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I. KHAI NIEM CO BAN

é?Nghlen ciru Marketing: qua trinh thu thap & phan tich co
muc dich & hé thong nhu’ng thong tin lien quan dén viéc
xac dinh hodc dua ra giai phap cho cac van dé lién quan
dén linh vuc marketing.

* Tinh hé thong: dit li€u dugc thu thap & phan tich logic;
khach quan - két qua nghién ctru phan anh ding thuc tai.

¢ Nghién ctru phai dat dugc nhitng muc tieu dinh truoc -
trude khi nghién ciru, phai xac dinh muc tiéu, 1ap ké
hoach nghién ctru, lwa chon phuong phap thu thap dir
liéu... nham tranh 13ng phi do viéc nghién ctru thiéu tap
trung, dan trai trén nhiéu chu de.
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HOAT DONG NGHIEN CcU’U
MARKETING

Nghién ctru co’ ban Nghién ctru trng dung

La nghién clru dé& phét trién, mé réng Vi du:

kién thirc n6i chung hodc cho mét 1.Nghién ctru phan khuc thi trrong
nganh nao dé néi riéng; tim hiéu 2.Nghién ctru san pham

nhirng quy luat cta tw nhién hay 3.Nghién ctru gia san pham
nghién ctu moét ly thuyét da dwoc 4.Nghién ctru khuyén mai

céng nhan véi muc dich phat trién 5.Nghién ciru phan phéi san pham
kién thirc mai.
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Hoat dong nghién ctru

MUC TIEU NGHIEN CUU MARKETING:

+

- Nhan dién va xac dinh van deé
- M0 ta van dé da dudc xac dinh
- Phat hién moi quan hé giira cac bién so6 trong

van dé nghién ciru dé dé ra giai phap giai quyét.

NGHIEN CUU
THAM DO

- xac dinh hoac nhan
dién van dé

- thudng su’ dung trong
gia doan dau cua tién
trinh nghién ctu

- thuGng su’ dung dir
lieu th(r cap
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NGHIEN CUU
MO TA

- M6 ta nhitng dac diém
lién quan dén van dé

- giup ngudi tién hanh
xac dinh quy mo6 cudc
ng/cuu

- d{r liéu th( cap, sc cap,
cac mo hinh gia dinh
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NGHIEN CUU
NHAN QUA

- nham phat hién mai
quan hé nhan qua

- vGi muc tiéu tim ra giai
phap giai quyét van dé

- moO hinh phan tich gia
dinh hoac mo hinh thuc
nghiém




~|~ @ Nghién ctru co ban:

¢ MO0 rong ranh gi61 kién thie.

+ Két qua dugc cong bd cong khai.

@ Nghién ciru wing dung:
+ Giai quyét van dé cu thé, dic biét hay dé dua ra quyét dinh
cho van dé cu thé
¢ Nghién ctru Marketing la nghi€n ctru itng dung,
¢ Tro giap cac nha quan tr1 nhan dién van dé hoic dua ra
gid1 phap trong linh vuc marketing.
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Phan loa1 Nghién ctru Marketing

+Nghién curu tham do:
® Muc tiéu: x4c dinh hodc nhan dién van deé.
® Thu thap va quan sat — st dung cac chuyén gia —> phan tich
gia dinh —> tong hop va xac dinh van de.

@ Nghién ciru mo ta:
® M5 ta van dé.
® Thu thap dir li€u so cap va thir cap.

@ Nghién ciru nhan qua:
® Nham phat hi€én moi lién hé nhan-qua cua vdé nghién ctru
® Dicu kién:

= ¢6 bang chu’ng vé moi quan hé nhan - qua.

= bang chimg vé tac nhan di trudc két qua.i
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Ung dung cua Nghién ctru Marketing

+

Nghién cwru Thi truong:
+ Tiém ning thvong mai

+ Céac nhan t6 anh huéng dén
su bién dong cua thi trudong

Nghién ciru khach hang:
¢ Quan diém, thi hiéu, thai do
¢ Tién trinh mua, hanh vi cua khach hang

+ Pong co mua hang, 1y do thuc ddy mua
hang, nhan hi¢u..
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+

Ung dung

Nghién ciru san pham:

¢ Cach st dung, tap quan, su ua
chudng

¢ Tim hiéu su khac bi€t, 11 thé so
vO1 san pham canh tranh

Nghién ctru phan phoi:

Phan tich hé thong phan phdi hién c6
Kénh phan phoi, cac loai trung gian
Phuong thtrc phan phoi

Phan tich dac diém ban hang theo dia
ban, san pham, nhan vién

*
*
*
*
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Ung dung

+

Nghién ciru quang cao:
¢ Mirc d§ dat muc tiéu quang cao
¢ Tac dong dén khach hang: thai d§, nhan thirc, tinh cam
¢ Phuong tién quang cao

Nghién ciru canh tranh:

* Muc tiéu, chién lugc cua doi thu
¢ Vi thé canh tranh hién tai

Nghién ciru va dw bao xu thé
¢ Danh gia sy thay d61 moi truong KD
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HE THONG THONG TIN MARKETING

Nha q.tri
marketing

Phat trién thong tin Thir nghiém
Thi trudng

Phan tich Xac dinh
nhu cau Chi chép Tinh bao
Kénh

théng tin |« noi b0 X marketin .
marketing N Marketing

Hoach dinh

Da6i thu
Canh tranh

Thuc hién »
Ho tro n

JENTIC IR Quyét dinh MNINISN cUU -

thong tin Marketing 9 Céng chung

Moi trudng
vi mo

Kiém tra

Quyét dinh marketing
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| II. NGHIEN CUU MARKETING
& VAN BE RA QUYET PINH

@ Quyet dinh tot va quyét dinh xau:
o Phan tich logic, khach guan.

@ Quyét dinh trong cac diéu kién khac nhau:
o Diéu chic chan.
o Diéu kién rti ro.

¢ Dicu kién khong chac chan.
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Pi1éu kién ruai1 ro

@ Dac diém:
o Khong biét két qua cudi cung cia mdi phuong an
¢ Biét dugc xac xuat xuat hién ciia mdi phuong an

¢ Chon lya phuong an trén co s6 ky vong.

@ Cuc dai loi nhuan trung binh

@ Cuc tiéu chi phi co hoi
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Dicéu kién khong chac chan

Te

Piic diém:
o Khong biét rd két qua cudi cung ctia mdi phuong an
o Khong biét dugc xac xuat xay ra ciia mdi phuong an
@ Quyét dinh:
¢ Chil quan ctia nguoi ra quyét dinh
¢ Phu thudc vao trang thai, tu tuéng
@ Tiéu chuan:
o Maximax
¢ Maximin
¢ May rui ngang nhau
¢ Max gia tri hién thuc
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Pi1éu kién chac chan

+

@ Pic diém:
o Biét chic chan két qua ctiia mdi phuong an
¢ Chon phuong an c6 két qua tot nhat
o Rat it xuat hién trong marketing
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III. LAP DU AN
NGHIEN CUU MARKETING

+

Tai sao khach hang can du an nghién curu

¢ Co hoi dé xem xét ké hoach nghién ctru?
e Co phai du 4n 14 nhitng gi chung ta muon?
e Ching ta s& dat dugc nhirng két qua ma chiing ta can?
e Ching ta c6 thé chap nhan tai tro khong?
¢ Co hoi dé danh gia nha tw van?
e Nha nghién ctru c6 du nang luc khong?
e Nha nghién ctru du kha nang lam vi€tc doc 1ap khong?
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Du an Nghién ctru

¢ | Van dé nghién ctru va 1y do can tién hanh cudc nghién curu.

o ! Muc dich nghién ctru, bang cau héi & biéu mau thu thap dir liéu.
¢ Phuong phap thu thap dit liéu & d6i tuong dé thu thap dir lidu.

¢ Kha nang, kinh nghiém &gidi han.

Phé chuan du an nghién ctru

& Céc tiéu chuan phé duyét: chi phi, thoi gian, gia tri nghién
clru, tinh bi mat cua thong tin...

¢ Tién dd thyc hién & kiém tra tién trinh cong viéc nghién
ctru (phuong phap so do PERT).
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[V. TIEN TRINH
All\lGHIEN CUU MARKETING

Xac dinh van dé

v Thu thép & Xt Iy dif liu

Xac dinh loai du lieu

can thu thap 1

Nhan dién ngudn géc Phan tich & dien giai
du lieu l

~ 1 — — Trinh bay & bao cao
Quyet dinh ky thuat ket qua
thu thap du'lieu [
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+Xéc dinh van dé nghién ctru

& Mot nita cong viée nghién ctru duge giai quyét khi
van dé duoc xac dinh dung.

& Néu ching ta tim nhitng giai phap cho van dé sai,
diéu gi s& xay ra?

& Nén lam viéc gan guii voi khach hang dé xac dinh

ding van de.
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}FXéC dinh dir liéu can thu thap

Yéu cau dir liéu:
¢ Phu hop va da lam r6 muc tiéu nghién ctru
& Xac thuc:
e gid tri ( luong dinh dugc nhitng gi can lugng dinh )

e tin cay ( thuc hién cung mot phuwong phap phai sinh ra
cung mot ket qua ).

¢ Thot gian thu thap nhanh & Chi phi hop ly
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Phan loai dir li€u:

0+|=re0 dac tinh:

e su kién (su luong dinh hoac do luong vé nhiing gi thuc su da
hoac dang ton tai): dan s6 hoc, xa ho1 hoc, tam 1y hoc, thai do.

e kien thure (su hiéu bi€t & y thirc cia ngud1 mua v€ nhan hiéu
san pham, thi truong, nguoi ban)

e dur ludn (cam nhan cta cong chung vé diéu gi do, ho tin gi,
niém tin cO y nghia gi...)

e y dinh (suy nghi vé hanh dong s& thuc hién trong twong lai, 13
thai do xir su sap td1 cua do1 tuong)

e dong co (luc nodi sinh khién con nguoi cu xir theo mot cach
Maé!pza(lé) Le The Gioi, Ass. Prof, Dr. 21




¢ theo chirc nang:

AI_- dit liéu phan anh tac nhan
o dit liéu phan dnh két qud

o dit liéu mé ta tinh huong (nghién ctru dic didm riéng biét hay
phan ti€u bi€u cua do61 tugng dé dua ra quyet dinh phu hop)

o dii liéu lam ré nguon thong tin (cac dit liéu vé tén ngudi
phong van, tén va dia chi ctia chu thé hay vi tri thu thap dit liéu).

¢ theo diic diém dir liéu:

® n0i sinh song

e [am viéc
o trén dwong pho / trong lic di chuyén.
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3.Xac dinh ngudn goc dit liéu

¢ Dir liéu thir cap

e Nguon bén trong: B4o cdo ban hang, ton kho, san xuat...

e Nguon bén ngoai: Tap chi, sach bao, nién giam, cong trinh
nghién ctru, Syndicated data.

Piic diém:

e Co san, di cong bo = thu thap nhanh & chi phi thap

e Don vi do luong co thé khong phu hop; khé phan to thong ké

e Thicu tinh cip nhét, d6i khi khong day du, thicu chinh xac &
do tin cay thap.

e Cung cap thong tin mo ta tinh hinh, qui mo cta hién tuong,

chua thé hién dugc ban chat hoac cac moi li€én hé bén trong.
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q‘Dﬁ’ licu so c?ip (dit liéu goc)

e Thu thip bang cach quan sat, ghi chép hoic tiép xtic truc
tiép v6i do6i tugng diéu tra (ngudi tiéu dung...)

® La nhitng dt li¢u chua xtr 1y

e Cho phép nghién ctru sau d6i tugng, tim hiéu dong co cla
khach hang, phat hién cac quan hé ban chat cuia doi tugng.

® Do chinh xac kha cao, dam bao tinh cap nhat

e To6n nhiéu thoi gian & chi phi.
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# Dir liéu thu thap tir cAc nguén thir nghiém

+

e Sir dung dé kiém ching cac quan hé nhan qua, hoic can
nhéc gitta cac phuong an dé ra quyét dinh

e Thuc hi¢n trong phong thi nghiém (thir nghiém dac tinh k¥
thuat cua san phém...), trén hién truong (thir nghi€ém ban
san pham bang nhiéu murc gia khac nhau, thir nghiém mot

chuong trinh quang c4o hay khuyén mai...).
e Chi phi thir nghiém kha 16n

e Dir li¢u thu thap dam bao do chinh xac & d0 tin cay cao.
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¢ Dt liéu thu thap tir cac mo hinh gia dinh

® Dua ra nhitng tinh huéng co that, dugc don gian hoa so
vO1 thuc té

® Su dung trong nghién ctru xdc dinh van dé
® Mo ta nhitng moi quan hé ham so6 gitra cac bién s6 hoac
cac ham phan pho1 xac suat

e Tir d6 dy bao nhitng bién d6i c6 thé xay ra khi mot yéu

t6 nao d6 thay doi
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4. Phuong phap thu thap dir licu

Jro Quan sat:

ghi lai c6 kiém soat cac bién co, tic phong ciia con nguoi,
gom 2 hanh dong: nghe nhin dé cam nhan & lugng dinh
¢ Diic diém:
e don gian, dé thuc hién, hitu ich

e d¢ dat ket qua chinh xac, can c6 qui mé mau du 16n
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¢ Quan sat bang con ngwoi: véi su trg gitip clia mot may
‘ dém don gian k€t hgp v61 cac giac quan nghe, nhin.

¢ Quan sat bang thiét bi:

e may dém (dém sO nguoi ra vao cac ctra hiéu, tinh thoi
gian stir dung san pham...), may doc quét (scanner) dé
ghi lai tac phong cua nguodi ti€u dung tai cac ctra hang
ban Ié.

e Uu thé: két qua hién nhién, truc quan, dé thira nhan &i
twong doi chinh xac.
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¢ Phéng van

1/ Phéng van ca nhan true tiép:
‘ e Nguodi phong van va nguoi duge phong van gip nhau
truc tiép dé hoi va tra 10oi1.
e Murc d6 chinh xac cua s liéu phu thudc vao k¥ niang dat
cau hoi kheo 1€o, su tinh té€ trong viéc néu cau hoi.
¢ Yéu cau nguoi hoéi:
° Khong dugc thién klen hay xen quan dlem ca nhan vao
cau hdi, hoic hudng doi tugng phong van vao cach tra 10i.
® Trung thuc, khong bét cau hoéi, khong tu bia ra cau tra 101
e C6 k¥ nang giao tiép, giong ndi, ngit diéu, y phuc phu hop
va1 hoan canh va do1 tuong phong van.
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¢ Uu diém:

+

e C6 thé thuyét phuc d6i tuong tra 10i.
e Thong tin vé gia dinh c6 thé quan sat, khong can hoi.

e Két hop cau héi &i hinh anh dé giai thich (quang co,
2161 thi€u Spham)

e Gip cau hoi kho hiéu, nguoi hdi co the giai thich dé
doi1 twong hiéu dung cau ho.
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¢ Nhuwoc diém:

e Phi ton cao, mat nhi€u thoi gian di chuyén dén doi tuong
e Nguo1 du phong van khong mudn nod1 chuyén voi1 nguaoi la.

e Su c6 mat & thai d§ cirng nhac cia nguo1 héi lam ngudi tra
161 né tranh cau ho1 hoac tra 161 khong that.

e Tam 1y s¢ b1 nhan di€n cua nguoi tra 161 anh hudng dén
thién chi, cach tra 101 cua ho.

e Kho triéu tap nhan vién phong van day du & diéu di xa.

e Ty 16 tir choi tra 10i kha cao.
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2/ Phoéng van nhom co6 dinh

e Gom mot s6 doi tugng khong doi, dinh ky tra 101 bang cau hoi

e Hinh thirc: phdng van truc tiép hay bang dién thoai, thu tin

¢ Uu diém:

e Chi phi thap do lp lai nhiéu 1an mot bang cau hoéi theo mot
mau diéu tra 1ap san.

e Gitp tién hanh phan tich 1au dai cic phan Ung, tac phong
ti€u dung cua mot nguoi, mot ho gia dinh hay doanh
nghiép, do d6 dé tim ra tinh quy luit trong tiéu dung,
nguyén nhan thay doi su lwa chon (nhan hiéu, chung loai
hang hoa, ngudi ban...)
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¢ Nhuoc diém:

o Ty 16 tra 10i thap

e Bién dong co cau nhom.
e Su lap lai dinh ky mot bang cau hoi1 gady nham chan

cho nguoi tra 10i, c6 thé tra 10i chiéu 18, thicu suy
nghi, lam sai 1€ch két qua.
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3/ Phéng van bang dién thoai

e Yéu cau cam nhén thich tmg véi nhitng van dé trong mot
khung canh ma ngudi phong van khong nhin thay.

e Ap dung khi s6 dong nguoi dugc hoi c6 may dién thoai, mau
nghién ciru phan bo rong trén cac vung dia 1y
¢ Uu diém:
e Hoi dong thoi nhiu ngudi/goi lai dé phoi kiém, bo sung.
e D§ di chuyén xa.
e Khong truc dién trudc nguoi hoi, nguoi tra 161 tu tin hon.
e Dé chon mau: Qui mdé mau lén, khong gian lay mau rong.
e Chi dao va kiém tra cac cudc phong van thuén loi.
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* Fhu’()’c diém:

e Thi¢u mdi giao cam qua thai do cir chi ctia ngudi tra 1oi.
e Gidi han bdi nhitng diéu nghe duoc, thiéu han tu liéu truc
quan.

e Phong van kéo dai c6 thé bi nguoi tra 101 boé cudce

e Thoi gian phong van khong thich hop dé bi tir choi/ tra 1oi
qua loa.

e Kém strc thuyét phuc vi thiéu minh hoa bang g/cdo, mau
san pham.
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4/ Phéng van bang thuw tin:

+

¢ Uu diém:
e D¢ cap dén nhiéu van dé khac nhau
e Khong gap mat ngudi hoi, nguoi tra 161 tu chu, khéng bi
chi phoi.

e Thoi gian khong bi gidi han, ngudi duge hoi cd thé suy
nghi chin chan trudc khi tra 161, vao thot gian thuan tién

e C6 thé hoi duge nhiéu nguoi do phi ton thap

e C¢ thé str dung tai liéu dé minh hoa kém véi bang cau hoi.
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¢ Nhuoc diém:

o Khuén‘ kho chon mau c‘c’) tinh xac din‘h, danh sach cac du van
phai day du thong tin vé€ dia chi, nghé nghi€p, gioi tinh...

o Ty 16 tra 10i thap

o Két qua sai léch do v kién tra 16i khong mang tinh dai dién

e Khong kiém soat dugc nguoi tra 10, c6 thé ho hiéu sai cu
tra 1o1.

e Phi ton thap co thé tré nén cao néu ty 1& nguoi tra 10i thap.

e Nguoi tra 101 thuong doc toan b cau hoi ro1 mai tra 161, nén
cac cau hoi cuoi bang ¢6 thé anh hudng dén cau tra 101 6 dau
bang.
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5. Mo hinh thw nghiém

+

& Thu nghiem Labo (Laboratory expriments):

e Dé dat duoc muc tiéu thir nghiém, nguo1 nghién ctru dua
ra cac tac dong dén cac doi tugng trong khung canh dinh
trude, cho phép nha nghién ctru giam thiéu dén murc thap
nhat anh hudng khong thich hop ctia mot so bién ngoai lai.

e It dugc thyc hién trong nghién ciru marketing do cac bién
sO thir nghiém Labo it khi giong nhu thuc té hién truong.
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& Thu nghiém hién truong:

+

e Ap dung pho bién, & mdi trudng thuc té.
e Chi phi 16n & phuec tap

e Tinh thyc tién cta két qua thir nghiém cao, trg gitip
cho viéc quyét dinh giai phap (thir nghiém san pham
ma&i trude khi thuong mai hoa, thir nghieém thong di€p
quang cao, nhan hicu...).
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& Nguyén nhan sai lam trong thir nghiém:

Yeéu to lich sik: bién c6 xay ra trong lic dang tién hanh thir nghiém,
nhung khong phai do cudc thir nghiém ma co.

e [0i thoi: 1a phan Uing cta nguoi tiéu dung thay d6i dan qua thoi gian
(tha1 d0 mua ban, cach sinh hoat....)

e Bo ngang: khong Xac dinh duoc két qua thtr nghi€ém do c6 mot s6 don
vi bo cudc (khong chac co cung cach irng xur nhu cac don vi khac)

o Hicu ung thu nghiém: Tac dong tim 1y do doi tugng ¥ thirc minh
dang chiu trac nghiém s€ xuc dong, tra 101 1éch lac...

e Cong cu do lwong: st dung cong cu khong phu hgp lam thay doi két
qua thr nghi€ém

o Chon ch;u ‘léch: don vi thtr nghi€ém lua chon khong dai dién cho d6i
tuong can di€u tra.
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‘ Ky hiéu thu nghiéem:
X - Tac dong ctia mot thir nghiém vao mot nhom doi twong.

O - Do luong bién s6 phu thudc theo doi tuong thir nghiém.
Néu do luong nhiéu lan thi ky hiéu:

0,, 0,, Oj,..

R - Dbi tuong thtr nghiém duoc lya chon ngau nhién.
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MO0 hinh thir nghiém mot nhom
¢ MO hinh m0t nhém thir nghiém do ludng sau (Posttest):
X 0,

¢ MO0 hinh mét nhém thir nghiém do luong trudc & sau (Pre-
Posttest):
0, X O,

& M5 hinh chudi thoi gian (time -series) :

0, 0, 0O, X 0, O; O,

e Uudiém: Pon gian, chi phi thap

e Han ché: Po tin cay khong cao do cac d6i tuong thur nghiém duoc lua
chon c6 chu ¥ hodc tinh nguyén.
Str dung dé tim hiéu cc bién s6 nguyén nhan, nhung khong
kiém soat dugc cac yéu to tac dong khac
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Mo hinh thir nghiém c6 kiém chimg

& | M6 hinh nhém kiém chimg do luong sau (Posttest):

—+ R X O

R O,
¢ MO hinh nhém kiém chimg do luong trude & sau (Pre-
Posttest):
R O, X O
R O, O,
¢ MO hinh 4 nhdm Salomon:
R O, X O
R O, O,
R
R

1a mo hinh 1y tudng vi cac nguyén nhan sai }ﬁm da duoc diéu chinh dé dat gia
tryp@rhghiém cao; it dugc ap dung & phifom cao va kho thuc hién. 23




AM(")’ rong mo hinh thtr nghi€ém

e Mo hinh ngau nhién hoa hoan toan
e M5 hinh ngau nhién c6 phan tang
e MO hinh hinh vudng latin
e MO hinh thira s0
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MO0 hinh ngau nhi€n hoa hoan toan

+

Salgian
hang

Ma& gial

Giaitrung Gial

bah

thag

n

Trungbgh
xadlyi
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Mo hinh ngau nhién c6 phan tang

+

Bad xadlyi
Gian hanhg

Giaitrung
bgh

Gian hang chuyan doanh X12

Gian hang baich hoa X22

Gian hahg giam gid X32

Badxadyi X2
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JT@ hinh hinh vuong la tinh

Thai gian thainghiain
T2 T3
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MO0 hinh thira sb

+

Chi phégquang cab

0.6% 1% 1.3%

A B
B =
C H
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