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KHAI NIEM & MUC TIEU
* Khai niém
> Hoat dong marketing la qué trinh st dung moi nguon lyc c6 the dé gianh
duoc, duy tri va phat trién thi trudng ctia doanh nghiép
* Muc tiéu marketing:
» Co0 dwoc khach hang.

Thu hut khach bang thuong higu tot: Thiét ké san pham, XUc tién san
pham, quan hé véi doi tac.

Ban san pham, dich vu; Xac dinh muc gia phd hop, thiét 1ap cac kénh
tieu thu hiéu qua.

»  Giir dwoc khach hang.

San pham dich vu hiéu qua San pham dich vu phong phu, co s¢ ha
tang trang thiét bi tot, nguoén nhan luc c6 chat luong cao.

Su thoa man khach hang Cac san pham dich vu c6 chat lugng cao, tao
su gan bo cua khach véi doanh nghiép.




CO CAU TO CHUC BO
PHAN MARKETNG CUA
KHACH SAN

AC DICH VU
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CHUC NANG HOAT PONG CUA BO PHAN
MARKETING
Chirc nang hoat dong cua bd phan marketing khach san la chi cho
doanh nghiép biét rd nhitng ndi dung co ban sau day:
» Khéach hang ctua doanh nghiép 1a ai? Ho nhu thé nao?

» Ho can nhiing san pham dich vu gi, dic tinh san pham dich vu d6
nhu thé nao?

» San pham dich vu cta khach san c6 dap tmg duoc hay khéng?
» Mirc gié can thiét 12 bao nhiéu?

» Cac kénh phan phoi ciia khach san nhu thé nao 1a phi hop?
» Cac chuong trinh xuc tién, quang ba nhu thé nao?




CHUC NANG HOAT PONG CUA BO PHAN
MARKETING

» Xac dinh d6i tuwong khach hang.
» Xac dinh nhu cau cua khach hang.

» X4c dinh murc gia clia san pham.

» Hé thong kénh phan phdi san pham.
» Phuong thic tiép thi.

» Nghién ctru d6i thi canh tranh.




NOI DUNG QUY TRINH MARKETING
CUAKS

1. Nghién ctru thi trwvong va xac dinh thi treong muc tiéu.
1.1. Nghién ctru phan khuc thi truwong:

Ly do can nghién cizu phan khic thi triong.

+ Nang cao hiéu biét vé thi truong.

+ Gilp thoa man khach hang tot hon.

+ Pem lai loi thé canh tranh va kha ning sinh 15i cao hon.

Tiéu chi phan khic thi truong:

+ Dia ly.

+ Nhan khau hoc.

+ Tam ly.
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VI DU VE CAC PHAN KHUC TRONG THI TRUONG AN UONG
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- Nhirng khach hang khéng bi dao déng: thdng thuong ho 12 nhirng ngudi trén 45 tudi, ¢ thu nhap khiém ton
va thuong thich an ¢ nha.

- Nhirng nguoi khach hang tinh toan: phan 16n 1a nhirng nguoi cao tudi, ho thuong tiét kiém va in uéng ca
than, khong thich an nhitng d6 an nhiéu calo

- Nhirng nguoi dic biét quan tm dén sire khée, ho 12 nhitng ngudi ¢d thu nhap cao, san sang tra bat'ct
nao mién la dugc phuc vu san pham chat lugng cao.

- Nhirng nguwoi sanh dn: phan 16n ho 12 nhitng nguoi voi nghé nghiép tu do, c6 tham m¥ cao va thich ca

- Nhirng nguoi khach hang don gian: phan 16n 14 nhiing gia dinh tré c6 con nho khéng ¢ nhiéu thoi gia
thuong ngay, tuy nhién vao nhiing lic ranh rdi ho cling rat kén chon thirc an.

- Nhirng nguoi dé dn uong: loai khach nay thuong chiém so luong 16n, ho thuong khong phai |a nhitng ngu
giau co, thich nhimg gia vi manh, thuong khong chu trong t&i nhitng yéu cau vé an udng can doi.

- Nhirng nguoi pham dn: chiém khoang 25% s lugng khach hang, hon 50% trong s6 ho 1a dudi 30 tudi, ho
thich cac loai thirc an nhanh, nhiéu ngot va bot, ho khé bi thuyét phuc bang nhitng mén an dam bao strc khoe,
nhiéu rau.

- Nhirng ngwoi thich cai méi la: 1a nhitng nguoi thich thir nhirng mén an maéi, la va doc dao, ho la nhitng
nguoi thich di an ngoai nhic¢u hon nhitng doi tugng khac.

- Nhirng ngwoi quan tdm dén méi truwong: ho quan tdm nhiéu dén thuc pham sach, don gian nhung bo
dudng, quan tdm dén nhirng huong vi tinh khiét ctia san pham.



NOI DUNG QUY TRINH MARKETING
CUAKS

1. Nghién ctru thi trwvong va xac dinh thi treong muc tiéu.
1.2. Lwa chon thi treo'ng muc tiéu

» Quy md nhu cau.

» Toc do ting trudng cao.

» Muc lo1 nhuan cao.

» It canh tranh.

» Cach thirc marketing don gian.

» Vi tri dia ly thuan loi.




NOI DUNG QUY TRINH MARKETING
CUAKS

1. Nghién ctru thi trwvong va xac dinh thi treong muc tiéu.
1.3. Pinh vi thwong hiéu

» Khai niém dinh vi thwong hiéu:

La viéc xay dung 1 san pham va 1 phoi thire marketing dé chiém 1 vi
tri cu thé trong tam tri nguoi tieu dung trong thi trudng muc tiéu.

» CAc yéu to dé dinh vi:
Tao ra hinh anh.
Truyén dat loi ich khach hang tim kiém.
Phan biét nhan hiéu véi doi thu canh tranh,




NOI DUNG QUY TRINH MARKETING
CUAKS

2. Xay dung chién lwec marketing, marketing — mix
» San pham (product).

» Giaca (Price).

» Phan phoi, dia diém (Place).

» Tiép thi (Promotion).




NOI DUNG QUY TRINH MARKETING
CUAKS

2. Xay dung chién lwec marketing, marketing — mix
2.1. San pham.

» SP Ia bat cur thir gi khi dua vao thi trudng cd thé tao nén sy cha y,

mua sam, st dung hoic tiéu thy nham thoa man cho mot nhu cau,
udc muon.

» Nghién ctru san pham trén 3 cap do:
Phan cot 18i ctia san pham: loi ich ctia san pham.

Phan cu thé ctia san pham: mirc chat lugng, nhitng dic diém, kiéu
dang, tén goi, bao bi.

Phan phu thém ciia san pham: Phu ting kém theo, giao hang, bao
hanh, hau mai.




2.1.1. Cau tric san pham

Loi lgi ich Dv Bio hanh
Lop hiru hinh

Lop dich vu
Loi lgi ich: la cai vind ma
khach hang mua sp

| Lop vat chat: nhirng vat
' theé tao nén 101 lo1 ich

Lép dich vu: nhiing yéu to
nham gia ting kha ning
. canh tranh cua sp
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Dv thong tin




NOI DUNG QUY TRINH MARKETING
CUAKS

2. Xay dung chién lwec marketing, marketing — mix

2.1. San pham.

2.1.2. Vai tro ciia chién lwoc sin pham.

» Lanén tang, 1 xuong song cuia chién luge marketing chung.

» Gilp doanh nghi¢p c0 phuong hudng dé dau tu, nghién ci, thiét
ké, san xuat hang loat. Néu chién luoc san pham sai 1am thi doanh
nghiép sé that bai, tham chi pha san.

» Thuc hién t6t chién luoc san pham thi cac chién lugc gia ca, phan
phoi, chiéu thi méi c6 diéu kién dé trién khai mot cach hiéu qua.




NOI DUNG QUY TRINH MARKETING
CUAKS

2. Xay dung chién lwec marketing, marketing — mix
2.1. San pham.

2.1.3. Néi dung ciia chién lwoc san phim.
» Chién lugc chung loai san pham.

» Chién lugc cai tién va hoan thién san pham.

» Chién lugce trién khal san pham moi.




NOI DUNG QUY TRINH MARKETING
CUAKS

2. Xay dung chién lwec marketing, marketing — mix
2.2. Pinh gia.
2.2.1. Muc tiéu cua viéc dinh gia.

T6i da héa loi nhuan,

Nang cao hé sb hiéu qua von dau tu.

Gift cho to chirc on dinh bing cach chap nhan gia canh tranh hoic né
tranh canh tranh vé gia.

2.2.2. CAC yéu to can xem xét khi dinh gia:
Cac yéu t6 noi tai: muc tiéu tiép thi, chién luge phdi thirc tiép thi, phl’ ton.

Céac yeu to bén ngoal ban chat ctia thi truong va do co dan suc cau, canh
tranh, cam nhéan ctia ngudi mua, cac yéu to moi truong vi mo




NOI DUNG QUY TRINH MARKETING
CUAKS

2. Xay dung chién lwec marketing, marketing — mix
2.2. Pinh gia.

2.2.3. Cac phwong phap dinh gia.

» Dinh gia dua trén cong thirc Hubbart:

Don gia phong = Chi phi hoat dong + loi nhuén muc tiéu - cac khoan
thu khac/s6 phong ban du kién




NOI DUNG QUY TRINH MARKETING

CUA KS
2. Xay dung chién lwec marketing, marketing — mix
2.2. Pinh gia.
VI DU

» Khach san ABC c6 300 phong. Von dau tu 1a 22.500.000 € va
cong ty dang ky vong loi nhuan rong dat 10% sau khi da thanh
toan thué 30%.

» Ty suat st dung phong binh quan du kién 1a 68%. Chi phi van
hanh du kién 1a 3.000.000 € va loi nhuén tir cac bd phan khac
du kién 1a 1.400.000 €. Hay tinh gia ban phong du kién?




BAI LAM
» Budc 1: Xac dinh tong von dau tu : 22.500.000 €

» Budc 2: Cty mudn lgi nhuan 10% cua 22.500.000 € = 2.250.000 € => thu nhap
trude thué = € 3.214.286)

» Budc 3: xac dinh chi phi chung = 3.000.000 €

» Budc 4 : Tong thu nhap hoat ddng yéu cau (€ 3.214.286 + € 3.000.000)
=€ 6.214.286

» Budc 5: Loi nhuan tir cac ngudn khac du kién € 1.400.000

» Budc 6: Tong doanh thu phong can thiét 1a € 4.814.286

» Budc 7: 300 phong x 365 ngay = 109.500 phong = 100% cong suat phong
=> 68% cong suat phong twong duong 74.460 phong

» Budc 8: Gia phong trung binh = 4.814.286/ 74,460 = € 64.65




NOI DUNG QUY TRINH MARKETING
CUAKS

2. Xay dung chién lwec marketing, marketing — mix
2.2. Pinh gia.
2.2.4. Cac chién lwoc gi& cho sdn pham mdi.
» Dinh gia hét vang thi truong:
S6 lwong ngudi mua phai du dé ¢d mitc cau hién hanh cao.

Phi ton trén moi don vi san pham Kkhi san xuat VOl kh01 luang nho
khong qua cao den d6 lam triét tiéu loi thé cua viéc dé ra muc gia
ma khach sé& chap nhan.

Khong thu hat thém d6i tha canh tranh.
- H6 tro dugce hinh anh vé 1 san pham hao hang.




NOI DUNG QUY TRINH MARKETING
CUAKS

2. Xay dung chién lwec marketing, marketing — mix
2.2. Pinh gia.

2.2.4. Cac chién lwoc gi& cho sdn pham mdi.
» Dinh gia thAm nhép thi truong:

Kich thich tang trrong cua thi trudng.
- Chi phi san xuat va phan phoi ngay cang giam do cai tién va tich Ity
duogc nhiéu Kinh nghiém.
- Giam bét dugce canh tranh thuc té va tiém tang vi do6i tha khong thay
hap dan khi loi nhuan it.




NOI DUNG QUY TRINH MARKETING
CUAKS

3. Vai tro caa bo phan Marketing

Truyén théng, tiép thi tir ngudi ban dén nguodi mua.

- Lam cung cau nhanh chéng gip nhau.

- Lam san pham, dich vu ban dugc nhanh hon, nhiéu hon.
- Cung c6 uy tin, danh tiéng cua don vi.




NOI DUNG QUY TRINH MARKETING
CUAKS

3. Vai tro caa bo phan Marketing
3.1. Cac cong cu chinh ciia marketing
- Quang cao (Advertising).

- Khuyén méi (Sales promotion).

- Co ddng truc tiép va ban hang ca nhan (Personal selling).

- Tuyén truyén (Publicity), quan hé cong chung (Public
Relation).




NOI DUNG QUY TRINH MARKETING
CUAKS

3. Vai tro caa bo phan Marketing
3.1. Cac cong cu chinh ciia marketing
- Quang cao (Advertising).

- Khuyén méi (Sales promotion).

- Co ddng truc tiép va ban hang ca nhan (Personal selling).

- Tuyén truyén (Publicity), quan hé cong chung (Public
Relation).




Quang cao (Advertising)

» UU PIEM: » NHUQOC DIEM:
- Tinh dai chung cao. - Mang tinh doc
thoat.

- CO pham Vi rong.

- CO stc lan truyén - VO cam.
manh mé¢. - Chi phi cao.
- Y tudéng duogc dién - Chon loc kém.

dat dé dang, hap dan
hon.




Khuyén méi (Sales promotion)

» UU DIEM: » NHUQC DIEM:

- Pay manh tiéu thu. : Chj cO tac dung

. Ting doanh s ned han. ; ;
nhanh chéng, manh - Khong thé khuyén
m¢e. mai thuong Xuyén.

- Khong xay dung
hinh anh t6t dep cho
nhan hiéu.




C6 dong truc tiép va ban hang
ca nhan (Personal selling)

» UU DPIEM: » NHUQC DIEM:

- CO6 sy vun dap tinh - Phu thudéc hoan
cam vo6i khach hang toan vao tali nang
do tiép XUc truc tiép. cua nhan vién ban

- Nhan thdng tin phan hang.
hoi ngay. - Chi phi tinh trén

- PhU hop sén pham dau nguoi rat 1on.

gia tri cao, nhiéu dic
tinh k¥ thuat.




Tuyén truyén (Publicity)
quan hé cong chung (Public Relation)

» UU PIEM: » NHUQC PIEM:
- Tao niém tin cao. - Chi c6 thé dung
- Vuot qua su canh giac khi co dip.

cam nhan cuaa coOng

chung.

- Tac dung manh.

- CO6 thé thuc hién véi
chi phi rat it hodc
khong ton gi ca.




11. QUAN TRI CHAT
LUONG DICH VU
KHACH SAN




. KHAI NIEM.
11. PAC PIEM CUA CHAT LUGNG DV KS.

111. Y NGHIA CUA VIEC NANG CAO CHAT LUGNG
DV CUA CAC KS O VIET NAM

V. DPANH GIA CHAT LUONG DV CUA KS.
V. QUAN LY CHAT LUONG DV CUA CAC KS.




|. KHAI NIEM

1. Khai niém chéat lwong
1.1. Céch tiép cén vé chat lugng

- Céch tiép can theo su tuyét hao (transcendence approach):
CL chinh 14 sy hoan hao mang tinh tuyét doi va toan thé.

- Tiép can chat 111'0’ng dua trén san pham (product
approach): CL la cai gi mang tinh chinh xac va co thé do
ludong mot cach khach quan duoc.

- Tiép can chat luong trén géc d6 san xuat (production
approach) CL la sy hoan hao va phu hop cua h¢ thong
san xuat ra san pham tuan thu theo nhirng yeéu cau hoic
dic tinh k¥ thuat dinh san.




|. KHAI NIEM

1. Khéai niém chat lwong

1.1. CAch tiép cin vé chat lugng

- Tiép can chat luong trén géc do nguoi st dung (user
approach): CL 1a kha nang 1am thda man nhu cau ctia nguoi
st dung.

- Tiép can chat luong theo quan diém gia tri (value
approach): CL la quan hé ty 1¢ gia tri gitra loi ich thu duoc
v&i chi phi bo ra.




|. KHAI NIEM

1. Khéai niém chat lwong

1.1. Céch tiép can vé chat lugng

» Quan diém co dién: CL l1a mic phu hop véi cac quy
dinh dinh san vé mot s6 dac tinh ctia san pham.

» Quan diém hién dai: CL 14 su phU hop véi muc dich
st dung va la mac do lam théa man khach hang.




I. KHAI NIEM

1. Khéai niém chat lwong

1.2. Tién trinh phat trién tu duy vé chat lwong va
quan ly chat lwgng sin pham

« Gin chat lwong vo1 vigc kiém tra chat luong
(quality inspection).

o Gan chat lugng véi dam bao chat luong (quality
assurance).

o Gan chat lugng san pham véi quan 1y chat lugng
(quality management).

o Gan chat lugng san pham véi quan 1y chat lugng
toan dién (total quality management — TQM).



I. KHAI NIEM

2. Khai niém chat lwong dich vu trong kinh
doanh khéach san

» Chat lugng dich vu.

- “Cam nhan” (perceived service quality).

¢e¢T

"im thay” (search service quality).

1418

I'ra1 nghi€ém” (experience service guality).

- “Tin tuéng” (credence service quality).



I. KHAI NIEM

2. Khai niém chat lwong dich vu trong kinh
doanh khéach san

o Chat lwong dich vu trong khach san la muc
cung cap dich vu toi thiéeu ma mot doanh
nghiép khach san da lya chon nhim théa man
¢ mirc dj cao nhu cau cta khach hang muc
tiéu. Pong thoi mite cung cap dich vu da dugc
xac dinh doi hoi phai duoc duy tri nhdt quan
trong sudt qua trinh kinh doanh.




CAC YEU TO CAU THANH CUA
CHAT LUONG DICH VU

11%

22%

o290

16%

[0 Yéu to hiru hinh
B L.ong thong cam
B PDang tin cay

[ Sw nhiét tinh

E Sy bao dam




IL. PAC PIEM CUA
CHAT LUQNG DV KS

Kho do Iwdng va danh gia.
Phuong tién thuc hién.
Hang hoa ban kem.

Dich vu hién.

Dich vu an.

2. Chi dwoc danh gia chinh xac qua sw ciam nhin cua

ngwoi tiéu ding true tiép.

Phu thudc vao su cam nhan cua nguoi ti€u dung truc tiép
san pham.

-Muén danh gia chinh xac chat luong dich vu cua khach
san phai luén dung trén phuong dién khach hang, nguoi
ti€u dung truc ti€p san pham.



IL. PAC PIEM CUA
CHAT LUQNG DV KS

3. Phu thudc vao qué trinh cung cap dich vu ciia doanh
nghiép khach san.

Bao gom chat luong k¥ thuat va chat luong chirc ning

4. Poi héi tinh nhat quan cao.

- Thong nhat cao trong nhan thic va hanh dong cua tat ca
cac bod phan, thanh vién cua KS vé muc tiéu chat luong.

- Pong b, toan dién dung nhu 101 hira ma KS di cong bo
véi khach hang.

- Chat lugng DV KS can hoan thién khéng ngimg va diéu
chinh khi can thiét dé dap irng nhu cau thi truong.




I1I. Y NGHIA CUA VIEC NANG CAO
CHAT LUONG DV CUA CAC KS O VN

1. Chat luong dich vu cao giup gia tang loi nhuan
cho khach san.

- Gilp KS giit chan dugc khach hang cii va thuyét
phuc thém nhiéu khach hang mdi.

- Gilp giam thiéu chi phi marketing

2. Tang kha nang canh tranh va tang gia ban mot
cach hop ly trén thi truong

3. Nang cao chat luong dich vu khach san gidp
giam thiéu cac chi phi kinh doanh cho doanh
nghiép




IV. PANH GIA CHAT LUQNG
DICH VU CUA KHACH SAN

Poi véi nhitng san pham hitu hinh, chat luong
duoc do luong boi cac tieu chi mang tinh dinh
luong.

Poi voi san pham dich vu khong thé ding cac
tiéu chi dinh luong ma do ludng bang mo hinh
Servqual.

Trung tam cua moO hinh la khoang cach gitra su
mong doi cua khach hang va su cam nhéan cua
ho vé dich vu.



Théng tin truyén miéng Nhu cau ca nhan

|

Kinh nghiém tiéu dung

san pham

Chit lwong dich vu dwoc ky vong

K/C5I

Chat lugng dich vu duoc
cam nhan

Thong tin dén

K/C 4 khach hang

K/IC1 I

Chit lwgng dich vu chuyén giao

(quang cao,
cam keét)

kic3]

Chuyén héa tir nhan thirc ciia nguoi
quan ly thanh tiéu chuan dich vu

K/CZI

Nhan thirc ciia ngwoi quan ly ve
mong d¢i cua khach hang




KHOANG CACH 1
Khéng biét khach hang mong doi gi

* Hoat dong nghién ctru marketing khong
hiéu qua, khong stir dung hiéu qua cac ket
qua nghién ctru.

« Kénh thong tin tr dudi l1én khong hiéu
qua.

,; )

@m » C6 qué nhiéu f:ép bac quan ly hoac truyén
- thong tin khién thong tin dé bi sal 1éch,
that thoat.




Khoang cach 2: Phu thudc vao su hiéu biét cua
nha quan ly va kha nang chuyén hda ching
thanh cac tiéu chuan dich vu.

Khoang cach 3: Phu thudc vao nhan vién phuc
vu truc tiép va cach thuc quan ly, sap xép cong
viéc cua nha quan ly.

Khoang cach 4: C6 thé do truyén thong giira
cac bod phan trong KS chua hiéu qua. C6 thé do
XU hudéng phong dai 161 hra cua KS (out
promise).

Khoang cach 5:
KIC5=K/C1+K/C2+K/C3+K/C4



CHAT LUONG DICH VU KS MUON PAT TOI

GDS Giai quyét phan nan
khiéu nai ctia khach

/

GP4 Ktra thuwong ),(uyén !
qua trinh c.cap DV

GD 3. XD doi nga NV
co trinh do

GD 2. Thiét 1ap tiéu chuan
chat lwong DV

GD 1. Hiéu biét mong doi KH

CHAT LUOQONG DICH VU HIEN TAI CUA KHACH SAN




