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TUYEN BO BAN QUYEN

Tai li€u nay thudc loai sach gido trinh nén cac nguén thong tin co thé
duoc phép dung nguyén ban hoic trich dung cho cac muc dich vé dao tao va
tham khao.

Muc dich khac mang tinh 1&€ch lac hodc sir dung v&i muc dich kinh doanh

thiéu lanh manh s€ bi nghiém cam.






LOI GIOI THIEU

Nén san xuat hang hoa da phat trién véi trinh 46 cao — nén kinh té tri
thirc gan v6i qué trinh qudc té hoa, toan cdu hoéa dang trd thanh hién thuc
trong cudc song. Chinh viéc qudc té hoa, toan cau hoa di tao xu thé phat trién
ctia nén kinh té thé gidi ngay cang canh tranh gay git vé quy mo, cuong do,
pham vi rong hon va sdu hon; xuat hién lién tuc nhitng k¥ thuat moi va thi
truong méi. Trong hoan canh phat trién kinh té nhu thé, mot doanh nghiép
mudn ton tai va phat trién phai thay doi tu duy kinh doanh, huéng t&i khach
hang, dong thoi phai tién hanh huy dong moi ngudn luc, tong hop moi yéu t6
nham dat duoc muc tiéu d3 dinh truéc. Thong qua chién luoc Marketing,
doanh nghiép c6 thé phat huy ndi luc huéng vao nhitng co hoi hap dan trén thi
truong va nang cao hi¢u qua kinh doanh; tang cuong kha nang canh tranh gitra
nhitng quéc gia va cac nha san xudt hang hoa; chi phdi quan hé cung cau
nham gianh cac diéu kién san xuét, ti€u thy trén thi truong cé loi nhat. Va
marketing chinh 13 yéu t6 can thiét cua chién lugc kinh doanh, 1 chat xtc tac
manh mé, 1a chia khoéa vang cho sy phat trién, thanh cong cia mdt doanh
nghiép, mot dia phuong, mot qudc gia. Hon nira, marketing hién dai con bao
gdm céc hoat dong tinh toan, suy nghi, y do tir trudc khi san pham ra doi dén
hoat dong ti€u thy, dich vu sau ban hang... N6 tr¢ thanh giao diém cta nhiéu
qua trinh kinh té, chinh tri, tu tudng, vin hoa, thé thao, quc phong... N6 ¢
mat va len 16 trong tat ca ngd ngach cua cudc sdng xa hoi. Voi tinh phd bién
cia viéc st dung khoa hoc Marketing dé giai quyét nhitng muc tiéu cua to
chtrc, Marketing d3 trd thanh mot nghé hp dan & cac nude cé nén kinh té thi
truong phat trién va tir d6 hinh thanh nhiéu vi tri cong tac c¢6 strc 16i cudn
nhitng nguoi dam mé nhu: Giam déc Marketing, Giam ddc quan tri ban hang,
chuyén vién nghién ctru Marketing, chuén vién quing cdo, chuyén vién
Marketing truc tuyén, chuyén vién ban hang... O Viét Nam, tir khi chuyén
sang nén kinh té thi truong mé cura, hoi nhdp va canh tranh cho dén nay, ly
thuyét Marketing di duoc cac doannh nghiép, cic t6 chirc st dung nham dé
Xuit cac giai phap chinh yéu giai quyét cac muc tiéu ciia kinh doanh va to
chtrc. Vi vy, Marketing tré thanh mén hoc khong thé thiéu duoc d6i véi sinh
vién nganh kinh té, quan tri kinh doanh va ca cac doanh nghiép kinh doanh.
Tai li€u hoc tdp Marketing nha hang, khach san dugc bién soan voi muc tiéu
trang bi nhimg kién thirc tong quan nhat vé khoa hoc Marketing cho sinh vién
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khéi nganh kinh t& va quan tri khach san trudong Pai hoc Cao diang Luong thuc
— Thuc pham Pa Nang. Tuy nhién, tai liéu ny ciing 1a tai liéu tham khao hitu
ich cho moi d6i twong c6 nhu ciu tim hiéu va budc dau ung dung khoa hoc
marketing trong kinh doanh va trong cudc séng. Vi muc tiéu trén, Tai liéu
hoc tdp Marketing nha hang, khach san khong chu truong dé cap chi tiét tit ca
nhitng van dé vé Marketing. Nhitng van dé chi tiét va day du hon cta tri thirc
vé marketing va cac linh vuc dic thu ctia marketing s& dugc trang bi qua cac
moén hoc nhu Quan tri Marketing, Quan tri ban hang, Marketing dich vy,
Marketing qudc té... Theo logic d6 va dé dam bao tuan thu theo chuwong trinh
mon hoc da dugc thong qua. Tai liéu hoc tap dugce thuc hién boi tap thé giang
vién moén Marketing nha hang, khach san khoa Kinh té - Du lich. Bén canh d6
phai biét lién hé véi thuc tién sinh dong hoat dong kinh doanh Trong qua trinh
thuc hién, mac du rat cb géng nhung khong tranh khéi nhirng thiéu sot. Tap
thé tic gia rit mong mudn nhan duoc sy gbp ¥ cua ban doc dé hoan thién tai

ligu hoc tap nay. Xin tran trong cdm on!
Pa Ning, ngay 27 thang 2 nim 2017

Tham gia bién soan

Bui Thi Chién
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GIAO TRINH MO PUN: QUAN TRI KINH DOANH NHA HANG
Mia MON HOQC: 080304

CHUONG 1
TONG QUAN VE MARKETING NHA HANG KHACH SAN
Muc tiéeu:

- Trinh bay duoc cac khai niém co ban lién quan dén Marketing va

Marketing trong kinh doanh nha hang khach san;

- Phan tich dugc co ciu to chirc ctia bo phan marketing trong kinh doanh

nha hang khach san;
Noi dung:

1. CAC KHAI NIEM CO BAN VE MARKETING NHA HANG KHACH
SAN

1.1. Cac khai niém

Marketing 14 mén khoa hoc kinh té nghién ctru cac quy ludt hinh
thanh va dong thai chuyén hod nhu cau thi truong thanh cac quyét dinh
mua cua tap khach hang tiém ning va nghé thuit déng quy cac hoat dong
tmg xtr kinh doanh trong khuén kho céc chuong trinh, giai phap cong
nghé va quan tri hdn hop cac kha ning, nd luc chio hang, diéu khién cac
dong phan phdi san pham va dich vu nham thoa mén tbi da nhu cau tap
khach hang, t6i wu hoa hiéu qua muc tiéu ciia mot doanh nghiép trong

moi quan h¢ vdi céc thi truong cua no.

Dung trén goc do kinh doanh nha hang khéach san thi khai niém
Marketing méi duoc cac chuyén gia nganh nha hang khach san Chau Au
sit dung vao dau nhitng nam 50. Ngudi ta quan niém rang Marketing
khdch san du lich la sw tim kiém lién tuc méi twong quan thich g giita
mot doanh nghiép nha hang khach san voi thi truong cua noé. Vi vay theo
ly thuyét Marketing hién dai thi bat ddu mot hoat dong kinh doanh khong
phai khau san xuit ma phai xuit phat tir thi truong va nhu cau cia thi

truong.

1.2. Muc tiéu



Theo triét 1y kinh doanh hién dai thi muc tiéu téng quat cua hoat
dong marketing ctia cac doanh nghiép noéi chung va cac nha hang, khach
san noi riéng 1a thiét 1ap va duy tri mdi quan hé giita khach hang va
doanh nghiép. Xét mot cach cu thé hon thi muc tiéu cua hoat dong
marketing 13 duy tri sy can dbi giita loi nhuén cua doanh nghiép va su
thoa min cta khach hang. C6 thé hé thong héa muc tiéu marketing cta

khéch san theo so do sau:

So do 1.1: Muc tiéu ciia hoat dong marketing ciia doanh nghiép kinh doanh

luu tru, kinh doanh an uéng

MUC TIEU
MARKETIN
C6 duge Giir duge
khach hang khach hang
Thu hat B’én san San pham, Sw thoa
KH bing pham, dich dich vu man cua
thuwong vu hiéu qua Kkhach
hién tit hano
_ Thiét ké| |- Xéc dinh - San pham . Chc san
sén phim mic  gid va dich AL pham, dich
- Xae tidn phu h(fp ) phong pl}u. vu b chit
sén phém. - ’Thlet Alap - Co s& ha lugng cao.
- Quan hé cac kénh ta11g, . Erang s ,
461 tac i tiéu thu thiét bi tot. T ac  san
hiéu qua. - Ngudn phém, dich
nhan luc co vu tao dugc
~rhat  hirno su gan bd

1.3. Vai tro

Hoat dong marketing ciia mot doanh nghiép kinh doanh nha hang khach

san khong chi dirng lai ¢ viéc xac dinh dau 1a tap khach hang can phai hudng
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t6i ma no con vach ra 16i di ding dén cho tit ca cac hoat dong khac, nham
khai thac mot cach c6 hiéu qua nhit phan doan thi truong di lwa chon. Ma
hoat dong marketing mudn dugc trién khai thanh cong thi diéu quan trong 1a
chét luong cac san pham dich vu dam bao thoa man tdi da cac nhu cau cua tap

khach hang muc tiéu.

Nhu vy hé théng chién luoc marketing dugc xem nhu mot miii nhon sac
bén nhat ma doanh nghiép kinh doanh nha hang khach san st dung dé tin

cong vao thi trrong véi uwu thé hon han so vaoi cac doi thu canh tranh.

2. CO CAU TO CHUC BQ PHAN MARKETING TRONG NHA HANG
KHACH SAN

2.1. Co céu to chirc ciia by phan marketing trong doanh nghiép nha hang
khach san

Tuy thudc vao pham vi hoat déng, quy md, dic diém cua thi trudong ma
mdi khach san s& c6 co cau td chirc bd may khac nhau cuia hoat dong
marketing. Mot khach san v6i quy mé trén 100 phong c6 thé c6 md hinh co

cau to chirc bd may cua hoat dong marketing nhu sau:

So do 1.2: So do co cdu té chirc

TONG GIAM
POC
GIAM POC
MARKETIN
Thu ky vin Tro ly giam
phong va dir doc
B6 phan
o A quan ly thi
B phan Bf.) phéan . tnromg Bo phan B phan
dat quan lyl,tf” khéch tir cac | | thuongmai | | quang céo,
phong tmml:%t ten cong ty it dich vu quan hé
© hanh, DL cong ching




Mot khach san véi quy mé trén 300 phong c6 thé ¢c6 md hinh co cau t6 chuc

b0 may cua hoat dong marketing nhu sau:

Tong gia

m doc khach san

B6 phan quang cao bén B¢ phan Marketing
trong hodc bén ngoai Giam ddc Marketing
khach san
Cac dich vu B phan ban hang
Marketing Giam dbc bp ban hang
- Nguoi quan 1y khach di theo
- Nguoi quan 1y t6 chuc hoi doan

nghi hodic hot thao - Nguoi quan ly khach tir cac

- Quang c4o qua dién thoai doanh nghiép It hanh

- Quan h¢ dai ching - Nguoi quan ly khach tir cac

N cong ty, to chirc
- Nhéan vién van phong
- Nhan vién vdn phong
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2.2. Churc nang hoat dong cua by phan marketing

Néu xét vé quan hé chirc ning thi hoat dong marketing vira chi phdi, vira
bi chi phdi boi cic chic ning cia cac hoat dong khac dién ra trong doanh
nghi€ép. Nhung, nhin chung chitc nidng hoat dong cuia by phan marketing

cua khach san 1a xac dinh nhitng ndi dung co ban sau day:
- Dbi tuong khach hang (nghé nghiép, noi &, gidi tinh, tudi tic,...)

- Loai san pham, dich vu ma khach hang quan tam va dac tinh cua nhiing
san pham, dich vu d6. So sanh san pham, dich vu ctia doanh nghiép voi cac doi
thu canh tranh, tim ra vu di€m va han ché, tir d6 dua ra giai phap hoan thién va

nang cao chat luong

- Pinh gia san pham, dich vu phu hop, tng phé duoc véi cac doanh nghiép

canh tranh truc tiép, dé ra chién lugc ting giam gia.

- Lién két v6i mang ludi ddi tac nham ting kha ning tiéu thu ciia doanh

nghiép
- Pé ra chién lugc quang ba thu hat khach hang
Cau hoéi 6n tap
1. Phén tich cac khai niém co ban ctia marketing nha hang khach san ?
2.Phan tich co ciu td chic ctia khach san, nha hang ?
3. Phén tich co ciu t6 chirc cua mot khach san cu thé ?
Bai tap thwe hanh
V& so dd co ciu td chirc ciia mot khach san cu thé
Ghi nh¢
Nhiing kién thirc can ghi nhé:
- Cdc khdi niém co ban vé Marketing nha hang khdch san

- Co cdu té chirc b phdn marketing trong nha hang khdach san
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CHUONG 2

NGHIEN CUU THI TRUONG TRONG KINH DOANH NHA HANG
KHACH SAN

Muc tiéu:

- Trinh bay dugc cac khai niém vé thi truong nha hang khach san, cung- cau

nha hang khach san;
- Phan tich dugc céac giai doan nghién ctru thi trudong nha hang khach san;

- Phan tich dugc hoat dong phan doan thi truong nha hang khach san, lya
chon thi trrong muc ti€u, dinh vi thi truong trong kinh doanh nha hang khéach

san;
Noi dung:
1. THI TRUONG NHA HANG KHACH SAN

Dbi v6i hoat dong kinh doanh luu tra, trong khi s6 luong khach hang thuc
té ciia doanh nghiép 1a con sé khong 16n, thi sé luong khach hang tiém 4n lai 1a
con sb rat 16n va phéan tan trén mot pham vi rong. Cau trong kinh doanh luu tra
thuc chit 1a mot phan cta cau du lich vi duéi goc d6 nghanh thi san pham luu

tra 1a mot bo phan c4u thanh quan trong tao nén san phém du lich.

Quy md clia cau trong kinh doanh luu trii néu xét trén ciing mot khong gian
lanh thé thong thudng ciing twong duong voi quy md cua cau du lich, vi mot
trong nhirng nhu cu co ban ctia khach du lich trong chuyén hanh trinh du lich 1a
nhu cau luu trt tai diém du lich. Ddc diém noi bét cla cau doi véi dich vy luu
tra 1a sy da dang, mdt mat tur phia khach hang, mat khac tir chinh céc dich vu.
Chinh su da dang cta cung va cau trong kinh doanh luu tri doi hoi cac doanh
nghiép kinh doanh luu tra can phai tip trung céc nd lyc marketing ctia minh vao
viéc tim ra nhitng san pham thich hop cho ting ddi twong khach hang nhat dinh.
MJi doanh nghiép khong nén cb ging phuc vu thi truong nédi chung, ma phai xac
dinh cho minh mot phin cu thé tir mdi thi truong dé phuc vu. Noi mot cach
khac, mdi san pham duoc tao ra phai duoc xac dinh dia chi rd rang. Diéu d6 s&
dat dugc thong qua viée phan doan thi truong nham bién mot thi trudng da dang

thanh nhimng doan thi truong véi nhitng dic diém dong nhét cu thé.
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2. NGHIEN CU'U THI TRUONG NHA HANG KHACH SAN

Déi voi hoat dong kinh doanh luu tra, trong khi s6 lwong khach hang thuc
té ciia doanh nghiép 1a con sé khong 16n, thi sd luong khach hang tiém 4n lai 1a
con s6 rat 16n va phan tan trén mot pham vi rong. Cau trong kinh doanh luu tré
thuc chét 1a mot phan cua cau du lich vi dudi goc d6 nganh thi san pham luu tra
12 mot bd phan cdu thanh quan trong tao nén san pham du lich. Quy mé cua cau
trong kinh doanh luu trd néu xét trén cing mot khong gian ldnh thd thong
thuong ciing twong duong v4i quy mo cua cau du lich, vi mot trong nhitng nhu
cau co ban cua khach du lich trong chuyén hanh trinh du lich 1a nhu cau luu tra
tai diém du lich. Pac diém ndi bat ctia cau ddi véi dich vu luu tra 13 sy da dang,
mot mat tir phia khach hang, mat khac tir chinh cac dich vu. Chinh sy da dang
ctia cung va cau trong kinh doanh luu tri doi héi cac doanh nghiép kinh doanh
Iy tr can phai tap trung cac nd luc marketing ctia minh vao viéc tim ra nhiing
san pham thich hop cho tirng ddi twong khach hang nhat dinh. Mdi doanh nghiép
khong nén cb ging phuc vu thi truong néi chung, ma phai xac dinh cho minh
mot phan cy thé tir mdi thi trudng dé phuc vu. Néi mot cach khac, mdi san pham
dugc tao ra phai dugc xac dinh dia chi rd rang. biéu d6 sé dat duoc thong qua
viéc phan doan thi truong nham bién mot thi truong da dang thanh nhirng doan
thi truong véi nhitng dic diém dong nhat cy the.

3. PHAN POAN THI TRUONG NHA HANG KHACH SAN

Muc ti€u cua phan doan thi truong 1a trén co s¢ phan tich tap khach hang
va hiéu ning marketing cta doanh nghiép, tim kiém mot su thoa mantdi da nhu
cau cua khach hang bang su thich ing san pham chiéu thi cia minh, qua d6 khai
thac t6i da dung luong thi trudng va nang cao vi thé ciia doanh nghiép trén phan
doan lya chon. Nhu vay, phan doan 1a mdt tdn tai khach quan nhung khong c6
xu thé huéng tu than, vi vay khi nghién ctru va lya chon phan doan thi trudng

trong di€ém can phai chi y bon yéu cau sau day:

- Tinh do luong duoc: Quy md va mai luc cua cac phan khuc phai do luong

duoc.

- Tinh tiép cén dugc: Céac khuc thi trudng phai vuon t6i va phuc vu duoc

bang hé thong phan phdi va cac hoat dong truyén thong.
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- Tinh hép din: Cac phan khuc thi truong phai c6 quy mé 1én va sinh 101

duoc.

- Tinh kha thi:Cong ty phai c6 du kha ning vé nhan luc, tai chinh, k¥ thuat,
Marketing dé dap rng duoc doi hoi cua cac khic thi trudng da phén.

Pé d¢am bao bon yéu cau d6i véi phan doan thi truong nhu d3 trinh bay trén
day, viéc lya chon cac ti€u thirc phan doan c6 vai tro vo cung quan trong. Tiéu
thirc phan doan thi trudng rat phong ph, song nhitng tiéu thirc thuong dugc cac

doanh nghiép khach san st dung dé 1a sau tiéu thic sau day:
+ Phén doan thi truong theo dia 1y.
+ Phan doan thi trudng theo kinh té xa hoi va nhan khau hoc.
+ Phan doan theo phac d6 tam 1.
+ Phan doan theo hanh vi tmg xtr cta tap khach hang.
+ Phan doan theo muc dich ctia chuyén di.
+ Phéan doan theo san pham.
4. LUA CHON THI TRUONG MUC TIEU NHA HANG KHACH SAN

Viéc phan doan di bay ra nhitng co hoi ¢ timg doan thi trudng ra trudc mat
doanh nghiép. Sau khi d4 phan tich nhiing diém manh va diém yéu ctia minh
trén ting doan, doanh nghiép phai quyét dinh bao quat may doan, may tuyén,
nhiing doan nao, tuyén nao 1a tot nhét, thich hop nhét. bay chinh la van dé lua
chon thi truong trong diém.

Pé dap Gmg thi truong doanh nghiép c6 thé chon trong ba cach sau:
Marketing khong phan biét, Marketing c6 phan bié¢t va Marketing tap trung.

4.1. Marketing khong phan biét

A 4

Thi truong

Marketing mix

Pay 1a chién lugc bo qua sy khac nhau giita cic phan doan va theo dudi cac
phan doan thi truong bang mot loai san pham dich vu. Doanh nghiép tdn dung

va dinh hinh mot mit bang cung mot chuong trinh tiép thi huéng t6i dai da sb
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khach hang str dung. Cong ty dua vao kiéu phan phdi hang loat quang céo tran
lan - Phuong phap nay c6 wu diém 14 tiét kiém chi phi, mot mit do quang céo
khong phan biét 1am giam chi phi. Mt khac khong c6 nghién ctu va lap ké
hoach Marketing theo doan ciing bot dugc chi phi nghién ciu Marketing va
quan tri san pham. Tuy nhién né thuong nhim vao nhitng loai 16n nhat thi
truong va két qua tao nén sy canh tranh gay git trong nhitng doan thi truong d6

lam cho loi nhuan danh duoc s€ it di.

4.2. Marketing cé phan biét

\ 4

Marketing mix 1 Khuc thi truong 1

A 4

Marketing mix 2 Khuc thi truong 2

Marketing mix 3 Khuc thi truong 3

Phuong phap nay dic biét hap dan ddi véi doanh nghiép bi han ché vé kha
ning tai chinh hay kha ning canh tranh. Thay vi thay d6i mot phan nho chiém
dugc trong mdt thi trrong 16n thi nén theo dudi chiém léy mot phﬁn 16n cua mot

hay mét vai tiéu thi truong.

4.3. Marketing tap trung

Khtc thi truong 1

Y

Marketing mix Khiic thi truong 2

Khuc thi truong 3

Véi chién luoc Marketing tap trung cong ty c¢6 thé danh dugc mot vi tri
viing manh trong khu vuc da chon. Mudn x4c dinh khu vuc hép dan dé xam
nhap, Coéng ty can nhu thu thap ca dit liéu nhu: doanh s6 ban, ty 1¢ ting du kién
ctia doanh s, murc 13i dy kién, mirc d6 canh tranh, cac nhu cu vé tiép thi... Khu
vuc tot nhat 1a khu vuc c6 doanh s cao, mirc tdng manh, murc 1ai 16n, it canh
tranh va tiép thi don gian. Tiép theo 1a doanh nghiép phai lya chon dugc khu
vuc nao phit hop voi kha ning san xuit kinh doanh ctia minh nhét va nd luc khai
thac khu vuc do.
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5. PINH VI SAN PHAM TREN THI TRUONG MUC TIEU NHA HANG
KHACH SAN

Dinh vi trong thi truong la viéc dwa cac an tuwong t6t, dac sac, khé quén vé
SP céng ty vao trong tam tri khdch hang bang cdc chién lwoc Marketing mix
thich hop

Khi d3 quyét dinh s& xAm nhép vao nhirg khu vuc ndo trén thi truong thi
doanh nghiép phai quyét dinh ké d6 phai chiém duogc vi thé nao trong khu vuc
doan thi truong do. Vi thé cua mot san phém dich vu la mirc do duoc khach
hang nhin nhan & tAm c& ndo so v6i san pham dich vu cung loai cta ddi tha canh
tranh khac. Dinh vi thanh cong s& lam cho khach hang d& dang nhan biét duoc
su khéc biét dong thoi ho thdy duoc cai ma ho dang tim kiém, khong nhitng vay
n6 con cho phép cac doanh nghiép nhan biét dugc cac co hoi trén thi truong mot
cach sat nhat. Chuyén vién Marketing co thé di theo mot s6 chién luoc dinh vi
sau:

+ Dinh vi san pham trén mot thudc tinh dic trung cua san pham.

+ Xac dinh vi thé dya trén nhu cau va lgi ich.

+ Xac dinh vi thé cho cac truong hop sir dung cu thé.

+ Xéc dinh vi thé d6i voi cac loai khach hang.

+ Xéc dinh vi thé d6i trong véi cac san pham khac.

+ Xac dinh vi thé béng viéc tao su khac biét cho san phém.

Cau hoéi on tap
1. Phan tich thi trudng muc tiéu cta thi truong nha hang, khach san ?
2. Phuong phép dinh vi cua kinh doanh nha hang, khach san ?
3. Phan doan thi trudong nha hang, khach san ?
Bai tap thwe hanh
Phan tich thi truong muc tiéu mdt nha hang cu thé?
Ghi nhé

- Nghién ciru thi truong nha hang khach san
- Phan doan thi truong nha hang khach san
- Lwa chon thi truong muc tiéu nha hang khach san, dinh vi san phcfm trén thi

truong muc tiéu nha hang khach san
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CHUONG 3

CHIEN LUQC SAN PHAM TRONG KINH DOANH NHA HANG
KHACH SAN

Muc tiéu:

- Trinh bay dugc cac khai niém vé san pham trong kinh doanh nha hang

khach san;
- Phan loai duoc cac san pham trong kinh doanh nha hang khach san;

- Phan tich duoc cac giai doan phét trién cta chu ky sdng san pham trong
kinh doanh nha hang khéch san;

- Phan tich duogc céc chién lugc vé san pham trong kinh doanh nha hang

khach san;
Noi dung:

1. KHAI NIEM VE SAN PHAM TRONG KINH DOANH NHA HANG
KHACH SAN

Bét ky mot doanh nghiép nao hoat dong trén thi truong déu co hé thong san
phﬁm cua minh. Tuy theo tung loai hinh khach san, tuy theo muc ti€u hoat dong
ctia doanh nghiép ma san pham cia timg doanh nghiép kinh doanh nha hang
khach san c6 nhiing dac diém, yéu td cu thanh va quy trinh “san Xuat” ra san
pham khéc biét nhau. Tuy nhién theo Marketing hién dai thi cho du san pham la

ctia bat ky loai hinh doanh nghiép nao di ching nita thi ciing duoc hiéu la:

San phcfm cua mot doanh nghiép la tat ca moi hang hoa dich vu co thé dem
chdo ban, ¢é kha ndng théa man mét nhu cau hay mong mudn ciia con nguoi,
gady suw chii y, kich thich sw mua sam va tiéu ding cia ho.

Pb6i voi mot doanh nghiép kinh doanh nha hang khach san thi san pham
duge hiéu nhu sau:

San pham ctia doanh nghiép kinh doanh nha hang khach san 13 tit ca nhiing
dich vu va hang héa ma khach san cung cip nham dap tmg nhu cau cua khach
hang ké tir khi ho lién hé voi khach san 1an dau tién dé dang ky phong cho t6i

khi ti€éu dung xong va ro1 khoi khach san.
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2. PHAN LOAI SAN PHAM TRONG KINH DOANH NHA HANG
KHACH SAN

Néu xét trén goc do hinh thtrc thé hién thi ta co thé thiy san pham cua
doanh nghiép kinh doanh nha hang khach san bao gdm san phim hang hoa va

san pham dich vu:

San pham hang héa 1 nhitng san pham hiru hinh ma doanh nghiép cung
cap nhu: thirc an, d6 udng, hang luu niém, cic hang hoa khac dugc ban trong

doanh nghiép.

San pham dich vu 14 nhiing gia tri vé& vat chat hodc tinh than ma khach hang
ddng ¥ bo tién ra dé doi ldy chang. San pham dich vu cua khach san bao gom

hai loai chinh 12 dich vu chinh va dich vu bd sung.

Dich vu co ban 1a dich vu budng ngu va dich vy an uong nham théa man

nhu cau thiét yéu ctia khach khi ho luu lai tai khach san.

Dich vu b sung la céac dich vu khac ngoai hai loai dich vu trén nham thoa
mén cac nhu cdu thir yéu trong thdi gian khach luu lai tai khach san va tiy thudce

va quy dinh trong tiéu chuan phan hang nha hang khach san ctia mdi qudc gia.

3. CAC PAC TINH CUA SAN PHAM TRONG KINH DOANH NHA
HANG KHACH SAN

Ngoai nhitng dic diém giong nhu hang hoa thong thudng, san phamkhach

san du lich con ¢6 mdt so dac diem khac nhu:

- Tinh khong déng nhit cia san pham nha hang khach san, thé hién ¢ chd
nhitng san pham khach san du lich thuong dugc vach ra xung quanh nhitng doi
hoi khac nhau cta khach hang.

- Tinh vo hinh cta san pham nha hang khach san: Khac v&i san pham vat
chét khac, khach hang khong thé dung nhitng thong s vat Iy dé do luong hodc
str dung san pham trudc khi mua ching, con céc yéu to thir nghiém thi khong thé
xay ra duogc.

- Tinh khong thé tach roi khoi ngudn gbe cua san pham nha hang khach san

thong qua viéc san xuat, cung ing va ti€u thu xay ra cung mot lic.
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- Tinh mau hong cta san pham khach san du lich thé hién & chd né khong
thé hodc kho c6 thé danh duoc.

- Khong thé chuyén quyén sé hiru: Viéc chap nhin va sir dung mot san pham
khach san du lich khong c6 nghia 13 khach hang di chiém duoc quyén so hiru vé
n6, khach hang tra tién d6i v6i nhirg san pham dich vuma ho strdung.

4. CHU KY SONG CUA SAN PHAM TRONG KINH DOANH NHA
HANG KHACH SAN

4.1. Khai ni¢m
Chu ky song san pham la khodng thoi gian san pham ton tai trén thi truong
trong dé cé cdc giai doan trong lich sir thwong mai ciia mét san pham dwoc mé

ta khdc nhau, nho do cac cong ty co thé hoach dinh dwoc tot hon cdc ké hoach

Marketing.

Mot chu ky séng dién hinh ctia mot san phém duogc biéu thi béng mot
duong biéu dién c6 dang hinh chir S va gdm c6 4 giai doan : md dau, ting

trudng, thudng thanh va suy thodai

Hinh 3.1. Chu ky song san pham

Doanh nghiép

»
»

Mé ddu  Tiang truong Truong thanh Suy thodi  Thei gian

4.2. Pic diém cia cac giai doan phat trién trong chu ky song sin phim

trong kinh doanh nha hang khach san
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Trong moi chu ky song san pham moi giai doan déu c6 dac diém riéng, cu
the:

a. Déi véi giai doan mé dau ( giai doan tung san phdam vao thi trieong)

Pay 1a giai doan m¢ dau cia viéc dua hang hoa ra ban chinh thirc trén thi
truong. Béi vy, né doi hoi phai co thoi gian va sy chuan bi k¥ ludng vé moi
mat.

Giai doan nay c6 nhirng dac trung nhu sau:

* Muc ti€u thu thuong tang cham: do cac nguyén nhan sau:
- Cong ty chdim mé rong nang luc san xuat

- Cong ty con gip phai nhitng vudng mic vé k¥ thuat

- Cham trién khai mot kénh phan phdi hiéu qua

- Khéch hang chua tir bo théi quen tiéu dung trude day

- Kha ning mua sam con han ché

* Loi nhuan con rat it hodc chiu 16

b. Poi véi giai doan tang trucng

Murc tiéu thy bat dau ting manh, trén thi trudng xuat hién nhiéu d6i tha
canh tranh mdi, loi nhuén trong giai doan nay ting. Dé khai thac va kéo dai co

hoi nay, chién lugc cua hoat dong marketing co thé trién khai theo huong:

* San pham : Nang cao chét luong hang hoa, tao cho no tinh chat méi, san

xuat nhitng mau ma méi.
* (Gid ca:
- Giir nguyén muc gia hodc giam chut it dé thu hut khach hang.
- Gilr nguyén hoac tdng chi phi kich thich tiéu thu
* Phan phoi
- Xam nhap vao nhitng phan thi truong méi.
- Sur dung kénh phan phdi méi.
- Ton kho duy trit 16n va ngudn tiép té nhanh chéng.
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* Xuc tién

- Tiép tuc thong tin manh mé& vé hang hoa cho cong chung

- Thay d6i doi chat vé thong diép quang cao dé kich thich khach hang
c. Déi véi giai doan truéng thanh ( giai doan chin mudi)

Nhip do ting muc tiéu thu bat dau chirng lai, hang hoa tran day trén cac
kénh luu thong, canh tranh trén thi truong dién ra gay gat, loi nhuan giam sit.
Vé thoi gian giai doan nay thuong dai hon cac giai doan trudc va dit ra nhitng

nhi¢ém vu phtrc tap trong linh vuc quan tri marketing.

Dé tiép tuc ton tai trén thi truong cac nha quan trj marketing c6 thé co cac

phuong an lya chon nhu sau:
- Tim thi truong méi cho hang hoa.
- Cai bién hang hoa, thay d6i mot sd yéu té, dic tinh cta hang hoa.
- Cai bién cac cong cu marketing — mix.
d. Poi véi giai doan suy thodi

Mirc tiéu thu céac loai hang héa giam sat. Viéc giam sit c6 thé dién ra nhanh
chong, cham chap, tham chi dén sd khong. Ciing c6 hang hoa muc tiéu thu

chung giam xuéng thap roi ding lai & d6 trong nhiéu nam.
Muc tiéu thu gidm do cac nguyén nhan:
- Thanh tyu vé cong nghé lam xuét hién hang héa mdi thay thé.
- Thi truong cua nguoi tiéu dung thay doi.
- Canh tranh gay git.

Trong giai doan nay lgi nhuan gidm manh, mdt ) cong ty rut khoi thi
truong, sd con lai co thé thu hep ching loai hang héa chiao ban, tir bo phan thi
truong nho, nhitng kénh thuwong mai it hiéu qua nhét, cat giam chi phi khuyén
khich, ha gia ban nhiéu hon.

Vi¢c gilr lai hang héa da suy thodi ¢6 thé lam gidm uy tin cua cong ty, vi
vay dé han ché anh hudng xau cua hién tugng ndy, cong ty can quan tdm céc

khia canh sau:
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- Phai ludn theo ddi dé phat hién nhitng hang hoa budc vao giai doan suy
thoai.
- Dai véi ting mit hang phai quyét dinh nhanh chong nén tiép tuc luu giir

hay thai loai ching ra khéi danh muc hang hoa cia cong ty.

5. CAC CHIEN LUQC VE SAN PHAM TRONG KINH DOANH NHA
HANG KHACH SAN

Cin ctr vao doan thi truong trong diém ma doanh nghiép quyét dinhsan
pham dich vu va loi ich do n6 dem lai cho khach hang. Déi véi chién lugc san
phﬁm cua mQt doanh nghiép khach san du lich phai dam bao Iya chon cac san
pham s& dua ra va tra 101 cau hoi sau: V6i ddi tuong khach hang nao san pham
moi s& gap trén thi truong mot nhu cau 16n nhat? san pham nao di co kich thich
duoc khach hang tiém ning? Pau 1a nhu céu, 13 s¢ thich cia ngudi tiéu dung
tiém nang trén thi truong dbi voi san pham khach san du lich? Mit khac chién
lugc san pham con co chirc nang cu thé hoa sé lugng san pham va thi truong
muc tiéu.

Tuy nhién khéng di qua sau vao sé lugng mdi chung loai san pham dich vu
s& cung cip cho thi truong, ma nhiém vu cua nd 1a phai dua ra dugc ba kich
thude cia tap hop san pham: Chiéu dai (tong sd cac san pham dich vu c6 trong
danh muc ma doanh nghiép s& cung cap cho thi truong), chiéu rong (tong sb cac
nhom chung loai san phém dich vu khac nhau ctia doanh nghiép), chiéu sau (do
1a cac phuong an chao ban khac nhau cua timg loai san pham c6 trong danh
muc).

Pé thyc hién dugc cac yéu cau trén day dong thoi on dinh va ting nhanh
viéc ban cac san phém dich vu nham thu dugc loi nhuén ti da doanh nghi¢p co
thé lua chon hoidc két hop ca ba chién luoc sau: Chién lugce hoan thién va phat
trién san phém, chién luoc ddi méi chung loai, chién luoc thiét lap game (mo
rong, han ché hay tach biét chung loai).

Chién luoc hoan thién va phat trién san pham: Trong trudong hopnhom san
pham d3 c6 do dai thich hop thi ngudi ta c6 thé diéu chinh ting phan hay thay
d6i hang loat game san pham, két hop véi viéc nhan xét phan ung cua khach

hang doi voi sudoi moi nay.
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Chién luge d6i méi ching loai: Pay 13 mot trong hudng di vo ciing quan
trong dam bao cho doanh nghiép c6 chién lugc san pham ludn ludn thich Gng
voi thi truong.

Chién lugc thiét 1ap game san phém dich vu: Mot game san phém dichvu
duge hiéu 1a mét to hop chiéu dai cung v&i mue do hai hoa cua cac dich vu khac
nhau hinh thanh nén hé théng cac dich vu phu hop voi mong mubn cia khach
hang muc tiéu. Vi vy chién lugc nay phai quyét dinh viéc duy tri hay loai bo
hodc bosung thém mot hay mot vai tén san pham dich vu mdi trong game san
phﬁm dich vu hién hitu. C6 thé han ché chung loai (néu nhu qué dai) hoac mé
rong chung loai (néu nhu qua ngén) theo mgt hoac ca hai hudéng, hoac co thé bd
khuyét vao mot séchﬁng loai mé1 thudoc pham vi nhém san phém dich vu hién
tai.

Cau héi on tap
1. Trinh bay khai niém san pham nha hang, khach san ?
2. Néu cac dac tinh cta san phém nha hang, khach san ?
3. Phan tich chu ky song cta san pham nha hang, khach san ?
4. Trinh bay cac chién lugce san pham nha hang, khach san ?
Bai tap thyc hanh
Phan tich chu ky séng cua mot san phém tai mOt nha hang cu thé
Ghi nhé
Nhiing kién thirc can ghi nhé:

Khdi niém vé sian pham trong kinh doanh nha hang khéch san

Phan logi san pham trong kinh doanh nha hang khdch san

Cdc dic tinh ciia san pham trong kinh doanh nha hang khéch san

Chu ky song ciia san pham trong kinh doanh nha hang khéch san
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CHUONG 4
CHIEN LUQC GIA TRONG KINH DOANH NHA HANG KHACH SAN
Muc tiéu:

- Phan tich duoc cac yéu t6 anh hudng dén viéc xay dung gia trong kinh
doanh nha hang khach san;

- Xay dung duogc phuong phap dinh gia trong khéch san;

- Xay dung duogc phuong phap dinh gia trong nha hang;
Noi dung:
1. NHUNG NHAN TO CHU YEU ANH HUONG PEN XAY DUNG GIA
1.1. Nhén t6 bén trong

Nhiing nhan t6 bén trong anh hudng dén viéc xay dung gia lién quan dén
dau vao, va chiu anh huong boi cac yéu t6 noi vi.

Nhiing nhan t6 nay mang tinh cach chii quan thudc vé nhimg muc tiéu cta
cong ty, chi phi, cach thirc xac dinh gia dé giam thiéu do rui ro.
1.2. Nhan t6 bén ngoai

Nhitng nhan t6 ndy mang tinh cach khiach quan, chiu anh hudng boi gia ca

thi treong, gid ca cia d6i thu canh tranh va tinh cach thoi vu ctia mua du lich.
1.3. Cac yéu to quyét dinh gia

- Chi phi san xuét

Lot ich san pham cho nguoi tiéu dung

Tinh hinh thi truong va cac yéu té canh tranh.

Muc ti€u ctia cong ty
2. PHUONG PHAP XAC PINH GIA TRONG KHACH SAN

S6 lwong phong ngt & cac khach san 1a c6 gidi han, mot khi da khong ban
duoc 12 xem nhu mat di doanh s6 khong bu dap duoc. Chinh vi 1& d6, viéc 4n
dinh gia & khach san phai 1am sao ban dugc cang nhiéu cang tbt. Trong thuc té,

nhirng san pham dac biét nay, nguoi lam marketing nén nghién ctru va du bao
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chinh x4c dé tranh that thoat vé doanh sd, nhung ciing khong nén vi qua nghi

dén doanh s6 ma 1am mét di chir tin, lam phién ha dén cho khach.

C6 nhiéu phuong phap an dinh gia ¢ khach san:

Phuong phap 1 dong cho 1000 dong

Phuong phap can ban tinh tir ddy Ién ctia Hubbart

Céch tinh gia biéu phong don va phong dbi

Céch tinh gia biéu cho thué phong theo mdi thi trudng muc tiéu.
2.1.Phwong phap 1 dong cho 1000 dong

Chi phi ddu tu xay dung khach san rat cao, vi vy nguoi ta nghi rang phai
c6 mot sy twong quan truc tiép gitra chi phi xay dung va gia biéu cho thué
phong. Do d6, ctr 1000 dong bo ra xay dung thi phai tinh 1 dong tién phong méi
¢ thé thu lgi cho viée dau tu.

Khuyét diém: Bé quén chi phi hién thdi va chi phi vay muon, bat tién trong
viéc canh tranh, chi phi xay dung bay gi¢ khac vdi chi phi xay dung cach day 40
nam.

2.2. Cong thirc can ban tinh tir day 1én (Bottom up method)

Vi dy: Mot khach san c¢6 50 phong va gia dinh rang, tong doanh thu can
thiét dé trang trai moi chi phi va dé c6 thém mirc 16i nao d6 1a 547.500USD, gia
dinh 1a khach san nay c6 cong suat phong 1 70%.

Trong truong hop ndy, khach san can cho thué trong mot nam 1a:50 x 70%
x 365 = 12.775 luot phong mdi nim. Vaygia chothuéphongsé 1a:

Gia cho thué phong = Doanh thu can c¢6 / Luot phong can phai cho thué
=547.500/12.775
=43 USD

2.3. Phwong phap tinh gia biéu phong don va phong déi

Trong mot khach san, vi du c6 50 phong, cong suit 70%, gia biéu trung
binh 43 USD nhu cach tinh tir cong thirc Hubbart dé can thu lai von dau tu va

1a1.
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Gia st ty 1€ phong do61 dugc khach hang thué phong 1a 40% va ban quan ly
mudn c6 sai biét gitra gia cho thué phong don va phong déi 1a 10USD.

Cong suat phong cho thué 70%, tong s6 phong cia khach san ¢6 50 phong.
Vay s6 phong cho thué:50*70%= 35phongcokhéch.

Tylé phongddila 40%,vayphongdoicokhach:35*40%= 14phong

Séphongdonchothué (véicongsuat70%):35—14= 21phongdoncokhach.

Doanhthutrungbinh mdidém:35*43=1505USD

Theo gia hiét,sy saibiétgitragiaphongdonvaphongdosilal0USD,vaynéugoi
xla gid phongdon, ta c6:21x+14(x+ 10) =1505 x=39USD.

Giéa cho thué phong donla39USD,vaygidchothuéphongdoila49 USD.

2.4. Phwong phap tinh gia biéu cho thué phong theo méi thi trwong muc
tiéu

C6 nhirng khach san ap dung gia cho timg d6i twong muc tiéu: khach kinh
doanh, khach hdi nghi, khéach du lich thuan tiy. Mdi loai c6 mot gia biéu khac
nhau
3. PHUONG PHAP XAC PINH GIA TRONG NHA HANG
3.1. Cach tinh doanh s6 phén trim

Theo phuong phap nay, nguoi ta udce tinh mot khoan 101 trude, tinh chi phi
¢ dinh va chi phi kha bién, tir 6 tinh duoc doanh sb.

Vi du: Mot nha hang c6 100 chd ngdi. Phi cb dinh va 14i 1a 165.000USD.
Céc chi phi kha bién bang 80% doanh s6. Nhu vay, chi phi c6 dinhbang 20%
doanh so.

Mudn ¢6 16 165.000 USD thi tong doanh thu s6 ban sang nim s 1a:

20% doanh s6 = 165.000 USD

100% doanh s6 = 165.000/20% = 825.000 USD

Hoic chi phi ¢6 dinh 1a 165.000 USD twong duong 20% doanh sd, vay, chi
phi kha bién ctia 80% doanh s6 s& 13: 165.000x80%/20%= 660.000 USD

Doanh s6 sang nam = Chi phi kha bién + Chi phi ¢ dinh (c6 13i)
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= 660.000 USD + 165.000 USD = 825.000 USD
3.2. Cach tinh hoa don thuc khach trung binh
Véi doanh sb sang nim 1a 825.000 USD, mudn biét sang nim mdi thuc
khéch trung binh phai chi trd bao nhiéu.
Vi du: Trong mdt ndm, mdi chd ngdi co 2 vong quay (luot khach) mdi ngay, ta
co:
Hoéa don trung binh = Tong doanh thu trong nam/(chd ngdi * vong quay/n
ngay mé cura)
= 825.000/(100 * 2 * 365)
=11,33 USD
Néu phuc vu nhanh hon, tirc 13 ndng s vong quay chd ngdi tir 2 1an 1én 2,5
1an thi hoa don trung binh s& giam xuéng con 9,4 USD.
3.3. An dinh gia cAc mo6n in trén thyc don
Khi biét gid mua thyc pham, ta c6 thé tinh chi phi chuan dinh cho mén an.
Lay chi phi nay nhin cho boi s6 (cta bach phan du tru chia cho phi tong quat
ctia thuc pham).
Vi du: phi trung binh cua mét nha hang 1a 40% thi: 100/ 40 = 2,5. Vay 2,5
1a boi sb.
Va mot mon an trén thyc don tén 4 USD cho thuc pham thi gia ctia né sé 1a
10 USD (4 x 2,5 = 10). That ra trong nha hang nén c6 nhitng mén an cin nang
gid, c6 nhitng mon an phai ha gia. Thong thuong thirc an nao khach thuong goi
thi ha gia.
3.4. Vong quay chd ngoi
Chd ngdi c6 vong quay cang 16n (luot khach) trong mdi loai bira an thi nha

hang c6 thé giam gia héa don trung binh ma van c6 1.

Cau héi on tap

1. Phén tich cac yéu t6 anh huong dén gia cua nha hang, khcach san ?
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2. Trinh bay cac phuong phép tinh gi4 cua nha hang ?
3. Trinh bay cac phuong phép tinh gid ctia khach san ?
Bai tap thwe hanh
Thuc hanh tinh gia cho cac san pham tai mot nha hang cu thé
Ghi nhé
Nhiing kién thirc can ghi nhé:
- Nhitng nhdn t6 chii yéu dnh hwéng dén xdy dung gid
- Phwong phap xdc dinh gia trong khach san
- Phuwong phap xdc dinh gia trong nha hang
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CHUONG 5

CHIEN LUQC PHAN PHOI TRONG KINH DOANH NHA HANG
KHACH SAN

Muc tiéeu:

- Trinh bay duoc khai niém va tdm quan trong ctia chién lugc phan phdi
trong kinh doanh nha hang khach san;

- Xay dung duoc mang ludi kénh phan phdi trong kinh doanh nha hang

khach san;
- Phan tich duoc quy trinh, cach thic quan 1y kénh phan phdi;
Noi dung:

1. KHAI NIEM PHAN PHOI TRONG KINH DOANH NHA HANG
KHACH SAN

Phan phdi trong Marketing 13 mot qué trinh chuyén dwa san pham tir nha
san xuat dén nguoi tiéu dung cudi cung, thé hién qua nhiéu phuong thic va hoat

dong khac nhau.

Phén phéi lam cho cung cu an khép v6i nhau. Theo y nghia dé, phan phi
la sang tao ra dich vu. Nhitng nguoi tiéu dung thi thuong phan tan theo dia ly,
lai c6 nhitng yéu cau da dang vé chat lugng ciing nhu sé lugng san pham, trong
khi d6 cc nha san xuat thi lai tdp trung va chuyén mon hoa nén can cé vai trd
ctia ngudi phan phdi dé dua san pham va dich vu t6i nguoi tiéu dung ding véi

yéu cau.
2. VAI TRO VA CAC CHUC NANG CUA PHAN PHOI

Chién lugc phan phéi san pham dich vu 1a phwong cach doanh nghiép cung
ng san pham dich vu cho khach hang cua minh trén thi truong muc tiéu, no bao
gbm t6 hop cac mang ludi, cac kénh phan phdi san pham dich vu. Pay 1a mot
qua trinh tong hop hodc truc tiép thuc hién cua nguoi tiéu dung hodc thong qua
mot chudi cac co sé. Thuong thi viée tiéu thy nay do cac Cong ty, cac hing cac
dai 1y du lich thuc hién mdi quan hé gitta khach hang va ngudi phuc vu thong

qua cac hop dong. Cung voi su phat trién va da dang hod san pham do sy phan
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cong lao dong xa hoi ngay cang sau sac, cac kénh phan phoi san pham du lich

ngay mot tré nén rong 16n va hinh thanh nén nhiéu mit xich
3. CAC KENH PHAN PHOI

Do nhiing nét dic trung riéng biét ciia san pham luwu tra doi hoi can co
nhitng kénh phéan phdi twong tng cho san phdm nay. Vé nguyén tic san phim
lru tra cling duwoc phan phdi theo hai loai kénh phan phoi truyén thdng: truc tiép
va gian tiép.

Trén thyec té, rat it khi cac doanh nghiép kinh doanh lwu tra lai c6 thé ty ban
tdt ca quy phong ciia minh, ma khong can thong qua cic nha trung gian. Tat
nhién, cling c6 trudng hop ngoai 1& d6i véi nhitng co so kinh doanh véi quy mé
nho (v6i 5 dén 20 phong), thuong thudc loai khach san ven dudng. Thong
thuong mdi doanh nghiép kinh doanh khéach san chia mot ty 1& quy budng cta
minh dé tiéu thu qua kénh truc tiép (ty 1¢ nay phu thudc vao nhing dic tinh cia
khach hang, cta thi truong va cta san pham va thuong lién quan dén chién luge
Marketing cua doanh nghiép)

Kénh phan phdi san pham tiéu ding thudng phtic tap va phong pha. Tuy
theo ting loai san pham, timg thi trudng, timg doanh nghiép ma s6 luong kénh
va cau trac kénh cling khac nhau. Tuy nhién, nhitng cu trac khac nhau d6 déu

dua trén nhitng kénh co ban sau:

Hinh 5.1: Cdu triic kénh phén phoi san du lich

1 | -
2 | Nguoi >
ban 1é
SAN e e NGUOI
PHAM p NEUOI p| NEUOI > .
DU bén ban 1¢ TIEU
D
LICH UNG
| Daily J|  Nguoi J|  Nguoi R
ban ban 1é
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Kénh khong c6 trung gian goi 1a kénh truc tiép.

Kénh c6 trung gian goi 1 kénh gian tiép.

Kénh truc tiép hay kénh c6 mot trung gian goi 1a kénh ngin.
Kénh c6 tir hai trung gian trd 1€n 1a kénh dai.

Céc kénh phén phdi gian tiép hinh thanh nén mang luéi kinh doanh rong va
da dang. mang lu6i ndy bao gom nhiing kha ning gitp cho khach hang dit chd
trong co s luu tri. Nhitng nha trung gian phan phdi san pham luu tra thong

thuong bao gom:

- Céc nha kinh doanh 1t hanh. Ho thudng ky hop dong thué phong, c6 sir
dung hodc khong str dung cac dich vu bod sung trong mot giai doan dugc dinh
trude. Thong nhat voi ddi tac vé phong, thdi gian str dung, cling nhu ngdy bao
huy néu nhu cong ty lit hanh khong ban dugc san pham. Piém wu tién quan
trong trong vi¢c lga chon doanh nghié€p kinh doanh 1t hanh véi tu cach nha
trung gian phan phdi 13 & chd nha trung gian nao dam bao su 6n dinh twong d6i
va déu dian. Mot co so luu tri duoe dua vao catalogue cua cong ty 1t hanh la
mdt hinh thirc quang céo rat tot cho co sé néu nhu cong ty d6 chiém linh thi

truong rong lom.

- San pham luu tra c6 thé dugc ban thong qua rat nhiéu thé loai dai ly lit
hanh khac nhau: nha ban budn, nha ban 1¢,... Nhiing ddi tac nay co thé c6 mbi
quan hé truc tiép voi cac doanh nghiép kinh doanh luu tri thong qua viéc ky hop
dong truc tiép hodc chi 1a dé ban lai san pham theo nguyén tic huong hoa hong.

- Mot kénh phéan phéi san pham luu tra gian tiép khéc 1a thong qua cac hing
hang khong hay nhiing doanh nghiép kinh doanh véan chuyén. V& nguyén tic,
nhitng d6i tac nay khong dua san pham luu trd vao nhu mot san pham doc lap,
ma ban mot phan nhat dinh cia san pham luu tra cho nhimg khach hang c6 sir
dung dich vu cua ho.

- San pham luu tra ciing c6 thé dugc phan phdi thong qua cac cau lac bd, cac

hié€p hoi véi myc dich tham quan, du lich

4. XAY DUNG MANG LUOI PHAN PHOI
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Chién lugc phan phoi 1a sy co két gan bd cua sy lya chon va cua nhiing bién
phap phai st dung dé dua san pham v€ mat vat chat cling nhu quyén s¢ hiru hay
quyén st dung san pham tu tay nha san xuat dén nguoi ti€u dung cudi cung

nham dat hiéu qua cao nht.
Déi véi cac doanh nghiép san xuét, co cac chién luoc phan phbi sau:
4.1. Kénh phén phdi rong rii (Extenxive distribution strategy)

Céc nha san xuit hang tiéu dung va cac loai nguyén liéu thong thudng van
dung cach phan phdi rong rai, khi d6 lvgng hang dy trit ctia ho ¢ cang nhiéu cira
hang cang tot. Nhitng loai hang nay phai tién loi cho viéc luu trir trong d6i lau
nhu: thudc 14, bot giat, banh keo...

4.2. Kénh phén phdi chon loc (Select distribution strategy)

Doanh nghiép chi lya chon mdt s6 trung gian & mot s6 noi nhat dinh dé tiéu
thu san pham ma khong can phai phan tan lyc luong ra nhiéu diém ban, nhaim
gianh dugc thi phan can thiét voi sy kiém soat chit ché va tiét kiém chi phi.

Hinh thirc nay thuong ap dung cho loai hang hoa co6 gia tri cao, khach hang

thuong suy nghi tinh toan nhiéu méi quyét dinh mua.
4.3. Kénh phan phéi doc quyén (Exclusive distribution strategy)

Doanh nghiép chi st dung mot s6 trung gian rat han ché & mot khu vuc thi
truong dé tiéu thu san pham. Ho yéu cau dai 1y chi duoc ban hang ctia minh,
tuyét d6i khong duoc ban hang cta d6i thu canh tranh.

Cach phan phdi nay giup dé cao hinh anh cta san pham va c6 thé mang lai

cho doanh nghiép nhiéu thanh cong hon.
5. QUAN LY KENH PHAN PHOI
5.1. Tuyén chon cac thanh vién ciia kénh

MObi nha san xuit s& c6 kha niang khac nhau trong viéc thu hat cac trung
gian ¢ chét luong cho kénh dy dinh. Mot s6 nha san xuat khong gap kho khan
gi trong viéc tuyén mét trung gian. Nguoc lai, cling ¢6 nhiéu nha san xuat phai

cuc nhoc mdi tim dugce trung gian theo ti€éu chuan mong mudn.
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Céc nha san xuét it nhat phai xac dinh dugc cac trung gian t6t can phai hoi
du nhimg dic diém gi. Ho s& danh gia cac trung gian vé thim nién trong nghé,
nhitng mat hang ho ban, mirc 1o1 nhuédn va phat trién, kha nang chi tra, tinh hop

tac va uy tin. Tuy theo ddi twong ma cac dic diém nay c6 thé thay doi.

bé lua chon duogc kénh téi wu, ngudi lam Marketing can phan tich mot s6
yéu cau ma nha san xuat dat ra dé dat muc ti€u phan phoéi. Cac yéu cau dé co thé
la:

Yéu cau bao phu thi trudng.

Mirc dg di€u khién kénh mong muon.

Tong chi phi phan phdi thap nhat.
- DPam bao tinh linh hoat cua kénh.
5.2. Khuyén khich cac thanh vién hoat dong

Céc trung gian phai duoc thuong xuyén khuyén khich hoat dong. Nha san
xuat phai tao dugc mdi lién hé chit ché véi cac thanh vién, kip thoi khen thuong
dong vién ho va tién hanh cac hoat dong xtc tién d6i v6i thanh vién nhu 1a

nhitng nguoi ban hang, khach hang ctia nha san xuat.

Mot sé chuong trinh ma cic nha san xuit c6 thé ap dung dé khuyén khich

truc tiép cac thanh vién kénh cta minh la:
Tro cdp quang céo.
Chi phi cho san phim mau trung bay.
Thi tuyén chon ngudi ban.
Tro cap cho cic bd phan chirc ning, kho bai.
Thanh toan phi cho khoang khong gian trung bay.
Ctr nguoi dién thuyét, gi6i thiéu san pham.
Biéu, ting hang hoa.
An dinh muc doanh s ban hang dam bao.

Nghién ctru dia diém.
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Phén thudng cho khach hang.
Viét nhan hang hoa.
Hé thong dit hang ty dong.
Chi phi van chuyén téi ngudi ban budn, ban 1¢.
Uu tién cho viéc tu do quan ly tra hang.
Pong gop vao cong viéc tir thié€n cho cac nhan vién trong ctra hang.
bong gop vao nhirng dip ky niém dac biét.
Phan qua cho ngudi mua khi di xem phong trung bay.
bao tao nhan vién ctra hang.
Thanh toan mot s6 chi phi @6 dac c¢b dinh trong cira hang.
Thanh toan chi phi ctra hang mdi hodc stra sang cura hang hién co.
Thay d6i hinh thirc gitup cho hoat déng xuc tién.
Tra mot phan lwong cho nhan vién ban.
Diéu chinh gi4 hang ton kho.
Dé cap dén tén cira hiéu hodc ctia nha phan phdi trong cic quang cao.
Cir nguoi kiém tra hang hoa trong kho, van chuyén hang.
5.3 Panh gia cac thanh vién

Dinh ky hoidc c6 thé dot xuat nguoi lam Marketing can phai danh gia hoat
dong cua cac thanh vién kénh nhu mtc doanh s6, hang ton kho, thoi gian giao
hang, cac dich vu ma ho cung cp va quy trinh xir Iy hang that thoat, hu hong.

Cau hai on tap
1. Trinh bay c4c khai niém kénh phan phoi nha hang, khach san ?
2. Vai tro ctia kénh phan phdi nha hang, khach san ?
3. Céc kénh phan phdi trong nha hang, khach san ?
4. Céc chién luge phan phdi trong nha hang, khach san
Ghi nh¢
Nhiing kién thirc can ghi nhé: khdi niém kénh phdn phoi nha hang, khdch san,
cau triic kénh phdn phoi, cdc chién hege kénh phan phéi
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CHUONG 6

CHIEN LUQC QUANG CAO KHUECH TRUONG TRONG KINH
DOANH NHA HANG KHACH SAN

Muc tiéeu:

- Trinh bay duoc ban chat, vai tro, muc ti€éu ctua chién lugc quang cao

khuéch chuong trong kinh doanh nha hang khach san;

- Phan tich dugc cac chién lugc quang cao khuéch chuong trong kinh
doanh nha hang khach san;

- Xay dyng duoc cac chién luge ban san pham ¢ nha hang khéach san;
Noi dung:

1. CHIEN LUQC QUANG CAO KHUECH TRUONG TRONG KINH
DOANH NHA HANG KHACH SAN

1.1. Vai tro, muc tiéu ciia chién lwoc quang cao khuéch trwong trong kinh
doanh nha hang khach san
1.1.1 Cac khdi ni¢m
* Khai niém xuic tién

Xiic tién la nhitng né liee cia doanh nghiép dé théng tin, thuyét phuc, nhdc
nho va khuyén khich khach hang mua sian pham, ciing nhw hiéu 16 vé doanh
nghiép. Nho xiic tién ma doanh nghiép cé thé ban ra nhiéu hon va nhanh hon.

Nhimng hoat dong xtic tién nay duoc thé hién qua nhan hiéu, bao bi, gian
hang trung bay, ban hang ca nhan, dich vu khach hang, hoi cho, cudc thi va
nhitng thong diép qua cic phuong tién théng tin ( nhu bdo chi, truyén
hinh,truyén thanh, thu, 4p phich, phuong tién van chuyén...). Nhitng hoat dong
nay do cong ty hoic céc to chirc thong tin thuc hién
* Hon hop xiic tién

Hién nay, cic cong ty thuong thuc hién cac hoat dong truyén thong
Marketing dén khach hang, cic gidi trung gian va nhiing gi6i céng chung khac

bang mot hdn hop truyén thong Marketing (Marketing Communication- Mix),
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hay con goi 12 hdn hop xuc tién (Promotion mix). Mot hdn hop xuc tién bao

gdém 5 cong cu chu yéu sau day:
Quang céo (Advertising)
Tuyén truyén va quan hé céng chiing (Publicity & Public Relations)
Khuyén mii ( Sales Promotion)
Ban hang tryc tiép ( Personal Selling)
Marketing truc tiép ( Direct Marketing)

Hoén hop xtic tién néi riéng va Marketing mix noi chung phai dugc phoi

hop tot dé hoat dong truyén thong dat hiéu qua toi da.
1.1.2 Muc dich ciia xiic tién

Thong bao cho khach hang muyc tiéu vé su co mit ctia san phiam cong ty
trén thi truong. Piéu nay rat 1a quan trong vi kénh phan phdi thuong dai, gitta
ngudi san xuit va ngudi tiéu dung phai trai qua nhiéu trung gian. Nha san xuét
phai théng bao cho trung gian va ngudi tiéu dung vé san pham cung cip. Tuong
tur, cac trung gian- ban budn, ban 1 ciing phai thong tin cho khach hang. Do s6
luong khach hang tiém ning ngay cang gia ting va ranh gidi thi truong ciing
ngay cang dugc coi trong. Nhitng san pham t6t nhat van s& that bai néu khong ai
biét chung dang co trén thi trudng. Cho nén mot trong nhitng muc tiéu ctia xtc

tién 13 tim cach thong tin lién tuc trén thi trudng

Khuyén khich khach hang mua san pham, thuc day mua nhanh hon va hiéu
hon.

Xic tién ciing dung dé so sanh cho khach hang thiy dugc san pham cua

doanh nghiép khac véi san pham cua cac d6i thu canh tranh khac.

Xtc tién con 1a mot cong cu dung dé thuyét phuc khach hang. Su canh
tranh gitra cadc nganh, gilta cdc doanh nghi€p trong cung nganh ngay cang gia
tang tao nén ap lyc cho cic chuong trinh xuc tién. Trong mot nén kinh té phat
trién, mot san phém du duge san xuat ra dé thda man nhu cu co ban van can c6
hoat dong xuc tién dé thuyét phuc khach hang vi ho c6 qua nhiéu nhan hiéu dé

lwra chon.
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Nguoi tiéu dung can duoc nhic nhd vé su ¢o san va nhing loi ich ciia san
pham. Cac doanh nghiép tung ra hang ngan théng diép tran ngap trén thi trudng
nham 16i kéo khach hang va hinh thanh thj trudng méi cho san pham. Do vay,
ngay ca nhitng doanh nghiép di thanh cong ciing phai thudng xuyén nhic nho
khach hang vé nhitng san pham, vé cong ty dé duy tri thi truong.

1.1.3 Tam quan trong ciia xiic tién

Xdc tién 13 mot yéu t6 trong yéu ctia Marketing mix. Mot hon hop xuc tién
hiéu qua s& co nhirng dong gép quan trong cho su thanh cong cua chién lugc
Marketing. Tao su khac biét cho san pham, phan khuc thi truong, thuc day tiéu

thu, xay dung nhan hiéu...tt ca déu can hoat dong xtc tién
Nhiing loi ich cia xtc tién:
- Xay dung hinh anh cho cong ty va san pham.
- Thong tin vé nhitng dic trung ctia san pham.
- Xay dung nhan thtrc vé san pham méi.
- Quang ba san pham hién co.

- Té1 dinh vi hinh anh hodc cong dung ctia nhitng san phém ban cham hay

bao hoa.

- Tao su hiang hai cho cc thanh vién phan phdi.

- Gi6i thiéu cac diem ban.

- Thuyét phuc khach hang thay doi san pham.

- Thiic day khach hang mua.

- Chirng minh sy hop 1y cia gia ban.

- Giai dap thac méc ctia khach hang.

- Xay dung mdi quan hé chit ch& v6i khach hang.
- Cung cap dich vu sau khi ban cho khach hang.

- Duy tri sy trung thanh nhan hiéu.

- Tao thé thuan loi cho cong ty so véi dbi thi.
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1.1.4 Dac trung cua mot s6 cong cu xuc tién

Mot so dac trung chu y€u cia cac cong cu xuc tién dugc trinh bay trong

bang 6.1
Bang 6.1 Pdc trung ciia mdt s6 cong cu xiic tién
Yéu Quang céo Truyén Béan hang Khuyén
t6 truyén & | truc tiép mai
QHCC
Ngu o o Mot vai Thay d6i
R Dai chiung Dai ching o )
01 nhan (mat doi mat) | khac nhua
Tho Théng p p Riéng Thay doi
. P Thong nhat | )
ng di¢p nhat biét khac nhau
Chi Thap trén Mién  phi Cao cho Trung
i x | & x
hi mol1 nguol | trén mot s | mo1 khach | binh cho moi1
i
P nhan phuong tién hang khach hang
Khong co
Ngu A nha tai trg trén ) A
o Cong ty . Cong ty Cong ty
01 tai trg nhitng phuong
tién mién phi
Tinh . . Trung
1 an Thap Thap Cao .
linh dong binh
Kié
m soat
N Cao Khong Cao Cao
ndi dung,
Vi tri
Su Trung Trung Trung
L . Cao . .
tin cay binh binh binh
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Thuyét Giai

phuc khéach Pén  v6i | quyét van dé Kich
Muc | hang vé chi phi | gi6i cong ching | v6i tung | thich mirc ban
tiéu chi|hop 1y, xay|bang nhiing | khdch  hang, | trong ngan
yéu dung nhan thic | thong di¢p riéng | xay dung | han, mua sim
va thai  do | biét quan hé ban | boc dong
thuan loi hang chat ché

(Ngudn: Marketing, Joel R. Evans, Barry Berman)
1.1.5. Mt s6 yéu t6 anh hwéng dén hén hop xiic tién
* Loai san pham / thi truong

Hiéu qua cua cong cu xuc tién tiy thudc thi truong 13 hang tiéu dung hay

hang cong nghiép.

Vi hang tiéu ding : Quang cdo > Khuyén mai > Ban hang truc tiép >

Tuyén truyén

Véi hang cong nghiép : Ban hang truc tiép > Khuyén méi > Quang cdo >

Tuyén truyén

Hinh 6.1 Tam quan trong cua cdac cong cu xuc tién

40 40
40 - 4
35 17 30 30
7w
07 125
7 B
20 flHs | OHTD
15 1= o o 10 EHCN
10 '/_:::: &
5 ¢
o L

Quang Khuyén Bantryc Tuyén
cao mai tiep truyéen

* Sw san sang mua

Khach hang muc tiéu c6 thé & mdt trong sau giai doan cua su san sang mua,

d6 1a: nhan biét, hi€u rd, thich, wa chudng, tin tudéng va mua. Céac giai doan nay
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goi 14 hé théng hiéu Gmg (Hierarchy of Efects) thé hién tién trinh ngudi mua trai

qua dé di dén mot quyét dinh mua

Hinh 6.2: Cac giai doan san sang cua nguoi mua
A

Khuy&n mii
Tinh
hiéu Ban truc ti€p

qua
Quang cdo/ Tuyén truyén

v

- Nhén biét: cong viéc ngudi ban 1 lam cho ngudi mua biét sy ton tai cua
san phém hay nhan hi¢u. Muc tiéu la tao su quen thudc vé san phém, tén san
pham. Trong mét thi trudng ¢ nhiéu nhan hiéu canh tranh, nhitng miu quang
cdo khac la c6 thé tao ra mirc 46 nhan biét cao vé nhan hiéu ngay ca trudc khi

khach hang thay san pham.

- Hiéu 16: dua trén sy nhan biét dé tim hiéu dac diém cua san pham. Khach
hang c6 thé nham lan san pham cua cac cong ty trong cung mot nganh. Cong ty
can phat trien mot chién dich thong tin dé gia tdng sy hiéu biét cua khach hang
vé hiing cai tién, doi mdi, khac biét ciia san pham.

Trong hai giai doan trén, quang céo va quan h¢ cong chiung giilt vai tro

chinh yéu dé thong tin trén thi truong.

- Thich: thé hién su thién cdm cua thi truong ddi voi mot san phém hay mot
nhan hiéu. Xuc tién dugc sir dung dé lam nhitng ddi twong c6 hiéu biét di tir su
thd o dén su quan tdm vé mot nhin hiéu. Mot k¥ thuat chung thuong dung 1a két
hop san pham voi mot biéu tuong hay mot con ngudi hip dan dé dé cao gia tri

cung cap.

- Ua chudng: 1am cho nhan hiéu ndi bat dé thi trudong wa thich hon. Nguoi
mua quan tim nhiéu nhan hiéu cta cing mot loai san phidm nhiing van quyét

dinh mua cho dén khi c6 sy uva thich mét nhan hi¢u nao d6 hon nhitng nhan hi¢u
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khac. Xtc tién co thé huéng khach hang dén su so sanh san pham cta doanh

nghiép véi san pham ctia dbi thii canh tranh dé tao ra sy wa thich nhén hiéu hon.

- Tin tudng: 1a giai doan quan trong dé c6 quyét dinh mua. Muc ti€u cua
xuc tién luc nay la gia tang mong mudn théa man nhu cau cia ngudi mua. Vige
st dung thur va cam nhén vé lgi ich san pham sé rat hi¢u qua trong viéc thuyét

phuc khach hang s¢ hitu san pham.

Bén canh quang céo, ban hang truc tiép co thé lam khach hang thich,

ua chudng va tin tuéng san pham hon.

- Mua: quyét dinh mua c6 thé bi cham tré hay tri hodn khong thoi han ngay
ca d6i voi nhimg nguoi tin rang ho nén mua san pham. Nhimg nguoi nay bi
kiém ham vi nhitng yéu té tinh hudng nhu khéng du tién vao lac d6 hay do ban
ning phan khang. Khuyén mii qua hinh thirc giam gia, thuong...dé dbi pho tinh
trang nay
* Giai doan hién tai trong chu ky song ciia san pham

Hinh 9.3: Cdc giai doan ciia chu ky song san pham

A

Tinh
hiéu Khuyén mai

qua

Quang cio/ Tuyén truyén
Ban tryc tiép

Téng Trudng Suy thoai

MG dau thanh

Bang 6.2: Chién luoc xuc tién trong cdc giai doan cua chu ky song san

pham

Tinh hinh thi truong Chién lugc xtc tién

Giai doan gidi thiéu

Khach hang chua nhén - Thong tin va hudéng dan khach hang tiém
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thirc vé dac diém san pham
va chua hiéu ro loi ich cua

chung

nang ve€ su hién hiru ctia san pham, cach sir dung,
cac loi ich théa man nhu cau ma san pham cung

cap.

- Trong giai doan nay, nguodi ban phai kich

thich nhu cau vé loai san pham.

- Nhin manh ban hang ca nhan, trung bay san
pham tai cac hoi cho dé gidi thiéu san pham rong
ri dén céc trung gian va hap din ho phan phdi san
pham moéi. Quang cdo va quan hé cong ching
duoc st dung dé xay dung muc do nhén thic cao
v6i khach hang. Khuyén mai sé& kich thich khach

hang dung thir san phadm méi.

Giai doan phat trién

- Khach hang da va
dang biét dugc sy c6 mat
cia san pham trén thi
truong. San pham ban chay
va c6 nhiéu trung gian phan

phéi ching.

- Kich thich nhu ciu vé nhan hiéu san pham
dé canh tranh. Tang cudng chl trong quang céo va
quan hé cong chung, giam khuyén méi. Cac trung

gian c6 thé tham gia chia sé€ cac no lyc xuc tién

Giai doan trudng thanh

- Canh tranh manh hon
va muc ban khong tang

nhanh nhu giai doan trudc

- Khuyén méi dugc nhidn manh hon quang
cdo. Ngudi mua di biét vé san pham nén quang
cdo duoc dung nhu coéng cu thuyét phuc hon 1a dé
thong tin. Luc luong ban hang dong dao dé hd trg
quang cao. Muc tiéu la duy tri lgi nhuan dang co

huong giam sut

Giai doan suy thoai

- Mrc ban va loi nhuan

- Tat ca no luc xuc tién dugc cat giam. Nhan
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giam sat. San pham méi va | manh sy nhiac nho dé duy tri khach hang. Khuyén
tt hon xudt hién trén thi | mai duoc s dung manh

truong

* Su lua chon chién luoc dcfy hay kéo

Nha san xuat c6 thé hudng cac nd lyc xuc tién vao ca trung gian phan
phoi va nguoi st dung cudi cung. Mot chuong trinh xuc tién chi yéu hudng dén
cac trung gian dugc goi la chién lugc day. Mot chuong trinh xtc tién tap trung

vao nguoi st dung cudi cung goi la chién lugc kéo.

Trong chién luoc day, nha san xuat hudng cic hoat dong xtic tién chi
yéu vao cac nha phan phdi dé tao lién hé trudce trong kénh phan phdi. San pham

9

dugc “day

b

ra thi truong thong qua cac kénh phan phdi. Nha san xuit xuc tién
manh dén céc trung gian phan phdi dé thuc day ho mua san pham va tiép tuc xtic
tién dé ban dén nguoi tiéu dung. Chién lugc dy thudng tap trung vao ban hang
ca nhan va khuyén mai cho cac trung gian, ké ca nhan vién ban hang. Chién lugc
day c6 xu hudng dugc sir dung ngay cang nhiéu hon khi cung trén thi trudong

ngay cang lén.

Véi chién luge kéo, cac hoat dong xtc tién huéng dén ngudi tiéu dung
cudi cing. Nguoi tiéu dung s& yéu cau san pham tir cac nha phan phdi va nhiing
ngudi ndy s& dat hang lai nha san xuat. Nhu vay, nhiing hoat dong xuc tién trong
chién lugc “kéo” san pham théng qua cac kénh phan phdi. Chién luge nay st

dung nhiéu quang cdo va khuyén mai cho nguoi tiéu dung.

Trong thuc té, mot s6 cong ty sir dung mot trong hai chién lugc do
nhitng mot s6 khac lai st dung két hop c4 hai.
1.2. Quang cao
Dbi v6i chién luge quang céo 1a nham tao ra su chi ¥ cua khach hangdé ho
thich mua va di d&én quyét dinh mua. Ngoai ra n6 con phai giai quyét cac van dé
vé phuong tién va hinh thirc quang céo, xay dung ndi dung quang céo, 1ap kénh
quang cdo, xac dinh thoi gian quang cdo, kiém tra chat luong va danh gia quang

cao.

1.2.1 Khai ni¢m va bdn chdt ciia qudng cdo
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Qudng cdo la viéc sir dung cdc phwong tién théng tin dé truyén dat tin tirc
vé chat lwong hay wu diém ciia sin pham dén khdch hang. Dé thuc hién dwroc

viéc nay, cdc doanh nghiép phdi chi ra mét khodn tién nhat dinh.

Do quang c4o c6 nhiéu hinh thirc va cach str dung khac nhau nén kho khai
quat hoa nhing dic trung khac biét so voi nhitng thanh phan khac trong hdn hop
xuc tién.

Vé ban chit, quang cdo c6 nhitng diém can luu y:

- Su trinh bay mang tinh dai chung ( Public presentation): Quang cdo la cach
truyén dat thong tin cong khai vé san pham mot cach chuan hoa va hop phap. Do
c6 nhiéu nguoi tiép nhin quang céo nén ngudi ban biét rang nhd nd ngudi mua

c6 thé da hiu biét va chap nhan san pham.

- Su lan toa (Pervasiveness): quang cdo la cach lam thdong tin tran ngép.
Quang céo gitip ngudi ban lip lai thong diép nhiéu 1an gitp ngudi mua nhin va
so sanh thong diép cta cac hing khac nhau dé lya chon. Quy mé quang cio 1on
thé hién mét cach tich cuc vé tm ¢, danh tiéng va sy thanh coéng cta doanh

nghiép.

- Dién dat c6 tinh khuéch dai (Amplified Expressiveness): quang cdo cung
cap co hoi tao kich tinh trong su trinh bay san phidm va cong ty qua viée st dung
khéo 1éo yéu t5 hinh anh, Am thanh, mau séc.... Tuy nhién, lam dung céac yéu td

nay co thé 1am loang, rdi thong diép.

- Tinh v6 cam (Impersionality): Quang céo khong thiic ép mua nhu luc luong
ban hang. Khan thinh gia khong bat budc chu y hay dap tng. Quang cdo chi la
mot hinh thurc doc thoai, khong phai la ddi thoai voi khach hang.

N6i cach khac, quang cao dugc sir dung dé xay dung hinh anh san pham
trong dai han, khong tac dong nhanh dén muc ban. Quang cdo 1a mot phuong
tién hiéu qua dé thong tin dén nhiéu ngudi mua phan tan voi chi phi binh quan
thap. Quang cdo c6 thé anh hudng dén murc ban thong qua cach trinh bay. Khach

hang thuong tin rang nhitng nhan hiéu duwoc quang cdo manh phai c6 gia tri tot.

1.2.2 Muc tiéu cia quang cdo
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Muc tiéu cua quang céo la gidi thi€u mot san pham hay dich vu nao dé

nham anh hudng dén cac tap tinh cua cong ching, dic biét 1a khach hang muc

tiéu.

Muc tiéu ctia quang cdo phai tiy thudc vao nhitng quyét dinh trude d6 vé

thi trudng muc tiéu, vé dinh vi va vé Marketing Mix. Nhitng chién lugc dinh vi

va Marketing mix xac dinh cong viéc quang cao phai lam trong toan by chuong

trinh Marketing.

Muc tiéu ctia quang cdo c6 thé phan thanh hai nhom:

a.Nhom hwong dén sé cdu (Demand-Oriented)

b.Nhom hwéng dén hinh anh

Nhitng quang cao theo muc tiéu nay thuong két hop voi hoat dong quan hé

cong chung nham giup ho biét dén hinh anh cua nganh, ctia doanh nghiép va cua

thuong hiéu.

Bang 6.3: Muc tiéu ciuia qudng cdo

Loai muc tiéu

Muc tiéu cu the

Huwoéng
deén so

cau

Thong tin

- Xay dung nhan thuc cua thi truong muc tiéu vé
nhan hiéu mai.

- Tao su quen thudc cho nguoi ti€u thy vé cira hang,
cach ban hang méi.

- Gidm thoi gian nhan vién ban hang giai thich

nhiing diéu co ban cho khach hang.

Thuyét phuc

- Pé dat duoc sy ua thich nhan hiéu.
- Gia tang muc du trix
- Xay dung su trung thanh nhan hi¢u

- On dinh mirc ban

Nhic nhé

- Duy tri sy nhén biét va hinh anh cta nhan hiéu

Huwoéng

Nganh san

- Phat trién va duy tri hinh anh c6 lgi vé cac nganh
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dén hinh | xuat san xuat.

anh AL A
- Tao nhu cau goc

Cong ty - Phét trién va duy tri hinh anh t6t dep cua cong ty.

- Tao nhu cau lua chon

Thuong hiéu | -Xay dung va phat trién danh tiéng cho thuong hiéu.

-Quang ba thuong hiéu

1.2.3 Phuong tién qudang cdo

Hién nay, cac doanh nghiép c6 thé quang céo trén rat nhiéu phuong tién.

Nhing phuong tién nay cé thé phan chia thanh cac nhoém sau:

- Nhém phuong tién in 4n nhu bo chi, tap chi, n phim thuong mai... Day 1a

nhitng phuong tién da c6 kha 1au vfa dugc sir dung pho bién tir trude dén nay.

- Nhom phuong tién dién tor nhu truyén thanh, truyén hinh, phim,
internet... Nhimg phuong tién nay bat dau xuat hién tir gitra thé ky 20 va nhanh

choéng tré thanh nhitng phuong tién quang cao c6 hiéu qua.

- Nhom phuong tién ngoai troi, ngoai duwong nhu pano, ap phich, bang hiéu...

C6 ngudn gdc tir thoi o dai va van dugce str dung pho bién hién nay.
- Nhom phuong tién quang céo truc tiép nhu thu truc tiép, dién thoai...
- Nhom céc phuong tién khac nhu quang cdo trén cac trén cc vat pham...

Bing 6.4: Uu va nhwoc diém ciia tirng phuwong tién

Phwong tién Uu diém Nhuoge diém

- Uyén chuyén, dinh dugc thoi | - Thoi gian quang cao ngan.

gian. - Thong tin d€ bi bd hodc doc

- Bao quat thi truong. so lugc.
Bao chi ) )
- Puogc chap nhan va st dung | - Chat lugng hinh anh, mau

rong rai. sac kém.

- Mtc d¢ tin cay cao.
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- Tan suat cao.

- Chon loc doc gia.

- Chét luong in 4n tot.

- Thoi gian gian doan gitra

hai lan xuat ban.

Tap chi T 4t thé
- Gén b6 v6i doc gia trong thei |~ 40 SHa Hap:
gian dai.
- Pham vi rong. - Chi danh vao thinh giac
- Thinh gua c6 chon loc twong | - It giy chu ¥ hon tivi
Truyén doi - Thoi gian quang cao ngan.
thanh - Chi phi thap.
-Linh dong vé khu vuc dia 1y.
-Tan suat cao.
- Két hop t6t gitta &m thanh, mau | - Khong chon loc khéan gia.
sac, hinh anh, d€ lién tudng. _ C6 thé bi nham chan, b6
. - Pham vi rdng. qua.
Truyén hinh . ) )

-Tan suat cao. - Thoi gian quan céo ngan.
- D& gay su cha ¥, c6 tinh hép | - Chi phi cao
dan
- Linh ddng. - Han ché sang tao.

Quang cdo | - It chiu ap lyc quing cao canh | - Khong chon loc ngudi xem.

ngodi troi | tranh. _ Bj chi phéi v& yéu chu my

quan.

- Linh dong - Nguoi doc dé bo qua, it chu

Thw truc | -Chon loc dbi tuong. Y.

tiép - Chi phi kha cao.

-Khong chiu tac dong cua quang

cao canh tranh.
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- Canhan hoéa

Khi lya chon phuong tién quang céo, doanh nghiép can chi ¥ cac tham sd

Sau:

- Pham vi: chi ) lugng nguoi xem, nghe, doc quang céo trén mdt phuong tién
trong thi trudng muc tiéu. DSi véi tivi va radio, tham sb nay chi luong ngudi

xem hodc nghe quang céo
- Téan suat: s6 lan quang céo xuat hién trén mdt phuong ti¢n

- Tac dong: BO phan quang céo ciing phai quyét dinh mirc tic dong ma quang

c4o phai c6 duoc mdi khi dén dugc véi khach hang.
1.3. M6 rong quan hé cong ching va truyén thong

Trong hé théng truyén thong ctia phdi thirc marketing ddi véi hoat dong
kinh doanh nha hang khach san thi quan hé dai chung 13 hoat dong kinh té - x4
hoi co ¥ nghia nhat. Co s& kinh doanh nha hang khach san 14 noi dién ra cac mbi
quan hé x3 hdi va can phai duoc thong tin rong trong xa hoi. Vi vdy, trong
doanh nghiép kinh doanh luu tri can phai dam bao méi trudong vin hoéa, lich su.
Diéu do c6 thé dat duoc thong qua viéc duy tri nhimg mdi quan hé twong tac véi

nhitng t6 chirc x4 hoi khach nhau, v6i cac phuong tién thong tin dai chung.

Mait khéc, trong cac doanh nghiép kinh doanh nha hang khéach san luén c6
cac diéu kién thuan loi cho viéc to chic nhitng hoi nghi, hdi thao vé van hoa,
chinh tri, x4 hoi. Trén thuc té, nhitng khach san dang cip cao, c6 quy mo 16n, &
thanh phd thudng 13 noi dién ra cudc sdng kinh té - xa hoi s6i dong. Tai nhimng
khach san nay thuong to chirc cac cudc tiép dai ngoai giao, cac cudce gip g cia
gi6i kinh doanh, trung bay, trién 1dm, hoa nhac, biéu dién mét thoi trang. D6 1a
nhitng hinh thirc quan trong cta quan hé dai ching. Tir d6 cho thay viéc duy tri
moi quan hé tot dep voi cac phuong tién thong tin dai ching; nhitng d6i thu
canh tranh; cac cip quan 1y trén dia ban; khach hang; nhan vién; nhimg t6 chirc
x4 hoi, kinh doanh; nhitng hiép hoi thwong mai,...1a diéu kién can thiét quyét

dinh viéc tiéu thu tot cac san pham luu tra.
1.3.1 Khdi niém

a. Tuyén truyén:
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Tuyén truyén la hinh thirc truyén thong khéng mang tinh cd nhén cho mot
san phdm hay cho mét doanh nghiép bang cdch dwa cdc tin tirc ¢6 Y nghia

thwong mai vé chiing trén cdc phirong tién théng tin ma khéng phdi tra tién

Céc hinh thtc tuyén truyén gom co: viét bai gi6i thiéu san pham hay doanh

nghiép dang trén cac bao,........
Pic diém cta tuyén truyén:
- [t tén kém
- BJ tin cdy cao
- Nhiéu doc gia hon
- Nhiéu thong tin hon.
- Kip thoi
- Khé diéu khién
- S6 1an dua tin c6 gi6i han
b. Quan hé cong chung

Pay 14 nhitng hoat dong truyén thong dé xay dung va bao vé danh tiéng ctia

cong ty, san pham trude cac gidi cong ching. Hién nay thuong goi tat 1a PR.

Péi tuwong nhan cac thong diép PR 1a cac gidi cong chung bao gom: gidi
tiéu thy, cac nha dau tu, chinh phu, cac bao dai, cac thanh vién phan phéi, nhan

vién va nhitng nhom céng chung khac.
Dic trung cua PR:

- Su tin cdy cao

- Lam mat su phong tha cta khach hang

- Kich tinh hoa
1.3.2 Muc tiéu ciia quan hé cong chung

- Pat duogc nhitng vi tri va thoi diém tt trén cac phuong tién cho cac thong cao
b4o chi va dién gia cua cong ty.

- Truyén thong nhitng béo céo vé thanh qua hoat dong ctia cong ty
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- Pat duoc vi tri can thiét cho cong ty khi nd ra nhiing cudc tranh luan, but

chién.

- Két hop hoat dong x3 hoi véi quang cdo.

- Gianh nhiéu phuong tién tudng thuat hon canh tranh

- Vuon t6i nhiéu nhiéu nhom phuong tién.

- Xay dung thién cam cua cong chung voi san pham, cong ty va v4i nganh
1.3.3 Mpt sé hinh thirc hoat ddng ciia quan hé cong chiing

- Quan hé bao chi: Cung cap nhitng théng tin ¢ gia tri cho cac phuong tién dé

161 kéo su chu y vé€ sdn pham, vé cong ty,...

- Tuyén truyén san pham: Cong bo rong rai cac thong tin dé gioi thiéu san

pham moi, sy cdi tién san pham, nhitng dic tinh ctia sdn pham.

- Truyén thong ctia cong ty: La nhiing hoat dong truyén théng bén trong 13n

bén ngoai nham phat trién sy hi€u biét vé cong ty.

- Van dong hanh lang: La cong viéc van dong cac co quan 1ap phap, quan ly
nha nudc, cac nha chinh tri dé thic ddy hodc han ché mot sé quy dinh hay dao

luat

- Tu van: Tu van cho cac nha quan tri trong linh vuc, phat ngén va nhitng van

dé nang cao vi tri va hinh anh cong ty
1.3.4 Mjt s6 cong cu chii yéu ciia quan hé cong chiing

- Xuat ban pham: Bao gébm céc tu liéu nhu bdo cdo hang nam, nhiing cuén
sach nho, nhitng bai bao, nhirng tu li€u nghe nhin, ban tin ctia cong ty va céc tap
chi

- To chirc sy kién: T6 chirc cac budi 18 khai truong, dongt hd, khanh thanh, ky

niém...
- Tai tro: tai tro tur thién, tai tro thuong mai,...
- Tin tirc: day 1a cac tin tirc vé cong ty, san phadm va con ngudi cia cong ty do.
- Bai no6i chuyén: Giam ddc cong ty co thé trinh bay vé tinh hinh hoat dong

doanh nghiép va tra 101 thac mac cua cac khach hang trong cac cudc hoi nghi.
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- Hoat dong cong ich: Cac cong ty co thé nang cao uy tin ctia minh bang cach
dong gop tién bac va thoi gian cho nhing su nghiép cong ich mot cach thich

dang

- Phuong tién nhan dang: do6 1a nhitng phuong tién dung trong kinh doanh nhu

logo, bang hiéu, 40 quan dong phuc, vin phong pham.

2. CHIEN LUQC BAN SAN PHAM O NHA HANG KHACH SAN
2.1. Ban phong

2.1.1. Chién lwoc 4k trong khdch san

* Muc dich: Lam gia ting doanh s cua khach san qua viéc gia tingcong

suat phong, gia ting thoi gian luu tra va gia tang sy chi tiéu cua khach.

* Mo hinh 4K:

Kéo cong suat phong 1én cao

Kéo dai thoi gian luu tra

Kéo dai thoi gian thic

Kéo su chi ti€u cua khach

* Trién khai chién lugc 4K
- Kéo cong suét phong: Nhing giai phap kéo cong sudt phong vao mua é am:
+ Hop dong véi cac cong ty lit hanh, don vi to chuc tour
+ Chu dong thiét ké va ban tour
+ Quang cdo rong rai hon
+ Ap dung gia mot cach mém déo va linh dong
+ T6 chirc nhiéu loai hinh vui choi giai tri

Vao mua cao di€m, dé gia tang cong suat phong chi can du bdo ban

phongchinh xac, gidm thicu t6i da su sai I¢ch vé du bao.

- Kéo dai thoi gian luu tra: Bé luu gitt khach ¢ 1au vao mua € am, khach san

nén ap dung cac biénphap:
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+ San pham can da dang, c6 nhiéu loai hinh vui choi giai tri, nhiéu hoat

dongvan hoa dic sic, mang tinh truyén thong.

+ Ap dung céc chinh sach giam gia d6i voi khach & 14u hodc ting thém cac

dich vu mién phi khac, hodc c6 thé cung luc thyc hién ca hai giai phap nay.

- Kéo dai thoi gian thirc: Mudn cho khach thirc va chi tiéu nhiéu, khach san
can co nhirng dich vu van ngh¢, vui choi gidi tri ddc sdc mang tinh truyén thong.
Ngoai ra, khach san can c¢6 phong tam hoi, massage, sauna, ho boi, san

tennis,...

- Kéo sy chi tiéu cua khach: B¢ gia tang doanh s6 qua viéc chi ti€u cua
khach, khach san can c6 phong ban san pham lam qua luu niém. San pham phai

da dang vé mau mi, dic séc, mang dam nét truyén théng, gia ca canh tranh
2.1.2. Bdn tai qudy hang trong khdch san

Trong khach san, & quiy ban hang, nhan vién 1& tan phy trach viéc ban
phong, khach ding ky phong. Trong linh vuc ndy nhan vién 1& tan c6 nhiing

phan viéc sau day:

Quyét dinh tinh trang khach ding ky

Quyét dinh thoi gian luu tra cta khach

DPam bao hoan tat thé ding ky cua khach

Quyét dinh gia phong va chiét khau

Quyét dinh cach thirc thanh toan ctia khach va kiém tra thé tin dung
2.1.3. Bdn cho cdc cong ty liv hanh t6 chirc tour tron géi

Céc khach san mudn on dinh cong suat phong, thuong lién két véi cac cong
ty 1ir hanh t6 chirc tour dé ban phong. Viéc lién két nay thuong duoc thyc hién
dudi hinh thirc vin ban chinh thirc qua hop ddng hodc qua viéc ding ky phong
giit chd.

2.1.4. Ban phong cho khach hgi nghi

- Céc loai khach va ngudn khach hoi nghi

52



O day chiing ta nghién ctru loai khach di theo doan va ban phong cho khach
hoi nghi str dung lam phong trién 1am, phong hop va phong luu tri cho khach di

theo doan.

Muén tim nguén khach hoi nghi can phai phan loai khach: khach hop vé
thuong mai, bao hiém, thé thao, van hoa,... Mbi loai khach hoi nghi c6 nhiing
ddc tinh, nhu cau riéng. Khach san can phai nghién ctru, chuan bi dé dap tng
nhu cau cua khach. Nhitng thong tin vé ngudn khach tir bao chi trong nudc, tir
van phong thong tin du lich cia mdi nudc & ngoai qubc, hoic ngay tir ban t6

chtrc hdi nghicung cap.
- Céch tiép can:

C6 thé tiép can véi khach hoi nghi bang cach tiép xuc truc tiép hodc qua
trung gian ctia mot van phong dai dién. Khi tiép can voi khach hang, du truc tiép
hay gian tiép, khach san ciing chuan bi nhitng phuong an théa mén diéu kién cua
khach hang, nhitng san pham cta khach san nhu: phong hop, phong trién 1am,
phong ngu, phuong tién phuc vu phai vuot tréi hoic khong thua kém dbi tha
canh tranh va gia cd hgp ly.

2.2. Ban tiéc
2.2.1. Co ciiu té chirc ciia by phdn ban hang trong nha hang

Dbi v6i khach san c6 chung nha hang nam trong sy quan 1y ctia khach san,
viéc ban phong va ban tiéc 1a viéc hoan toan tach bi¢t nhung cd quan h¢ mat
thiét voi nhau trong kinh doanh. Khach ctia nha hang khong han 1a khach luu tra
va khach Iuu tri ctia khach san c6 thé ding bira an bén ngoai. Vi vay, khach luu
tra va khach an udng thudc hai bo phan khac nhau va do hai giam déc quan 1y.

Néu khach 1¢ thi khong c6 van dé gi, nhung néu khach theo doan luu tru tai
khach san va c6 dung bita an thi phong phu trach ban san pham ctia khach san
phai thong bao trudc cho nha hang dé chuan bi phan thire an.

2.2.2. Vong quay ché ngoi

Viéc ban chd ngdi trong nha hang ciing giéng nhu ban phong & khach san,

ban dugc cang nhiéu cang t6t, néu khéng doanh s6 mat di vi n6 khong ton tai

qua ngay hom sau.
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Vi¢c ban hang qua dién thoai cho khach dat tiéc can luu v dén gio dat tiéc
cia khach 1am thé nao sip xép gio gidc that ding dé co6 vong quay cang

nhanhcang tot.

Khi béan tiéc cho khach doan phai tinh mot gia dic biét thip hon gia ban 1é,

néu can co thé tang qua luu niém cho doan.

Cau hoéi on tap
1. Trinh bay céc khai niém vé khuéch truong
2. Céac chién lugc quang céo ?
3. Céc chién luoc ban san pham moi trong nha hang, khach san ?
4. Xay dung chién luoc ban phong cho mgt khach san cu thé?
Bai tap thwe hanh

Bic Viét 13 1 cong ty TNHH ¢ Ha Néi, hoat dong chinh cta cong ty 1a 1a
kinh doanh du lich I hanh, nha hang va khach san. Hién nay cong ty c6 3 khach
san trong d6 1 khach san c6 45 phong dat tiéu chuan 3 sao, con 2 khach san kia
déu 1a nhitng khach san mini ¢ 16 phong, chu yéu phuc vu khach du lich trong
nudc. Cong ty con c6 1 nha hang phuc vu ca cdc mon an dan toc va nudce ngoai.
Cung voi su di 1én cua du lich ca nude, dac biét 1a nam du lich 1990, cong ty
Bic Viét ciing thu dugec mot sd thanh cong nhét dinh trong viéc phat trién hoat
dong du lich ctia minh, dac biét 1a du lich ndi dia. Tuy nhién, trong vai nam trd
lai day, canh tranh trong linh vuc nay tr¢ 1én gay gt trong d6 ndi 1én 1a mot sd
cong ty du lich nha nudc dong vai trd "thong tri" thi truong VN nhu: Vietnam
Tourism, Saigon Tourism, Hanoi Tourism... cac cong ty ndy cé wu thé tuyét d6i
vé co sO vat chat, vé dau tu, vé doi ngii nhan vién diéu hanh va hudng din vién
day dan kinh nghiém va nhiing uu dai khac.Cling nhu cac cty du lich tu nhan
khac, Bac Viét ty thdy rang minh khong thé tro thanh ddi tha canh tranh cua céac
cong ty du lich Nha nudc. Trude thyuc trang d6, Ban Giam doc (BGD) cong ty

dimg trudc nhitng lya chon chién lugc nhu sau:

1. Khai thac luong khach cta dbi tac truyén théng nudc ngoai nhu di lam tir

trudc dén nay
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2. Bat dau phat trién du lich quéc té
3. Khai thac thi truong du lich ndi dja cua cac ddi twong khach trong nude
4. Tim ra khe "hé thi truong"
5. Tim kiém va phat trién san pham méi
Ghi nh¢
Nhiing kién thirc can ghi nhé:
- Chién lege qudng cdo khuéch chwong trong kinh doanh nha hang khdach san

- Chién legc ban san phdam ¢ nha hang khdch san
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HUONG DAN GIANG DAY MO PUN
I. Vitri, tinh chat, y nghia va vai tré ciia mén hoc
- Vi tri: Marketing nha hang khach san 1a mon hoc chuyén mén; 1a hoc phan bat
budc trong chuong trinh chwong trinh ddo tao nghé “Quan tri nha hang va Quan

tri khach san” trinh d6 Cao dang; 13 mén hoc duoc giang day doc 1ap.

- Tinh chat: Marketing nha hang khach san 1a mén hoc ly thuyét, td churc
giang day tai phong hoc 1y thuyét véi ddy du trang thiét bi day va hoc, giup
ngudi hoc nam duoc cac 1y thuyét co ban vé Marketing va tng dung chinh sach
Marketing - mix dbi voi nha hang khach san va co thé thuc hién cac khao sat
nghién ctru thi truong khach san nha hang.

I1. Muc tiéu ciia mén hoc
1. Kién thirc

- Trinh bay dugc khai niém co ban lién quan dén Marketing va Marketing
trong kin doanh nha hang khéch san;

- Trinh bay duoc cac khai niém vé thi truong trong kinh doanh nha hang
khach san, nghién ctru thi truong kinh doanh nha hang khéach san, cach thuc
phan doan thi truong, lga chon thi truong muc ti€éu va dinh vi thi trudng trong
kinh doanh nha hang khéch san;

- Phan tich duogc chién lugc Marketing — mix d6i vi kinh doanh nha hang
khach san nhu chién lugc san pham, chién luoc gia, chién luge phan phdi va
chién luoc quang cao khuéch chuong trong kinh doanh nha hang khach san;

- Xay dung dugc chién lwge ban san pham trong kinh doanh nha hang

khach san;
2. K¥ niang

- Thyc hién céc khdo sat nghién ctru thi truong trong kinh doanh nha hang

khach san;

- Thuc hién dugc hoat dong phan doan thi trrong nha hang khach san, lua
chon thi truong muc ti€u va dinh vi thi truong trong kinh doanh nha hang khach

san;
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- Van dung duogc céc chién luoc Marketing - mix dé xay dung chién luoc

marketing trong kinh doanh nha hang khach san;
3. Nang luc tu chi va trach nhiém
- Co y thure hoc tap cham chi, nghiém tuc;
- Thyc hién day du, dung thoi gian cac ndi dung mén hoc;
- Sén sang hop tac va chia sé v6i cac thanh vién trong nhom/tap thé 16p;
- C6 tinh than hoc hi va lam viéc theo nhom.
III. Tai liéu tham khao

[1] PGS.TS Nguyén Vin Manh, PGS.TS Nguyén Dinh Hoa (2015), Gido trinh
Marketing du lich, NXB Pai hoc Kinh té qudc dan.

[2] PGS.TS Hoang Van Thanh (2014), Gido trinh Marketing du lich, NXB
Chinh tri qudc gia.

[3] Nguyén Vin Luu (2009), Thi truong du lich. NXB DH QG Ha Nai.

57



