB TB K K
TaiChinh NhanVien 21-30 K K K K
TaiChinh NhanVien 31-40 TB T K K K K
TaiChinh NhanVien 41-50 K K K K K
TaiChinh NhanVien 51-60 K
TaiChinh GiamDoc 21-30 TB B
TaiChinh GiamDoc 31-40 TB B
TaiChinh GiamDoc 41-50 K K K
TaiChinh GiamDoc 51-60 K
TaiChinh TruongPhong 21-30 TB B K K K
TaiChinh TruongPhong 31-40 TB B K K K
TaiChinh TruongPhong 41-50 K K K K K K
TaiChinh TruongPhong 51-60 K K
- T: Thoi diém tiép cdn khach hang tét; - TB: Thoi diém tiép cdn khach hang mazc trung binh
- K: Thoi diém khéng nén tiép cdn khdach hang.
Tir két qua phan tich cac khung thoi gian theo dugc phan ra theo cac muc: kha ning tiép can khach
ting dic diém khach hang riéng biét Bang 3, khung hang t6t (T4t), trung binh (Trung binh) va khong nén
thoi gian tong hop tat ca cac nhom khach hang véi tiép can (Khong). Khung thoi gian ma ty I8¢ tiép can

muc tiép can duoc d& xuét trong Bang 4. Trong do, cac nhom khach hang cao nhét la 14g30-15930.

kha nang tiép can khach hang theo ting khung gio
Bang 4: Két qua téng hop thoi diém tiép can theo cac nhém khach hang

Thoi gian Tot Trung binh Khéng Ty 18 tiép can (%)
(1) (2) 3) (4 (5)=(2+3)/(2+3+4)
9g00-10g00 5 10 30 33,33
10g00-11g00 9 8 27 38,64
11g00-11g30 0 0 4 00,00
14g00-14930 6 0 33 15,38
14g30-15g30 10 1 18 37,93
15930-16g00 6 0 17 26,09
3.2 D& xuit giai phap tiép thi bAt dong san ndy de xuat giai cac phap cho vigc tiep thi bat dong
qua dién thoai theo nhip sinh hoc khach hang san qua dién thoai ¢4 nhan cua don vi kinh doanh
) ) tiép thi bat dong san nhu sau:
Tur két qua phan tich tai Bang 4, két hop véi tinh , o L
hinh thuc té tai don vi kinh doanh tiép thi bat dong Thir nhat, thoi gian khong nén tiep thi bat dong
san va khu vuc th truong nghién ctu, nghién cu 54N 11900 — 11930 vi thoi gian nay ket qua phan tich
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kha nang tiép can khach hang 1a 0,00%. Diéu nay cé
thé duoc ly giai la do day 1a khoang thoi gian cubi
gid lam viéc budi sang, khach hang mudn tap trung
hoan thanh cong viéc ca nhan dé chuan bi cho viéc
nghi ngoi budi trua nén ho khong c6 tam Iy thoai
mai dé tiép nhan cac cudc goi dién thoai.

Thir hai, khung thoi gian han ché tiép thi bat
dong san do hiéu qua tiép can khach hang khong cao
(dudi 30%). Khung thoi gian nay gom thoi gian
14900 — 14g30 va 15g30 — 16g00.

Cuébi cung, khung thoi gian nén tap trung tiép thi
qua dién thoai vao 3 khung gio 9g00-10g00, 10g00-
11900 va 14g30-15930 vai ty Ié tiép can dat trén
30% cho mdi khung gio. Khung thoi gian nay, kha
nang tiép can thanh cong la cao nhit.

Tdp 56, S¢ 4D (2020): 198-207

3.3 Két qua thir nghi¢m, danh gia giai phap
dé xuit

Dua vao giai phap dé xuat trong muc 3.2, két hop
tinh hinh thuc té tai don vi kinh doanh bat dong san,
tiép hanh lya chon tiép can 350 khach hang cho 3
khung thoi gian co kha nang tiép can khach hang cao
nhit la 9g00-10g00, 10g00-11g00 va 14g30-15g30.
Tir Bang 5, két qua tiép can khach hang cao nhat la
khung gio 14930-15g30 voi tong sé lwong khach
hang duoc tiép thi 1a 96 khach hang. Trong dé, 27
khach hang duoc tiép can cam thay rét hai long (rat
hai long), 4 khach hang hai long (hai long) va 65
khach hang khong hai long, véi ty 1¢ 32,29%. Tong
ty 1& tiép can cua toan bo 350 khach hang dat
25,72%.

Bing 5: Théng ké két qua tiép can khach hang theo giai phap dé xuit

o RAt hai long Hai long Khéng hai long ik
Thoi gian (khach hang) (khach hang) (khach hang) 1V 1€ tiep can (%)
() @) @3) @ (5)=(2+3)/(2+3+4)
9900-10g00 20 17 147 20,11
10900-11g00 12 10 48 31,43
1430-15g30 27 04 65 32,29
Tong 59 31 260 25,72

Két qua so sanh hiéu qua cua phuong phap tiép
can khach hang theo truyén thong cua don vi kinh
doanh ban bat dong san va giai phap dé xuit cua
nghién ctru dugc thé hién trong Bang 6. Trong do,
két qua thong ké két qua tiép can khach hang theo
truyén thong cua don vi kinh doanh dugc tong hop
tir Bang 1 s6 lwong khach hang duoc tiép can & muc

rat hai long 1a 59, s lugng khach hang duoc tiép can
& muc hai long la 31 cho 6 khung thoi gian (9g00-
10g00, 10g00-11g00, 119g00-11g30, 14g00-14g30,
14930-15930 va 15g30-16g00). Trong khi do, 6
lrgng khach hang dugc tiép can theo giai phap dé
xuat chi tap trung vao 3 khung thoi gian (9900-
10900, 10g00-11g00 va 14g30-15g30) duogc tong
hop tir Bang 5.

Bang 6: So sanh két qua tiép can khach hang theo truyén théng va theo dé xuit

Két qua tiép can khach hang
theo truyén thong

K#ét qua tiép can khach hang

theo giai phap dé xuit Ty 1é chénh

Chi tiéu S8 lwong Ty 16 56 luong TV 18 léch (%)
(khach hang) (%)  (khich hang) (%)

R&t hai long 59 6.84 59 16,86 10,01

Hai long 31 3,60 31 8.86 5.26

Khong hai long 772 89,56 260 74,29 15,27

Tang 862 100,00 350 100,00 00,00

Bang 6 thé hién rd két qua tiép can khach hang
theo giai phap dé xuit Bang 5 c6 su cai thién rat rd
rét vai so voi cach tiép can khach hang theo cach
truyén théng Bang 1 ma don vi tiép thi tiép thi ban
bat dong san da thyc hién trude d6. Cu thé, ty 1¢ hai
long va rat hai long cua tit ca cac nhom khach hang
duoc tiép can theo giai phap dé xuét ting gip 2,5 lan
S0 Véi tiép can theo cach truyén thong cia don vi
kinh doanh bat dong san (ting thém 15,27%: tiép
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can khach hang theo cach truyén théng caa don vi
kinh doanh bt dong san 1a 10,44% cho khach hang
rat hai long hai long ddi véi tiép can theo giai phap
dé xuit cua nghién ctru la 25,72%). Trong do, ty &
khach hang bat dong san duoc tiép can cam thay rat
hai long va hai long déu tang. Tuy nhién, day chi la
c4c tiép can cua don vi kinh doanh bat dong san theo
nhom chung cua cac khach hang ma chua chia cu
thé theo timg dic diém riéng biét cua khach hang.
Néu duge phan chi cu thé theo tung dac diém ca
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nhan chi tiét, ty 18 tiép can khach hang con c6 thé
tang cao hon.

4 KET LUAN

Thong qua két qua phan tich dir liéu 862 khach
hang bang mo hinh cay quyét dinh, bai bao da co
ban dua ra méi trong quan giita cac dac diém khach
hang va hanh vi ciia ho trong du an bat dong san tai
thanh phd H6 Chi Minh. Tir d6, nghién ciru da dé
XUt giai phap tiép thi bat dong san theo nhip sinh
hoc khach hang. Két qua thur nghiém giai phap nay
véi 350 khach hang trong 3 khung gio sinh hoc cua
ho cho thay hiéu qua tiép thi da cai thién rd rét va
ning cao so voi kha nang tiép can khach hang so
sanh véi cach tiép can khach hang truyén thong cua
don vi kinh doanh bat dong san. Cu thé, ty Ié tong
thé vé kha nang tiép can khach hang tich cuc (khach
hang hai long va rat hai long) cua thir nghiém la
25,72%, tang gap 2,5 lan so véi tong ty 1¢ twong ting
ctia phuong phap tiép can khach hang truyén thong
la 10,44%. Tir két qua nghién ctiu nay, cac ham y
duoc dé xuat:

Thir nhat, nghién ctru mé ra huéng tiép can méi
vé tiép thi bat dong san bang dién thoai ca nhan
théng qua phan tich hanh vi khach hang theo nhip
sinh hoc cua ho. Tir d6, méi quan hé gitra khach
hang va nhan vién tiép thi ban hang s& dwoc cai thién
t5t hon.

Thir hai, ndng cao nhan thirc ctia cac don vi kinh
doanh tiép thi bit dong san ciing nhu mot s linh virc
khac, viéc phan tich hanh vi khach hang dé lap ké
hoach tiép thi qua dién thoai c4 nhan mot cach hiéu
qua la can thiét nham tranh thyuc hién tran lan gay tic
ché cho cac khach hang cua ho.

Tht ba, khach hang dugc cham séc chu dao va
duoc cung cip day du thong tin bit dong san ciing
nhu giam chi phi thoi gian khi phai ty tim kiém san
pham.

Tuy nhién, nghién ctru nay chi gigi han trong
pham vi mot du an vai s6 lugng khach hang han ché
nén nghién ctru nay chua thé mang tinh khai quat
tong thé cac khach hang va nhom khach hang khac
nhau. Do d6, nghién cttu can dugc ma rong ¢ nhiéu
nhom khach hang va cac khu vuc thi truong khac
nhau dé c6 cai danh gia toan dién, tong thé va hoan
thién hon khi tng dung vao thuc té thi truong bét
dong san.
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