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LOI MO DAU

Nganh kinh doanh dudh néi chung va nganh kinh doanh khagh 80i riéng
dang 1a nktng nganh kinh& hip din va ngay cang cd ttrong cao trong thu riip
qudc dan @éa nhéu quic gia.Déi véi nudc ta viec phat trén kinh doanh duith 1a
phi hp V6i xu huéng chugn dich @ ciu kinh € theo hréng chugn manh sang
cac nganh ih w ma trongdé kinh doanh khachaa la ndt nganh cé vitri hét sic
quan tong. Theo Bng aic thing ké Vit nam, kinh doanh khachis ¢ Viét Nam
hién nay mangadi trung binh gn 70% tng doanh thu nganh dich hang am trong
nhitng rim gin day (Tir ngm 2000 &i nam 200§*. Song song & sy gia &ing W
lwot khach qdc € va khach fi dia la sr bung 1 trong hat dong xay dmg va kinh
doanh khach a. Cac khachasm c6 \bn dau tr nudc ngodi cung cac khachrs
khéng c6 ¥n dau tr neéc ngodidang to ra mdt sy canh tranh gay it Vé gia ¢ va
chét luong.

Mot thuc t# 14 cac doanh ngép kinh doanh khachaa cia Viét Nam nhn
thirc V& cac @ hoi kinh doanh, cac nguyocciing nhr cac phan tich &thé manh,
diém yéu oia minh, nft [a V& hoat dong marketing, it trong ntiing yéu t sbng
con aia doanh nglép, condon gian, phén dién. Trongdiéu kién tr do throng mai
va i nhap v6i khu wre va tté giéi nhu hién nay, ma tiéu Bu 1a sr gia nHip cia
Viét Nam vao B chirc theong mai thé gigi (WTO) vaodau nim 2007, nking thach
thire dit ra cho cac doanh ndipi Viét nam cangdn hon bao gb hét.

Viéc nghién ¢u 1am rd nling van d& vé Ii luan va thrc tién vé& haat dong
marketing i cac khach sn c6 \bn dau tr nudc ngoaidé tir d6 tim ra cac gi phap
thich hyp, van dung sangdo vaodiéu kién Viét Nam € gitp cho cac doanh ngipi
khach an oia nréc ta nang caduoc ning hrc canh tranh éa minh,dat duoc két

qua kinh doanh caodn.

! Téng aic Thong ké Vit Nam, Két qua kinh doanh @a nganh duith, $ liéu cip nhit thang 8/2008
http://www.gso.gov.vn/default.aspx?tabid=230&Itens®19
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Véi nhitng i do trén va &i hy vong duoc goép phn thicday kinh doanh
khach an nuéc ta phat tén tot hon trong thi gian 6i, emda chon dé tai: “Ho at
dgng marketing @ia cac khach gn c6 Wbn dau tw nwéc ngoai i Vit nam va Bai
hec kinh nghiém cho cac khach gn Viét Nam” lam dé tai cho khoa lan tt
nghiép aia minh.

Muc dich nghién ¢u la danh gia hat dong marketing ¢a cac khacham co
von dau tr nude ngoai, & d6 rut ra cac baidt kinh nghém vadé xuat van dung
vao hat dong marketing ¢a cac khachas Viét Nam.

Déi tuwpng nghién éu 1 nhitng Vin dé Ii luan vé hoat dong marketing ¢a cac
doanh nghiip khach sn; van dé thyc tién haat dong marketing ¢a cac khachas co
von dau tr nugc ngodi i Viét nam ma ch yéu 1a ¢ Ha Noi, thanh plb H6 Chi
Minh va ndt sb thanh pld c6 nganh dui¢h phat trén, thyi ki tir nam 1986 &i nay;
hoat dong marketing ¢a cac khachas hoan toan khéng cédm dau tr nudc ngoai,
co the [a Khach sn Nha e, Khach sn tr nhan hay it s6 hinh thic khac, ma
trong bai khoa lin goi tat 14 “Khach an Viét Nam”.

Phgm vi nghién ¢u 1a nhiing khach sn dugc xép hang cao, & 3 sao t 1én
theo Tiéu chéin xép hang do Tng aic du ich Viét Nam ban hanh.

Phrong phap nghién#u cia khéa ldn tt nghiép chi yéu 1a cac phong
phép tlong ké, plrong phap nghiénw ly luan két hop quan séat tim B va khio
séat thric €, phrong phap thu thp va »x |i théng tin, plrong phap phan tich va
phuong phéap éng hop.

Véi muyc dich, d6i tugng, pram vi va phrong phap nghiénwu trén, ngoaidi
mé dau va Kt luan, khéa ldn duoc két ciu lam 3 clvong:

CHUONG 1: Ly luan chung W hoat déng marketing trong linh vic kinh
doanh khach an

CHUONG 2: Thuc trang hoat ddng Marketing ciia mot so khach san cé
von dau tu nwéc ngoai i Viét nam

CHUONG 3: Bai hoc kinh nghiém cho cac khach gn Viét Nam
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CHUONG 1.

LY LU AN CHUNG VE HOAT PONG MARKETING TRONG L INH
VU'C KINH DOANH KHACH S AN

L Téng quan vé linh viec kinh doanh khdch san

1. Khai niém

1.1 Khach an

Trong kinh doanh duidh, dé tao ra cac ith w du lich nhim thoa man nhu
cau caa khach duith, én c6 cac lai hinh kinh doanhuiong ang. Ba lai hinh kinh
doanh cl yéu 14 : kinh doanh khachas, kinh doanh duith i hanh, kinh doanh
dich w van chuyn. Ngoai ra con céc 4 hinh kinh doanh dui¢h khac. Trong &
nay, kinh doanh khachus gép pln quan tong vao s phat trén kinh € ciing nhr
phat trén dau tr caa toan nganhbé cang phéat huy Bu qui cia nod, khai rim
khach an cin duoc lam rd : Trén th gisi, khach an 1a gi?0 Viét Nam, tt ndo
duoc goi la khach gn?

Bach khoa toan thcaa Anh Quc dinh ngha: “Khach san 1a co ¢ kinh
doanh cung d@p dich w kinh doanh keu trd, dn uéng va nvt so cac dch w khac
cho khach du ich vi muc dich thwong mgi.”?

Bach khoa toan thm¢ (Wikipedia) dinh ngha: “Khach sgn la co s kinh
doanh keu trii trong thei gian ngin hgn.” Theo trang web nayac khach en,
ngoai dch w lieu trd, aing cung dp cac dch w khac cho khach hang ntbé boi,
nha hang, ¢&ch w tréng tre, dich w hgi thao, phong hp, vy.3

Ciing trén Wikipedia, ¢ da cang aia khai ném “khach an” da duoc khing
dinh. O Phép, ngoi ta dung ¢ “hotel” dé chi nhitng khach sn co bi di vao cac
phong ng nim bén trong &nh va “motel”dé chi cAc khach s co bi di vao nim
bén ngoai, gayan giac théu an toan va thiu sang tong, throng c6 quy mé nh

hon. Hay¢ Uc, khai ném khéach sn lai cé ar khac bét d¢6 lakhach an cing co tie

2 pinh nghia aia Bach khoa toan thAnh Qubc (British Concise Encyclopedia) chio khéa “Hotel” trén
trang web : http://www.answers.com/topic/hotel, n§&/2009
% Két qua trén Bach khoa toanwms (Wikipedia) phién bn tiéng Phap choit khda “Hétel” (Thong tinda
dugc kiém chrng — verified) http://fr.wikipedia.org/wiki/Hétel
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chi kinh doanh céc la thizc wng c6 @n vads dn ma khéng ndt thiét phdi cung
cap dich w lwu trd®. O An Do, ngueoi ta khdng phan It hai khai ngm: khach sn
(hotel) va nha hang (restaurantyiotat ci mpi nha hangdéu nam bén trong niing
khach &n chit luong ©t.

Viét Nam ching taing phan ra nu loai “co so luu tr” khac nhau. Theo
nghi dinh $ 39/2000/ND-CP ngay 24/8/200@iiéu 4 c6 quydinh “Co s lwu trl
du lich 1a @ s6 kinh doanh bwng, giwong va cac ¢ch w khac di tiéu chuin dé
phuc vu khach du fch ggm: Khach sin, Lang du kch, Biét the kinh doanh du
lich, Gin hé kinh doanh du Jch, B&i aim trai du lich, Nha khach, nha nghco
kinh doanh du fch.”

Ciing theo nghdinh nay,diéu 5 quydinh 2 lai co so luu tra du Ich:

- Co s dat tiéu chdn ti thiéu l1a @ s lvu trd du Ich c6 © v vat chit,
trang thét bi va mbt sd dich w cha yéu cé chat lwong i thiéu, dap tng duoc nhu
cau oo ban cia khach duith v an, ngh, sinh hat trong thyi gian keu tra. (Chi yéu
la Nha nghkinh doanh duith, én ho kinh doanh duith)

- Co ¢ dat tiéu chuin xép hang 1 sao, 2 sao, 3 sao, 4 sao, 5 saod&t
lu tri du lich cé @ sé vt chdt, trang thiét bi va dch w cé chit lweng cao on
cac @ s# quy dinh tai diém trén, dap #ng dwoc nhu ciu da dgng aia khach du
lich Vé an, ngh, sinh hast, gidgi tri theo tiéu chuin cia tieng hang.(Chi yéu la
khach sn, lang du kch hagc biét thee kinh doanh du fch.)

Tai Thong tr sd 01/2001 — TT — TCDL déng din thec hién nghi dinh $
39/2000/ND-CP ngay 24/8/2000, ph 1l cé dua ra khai rém céac lai hinh @ s&
luu trd du Ich, trongdd dua ra khai dm “khach an” nhu sau:Khach sin (hotel)
la cong trinh kién tric dwec xay deng déc lgp, c6 quy mok 10 bwng ngi tré
|én, hio dam chit lwong Vé co' s6 Vit chat, trang thiét bi, dich w can thiét phuc
vu khach du fch. Nhitng khach sn hat dong haic neodau trén nat nudc duoc goi
la khach sn ndi (floating hotel). Niing khach sn thip ting va gn duong giao
thdng, din lién v6i dich w bao dudng, sra chira phrong tién van chuyén aia khach

duoc goi la mé-ten (motel).

* 0 cac mroc khéac nir Anh, My hay Phap, lai hinh kinh doanh nagroc goi la pub hay bar.
® Két qua trén Bach khoa toanhms (Wikipedia) phién bn tiéng Phapchoit khéa “Hétel” (Théng tinda
dugc kiém chrng — verified) http://fr.wikipedia.org/wiki/Hétel
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Bén anh d6 thdong tr nay ding dua ra khai Mim cac lai hinh con 4i: nha
nghi kinh doanh duith (tourist guest house); &ithy kinh doanh duith (tourist
villa); Lang du Ich (tourist village), @n ho kinh doanh duith (tourist apartment)
va Bai ém trai du lich (tourist camping).

Xem xét caadinh ngha aia @ thé gioi 1an Viét nam, ta cé th dua ra khai
niém khach sn nhr sau: ‘Khach sin 12 co s¢ kinh doanh keu trii va mpt 6 dich
vu khac nhaim muc dich sinh ki cho khach hang ghédi qua @ém hay thec hién
mét ki nghi (cé thé kéo dai #i vai thang, tur trwong hep cho keu tra thwong
xuyén). Gr s¢ d6 c6 thé cung a@ip cac dch we an uéng, vui choi, gidi tri hay cac
dich wu can thiét khac.”

Theo quardiém hién dai, khach an gom c6 nét sb chic ning sau:

- Chac nang quan tri kinh doanh chu ¥tén cac khia enh diéu hanh khachas
bao @m cac hat dong dn thiét dé bao dam cho ndt hoat dong kinh doanh ¢6 |4,
kiém soat chi phi va heh dinh trong trong lai.

- Chirc nang cong ngh kinh doanh nt chirc nang phuc wu luu trd ép trung
vao vic b tri quan Iy cac phong khach badm dang ki dat phong, & chac tiép
don khach, é&th w van chuyn d6 dac, cac dch wi an udng hay nét sb dich w
khac trong khachas. Chirc ning nay bao §m tit ca cac hat dong dé phuc vy, sin
xuat, chuin bi bradn, tiéc va cac ith w khac trong khachas.

- Chic nang hau cn va phic vu kinh doanhdam bao cécdiéu kién ki thuat
cua hat dong khach sn, tp trung vao gan ly, bio dudng nha éa, thiét bi, moi

treong, an ninh,...

1.2 Kinh doanh khach an

Kinh doanh khachasm dugc coi la mdt b phan chi yéu cia kinh doanhuu
trG, duoc tao thanh Bi cac doanh nghp cung ép nhao tam thoi dé cho thuébay
duoc coi 1a hinh tiic kinh doanh #ng cach cho thué cac phonged day du tién
nghi én thiét cung cac @th w bd sung khac. Kinh doanh khachnsluén phii
duong dau véi canh tranh #t cao, do @y viéc quan ly rit quan tong va mang tinh
quyét dinh cho & thanh céng hay 8t bai cua cac doanh ngép kinh doanh @th wu.

Mot van dé chinh y¥u bén anh viéc quan ly trong kinh doanh khachas [a

chat luong dch wi phuc wvu khach. Bén anh sr nhiét tinh, ném nd caa nhan vién
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phuc vu thi loi thé to lon caa khéch sn 1a du khach cé thtim thiy ¢ ¢6 khong khi
gia dinh. Song @ng c6 quandiém cho &ng én tim nhing yéu t méi la d&é du
khachduoc theéng thic mot chuyén di choi xa nhading nghia. ©

Tom lai kinh doanh khachas la mot [inh wrc kinh doanh pinc tap vadoi hoi

rat nhiéu ar khéo léo, tinh& trong cac cach heh dinh chén lugc caa minh.

1.3 Thi trwong kinh doanh khach an

Ciing nhr cac én phim khéc, 8n phim khéch sn dugc sin xuat, tiéu ding ra
ngoai th trudng. Xét & ban chit thi thi treong kinh doanh khachas va th truong
du lich dugc coi 1a nét bo phan ciu thanh tong ddi dic biét caa th truong hang
héa néi chung. Chiing baém toan I cac ndi quan I va a ché kinh € lién quan
dén dia diém, thoi gian, diéu kién va plam vi thuc hién cac dch w va hang hoa
nhim daptng nhu du vé du lich aia con ngoi.

Nhu vay, thi truong kinh doanh khachas la nHt bo phan cia thi treong, not
pham tr0 dia sin xuit va keu théng hang héa,ich wi du lich, phin &anh toan & cac
mbi quan & giira ngroi mua va ngoi ban, ip hop toan b cac quan & cung éu
cac thdng tin kinh& ki thuat gan véi mdi quan & trong du ich.

Chinh vi tt& thi truong khach sn ding cé nling dic diém aia th treong hang
hoa néi chung, néang chu ar chi phdi caa cac quy lét kinh € co ban: quy It
gia tri, quy Itat cung éu hay quy lat canh tranh.

Bén anh do, theo quariém marketingth; trirong aia mpt sin phim naodo
la tdp hop cAc ngroi mua gin phim dé’. Vay thi trudng khach sn 1a tip hop céac
ngudi mua cac #n ptim khach sn (hay con gi la “khach hang”). Véc phan chia
thi trudsng khach sn ding nhr thi trudng du ich c6 tié thuc hién dudi nhiéu hinh
thire, tly vao cac tiéu tre dua radé phan lai.

Trong ndi thi truong thi nhu 8u aia khach 1a khac nhau vauting cac khach
san déu & ging dap ttng dugc mdt cach tot nht nhu du cia it ca cac th truong.
Thi truong khach tirong mai ¢ xu hréng 6n dinh quanh @m trong khido thi
truong khach duith thi mang bi huéng thyi vu dam nét.bé khic phuc tinh thyi

® Tom Engel, Point of view: Brands and Brand Managein Hotel Industry, 2007, Global Hospitality
Group

” Philip Kotler, Chrong 7 — Phan tich thruong ngroi tiéu ding va hanh viia ngroi mua, Qun tr
Marketing, 2008, NXB Téng ké

Trang 6



vu, nhiéu khach sn tip trung vao phc wu nhu éu aia th trudng khach tham gia
hoi thao bing viéc cung ép cac dch wi nhe cho thué phongdi thao, cho thué cac
thiét bi phuc vu hoi thao... nham giit duoc mirc doanh thu caozng trrong déu din

trong @& Idc trai w.

2. Phan lagi khach sin

C6 nhku tiéu chidé phan lai khach an, theo ngtn vén sy hitu, theo quy mé
hoat dong, theo &p hang... Trongdo, phan lai theo ép hang (sao hac kim
cuong: star rating hic diamond rating) 1 hinhdie phan lai pho bién nht.

% Dwa vao ngn vén chia so hiru
—  Khéach san ¢6 von diu tw nwéc ngoai:
- Khach an 100% wn nueéc ngoai
- Khach an lién doanh: Coslién doanh gta mdt nhadau tr trong
nudc va nréc ngoaidé cung hat dong kinh doanh.
—  Khéach san hoan toan khéng c6 én dau tw nwéc ngoai, trong bai
khoa luan nay goi chung la khach @an Viét Nam:
- Khach an Nha mrgc: Do Nha méc sy hiru va qun ly
- Khach an tr nhan: Do & nhan & hiru va gan ly
- Hoac mot sb hinh thirc khac
+ Dwa vao hang khach san

Thé gisi hién chra c6 ndt tiéu chdn o thé, ddng nHit va chinh titc nao &
viéc xép hang khach sn. Laai, hang khach sn |1a cin or dé xacdinh chit luong céc
khach an do; la cn or dé cac 6 chac, ca nhan kinh doanh khacinstau tr xay
dung, quing céo va in hanh hat dong kinh doanh.

Tiéu chiuin Uc, hat dong theoAAA Tourism thi khach sn 5 sao phi c6 dich
vu phong, dch w concierge (nh vé may bay, @i d, cung ép ban dd, goi xe cho
khéach), pli co cac trang tht bi dep, c6 nhéu loai phong... Khach an 4 sao thi c6
cac phongc trang tri kyp thim i, ¢4 ding, trang tkét bi tiéu chdén cao, dch w
chim s6c khach handt;, tin tuy. Khach an 3 sao cdid dung tén loi, cac trang

thiét bi da chng. Khach sn 2 sao va 1 sao tham bio cac yéu #u oo ban cho vic

8 AAATourism — T6 chre du ich Quéc gia Uc, ph trach vin dé xép hang khach sn tai Uc, dat tiéu chidn
1ISO 9001 :2000
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leu trd, sch €, tuy do dung trang btrong phong ng con han ché. AAA Tourism

~ 1

con st dung thangdiém “rudi”. Vi du véi nhitng khach sn 3 sao ma cdb dung
nhiéu, trang thét bi di kém phong nkiiu hon so \6i mixc binh throng € duoc goi la
“Khach san 3 saowai”.

O Anh thi ETC (English Tourism Council’s) la thrc phy trdch vin dé xép
hang khach sn (Hotel) va nha khach (Guest Accommodation).ddng Saalé xép
hang khéach sn va Kim arong dé xép hang nha khach,img tr mic 1 sao (hac 1
kim cueong) cho &i mic cao nhit 1a 5 sao (hc 5 kim arong). Cac tiéu chdn vé co
ban khéng khacdm so i AAA Tourism ga Uc?

Khéch du ich throng quen i khach an 4 sao, 5 sao mihg ding c6 khéch
san quang cao la 6 sao, 7 saduong nhién véc tr nhan 6 sao hay 7 saaieg khong
theo nlitng tiéu chén déng nhit nao. NKing khach sn iy duoc hiéu ngim la duogc
xay drng ft sang tong, khac bit dé moi nguoi cé thé ngim nhin nleng khong té
bat chuge. Cac trang tht bi doc ddo,dat tién, co tie dat tha cdng frng thr mot nhu
chiéc giwong ti gia hang chc ngan USD, niing chéc gdi 16ng ém mrot hay fim
tham dét tay tr soi thién nhién.

Khach a&n dang diroc quing céo la 6 sao vaédién dén 7 sao 1a khacham
Buri Al Arab ¢ Dubai. Pay la nt khach an duoc xay dmg trén ngt vinh bien,
theo md hinh gt chiéc thuyn bwm nge tri trén nhizng keon séng bén. Khach an
cao 321m, baodm 202 suites (atcd phong thong hung). Khach & diroc don trén
mgt chiéc Roll - Royceduwoc mvi chon lya trong danh sach 13 4o goi thuong
hang dé bao dam mbt gidc ngi ngon va tirc don cia nha hang &duwoc ldp ra b
yéu @u aia khach. Mt ss phong c6 thang may riénggwe thang dat vang, phong
chiéu phim, tlim 16ng béo... Khi nguyénitlqusc gia hay chinh khactién khach
sgn 5 sao, Mt nguoi phuc w (ngreoi ndy duoc phép 1éndng nheg chra chic
diroc tiép xac Wi khach) @i la butler. Butler throng phii virot qua it nhiéu vong
kiém soat gt gao ¢ tay ngle va ai ly lich bsi cac nhan vién an ninh, |anhrsO
khach an Buri Al Arab, butler c6 @t 24/24 g va ni vi khachdéu 1a nguyén th

qusc gia®

® http://www.fweb.org.uk/dean/visitor/accom/symbbtsl
10 Két qua trén Bach khoa toan thmé (Wikipedia) phién bn tiéng Anh cho & khéa “Star rating hotel”
(Théng tind&d duoc kiém ching — verified) http://en.wikipedia.org/wiki/Startiag-hotel
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Campuchia tng c6 khach s 6 sao Amansaréd duong Norodom Sihanouk,
gia phong 700 USDEm*, bao @m tién xe va tai ¥ dua khachdén cacdén dai
Angkor.

Mot diéu khong ti thiéu & khach sn tir 4 sao té 18n la cong tac check-in pih
chat lugng cao, vadoi ngi tiép tan luén tirdong tnrc nu cudi trén méi. Xep hang
chd nhan phongo quay tiép tan ladiéu khéng tié chip nhin ¢ cac khach s nay.
Check-in pli tién hanh i truéc khi khachdén khach sn. Buong nhién niing tiéu
chuin trén khéngluogc dinh ra lbi bat cr mot to chic qubc # hay hgp hoi khach
san ndo, nling cac khachas cao dp < tu dit ra dé tu dap tng khach hangia
minh king trang thét bi, dich w cuc ky doc dao. Vadoi khi, “sb sao” ding 1a ot
phan trong chén luoc marketing @a cac khachas nhim dinh Vi khach hang, vtri
trén th truong va quyt dinh gia @ caa dch wi cung ép.

NGi chung mi nuéc c6 nhieng tiéu chén riéng va niing tiéu chén ay van
chi 1a mot sy ¢d gang dap ang nhirng yéu éu cia khach hang va nang cao tiéu
chuin V& san pim du ich nréc minh. Van @& xép hang mdi quéc gia ndt khac
nhau, V&t Nam chiing tatsdung Tiéu chuin xép hang khach &n do Téng a:c du
lich Vigt Nam ban hanhitnim 2001 va &n c6 hiu luc i nay (nim 2009):

Theo tiéu chén ndy, cac khachas dugc phan lai tir thip nhit, it tién nghi
nhit 14 1 sao,di 2 sao, 3 sao, 4 sao va cadimtién dai nhit, 1a 5 sao. Khachas
dat tiéu chdn xép hang tr 1 dén 5 sao: 1a khachas c6 @ sv vat chit, trang thét bi,
chat luong phuc vu cao,dap ung duoc nhu éu da caing aia khach duith \é an,
nghi, sinh hat, giai tri theo tiéu chén aia trng hang, phu kyp véi tiéu chdin quic
té.

Trong do, chit lwong khach sn dugc xacdinh théng qua #m tiéu chi o ban
la: Vi tri, kién trac; trang tht bi, tién nghi; dch wi va mic do sin sang phc wy;
trinhdé quan ly va nhan vién plc vu; vé sinh an toan.

Vi dy nher quydinh \é thiét ké kién trac :

- Khach an 4 sao: Kén tric, xay dng kiéu dangdep, vat liéu xay drng chit
lwong cao, Bi ngaai that duoc thiét ké hop 1y, dep.

1 Gia théng baodi khach & - Thoi diém thang 8/2008
12 Quyét dinh 107/TCDL ban hanh ngay 22/6/198#gc sraddi bé sung 4i Quyét dinh 02/2001/ ®-TCDL
ngay 27/4/2001i@ Téng ac truéng Tong axc Du lich
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- Khéach an 5 sao: Kén tric ca bit, kiéu dangdep, VAt liéu xay drng cao ép.
Noi ngoai that duoc thiét ké dep, trang nha, toamnoh dugc thiét ké thdng nHit.

Hay quydinh \é chit luong va thaids phuc w:

- Khach an 4 sao: Cht luong phuc wu va thaiddé phuc wu rat tét, tan tinh, chu
d4o ludn §n sangitapirng moi yéu ciu chinhdang @a khéch.

- Khach an 5 sao: Ct lugng phuc vu hoan ko, thaidé phuc wu tan tinh, chu
déo, luén &n sangiapung moi yéu éu chinhdang @a khéach.

Nganh duich Viét Nam &p dng binhding tiéu chén xép hang khach sn dé
danh gia cht luong cho #t ca cac khach s trén I1anh th Viét Nam, khéng c6
truong hop ngai &, Tuy theo lang dé ngh va chit luong thrc #; cin ar vao Tiéu
chuin xép hang da ban hanh, dhg aic Du lich va $ Du lich € chim diém phu
hop voi chit luong, laai va hiéu qua kinh doanh aa trng khach sn. O Viét Nam,
Téng aic Du lich © chic thim dinh va quyt dinh céng nn khach sn 3, 4, 5 sao.
Cac  Du lich haic So Du lich — Throng mai tham dinh va céng nin khach sn
1, 2 sao.

Tiéu chuin xép hang khach sn cia Viét Namduoc xay drg hoan toan trén
co sb khoa toc, c6 tham kho tiéu chdn xép hang aia mdt sb nudc phat trén &
chau Au, chau A va y &n aia chuy@n giawmoc ngoai.Nhing tip doan quin ly cac
khach an lon nhes Accor, Marriot, Starwood-Sheraton, Hilton, Hyattijkko,...
dang hait dong ti Viét Namdéu danh gia cao tinh phudp cia Tiéu chdn xép
hang khach gn Viét Nam i Tiéu chuin quc . Mwsi mgt nam qua, I thong
khach &n duoc xep hang ¢ Viét Namda phin anh clat liong trong xing vaduoc
khach duch tin aiy. *3

3. Pac diém

3.1Pic diém cia finh vac kinh doanh khéach an

Thir nhdt, day la mét Iinh wc dang c6 g canh tranh gay # do dau tu, xay
dung qua nhiu khach sn, hay nguy 6 dong ara haic chuyén dbi hinh thrc kinh
doanh do kh nang sinh bi thap, v.v...

13 Théng tin trén trang web chinhithcia Téong aic Du lich Viét nam, muc Tra 1oi ban doc, cau lbi “Tiéu
chuin xép hang khéach sn”, cap nhit 10/4/2006

http://www.vietnamtourism.gov.vn/index.php?cat=28Bmid=1453
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Thir hai, day la lai hinh kinh doanh plc tap, da cang, throng xuyén co s
tiép xdc gira khach va nhan vién. Khg ngroi quan ly ludn phii déi phod Wi kha
nang khéng th lwong tnréc dugc cac kho kiin do khach va nhan vién gay ra.dto
dong khach sn codic diém 1a sin prim duoc cung @p trrc tiép tir ngudi cung dép
t6i nguoi tiéu dung. Véc cé nlitng éim xdc chir quan khi plc wu la diéu khong
tranh khi. Diéu nayanh hrong khéng nb t6i hiéu qua haat dong 6t déu din caa
khach an. Do \ay, khach sn dugc xem 1a & chrc phrc tap vé quan Iy va ludn 4o
ra nhéu kho khin khéng bao @i dut cho ntirng ngroi diéu hanh.

Thar ba, day la lai hinh kinh doanh cd@inh hréng va chinh xac ma ogi
diéu hanh phi luén sin sangddi pho wi moi tinh hubng xay ra dé cé the dua ra

nhitng quyét dinh nhanh chéng.

3.2Pic diém cia sin pham khach @an

Dé giai quyét tot bai toan chénhéth gira cung va u thi viéc dr doan tuéc
nhu du, git mbi quan ¢ doi tac 6t véi cac khach sn khac, cac cong ty dich i
hanh, cac cong tyam chuyén khach duith, v.v... [a nfing nhém wu quan tong va
can thec hién nghiém tuc i bat ki khach sn nao. Bén gnh d6, dé canh tranh, cac
khach an ding cin phai tu thé hién ning lec cia minh Bing cac én phim phuc wu
boi d6 ladiéu kién tién qugt quyét dinh sr tro lai cua khach hang vaay ladiéu $
dan t6i sy thanh cdng hay i bai cia khach sn do. Viéc cungirng $in prim dich
vu trong khach an 1a ndt trong nlirng tiéu chén quan tong én dit ra. Sin phim
cua khach sn c6 mdt sd dic diém noi bat sau:

The nhdt, tinh da dang téng hep: san ptim cia khach sn mangday du tinh
chat cia cac Yu th san pham vat chat va caadic diém cia $in prim dich v, trong
d6 c6 phin dich w la do khach s tao ra, ding c6 pln la do cac doanh ndip
thuoc cac nganh khac hayatin chi & cac khach s khac 4o ra nhr 1a cac gu t
dau vao @n thiét dé tao ra dch w tong thé cua khach sn vadat duoc mot cach bi
da yéu au cia khach. Song la nhah tung ép dich w tryc tiép, khach sn phii
chiu trdch nhm v& moi san pham dich w va \at chit vai khach khi nét trong $
cac 4n phim d6 khién khach hang khéng hai 16ng dingohim dich wi hay \at chat
d6 khéng phi do khach sn truc tiép tao ra.

Thet hai, viéc danh gia cht luwong $in ptim nhiu khi khdng thé wéc hwong
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ra duoc. Khach hang coustiép xdc trre tiép véi cadc nhan vién pit vy, cac 4n
pham dich w va \at chit s8 cé nhing danh gia khac nhau.dt thé nira viéc duy tri
chat luvgng dch w tét mot cachon dinh, déu din ding khdng phi van dé dé dang.
Chinh vi iy méi quan 1§ giita nhan vién & khach hay & giita cac khach&i nhau
ciing anh hrong i chit lugng sin pham. Viéc hiéu duoc dac diém nay At quan
trong oi né <€ giup cac nha gin li caa khach sn co6 nlirng bén phap phu &p nhr
huin luyén dao to cac nhan viéni@ minh & thai do phuc vu chuyén nghip Voi
khach hang, v.v...

Thir ba, tinh lién tuc: sin phim khéach sn bao ém tit ca cac dch w ciing
nhe hang hdéa & chit cung ép cho khach hangutkhi bit dau cé dat chd
(reservation) choodt khi khach hangdai khoi khach an. Nhr vay qua trinh lam hai
long khach hang luén ghla mot qué trinh liéndc khéng ngng ngh.

Ther twr, tinh khoang cach dia ban tlrong trd @ia khach sn theong ¢ xa
khach an. Vi thé viéc dua khach hangét duoc v6i cac sn phim khach sn 12 &
moét qué trinh dai théng qua &¢ théng phan phi trung gian. Lam sadé hé thong
trung gian nay ha dong nhdn nhuyén, an khép véi tién ich @a sin prim ma not
khach an mang 4i 1a cau i mau chjt. Hoat dong aia kg théng trung gian trong
nhiéu tredng hyp mang tinh qudt dinh viéc khach codi leu tra i mot khach sn

naodoé hay khéng.

II. Marketing trong linh vuc dich vu kinh doanh khdch san

1. Mét sé khai niém

Kinh doanh khachas la nganh kinh doanhich w ma $n ptim cia né co6
nhitng nétdién hinh khac fn véi cac lai hinh hang héa,idh w khac. Do nkitng
dic diém phic tap cia sin pham kinh doanh khachas ma céng \ic marketing
ciing ¢6 nlieng dic diém phrc tap hon so i cac nganh kinh doanh hang héa théng
thuong khéc.

1.1 Marketing

Marketing 1a hat dong aia con ngoi gan lién véi cac khai ném nhu @u,

mong mwn, y&u éu, traoddi, giao dch va cé quanivéi thi treong. DA co At
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nhiéu ngroi nham I3n marketing i viéc ban hang théng tikyng hay cac ha dong
kich thich ban hang. Viay ho quan ném marketing cing qua l1a B thdng céac bin
ph&p ma ngoi ban sr dung dé cdt lam sao badugc nhiéu hang va thdwoc nhiu
loi nhuan.

Thuc ra tiéu th chi 1a mot trong nhing khau éa hat dong marketing ¢a
doanh nghip. Hon thé, d6 1a khéng phi 1a khau quan tmg nHit, tiéu tha chi [& mot
phan nho trong ot chwdi cac céng e marketing & viéc phéat hén ra nhu &u, sin
xuit san ptim phu lop yéu éu do, sip xép hé théng phan pbi hang hoa rt cach
c6 hiéu qua dé san pham tiéu thy dugc & dang. Cach lam nayé&Hién quandiém
marketing hén dai. Theo Philip Kotler'Marketing la mgt dang hogt déng aia con
ngwoi nham théa man nhing nhu ciu mong mwn cia he théng qua traodai”. *
Nhu vay marketing 1a lam v vai thi truong dé thuc hién cac céc traodoi voi
muc dich thba man nhu au va mong mén aia con ngoi.

C6 nhéu dinh nghia khac nhaud/marketing, song néi chung, marketithgoc
hiéu la toan b cac hat dong trong Bn kinh € thi truong, c6 muc tiéu dr doan va
cam nhan, va réu co tre, 1a khuyén khich, klvi goi, lam ray sinh nhu éu tiéu ding
mot loai hang hoéa, ith wu naodo, thrc hién ar thichting lién uc cia by may an
Xuit va b may qun ly, theong mai caa mdt doanh nghiip voi nhitng muc tiéu da
dé ra.

Marketing, ndt cAch ngn gon, c6 tté coi la gom nhitng hait dong sauday:

- Tim hiéu nhing nhu du chra dugc thoa man éa ngroi tiéu dung théng qua
nghién «u thi truong

- Tim céc $n pham phu lvp véi nhu éu cia ngroi tiéu ding

- Pua $in ptim d& nhim tredc toi tay ngroi tiéu dingd noi hop i, vao thi
diém thich fp v6i gid ca hap din, cac dch w sau ban handuoc duy tri 6t

- Panhddng tam li ngoi tiéu dingdé sao cho tha man éi da nhu éu cia hy,

dan i viéc ting cao i nhuan aia mbi doanh nghip

1.2 Marketing trong kinh doanh khach san

binh ngha marketing duith theo B chic Du lich thé gioi: “Marketing du

lich 1a mgt triét Iy quan tri ma nhy nghién afu, dw dodn, tuyn chen dwa trén

4 Marketing qibc #, 2005,Dai hoc Ngaai thuong
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nhu cdu cia du khach, né co thdem sin pham du lich ra thi trwong sao cho phu
hep Wi muc dich thu nhiéu lgi nhugn cho % chirc du ich.”™

Theo Robert Lanquar va Robert HollieMarketing du lich la mjt loat
phwong phap va i thudt diroc hé tre bang mgt tinh than dac bigt va co pharong
ph&p nhim théa man cac nhu éu khéng néi ra haic néi ra aia khach hang co
thé 1a muc dich tiéu khién hogc nhieng muc dich khac bao ¢m céng véc gia
dinh, cong tac, lap hanh”.*®

Tém ki ta c6 tié hiéu khai quat marketing dich 1a mdt chirc ning hait dong
cua doanh nglép du ich nfim vin dung ng hop hé théng, bién phap, chinh sach,
nghé thuat trong qué trinh kinh doand¢ thoa man nhu au khach duith va mang
lai lgi nhuan cho 6 chac du kch do.

Riéng marketing trong kinh doanh khacmda qua trinh liénuc, i tiép
nhau quad6 bd phan marketing 4p ké hoach, nghién 6u, thec hién, kiém soét,
danh gia cac ha dong nhim thda man nhu au, mong mén cia khach hang vaat

duoc nhirng muc tiéu @ia khach sn.

2. Sw can thiét ciia hoat déng marketing

Ngay nay Bt ki doanh nglip nao médn thanh céngtéu phai dit nhiem wu
marketing 1én hangdau, bén anh cac hat dong khac nir san xuit sin prim hay
cai tién chit luong sin pham. Lich sr phat trén cia nganh khachas da tri qua
nhiéu thayddi quan tong va co th néi ring hait dong marketing mang tinh qéty
dinh trong véc duong dau voi nhitng thayddi do.

Cung Wi xu huéng phat trén chung éa thoi dai, du lich duoc xacdinh 1a ot
trong nhéu nganh kinh& mii nhon cia rén kinh € qubc dan.0 mot sb nuéc phat
trién, du ch con 1a nhuau khéng tié thiéu caa mdi nguoi.

Véi bat ki linh wrc kinh doanh nao thi khming daptng 6t dugc nhu édu cia
thi truong, ©o ra nlirng sin prim dap ang chinh xac nhuas cia th treong 1a ¥u
t6 quyét dinh sr thanh cdnga © chic kinh doanh. i cac cong ty duith thi vin
dé nay hi cang quan tmg. Bé thoa man &t nhit nhu du cia khéach, én tién hanh
khuéch tnrong, quing ba én phim acia minhdé thu hat khach. bin thé, dic tinh

*pinh nghia trén trang webia T6 chic Du lich TH gisi : www.world-tourism.org
'8 Robert Lanquar va Robert Hollier, 2002, Marketing lich, NXB Th Gigi
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cua @in prim du fch 126 xa khach hangimg khién cho marketing dudh tg nén
can thiét hon.

Bén anh do, src ép anh tranh trong thi budi kinh té thi truong cang chng
t6 viéc dr tru chén lroc marketing 1a it cong véc cin thiét va co y ngia $ing
con wi doanh nghip kinh doanh duith Ir hanh néi chung va cac khacimmsoi
riéng. Cac khachas khong ch phai d6i phé Wi canh tranh trong ngantdo6 la cac
khach an trong khu wc hay ngoai khuwe, cac khacha cing qéc gia hay é ¢
qudc gia khac, cac nha gu ly khach sn con phi dwong dau véi sy canh tranh aa
cac nganh khadiéu nay t hién dic biét rd ¢ thi truong khachdi du lich thuin
tay v6i muc dich gii tri, the gidn. Sn pram du ich khéng phi mot san pham thiét
yéu, vi thé cac du khach c6 éhdé dang tr bo quyét dinhdi du lich aia minh terée
su hap din cia cac nganh khadien anh, thi trang, tét kiém, dau tr, v.v...). Hon
nita, $ lwrong cac khacham moc 1én ngay cangihg do cac doanh ndim 16n dau
tu ¢ linh wrc khac éing mun chuyén sang kinh doanh trontnh wc khach sn hay
cac doanh nghp nhd ciing mubn dau tr vao Enh we von dugc tiéng 1a bi nhuan
cao nay.

Nho ¢ hait dong marketing ma cac doanh nghinay c6 th tranhdugc nhiu
rai ro, ném bit duoc nhu @u thi hiéu caa khach hangé nang caodi nhuan.

Ngoai ra, hat dong marketing cormong vai trd nkr ciu ndi giita khach hang
v6i khach an. Théng qua hd dong marketingdon vi kinh doanh ith wi c6 thé
hiéu r6 \& ban than minh vatéi thu canh tranh. Marketinging 1a hat nhan trong
viéc 16i cudn thu hat khackién tiéu dung &n phim caa khéach sn.

Vi nhiing i do trén ma khéng ai céétpha nhin vai trd quan tng aia

marketing trong hat dong kinh doanhwea mjt khach gn.

3. Ddc trung
Do marketing trong kinh doanh khacinda nbt phan aia marketing ith w
ma nd co niing dac treng aia Marketing gch wi n6i chung va @ing c6 nlitng dac
trung riéng @a minh.
3.1Pac treng aia marketing trong kinh doanh dich vu

Ther nhdt, marketing ¢ch w duoc radoi cham hon so i cac Enh wec phi
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dich wi vai chic nim. Nguyén nhani@ sr di sau nay co thké toi:

- Khi méi ra doi, cacdinh ngha thuit ngir cia marketingtuoc nghién ¢u ch
dé phuc wu céc tnh wrc sin xuit hang héa, dhmai \é sau, khiinh wec dich wi tro
thanh ndt loai vii khi canh tranh Eu hiéu thi marketing gth va méi dugc quan tam
hon.

- Nganh dch w c6 nhirng dic trung riéng @ pheong phéap qén Iy cing nhr
tinh cHit loai hang hoa tradoi.

- Truée day, inh wee dich wi cha yéu dugc chi phbi bai cac doanh nghp nhd
lé, ho giadinh kinh doanh cé thquy md nlé. Chi toi sau nling rim 50, khi cac
doanh nghip 16n chuyn heéng dau tr sang inh wrc dich wi thi marketing ith w
bit dau dugc quan tamd cac doanh ngBp nha méc va phi dén thoi gian sau fra
cac doanh nghp magi c6 sr quan tamiing mic.

The hai, marketing trongihh wre dich wi ¢ nhirng dic diém riéng, khac it
han so Wi marketing phi éch w. Cac khac it d6 tao ra do & khac nhau gia finh
vuc dich w va phi dch w, chdng la:

- Ban chit vd hinh @a dch w: Chi sau khi & dung khach hang i biét chit
lugng aia hang héaté thé ndo. Trongda $ cac toong hop, khach hang khdy
mau hang hoéaté xem turdc, ho chi yéu dra vao kinh nglim aia nhirng ngroi da
st dung tnréc d6 dé quyét dinh viéc tiéu dung éa minh. Chinh vi ththong tin
truyén miéng At quan tong trong Inh wc dich w1 néi chung va khachas noi
riéng.

- Viéc sin xuat va cung ép hang héaigh w duoc thre hién dong thyi véi sy
tham gia tec tiép cia khach, hang hoa khongétlié lwu kho dr trit duoc nén véc
dam bao tinhddng nHit va kiém tra chit lugng sat sao la ot kho khin 16n déi voi
marketing dch w.

- Vai tro quan tsng aia cac trung gian méi gi: Dich w da $ chi dugc cung
cap i khach hang khi & truc tiép t6i mua hang, khéng éhmang dch wi téi tan
nha nhr cAc hang héa phiich w khac, vi th hoat dong aia cac éu nbi cé vai trd
lon.

- Viéc xacdinh chi phi va gid thanh khé chinh xac ngéy tac trudc khi
khach hangtsdung dch wi do nhiing yéu éu phét sinh ¢a hy trong qué trinh tiéu
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dung.

- Pa $ cac dch w gin két truc tiép cac ca nhanisdung va cac ca nhan cung
cap. Viéc tiép xuc throng xuyén gka ngroi quan Iy hay cac ngoi dai dién caa hp
v6i khach hangioi hoi sy tinh & cao, né co thla mot diém rit thuan loi dé lang
ngheduoc cac pln ung aia khach hang 6t cach nhanh rit song éng co ti¢ 1a
mot kho khin khi n6 gay ra ndu &p lrc cho nliing ngroi truc tiép 1am véc Véi
nhiéu tinh cach khac nhau trongptrkhoang thoi gian ngin.

The ba, ngoai cac khac Bi chung ndi trén, con ghnoi d&én ar khac bét phat
sinh trong irng hoan énh, cac khac bt riéng nay dng c6 tié mat di khi c6 nhing
thay d6i vé quy dinh quin ly, khung phap ly, v.v... va no tuy the vao cac lai
hinh doanh nglp khac nhau. Nguyén nhanaccac khac Bt tuy hoan énh nay co
thé 1a:

- Phan 16n céc khai rim quy tic cia marketingdugc xay drng bandau cho
linh wrc phi dch wi. Vi thé viéc cai nhinddi véi marketing dch wi con han hep
ciing ladiéu kho tranh khi. Sy quan tamdi marketing dch w con it, $ lugng céac
nghién cu tim héu vé né ding con t han cré.

- Do thiéu thdng tin anh tranh, nganh kinh doanlicti wi con théu cac théng
tin vé doanh & ban hangwa cacdéi thi canh tranh i nhiéu nim, réu cé ding ch
la nhirng £ liéu chung chung nén & hach dinh chén lugc marketing @éng cé
nhitng khé khin riéng,doi hoi nhitng K thuat riéng.

3.2Pac treng dia marketing trong kinh doanh khach san

Bén anh nhirng khac hit gittra marketing phi gth w va marketing tth w,
marketing trong nganh khachrslai c6 nhirng dac treng khac. Cadac trung khac
nhau nay phat sinh do cac khaétlgitra nganh kinh doanh khachnsva cac nganh
dich w khac. Co6 th chia lam 2 nhom: khac &ichung va khac Bt do hoan énh.

3.2.1 Khac bét chung

Mét 1a thoi gian tép cin khach hangi@ kinh doanh khachas it hon so \6i
cac nganh ith w khac nén thi gian “lay long” khach éng ngin hon.

Hai 1a sain prim khéach sn luén c6 g tiép xuc tire tiép giira ngroi véi ngudi,
vi thé cam xUc chi quan @¢a ¢ khach hanging nhr ngudi don tiép cé nét vai trd

quan tong trong véc danh gia Kt qua caa hait dong marketing. 8 rang béc vé
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mat tinh am nay¢ kinh doanh khachas l6n hon & cac nganh kinh doanhah wu
khac. C6 th noi ring sr hip din cia sin phim khéach sn dwa rit nhiéu vao noi
quan I tinh am.

Ba la cac ting ching hiru hinh @a sin ptim khach sn c6 \ tri rit quan
trong dbi véi viéc lay long tin dia khach hang. Bt sb bing ching hru hinh c6 th
ké t6i la to roi quang céo, trang pit cia nhan vién, giaacthué phong, v.v... Cha y
ti viéc quan ly cac Bing chirng hru hinh nay & rat cé ich cho Vic aing & sr yéu
mén cia cac khach hangitsan prim khéach sn.

Bén 1a uy tin va 4m o cua khach sn dong vai tro &n. Quyét dinh lra chon
cua khach hanguh nhéu vaodiéu nay nén cac nha fich dinh chén lugc cin phai
biét.

Nam la vai tro quan twng aia khau trung gian trong hbdong kinh doanh
khach an. Vi thé phai mo rong he thong phan phi va ho s3 duoc coi la cac chuyén
gia ban hang, kéo khach harigwi khach an caa minh.

S&u lacach thirc haat dong aia cac cong ty btro ciing tdcdong nhiu téi san
phim khach sn. Vi du néu mot khach sn diing ra 6 chirc hoi thao, ho lién két véi
mot céng ty & chirc ar kién dé to chac hoi thao & khach gn minh, cung &p chb ¢
cho cac khach tham gigihhop, viéc cong ty & chic ar kién hat dong hiéu qua
hay kém hdu qua S8 anh hréng tre tiép t6i moi qua trinhdon tiép khach hangia
khach an.

Bdy 1a cac dch w trong khach an rat dé b sao chépbay la ndt thachdd véi
nhitng ngroi kinh doanh khachas khi ho mudn d6i mai, 1am khacdi d¢é nang cao
tinh aanh tranh.

Tam la viéc kinh doanh khachas mang tinh thi vu rd nét. Vec khiéch
truong $in phim vao thyi ki moa w la rat can thiét, tuy nhién bn thé d6 la viec
duy tri quing ba hinhanh trong thyi ki trdi vu boi n6 $ giip khach hang cén
twong v khach sn va $ téi nghi khi ho cé quyt dinh di du lich. Cang ngay cac
“thuong dé” cang K ludng trong & lva chon aia hy, hiém ai kra chon mot khach
san khéng cé tén i gi hay ndt khach sn chi thiy quing cdo nhu vao mia du

lich, ngoai ra thi khéng cérh hoi gi ca.
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3.2.2 Khac bt do hoan dénh

Mgt 13, nhitng nha qaén ly thanh 4p khach sn trong qua ki rat it dugc dao
tao bai Bn v hoat dong marketing, khi & bit dau quan tdm & hoat dong
marketing thi cac doanh ngbiaia cacinh wc khacda cé “Phong marketing”.

Hai la cac nha gan ly chra thrc ar coi trong cac k nang aia marketing.
Trong nganh khachas thuong cé xu lréng coi tong cac k nang ru nueéng, K
nang bbng, K ning pha ch d6 udng... hon 1a K ning marketing.

Ba la viéc t chrc trong cac khachaa ding khac nhau tly theo quy md va
hang khach sn. Thong tlrong & cac khach @, chic ning aia “giam déc kinh
doanh” va “giamdéc marketing” throng duoc trao cho it nguoi trong khi o cac
nganh khac thi la do 2 ngi khac nhautam nhim.

Bon la cac taatong aia quydinh aia Nha méc. Nhin chung trong b dong
du lich ding nhr trong hat dong aia cac khachas, quin ly cia Nha mrdc co tac
dong lon va nhéu khi c6 xu lwéng lam gam sr nang dong, han cké linh haat trong
cong tac marketingua cac é chic nay u Nha nréc dua ra cac quit dinh it khéo

léo, khéng linh hat, khéng 8o diéu kién cho fnh wrc nay phat tén.

4. Ngi dung chinh aia marketing trong kinh doanh khachan

Tu nhirng dac treng riéng @a marketing trong kinh doanh khacins not
pheong phap #p cin riéng cho marketing trong kinh doanh khaah &in dugc
xem xét &i:

Ther nhat 1a cac bén £ trong marketing mix ma doanh ngpikinh doanh
khach an cin phii biét. Do dic tinh phirc tap aia kinh doanh khachas ma khédua
ra mot md hinh marketing mix naodhg nHit. Cé nhiing nha marketing thearting
cian ban, d6 1a 4P la cac Bn $ da bét: san ptam (Product), gia (Price),ehthdng
phan pbi (Places), hinh tkc khiéch tnrong $in prim (Promotion); mt sb khac thi
cho #ing phii ké téi md hinh 6P, 7P, 8P, 12P4th chi @ nP.

Diéu d6 ngha 1a véc haach dinh chinh sach marketing mixireg khé ktin
hon nhiéu khi thay vi hach dinh 4P thi khachas phii chuan bi sin sang cho chn
lwvgc marketing mix ¢n hon 4P. Trong pim vi bai khéa wan nay em xétsf mo
hinh 8P ém c6 thém gu t con ngroi (People), qué trinhich wi va quy trinh phc

vu tron géi (Process and Package;hdw khach hang va i quan & d6i tac wi

Trang 19




cac doanh nghp khac (Partner).

Ther hai, cin coi tiong viéc ban Bi bs. Do cacdic diém cia khach sn nén
marketing khéng ph trach nhém duy nht cuia b phan marketing ma la trach
nhiém ocia toan th doi ngi con ngroi trong khach sn. Trach nhdm @ khuéch
truong khach sn va céac an ptim cia né khéng t giéi han boi bo phan marketing
va ban hang. Khi khach lamitiuc nhan phong, b da to thanhdbi tuong khai thac
cua toan b cac dch w va gin prim ma khachs mun ban. Mic tiéu quan ting
cua ban i bo 1a 1am saaté khuyén khich khach hangrsdung nhéu nhit cac dch
vu san pham caa khéch sn.

Céac phrong phap ban di bo cé th thuc hién la: treo Bing rén bén hicu
quang cdod cac mi cdng ©ng, thang may, cadp gip, t roi, cAc bén ch dan
duoc dat & phong khéach, in trén cé&d dung, trong quéan, v.v...

The ba, khach muais phim thudong dra trén tinh ém nhiéu hon do iy phai
coi trong thdng tin trugn miéng. Sr dung tinh Kp din dya trén tinh &m nhu hon
trong quing ba, khugn khich khach mua varsiung cac dch wi caa khach sn.

Toém lai, khi van dung marketing vao kinh doanh khacimsin dam bao duogc
cacdac diém obt 16i sau:mgt 1a dam bao muc dich chinh @a marketing 1a tim Em
va dap tng Ht nhit cac nhu &u cia khach hanghai la can danh gia cao y ngh
thuc tién aia hait dong marketingday khéng phi nhitng hat dong quyét dinh ban
bac trén ly thugt, mdi ban thaio marketing wch ra 1a nét ké hoach dai 1au vaioi
hoi su ¢d ging  luc cao ¢a cac ca nhan tham gia céng tac marketizgta can
coi viéc nghién ¢u, thu thp théng tin trong marketingéng vai tro then oft,
quyét dinh tinh héu qua caa hait dong marketing.

Hoat dong marketing khachas cin dam bao xuyén sét & moi bo phan, noi
nhan vién cé giaod&p voi khach, mi phuong tién co tté giéi thiéu, khuyén khich
khach hangis dung ©i da cac dch w caa khach sn véi muc tiéu ing loi nhuan
cua khach sn do.

Dé thyc hién dugc cac mic tiéu @a marketing mix, cac yéuie cin dat dugc
dbi vai hoat dong © chic marketing lamgt [ n6 phii 1am ting duoc thé lec va sic
canh tranh @éa doanh nglép trén th truong, hai 1a né phii dugc phbi hop véi cac

hoat dong khac nBm phat huy Bt sic ning hrc caa doanh nglép mot cach héu
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qua, ba lané dn dugc dam bao haat dong hing cac plrong tién vat chit, ki thuat...
can thiét. Nhue vay tir cac yéu &u trén, nguyénit oo ban dé té6 chic hop Iy hoat
dong © chirc marketing 1a:

- Van dung diing nguyénic tiép cin marketing trong kinh doanh khacins
dam bao xac hp chién lugc marketing mix phidp vai thi truong muc tiéuda cron.

- Tuy theo lai hinh, quy mé doanh ngdp ma cé phong an & chic
marketing phu bp, phan cong trach rdm thich lyp cho trng ca nhan.

- Xay dyng ré nép marketing, tirc hién triét Iy marketing khéng pii cua ch

mot bo phan marketing mai@ toan b nhan vién trong khachas.

4.1 To chirc thu thap théng tin marketing va nghién atu thi tr wong

Céac doanh ngBp hat dong trong Inh wrc marketing ludn thayoi, cAc nha
lanhdao cin nim bt duoc tam i @a khach hang (mg luén bén ddi khéng ngrg)
dé co the daptng ©t nhit cac yéu 8u aia hp. Bé&n @anh do, hp ciing dn phai biét
cac sang Kin msi caa cac doanh ngép canh tranh, caaru diém va khuygt diém
cua hy. Bé lam duoc tt hai viéc do, thu thip thdng tin va gan ly thdng tin
marketing 1a cong ¢t thiét yéu, dit khoat pli thuc hién, bao trim 1én toandbquéa
trinh marketing.

Trong thyi budi hién nay, khi xu kréng toan éu hoa giaang trong noi linh
vuc, Viéc cac cdng ty i rong th truong dia ly; kinh nghém cing nhr nhu du cia
ngudi tiéu dung Wi hang hda ngay cang cao l8indién viéc ngroi ban khd @m
bat duoc nhu @u chinh xac ¢a hp nhr trudc ding nhr viéc anh tranh ngay cang
chuyén nhanh yéu t5 gia ¢ sang $u t phi gia @ thi mpi doanh nghip phai to
chac quan ly dong théng tin #h toi nguoi quan tri marketing éa minh va tht ké
hé thdng théng tin da minhdé daptng cac nhuau quan tri théng tin marketing.

Theo Philip Kotlerhé thang quin tri théng tin marketing baodm con ngoi,
thiét bi, quy trinh thu thp, phan lai, phan tichdanh gia, phan p#i nhing théng
tin can thiét, kip thoi va chinh xac cho nilng ngeoi sogn thio cac quyt dinh
marketing:” Théng tin @n thiét dugc phat trén thong qua ghi chéponbd & cong
ty, haat dong tinh b4do marketing, nghiéric marketing va phan tichbhro quyét

dinh marketing.

7 philip Kotler, Chrong 5 — R thng théng tin, Qén tri Marketing, 2008, NXB Téng ké — Ha Ni
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4.2 Haat dong marketing trong kinh doanh khach @an

4.2.1 Phan tich maidong

Tat ca cac khachasn déu haat dong trong ndt mdi treong ludn thaydoi, vi vay
phai lién tuc danh gi4, phan tich caa $ién dong d6 nhim c6 phrong anddi phé
cho phu bp tinh hinh, trankduoc cac $u t ¢ hi va tin dung cac o hoi tot dang
dén. Phan tich cacochdi marketing va cacdu t tré ngai chinh 1a o s dé mot
doanh nghip hat dong héu qui va lubn duy triduwgc sr hiéu qua dy. Thdng
thuong mdt khach sn phii tién hanh phan tichochoi cua mai tzong bén ngoai va
mOi truong bén trong.

a. MGi truong marketing bén ngoai

Bao ¢gom mdi tnirong i md va méi teong nganh.

¢ MOi tr wong Vi mo

M®6i trudng i mé bao gm toan 16 cac nhand cing nhr luc lwong céanh
huong ©i viéc thec hién muc tiéu d@ia khach sn ma ko khong tié kiém soéatdugc,
chi co th theo dbi va c6 Bin phapddi pho throng xuyén thich bp. M6i treong Vi
mé nay theaéanh gia chung@m c6 sau §u t6 sau:

Mgt 1& mdi treong dan 6. Nhitng ngroi 1am marketing khachas phai dic
biét quan tamdi van dé tang teong dan 8, quy mod, g phan b dan $ caa ting
khu wrc, tinh thanh, géic gia khac nhau.ySphan I tudi tac, trinhdd van hoéa, o
cdu dan 8, md hinh céc & giadinh ding dugc coi 14 cac yéudtthuoc mdi tirong
dan $ can dé y toi.

Hai la mdi treong kinh €. Sic mua @a cac khach hang dm tai ciing nhr
khach hang &m ning aia mdt khach gan phy thuoc rat nhiéu vao thu nhp thuc cia
ho, gia @& cac nit hang khac trongdm kinh €, ty Ié ciing nhr théi quen #t kiém va
kha ning vaydé tiéu dung aa khach hangdé theo ddi cac du t6 thuoc moi tnrong
kinh &, cac nha hach dinh chén lvgc marketing én theo ddi chit cAc xu lréng
van dong aia rén kinh €, xu hréng thu np va @ ciu chi tiéu @a cac khach hang
dé co th dua ra nling dr doan phu hp.

Ba la méi truong tr nhién. Tim hiu Ki v& méi tredng tr nhién nglia 1a tim
hiéu cac $u t6 vé mic do 6 nhém khu wre, chi phi fing lrong, sr thiéu hut hay c6

thé tan dung laai nhién liéu ndo, ¥n dé khai thac het dong kinh doanh main d¢am
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bao giam thiéu 6 nhEm mai trong.

Bon 1a moi tredng cong ngh. Téc dd phét trén cza rén kinh € noi chung ph
thudc rat nhiéu vao tc do cac cong nghmasi dugc tao ra. Tuy nhién khdng gh
bao gb cac cong ngh méi nay ding cH mang hi toan uu diém. Nhiém w coa
nhitng ngroi lam marketing khachas 1a phii ludn quan sat cac xuring phat trén
céng ngkk maéi, nhan dinh phan tich caénh hrong Ht va Xiu aia nd 6i nhu du
khach hang. ¥ d6 ho cé thé c6 nhing d&& ngh gitp thba man cao én nhu éu
khach hang khiah dung duoc cacuu diém cia cdng ngh va han ché t6i da cac tac
dong tiéu arc cia nd Bi cac \i “thugng dé”.

Néam 1&a mdi treong chinh tr. Mdi trudng nay bao m luat phap, cac € quan
nha nréc hay it ki nhitng nhém mangag thai chinh trnao c6 th gay sic ép lén
cho doanh ngkp. Cac nhan vién marketingrerim rd cac thaytoi caa moi tizong
chinh ti, ching han nhr cacddi méi trong Iuat bao vé canh tranh, Bo vé ngudi tiéu
dung, v.v...

S&u lamdi treong vin hda. Niing gia ti vin héa éa mdt dan ¢ naodoé thé
hién & quandiém caa hp véi cac \an dé trong xa Bi hay cwce $Hng. Viec nim hit
duoc obt 18i ciing nhr nhitng thayddi trong gié ti vin hoa @a cac nhém khach
hang khac nhalggitp cac khachas ra soatdi cac hat dong marketing ¢a minh,
dam bao rang n6 khéng vi piim céc gia trvan hoéa,dao dic, thiin phong ri tuc
cua dan éc nao.

% MOi tr wong nganh

Pay 1a méi trrong kinh doanh @a khach sn, né bao §m cac ¢u t chinh la
cung cach ¢ xir cia nhing ngroi cungtng dch wi, cia caaddi thu canh tranh, déa
cac trung gian marketing (cac trung géra dch w khach sn t6i khach hang), ia
cbng chung va khach hang.

Thee nhdt, cac thaydoi tir phia nling ngroi cungang. Pay la cac ca nhang t
chic, cdng ty... ma khachas phii mua cac nguyéndu dau vao nhr d6 an, thiét bi
cho phongdc, hay céac ith w khac nfim dam bao viéc van hanh ét haat dong aia
minh. Cac thaytéi tir phia ngoi cungung chic chin cdanh hréng ©i hoat dong
kinh doanh aa khach sn. Viéc nim hit, de doandugc xu hréng cac bin dong nay

s3 gitp khach sn cé nhieng phrong &n gai quyét kip thoi ang pho i cac kho kkin
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do bién dong cé ti gay radam bao phuc vu tot nhit mot cachdn dinh cac nhu au
cua khach hang.

The# hai, chién lvoc cia cacddi tha canh tranh. Héu duoc tinh hinh gnh
tranh vaddi thu canh tranh ladiéu kién vé clng quan ¢ing dé co the 1ap ké haach
marketing h¢u qua. Khach an phai thuong xuyén so sanh gia,ccac dch w cua
minh, cac kénh phan fh cac hat dong quing céo... so & d6i thu canh tranh.
Nhu vy ho s phat hén ra Enh wrc minh con $u kém hayinhh wc nao minh cdru
thé hon. Va hy ciing c6 tté dua ra nliing quyét dinh chinh xac én trudc cac ‘@ong
thai” caa ddi thi.

Thir ba, cac trung gian marketingpay la cac cong ty dudh Ir hang, cac
cong ty & chic ar kién, hoi thao, cac trung gianan chuyn. Ho cé vai trd quan
trong trong véc dua $in pim khéch sn i tay khach hang. Nimg thayddi ¢ cac
trung gian marketing c6 &t anh hrong rt 16n i lugng khach &i khach an. Do
thé viéc phan tich cac trung gian marketidg c6 bén phap kp thoi tng phoé i
nhitng thayddi d6 1a nhirng viéc phai lam theong xuyén.

Thee tw, cOng chiing trc tiép. Nhdm nay baodn: giéi tai chinh, céng chiing
thuoc cac plrong tién théng tin, o quan nha moc, cac & chirc ngroi tiéu dung,
coéng chdng ndi chung va cong changcttiép trong i bo khach sn. Haat dong
cua khéach sn chiu anh hrong tee tiép boi hang lait cac 6 chic truc tiép. Ho 5
ung b haic phan ddi cac quyt dinh marketing @a khach sn. Bé thanh cong,
khach sn phai thuong xuy@n phan tich, phanaiova thiét 1ap mbi quan & ding
muc Vi tirng nhém cdng changue tiép.

Thir nam, d6 1a khach hang. Khach hangtay bao §m khach hang trong qua
khtr va khach hangdmn ning. Viéc phan tich hanh wing xr cia khach hang quéa
khir 1a diéu kién s5ng con éa khach sn. Pay la ngén khach ét cho vic kinh
doanh néi, ho cé tré sr dung ki dich w thém, 40 anh hrong cho nling ngroi
khac va bdn nhirng ngroi khac nay thanh khach hangacdoanh nglép.

Khéach hang con c6 éhtuge phan chia theo nhomittreong. Moi nhém hi cé
nhitng nhu du, v thich khac nhau, ngi lam marketing &n hiéu ré cac khac nhau

naydé cé the c6 nhirng ghi phap marketing phugip.
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b. MGi truong bén trong

M®i truong marketing bén trong cé caéutdé cha yéu nhu:

- Kha ning tai chinh Bay la yu t quan tong trong hat dong kinh doanh
khach an noi chung va qudt dinh ngan sachua b phan marketing noi riéng. \éc
thuc hién cac chén lwoc marketing @ thé déu phai dugc dam bao bing cac ngén
tai chinh nlt dinh va nliing khain dr phong én thiét dam bao cho cac fit tric xay
ra khongrong tnréc duoc.

- Co s5 Vit chdt kj thugt & cdng nglg: Dac diém cia sin prim khéach sn cin
ludn @0 ra cac o so vat chit ky thuat hién dai dé tao ra cac ith w co chit luong.
Canh tranh ngay cang giang trong Inh wrc khach sn doi hoi cac khach en phai
khéng ngrng doi mai trang thét bi ki thuat va cong ngh kinh doanh Hin dai dé
tang src aanh tranh éa doanh nglgp minh.

- Ngwn nhan lrc: La yéu t6 quan tong trong khacha ding nhr trong it ki
nganh ngh kinh doanh ndobic biét hon trong tnh wrc dich wi, ma @ thé [a
khach an, con cé s tiép xuc tie tiép gita nhEu nhan vién khachas véi khach
hang, vi tk doi ngii nhan trc phii 1a nhirng ngroi ¢6 chuy&n mon, trinkig, ludn &
gang lam hai 16ng khach hang nhiing chi tét nho nhat.

- Trinh dg t6 chirc quin ly

- Trinh @ hoat dong marketing

Hay cécdic diém lién quandi dia diém khach an, ¢ vi tri thuan tién, bit mat
v6i khach hangkhi ning nghién gu phat trén cac hat déng marketing, danh
tieng aia khach sn, v.v...déu 1a nhing Yu t dugc xét vao nhom “§u t6
marketing bén trong”.

Nhu vay, viéc phan tich cacochoi caia moi trong marketing bén ngoai va
marketing bén trong &t quan tong dé dam bao rim rd dugc cac © hoi, thach
thac tr b8n ngoai ng nhr diém manh, diém yéu cia i bo doanh ngtdp, tir d6
dua ra chén lroc marketing thich ép nhit.

4.2.2 lya chon thi trirong muc tiéu

Linh wrc kinh doanh khachaa ding nhr cac Inh wc khac, cac doanh ngipi
s3 tim ra bra chon nhitng doan thi truong Hip din ma minh caru thé tiép can dé

phuc wu hon 1a chon lya phuc wu ca mét thi truong ©ng lon. Th truong Hp din
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nho hon duoc lya clton goi la thi treong muc tiéu.

Dé tién hanh chn dugc thi truong muc tiéu é@n phii 1am nHing bréc sau:

a. Phanioan thi truong

Phandoan thi truong la chia toan d@thi truong (Gp hop cac ngoi tiéu dung)
cua mot dich w naodoé thanh ra cac nhém. Cac thanh viémthohém naad < co
nhitng dic diém chung. Mt doan thi truong 1a mét nhom lyp thanh co té xacdinh
duoc trong ndt thi treong chung, ma 6t san pim nhit dinh aia doanh nglép
c6 grc hap din véi ho.

Mot s tiéu thrc phandoan khach sn theong sr dung 1a:

- Phandoan theodia ly : th truong ©ng thé dugc phan thanh céadoan: khach
du lich qubc t va khach duith mi dia, hdic phandoan nh hon chau tic, khu wc,
qudc giaddi vai cac khach géc # va theo vung duidh, inh, thanh pé... déi véi
khach i dia

- Phandoan theo dan & hoc hoc (phandoan theo tra twi; gisi tinh, mrc thu
nhap... cia khach)

- Theo muc dich chuyn di (phan th truong thanh 2doan 16n; khach duith
cong w va khach duith thdin tdy, hdic phandoan nho hon, nhr: khach tlrong
gia, khach nga giao, khach i nghi... d6i véi khach cdng e va khach duith vin
hoa, khach duith thé thao, khach dui¢h thim quan gii tri, khach duich ngh
ngoi chita kénh... ddi véi khach duich throng xuyén, khach muan dau...),

- Theodd thi tam li, theo hanh vi, thedrs prim hay phanioan theo plrong
thiee phan phi.

Céac khach s co the tly y lya chon céch titc phandoan: Phandoan mot Ian
hay phanioan nhiu lan. Phantoan mot 1an la phanioan chi sir dung bt tiéu thrc
phandoan. Phantoan nhiu lan la phantoan mot 1an, saudd, lai sir dung thém mt
tiéu thrc phandoan thi hai, thr ba, c6 th hon niradé tién hanh phadoan nh hon
nira nhom thtreong.

Vi du: M6t khach gsn c6 phandoan thi truong theo mc dich chuyn di (Du
lich, Koi thao, ...) nhrng Van c6 tté tién hanh & dung thém nit tiéu thic khac nr
khu wrc dia Iy dé co the dapuang 6t nhat nhu du cia nhiing khach hang nay.
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b.banh giadoan thi truong

Doanh nghip cin xacdinh duoc quy mé phat téin va mic d6 ting treong aia
doan thi truong. Néu mot doan thi trudng c6 quy md phudp, mic d6 ting trong
khaddng ngha Wi viéc khach sn < phai canh tranh it gay git voi cac khach an
khac cung cbn doan thi treong do.

Bén anh d6, doanh nglép ding cn xacdinh mic d6 hip din V@ co ciu cia
thi truong, 6t ca cac yu t anh hrong ©i mac do sinh bi lau dai @éa doan thi
truong d6. Dé tra 16i cau i nay én xem xét cac 6i de cha ©i tir sy canh tranh
manh nE trong doan thi truong, tr nhitng ddi thu méi xam nkip, mbi de da tr
nhitng gin pham thay ti¢, va &r quyén theong hrong ngay cangdn i tir hai phia:
nguoi mua va ngoi cungang.

Cudi cuing dia viéc danh giadoan thi truong [a xem xét mc tiéu va ngan tai
chinh @a khéch sn. Viéc tham giadoan thi trirongdy cé phu kyp v6i muc tiéu 1au
dai aia doanh nglép khong, khacham céda ky ning va ngén tai chinh én thiét
dé thanh coéng trondoan thi truong d6 hay khéng?

c. Lva chyn thi truong muc tiéu

Sau khi phardoan thi truong, nhing nha hach dinh marketing péi xac dinh
viéc & lya chon thi trudng muc tiéu tié ndo. Co 5ta chon khac nhau.

- Tdp trung vao mit dogn thi trwong: Khach an gianh bi thé nho vao visc
chuy&n mén héaas xuit va phan pbi. Phrong an nay phudp wi cac khach an
nho. Néu khi $p trung vao it doan thi truong duy nlat va khach sn gianhduoc
vi tri dan dau thi hp s3 dat ty st loi nhuan trén \bn cao. Tuy nhiéndco i ro réu
kha nang thi truong d6 giam nhu éu xay ra.

- Chuyén mdn héa c6 eh loc: Doanh nghip chon mot sd doan thi truong
phi hyp voi muc tiéu va tm lyc cia doanh nglép, mbi doan déu c6 kh nang sinh
loi. Phrong an naydem hi uu diém lada chng héa i ro cho doanh nghp dong
ngha wi viéc phii ndng cao chi phi i dong.

- Chuy&n mén hdada phim: Doanh nghip cung ép mdt dich wi duy nkit
cho mdt sb doan thi trudng khac nhau. Doanh nghi c6 tté gay drng duoc uy tin
cho $in phim song & rat rai ro Néu xuat hién san pham thay tig.

- Chuy&n mén héa thruong: Doanh nghip tp trung plac vu nhiéu nhu éu
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cua mit nhém khach hanguathé. Doanh nghip co t tao duoc uy tin cho cacidh
vu cia minh cungrng cho khach. Tuy nhiérg ¢r¢ nén i ro khi thi truong dé giam
nhu du.

- Phuc w toan by thi trizong: Doanh nghip ¢6 ydinh phuc vu tit ca cac nhém
khach hang & tat ca cac dch w ma h cungang. Phrong &n nay phidp véi cac
doanh nghiip Ié6n. Trong {ra clon nay, cac doanh ndip lai c6 3 hrong di khac
nhau trong chéin lugc marketing éa hy:

o Marketing c6 phan Ii: Chon lya cac th truong muc tiéu, $ dung
marketing mix riéng choirhg phandoan thi truong. Pay 1a phrong an én
kém nHit nhung c6 ki nang sinh bi cao ntit do khai thaatuoc tirng doan thi
truong riéng bét. N6 throng dugc Sr dung hoi cac cong ty dn cO nhirng
chwi khach an v6i nhiéu chi nhanh thc hién. Céac &p ddan khach @ I6n
thuong ¢6 nhan Ku riéng cho cacap hang khach sn trong chidi khach an
caa minh.

o Marketing khéng phan &ii: La chén lugc bd qua & khac nhau gia
cacdoan thi truong, st dung clng mit bién phap marketing mix chung chit t
ca thi truong. Cac cdng ty thedudi chién lroc naydoi khi thu duoc két qua
kha quan, chi phi thp nhrng phii thuong xuyén b sung dch w dé thu hit
khach quay f lai.

o Marketing tip trung Thay vi fip trung B luc vao pln nhd caa th
truong ln, doanh ngldp tp trung B luc vao pln lon thi truong.

Nhu vay chi khi d& xem xét toandkhu wrc ndo codi nhat méi nén cé quyt
dinh cwbi cung ¢ thi trudng muc tiéu. Ngoai cac tiéu chno chpn lya trén thi con
can cha y i giai doan cia chu ki éng aia $in phim, mic d6 dong nHit caa sin
phim va th truong va céc ckn lugc marketing aa caaddi thu canh tranh.

4.2.3 Xaatinh v thé va chén lwoc marketing

XAac dinh vi thé 1a viéc phét tren mot dich wi va marketing mixié chiém duoc
mot vi tri cy thé trong tam tri aa khach hangat cac th truong myc tiéu trong i
quan I8 véi cacdbi thu canh tranh khac.

Viéc xacdinh vi thé caa mt dich wi duoc tién hanh sau khid xacdinh duoc

phandoan thi trudng muc tiéu. Vi \ay can thiét c6 nhirng théng tin saday dé xac

Trang 28



dinh Vi thé c6 hiu qua: Théng tin & nhu du cia khach hangat thi trudng muc
tiéu va nling loi ich ma v mong min; Sr hiéu biét vé thé manh, diém yéu trong
canh tranh éa doanh nglép; Biét duoc nhitng thé manh, diém yéu caa déi thu canh
tranh; Thong tin & sr nhan thic caa khach hangdi véi doanh nghip so \6i cac
ddi thu canh tranh...

Ba yéu t) can dat duoc khi xacdinh Vi thé d6 Ia to duoc hinhanh, truyén ti
duoc loi ich d6i vai khach hang va khacdihoa tén, nhan i caa minh so §i doi
tha canh tranh.

Ngoai ra con phi chon dugc vi thé caa dch wi ma khach sn cung ép chao
ban cho khachbé xac dinh Vi thé c6 héu qua can l1am céc \éc sau: Xacdinh
nhitng loi ich quan tong nhit dem ki cho khach hang khi muaah w caa khéach
san; quyét dinh & hinh anh ma khéach s dang mong mén tao ra trong tam tri
khéach ai thi trudsng muc tiéuda chon; tao ra s khac bét héaddi véi cacdbi thu
canh tranh;dua raduoc ar khac bét caa gin ptim; dich wi va truyén ti nhitng sr
khac bét nay trong nitng tuyén 6 vé vi thé va cac it khac @a marketing mix;
cudi cung la & chac thec hién tt véi nhitng gi ma khachas da hra Wi khach
hang.

Khi d& cton dugc thi truong muc tiéu, cac doanh nglp cin xay drng mot
chién luoc tao radiém khac bt va xacdinh i tri caa dch w ddi véi thi truong
muc tiéu ndy. CHin lugc marketing khachas 1a sr lva clon mot pheong hréng
hanhdong tr nhiéu phrong an khac nhau lién quaién nhom khach hangucthé,
cac phrong phap trugn thdng, cac kénh phan gihva o ciu tinh gia. Hu hét cac
chuyén giatéu cho &ng chén lugc marketing las két hop giira cac thtruong mic
tieu va marketing mix. Marketing mix ladntrong nkirng khai ném oo ban cia h¢
théng marketing Hin dai, theo Philip Kotler‘Marketing mix la tgp hep nhing yéu
té bién dgng kiém soatdwec aia marketing ma doanh nglép s dung d@é cé ging
gaydwoec phin #ing mong mun tir thi trwong muc tiéu”.*

Khi thi truong d& c6 nlieng nhan Hu noi tiéng chém giir thi cacddi thu canh
tranh ch c6 thé lya clon mot trong cac chéin leoc sau:

Thar nhdt, cang & vi tri hién tai caa minh trong tam tri ngyi tiéu ding va é

gang lam cho khéach hangéhi ring doanh nglép dang é ging lam 6t hon nira.

18 Marketing qibc #, tai lisu tham ktio caa BH Ngaai Thuong, 2005
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Thee hai, tim mot vi tri con téng vaduoc kha nhéu ngroi coi trong i chiém
linh n6 (tim § hong trén th truong ©Bi tim cach dp kin no).

Thir ba, xb6a I vi tri hay xaatinh li vi tri canh tranh. Khach hang néi chung
c6 xu hréng nho vi tri 5 mot, do vay ngudi 1am marketing én phat hén ra va phn
d4u dé khach sn c6 ndt thuoe tinh hay mt loi ich quan teng cé ti¢ thuyét phuc
duoc khach hang, c6 mhvay nhan h¢u mai an sau vao tam tri khach hang khoéng b
cac qung cao tirong mai khac Bn at.

Thee tw, néu khong tl danhduoc vi tri hangdau thi c6 t khiéch trong y
tuong 1a mét trong $ cac doanh ngBp hangdau dé lam cho khach hangim thay
yén tam khi & dung dch w caa doanh nglp.

Viéc lya chon chién luoc con ty thdc vao v tri caa doanh ngldp trong
nganh khacham, du ich. Cac doanh ngép duoc xép vao ndt trong n loai sau:
cong ty dn dau, coéng ty thach trc, cong ty theo sau; cong ty nép gocttirong.
Céng ty dn dau cé 3 chén lugc khac nhauté lya chon do 1a: my rong pram vi
toan [ thi truong; duy tri th phan va mé rong thi phan. Cong ty thach trc quyét
dinh tham gia gianh thphan véi coéng ty din dau, ho cé tré s dung 5 cach khac
nhaudé tin céng cong ty #h dau 1a: éin cong trc dién; tat seon; bao vay; ap hu
vadanh du kich. Céng ty theo sau khéngctdién haic gian tép tin céng cong ty
dan dau ma h tim cach Bt chueéc tt ca hoic phan I6n nhing viéc ma cong ty 8h
dau lam, cac khachas da $ di theo cach nay. Céng ty nép goardng 1a nhiing
cong ty nio tranh caatdi dau voi cac cdng tydn va ding khéng theo séatohtim ra
nhitng th truong riéng bét va ép trung vaaio.

Khi xac dinh duoc vi tri cia $in pham trén th truong, cac doanh ngép con
phai diéu chinh chén luoc theo trng giaidoan khac nhau trong chuyksng aia sin
phim. Ngay nay khi xay ehg cac chin lvgc marketing, 4t ca cac doanh ngBp
déu phai tap trung vao vdc xay drng, duy tri va éng & mbi quan & l1au dai i
khach hang, hang cungm hang i hanh, § ca véi cacddi thu canh tranh vatuoc
goi 1& marketing quané Tur cac quan & nay hinh thanh nén céc lién minhé&hi
lwoc 1a mbi quan & lau dai gira hai hay niiu cong ty & hanh va khachas Vi

nhau.
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CHUONG 2.

THUC TRANG HOAT PONG MARKETING C UA MOT SO KHACH
SAN CO VON PAU TU NUOC NGOAI T Al VI ET NAM

.  Gidi thiéu chung vé khdch san c6 vén dau tw nuwéc ngoai

tai Viet Nam

Trong thyi ki 1988 — 2007, &di an xay @ng khach en — nha hangiau te
nuéc Ngodida duoc aip gidy phép 1a 291 d an, Wi téng $ von dang ky 1én &i
7620,6 treu USD, tng $ vén diéu I¢ 1a 3144,9 tréu USD trongd6 niéc ngoai gop
2474 trigu USD, Vit Nam g6p 670,9 6 USD*®

Riéng @m 2007, 8 dy &n dwoc cip gidy phépdau te tryc tiép vao inh wec
khach gn — nha hang la 38phg & von dang ki 1a 1968,1 tdu USD, 6ng $ von
diéu 1¢ 14 1883,6 tréu USD, ¥n aip mvi la 84,5 trigu USD, 8 von ting thém la
670,9 treu USD?

BSn thangdau ram 2009 @ nuéc ¢ 145 ¢ an FDI ép méi, véi tong $ von
ding ky 1a 2.483,24 téu USD. $ du andé ngh duoc ting thém %n dau tr & 23,
véi tong $ von ting thém 1a 3.874,5 tt USD. Nhr vay, tong $ von cip méi va
ting thém trong 4 thandfu nim 2009¢ Viét Namdat 6.357,74 téu USD.

Trong dd, nganh ith w c6 96 ar an (chém 66,2% 6 du an)duoc cip M5
dau tr vao Viet Nam, \6i sb vbn dang ky 1a: 2.100,49 téu USD (chém 84,6% éng
s6 vén éip moi cua ¢ nuée). S dy &ndé nghi dugc ting thém vn dau tr & 11
(chiém 47,8% $ du &n), \bn dang ky ting thém la 3.855,01 & USD (chém
99,5% 6ng $ cua toan gdc). Mic vén cip méi va ting thém trong 4 thandau
nam 2009 nganh idh w dat 5.955,49 tgu USD (chém 93,6% éng $ cua
nuge). Trong $ 96 dr &an the nganh éch w ¢6 6 dr an dp msi vé linh wrc
khach an - du Ich (4,1% 6 du &n dia toan qdc), wsi sd von dang ky ép mai 1a
705,71 tru USD (chém 28,42 éng $ vén cip moi cua toan qdc). Mgt (01) dr an
dang ky ting thém vi sé vén dang ky 1a 3.800 tdu USD (chém 98,1% ¥n dding

19 Bjdu 51:Pau tir tryc tiép ala nréc ngoaiduoc cip gidy phép thi ki 1988 — 2007 phan theo nganh kigh t
Nién giam tibng ké 2007, in #m 2008, NXB Tlkng Ké

20 Bjéu 54:Pau tir tryc tiép cia nréc ngoaiduoc dp gidy phép @m 2007 phan theo nganh kiréh Nién

giam thong ké 2007, in #m 2008, NXB Tlong Ké

Trang 31




ky ting thém ga ai nuéc trong 4 thangfau nam 2009). Bng wn aip msi va ting
thém Inh wrc khach an - du fch bn thangddu nim 2009 la 4.505,71 #u USD
(chiém 70,9% 6a ci nuoc).?

Theo khio sat @a cdng tyGrant Thorntor’?, mot lwong von dau tr 16n dang
d6 vao q dau tr khach sn tai Viét Nam. Nbi bat vé dau tr khach sn trong thvi
gian qua la Ha B, véi cudc chay dua dia cacdai gia nhim gianhduoc nhirng i tri
chién luoc xay drng khach sn 5 sao.

Khoi dau 1a &ip doan Keangnam (Han ©a) dugc Ha Noi chip thuin dau tu
t6 hop khéach sn 5 sao vi 500 phong va khuan phong cao 6Gihg, Hng vbn 500
triéu USD. Dr kién dr &n nay & hoan fit vao rim 2010, tedc dip ky niém 1.000
nam Thing Long - Ha Ni. Ngay saui6, © hop Riviera-CSK aa NHit ciing quyét
dinh xay drng khach sn 5 sao ¥i 550 phong §n Trung tam i nghi Quic gia.
Cong trinh cao 9%hg wi s6 von 500 tréu USD nayda duoc khoi cong céi nam
2008 va & hoan thanh #m 2010. Riviera va CSI¢éu la nhing dai gia trong Inh
vuc dau tr bat dong sin, khach sn, vin phong 4i Nhat. Sau khiduoc chip thuin
dau tr, hai ip doan nay Bing hai cam & nop tién thuédit trong 50 @m ngay nét
lan, ugc tinh khang 17 tréu USD, sau khi ky ép dong thuédat. Trudc d6, thang
12/2006, 4p doan Charmvit éa Han Qéc ding da nHin gidy phépdau tr khach
san tai khu d6 thi Bong Namduong Tran Duy Hrng Wi téng von 80 tréu USD. Dy
an nayda khvi cong tr thang 7/2007 vawdkién hoan thanh vacim 20009.

Tai khu wrc mién Trung, ndi day, tip doan Banyan Treeua Singaporetd
nhan gidy phépdau tr 276 tréu USD xay a@ng khach sn 5 sao, nha hang va san
golf tai khu kinh € Chan May, Tira Thién - Hé trong thi han 50 rim. Mot tap
doan @ia My ciing vira ko ra 110 trgu USD xay khachan va khu duich tai khu
kinh # Nhon Hai, tinh BinhDinh. Cung %i d6, British Virgin Island rét 16,5 #u
USD vao Binh Thén trong khi nét cong ty khac €a My ciing vra quyét dinh dau
tu 2,2 trgu USD vao khachas tai Conbao, Ving Tau.

Tai thanh pld H6 Chi Minh, noi day quy dau tr VinaCapital b ra 16,5 tréu
USD mua 4i hon 52% & phin caia Omni Saigon Hoteldi 249 phong. Theo gu

L Ngudn: Trung tam Théng tin dudh — Tng aic du ich
2 La mot cong ty kém toan c6 uy tinda thyc hién mot nghién &u trong vong 3 #im (2005-2007) & linh

vuc kinh doanh khachas tai Viét nam.
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nay, th truong du Ich sbidong ki thanh plé HO6 Chi Minhdang 1a tamiiém cia
cac nhatau tr khach sn khi lwong khéach i thanh pld d& ting cip 7 &n so \6i
trudc day.

Nhu vy, véi tiém ning du Ich aia nrde ta hén nay, c6 ¥ nhu linh wrc kinh
doanh khachas, dic biét 14 cac khachah cao ép, dangduoc din dit boi cac cong
ty nudc ngodi. kb dang khai thacit tot cacuu thé cua nréc tadé hoat dong kinh
doanh ngay @Bt hi¢u qua hon.

M dt s6 khach san nwéc ngoai rbi tiéng xép hang 4, 5 sady Viét Nam:

** Nikko Hanoi

Khéch an Nikko Ha Nbi truc thusc tip doan Nikko Quc t duoc dau tr boi
Nhat Ban, da hat dong tai nuéc ta & nhitng rim dau thap ki 90 aia tré ki trudc.
Khéch an Nikko da dugc xép vao danh sach 10 khacingbt nhat caa Viét Nam
trong vong 4 &m lién tép tir nam 1998 — 2001, ch@i nay \an luén git virng i tri
khach an 5 sao cO @t tir rit sém tai thi truong Viét Nam. Khach sn nim trong
khudn viéndep, tnréc cdng cdng vién Thng Nhit, c6 nhéu cay xanh, phiaia hé
trudc mit ciing rt rong, xe 6 td c6 tdd duoc 16i 2 hang. Tr san bay Ni Bai, ch
can 40 phut ladi duoc khach sn. N6 conduoc bao quanhd nhiéu nha hang, khu
vui choi giai tri, hd Thuyén Quang bénamh tio khéng gian trong lanh, thoang mat.
Tir trung tam Ha Ni, cac khach duith co tié téi tham chua Hrong, dén Hung, nha
tho Phat Dém, nrng qubc gia Cac Phong. Bén trong khachas con c6 B boi
ngoai toi, khu mat xa, khu muais, khu throng mai cho vin phong thué, nha hang
an wng (La Brasserie 6 in kiéu Phap, Benkay &b an Nhat, Taoli —dd an Trung
qudc, Cake Shop — ban banhotlg quay ruou (Portrait Bars)...

Khéch an hién nay c6 260 phong, ngoai cac phong phong fip thé duc thé
hinh, phong nghngoi, cac phong conal chia lam céc &p hang khac nhau: Deluxe
Room, Nikko Executive, Park View Deluxe, Park Viéxecutive, Executive Suite
va President Suite

% Khéach san Sofitel Plaza

Khach an thuc tp doan Accof® cia Phapduoc xay drng va thanhdp ¢
Viét Nam tr nam 1995. Khach @ gdm 20 fing nim & ngé ba giao i@ duong

28 Accor cuing Marriot, Intercontinental 1a #tdoan khachan l6n nhit (vé doanh thu) trén thgisi hién nay,
ca 3 tip doan naydéu da cé mit ¢ Viét Nam. Thong tin trémtLeMonde @a Phap ngay 22/8/2008
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Thanh Nién vaté Yén Ph, duoc xem nhr cra ngd ¢a Ha Nbi, nhin ra H Tay, 1
Trac Bach va @ séng Fng. Ngoai dch w luu trd, Sofitel Plaza Ha ®i con cé nha
hangan udng phuc vu phong cach A (Ming Palace Chinese Restaurant)(LAu
Brasserie), giy ruou (Song Hong Bar, Pool Garden, Summit Lounge)éwntai
phong lop Vvéi dién tich khac nhau, phongmg nhit 1a 420m2, cha dugc trén 500
ngudi néu sip xép hoi thao theo kéu class room. Ngoai ragwdich w luu tra, it ca
317 phongdéu trang b ti vi truyén hinh capdién thai (c6 gi quéc ), ban lam
viéc, 1 ddu giwong, duong Internet ADSL, riéngang dic biét tén @i “Club
Sofitel” thi c6 Internet khdng day, ti vi man hitihh thé long LCD va girong hang
sang @a throng hiéu Mybed. Sofitel Plaza Hadl cé cac lai phong sau: Classic
room, Superior Room, Luxurious Room, Suite Room.

Trén thé gigi hé théng Sofitel con c6 nBu loai phong khac ni: Prestige
Suite, Opera Suite va Imperial Suitamly chra trién khaio Viét nam.

** Movenpick (Moevenpick)

Movenpick Hotel c6 £ & Ha Noi va thanh ph Ho Chi Minh, théc tip doan
khach an va ngh dudng (Hotel & Resorts) Movenpickia Thyy Sy. Tai thanh plé
Ho Chi Minh, Movenpick Saigon la khachrs5 sao duy rdt ¢ dia ban gan Pha
Nhuin, cH cach 10 phutdi trung tdm trén 1am thanh pé haic san bay gtc ¢ Tay
Son NHit, 20 phatdé téi trung tdm. Movenpick Saigon cé 251 phatign bao cho
viéc luu trd ngin ngay va & nhiing ki ngh dai ngay éa c nhitng khach hang kho
tinh nHit, trong $ nay c6 123 phong khdng hat tioy 39 phong céicphong ng va
phong khéach (Connecting Room) va 1 phofyy thé duc. MG&i phong khéachiéu
trang b ti vi truyén hinh cap, Internetang thong éng, may 8y, thiét bi an toan
(trong trong hop chay, ©), hé théng diéu hoa clinh ca nhan. Movenpick Saigon
c6 cac lai phong sau nin

Ngoai dch wi luu trd, Movenpick @ng c6 phong piic vu hoi thao, tiéc ardi,
phong p thé duc, b boi ngoai toi. Tiéc ardi to chirc tai Movenpick $ dugc mién
phi nhit ky ngay @oi (storybook), thrc don phong pht céacmon Vit 1an moén
Thuy S§, véi gia tir 21USD/ngroi tro 1én. %

http://www.lemonde.fr/cgi-
bin/ACHATS/acheter.cgi?offre=ARCHIVES&type_item=ARARCH_30J&objet_id=1052190
4 Gia cong b trén t roi cia khach sn thang 4/2009
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< Khéach san quéc té Lilai

La khach sn moi dugc khanh thanh vdi vao hat dong vao am 2007 i
cac nhadau tr Pai Loan (Trung Qéc), khach sn Lilai nim ¢ tinh Méng cai,
Quang Ninh, nhin xéng séng Ka Long. i khach sn, c6 tt¢ dé dang sang Trung
Qudc hoi Méng céi cé é¢a khiu giap Trung Qéc, di thim Ha Long, bén Tra @&
déu thwc tinh Quing Ninh. Khach sn Lilai c6 4 hang phong: 15 phongahg
Standard, 6 phong Deluxe, 3 phong Junior Suite y@hdg Deluxe Suite. Cac
phongdéu cddiéu hoa, tivi trugn hinh cap, co6 thtrang b thém nédi cho & con
nam, cac phongéu nhin ra won cay xanh va dnudc rong, tuy nhién cha co Kt
ndi Internet ting théng éng. B&n anh cach éth wi an ubng, khach sn Lilai ciing
c6 k& boi ngoai toi, c6 phong dp thé duc, phong im x6ng hvi, mat xa, B suc, co
khu throng mi,...

Ngoai cac khachas vira K trén, & Viét Nam hén nay con c6 cac khachrs
lén cia cac 4p doan khach s khong 16 trén tié giéi nhu: Renaissance Riverside
Sai gon (thac tip doan Marriot @a My dau tr) nam trén toc duong Ton bac
Thang, quin 1, Thanh p& H5 Chi Minh cao 21ang Wi 319 phong thong, 17
phong throng hang (Suite); 3 phongdp v6i tong dién tich 1én & 2368m2..;
Khach an Intercontinental Westlakeua tip doan da quic gia Intercontinental
(Hién nay tn sd cua #ip doan khach an Intercontinental m ¢ Denham,

Buckinghamshire, an Greater London, Anh) v.v...

II.  Hoat déng Marketing ciia mét sé khdch san cé von diu tw

nuwdc ngodai tai Viét Nam

1. Chinh sach gn pham (Product)

Céac khach s c6 \bn dau tr nude ngoai it chd tong i viéc phat trén cac
hang muc sin ptim da dcing, khdng ch cac an phim chinh ma khachaa kinh
doanh nlx dich wu luu tri madac biét chu tong i cac dch w phu phuc vu nhu
cau ngH ngoi, giai tri cia khach hang, hay cadcth w nhu tiéc axdi, hoi nghi, hoi
thao. Ho d& rmim bit dugc nhu du cia nhing khach hang khist khach an khéng
phai chi la mdt chd dirng chan, ma 1a “6t chd dirng chan tht tién nghi va thai
mai”. Sauday la nmét sd cac dch wi trong chinh sachas phim theong thiy trong
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hé thdng cac khachas c6 \bn dau tr nuéc ngodid nude ta hén nay:

- Dich wu lweu tra:

Céac khachan c6 \bn dau tr nuéc ngoai ludn 6 ging dapung cac nhu au da
dang aia khéach, & cacdoandai st, tong thing, thi tuéng cac mdc 16i cac khach du
lich. Ho ludn cé céac ing muc phong khac nhausv day du thiét bi hién dai, vé sinh
v6i cac dbi twong khac nhau.Standard, Deluxe, Junior Suite, Executive Suite,
Presidential Suit®)

Céc dch wi bd sung khac ma cac khacinsco \bn dau tr negc ngoaida lam
dugc, do la:

- Dich wk thé thao nhu: san tennis, dboi, phong &p thé thao, ti¢ hinh... Hén
nay #t ca cac khacha quy mé én, dién tich 6ng, din cac khu trung tdm danrc
déu ap ding g6i $n pham nay.

- Dich wu vui choi, gidi tri: bao @m quiy bar, Wi trudng, phong karaoke...
duoc mo ra ¢ hau hét cac khach s nhrng Vin khéng co6 cht lugng cao nir cac
nha hang chuy&n doanh.oMsd bar ¢ia cac khacham lién doanh @ng throng thu
hat dugc gioi tré nudéec ngoai thu nip kha nhr Sheraton, Hilton. Riéng “karaoke”
thi 1A dch w manh ton aia cac khacham c6 \bn dau tr tr Chau A dodic diém
vin héa khac nhau. (Khachrsbong Khanho Hué - von dau tr: Trung Quc trang
bi phong karaokeit hién dai, thu hat @ nhiing khach khéngulu tri trong khach
san 61 mua dch w)

- Dich we x6ng hpi, massage La mdt dich w mang 4i ngudn thu bi kha
nhiéu cho cac khachas.

- Dich v ban hang c6 trong lu hét cac khach s, chuyén ban cadd luu
niém, cac hang hoa théngrly, song gia An con cao.

- Dich wi vdn chuyén: tit ca cac khach s déu cé phrong tién van chuyn
riéng nhr 6 td, xe may, xdap, ban vé may bay , tawa... dé phuc vu nhu du cia
khach. C6 nting khach sn nréc ngoai con ki &ip ddng doc quyén véi mot hang
taxi ndodo dé cang @ 1ong tin dia khach hang, nang cao uy tiradvy.

- Mgt 6 cac dch w khac nh: cit tée, thim my, maydo... ding hbit dau xuit

hién dugi dang dch w cao ép tai nhiéu khach sn va né khéng chphuc wu cho

5 \/& céach chia ing phong éa nhéu khach sn, tén lang phong c6 ththayddi déi chit, cach trichh
trong bai khéa lgn 1a chung nfit, caa khach sn Ha Noi (Vén dau tr: Trung Quc)
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nhitng khach &i luu trd tai khach an ma @ nhirng ngroi dandia phrong co thu
nhap cao.

- Dich wu thwong mgi khac nhr kinh doanh phongdp, héi ngh, hoi thao,
phong adi, phién dch... Riéng \6i loai hinh kinh doanh tilong mai nay, cac
khach an dang ngay rit chil tong vadau tu rat nhiéu. Tai nhitng khach sn c6 \on
dau tr 16n, hp c6 nhéu loai phong khac nhau, ple vu nhitng nhu éu khac nhau:
phuc wu t6i thiéu cho nling bwi hop 10 ngrodi cho ©i nhitng bwi hoi thao xap xi
500 ngroi, ching han nhr Intercontinental westlake céit5 logi phong Wi cac kich
thigc khac nhad® Trang thét bi rat hién dai, c6 may chiu, duong day Internet,
dau doc dia DVD, may chiu man hinh tinh th long, dia laser, tai nghe,ahg
tring...

Céac khach s lién doanh adc ngoai 1am 4t tét cac dch w nay va té thanh
diém dén va thich @a cac cong tydn mdi khi ho mubn t chic mdt cheong trinh
that chuyén nghtip.

Riéngdbi véi khach throng mai, da $ khéach gn con cung #p thém dch w
van phong, éch w thu ki. Conddi véi cac khach duith, cac khachas c6 \Wn dau
tu nudc ngoai con cungap thém céac @h w nhe hat dan gian, mda hat hay cac
moénan truyén thdng mang phong céach dadctcac méc. Khach sn Ha Noi (Vén
dau tr: Hong Kong — Trung Qéc) d4 ting © chrc tuan 18 van héa New Zealand,
Tuan I8 4m thyc Nhat Ban, Tun I8 van héa Vet Nam...déu rat thu hat khach trong
va ngoai réc dirng chandi khach an.

Nhu vay tim quan tong aia cac dch w bd sung trong cac khachrs 1a diéu
dé thdy, cac khach# c6 \on dau tu nuéc ngoai htéu rd im quan tong aia cac
dich w ting thém ngoai cacich w chinh 1a dch w leu trd va dch wi an ubng, h

d& c6 nliing chén lugc dau tr rat hiéu qua vao cac ith wi nay.

2. Chinh sach qia é (Price)

Viéc thuc hién va trén khai chinh sach gidédai cac khach an c6 \bn dau tu
nudc ngodidugc danh gia 1a kha Bu qua va dangdé cac khachan Viét nam e
tap va rat kinh nglim. Mot sd dic diém sauda duoc rit ra trong chinh séch gia ¢

cua cac khachas nay:

26 Xem thém ph lyc 3: Sy db b tri phong lp, kich thrsc cac phongig khach sn Intercontinental

westlake
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Mét 1a, ho c6 cac lai gia khac nhauutong tng Wi tirng lcai san pham hru trd
(hang phong) ma & cung @p, trong tng Wi titng phan nhom khach hang khac
nhau.bay 1a chinh sactiuoc xem Ia 4t linh haat, ngoai gia niém &t duoc cong 16
rong rai, ap dng cho cac khacti ¢, khdngdit phong m, ho co cac lién kt voi
cac cong ty duith, hay ap dng giadic biét cho caatoan quan circ, ngai giao dé
thiét 1ap mbi quan ¢ t6t va c6 cac mic gia khac cho rimg nhoém khach hanggc
biét nay. Hb sin sang gim gia ngay khi thy duoc ar tiém ning & mot khach hang
naodo.

Mot sd loai gia cac khachah ¢6 \on dau tur nude ngoai theong st dung 1a:

- Gia cong b (Rack rate): La laai gia cao nt, moi khach hangiéu coé tré
dit trén ming Internet hac c6 thdng tin tec tiép va Bp trc & bd phan dit phong
hay B tan. Gia nay #ng throng xuyén bén dong, phu thusc vao nhu au dit phong
cua khach va thi diém dit phong trong am.

- Gi4 cho cac cdng ty kinh doanbacdai sir quan va cacdt chirc phi chinh
phi (Corporate Price): Chinh sachaccac khachas 16n l1auu tién nhomidi tugng
khach hang nay némHudn & dang thuétuoc phong i nhirng mic gia 6t hon
han “rack rate”.

- Gia cho céac cong ty duch (Operator Price): ihbbng & hon c gia cho cac
cong ty kinh doanhit5 dén 10 USD. N6 danh cho céoan du ichdi nhiéu hon 10
phong. Nu ¢6 nhu &u sr dung cac dch wi tién ich thi gia nay caoom mot chat.
Gia cho céc cong ty dich throng 1a gid phong tiéu clan, dbi véi cac phong ing
cao fon mic gia § thaydéi tuy thoi diém.

Ngoai gia cong & s5 dugc niém ¥t cong khai i quay I tan, phong thdng tin,
trang web, cac ko gia khacdéu duoc dua ra ét khéo Iéoddi khi con tly ki ning
thuong thuyét caa khach hang va tidng khéngduoc tiét 16 ra ngoai. Vi d nhu khi
tong giamddc tap doan RENAULT (Phap)di Viét Nam va nghchan i khach an
Dragon (Wn dau tu: Phap) hng 3 sao vao thang 4/2009, 64§ dugc & trong
phong Deluxe Lake Viewdi gia 45USD++ trong khi gia conddlcho phong nay la
60USD++.

Hai 1a, dé dinh vi san prim cia minh théc hang cao ép, gid @ cia cac

khach an c6 \bn dau tr nudc ngoaidua ra thrdong cao it cach trong ddi so i
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gi4 & cia cac khachas Viét Nam cé cung ép hang. Tuy nhién, & ludn c6 niing
chién hrgc giam gia, khugn mai nhan dp I8 Ién caa Viét Nam, B Tét caa nroc dau
tr (tuan 18 qudc khanh Phap 14/7ait hé thdng Sofitel, & Halloween éa
Intercontinental...) hay cadplki niém cia khach sn dé thu hat khach.

Vi du nhr dé hueng tng chrong trinh"4n twong Vist Nam'’ giam gia dch
vu, budng phong cho khach va cac cong ty @i It hanh, khachas Hilton Ha Nbi
(Vén dau tr: My) dua ra clrong trinh khugn méai "Mién phi phong bp hoi
nghi"cho khach hangat phong nghtai khach an. Theodd, khach hangiat phong
nghi trong rim 2009 trong thi gian tr ngay 15/4tén 30/6, § dugc mién phi phong
hop hoi nghi cho céac céic hop dién ra ir naydén hét ngay 31/12. Khéng drco \ay,
tai cac cc hop nay khach codugc mién phidd ubng, dd an nhe trong giy giai lao
va hra tnra. Ging rim trong clwong trinh kich &u du kch, khach sn con cé
chuong trinh khugn mai giam 50% tén an bira tra Wi 40 ménan Viét Nam i
nha hang Ba mn. Khach nghtir 2-3 d&m duoc khuyén mai 1 dém mén phi...
Nhitng chrong trinh nay & kéo daidén hét naim 2009.Pwoc biét,trong quy 1-2009,
thoi ki khing haing kinh € trén toan tld gigi, khach gn Hilton Ha Nsi da don
khaing 3 wn luot khach, cong sit s dung phongdat tir 55-60%22

Hay nhr khach sn Movenpick Saigon: cung & diém nim 2009, c6 di 4
chuong trinh khugn mai duoc dua ra.

- Churong trinh khuyn mui thoi v : Tir 1/4 - 1/10/2009, akong trinh khugn
mai MICE?® danh cho cac cong t§ thic hoi thao, hop...vdi chi tiét nhr sau: Hp
ca ngay, coin trra, 28USD/ngoi (chwa thwé); Hop nira ngady, coin trua,
23USD/ngroi (chua  thié); Thué phong ngh “Deluxe Room” i gia
115USD++/ngoi. Gia ap ang chodoan khach nghai trén 10 ngoi hoac hoi thao
trén 20 ngoi. (Thong throng gia § cao lon 10 — 15%).

- Chwong trinh ap @ng throng xuyén

" Impressive Vietnam: Céi dich kich du tiéu dung théng qua dich, 1 tro tit ca cac khach dui¢h trong
Viét Nam, kit dau tir 1/1/2009 va & thic vao thang 9/2009

8 B4o c4o kinh doanhia Hilton Hanoi @i Téng aic du ich theo quy, bao Kinlé & D6 thi ra thang 4/2009
29 MICE: Meeting, Incentive, Conference & Exhibiti¢fid chirc hoi nghi - Hoi thao). L& hinh tkic Du lich
két hop hoi thao, hréng ©i nhitng khach handi du hoi thao va tranh th du lich
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o Tuwan thiénduwong: Ap dung cho khachtit chd sém, trée 1-2 tdin,
dat phongo 7 dém ch phai thanh toan %ém, ngoai ra coduoc tu dong thing
hang phong (1 &c) va mén phidd an sang.

0 Chwong trinh cho nling khachdat som : Khach hangtat phong toreéc
1 thang & ty dong duoc giam 25% bng gia thanh toan.

0 Chuwong trinh Ngay cdi tuan ruc ré: Néu dat phong va nghtai khach
san trong nling ngay céi tuan (thr 6, 7, cli nht) £ cO gia
100USD++/ngoi/ 1 dém cho phong dng Deluxe va 120USD++/mgi/ 1
dém cho phongdng Executive Deluxe Room.

Ba 13, hiu hét cac khach s déu cé chinh sach gin gia cho khach quen,
khaché 1au, khachdi theodoan, va nht 1a luén co6 chinh saaftiéu chinh gia thich
hop khi c6 nlieng bién ddi cua th truong va vao niing mua v khac nhau.

Vi du tiéu béu 1a chén dich “1USD#&m bao §m in udng” ciing aia khach
san Hilton tai H& Noi thoi ki dich SARS #m 2003. Chin dich nay kéo dai 3 fin
da thu hatdugc rit déng khach Hu ki bsi chea bao gb va cé & ching bao gb ho
lai 6 o hdi budc vao ndt khach an nhr vay véi mic gia Hip din dén thé.

Nhu vy, chinh sach gidaocia cac khachas c6 \bn dau tr nuge ngoai la mt
céng @ hiru hiéu d&é ho thuc hién chién lwoc marketing éa minh, théng qua &t
dua ra cac lei gia khac nhau cho cungamsan pham, gia @ luén linh hat va hang

loat cac chén luoc giam gia quanh am.

3. Chinh sach phan phi (Place)

Viéc thu hit khach vao cac khacing mdi quic gia phi thuoe vao hai gu to
co ban sau: tr nhat 1a bdi canh dic thu ndi quc gia \& mit kinh &, chinh ti van
hoa, ich sr, xa hoi, dia ly...; Yéu t tha hai la uy tin, cht luong, nglé thuit kinh
doanh @a cac khacha®m. CH c6 cac khachas lién doanh c6 &n dau tr nuéc
ngoai, ndt sd nho khach sn nha moc va ndt vai khach sn tr nhan &n ¢ nudc ta
hién nay la i tu du ca hai yeu t6 nay.

Viéc ban &n phim théng qua Vic sr dung nhing thg ding aia cdng ngh
thdng tin nhr thuong mai dién tr duoc cac khacha nude ngoaidanh gia dt cao.
Viéc traoddi thu tir, giri brochure gang céo qua Internet, cungpccac goi ich w

gioi thiéu t6i khach hang, 1am website ang céo cac phondc, dch w... ludn
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duoc cac khacha nedéc ngoai cha ydung mec. Cac khacham lién doanh thong
c6 ke thdng feu giit hd so vé khach hang qué khrat chudéo va lo coiday 1a bi nat
cuaa doanh ngldp. Viéc lién I lai cac khach sau khi khadtd sr dung cac dch w
cua khéch sn ludnduoc quan tamding mic, didu nay ding lam cho c danh gia
sy hai 1ong @a khach gn xac thrc hon va viéc khach quay & lai st dung cac ich
vu cling @ng lén.

Sir dung viéc ban hang trc tiép thdng qua cac nhan vién marketiog ¢ac
nha 6 chic hoi nghi, cac céc lién hoandn ¢ nhiéu khach sn ding duoc coi tong
dang mic, quy trinh thre hién duoc 1ap ké hoach rd rang. Cac khachrslién doanh
hay not sd khach sn tr nhan &n nhr khach an Bao Son ¢ Ha Noi ¢4 thyc hien rat
t6t van dé nay, b da xay drng hin mot quy trinhdé nim bit théng tin, 6ng giam
dbc tree tiép phan tich théng tin vdinh hréng ké haach tiép thi, moi khach tép thi
tryc quan va khi khacka sr dung cac dch w cia khach sn thi dam bao chit
lwong cao nht, tao khéng khi nkr khachdangd nha minh... Ngoai ra, cac khach
san ¢6 \bn dau tr nuge ngoai con co hithdng Internet ph khip khach sn, cac thét
bi phuc vu cho i thao toan éu.

Céac khach sn nay ding cé not kénh phan pbi gian tép thdng qua cadai ly
It hanh, qua céac nhag ké hoach i nghi, hoi thao... Bé c6 dugc kénh phan phi
gian tép nay thi kb dam bio cac kénh phan phtruc tiép hat dong hiéu qua, cod

nhu vy méi du trang thét bi co so vat chit dé lamdéi tac aia ho.

4. Chinh séch xuc #n, guing cdo (Promotion)

Chinh sé&ch nay bacdm cac thdng tinta chng dé thong bao va thuy phuc
khach hang Bn tai ciing nhr cac khach hangéin ning v nhitng sin prim dich w
ma khéach an c6 tté thoa man nhu au cia hp. Viéc quing céo co th noi la én
dién ra lién tic, khdng néng, 1am saaté cac khach hang vtva mong ghé chamit
khach an mot cach nhiu nhit. Cac khachs ¢ \on dau tr neéc ngodi @ing rt
quan tamdi chinh sach nay. Bt s5 chinh sach xdcén, quing céo tlrong duoc
cac khach g nudc ngoai ap dng la:

- Quang céo quald vat, vat dung dugc khach tirdong xuyén & dung khi kru
tr tai khach an nhr trén Hp xa phong,toc, w bao diém, Bt lra, ghy an...

- Tap quang céo (sales kit) cé hinhib miu madep, in bking géy chit liéu
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t6t, hinhanh va ndu ma At bit mat, cé tinh tAm ni cao vaday du thdng tin & cac
khach an. Khach hangé&dugc ting cac sales kit khist lvu tra tai khach an haic
khi di may bay, nht la nHrng hang ma cac khachrsnuge ngoai co lién &.

- Chién lwoc quang céo trén mng: Thong qua websiteutr tiép 1a ndt hinh
thac phd bién. Tuy nhién, websitet@ cac khacham nayda phin khéng cé éing
Viét, thé hién rd dbi teong hp hudng ©i 1a cac throng nhan oéc ngoaibéi tuong
khach hang nhvay 1a con fan ché. S5 nguoi Viét thu nHip cao c6 nhuau heong
thu hién nay tuy clra nhu songda cé, va wc khdngdé phién kan tiéng Viét trén
trang web @a mdt khach sn tai Viét nam cé ¢ nhr 1a mjt ton tai can ssm khic
phuc. Bén anh do, trang web &a cac khachas nay co khidi nam trong trang web
cua tip doan bn ma né tec thude, gm hang che, thim chi hang #m céac khach
san con nén \ic tim kiém théng tin con clra thuin tién.

- CAc khach s con b chic cac lra tiéc nhe cho khachiangd vao 6i cudi
tuan dé cé @ hoi gap khach, giaodu va chao &i ho. (Khach an Hilton Ha Noi to
chuc tiéc buffet vao cdi tuan dé tiép dén cac khackiang ar tri tai khach an trong
thoi diém cubi tuan, tir thang 8/2007 — thang 10/2007).

- Mot s6 khach gn con cé cac atong trinh tichdiém, ting the VIP (thé vang,
bac, kim arong) cho cac khach trung thadh duoc hréng cacuu dai caia minh.
(Khéach an Sofitel Metropole c6 along trinh iing the cho khach hang trung thanh,
khi dat duoc hang ac $ dwoc huong wu ddi thémdd an sang va Bt sb dich w
khac, lang vang & duoc thing hang phong, Bng kim arong € duoc nhiéu wu dai
nhat)

N6i chung cac chinh sach xGértiva qung cao aa he théng cac khachas co
vbn dau tr nuge ngoai it phong pha vaan xen b tro 13n nhau vaoung thyi diém
cu thé (Do dic treng mla v caa sin phim kinh doanh khachas). Bé c6 dugc cac
chueong trinh qéng cdo hdu qua nhat thi khong tk khéng noi &i sy hd trg cua G

cac Yu 6 P khac trong ckin lroc marketing mix aa .

5. Yéu té6 con naeoi (People)

Nhin chung cac khachus c6 \bn dau tr nuéc ngodi xem xét ¥t tuyén chon
doi ngii lao dong mdt cach kha nghiém tucyd chon duoc ngroi co trinhdg. Song

da $ cac can b quan 1y lai chwa dugc dao tao ding chuy@n nganh do tinhamg
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chung @a viéc dao 1o nhan s cia nréc ta. Cac khachas nay ding tich arc tuyén
dung cac ngbn nhan g di hoc vé chuyén nganh khachirs tir cac rgc phét trén
nhu Thuy Si, Thuy Dién, Phap... Bng viéc dua ra cac ch do lwong bing hop Ii,
thudng xuyén quan tamido to doi ngii can 1 nang cao trinkid, co tay ngh viing
vang, thdng tho ngai ngir, hang @m c6 6 chic bdi dudng nang cao tay nghthi
nang Kc, tham quan cac doanh néikhac, ndéi cac chuyén gia trong va ngoai
nudc dén giang chy va coi viec bdi dudng ladiéu kién kit budc d6i voi moi nhan
vién trong khacha. Cac khachasm naydéu cédugc chit lugng phuc vu cao lam
thoa man ét nhu du cia khach, kt qua kinh doanh cao.

Chién dich “cheong trinham thyc Mon ngon 3 néin” do khach sn Pong
Khanh (\Wn dau tur: Trung Qwc) gisi thiéu t6i khach hang nhan ngayagiphong
hoan toan nméh Nam 30/4 va Qic t¢ Lao dong 1/5, trong 3 ngay,ut ngay
30/4/2009dén ngay 2/5/2009 ddau bép treang tai hoa Phan @G Thinh t tai &
minh ching cho véc yéu t con ngrodi quyét dinh sr thanh céng @a hait dong
khach an. Pau bép Thinh mun gisi thiéu dén khach hang Bt bd “suu tap” am
thuc khaday du vé dic sin 3 mén ma anh clng ca®eg sr da bon ba kfp cac
mién dat nugc dé day cdng nghiéniei, tim toi va lc hoi cach clé bién. Thrc don
thiét ké gbm hon 40 mén chn loc, duoc xem nhr tinh hoa @aam thec 3 mén. Tuy
nhién, p treang Thinh ding cH “trung thanh” \6i cac thanh pin ciu tao nén mén
an, con kiu Vi thi duoc gia gim cho phu bp v6i “gu” chung dia mién Nam, cli
khéng gir diing 100% nguyéndn trng ving, mén dé dam bao phu fvp voi khach
ma khéng rit di sy doc ddo diaam thyc tirng vang.

Pén Pong Khanh db 18 nay, rfu khach 1a dan& Bic $ dé dang tim thy
huong Vi than quen qua riimg mén nlr ndm hoa chdi, banh tém K Tay, gid heo
gia ciy, mién xao cua & bun béng ca, xaprbn diu chao géy, canh nghéu thi 13,
cha c& L& \Wng... NHing ngroi ¢ khic rdt mién Trung nhr dugc tré vé chbn qué
qua cac moniv nuéc rau hon, banh &t loc, banh kbt, banh @m, nem méng Ninh
Hoa, caodu, bin bo Hé... Dan Nam B chic chin 8 khéng b qua mén son non
him cai X& biu, chdo céa rading, ca 16c néng trui, ca ri caludi... Néu khach 1a
dan ghén hai san ding timduogc “thé gigi riéng” cia minh qua ndu moén so hugt

xa0 Bi, nghéu Bp xa, myc chién gion, ch ca hi san, ¢ brou nhoi thit, bc Mo
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chay bi, 6c dinh xao dra... Thrc don duoc thayddi lién tyc trong 3 ngay. Gia vé
179.000d6ng/ngroi 16n; tre em 149.00G6ng. Khach mua 10 véuogc ting 1 Vvé,
mi&n phi nréc ngot.* Theo tinh toandong khach 4i khach an trong dp nay ting
Vot 1én trén 40%, trongdnay thi qué ria 1a khach du trd i khach sn Dong
Khéanh ghé tiim do clrong trinh qua dp din. Sau mit tuan thec hién, doanh thu
khach &n ting gip 3 lin so Wi cling thyi ki ndy riim ngoai.3*

Khéng ch thuong thrc cdc mén ngon, khach cdirgc the gian trong khéng
gian fing 4 ©ng rai,dep mit, dé thoa thich ngm cinh &ip rap ngra xe ti khu wre
quan 5dic treng aia ngroi Hoa trong khong khiélhoi. Vay quanhdy khach la th
gidi tranhanh $ing dong aia dat nuéc con ngeoi Viét Nam, nlitng phong énh dep
nhe vinh Ha Long,dong Phong Nha, ¢hBén Thanh, cungiinh HLé... Dip nay nha
hang M’Cato tang tét caa khach sn cing cé clrong trinh gim gia tire tiép 10%
trén hdadon thanh toan trong 2 ngay 30/4 va 1/5.

Cé&c nhan vién trong khachrscé \bn dau tr nuge ngodi con lubugc heong
mot sb vu d&i nhit dinh khi c6 nhu &u ar dung sin prim oia doanh nglép minh
nhe mua banh gim gia, nlan duoc thé thanh vién cho cac caaclbd caphe, bar, v
truong...

Ho ciing c6 niiing cké do wu dai rat hip din cho nhan viénamg cac chugn di
du lich vao ngay nghlé tét, cac céc di choi da ngai... dé tao cho nhan viénia
minh @m giacdugc quan tamiing muc va h cé th 1dy d6 lamdong hec dé cb

gang lam véc tt hon.

6. Méi quan hé véi cacdoi tac khac, bao dm khach hang la

mét doi tac dac biet (Partner)

Do dic diém cia sin prim khach sn va sn phim du ich nén quanhdéi tac
véi cac doanh nghp khac 1a $u t6 rat quan tpng trong thanh pin marketing mix
cua doanh nglép khach sn. Bdi véi cac khach sn rim trong cac cong ty duch
c6 kinh doanhit hanh va cacidh w khac véc mo rong quan B déi tac luén 1a én

thiét, song khéng quandng bing cac khachas doc lap. Nhit [ cac khacham lién

% Theo théng tin trén trang welakhach sn Bong Khanh : www.dongkhanhhotel.com
%1 Anh Khoa, bai baoAn trgng Viét Nam: Chang ta lamwoc nhiing gi?”, Bao Téi tré, ngay 5/5/2009
http://dulich.tuoitre.com.vn/Tianyon/Index.aspxAél&|D=301341&ChannellD=100
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doanh mdc ngoai &i Viét nam thi véc két hop véi khdng ch cac cong ty duith I
hanh qéc ¥ ma & cac cong ty duith r hanh @i dia la vé cung quandng.

Véi céac cong tyit hanh hay cadtchic giri khach thi néi quan i co thé dién
ra hai chéu: tic 14 gira hai bén cé thcod cac bp dong lamain, ho gai khach cho
khach an va ngroc lai khdch an s chi tra cho céc cong tg6 mot khoan hoa dng
tuong xrng.

Chuong trinh ton géi Wi chi d&& “Quang Nam - Hi An yéu throng” danh
cho du khach trongudc trong 3 ngay 2iém nhan @ ky niém 34 rim ngay gai
phéng hoan toan gm Nam, tlhng nHit dat nuéc (30/4),dén hét ngay 5/5 do khach
san Hoi An thuc hién 1a kK&t qua caa viéc khach sn Hoi An két hop v6i cac cong ty
khac, ngoai cac cong ty dich, It hanh.

Chuong trinh § khuyén mai bira ian sang & chon, Mot bira an trea haic mot
bita an i tai nha hang khachas 4 sao; tour tham quan ko Hoi An, nghe k& vé
nghé théu @a ngroi con gai Xr Quang, xem béu dién tradao va throng thic tra, ca
phé.Khach an giim 10% gia 8 dung dch w Zenspa, 20% giausdung dch w
giat 4i, 10% khi mua cacdn phim aia Céng ty théu XQ & An; sir dung phong
tap thé duc, h boi, wifi internet, hoa va trai cawitphong ndi ngay, xedua don ti
san bay hac nha gagua ku niém aia khach sn va Cong ty théu X(Ngoai ra,
khachdén Ieu trd wi khach an € dugc giam 50%, khach woc ngoai gim 30% gia
cong 1 va mén phi ndt chuyén xeddn i san bay hac gaba Ning.

Nhung Wi cacddi tac 1a chinh nting khach duith dén vsi khach an thi viec
tao lap mbi quan 1§ véi ho khdng phi diéu don gian. Boi ho & ngroi tiéu dung trc
tiép sin pham, dich w caa khach sn, viéc ho hiéu ré nhit chit lugng $in pham,
phong céch pit vy, thaido nhan vién ladiéu & hiéu. Bé khach chp nhin khach
san va tr nhién t thanhdéi tac aia hp thi khach sn phii dap ttng duoc nhu @u
cua khach, lam chochhai 1ong ¥ dich w, sin pim cia minh.bPay c6 ti¢ néi la
chién legc théng minh nfit, it thn kém nlat va ding khé nlat cho kit ki mot khach
san nao.

Mot sb chinh sé&ch duy tri 6 quan 1§ véi cacddi tac duoc cac khachah co
von dau tr nuéc ngodi &p dng la: T chic hoi nghi khach hang thedinh ki hdic
dot xuat; to chac cac trung gian phan ph toé chic hoi nghi cac nha an xuit kinh
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doanh; & chrc thim hoi khach hang;& chrc hop bao hay cac ho dong vin hoa
thé thao khac.

Mot trong nlirng Van dé quan tong ma nha kinh doanh nadng phi quan
tam, d6 1a viéc xacdinh duoc thi phin, ay thé la xacdinh khach hang ma minh cé
kha nang cungirng. Trong kinh doanh khachrsaing \ay, dua trén véc phan khuc
thi trudng dé xay drng va cungirng dch w dén tiép cho frng th trudng chuyén
biét la cbng véc khéng c6 gi i nhung hién nay, ndt trong nhirng xu hréng
chiém linh th truong aia cac 4p doan khach s 1a sr dung hinh tiirc marketing
theo kic thang(Tier Marketing). Cacap doan khach s xay drmg nhéu khach sn
phuc vu ddi twong khach khac nhau: khach doh, khach thong gia, khackién dy
hoi thao, v.v... Dién hinh 1a teong hop cia chdi khach an Marriott. Hs thong
Marriott cung ép cac én phim sauday:

—Fairfield Inns: Lai dich wu binh dan

—Courtyard by Marriott: Chan ¢ khiém Hn

—Marriott suites: Ch ¢ nhim vao khach la tkong nhan, h doi hoi sang tong
hon cac phong tro

—Resident Inns: Ghcod phong suiteduoc thiét ké nhim kéo dai thi gian
khach {ru tra

—Marriott Hotels and Resorts: Gtii dich w sang tong nhim t6i nhitng du
khach throng hru va khach &i nghi

Trongdd, sin prim aia Fairfield Inns (danh cho khach “binh dan” thn gqhur
méi va duoc xay drng nhim gioi thiéu voi ho vé t6 chc Marriott. Muc tiéu chinh
cua Fairfield Inns 1a @ rong khach hang,ab uy tin & nhan hgu vadiéu quan
trong 1a o oo hdi cho nhing du khach c6 thu @ thip coé tré tiép cin voi san
phAm aia Marriott. Sau nay, khi cé thu #hcao on, ho co thé chon nhitng khach
san cao ép hon cia Tap doan Marriott. Hén nay¢ Viét Nam, fip doan Marriott
maéi trién khai lai hinh “Marriot Suites” 4i khach an Renaissance Riverside

thanh pld H6 Chi Minh.Hda hen trong trong lai, tip doan € dau tr thém céc loi
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hinh hic thang khac, ma c6 &Ha binh dan bn so Wi tdi tien ngroi dan Vist Nam
nhur Fairfield Inns *

Céch lam naytam bao ar phat trén 6n dinh trongdiéu kién kinh doanh cé
bién dong, gilp cac khachaa c6 bi thé trong anh tranh va rb rong throng hiéu
cua minh, gilp cacp doan khach s gia ting thi phan gin voi so thich va chi tiéu
cia du khach. Ba vao véc nghién ¢u tam ly du khach, ngyi ta con thra ntin
thém ndt trong nhirng loi thé caa marketing theode thangdé la viéc gia ting l1ong
trung thanh ¢a du khach. Bi néu mot khach hangta quen & dung nbt sin pHim
cua throng hiéu naod6é ma hp thich thi to rat khé b no.

Tap doan khach s Accor (Phap) @ing da da cang mé hinh kinh doanh theo
hé thong. Bén anh ¢ théng khach sn Novotel (3 - 4 sao) iim phuc vu khach kha
gia va k¢ thng khach sn Sofitel pluc vu khach VIP nix cac throng nhan giau co,
chinh khéch... thi Accor con cé hhéng khach sn Formule 1, Etap, Red Roof
Inns, Ibis (ang 1- 2 sao) &i gia 20 -30 euro/ngagém nkim phuc vu khach binh
dan.O Viét Nam, fip doan Accor éng moi chi trién khai & théng Sofitel,& Viét
Nam dugc xép hang 5 sao, song theo mmhiéu khach duith da trng heu tra i
nhitng khach sn 5 sao @a Accor trén th gisi, ho danh gia Sofitel Plaza ¢xép
hang 3dén 3 sao wdi, con Sofitel Metropole @i c6 thé xép hang 4 saaién 4 sao
rudi.

Nhin chung, khuynhdtng marketing theo 4z thangda kha pl bién trong
kinh doanh khéchas. Viéc tim héu, nghién ¢u xu hréng nay la véc lam At can
thiét ddi véi cac khach sn Viét Nam trong xu th hoi nhap va quc € hoa ngay
nay. Hy wng, trong trong lai gin, cac doanh ngép khach sn Viét Nam bn manh,
tré thanh cacap doan bn, codu tiém lyc dé canh tranh i cac fip doan khach
trong khu wrc va ti¢ gisi.

Tuy theo quy mé va chi phifieg nhr tly theo caaidi tic ma khachas lya
chon hinh thrc phi kyp nhit véi ho. Nhung chiic chin tit ca cac khach s co Wn

dau tr nuge ngoai kiada thdng minhdé hiéu ring chén luoc kinh doanh lau dai va

%2 Theo Michel Ruffer, $ng Giamddc va chi tich tip doan Marriots, t 1oi bao Le Monde @a Phap, ngay
22/8/2008 http://lwww.lemonde.fr/cgi-
bin/ACHATS/acheter.cgi?offre=ARCHIVES&type_item=ARARCH_30J&objet_id=1052190
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bén vitng hon c 1a chién lwoc hoan thin chit lwong sin pham, dich wi va nang cao

phong cach pic vu cho khach gn minh.

7. Tao sin phdam tron go6i va quy trinh plvc v (Package and

Process)

Viéc c6 mdt quy trinh dch w chudéo, cac goian pham day da dong vai tro
quyét dinh trong g két hop cia it ca cac yu t P trén wi nhau. Cac khachae c6
von dau tr nugc ngoaidam nhiém kha 6t va hoan ctnh cac quy trinhigh w cua
minh: ir dat phong chodi d6n khach i san bay/ nha gawa khach ¢ phong, cung
cap dich w ian ubng da cang, vui chui giai tri cung mdt loat cac dch wi khac (chinh
sach én pham); bén anh do, cac gia & dua ra At linh haat cho trng d6i tuong
khach hang va c6 b hinh thirc khuyén mai, giam gia lién tic trong im (chinh
sach gia & va khuyn mai); b c6 ndt hé thong cac trung tdm dudh lix hanh lién
két voi minh dé dua khach hangdt, va ¢ mot doi ngii nhan vién chuyén ngip,
tan tinh phic vu khach hang. Nimg yéu t két hop nhiin nhuyén naydadem hi sy
thanh cdng &t 16i cho chén lroc marketing 4i cac khach @n c6 \bn dau tr nuée
ngoai.

Dic biét véi cac khach an lién doanh c6 cungip thém dch wi phy, viéc ki
hop déng Wi cacdai Ii du lich lon trong nréc cing gilp bandugc cac én phim
tron goi Wi sd luong khach én, déu din, 6n dinh trong sét nim. Nhr khach sn
Hilton ki hop dong wi Exotisimo, Travel Indochina... va liérékvéi mot s hang
hang khéngdn nhr Jet Star, Vietham Airlines.dé cung ép vé cho céac khach
hang c6 nhuau.

Céc khach s lién doanh nbuu thé kién tracdep, phongdc trang hoangash
s3, dep d& ciing c6 cac ith w dit tiéc ardi tron géi bao §m tir phong téc, dd an,
banh wdi, phong tan hdn hay dm chi 6 chic ¢ tuan tring mit cho w chdng noi
cudi nhd vao vic lién Kt véi cac hang duith I6n. Bdi véi hoat dong du fch, céac
khach an c6 \bn dau tr nuéc ngodi éing © chirc cac tour isn goi theo yéuau cia
khach, bao §m: Vé may bay, xean chuyn, dit khach sn ¢ diém dén, thué réng

dan vién du ich, dit cac dch wi an udng va vui cli giai tri.
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III. Nguyén nhan thanh céng trong bai hoc marketing cua

cdc khdch san cd von dau tw nudéc ngoai

1. Panh gia hiéu qud kinh doanh aia cac khach an cé wn

dau tw nwréc ngoai

C6 tré néi nhy viéc trién khai chén luoc marketing mix rit cachda cing va
khéo Iéo nir viy ma hat dong kinh doanh &a cac khachasm cé \on dau tr nuéc
ngoai lubndat ting trong déu din, cdng st phong luén caodn so i cac khach
san Viét nam. Thém vado, chinh hu qua kinh doanhiat dugc nhy vao marketing
cua nhirng khach sn naydang lamdon by dé nhiéu doanh nghip neéc ngoaidau
tu vao minh dat mau nd nay ton.

Theo Céng ty Kim toan Grant Thornton, kinh doariimi wrc khach sn tai
Viét Nam laan khach nht hién nay va d thu hi von. Pay 1a Kt qua cusc khao sat
do codng ty nay &n hanh trong 3 am, tr 2005 i 2007. Cwéc khao sat tén hanh
trén 29 khacha dat tiéu chdn 3-5 saos ba khu wc mién Bic, Trung va Nam,
trong $ d6 thi 8 khacha chuin 5 sao va 8 khachus chuin 4 saadéu c6 \bn dau
tu nudc ngodi, 13 khachaa con hi (khéng c6 khacham chuin 5 sao, 4 khachas
chuin 4 sao va 9 khachus chuin 3 sao) 1a khachas Viét Nam. Két qua khao sét
dua trén bao cdoam tai chinh 2005-2006ua 29 khach s cho thy ty sut thu
nhap rong trén doanh thabi vai linh wrc dich wi nay kha Bp din. Bic biét [a mic
d6 an nén lam raa cac khacham ty 18 thuan voi s6 phong khacha va $ sao
khach an dat chuiin. Biéu nay c6 ngta 1a cac khachas c6 \bn dau tr nugc ngoai
dang couu thé rat 16n trong céc canh tranh kidc liét nay.

Khao sat éa Grant Thornton cho 4y khach sn cao ép hap din khach du
lich mbt cach 6i da. Cac khacham 5 saoy suit thu nHip rong trén doanh thuig
40%, trong khi 4 sao ¢lton 21,1%. Khachas trén 150 phongol nhuan rongdat
duoc gan 50%, tr 75dén 150 phongdi nhuan rong gn 14%, trong khité dudi 75
phong 1a trén 21%. Thémira, cdng sét phong d¢a khach sn 5 sao 1a cao ah cha
yéu coduoc nhy két qua kinh doanh ¢a cac khachas c6 \bn dau tu nuéc ngoai,
dat 73,1%, khachan 4 sao chdat 54,4%.

Nam 2007, khacha® Sheraton Hanaid duoc Giai thuong du ich lik hanh tié
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giéi (World Travel Award¥) binh clon 1a Khach sn kinh doanh hangiu Viét
Nam ma khéng pti mot khach gn Viét Nam nao khac. Thang 10/2007, Sheraton
Hanoi ding d& lot vao danh sach 10 khachnstd chic hoi nghi hangdau chau A
2007 dodoc gia caa Smart Travel Asia’s Best In Travel Poll bintpehNam 2006,
khach an ding da dugc bau chpn vao danh sach 15 khacinstd chic hi nghi
hangdau chau A. Khéng chSheraton, @t loat cAc khach s c6 \bn dau tr nuée
ngoai khac #ng dat duoc nhitng két qua kinh doanh it dang khiché. Dan dau trén
thi trudng Wi sd luong cac khacham ¢ thanh plé nhiéu nhit 1a Tap doan Accor
Hotels \6i hé thdng cac khu nghdudng Six Senses/Evason.

Pung treée tinh tizng thidu hut phong khacha cao @p nhe hién nay ic
biét 1a thoi diém cwi nam 2006 — Hi nghi APEC), nling diém heu tri cao @p
lubn trong tinh teng kin khach. Ha § hién ch cé 8 khach @ 5 sao vi 2.360
phong, 6 khachah 4 sao wi trén 1.000 phong.Tlé thué phongdi Daewoo luén
dat trén 80%, trong khidi Melia, con 8 nay lén & 95%3*. Vaothoi diém cwi
nam 2007, cong sit s+ dung phong ga khach sn Daewoo [udn trén 90%, 4m
chi c6 ngay lérién 100%>° Cong sét phong éing & mic twong tr dbi véi nhirng
khach an cao ép nhr Nikko, Melia, Horison, Sofitel Metropole, Sherajdilton...

Thong ké @a cong ty # van va quin ly hit déng sin CBRE Vét Nam cho hit,
hiéu suit thué phong #a cac khach g 3-5 saas Ha Noi dao déng trong khang
80-90%, con thng ké ndi nhat cia Savills Vét Nam, riéng khachas 5 sao ludn
trong t 1¢ 82%3°

33 World Travel Awards Ia gi thuéng uy tin va toan dn nHit caa nganh duith ki hanh duoc binh cln
hang @m bsi cac chuyén giail hanh giau kinh nghim va khach hang trén toaréthisi.

% Theo Thyi bao kinh &, théng tin @p nhit ngay 27/1/2008
http://vneconomy.vn/72527P0C17/thi-truong-khach-sasphat-trien-manh-me.htm

% Theo ba @ong Thay Hing, giamdéc PR @a khach sn Daewoo, t |oi trén Ging thong tin tirong mi
va cbng nghéip Viét Nam (VCI News), ngay 6/12/2007
http://www.kinhte24h.com/?a=TW&tw=NEWS&news=VIE&h@mid=81&view _id=23358

% Théng tin trén Gng thong tin throng mai va céng nghip Viét Nam , ngay 6/12/2007
http://www.kinhte24h.com/?a=TW&tw=NEWS&news=VIE&h@mid=81&view_id=23358
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2. Nguyén nhan thanh cbng trong baidt marketing @ia cac

khach sin co Wn dau tw nwéc ngoadi

R® rang chin luoc marketingdd, dang va 8 con phat huy tadong to bn caa
né i nang sut kinh doanh aa cac khachas co \Wn dau tw nudc ngoai noi riéng
va linh wrc dau tu hoat dong kinh doanh khachas néi chung. Bénanh d6, mt sb
yéu t) dua dén ar thanh céng trong ¢ trién khai chén lvgc marketing @a céac
khach an dugc dé ra trong bai khoa in nay nlr sau :
2.1Piéu kién chii quan

<% Von

DPay 1a yéu t6 khéng tk thiéu caa moi qua trinh kinh doanhiic biét véi kinh
doanh duich 1a nganh kinh doanh mang tinkithu cao, cé khidé phuc vu cho
mét mua du ich (throng tr 4 — 5 thang) doanh ndipi phai tap trung toan & vén
kinh doanh @a minhdé dua vao hat dong. Cac khachas co \on dau tr nuée
ngoai lam fit tét yéu t6 nay, kv c6 von 1on, lubndap ung phuc w duoc $H lwong
khéach 6t nhiéu, du dé trang tai cac chi phi én thiét va ngroc lai

% Nhan luc

Déi vai tat ca cac hat dong kinh € thi con ngroi déu dong vai trd quit dinh.
Nganh khacha c6 tinh cht dic thu 1a ban cacia ptim “dich w” nén yéu t con
ngudi (ca&c nhan vién pit wy) ¢ vai trd quan tmg trec tiép dem s$n phim aia
khach an phic wu toi cac khach hang (Khachu tra).

Nhan s dbi véi nganh khachah vira 1a sic laodong wra la hinhanh quing
céo tirc tiép cho khach 8. Va nhan s trong cac khachas cé \bn dau tr nuée
ngoai khdng nting kha gbi vé chuyén mén ma con & biét van hoa xa hi.
Nguon nhan s quy bau nay con &i cach dp xép t chrc cong véc mot cach top
li, khoa hyc va lubndugc quan ly mot cach clic chin.

Bén anh d6, higu qua kinh doanh @ng xuit phat cli yéu tir tai ning aia
ngudi 1&nh dao, réu ngroi 1anh dao giéi thi hiéu qua kinh doanh & cao con khéng
thi chic chin doanh ngléip khddat dugc két qua nhe mong mién. Véi cac khach
san ¢6 \bn dau tr nudc ngoadi, ngoi l&nh dao chi yéu 1a ngroi nuéc ngoai i
phong céach 1am ¥t chuyén nglép, kién thic chuy@n mén #ng chic nén véc ho

mang 6i két qua kinh doanh kha I&iéu & hiéu.
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« Khoa hgc cong nglé

Céc thét bi khoa toc ding déng not vai trd quan wsng o nén héu qua caa
cong véc kinh doanh. Trong th dai bung ré thdng tin nir hién nay, théng tin&
dua khach hangép cin mot cach nhanh ritt véi cong ty, khach hang afiéu kién
tim hiéu vé cong ty, ¥ thi truong du ich aia cdng ty éng nhr cac lai hinh dch
vu ma cdng tydang phic vu dé tir d6 quyét dinh. V& phin minh, doanh ng8p cé
thé nam bit hon nira théng tin ¢ thi truong dé tir d6 c6 nhing diéu chinh phrong
hudong kinh doanh #p thoi cho phu lp.

% Kinh nghiém kinh doanh

Pay la nhand cé anh hrang khéng nb téi hoat dong kinh doanh &a doanh
nghiép, co tie 1a kinh nghém kinh doanh, @i quan & véi cac lan hang hay cac
nha qun ly khac.Pay la @ so cho s phat trén 1au dai va Bn vitng aia doanh
nghiép, a hdi cho sr canh tranh trén thiong teong. Mac @6 dem hi hiéu qua kinh
doanhdén dau phi thudc rat nhiéu vao nhand nay i kinh doanh khéachas cin co
mbi quan & rong rai va chit ché véi khéng chi cac hang duith tnre tiép dem rot
khach vaowtu trd ma an quan B chat ché véi ca cac doanh ngBp trong va ngoai
nuaéce.

Kinh nghém kinh doanh con mangilnhitng quyét dinh dang din luéndem
lai lgi ich cho khé&ch hang vér tt6 nang cadugc chit lvgng kinh doanh @ng nhr
hiéu qua kinh doanh cd@uoc lgi nhuan cho khachan.
2.2Piéu kién khach quan

< Anh hwéng aia mdi treong luat phap:

Mot qudc gia c6 I thong luat phéap clra hoan cinh, ludn thaydéi thi ddi véi
bat cr nha kinh doanh nao,ad dem hi hiéu qua kinh doanh caoimg la nét diéu
khé khin. Béi véi nganh duich noi chung va kinh doanh khacima:éi riéng, ldt
vé du lich khéng c6 hay khdng hoan &hiss tao ra ndt sy canh tranh khdng lanh
manh gira cac doanh ngép. La ndt bo phan trong nganh Du ich, kinh doanh
khach an chiu anh hrong lon khi hat dong trong nét méi treong luat phap clra
hoan thén. Pay chinh 1a Bt loi cua cac khacham Viét nam khi cac phéap 4t ciing
nhr nghi dinh aia chinh ph nuéc tadé phat trén du ich nréc nha vn chra chit

ché. Trong khido, cac khacham ¢ \bn dau tr nuéc ngodi xét phat tr cac rée
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phéat trén hon chdng ta 4t nhiéu (Phap, M, Singapore, Hongkong...),ohduoc
phét trén trong mai trong luat phap hoan thn cia nrge ho nén vic co nlieng két
qua kinh doanh 4t khéng plii diéu ngac nhién.Dén khi hy sangdau tur tai Viét
Nam thi chinh ph nuéc ta ding luén c6 8 uu tién cho cac nhdiu tr nuéc ngoai
nén d@ing cé ntirng chinh sach kha thoang cha h

Chinh phi d& ban hanh nghiinh 27 sa ddi, b6 sung nét s quy dinh lién
quandén dau tr nuéc ngoai vao thang 3/2003. Théd, viéc gop \bn bang gia ti
céng nglkk chuyén giao khéng conibkhng ck ¢ mac khéng qua 20%0hg von
phap dinh nhr treéc, ma do cac bénrtthoa thudin. Ngoai ra, cac doanh nghi
100% \bn dau tr nuéc ngoaida thanh4p tai Viét Namduoc hop tac Wi nhau hdc
v6i nhadau tr nuge ngoaidé thanh &p doanh ngldp moi tai Viét Nam. Cac doanh
nghiégp dugc truc tiép tuyén dung laodong ti Viét Nam va mdc ngoai theo quy
dinh aia phap lat. ThAim quyén cho thuédit ciing d& dugc phan &p manh cho
UBND céc tnh thanhddi véi tat ca cac dr &n ¢ ¥n dau tr nuéc ngoai (trde day
quydinh Thi tuéng quyét dinh cho thuétat ddi véi du an sr dung dat d6 thi tr 5 ha
tro [8n va cAc lai dit khac tr 50 ha to 1én).

Hay nhr thanh pld H6 Chi Minh dang khugn khich cac nhaau tr bo vén
vao xay ang nhirng khach sn [6n tiéu chidn 4, 5 sao ing cachdua ra nliing khu
dit tréndia bandé chao ndi cac nhatau tu. Nhiéu dy an khach an tiéu chign cao
dangduoc trién khaid thanh pld H6 Chi Minh bén enh viéc mg rong va nang ap
cac khachan hién tai ciing dugc cac nhatau tr xdc tén thec hien.

Nhitng diéu kién nay gilp cac khachas c6 doc 1ap trong véc tuyén dung
ngwn nhan § cé chit lugng, cac dly to, thi tuc lam 1 so thué muatit caia Nha
nude ding duoc B dang nhanh chéng va titién hon. Tuy nhién khong vi thma
Nha nréc ta b 1a b ngd ¢é mic cac khacha neéc ngoai hat dong. Gan day, dr
an xay arng khach sn thir 2 aia Intercontinentab Ha Noi tai khuén vién céng vién
Lé Nin — Trbng NHit d& b dinh cH va c6 yéu &u tam dirng do c6 nhiu phin hoi, y
kién cia nhan dan.

< Anh hwéng aia moi trwdong chinh tri:

Diéu nay thi cac khachas ¢ \bn dau tu nuéc ngoai 4i Viét namduoc heong

loi rat nhiéu tir méi treong chinh tr vn rit 6n dinh aia nréc ta. S 6n dinh \é
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chinh ti thé hién & thé ché, quandiém chinh ti duoc da $ nhan daniong tinh;
bang ém quyén codu uy tin 1anhdao, cé xy ra i chién haydao chinh khéng,
V.V...

< Anh hwéng aia mdi trwdang vian hoa xa roi

Pic treng aia vin héa duich 1a phong céach &n trac, fp quéan, éi sbng ton
gido va ngdn nig Khach duich vin héa nim mo rong kién thirc, hoc hoi cac nét
vian héa, ngdbn nig caa dan dc d6. Néu mot qudc gia cé Bn van héadoc déo, cod
ban sic rieng kém theo méiwdng tr nhién phong phi vda cang $ rat thu huat
khach. V&t Nam chinh 1a it qudc gia nhr thé véi hon 54 dandc anh em, i dan
toc lai c6 ngdn ndy, phong tic tip quandoc dado aia riéng minh.

< Anh hwéng aia canh tranh

Néu nhr trong caadiéu kién chi quand trén, cac khachas khdng c6 ¥n dau
tu nuéc ngodi &i Viét Nam ding c6 té tin dung va phéat huy 6t b yéu 6 nhu:
Yéu t6 méi treong chinh tr én dinh, sr da dang & van héa... thi ¢u 6 “canh
tranh” lai 1a diém yéu cia cac khacham nay so 6i cac khach an c6 \bn dau tr
nudc Ngoai.

Trudc day trong Bn kinh € tap trung Au nhr khéng cé khai dim canh tranh
trong hat dong $in xuit kinh doanh. Cac doanh ngpihat dong va @n xuit theo
ké haach aia Nha mdc. Sin ptam 1am ra khéngan lo 1am sao c6 thtiéu thy vi da
c6 Nha mée phan phi. Rd rang mé hinh nay khéngintg khdng thaaay duoc sr
phat trén caa kinh € ma con lamut hau di mot cach trong ddi so Wi cac rén kinh
té khac trén th gisi. Trong khi cac khachas c6 \bn dau tr nuéc ngodidd quen
thuoc voi sy canh tranh Kide liét trén th truong, b ludn cé nitng chinh sachis
sangdé dbi pho wi né thi cac khachas Viét nam hi ludn t© ra lang tang.

Trénday la nét sb diéu kién da quyét dinh sr thanh conga cac khachas cé
von dau tr nuéc ngoai i Viét Nam. ViEc nghién éu sau n cacdiéu kién nay
giup cac nha gin tri khach gn Viét Nam hyc hoi, rat ra bai lec kinh nghém, tranh
duoc cac ti ro trong kinh doanh, luén c6 gétydinh dling trong véc hach dinh

chién lugc kinh doanh, nang caoéhi qua kinh doanh, thdtwgc lgi nhuan cho minh.
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CHUONG 3.

BAI HQC KINH NGHI EM CHO CAC KHACH S AN VIET NAM

.  Gigi thigu tong quan vé cdc khdch san Viégt Nam
1.Ddgc diém

Tuy chdng ta rdi chi trai qua fon 20 rim tir thoi ki D6i mai (1986), inh wrc
khach an cia Viét Namda co nliing hrde tién dang K. Khéng chi ding ki ¢ dau
tu nang @p trang thét bi co s vat chit trong nréc, ching ta condn hanhdau tu ra
nugc ngoai.Trong thvi ki 1989 — 2007, ¢6 104dan dau tr triec tiép @ia nudc ta ra
nuéc ngoai vao ihh wec khach sn — nha hangia dwoc cip gidy phép, ¥i téng $
von dang ki 1a 3,8 trgu USD, tng & vén diéu Ié 1a 3,0 trigu USD, trongdd rurdc
ngoai gop 1,1 tdu USD va Vét Nam gép 1,9 tdu USD¥’

Bang 1. SO liéu thong ké vé co sé luu tra ¢ Viét Nam nam 2008

Ca sé S6 budng

Tong sb 10.400 207.014
Trong sé do:

- Hang 5 sao 31 8.196
- Hang 4 sao 90 10.950
- Hang 3 sao 175 12.524
- Hang 2 sao 710 27.300
- Hang 1 sao 850 19.000
Hang chuén 3.000 44.030

(Ngudn: Bdo cdo téng két céng tic 2008 cua TCDL)
SO luwong buwbng phong khachas cao saa@ Viét Nam lau nay & duoc danh

gi4 la cung nb hon ciu. Tinh tang théu hut budng phong cha daptng Wi ting
truong & dong khach dui¢h vao Vit Nam,dic biét [a khach duith cao ép. Hinh
anh mot Viét Nam troi dep, ning dong, an toan, than #n véi ban sic van hoadoc
daodugc biét ¢én ngay cangang rai trén th gisi thu hat ngay cang néu du khach
S8 dén voi Viét Namdoi hoi phat trén co so ha tang du ich phu kp, trong xing
Vvé6i téc d6 taing trrong du fch Vit Nam mily nim gin day da tacdong dén dong
vbn dau tr du lich thyi gian qua. Trén€ s quy hach Hng thé cac ving duith,

cac khu, tugn, diém du kch trong diém quic gia, Tong aic Du lich d& Kb tro cac

%7 Biéu 58.Pau tr tryc tiép ra nréc ngoaidugc cip gidy phép thi ki 1989 — 2007 phan theo nganh kigh t
Nién giam tlbng ké 2007, in #m 2008, NXB Tiéng Ké
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dia phrong p quy hach du ich a1 thé tréndia ban; kéu g thu hitdau tr du lich.
Theo $ liéu tir Cuc Pau tr nuéc ngoai (B Ké hoach-bau tu), trong 8 thangtau
nam 2008, inh wrc khach sn-du lich aia Viét Namda thu hdtduoc 21 dr an \oi
tong $ von dau tr 18n ©i 8.773 tréu USD, wot xa Hng $ von ding ky trong @
giai doan 1988-2007. NKu hat dong dau tr séi rdi dang dén ra ¢ nhiéu tinh
thanh trong & nuéc nhr Ha Noi, TP. HO Chi Minh, Qung Ninh, Pa Ning, Binh
Thuan, CGin Tho, Ba Ra - Viing Tau...

Théch thirc phai d6i mat hién nay 1a cac khang haing tai chinh toanau, suy
thoai kinh € ¢ nhiéu qubc gia trén th gisi, sut giam Vé tang tnrong du ich & nhiéu
thi truong trong diém. Nganh duith aia Viét Nam ding chu anh hrong tnrc tiép
tr nhitng tacdong nay.Céng sut s dung bwng phong binh quandcruséc trong
nam 2008 chdat 49%°>°

Pi dau trong cong tac xaywhg va qun ly cac khacha Viét Nam hén nay
la Saigontourist. Saigontourisfittdau hat dong vao @am 1975 i Thanh pld H6
Chi Minh, la doanh ngBp dau tién dia thanh ph trong nganh céng ngip du kch.
Ngay 30/3/1999, dng Cong ty Duith Sai gdoniuoc thanh 4p theo qu¥t dinh aia
Uy ban nhan dan Thanh dié Chi Minh. N6 hat dong theo md hinh nhawdc-
doanh nghip, 16ng ghép cac h dong aia nhéu cdng ty duich, i hanh, khach
san, nha hang, v.v...trondd cé Cong ty Saigontourist &i tac quan ng.

Téng Codng ty Duith Sai gonda dugc xép hang qubc gia dia Viét Nam 1a
mét trong nhiing #ip doan du ich hangdau tai Viét Nam. Nodéng gop 4t nhiéu
vao sr phat trén cia nganh coéng ngép du kich aia Viét Nam: cung ép mot loat
cac dch w nhe nhag, thuc pim & nuéc giai khat, du ich, vui chvi giai tri, kinh
doanh, xdt nhap khau, nhém vu mién phi cac ¢a hang, giao thdng, xayrdg, du
lich khach sn & dao to, thrc prim sin xuit & ché bién.

Trong nhiing nim gin day, Saigontouristid vadang hait déng ngay cangla
dang, nédang quin ly 8 cong ty tth w du lich, 54 khachan, 13 khu lién bp ngh
duong (resorts and complexes), va 28 nha hafigéc @ s& bé nhiém. N6 @ng da

hop tdc Wi hon 50dia phrong trong @ nuéc cung lién doanhdp tac va co 9 lién

% Theo Trung tam Théng tin dich — Tong aic du ch, trén websitei@ “Vién Nghién ¢u phét trén du
lich”, théng tin ngay 22/1/2009
http://www.itdr.org.vn/vi/detailnews-a--c-104-d-1BvdI
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doanh i déi tac neéc ngoai, ma gn nhit 1a s gia nhip vao lam thanh viénia
phong Throng Mai va Cong nghip Phap i Viet Nam®

La mot thanh vién chinh tic caa Higp Hoi du lich Chau A Thai Binh Bong
(Pacific Asia Travel Association — PATA); &1 Hoi du lich My (American Society
of Travel Agents — ASTA); Hp Hoi du lich Nhit Ban (Japan Association of Travel
Agents — JATA) va Hip Hoi cac nhai hang My (United States of Tour Operator
Association — USTOA), thdng qua cadinguan k& caa né i hon 200 céng ty du
lich nxéc ngoai &i 30 quic gia, Saigontouristéstiép tuc #p trung vao \c ting
cudng va nd rong th truong, dac biét 1a nlim muc tiéu vao céc thtruong gqubc té
nhu: Nhat Ban, Trung Qiéc, Pai Loan, Singapore, Han @e, Phap.bac, Anh,
Canada, N} .., thicday phat trén cia cac 8n phim mai trong cac inh wrc nhag,
resort, duich, mua $m, MICE, du Ich séng va dui¢h trén bén thdng qua caddi
tac bén ngoai \&t Nam.Dé dam bao téc do ting tnrong trong trong lai, né 8 tich
cuc phat trén Saigontourist chi nhanhitkhu virc Péng Nam A. \6i phuong cham
"Thwong hiu - CHit lwong - Higu qua - Hoi nhap", Saigontouristtic biét cha ydén
viéc ting héu qua kinh doanh, nang cao &thluong dch wi, mé rong dau tr nang
cap trang thét bj hién c6, phat tén sin prim mai véi, ting arong xdc tén thém va
tiép thi cho cac cliin dich nfim muc tiéu vao cac thtruong hién tai va thi truong
tiém ning. Vi mot dong lec manh & va im nhin chotong lai aia nganh duith
tai Viét Nam, Saigontouristang tén vé phia tirge. Diéu nay c6 th thiy trong ich
st phat trén aia ke thong, nhrng con ngoi 1am viée tai d6 van dang tép tuc nd lec
dé dat duoc cac mac tiéu @ia minhdé mé rong th treong va kiing dinh Vi tri cia
Viét Nam trong inh wrc du kch i cac nréc Chau A. Mt sb khach sn Viét Nam
thanh vién géa Saigon Tourist la:

Mién Bic c6: Saigon - Ha Long Hotel; Saigon Hotel. 8 Trung cé Saigon -
Kim Lien Hotel; Saigon - Kim Lien Resort; SaigorQuang Binh Hotel; Saigon -
Morin Hotel; Saigontourane Hotel; Saigon - Quy NHdaotel; Huong Sen Hotel,
Yasaka - Saigon - Nha Trang Resort Hotel & SpatgH®aigon - Da Lat; Saigon -
Ninh Chu Hotel. Mén Nam c6 Caravelle Hotel; New World Hotel Saigoheton
Saigon Hotel & Tower; Rex Hotel, Hotel Majestic §an; Grand Hotel; First
Hotel; Continental Hotel; Kim Do Royal City HoteBong Sen Hotel Saigon ;

%9 Gisi thiéu trén trang web chinhitb caa Téng cong ty duith Sai gon
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Palace Hotel Saigon; Que Huong - Liberty 2 Hotale(Huong - Liberty 3 Hotel,
Que Huong - Liberty 4 Hotel, ....

Ngoai Saigon Tourist, Cong ty THHH Nhautc Mot Thanh Vién Duich
Dich wu Ha roi (Hanoi Toserco) @ing la njt doanh nghéip nha mdc, dugc thanh
lap nim 1988 i Uy ban Nhan dan thanh §Ha mi.Qua thvi gian phat trén,
Cong ty céduoc nhitng thanh cong tash va luén ludn la @t trong ntirng cong ty
I hanh hangtau ¢ Ha roi va Viét nam. Quyt dinh thanh 4p caa Hanoi Toserco
mang $ 637 ngay 10 thang 2im 1993 ¢a UBND TP Ha fi. Khach an Viét
Nam thc Hanoi Toserco la: Khachars BSC (Kim M&). Ngoai ra, 2 lién doanh
khach an Ha Nvi (lién doanh i Hong Kong) va Horison (Thac tip doan Swiss —
bel — Thuy S§) ciing tnec thupe cong ty nay.

Mot s6 khach san Viét nam tiéu biéu

* Riverside Hotel Saigon

Khach an Riverside Sai gdonam trénduong Quai des Belgiquedidnay la
phé Tén buc Thing, quin 1, thanh p& Hb Chi Minh) tén than 1a ¥n phong éa
The CARIC, ndt cong ty in chuyn dudng sit Phapduoc thanh 4p tr nam 1887.
Sau imm 1975, khacham da thubc vé cong ty \in tii Sai gon,dugc st dung vao
thoi diém nay nhr 1a mot kho rou vang va it cau he b caa Seamen. #in 1993,
tai sin bandau (ch 1a mdt tda nha 24ang theo kén tric Phap &) da duoc thiét ké
lai va xay drng i thanh sduang, phu kyp véi chirc ning msi caa no 1a nit khach
san. Cac kén trac @ dién, khdng chduoc duy tri, ma con nang caié tao ra not
vé dep doc dao trong hai hoadi vi tri ly tuong l&ng nan aia séng Sai Gon.ySluva
chon caa cac mé tip trang tda o radugc ar dbi xtrng cn thiét cho it tién cia
khach an Riverside Sai Gon.inam 1998, The Riverside Khachrsda thuwc vé
Ngan Hang Sai Gon coénguibng, Wi 73 phong 4t ca d¢é cung dép dich wi luu trd
t6i khach doanh nharting nhr khach duich, nlim dem hi sy tién lgi cao nhit cho
ho khi ¢ tai Viét Nam néi chung va thanh §#H6 Chi minh noi riéng.

Trén trang web i@ minh, ban l&nkiao cia khach sn ch khiém 6n nhin
minh la ndt khach sn 3 sao, song trén trang welbigihiéu cac khachan 5 sao
tham gia chrong trinh khugn mai bn, kich édu du kch “An trong Viét Nam”
(Impressive Vietnam) thi khachrs Riverside, & hao |a ndt trong $ it khach sn
Viét namdung trong danh sach.
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% Khach san Qué Hwong — Liberty

Céng ty © phan Qué Hrong - Liberty duoc thanh 4p chinh tikc tr thang
711985, i tén gi Khach an Qué Hrong - Liberty. Trong sét quéa trinh xay dng
va phat trén, khach sn d¢a khéng ngng aii tién chit luong dch w, tién nghi, nang
cao nghép wu, chodén thang 9 am 2004, khacham Qué Hrong - Liberty da
chuyén d6i loai hinh kinh doanh thanh Céng t$ phan Qué Hrong - Liberty.

Hién tai, chuwi khach an Qué Hrong c6 6 khachan (Qué Hrong — Liberty 1
toi Liberty 2, 3, 4, 6 va khachas Metropole — Qué tbng) wi 461 phongduoc
trang b hién dai, 2 nha hang & ordi ndi tiéng @i Thanh pld H6 Chi Minh (nha
hang Van @nh va AP6ng), khu kinh doanh ttong mai Thanh Tk Plaza va khu
du lich Madagui 4i tinh Lambdong. Qua nhiu nim hat dong, chéi khach an
Qué Hrong da khing dinh throng hiéu manh trén th truong qua céc idh w cung
cip phong ng tién nghi va gia gnh tranh Kt hop véi viéc duy tri clit lvong aa
dich w.

Tat ca cac phongtéu dugc trang b hién dai v6i nhitng nétdic trung riéng bét
va Wi nhitng tién nghi ma khach dudh hing mongdoi. Khach hang @a ching toi
c6 nhiu sar lya chon vé& am thyc tai cadc nha hangrhg dat dugc nhidu giai thuong
qudc & nam bén trong khachas.

%+ Saigon Hotel

Khach an Sai Gon i 100 phong ng tién nghi, tiéu chén 3 sao, te lac ngay
trung tdm Qan 1, thanh pb Thanh pb HS6 Chi Minh, din chy Bén Thanh, nha hat,
buu dién, nha th,... thuin tién tham quan, muaim, gii tri,... Mdi phong trang tri
hién dai, day du tien nghi: maydiéu hoa, trugn hinh cap, minibar,tra cafepéc
nong, nréc lanh, Bn Bim, 4o choang,... C6 nha hang, minibar , karaokssaue,
phong lp, phong bi thao, quiy ban hanguu niém, dua don san bay, cho thué xe,
thu d6i ngaai té, dat vé may bay, tauih, ...

% Khach san bai Nam

La mot khach sn 3 sao tiéu chin quc t, khach sn Bai Nam cé 52 phong
ngu bai tridep, hién dai, phu hyp véi cac khach duith ding nhr cac khach thamud
hoi nghi, hoi thao. Khach sn cé & phong khéng hat thie danh cho nimg ai c6
yéu du. 52 phong ¢a Dai Nam dugc phan lam 5 dng khac nhau, di cac gia tén
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ciing khac nhau:tt Standard (50 — 55USD+d¢m phong) chodi Superior, Deluxe
Suite, Dai Nam Suite va cao4ilid Executive Suite (120 — 130USDd&Mm phong)

Tat ca cac phongiéu co tié lap thém girong phy, véi gia 15USD. Khéch
duoc bira sang min phi, 2 chai néc khoang thién nhién éhngay, gim 10% cho
an trea vaan tdi; giam 10% chaidd an mua &i sanh aia khach sn; c6 dch w nhan
fax mién phi.

< Khach san Hoang Anh Gia Lai Pa Ning

Toa lac tai trung tdm thanh phning dong, ddy sic ng mbi, véi 23 ting —
cao nlit Pa Ning hén nay, Hoang Anh Gia Laba Ning dugc danh gia 1a kiu
twong moi cua thanh ph 16n nht mién Trung. Hoang Anh Gia Ldba Ning dat
tiéu chuiin 5 sao, cach san baydguté 1.5km @nh nhirng khu mua &m, ora hang
va trung tdm thong mai sim wat. Khach an cé 180 phong ngtién nghi: superior,
deluxe, va phong nguyénithvsi khdng gian éng rai, sang tmg vaday nga cacdd
dung @n thiét, gia phong dadong tr 120USDdém ©i 400USD4Aém.

Ngoai ra con c6 khachus Majestic Sai Gon 1a 6t khach sn 5 saadau tién
cua Viét Nam, do ngoi Viét Namdiéu hanh va gén ly. Khach sn dugc thanh ép
tr nam 1925 drgi sy quan ly cia Phap, sado khi nréc ta gianhiugc doc lap thi nd
thudc vé Téng cong ty duith Sai Gon (Saigon Tourist).AN 2005, khachas vira
t6 chirc 80 rim thanh 4p caa minh. Khachas cé 154 phondat tiéu chidn quic &,
ciing chia kng trong tr nhe cac khach & c6 \on dau tr nudc ngoai khac, gia
phong daatong tir 155 ti 415USD/dém; va ndt loat cac ¢ théng khéach sn 1, 2
sao khac @ing it thu hut khach duidh “byi”.

2.Vé quy mo va ép hang aia khach sn Viét Nam:

Phan 16n khach an Viét Nam c6 quy mé trung binhs 8hach an c6 i 20 —
100 phong chim trén 60%*. G Ha Noi, thanh plb H6 Chi minh, Hi An, HUé,
Viang Tau, Nha Trang... con c6 khacimgjuy mé trén 100 phong, khacingy cac
tinh thanh ph khac nganh dudh chra phat trén, chra thu haidugc khach qgéc t#
nhiéu thi chi yéu la quy md nb.

Véi mot hé thdng cac khachas nho va trung binh ninvdy, cac khacha nha

nuéc va khach @n tr nhan ét kho dé canh tranh i cac khach sn c6 \on dau tu

“°Theo Bao céoi@m Tong aic du ich nim 2006, websitet@ Tong axc du fich
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nugc ngoai. Véc nang cao ¢ lwong va dch w ciing khdngdon gian, dic biét khi
sb luong khach ang 1&n, cac khachae nhd s gap nhiu cn tro trong vic don tiép
khéach.

Vé xép hang khéach an, chi tinh riéng khach @ nha mréc cé trén 150 khach
san duwoc %p hang, chém gin 50% ¢ khach an dwoc xép hang trong @ rudc.
Chu yéu céac khachan aia Viet Nam chi duwoc xép hang 1 — 3 sao, dit s it khach
san xép hang 4 sad’. (Majesty Sai Gon, Riverside Saigon Hoted, thong khéach
san aia fip doan Hoang Anh Gia Lai... )

II. Hoat dong marketing ciia cdc khdch san Viét nam

Trudc day do cung & phim khach sn nho hon ciu nén kinh doanh khach
san khéng cé s canh tranh gay #, do \ay c6 tinh tang chung 1a giaam phim
thuong kh& cao khéngutng xtng Wi chat lugng dch w. Cac khach s trong
nuégc néi chung va khachas quic doanh néi riéngiéu it quan tdmdi hoat dong
marketing va thic ar chua thiu hiéu hét khai ném va ntirng ndi dung @a né, ngan
sach danh cho céc 4taiong nay khdng cé e khdéngdang K, chra cé B phan
chuyén trach vaoi ngii nhan vién marketing chuyé&n ngpinén lu hét cac khach
san chra ¢ chén lugc marketing rd rang. Trongdhvai nam tro lai day, nhit 1a
dung tnréc 9r gia nHip cia Viet Nam vao B chic Theong Mai Thé giéi (WTO)
nam 2007, anh tranh th truong to nén gay &t toc d6 dong khach oic t# dén
nudc ta eing trrong clim va co nguy € giam sut, cac doanh ngig méi quan tam

dén haat dong marketing.

1. Panh gia viéc nghién aru marketing, phandoan thi trironq,

lira chon thi trieong muc tiéu va chén liroc marketing

Vé nghién aku marketing va phan tich thtruong: Nhin chung cac khachrs
c6 b phan marketingtéu da hroc dau cha ydén nghién ¢u marketing, pin lon la
nghién ¢u marketing chuyén & nhe nghién @¢u khach hang, phadoan thi
truong, nghién ¢u marketing Bn hop. Tuy nhién ch yéu chi 1& nghién ¢u qua

cac ngn di liéu thir cip (Research on desk) théng qua céiegbhdi trao #n tay,

“! Theo Bao céoi@ Tong aic du fich nim 2006, websitet@ Tong axc du fich
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hoic do I phan I8 tan pteng van khach sn khi khachda sr dung dch w caa ho.
Nhitng cach thu thp nay throng dua i cac Kt qua cheaday du, thiéu hé thong.

Vao nim 2006, 80,57% khachus nghién ¢u nhu @u thi truong; 57.35%
nghién ¢u anh tranh; 69.19% nghiénie v khach hang; 61.14% nghiénie
phét trién cac dch w; 50.24% nghiénu quing céo.*?

Céc phrong phap nghiénuw khach sn sr dung throng gidng nhau: pbng
van tryc tiép, thr tir, quadién thaai, bang cau ki trao &in tay hay mt s6 pheong
phap khéac. \dc nghién ¢u thec nghém hau nhr chea khach sn nao thec hién.
Tai mot sd khach sn & Ha Noi, thanh plb H6 Chi Minh va Quang Ninh: tuy cac
khach an c6 chu tong i nghién c¢ru marketing song nghiénra khai quat th
truong, nghién éu xu thé, nghién ¢u marketing mc tiéu... \An chra duoc tién
hanh. Nhéu khach sn, dic biét 1a cac khacham wira va nlé giao vic nay cho b
phan I8 tan, i dung cac &n dé can tim héu lai chu yéu xoay quanh rirc d6 thoa
man @a khach ch chea quan tamdi xu huéng va phat tdn sin prim dich w
mai.

Vé phan dogn va lra chpn thi trwong muc tiéu Pa $ cac khach s Viét
namdéu cé quan tamdéi viéc phandoan thi truong, mot s khach sn nho thi chra
c6 chén lwroc marketing nénimg khéng #n hanh phadoan thi truong. Cac khach
san c¢6 phantoan theong chon tir 2 dén 3 tiéu thirc phandoan khac nhau, tiéu trc
duoc sr dung nhéu nhit 1a theodia Ii va theo mc dich chuyn di. Tiéu thrc tam i
khach hang, darbsoc va hanh virng xir van it dugc sr dung.

Vé xay deng, lwa chpn cac chén lwec marketing Phin I6n cac khach s
Viét Nam kra chon chién lrgc marketing phan Bi, cing cé khach &1 sr dung
chién luoc tp trung, va chin lwoc marketing khéng phanaithi it nHit. Ngay @
v6i cac khach sn sr dung chén lugc marketing phan Bi, viéc xay drng chén
lwoc marketing mix choting phandoan thi truong cH khac nhau ah yéu vé gia
nheng li it quan tdm di chit lugng dch w din d&n tinh tang khéng can sng

gitta mrc gia va cht luong dch wu.

2 Theo théng tindi Hoi thio Marketing khach @ — Ding dip chim séc chuyén nglp, © chic thang
12/2008 4i truong BH Thuong Mai thanh plé H5 Chi minh,
http://prclub.com.vn/forum/index.php?showtopic=1058
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2. Danh qgia Vu té marketing mix:

2.1 Chinh séach &n pham (Product)

Ciing nhr cac khach s khac, cac # pham chinh @a cac khacham Viét
nam c6 tk chia thanh 3 nhém sau:

- Dich w lweu tr(: day 1a dch wi cha yéu aia cac khachasm. Nhin chung cac
khach an Viét Namdéu phan lam nku loai phong Wi cac mirc gid khac nhadé
thoa man nhuau da chng aia khach cac phong tiéu ctim dén cao dp tly vao v
tri, dién tich va t&n nghi. Cac phong 4 trung binh té [én cac thanh phlén déu
duoc trang h vo tuyén, binh méc néng, ¢ lanh,... Cac khachas co thr hang thip
thuong ch c6 1 hac 2 lai phong. Ch cé cac khachas I6n mai thuc ar da cang
cac lai hinh lru trd, 1am cho tth w nay Wt don diéu vadap eng duoc phan nao
nhu du da cang aia khach. NHiu khach sn cddia thé dep (gan ho, gan khu plo
cd) lai chura khai thaatuoc loi thé ty nhién naydé lam phong pha thémich w caa
minh trong c&c tm go6i cung ép cho khach. (Khachas Lan Anhg H6 Tay sr
dung phong quay rashlam phong lam ¥ va Ep riu nuéng, day duoc xem la g
lang phi ét dang téc).

- Dich we an uéng: Dich w nay throng mangdi hiéu qua thap it thu hatdugc
khach bén ngoai vain. Gin day nhéu khach sn tip trung khai thac va pic wu
cac bira tiéc aréi dé taing thém doanh thu. Ngoaidinsd khach sn cé thr hang cao
thuong co cac thic don kha phong pha va c6 cac phamrgkhac nhau pkc wu theo
khdu vi cia cac mdc Chau Au hsc Chau A, cac phongn dic sin theo trugn
théng, dan éc Viét Nam. Cac khachas con hi thuong cé cac the don han ché, chi
c6 nHt phongan chung.

Nhin chung &n phim an ubng trong cac khachas Viét Nam hén nay khéng
canh tranhdugc V6i cdc nha hang chuyéré dich wi an udng ¢ vé yéu t gia a,
chat lwgng monan va chit luong trong plc vu. Nhiéu du khach di trong khach
san songin wng lai & bén ngoai 1am cho cac khacinamit di mot nguwn thudang
ké. Po la thrc t dién ra¢ cac khachan 1-2 sao nin khach sn Nguyén Khuyén
(Ha Noi); H6 con Rua (thanh ghHS Chi minh); Hé 1, HE 2 (HW). Thuc don con
nham chan, gidacthiéu hop ly din toi viéc khach ra ngoaté an.
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- C4c dch we bé sung khac nhiicng nim gin day da $ cac khach @ Viét
Namda quan tdm khai thac cact w naydé ting doanh thu va tta man cac nhu
cau aia khach. Nhin chung trintd kinh doanh céacidh w nay cong mic thap, ty
trong doanh thu:t cac dch w bé sung trong khacha trung binh chkhaing 10%
trong ¥ng $ doanh thu ga khach an. *®

Tai khach an Qué Hrong, dé thu gidn va gii tri, khach hang co ththam gia
nhitng hait dong tiéu khén cé $n tai khach an nhr: thé duc, boi 16i, bar, @t tdc,
massage va khiéuiyv

Hay nhr khach gn Sai gon cé ning sin phim sau trong géi idh w caa
minh:

— Nha hang Saigon-Paris 3005¢hoa lac tai lau 9 aia khach sn Sai Gon. T
day, Quy khach c6 thngim nhin khung #nh tuyét dep cia trung tdm thanh phcé
thé nhin thy ca bén BachBang tr trén cao.

— Phong lp 250 cd ngdi, rat thuan tién cho cac i thao, i nghi khach
hang.

— 05 phong Karaoke trang hién dai, noi that trang nha, am thanh tétyhao.

— Phong Massage — Saunaiphi sic khes, dem hi su thu gidn sau gi lam
Viéc.

Trong nhiing nim gin day cac khachas da nhin thic duoc loi ich aia viéc
cungung cac dch wi tron go6i cho khach trong khachrsdé nang cao doanh thu va
thoa man cac nhuaa da cang aia khach. Tuy nhién do kho &h vé von dau tu, do
khéng c6 thit ké tir ddu, do miit bang chit hep, lai thiéu kinh nghém va trinhdo
quan Iy nén cac ith w nay con nhiu han ché va kha 4c hau so i khach an lién

doanh va khachas cia cac méc trong khu we nén héu qua kinh doanh con p.

2.2 Chinh sach gia & (Price)

Gia kinh doanh ¥a 1a yéu t6 chién lrgc wvira & chén thuat dam bao tinh kha
thi cho cac mc tiéu @a doanh nglip. Thec t trong vai m tro lai day cac khach

san trong nréc da phii ha gia phongié thu hat khach doay anh hrong rt 16n dén

3 Theo théng tindi Hoi thio Marketing khach @ — Ding dip chim séc chuyén nglp, © chic thang
12/2008 #i truong DH Thuong Mai thanh plé H56 Chi minh, 6 liéu nim 2006
http://prclub.com.vn/forum/index.php?showtopic=1058
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doanh thu vadi nhuan aia doanh nglép. Két qua khao séat 4i cac khach s c6 thu
hat khach géc t& cho thy ring: cac khachasm naydéu chiu src ép yéu éu ha gia
cua cac cong tyil hanh vin chuyén cao, $n phim du kch c6 &c canh tranh thp do
vay cac doanh nghp It hanh mién giam tour phii ép gid \bi cac khach sn. Nhin
chung céc khachas khdng c6 n dau tr nuéc ngodis nuéc ta cod gia thp hon so
véi gia aia cac khachas lién doanh va sodv gia phong khachas aia cac moc
trong khu wrc. Tuy nhién dos phan b khach sn khéngddng déu nén gia phong
cac khachan ¢ cac khu nghmaét theo muawlai rat cao.

Trong kinh doanh duidh, cac doanh ngép cung tham giaab ra gn pham du
lich phu thupc rat nhidu vao nhau trong ho dong marketing, trongié c6 chinh
sach gia, \ic xay drng chinh sach giaia cac khacham voi cac hangit hanh trong
thuc t d& khong 4o diéu kién t5t cho nhau trong kinh doanh. &¢i giam gia din ti
hién twrong khach t gia, 1am nt uy tin dia nganh duith nréc ta, ngroi lao dong,
nhadau tr déu hét sc thiét thoi, ngroi cé loi nhat chi 14 cac céng tyil hanh méc
ngoai, nleng ding khéng lamang lrong khachdén Viét Nam. Do budngdng quin
ly nén trong nbing nim qua c6 Hin twong cac khacham tr nhan, B ca nhidu
khach sn nha méc d6n khach nbhng khéngding ky tudc 11h dém dé trén
thué...diéu d6 lam mit candbi mat bing gia chung va 1am cho khach hangthiin
tuong.

Tém ki chinh sach giaia cac khachas chra dugc coi tiong day da, van con
thiéu nhirng dinh hréng 1au dai va niing chén thuat thich yp. Tuy la thi gian
gan day da co lréc dau cii thién, song dn con théu linh hait trong vic van dung,
dua ra cac mc gia. Cac mc gia mdi con mang tinh agat, chea nghién @u toi cac
yéu t6 canh tranh lau dai, quaréttung @u, va cac §u t6 khac trong thanh pin
cua marketing mixDiéu d6 1am gam dang ¥ hiéu lyc aia chén luoc marketing

mix cua cac doanh ngép.

2.3 Chinh sach phan phi (Places)

Phin I6n cac khachas nha mdc khac ch méi héi tu duoc yéu t6 do ki ich
qudc gia mangdi (loi thé dia Iy aia Viét Nam, diéu kién an ninh x& & dam bao...)
do \ay lugng khachdén khdngén dinh. Yéu t6 quyét dinh hrong khach &i, dam
bao cung ép déu din khach hang cho khachrsla uy tin, K thuat phuc vu caodé
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khach hangu tim dén nhiéu thi ki chua co.

Hién nay tir mot 6 khach sn thuc cac cong ty duidh I6n nhr Saigon
Tourrist hay Céng ty Duich Ha Nbi,... c6 mang lu6i phan ploi rong khip i nuée
va s mot b thi treong tong diém nege ngoai condai da $ khach an ndi dia khéac
khéng caduoc didu kien nay néndong khach an ché, khéngon dinh.

Trong rim 2009, 37 doanh ngip lir hanh géc t 16n, 61 khach s 3-5 sao,
3 hang ¥n chuyn va 14 ¢a hang muadn da "bit tay" cam Kt tham gia chn
dich An trong Viét Nam: gam gia 30-50% cho 99 tour dich dién hinhdé hat
khach qiéc t va thacday du lich i dia. Trong 6 99 tour gim gia tiéu béu nHit
cua Viét Nam, c6 32 tour danh cho khadhn tr Phap va Tay Au, 17 tour cho
khach Australia va New Zealand, 19 tour cho kha@EAN, 27 tour cho khach
Trung Quc va 4 tour cho khach NhBan. Chrong trinh gim gia kit dau tr
5/1/2009dén hét thang 9/2009. B kién dén thang 3, cac doanh nghiss trién khai
dot hai aia chén dich Wi quy mé Bng hon. Vi chuong trinh siéu khudn mai nay,
nganh Duich Viét Namdang hy wng thxc hién muc tiéu rim 2009 ladén 4,5 tréu
khach duich quic t& d¢én Viét Nam va 22 tdu luot khach duich i dia.

Khéc Wi du lich Thai Landwoc Chinh phi tai tro mgt s tién lon khi quing
ba, giim gia khach @n, tour du Ich, cac doanh ng#p Viét Nam plai tw né luc
bang sic aia chinh minh. B chip nhin hy sinh éi ich, va d@ng ladé ton tai duoc,
khi giam ©i 30-50%, tlim chi 1a 70% gia touf! Pay duoc coi la ndt budc tién
lon khi cac cong ty duidh va khach s két hop v6i nhaudé thuc hién duoc chién
dich phan pbi mot cach héu qua nhit.

Céac doanh nghp da tr can nfic tiém luc, uy tin @a minhdé tham gia cHin
dich giam gia bn nay, i mdi tour 1a mdt sin pkam lién dch wi. Bén @nh d6, céc
doanh nghip Viét Nam lau nay an chra c6 tr duy gism gid. Do iy, sau &n giam
gi4 nay chang ta hyong cac doanh nghp & quen va dn hinh thanh #m hoéa
giam gia®®

Mot ké hoach quing ba da dugc thyc hién ngay sau khi atbng trinh
Impressive V&t Nam dugc cong 16, ma &m ro nhit va ngay & 5-12/1,d6 14 i

Dién dan du ich ASEAN va i cho Travex, dén rad Ha Noi. Trang web riéngica

4 Theo 6ng \i Thé Binh, Vu truang Vu lit hanh, phéat iBu trén Vietnamnet vao ngay 6/1/2009
> Theo 6ng i Thé Binh, Vi trudng Vu lir hanh, phat Bu trén Viethamnet vao ngay 6/1/2009
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chién dich - promotours.gov.vn - cing lién tic cip nhit thdng tin vaduong link
duoc ndi ti cac tour khugn mai trén websitet@ cac doanh ngép cam Kt tham
gia.

Quadot giam gia nay, Bng aic Du lich ding kru y cac doanh ngép heong
t6i kich ciu du ich mi dia king cach khu§n khich kb xay ding cac chrong trinh
khuyén mai danh riéng cho khach trongae, dic biét la trong dp Tét Ky Siru
2009, Ngay géc t Lao dong 1-5 va Qdc khanh 2-9. Trong cém dich nay, cac
doanh nghip tham gia & nhan duoc nhiéu vu dai - ma ©ng aic Du lich dang kén
nghi 1&n Chinh ph, nhr: hoan thé GTGT cho khach duidh, gam thié VAT tur
10% xubng con 5%; chaét ca cac doanh nghp kinh doanhinbound*® ( giam 30%
thué thu ntip Doanh ngliip va gian thi han nop 9 thang... déng thyi, cAc @ quan
chic ning & ging xem xét 4o diéu kién d&é du khachdua xe vao Vét Nam; B
GTVT chi dao cacdon vi cong khai gia, K¥im tra, xr Iy nghiém véc taxi "du" kra
khach; B Cong Throng thu giadién, nréc cia cac khacham theo gid &n xuat,
kinh doanh; B Céng an & thién tha tuc cip visa va cho phép khachrsdugc mo
ctra dch wi giai tri dén 2h sang (thay vi 1208m nhr hién nay)).

Lan dau tién, cac doanh ngip du ich c6 ndt s phdi hop chit ché véi nhau.
Day la gii phap 6i vu nhit trong thyi diém khang haing kinh € dién ra trén toan
thé giéi nhu hién nay, tranh tinh #ng mdi doanh nghdp mot gia. S chung gc xay
dung nhing sin phim du fch @nh tranh kip din chinh la aaréc aia nganh By

lau, nay ngi thuec hien duroc®’

2.4 Chinh séch xuc én, quang c&o (Promotion)

Két qua khao sat va nghiénta tai cAc khach n nha mdc cho thy rang cac
khach an déu cé quing cdo théng qua cac wdng tién théng tindai ching khac
nhau. Bt ca cac khach s déu co cacdp sach, & roi quang céo, tuy nhién caap
sach, & roi nay con chra tuan theo rimg nguy&nic nhit dinh, throng qua eom
ra, nhéu chr, mau 4c loe leet va chra thrc gr thu hit. Nvi dung quing céo ngi chi

“8 Inbound :Pua khach réc ngoai §i tham Viet Nam. Naroc lai véi kinh doanh outbounddwa khach Vit
Nam ra méc ngoai duich

*"Theo 6ng Tin Chién Thing, thr truong b Vian héa — Théng tin, phatdi trén Ti giéi Viét nam, o
guan ngdn léin trec thuoc B Ngaai giao ngay 6/1/2009
http://www.tgvn.com.vn/ltem/VN/DuLich/2009/1/AF63B3747276B1/
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tap trung géi thiéu sin phim €in cé, it quan tdm nghiénre sin pkm méi, goi mo
nhu du thi trudng, thiéu tinhdinh hréng...

Viéc ar dung cac congw khac @a xdc tén nhr tuyén trugn, quan B véi
céng ching cond sic han ché. Ch c6 cac khachas laman c6 hgu qua nhe
khach an Ha Long 1 va H Long 26 tinh Quing Ninh; khach en Kim Lién, Dan
Cha, Hoa Binh, Thng Loi... & Ha Noi; khach an Hoa Binhg tinh Hoa Binh,
khach an Huong Giangé thanh plb Hué; khach sn Bén Thanh, Gu Long... &
thanh pld H6 Chi minh & dung kha 6t cong @ naydé khuyéch trong khéch sn
cua minh. Tuy nhié@ nhiéu khach sn chra hinh thanh 6t chinh sach rd rang do
vay nhan vién it kho trong thrc hién thuong phii xin y kién l1anhdao nén khéng
linh haat trongiing ding. Cac hinh tic khuyén mai khac itduoc cac khacha nha
nudc Sr dung va cang itén ¢ cac khacha tr nhan théu von.

Ngoai ra thi véc duy tri @p nhit théng tin trén websitdé quang ba doanh
nghiép con chra dugc thyc ar chad tong. Tai Saigon Hotel (80 Ly Thong Kiét, Ha
Noi), 1 khach sn duogc biét ¢én nhr 1a "Ngdi nha mau #ing gira thanh ph xanh",
khach an Sai Gont hao la nét trong nhicng khach sn dau tién i HA Noi nhan
duoc ching nhin khach sn 3 sao theding cp qubc t, dam bao day da cac tén
nghi hin dai. Tuy nhién, website,ai ma nhéu khach hang ghé chahu tién,dic
biét 1a cac v khach hang khé tinh rda kiém tra k§ cang théng tin vao i buoi
hién dai nhu bay gb, lai thiéu cip nhat mot cach nghiém tmg. Thong tin khun
mai giam 25% gia phong chdoan khachii trén 10 ngoi 4p ding tr dip Noel va
Tét duong lich Vin coné tréndau aia trang web vao th diém thang 5/20009.

Gia phong congdtai thoi diém thang 12/2008 (Gta giam 25%)

bon Phongioi
Standard 69++ 89++
Superior 79++ 99++
Deluxe 99++ 119++
Suite 129++ 149++

Trang web @a Saigon Halong hotel (http://www.saigonhalonghoteh) con
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kém Hip din, théng tin clra cip nhat. PHan gisi thiéu vé cdng ty éing chra day du,
khéng xing dang \6i tam o khach sn 3 sao ¢a minh. Thong tin khidn mai ciing
khéng cé, pAn dit phong tlrong xuyén gp van dé do bi ki thuat (thu khéng bi

noi do saidia cH, mang chi bi ngit din dén dinh t@é ca website...)
2.5 Yéu té con ngroi (People)

Doi ngi lao dong trong cac khachas nha mréc da duoc cii tao tir nhirng o
sy cii, da  tir cac nganh nghkhac chugn sang nén thu kién thac chuyén mon
lén twdi, dao ko vadao ko lai chuaduoc cha tong nhéu, cké do dai ngp thap, hon
nita do c6 8 han ch trong tuygn chon, sangdc... va chi yéu chra quan tandén
quan ly laodong, tdc phong cdng ndii, kém héu biét vé dich wi, kém ring dong,
it thich nghi va theoik yéu du cia & ché thi truong nén clra tio dugc sin pham
dich wi c6 chit lugng cao. Pin 16n cac khachah tim cach khoanidh wi cho cac
dbi trong nay, teéc mit co the tao ra viéc lam cho b song ¢ 1au dai At c6 hi do
cac dch w manh mun, khéng chuoing dén dich w tong thé, 8 mat khach ¢ 1au
dai.

2.6 Quan I déi tac véi cac doanh nghép khac trong nganh (Partner)

Hién nay plan I6n cac khacha nha méc da quan tam tit 1ap quan & déi
tac nay, song Hi quan k& déi tac chi yéu mai chi dirng lai & viéc cung dp khach
hang cho nhau, a®én gin 80% cac khachas dugc diéu trada coi quan & déi tac
la ngbn cung dp khach ch yéu cho minh, song cac khachnschra quan tam
nhiéu dén quan & di tac trong u cin, thanh todn céc cacitrkhac.bung tnréc
tinh trang @anh tranh gay i, cac doanh ngBp du ich nha éc & Ha Noi da cam
két cung @p dich w cho nhau $i gid vu dai, khéng k gia quéa thp... diéu 46 da

dem hi thuan lgi kha lon cho cac khachaa nha méc.
2.7 Tao sin pham tron géi va quy trinh phuc vu (Package and Process)

Viéc thu hat khach vao cac khacingeon ph thuge phin I6n vao s da dang
cac dch w chit lugng dé cung ép cho khach. Cac khachrsaia Viét nam chra
thuc ar quan tamdén viéc tao sin pham tron goi cho khéach, dhcod bt sb khach
san nha méc c6 quy moédn cing i viéc trang b co s ha ting hién dai, dong bo,

cac dch w phong phi nt cung d@p thdng tin throng mai, du lich, dwa dén khéach,
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giat [a quin 4o,dit mua vé may bay, tau xéi tién, cac dch w hoi nghi, hoi thao,
cac dch w sic khoe, tré thao... pln lon cac khacham khac con dng ki ¢ cung
cap mot vai dch w co ban va b sungdon diéu khéng tiha mandugc nhu du cia
khach.bdi véi cac khach s c6 & ging da dang héa dch wi thi lai chua quan tam
dén quan B véi cacdon vi ban dé cung dp cho nhau &i gia vu déi... Viéc lap
chuong trinhdi déi voi viéc tao sin pham tron goi khach sn c6 tt tr 1am trong
pham vi cia minh hay cowslién két véi cac cong tyd hanh. Bi khach an Kim
Lién — Ha Nbi va mpt sb khach sn nha méc khacda chd tong khai thac khach du
lich I hanh, b d& xay dmg cac chrong trinh du ich phong phu, 4p din dua
khachdi tham quan cac danh lamétig cinh, di tich ¥n héa-Ich sr... dong thi
lién két chat ché véi cac cdng tyit hanh trong néc va qwc # hinh thanh nén amg
lwdi kinh doanh éng khip.

Nhu kh&ch sn Kim Lién c6 cac an phim sauduoc coi la “tion g6i” cung ap
toi khach hang: Du ich Kim Lien Holidays tirc hién cac clrong trinh tour trong
va ngodi méc; cac dch wi xudt nhap canh, visa va gia 4n visa; Business Center
phuc vu quy khach i hé théng mang may tinh Hin dai, cung ép cac dch w truy
cap Internet c d6 cao ( ADSL): E-mail, Chat... va cadath wi thu ky: danh may,
photocopy, fax, irin, dch thuit... ; doi xe du ich wi lai xe chuyén nglép, nhit
tinh va nén khach.

III.  Bai hoc kinh nghiém rit ra tir cdc khdch san cé vén diu
tw nwéc ngodi trong to chirc hoat dpng marketing

1. Phan tich thvi co marketing

Thoi co marketing & $u t cac khach s caa Viét nam con yu trong véc
nam bit duoc né trong khi cac khachus co \bn dau tr nuéc ngoai lam 4t tot van
dé nay. Mot 5 bién phapdua radé hd trg cac khachan trong véc phan tich thi co
kinh doanh ntr sau:

% Phan tich mai trwong marketing

Pé thich tng Wi moi trudong bén ngoai, cac khachrsaia Viét Nam trong
ving @n phii thuong xuyén (it nt méi nam 1 Bn) phan tich nitng thaydéi va xu

thé cua cac nhanitco tacdong dén két qua marketing éa minh. Cac khachis cin
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phai hoan thén c ni dung va K thuit phan tich cac nhab méi trrong marketing
chu yéu nhr: canh tranh, kinh &, chinh ti - phap ldt, vin héa xa hi va dan 8,

céng ngld. Bé dam bao duogc tinh d@p thoi, khi phan tich &n phii 1am rd sr thay
ddi va xu hréng phat trén cia cac nhandt dic biét phai chi ra hréng va erong do

tacdong aia chingién két qua marketing @éa khach sn. Ty theaodiéu kién ou thé,

tirng khach sn phii tu nghién &u dé tim ra I§ thuat phan tich thén tién va héu

qua nhat.

< Phan tichdéi tha canh tranh chi yéu

Tiém hrc va nlitng dong thai trong hat dong marketing ¢a cacdi tha canh
tranh tirc tiép va chi yéu ding phii duoc nghién é¢u, phan tich thong xuy@n. Cac
ddi thu canh tranh é@a khach sn Viét Nam nhr ¢& n6i khéng chgom chinh céc
khach an d6 ma & cac khach s c6 \bn dau tr nude ngoai va & cac lai hinh sin
phim thay ti¢ du lich. Cac khachas cin biét nam van dé vé dbi tha canh tranh Ia:
Ai 12 d6i thu? Chén lugc ho thé ndo? Mic tiéu hy 1a gi? Céach tic phan tng aia hy
ra sao? Théng tin nay gidp ich gi cho doanh gmiiong hach dinh chén lroc
marketing éa minh?

 Phan tich thi trwong:

Bao ¢dm phan tich khach hang quédkia khach hangdmn ning, nlim hiu
rd dé thoa man 6t nht nhu du luén thayddi cua khach hangiong thyi phét trén
thi truong aia khach sn.

Viéc phan tich khach hang quédki vin dé sdng con éa cac doanh ngép.
Céac doanh ngBp nay én tim cau ti 16i khach quan cho céc cawitsau: Ai la
khach han qua khcaa khach sn? Nhing khach hang qua khnay da mun thoa
man nking nhu éu gi? H sdng va lam vc ¢ dau? Khi nao b mua 4n phim cia
khach an? Céach thc ho d& mua? 8 lugng khach hang qué &Ha bao nhiéu? &
lwong mua ip lai? Khach hang quéa khcam nhin vé khach sn va caaiéi thu truc
tiép aia khach sn nhr thé nao?

Phan tich khach hang ning ding & véc cn lam throng xuyéndé tim ra
cac ngén khach ndi cho khach sn. Cac lxéc nghién ¢u khach hang &m ning
ciing trong tr nhe nghién &u vé khach hang qué kh Nhiém wu cia nhirng ngroi

lam marketing |a p&i hiéu duoc diéu gi dang »xy ra trong y titc cia ngroi mua
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trong khi cac tdc nhan bén ngoandang tacdong vao lo va tim cach # 15i cho
cac cau bi sau: Nhing yéu t nao chi yéu anh hréng ©i hanh vi mua ¢a khach?
Nguoi mua théng qua quéy dinh mua th nao?

% Phan tich gin pham dich vu:

Bao ¢m viéc phan tich cacduy t tao ra dch w, danh giduu, nhroc diém,
sc canh tranh va mc d6 théa man khach hangia sin pram dich w.

% Phan tichdia ban hat dgng:

Pé thichtng Wi nhitng thayddi dién ra throng xuyén va cénh hrong tnec
tiép dén két qua marketing éa minh, doanh ngép khach sn con phi phan tich
mot cach @p thoi nhirng thaydéi va xu tré caa src hap din va cac nhandtmeéi
truong marketingy dia ban hat dong trong plam vi hep hon (khi du ich).

% Phan tich i thé va hiéu qua marketing:

Bao ¢dm danh gia hdu qua cia cac cirong trinh marketingta trién khai va v

thé dat duoc trén th trudng muc tiéu.

2. Xacdinh thi trieong muc tiéu

% Phan doan thi tr wong:

O budc nay, tese hét khach sn phai nghién @u lva chon céc tiéu the va
phuong phap phu #p, nhim dat hiéu qua phandoan cao nht. Bé nang cao &
canh tranh va tba man khach dudh ©t hon, cac khdchah nha mdc ding nhr
khach an tr nhan @a Viét nam nénda clpn phrong phap phadoan 2-3 giaidoan
va gr dung két hop 2-3 tiéu tiirc trong $ cac tiéu tirc phandoan oo ban la:dia ly ;
nhan khu ; muc dich chuyn di. Viéc lya cton phrong phéap va tiéu trc phandoan
cu thé phai dva trén © s dapung cac yéu au phandoan thi truong d& néu trong
chuong 1 va yéu au cu thé cho chinh khachas dit ra.

Sau khi phamtoan, khach sn cin phai néuduoc mot cach khai quatd/nhing
dic diém oo ban oia ting doan thi truong (v doanh thu, di nhudn dr kién; nhu
cau, dic tinh, thaidd, hanh vi mua... ¢a khach va ric 46 canh tranh) 1am ¢ so

cho viéc danh gia vadta chon ¢ budc tiép theo.
 Lwa chon thi trwong muc tiéu:

Cin or vao dr bdo xu lrong phat tén cia th truong khach duith, dinh
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huéng chén leoc phat trén thi trudong aia ving va toan nganhiimg nhr cin ar
vao chén lugc daping th truong vadiéu kién ax thé caa minh, khacham < quyét
dinh kra clon mdt haic mot sb doan thi truong muc tiéu dé tap trung B luc
marketing vao khai thacéhcach héu qua nhit.

Budc ndy c6 hai 6 dung:danh gia nic ¢6 hip din aia tirng doan thi trudng
va lya chpn thi truong muc tiéu.

Mtc d6 hap din cia mdi doan thi truong din phai dugc danh gid khach quan
qua cac chtiéu doanh thu vajt do ting doanh thu, i loi nhuan du kién dat
dugc, mrc d6 canh tranh,dac tinh khach hang, chi phi marketing v.v... Théng
thuong khéng caioan thi treong wrot troi vé tat ca cac nit trén nén &n can niic
trong Hng thé cac chi tiéu khidanh gia s hap din cia caadoan thi truong.

Khach an s lya chon chién luoc marketing theo phaioan thi truong trén ©
s& xem xét cac du t6 sauday.

- Nguon lyc cia doanh nglép:

Néu kha ning tai chinh, ¢ s vat chit, laodong... aia khach sn con hn ché
thi lya chon chién luoc thi trudng muc ti@udon haic chién lrgc marketing ap trung
la hop ly. Ngueoc lai, khdch an cé tt¢ lya cton chién legc marketing 4p trung héc
chién luoc marketing toan én réu cé ngén von lon, ladiéu ma cac khachaa co
vbn dau tr nuéc ngoai theong ap ding.

- Tinh ddng nhit caa gin pham:

Chién lugc marketing khéng phan dtithich lyp voi nhitng sin pham dong
nhit haic dap tng dugc nhu du chung éa th treong Hng thé; truong hop ngroc
lai thi nén &p dng cac chin luoc marketing phan Bi.

- Thoi gian xuit hién trén th treong aia sin pham:

Nguyén fic chung 1& giai doan trién khai $n phim thi han ché chang loai va
loai dich w, lva cton chén lugc marketing khdng phan &ihaic tp trung. Khi
trién khai én phim trén th treong da cé 4n phim trong tr hoic khi sin phim da
chuyén sang giaifoan chin m@i thi c6 tre ap ding chén luoc marketing phan Bi.

- Lya chon vi thé mong mién caa khach sn.

V& nguyén ic, khach sn cé the xacdinh vi thé theo ndt trong hai lréng @

ban sau:
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o Dinh vi bén anh déi thu canh tranh va tim cacting ty [& chiém linh
thi truong: Khach sn ch néndinh Vi theo lréng nay khi ém thdy co kha
nang sin xuit dich wi tot hon déi tha, thi truong da lon dé khach sn va cac
ddi thu cung khai thac, khachas cé tém lec manh ton dbi thu, haic vi tri

nay thich lkrp voi so truong khach sn.

o Dinh \i khac Hin cacddi thu canh tranh: Hréng dinh Vi nay $ cho
phép khach @ co duoc loi thé canh tranh, Au dap ung duoc cacdiéu kién
nhu: ¢6 khi ning ©o ra sin prim khac bt haic vuot troi vé chit luong so
véi san pim canh tranh, chi phig xuit cho phéptinh gia op ly va cé ép
khach hangta Ion va thich $n prim cia minh.

Sau khi qugt dinh & dinh Vi, khach sn cn phii Iya clon bién phéap

marketing-mix 8i wu nhim tao dyng va duy tri vthé da hra chon.

3. Chién liroc marketing mix

3.1 Chinh séch &n pham:
< V& danh muc sin pham dich vu:

- Bdi véi cac khach an qui mé vra va bn, chit luong kha va caoap nén xay
dung danh mc sin ptam dich w theo hréng da chng hoa vadam bao tinh dong
nhat hop ly, dé co6 thé thoai man i da nhu du cia khach. (ckin lwoc marketing
toan dén).

- Pdi véi cac khach sn qui mé wra va ni, chit luong trung binh néning
tinh ddng nHit cua danh mc sin pram dich w, dé c6 thva man ét nhit nhu éu caa
moét haic vai doan thi truong muc tiéu (theo clin lrgc thi trudng muc tiéu don
hoic chén lrgc marketing 4p trung).Cac khachaa qui mé ni, chit lugng tHip
(chua dugc xép hang) nén xay dng danh mc sin phim dich wi don gian, ¢gom
dich w lwu trd va nét vai dch w can thiét co lién quan khéac, &nloai dich wi chi
nén cé mt mac chit luong, dé cé thé thoa man nhu au thiét yéu (ngh ngoi yén
tinh, sich <, thuan tién va an toan)i@ khach hang cé kming thanh toan #p, co
nhu d@u leu tra dai ngay hic vao lic cadiém.

- C4c khach s cin thayddi linh hoat cAc danh mc sin ptim dich w cho
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phl hp Vé6i nhitng thaydéi cua th trudong, méi teong anh tranh, cac giadoan
cua chu K sdbng sin pham va thyi vu du lich tréndija ban, gép pin lam &ing src

hip din cho chugn du ich va tha man nhu #u cia khéach.

< \/& phat tri én sin pham dich vu méi

Tuy theodiéu kién au thé, cac khachas cin nghién ¢u phat trén sin pHim
mai theo cac rong chinh saday:

- Thay ddi cac yu t caa dch w nhim tao ra Hp din méi, nang cao cht
lwong va to ra st khac bét caa sin prim. Pay |a hréng phat tén rit da cang, linh
hoat, hiéu qua, khdng cé g han va mi khach an déu co tié lam duogc. Vi du:
nang ép oo s vat chit hién cd, ko ra phong cach ple vu méi gay an trong manh

voi du khach v.v...

- Tao ra bi ich msi cho s$in pim. Vi du, cac khachan chit luong trung, cao
cap co thé thayddi qui trinh, thyi gian vadiadiém cung dp mot 5 dich wi dé thoa
man khach handt hon nhr: phuc vu khachan udng i phong ng theo thyi gian
yéu éu, mo cira Trung tam gth wi khach sn 24/24dé c6 thé phuc vu khéch lat ca
ltc ndo c6 nhuiw, thayddi tha tuc va qui trinhdit phong theo téng gia &ng sr
thuan tién va kh ning Iya cton cho khach maan dam bao yéu éu chic chin...

- B6 sung dch wi mai hodc ke thdng dch w mai dé théa man nhu au thay
ddi cua khach hang quéa fhva thu hat khach hangéth ning. Dich w hoic hé
théng dch wu méi cé thé duoc trién khai theo hai éng: mbi hoan toan trén ih
truong haic moi dbi véi khach an. Hudng thr nhit it khi xay ra va theong ch
duoc thyc hién & cac khachasn haic tip doan khach s co6 tém lyc rat manh. Con
hudng thr hai dén ra kha ph bién trong thrc t. Vi du: thudng xuyén b dung dch
vu ngai vi méi cho gin pram dich w1 hién cé (nhr dich w giai tri, thé thao, dch
vu bao thirc, mua vé gn chuyn khéach...); hac trién khai kinh doanh céc chéy
du lich tron géi trong pam vi dia ban hat dong dé thoa man nhu au nhu Ich aia

khachdi |é dang ngth & khach gn v.v...

3.2 Chinh sach gia:

< V& cac yeu t6 anh hwéng dén quyét dinh gia:
C4c YU té bén trong gm:
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- Muc tiéu marketing va gt tiéu chinh sach gia:

Véi cac khach sn condang cé cong it st dung phong thp (duedi 50%) dn
x&c dinh muc tiéu @ ban cho chinh sach gia laitda hoa kibi luong tiéu thi sin
phim haic doanh thu.

Céac khach sn chit luong cao v cac trung tam duidh I6n trong viing nén
lwa chon muc tiéu 6i da hda di nhuan haic din dau vé chit lugng, nlim duy trivu
thé trong thu hat khach duch c6 ki ning thanh toan caoabg $in prim dich w
ddng b chit luong cao vadoc dao, duoc ban i gia cao. Ngoai ra, trong fthg
tinh hidng a1 thé va & cac giaidoan khac nhau, cac khachrsco ti¢ lva cton
nhitng muc tiéu khac nh ton tai, dan dau vé thi phan....

- Hé thong marketing — mix:

Céc quyt dinh thube hé théng marketing mixdéu céanh hrong 1an nhau. Bén
canh do, viéc xacdinh i thé truéc d6 ding € chi phbi huéng tacdong gira cac
quyét dinh trén.

-Chi phi: Gia @, chi phi va i nhuan 1a nhiing yéu t c6 lién quan i nhau.

Céc khach s cia Viét Nam én phai nhan thie ré nét khi xem xé&inh hrong
cua chi phidén quyét dinh & gid dch w. Cac khacha cin phii phan tich i
lién hé giita chi phi va nac tiéu thy trong diéu kién cu thé cia minhdé xac dinh
muc gia (lién quarién chi phi) sao cho K luong tiéu thi hoa vbwn khéng wot qua
céng sét sir dung phong trung binhua cac khacham tréndia ban hac trong
nganh.

-T chirc viéc dinh gia:

Dé nang cao ku lyc cia cac quét dinh & gia va lam cho gia dérthanh not
céng @ hitu hiéu, uyén chuyn nhit trong marketing mix, a4p quan tri cao nlit cua
khach an ch nén quyt dinh muc tiéu va cac chn lugc gia cho dai im, con céac
quyét dinh gi& chén thuat co thé giao cho trong phong marketing Ko treéng cac
bo phan sin xuit va ban hang ahdong xi ly trong ptam vi cho phép.

C4c yu té bén ngoai gm:

-Thi trudng va nhu au:

Khi dinh gia, khacha con pli xem xét ndi twong quan dgia gia @ va mic

cau s thay d6i nhu thé nao theo céc kb thi truong khac nhau émh tranh théan
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tay, doc quyén), theo & cam nhin \é gia dia khach hang va céac wing phapdo
lwong no.

-Canh tranh:

Gi4 @ caa dbi tha canh tranh va pin ang aia chingdéi véi chién lugc gia
cua khéch sn ding 1a nhiing yéu t6 bén ngoai an phii xem xét khi qu¥t dinh gia.
Néu chit luong sin prim cia khach sn twong tr nhe sin phim oia cacddi thu
canh tranh thi nédinh gia séat ¥i gia aia ching. Conéu sin pram cia khach sn
vuot troi vé chit luong thi én phii dinh gia cao bn hin. Cachdinh gia nhr vay
vira dam bao sr canh tranh lanh rmmh, vra ting arong sr hop tac gita cac khach
san trong vec giit 6n dinh gia th truong.

-Céc ¥u t moi treong khéac:

Céc yu t kinh € vi mé nhr lam phét, ing trrong, suy thoai, tt nghigp, 14
Suit... déu c6anh hreng dén chi phi va ém nhin cia khach hangd/gia. Ngoai ra,
phan tng aia cac nha phan ph nha cungrng dch wi, nhiing quidinh, diéu luat vé
gia aia nha mac... ding phii dugc xem xét khidinh gia.

% Hoan thién cac chén lwgc dinh gia:

-Pinh gia cho gn phim méi

Tuy theodiéu kién oy thé, cac khacha nha mréc trong ving & lya chpn mot
trong hai chén lugc oo ban sau:dinh gia nlAm hét phin ngn ca th truong
(market skiming pricing) vadinh gid nlim tham n#p thi truong (market

penetration pricing).

o Dinh gia 6t phan ngon thi treong ladinh gids mac cao nht co the
duoc, nfam thu hat 4p khach cé kh nang thanh toan cadé bandugc sin
phim mgi véi muc 1&i cao nht trong thyi gian ngin. Chén hrgc nay § dat
hiéu qua cao trong trong hop khach sn trién khai gn ptam dich wu mai ¢c6
loi ich doc ddo hdic vuot troi vé chit luong, trén th trudong cé nhu au du 16n
va it co dan theo gia. Ghg han, réu mot khach sn cao ép mdi trién khai
hoat dong & khu du Ich i tiéng va khéng cddi thu canh tranh tec tiép, thi
t6t nhit nén ap dng chén luoc dinh gia naydé thu hat khach cé yéuio cao
vé chit luong dch w sin sang ti gia cao.

o Dinh gia thAm nfp thi treong ladinh gia¢ mac thip nhit cé thé
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duoc, dé thu hat nét lvong khach muadh, ting manh khbi luong tiéu th.
Chién lwgc nay cho phép khachrsdat dugc loi nhuan 1au dai va giankduoc
uu thé canh tranh nb loi thé vé qui mé, chi phi thp. Biéu kién &p ding chén
lwoc nay la: &u rit co dan theo giday dugc xem Ia chin luegc dinh gia At

phu hyp v6i cac khach an cia Viét nam hén nay bn con théu thi phan.

-Pinh gia theo danh mc sin phdm
Theo danh mc sin phim, cac khachah c6 tié 4p ding nhing cachdinh gia
co ban sauday:

o Dinh gia riéng Ht: xay drng mdt bd gid ban (gia congd) cho cac
mac chit lugng khac nhau i@ #t ca cac lai dich w trong danh mc sin
phim dich w cia khach sn. Do cac ith w trong danh mc c6 noi tuong
quan nlt dinh V& nhu du, chi phi va mic 6 canh tranh, nén céac e gia
trong b gia én phai hd tro 13n nhaudé c6 thé toi da hoa éi nhuan cho khach
san. Pay 1a cachdinh gia cé hu qui, trong nliing rim t6i can tiép tuc ap
dung linh hat ddi véi cac khach an nha medc trong ving.

o binh gia ton gdi: thay vidinh gia riéng choting dch w nhu trén,
khach an két hop mot s dich w trong danh mc v6i nhau thanh it “géi” va
dinh gia chung cho gat6. Vi du, mot khach sn binh dan cé thdinh gia
chung cho géi baodyn ca gia thué phongton/déi (mot mac chit luong) va
gi4 mbt/hai suit in sang. Khachas ding co ti¢ dinh gia chung cho ot s
dich w trong géi, @i 1a dinh gia ton goi. Vi dy, khach sn dinh gia chung
cho not tour du Ich tron goi, tir dich wi leu trd va deh wi an wdng duoc tach
ra tinh riéng; hac dinh gia chung cho 6 suit an bao @m cac mérin va s
phuc wu, trir d6 udng... Tuy theodic diém nhu d@u thi truong ($ doan thi
truong muc tiéu va nic d6 dong nhit trong danh mc), cac khacham nha
nugc trong viing & nghién &u cac kéu goi phi lp vadinh gia cho cac goi
d6 mot cach héu qua nhit.

o Dinh gia Kt hop hai cach néu trén: khachnscé tié dinh gia chung
cho ndt g6i gpm dich w co ban, cac dch w ngaai vi bat buse va ndt 5 dich
vu ngaai vi khacda $ khach hangia th truong muc tiéu st dung. Cac ich

vu ngaai vi con lai s€ dugc dinh gia riéng Ht.

Trang 78



< Piéu chinh va thay déi gia

Céac khach s trong qué trinh thc hién gia ding dn dé ra cac nguyé@nit

diéu chinh gia cho phudp wi khach hang va rimg thayddi caa hoan énh.

3.3 Chinh sach phan phi

< V& xacdinh muc tiéu phan phbi:

Muc tiéu Bng quéat @a chinh sach nay larg khoi luong tiéu thi sin pham
vé6i chat luong phu lop va chi phi thp, ddng thyi thu thap thdng tin én thiét dé
nam bt va thba man kp thdi nhu éu cia khach hang. Cac khacisViét Nam @
nam ré muc tiéu naydé co nhing hra cton phu hp.

< Vé lwa chon kénh phan phbi: cac khach an cé thé lwa chon mot
hodc nhiéu k&nh phan phdi sauday

- Kénh khong ép (tryc tiép): khach sn tryc tiép thu hat khachtén tiéu th
san pham.

- Kénh nét cip (Pai ly, mbi giéi): LA kénh phan pbi phd bién nhit caa he
théng khach sn néi chung. Cadai ly du lich dai dién cho khach s dé ban gn
pham dich w cho khach hang.

- Kénh hai é@p (dai ly ban vadai ly mua): Danh cho cac khachrslon, tiéu
thu nhiéu sin ptam dich w. Khach an ban én ptim cho nliing dai Iy ban (ngroi
ban budn hay nhdiéu hanh duith) wi khéi luong I6n, saudé ngroi ban buén &
ban hi san pram khach sn cho céaatai Iy mua (ngroi ban  haydai ly du lich).
Cubi cling caatai ly mua nay 8 dua sin phm t6i tay khach hang.

- Dich wi theo hyp d6ng: 1a kéu phan phi truc tiép dic biét ngay cang ph
bién & cac khacha c6 \on dau tr nudge ngodi. Khacha Viét Nam co th hoc hoi
bang cach cungap dich w cho khach hang quen theophdong va mén phi nhr
mang thirc in nhanh, gén 4oda gt & i cho khach, taxi#on khéch...

< V& quan tri kénh phan phbi:

- Str dung nhéu kénh phan phi: két hop mot cach héu qua nhit cac kénh ph
bién néu tréndé vuon t6i cung mdt doan thi truong hdic cacdoan thi truong khac
nhau.

- Xay deng e thdng marketing dc: bao gm khach sn va cac nha phan éh
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trung gian hat dong mdt cach tldng nHit. Nguoi didu hanh B thong cé tit 1a
khach an haic mdt nha phan pbi trung gian.
- So hitu kénh phan pi: Danh cho céac khachus c6 quy mddn. CO tte lap

cac \in phongdai dién, diém ban hang...

3.4 Chinh sach xuc #n

< Pam bao nguwdn luc cho xuc tén:

Ngan sach 1adu t quan tong ma cac khachas Viét nam @én trich radé
phan B cho cac congwcxic tén khac nhau. ¥i cac khach an quy mé wra va bn
can by sung b phan xuc tén, quing c&o va tu§n dung cac chuyén vién gng cao
duoc dao wo chinh quy lam & tai bo phin chrc nang nay.

< Hoan thién cac coéng a xuc tién hdn hep

Tuy theodiéu kién au thé ma cac khachas cia Viét nam c6 th xuc tén sin
phim va hinhanh aia minh théng qua cac cong sau:

- Quang cao qua sach, baaptchi trong va ngoaiudc: Tap chi Du Ich aia
Tong aic Du lich, tip chi Heritage @ta Hang Hang Khdng ¥t Nam; sach \dt nam
Tourism Guide

- Xuit ban cac &p sach nb, cac king dia hinh qang céo trén cadai phat
thanh, vo tugn truyén hinh, nang Internet...

- Quang cdo 4i chd trong khach an théng qua pano, ap phichj chn... Céng
cu “Théng tin truyn miéng” 1a mdt cong @ khdng 6n kém ma it hiéu qua can
duoc khai thac tiét dé.

- Pay manh hait dong khuyn mai véi cac hinh tikc da cang nhr: giam gia
cho khach quen, khack siung dch w khéi luong lon...

- Str dung cac hinh tic tuyén trugn va quan & céng chiangia cang, héu
qua: t6 chac hoi nghi khach hang, &c chiéudai cac quan afc, gisi bao chi, bn
hang, khach hang quarntg, hat dong tr thién, tai te...

3.5 Chinh sach con ngo

< Marketing trong giao tiép ca nhan:

Trong khi g6i én phim cung dp cia mdt khach sn voi cac dbi tha canh
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tranh khdng c6 nBu khac bét thi trinhdd phuc wu 1a yéu t6 khach hangat quan
tam. Trinhdo dich wi lién quan ch yéu va trre tiép t6i hoat dong giao tép ca nhan
maa day la : \& phia nhan vién vadwhia khach hang.

- Vé phia nhan vién:

Céac nhan viénam duoc hd trg, huéng din thyc hanh ¢ ca tam ly Bn nghip
vy dodic trung lubn phi tiép xuc tire tiép voi cac v khach hang “khé tinh” va co
nhitng nhu &u bit ki ma khéng khachaa nao coé th luong tnréc hét dugc. Trong
nhitng tnrong hop nhr vay thi cac nhan viéduogc dao ho € dem hi hiéu qua khi
ho c6 the 1am hai 16ng 4t ca cac khach handa i thim khach sn. Bén anh do,
marketing trong \iic tdcdong ©%i nhan vién #p xic con phi tao ra phong cach
phuc wvu va nglé thuat tng xr trong giao @p mot cachdoc déo, gayan tuong Ht,
gop phin hinh thanh #n sic vin héa riéng ¢a doanh ngldp trong long khéch
hang.

- Vé phia khach hang:

Marketing c6 th hd trg 1lam ghm mau thén gita khach sn va khach hang
qua nlitng  luc cao nht dap ung cac mongloi cua khach hang,dm ché tinh
khéngon dinh aia dch wi, loai bé cac yéu au twong nhr kho dap tng aia khach
hang. Marketing conan phii hé trg mbi quan & gitta cac khach hangsv nhau
bang cach marketingihg tinhddng nHit v& dic tinh @a dch w va mongdoi cua

khach hang & cuing nét tiéu chidn phac vu va ¢ thong dch w caa khach sn.

3.6 Chinh sach quan B d6i tac

< Quan hé d6i tac vé san pham dich vu

Céc khachan Viét nam é&n mo rong quan B ddi tac trong cungap sin phim
véi cac doanh nghp du kch khac nir cdng ty & hanh, @¥n chuyn khach duith,
Co SO vui choi giai tri... Viéc nay @ng giap cac khachaa di vao chuyén mon hoa,
nang cao cit luong sin pHim va gam chi phi. \n dé 14 cac khachah cn chon
duoc cacddi tac co uy tin, c6 khning va §n sang bp tac trong cungap sin
phim cho khach hang. Théng qua phétrtrjuan B ddi tac V¥ san phim, doanh
nghiép khach sn con gép pin ting arong thu hat khacktén diém du kch, diéu

hoaduoc quan & cung éu cia th truong...
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< Quan hé doi tac vé xuc tién, quang céo
Céac khachan co the treo tranh gdii thiéu véi khach caalia danh fi tiéng aia
khu du Ich, quing co cho cac along trinh duich Hip din cia cac céng ty dudh
It hanh 1adi tac. Thong qua cac &p hoi nganh ngh va 6 chic marketingdiém
du lich, cac khacham va doanh nghp du kich khac cé th thoa thuin hop tac cung
quang céo cho khu dudh, chi phi & phan b hop Iy cho cac bén.
< Quan hé d6i tac vé dinh gia
Ching han cac khacha cé tté giam manh gia thué phong vaénsb dich w
khacdé nhan dugc hop déng phuc vu khach theo tour dudh aia cac cdng tyil
hanh 1adéi tac tin @y caa minh. Nix vay khach sn duoc loi 14 c6 ngén khach én
va on dinh, kinh doanh c6 B qua va cdng ty & hanh éng cé bi vi ho cé thé cha
dong dinh gia tour duith & mic c6 bi thé canh tranh ma n dat duoc loi nhun
muc tiéu.
< Quan hé doi tac vé phan phéi san pham
Su hop tac trong phan g s& kich thich khacham va cacddi tac tiéu th
manh sin prim cia nhau, nb d6 giam dugc chi phi va an cké rui ro. Théng quad
chac tour du ich tron géi, cac cong tyid hanhddng vai trd 1a nha phan phsan
phim acia khach sn va cac doanh ngdp nay. Quan &ddi tac gira khach sn Voi
doanh nghip van chuyn ding € didy manh tiéu thi san pram 1an nhau gia cac

doanh ngtép.
3.7 Chinh sach qua trinh dch vu (Process) va#o sin pham tron goi

(Package)

+* Qua trinh dich vu
Déi vai cac dch wi don gian, mirc d6 phuc vu va cé bt héa khdng cao, khach
san co tre thiét ké qua trinh sao cho khach hang cé tinin tHy toan & qua trinh
dich wi. Khach an ludn chi dong diéu chinh md hinh @ thayddi quéa trinh va chi
phi phuc vu dé théa man éi da nhu éu cia khach hang.
Véi cac dch wi ma én nghép wu phic tap, khach sn cn thiét ké qua trinh
theo mé hinh cho phép khach hang nhity fphén [6n qua trinh éth wi dé tao radn

tuong Ht vé dich w trong tam tri khach hang.
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< Tao sin pham tron goi (haic ban tren goi)
Tuy quy md éa cac khachas Viét nam ma h can nghién éu két hop mot s
dich wi, hang héa c6 lién quan thanitsin pram tron goi hdic ban ton goi, vi di
nhu:
- Tron goi cho thué phondbi kéman sang
- Suit an tron goi (3 lira/ngay)
- Du lich ban ton g6i 1 ngay trong gim vi diém du kch.
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KET LUAN

Xuat phéat & muc dich, di tugng va pam vi nghién &u, khéa ldn da
dé cap toi mét b ndi dung @ ban sauday :

Trong Chrong 1, emda h¢ thong hoa vaiua ra cac khai 8m vé khach
san va hat dong marketing trong kinh doanh khactnscéac u 6 trong quéa
trinh thec hién chén lwoc marketing ma ngdi phu trach én xem xét &i.
Tiép theo, trong Chong 2, emda gisi thiéu duoc mot sb a khach sn c6 \bn
dau tr nudc ngoai 4i Viét Nam, céac ckén lwgc marketing thanh céngia hy
va c6 phan tich 61 s6 nguyén nhan khach quan vanauan trong ¢ thanh
congdy. O chrong 3, emda givi thiéu qua & mot sd khach sn Viét Nam &
thuc trang marketing ¢a hy va dua ra nét sb giai phap nfim cii tién cac
diém con bn tai trong thrc trang d6, dra trén nliing bai fvc tir cAc khach s
c6 \on dau tr nudc Ngoai.

Qua ba thang trc tap tai Khu theong mai cia Khach sn Sofitel, co
nhitng quan sati@ minh cuing &i kién thirc da hoc dugc o truong, khda 1dn
cia em Vi dé tai “Hoat dong marketing ¢a khach sn cé \bn dau tr nuéc
ngoai va Bai hc kinh nghém cho cac khachaa Viét Nam” dd dugc hoan dt
véi su gilpdo to lon aia TS. Lé Th Thu Thiy.

Trong khoa léan cia mdt sinh vién 8p ra trong nhr em, doda fét b
gang nhrng c6 B nhirng sai sét 1a khong ¢htranh kidi. Em At mong nfn
duoc ar d6ng gop da thiy, codé khoa ldin cia em cé th d6ng gop phn nao
cho nhing sinh vién khéa sau i nghién éu vé dé tai nay va gép gin nho
vao cac nghiénuu vé mang marketing khachas nhim phuc wu cho s phét

trién trong hat dong kinh doanha cac khacham Viét Nam.
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co SO luu trd du Ich
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Website
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Danh ka khach gn Viét nam
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http://www.khachsanexpress.com

Thoi béo kinh € Viét Nam, théng tin ngay 29/1/2007
http://vneconomy.vn/72527P0C17/thi-truong-khach-sasphat-trien-manh-me.htm

Tong aic Thong ké Vit Nam, Két qua kinh doanh ¢a nganh duith, $
li¢u cap nhat thang 8/2008
http://www.gso.gov.vn/default.aspx?tabid=230&Itersl519

Thé gi6i Viét nam, ©@ quan ngdn Ién trec thwe B Ngoai giao ngay
6/1/2009

http://www.tgvn.com.vn/ltem/VN/DuLich/2009/1/AF63B3747276B1/

Vién Nghién &u phéat trén du ich, théng tin ngay 22/1/2009
http://www.itdr.org.vn/vi/detailnews-a--c-104-d-1BvdI

Bach khoa toan th Anh Quc (British Concise Encyclopedia), ngay

5/5/2009

http://www.answers.com/topic/hotel,

Bach khoa toan thmé, ngay 5/5/2009
http://fr.wikipedia.org/wiki/Hbétel

Thoi bdo LeMonde a Phap ngay 22/8/2008

http://www.lemonde.fr/cgi-
bin/ACHAT S/acheter.cgi?offre=ARCHIVES&type_item=ARARCH_30J&0b-
jet_id=1052190
T6 chic Du lich TH gidi, ngay 5/5/2009
http://www.world-tourism.org
M ét sb6 cac website @a khach an

c6 ar dung thdng tin trong bai khoa luan:
http://www.dainamhotel.com.vn/
http://www.dongkhanhhotel.com/
http://www.hagl.com.vn/hotel_resort/
http://www.hotelnikkohanoi.com.vn/
http://www.majesticsaigon.com.vn/
http://www.moevenpick-hotels.com/
http://www.sofitel.com/gb/hotel-3553-sofitel-plabanoi/index.shtml
http://www.palmgardenresort.com.vn/

http://www.vietnamtourism.com/riverside/
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PHU LUC

PHU LUC 1. Dy bao W khach du lich qudc té ciia mét sb tiéu ving vang du lich
Bic bd dén nim 2010 va 2020

Tiéu vang | Pia Dw béo céc clitiéu 2000 (6 | 2010 | 2020
du lich phwong li¢u thuc
té)
Trung tam | Ha Noi Tong $ luot khach (ngan) | 500,4 1850 3500
(Ha Noi va : )
Ngay kru tra trung 1,9 3 3,5
cac tnh ph . R
binh(ngay)
can)
Céc tnh Toéng $ luot khach (ngan) | 252,1 1000 1800
phu can X .
Ngay kru tra trung 1,7 3,2 4
binh(ngay)
Duyén li | Hai Phong | ©ng $ luot khach (ngan) | 205 900| 14%0
bong Bic - -
Ngay kru tra trung 1,8 2,7 3,1
(Hai phong R R
binh(ngay)
+ Quang
Ninh) Quang Ninh| Téng $ luot khach (ngan) | 306,6 1700 2800
Ngay kru tra trung 1,3 2,6 3
binh(ngay)

Ngwn: Vién NCPT Du ich va Bng a:c du kch 2003
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PHU LUC 2. Khéach quc té dén Viét nam vao 4 thangdau nam 2009

Téng & 305.430( 1.297.672 100,6| 77,1| 82,2

Theo phwong tién

Pudng khong 264.430| 1.120.695| 102,6| 89,5| 90,0
DPuong bén 5.400| 23.252| 72,4|27,9| 36,9
Puong by 35.600| 153.725| 93,0| 44,0/ 56,6

Theo muc dich

Du lich, ngh ngoi 197.222| 797.743| 100,1| 78,0| 80,3
bi cbng vic 56.713| 219.207| 103,4| 67,5| 72,3
Tham than nhan 37.698 201.712| 108,5| 94,2 98,1
Cac muc dich khac 13.802 79.010| 81,9| 72,2| 104,2

M ét sb thi trwong

M§ 31.314| 152.152| 99,8| 82,5| 107,8
Trung Quic 35.590| 141.553| 105,1| 55,9| 69,9
Han Quic 31.285| 134.032| 96,0| 72,8| 73,9
Nhat 29.745| 128.654| 94,1|96,3| 90,0
bai Loan (TQ) 23.208 94.153| 107,6| 73,9| 84,3
Uc 20.024| 84.825| 131,1| 91,3| 101,3
Phép 18.418 68.212| 99,3| 92,6 99,3
Théi Lan 15.980 55.087| 117,7| 73,9| 70,5
Malaysia 13.776 53.035| 104,4| 92,5| 91,6
Canala 6.668 36.246| 94,6 89,8| 106,4
Céc th truong khéac 79.422 349.723| 93,6| 77,0| 73,5

Nguon  liéu: Tong aic Du lich
S6 liéu thing ké trén trang web chinhith caa Tong aic du kch, ép nhit
29/4/2009 http://www.viethamtourism.gov.vn/indexpfleat=202030&itemid=6159
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PHU LUC 3. Théng tin W cac lai phong hop ma khach an

Intercontinental westlake cung ép

Cac loai phong hop/ hi

thao

Kich thwéc
phdng
Dai x Rong

(m)

Dién tich

(m2)

Cao

Kich thwéc ara

Cao x Rong
(m)

Tang

InterContinental Grand

Ballroom

23.4X15.4

360.36

5X25

Westlake Meeting Room 1

11.7X6

70.2

2.65

X65

Westlake Meeting Room 2

11.7X6

70.2

2.65

X65

Westlake Meeting Room 3

9.8 X5.5

53.9

2.65

2.

Westlake Meeting Room 4

6 X5.5

33

2.65

2X1.8

Lanll I I

[ |

& |

Phong hpp
(Meeting

Room)

Banquet
Style

Classroom
Style

Hollow
Square
Style

Reception
Style

Theatre Style

U-shape

Style

InterContinental

Grand Ballroom

300

250

153

450

420

140

Westlake
Meeting Room
1

30

24

27

40

45

24

Westlake
Meeting Room
2

30

24

27

40

45

24

Westlake
Meeting Room
3

20

24

25

40

50

24

Westlake
Meeting Room
4

10

18

25

20

28

15

Ngudn: Trang web ¢a khach sn Intercontinental
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