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1. Pitvan dé

Theo nguyén 1y pareto 20% khach hang s& mang lai 80% doanh sb. Do
d6 doanh nghiép can xac dinh dugc nhitng khach hang quan trong nhat dé
cham soc dac bi¢t. Nhirng tap khach hang nay dugc goi 1a VIP, Priority hodc
khach hang cao cép, tiy timg doanh nghiép c6 cach goi khac nhau. Viéc phan
chia khach hang thanh cdc nhém khac nhau dua trén nhu cdu mua sim s&
gitip doanh nghiép kinh doanh hiéu qua hon, dit muc tiéu marketing dén
dung tap khach hang hon va khach hang duoc phuc vu tot hon. Pé minh
chung cho nhan dinh trén, ta c6 mot vai vi du don gian sau:

- Gia str doanh nghiép cua ta kinh doanh rat nhiéu cac mit hang tir cai
but bi dén xe hoi. Ta khong thé noi rang doanh nghiép minh da chim soc tbt
khach hang néu nhu doanh nghiép d6 ddi xir véi nhitng khach hang mua mot

chiéc xe hoi ngang bang vai khach hang mua mot chiéc but bi.

- Takhong thé goi ¥ mét chiée tivi 50 triéu cho mot ngudi luong khoang
5 triéu trong khi hang thang anh ta phai tra tién nha tro 2 triéu va tién in 2
triéu. Trong trudong hop 1y tuong (khong dm dau dot xuat, khong hiéu hi, du
lich co quan, ta bé¢), moi thang anh ta tiét kiém duoc 1 triéu va can téi 4 nim
tiét kiém dé mua duoc chiée tivi d6. Ta chi nén goi ¥ chiée ndo ré ré thoi, 5
triéu chéng han. Trai lai, vd1 mot khach hang thu nhap vai trdm tri€u/thang
va cling muén mua tivi. Ta cling khong nén goi ¥ 1 chiéc tivi 5 triéu néu
khong muén khach hang ndi gidn vi tdi si nhuc khach hang.
- Ta ciing khong nén goi ¥ mot ngudi mua iPhone voi mot chiée tai
nghe Samsung hay mot dwra tré véi ruoi bia va thude 14.
Qua cac vi du cu thé trén ching ta co thé thay:
e Chinh sach cham soc khach hang can phai thay doi dé phu hop
véi phan khuc.
e Cham s6c khach hang can phai phi hop véi thu nhap.
e Chiam soc khach hang ddng thoi ciing phai phi hop véi nhu cau,

thi hiéu cua khéach hang.



e Nhu vay viéc phan chia phan khic khach hang mang lai rat

nhiéu céc loi ich cho doanh nghiép.

Chinh vi thé cac tap cong ty, tip doan 16n trong linh vyc tai chinh-ngan
hang, cong ngh¢ thong tin, du lich, dich vy, van tai,... déu co nhirng phuong
an phan chia tdp khach hang cua riéng ho va ddng thoi phat trién mé hinh
kinh doanh, bd may van hanh ctia minh dinh hudng theo cac tap khach hang
do.

Chang han nhu tai ngan hang co6 thé tim cach chia khach hang thanh
khéach hang dai chung (Mass Affluent), khach hang kha gia (Affluent), khach
hang cao cap (Priority). Mot s6 phong ban chién lugce duoc thanh 1ap chi dé
chiam séc cho mot nhom khach hang cao cap hon nhu bd phan chiam soc khac
hang Priority. Tai nhitng bd phan nay, nhan vién tu van doi hoi phai co ki
nang cao hon, ngoai hinh ua nhin hon, ban ghé phuc vu tat nhién ciing sang
trong hon. Trong ching khoan c6 thé chia tap khach hang theo khéach hang
thir cap, khach hang thong thuong va khach hang VIP dya trén gia tri gia tri
tai san rong (NAV) cua khach hang.

Va con rat nhiéu cac phuong phap phan chia phan khic khach hang
khéc nita dya trén gia tri str dung cac san pham, dich vu, dua trén loai hinh

san pham hodc dya trén dbi tuong khach hang 1a ca nhan hay doanh nghiép.

C6 nhiéu cach phan chia phan khac khach hang khac nhau ma doanh
nghiép ¢ thé ap dung. Viéc phat trién kinh doanh theo phan khiic khach
hang luén mang lai 1¢i ich cho doanh nghiép vi cac khach hang c6 hanh vi
tuong dong dugc gom lai dé phat trién cac san pham, dich vu di kém phu
hop véi nhu cau cua ho.

2. M6 hinh RFM

Phuong phap phan chia phan khuc khach hang dugc gidi thi¢u ¢ day co
tén la RFM (Recency- Frequency- Monetary), mdt trong nhitng phuong phap
dién hinh dugc sir dung trong phan khiic khach hang. RFM dinh luong gia
tri cua mot khach hang dua trén 3 thong tin chinh:

Recency: Khoang thdi gian mua hang gan day nhat dén nay. Cho biét
khach hang c6 dang thuc su hoat dong gan thoi diém danh gia. Chi sb nay
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cang 16n cang cho thay xu hudng roi bo cua khach hang cang cao. D6 1a mot
canh bao cho doanh nghiép nén thay doi san pham dé dap mg thi hiéu khach

hang hoic thay doi chinh sach dé nang cao chit luong phuc vu.

Frequency: Tan sudt mua hang ctia khach hang. Néu khach hang mua
cang nhiéu don thi gia tri vé doanh sé mang lai cho cong ty cang cao va tat
nhién gia tri cia ho cang 16n. Tuy nhién néu chi xét dua trén tan suat mua
hang thi ciing chua danh gia dugc day du mirc d6 tac dong 1én doanh thu bai
bén canh d6, gia tri don hang ciing 1 yéu t6 truc tiép cho thay khach hang

tiém nang nhu thé nao.

Monetary: La s6 tién mua hang ciia khach hang. Pay 14 yéu t6 truc quan
nhat anh hudng t&i doanh sb. Hay noi cach khac, doanh nghiép quan tim
nhat 14 khach hang d4 danh bao nhiéu tién dé mua sim san pham cta cong
ty? Monetary s& tac dong truc tiép téi doanh thu va bi tic dong gian tiép

thong qua 2 yéu t6 con lai 1a Recency va Frequency.

Sau khi d3 c6 dau vao 13 3 nhan t6 trén. Ta co thé mot sé phuong phap,
chéng han thuat toan phan cum K-Mean clustering, dé nhom cac khach hang

c6 cung muc d§ VIP thanh mdt nhom.
2.1 Chuén héa dit liéu dau vao

Ta thay rang bién Recency c6 quan hé ngugc chiéu véi mirc d6 quan
trong cua khéach hang vi khach hang cang lau mua hang (twong tmg véi
Recency 16n) thi xép hang khach hang cang thip. Vi vdy, ta can d6i ddu cta
bién Recency sang am dé dam bao gid tri ctia nd cang cao thi khach hang d6
cang VIP.

Ta can phai chuan hoa dit liéu dau vao vi mot dau vao co gid tri qué 16n
so voi nhitng dau vao con lai s& anh hudng rat nhiéu dén két qua. Trong bai
toan ndy, thong thuong Monetary s& cd gia tri 16n hon rat nhiéu so véi
Recency va Frequency. Viéc chudn hoa dit liéu s& gitp vai trd cta cac bién
trong xac dinh cum la binh déng.

C6 rat nhiéu phuong phap khac nhau dé chuan hoa dir liéu cho cac bién
Recency, Frequency, Monetary. Mot trong nhitng phuong phép dugc st
dung pho bién nhit 13 dua gia tri cua cac bién vé thang diém 10. Sau do, ta
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s& tinh diém cua timg khach hang bang trung binh cong clia Cac gi tri cua
ba bién Recency, Frequency va Monetary. Gid tri ndy cang cao thi khach
hang cang c6 gia tri dbi véi cong ty.

Dé chuyén gia tri ctia mot bién cy thé sang hang diém 10, ta s& sir dung
ham pandas.gcut(10). Ham gcut() s€ tu dong tim ra cic khoang gia tri sao
cho s6 lugng céc gia tri dugc chia déu vao mbi khoang.

2.2 Phuwong phap diém trung binh

Mot cach kha don gian 1a ta tinh diém trung binh cia timg khach hang
theo diém clia cac bién dau vao va xép nhoém khach hang dua trén gia tri nay.
Vi du, ta co thé Xép nhém khach hang nhu sau:

Khéach hang VIP: diém tir 8-10.

Khach hang dai ching: diém tir 5-7.

Khach hang tht cap: diém < 5.

2.3 St dung thuat toan K-mean clustering

Str dung thuat toan K-mean clustering dé phan cum céc khach hang véi
dau vao 1a gia tri ctia ba bién Recency, Frequency, Monetary da chuan hoa.
Theo cach nay ta s€ tu dong phan cum toan b khach hang thanh 3 nhém.
Tuy nhién han ché 1a cac thuat toan phan cum 1a sau khi ¢6 cac cum, ta khong
biét dugc cum nao 1a cum khach hang VIP, dai chiing hay tha cap. Ta ¢ thé
can thém mot bude nita 1a dat tén cho cac cum nay dua trén phan tich tam
cum dé tim ra dic tinh. Ngoai ra, viéc xac dinh trudce s6 lugng cum dé phan
cling 12 mot van dé cua thuit toan K-mean clustering.

3. Vi du vé xay dung mé hinh RFM
3.1 Thu thap va xir ly dir li¢u

Buéc 1: Pé xdy dung md hinh REM, ta can thu thap dir liéu mua hang
cua khach hang véi nhitng truong dir 1iéu sau:
CustomerID: Mé& khach hang

OrderDate: Ngay dit hang. Tir ngay dat hang ta sé biét duoc ngay dat
hang gan nhat cia mdi khach hang dé tir d6 tinh ra gia tri Recency.



OrderID: M4 don hang. Pém s6 lugng OrderID ta sé& tinh ra gia tri
Frequency.

Amount: Gié trj don hang. Tong gi4 tri don hang theo CustomerID s&
chinh 1a gia tri Monetary.

Dt liéu xay dung mo hinh & diay dugc ching t6i thu thap trong file
dataCustomerRFM.

Buwéc 2: Tinh cac gia tri Recency, Frequency va Monetary va d6i dau
gi tri ciia bién Recency.

Budée 3: Chuyén ddi gia trj cac truong Recency, Frequency, Monetary
thanh gia tri twong tng trong thang diém 10.

3.2 Phuwong phap diém trung binh

Tinh diém xép hang cua mdi khach hang bang trung binh cong ctia Cac
truong Recency, Frequency va Monetary.

Biéu db phan phdi diém xép hang ctia céc khach hang nhu Hinh 1.
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Hinh 1. Biéu d6 phan phdi diém cta cac khach hang

Ta nhan thay biéu do c6 dang phan phdi chuan. Piéu nay cho thiy tap

khach hang ctia cong ty da phin nim & nhimg diém nim trong khoang trung
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binh, chang han tir 3-7. Véi cac diém qua cao hodc qua thap thi sé luong
khach hang cang thap.

Duya vio biéu dd, ta ciing c6 thé phén tap khach hang thanh 3 nhom:
e Khéch hang it tiém nang - nhan Low: Diém ti [0, 3)
e Khach hang théng thuong — nhan Normal: Biém tir [3, 7)
e Khach hang VIP - nhan VIP: Biém [7, 9]

Hinh 2 sau day thong ké sb luong khach hang theo mdi phan khic.

Ty 1& 56 lugng khach hang theo phan khic

CustomerlD

Normal

Hinh 2. Thdng ké phan trim khach hang theo mdi phan khuc

Két qua cho thay sb luong khach hang VIP cia cong ty rat it (8,8%).
Cong ty can c6 chinh sach thay doi san phim dé bat kip thi hiéu thi truong
hodc ting cuong marketing dé thu hat khach hang tiéu dung nhiéu hon.

Tiép theo ta s& v& cac biéu d6 theo doanh sd, tan sudt mua hang, thoi
gian quay tré lai ciia cac nhém khach hang dé phan tich nhu sau.



Ty 1& doanh s& theo phan khiic

Amount

Hinh 3. Phan tram tong doanh sb theo nhdm khéch hang

Hinh 3 cho thay khach hang Normal lai 14 khach hang mang lai doanh
s6 16n nhét cho cong ty, chién téi gan 73%. Cong ty van chua thé dat dugc
muc ti€éu 20% khach hang VIP mang lai 80% loi nhuan.



126 Doanh s6 trung binh theo phan khic

=
Segment

Hinh 4. Doanh s6 trung binh theo phan khiic

Hinh 4 cho thiy trung binh mot khach hang VIP tiéu khoang 6 triéu,
Khéch hang thong thuong tiéu khoang 2 triéu va khach hang it tiém ning tiéu
dudi 0,3 triéu. Nhu véy, chénh léch mirc tiéu tién giira cac phan khic khach
hang 14 rit 1on. Cong ty ¢6 can c6 cac chinh sach san pham va chim séc
khach hang phu hop dé tang tap khach hang VIP.
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Tan suat mua hang trung binh theo phan khiic
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Hinh 5. Tan sut mua hang theo cac phan khuc

Hinh 5 cho thay khach hang VIP c6 tan suat mua hang rét cao so voi
cac phan khic khéac. Khach hang it tiém ning mua qua it don hang.

0 Trung binh 56 ngay mua hang gan nhat theo phan khic
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Hinh 6. Trung binh sé ngay mua hang gan nhét theo phan khuc
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Hinh 6 cho thay khach hang VIP c6 tan suat mua hang 16n nén thoi gian
mua ciing gan day hon.
Két luan:
e COng ty can thay doi chinh sach vé san pham dé ching tré nén
da dang va hap dan khach hang VIP hon.
e Gia ting sd luong khach hang VIP dé ¢am bao muc tiéu 20%
khach hang 1a VIP mang lai 80% doanh s.
e Pua ra cac chién luoc chim soc va giir chan khach hang hiéu
quUA.
3.3 M ngudn vi du

import pandas as pd

df = pd.read csv('dataCustomerREM.csv')
from datetime import datetime

# 1. Calculate Recency

# 1.1. Find the most recent orderDate.

dfRecentOrder = pd.pivot table(data = df,

index = ['CustomerID'],

values = ['OrderDate'],

aggfunc = {'OrderDate':max}

)
dfRecentOrder.columns = ['RecentOrderDate']
df = pd.merge (df, dfRecentOrder.reset index(), on = ['CustomerID'])
df [ 'RecentOrderDate'] = df['RecentOrderDate'].apply(lambda x: datet

Q

[
ime.strptime (x, '$Y-%m-%d SH:%M:%S"'))

df ['Recency'] = df['RecentOrderDate'].apply(lambda x: (datetime.now
() - x).days)

# péi diu recency

df ['Recency'] = - df['Recency']

# 2. Calculate Frequency

dfFrequency = df.groupby ('CustomerID').OrderID.nunique () .to frame ()
dfFrequency.columns = ['Frequency']

df = pd.merge(df, dfFrequency.reset index(), on = 'CustomerID'")
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# 3. Calculate Monetary

dfMonetary = df.groupby ('CustomerID') .Amount.sum().to frame ()
dfMonetary.columns = ['Monetary']

df = pd.merge(df, dfMonetary.reset index(), on = 'CustomerID')

# 4. Quy dbéi va tinh diém trung binh

orderFrequencies = df['Frequency'].rank (method='first'")

df ['rFrequency'] = pd.gcut (orderFrequencies, 10, labels = False)

df [['rRecency', 'rMonetary']] = df[['Recency', 'Monetary']].apply(l
ambda x: pd.gcut(x, 10, labels = False))

df['rank'] = (df['rFrequency'] + df['rRecency'] + df['rMonetary'])/
3

df['FinalRank'] = df['rank'].apply(int)

# 5. V& phan phbéi theo diém

import matplotlib.pyplot as plt

df ['FinalRank'].plot.hist (bins = 10)
plt.show ()

# 6. Xa&c dinh phan khuc khéch hang

df ['Segment'] = 'Low'
df.loc[(df['rank'] < 8) & (df['rank'] >= 2), 'Segment'] = 'Normal'
df.loc[df['rank'] >= 8, 'Segment'] = 'VIP'

# 7. V& cac biédu dbd

df .groupby ('Segment') .CustomerID.count () .plot.pie (autopct = '$.2£f%%
', figsize = (8, 8))

plt.title('Ty 1é& sb luong khach hang theo phan khiac')

df.groupby ('Segment') .Amount.sum() .plot.pie(autopct = '$.2£%%', fig
size = (8, 8))

plt.title ('Ty 1& doanh sb theo phan khuc')

df.groupby ('Segment') .Amount.mean () .plot.bar (figsize = (6, 8))
plt.title ('Doanh s& trung binh theo phdn khuc')

df .groupby ('Segment') .Frequency.mean () .plot.bar (figsize = (6, 8))
plt.title ('Tan sudt mua hang trung binh theo phan khuc')

df .groupby ('Segment') .Recency.mean () .plot.bar (figsize = (6, 8))
plt.title ('Trung binh sb ngay mua hang gdn nhidt theo phan khic')
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4. Két luan

Phuong phap REM la mot phuong phap kha quan trong va phd bién
trong phan chia phan khuac khach hang dya trén gia tri mang lai cho cong ty.
Théng qua phan khic khach hang, chung ta c6 thé phat trién cac chién luot
kinh doanh va bd may t6 chtrc doanh nghiép phu hop v6i muc tiéu phuc vu
trén ting phan khiic. Dong thoi theo dai chuyén dich co ciu khach hang trén
ting phan khiic qua thoi gian ciing giup danh gia duoc mirc d6 phat trién tap
khach hang ctia cong ty.
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