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LOI NOI PAU

Du lich & mét ngank céng nghigp khong khéi. Hién nay, trén thé
8i0i c6 hang tram tridu ngui di du lich, va s6 ngusi di du lich c6 khuynh
hudng ngay cang gia tdng.

Hang ndm nganh du lich da dem vé cho méi qudc gia mét s6 tién
khéng 16. Nguoi ta néi khi Chinh phit 83 ra mét déng dé déu tu vao
nganh du lich s& thu vé mét ngan déng lgi nhugn. Béi & du lich lg mot
nganh téng hop mang tink chét chinh tri, kinh t€, vdn héa xa hoi. Khi
ddu ti vao ngankh du lich, chdng han, d€ phdt trién co sé hq tdng, sé kéo
theo sy phdt trién cia nhiéu nganh khde,

Sdn phdm du lich la mot téng thé, bao g6m nhitng vét hitu hinh vé
v6 hinh. Hdu hét sin phdm du lich la nhing dich vy, kink nghiém. Do
dé, sdn phdm du lich c6 nhing tinh chdt vé cung dgc biét. Bgc tinh nay
doi héi nguii lam kinh doanh du lich khéng nhitng chi cn c6 kien thue tong
quat ma con phdi ¢6 kidn thite, nghiép vy chuyén mén. Chink vi I¢ nay,
Marketing du lich cue ky quan trong déi véi nganh kinh doanh du lich.

Marketing du lich la mét mén hoc chuyén nganh cia cde truong Bai
hoc, Khoa Du lich. Hi¢n nay, trén thi truong, sach Marketing du lich rdt
hiém, k€ cd sdch nute ngodi, cho nén nhu cdu vé sdch nghién cuu, hoe tap
cua sinh vién rdt cao.

Xudt phdt tix nhu cdu va thue tién trén, cudn sdch nay ra doi nhim
muc dich:

- Lam sdch gido khoa, sdch tham khdo danh cho sinh vién Khoa Du
lich, Khoa Marketing va sinh vién cée khoa khdc.

- Ddp dng nhu cdu nghién cieu, lom tai liéu tham khdo d€ vén dung
Marketing vao cdc Céng ty Du lich, Khdch sgn Nha hang, Doanh nghiép
L& hanh, Bai ly du lich, Tour du lich....

Tuy nhién, du lich lo mgt nganh téng hop ciia nhidu nganh chuyén
bigt, husng din vén dung Marketing vao sdn phém hitu hink da lg kho,
né lai cing khé khan hon déi véi sin- phdm v6 hink. Do do, cudn sdch
nay chde con nhibu thiéu sét.

Mong ban doc gép ¥ d€ ldn sau cubn séch duge tdi bdn hoan thién
hon.
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Chuong 1

TONG QUAN VE MARKETING
VA MARKETING DU LICH

I. KHA! NIEM VE MARKETING VA MARKETING DU LICH

1. Thuit ngit Marketing
- Nhu cdu (Needs)

“Nhu cdu la cdm gide thiéu hut mot edi gi dé ma con ngudi cém
nhdn duoc”

Con nguti ¢6 nhiéu nhu cdu, da dang va phuc tap. Nhu cdu thi vé
han va thay d6i theo thdi gian, theo da phat trién cta xa héi. X4 héi phat
trién cao thi con nguti cing c6 nhimg nhu cdu cao. Theo Abraham
Maslow, nhu c4u chia lam 5 bje:

- Nhu cau sinh ly (Psychological needs) nhu: An, ubng...

- Nhu c4u an toan (Safety needs) nhu: An ninh, trat tu, khéng ai
quéay riy.

- Nhu cau xd hoi (Social needs) nhu: Tinh cdm, giao lua ban ba...

- Nhu c4u duge tén trong (Esteem needs) nhu: Pia vi trong xa hoi dé
duge moi ngudi ton trong...

- Nhu cdu tu khing dinh minh (Self actualisation needs) nhu: Lam
nhiing gi minh thich d€ phat huy hét tai ning cia minh.

Maslow cho ring nhu cdu cda con ngudi duge sdp xé&p trat tu theo thy
bic y nghia quan trong tir c4p thiét nhat dén it cdp thiét nhat. Va theo
Ong, trong thgi gian khde nhau, con ngudi lai bi théi thiic béi nhitng nhu
ciu khac nhau. Vi dy, khi ngudi ta d6i thi nhu cdu sinh ly cdn phai dugce
gidi quyét, trude tién 1a an, uéng. Khi da duge #n no, nhu ciu phéat sinh
ti€p theo 1a cén duge an toan, cdn duge bao vé nhu vdn dé vé sinh, sitc
khée. Ti€p theo 14 nhu cdu xa hgi nhu tinh cam, tinh yéu ma con ngudi
khong thé thi€u. Méi khi nhu cdu xa héi duge phat trién, séng trong gia
dinh, x& hdi, doan thé, con ngudi cin duoe ton trong, can cé dia vi. Va cao



hon nifa 12 nhu cau tu khéng dinh minh qua sy thé hién v& nghé thuat.

Trong Marketing, qua su x&p hang thi bac cla Abram Maslow vé nhu
cdu cho ching ta bigt con nguii séng trong x4 hoi nao s& c6 nhu clu cla xa
hoi d6. V6i mot xd, moét nude cdn lac hdu, kém phat tridn thi nhu cdu cin
thiét nhat 12 c4i #n, c4i mic, lam th€ nao d€ #n no, mic #m. VAy, sidn
-phdm cung (g phéi 12 nhu y&u phdm chit khéng phai 12 nghé thut.

- Mong muén (Wanis)
“Mong muébn i hinh thuc bidu hién cia nhu céu”

Mong mudn 12 mét dang nhu cdu duge thé hién qua trinh dé van héa
va nhén céch cda con ngudi.

Mong mudn hay uée mudn 12 mét hinh thdc bidu hign eiia nhu cdu do
y&u t6 nhén cdch va van héa quy dinh. Mot vi du cho ta thdy giita nhu
cdu va mong mubn c6 sy lién hé va uéc mudn th€ hién qua nhiing dac
tinh vé vin héa va nhan cach: Mot ngudi bi d6i, nhu ciu cla ho 12 cédn
duge 4n. D& théa man nhu cdu 4n ubng ¢6 thé ngudi ta ding com, phs,
~bin bd, hi tigu... Néu ia ngudi mién Bic, chic chin uéc mudn cla ho lic
déi duoe ¢6 mot t6 phd. Trai lai, d6i véi ngudi midn Trung, ngudi Hu thi
thich bin bd, gid heo. Va ngudi midn Nam lai thich an h tigu. Nhy vay,
uGc mudn cla con ngudi mang tinh cich vin héa qua cdch thdéa mén nhu
cdu. Ngoai tinh cdch van héa, uc mudn ciia con ngudi cdn mang tinh
cdch cd thé. That vdy, cing mot t8 phd dé théa man nhu cdu déi, tai sao
c6 ngudi thich phé t4i, c6 ngudi lai mudn t4i gdu, tai sun, tai béo, hode tai
nam, kém theo rau nay rau kia, 6t ndy 6t no...? Mot vi du thi hai 48 lam
sdng t6 van 4é 1a d€ théa mén nhu cdu gidi tri, ¢6 ngudi thich ca nhac, ¢6
ngudi thich di du lich, lai ¢6 ngudi thich xem d4 banh. Trong ca nhae, c6
ngudi thich hdt Quan he, ngudi thich ngdm tho, ngusi thich cai luong...
Qua hai vi du trén cho ching ta th4y mong mudn ctia con ngudi mang déu
én, chiu 4nh hudng sdu sdc bdi phong tuc, tdp quan va thé hién qua nhan
céch, nép séng van hdéa.

Duéi d4y 12 bang so sanh giita nhu c4u va mong mudn:

Nhu c8u {Needs) Mong mudn (Wants)
- Béi - Thé hién qua vin hoa
- Gidi tri - Thé hién qua nhan cdch
- N§i dung - Bidu hi&n béing hinh thuc
- Do yéu 15 tAm sinh Iy quy dinh - Do nhén céch va van héa quy dinh
- Tudng d&i 8n dinh - Luén phét tridn
- Tudng d8i cé tinh khdch quan - Tudng ddi ¢6 tinh chi quan

Bang 1: Su khic nhau giita nhu cdu va mong muén



Vi dic tinh clia mong mudn, ude mudn ca con ngudi mang tinh chat
véin héa va nhin cdch, nén trong Marketing dé théa man nhu cdu cia con
ngudi cdn ¢6 san phidm va dich vy da dang va thich hgp. Mét tiém phé
khong thé chi ban mot loai phé duy nhit ma cdn c6 nhidy loai phé. Cing
vdy, mft khach san cdn ¢6 nhiéu loai phong, nhidu dich vy va nhiéu loai
gid d€ d4p \ing nhu cdu cha nhiéu loai khach hang.

- Site cdu, lugng cdu (Demands).

Mong muén cla con nguwi thi vé han, nguén luc d€ théa méan nhu ciu
v mong muén thi c6 han. Cho nén, ngudi ta phai chon mét vai sén phdm
ndo d6 t8t nhét, vita v6i khad ning cla minh d€ théa man nhu cdu va
mong mubn. Vay, sttc cdu duge dinh nghia nhu sau:

“Site cdu hay lugng cdu la mong musdn duge kém theo didu kién o6
khd ndng thanh toin” : :

Khi mong muén duge bdo d3m bing stc mua hay kha ning thanh
todn thi trd thanh sdc cdu. Gida nhu ciu va stc ciu cing c6 su khéc bisgt
nhau. Du6i ddy 12 bdng so s4nh giita nhu cdu va sife cdu hay lugng cau:

Nhu cdu (Needs) Lugng cdu (Demands)
- Trang thai - Binh lugng
- Biéu hién thanh mong mudn - Bi8u hién thanh sdc mua, kha nang thanh todn |

Bang 2: Sy khéc nhau giita nhu cdu va higng cdu
- San phdm (Product)

“Sdn phdm la tdt cd nhitng gi do con ngudi lam ra dé théa man
mong mudn hay nhu cdu”

Nhu cdu ctia con ngudi thi v6 han, nhung st ciu thi c¢6 han. Cho
nén, d€ théa man nhu cdu, ngudi ta phai chon lua nhithg nhu cdu nao cin
thiét nhat d€ san xust hay mua.

Sédn phédm vita hitu hinh (nhy chiée xe, ti vi, thife an...) vita v6 hinh
(nhu dich vu). Trong du lich, sdn ph&m hitu hinh nhu khach san, nha
hang, diém du lich; sdn ph&m vé& hinh nhyu dich vy, phong cdch phue vy,
bdu khéng khi, 4nh mit, nu cudi...

Dén ddy ta da biét: nhu cdu, mong mudh, stc cdu, sén phém.

Nhu cdu cta con nguyi cdn duge théa mén, nhung théa min bing
cdch nao?



Tiy theo trinh d6 tién héa cia xa héi, méi xa hdi c6 nhiing cdch théa
man nhu cu khac nhau. D& théa mén nhu c4u, con ngudi séng trong mdi
x4 hoi ¢6 thé chon lya mot trong bon cach sau déy:

e Ty 1am ra san phdm: Giai doan s¢ khai, ty cung tuf cip

 An cu6p, chi&ém doat: Thoi ky cdc nude 16n chinh phuc cdc nuée yéu,
nhé. Van d3 nay lién quan dén dao dic, luét phap

« Di xin: Lién quan dén vdn dé thé dién

« Trao d8i: Pay 14 phuong thdc vin minh

. Trao déi (Exchange)

“Trao déi 16 hanh vi nhan tit mét nguoi ndo dé thit ma minh muén
va dua lai cho nguoi dé mat thi gi khdc”.

Trao d&i 13 khai niém co ban cia Marketing. Muén trao déi cdn hoi
da 5 diéu kién sau day:

1. T8 thidu phai ¢6 2 bén (At least two parties)

2. M&i bén phai c6 céi gi d6 ¢6 gi4 tri dé trao d8i (Have something of
value)

3. Mai bén ddu c6 kha nang giao dich (Want to deal with tvhe other
party)

4. Mbi bén tu do chap nhan hay khude tu (Frecdom to accept or
reject)

5. Mai bén déu phai nhén thiy nén hay mudn giao dich véi bén kia
(Each party must be able to communicate and deliver)

- Giao dich (Transactions)

“Giao dich l& mét cude trao d6i mang tinh chdt thuong mai nhiing
vt ¢ gid tri giga hai bén”

Giao dich 13 don vi do ludng cd ban trong linh viue Marketing. Giao
dich 1a biéu hién cy thé cla trao déi trong linh vye thuong mai bac gom
chc didu kign: Thoi gian, noi chdn va thanh todn duge thoéa thudn gida
hai bén. -

- Thi truong (Markets)

“Thi trudng 12 noi ¢6 mét nhém khach hang hay nhiing khéach hang
dang ‘¢6 sic mua va ¢6 nhu cdu chua dugc théa mén hay dap dng”

“Thi truong la tdp hop nhing 2guoi mua hdng hign cé v sé c6”
(Philip Kotler)
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D& tim hiéu ban chat cta thi truing, thit hinh dung mét xa hoi trong
dé gdém 4 ngu¥i: mét ngu dén, mét thg sin, mot thg géfm va mot néng
dan. Trong x4 héi kinh t& thé so nhut vy, d€ théa man nbu cdy cha minh
¢6 3 hinh thic trao di khédc nhau: ty cung ty c&p, trao ddi phan tdn va
trao déi tap trung.

Ngu dan Thq s3n Ngudan «—p Thysan Ngu dan Thg san
THi trudng
The gém Nong dan Thy gém «—s Néng din Thg g&m Né&ng dan
Ty cung ty cdp Trao ddi phan tan Trao adi tap trung

Sd 48 1: Céc hinh thic trao déi

Theo phuong thdc tu cung ty cép, trong dé6 mdi ngudi d€ thda man
nhu cdu cda minh phai tu kiém cho minh moi thd. Vi du, ngu ddn mudn
¢6 gao an phai ty di trong lia. Cing vay, ngudi nong dan mudn c6 c4 An
hay muén ¢6 thit rimg phai di ddnh c4 va vio riing d€ san bin. Trong
trudng hop tuf cung ty cap, hidu qui ciia mdi nguoi s& bi gidm stit.

Theo phuong thite trac d3i phan tan, trong d6, mdi ngudri ¢6 thé trao
ddi vé6i ba ngusi kia d€ théa man nhu cdu ctia minh. Trong phuong thic
nay c6 tién by on nhung vén con mat nhidy thdi gian.

Trong phuong thie thd ba, trao déi tdp trung, ¢ ddy xudt hién moét
ngudi goi 14 nha buén & giia ho, noi tap trung goi 12 chg (Market). Mai
ngudi dem hang héa cia minh dén chg va déi lay nhimg thif ma minh
can.

Khdi niém thi trudng (chg) dua ta dén khai niém két thic cia chu
trinh Marketing. Chix Marketing do chit Market ma ra. Vay Marketing 1a
hoat ddng ctia con ngudi c6 quan hé the nay hay thé khidc v6i thi trudng.

Tém lai, ta ¢6 thé hinh dung kh4i niém Marketing theo s0 dé 2 dudi
day:
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. Nhu cdu

(Need)
¥
Ude musi
Marketing (E,::\t:)n
- ¥
Thi trudng Khai niém Marketing Lugng cAu
(Market) (Marketing concept) {Demand)
F 3
b
Giao dich Sé&n phdm
{Transactions) {Products)
F 3
Trao d8i
(Exchangs)

So dd 2: Khdi niém cd ban vé marketing

Khi xd hdi ph4t trién, thi trudng khéng phai 1a mét cdi chg ma la
médt qud trinh, n6é khdng bi gi6i han bdi khéng gian va thoi gian. That
viy, ngay nay nhd phuong tién khoa hoc k¥ thudt tién tién, su giao dich
kinh doanh khéng chi duge thyc hién & cde cho ma duge thuc hign qua
buu dién, Fax, dién thoai, Internet...
Thuft ngd® Marketing du lich

Trong du lich, nhitng thuit ngit sau day thudng duge s dung:

- San phdm du lich (Tourism Products)

“Sén ph&m du lich 12 t8ng hgp clia nhidu thanh phdn khéc nhau, bao
gbm nhiing vat hitu hinh va v8 hinh. Hau hét san phdm du lich 1a nhitng
dich vu va nhimg kinh nghiém. (Xem chuong 2 vé san phdm du lich).

- Bon vi cung ing du lich (Tourism Suppliers)

Pon vi cung dng du lich 14 co s6 kinh doanh, cung cdp san phdm du
lich cho khach du lich. Vi dy, khdch san, edng ty It hanh, diém du lich...

- Khach du lich (Visitors)

Khéch du lich con goi 1a khéch viéng. Theo T8 chitc Du lich Thé gidi
(World Tourism Organization) ndm 1968 da chdp nhan dinh nghia khach
viéng nhu sau: “Mot khdch viéng 14 mét ngudi tit quéc gia nay di t6i mot
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quéc gia khdc véi mét 1y do ndo d6, ¢ thé 1a kinh doanh, tham vieng
ho#ic 1am mét vigc gl khdc” (ngoai trit hanh nghé hay lanh luong). DPinh
nghia nay duge 4p dung cho cd khéach du lich treng nuge. Khach viéng
duge chia lam hai loai: Du khéch va khach tham quan.

- Du khach (Tourists)

Du khich 1a khach du lich, cdn goi 13 khdch & lai qua dém
(Overnight visitors). “Du khéch 1a khach du lich, luu trd tai mét qudc gia
trén 24 giv dong hé va nghd qua dém & d6, v6i 1y do kinh doanh, tham
viéng hay 1am mot viée gi khac”.

- Khach tham quan (Excursionists)

Khéch tham quan 1a khédch du lich, con goi 13 khédch du ngoan hay
khach & trong ngay (Day visitors).

“Khéch tham quan 14 khach du lich dén vigéng tham & mét ndi nao
dé dudi 24 gis dong hé va khéng & lai qua dém, v6i 1y do kinh doanh,
tham viéng hay 1am mot viée gi khac”.

Theo c4ch x€p loai nhing ngudi di du lich cia T chde.Du lich thé
gidi (so d6 3), nhitng ngudi di du lich bao gém nhitng ngudi ghi vao théng
ké du lich va nhing ngudi khéng ghi vao théng ké du lich.

Nhiing ngudi ghi vao théng ké du lich (Included in tourism
statistics)

Nhing ngudi nim trong théng ké du lich Ia nhimg khach du lich
{visitors). Khéch du licH duge chia lam hai loai: Du khach (Tourists) va
khéch tham quan (Excursionists). Du khéch (Tourists) bao gdm nhimg
ngudi ngoai quéc khéng cling qude tich, nhimg kidu bao séng & nude ngoai
va phi hanh doan.

Khédch tham quan hay khdach du ngoan (Excursionists) bao gom
nhitng khdch tau bién, khéch viéng trong ngay khdng & lai qua dém va
thay thd doan.

Muc dich chuyén di (Purpose of visit)

Khach tham quan va du khéch di du lich v6i mue dich ¢6 thé 1a
hudng thy (pleasure) nhu: Nhing ngay nghi, k¥ nghi, van héa, hoat déng
thé thao, thim than nhén ban be hay nhiing muc dich hudng thu khéc.
Ho#e di du lich vi nghé nghiép nhw: Hai hop, céng tde, kinh doanh.
Ngoai hai mye dich hudng thu va nghé nghiép, nhimg ngusi di du lich ¢6
thé vi nhimg déng co khdc nhu: Nghién ciu, chita bénh, chuyén giao va
nhing 1y do khic.
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. Holidays

. Culture

. Active sports

. Relatives & Friends

. Other pfeasure purpose

Pleasure
Hudng thy

Travellers
Ngudi di du lich

Inciuded in tourism statistics
Gh! vao thdng ké du lich

Visitors

Khach du lich

Not included in tourism Statistics
Khong ghi vao théng ka du lich

_

Taurists Excursionists
Du khéch Khéch tham quan
: men_ﬁm Protfessional Purpose of visit
. Business Nghé nghigp Myc dich chuyén di
Non- National (Foreigners) National Resident abroad Cruise passengers Day visitors
Qudc tich nudc ngodi Cu trd nuée ngod' Khach tau thily Khich qua ngay
Other Tourist
. Studies ;
" Heaith mottves | | Crew members (Non- resident) Crews
 Transit Du lich vi nhdng Phinanh doan Thiy thi doan
Various dajng cd khée
Barder Nomads Transit Refugesns Member of ;] Representation || Diplomats Temporary Permanent
workers passengars the Armed of Colsulates immigrants immigrants
Forces
Cang nhan Du ¥hdch Ngudi Quan Dai dign Nhilng nha || Nhiing ngudi Nh{ng ngudi dinh
bién gidi thifc chuyén giao ty nan nhan lanh sy quan ngoai giac i dinh cu tam thdi || cu thudng xuyén

ngudi di du lich

3

ai

S¢ dé 3: Cach xé&p lo

h thé gidi)

ic

T6 chite Du I

(Ngudn
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Thue t&, mét ngudi di du lich khéng don thudn vi mét muc dich,
nhimg két hgp nhidu muc dich, trong d6 c¢6 mét muc dich chinh.

Nhiing nguoi khong ghi vao théng ké du lich (Not included in
tourism statistics)

Khéng phai tdt cd nhiing ngudi tif nu6c nay d&n nuée khéc, hay tir
vang nay dén ving khdc déu 1a khach du lich. Dua vio nhiing muc dich
cta T8 chite Du lich Thé gi6i, ngudi ta khéng ghi vao thong ké du lich
nhilmg ngudi sau ddy: Nhing ngudi dinh cu thudng xuyén, nhing ngudi
dinh cu tam thdi, nhimg nha ngoai giao, dai dién lanh su qudn, quén
nhén, nhing ngudi ty nan, khdch chuyén giao, nhilng ngwi du thi du
thye va nhitng ¢éng nhin bién giéi

Tl s¢ d6 3 ta c6 so dd 4 dudi day:

Visitors
Khach du lich
| I
Tourist Excursionists

Du khach Khach tham quan

trén 24gid dudi 24gis
{Overnight visitors) (Day visitors)
Khach & qua dém Khach & trong ngay

80 dé 4: Phan loai du khach va khéch du ngoan

Theo Quy ché quan 1y Lit hanh cia Téng cuc Du lich Viét Nam 1995,
cdc thudt ngii sau ddy duge hidu nhu sau:

Khach du lich quée € 1a ngudi nude ngoai, ngudi Viét Nam dinh
cf & nuée ngoai dén Vist Nam khéng qud 12 thang véi muc dich tham
quan, nghi dudng, hanh huong, thim ngudi than, ban be, tim hidu co héi
d4u tu, kinh doanh...

Khach du lich trong nuée 13 cong ddn Viét Nam roi khéi noi & eda
minh khéng qua 12 thang, di tham quan, nghi duéng, hanh huong. tham
ngudi thén, ban be, kinh doanh...trén ldnh thd Viét Nam.

Chuyén du lich (Tour) la chuyén di duge chusin bi trude, bao gém
tham quan mét hay nhiéu diém du lich va quay tr& vé noi khdi hanh.

15



Chuyén du lich théng thudng cé cdc dich vu vé vén chuyén, luu trg, an .
udng, tham quan va cac dich vu kh4e.

Chuong trinh du lich (Tour programe) 12 lich trinh cia chuyén du
lich, bao gém lich trinh timg budi, timg ngay, hang khach san khach luu
trd, loai phuong tién van chuyén, gid ban chugng trinh, céc dich vu mién
phi...

- Chuong trinh du lich néi dia (Domestic Tour) 1A lich trinh duge
soan thdo danh cho khdch du lich trong nuéc.

Chuong trinh du lich vao Viégt Nam (Inbound Tour) 1a chuong
trinh danh cho khach du lich quéc t& dén Viét Nam.

Chuong trinh du lich ra nuée ngodai (Outbound Tour) 1a chuong
trinh danh cho ngudi Viét Nam, ngub‘l nude ngoai cuf trd ¢ Vidt Nam di du
lich nuéc ngoai.

Dich vu chu’o‘n'g trinh du lich (Travel service) 14 dén tiép, ding
ky noi luu tra, phuong tién van chuyén, huéng din tham quan, dat noi
an, noi gidi tri, noi nghi ngoi va cde dieh vu khde phue vy khdch du lich.

Kinh doanh liz hanh (Touroperator business) 1A viée thue hién cac
hoat ddng: nghién ctu thi trudng, thiét 14p cde chuong trinh du lich tron
g6l hay ting phén, quing c4o va bdn cdc chuong trinh ndy truc tiép hay
gisn ti€p qua cdc trung gian hodc vin phdng dai dién, t§ chite thuc hién
chuong trinh va huéng dédn du lich.

Cdc doanh nghiép lif hanh duong nhién duge phép t8 chifc mang luéi
dai Iy 1& hanh.

Kinh doanh dai 1y it hanh (Travel Sub — Agency business) 14 viéc
thuc hién cdc dich vu dua dén, dang ky noi luu trd, van chuyén, huéng
din tham’quan, bdn cdc chuong trinh du lich cda cde doanh nghiép li¥
hanh, cung c4p thong tin du lich va tu van du lich nhim hudng hoa héng.

2. Dinh nghia
- Binh nghta Marketing

+ “Marketing 14 mét dang hoat déng cia con ngudi nhim thdéa man
nhig nhu cdu mong mudn cla ho théng qua trac d8i”- (Philip Kotler)

+ “Marketing 12 1am thé nio d€ dua sidn phdm, dich vu ding, dén
ding khich hang, dung dia diém, ding thdi gian, ding gid cd trén kénh
phén phdi ding va hoat déng yém trg ding”

~ + “Marketing 1& sy hoan thién, hoat déng sdn xudt kinh doanh nhim
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vao mdt ludng sin pham, dich vu dé dua san phdm ti noi sin xuit dén noi
tiéu thy”

+ “Marketing is everything” (Marketing ia moi viéc)
(Mc. Kenna)
- Dinh nghia Marketing du lich

+ “Marketing du lich 1a mét triét'ly quin tri ma nh& nghién ctu, du
dodn, tuyén chon dua trén nhu ciu cda du khéch né ¢6 thé dem sédn phém
du lich ra thi trudng sao cho phiit hgp muc dich thu nhiéu lgi nhuén cho 3§
chite du lich d6”- (World Tourism Organization)

+ “Marketing du lich 1a mdt loat phuong phdp va ky thuat duge hé
trg bing mot tinh thin dic biét va c6 phuong phdp nhim théa min cde
nhu cdu khong néi ra hodc néi ra cda khdch hang c6 thé 1a muc dich tigu
khién ho#c nhitng myc dich khédc bao gdm cong viéc gia dinh, cong tdc va
hop hanh” (Robert Lanquar va Robert Hollier)

Chung ta ¢6 th& dinh nghiz Marketing du lich nhu sau:

+ “Marketing du lich 1a tién trinh nghién ciu, phan tich nhitng nhu
clu cia khéch hang, nhing sin phdm, dich vu du lich va nhimg phuong
thic cung ting, hd trg d€ dua khdch hang dén véi san phdm nhim théa
méan nhu ciu cda hg; déng thoi dat dude nhing mue tiéu cda té chite”

e La mot tién trinh nghiér citu, phan tich:
- Nhiing nhu cAu clia khéch hang
- Nhitng san phdm, dich vu du lich
- Nhiing phuong thidc cung (ng sdn phdm, hd tr¢ cia té chic
» P& dua khdch hang dén vdi san phdm nhim:
- Thda mén nhu cdu clia khach
- Pat muc tidu cda t8 chitc (1gi nhuan)
(S4n phdm du lich vi § xa khdch hang va ¢ dinh, nén nhitng don vi.
cung tng du lich phéi tim cdch dua khach hang dén véi sdn phdm)
3. Piic tinh cua dich vu du lich

Dich vu ¢6 bdn dic tinh: Tinh v6 hinh (Intangibility), tinh bat kha
phin (Inseparability), tinh kha bién (Varlablhty) va tinh dé phén hdy
(Perishability).
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- Tinh v6 hinh (Intangibility)

Khiéc véi san phdm vat chat, céc dich vy khong thé nhin thay, ném,
ngii, cdm gidc hay nghe thdy duge truse khi mua. Trude khi buée 1én may
bay hay xe hoi, hanh khach khéng c6 gi ¢4, ngoai trir mét vé may bay va
181 hita hen ddm bdo vé chat lugng san phdm & noi d&n du lich, Nhing
nhén vién cda lue lugng ban san phdm & khach san khéng thé mang mot
phong ngl d€ ban cho khéach qua nhiing cude goi bdn phong. Thuc t4 ho
khong thé ban phong ma chi bdn quyén s dung phong trong mdt khodng
thoi gian d& chi dinh. Khi khach roi phong, ho ciing khong mang theo
mdt tha gi khdc ngoai mét bign lai tinh tidn. Robert Lewis nhin xét
rang: “Ngudi mua mot dich vu du lich, c6 thé rbng tay, nhung khong thé
rong ddu”. Khi mua mét dich vu du lich, nguti mua c6 nhidu ky niém ma
c6 thé chia sé v6i ngudi khdc.

DE gidm sy bat dinh vé tinh chat vé hinh, nguti mua thudng tim
higu nhing dau hiéu hitu hinh qua vigc cung cap théng tin va su tin tusng
chic chédn vé& dich vu. Do tinh chét v6 hinh ciia dich vy, va sdn phdm du
lich thudng & qud xa khach hang nén nguti mua phdi mat mét khoang
thdi gian khé dai k€ tit ngay mua sdn phfm cho dén khi si dung. Ngoai
ra, khi mua sdn phfm du lich, kh4ch chi bist qua thdng tin va mot vai
hinh dnh cia mét phan sin phdm ma chinh nhiing hinh dnh nay ciing
chi phdn 4nh mét phan cGa dic tinh sin phém, nén ngudi ban doi khi
qud théi phéng vé san ph&m lam cho khach cdm thdy minh bi d4nh lira
khi sit dung sdn phdm kém chat lugng so v6i nhitng 181 quing cdo trude
khi mua. ‘

- Tinh b6t khé phén (Inseparability)

Hau hét céc dich vu vé khdch san, nha hang, cd ngudi cung cap dich
vu va khéch hang khaong thé tach rdi. Khich hang tiép xic véi nhan vién
la mét phdn quan trong cda sdn phdm. Thyc phdm trong nha hang 6 thé
khong hoan hio, nhung néu nguti phuc vy thi€u sy 4n cén, hai hot hay
cung cdp dich vy thiu chu d4o, khéch hang s& ddnh gid thip vé kinh
nghiém cia nha hang. Véi tinh chat bat khd phan cho théy sy tic dong
qua lai gita ngudi cung c&p va khich hang tao nén sy tiéu thu dich vu,
Ching ta c6 thé hinh dung su hoat déng gita ngudi sdn xuat, hoat déng
Marketing va khdch hang qua viéc tiéu thu dich vu trong so 46 s6 5 dusi
day: : )
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Hang héa Dich vy

S4an xuat # ) »

»
F
Marketin sdn
Marketing truyén mr‘)’gg xuat
L
' sy E}éc doggb ua Igi
. gitta ngudi ban v
Tigu thy ngudi mua -

So dé 5: Sy quan hé gita san pham, markefing‘ va tiéu thu

Tinh b4t kha phan ciing ¢6 nghia ring khdch hang la mét phén cia
sdn phém. That vdy, khéng riéng gl ngudi cung c4p dich vu ma cd khdch
hang cling gép phén tao nén chat lugng sdn phdm. Trong mét nha hang,
néu cé mét vai ngudi khach gay én 4o, lam huyén n#o, s& 4nh hudng dén
nhing khaeh khdc khong cing nhém, lam cho ho khé chiu. Va diéu nay
v6 hinh chung d4 lam cho chat lugng dich vu clia nha hang kém di do bau
khong khi khong duge thodi mai déi véi khach.

Nhu vay, do tinh bat kha phan, dai héi ngudi quén ly trong du lich
phéi ddm bdo su quan Iy chiit ché ci nhan vien 18n khach hang.

- Tinh kha bién (Variability)
Dich vy rat d& thay d6i, chat lugng cia sdn phdm tiy thudc phén lén

vao ngudi cung c4p va khi nao, & dau ching duge cung c¢dp. C6 nhiéu
nguyén nhén vé sy thay d6i nay:

+ Dich vu duge cung cdp va tidu thy cung ltic nén gi6i han viée kiém
tra chat lugng sdn phdm.

+ Sy dao dong vé nhu cdu tao nén khé khin cho viéc ¢_:ung c&p chat
lugng déng nhat trong théi gian ¢6 nhu cdu cao diém. -

+ Chat lugng sdn phdm tiy thude vao k¥ néng chuyén mén cia ngudi
cung c4p dich vu va lic tigp xic giita khach hang véi nhén vian.

+ Mot khdch du lich ¢6 thé nhan duge nhiing dich vu tuyat voi ngdy
hém nay va nhimg dich vu xoang xinh trong ngay k& tigp do cing mot
nhén vién cung cap. Trong truong hop eung cép dich vu téi ké trén, c6 l&
nhén vién cung cép dich vy cdm théy sdc khée lic bay gid khong duge tat
hodc ¢6 thé do tinh cam c6 van d&, ma d6i khi tinh ¢Adm nay chiu téc déng
bdi dAnh hudng noi vi.
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+ Su dé thay d6i va thidu déng nhat cda sdn phdm 14 nguyén nhan
chinh cla sy thit vong & khdch hang.

- Tinh dé phdn hiy (Perishability)

Dich vu khéng thé ton kho, nghia 1& sdn phdm du lich khéng thé d&
danh che ngay mai. Dich vu khéng bdn duge ngay hém nay, khéng thé
ban ¢ho ngay héom sau. Thit vay, mét khach san c6 100 phong, néu cong
suét thué phong ngay hom nay 1a 60%, thi ngay mai khong thé ban 140
phong. Doanh s6 sé m#i mai mait di do vigde 40 phong khéng ban duogc.
Chinh vi dic tinh dé phén hiy niay ma cé nhiéu khdch san phai dé cho
khach ding ky gilr chd vugt tréi s6 phong khach san hién cd, d6i khi viéc
lam nay dan dén sy phién todi cho cd khach I4n chi. (Phan nay sé dugc
trinh bay chi tiét ¢ chuong 9: Bén sdn phdm & Khach san nha hang).

Ngoai bon dic tinh trén, dich vy du lich con ¢6 hai dac tinh khac, dé
la tinh khéng déng nhat (Herogeneity) va ddc tinh khéng c6 quyén sé
hitu (Nonownership).

Ddgc tinh khéng déng nhat (Herogeneity) 1a do sén phim hiu
hinh va v hinh tao nén. Véi diic tinh nay thudng rat khé khan dé dat
tidu chuén dau ra cda dich vu. Mdi trudng hop tidu thu dich vu ddi héi ¢6
su thite hién cd ngudsi cung c¢dp l1dn ngudi tidu thy, Cho nén, mudn ¢6 dich
vu t6t cdn phai 6 sy thuc hién t&t cd hai phia.

Riéng dédc tinh khong cé quyén sé hitu (Nonownership), dich vu
khong c6 quyén s& hitu. That vay, vdi cdc dich vu nhu day hoc, khéch san,
hang hang khéng... khi st dung xong, ching ta khéng mang theo duge
phong hoc hay chd ngdi, chd ndm trong may bay hay trong khach san dé
lam ctia rigng ma chi mua quyén sit dung ctGa nhitng thit d6.

Ching ta khéng nén nham 1an giifa dich vu v sdn phdm. Cé su khdc
bigt gita dich vu va sdn phdm. Vi du, thang mdy vita 12 mét sdn phdm
vira 1a dich vy, Nhung ¢6 nhitng sdn phdm tdch riéng biét giita san phim
va dich vu nhu xe gdn mdy vdi dich vu bao bi v bdo hanh. Cé khi san
phdm va dich vu gén lién nhau. M6t gid tri sin phdm cu thé (hitu hinh)
duge dich vu hé trg t&t s& lam tang thém gid tri cla san phdm d6. Trai
lai, nhilmg dich vu vé hinh nhu day hoc, dich vu ngan hang, dich vu
khéch san néu khong lam tot sé 1am cho sdn ph&m kém chat luong.

Trong Marketing, dich vy khong don thuan phuc vy khach hang ma
con hudngvé lgi nhuén cho cong ty. Day la didu dac biét quan trong, van
dé song con d6i vdi cdc don vi kinh doanh du lich. Van dé nay dbdi hoi
moi ngudi lién quan dén viéc cung tng dich vu phdi ludn luén ghi nhé
rang phai lam viéc hét sic minh, véi mot tinh than hét sdc dac bist dé

20



lam t8t moi cong viée khi phuc vy khdch. Va khi cung cdp sén phdm,
phai ¢8 gdng lam tot phan dich vu gdp mudi lan d6i véi sdn ph&m hitu
hinh. C6 nhy thé mdi ba ddp duge nhimg phén thiu sét cta san phdm
hitu hinh néu ¢, nhim lam ting thém ch4t iugng chung cho sdn phdm du
lich, va tao nén nhing nét dic diém riéng ma khéch s& cdm nhan duge
dé phén biét gida sdn phdm cia minh vdi sén phdm cia d5i tha canh
tranh.

V61 cong nghé khoa hoc tién tién ngay nay, cdc don vi cung Gng du
lich, cdc doanh nghiép c6 thé canh tranh véi nhau qua sy hd tro cia cing
nghe, 1am tang thém gid tri cho dich vu. Tuy nhién, y&u t& con ngudi van
déng vai tro quan trong trong viée tao nén gia tri, chit luong cia san
phdm qua viée cung cap dich vu.

4, Thanh phin cda dich vu

Dich vu duge chia lam hai phdn: Chat lugng k§ thuat va chat lugng
chife ndng.

a) Chdt lugng ky thugt: Chat lugng k¥ thuat 13 cu thé dich vu g?
Vé chitc n#ng nay, ching ta d&t cau héi: Cai gi? (What). Ching han, c6
thé la gidi phdp k¥ thuat, mdy méc, hé théng vi tinh héa & cd s dé, hoac
yéu td bi quyést ky nghé (Know-how)"

b) Chdt lugng chiic ning: Chat lugng chire ‘néng la dich vy cung
cdp nhu thé nao? Vé chic nang nay, ching ta dat ciu héi: Chat luong
cung ¢dp nhu thé nao? (How)

Dich vu cung cdp tdt hay khong la tuy thudc vao ngudi cung eap dich
vu qua thdi d§, quan hé bén trong cong ty, hanh vi, tinh thin phuc vu, sy
biéu hién bén ngoai, sy tiép cin va tifp xdc vdi khach hang... Tat ca
nhing yéu t6 d6 4nh hudng dén ngudi cung cap dich vu.

Musn tao chat lugng dich vu tst phai tao su giao thoa gilia chit
lugng k¥ thudt va chat lugng chife ning. Su giao thoa giita hai chat ludng
nay, dot héi ngudi lam Marketing phai biét phsi hop déng bo va c6
nghiép vu chuyén mén d€ qua dich vy, tao nén hinh anh Iy tuéng. Hinh
anh cia cong ty c6 thé dnh hudng t6i dich vy clia céng ty ban ddu. Hinh
dnh nay duge duy tri va ting cudng bdi nhimg hoat déng Marketing nhu
quang cdo, ban hang cd nhéan, ban 1é, chinh sdch gia ¢d va anh hudng
bén trong nhu truyén théng, 1y tudng, nhing 1&i truyén miéng. Tat ci
nhiing thit d6 tac nén chat luong dich vu ma khéch cdm nhén duge. Pé la
tha dich vu cd khach 14n eong ty déu mong dgi (S¢ @8 s8 8).
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Cich vy
hat lugng dich vy ¢am nhan dugey| ©am nhan duge
{Perceived service quality) {Perceived service)

Dich vy mong dgi
(Expected service)}

T

Nhing hogt ddng Marksting truyén
théng {quang cdo, bin hang c4
nhan, ban I8, gid cd) vA &nh
hudng noi vi bdi truyén thdng,

If twdng va nhitng I3i truyén miéng

Gidi phap Thai Quan hé
ky thuat do noivi
) k;lraie'g E,;c Hanh vi
Bi quy&t €h dn
cng nghé Chétiugng | Méymée ’ i igng
Sy tigp ¢ Tinh thin
can phyc vy
Hé théng Bidu hidn ban
vitinh héa ngoai nhu thé nao

So dd 6: Sy giao thoa giita chit lwgng k¥ thuat va chit lwong chiic néng

5. Pdc di€m cia dich vy du lich

Du lich Ia m6t b phan cda nganh kinh doanh dich vu. Cdc nganh
dich vu khédc gdm: Ngin hang, phadp 1y, k& to4n, tu van, bdo hiém, gido
duc, y té... Dich vu du lich ¢6 nhitmg dac diém:

a) Thoi gian st dung ngén hon so vdéi cdc dich vu khac.

b) Tao duge sy thu hit ¢6 tinh chat cam tinh (emotional appeals).
¢) Sy quan 1y cdc ddu higu hitu hinh ¢6 mic d6 quan trong hon.
@) Hinh dnh va &n tugng duge nhin manh nhiéu hon.

e) Hé thdng phén phdi da dang hon.

f) Phy thudc nhidu vao cdc t8 chdc khac.

g) Dich vu dé bit, chudc.

h) Nhan manh hon sy xiic tién tidu thu vao hic cao va thap didm.

Il. SY CAN THIET CUA MARKETING DU LICH

1. Du lich mang lai 1¢i ich rdt I6n vé doanh thu vi nhiédu lgi ich khéc
cho c4c don vi cung tng, cho quéc gia .

2. Ngoai lgi ich kinh 1€, du lich mang tinh téng hop, nén phat trién
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du lich ¢6 lgi vé nhiéu mit chinh tri, ngoai giao, van héa xa hai.

3. Du lich 12 mdt nganh c6ng nghiép khong khéi, nén dic tinh cia
sdn phdm du lich khéc v6i sdn phdm hang héa, va khach hang thudng &
xa sdn phdm, vi vy Marketing du lich rdt cdn thi&t trong linh vic kinh
doanh du lich.

Iil. MARKETING HON H{P TRONG DU LICH

1. Binh ngh'ié

Trong ludn 4n tién si vé “Dynamique du Tourisme et Marketing” cia
Schawarz, 6ng da dua ra mét dinh nghia Marketing hn hgp (Marketing
— Mix) rhu sau:

“Marketing hén hop ld tdp hop cdc cong cu vé Marketing ma mot
cong ty sit dung d€ dat nhitng muc tiéu trén thi truong muc tiéu”.

| (J. J. Schawarz)
2. Thanh phin cia Marketing hén hgp
Marketing-hén hgp gém 4 thﬁnh phén cén ban dya trén 4P:
2.1 4P: (ctua d. J. Schawarz)

- Product: San phdm

- Price: Gid ca

- Place: Phén phéi

- Promotion: Chigu thi hodc xic tién bén hang
PRODUCT _ PRICE

\/

MARKETING - MIX

/\

PLACE PROMOTION

8o d6 7: Co cdu Marketing Mix dva trén 4P
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Ngay nay, ngoai 4P, Marketing hén hgp con thém 3C:
2.2 4P + 3C

- Customers:

- Company itself:

Khdch hang
«Chinh ban thin cong ty

- Competitors: D41 tha canh tranh
- Product: San phdm
- Price: Gid ca
- Place: Phén phéi
- Promotion: Chiéu thi
Customers Competitors Company lisel

— T —

Marketing Mix

e N

Preduct Price

Place Promotion

S 46 8: Marketing Mix dua trén 4P + 3C.
2.3. Hogc dua trén 8P
- Probing:

- Partitioning:

- Prioritizing :

- Positioning the

competitive options:

- Product:

- Price:

- Place:

Nghién ctu thi truong
Phan khic thi trudng

Dinh vi muc tiéu uu tién

Binh vi muc tiéu canh tranh
San phdm

Gid cd

Phan phéi




- Promotion: ' Chiéu thj

' Positioning the
Competitive Options

Marketing-Mix

Product Price

S¢ db 9: Cd cdu Marketing mix dya trén 8P

3. 4P trong Marketing du lich

- People: Con ngudi (khach hang, nhan vién)

- Packaging: . Bao tron géi

- Partnersship: Hap tdc gita cde don vl cung ung, giita khdch hang
va nhan vién.

- Programming: Chuong trinh két hgp du lich

CAU HOI THAO LUAN
1. Theo ban Marketing 13 gi?

2. Marketing du lich 1a gi? - Giia Marketing va Marketing du lich
6 gl giéng va khac nhau?

3. Hay phan tich 4 dic diém chung cta dich vy dy lich d&i véi viec
mua mét bifa An & mot nha hang néi tiéng hojc thus mét phong §
khach san.

4. Tai sao phong ngi & khach san can phai cAn nhdc vé tinh phan
hiy cda dich vu?
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5. So sianh 4P trong Marketing hén hop cda J.J. Schawarz va 4P
trong Marketing du lich.

6. So sanh Marketing hdn hgp dua trén 4P +3C va 8P

7, P& dich vu ¢6 chét lugng cin phdi lam t&t chat lugng k¥ thuat va
ch&t lugng chite ning. Viy nhiing yéu t8 nao tao thanh chat lugng
ky thuat va chét lugng chic ning?

8. Vi nhimg déc tinh cia dich vu va dich vu du lich, c6 gi khédc nhau
trong cdch lam Marketing giita sin ph&m cu thé va sin phdm du
lich? Cho vi du.



Chuong 2

SAN PHAM, DICH VU DU LIcH

“Mot khéch san khong lam nén du lich”

(Krapf)

“Viét Nam c6 mét sic quyén rii rdt 16n 1Am cho bat cg 161 néi thém
n&o vé né déu trd nén thim”

(Nhin dinh cia hang du lich Studiosus DBue, 1995)
I. KHAI NIEM

1. Pinh nghia

“San pham du lich 1a mét tdng thé bao gém cac thanh phan khéng
déng nhat hiu hinh va vé hinh.

Sén phdm du lich ¢6 thé 13 mot mén hang cy thé nhu thie #n, hoac

mot mén hang khéng cu thé nhu chit lugng phuc vy, biu khéng khi tai
noi nghi mat” (Michae! M. Coltman)

San pham du lich cdn goi 13 kinh nghiém du lich va né 13 téng thé
nén Krapf néi “mot khach san khéng lam nén du lich”
2. Ddc tinh cia sin phfm du lich

Sédn ph&m du lich c6 nhidu d#c tinh riéng biét. Nhing dic tinh nay
cing 1a nhimg 'dic trung cla dich vy du lich. Sau day 1a nhimg dic tinh
"s&n phim du lich:

a) Khéch mua sin phfm trude khj théy sdn phdm.

b) Sén phdm du lich thudng 12 mot kinh nghigm nén dé bt chuse

¢) Khodng th¥i gian mua san phdm va thdy, si dung sdn phdm qu4
14u,
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d) Sén phim du lich ¢ xa khach hang,

e) Sdn phdm du lich do su tdng hgp cdc nganh kinh doanh khic
nthau.

f) B4n phdm du lich nhu chd ngdi ¢ may bay, phong ngi khéch san,
gh& ngdi nha hang khéng thé dé tén kho.

g) Trong thoi gian ngén, lugng cung sén phdm du lich c& dinh, nhung
Iugng clu cia khach c6 thé gia tang hodc sit gidm.

h) Khdch mua sdn phdm du lich it trung thanh hoéc khéng trung
thanh véi céng ty bén sin ph&m.

i) Nhu cdu cla khédch d8i véi sidn pham du lich dé bi thay d3i vi su
giao dong vé tién té&, chinh tri.

11 THANH PHAN SAN PHAM DU LICH

1. C4ch sdp x&p sian phdm du lich theo té chiic du lich thé gigi
- Di sdn tu nhién
- D1 sén ning lugng.
- Di san vé con ngudi -
- Nhitng binh thai xa hoi
- Nhig hinh théi vé thiét ch& chinh tri, phédp ché, hanh chinh.

- Nhitng diéu t6t dep va moi dich wu, phuong tién van chuyén, ha
ting co 56.

- Nhimg hoat ddng kinh t&, tai chinh.

2. Cach sap x&p cta Jeffries va Krippendorf
- Céc di sdn thién nhién, tai nguyén thién nhién.
- Cée di sadn do con ngudi tao ra.
- Cdc y8u t6 thuc vé con ngudi: Tén gido phong tuc, tdp qudn.
- Hé thong cac phuong tién giao thong, thong tin lién lac.

- Nhing cd s¢ vat chat ky thudt phuc va nganh du lich: Khach san,
nha hang

- Cdc chinh sdch kinh t&, tai chinh, chinh sdch x3 héi.
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3. Cédch sdp xé&p ciia Michael M. Coltman
M.Coltman chia sdn phdm du lich theo hai hudng tai nguyén:
a) Tai nguyén theo huéng Marketing

- Tai nguyén thién nhién: Phong canh, céng vién, hé sudi, ndi non,
doc d4, deo, hé dong vat va thyc v4t, bai bién, hdi cng.

- Not tiéu bidu van héa va lich sit: Ving khdo ¢6, kien trdc truyén
théng, nghé thi cong ban dia, thuc phdm dac san, 18 lat, nghi thite,
phong tuc, mia hat.

- Not gidi tri: Cc‘uig vién, sdn golf, noi cdm trai, noi picnic, ndi boi
181, noi choi ski.

- Cdc tién nghi du lich: Chiéu dai, phuc vu nghi ngoi, nha hang, mua
sdm, trung tAm thong tin, hé théng dang ky giit ché.

- Khi héu.

- Cde tai nguyén thién nhién khdc

- Hdp dén tdm ly: M§ quan, thai d6 hai long

b) Céch sdp xép theo huéng chite néng diéu hanh

- Kha niang mua dat dai

- K& hoach va phan vung _

- Van chuyén: Pudng bg, duéng hang khong, xe lita, xe do, tau be..

- Phuc vu cong cong: Nude dung, dién, nude thai.

- K¥ nghé trg giip: Céng an, ciu héa, y t&, nha the, Ch.l\la, ngan
hang, cung tng luong thuye, gidt 4i, cdc dich vu trg gidp khac.

- Lute lugng lac déng: Thué muén lac dong duge, khéo léo tay nghé,
day ngoai ngtt, day kg thuat.

- Vén,

- Théi d6 clia chinh quyén dia phuong.

1. MG HINH SAN PHAM DU LiCH

Tit nhing thanh phén cfu tao cda sin phdm du lich, ngui ta rat ra
nhiing yéu t3 cin ban d6 lap nén nhimg mé hinh sin phdm du lich. Tay
theo y&u t6 thién nhién chia méi nudc va quan niém cdia moi tdc gia, tir d6
cé nhitng mé hinh 4S8, 3H va 68S.
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M6 hinh sdn phdm du lich 4S8 v#-3H cia M§ va md hinh &3 cua
Phép.

1. Mé hinh 4S

SEA : Bién.

SUN : Mt trdi, tdm ning.

SHOP . Clra hang luu niém, mua sém.

SEX (or SAND): H&p dén, khéu goi giéi tinh (bay bfi cdt tdm
ning).

a) Bién (Sea)

Bién 1a nhing yéu t& quan trong dé€ thu hat khdch du lich. Nhimng
noi nao ¢ bii bidn dep, sach s& 1a noi du khéch 48 x6 vé dé tdm bién,
16t v4n, phoi ndng, nghi dudng. Viét Nam ¢6 mdt vi tri rdt thuar loi aé
phat trién du lich, tir Bic chi Nam, Viét Nam c6 hon 2.500 km bg bién,
v6i nhidu bai bidn ndi tiéng nhu Ving Tau, Nha Trang, Pa Néing, cda
Timg v ¢6 noi 1 ky quan cta thé giéi nhy Vinh Ha Long. Ngoai nhing
bai bidn ndi ti€ng trén, Viet Nam cdn cé nhiéu bai bién dep nhumg chua
duge khai thic. Day 12 thé manh, 1a tiém ning doi dao dé phat trién
nganh du lich trong tuong lai.

b) Mdt troi (Sun)

Dé6i véi khach du lich qudc t&, y8u t6 mat trdi, anh nidng rat quan
trong. La nhitng ngudi § xd lanh, it khi thay 4nh ndng mit troi. Vao
nhitng mia mua, nhiét 46 rat thdp va lanh, it nguoi di du lich vao mua
nay. Vi vay, ho thudng tim dén nhimg ving ning dm dé tdm va sudi
ning. § Viét Nam, mién Bic va mién Trung, mdi nam chia ra lam 4 maa
ré rét. Riéng & midn Nam chi ¢6 2 mlba: mia mua va mua ning, Tuy
nhién, dit  mba nao, hang ngay mién Nam vén ¢6 ndng, vi § day khéng
phii mua didm nhu & mién Trung va mién Béc. V& thyi tiét, day cing la
mot yéu t5 thuan loi cho viée phat trién du lich 6 mién Nam.

¢) Ciza hang ban dé luu nigm, mua sdm (Shop)

Mua sdm rat 12 quan trong ddi véi khach du fich, khdch di du lich
hiu hét 1a 48 théa man sy hidu bidt, kinh nghiém. Ho mudn biét nhimg
ndi xa la, biét phong tuc tdp quan, 18i séng cha dén cu dia phuong, nhing
nét vin hoéa, sinh hoat cia nhiing sec toc, bd lac hoang so ... Va khi ra vé
ngoai nhing 4n tugng, nhimg kinh nghiém ma he ¢é duge mdt cdch vb

“hinh, ho cAn c6 mot tht gi d6 d€ 1am k§ niém cho chuyén di cho chinh
ban than ho, cho nhing ngudi than v ban be. D6 1a sdn phdm hitu hinh,
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nhitng mén qua lwu niém mang ddy dau &n cho sudt ca cude ddi cia ho vé
mot not, mét ving, mét nude xa x6i nao d6. Pidu nay goi lai cho ho mot.
ky niém khé phai m& v& mét chuyén di.

Cita hang ban hang htu niém va sy mua sém gii mét vai trd vé cling
fuan trong trong viéc thu hit khach du lich. Pidu nay da chitng minh cho
a thay & nhing ndi ngh#o nan, céc ciia hang bdn dd huu niém hodc thu&
ndi quan qué cao dénh trén sidn phdm khach du lich mua lam qua luu
niém, 1a nhitng noi it khéch du lich va c¢6 thé 1a noi ma khéch “Mét di va
thong bao gi¥ trd lai”. Tréi lai, nhiing noi nio c6 chinh séch thué khéa
/& hdi quan thodng, d€ khuyén khich khach du lich mua sim nhiédu la
1hitng noi khéch du lich thuing lui téi va gidi thiéu cho ban b2 di du lich |
/2 chinh nhiing not nay da thu v& mét ngudn ngoai té dang ké cho nganh
lu lich.

Mgt chiing minh cu thé hon dé cho thay sy quan trong cia viéc mua
4m chi tidu cda khéch ¢ Vist Nam va mdt s§ nude trong khu wic Bong
Nam A.

Mgt khach qudc t€ dén TP. Hé Chi Minh, trung binh mdi ngay chi
iéu 70 USD. Trong s& 70 USD nay, ¢d ciu chi tidu cia khach Ia:

- Chi phi dich vu luu trd : 50%
- Chi phi dich vy di lai : 10%
- Chi phi mua sim 1 15%
- Chi phi 4n udng :15%
- Chi phi dich vu khae 1 10%

Chi phi dich vy di lai (10%)

Chi phi &n udng (15%)

_ Chi phi dich vy luu tni (50%)
Chi phi mua sm (15%)

(Chi phi dich vy khac {10%)

36 d6 10: Co cdu chi tiéu cia khach du lich qudc t& & TP. Hé Chi Minh

Qua s6 liéu cda so 48 10, ta thay chi phi luu trG cia khdch quéc t& &
P. H6 Chi Minh chiém 50% téng chi phi. P4y 1A mot con s8 kha cao.
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Ching ta biét chi phi luu trd cha khach du lich & cde nude tién tién chi
chiém khodng 25 % clia téng chi phi. Ngay cd nhitng nudc lan cén, chi
phi chi tiéu cia khach du lich ciing khée véi chi phi chi tiéu cia khach du
lich qude t& ¢ Viét Nam nhu bang s& 3 dudi day:

?_?_‘ ‘ Nudc Nglt- | Anudng Bi tai -;r:‘zr: Ml;?é??r?g'
1 Singapore 223 13,3 ° 51 6,1 55,8
2 Héng kéng 30,2 10,8 0 8,C 51.0
3 Thai Lan 234 15,1 13,3 9,4 38,8
4 Trung Qudc 22,5 9.5 11,3 31.3 255
5 Indonesia 30,8 17.4 4.6 9,6 23,6

Bang 3: Co ciu chi tiéu cia khich qude t€ & mét s6 nude
gin Viét Nam

Nguédn: Tai Lidu tham ludn tai Hoi nghi khdch san cia
 Vu du lich va Hop tde ddu tu 061995

Tt co cau chi tiéu cia khach Quéc t& tai Thanh phé Hé Chi Minh (so
d8 10) va co cdu chi tidu cua khéach qudc t& cha mot nude 14n cdn vai Viét
Nam (bang 3), ching ta rit ra duge nhilng nhin xét sau day:

1. Chi phi chi tidu v& mua sidm, gidi tri cha khach du lich ¢ cdc nudc
rdt cao, chi phi ngi chi chiém khodng 22% dén 30% so v6i tong
chi phi (Viét Nam chi phi ngi chidm 50%).

2. 0 Viét Nam, chi phi an, ¢ rit cao so vdi cdc nudc lan can. Diéu
nay gidi thich mot phan vé& sy chi tiéu, mua sim gidi tri cda
khach du lich quéc t& thap so véi cdc nudc va kéo theo thii gian
luu tru trung binh cha khdch giam, doanh thu gidm.

Viy, dé tang doanh thu, diéu cAn thiét phai giam gia phong, tang
nhiéu loai hinh vui chdi, gidi tri hdp din d€ kéo dai thoi gian luwu tra va
kéo dai thdyi gian thife cia khach. Ngoai ra, ¢dn ¢6 nhiéu cda hang ban
sdn phdm luu niém phong phu va song song v6i nhilng viéc lam nay,
Chinh phii nén cé chinh sich thodng hon vé viéc ddnh thu€ trén sdn
phdm luu niém dé khuy&n khich khach mua hang va d&n Viét Nam du
lich nhiéu hon.

d)} Yéu t6 hdp dan gidi tinhk (Sex) hay bdi cat (Sand)

Yé&u t& hdp din gidi tinh bao ham nhidu ¥ nghia khac nhau. Nhung
dii hiéu theo nghia nao di nifa thi chit sex trong du lich thé hién tinh
khéu ggi, hap din va d€ dap dng sy théa min vé nhu cdu sinh ly. Vi vay,

32



" trong du lich ¢6 tit kém theo chit sex, dé 1a sex — tour,

Vao ddu thap nién 90 cda thé ky 20, tir khi chau Au, chay M7, chau
Phi bi dich bénh AIDS hoanh hanh, khich duy lich d6 x0 vé chau A, Péng
Nam A, nhing nuéc khang nhitng kém phat trién v& mat kinh t& ma con
chdm vé sit lan tran con bénh AIDS dé théa man mdt phidn “nhu cdu
khéng néi ra” va hy vong vao mot ty 1¢ xdc sudt cao hon vé sy an toan so
v6i nhitg nude khdc. Nhin lai nhimg nudc gdn Viét Nam, trong nhimg
ndm gan day da thu v& mot ngudn lgi kinh t€ dang k& khi tha ndi v4n da
sex trong du lich, nhung ding sau nguén lgi va su phét trién d6, du lich
dd 4€ lai mot dau &n shu sdc vé sW phé v3 d6i v6i x4 héi va con ngusi.
Nhung cdi lgi cia nganh du lich tai nhimg nuéc nay dién hinh la Théi
Lan, theo uéc tinh cda nhing chuyén gia trén the gisi, khéng bi dip duge
vé sy m&t mat, thist hai v& x4 hi, con ngudi.

Budng 16i chinh sach cda Viét Nam khéng cha triong va cdm
nghiém ngat viéc kinh doanh sex dugi moi hinh thic. Pay 1a cha truong
ding ddn. Tuy nhién trong thyc t& cling khéng sao tranh khéi tinh trang
sex va cing chi 1dam cham di cha khéng sao ngin chén duge hoan toan
bénh AIDS va nan x ke ma tiy, g4i di€m.

Néu loai trir y&u t8 hap ddn gidi tinh (sex) thi y&u t§ bai cat (sand)
cang rat hdp din khach du lich. Véi nhiing bai cdt tring, min chay dai
doc theo by bién s& thu hit khach du lich. Ngu¥i ta thich phoi minh trén
nhing bai cat d€ tfm ndng, nhin nhiing dgt séng bién va cling ¢6 nhidu
nguot nhat 12 tré em thich né dua véi cdt musn lam dé trang xe cit bidn
Dong, thich ddp nhimg lau dai, nhimg hinh tugng than thuong hodc chén
minh dudi c4t...

Biét dugc tinh hdp din cia nhitng bai cdt d8i véi khdch du lich, nén
nhitng ving khéng c6 cat hodic it c4t nhu Phi Lust Tén, d3 timg di mua
cét vé d€ tao thanh bai c4t § nhimg diém du lich nh3m thu hit kh4ch.

Viét Nam it vang bac, nhing thién nhién da ban ting cho l4m c4t,
c6 1& qué nhiéu nén ching méy ai quan tam vé chuyén nay. Cho nén cé
nhitg bai bién dep, nhitng mién c4t tring ménh méng vin cdn chua duge
st dung. ' :

Cdt la mot tiém nang lon 13 the manh cho viée phat trién du lich.
Chdc chdn trong tuong lai Viét Nam s& khai théc va bidn nhing noi nay
thanh nhitmg diém, nhing san phdm du lich hap dan d6i véi du khach.

2. Mé hinh SH |
Thanh phén cia mé hinh 3H bao gbm:
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- Heritage : Di sdn, nha thd.
- Hospitality : Long hiéu khéach, khdch san — nha hang.
- Honesty : Luong thién, uy tin trong kinh doanh.

a) Di san truyén théng dan topc, di san vin héa, nha the
(Heritage)

Nhimg linh vic thudec v& di sdn nhu vin héa, nghé thuat, lich sa,
cong nghé, nhitng ¢dng trinh kién tric ¢d cia mdt ving, mét dat nube, tiy
theo mic d§ quan trong, quy gid ¢é thé trd thanh nhing di sdn vin héa
clia mdt quéc gia, cla thé gidi. Viét Nam cé nhidu di sdn truyén thong
dan toc, di sdn vin héa duge thé gidi cong nhan nhu thanh phé cf Héi
An - Quang Nam, cdc lang tAm vua chia thdt Nguydn & C8 do Hué....
Nhitng loai di sdn nhu di san truyén théng van héa, phong tue, tip quan
& Viadt Nam duge danh gia rit cao.

Song song vdi viée phat trién du lich, viée phat trién, bdo tén, vun
ddp cdc gia tri truyén thong dan tdc duge coi trong, vi van héa 1a mét
nhén t8, mét déng lvc vé eling quan trong cho quéd trinh phét trién.

Gig tri truyén théng dan tdc Viet Nam dugc thé hién, phat huy ré
nét nhit qua truyén théng miy ngan nim ding nudc va giit nudc, sdc
thal dan tde, van héa dan toc.

Hiéu theo nghia nha thd cla thuat ngit Haritage thi diy ciing 12 mot
yéu t6 quan trong d6i vdi khach du lich qudc té&. Hién nay trén thé gidi,
khach di du lich nhidu nh&t la nhitng khach thudc cdc nude Chau Au,
Chau My, g day da s8 ngudi dén theo dao Thién Chua, nén du & dau, di
d4du ho ciing cAn ¢ nha thd dé tham du Thanh 18 vao mbi ngay cha nhat
Pay 14 nhu cdu tinh than khong thé thigu dsi véi ho.

b} Long hiéu khach, khach san — nha hang (Hospitality)

T Hospitality c6 nghia 1a long hidu khéch. Trong du lich, tir
Hospitality cdn ¢6 nghia 1a nhimg dich vu trong khdch san nha hang. Du
hiéu theo nghia nao di nia thi trong du lich nhilng y&u t8 vé long hisu
khach, nhimg dich vy trong khach san nha hang la nhitng yéu t8 vd cling
quan trong dé cau thanh sdn phdm du lich.

Long hiéu khdch thé hién qua su tiép xic gitia khach vdi nhan vién
cung iing dich vy, gifta khach va nhén vién nha nuée nhu Hai quan, Céng
an, Nhan vién ngin hang, buu dién, chinh quyén dia phuong va su tiép
xuc gitta khéch véi cu din dia phuong noi khach d&n tham quan, du lich.
Sy niém nd, tan tinh giip d§ khach, trd chuyén véi khdch mét cach vui
vé khi ho tim hidu vé phong tuc, tdp qudn v& d4t nuéc ho dén tham s&
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lam ting thém chat lugng sdn phdm. Lam t&t nhitng cong viée nay sé gay
mét &n tugng t6t dep ddi v6i mbi ngudi khach va sau chuyén di, ho mudn
6 dip d€ trd lai ho#ic gisi thidu cho ban b, ngudi than dén du lich. Trai
lai, chi cAn mot diéu nhd xdc pham dén danh dy cia khéch qua sy lanh
ling, gdt gdng, héch dich thi nhitg diéu t6t dep trong chuyén di déu tan
bign thanh may khéi va khdch “mét di khong tré lai”

Hai y€u t6 quan trong nhét d€ tao thanh tour du lich tron g61 dé la
khéch san nha hang va van chuyén. Ngoai trir khach tham quan, hiu hét
du khdch déu nghi qua dém nién cén ¢6 khéch san nha hang d€ gidi quyét
van dé luu trd #n uéng. Krapf néi: “Mét khéch san khéng lam nén du
lich”. Diing vy, trong du lich cén phai ¢6 nhiéu khdch san va nhidu thg
khéc nita. Tuy nhién khi Krapf néi nhu vy, cho thay vai trd quan trong
cda khdch san nha hang trong du lich.

¢) Tink luong thién (Honesty)

Tinh luong thién 12 mét y&u t5 quan trong trong kinh doanh. Kinh
doanh phéi 18y cht “tin” 1am ddu. Cho nén vAn dé uy tin véi khéch la
diéu cdn thigt, né didm bao long tin cda khdch khi bd tidn ra mua sin
phdm ma chua théy, chua st dung duge sin phim.

8. M4 hinh 68

Diy la mé hinh két hop sdn phdm du lich cia Phdp. Ms hinh nay
bao gdm nhitng thanh phan thudc 6 chit S:

- Sanitaire: Vé sinh

- Santé: Sitc khée

- Sécurité: An ninh trit ty xa hoi

- Sérénité:; Thanh thin

- Service: Dich vu, phong cdch phuc vu
-.Satisfaction: Théa méan

a) V¢ sinh (Sanitaire)

Yé&u t6 vé sinh bao gém: V& sinh thuc phfm, vé sinh an udng, ngu,
nghi, vé sinh moi trudng nhu khéng khi, nudc thai, vé sinh dudng phd,
céc diém tham quan... :

Trong vé sinh thuc phdm, thic udng phai ¢6 1y lich, xuat x(, phai c6
ching minh ngudn géc¢ va qu4 trinh hinh thanh.

Vi dy, mét chiéc banh ngot bao gdm bot, dudng, sita, triing va mau.
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Vay phai chitng minh qué trinh hinh thanh chiéc banh bing cdch ching
minh bét mi xuét xd tit dau, tring ga céng nghiép hay ga nudi & thon que,
ga nudi biing thic &n gi; dudng loai gi, ¢6 sl dung dudng héa hoc khong;
stta bd xudt x tit nudc nao, cia Ha Lan, cla Viét Nam hay tif Anh, ¢6 si
dung tir sita bd cda cdc nude c6 bo dién khang va céc loal mau su dung cé
tinh djc hai khéng...?

Vé& moi trudng, khéng khi phai trong lanh, khéng bi byi, khéi lam 6
nhiém. Nudc thai phai xt Iy thé nao 4 trénh tinh trang lam 6 nhiém cdc
dong song. '

Céc didm du lich, duong phS phéi xanh, sach va dep. Piéu nay néi
lén trinh 49 dan tri, ¥ thic cia ngudi ddn va su quan tadm cia chinh
quyén.

Tai cac nude va khu vie nhu Singapore, Thai Lan, Hong Kéng dudng
phé rat trang 1é dep, sach s&, ludn ludn c6 nhitng Poi Canh sat Du lich
gift gin trat ty va nhat ting 14 ciy, timg cong réc d€ 1am dep, sach thanh
phé lam cho khéch du lich 6 mot an tugng rat tot dep vé nhitng dat nudc
nay. :

b) Svec khoe (Santé)

Yé&u t6 sic khoe bao gdm cdce loai hinh thé thao, chita bénh va nghi
dudng.

Ngudi ta di du lich hau hé&t 1a d& nghi ngoi, lay lai sic khde sau
nhilng nam thang lam viéc cang thing vé tinh than va thé chat.

D& thu hit khach du lich di du lich vi 1y do sic khée, céc don vi cung
tng du lich phai két hop nhitng y&u t8 1ién quan dén sic khde trong sdn
phdm du lich nhu céc hoat dong thé thao bao gdm san golf, luét vén, bé
bdi, s&n tennis, leo nii, ciu c4, cAm trai.

Ngoai cde loai hinh mang tinh thé thao trén, cdc khéch san cing cin
¢6 cdce dich vu tdm hoi, massage da dang, phong phd, loai hinh nay chifa
mdt 88 bénh rit hidu qud.

¢) An ninh, trat tw xa hi (Sécurité)

Y&u t6 an ninh, trat tu x4 hoi bao gém cde van dé én dinh chinh tri,
trat ty, bai trit t& nan xi héi, bio hiém sinh mang cho khéch du lich.

Van dé an ninh la yéu t6 quan tdm hang ddu dé phét trién du lich.
Mot viing, mdt nuée thiéu an ninh thi nganh du lich khong thé phit
trién. Bio vé tinh mang cho du khach 1a van d€ cuc k¥ quan trong. Du
khach c&thé bi phe d6i nghich clia mdt qudc gia bit céc hodc sdt hai, nén
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vAn dé bdo vé giif gin tinh mang, tinh than, cda cai vat chdt cia khach 13
van dé tit y&u va cén thiét. P& gép phin vio viéc gidm thidu mic rii ro
v ddm bdo an ninh trit tu cho khdch cidn phdi thuc hién nhiu bién
phédp déng bd giita chinh quyén, cdc don vi cung ng du lich. Vé chinh
quyén phdi én dinh chinh tri, bai trit nan t& doan xa héi nhu #n xin, cu6p
gidt, mée tii, nai ép khéch mua hang. Vé phia hang lif hanh phai trang
bi phuong tién vAn chuyén tdt va tai x& phdi ¢ kinh nghiém, cdn than.
V& phia khdch san, phdi gill gin an ninh, ca phong chic chdn d€ chéng
trom cdp, chéng ké la dot nhap giy nguy hiém cho khdch.

d) Su thanh than (Sérénité)

Ngoai mue dich du lich cdng vy, hau hét khéch di du lich vi muc dich
hudng thy, di tim sy thanh thdn cho tdm hén dé bii ddp vao su mAt mat
qua nhiédu nam thang lam viéc cat luc, cang thing tinh thén.

Ngudi ddn 8 cdce nude tién tién, hing ngay phai lam viée véi cudng
d9 cao trong cdc nha mdy, cong xudng, van phong. Gia dinh, v¢ chéng,
con c4i it ¢6 nhimg dip doan tu day dd, 14u dai. Vi viy, nén tdng tinh cdm
gia dinh khong bén chit, khéng keo son dé din dén tan vd hanh phic.
Con ngudi mit thing bing vé tinh thén, lac 16ng, thiéu chd bam tya. Bén
canh d6, khoa hoc va dng dung khoa hoc phdt trién nhu vi biao, nao 12
khi gigi giét ngudi hang loat nhu bom nguyén td, bom héa hoc, bom
khinh khi, tén Ifa dan dao tdm ngén, tAm xa xuyén luc dia, hé théng tén
lfa phong chéng chién tranh giita vi sao, cdc nudc 16n, bé dua nhau phéat
trién, thi nghiém vii khi hat nhén, va néi lo s¢g 4m anh vé nhitng ching
bénh hiém nghéo cling véi nhitng su canh tranh gay git, khéc ligt gida
cdc tap doan, gifa cdc cdng ty trong nudc va qudc t& da lam cho con ngudi
chodng vdng, mit thing bing thit su, gdy nén ching bénh théi dai, d6 1a
ching bénh céng thadng thdn kinh (stress). Ngoai ra, mét chimg bénh
khédc vo cing nguy hiém dd va dang ¢6 nguy co giét chét hang triéu ngusi
ma hién nay chua tim ra loai thudc chita tri, ngén ngira hitu hidu, d6 la
bénh AIDS.

Ping trude nhitng sy thay d6i nhanh chéng vé khoa hoc ky thuat va
cd vé miét tinh thén, hang ngay con ngudi phédi déi phé vdi nhimg cong
viéc nham chén, cing thang, nguy hifm, ngudi ta cdn sy thanh thdn va
ho mudn quay vé, tim vé thién nhién, muén duge tin hudng nhimg giay
phiit yén tinh dé thu gidn tinh than, duge nhin lai nhimg cdnh thién
nhién nidi non hung vi, hoang so, di tim cdi mau xanh cGa ndi ritng, cla
bién ¢3, rong réu d€ xua di cAl mau x4m xit cda bui khéi, cia bé téng c6t
thép, su ndng né cla nhitng nhi m4y, cong xudng va nhing tda nha choc
troi.

37



Nguti Nhat, sau the chién thit hai, véi quyét tam, long yéu nude cao
d9, ho da nhanh chéng khéi phuc va dua dit nuéc 1én hang cudng quée,
ding diu vé kinh t&, ki thuat cong nghé. Nhung mot khi d&t nuéc da
thinh vugng, mic sdng clia ngudi dén cao thi ho ¢6 khuynh huéng gidm
dén sitc lao d9ng d€ danh thai gian cdn thiét cho viée nghi ngoi. Chinh vi
Iy do nay nén trong nhiing nam cudi thip nién 90 ciia the ky 20 va budc
vao ddu thap nién cla th& ky 21, nén kinh t& Nhat cé chidu huéng phat
trién cham, hodc khung lai, va hién nay nuéc Nhat 1a mét trong nhing
nude ¢6 s8 lugng dan di du lich ra nude ngoai nhidu nhat the gidi.

Do tinh chét quan trong cia tai nguyén thién nhién vé rimg ndi,
bién cd, séng hd, ghénh, théc, thi ring hoang da, vi vay nhitng noi nao
¢6 14m cdnh dep, nhimg ndi dé thu hit khach du lich rét manh. Cho nén,
khi chon mét noi lam nuéce dén, diém dén tham quan du lich, ngudi lam
Marketing phdi chi y va tdn dung nhiing sdn ph&m do thién nhién ban
ting dé két hop tao nén san phim du lich phong pha hép din.

e) Dich vy, phong cach phuc vu (Service)

Sén phim du lich hdu hét 14 nhimg dich vy, nhiing don vi cung tng
du lich nhu khéch sgn, van chuyén tham quan gidi tri 1a nhimg thanh
phén c6t 161 d€ tao nén tour du lich tron géi. Khi ban tour du lich tron go6i
don vi cung (ng du lich chi ban dich vu. That vay, sau khi k&t thie
chuy&n di, khéch khong thé mang theo phong ngl, mang theo chd ngdi
trén xe hodc mang theo nhilng dim dén du lich. Khi b4n san phdm du
lich 1a ban dich vy, ban ché nglh cho khach va khdch chi ¢6 quyén sit
dung né, ciing nhu ban ché ngdi cta mét chuyén xe hay mét chuyén bay,
bdn dich vy vui choi, gidi tri...Sau chuyén du lich. khach chi mang theo
nhitng ky niém, kinh nghiém vé chuyén di.

Dich vy du lich rat phong phi nhu dich vu & khéch san, dich vu thi
tuc ding ky, nhép, xuat khdch san, dich vy van chuyén, dich vu buu dién
vién théng, ngan hang, hai quan...Qua mdi dich vu dé, 4§ phuc vu khdch
hitu hiéu, né ddi héi tat cd nhimg ngudi lién quan trong viéc phuc vu phai
am hiéu nghé nghiép va eé phong ciach phuc vu tét.

Phuc vu va phong cdch phuc vu 1a nhitng san phm vé hinh. Khach
sé hai Iong va duge bl ddp néu sdn phdm hi hinh cé phin thidu sét
duge thay the bing nhing sén phdm v4 hinh nhu hinh thdc phuc vy qua
phong cach phyc vu clia nhitng nhan vién, khéo 160, vui v8, niém nd tan
tinh. Sdn phdm hiu hinh nhu khéch san, nha hang thi t6n kém, trai lai
sdn pham v6 hinh it t6n kém, cho nén trong hoat ddng du lich phai quan
tdm fam tot khau phuc vu gap bdi l4n so v6i sdn phém hitu hinh,
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P Su théa man (Satisfaction)

Muc dich cia viée di du lich 1a ¢ théa man nhu ciu cia con ngudi.
Nhu cdu du lich tdy thuge muc dich cla chuyén di. Tuy nhién, trong du
lich ngudi di du lich 14 d€ théa man duge nhiéu muc dich khac nhay chy
khéng hdn thuin tiy vé cong vu, hudng thy hay chi vi mét déng co nao
khéc, danh ring chi dé va 101 dung eba tour du lich tron g6i 6 thé 1a du
lich céng vu, héi hop, du lich nghién cfu, tham quan hay du lich sinh
thai. .,

Bap tng duge sy théa man cda khdch nhiéu hay it phu thuge phéan
16n vao cée dich vy, rhong cdch phue vy, 46 1a nhitg yéu t6 gay 4n tugng
t6t dep cho kh4ch vé dst nude, con ngudi nai ho dén du lich.

IV. CHIEN LUGC CHU XY pdl SONG SAN PHAM: (Product life cycle strategies)

Dich vy khéng ¢6 chu ky dvi séng sdn phém. Trong du lich, c4c san
phédm hitu hinh nhu didm dy lich c6 chu ky di séng san phdm, va chu ky
d¥i song sin phdm c6 thé phu thude vao ba loai: Chu ky ngdn han, cha
ky trung han va chu ky dai han.

Chu ky ngin han

Chu ky ngdn han cia mot didm sinh hoat du lich duge tinh 12 mét
ndm hoac ngdn hon. Nhing chu trinh ndy dé nhan th4&y nhu chu ky di
nghi theo mua trong nam tai mot noi dy lich nao d6. Ciing ¢6 thé mét
di€m du lich c6 haij chu ky sinh hoat trong mét nim cho mia he vA mia
ddng tuy theo loai hinh sinh hoat nhu mua dong trugt tuyst, mia he choj
golf, ¢&i ngra...

Chu ky trung han

thay ddi nay c6 thé do xu huéng cda khi4ch, do van dé chinh tri, su bit én
vé an ninh hay do thay ddi kinh t& ho#ic mej trudng caa dia phuong.

Chu ky du lich trung han thudng x4y ra trén vaj nam. S di ¢6 su

Chu ky dai han

Chu ky dai han cia mét di€m du lich trai qua bén giai doan: Giai
doan ph4t hién, giai doan phdt trién, giai doan chin mudi va giai doan
suy thodi. M&i giai doan c6 mdt dac tinh riéng va ngudi lam Marketing
cln bigt d€ tridn khai chign luge Marketing phit hop véi mai giai doan dé
dat hiéu qui trong kinh doanh.
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Bang 4: Marketing theo chu ky ddi séng san phim
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1. Giai doan ph4t hién hay gidi thiéu sin rhidm (Introduction
stage)

Day 14 budc ddu, méi tim th&y diém du lich va phdt trién y tudng
san phdm mdi. Trong giai doan nay, doanh s8 thdp, trai lai, chi phi ddu
tu cao. Day 12 noi du lich méi hinh thanh, b4t ddu thu hut mét s khach
du lich, cdc khdch san nha hang, cic co sé kinh doanh véi gid cao. Theo
Plog, nhitng noi nay, hic ddu thu hat loai khéch Di tam ly (Allocentric),
nhiing khéch thich phigu luu mao hiém, 14 ngudi thich dén diu tién
nhiing noi du lich méi duge kham ph4 va khéng cdn duge phuc vy ddy duo.
Giai doan phdt hién ¢6 nhiéu nguy co din d&n that bai trong kinh doanh
vi s8 lugng khich it va chi phi cao.

2. Giai doan phit trién (Growth stage)

Giai doan phat tri€n, san phdm tré nén phé bién, h4p din khich du _
lich, c6ng viée kinh doanh thuan lgi va phat dat, kich thich nhiing ngudi
khdc canh tranh. Trong giai doan nay, di€m du lich ddn dén thich hgp
V61 loai ngudi trung binh (Midcentric) va trong kinh doanh ¢é nhidu dsi
thi canh tranh muén nhdy vao, cho nén cin ban nhidu hon la c8 déng.

3. Giai dogn chin mudi (Maturity stage)

Giai doan chin mudi cdn goi 1a giai doan bio hda. Trong giai doan
nay, hoat dong kinh doanh trg nén canh tranh rdo riét vé gid cd. Cdc don
vi cung dng du lich tim cach cai bién sin ph&m nhim dat duge su théa
maén cda khach t8i da.

Dé gidm b6t rdi ro va tranh sy suy thodi stia sdn phfim, cdc di€m du
lich phdi tim cdch cdi t6 lai hinh thic kinh doanh, thich (ng véi thi
trugng du khach méi, cdn cdi bién sén phdm méi va § tudng méi A& thu
hit khéch du lich., :

4. Giai doan suy thosi (Decline stage)-

Pay la giai doan t6 d4u hiéu khdch d4 chén ngdy va quay mat lai véi
sin phdm d€ di tim nhing diém du lich khac. Trong giai doan nay,
nhing don vi cung dng du lich nén tim céch d€ dua nhitng sdn ph&m
khéng con sit dung cho khdch du lich vao viée sit dung hitu ich khic.

Khéng phai bat cif sdn ph§m nao cing trdi qua 4 giai doan trén va
méi giai doan dai ngén 1a do sy hifu bigt ca ngudi lam Marketing. M&i
giai doan cia chu ky doi séng sin ph&m c6 mst chidn luge Marketing
nhim phi hop v6i tinh thé, thue trang cia mdi trudng d€ duy tri va phat
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trién sdn phdm. C6 nhiing nai du lich & giai doan chin mudi tén tai duge
nhiéu ndm, nhung ciing ¢6 nhimg noi khong vugt qua duge giai doan phat
hién ban dau. Vi dy, § Nam cuc a diém du lich rit hap din vdi du khich
mudn ngdm dan chim cdnh cyt, ngdm va thudng thic cinh bang gid tuyst
phd quanh nim. Nhung chic chin Nam cic khéng thé trd thanh noi du
lich & giai doan chin mudi. Trai lai, cling c¢6 nhimg ndi du lich khéng qua
giai doan phdt hién ma di tré nén chin mudi nhi trudng hgp Cancun,
Mexico. Va ciing ¢6 nhing trudng hop mét diém du lich d4 trii qua bon
giai doan thi chuyén qua mot giai doan phat trién méi nhu thanh phs
Atlantic vao cudi thé ky 19.

V. NHONG BIEU LUU Y VE MARKETING SAN PHAM DU LICH

1. Kha ning ti€p cin
La vidc ¢6 thé ti€p cAn sdn ph4m vé vi tri hodic thdi gian hoat déng.

2. Khéng gian

~ La mdt y&u t6 quan trong trong cdc dich vu khdch san nha hang.
Khéng gian tdc déng dén hanh vi mua sidn phdm cia khach hang theo 4
cach:

- Tao su cha ¥

- Thu hiGt khdch hang tiém tang
- Tao hiéu qua

- Tao 4n tugng tam ly

3. Tiép xidc eilia khdch hang vdi hé thong cung cdp dich vu

Khi lam Marketing can chd § dén qud trinh tham gia ¢ia kh4ch vao
viéc cung c4p sén phdm du lich trong 3 giai doan:

- Truée khi tidu thu

- Trong khi tiéu thy: Giao ti€p cda khdch hang véi nhan vién, véi
sdn phdm théng qua céc dﬁ'u hiéu, dic diém hitu hinh.

- Sau khi tiéu thu: Sy hai long cia khach d8i véi sdn phﬁ"m du lich dén
mic db nao.
4. Tiép xic cua khéch hang véi cic khich hang khac

Moi khdch hang ludn 12 mét phin cia sdn phdm du lich, né gop
phén vao chat lugng chung cia sdn ph§m du lich.
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5. S¢ tham gia

Trong du lich, su 161 cudn kh4ch vao viéc tham gia eung cip dich vy
c6 thé 1am théa man syt hai long cia khdch va gidm chi phi hoat dong.

CAU HOI THAO LUAN

1. Theo ban, san phdm du lich 12 gi? Cé gi khdc biét véi san phdm cu.
thé? . .

2. Theo ¥ ban, trong cdc y8u t6 cia cdc mé hinh SEA, SON, SHOP,
SEX, nhiing y&u t& nao 1a quan trong va cdn thist dé phat trién
nganh du lich TP. H3 Chi Minh, cfia Viét Nam. Ly do?.

3. Ban cho bigt chu ky ddi séng cfia mot didm du lich trdi qua nhig
giai doan nao?

4. Ban hiy chon mét diém du lich (Pdm Sen, Ky Hoéa, Van Thanh,
Sudi Tién, Nui Bim Long...). M6 t4 noi du lich nay va ddnh gid né
dang & giai doan nao cta chu trinh. N&u ¢6 thé duge hdy cho
nhing s6 liéu théng ke ching t3 chu ky da thay d6i trong nhidu
ndm qua va su quén 1y du lich tai d6 d4 thich ¢ng nhu th€ nao dé
d6i phé véi nhimg giai doan khéc nhau eda chu ky. Néu khu du
lich dang & thei ky suy thoai, ban x4c dinh nguyén nhan.
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Chuong 3

GIA CA

I. NHONG NHAN TO CHU YEU ANH HUGNG DEN VIEC XAY DUNG GIA

1. Nhén t§ bén trong

Nhitng nhén t& bén trong dnh hudng dén viéc x4y dung gi4 lién quan
dé&n d4u vao, va chiu dnh hudng bdi cdc yéu t8 néi vi.

Nhing nhén t6 nay mang tinh cdch chd quan thudc vé nhing muc
. tiéu cda cdng ty, chi phi, cdch thide x4c dinh gid d€ gidm thidu d6 rdi ro.
2. Nhan té bén ngoai

: Nhiing nhén t6 nay mang tinh cdch khach quan, chiu dnh hudng bdi
gia ci thi trudng, gid ci cda d8i thd canh tranh va tinh céch thoi vy coa
muaa du lich.
3. Cac yéu t6 quyé&t dinh gia: '
- Chi phi sdn xuit.
- Lgi ich sdn phdm cho nguti tidu dung.
- Tinh hinh thi trudmg va gid ca canh tranh.

- Muc tidu cda cdng ty.

iI. PHUONG CACH AN BINH GIA § KHACH SAN: GIA PHONG

& khach san hay & cdc hiing m4y bay khac v6i & nha hang bdi 18 c4c
phong ngii va chd ngdi trén mdy bay c6 giéi han. & nha hang, tuy s& ghé
ciing ¢6 gi¢i han, nhung nhd vdng quay chd ngdi nén c¢6 thé phye vu
khéch nhidu hon s§ ghé. Ngoai ra, cdc phdong ngt hay ch ngéi trén mdy

! Xem Marketing cén bén - Philip Kotler - Nha Xu#t bin Thong ké nam 1997,
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bay mét khi da khong bén duge 1a xem nhu mét di doanh s khéng bl
ddp dugc. Chinh vi 18 46, viée 4n dinh gia ¢ khdch san va vé ban § may
bay phai lam sao bdn duge cang nhiéu cang tét. Trong thyc t&, nhiing sén
phdm diac biét nay, ngudi 1am Marketing nén nghién ciu va dyu bdo chinh
xdc d8 tranh that thodt vé doanh 58, nhung ciing khdng nén vi qud nghi
dén doanh s6 mé lam mé4t di chif tin, lam phién ha dén khéch.

C6 nhiéu phuong phdp 4n dinh gid § khéach san:

- Phuong phéap 1 déng cho 1.000 déng.

- Phuong phéap cin ban tinh ti d4y 1én cia Hubbart.

- Céch tinh gi4 biéu phong don va phong déi. -

- Céch tinh gi4 biéu cho thué phdng theo méi thi truong muc tidu.

1. Phudng phdp 1 déng cho 1.000 déng

Chi phi dau tu x4y dung khéch san rit cao (tir 60 — 70%). Vi vay,
ngudi ta nghi riing phai c6 mét su tuong quan tryc tiép gida chi phi xay
dung va gia bidu cho thué phang. Do d6, e 1000 dong bo ra xfy dung thi
phai tinh 1 dong tién phong mdi c6 thé thu lgi cho viéc dau tu.

Vi du: Mot khéch san 100 phong, chi phi ddu tu 4.000.000 USD, ta
tinh: chi phi x4y cat trung binh cho mai phong 40.000 USD.

Ci 1.000 USD von xay cat, gid thué phong la 1USD. Viy 40.000
USD v6n xay cidt mét phong, phai cho thué mét phang 1a 40 USD.

Phuong phéap nay cé khuyét diém:

- Bé quén nhitng chi phi hién th&i va chi phi vay muon.

- B4t tién trong viéc canh tranh.

- Chi phi x4y dung bay gid khéc v6i chi phi xdy dung céch day 40
nam.
2. Cong thifc ciin ban finh tit ddy 1én (Bottom up method)

Phuong phép nay do Hiép hoi khach san My dua ra, goi 14 cong thic
Hubbart hay con goi 1a phuong phép tinh tir day 1én.

Vi du: Mot khéch san c6 50 phong va gid dinh ring, téng doanh thu
cin thist d€ trang trai moi chi phi va dé c6 thém mdc 1&i nao d6 la
547,500 USD, gid dinh 12 khéch san nay ¢6 céng sudt phong la 70%.
Trong trudng hgp nay, khdch san ein cho thué trong mdt nim la:

50 x 70% x 365 = 12.775 lugt phong moi nim.
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. Vdy, gi# cho thus phong s8 la: _

Doanh thu cin cé
Lugt phong phéi cho thug’
_ 547,500

12775

Gi4 43 USD la gi4 trung binh. Trong khéch san c6 nhiéu loai phong
khic nhau, nén cé nhitng mife gi4 khac nhau.

Gid cho thué phong =

= 43 USD

3. Phudng phép tinh gid bi€u phong don va phong d6i

Trong mét khich san, vi du ¢6 50 phong, cong sudt 70%, gia bidu
trung binh 43 USD nhu cich tinh tit cdng thic Hubbart 48 cdn thu lai
vén dfu tu va lai.

Gid sif ty 1& phang d6i duge khach hang thué phong 12 40% v& ban
quén 1y mudn c6 sai biét gita gid cho thué phong don va phong dbi 1a 10
USD.

Céng suit phéng cho thué 70%, tf?ng 86 phdng ctia khdch san ¢6 50
phbng Véy s& phang cho thué:
50 x 70% = 35 phdng c6 khsch.
Ty 16 phong ddi 1a 40%, vay phong d6i c6 khéch:
35 x 40% = 14 phong
8g phbng' don cho thué (v6i cong sudt 70%):

35 - 14 = 21 phang don c6 khéch.
_ Daa.nh thu trung binh méi dém:

35 x 43 = 1505 USD.
Theo gid thiét, sy sai biét gita gi4 phong don va phong dai 1a 10
USD vay néu goi x 1a gid phong don, ta c6:
C 21x+ 14 (x +10) = 1505
C e x =39 USD.
. Gié cho thue phbng don la 39 USD, vay, gi& cho thué phbng doi 1a
49 USD. ;
VOi mic glé nay, cdc khdch san cé thé gia gidm tdy §.

4. Pl:ﬂd‘ng phxip tinh gis bidu cho thué phong theo msi thi trudng
‘ .mye tiéu

Q6 nhi'mg khach San dp dung gié cho t;utng déi twgng myc tidu: Khéch |

}
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kinh doanh, khédch héi nghi, khach du lich thudn tdy. Mdi loai ¢6 mét gié'-
biéu khéc nhau.

& Viét Nam ciing ¢6 nhiing khach san 4p dung gid phan biét giita
khéch Vidt Nam va khach Quéc té.

Vi du: Mot khéch san c6 gid biéu frung binh 43 USD va ¢6 them
thoéng tin dudi day:

Thi trudng myc tieu - S6 dém thué phong Bach phéan % Gié chudn %
Khach Quéc té 54 60 100
Khéch trong nudc 3.6 40 ) 70
Té8ng cdng 9 100

Gia chufn khéch trong nude bét con 70%. Tinh gié biéu cho thué
phong theo s6 liéu trén?

Thy trudng muc tiéu khach Qude t& déng gép vio téng doanh thu:

5.4x100 _ 609 ciia tdng s6 dem thus phong

Thi trudng mue tiéu cta khach trong nuéc déng gép vao téng doanh
thu:

3,6x100 _ 40% chia téng s6 dém thué phong

Ap dung cdng thdc trung binh s6 hoc c6 trong s8, ta ¢6:

iCi.Vi
T = i=1

n

> Vi

i=1
Trong 4é:
T: Gié. trung binh da cho
Ci: Gia chuén
Vi: Trong s6 (TAm quan trong caa thi trudng muc tiéu)

Goi gid chufin cho thué phong qudc t€ 1a x, tir 46 ta suy ra gid cho
thué phong trong nudc la 0,7x. Ta cé:
| x.0,6 +0,7 x 04
(0.6 + 0,4)
Vay x = 49 e T

43 =

={,88 x
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Gid biéu mdi tinh cho mdi thi trudmg muc tidu nhu sau:
‘Khéch Quéc t&: 49 USD x 100 % = 49 USD

Khéch trong nuéc: 49 USD x 70% = 34 USD

Doanh s& ctia khédch san:

Thi trudng muyc tiéu S6 dém thué phong . Gi4 biéu Doanh sé&

Khach Qudc té 5.4 49 264,86
Khéch trong nudc 3,6 34 1224
Téng céng 9 387

V6i gid biéu va doanh s§ trén, ta dem 4p dung cho phong don va
phong 46i d€ phan tich két qui. Néu gid qué cao, c6 thé gidm gid, ho#c
gid thép, c6 thé chap thuin khodn 13i it hon d€ 16i kéo khach.

Ngoai nhing cdch 4n dinh céc mue gid biu ké trén, trong khéch san
nén c6 gid bi€u dic biét khdc danh cho nhitmg kh4ch déc biét, nhing
khdch hang dén thué phong vao gis chét, dém khuya, nhim muyc dich vét
vat nhiing phong bd tréng nhdm gia tang doanh s& ban (gidm gia nhung
bdo ddm chi phi khé bién d€ bi ddp phén chi phi cf dinh va phan l4i),

[, PHUGNG CACH AN BINH GiA § NHA HANG
3 nha hang, c¢6 nhiéu phuong phdp tinh gid.
- C4ch tinh doanh s0 trong nim.
- Cdch tinh héa don thuc kh4ch trung binh.
- An dinh gid cic mén #n trén thyc don.
- Vong quay ché ngbi.

1. Cdch tinh doanh s& trong nim
Theo phuong phép n2y, ngudi ta uée tinh mdt khodn tién 1oi trude,
tinh chi phi ¢ dinh va chi phi khé bién, tit 46 tinh duge doanh sé.

Vi dy: Mot nha hang ¢6 100 ché ngdi. Phi ¢d dinh va 14i 1a 165.000
USD. Cdc chi phi kha bién bing 80% doanh s8. Nhu v4y, chi phi e8 dinh
biing 20% doanh sé&.

Muén ¢6 15i 165.000 USD (phi ¢& dinh) thi téng doanh thu s& bén
-sang nim sé la:

20% doanh s& = 165.000 USD
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100% doanh s8 = 165.000/20% = 825.000 USD.
Hodc, chi phi ¢8 dinh 13 165.000 USD tuong duong 20% doanh s&,
véy, chi phi kh4 bién cla 80% doanh s6 s& 1a: -

165.000x 809
20%
Doanh s¢ sang ndm = Chi phi kha bién + Chi ph{ c§ dinh (c6 1ai)

= 660.000 USD + 165.000 USD = 825.00C USD.

= 660.000 USD

Thit lai: _ .

Doanh s8 = 825.000 USD
Phi kh4 bién : 80% x 825.000 = 660.000 USD.
Phi ¢8 dinh : 20% x 825.000 = 165.000 USD.

(Trong phi c8 dinh d4 tinh phdn lai d€ trang trdi nhimg chi tiéu
khac).

2. Céch tinh héa ddn thyc khich trung binh

V4§i doanh s6 sang nam la 825.000 USD, mudn bist sang ni&m méi
thyc khach trung binh phai chi trd bao nhiéu.

Vi du: Trong mot ndm, méi ché ngdi ¢6 2 vong quay (lugt khdch) mdi
ngay, ta co:
Téng doanh thu trong nim
Chd ngéi x Vong quay/ ngay x S8 ngaymd cia
_ 825.000
"~ 100 x 2 x 365

Hoéa don trung binh =

= 11,33 USD

Néu phye vy nhanh hon, tic 1a nang s8 vong quay ché ngdi tit 2 14n
lén 2,5 14n thi héa don trung binh s& gidm xudng con 9,4 USD.

Céch tinh nay khéng néi lén § nghia m8i mén an gi4 bao nhiéu, né
chi cho thdy s6 tién trung binh méi thuc khdch phai tra. (Tir d6 didu
chinh kinh doanh bing céch ting gid ban hoic gidm chi phi hodc tang
vOng quay).
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3. An dinh gid cdc mén in trén thuc don

Khi biét gia mua thuc ph&m ta c6 thé tinh phi chudn dinh cho mén
#n. LAy chi phi nay nhén cho bdi sd (cha bach phén du tri chia cho phi
t8ng quat cta thue phdm).

Vi du: phi trung binh cda mét nha hang 1a 40% thi:

_ % = 2,5. VAy 2,5 1a boi 86,

Va mot mén 4n trén thuc don t6n 4 USD cho thuc phém thi gig cia
né sé la 10 USD. (4 x 2,56 = 10). That ra trong nha hang nén ¢6 nhing
mén &n ¢in ning g4, c6 nhing mén 4n phai ha gid. Thong thudng thic

an nao khach thudng goi thi ha gia.
4. Vong quay chd ngbi

Chb ngdi c6 vong quay cang 16n {lugt khdch) trong mbi loai biia 4n
thi nha hang c¢6 thé gidm gia héa don trung binh ma vin cé loi.

IV. PHUONG CACH AN PINH GIA TOUR - TOUR TRON GOI
1. An dinh gia tour

a) Nguyén tdc dinh gia tour

Khéng ¢6 mdt nguyén tdc ndo goi 12 nguyén tdc chuin muyc d€ tinh
gid thanh khi 4n dinh gid tour. Tuy nhién, khi tinh gi4 tour, ngudi ta
thudng dua vao nhimg yéu td sau day:

* Dua vao nhitng con s& rong, khong phai con s8 gop d€ tranh tinh
141 rong 2 4n, trdnh 461 gid 1én cao lam khé ban sdn phdm.

Gia rong (Net rate) khac gid thanh, gid gbp (Gross rate)
Gid rong = Gid gop - % hoa héng cho hiing dai ly.
* Dya vap con s khdch dang ky it nhat chit khéng phai nhidu nh4t.

* Phén 16n thu nhap 14 tit khodn bé sung chif khong phai tir tién hoa
héng.

Gi4 bén tour = Gi4 thanh + khoén b8 sung

Khodn gid bd sung tU 10 — 40%. Néu tour doc ddo, khong ¢6 dsi tha
canh tranh thi gia b8 sung sé cao.

* Khi tinh gia tour, nguoi ta thudng dua vao phu’o’ng phap phén tich
diém hda von bing cdch tinh dinh phi va bién phi clia tour.
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b) Phén tich bién phi tour
Bién phf ting theo s8 lugng khéch trong doan.
Bién phi tour gém c6:

- Khéch san: Phai tinh gid b3 sung phong don néu khdch cé yéu cau,
Théng thlrdng khi tinh gi4 tour vé khdch san phai tinh phong dai.

- Thue va dich vu phi: Khéng ¢& dinh va tiy thuéc vao mdi khéch
san, n&u gi4 chio cia khach san la gid gop thi phdi trir hoa héng va
khdng tinh thué.

- An udng: Chi phi nay tinh biing nhidu céch:
+ Tinh chung vdi gig phong (1 ho#c 2 bia)
+ Khéch dat thém bita ngoai tiéu chudn phai tinh gid thém.

+ Hodc dé khdch an udng tu do (gid tour s& gidm va dé ban cho
khéch)

- Tién Tip cho nguwsi phuc vu (tién boire): Can xdc dinh khoan boa nao
di nim trong gid dich wy, khoin hao khong boa theo phong tue, tap quéan
cha mdi nude,

- Dich vu tham gia: Vé vao cita tham quan, bao tang, xem biéu dién..
- Chi phi vin chuyén: Thay d8i theo timg loai xe, theo s8 lugng
khéch, din dén gia thanh thay d6i.
e) Phan tich dinh phi tour

Binh phi khong ting theo 5 lugng khdch, bao gém: Luong tra cho
nhan vién, phi thiét ké tour, chi phi quing cdo..

- Chi phi quang cdo: Tuy theo hing, c6 hdng quing cdo cho ci mot
chuong trinh tour.

- Luong v chi phi cho nguti didu hanh tour: Gém c6 huéng dén vién,
phién dich vién.

- Chi phi cho nha t4 chite: Nghién cthi thi trudng, khdo sat tour.

- Chi phi thué bao: Phii dugc phan b8 trén lugng khdch thap nhat
hay trung binh.

- Chi phi khéc: Bao gdm chi phi vin phong, qua ting..

Sau khi tinh duge dinh phi va bién phi, cong tdt ca d€ c6 gid thanh,
tir dé, thy trudng hop mudn c6 mét khodn loi bao nhigu d6 sé chng thém
gid thanh véi mot khodn gia bd sung tit 10 — 40% d€ c6 gis ban tour cho

51



méi khdch.

2. An dinh gis tour tron géi (package tours) _

Cén tinh chi phi ¢& dinh, chi phi khd bign va diém hoa vén (hay 1a
s0 suft, 8§ vé ban duge d€ hoa von)
a) Chi phi khé bién: bao gbm

- Chi phi v4n chuyén tif noi xust ;;hét dén dia diém du lich.

- Chi phi 4n uéng.

- Chi phi trung chuyén, 4i lai tham quan.

- Chi phi cho cée dich vu b4 sung: Vé tham quan, vé xem biéu didn, thus
thuyén...

- Chi phi 1am ho chigu, dich vu xust nhip cinh.
- Chi phi huéng din va phi bio hiém bt budc.
Trong céch tinh chi phi kha bign cdn chy y:

- Chi phi bita an: 3 bita, &n se"mg ¢ khach san, trua chidu #n & di€m
tham quan.

- Chi phi trung chuyén tir san bay dén khach san, d&n cdc didm tham
quan.

- Chi ph{ khéc: Hp chigu, visa, dich vu trg ety khin eap, bio hiém, boa

cho cdc nhén vién phuc vu, thug phi trudmg (thy phi tnng, s o6 mdt loai
thué khac nhau) ' '

- Hoa héng, tiiy timg héng cla mdi nude,
Vi du: Thuy si, Pudc, Phép, hoa héng tuong duong 20%.
- Gid tour tron g6i duge quy ra tién eda khach cy tra.

b) Chi pht ¢’ dinh

Chi phi ¢& dinh cda tour tron g0i cling gidng chi phi ¢& dinh cda tour
thutmg, bao gdm c4e khodn chi phi vé x4y dung va gdi cse tép gi6i thidu,
quing cdo, chi phi didu hanh, chi phi nghién ciu thi trudng, khio s4t
tour, '
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¢) Tinh di€m hoa vén (Break- even point)

Tinh diém hoa v6n cda tour du lich ¢6 thé tinh theo cich phan tich
dinh phi va bién phi nhy trén da trinh bay. G day ta tinh diém hoa vén
bang cdch tinh s6 lugng t&i thidu cia chuyén di phai duge bén 12 bao
" nhiéu suat (vé) d& duge ¢6 lai.

Vi du, Chi ph{ ¢ dinh cia chuyén du lich 1a 206.000.000 déng, gid phi
cia chuyén di cho mét suat 1a 5.000.000 déng va chi phi khi bién cia
chuyén di d6 1a 96% cho méi suat, hoac 4.800.000 déng (96% x 5.000.000
= 4,800.000 d). Vay cAn ban bao nhidu sust d&€ hoa vén?

C6 hai cdch gidi:
Cdch gidi 1: Muén hoa von, phin chénh léch gid doanh thu va chi

phi khd bi¢n phai bu ddp duge phan dinh phi eta chuyén di 1a 20.000.000
déng. '

Cit bdn mdt vé, tién chénh léch gita doanh thu va bidn phi la
200.000 déng.
Viy cin mét s8 vé dé bu dép s§ dinh phi trén:
_20.000.000

200.000
Mudn hoa vén, cdn bdn dirge t61 thidu 100 suat.

= 100

Cach gidi 2: Ta biét mot doanh nghiép hoa von khi téng chi phi
bing téng doanh thu, ta cé:
YCP=3DT
Ham s chi phi biing téng chi phi ¢& dinh va chi phi bién d48i
YCP= CPCB+ Cp B
Goi x 1a 56 vé ban dugce, ta co:
Y CP = 20.000.000 + 4.800.000 x
Va ham s8 doanh thu lic nay sé& 1a:
Y DT = 5.000.000 x
PE hoa von ta cé:
20.000.000 + 4.800.000 x = 5.000.000 x
* Suyra
x = 100
Tit cach gidi 2, ching ta ¢6 thé tim duge diém hoa vén 1a 100 bing
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céch bi€u dién 2 ham s chi phi va ham doanh thu l8n d6 thi cho ta k&t
qua. Pon vi t§ chife tour mudn ¢6 13i thi dudng doanh thu phai ndm trén
dudng tong chi phi. Néu dudng doanh thu n¥m dusi dudng téng chi phi
thi don vi cung ung s& bi 15,

CAU HOI THAO LUAN
1. Néu gia biéu trung binh cho thua phdng cia mot khach san duge suy

dién 1 75 déla, gidi thich tai sao day khong phai 13 gid ma moi
khach & khdch san phai trg?

2. Tai sao sy that thu doanh s vé& phong ngh & khéch san do khéng cé
khdch 1a mot vdn dé quan trong hon sy that thu doanh s6 do khéch
khéng dén 4n § nha hang.

Vay d€ tranh that thu doanh s8 & khéch san, vi Iy do nay, theo ban
nén lam gi? .

3. Mot cong ty du lich tron géi c6 chi phi c6 dinh cho mét chuyén du
lich 1a 15.600.000 déng. Gi4 ban cho mdi diu ngudi trong chuyén du
lich 14 8.000.000 déng. Chi phi kha bién cho ma; ngusi trong timg
chuyén du lich i& $5% cda gid thu vao mdii nguoi.

a) Tinh diém hoa v8n vé s6 luong du khéch edn thiét.

b) Gid sl ring diém hoa vén vé s§ luong du khdch tuong duong vdi
80% con s6 t6i da du khdch cé thé tham gia vao chuyén du lich
nay.

¢) Tinh 19i nhudn cua céng ty, gid sir rdng ban duge toan bo vé.

4. Mét nha hang chju chi phi ¢& dinh, ké cd khodn loi du triy, mdi nam
la 93.600 USD. C4c chi phi kh4 bign bing 82% doanh thu.

a} Nha hang d6 phai e6 mitc doanh thu bao nhidu cho nim t; dé dat
mic mong muén.

b) Hoa don trung binh s# 1a bao nhidu néu nha bang phuc vu 365 ngay
mdt nam, c6 60 chd ngdi va vong quay trung binh eia mdi chi ngbi
hang ngay 14 2,5?

3. Mét khich san mini ¢ 25 phong, tri liéu ndm tdi sé cho thud véi
cdng suit 80% s6 phong. S8 doarh thu cdn c6 dé thu héi cie t4n phi
va mic 191 mong muén la 226.530 USD.

a) Tinh gia thué phong trung binh?
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b) Qui tron gid nay thanh USD chin. N&u khach san c6 ti 1& khéch
hang thué phong dai 1a 30% va gid biéu giita phong don va phong
doi sai biét 1a 8 USD thi gid biéu cia madi loai phong 1a bao
nhiéu?

¢) Qui tron gia trén, gia st khdch san ¢é 3 thi trudng mue tidu: Du
khéch nghi mét chidém 75% s6 sudt dém thué phong va tra 100%
gié chudn. Du khéch kinh doanh chiém 15% s§ sudt dém thué
phong va tra 90% gi4 chudn. Céc ddi van déng vién chiém 10% s6
sudt thué phong va tra 80% gia chuin.

- Tinh gid cho thué phong theo thi trudng muc tidu?
- Ching t6 cach tinh toan cua ban 1a ding.

6. Mot khach san cho thué phong véi gid trung binh 150.000d mét
dém. Qua théng k& cda khach san cho ta bang duéi day:

Loai khdch S8 dém thué phang Gia chudn
Khach kinh doanh 5,11 100
Khach hi nghi , 4,47 90
Khach tham quan 3.19 80
Céng 12,77

a) Tl bang s8 lidu trén tinh gia phong méi cho mai loai khdch.
b) So sdnh doanh thu cii theo gid cho thué phdng trung binh va gia
cho thué phong mdi.
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Chuong 4

HE THONG PHAN PHOT

I. KHA! NIEM

1. Dinh nghia
Chiing ta c6 thé dinh nghia phan phsi trong du lich nhu sau:

“Phén phéi trong du lich la qua trinh hoat déng, nho ds khdch hang
dén dige véi sdn phém théng qua méi gidi trung giagn”,

- Muc dich cta phan phdi trong du lich 13 thist l14p méi lién heé giia
eung va céu, gilta cde t8 chie du lich va khéch du lich, dua san phdm va
dich vy dén khach hang va dua khéch hang d6n véi san phdm.

- Cée t8 chite trung gian dé dua khdch hang dén véi san phdm
thudng td chiic theo mat hé théng bao gém nhidu kénh phén phéi. Chung
ta c6 th€ dinh nghia kénh phén phéi trong du lich nhy sau:

“Hé thdng kénh phan phdi trong du lich ia mot tap hop cde don vi cung
ing hay c4 nhan d€ hoat déng nhing viec thude linh vie cba minh ho#c cia
nhing don vi khéc nhim dua khach hang dén véi san phém hodic cung cip
thong tin v& san phdm cho khach hang”.

2. Chic niing cha kénh phan phéi

Kénh phan phéi c6 nhing chie nang:

- Thong tin {Information)

- Kich thich kh4ch hang (Promotion)

- Thiét 14p nhimg méi lisn hé (Contact)

- Tién hanh thyong lugng (Negotiation)
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- T8 chitc van chuyéri {Physical distribution)
- Dam bdo kinh phi (Financing)
- Chép nhé4n rii ro (Risk taking)
3. Phén phéi truc tiép va gian ti€p (kénh phan phéi)
So d6 12. Hé théng phan phdi trong du lich theo
Tryc tiép — _ Gian ti€p
*  Khdch hang

Céc daily Ciéc cbng ty
du lich du lich tron géi

S. Wahab, Crampon vi Rothfield

Gitta nha cung tng va khach du lich khi giao dich véi nhau c6 thé trye
tiép hoic gidn tifp nhu so 48 trén va ¢6 thé qua c4c cip nhu sa dé dudi day:

Kénh cap khdng '
”9”3,',;“"9 Khéch hang

r

Ngudi cung Kénh mot c4p Vin phén, .
I ltng > dul:;|ch g # Khich hang
. Kénh hai cap
Ngudi cung Nha bao géi Van phén
ung — " dulich [ dutich > »| Khéch hang
Ngudi cung Nhi bao géi Vin phéng Kénh . .
Ung —  du Iichg | dulich © = chuyén bigt [~ Khdch hang

So db 13: Cdc kénh phan phéi
(Xem thém chi tiét kénh phéan phdi hén hop cda chuong 7)
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"I, 70 CHUC VA HOAT BONG CUA HE THONG PHAN PHE! DU LICH
Trong hé théng phan phéi du lich, cé6 3 kénh phén phéi chinh:
- Céng ty du lich tron goi.

- Céc van phodng du lich hay dai Iy du lich.

- Céc cdng ty chuyén biét.

1. Céng ty du.lich tron goéi (Tour Wholesalers)

§ Viét Nam, nhimg ngudi lam dich vu bao bién du lich hosic cong ty
du lich tron géi 1a mét trong nhing b phén cha dich vu 1¢ hanh (Dich vu
1it hanh bac gdm nhimg don vi t8 chite, xay dung va ban cdc chuong trinh
du lich tron géi hodc theo yéu cdu cia khach va nhing dai 1y bdn chuong
trinh du lich).

a) Ddc tinh

Du lich tron géi (Package) 1a hai ho#ic nhiéu sdn phdm du lich khong
ban riéng 1& ting cdi ma bén ra nhy mét sin phdm don nhédt véi gid
nguyén kién. (4n, &, tham quan, vén chuyén.)

Nhitng ich lgi va bat tién cha viéc bao tron géi d6i véi khach hang va
nha cung tng dich vu:

- D6 v6i khdch hang, thuan 1gi trude tién 12 khéch biét, nhitng chi
ti&t chuyén du lich nhu: Thoi gian, phuong tién vén chuyén, 4n, & khach
san. Thi hai 1a khach bi&t duge gia cd, chi phi tron géi cho chuyén di.
Ngoai ra, khdch con tiét kiém dugc nhd gid ré trong lic mua tron goi.
Tuy nhién, b4t tién cho khach khi mua chuyén du lich tron géi vi sy rang
budc, phu thudc vao st két hop cde bd phdn trong bao tron géi. That vay,
¢6 nhiing bd phén ma khéch khdng thich hgp cling phai chiu gid. Va sau
hét, khdch bi rang bude vao mét thai biéu nhét dinh.

- P8i v6i don vi cung vng du lich tron géi c6 loi 14 sdn ph&m hép dén
hon va nhd dich vu tron gé6i, don vi cung dng cdi thién duge tinh trang
kinh doanh & 4m vao nhiing mia it khach. Ngoai ra, nh& dich vu tron géi
don vi cung tng du lich tiét kidm duge phi tén.

* Mt bd du lich tron géi gdm it nhat 13 phuong tién di chuyén va noi cu
tri. Ngoai ra, dich vu tron géi cdn ¢6 céc bita &n, gidi trf va tham quan.

b) Hogt dpng ciia céng ty du lich tron goi
Nhimng dich vu bao géi ciia cong ty du lich tron g6i duge thé hign qua
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nhimmg kénh phan phdi t§ chiic va hoat déng cda kénh,

- Nhitng chuyén du lich tron géi thudng duge ban théng qua bin than
nhiing eéng ty cung (ng du lich tron géi (kénh cd4p khéng vi ban truc tiép)
hodc théng qua nhing diém ban 1€ cla chinh cong ty dé hoac nhing diém
bén 1é ma cong ty kiém soat (kénh mot cdp) va ciing ¢6 trudng hgp danh
cho cédc van phong du lich duge cong ty chap thuén.

- Nhitng céng ty du lich tron géi thuting cdng tdc voi cdc hing hang
khéng, héng tau bién, khach san nha hang, cdc dia diém dich vu tham
quan, gidi tri, cdc cong ty thué xe va ciing c6 thé ¢ chinh pha dé s&p xép
nhiing xuat bao cho khach.

2. Céc dai 1y du lich

- Trong mang ludi phan phdi du lich, dai ly du lich 1a bé phan két néi
quan trong nhat. Dai Iy du lich hay van phdng du lich la tiép difm cudi
cung gilfa ngudi mudn bdn sdn phdm va nhiing ngudi mudén mua sin
pham.

G nhing nude c6 nganh du lich phat trién, ngudi ta udc tinh cé
khoang 75% vé m4y bay va hau nhu todn bd cdc vé tau khdch déu duge
ban thdng qua c4c viin phang du lich.

G Vit Nam, theo thong ké cia Cuc thong ké du lich, hién nay cé
khodng trén 70 don vi hoat dgng kinh doanh dich vu lit hanh quéc t&, Co
trén 100 da1 Iy du lich va trén 85 doanh nghiép kinh doanh khach du lich
nudc ngoal tam vé tinh cho cdc céng ty 1& hanh nudc ngoai.

Cdc dai 1y du lich, ngoat viéc ban vé con cung c¢dp nhiéu dich wu
khéc, chdng han dat trude khach san, thué xe, ¢8 vdn cho khach trong
viée lua chon noi nghi mat, bdn bdo hiém du lich, huéng dan vé hé chisu
va thi thuc.

Cac sdn pham tit hang hang khong nhu vé mdy bay, phdng ngd cda
khéch san hay cdc tour tron géi clia cdc hang dai 1y 1d hanh mudn bdn
cho khdch, thudng qua trung gian cia cdc van phong du lich dac trdch
kinh tiéu (Franchissing) hoéic cdc hop tdc xd dai 1y, ti d6 san phdm duge
phan phdi vé cdc dai 1y con dé rdi ban cho khach hang (kénh 2 c4p).

3. Cdc cong ty va vin phong chuyén biét khie

Céc cong ty chuyén biét bao gdm van phong giao dich, co quan
chuyén vé du lich ciia chinh pho.



a) Vin phong giao dich

Vin phong giao dich 12 t8 chic b4dn sdn ph&m cho mot nha cung tng
trong mdt vung nh&t dinh. Céc vin phdng giao dich thita huéng hoa héng
it cde nha cung dng ti khodng 2 ~-3% vé két qua bdn sidn phdm. Ngoai
khoan tién nay, cac vian phong giao dich thuyng nhan thém cda cdc nha
cung tng mot khodn tién vé quing cdo hang nam.

Céc viin phong giao dich thudng ban, quing cdo cho nhing sdn phim
ban dé& chay va c6 thé ho hoat déng quang cdo, bdn sdn phdm cho déi thi
canh tranh.

Khi sif dung vin phong giao dich can chut §:

- Kiém tra xem d6 ¢4 phai 12 mdt co 5§ ¢6 uy tin hay khong.

- Kidm tra nhitng nd luc vé& tiép thi cda ho qua danh nghia cua cdc
nha cung ung trudc ddy ma ho phuc vu.

- Bio d3m ring ho théng tin ddy di tin tic cho nha cung Ung vé
nhing nd luc tidp thi ma ho dang tién hanh.

b) Vin phong Marketing du lich ctia chinh phi

Thit ra, day 12 ¢o quan chuyén trach Marketing cta chinh phi, cé
val trd quan trong d6i véi kénh phan phdi cha cdc nhi cung ing.

Mai chinh pht thuong cé mdt phong phu trach vé Marketing du lich
& nudc ngoai. Vin phong nay thudng khuyén khich viéc du lich va cung
cdp nhimng tin tic vé du lich cia nuéc minh. Vin phong nay thudng cho
phép nhimg nha cung dng clia nuéc minh nhu khach san, cdc cong ty 1if
hanh két hop lam cong tdic Marketing.

Van phong Marketing cia chinh pha phu trach:

- T8 chic nhitng dich vu du lich, hoi chg du lich véi sy cdng tdc cia
nhiing nha cung ¥ng.

- Hanh déng nhu mot trung gian d€ phan phdt cdc cdm nang va
nhitng tai liéu lién quan dé&n thong tin du lich.

- Pam trach nhiém vu xdc ti€n nhanh chéng viéc cap gidy phép xuat
nhép canh.

1. PHAN PHOI TRONG KHACH SAN

Khich san thudng td chic hé théng phan phdi théng qua cic bd
phan:

- Théng qua san pham tour tron géi
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- P6i ngit ban trye tiép _
- Hé théng dit phong tir xa thanh todn qua mang Internet
- Cdc tong dai Iy va dai 1y vé cde khu vui choi gidi tri

- Cdc b6 phan chuyén trich vé dich vu, di lai trong cic cong ty, cg
quan.

1. Phén phéi théng qua sin phim Tour tron géi

Cdc doanh nghiép 1¢ hanh, céc don vi t8 chite Tour thudng ¢6 quan
hé mat thiét vdi cac khach san qua vide ky két hop déng. Viée ky két hgp
dong thué phong nay ¢6 lgi cho ca doi bén: Cée dan vi t6 chite tour c6
phong cho khéch 6. Khach san 1a mét trong nhilng yéu t§ quan trong
trong viéc két hop tour. Thong qua cdc don vi t6 chife tour, khdch san
phén phdi duge phong ngd, ddm bio duge cong suat phong cao, trdnh that
thu doanh s8 vao nhing mua & ém. Cac don vi t8 chic tour cling vay, an
tdm hon vé 58 phong ma khdch san dé danh cho khach vao nhing miia
dong khach. :

Dé ddm bdo va chi dong hon trong viée phan phdi sdn phdm théng
qua tour tron géi, ngiy nay cd nhilng cong ty, khdch san 16n cing t8 chifc
tour va phéan phdi vé cho cic hang dai 1y ban.

2. Phan phéi qua déi ngii ban trye tiép

Nhiing khdch san l6n khéng nhimg c6 ddi ngi ban san pham nhuy
phdng 1é tan, phong ding ky giit chd phu trach, ma cdn c6 cde phong dai
dién khdch san dit tai cia kh&u san bay dé huéng dan, bdn sdn phim
truc tiép cho khdch.

Trong khdch san, doi ngt ban truc ti€p do nhén vién 18 tan phu
triach va nhan vién ding ky giif chd cho khéch. Gitta cdc nhan vien nay
¢6 m&i litn hé mat thiét véi nhau trong viéc bdn phong. Ho ciing phéi
hgp chét ché v6i cdc bd phan khéc nhu bd phan bubng d€ ndm bat thuc t&
tinh trang phong va khach d€ kip thoi diéu chinh théng tin va theo su
chi dao eda cdp quén Iy, nhan vién phuy trach Marketing vé viéc dy bdo
phong dé ban sén phdm qua vide cho khach ding ky giii ch, nhim trdnh
that thu va tranh rii ro trong viée cho dang ky vugt troi. :

3. Phan phdi qua hé théng dit phong tit xa, thanh todn qua mang

Qua mang Internet, cdc khach san phén phdi phong qua hé théng
dét phong tir xa. Khach mua san phdm va thanh todn gqua mang ma
khéng cdn phai tiép xdc truc ti€p vdi nhan vién khdch san.

- . I-. L '(-' \. A
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Viéc phan phdi nay rat thuan lgi cho ¢4 khdch 14n khach san. Tuy
nhié&n, né ciing ¢6 khuyét diém vé viée gidi han théng tin.

4. Phan phdi théng qua cac dai 1y vé, cdc khu vui chui gidi tri
hoic cdc b phan chuyén trach vé du lich di lai trong cac cong
ty, cd quan

Céc dai Iy hoidc téng dai ly vé 1¥ noi gidi thiéu, bdn sdn phém cho
cde hing may bay, cho doanh nghi&p lit hanh va cho cd khéach san. Tai
day vira la noi hudrig ddn va ban phong théng qua viéc khach san phan
phdi d8 cdc dai 1y hudng hoa hong theo phén trim vé s& vé, sd phong bdn
duge.

Ngoai cdc dai 1y, khdch san ciing théng qua cdc diém vui choi, gidi
trf ho#ic cdc bd phdn chuyén trach vé& du lich di lai trong cdc cong ty, co
quan dé gidi thiéu, bdn sdn phdm cda khach san minh. Va cdc bd phan
nay di nhién ciing dugc hudng phén trim hoa héng.

CAU HOI THAO LUAN
1. Theo ban giita phan phéi trong Marketing va Marketing du lich c6
gi khdc nhau?

2. Ban cho biét phan phéi trong Markeitng du lich thong qua nhiing hé
thong nao?

8. Trong mdt khéch san, hé théng phén phéi hoat déng nhu thé nao?

4. Ban cho biét kénh true tiép va gian ti€p gilia nha cung img dich vu du
lich véi khach hang. Cho vi du cu thé vA minh hoa bang hinh v& giita
kénh truc tiép va kénh gign tidp.
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CHUONG 5

) CHIEU THI
(XUC TIEN DAY MANH TIEU THU SAN PHAM )

“Rao hang thi thdm dusi ddy giéng ring hang 6t thi cé dén méi
migng ciing chdng bdng mét ldn nhdy lén mdi nha ma rao!”

(Lot ciia Chu tich T chie ASTA,
tai HOL nghi New Orleans, 1997)

I. KHAI NIEM

Chiéu thi (Promotion) 1a 1 trong 4 yéu t& cia Marketing — Mix nhim
hé trg cho viée ban hang.

Chiéu thi ¢6 nhidu hinh thic: Théng tin truc tiép, quing cio
(Advertising), khuyén thi (Sales promotion), quan hé céng chiing (Public
relations), bdn hang cd4 nhan (Personal selling).

Trong du lich, chidu thj ¢6 3 linh vye cdn nghién edu:
- Théng tin truc tiép
- Quan hé cong ching
- Quéng céo
Trong chuong nay ching ta di€ém qua 2 phén théng tin truc tiép va
quan hé céng ching 48 di s&u vao phén quang cdo.
1. DPinh nghia chiéu thi

Chiéu thi duge st dung cho moi phuong tién truyén tin gitta ngudi
bén va nhitng ngudi mua hang (hay c6 ¥ dinh mua hang) dé thuyét phuc
ho mua nhimg sdn ph&m cda minh.

- 2. Myc dich cia chiéu thi

Tét c& cdc sén phdm muén ban dugc nhidu cdn phdi chidu thi. D&i
v6i sdn pham du lich, viée chiéu thi lai ¢4n thiét hon vi nhing 1y do sau
day: '



- Stfe cAu cia sdn phdam thudng 1a thii vu va cdn duge khich 18 vao
nhitng ldc trai mua.

- Sitc cAu cia sdn phdm thudting rat nhay bén vé gid cd va bién dong
theo tinh hinh kinh t& téng quat.

- Khdch hang thudng phai duce ri tai mua, trude khi thiy sdn phdm.

- Sy trung-thanh cia khich hang déi v&i nhidn hiéu thudng khéng
sau sic.

- Hiu hét cdc san phdm bi canh tranh manh.
- Hau hét san phdm déu bi dé dang thay thé.

Chinh vi nhimg 1& trén, sdn phdm du lich can phdi dugc chiéu thi.

il. THONG TIN TRUC TIEP

Théng tin tryc tiép nhim muc dich dua tin vé& sdn phdm du lich dén
cong ching. Théng tin true tiép duge thé hién duéi nhiéu hinh thde: Néi,
viét, nhin qua cdc trung tdm théng tin du lich hodc qua phdt hanh tai
lidu. ' '

1. Trung tdm thong tin du lich

s, trong nudc c¢6 van phong du lich, ¢ cdc nude ngoai cé vin phong
huéng dan du lich nha nudc (van phdng Marketing). Nhilng vdn phong
huéng din nha nudc tAp trung nhiing tin vé khach san, nha hang, nhing
don vi van chuyén, nhitng khu gidi tri. DAy la noi ¢6 dong thich hgp va
d3 tén kém nhat. '

Van phong hudng dan du lich trong va ngoai nude 14 nhing vin phong
thumg xuyén. Ngoai nhimg vin phong niy con cé nhing dia diém cung cip
thong tin khong thudng xuyén nhu céc gian hang, phong trién Jam.

2. Théng tin miéng va théng tin viét

a) Théng tin miéng géom cé:

- Quay clia nhan vién phong du lich.

- Thang tin truyén miéng cia du khsch.

Théng tin miéng tai quiy du lich nhim gidi thich cho khédch hang.
D4y 1a loai théng tin mat thai gid va it dat hidu qua.

Théng tin truyén miéng (Word-of-mouth) cia khach hay con goi la
nhimg 131 dén cta khéch c6 tdc dung rat 16n va hd trg rdt ddc lyc cho sdn
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ph&m du lich cta mét noi nao ds.

Theo thong k& ciia Uy ban du lich Singapore trong nam 1994 khach
du lich quéc t& dén Singapore qua nhimg théng tin sau day:

30% khach do truyén miéng.

11% qua séch bdo.

14% qua huéng dan du lich.

21% qua nguti than dang & Singapore.

24% tii cac dai ly du lich,

b) Théng tin viét

Day 1a théng tin bS sung cho loai théng tin miéng. DE tra 1&i nhiing
cau héi cia khach thay vi tra 10i qua dién thoai, bing miéng c6 thé tra
11 bang thu hoac géi tai lidu in sén.
3. Phat hanh tai liéu du lich

Tai liéu du lich viét bao gdm cdc cubn sdch gi6i thidu va t& gip gidi
thi¢u (Card buom buém) tai cde van phong du lich nuéc ngoai.

a) N§i dung tai ligu

Noi dung phdi phong phd, hdp d4n va hiu ich, nh3m muyc dich:

- Trao cho khdch tai noi ding ky hosic trude khi 1én dudng.

- C6 thé phét qua buu dién theo danh sdch nhitng khach cii.

- C6 thé phat hanh d€ trao d6i véi céc cd s lién két, than can.

- C6 thé ph4t hanh tit cac dai dién quéc gia & nudc ngoai.

N§i dung clia t& gdp tiy thudc vio mbi d6i tugng du lich.

Vi du: khédch san thi phdi cho bi6t khéch san thude mdy sao, s§
phong, dich vu khach duge hudng, gia ci.. ?

b} Hinh thic tai ligu

Néu 12 t& gdp nén dimg khé quc t&: 21x10,5¢m, gip thanh 2 hoiic 3
ménh, day tir 4 dén 6 trang.

Khéng nén ding nhiéu thit tiéng, t5i da 12 3 thi tiéng.

lil. QUAN HE CONG CHUNG: (PUBLIC RELATIONS)

Trong mét t6 chie ¢6 2 msi quan hé: Quan hé déi noi va quan hé dsi
ngoai. :
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1. Quan hé d6i néi

Péy 1a méi lién hé giita nhan vién cdc ban nganh trong mét td chirc
va cd khach hang cda t§ chie. D8i v6i khach hing m&i quan hé nay cin
gan bé, than mat véi khach hang ci va tim hiéu nhitng khéch hang mg;i.
Déi véi nhan vién phai quan hé mat thiét, tim hiéu nguyén vong, dao tao,
huén luyén ho. i

Tao dugec méi quan hé d6i noi 16t sé gitp cho viéce kinh doanh cia tg
chic phét trién, chinh nho ho, doanh s§ mdi phat trién cao.

2. Quan hé d6i ngoai

Day 1a sy giao t€, tiép xic voi bén ngoai 8 chie nhy khéch hang,
cdng ching trong dia phuong, bdo chi, chinh quyén va cde t8 chic ban.

Trong quan hé d6i ngoai, quan hé véi bao chi, nhimg bai viét vé don
vi minh, nhing béc 4nh dua lén bdo, dai truyén hinh rat tst cho viée
quéng cdo.

Trong du lich ¢6 tinh edch hoat déng quéc t&, vi vay viéc giao t& doi
ngoal cdn doi hdi don vi kinh doanh céia minh cin gia nhdp cdc Hiép hoi
du lich quéc té.

Trong quan hé d8i ngoai ¢6 mét hinh thic cd dong rat didc luc d6 1a
quang ba (Publicity). Quing b4 bao gém nhitng bai bdo vigt vé nha hang,
khach san hay mét dia diém du lich hodc nhiing 18i dén miéng cia khach
hang.

Cédc nha hang, diém du lich hay khéch Yan khéng ph&i tra tién cho
cdc bai bdo viét vé 3 chic cha minh, mé#c du ddi khi phéi chi tiéu trong
viéc xd hdi, tir thién khdc. Vi dy, mét diém du lich, khdch san chi tiéu
trong viéc xay nha tinh nghia, citu trg déng bao bio lut va duge dang lén
bdo, 18n dai truyén hinh, truyén thanh. '

IV. QUANG CAO (ADVERTISING)

Quang c4o 12 mot phuong cach d& co s& tdn tat va phét trién.

Quéng cdo bao gdm tat ci céc hoat déng c¢6 myc dich trinh bay véi
mot nhém nguti vé mét thong diép gidi thidu sdn phdm, dich vy hay ¥
ki€n. Théng diép nay goi 1a ban quang cdo dugc ph§ bién qua mot hay
nhidu phifong tién truyén tin va do doanh nghiép quéng cdo trd chi phi.

Khi quing cdo cdn lwu ¥ muc dich quang cdo 1 gi nhim gidi thiéu cg
s8¢ hay quing cdo sdn phém. N§i dung cha quing cdo dua ra cai gi? Cho
ai, noi nao, bao gid, bling cach nao va chi phi bao nhigu?
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Quéng c4o nhim dat nhitng muc dich sau day:

- Gidi thiéu sdn phdm (Product Advertising)

- Théng tin (Informative Advertising)

- Nh&c nhd (Remider Advertising)

- Gay 4n tugng (Image Advertising) _

- Thuy&t phuc (Persuasive Advertising)

- Chi truong (Advocacy Advertising)

Trong du lich, quing c4o nhim muc dich:

- Mé rong ving anh hudng

- Thu hat du khéach _

- Thu hit khdch hang mdi tai dia phuong.

- Gi6i thiu déc sdn mdi, sdn phén méi.

- Léi cudn khdch hang quen trd lai nha hang hay khach san thudng
xuyén.

- Tao danh tiéng cho nha hang, khach san, diém du lich.

Mot ban qudng cdo vé du lich (khach san, nha hang, diém du lich.)
can hdi dd nhimg didu kién sau:

- Lé1 cudn st chd y. _

- Luu giit duge su chi ¥ mot lic dé kich dong nhu cdu, ham muén.

- Théng béo vé déc tinh ctia khach san, nha hang, diém du lich..

1. Noi dung cida ban quang cdo

Quang cdo phai c6 néi dung phong phi. Néi dung nay bao goém nhitng
diém:

- Néu bat nhitag wu thé cda sén phém.

- Nhat qudn gitta 131 néi va viée 1am.

- RS rang dé hiéu, d& nhd, gay 4n tuong.
- Phai ¢6 15i hia hen.

- Sy khang dinh.

- Cong cdng, muc tidu.

- Gipng diéu, hinh dnh, mau sic.
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Theo David Ogilvy ¢6 14 y8u t& k§ thuit quing cdo:
1. Néu rd nhitng diém khéc biét giiza nhitng gi khéng cé trong nudc.

2. Néu ban muén dua ra mét gid vé san phdm rat hai, thi nén dua &
dau mue.

3. St dung nhiing sy viéc cy thé, tranh cdi chung chung.

4. Hay gidi thidu sn pham cla ban nhu “mdt tim vé hang nhat” chat lugng
1 can thiét.

5. Dung dé nhitng 161 1&8 hay nhat ¢ phia sau.

6. Khai thac moi khia canh cta c4t mdi.

7. Khéng nén ké 1€ dai dong.

8. Chup anh nhitng ngudi ddn ban x.

9. Dat 11 gidi thidu cho cac tAm anh mot cach théng minh.

10. Luén chudn bi trude nhing tai lidu dé€ cé thé cung cap duge ngay
sau khi dang qudng cdo. (4 15i khuyén con lai danh cho truyén hinh va
viée gidi thiéu qua dudng buu dién).

Trong quang cdo du lich, hinh dnh va mau sic giit mdt vai trd rat
guan trong.

Hinh 4nh va mau sdc tugng trung cho sdn phAm. Hinh 4nh va mau
sde thé hién qua mébi bidu tugng cha mét viang, mdt dit nude. San phim
du lich & xa khéch hang va khdach hang thudng mua san phdam trudc khi
thay va sit dung san phdm. Vi vdy, hinh danh v4 mau sdc phdn énh mot
phén cla chét lugng, tinh hap dan cia san pham 461 vt khach trong vige
quydt dinh mua sidn phd&m. Mi d4t nude, mébi diém du lich déu cé hinh
anh va bidu tugng riéng. Khi néi dén Ha N&i, ngudi ta nghi ngay dén Hb
Guom, Hé Hoan Kiém; néi dén Quang Ninh, ngudi ta nghi ngay dén Vinh
Ha Long mét trong nhitng k¥ quan ndi tiéng cda thé giséi; néi dén Hud
lam sao quén duge nhing ling tdm, nhitng nét kién tric ¢§ kinh xua,
nhig cé gai duyén dang chéo do trén song Huong; khi noi dén Sai Gon
ngudi ta nghi ngay dén chg B&n Thanh, m6t Bén Nha Rang, hay mét hon
ngoc clia Vién déng xua; néi dén Ban Mé Thudt, Gia Lai, Kon Tum, Lém
Déng, ngudi ta nghi ngay dén nhiing thdac nude, ndi non hung vi, nhimg
¢ gai sdc toc ty nhién, nhitng ché rugu cidn diy huong vi. Mai d4t nude
ciing ¢6 nhiing hinh dnh, mau sdc va biéu tugng ridng. Ching han, Viét
Nam véi biéu tugng Vinh Ha Long, duyén déang Viét Nam qua nhing
chigc 40 dai. Khi néi dén Thdi Lan va Lao, ngudi ta nghi ngay dén Chua
Thap...
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Khi quang cdo mot tour du lich, cdn chd § dén viéc gigi thiéu cho
khach biét nhing sdn phd&m h4p din cda tour d6 qua nhimg diém tham
quan v6i nhilng hinh dnh hap d4n ddy mau séc, gy an tuong sdu sdc vé
diém dén. Piéu nay duge phu hoa thém bing nhiing 18i néi ngin gon, siic
tich biing su duyén ddng, khén khéo, niém nd ciia ngudi ban sé thuydt
phuc duge khdch mua hang.

Theo tap chi du lich ASTA, ¢6 8 diéu cén ghi nhd khi quing cdo:

1. Xdc dinh ban muén qudng cdo diéu gi (t&n céng ty ban va dia chi:
hoat dgng dac thu cda cong ty...).

2. Ai la 441 tugng ban mudn tdc dong.

3. X4c dinh chi phi khi tién hanh qudng c4o trén nhitng phuong tién
truyén thong cu thé (bdo chi, radio, ti vi...). Cé bao nhiéu ngusi s& xem
quang cdo nay; miu quang cdo nén c6 nhimg kich ¢ th& nao va can bao
nhiéu chi phi cho né.

4. Xdc dinh khéch hang cia ban theo cdc yéu td: nghé nghiép, trinh
dd, pham vi, khu vue...

5. Xac dinh phuong tién quing ééo nao dé thu hit khach hang nhidu
nhat:

- Khdch hang tiém tang clia ban dang ¢ dau?
- Quing cdo vdi quy md nhu thé& nao va chi phi bao nhiéu?
- Chon phuong tién nao dé€ phu hgp véi ndi dung quing cdo?

6. Tim xem ndi nac s& ddap dng duge yéu cau cia ban véi chi phi thap
nhat va thot han ngdn nhat.

7. Méi khi ban da chon duge noi ddp tng duge nhitng yéu ciu cia ban
v ¢6 duge théng tin vé kich cd, chi phi, thai han, ndi dung... hay xay
dung thanh ké& hoach chi tiét.

8. Hay chic chin vé chat lugng cdc qudng cdo do ban dua ra. Dimng
quén rang khdng nhitng ban phai thu hit khach hang mdi, ma con phai
giltt chan nhiing khdch hang ci.

2. Quy trinh quang cdo

Muén thi€t k& bdng quang cdo cén tién hanh nhitng bude theo quy
trinh sau:

- Xae dinh muc tidu.

- Xac dinh ngan sdch.
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- Chon ndi dung, phuong tién.
- Lugng gi4 va diéu chinh.

a) Trong viéc xdc dinh ngén sdch dé€ thuc hién muc tiéu, cé thé chon
mét trong nhitng phuong phdp dudt ddy

- Phuong phdp dya vao ngin quy nam trudc.
- Phuong phép dya vao khdi diém zero.

- Phuong phéap dua vao chi tiéu lgi nhuén.

- Phuong phap dua vac t6i uu héa lgi nhudn.

Nén nhd ring chi phi quang cdo 12 mét su dau tu, khong phai la mét
sit chi tidu. Déng tién chi cho quang cdo kha doi dao s& dem lai hidu qua
cao. Tuy nhién, tuy ting loai muc dich cta chuong trinh quang cdo dé xac
dinh ngan sdch thich hgp; néu khdng hiéu quéd cia quang cdo sé khong
tuong xiing vdi t§ 1& ddng tién bd ra.

Trong du lich, mdc chuén cho ngan sdch quing cdo duge an dinh:

- Du lich tron géi 10.dén 12%.
- Phong du lich 4 - 6%
- Hang hang khong 3 -7T%
- Khich san 2 —5%
- Nha hang 2 -3%
- Pia diém nghi ha 3 —6%

- Phang du lich qudc doanh 5¢ —80%

Khi tinh ngin sach cho quéng cdo can luwu y: Béach phéan cho ngan
siach qudng cdo ting khi doanh thu gidm, va gidm khi doanh thu ting.

b) Khi chon phuong tién qudng cdo cdn lun y

- C6 nhiéu phuong tién dé quing cdo nhu: Béo chi, dai truyén hinh,
dai ph4t thanh hay quang cdo du6i dang in &n nhur cdc to gdp hodc quing
c40 ngodi trai nhu quang cdo trén cdc tdm pand, 4p phich, trén xe buyt..

- Mé&i loai quang cdo c6 mdt ddi tugng, khach riéng, ¢é6 dnh hudng
khéc nhau va chi phi khac nhau. Tay theo muc dich va déi tugng quang
‘cho, tit d6, ching ta chon phuong tién quang cdo. Tuy nhién, dé dat hidu qua
cao trong quang cao cAn chon mt hoiic hai phuong tién dé quang céo.

¢) Khi lugng gié quing cdo, ngudi ta thudmg dua vao chi tiéu doanh s6
ve thi phén. Két qua nay doi héi phai c6 thet gian ldu dai méi biét duge
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3. M6 hinh quang cdo
Trong quéng cdo, ¢6 2 trudng phai:
- Trudmg phdi cGa My dua vio mé hinh AIDA
- - Trudng phdi cta Ph4p dya vio mé hinh 3S va 3R.
a) M6 hink AIDA _
- Attention (get attention): L8i cudn sy chit ¥
- Interest (Hold interest): T:f;m su chid ¥, quan tam.
- Desire (Create desire): Tao sy ham muén vé sdn ph&m.
- Action (Lead to action): Hufng dén chdp nhén sin phdm.
b) M6 hinh 3S (Mé hinh trudng phai c6 dién cia Phéap)
- Simplicité: Pon gian héa
- Substance: Thuc chit, néi that
- Systeme: Tinh hé théng chit ché gita ndi dung va hinh thic.
¢) M6 hinh 3R (Mé hinh qudng cdo hién dai ctia Phép)
- Rire: Hai hudc
- Risque: Mang tinh rii ro, néi xao (néi xao nhung khéng hai at).
- Réve: Mang tinh nghé thuét.
Trong du lich khi quing cdo, ngudi ta thudng 4p dung mé hinh AIDA
coa My. '
4. Chiéu hiéu (Positioning)
Chiéu hiéu cing 12 mét hinh thic cla quing cdo, né xdc dinh vi tri

cia m¢t co s& cung ng du lich qua sy trinh bay minh bach déc ddo cla
san ph&m so vdi nhiing sdn phdm canh tranh kh4c.

Chiéu hiéu diing d€ phd bay nhimg dic didm doc ddo chi quan (thay
vi nhiing déc ddo khdch quan nhu gi4 cd sdn phadm v4t chat) va su khde
biét gitta ho véi nhiing c¢ 84 canh tranh.

Céu chiéu hiéu rat quan trong, bdi 18 né dnh hudng dén nhimg nhan
dinh cha gidi tidu thu vé su khéc biét hay tuong dng giita nhimng dac diém
khé4ch quan va chi quan eGa co sd kinh doanh d6.

a) Nhiing yéu 6 cia chiéu hi¢u
Chiéu hiéu ¢6 3 y&u td cin ban:
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- Hinh tugng taoc ra trong chuong trinh quing cdo: C& ging tiang
cudmg hinh tugng bing cdch cung cip théng tin dé khich hang yén tri
nhu mé ta co s& vat chit, gid cd ¢6 nhilng gi.

- Nhiing 1¢i ich ma khéch hang thdy qua san phdm chiéu thi.

- Tao § nidm di bidt sin ph&m trong diu khach d€ ho quyét dinh mua san
phim.

b) Chién lugc chiéu hiéu
Bé chiéu hiéu c6 hidu qua edn phéi hgp cd 3 y8u t6 vao thi trudng
muc tiéu,

- Vi duj: Clu chidu hidu cua hang hang khéng: “Hang hang khéng
cua nguti kinh doanh”,

Cau chidu hiéu ny muc dich cia né cho thay khéch 13 ngudi kinh doanh,
nhung thi€u hinh tugng, khong néu duge lgi ich cho khach kinh doanh.

- Vi dug: Céu chiéu hiéu cha mdt khdch san: “gid ha khéng ¢6 nghia
phdm chét kém”.

Céu chiéu hiéu nay chifa dung duge ca 3 yéu té.

- Vi dug: Mot diém du lich c¢6 cdu chidu hidu: “M6t ngay & Ha Tién
biing mot nam ¢ thanh phd, bing 10 chai thute bd.”

C4u chiéu hidu nay cho thdy sy khdc biét khi dén Ha Tién v6i Thanh
phd va ich lgi cha viée 8 Ha Tién so v6i viée & thanh phd, né ¢on cho
thdy dugc hinh tugng k&t hop gitta sit khdc nhau va lgi ich & thanh phd
khdc v6i ¢ Ha Tién.

CAU HOI THAO LUAN

1. Theo béng thong ké cia I:Ty ban Du lich Singapore trong nam 1994,
khéch du lich dén Singapore qua nhig ngudn théng tin sau day:

- 30% do truyén miéng

~ 11% qua séch bao

- 14% qua huéng dan du lich

- 21% qua ngudi thdn dang & Singapore
. - 24% ti¥ cdc dai 1y du lich

a. Qua bang théng ké trén, ban cho ring ngudn théng tin nlo déng
vai trd quan trong trong viéc khach dén Singapore.

b. D€ lam t5t ngudn théng tin nay, theo ban cén phai lam gi?
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2. Trong du lich, khi quing cdo nhim dat muc dich nao? Theo ban,
muc dich nao quan trong nhat d6i véi mét khach san hay diém du
lich mdi phat hién — sdp suy tan?

3. Theo ban, khi thiét k& quing céo cdn ndu nhitng néi dung nao?
o
4. Ban hay ké nhiing yéu t& k§ thuat quang cdo ctia David Ogilvy.

5. Theo ban, khi quang cdo dya vao dau d€ dinh chi phi (ngn séch)
quang co?

6. Ban cho biét uu, khuyét di€m cGa phuong phap dua vao ngan quy
nam trudc va phuong phap dua vao khdi di€m zero.

7. K& cdc mé hinh quang cdo va cho biét cdc y&u t8 tao nén nhimg mé
hinh d6. (M6 hinh AIDA, 3S, 3R)

8. Ban cho biét nhitng diém tuong déng va di biét gitta 2 mé hinh cia
38 va 3R.

9. Chiéu hiéu la gi, nhitng y&u t6 cén bdn cia chiéu hidu?

10. Mot edng ty du lich lit hanh chuyén ché khéch bing xe buyt tham
quan dia phuong méi ngay t8 chic 3 chuyén tham quan téi nhing
dia diém lich sif cach thanh phé néa ngay xe. Trong thoi gian cao
diém va mua ban rén § thanh phd, nhimg khach ding tudi 14 thi
trudng chinh y8u cho céng ty xe buyt tham quan. Hiu hét cdc
chuyén tham quan nhitng dia diém lich st 12 mdt phdn ciia chuyén
tham quan déng ky qua cdc vin phdng du lich, van phong dai dién
va cdc cdng ty xe buyt khdc tai cdc dia phuong c6 khdch tham quan.
Gidm doc cong ty 1if hanh xe buyt tham quan nay da hoach dinh
muc tiéu cho ndm hoat déng ddu tidn: Chiém 50% sé du khach dén
thanh phé tham quan biing xe bugt. N&u ban la gidm déc cta cong
ty nay ban s& hoach dinh m¢t hay nhitmg muc tiéu quang céo nao
cho n&m thit nhat? Ban sé tim cdch nao dé€ dat va xdc dinh hiéu qua
cla cdc muc tiéu c6 déng d6? Cau chidu hiéu cta ban cho edc chuyén
tham gquan ay.
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" cauonG 6

THIET LAP KE HOACH TRONG DU LICH

I. KHAI QUAT VE THIET LAP KE HOACH DU LICH
1. Khai niém

Thiét 14p k& hoach hay hoach dinh la chic nang c¢ ban chia nha
quan tri, né cho th4y nhiing myc tiéu chi dao sut phéi hop céc hoat dong

hoan hdo hon, va tit d6, nha qudn tri c6 thé didu chinh k& hoach 48 dat
hiéu qua kinh doanh.

Thiét 14p k& hoach khong phdi chi danh riéng cho cdc clp quan tri
trong linh vuc ban sén phdm ma né duge s dung réng rii trong céc linh
vie, cdc clp, ngay ci cdp thia hanh. Nhan vién ban sin phdm trong
nganh du lich cting phéi s dung chic ning nay d€ 18n ké hoach cho viée
bén sin phdm, chao hang ma minh phu trich (Hoach dinh téc nghiép).

2. Pinh nghia

a) Chiing ta c6 thé dinh nghia thiét lap ké hoach nhu sau

“ Thit Idp k€ hoach la vach ra nhitng muyc tiéu va duong huéng hoat
déng sao cho phit hop nkdm dat duge nhitng muc tiéu dé”.

b) Philip Kotler dd dinh nghia thiét lgp ké hoach nhu sau

“Hogeh dinh chién luge la tién hanh duy tri va phdt trién sy tuong
thich phi hop gitta mét ben la ngudn lue, tidm ndng vé muc tiéu kinh
doanh cia doanh nghiép véi mét bén la cdc co may tiép thi ddy bién
déng. Hogch dinh chién luge dya vao sy trién khai mét y dinh kinh
doanh c6 tinh chét 6 rang cia doanh nghidp, nhing muc tiéu v yéu cdu

hé thude, mét hé so kinh doanh vimg chde va nhitng chién luge hoat déng
6 tink phoi hop”. '

3. Muc dich cia vigc thiét 14p k& hoach
a) Theo dinh nghia cta Philip Kotler, muc dich cda viée 1ap k& hoach
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giGp cho céng ty thich nghi va tdn dung dugc cdc co may trong mdt méi
trudng kinh doanh diy bién déng.

b) Né cho thiy nhiing muc tién, chi dao, sy phdi hgp giita cdc hoat
dong mét cach hoan hdc dé& dat muc tidu.

¢) D81 véi cdc bd phan ban hang, viéc 1ap ké hoach tdc nghiép vé dia
didm va thai gian dén tiép xdc véi khach hang.. Qua viéce lap k& hoach
d6, cho thiy nhan vién da st dung thoi-gian cda ho c6 hiéu qua va hgp ly
hay khoéng?. Ngoai ra, qua k& hoach hanh déng, ngu¥i quin 1y ban sén
phim cé thé theo d&i, didu chinh k& hoach, chién: luge cda nhén vién ban
hang cho phi hgp véi tinh th& d€ dat hiéu qua.

d) Cing qua k& hoach chuong trinh bdn sdn phdm tiép xde khéch
hang c¢ha nhan vién bdn hang, ngudi quan Iy cé thé thu thap duge nhiéu
thdng tin vé khdch hang va cé thé xiy dung mét chuong trinh quidng cdo
vé sén phdm cia minh.

Il. PHUONG PHAP THIET LAP KE HOACH

C6 nhidu phuong phdp thiét lap ké hoach, nhung khong cé mot
phuong phép nao goi 14 phuong phdp mau. Tuy nhién, ngudi ta thudng su
dung mét trong hai phuong phép dudi day: :

- Lap ké hoach theo Berkowitz va Kerin
- LAp k& hoach theo Philip Kotler

1. Phuong phap lip k& hoach theo Berkowitz va Kerin
a) Trude tién ngudi gudn tri phadi tra l6i 4 cdu hoi

- Ching ta d& ¢ d4u, ching ta dang & dau va chiing ta dang theo dudi
k& hoach hién hitu nao (Where have we been, where are we now, and
where are we headed with our existing plans?)

- Ching ta mudn di téi dau? (Where do we want to go?)

- Chung ta phan bd cdc tai nguyén ra sao dé dén duge noi ta mudn
dén? (How do we allocate our resources to get where we want to go?)

- Lam th¢ nao dé€ ching ta chuyén ké& hoach thanh hanh déng (How
do we convert our plans into actions)

b) Tién trinh lap ké hogch theo Berkowitz & Kerin
Theo Berkowitz va Kerin, thanh ldp k& hoach qua 4 budc sau day:
- Phén tich tinh huéng
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- Thiét lap muc

tidu, han ngach

- Thiét 1ap chuong trinh hanh déng
- Thiét lap ngan sich

Phén tich
tinh hudng

Thiét lap

b d

muyc tidu

Chuong trinh
hanh déng

Thigt 1ap
ngan sach

¥

- Xag dinh chiing
ta da & dau, dang
3 dau?

gtmh ching ta
sé dau'vdi ke
heach hién tai ?

- Phéan khite thi
truding, xac dinh
cdc od may tigp thi
- Lyra chon thi
trudng myc tiéy

- Tri€n khai chugng

trinh phéi hgp
hanh déng theo
Marketing - Mix

Phat trign ngan
sach bao gom
thu nhap chi phi
va Idi nhuan

theo Berkowitz va Kerin

sBude 1: Phdn tich tinh hudng

8¢ dé 14: Cac bude chinh trong viée lap ké hoach

Vi dy: Mét khach san ¢6 100 phéong dinh lap ké hoach cho thué
phong vao nam 2001. Trong nim 1999, khach san cho thué phong theo
cong suat 55%. Cudi nam 2000, cong suit phong la 70% va theo dy tinh,
do tinh hinh canh tranh, v& mot s6 khach kinh doanh nuéc ngoai chuyén
hudng thi trudng kinh doanh sang Trung Qudc. Do dé, cdng suat phong
cia khdch san nim 2001 ¢6 thé gidm xudng con 65%.

Phan tich tinh hudng Thigt {&p myc tidgu Thiét |ap chuong trinh
Vira gua ban & dav? K& hoach: Ching ta lam
 oas thé nac dé dat muc tidL,
Ban dang 4 dau
Khoang cach
) Muc tiéu: Ching ta hoach dinh
Ban sé& két mudn di dén dau
thic & dau
75 70777 "1".7_5_."5
/ 3 -1 / /5
1599 2000 2001 1939 2000 2001 1999 2000 2001

Sd dd 15: Cac bude trong hoach dinh Marketing ciia Berkowitz va Kerin
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Qua so db trén ta thay:
- Vifa qua ta ¢ ddu (Céng suat phdng 55% trong nim 1999)
- Hién ta dang & dau (Cong suét phong 70% cuéi nam 2000)

- Ta s& két thic & dau theo k& hoach hién ¢6 (Coéng suat phong 65%
cho nam 2001)

Khi phan tich cAn danh gia nhilmg diém manh, diém y&u vé san phdm
cha ta so v6i san phim cha d6i thi canh tranh va tinh hinh v& méi tning anh
hudng dén doanh s6 ban ra, can dya vio phuong phap SWOT dé danh gia
(Strength, Weakness, Opportunities, Threats)

Vi du: néu chiing ta khéng théa man muc tiéu cia ndm 2001 vdi cong
sudt phong 65% do nhing bién déng mséi trudng khéng thuin lgi thi
ching ta c6 thé lap ra mét myc tiéu cho nam 2001 v6i cdng sudt phong la
75%. Vay chang ta c¢in lap ra nhing muc tiéu riéng biét lam sao dé dat
duge muc tiéu edug sudt phong la 75%.

Gifta 2 muc tidu nay (muc tidu cd 65%, muc tiéu mdi 75%) c6 mot
khoang chénh léch goi 12 khoang cdach hoach dinh (Planning gap)
® Bude 2: Thiét lgp muc tiéu

Trong c¢éng ty c¢6 nhidu muc tidu, cdc muc tiéu Marketing phai xudt
phét ti muc tiéu kinh doanh va phdi phu hogp vdi chién luge chung cta
cing ty.

Qua phan khiic thi trudng, phai chon lya myc tiu va muyc tiéu phai
cu thé héa bing con s, tic 1a dua ra han ngach rd rang.

Vi du: Muc tiéu cia ndm 2001 1a tdng céng suit phong 1én 5% so vdi
cong suat phong cla nam nay, méc du theo dy béo, tinh hinh méi trudng
bién dong, lam cho lugng khach quéc t& vao Viét Nam cda ndm téi (2001)
c6 gidm xudng con 65%. Nhung ban quan tri cdng ty khong mudn cdng
suat phong giam xudng 60 — 65% mé con mudn céng sudt phong ting lén
75%. Nhut vy, muc tiéu clia nidm tdi (2001) cong suat phong sé tang 5%
so véi cong sudt phong nam nay (70%).

Viée thiét lap muc tiéu can c6 sy tham gia clia cdc nha quan tri cAp
cao va c4dc nhén vién bdan san pham. C6 2 cich thiét lap muc tiéu:

- Thiét ldp muc tiéu tif trén xudng.

- Thiét 1ap muc tidu tir dudi 1én.

¢ Buéc 3: Lap kE hoach hanh déng

Qua thi du trén, muén cho cong suit phong khong bi gidm ma con
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phéi ting hon s0 véi nam via qua thi k& hoach hanh déng thé nao cho
phii hop dé vugt qua duge khodng cdch hoach dinh. Bidu nay ¢6 nghia 13
cong ty phdi ¢6 k& hoach hanh dong, b8 tri nhan sy, b& tri quy ngin
sdch, quy thdi gian, phuong tién dé thyc hign k& hoach va &n dinh nhiing
buéc eu thé, khd thi dé dat muc tisu,

® Budc 4: Thiét lap ngdn sach

- Ngén sdch d€ thuc hién mét k& hoach 1a mét béan lidt ké cde yéu t§
chi phi theo chifc ning c¢6 lién quan dén ban hang c4 nhan. Mgt ngan
sach thudng xdc dinh mét han muc bing tién ma cac nhan vién hoic
ngudi quan tri bdn sin phdm cé thé chj Phi theo cdc hang muc: Tiép
khdch, ting hang muc ban san phdm hodc di lai. C6 thé tinh theo hang
mue cla mét ngay céng tac qua chi phi #n, &, chi phi di la:.

- Khi x4y dung ngén séch cén cha y chi phi clia nadm trude so sanh
v6i khoi lugng bén dy kién va han ngach cfia nim 46 véi muc tiéu k&
hoach ciia nidm nay dé ¢6 han ngach thich hgp.

- Khi st dung ngén sdch cén cin cf vao muc tidu nhiém vy cda mai
- b6 phén bdn hang theo du kin. Mé hinh ban hang theo han ngach nhan
vién phu trach cdn vugt qua; traj lai, m6 hinh han ngach vé chi phi la
phi t3n cao nhat ngudi phu trach ban hang khéng duge vuot qua.

2. Phuong phap thiét 1ap ké& hoach theo Philip Kotler
Theo Philip Kotler, c6 4 bude trong viéc thiét lap ke hoach:
- Xac dinh nhiém vu kinh doanh téng quat.
- Xdc dinh muc tidu kinh doanh.
- Phéc thdo hé so kinh doanh.
- Hoach dinh tiép thi.
Buée 1: Xdc dinh nhiem vy kinh doanh t6ng qudt ciia cong ty

Nhiém vy kinh doanh téng quat cia cong ty duge xdc dinh ngay tir
dau (hoach dinh chién luge), nhung tréi qua théirgian né tré nadn mo hé
va khéng phi hop véi thye 6.

Dai v6i hoach dinh tac nghiép nhiém vy kinh doanh duge dit ra cho
ting bd phan mang tinh cach ngin han, nén khéng thay déi.

Khi xdc dinh muc tidu, khéng nén x4c dinh nhiém vy kinh doanh
téng quit qus réng hay qud hep. Mai bude mg rong c6 thé mang lai co
may mdi nhung dong théi né cing dua cong ty dén nhitng cude phiéu luu
thiéu thuc t&.
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Bude 2: Xdc dinh muc tiéu cda cbng ty

Viée x4c dinh muc tiéu cia céng ty trong phuong phdp thiét 14p k&
hoach cila Philip Kotler ciing gifng nhu phuong phdp cia Berkewitz
Kerin, nghia 12 cdc muc tiéu phai niim trong chién luge chung cha con; ty
va cdc muc tidu nay phai rd rang, cu thé bing nhing con sé.

Buéc 3: Phdc thdo hé so kinh doanh

Vige x4c dinh hé so kinh doanh gém cdc nganh kinh doanh nao, bao
gdm nhimg sin phdm gi?

a} Phén tich danh sdch cdc muc kinh doanh hién tai

P& biét duge nén kinh doanh nginh nao, sdn ph&m gi, c4n phdi
phén tich hiéu qud va trién vong ciia cdc nganh, san ph&m dang kinh
doanh dé:

- Nhén dang nhiing nganh ho#c sdn phdm chd y&u: goi 12 nhilng
don vi kinh doanh chi&n lwge SBU (Strategic Business Units). Vi du,
sén phdm ban si, ban 18, dich vy vui chai, cdc mén an, thic udng.

- Phai d4nh gi4 tinh hdp din cda méi SBU bao nhiéu cho phi hop.
Lam thé& nao d€ danh gid SBU? - C6 2 phuong cach:

+ Phuong phdp ma tran thi phdn ting trudng.
+ Phuong phéap ma trin Me Kinsey.

« Phuong phap ma tran thi phdn ting truéng (Share-growth
matrix).

T¥ 14 tAng trudng
%o thi Ton 20%
vat o DA&u hdi Ngbdi sao (Stars)
& Cao {Question marks} .
o, 2 3
10% Con ché (Dods) @) Bb siia (Cash-Cows)
Thip 6 .
- | ® . @
7 4 i
01X Hep 1X R&ng 10X

» Thj phén tudng a5i

So dé 16. Ma trén thi phén - ting trudng (Share-growth matrix)

Phuong phap ma trén thi phin ting trudng cia nhém tu v&n Beston

(Boston Consulting of group) hay cdn goi 1A ma trén BCG. Theo so dé 16
gbm co: '

- Truc tung chi sy ting trudng cda thi trudng d&i v6i sdn ph&m kinh
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doanh (SBU). 8BU nao c6 ty 16 tang trudng thi trudng trén 10% la
¢6 ty 1& ting trudng cao.
- Truc hoanh chi thi phdn tuomg d8i cia SBU so v6i déi thd kinh
doanh manh nhét.
$ diém 0,1x ~ x — 10x thi phdn cia SBU bing 10% - bang d5i thd-
gép 10 d6i thd manh nhat.
Ma tran chia lam 4 8, mdi 6 thé hién mdt vi thé khdc nhau cia céc
SBU.

' 7 vong trdn chi qui md va vi thé ciia 7 SBU. Qui mo (doanh s8) ty 18
thudn vdi dién tich céc vong tron, Trong 46, 4 don vi SBU hoat ddng
manh nhét 1a 2,3,4 va 5.

+ O ddu héi (Question marks): Chi.cic SBU hoat dong trong mét thi
trudng tang trudng cao nhung thi phan tuong doi thap. Cau héi dat ra la:
“cé nén a0 tién tigp tuc dau tu khong?”

+ O nhitng ngéi suo (Stars)

Ngbi sao 3 1a SBU dan dau trong mét thi trudng cé d¢ ting trudng
¢ao: Cén phai dung vén 16n dé hoat déng kinh doanh ding viing va khéng
canh tranh.

Khi nhu cdu cia thi truong khéng téng nhanh, cdc don vi kinh
doanh chién luge ngdi sao sé& trd thanh nhiing bo sita.

+ O nhitng con bo sita (Cash Cows):

Khi t§ lé tang trudng chdm, nhung thi phin tuong d6i thi nhing
ngbdi sao (Stars) sé trd thanh nhiing con bd sia (Cash Cows).

Mbt bd sita sdn sinh ra nhiéu tién cho céng ty. Vi ty 1é tang trudng
thdp, nén né khong cén tidn phat trién. Céc bd sita cung cdp tién cho
ngdi sao, ddu héi va nhitng con ché déi (6 gdm xuong).

+ O nhang con ché (Dogs).

& day cdc don vi kinh doanh chi€n luge c6 thi phin tuong dsi thip
so véi d8i tho canh tranh va ty 18 tang trudng thi truong khong cao. Céc
SBU 3 day hoat déng kinh doanh kém hiéu qué. Vay nén duy tri hay loai
bd nhing don vi SBU & day?

Tuong ding v6i 4 6, cong ty cé thé 4p dung 4 loai chién lugc:

1. Chién luge xéy dung (Build): Chién luge nay dp dung vao 8 cu héi
(question marks) cho c4c SBU nhiim ting thi phan tuong déi.

2. Chién luge duy tri (Hold): 4p dung 8 & nhitng con bo sia (Cash
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Cows) d& duy tri thi phdn va ciing ¢6 thé 4p dgﬁg cho nhiing SBU ¢ 6
ngoi sao.

3. Chién luge gdt hdi ngay (Harvest): Chién Iuge nay ép dung cho &
déu hdi va 6 con ché dé€ ting cudng lugng tién mat ngén han.

4. Chién lupc logi b3 (Divest): Chién luge nay dp dung cho 6 nhitng
con ché (Dogs) hodc 6 d&u héi. Véi 2 6 nay cong ty phdi ¢6 quyét dinh can
bén di hodc thanh 1y loai bé c4c hoat dong kinh doanh d€ dén néd hfe cho
cdc noi kinh doanh khée.

e Phudng phdp ma trin Mec Kinsey:

Phuong phdp nay ciing nhim danh gia cdc SBU, cdn goi la phuong
phdp mang tinh hoach dinh kinh doanh chién luge cia hing General
Electronic (Strategic Business Planning Grid).

Phuong phép ma tran Mc Kinsey duge trinh bay theo so d6 duéi day:

L e Manh Trung binh
Tinh hap dan

cainstln ? %y// /{ 3..
T

Th é’p -----------------

..................

..................
.................

..................
.................

-+  S\fc manh kinh doanh {Doanh s8)
So db 17. Ma tran Mec Kinsey

+ 3 6 Tay Bic (1,2,4): gdbm cdc SBU manh, cdn diu tu.
+ 3 & Péng Nam (6,8,9): gdm céc SBU yé&u, cdn gat hdi ngay hay loai
bé.

+ 3 0 mau tring & giita (3,5,7): 1a nhimg SBU trung binh, c6 thé duy tri,
dau tu vira phai.
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b) Trién khai cdc chién luoe phdt trién

Trong cong viéc phdc thao hé so kinh doanh 4§ chon nhitng sdn
phdm, nganh kinh doanh nao mang lai hiéu qud, cAn ting cutng diu tu,
duy tri hodc leai bé, cho phép ching ta chon ra duge cde Pon vi kinh
doanh chién luge (SBU), bude k& ti€p, ching ta cdn trién khai cdc
chién luge phat trién cho cdc SBU 44,

Céng ty c6 thé trién khai cdc chién luge phét trién c6 thé nhim muc
dich thdm nhap thi truong, phat trién thi truong ho#c phat trién sin
phém. Can vach ra chién luge d& dat muc tiéu cho ting SBU.

Muyc tiéu cda ngudi lam k& hoach tigp thi khong nhat thiét 1a o phai
tdng doanh s3, nhiém vy ciia ho c6 thé duy tri s lugng hién tai véi s&
kinh phi it hon, nhung mi khi myc tiéu cia SBU da vach ra, nhiém vy
cda tiép thj 1a phéi dat duye mue tidu,

Buéde 4: Hoach dinh tiép thi

Theo Philip Kotler, budc cudi cung cia viée thigt lap k& hoach 1a lén
bang hoach dinh. Trong giai doan nay, ngudi thiét lap k& hoach cdn thue
hién nhiing yé&u t& duéi day trong bang ké& hoach:

- Tém luge cho lanh dao

- Phén tich tinh hinh hién dai

- Phén tich co may va rii ro

- Pua ra cde muc tidu va giai phap

- Xay dung chién luge tiép thi

- Dua ra chuong trinh hanh déng

- Xay dung ngan sach

- Kiém tra thye hién ké hoach

Tom lai, vigc thiét ap k& hoach la rat cin thist va quan trong dii dé
ta k& hoach chién luge tiép thi hang nam cho toan cdng ty, hodc k& hoach
tac nghiép ngdn han cho viéc ban timg loai san phdm ciing ddi héi ngudi
lam ke hoach phai tusn thd mot s& nguyén tic chung. Tuy ring, trong
thye t& hién nay trén thé gisi khéng ¢6 mét nguyén tdc nao goi la
nguyén tic miu. Tay theo tinh trang cia méi céng ty véi quy mb l6n nhd,
tdm hoat dong va san phdm khéc nhau, s5 ¢6 nhiing cdch thiét lap k&
hoach khéc nhau. Tuy nhian, qua hat phuong phép thiét lap k& hoach ciia

Berkowitz & Kerin, Philip Kotler va mdt s6 phuong phap thist l4p cia
nhiing tic gid khde, ching ta c6 thé rit ra dugc nhitng di€m chinh y&y

82



¢An liu ¥ sau ddy khi thiét 14p k& hoach:

1- Phan tich tinh hudng bao quét cla cong ty va mdi trudng dnh
hudng dén hoat déng sdn xuit kinh doanh ctia cong ty.

2- Thiét 14p nhitng myc tiéu cta k& hoach ndm (nhimg don vi kinh
doanh chién luge SBU)

3- Vach ra dudng huéng hoat dong d€ dat muc tiédu.

CAU HOI THAO LUAN

1. Theo ban, thiét lap k& hoach 1a gi? Tai sao phai thi&t lap k&
hoach — Ai ¢é trach nhiém thiét 1ap k& hoach trong t8 chuc?

2. D€ thiét lap k& hoach, dua vao phuang phép n&o?

8. L4ap ké hoach theo phuong phdp Berkowitz v Kerin qua méiy giai
doan, ¢6 gi dac biét so véi phuong phip caa Philip Kotler.

4, Thé nao goi 1a khodng cdch hoach dinh, cho vi du.

5. Ban biét gi vé SBU. Trong kinh doanh SBU d6ng vai trd nhu thé&
nao?

6. Ban trinh bay ma tran BCG. Ma tran nay déng vai tro gi trong
viée 14p k& hoach kinh doanh?

7. Ban trinh bay ma tridn Mc Kinsey. Ma trian nay déng vai trd gi
trong viéc lip k& hoach kinh doanh?
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Chuong 7

T3 CHGC BO PHAN MARKETING
VA QUAN TRI LUC LUONG BAN HANG

Trong du lich, tiy theo quy md va nganh cung dng sn phdm cla méi
don vi, s& ¢6 nhiing co ciu t6 chitc ban sdn phdm khédc nhau. Vai trd va vi
trf ctia bo phan Marketing va bdn sdn phdm cing thay d6i theo timg giai
doan phit trién cta cbng ty.

). PHONG MARKETING VA BAN HANG

1. Phat trién cia bé phin Marketing trong cdc nganh san pham
tiéu dang
Bo phan Marketing néi chung ¢6 mét vai trd va vi tri rit quan trong
trong qud trinh nghién cfu, sdn xudt va tiéu thu. Trong doanh nghiép,
vai trd va vi tri ciia Marketing trdi qua mdt qud trinh phdt trién gém 4
giai doan theo so dd 18 dudi day:

a) Giai dogn 1: Phé gidm déc mai vu phu trdch cid lyc lugng bdn
hang 14n cic khéu quéng c4o, nghién ciu, tiép thi.

b) Giai dogn 2: Trong giai doan nay hinh thanh b$ phéan Marketing
riéng bigt véi mot gidam ddc tiép thi, vi nhu cdu nghién ciu, quing cdo,
dich vu khéch hang phé4t trién.

¢) Giai dogn 3: TOn tai song song giita phé tdng gidm d6c ti€p thi
va phé tdng gidm ddc kinh doanh do nhu cdu dich vu va khdch hang phat
trién.

d) Giai dogn 4: C6 sy xung dét giita 2 phé téng gidm ddc. Phé tng
gisam d6c ban hang thudng nghi dén k& hoach, ngén han, va ban cho duge
nhidu sin ph&m. Tréi lai, pho téng gidm ddc ti€p thi nghi dén cac sdn
phdm va thi trudng lau dai, nén d6i khi hy sinh k& hoach ngén han.
Chinh vi vy, tdng gidm d6c, quyét dinh d€ phé téng gidm déc Marketing
phu trach toan bd cic chic nang ti€p thi bao gém ca lye lugng ban hang.
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Sc dé 18. Cac giai doan phat trién ctda b phén Marketing

2. B6 phan Marketing va bdn hang trong du lich

a) Bp phin Marketing va ban hang o khach san

Trong khéch san (khéng c6 nha hang) phong bdn hang sén phdm
(phong, dich vu..) duge tach biét 1ap giita tién sdnh, phong tap dich va cde
phdng khéc. Bo phan Marketing nim & phong ban hang va & phong 1é
tan thude bd phdn gitt chd.
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Sd dé 19. B4 phan marketing va bdn hang & khach san

b) Bo phén Marketing va ban san phdm & khéch san nha
hang.

Ngudi didu hanh Chii nhan
phd hang [T TTTTTTTTTTTOTTT khach san
Giam ddc Giam d8¢
nha hang SOt khach san
. Phang Ban Phdn Phon
Nha bép | dqil hang dich v% bao V%
Nha ha s . Sita chia
hg Tiégc tlng Lé tan K4 toén & bao tri

p

S¢ dé 20. Té chite bo phén ban hang va marketing
trong khdch san nha hang.
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Trong co ciu t8 chiic ctia khach san nha hang, c6 mdt bd phén ban
tiéc & nha hang, mot phéng ban sén phdm va Marketing & khach san.
Giita nha hang va khach san c6 sy lien hé véi nhau trong viéc ban sin
phdm va lam Marketing.

Pé&i véi khach san tiéu chudn 4 ho#tc 5 sao trd 1én, cd cau td chic
gita phong ban sén phdm va Marketing véi cac phong gidt chd thube bd
phéan 1 tan va phong in udng cda nha hang trong khach san ¢6 mdt sy
lién hé rdt chat ché.

¢) Bé phan Marketing trong cée dai 1y du lich

| \ l |

van

. . Hanh 8
Du lich Dulich || Hugng Quan hé . anh chuyén
noi dia quoc & dan quiic t& Marketing i?gi&n 1‘;‘?15*;%

S¢ 46 21. B phan marketing trong cac dai 1y du lich.

1. 76 cHuc, auAN TRI BO PHAN MARKETING VA BAN HANG

DE quan tri lyc lugng bén hang va lam Marketing, nhitng don vi
cung (ng phal thyc hién nhing budc trong qui trAnh hinh thanh bd may
thuong mai sau day:

- X4c dinh, nhiém vu ctia bo phan Marketing va ban sén phim.

_ Qg cdu t8 chic hay hoach dinh chién lugc ctia luc lugng ban san
phém.

- Tuyén chon hhan vién va dai dién.
- Hugn luyén lyc lugng ban san phdm va lam Marketing.
_ Kiém tra luc lugng ban san phdm.
- Danh gi4 va dai ngd.
1. X4e dinh nhiém va

Lyc lugng ban san phdm, dich vu ctia don vi cung Ung ¢ 3 loai. Do
a6, nhiém vu ctia luc lugng ban sén phém tiy thudc vao mbi loai ban sdn
phém:

- Luc lugng ban sén phdm va dich vu clia cong ty.
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- Bai Iy.
- Luc lugng hén hgp.
a) Luc luong ban sén phdm va dich vy cua céng ty

Nhan vién ban sdn phdm cda don vi cung dng du lich khdc v6i nhan
vién b4n hang clia moét céng ty & ché, trong céng ty bén hang, ngusi ta
chia ra 1&m hai loai luc lugng bdn hang rd rét: Luc lugng ban hang bén
trong va luc lugng bdn hang bén ngoai. Trai lai, & cdc don vi cung img du
lich, luc lugng bdn sén phém bén ngoai khéng cé nhin vién phy trach
chuyén biét. Thong thuémg, nhitng luc lugng nhén vién b4n sdn phdm bén
ngoai don vi 1a nhitng dai ly, vin phong dai dién. Bdi 1& sdn phdm du
lich ¢6 d#c tinh khde vdi san phém théng thuéng. Mt khéc, sin phdm du
lich ¢6 giéi han, 12 mot téng thé hitu hinh v v6 hinh, d6 ]1a nhitng sin
phdm hau hét c6 dinh (khich san, diém du lich, diém tham quan..) nén
nhén vién ban san phdm du lich khong thé bé di chao hang nhu nhitng
nhan vién ti€p thi ban sdn ph&m nhu nhitng chifc mdy, ng kem, hép xa
phong... d€ khich hang cé thé sd, ngii, thay tdn mit trude khi mua.

Do 46, lyc lugng bdn sidn pham trong cdac don vi cung tng du lich
{khéach san, nha hang, cdc dai 1§, diém du lich..) thudng tap trung tai vin
phong. Nhiém vu cia ho la lién hé vdi khach hang qua dién thoai, gdi
thu, hig€m khi ti€p xic truc tiép vdi khdch hang bén ngoai.

Tuy nhién, tai méi khach san 16n, ngudi ta thudng thist lap lue lugng
ban sdn phdm bén ngoai khdch san dé canh tranh va kiém khach. Chéng
han, ho thiét 14p nhiing vdn phong dai dién cia khdch san minh tai cdc
clita khdu san bay dé dang ky, tiép nhan khach va dua khach vé khach
san. Tai day, thong thudng khdch san bd tri nhan vién clia minh tryc
tiép ban san phdm cho khach.

b) Cac dai 1y c6 hop dong

P4y 1a lyc lugng nhéan vién gidn tiép thudng si dung va hiu hiéu
nhit trong viéc ban sdn phdm du lich ma cdc don vi cung ing du lich hop
tdc. Bdi 18, cdc don vi cung tng du lich ¢6 quy mé nhé va khéng th€ dan
trai nhan vién cda minh khdp trong nuéc va ngodi nuéc dé ban san phdm
cho khdch du lich quéc t&€ v khach du lich néi dia.

Cédc dai Ij du lich thudng hudng hoa héng va it ho#c khéng mang
tinh canh tranh. Cho dit s6 dai 1y clia timg don vi du lich ¢6 khéc nhau,
nhung ¢6 nhitng dic diém giong nhau:

- Hoa héng, chi phi va doanh s& déu lién hé véi nhau. Hoa héng
hudng theo phén tram tily theo sdn phidm.
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- Ho c6 thé kinh doanh nhidu sdn phdm khdc nhau nhu tour tron géi,
khach san, nha hang, vé mdy bay nhung khéng mang tinh canh tranh.

- Nhitng dai 1y nay c6é mét lyc lugng ban sdn phdm thudng xuyén va
phén chia theo khu vyc. Péc tinh nay rd nét nhat trong cic sin pham
cbng nghiép lén ngoai nganh du lich.

¢) Lue lugng ban san phdm hon hop

Trong du lich, ¢6 nhilng don vi cung ting lén nhu ¢éng ty du lich Sai
Gon tourist v& mét vai céng ty du lich khac & Viét Nam, ho ¢6 mét hé
théng phan phéi du lich r4t manh d€ bdn san phdm cia don vi minh
khdp cd nude va mét s6 3 nude ngoai. Ching han, thigt lap cde khach
san, nha hang d cdc tinh dé hd trg cho cde don vi kinh doanh du lich it
hanh, béan céc tour du lich tron géi, tour chuong trinh, tour da ngoai..
nhidm két hgp trong dich vu chuyén van, an & v& tham guan. 8i vdi cac
don vi cung ing nay, ho thiét 14p mét luc lugng ban sidn phdm hdn hop
gdm cdc nhén vién & bén trong va lhyc lugng nhan vién bén ngoai cong ty
dé hd trg bén sdn pham, dich vy, cung cip thong tin cho khdch -hang.

Néi tém lai, muc tiéu cla cdc luc lluqng ban sidn phdm nham:
- Tim kiém va thu hit nhitng khach hang mdi.

- Phé bién thong tin vé& sin phdm, dich vu cda don vi minh
- Tiép xic vdi khach hang.

- Cung tng dich vu

- Nghién afu thi trudng, thu thip théng tin

- B4o cd0 két qua

2. Cd céu té chide va hoach dinh chién luge luc ludng ban san pham

a) Khi hogch dinh, ngudi phu tridch ké hoach phdi phan céng
nhiém vy cho luc lugng ban hang mdt cAch cu thé, phai xdc dinh ré ho sé
tham du tryc ti€p hay gidan ti€p vao thi trudng qua cdc kénh phan phoi da
duge thiét lap:

- Phan phéi truc tiép
- Phan phéi gi4n tigp
- Phan ph6i hén hgp
a) Phén phéi truc tiép

Trong viéc phan phdi tryc ti€p, cic don vi cung ung thiét lap mdi
quan hé tryc tiép v6i khdch hang thong qua cdc dai ly ho#c chinh lyc
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lugng bdan hang cia chng ty.
b) Phdn phéi gidn tiép

Trong du lich, ngudi ta thudmg s dung kénh phén phéi trung gian
d€ 'tiép can khiach hang, nhat 12 khach hang ngoai qufc. Trong mot
khéch san ciing vdy, ngoai luc lugng bén sdn phdm chinh cia khéch san,
con 6 mét lyc lugng nhén vién ban chinh thice lam trung gian d€ dua
khdch hang vé cho kh4ch san, chng han: Céc cbng ty t§ chic tour, cdc
tai x&, xich 18, c4c hudng dan vién du lich.

Loai kénh phén phdi nay, ngoai viéc b4n sdn phdm, ero‘ng dan
khéch cdn hé trg nhiéu mit khdc cho cong ty.
c) Kénh phén phéi hén hop

Pay 1a kénh phan phéi ma cong ty khi phue vu mdt s6 khach hang
vira theo kénh gian tiép, vita phuc vu mdt s& khach hang khédc theo kénh
trie tiép. Vi don vi cung ung phdi phuc vu khach trén nhitng thi trudng,
khu vue khéc nhau véi nhiing d4c tinh kinh t&, marketing khdc nhau.

trye tigp gidn tiép hdn hagp
Ban vi Ddn v Pan vi
cung Urny cung ing cung gdng
T T T
] ] 1
] 1 1
h ! ¥ ! ¥ !
Lbu Iuging Lbug: Iu%ng e Iugng
Bai iy n san Bai ly n san Dai ly an san
dualic phim cia dualic% pham cha dualic¥| gham cha
chng ty cdng ty . icéng ty
1 1 1
: + 3 ¥
1
t
) CAc trung gian Trung gian khac
]
1
1
i
¥ + h ¥ b d
Khach han Khach hang
Khach hang Khéch hang loai b2 ool 11

So d6 22. Kénh phan phdi trong td chiic Iyc lugng ban hang

b) Nhiing yéu té t6 chite luc luong ban san phdm

Khi t8 chie lie lugng ban sdn phdm, ¢6 thé dya vao nhimg yéu td sau
day: Dua vao khu vye dia Iy, dua theo sdn ph&m, theo khach hang ho#c t3
chiic hn hgp.
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a) T6 chite theo khu vuc dia ly

Day la cdch t8 chic dua vao ting vung, timg khu vye dia 1y dé quan
ly. & Viét Nam ¢6 thé chia khu virc du lich dya vao dia 1y nhu khu Ve
phia Bic trung b, Trung bic by va Nam trung bd. Holic c6 thé dua vao
ba trung tdm du lich theo quy hoach t8ng thé du lich Viét Nam:

- Vung 1: Bic bd, gdm 23 tinh tir Ha Giang dén Ha Tinh. Ha Noi la
trung tam vung véi tam gidc du lich: Ha Néi-Hai Phong-Ha Long.

- Vung 2: Béc Trung bd, gdm 5 tinh tir Quing Binh d&n Quing Ngai

- Ving 3: Nam Trung b3 va Nam b§, gém 25 tinh tir Kontum dén
Minh Hai (Nam-Trung b$ 9 tinh, Nam bs 16 tinh). Thanh ph& Hé Chi
Minh 13 trung t4m ‘du lich: TP.HS Chi Minh - Nha Trang — Da Lat:
TP.H6 Chf Minh — Cédn Th¢ - Kién (Giang; TP.H6 Chi Minh — Bién Hoa
— Viing Tau.

b) T chic theo sian phdm

T8 chiic theo cdch nay duge 4p dung théng dung va c6 hiéu qui trong
cdc khdch san nha hang, cdc cong ty du lich, vi né phén biét ro rang vé
tradch nhiém nhan vién giita cac ban nganh. Vi dy, b phin phong budng,
by phén 1€ tan, bd phan chuyén chd, by phan tour... Theo t8 chic nay mai
b{ phdn phu triach mot sdn phdm riéng biét, ddi hdi sy hidu biét chuyén.
mén vé sidn phdm cao, phuc vu t6t khach hang.’

T8 chic theo sdn phdm va dia l§ tranh duge tinh trang nhidu dai

dién dén mai chao, canh tranh, dim chén nhau c6 thé lam héng k& hoach
chung.

¢) T8 chite theo khdch hang

Theo t8 chdc nay, ngudi ta dwya vao muc dich chuyén du lich cia
khach hang, d€ t8 chiic, quén ly, 1dam Marketing.

Vi du:

- Khach di du lich vi muc dich e¢éng vu (nghé nghiép): Kinh doanh,
héi hop

- Khdch di du lich vi myc dich hudng thu (thuin tdy): Nhimg ngay
nghi, thim ngudi thdn, ban beé, thé thao, vin héa, hudng tuidn tring
mét...

- Khéch di du lich vi nhiftng déng cd khéc: Chita bénh, nghién ciu..
- Khdch du lich trong nude.
- Khéch du lich quéce té&..
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ad) T6 chic hén hop

Vé co ban, mdt ¢ cAu t6 chic hén hop 1a tdn dung ¢d huéng chuyén
mén héa theo khich hang hodc theo sdn phém, tan dung nhiing lgi diém
vé& quan 1y cta co ciu t3 chirc dia ly.

¢) Chién lupc vé quy mbd luc Iupng Marketing va ban sin phdm

Cé4c dai 1y du lich 12 nhifng tai sdn ¢6 hidu qua va dit tién nhdt cha
méi don vi cung dng du lich.

T#ang s& lugng dai 1§ du lich, vin phong du lich s8 kéo theo sy gia
tAng muc tidu thu sin phdm va tang chi phi. Vay, ddi véi nguoi 1am quén
tri Marketing. cAn cdn nhic gitta sy gia ting doanh s6 véi mic gia tang
chi phi d€ quy&t dinh quy mé vé s§ lugng dai 1y, van phong du lich.

Thong thudng, khi xdc dinh quy mé luc lugng ban sdn phém, ngudi
ta dua vao khéi lugng cong viéc.

Vi du: trong ¢d nude ¢6 200 khdch mua sdn phdm loai A va 400
khach mua sadn phdm loai B. Mdi khdch mua sdn phdm loai A cin thim
viéng 24 14n mbi nam. M&i khédch hang mua sdn phdm loai B c4n tham
viéng 12 l4n méi ndm. Nhy viy, kha ning tham viéng khach hang cia
hai loai s&n phdm A va B 1a 9600 14n méi nim.

Gia st mdt nhan vién chao hang trung binh thyc hién 640 14n tham
viéng mfi nim. V4y, ta cdn 15 nhén vién chao hang.

d) Chién lugce thu lao, ddi ngd

M&i don vi cung ng du lich cidn xdy dung mét ché d6 tha lac hdp
din. Mdc thi lac phdi gdn v6i gi4 thi trudng hién hanh déi vdéi loai hinh
cu thé cia cong viéc kinh doanh va ddi vdi cac dai 1y ¢6 trinh d6 chuyén
mén tuong dng.

Téng sé tién thu lao bao gém cde khodn:

- Tién luong hay phin trd vao tii khodn da md nhim dam bio cho
dai 1y c6 khodn thu nhép én dinh.

- Khodn tién hoa héng (thudng tinh theo phén tram), tién thudng
phédn lgi nhuin, nhim kich thich va bu ddp su ¢ ging cia nhén vién
chao hang.

- Phén bd ddp chi phi khuyén khich nhén vién chao hang, thuc hién
nhitng n8 lye thuong mai ma ho thiy cdn lam.

- Phén phuc vu khéch nhu hd trg tai nan, nghi phép, cdp ciu, bdo
hiém sinh mang.
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3. Tuyén chon nhan vién va dai Iy du lich
a) Xac dinh cac yéu cdu vé coéng vige

Cén tuyén chon nhitng dai ly du lich that su ¢6 ich d€ dim bdo su
thanh céng trong kinh doanh. Piéu nay c6 nghia la cdc dai ly phai ddm
bdo duge cdc khodn bdn va trdnh gy ra nhimng chi phi 16n cho don vi
cung ting. Ngoai ra, nha dai dién dai 1y con phdi hoi di mot s& didu kién
khéc nhu cdi mé, hoat bat, hang h4i, ning déng, nghé thuat giao tiép..

b) Tuyén chon dng vién tw nhiéu nguén

Nén tuyén chon cde dng vién tit nhidu ngudn cung dng khic nhau
nhu céc trudng, cde trung tdm tim kiém gidi thiéu viéc lam.

¢) Lva chon cdc dng vién cé ndng lyc

C6 thé dya vao tidu chudn sat hach, tu ch4t, 1di gidi thiéu, qué trinh
cong tac.

Ngudi ta cho ring, diém sat hach ddm bdo 42 phén tram dai véi tinh
hinh bién déng nhan sy va khéd néng dy dodn thuc & vé sy thanh céng
cia nhiing ngudi sap budc vao thuong trudng.

4. Huén luyén Igc lugng ban san phim

C6 nhiéu tiéu chuén d€ huan luyén lyc lugng ban san phim:

- Gidi thiéu vé& don vi cung img du lich cda minh

- Gi6i thiéu vé sdn phdm, dich vu ciia don vi minh

- Gidi thidu vé€ khdch hang.

- Gidi thidu vé cdc dai tha canh tranh.

- Gidi thigu ndi dung ti€n trinh bén sdn ph4m.

@) Gidi thi¢u vé don vi cung ing du lich ciia minh

Céc dai dién du lich va cdc nhan vién du lich méi tuyén chon cin
phai biét téng quat vé don vi, cdng ty, tit 6, viéc kinh doanh méi dat
hiéu qua.

Nhimg diéu cin tim hidu vé cdng ty, don vi cung ung du lich: Co sé
chinh, cg sd phu, co ciu t§ chic, chic ning hoat déng., muc tidu, san
pham cia ecéng ty, von, tai sin...

b) Gidi thi¢u vé san phém, dich vu

Mot dai Iy hosic nhian vién ban sdn phim, diéu tién quyst d€ ban sdn
pham thénh cdng 13 phdi biét mét cach ranh réi vé sdn phdm cda minh:
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Cdc loai sén phdm, dic tinh sdn ph4m, gié ¢3, ha trg bdo hanh.... Trong
du lich cin phéi bigt khach san cta minh tidu chufn m&y sao, cé cdc loai
phong nao, phuong tign trang thist bi, gid cd ra sao. Trong tour du lich
tron géi cAn phdi bi&t phuong tién chuyén chd, khéach san an nghi, diém
tham quan, gié cd.. Ngoai nhing sidn phdm chinh, con c6 nhing sén
phém phy khéc 14 nhing sdn phdm gi va sdn phdm cda ta ¢6 wu diém, lgi
ich nao cho khach hang so v6i sdn phim cia cdc d5i thd canh tranh...

c) Gidi thigu vé khach hang .

Trong du lich, khéch hang cla don vi cung tng khéng c& dinh va
thutng khong trung thanh véi sdn phfm. Vi vay, khach hang cda cong ty
héu hét 1a khéch tiém tang hon 1a khach hién hiu. Vay nguén khach nay
¢ déu, ho 1 khach trong nudc hay khdch quéc t&, dic tinh, nhu cdu va sd
thich cia khdch. Biét duge nhimng yéu t8 nay, tit d6 ching ta méi cé thé
phuc vu khéch t8t hon, hiéu qud hon.

d) Gié¥ thi¢u vé déi thu canh tranh

DE€ kinh doanh c¢6 hidu qui, ngoai visc biét vé& don vi, sdn phém,
khdch hang clia don vi minh, diéu quan trong khéc 12 c4e dai dién, nhan
vién ban sdn’phdm cin phai bit ddi thd clia ta 12 ai, sdn phdm ciia ho 1a
gl, m#t manh, mit yéu cia ho so v6i ta & nhing difm ndo, va lam the
nao d€ bién nhing mit yéu cia ta thanh nhimg mit manh nhu d6i thi
cua ta. Mat khéc, quan trong hon 1a khai théc triét dé nhing mat yéu cia
d6i thi, xem day la diém dé ta tin cong.

e) Gioi thigu ky thudt, nghé thudt bén sin phdm qua tién
trinh bén sdn phdm (Xem chuong 8: Tién trinh bén hang).

. 5. Gidm sdt Iyc Iugng bin san pham

a) Kiém tra

Tuy theo loai dai ly d€ c6 ch€ d6 kiém tra khdc nhau. Péi v6i nhitng
nhén vién chdo hang sdng chi y&u bing tién hoa héng, va ty tim kiém
nhitng khéch tiém 4n, thudng khéng bi ki€m tra. D8 véi nhitng ngusi 4n
luong va cé nhiém vu phuc vu nhitng khéch hang thi phai truc ti€p chiu
su kiém tra.

b) Tiéu chudn kiém tra
DE kiém tra, nguvi ta dya trén nhiing tidu chudn sau day:
a) Lam vige véi khdach hang muc tiéu va xde dinh chi tiéu vidng tham.

Théng thudng, cde don vi du kch chia khdch du lich ra 1am nhidu
logi: Du lich theo myc dich chuyén di nhu khéch di du lich kinh doanh,
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khach du lich thim thén nhén, khdch héi nghi, khich du lich nghién citu
.. Tit d6, cé chi tiéu s6 lugng bén sdn phém, tiém ning sinh 13i, tidm
néng phét trién cda ho va xdc dinh chi tiéu goi dién thoai, gl thu, viéng
tham.

b) Lam viéc vdi khdch hang tiém dn va xde dinh chi tiéu viéng tham.

D& vai khéch tiém 4n ( tidm tang ) cdc don vi cung ting bt bude cdc
dai Iy phdi danh thai gian cho viéc tim ki&m khéch hang tiém £n.

Vi du: Cong ty Spector Freight ddi hdi cac ¥ai 1y phai danh 25 phén
trém quy thoi gian cho vide tim kiém khédch va chdm dit viée vigng tham
sau 03 lan vi€ng thim ma khdng c6 hiéu qua.

¢} 8u dung hiéu qud thoi gian hiu ich vé thuong mai

Can ¢6 lich viéng thém hang nam, ghi rd khach hang hién hitu va
khach hang tiém &n, phén tich sy phan bd vé& quy thdi gian: Thi gian di
dung, an ubng, ch¥ dgi, tiép xic, chao hang..

¢). Péng vien cac dai 1§ du lich

Dé lam viée ¢6 hiéu qud, cdn cé sy khuyén khich, déng vién nhat
dinh. Can tao ra bau khéng khi than thién, khen thudng, chia lgi nhuén.
6. Danh gia két qua

a) Nguén théng tin dé dénh gic két qua

Bé danh gid két qua, ngudsi ta dya vao ngudn théng tin sau day:

- C4c bdo cdo bédn hang.

- Quan sat truc ti€p tir thu tit, don khifu nai.

- Tham do khach hang va tiép chuyén véi nhilmg nhén vién chao
hang khac.

b) Pénh gid
Dé ddnh gid cdn dua vao:
- X4y dyrig tiéu chudn danh gid va phd bi€n cho nhan vién,

- Thu thap théng tin ddy dd ting nhan vién bdn sin ph&m d€ danh
gid, so sdnh. '

- Nhén vién chao hang biét ring s& c6 ngay ho phai ngdi véi nguoi
quan ly dé€ gidi thich nhitng thanh céng va that bai ciia minh.

Khi danh gid edn: _
- So sdnh hiéu qud cbng tdc cha timg dai 1y du lich;
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- Panh gi4 dinh tinh dai 1y du lich chdng han sy hiéu biét clia ngudi
chao hang vé cong ty, sén phdm ddi thi canh tranh trén dia ban thuong
mai, nhiém vu clia cong ty, dsc di€m cd nhan, hanh vi, cdch &n néi... cia
ngudi chao hang.

1.

2.

CAU HOI THAO LUAN

Theo ban, b) phan Marketing fréi qua nhiing giai doan nao trong
qud trinh phét trién? Méi giai doan khdc nhau nhu thé nao?

Trong khach san, bd phén Marketing giit vai trd gi va duge td
chitc nhu thé nao?

. Khi t8 chitc, hoach dinh chién luge luc lugng ban hang, ban dua vao

nhitng yéu t& nao?

Ban trinh bay t8 chic luc higng ban hang dua vaoc khu vuc dia ly.
Cho vi duy, néu nhitng uu va khuyét diém cda né.

. Theo ban, trong du lich nén t§ chic luc lugng bdn hang dua vao

yéu t& nao dudi day d€ dat hiéu qud va cho biét 1y do: Dya vao
khu vuc dia 1y, dua vao sdn phdm, theo khdch hang, t6 chic hon
hgp.

. D& nhan vién ban hang ¢é hidu qui, theo ban nhing yéu t& nao

can thi€t d€ huin luyén ho?

. P& kiém tra cbng viéc clia nhén vién ban hang, theo ban nén dya

vao nhifng tiéu chudn nao dé€ ki€ém tra?

. Dé dénh gid ding din vé hiéu qua cdng viéc cia nhan vién ban

hang, theo ban cdn dua vao nhing ngudn thdng tin nao va dya
vio tidu chudn nao d€ danh gig?



cHUONG 8

TIEN TRINH BAN HANG

¢ “Ngudi bdn hang gidi gisng nhu cdu thd &4 banh gidi,
khong nhimg biét lia banh, ré banh giéi ma cbn phdi
bi&t k&t thic dang ldc va chinh xde”.

® “‘Ngudi lam kinh doanh giéi 1A ngudi bdn nhimng gi
khdch cfn, khéng nén bdn nhimg g minh «¢6;
Ngudi b4n hang gidi 12 ngudi ban nhimg gi minh cé va
nhiing gi kh4ch cdn.”

Trong du lich ¢6 nhiéu hinh thic ban hang: B4n tryc tifp tai vin
phdng du lich, tai khéch san, nha hang, hoic bén gidn ti&p qua dién
thoai...

Ban sin phémy trnc ti€p tai van phdng, khach san d& hon ban qua
dién thoai. Tai vin phdng hay tai khdach san, nha hang, ngu¥i bdn c6
nhiéu thusn 1gi hon 1a ban qua dién thoai vi 18 ho tryc ti€p véi khach
hang, bi&t khach mufn gi, doc duge ¥ nghi cha khich qua quan sat va c6
th€ trinh bay nhiéu sdn phdm € khsch chon lya.

Du bén hang tai cta hang hay bén qua dién thoai cling phéi tuén
theo mdt quy trinh ban hang va mdi cach ban c6 sy khdc nhau v8 nhiing
giai doan va nhitng chi ti&t.

I. TIEN TRINH BAN HANG TAI CHO

Bédn hang tai chd 12 hinh thic théng thudng nhat duge Ap dung tai
cdc khdch san, nha hang, eia hang bdn sdn phfm luu niém. Sau day la
tién trinh bén hang c4 nhan:

- Tiép xdc vdi khéch hang;
- Xdce dinh nhu cdu;
- Chao hang;
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- Naéi gia;

- Thuong lugng va xit 1y cde phdn déi;
- Két thiic ban hang; ‘

- Thu tién va tidn khéch. :

1. Tiép xiic véi khach hang

Trong kinh doanh, nhét ia trong ngénh du lich, khdach hang ia
thugng dg, ngum ban san phdm phdi hét siic nhd nhan lich sy, Bdi 13,
sén phdm du lich héu hét 1a san phim tong hop, né bao gdm sdn phdm
vat chdt va sédn phdm vé hinh nhu cich tiép dén, vui vé, niém nd, lich
sy.. T4t cd nhitng thi d6 gdp phén lam ting thém chat lugng sdn pham.

Qua giai doan ti€p xic ban dau, khédch hang cé an tugng tot hay xéu
v& cong ty, va ciing chinh trong nhiing gidy phut nay, nhan vién bdn san
pham nhan ra duge khéch qua phuong phdp quan sat dé dodn biét ho
mudn gi, nghi gi, cAm tudng cla khiéch nhy thé nao vé san pham.

Nhiing diéu cdn chd y khi khédch méi bude vao cita hang:

1- Khong nén dot ngot vé vap khdch. Cit @€ ho tuf nhién, nhung ding
d€ khéch cAm thay minh bi lac 1ong, ¢6 don qud lau. Vay, phai dén va
chao khéch.

9- Ngay tir gidy phat ban ddu, hdy gdy 4n tugng t6t dep vdi khdch.

3- Nén tiép khach mot cach lich su.

4- Mot nu cudi vui vé ludn luén né trén moi.

2. Xdc dinh nhu ciu

Khdch vao khach san hay nha hang, da s6 ho c6 nhu cdu vé an, ngi
va ta bit duge ¥ dinh cia ho, nhung khach vao cac efa hang luu niém,
chua hén ho ¢6 ¥ dinh mua hang. Vi vdy, ngudi ban hang cin phdi xac
dinh nhu cau cda khéch.

D6i véi khach td ¥ dinh mua hang thi ngudi ban hang khong miy
khé khan, nhung d8i véi khdch dao choi hay chua ¢6 ¥ dinh mua, trong
trudng hop nay, ngudi ban hang khong nén nai ép khéch mua ma nén vui
vé tiép chuyén, nén gi6i thiéu sdn phdm véi khach. -

Khi cin x4c dinh nhu cdu clia khach, nhén vién bdn hang khéng nén
hai:

“Ong, ba, ¢6 mudn mua gi?”
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Nén héi: “Toi.co thé giip g cho ong, ba..”
3. Chao hang

Mst khi dd xdc dinh duge nhu cdu cia khdch, nhén vién ban hang
bt ddu trd nghé, qua viéc chao hang hay trinh dién mén hang véi khach.

M4y didu cin chd ¥ khi trinh dién san phém:

- Trinh dién hang dudi b mit tét dep nhzf‘{t cha no;

- Nén trinh dién nhiéu sdn phdm dé€ khéch chon;

- Trinh dién sén phdm méot cach trinh trong;

- Trinh dién mén hang ﬁlf)t cach linh hoat, séng ddng;
. Khong nén tiéc cong tidc thi gio d€ trinh dién hang.

Vi dy 1: Tai nha hang, mét ddu bép tai ba da trinh dién mén cé
chép chién mot cach nghé thuit, sdng déng va hdp dn bing cach bit ca
dang boi 161 trong chdu, bd 1én bép dau ryc hia. V6i dong tac nhanh nhen,
khéo 1éo anh ta d& chién chin con ¢4, v6i mgt it nude g0t ca chua va dem
dén trinh dién khéch, trong khi con c4 dd chién chin ma chua kip chét,
hai mét vdn chép va miéng cdn ngdp, dutng nhu mudn ndi didu gi 46 véi
khach!

Vi du 2: Néu ban mudn thuyét phuc khach mua mot tour du lich dén
m6t noi nao dé, didu trude tién ban nén cho khach thay tin mit nhing
phong cdnh dep nhét cia ving d6 mot cach sdng dong ching han chiéu
lai nhiing k¥ quan ciia thé giéi, nhitng di tich lich s, van héa, phong tuc
tap quan dc ddo cha dan dia phuong, hay nhitng tha ritng hoang da,
nhimng canh rimg hoang so.. Hodc t8i thidu ban clng phal chudn bi
nhitng td&m hinh ddy mau sdc vé nhing diéu ban muén trinh dién sdn
phdm véi khdch. Néu san phdm 1a m{t mén qua luu niém hay nhiing trang
thiét bi trong phong ngi thi ngudi chao hang ciing phai cho khach bist vé
tinh nang, céng dung, ich 1gi cia san phér.

4. Néi gia

NG6i gid 13 mot nghé thuat. Khi khach héi gid vé mét sén phdm dit
tién, ngudi ban hang khéng nén trd 16i mét cach tryc tiép vé gia sdn
phém, nhim tranh dn tugng gis sn phdm qua cao.

Nguyén tice néi gia: Cé 2 nguyén tic néi gia:
a) Bung bao gié trd 1ot ngay edu hdi cia khdch:

“ Tour nay ban bao nhiéu?”
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Phéi 1am cho khdch thay duge gid tri cia tour du lich hay phong ngi
c6 gid tri s& dung 16n hon gid bdn sidn phdm.

b) Di nhién la phdi néi gid, nhung khéo che ddy gid bdin dé lam cho
né nhé bgt. Viy nén:

+ Pimg dua nhimg con s8 vé gia ra trudc.
+ Lam nhd bét con s d6 bang cdch ngét né ra titng doan.

+ Ap dung luit tam s6: Pua ra 3 tha gid ctia 3 mén hang: gia cao, gid
trung binh, gig thap dé khach chon.

Vi dy 1: Khi khach héi gid cda phong King bao nhiéu, phong Queen
bao nhiéu? Ban khdng nén vdi trd 13i 1a gid phong King 1a 800 USD ma
nén phén tich, chi cho khach thdy dugc nhitng tién nghi sang trong,
thuén lgi cia phong King so v6i céc phong khac. Trong d6, gia phong
ngl, gid dich vy, trang thiét bi.. Cong t4t cd cdc gia lai d€ cho khach thay
duge gid tri cla sdn phdm vé phong ngh va dich vu cao hon gi4 800 USD.

Vi du 2: Tour du lich tron géi 3 ngay 2 dém tir Thanh phd Hé Chi
Minh di Da Lat 1a mét triéu dong mbi ngudi. Nguti ban tour ¢6 thé phén
chia gi4 tour vé& phuong tién chuyén chd, 4n ngi tai khdch san may sao,
tham quan dia diém nao.. Nhu vay, khach sé thdy dugc gid tri cla sin
phdm xing ddng v6i mét tridu déng ma ho bé ra d€ mua tour du lich va
khong cdm thdy x6t xa.

5. Thudng lugng va xi 1y cdc phan 46i

Higm c6 ngudi khach khi nghe ngudi ban hang néi gia ma méc bép
trd tién. Th€ nao ho ciing phdn d6i va kéo neo gis ca d€ bét duge chimg
nao hay chirng dé.

Day la giai doan quan trong nhdt trong cdc giai doan d€ ngudi ban
hang ban dugc hang hay khéng.

Nguyén tdc thuong lugng
1. Khdng nén ly luan nhiéu ma nén din du khdch mua hang.

2. Nén lam cho khéch xiéu Jong hon 14 1am cho ho ngi ¥, vi rling csi
“bép phoi” cia khach & gAn qua tim hon 14 ¢ khéi éc.

3. Mudn cau c4 phdi dung méi trung, ditng vi 18 minh thich an bit t&t
mé moéc thit bd vao Wai cau.

4. Dimg ban bt ca phé, hay bdn c4i mui thom ngst cia né.
5. Dimng bao git héi: “Ong, ba mudn mua ching”, hiay néi: “Ong, ba
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chon cal nao?”
X ly cde phan déi mua hang
C6 2 cach tir chdi mua hang:
- Tir chéi lay 1&
- Béac mot cdach thit su
1. Tix chéi ldy le:

Vi du: Hém nay toi khéng mang dd tién, dé€ t6i suy nghi lai, toi sé
tra 1o ¢ sau.

L&i bdc nay la bac 14y 1¢, bac dé dudi ngudsi ban, ho chua mudn mua.

Trong trudng hgp nay, ngusi ban nén khén khéo, ¢f gidng d€ tim
chiit gi hy vong.

2. Bdc mét cdch thét su:

Dy 1a cdch bdc trong trudng hep khéch c6 sif 8o sanh, cin nhic mén
hang vé tién lgi, gia ca Pay la loai khach mudn mua sidn phdm va day
cling 12 lie ma nguoi ban thi the tai nang.

Chién luge thuong luong

. Hay dé nguoi mua két thic sy phén dsi.

. Chi ¢6 mét cdch thing trong mat cude tranh bién 1a tranh né di.
. Nhéc lai syt phdn ddi trd lai cho khach.

. Tén trong y kién cta khach, ditng bao gid bdo ho 14m.

. Cung c4p mét 86 tin nhiém d&i véi sy phin déi.

. Tra 181 sy phan d6i mét cdch thing thdn, that tha.

=1 G O & W DD

. Sif dung phan déi nhu miét co héi d€ két thiic viée ban.

6. K&t thuic ban hang

Khi ngui ban hang xit ly khén khéo su phdn d6i cta khach va xem
sif phin dt‘:‘u nhy la mét co hdi d€ bién mét phan d6i quay lai ngudi khach
va nhu vay 1a ¢6 1§ do d€ khéch mua sin phédm.

Két thic ban hang 1a héi mét don dit hang hay héi khéch chon mén
hang nao?

Nén nhd ring:

- C4 méi tdp mbi ma chua cin cau 1a chua cau duge c4.
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- Giita hai cau: “T4i muon mua.”va “Cé gbi cho tHi” cdn mét chéng
duting dai.

a) Nhitng déu hiéu khach muén mua hang
Khi khach muén mua hang, thudng t8 ra bang 2 cich:
- Cdc cdu héi cita khdch:
+ Tour nay ¢4 hap dan khong? Mén nay dung cé bén khong?
+ Cb ban gia chic chif?
+ Coco thé tinh gia dac biét cho ching t61?
Trong nhifng trudng hgp nay, ngudi bin hang nén k&t thiic:
+ Ong chon tour nay, phong ngi nay..?
+ Ong 14y vé ngay hay ching t6i cho nguti mang dé&n nha?
- Khdch t6 ddu hiéu bang ct chi:
+ Khi khach gai cim d& tim quyét dinh.
+ Khi ho 10 lai dé ngdm nhin sin phém.
+ Khi ho cAm t gdp quang cdo A& xem k¥ chi tiét.
b) Ky thudt két thic bdan hang

P& két thie ban hang, ngudi ban hang cin si dung nhing k¥ thuat
sau ddy:

Ky thudt thanh cong cém bdng chdc.

Trong k¥ thudt nay, c6 lam cho khach hét ludng lu bang céch qud
quyét, tu tin noi minh. Phai cAm bing chdc ring khach s& mua. Nén két
thic: “Chic éng cin ding gap?”

Ky thudt dung cGu hot phu:

Céau hdi phu thude vao mdt van dé cha sén pham.

Nén két thic:

- “Ong chon tour du lich Trung Qudc hay tour Théi Lan?”
- “Ong chon phong don hay phong d8i?”

Ky thudt tde déng hitu hinh:

Phai khéi sy lam mét viée gi d€ néu khdch mudn tit khuée viée mua
hang, ho phai n6i ra. Ching han: idy s6 ghi dia chi dé chd hang cho
khach hay dua vé du lich dén nha cho khach: “Xin ong cho _bié't dia chi.”

102



K35 thuGt mét bién cd sdp xdy dén:

Theo ky thuit nay ¢8 y lam cho khédch suy nghi, d4u tranh tu tudng
ma phai mua hang. Vi dy, khi khach néi: “Mai toi s& trd lai mua”. Trong
trutmg hop nay, ngudi ban hang nén két thic: “Xin tuy ong, nhung xin
ng trd 18i sém vi t6i khong dam hia chie vi cing dé ¢6 nhiéu ngudi dén
héi va cling hen ngay mai trd lai..”

Ky thudt ké chuyén:

Trong k§ thuat nay, ngudi ban ké mét chuyén nao d6 d& khach s&
nhan ra 12 ho ¢6 lgi d& bdt chuée hanh dong. Vi du: Tour du lich nay céc
ca sindi tiéng thudng mua...

K thudt kich thich:

K¢ thuat nay dp dung ddi véi nhiing khach hang khé tinh. Mot khi
ngudi ban hang di khéng ddn dy duge khdch thi nén 4dp dung ky thuat
nay. Trong k¥ thuit nay c& ¥ lam cho khach thdy duge l¢i 1o¢ khi mua
san phdm. '

K¥ thugt mii khdch mua gitp:

K thudt ndy it st dung vi khdch mua hang la dé duge loi ich khong
phai d8 1am viéc tr thién. Tuy nhién, khi ngudi ban hang d4 din du dd
moi ky thuit ma khong dat duge muc tiéu thi cling nén s\t dung k¥ thuét
nay. ' ' ' : '

7. Thu tién va tién khéach
a) Thu tién

Khi méc tidn trd, ai ciing x6t xa. Ngudi ban hang thu tién khdch
hang khéc vdi nhan vién thué quan thu tién thué. Ngudi bdn hang phai
tim cAch xoa diu khich, khéng nén trd mat vdi khach. Nén ti€p chuyén
vdi khdch 4&€ khach ding chi y dén viée tra tién.

Nguyén tic thu tién:

Ngubti ban rét cha ¥ dén viée thu tién nhung ding dé cho khdch chua
¥ dén viée thu tién.

- Lic nhan tién phéi dém cdn than trudc mét khach.
- Dimg v4i bd s6 tién vao két khi chua théi tién cho khach.
b) Tién khach

Né&u khéng ban tréng coi hang, nén tién khich ra xe, chao va cAm
on, m¥i khdch trd lai mua hang.
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Bé: véi khach khong mua hang phéi nhé nhén, lich sy 4é€ khach dip
khdc trd lai mua hang.

Tém lai, thuc hién vigc bdn hang tréi qua nhidu budc ma ngudi bén
hang phdi ndm vimg k¥ thuft va righé thuat ban hang d€ ban dugc hang,
bén nhidu hang va git duge khéch. “Mdt ngudl bén hang gidi gidng nhu
cAu tha d4 banh gidi, khong nhiing lia banh, ré banh giéi ma phai bift
k&t thie, dung liic va chinh x4c”.

I. TIEN TRINH BAN HANG QUA DIEN THOAI
Qué trinh ban hang cho khach qua dién thoai c6 thé chia 1am ba giai
doan, bao gdm tdm budc nhu so dé 23 dubi day:

F Giai doan _ Giai doan F Giai doan
chuén bi ti&n hanh thyc hién hoan thanh hgp d6ng
1. Nhan dién va xdc 3. Tiép can 7. Xy
dinh phdm cht ONg | | 4 Thyc hign chinh thic 8. Danh gia

lai

- 5. NMhan cdc phan d&i
2. Lén k& hoach thyc
hién J 6. K&t thic b&n hang

Sd d8 23. Qud trinh ban hang cén ban qua di¢n thoai.

1. Nhan dién va xéc dinh phim chat ciia khdch hang tudng lai

Phst hién va xdc dinh phdm chét (khd nang mua, mong mudn mua,
nhu ciu.) cia khach hang tuong lai 1a nén tang cia qud trinh bén hang.

Nhén vién ban hang giéi 1a nhing ngudti ddnh gid dung khach hang
tuong lai. P& nhan dién khéch hang tuong 1ai c6 trién vong, cin 1én danh
sach nhitng ngudi c6 trién vong.

Nhiing budc can bdn khi lén danh sdch nhing khéch hang c6 trién .
vong: :

- Tién hanh mot danh sdch khéch hang ditng diu.

- Xéc dinh ph&m chét nhimg ngudi ding dau.

. Danh gi4 nhing ngudi c6 trién vong.

) Tién hanh mot danh sach khéch hang ditng ddu

Lén danh séch nhing cong ty hodc cd nhén nhitng ngudi ¢6 nhu cdu
théat sy (con nghi ngy, chua d4nh gid). Danh sdch nay dya vao cac ban
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tham khao edc khdch hang duge 4p dung hién tai, cdc hgp déng cd nhdn,
tit cdc sdch chi d&n, danh muc dién thoai.

b) Xac dinh phdm chét nhitng ngudi trong danh sdach hang
ddu '

Muyc dich cia giai doan nay la gidm bdt nhitng ngudi trong danh
gdch, gan loc lai cdn nhimg ngudi ¢6 trién vong nhiéu nhat bing cach xét
qua 2 tiéu chugn:

- Mong muén mua sdn phdm.
- Khi ning mua.
¢) Danh gia nhitng nguéi cé trién vong

Trong giai doan nay, cdn ddnh dfu nhing ngudi trong danh sdch da
chon loc dé xem ngudi nae nén duge chon dé€ goi dién thoai diu tién. Dé
lam viéc nay, nén dita vao 2 tidu chufn:

- Mong mudn mua.
- 86 lugng ban hodc kha nang sinh i
Hai tiéu chudn nay dugc thé hién qua so d6 24 dudi déy

> Mong mudn mua
Thip Trung binh Cao
Thép Khéng nén tap Nén ggi dién chao | Nén gg¢i dién chao
trung stic lyc mdi (it) mdi

[ 9) % (5)

Trung binh | Quyén uu tién mdi | Danh cong siccd | C6 thé 1&n danh
chao cham (vi nhan va quyén yu | sach hang ddu vé

6 Ii:wng chua mudn mua) tién trung binh [ quyén uu tién dugc
ban .
goi
2
| ®) () @)
Cao Nén tap trung Tap trung nhidu Uu tiégn cao nhét,
nhidu céng sic | cbng siic, quyén uu | khdch hang trién
(lau dai) tién vong, Iy tudng

{6) (3 ()

Sd d8 24: Phin loai khéch hang cé trién vong

Trong so dd trén, nhimg khédch hang ndm theo s§ thli'ltl,l' uwu tién ma

ngudi bdn hang cdn goi trude. Giita khéch hang s§ 2 va 56 3 c6 thé€ hosdn
déi quyén uu tién cho nhau.
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Ngoai 2 tidu chufin mong mudn mua va s§ lugng mua, ching ta cé
thé dua vao céc tidu chudn khac nhu: Panh gia thi trudng, d6 tham nhap
thi trudng hodc sic manh canh tranh. S :

2. Lén ké hoach thu‘c hlen

Sau khi da danh g,la duge nhl,rng ngum cod trlen vong, ngu’m bdn hang
cdn lén ke hoach thl.fc hién béng cdch:

- Thu thap thém théng tin vé& ngudi c¢6 trién vong.

- Lya chon chién luge va k& hoach dé bién d6i ngudi c6 trién vong
thanh khéch hang.

a) Thu thap thém théng tin vé nguii cé trién vg.ﬁg
Ng_uén;thﬁhg_t'in nay co thé duge cung cdp tryc tiép qua ngudi khach

c6 trién vong khi goi dién thoai ho#c qua cdc ngudn khdc. Cén thu thap
nhiing chi tiét vé:

- Nhu cdu that su.

- 86 lugng chinh x4c.

- Al 13 ngudi quyét dmh mua.

b) Lua chon chién. Iwg'c va Ien ke hoach
 Chién luge 12 phuong thite dat duge muc tiéu.

K& hoach 1a dugng 18i thuc hién muc Lidu.

Ngudi phu trach ban hang phéi ¢6 k& hoach cho mdi ngudi khach ¢
trién vong. Qua ban k& hoach, ngudi ban hang phdi thyc hién timg budgc,
theo dai, _luém tra qué trmh ban hang dé klp thai*diéu chinh k& hoach,
chién luac o

Nhifng chi tiét trong ban kiém tra k& hoach:
1. Tén va dia chi cong ty, khach hang cé trién vong.
2. Nhﬁng.né.t chinh vé ¢ng ty, khach hang.
" 3. Chinh séch mua hang clia ¢dng ty vahi tuc thanh toan.
4. Tim'tén va danh sdch cia mdt ngudi khic trong cong ty dé goi
tiép. '
5. Ghi lai yéu cAu chinh x4c cda cude goi.
6. Ghi lai ngay thdng va két-qua cda cude goi trude,
7. Danh sach céc déi thd.
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‘8. So'sénh sdn phém cia ta va san phdm ctia déi tha canh tranh

9. Nhimg lgi ich cia d&i thi dem lai cho khich hang | _

10. Lén danh sach nhitng sdn phﬁm cdia ta dinh bén cho khéch

11. Chién hIcfc nao dugc sif dung € 161 cuén sy quan tam ciia khéch.

12. Nhiing cau hdi nao duge si dung d€ khai thac sy chu trong cla
khdch vao nhimg lgi ich nao nhat.

13. Viét tat cd nhitng di€m chinh @& 1én k& hoach thyc hién.
14. Chuan bi nhifng céu tra 13i c6 thé gip.

3. Tiép c4n khich hang

Khi d4 chudn bi xong k& hoach, ngudi bén hang tim cdch ti€p can
khdch hang.

Cé 2 ky thuat ti&p cén.

- Tiép cén theo lgi ich cda khéach hang.

- Ti&p can chi dan. )

Ti€p can theo lgi ich cia khach hang thudng duge sif dung theo: Pac .
tinh—uu diém-lgi ich nhdm tim hiéu nhu cdu cda khéch, nhimg dic tnh,

tu diém cha khéch, cia sdn ph&m cdn ti&n hanh b4n, nhitng l¢i ich eda
sdn ph&m dem lai cho khédch hang va cho ta.

Ti€p cén chi din it khi s dung, vi né khong dem lai ket qui bang
k¥ thuat tiép can theo loi ich cua khach hang.
4. Thyc hi¢n chinh thic - Trinh bay sin ph&m

Prong qué trinh ban hang cin ban, ¢6 3 hinh thde thuc hién dé trinh
bay sdn pham: Thudc long tidu chudn, theo nguyén tdc¢ chung va theo
chuong trinh., _

" a) Thic hi¢n theo phuong phap thuéc long Heéu chudn

Nhén vién bén hang thudc long nhing bing huéng din bén hang
méu. Ky thuat nay c6 lgi cho nhimg nhén vién méi. Tuy nhian, trong du
lich, s&n ph4m c6 nhiéu dic tinh phuic tap, trong dé ¢6 nhitng dich vu vd
hinh ma chi ¢4 khach hiang mdi cdm nhén duge khi su dung Do d¢,
phuong phédp nay cAn, nhung chu’a du

" b) K§ thudt thuc hign theo nguyén tic ckung
Ky thuit nay, nhan vién bdn hang chi cdn hoc thude long vé chinh
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sédch bdo hanh cta cong ty, cdc doi héi vé dich vu cla san phﬁml' hof_ic céc
thong tin ky thuat.

¢) K5 thudt thuc hién theo chuong trinh

Ky thuat néy ddi héi sy hgp tdc chit ché gita ngudi ban va ngudni
mua. Ngudi ban hang cdn thu thép chinh xdc nhu cdu ngudi mua.
5. X& 1y cdc phan d6i

Ciing giéng nhu trong trudng hgp ban hang tai cffa hang, cdc phan
d%i cAn 4p dung 5 budc dé xi ly:

1. P& ngudi ¢6 trién vong két thic phan d6i;

2. Nhic'lai sy phdn d6i cho ngudi c6 trién vong;
3. Cung cAp mdt s3 tin nhiém vé phdn déi;

4. Tré 18i phan d8i mot cdch thing thédn;

5. X dung phan 461 nhuy mt co hoi.

Muc dich ciia viéc nhic lai phdn d6i 1a d€ cho ngudi mua hang biét
ngudi ban hang quan tdm dén nhing diéu méa ngudi mua hang chii y dén
san phdm va c6t ¥ lam cho ngudi mua hang hiéu ring ngudi ban hang
hiéu nhiing gi ngudi mua hang muén néi. Tir d6, sau khi duge giai thich,
thuy&t phuc duge khdch hang sé 1am co s§ cho viéc két thic ban hang.

6. K&t thic ban hang

Két thic ban hang trong trudng hgp ban hang qua dién thoai cling
gidng nhu vide két thic ban hang & cda hang: Ngudi ban hang yéu ciu tif
khéach hang mot don dit hang dé bigt y dinh cia khach hang.

7. Khdc biét gida két thic ban hang qua dién thoai véi két thic
bén hang tai chd

K&t thic ban hang qua dién thoai hay bdn gidn ti€p chua phéi la
viéc mua hang cia khiach hang. C6 thé ho tu chéi hosic chiu mua hang.
Tuy nhién, trong trudng hgp khach chiu mua hang cling khong phdi 1a lic
ma khéch chiu rit bép ra tra tién. Do d6, ngudi ban hang con nhiéu viée
phai 1am goi 1a xit 1y tiép theo sau khi két thiic bén hang. N&u khéng, ddi
thé canh tranh c6 thé nhdy vao trong giai doan nay. Viéc xit 1y tiép theo
¢6 thé sit dung qua thu, dién thoai d€ gi6i thidu thém san phdm mdi, lam
thit chit m&i quan hé da thi&t lap trudée d6, lam cho khach hang hy
vong, tin tudng va roi xa déi thi.
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8. Ddnh gia

Céc 14n goi c6 thé duge hoan thanh vdi viéc ti€n hanh mot 14n bén
ho#c khong.

Néu cuge goi khong thanh céng, nhin vién bén hang, c¢6 thé cung véi
nha quan tri, phén tich 1y do. N&éu thanh ¢éng, x4c dinh tai sao né thanh
cdng dé€ rat kinh nghiém. Trong trudng hop khéng thanh cdng, sau khi
phan tich, c¢6 thé su ldm 14n duge sita lai va goi lai.

CAU HOI THAO LUAN

1. Ban cho biét tién trinh ban hang tai ché qua nhitng giai doan nao,
va theo ban, giai doan nao 1a quan trong nh4t d€ ngudi bdn hang
¢6 thé ban duge san phdm?

2. Néu ban la ngudi ban hang (Tour du lich nao d6, ching han tour
du lich 6 ngay 5 dém TP.H56 Chi Minh — Nha Trang ~ Da Lat),
ban s& néi gi véi khdch vé tour ciia minh?

: 8. Giita bén hang tai chd va bian hang qua dién thoai khéc nhau i
diém nao? Vi du ban tour.

4. Trong viéc thuong lugng bdn hang, theo ban dé€ dat hidu qui, cln
c6 chién luge thuong lugng khong? Néu c6, ban cho biét nhitng yéu
t8 n&o cén thiét trong chién luge thueng luong?

5. Dé két thuic ban hahg, ban dp dung k¥ thuit nao?

6. Khi bén hang, néu ban gip truémg hop bi khéch phdn d4i, ban sé
x 1y ra sao?

7. Ban nghi gi vé cdu néi: “Ngudi ban hang gidi giong nhu cdu thu d4
banh gidi, khong nhitng chi biét lita banh, ré& banh ma phai biét
két thiic gidi, ding lic va chinh x4c”,

8. Ban nghi gi vé cau néi: “Ngudi lam kinh doanh gidi 1a ngudi ban
nhitng gi khé4ch cdn, khéng nén bdn nhing gi minh c6; Ngudi bén
hang gidi 14 ngudi ban nhiing gi minh ¢6 va nhimg gi khdch c4n”.
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cHUONG 9

BAN SAN PHAM 0 kHACH SAN NHA HANG

San phdm & khach san nhu phong ngt 12 mot loai sdn phdm dac
biét. Nhitng san phdm khéc nhu qua luu niém, thde &n, dé udng chi cin
bdo quén t6t la c6 thé d€ danh cho ngay sau. Riéng phdong ngl trong
khéch san ciing nhu gh ngdi trén méy bay, ghé ngdi trén xe lia hay ghé
ngdi trong nha hang, néu khéng bdn duge ngay hém nay, né sé khong tén
tai cho ngdy mai (doanh s§ mat di). Chinh vi 18 ndy, ngudi phu trach
Marketing, hay ngudi ban nhiing loai sdn phdm dic biét ndy phdi 1a
nhitng ngudi duge husn luyén chuyén bist.

Trong chuong nay chi dé cip dén viéc bdn phong va bén tiéc & khach
san nha hang.

Phin 1: BAN PHONG

| Trong phan nay, ¢6 5 vén d8 cin phan tich: Chién luge 4K trong
khach san, ban & qudy hang trong khéch san, bdn cho cong ty lit hanh t3
chiic tour tron géi, bdn qua dién thoai — déng ky gi% ché va ban phong
cho khach, hdi nghi. :
I. CHIEN LUGC 4K TRONG KHACH SAN

Muc dich cia chién luge 14 1am gia ting doanh s8 cta khach san qua
viée gia ting cOng suit phong, gia tang thdi gian luu tri va gia tang sy
chi tiéu cia khéch.

Ngudi ta thuong goi 1a chién luge 3K, nhung 3K chua da dé gia tang
doanh 86 trong khéch san nén van dung 4K. Ching ta c6 thé thay md
hinh 4K bing mé hinh 4G, ¥ nghia cia né vén khéng thay déi.

1. M6 hinh chién Iuge 4K hay 4G
* 4K:
- Kéo ctng sudt phong lén cao
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- Kéo dai thai gian luu trd

- Kéo dai thai gian thic

- Kéo sur chi tiéu cta khéach
i 4G L

- Gia tang cong suét ph?jng

- Gia tang thi gian Iuu trd

- Gia tang thoi gian thiic

- Gia t&ng su chi tiéu cia khéch
Dudi day la so 6 md hinh 4K:

Kéo
thdi gian
IUU_ tru

Kéo
céng suslt
phéng

Khéch san

Kéo
thdi gian
" thie

Kéo -
chi tiéu
cla khach

So dé 25: M6 hinh chién luge 4K trong khich san

. Tri€n khai chién luge 4K
a) Kéo cong sudt phong

Trong khach san, viéc gia ting cong sudt phong dé gia tang doanh s&
t viéc lam duge cdc nha quan ly khich san quan tim hang ddu. Vao
hitng mia déng khéch du lich, van dé tim cdch gia tAng cong sudt phbng
héng gip ldm khé khin. Riéng nhing miia & khdch, cde khach san
anh danh d€ kiém khich, Céng sudt phong cao hay thdp cho thiy su
hit tnen cia khach san, hiéu qud kinh doanh va dénh gia trinh 46 qudn
7 cia cdp diéu hanh khach san. Néi cdch khéc, cong suat phong 1a thuse
0 sy thanh céng hay that bai vé kinh doanh cta mét khach san néi
wng va khd ning quédn ly cda cdp lanh dao néi riéng. Théng thutmg,
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cong suft trung binh hang nam cda khach san phai dat t8i thidu tir 55%
dén 65%, trén 65% la khach san c6 lai. Trdi lai, cong sudt phong dudi
55% la khdch san bi 1.

Vao nhitng mia & &m, d€ gia ting céng sudt phong, khéch san nén
ép dung cung hic nhiéu gidi phép sau day:

- Hop d8ng véi cdc cong ty lit hanh, don vi t8 chdc tour dé 1§y khach
doan. :

- C6 th€ chi dong thiét k& va bén tour.

- Quang céo rong rii hon.

- Ap dung gid mét cdch mém déo va linh dong.
- T chitc nhiéu loal hinh vui choi gidi tri.

Vao mia cao diém, d€ gia ting céng suit phdng chi cAn du bdo ban
phong chinh xdc, gidm thiéu t8i da sy sai léch vé du bdo.

b) Kéo dai thoi gian luu tri

Vao mua déng khéch, thai gian luu tri clia khach dai hay ngin
khong anh hudng 1m d&n cdng suit phong. Kinh nghiém cho thdy nhing
khéch méi c6 nhidu nhu cdu va chi tiéu nhidu hon khéch cii. Do 46, vén
42 luu tAm clia khach san vao thai ky déng khéch 12 tan dung toi da cong
suft phong.

Viée kéo dai thai gian luu trd cia khach chi ¢6 ¥ nghia vao mua &
&m. D& luu gii khach & l4u, khach san nén 4p dyng cdc bién phép:

- S4n phfm c¢dn da dang. Khéch san cdn c6 nhiéu loai hinh vui chei
gidi tri, nhiéu loai hinh hoat déng van héa dic sic, mang tinh truyén
théng déan tjc.

- Cén 4p dung chinh sach gidm gia ddi véi khéch & lau hodc tang
thém cdc dich vu midn phi khéc, hosic c6 thé cung lic thyc hién ci hai
gidi phdp nay. _

Khi 4p dung céc gidi phap 48 khuyén khich nhim kéc dai thdi gian
luu tri c6 thé phét sinh thém chi phi cho khéch san, ho#c thét thu vé
mét s§ dich vu cung cfp mién phi cho khéch. Tuy nhién, sy thét thu hodc
phét sinh thém khodn chi phi méi nay s& duge bl ddp vao nhing khoan chi

" tidu khéc cta khéch va khdch san c¢6 lgi nhd vio khodn doanh thu phong.

¢) Kéo dai thoi gian thie
Khich thud phong 1a d8 ngl, nghi. Nhung ngudi lam Marketing &
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khéch san phdi tim cdch d€ cho khéach thic, biing cach kéo ho vao nhimg
‘hoat ddng, nhitng dich vu vui choi gidi tri cla khach san. Mudn cho
khéch thic va chi tiéu tién nhiéu, khéch san cdn c¢é nhing dich vu vén
nghé, vui choi gidi tri dic sic mang tinh truyén thong vién héa dan toc,
d4m nét ban séc dia phuong, hap din. Ngoai ra, khach san cdn cé phong
tdm hoi, massage, sauna, hd boi, sin tennis, bau khong khi 4m cing,
phuc vu 4n cén, phéi ¢6 nhilmg 4nh mAit, nd cudi duyén ddng.

Muc dich cia chién luge kéo dai thai gian thife nhim gia ting doanh
s6 qua viéc chi tidu cia khdch. Tuy nhién, viée chi tidu cia khdch khong
hédn don thudn vao nhiing dich vu vui choi, gidi tri vé dém ma con nhiéu
hinh thic khde d€ thu hit sy chi tiéu cia khach. Trung binh mét khach
du lich qudc t& chi tiéu cho mét chuyén di du lich 1a 2.000 db la. Trong
d6, mdt nda danh cho chi tiéu van chuyén, #n, & va nda cdn 131 ding vao
viée chi tigu khde.

Qua s¢ dé 8 va bang 3 clia chuong 2 cho ta thiy co cdu chi tiéu cla
- khdach quoc t& dén thanh phd Hb Chi Mmh va khach qudc t& dén cdc nude
lang giéng nhu sau:

¢  thanh phd Hé Chi Minh:
- Chi phi dich vy lwu tra  : 50%

- Chi phi dich vu di lai 1 10%

- Chi phi mua sim : 15%

- Chi phi &n uéng © 15%

- Chi phi dich vu khac 1 10%
o J cac nude khae:

STT Nuge Ngd An udng Bi tai E:Z': M:?é?f:?g
1 Singapore 223 13,3 51 6.1 65,8
2 Héng Kéng 30,2 10,8 0 8,0 51,0
3 Thai i.an 23,4 15,1 13,3 9.4 38,8
4 Trung Qudc 22,5 9.5 11,3 31.3 255
5 indonesia 30,8 17.4 4,6 9.6 2386
6 Viét Nam 50,0 15,0 10,0 o 25,0

Nhu vdy, qua nhimg s& lidu trén, khdch chi tiéu vé viéc mua hang
cing v6i gidi tri & mot s6 nude gdn Viét Nam chiém mot ty 1é rat cao.
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Trong dé, viée mua sdm chi&m ty 1& cao hon viée chi tiéu nhimg dich vu
gidi tri khdc.

D& gia tang doanh 58 qua viéc chi tidu cla khach trong viéc mua
sdm, khéch san cin ¢6 phong bdn sin phdm lam qua luu niém. San phdm
phai da dang v& mAu mi, dic sic, mang d4m nét truyén thdng vian héa
déan tdc, gid ci canh tranh va cdn sy hd trg cia Chinh phi vé thu& khéa.
Kinh nghiém cho thdy, & nhimg nuéc mién thu€ cho khéch du lich mua
san phdm lam qua luu niém 14 nhimg nude ¢6 khach du lich qudc t& dén
déng va chi phi mua sim c6 t¥ 1& cao nhat trong cdc khodn chi phi khac.

Va trong viée van dung Marketing vao gian hang bén sdn phém lam
qui luu niém & khach san, nén 4p dung chién luge 5P:

- Price : Gi4 cd phdi chéng;
- Place : Vi tri clta hang dé thay;
- Palage : Bao bi déng géi dep, chic;

- Promotion : Qudng cdo chan that;

- Prestige  : Uy tin va chat lugng sdn phdm.

It. BAN TAI QUAY HANG TRONG KHACH SAN

Trong khéch san, & qudy ban hang, nhén vién 1€ tin phu trach viée
ban phong, khdch ding ky phdng. Trong linh vuc nay, nhan vién 1é tin
¢6 nhifng phin viéc sau day:

- Quyét dinh tinh trang khdch dang ky.

- Quyét dinh thai gian luu tri cda khach.

- Bam bao hoan tat thé dang ky caa khach.

- Quyét dinh gia phong va chiét khiu.

- Quyét dinh c4ch thic thanh todn cda khach va ki€m tra thé tin
" dung. :

Nhan vién 1& tan thudng la ngudi tidp xie dau tién vdi khdch trong
viéc bin phong va dich vu. D& lam t8t cong viéc nay, nhén vién 1& tin
phdi phéi hgp chat ché véi bd phan tap dich phong va nhén vién phong
déng ky giit chd d€ biét tinh trang phong trong.

Tuy nhién, nhan vién 1& tdn khéng phai thyc hién nghigp vu bin
hang phic tap, ho chi hién dién va giip khéch chon luya gidta cdc sén
phdm vé phong va cac dich vy, béi 1& nhiém vu ciia nhan vién 1& tin
khéng nhat thiét phai ¢ ging dé ban phong cho khach nhiim dat ngudn
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thu nhap cho khdch san. Nhiém vy chinh cla nhén vién I& tan 1a viéc
bdn san phdm béing chat x4m, bing nhiing nu cudi duyén dang, lich sy,
quan hé d6i ngoai t0t d€ gay 4n tuong t6t ban ddu d6i véi khéch.

Iit. BAN CHO CAC CONG TY LT HANH T8 CHUC TOUR TRON GO

Mbt tour tron géi it nhat bao gbm: Van chuyén va Iuu tra. Ngoai ra,
Tour tron géi cdn bao tron cho khach vé tham quan, gidi tri, bdo hiém.
Do dé6, khi mét céng ty lit hanh mudn t§ chic tour, ho thudmg lién hé véi
khach san d€ dat mua phong vdi s6 lugng 16n. Céc khdch san muén dn
dinh céng sudt phdng, thudng lién két véi cdc coéng ty & hanh té chie
tour d€ ban phong. Viéc lién két nay thudng duge thuc hidn dudi hinh
thife vin ban chinh thic qua hgp dong hodc viéc ding ky phang giit chd.

Nhimg hop déng hay nhiing théa thuin khéc giita khdch san va cong
ty lir hanh vé gi4 phdong thudng thdp hon gid phong cia khach san.
Chinh vi I& nay, vao nhilng mua & 4m, c4c khdch san thudng thue hién
nghiém tic vé nhing diéu di théa thuan. Nhung vaoc nhing mia déng
khéch, cdec khéch san thudng doi ting gid4 phong va d6i khi khadch san
khéng con phong cho khéch theo tour. Trai lai, dai véi cong ty 1 hanh t§ -
chifc tour vio nhitng mia khdch san &€ 4m, hg thutng dua khdch d&n mét
khdch san khac d€ duge hudng gis phong thdp hon, néu khéch san da
théa thuin trude khéng chiu ha gig phong.

Ngay nay, nhing khéch san 16n & ngoai quSc khéng con don thuin
bén sdn phdm luu trd ma cdn td chife tour tron géi d€ ban cho khdch.
Chinh cdc cdng ty 1 hanh lam dai 1y phan phéi vé cho khach dé hudng
hoa héng v4 ddm nhé4n kh4u van chuy8n (xem chi tigt chuong 10: Ban
tour)

Gida c6ng ty lit hanh hodc khdch san t6 chide Tour tron géi dutmng
nhu 6 duyén ng véi nhau trong kinh doanh, cho du déi khi ciing c6
nhiing chuyén xdy ra ngoai ¥ mudn, nhung d6i bén déu dua vao nhau dé
phat trién. :

Viéc khéch san khong nhén khéch theo doan clia cong ty 1t hanh la
mét hanh déng dudi khach va vi pham hgp déng dan su. Tuy theo trudng
hgp, khdch san cé thé bi truy t6 vé€ hinh su.

Luat Viét Nam khéng quy dinh r3, nhung lujt quéc t&, luat My va
Phép quy dinh vé trudng hgp ndy nhu sau: Khach san c¢6 thé bi phat tit
100 dén 500 USD va c6 thé bi phat ti tit 30 dén 90 ngay vé toi dudi
khach. Tuy trugng hgp, hinh phat v& vat chit c6 thé bi phat rat ning.

Sau ddy 12 mdt vi du: Tai bang Hawai, tda 4n d& quyét dinh phat
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khach san 151.467 USD vé viéc tit chéi khdch do mét dai 1y déng ky git
c¢hd cho doan du lich vao dip 18 Gidng sinh nam 1977. Bai 1y du lich da
quang cdo cho khéch san trén bdo chi va dai truyén hinh, nhung khdch
san da thait hda, tda tuyén én phat khdch san vi d& lam méat danh du va
uy tin cta dai Iy du lich (xem Luét Du lich cida téac gid).

IV. BAN QUA DIEN THDAI - DANG KY GIU CHD (RESERVATION) - BAN PHONG
VUOT TROI (OVERBOOKING)

Trong khéch san, ngoai phong bdn va Marketing, ¢6 mét by phén
dugc téch biét vi cdc bé phidn trén trong viée ban phong dé 1a nhan vién
phu trach dang ky phong. Nhan vién nay, tiy theo khidch san ¢ thé
thudc vé bo phan 18 tdn, nhung da s86 khach san 1én né biét lap va lam
viéc mat thist véi cdc bo phén bdn va Marketing ciing nhu bd phén vé
phong trong viéc ban phdng qua viée khach ding ky giif ché. Nhiém vu
chinh c@a nhén vién ding k¥ gif ché cla khach la:

- Gidm s4t va ddp Ung moi yéu cau chinh ddng cGa khach, ¢ quan
dai 1y va phu trdch hé théng mang thdng tin trong viéc dang ky cia
khdch qua dién thoai, dién tin, cdp, lap va duy tri bdng dang ky cia
khach theo thit tu ngay théang va tén tudi theo Alphabe.

- Chuén bi thu dé khach x4c nhdn (xem mau dang ky).

- Théng bdo kip thoi cho phong 18 tan tinh trang xdc nhan dang ky
va hiy bé ciia khach.,

- Déi chigu phdng tréng trong tuong lai 461 vdi khach dang ky.

- Ph4t trién doanh thu phong vi du bdo céng sudt phong.

- Théng bée thdng tin dang ky cia khéch cho phang 1€ tan.

- Chuén bi danh sidch khach dén cho phong 1 tan s& dung.

1. Nguyén tidc ban phong trdi hon sd phong: (Overbooking)

Luat qudc t&€ cdm khach san cho diang ky giit chd vugt trdi s6 phong
clia khéach san. Khdch san phéi ddm bdo phong trong cho khéch da déng
ky giit chd c6 dit coc tidn. Tuy nhién, nhy trén da néi, sdn phim du lich ¢6
tinh cach dic biét, khéng thé d& qua ngay hém sau, nén nhiing nha chuyén
mén vé Marketing va nguti phu trach dang ky giét ché thudng cho khach
dang ky vuot troi sd phong sé cé trong khach san & vao thdi diém khéch
nhan phong nhim tranh tinh trang that thu do mot 56 khach bd chd dang
ky. Ty 1& bd chd dang ky vao git chét cho ta nhimmg con sb sau day:

- Ghé& ngdi trén may bay: 20%.
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- Ghé ngbi trén xe Ita: 5- 10%.

- Tai khach san:
+ Khach dang ky khéng dat tién coc bd chd: 20%.
+ Khach dang ky c6 dat tién coc bo ché: 5%.

D& tranh tinh trang mat mat vé& doanh thu nay, bit budc ngudi phu
trach dang ky giit ché cing v6i ngudi phu trach vé Marketing phai hist
nghiép vu kinh doanh khdach san, biét phuong phdp déng k¥ giit chd, biét
dy bao, biét luat 1& va bigt phdi hop tét v6i nhau giita cdc phong ban lién
quan dén qua trinh déng k¥, tiép nhan va tidn khach.

2. Té chiec quan 1y viée dang ky phong vugt troi

Ngoai viéc ndm rd théng tin vé tinh trang phong va phéi hop chat
ché gita nhén vién 18 t&n, bd phan tap dich phong, phang ban sin phdm
va bd phdn phu trich Marketing trong khach san, khi quyét dinh viéc
dang ky git chdé cia khach, nhit 1a khach doan, bé phin phuy trach
Marketing phai nghién cttu nén cho ding ky gi ché hay khong. Ngoai
viée chad ¥ dén sé lugng khach, con phdi nghién cdu loai khach (khédch
qudc t& chi tidu tién nhidu hon khdch trong nude); tinh cach ddm bdo cho
viéc diang ky (dat coc trude), muc dich chuyén di cda khach (hai hop, kinh
doanh, du lich thuan tuy...).

Tir d6, ngudi phu trdch Marketing phai phoi hop véi nguti ding ky
gitt chd, bd phan 128 tan d& ndm con s6 phong trong cu thé va du bao s&
khéch bd chd cing nhu tinh trang phong cia khdch san ban c¢6 thé hd trg
vao gid¥ cudl, néu trudng hop du bio khdng ding. Sau khi ndm duge nhiing
théng tin trén, ngudi phu trach Marketing quyét dinh s& lugng khach
dang k¥ vugt trdi dén mdc ndo dé s& nging, nhim tranh tinh trang ric
réi va giif uy tin véi khdch.

Dudi day 1a mau ding ky giit chd trong khdch san:
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X. HOTEL GUEST RESERVATION FORM

Nhan vién déng ky gitr ché:
Please Print of Type
Xin viét bing chil in

ARRIVAL DEPARTURE NOQ. ' NO. RATE
DATE DATE NIGHTS PERSONS CONFIRMED
Ngay dén Ngay di 56 dém S8 ngudi Muc gia phang
.............................. e AdUts B
@M LLLam ngudi Ién
sang séng

N « N1 TSI o Ny veeeenn . Ghildren

chiéu chidu tré em
NO.ROOMS ROOM TYPE: QUEENBED 2 DOUBLE BEDS SUITE
S6 phéng Loai phong givdng Nt hoang 2 giudng ddi  Phong 2 ¢can hd

{1an bed) (2Dbl bed) {2 bed rooms)
giudng 1 ngudi 2 giudng déi  phong 2 giudng dan
OTHER Crib Connecting Balcony Other {Specity)
Nang ngudi tat gia Phong thdng nhau Ban céng Nhing thd khac (k& khai)

AREQUESTS: Roilaway Adjacent Paol overlock
Nhifng yéu ciu khac Nhin ra hd bai
NAME RESEVATION WILL BE UNDER L= S 0 O OROON
Tén ngudi déng ky Bién thoat
Last .ovirieiiieienenenn First .............. Mid Init {Title, ij one is offered)..............
Tén cudi Tén ho Tén lét
STREET ADDRESS CITY STATE. ZIP
Biachl.oinen, Thanh phé Qudc gia Ving
REPRESENTING (WHERE APPLICABLE) TEL
Bai dién thong tin Pién thoai
STREET ADDRESS CITY STATE ZIP
Dija ohf Thanh phé Quéc gia Vvang
IS RESERVATION GUARANTEED? Yes .o Na...........
Cé dam bao cho vigc d&ng ky khdng? Cé Khéang

RESERVATION GUARANTEED BY

BAO AAM GANG KY 0.1t veeieeeeeeee et ees s rere e s s s b e s s :

Credit Card no. No Exp.Date Deposit Other{Specity)

Thé tin dyng sé S6 Ngay héthan Datcgc Dugc lam bdi ngudi khac
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RESERVATION MADE BY (if other than above)

Y (=1 1 o= T OSSR
07 L TVIR Y 111 o DU DU PR

CHANGE OF RESERVATION
Thay ddi dang ky gid ché

Qriginal Researvation No .............
Giil chd trudc/sd

Gill chd cé thé hoic khéng cén bao dam.

Sau khi nhan vién thyc hidn phiéy d3ng ky gill chd phai c8p thé dang ky cho khach.

Sau day la mau thé diing ky (Guest regis

Original Date of Arrival
Ngay giil tdi

tration card)

Gia goc
FREMAIKS .....oieereiciie v e et st vt n s s e rn e i e r e m s m s e s e rat e st e b b e rt e e b e s
e T+t T/ OO C TPV O RO PR P
Reservation may or may not be guaranteed

Room Rate Resv.1D
(gid phdng}
Group Arrivale Efa Flight
{Ngay dén) {Hanp bay) {chuy&n bay)
Clerk initial Departure (Ngay di) | Rate Pers
(gi4 phiing} (58 ngubi)
Registration: Adult charn Resv.clerk Resv, date
For safe keeping of money, Jeweray and other {nhAn vin gid | (ngay gi chd)
valuabls individual safe deposit boxes are provided ché)
at the Front desk at no charge. The Sheration Inn
Langsing will not be liable for any items not(potel Type N& room Night
secured in this manned. (loai (s phdng) (s8 dém)
phéng)
Room Description
{Md ti phéng)
Hom address Deposit
{tidn dat coc)
City State Zip Special services
(Djch vy d3c bidt cin phyc vy loai ndo)
DR. LIC {bAng l4i xe s8) State
DOB......corieareas Sheraton Ian
{ngay sinh)............ Lansing
Meahtod of payment 8. Creyts Rd.at 1- 496
{phuong thic thanh todn) Lansing. MI 48517
O American Express [ cash
O visa O carte blanche
O Diners club [J cleck
O Master card 55083 (4 - 82)

Miu 1: Mau dang k¥ gid ché trong khdach san
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3. Giai quy#€t tinh trang thiéu phong

Viéc kinh doanh, dy doan vé s& lugng khach dang ky vugt troi va
tinh trang bé phong ctia khich san khong phéi liic nao ciing ém xudi. Cé
nhitg trudng hgp khach ding ky khong b6 phong, ho#c ¢6 bd nhung v6i
s6 lugng it. Trong trudng hgp nay khdch san thidu phong, c6 nghia la s
lugng khéch da dang ky khong cé phdng va khach san dudi khach. That
vay, day ciing 12 mdt hinh thic dudi khach va quyét dinh ctia mbi khach
san vé viéc nay cing khac nhau. Cé thé ¢6 nhitng khach san vui vé nhan
151 va tim di moi cdch dé gisi thidu cho khéch & mot khach san khéc,
hoic ciing c6 thé c6 khdch san khong lam g h&t ngoai viéc xin 181, cudi
trir va nghe kbach phéan déi.

C6 nhidu khach san, ngoai viéc xin 161 khédch va dé nghi, gigi thiéu
khéch chuyén qua khach san khée, chiu chi phi cho khach dém diu tién,
gitip khach phuong tién di chuyén, dé khach goi dién thoai mién phi bao
cho gia dinh biét viéc chuyén khéch san va gilf tén ctia khach § khéach
san dé tranh tinh trang nhiing ngudi khdc khong bist viée chuyén phong
ctia khdach muén lién hé véi khach thi khédch san sé bao dia chi cua
khéch. Ciing ¢6 nhitng khéch san, mudn sau nay khéch ¢é dip trd lai luu
trd nén ho hita s mién phi dém dau tién cho khdch khi trg lai khach san
14n k& tiép.

4. Nhitng tranh chidp

Gita kh4ch san va khéch thuong x&y ra tranh ch&p va khach khidu
nai do viéc khéach san khéng giif 131 hita trong viée dang ky gid chd trude.

Luat Viet Nam khéng quy dinh vige khach san dang k¥ gilt chd vugt
troi nhung dan luat c&m viéc vi pham nhiing didu di théa thuén, cam
két.

Theo luit M¥, c6 nghiém cfm va quy dinh hinh phat vé viéc khach
san cho dang ky giif chd vugt trdi 86 lugng phong cda khach san.

Trusng hgp Scher kién dai ly du lich Liberty Travel Service va

nhiing ¢¢ quan khac: Hai vg chéng bic si § New York di du lich dudng
bénh & Caribé.

Ngusi v¢ mdi bi md 3 thang truée khi di du lich va da thanh todn
tién phong trude v6i mot co quan du lich d& duge & lai khich san 3 tuan
tai Caribé. Mat con bao tuy&t 48 xudng phi trudng New York lam cho doi
“vg chdng bac si khong thd d&n ding chudng trinh dem dau tién.

Ho théng bao cho dai 1§ du lich noi dat chd khach san vé 1y do tri
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hodn k& hoach clia ho. Khi dén Caribg, ban diu ho bi tir chdi vé phong
tro, mic dit ho c6 xac nhén viéc ding ky gilt chd. Tuy nhién, cudi cung
khach san déng ¥ d6 ho & lai khach san hai dém, v6i didu kién sau hai
dém ho sé dii di noi khac.

Miec dit nhimg nd luc tim ki€ém phong tro, nhung ho khdng thé tim
duge phong thich hop cho ky nghi cda ho va khéng c6 phuong tién dé
quay vé New York. Cufi cung ho da bay dén mot ddo khac & Caribé va
dst vé trd lai New York bing dudng tau bién.

Sau d6, ho kién co quan dai ly du lich va khdch san vé sy that haa,
tda 4n quyét dinh bdi thuong thiét hai 15.000 USD vé thiét hai vat chat
va tinh than.

Viy, dé gidm thiéu mic 46 rii ro, tranh tinh trang kién tung va gilt
uy tin véi khach, méi khdch san cAn phai lam tt cdng viée dy bao dé cho
thué phong.

5. Du bao phong cho thué: (Forecasting room availability)

Pidu quan trong nhat déi véi k€ hoach ngin han 6 khéach san ma
ngudi phu trach Marketing ¢ phong 12 tan la viéc du bdo phong trong dé
bin hang ngay. Dy bdo phong trong 48 gidp cho viéc quan ly tién trinh
dang k¥ va hudng din nhéan vién phing 18 tan trong viéc ban phong duge
chinh xdc hon. Do d6, vide du bdo phong trong dong nghia véi viéc du bao
phong dé& cho thué theo tiing ngay trong khéch san. Bay la viéc lam vb
cing quan trong va rat ¢6 ¥ nghia cho mdi khdch san vao nhmg ngay
dong khach, nhim tdi da héa doanh thu, giam thidu doanh s8 mat di va
tranh sy phién ha cho khach. Ngoai ra, viéc du bao phong trong khach
san con duge sif dung cho vige quén 1y cia nhiéu cap khdc nhau A& tir d6
6 thé diéu chinh s8 phong, b8 tri nhan vién lam viéc v khdch san c6
thé s dung 56 lieu du bdo hang ngay vé s¢ phong dé Iap k& hoach kinh
doanh, du bao vé doanh thu, lgi nhuén...

Di nhién, trén cd s& khoa hoce, két qué cta dy béo chl nhu mét su tin
cay vé théng tin. Dy bdo duge xem nhut la mdt sy huéng din vé sy quyst
dinh muc d5 bé trf cdn bd cong nhén vién cho khdch san, moi nd luc s8
duge thuyc hién tiép theo d€ cdp nh4t nhim ddm béo tinh chinh xdc. Dy
bdo 12 mét viée lam khé khan phdc tap. N6 ddi héi k¥ néang, kinh
nghiém, hiéu qua thanh tich lap duge va phuong phap tinh todn chinh
xic lién quan dén nhiéu y&u t8 khac nhau.

a) Théng tin cén thiét cho di bao
Sau day la nhiing théng tin cin thiét cho viéc du bédo:
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. Mét sy hidu biét téng qudt, xuyén suét vé khich san va nhing

ving chung quanh.

2. Hé so thi trudng phuc vu riéng cia khach san.

3. K& hoach v& tu b hay d8i mdéi nhiing phong, néu khong s& khong

dua vao st dung duge nhimg phong nay.

. Bang ké khai s& liéu khach thué phong cda khéch san trong méi

ngay, mdi thdng va theo ting giai doan cla nhitng ndm trude day.

. Sit hiéu bist v& khuynh hudng dang ky phong cia khach, ching

han nhu bang ké khai s8 liéu theo timg théi gian chinh trong mua
hay niam.

. Mét bang ke khai chi tit nhimg su kién chuong trinh trong vimg che

mt ngay.

7. Hb so chi rd nhimg nhém dat phong cho titng ngay.

8. S6 phong dang ky giif chd c6 dat coc va khong dat coc cha khach cho

timg ngay.

. Phén tram chGa s phong dy trét d€ chudn bi cho nhitng phong c6

thé ¢6 sy cd ngoai du tinh.

b) St dung dit liéu du bao: (Useful forecasting data)

Khi du bdo, ngudi ta dya vio bang liét ké s& liéu khach thué phong
hang ngay ciia mét khéch san. Dudi day 1a nhing thong tin can thi&t su
dung cho viée du bdo:

1.
2.
3.
4.
5.
6,
7.

S& khach dén (Arrivals).

S& khach dén khéng dang k¥ trude (Walk —ins).

S8 khéich dén ¢6 dang ky giit chd trude (Reservations).

5§ khéch bd phong (No — shows).

S6 phong c¢6 khéch ¢ it hon s8 ngay ding ky (Understays).
S8 phong ¢6 khach & nhiéu hon s8 ngay ding ky (Overstays).
S& phong c6 khédch 1lam thd tue xuat phong (Check — outs).

Dit liéu du bdo rat quan trong bdi vi né 1a két qud cda viéc tinh todn
tir nhidu ty 18 khac nhau gidp cho viéc quyét dinh vé s8 phong dé ban.
Du6i day 12 ty 1& phdn tram v ¥ nghia cda nhiing dif lidu can thiét trong
du bao:

1

Bdch phén cila s6 phong khdch b6 tréng: (No-shows)

Phin tram clia s6 phong khéch bé tréng chi dinh phén tram cda
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khdch ¢6 ding ky ma khong dén nhan phong. Ty 1& nay duge dua vao su
dung 4€ béan phong cho sd khach dén sdém ma khéng c6 ding ky. Ty 1é
nay cdn mang ¥ nghia vé viéc ddm bdo cho khdch san sif an toan vé viéc
181 14m khi cho khdch dang ky vugt trdi. Nhiing khdch san c6 ty 1&é phong
khéch bd trong cao s& ¢6 ¥ nghia hon trong viéc du bdo phdng cho thué.

Ty 1é phén tram clia phong khich bé tréng duge tinh bing viée chia
s6 phong khach bd trong trong mdt khodng théi gian nhit dinh (ngay,
tudn, thang hay nim) cho tdng s6 khich diang ky giit chd trong cung
khoang th#i gian do.

Dudi day la bing s6 liéu vé ty 1& cda khdach bé phdng ¢ khach san
Holly Hotel trong tudn ddu cta thang 3: (bdng s8 5 )

Thy Ngay | Khach [Khdch dén| Khach khdng | Khdch déng ky | Khéch bd
(Day) | (Date) | (Guest) | (Arrivals) dang ky (Reservations) | Phong
{Walk — ins) (No-shows)
Thi hai 1/3 118 70 13 63 6
Thil ba 23 145 55 15 48 8
Thit tu 3/3 176 88 16 56 4
Thi ndgm 4/3 117 53 22 48 17
Thu sau 5/3 75 35 8 35 8
Thit bay 6/3 86 28 6 26 4
Chil nhat 7/3 48 17 10 12 5
Téng cong 766 326 90 288 52
Bang 5: T¥ 1& khdch bd phong
Tha Ngay | Phong khdch thué | Khach § qua | Khach & it hdn | Khéach tam thi
(Day) | {(Date} | {Occupied rooms) ngay ngay ddng ky | tuc xuat phong
{Overstays) (Understays) | {Check — outs}
Thid hai 1/3 90 6 0; 30
Thi ba 2/3 15 10 3 30
Thir tu 3/3 120 12 8 63
Thir ndm 4/3 85 3 18 78
Thii sau 5/3 50 7 0 80
Thi bay 6/3 58 6 3 20
Chil nhat 7/3 30 3 3 45
Téng céng 558 47 33 348

Bang 6: 8& liéu khach luu tri tai khdch san Holly Hotel
Tit bdng 58 lidu trén, ta tinh duge:
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S8 khdch bé phong _52
S6 khdchdangky 288

2. Bach phdn khdch khong ddng ky:

Phén tram cla khach khéng dang ky duge tinh bling céch chia s6 khach
dén khéng dang ky cho tdng s8 khéch dén cung ky. Ty 1& khach dén-
khong déng ky cao s& khé khan cho vige du bdo cha khéch san:
S0 khach khong ddng ky _ 90

Téng s6 khdch d6n 326

Hay ty 1& khé4ch dén khdng dang ky 1a 27,61%

Phintramkhéchdingky bo phong=

=18,06%

T¥ 1& khéch khong déng k¢ =

= 0,2761

3. Bdch pf:dn khdch & qud ngay (Percentage of Overstays)

Béach phén hay phén trim cla khdch & qud ngay la s8 phong c6
khdch 6 ti€p tuc qué ngay ding ky. Khdch & qud ngay c6 thé 1a khach da
hogc chua d&t coc khi dang ky hofic khach dén & khéng ding ky trude.
Khé4ch & qui ngay ding ky (Overstays) khéng nén l4n 16n v6i khach dén
¢ khdng diing ngdy dang ky (Stayovers), 1a nhitng khéch dé€n truée ngay
hen va ngdy di theo lich trinh cla ho ciing khong ding ngay 4n dinh
trude.

B4ch phéan khéch & qud ngay ding ky cao 1a mjt viée khé khan cho
khédch san khi dy bdo. Sau ddy 13 cdng thide tinh t§ 1& khdch & qui ngay
dang ky:

Phén trim khdch & qué ngay ding ky = 56 khéch § qud ngdy dang ky

56 khdch 1am tha tuc xudt phong
= A = 0,1356 hay 13,56%
346
4. Bdch phdn khdch roi phong trudge thoi han ddng ky (Percentage of
understays )

Ty 18 khdch rdi phong trude thdi han ding ky 1a chi s8 khéch lam
thd tuc xudt phong sém hon ngay da dang ky. S6 khdch nay cé thé 1a
khéch ding ky cé dat coc hodc khong dit tién coc, hoac khach dén & ma
khing dang ky. Du6i day 1a cong thuc tinh phdn tram cda khach roi
phong trude thoi han diang ky:

Phén tram cia khach S5 khich 135 oh et i s
rdi phong truge thdi = GT‘? c 6}'21 D ;":g tﬂ:hf tt o 2 ::g y
han ding ky bng s ch lam thu tuc xuét phong
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_ 33 _0,0954 hay 9,54%
346

Khiéch roi phong truée thoi han dang ky 13 mot diéu khong thudn
lgi, vi khich san sé mé&t doanh thu do viéc khéng kip cho khach thué
phong. Tuy nhién, nhimg khach & qua ngay dang ky s& bu ddp vao doanh .
thu vao nhilng dém ma khich san khong thé c6 thém khdch. Nhung ¢
mét vin dé phife tap cho khdch san 1 néu phong bi chiém do viéc khach
& quéa ngay 1a phong da duge chuén bi cho khdch sdp dén.

Vi vay, dé kiém sodt khdch & qud ngay va khach rgi phong trude thoi
han ding ky, ngusi phu trdach Marketing nén:

1. Xde dinh ngay roi khéch san cita méi khéch;

2. Nén c6 mét phidu dé trong phong khdch § trude ngay khach roi
phong (hoic sdng sém ngay khédch roi phong) xem nhu mét o1 nhéc khéo
(Subtle reminder) dé khdch r&i phong ding hen, ho#ic ndu can, khach c6
thé gidi thich va dang ky lai ngay r&i phong;

3. Tiép xic v6i khéach & qud ngay dang ky vao ngay dinh rdi phong
dé lap thua tuc xudt phong. Mai ngay phong c6 khach cdn duge xdc dinh
va nhiing phéng c6 khéch chudn bi lam thd tuc roi phong nén duge ddnh
ddu bing c. Khach khong rdi phdng theo chuong trinh dinh sin cén
phai dugc tiép xic dé tim hiéu muc dich clia khédch . Nhiing viéc }am nay
‘cho phép phong 1& tan kip diéu chinh lai k& hoach truge day vé s6 phong
dé€ bdn cho khach.

¢) Cong thdec du bdo phong cho thué (Room availability
forecast formula)

S& phong bén c6 thé tinh theo cong thife dudi day:

[Téng s8 phong) ~ [S8 phong khang st dung dugc {out of order)] — [S6 phong
khach dén trude hoac sau ngay dang kyl — [S6 phong khach dang ky] + [S6 phong
khach dang ky nhan véi phan tram cla phong khach b c¢hd.} + [S5 phong khach &
chua tdi han] ~ [S6 phang Khach & qué banl,

Vi du: Mét khach san c6 120 phong. Ngay 01 thang 02 c6 03 phong
trong khong st dung duge va 55 khach & qua ngay ding ky, cé 42 khach
dang ky gid chd, phén trim cia khach bé chd 1a 18,06%, quédn 1y phong 18
tan cho biét c6 08 khach ding ky cé thé khong dén (42 x 18,06 # 8). Trén
co s& 6 lidu ctia khdch san, dy tinh ¢6 06 khéach & dudi ngay déng ky va
15 khdch & quéa ngay dang ky. Vay =6 phdong dé bdn trong ngay 01 thdng
02 duge tinh nhu sau:
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Téng sé& phang 120
- 86 phang khéng sl dung dugc -3
- 86 phang khach § qua ngay dang ky - 55
- 88 phéng khéch ding ky : -42
+ S8 khach dang ky nhan v3i phdn trdm clia khach bd phong +8
+ 56 phéng khach r&i phéng trudce thdi han ding ky +6
- 56 phéng khach & lai qua ngay dang ky . -15

S& phang c6 thé ban 19

Nhu viy, ngay 01 thang 02, khdch san c¢6 thé ban 19 phong. Tif con
s0 nay, ngudi phu trach Marketing ¢6 thé dinh mét mudc nhiéu hoic it
hon va ¢6 thé bd tri d6i ngii nhan vién dé phue vu. Quyét dinh nay nén
duge thie hién mét cdch uyén chuyén va nén két hgp chit ché véi phong
1& tan d€ cap nhat chinh x4c vé& s8 khach dén va di.

d) Du bao ba ngay (3-Day Forecast)

Dy bdo 3 ngay 1a mot sy cdp nhat bang tuyng trinh, né phdn dnh
h4u hét nhimg phong cé thé s dung hién thoi. Méi chi ti€t cha bat cd su
thay d6i nao trong giai doan 3 ngay la diéu cin thiét d€ diéu chinh cho
du bao 10 ngay (10-Day Forecast). Du bdao 3 ngdy rat cdn thist d€ hudng
din viéc qudn 1y d€ diéu chinh lich phan céng lam viéc va b8 sung théng
tin cho phong dv b4o duge chinh xde hon.

Dudi day 1a mAu du bio 3 ngay cda khach san
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Sampte 3-Day Forecast Form
Ngay ..o
Thil Ngdy
o Bt ddu cé phang tréng e
+ S8 khdch {am thi tyc réi phong sau clng ........
« COng phén trdm bidu db
« 58 khach khdi hanh theo mdy tinh
» Tdng s phong sdn sang cho thué
» Udc tinh s phdng c6 khich dén
s Udc tinh phdng tring

« Cong thyc 18 phong khach dang ky

+ % khdch hiy bd ngay trudc

» % khich bd phéng

e S8 thudn vé khach ding ky giit chd

= Uc tinh them vao ngay trudc

{Bao ¢fm nhitng khach ban ngodi quiy)

Tinh trang phong ¢6 thé cho thué

Tha ......... Npay

= Bit ddu co phéng tréng

« Tinh lai ngay {14n) thif hai

« Udc tinh t8ng ket

o Tinh s8 khdch lam thil tuc rdi phong
» C3ng phin tram bidu 6

56 khach rdi phong thao mdy tinh

» Tdng s6 phong sin sang cho thué

« Udic tinh s8¢ phong khich dén

« Udc tinh phong trong

« Tinh phang khich dt chd
» Uge tinh thém sb khach d3ng ky
» Udc tinh 18ng s8 khach ding ky
= % khach hily chd ngay trudc

» % khdch bd phang
« Khach ding ky thudn

« UJdc tinh thém s khich ngay trUUc

(Bac gdm nhilng phdng ban ngodi quéy)
« Ugic tinh t8ng 58 phong khich dén

Tinh trang phong ¢é thé cho thug

Tha Ngay
« BAt d4u cb phong tréng
e Tinh Ibi lai ngay thar nhat
o Udc tinh tOng k&t
« Tinh s8 khdch 12m thi tyc rgi phﬁng
« COng phén trAm bidu db
« 54 khach rdi phong theo mdy tinh
« Téng s& phong sin sing cho thué
« Uic tinh s& phang khach dén
» Uéc tinh phéng trdng

= Tinh phang khach d3t chd "
» Udc tinh them s8 khdch dang ky .
« Udc tinh thng 58 khach ding ky .
e % khdch hily chd ngay trudc u
« % khdch bd phong

& Khach ding kv thudn .
« Udc tinh thém s khach ngdy trudc

(Bao gém nhilng phong ban ngodi qudy) .........

« Udc tinh tdng s# khach dén }

Ky tén

Tinh trang phing ¢é thé cho thué

Miu 2: Miu du bso 3 ngay cta khiach san
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V. BAN PHONG CHO KHACH HQ! NGH)

Cé 3 van dé cAn nghién ciu:
- Céc loai khach hoi nghi;
- Céch thic ti€p can;
- Nhiing vadn dé lién quan dén hop déng.
1. Cée logi khéch v nguén khéch héi nghi

Khdach héi nghi c6 thé 1A khach di theo doan hay khéch di du lich
riéng 1é. g ddy, ching ta nghién ciu loai khach 4i theo doan va bén
phong cho khéch héi nghi sit dung lam phong trién ldm, phdng hop va
phong luu tri cho khéch di theo doan.

Viy mudn tim ngudn khich hdi nghi d€ nghién cilu nhu clu cia loai
khach nay ching ta cidn phdi phéan loai khdch. Théng thudng, khach hoi
nghi bao gdm khdch hop vé thuong mai, bdo hiém, th& thao, van héa,
khoa hoc xd hdi, mdi trudng .. Mdi loai khach hdi nghi trén c6 nhitng dic
tinh, nhu cau riéng. Khach san cén phdi nghién cu, chuin bi dé dap ng
nhiing nhu cdu cia khach, Ngoai ra, ¢6 nhiéu yéu t& kha quan trong khi tim
hidu nhu ciu cta khach héi nghi va nhitng y&u t§ nay quyét dinh noi t8 chiic
mot cudc hol nghi. Theo Ziff — Davis nhimg yéu té sau day duge cdc nha lap '
ké& hoach cha trong trong viée chon hia noi t6 chite hai nghi, héi hop:

TT Céc yéu 13 Sy quan trong
1 | Chétiugng phuc vy thic an ' 69
2 | Kich ¢ va kha nang cfla cdc phong hop 66
3 | Kich ¢& va kha nang cda céc phang ngl 57
4 | Thyc hién cdng viéc giao phé clia mét ngudi trong ban 1anh 36

dao dé diéu hanh tat cd nhiing v&n dé - tiép xtic
5 | Hidu qua cac phuong thic diang ky dén va thanh toan di 36
8 | Hidu qua céac phuong thic ghi héa don 30
7 | Tién nghi giai tri tai ché 30
8 Lgi ich cOa cac dich vy va trang bj hé trg héi hgp nhu phudng 28
tién nghe nhin
9 Kinh nghiém trong quan hé vdi nhUng cd sd va ban giam déc 27

10 | Noi t8 chirc gan phi trudng 15
11 | Chudn bi vé dich vy hdi hop, dac bigt viéc dang ky trudc 12
12 | Kich ¢3, khd ndng clla ngudi phyc vy va ban ghé, phéng dc 16
13 | Tién Igi cia van chuyén 10
14 | Lgiich ca mit blng trién 1am (trung bay) 9
15 | GAn v@i cla hang, nha hang va cdc khu vui chgi bén ngoai 7

16 { Casd moimeé 5

Bang 7: Cae y&u t8 quyét dinh ndi td chite hdi nghi cha Ziff - Davis
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Nhitng théng tin v& ngudn kh4ch tif bdo chi trong nudce, tif vin phdng
théng tin du lich cia méi nude & ngoai qubc, ho#ic ngay tir ban t§ chie hoi
nghi cung cip.

2. Cach thiic ti€p cin:

Khi d2 ndm bdt duge nguén tin vé khdch hoi nghi, khéch san cdn
phdi ti€p c4n v6i ban t§ chic hoi nghi. Tim hiéu vé khich héi nghi qua
nhimg vin dé:

- Ai 1a ngudi ¢6 thdém quyén trong viéc ky két hgp déng va thanh
todn tién cho khach san. '

- N6i dung hoi nghi 12 gi?

- 86 lugng ngudi tham du.

- Nhu ciu cia khéch.

- Kha ning d4p dng cia khéch san hién c6.

- Nhiing b8 sung phuong tidn dé ddp dng nhu ciu..

Pé tim hiéu nhimg théng tin trén cdn phai tiép cén v6i trudng ban
t8 chie hoi nghi qua dién thoai, Fax hoae Email d€ hen g4p nhau ban bac
h¢p dong.

C6 thé tiép can véi khach hoi nghi bang cdch tiép xice true ti€p hodc
" qua trung gian cia mét van phong dai dién ho#ic mot ¢4 nhan. Néu khach
h6i nghi 13 kh4ch quéc t€, quyén quyét dinh vé hop dong thué phdng héi
nghi do mdt ¢o quan ngoai qudc, tdt nh4t khach san nén tiép xic qua
trung gian clia Van phdng Théng tin Du lich cia Chinh phi & ngoai qudc,
ho#ic néu khAch san 6 dai dién & nudc ngodi, trong trudng hgp niy nén
ti€p xdc truc tidp vdi co quan t§ chite. Trdi lai, nu co quan t8 chic hoi
nghi & trong niude, khich san nén truc tiép véi ban t§ chitc d8 thu thap
théng tin va c6 chin luoe b4n phdng thich hop.

Khi ti&€p c4n v6i khdch hang, du true ti€p ho#c gidn tiép, khdch san
cling chuén bi k¥ nhiing phuong 4n théa méan didu kidn cia khach hang,
nhing sin phdm cia khéch san nhu: Phdng hop, phong trién 1am, phong
ngu, phuong tién phuc vu phdi vugt trdi hoic khéng thua kém d6i tha
canh tranh va gi4 ca hop 1y,

8. K¥ két hgp déng

Sau khi tim céch tiép cén va trinh bay sdn ph8m, nhiing phudng cich
d4p img nhu cdu cha khach va khéch ch&p thuin nhing d4p ¢ng, budc tidp
theo d€ hoan t4t viéc ban phorig 12 k¥ két hgp déng véi khéch hang,
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N¢i dung ctia mét bén hop déng ban phang cho khach héi nghi bao
gbém nhitng diém chinh y&u sau day:

- Khdch san cung cdp gi cho khéch hgi nghi: Phong tro, phong hop,
thiic 4n, tigc ting, phong trung bay, thinh thi, hé théng 4m thanh, dnh
sang...

- 86 tién hoi nghi chi tra.

- N§i dung hdi nghi.

- Ngay thanh todn, phudng thie thanh toan.

- Nhitng diéu khodn bao dam.

Du6i day 1a miu hop déng béan phong cho khach héi nghi (Miu 2).
Mau hop déng nay chi s& dung d€ tham khdo. Khi ky k&t hop déng, tuy
theo trudng hop dé linh déng vé nhitng didu khodn quy dinh, khéng nht
thiét phai theo ding nhu miu nay.

Diéu chii ¥ trong viéc ky két hgp ddng véi khach hoi nghi 1a tif ngay
ky két cho dén khi thyc hién hgp dong, ¢6 thé kéo dai tit mét d&n hai
ndm. Chinh vi 1& nay, dé ddm bio an todn va tranh tinh trang khéng tot

vé trdch nhiém, truée khi ky két hop ddng, khéch san nén méi luat su c6
van.

Mau hgp déng héi nghi (Mau 3)
SAMPLE CONVENTION CONTRACT

(Trich ti¥ sach Understanding Hospitality Laud cia Jack P. .
Jefferies, J.D., LL.M., J.S.D.)

This will confirm arrangements made by.........._._.. (name of Association)
and........... (name of Hotel) concerning the........... forth coming meeting/
convention.

The..............(hereafter referred to as the “Association™
and....................Hotel (hereafter referred to as the “Facility”) agree that:

1.The Association hereby engages the Facility and its staff for a
meeting/ convention and the Facility agrees to furnish same on the
following terms: (By mutual agreement in writing, these rates, as well as
the rates set forth in paragraph 1 (f) here of may be revised or otherwise
changed)

(a) Scheduled dates and days of meeting/ convention
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(b) Start exhibit set up............. AM/PM.

{(c) The rates to be charged by the Facility for sleeping rooms are as
follows:

Single Room from 8 to & or Flat Rate
Double Room from  $ to$ or Flat Rate
Twin Room from 3 to $ or Flat Rate
Suites from 3 to $ or Flat Rate
Other from $ to 3 or Flat Rate

(d) The Association presently estimates the number of rooms required to
be as follows:

No of Single

Minimum and maximum
No of Dauble

Minimum and maximum
No of Twin

Minimum and maximum
No of Suites

Minimum and maximum
No of Other (Specified)

Minimum and maximum

(Note: If room from X to Y dollars (paragraph c¢) then specify at each
rate)

It is anticipated that........ .of those attending may wish to have an
earlier check-in. The dates for early check-in are........... In which case the
Facility will provide rooms therefor at convention rates specified. The
same rates will apply for........days following the convention/meeting.

The Facility gﬁarantees it will provide at least the maximum number
of rooms set forth in paragraph (d) and the Association agrees to provide
occupancy for the minimum number of rooms specified.

The Association agrees to keep the Facility informed periodically of
registrations received in advance so that more exact estimates can be
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made as to room requirements. It is agreed that periodic changes in the
above estimates (d) may be made from time to time up to.......... days prior
to the meeting/convention, but in no case shall the minimum or
maximum number set forth in this agreement be charged except by
written agreement. The Association and Facility shall agree in advance
on a mutually satisfactory review schedule of convention developments
and specify when and how rooms may be released by either party
(Review dates and times should be specified in this letter of agreement).
After the agreed upon cutoff date the Association and Facility will be
held responsible to meet the final agreement.

Facility agrees to refer all requests for suites (if any are held) and/or
public rooms to Association for approval before assignment 1if the
applicant is identified with the Association or industry it serves.

The Association shall/shall not request room deposits of convention
delegates.

The Facility agrees to provide the Association with a final occupancy
report showing number of rooms occupied each day of the convention
period.

(e) Specify here any agreement by the Facility to improve, remodel,
or create certain rooms or areas or add services prior to the event
convered by this contract. The specifics of the changes in the Facility
- should be spelled out in this contract and it should be stated if failure to
meet the requirements by a specified date would be cause for cancellation
of the agreement by the Association. Reasonable and adequate
notification of the Association should be required of any remodeling
which would result in a change in the number of suites or public space
available,

(D) Anticipated meeting room requirements:
Room Reserved From Date and Hour to

Date and Hour

Type of function Rental charge (if any)
Anticipated
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A tentative schedule of meeting rooms required will be submitted to
the Facility at least ...........months in advance of the meeting/convention.
Afirm and detailed schedule of meeting rooms required will be furnished
the Facility not later than............. months before the meeting/convention.
Unless otherwise specified in this agreement, public space as outlined
above shall be reserved for the Association unless released in writing. (If
total facility is being booked the language should state “All public space
shall be reserved for the Association without charge” (or with charges as
specified) for use at the discretion of the Association. If the Association 1s
utilizing only a part of the facility, the above room schedule should be
completed.

{g) Anticipated exhibit space required. The Facility agrees to reserve

any). Service to be provided in exhibit hall by Facility include (here
specify such items as cleaning, extra lighting, carpeting, advance storage,
security, number of microphones available, audio — visual equipment
available, operator rates, power supply, or other items agreed upon;

The Facility warrants that the following union regulations prevail in
the exhibit hall and will promptly notify the Association of any change.
Current conditions are (outline union requirements in exposition hall);

Special equipment needs of the Association {description and rates);

(h) Banquet facilities required.

(i) A guarantee of the number of persons attending each food or
beverage function will be given to the Facility at least............. hours in
advance of the function. The Facility agrees to set for ............ % over the
guarantee. The above food function (package) shall be provided at a per
person cost of $................ Beverage/liquor by drink and/or bottle shall be
provided at a cost of $.............. Such prices are subject to review up to six
months prior to the event.

If a meal function is to be added to the package, the price applied
shall be the same as that included in the above package for a like meal.

(j) Complimentary accommodation, if any, to be furnished by the
Facility to the Association (description of rooms and suites, dates of
availability and number);

(k) The Facility will give the Association notice of any construction
or remodeiing to be performed in the Facility which might interfere with
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the event. In such event, Facility much provide equal alternate space
within the facility under contract.

2. The Facility and Association agree that the following procedure
shall be followed with regard to gratuities.

(Note: Specific individuals, amount or percent and procedure may be
spelled out)

3. It is agreed by the parties that the foregoing sets forth the
essential features of the agreement between the parties, and that specific
details as. to registration, assigning rooms for persons attending,
handling of materials, special services, collection of tickets, accounting,
master account billing procedures, promotion, publicity and other matters
will be worked out and confirmed in writing to the satisfaction of both
parties prior to the meeting/convention.

4. This agreement will bind both the Association and the Facility
and except as above provided in paragraph 1(e), may be canceled by
either party only upon the giving of written notice at
least............(years).......... (months)...............(days) prior to the dates of the
meeting/convention, that is no later than............ (specific date)

5. The Facility and the Association each agree to carry edequate
hablhty and other insurance protecting itself against any claims arising
from any activities conducted in the Facility during the
meeting/convention, namely (specify):

...(Hotel)
By e S General Manager
...3ales Manager

The Undersigned Accepts and Agrees to all terms, conditions and
the rates above set forth in this Agreement.

...{Association)
By o oo, Chief Elected Officer (title)
...Chief Paid Executive (title)
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Du6i day 1a ban dich méu hop dong.
MAU HGP PONG HOI NGHI

Vin badn nay xdc nhin nhimg théa thuén gitta ............. (tén Héi nghi)
VAo (80 khédch san) v8 VI8C ..o icerreeerneeneenn £ chide hdi hop/tid
chdc hoi nghi.

Bén.ooiee, (dé cap dusi day duge goi 1a “Bén Hoi nghi” va khéch
SAM.....cooennnnn. (48 cap duéi day duoc goi 1a “bén cung cdp phuong tign”
théa thuan vdéi nhau ring:

1. Ban Hai nghi yéu cdu bén cung cip phuong tién va ban lnh dao
cha ho vé mot cudc hop/hdi nghi va bén cung cdp phuong tién ddéng ¥ cung
cdp theo nhing didu khodn sau day: (BSi sy théa thuan véi nhau bing
van ban, nhing gid nay ciing nhu nhing mic gid duge thiét lap trong
doan 1 (D c6 thé xem xét lai hodic duge thay ddi).

a. Thai bidu bhing ngay va nhimg ngay hoi hop/ hoi nghi
N

b. B4t ddu tif..............sang/chiéu

c. Mic gia vé phong nglé bén cung cdp phuong tién cho céc loai
phong nhu sau:

Phong don ti ... d6 la dén........ d6 la hay muc gi4 cao nhat
Phong déi t ..... 36 la dén....... 40 la ho#ic mude gia cao nhét

Phong 2 phong d6i tir ... d5 la dén....... d6 la hodc mife gia cao nhat

Phong can ho tit ... 46 la dén....... do la hosic mdc gid cao nhét

Phong khac tir -~ ... d5 la dén...... dd la hozc muc gid cao nhét

d. Bén Hoi dua ra s phong du dinh duge cung cidp nhu sau:

S6 phong don: Tai thiéu va téi da

S& phong doi: Toi thidu va t&i da

S8 phong 2 giudng doi: T6i thidu va t6i da

86 phong can hg: Téi thidu va t6i da

S5 phong khdc (k& khai ra): T6i thiéu va tdi da

(Chdi ¥: néu gid phong ngd tit X d6n Y do la (doan c) thi ké khai ting
muc gia)

Cén dy dinh ring ¢6 khodng......ngudi tham du c6 thé mudn lam tha



tue 18y phong sém. Ngay 1am thd tuc 14y phong sém Ia..... Trong truong
hop nay bén cung cip phuong tién sé cung cdp phong & mic gid da ké
khai. Nhimng mifc gid tuong tu sé 4p dung cho......... nhiing ngay ké& ti€p
cta hdi nghi/ hdi hop.

Bén cung c&p phuong tién ddm bdo s8 cung cdp & mifc it nhat cha 88
phong t&i da da duge thiét 1ap & doan (d) va bén Hoi nghi déng ¥ d€ cung
céip s6 14y phong t8i thidu cia nhitng phong da chi dinh.

Bén Hoi nghi ddng ¥ thong bo trude theo dinh ky s6 ding ky ngudi
tham dy ma Hoi nghi nhan duge dé c6 thé uc tinh chinh xdc trong vige
cung cip phong. Hai bén théa thuin ring c6 thé c6 nhing thay 46 dinh
ky vé nhiing dy ki&n k€ trén (d), thinh thodng ¢6 thé lén dén........ ngay
trude khi hai nghi dién ra, nhung s& khéng ¢6 trudmg hop thay i vé con
s6 t8i thiéu hay t&i da trong sy théa thuén, ngoai trd duge thoa thudn
bing vin ban. Bén Hoi nghi v bén cung cfp phuong tién sé théa thudn
trube vé viéc xem xét lai lich trién khai hdi nghi thich hgp cho d6i bén
va chi 6 khi nao va nhiing phong nhu thé nao ¢6 thé duge mién do bén
kia (xem xét lai ngay gio nén duge ké khai trong van bdn théa thuin
nay). Sau khi théa thusn vé ngay gidi han, bén Hoi nghi va bén cung cdp
phuong tién s& rang budc trach nhiém d€ dap ing su thda thuin sau
cung. ' '

Bén cung cip phuong tién ddng ¥ xem xét lai tdt c& nhing yéu cdu
vé phong can ho (néu c6 didu gi sai s6t) va, hay nhing phdng chung cho
bén Hai nghi vé sy déng y trude clia ngudi chi dinh néu nguvi d4t phong
duge bén Hbi nghi xdc dinh hay bén nganh ma ho phuc vu.

Bén Hbéi nghi s& hosic khong yéu cdu tién dit coc phong cda thanh
vién dai biéu tham dy hgi nghi.

Bén cung cip phuong tién ddng ¥ cung c4p cho bén Hdi nghi mot ban
tudng trinh vé phong sau cing cho thdy s3 phong st dung mbi ngay trong
giai doan hdi nghi. _

e O day cdn xéc dinh rd 1a bat cd sy thoa thudn nao cta bén cung
cdp phuong tién déi vdi vide cai thién, tu sifa hay tao ra nhimg phong nao
khac hoic nhitng khu vie hay thém vao nhing dich vu truéc khi nhiing
syt kién xay ra theo hgp déng nay va né phai duge néu ra tif ngdy duge
xac dinh, néu khéng thi d6 s& 12 nguyén nhan cho viéc hiy bé hyp déng
ca bén Hai nghi. Ly do va sy thong bao thich hgp cia bén Hoi nghi sé
dugc cong bs vé bat o sy tu sda nao, né sé phét sinh sy thay d6i vé s8
phorig cin hd cha khodng khong gian chung con kha dung.
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f. Dy kién vé nhu cdu phong hop:
Phong d#t truée ' Tit ngay va gio
dé&n ngay va gis

Loai chitc ning dy tinh Chi phi thud

Mot du kién thai khoa biéu vé phong hdi hop dugc trinh lén bén
cung cip phudng tién it nhat...... thdng trude khi hi hop / héi nghi. Viéc
xdc nhan va chuong trinh chi tiét v yéu cdu cha phong hai hop sé duge
cung cdp cho bén cung cfp phuong tién khéng tréd hon......... théng trude
- hoi hop / héi nghi, trit khi quy dinh khéc duge chi 3 trong hgp déng nay,
khodng khéng gian chung dugc néu ra trén day s& dugc phuc vu cho bén
Hoi nghi, trir khi duge x4c nh4n lai bing vin ban néu toan b tién nghi
duge ghi rd theo cdu: “T4t ca nhiing khodng khong gian chung duge phuc
vu cho Héi nghi mién phi” (ho#ic v6i chi phi nhu da xée dinh) cho viée s
dung theo su phan ph6i cia bén Héi nghi, néu bén Hdi nghi chi sir dung
mdt phAn cda phuong tién lich phong § trén s& duge bd sung.

g. Khodng khéng gian trinh bay theo dy kign cung cip, bén cung cip
phuong tién déng y d4€ danh......... phong cho viée si dung nhu khodng
khoéng gian trung bay. Chi phi khodng khong gian trung bay s& la......(néu
c6)

Dich vy cung cdp trong sdnh dudng trung bay do bén cung cdp
phuong tién bao gém: Lau choi, chidu sdng thém, trdi thdm, 4m thanh,
an ninh, 88 lugng may micro, dung cu thinh thi, dy kign mitc tong dai,
cung cép dién va nhiing muc da théa thuan trén.

Bén cung cap phuong tién cam két ring nhitng quy dinh théng nhat
sau dy sé c6 uu th€ hon trong sdnh dudng trung bay va sé& tite khic
thong bdo cho bén Hoi nghi v& bat o didu gi thay ddi, nhitng diéu kién
hién hanh 1a (48 cuong cung c&p théng nhat trong sdnh dudng trung bay):

Nhing nhu cdu cung cdp dic biét cda ban Hoi nghi (dién t4 va miec
gid). '
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h. Cung cap tién ghi phyc vy tigc tung.

i Béo ddm vé con s§ ngudi tham dy, mdi khdu phan &n uéng sé duge -
théng bdo cho bén cung cdp phuong tién it nhat ......... git truc méi bixa
an.

Bén cung cip phuong tién dong ¥ Ung trudc ... % vé tién dat
coc. Nhimg phén thic #n (tron g6i) sé duge cung cdp vdi gia la
................. déng/ngusi. Thic &n udng/rugu-mui A8 udng hay chai sé& dugc
cung cap voi gia ... déng. M&i loai gia vé nhiing thic an, udng duge
xem xét lai trude 6 thang khi hdi nghi dién ra.

N&u mot sudt an duge cong thém d6i véi nhimg phAn #n, gia 4p dung
ciing giong nhu gid cung cap bao gdm nhing sudt 4n ¢ trén.

j. Viéc thu xép ché & bé sung, néu c6, duoe bén cung cap phuong tién
cung cap cho bén Hoi nghi (md ta nhimg phong va phong/cin hd, ngay sit
dung va sd lugng);

k. Bén cung cap phuong tién sé thong bdo véi bén Hbi nghi vé bat ci
xay dung hay sy tdi phoi tri nao cdn duge thuc hién ma bén cung cAp
phuong tién c6 thé can thiép vao sy kién d6. :

Trong mdi trudng hgp, bén cung cap phuong tién phai cung CAp
khoing khong gian tuong ing v6i nhiing tién ghi duge quy dinh trong hop
*dbng.
2. Bén cung cip phuong tién va bén Hoi nghi d6ng y nhiing thad tuc
sau day sé duge kém theo lién quan dén tién thudng (chi y: Chi rdé nhing
¢4 nhan, s6 tién thuéng hay phén tram va tha tuc ¢4 thé ké ra).

- 3. D6 bén ddng ¥ ring nhing didu k& ra trude day sé tao thanh
nhitng yéu t& can ban cia hgp déng giita doi bén va nhing chi tiét dac
pist vé viee dang ky, ¢hi dinh phong cho nhitng ngudi tham dy, viéc su
dung nguyén vat liéu, nhimng dich vu dic biét, viée chon lya vé, su thanh
toan, nhitng thi tuc bién lai thanh toan, ¢d déng, quang cdo va nhing
vin dé khac sé duge ban bac va duge xdc dinh bing vin bdn nham thda
man d6i bén trude khi hoi hop/ hdi nghi dién ra.

4. Hop dbng nay sé rang budc ddi bén, ngoai trit trudng hgp nhu da
trinh bay 6 trén vé doan 1(e), c6 thé bi hay b&i bt ¢t bén nao véi diéu
kién cung cap thong bdo bing van ban it nhat
...{nam)....(thing).....(ngay) trudc ngay h6i hop/ hdi nghi, ¢6 nghia 1a
khong duge tré hon......... (chi dinh ngay).

5. Bén cung cdp phuong tién cé bén Hoi nghi déng ¥ thuc hién thoéa
d4ng nhitng nghia vu tuong dng va nhiing bao dam khac d€ bdo vé bat e
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nhimg khiéu nai naoc phét sinh do viéc thyc hién b&i bén cung cdp
phuong tién trong su6t th¥i gian hdi hop/hdi nghi, do la (ké khai):

Nhitng ngudi ky tén dudi day chdp nhan va théa thuén nhimg diéu
khodn, diéu kién va nhiing muc gid dugc quy dinh

(Kh4ch san)
Ong, ba Téng gidam doc

Giam d6c mai vu

(Bén Hoi nghi)
Ong, ba Trudng dai dién
K& todn trudng -

MAiu béan phong cho khach héi hop
MAU HOP PONG HOI THAO CUA KHACH SAN SAIGON
NEW WORLD
Tham khdo:....
Ngay... théng..'. nam...
Kinh géi:...
Bia chi:...

Kinh thua Ngai

Khéch san Saigon New World néng nhiét chao dén! V& viéc thdo
luan lién quan dén cudc hoi thdo cda quy ngai sdp tGi, ching t6i vinh
hanh gdi dén Ngai ban thda thuin sau diy d€ Ngai nghién ctu.

Ngay... (tht)

Gio:

- 02:30 Chiéu dén 06:30 chiéu: Hai thio

- 04:00 Chiéu d&n 04:30 chiéu: Gidi lao caffee
- 06:45 Chiéu dé&n 09:00 chidu: Dai tiéc

Pia diém:

- Hoi thdo: Héi trudng Mekong 2 - 3

- Dai tiée: H61 truong Mekong 1 — 2
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Néi dung théa thudn vé hoi théo: Hoi théo vé tide t61
Thanh phdn tham du:
Dy kién:... khéch Bdo ddm... khdch

D€ chiing 81 phuc vu t5t hon, mét danh sach nhig ngudi tham du
nén gdi trude cho ching t6i 3 ngay ké tir ngay t3 chifc héi thdo. Chi phi
s5& dya vao s8 bdo ddm sau ciing hay dua vao s6 thuc t&, k& cd s& cao hon.

Tién thué phong:

Tién thué phong khéng dya vao s§ ngudi tham dv da duge bido dim
ma cin cif vao két qua thue t&.

NHUNG CHI TIET HOI THAO
Thue don:

- Gi¥ gidi lao ca phé: Banh nhan hdn hop, trai cdy uép lanh, tra ca
phé.

- Tige t6i: Thyce don tige ding — Xin vui Idng chon § mén xa l4ch, 1
dia ngudi, 6 dia néng, mén tring miéng thee thuc don dinh kém.

Gid cd: Gia dic biét tron géi cho hsi hop 1a:..... 46 la trén méi nguwi.

(Bao gom nifa ngay héi hop véi mot budi gidi lao ca phé, tide t8i,
thu& gia tri gia ting, chi phi dich vu)

Thic uéng trong budi tiée t6i:

Bia va thic uéng nhe:... 46 la trén ms; ngudi trong 2 gis. Nhimg thie
udng khdc chi phi dya trén mic sit dung.

(Xin vui long xem bang gid thie udng tiée tung)

Sdp xép cdc hang muyc:

- V& hoi théo:

* Hoi trudng sdp xép theo kidu rap hat

* Béng 14t ngugce treo bidu d4, bing tring va bit long.
* Buyc ding thuyét trinh

e Ban d& hd so

* Noi udng ca phé giv giéi. lac

* Ban tiép tin § 16i vao, ¢6 hoa tugi va khay bac

- V& tige t6i: |

Kiéu tiéc dimg c6 chd ngdi
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e Tiéc ding sép x&p thing hang & noi gidi lao
« Ban tré)n cho 10 ngudi, ¢6 hoa
s Quiy rigu
Trang thiét bi:
- M4y phéng (LCD.Projector), gi4 thué... 4 la
- 02 Micré khong day, va 01 micrd ding thuyét trinh
- M4y thu bang Video
- M4y chigu overhead Projector
- Cay chi bang bing tia la de
Ddu hiéu hudng dén:
" P& x4c dinh nhilng d&i tugng theo yéu clu cia Quy Ngai.

Biéu ngir: Theo nét dung huéng din trude 10 ngay khai mac (midn
phi) ‘
Tién ddt coc: Khong can dit coc d8i vdi khdch hang ¢6 mdi quan hé
tot. '

Hiy uée: Luu § v€ vide hiy ude phai bao cho khdch san t8i thidu 4
tudn trude ngay hoi thdo. Trai lai, khach san s& ap dung mot khoan phi
vé viée hly u6c tré 12 60% trén téng s6 dy tinh 13i vé thic &n.

Pidu khodn thanh todn:

Buge thanh todn vao cubi budi héi thdo bang tién mit hay thé tin
dung (b4o trude) '

Chdng téi tin tuéng nhing diéu trong bing thda thuan & trén sé dap
ing nhitng dé nghi cda Quy Ngai.

Xin vuij long géi lai ban p_h6 td ¢6 chif ky cia Fax nay d€ x4c nhén su
chap thuin clia Quy Ngai trudc ngay... thang... nam...

Xin lwu ¥, vigée dat chd niy la khéng chdc chdn va chi duge khing
dinh trén bién nhin xdc nhan chinh thgc vé nhitng didu 44 ké khai &
trén. :

Xin cdm on vé sy cin nhic trong vidc chon khdch san Saigon New
World 1am diém gip g& cho sy kién dic biét nay.

Quy ngai cAn yéu cdu didu gi khdc, xin dimg ngin ngai tiép xuc véi
ching 61 qua didn thoai sd.... Fax:...

Chiing t6i ludn ludn quan tdm dén Quy Ngai
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Kinh chio X4c nhén va chdp thuén

Ky tén: . Ky tén:

Tén.:....

Diéu hanh ban tiéc Che danh:...
khéch san Sajgon. New World Ngay... thang... nam...

Duéi déy la mau hgp dong hoi thdo cita khéch san Sai Gon
New World bang tiéng Anh

NEW WORLD SAIGON
HO CHI MINH CITY
Our Ref:...
Date:...
To: Mr:...

Tel:...
Fax:...
Dear Mr.
Warm Greetings from New World Hotel Saigon!

Further to our conversation regarding your forthcoming Seminar, we
have much pleasure in submitting the following arrangementts for your
kind perusal: '

Date
Time -02:30 pm — 06:30 pm: Seminar
-04:00 pm ~ 04:30 pm: Coffea Bfeak
-06:45 pm — 09:0(:) pm: Dinner Reception
Venue - Seminar : Meko’rng Ballroom 2-3
- Dinner Reception: Mekong Baliroom 1-2
Nature of the: Seminar & Dinner Reception
function
Attendance: Expected:.... pax Guaranteed:... pax
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To allow us to serve you better, a final attendance
has to be advised three working days prior to
function. Charge will be hased on the final
guaranteed number or actual, whichever is higher.

Room Rental: To be waived based on the attendance guaranteed
with the following arrangements

FUNCTION DETAILS
Menu: - Coffee Ereak: Assorted Pastries, Fresh Frults Tea &
Coffee :

- Dinner: Buffer Menu - Please choose 5 Salacls, 1
Cold Platter, 6 Hot Dishes & Dessert Inclusive from
altached menu.

Price Special Meeting Package at USS$... nett per person
(Inclusive of Half Day Meeting with 01 Coffee Break,
Dinner, VAT Service Charge)

Beverage For Dinper; Free flow of Beer & softdrinks at US$... nett
per person for 2 hours. Other kind of beverage to be
charged on consumption basic (Pease see our banquet
beverage drink list for pricing)

Set-up : * For Seminar:
- Theater style set-up,
- Flip chart & White board with Markers
- Stage with podiumn for speech
- Head table for document
- Coffee station stand by at the foyer

- Reception Table at the entrance with Flower & Silver
tray

* For Dinner:

Sitting Buffet style

- Buffer line set-up at foyer

- Round tables of 10 pax with flower arrangement
- Bar counter

Equipment : - LCD Projector with screen rental at US$... nett
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- 02 Wireless mic, and 01 standing mic for speech
- VCR
- OHP
- Laser pointer -
Directional Sign: To be confirmed subject to your requ_irements

Banner: To be advised the content at least... days before the
function date for our processing (Free of charge)

Deposit.: . To be waived due to our value customer.

Cancellation: Notice of cancellation must be given to the hotel at
least 4 weeks prlor to function date. Otherwise, a

late cancellation fee of 60% on total food revenue
edxpected will apply.

Payment Terms: - To be settled in the end of the function by Cash or
Credit Card (To be advised) '

We trust the above arrangements meet with your approval. Kindly
return the signed copy of this fax to signity your acceptance before...

Please note that this booking is tentative and will only be confirmed
upon receipt of a forinal confirmation on specified above.

Thank you for considering the New World Hotel Saigon as the venue for
this special event. Should you require any other asslstance, please do not
hesitate to contact us at Tel No:... Fax:...

Assuring you of our best attention at all times.

Yours sincerely, Confirmed and accepted by
Name:
Banquet Sales Executive Title:...

New World Hotel Saigon
Date:
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PHAN 2: BAN TIRC

I. €O CAU T8 CHUC BO PHAN BAN TRONG NHA HANG

Nhitng khach san 16n thudng c6 nha hang thuje khdch san quén ly.
Tai Viét Nam c6 nhilng khéch san nhé khéng ¢6 nha hang hofic ¢6 nha
hang nhung cho mt chii khde khai thdc kinh doanh.Trong trutmg hop
nay, hai by phdn khéch san vA nhi hang hoan toin tich biét nhau vé

quan ly.

Riéng d6i v6i khdch san c6 chung nha hang ndm trong sy quén ly
cia khach san, viéc ban phéng va bdn tiéc 1 viée hoan toan tdach biét

nhung c¢6 quan hé mét thiét véi nhau trong kinh doanh.

Mé6i nha hang 16n ¢6 nhiéu ban phy trich riéng biét ban tide.

Gita gidm d6c khdch san, gidm ddc nha hang va bd phén ban thude
khéach san ¢6 lién quan mat thiét v6i nhau qua so d6 26 dudi day:

Nguot diéau hanh

{Restaurant cperators)

Gidm dde nha hang
Restaurant manager) [,

Chil khéch san
{Hotel owners}

Gidm dé
khdch san
{Hotel managar)

Nha b&p Phang dgi i
i L Phong bin Phéng tap dich Bio vé
(Kitchan} (Lounge) (Sales) {House keep;ng) {Security)
Pho .
Phéng kd to Siia chlla va bio trl
Nha hang Hde ton Phéng K tAn Repair &
{Restaurant) (Bgnqum%) [Front Otfice} (Accounting) M:gin?gnanca)

So dé 26. T8 chitc mdt khach san ¢é nha hang.

Khdch cia nha hang khéng han 1 khéch lwu tri va khdch luu tra
cia khéch san c6 thé dimg bita #n bén ngoai. Vi vdy, khach luu tri va
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khach &n udng thugce hai by phan khdc nhau va do hai gidgm déc quan ly.

N&u khach 18 thi khéng cé van 48, nhung néu khéch theo doin luu
trii tai khdch san va c6 dung bita 4n thi phdong phu trach ban sin phdm
cia khdch san phdi thong bao truée cho nha hang dé chufn bi phan thic
an. Dac biét, déi voi khach theo dodn c6 ngwi 4n kiéng, ching han
nhimg nguoi theo dao Hai, hodc tuy dic tinh cfa khdch mdi nude dé
khéch san kip thsi thong bdo cho nha hang chudn bi chu ddo thde &n,
thitc uéng phit hgp cho khdch.

iI- VONG QUAY CHO NGO

Viéc ban chd ngdi ¢ nha hang ciing gidng nhu ban phong & khdch
san. Bén duge cang nhiéu cang t6t, néu khéong doanh s8 mat di vi ch
ngdi v phong ngu 14 nhitng sén ph&m dic biat, né khéng con tén tai qua
ngay hom sau.

G nha hang, khdc véi khach san, néu khach san ¢6 100 phong ngd,
doanh 58 thu vé t8i da cho dém dé 1a 100 phong, tic 12 cong suht phong
100%. Nhumg & nha hang néu ¢6 100 gh ngdi thi doanh s8 thu vao nhiéu
hon 100 lugt khéch, nhir vong quay ch® ngdi, nghia 12 nha hang lam sao
phuc vu thét nhanh, d€ khéch dung bita cang le, danh ghé tréng cho ngudi
khéc ngdi. Vong quay cang nhanh, doanh s6 cang 16n, lgi nhudn cang cao.

Chinh vi 1& nay, nén khi ban tiéc bdn qua dién thoai cho khéch dat
tiéc can lwu ¥ dén gis dat tidc cha khach lam thé nao sdp x&p giv gide
that ding dé€ ¢6 vong quay cang nhanh cang tét.

BY phén bdn tiéc § nha hang cin luu y d&n viéc dat tiée cha khach
vao nhiing dip nghi 1& 16n, ngay nghi cudi tudn 1& nhimg lic cao diém cda
nha hang. Phai b6 tri giv gidc thich hgp d§ trdnh tinh trang trung giv
gidc. Didu kho khién cho ngudi phu trich ban tiéc la théng thuimg ho
khdng chd dong duge giv gide dat tiée cGa khach. Chdng han, khach vao
budi trua, nha hang khong thé dé nghi khéch doi sang budi t8i, va cling
khong thé thay d6i git gide duge. Tuy nhién, trong truong hdp trén, néu
g4p nhiéu nhém khach dat tiée tring gis, nha hang c6 thé dé nghi véi
khéch dat ban ngoai san hay trén san thugng, hoc c6 thé dé nghi vdi
khéch dit tiéc ciing phong nhung khéc ban, néu ¢ thé sip xép duge.

Khi bén tiéc cho khéch doan, ching han khach du lich di theo doan,
khdch tiéc cudi... ngudi phy trach ban tiéc phdi tinh mét gid dic biat
thap hon gia ban 18, hodc ¢ thé trich phin tram hoa héng cho ngudi
huéng dan va néu cdn, nén ting qua luu niém cho doan, cho ¢b dau, chu
ré va dimg quén 18i cadm on.

Ching ta dimg bao gi% quén riing, trong nha hang, khong phai tat e
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nhimg mén an, thitc udng nao ciing déu hop khdu vi cia khach. Piéu ma
khach nhé va thudng lui téi nha hang chua hin chi wi mét vai mén dic
sén, mt vai thic usng dic biét hosc gis ci canh tranh, ma c6 18 vi “mét
thu cdm tinh nao 46” giita con ngudi vdi con ngudi, hosic néi khéc di giia
khdch v6i nha hang. Thif cAm tinh nay dugc tao nén do phong cdch phuc
vy, bau khéng khi 4m cling, nhu 4nh mét nu cudi duyén ddng,cdch ti&p
dai an can, lich sy, ho3c cinh tri nén tho... Chinh nhiing diéu nay lam
tang thém chat lugng sén phém va 12 tiéu chusn d€ phan biét c4i “huong
vl ngot ngao” sdn phdm gida cdc nha hang véi nhau va cing 14 bi quyét
t6i quan trong dé thanh cong trong nganh kinh doanh #n uéng.

11- CACH TiNH GIA TRONG NHA HANG

Céch tinh gia trong nha hang d4 trinh bay & chuong 3 vé gia ci. Muc
dich cia chuong 9 nh#m trinh bay cdch b4n san phdm & khédch san nha
hang. Viy, quy doc gid néu cdn nghién ciu vé gis ban trong nha hang,
xin xem chuong 3.
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BAI DOC THEM

PHUCONG PHAP DU BAO DELPHI
(Dich theo Raymond E. Taylor va L. Lynn Judd )

GIGI THIEU

Khuynh huéng méi truong, dic bidt dnh hudng téng quéit hay timg
phén ddi v6i k¥ nghé du lich. Dy bao khuynh huéng méi trudng, cé 1& dic
biét quan trong ddi v6i nhitng cong ddng vA nhilng ving ma nén kinh t&
tuy thudc vao du lich hon 13 nhiing nha mdy k§ nghé. Trong thuc t&,
nhiing khd nang d&€ dy béo xu huéng mbéi trudng trong k¥ nghé du lich cuc k¥
quan trong cho hau hét nhiing t8 chic trong du lich cling nhu nhimg t8 chite
dang can nhéc dinh nhiy vio kinh doanh. Muyc dich cGa bai nay Ia gidi thidu
mot phuong phdp du bao mai truting: Phuong phap Delphi.

PHUONG PHAP DELPHI

S¢ d6 25 trinh bay nhing budc cin ban trong phuong phédp Delphi,
phéng theo mé hinh cla Tersine va Riggs — Phuong phap Delphi, mot
nhém tién trinh quyé&t dinh duge phat trién bdi RAND hop tic vé du bao
k§ thudt. N6 bap gém nhitng thanh phén:

1. Mt chudi cau héi duge hodn tit bdi mot nhém chuyén gia hai théo
(a panel of experts).

2. Nhimg cau trd 1&i cia nhing thanh vién trong nhém hoi thio vé
nhitng méu ciu héi duge gidu tén.

3. Nhiing céu trd 151 duge théng ké theo chiing loai bing diém giita
né dai dién, diém giita cGa nhimg cau tra 16i (diém trung binh cong).

FPhuong phéap Delphi duge sit dung déu tién & cde lanh vyc cong nghé
dai han va dy bdo méi trudng. N6 cing duge dp dung thanh céng A&
nghién cdu Marketing va di bdo ban hang. Ly ludn cin ban cia phuong
phap Delphi la:

1. Khodng (range): Nhiing céu trd 15i cda nhém chuyén gia sé gia
ting va ciing hudéng vé hang gita (midrange) ciia sy phan phoi.

2. 86 trung vi (median): Hay t0ng s8 nhém cdu tra 181, s& di chuyén
vé huéng tra 15i “chinh x4c” hay “ding” véi mi su tiép theo quanh bing -
ciu hoi,

Uu th€ cia phuong phép Delphi bao gdm: Thit nhat, nhitng thanh
vién chuyén gia trong nhém ciung cung cidp vé mot linh vue chuyén mén
ma ho cung chia s& d€ gidi quyét vaAn dé. Thit hai, nhém chuyén gia da
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nghi d&n mét tién trinh nhat tri s8 hudng vé cdu trd loi t&t nhdt. Tién
trinh nhé4t tri nay khéng c6 nghia la 100% ddng thuin bdi moi ngudi
trong nhém, ma ¢6 nghia 1a dai da 88 cdu tra 131 duge xem nhu dai dién
bing diém trung binh. Thit ba, do sy trd 13i duge gisu tén, diéu ndy sé
cho phép nhiing c4 nhén trong nhém trd 141 mot cach tu do va dé thay
d61 ¥ kién cda ho nhim tranh tinh chii quan. Vi thé&, mét hay hai ngudi
khong thé kiém sodt nhém va bép chét tinh sang tao cha nhitng ngudi
khac trong nhom. :

Binh nghia van dé

Y

Chon nhidng thanh vién chuyén gia
dya trén y&u cu chuyén man

Chudn bi va phan phdi bAng cau hoi “

h 4

Phan tich nhing cau trd 1&i
bang cau hdi

Pa dat dugc sy
rshéat tei chua

Khong

Cung cdp nhu cdu thang tin
va xép loai nhidlng cau tra i

- Trinh bay tudng trinh

Sc d6 27: Nhiing budc ciin ban trong phudng phap Delphi
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Vi du, Ong John Smith, Chii tich va ngudi sdang lap Southern Qﬁeen
Incorporated vita méi doc xong mét bai bdo trong tap chi du lich. D& tai
vé loi ich d6i v6i k¥ nghé du kich vi gig ddu lita ha, khi&n cho 6ng Smith
bdi réi. Nhitng sy phéan tich du lich dy dosn ring khuynh huéng nay =&
gia tdng nhanh chéng s8 ngudi di du lich, va ho sé di du lich xa hon. Lic
dau Smith sung sudng vdi ¥ nghi mat trién vong nhing nguti § xa hon s&
ds vé& du lich trong ving cla ong ta. Southern Queen Incorporated da
hoat déng ba gudng tau chay bang hoi nuéc du ngoan tit New Orleans dén
St. Louis. Vi thé, néu nhidu ngudi dén ving St. Louis va New Orleans,
diéu d6 c6 nghia 1a kinh doanh s& ph4t trién nhidu hon. Sau khi suy nghi
nhu viy, tuy nhién, sy kich thich cla 6ng ta da bi dap tit. Y nghi dén véi
éng ta ring méc du c6 nhidu ngudi tif xa s& dén ving nay, nhung nhimg
cu dan & ving nay cing sé di du lich § nhitng noi khdc vay. Vi thé, su gia
tdng trong mét ving cé thé duge bu ddp bing mot sy gia tang trong mot
ving khdc. Mgt sy lién quan khdc ma Smith di nghi dén 13 khuynh
huéng gid d4u trong dai han. Gia cd vé ddu bay gid ha, nhung né sé kéo
dai duge bao lau?

Trong khi Smith dang nghi v& 48 tai d6, mét dé tai khas 6ng ta vira
méi doc duge dé nghi Lap phap clia Chinh phi Lién bang vé su gi6i han
nhiing hoat ddng hang hai trén d4t l¥n & M§. Smith rd rang lo lang vé
sy phéat trién nay.

Ca hai khuynh huéng méi trudng nay dang d2 nang 1én Smith bdi vi
ching hinh nhu ¢6 nhiing chudi dnh hudéng dén vise kinh doanh cia
Smith. Ong ta d4 c6 sy nhay cdm ddc biét vé nhimg van dé nay bdi vi
0ng ta dang cdn nhdc sy md réng pham vi hoat déng vdi phi tdn rat 16n
Nhiing gi Smith that sy lo 1dng 1 ¥ tudng cta nhing khuynh hudng mai
trudng ma & d6 6ng ta khong nhan thay.

THUC HIEN

. So d6 28 trinh bay mdt md hinh chi cdch sit dung phudng phip
Delphi trong tién trinh dy bdo méi trudng. Vi du, Southern Queen sé duge
diing dé thdo ludn dng dung mé hinh vao du lich va thdo ludn vai didm
tét hon cia phuong phap Delphi.
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Bu§c quan trong nhat trong phuong phép Delphi 1 tuyén chon nhém
chuyén gia. Nhém chuyén gia nén bao gém nhilng c¢d nhén c6 trinh d
chuyén mén vé dé tai thdo ludn va nhing ngudi c6 thiéd chi tham gia.
Néu pham vi d8 tai thugc v& thién nhién triu tugng va cit gidm mdt s§
pham vi hoat déng thi nhém thuyén gia nén bao gém nhiing c4 nhén dai
dién rong 16n. N&u pham vi thudc chi dé ky thuit vé thién nhién, hau
hét thanh vién 1a ky thudt. Néu quyét dinh cha nhém chuyén gia ddng
nh&t (vi du hdu hat thanh vién thudc k§ thuat) thi nhém chuyén gia tir 10
dén 15 ngudi 1a thich hgp. Tuy nhién, néu nhém chuyén gia hén tap (vi
du m& réng nhém dai dién), nhém chuyén gia can gia ting tit 20 dén 30
thanh vién.

Trong tinh hudng Southern Queen, Smith muén chon dai dién gi6i
han trong tiéu chudn dic biét v& nhing cd nhan du lich d& nghién citu vé
kinh doanh, trong d6 nhitng vin dé cda Smith cin duge gidi quyét. Smith
chon 10 d&n 15 thanh vién bao gém nhimg thanh phdn nhu sau: Nhing
ngudi am hiéu vé& hanh chinh, hay nhilng nhéan vién & trong hang ngi
Southern Queen, nhimg nhém héi vién khdc, nhitlng ngudi c6 thién chi
tham gia, nhiing ¢4 nhan tir nhimg t§ chic phi canh tranh, ho ¢6 nhitng
lién hé qua lai va quyén lgi va nhilng chuyén gia kj nghé, nhitng ngudi ¢
thién chi tham gia. Tir 46, Smith s& gidm s4t tién trinh, 6ng khéng duge
& trong nhém héi vién nghién citu. Néu 6ng mudn ¢6 mat trong nhém
chuyén gia, 8ng ta can thiét nén chon mdt ngudi nao dé bao quét duge dy
én d€ thay thé.

M&i l4n nhiing héi vién trong nhém duge chon, bude k&€ ti€p nhu da
trinh bay & so 4 28 12 nhan dang nhiing loai khuynh huéng méi truéng
. chinh d€ c&n nhdc. Pidu nay s& cung cdp ddu viao cho nhiing hdi vién
trong nhém. Vi l¢i ich cda su tranh ludn, nhiing chuyén gia trong hoi cin
chd ¥: Su canh tranh nudc ngoai, sy thay ddi nhan khdu hoc, sy thay déi
vé cong nghé, sy thay d6i vé xa hoi van héa, nguén ndng lugng va sy diéu
chinh cGa chinh phi. Hai trong s nhilng linh vue nay duge ong Smith
dac biét suy nghi, nhitng lanh vuc khée thi khong chi y dén.

Muc dich cita bidng cfu hdi nhu da trinh bay & s¢ d6 28 la dé trinh
bay mét sy uu tién vé khuynh huéng méi trudng ma cdng ty sé lién quan
dén. Trong su chufn bi bdng cdu héi ban ddu, Smith mudn ding mjt
bang cAu héi md (Open ~ ended questionnaire). Pay 1a difu quan trong
trong béng ciu hoéi dé cho phép nhitng chuyén gia trong nhém tit do dién
dat ¥ kién cta ho. Vdi bang cAu hdi ban d4u, Smith héi nhitng chuyén gia
xac dinh d#c tinh dic biét chinh yéu vé khuynh huéng méi truong ma ho
thiy cin phai phat biéu.
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Song song v4i bang méu ciu hdi ban du, Smith s& cung cdp ddy dud
théng tin c¢6 lién quan dén pham vi dé tai cho mdi thanh vién trong
nhém. Nhitng thong tin nay bao gém nhiing dif liéu trong nude ciing nhu
nhilng dd liéu nudc ngoai. N6 quan trong la nhitng thanh vién trong
nhém ¢6 mét théng tin chung d€ lam syt danh gid cda ho.

Sau sy phan phdi v& tuyén chon bdng méu clu hdéi, Smith s& x&p
thanh ¢dt va phan tich nhitng cau trd 13i ndm & ngodi khodng lién phén
tu (Interquartile range) cia bang céu tra 1oi. Khodng lién phén tu trinh
bay céu tra 18i gilta 26% va 75% nhiing muc trd 1oi. Nhing cu trd 191 6
giita 88 & trung t4m cha khoadng lién phén tu.

Bat cf chuyén gia nao cha nhém trd 16i ndim ra ngoai khodng lién
phéan tu (vi du & mitc 15%) thi duge yéu cdu diéu chinh lai ldp trudng cta
ho. Su diéu chinh c4 nhén duge cho d8i véi nhilng chuyén gia khdc trong
nhém véi bédng cdu hdi k& ti€p. Sau khi nghién citu sir didu chinh, nhimg
thanh vién khdc trong nhém cé thé thay ddi lap truimg cia ho.

Trong su phan tich va x8p khodng nhiing cdu tra 1ui, Smith s8 quyét
dinh ho#ic 12 mét sy nhat tri dd duge dat dén, n&u khang, 6ng ta sé& chudn
bi tiép theo bang cau héi dua trén cin ban 44 xép hang két qui cda bing
cdu héi trudc day. Binh thudng, dé dat duge sy nhat tri, it nhat s8 lap di
lap lai tir 3 d&n 5 lan. '

Sau khi dat duge sy thong nhat trén chubi thd nhat cha bang ciu
héi, Smith sé& trinh bay mét danh sach vé viéc xdc dinh dde tinh khuynh
hudng méi truéng duge sidp xép tly thudc vao sy uu tién cia nhiing
chuyén gia vé su quan trong d6i véi cong ty. Khuynh huéng vé nhan khdu
hoc duce sdp x&p hang diu véi nhiing tinh chat dic bigt nhu sau:

Noi trong 10 nam téi sé ¢6 mdt sy gia ting 50% nhitng ngudi thude
nhém 55 tudi hay gia hon sé viéng tham ving St.Louis dén New Orleans
nhu nhimg du khéch.

Kha nang dirh bdi nhimg thanh vién trong nhém c¢6 kha ning ding
vé& khuynh huéng nay 12 80%. Bing sy sip xép khuynh hudng nay qua sy
nhft tr{ clia nhém chuyén gia, 1a didu quan trong hon mot su gia ting
nao vé gid ddu hay su giéi han cia Lién bang lién quan d&n nhitng hoat
dong vé hang hai. DAy 1a mot y&u 18 ma Smith da khéng nghi dén.

Muc dich cia chudi bang cau héi thd nhi la nhan dang mite d6 dnh
hudng m# bang khuynh huéng méi trudng sé& cé trén sy thanh céng trong
tuong lai cha Southern Queen. Smith sé cho lam lai mét 14n nita qua sy
1ap di lap lai khdc nhitng bang cdu héi cho dén khi dat dugc mot sy nhat
tri vé mic d¢ nhimg dnh huéng nay. Tiép tuc véi khuynh hudng nhén
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khau hoc & trén, tinh trang sau day c¢é thé trinh bay nhiing cdm nghi cta
nhilng chuyén gia trong su chi ¥ dén nhing 4nh hudéng ma nhimg
khuynh huéng nay sé c¢é trén Southern Queen:

Tt khi chuong trinh Marketing cia Southern Queen hudng dén
nhiing c4 nhan dudi 35 tui, ¢6 80% kha ning Southern Queen s& mat
20% thi phan so v6i nhitng d6i thii canh tranh khéc, trit khi nhang hanh
déng thich hgp duge thuc hién dé ngin chan.

Sau khi nhém chuyén gia da dat duge mét sy nhat tri v& nhimg 4nh
huéng cda khuynh hudng mbi trudng, Smith s8 trinh bay mot bang tinh
hinh phdn anh nhilng 4nh hudng ma méi xu huéng s& cé trén Southern
Queen.

Muyc dich ciia chudi cidu héi cudi cung la dé trinh bay mét su lua chon
¢6 thé thanh tuu duge d8i véi mdi khuynh hudéng. Nhitng ggi ¥ nay sé
gidp cho Smith ¢6 duge mdt co s vilng vang vé sy phat trién nhiing chién
luge phi hgp véi khuynh hudng méi trudng. Nhém chuyén gia sé thyc
hién lai qua mét chubi cdu héi cho dén khi dat duge sy nh4t tri vé mot su
chon lya ¢6 thé thanh tuu. Muc dich 1a khong quyét dinh chién luge. Vise
nay s& do Ong Smith dam nhén. Nhém chuyén gia don gian chi cung cap
nhiing 13 khuyén goi v.

Trong su chd ¥ dén khuynh hudng nhan khiu hoc cia sif gia téng vé
du khéch, nhing loi khuyén ¢é th€ duge nhém chuyén gia sé goi v vé
Southern Queen nhu sau;

1. Nén phu thém vao nhimg tau, Southern Queen cin sita lai mau
mi, md hinh nhitng tau hién cé d€ 16i cuén nhitng ngudi 16n tudi ciing
nhu nhimg ngudi tré tudi hon.

2. Southern Queen cén phét trién chuong trinh quing cdo tryc tiép
vao Itta tudi 55 hay cao hon.

3. D€ b8 sung cho nd lyc quing cdo trén, mét chuong trinh chiéu thi
12 cAn thiét d€ gia ting su 161 cudn nhimg ngudi 55 tudi hay trén nita.

M&5i ldn nhém chuyén gia dat dugc sy nhé&t tri vé 151 khuyén, tién
trinh du bdo vé méi trudng sé duge hoan t4t. Smith s& c6 mot nén tang
viing chic d€ quyét dinh chi&n luge nhim can nhic nhitng khuynh huéng
mdi trudng dai han dnh hudng dén k§ nghé va nhiing céng viée kinh
doanh du lich cia ong ta.

SU DANH GIA

Mot t6 chic hay mot k¥ nghé c6 thé bi dnh hudng lén bdi nhiing
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khuynh huéng méi trudng. Nhitng 4nh hudng nay cé thé 1a tich cue hoic
tidu eyc. Phuong phép Delphi dac biét thich hgp cho dy bdo méi trutng.
Nhung cé vai khuy&t diém can chi §: Tru6c hét, ket qua thanh cong cla
phuong phép Delphi tuy thudc vao su lua chon nhém chuyén gia thich
hop. By la diéu dé& dang khi thanh 14p nhém. Tha hai, d€ hoan thanh sy
can thiét quanh bang cau héi, ddi héi mat nhidu tudn 18. Thi gian cin
thiét d€ hoan thanh mdt tién trinh c6 th€ duge hé trg qua nhimg phuong
phdp tinh vi, trong phuong phdp, trong céch sit dung, trong nhiing thui
tuc tign trinh dif liéu va trong sy lya chon chuyén gia thich hgp, nhimg
ngudi cé thién chi dé lam viée.

Nhiing nhugc di€m trén cé thé c6 ¥ nghia, nhung nhimg wu diém clia
phuong phap c6 nhidu gid tri hon. Truée hét, phuong phap Delphi cho
phép mét nhém chuyén gia déng gép nhing chuyén mén cta ho trong khi
dé cap dén mot van dé. BSi vi sy cung cdp di liéu cita ho duge gidu tén,
ho ¢6 thé trd 13i ty do hon va sdng tao hon d6i v6i vAn dé. Sy thé hién
cal t61 { chd quan) duoc gidm thidu. Thi hai, bdi vi vai chuyén gia trong
nhém cé thé truc ti€p bi dnh huéng do nhimg két qué ma ho sé& theo
huéng ¢6 mic hé trg cao hon cho quyét dinh d4 lam. Thu ba, phuong
phap Delphi gidm nhing 4nh hudng ctia mét sit u6e dodn tu ddp Ung (Self
fulfilling prophecy) chi ¥ d&n quyét dinh bdi mét hay hai ngugi lam quyét
dinh. Khuynh huéng nay duge gidm thidu bing cdch cho phép nhiéu ca
nhén tham dy trong tién trink véi mét tam trang khéng bi dp luc
{Nonthreatening manner).

KET LUAN
Nhitng t6 chitc du lich edn dy bao khuynh huéng mai trudng, nhing
mbi trudng 6 ¥ nghia d6i véi nhiing lanh vue kinh doanh dic biét cia ho.

Phuong phap Delphi ¢é thé cung cdp mot dung ey gid tri thich hgp cho
nhiém vu nay.

CAU HOI THAO LUAN

1. Ludt cdm khéng cho cdc khach san ding ky giit chd vugt tréi dé
bdo vé quyén lgi ctia khdch va gitt uy tin trong kinh deanh. Né&u
ban phu tréch vé Marketing cia mot khich san hay mot hang
may bay dé ban phong, bén chd ngéi trén may bay, ban nén lam
gi va phai lam sao d€ trdnh that thu va gidgm thidu tréch nhiém
ctia minh ?

2. D€ du bso chinh xdc hofic gidm thidu sy sai léch ddi véi thuc té,
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ban cdn dua vao nhing théng tin, y&u t& nao?

3. Mgt khéch san c6 150 phang. Ngay 3 thang 7 c6 5 phang khong st
dung duge va 50 khdch & qud ngay dang ky. C6 45 khach ddng ky
giit ch8, phén tram cda khéch bé chd 1a 20%. Trén cg sd s lidu
ctia khdch san, dy tinh ¢6 8 khdch & dudi ngay ding ky va 12
khdch & qud ngay ding ky. Vay s§ phong d&€ bédn trong ngay 3
théng 7 1a bao nhiéu?

4. Néu ban phuy trach ban phong cho khéch héi nghi/khach hop, ban
nén lam gi d€ ddm bdo quyén loi cho khédch san vé doanh s8 va
tinh hgp phdp?

5. Ban tht phac hoa ndi dung mét hgp déng ban phong cho khéch
h$i nghi ho#ic khédch hop. '

6. Phuong phap du bdo Delphi ¢6 ich lgi gi cho hoat déng kinh doanh
du lich. Trinh bay uu va khuyé&t diém cha no.



cruone 10

DICH VU TRON GOI CHUONG TRINH DU LICH

I. DINH NGHIA

- Két hop tron géi 12 bao gdm t4t ci cdc dich vu du lich b8 sung vao
trong mot gid bidn duy nhit. Theo M.Coltman, du lich tron géi
{Packaging) 12 hai ho#c nhidu sdn phdm du lich khéng ban riéng 18 timg -
cdi do cling nha cung dng hofc trong su hgp tic véi nhing nha cung dng
khéc, ma chi duge bdn ra nhuy mét sdn phém don nhét v6i gid nguyén
kién (tron goéi)

- Lap chuong trinh (Programming) 14 sy phét trién céc hoat d@ng, sy
kién hay chuong trinh dic biét nhim 1am ting su tién dung cGa khdch
hang, ho#ic 1am ting thém sy thu hat e¢da sy két hop tron géi cta dich vu

du lich.

+Thong thudmg cic nhém két hgp thudng bao gébm mt s§ chuong
trinh.

Il. THANH PHAN VA CAC LOAI DICH VY TRON 60!

1. Thanh phan dich vu tron géi

Mot dich vu du lich tron géi, bao gém nhimg khéu quan trong nhu:
Vin chuyén, kh4ch san, dn udng, dua dén khach, tham quan, vui choi gidi
tri. Mot chuong trinh du lich tron géi, t6i thiéu phdi ¢6 hai thanh phédn
“chinh 12 vén chuyén va khach san. Trong du lich tron géi, c6 3 don vi ké&t
hgp chh y&u: Coéng ty lit hanh (van chuyén), don vi eung tng luu tri
(kh4ch san) va tham quan gidi trf. Tuy nhién, khi k&t hgp tour, tdy theo
loai tour va d6i tugng khach dé€ chon nhilng thanh phén ¢o ban cho phii
hop v&i mdi loai tour. Dusi diy 12 nhiing yéu t6 cdn thiét cho viéc thidt
k& céc loai tour do Canada nghién e¢du vdo nim 1982 vé du khich My di
du lich qua Canada:
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Digu quan trong A1 vdi mei khu vy thi trudng:
1. Gia tri ddng ddla chi tidu cho ky nghi
2. Céc hoat dong thay d8i da dang
3. Sy than thién cla dan ching dia phudng
4. bugc phyc vy 16t
Diéu quan trong 48] véi khu viic thi trudng & thanh thi:
1. Hoat dgng van hda
2. Cdc kién tric ¢6 qua trinh lich sit
3. BAu khdng khi dai ddng (Cosmopaolitan)
4. Muz sam
5. Thanh phd Idn
Digu quan trong déi vai khu vyc thi trudng di du lich:
1. Nha hang sang trgng
2. Khach san hang nhat
3. Cac thanh phd nhd hon
4, Thon qué
5. Hoat ddng van héa
6. Cdc kién truc cé qua trinh lich si
Diéu quan trong d8i véi mdt khu vyc thi trudng nghi mat:
1. Nha hang sang trong
2. Khéch san hang nhit
3. Ndi nghi mat
4. Sinh hoat vui choi vé dém
Piéu quan trong d8i vdi mbt khu vyc thi 1ruﬁn§ thich sinh hoat ngoai trai:
1. Thdn qué
2. By bién
3. HS sudi
4. Cdng vién ring
5. 8y hoang da

Bang 8: Cdc dic tinh quan trong cta céc cudc di nghi m4t theo titng
khu vye thi trudng
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Khi két hop cdc thanh phén cia tour, khéng nhat thiét 12 phai héi
&4 nhing y&u t6 cdu thanh tour theo nhimg djc tinh trén. Tuy theo hoan
cénh, diéu kién cia méi viing, mdi nudc d& linh déng va sing tao trong sy
két hop thiét k& tour.
2. Phén loai dich vu tron goi

Dich vu tron géi ¢6 nhiéu loai:

¢ Phén loai theo su két hop

Theo su k&t hop, ta ¢é cde leai dich vu tron goi sau day:

- Két hogp tron géi (all inclusive packages)

- Tour du lich ¢6 ngui hudng dan (escorted tours)

- K&t hop phong § va bita 4n (accommodation and meal packages)

- K&t hgp sif kién (event packages)

O.Bh(in loai theo thi trudong muc tiéu:

- Tour du lich khuyé&n khich nhin vién (incentive tours)

- Nhém ké&t hop hoi hop, hot nghi (meeting, convention packages)

- K&t hop ky nghi gia dinh (family vacation packages)

¢ Phan loai theo t6 chie!

- Tour cho khdch du lich di lé

- Tour tron géi cho nhém

Hién nay, du lich Viét Nam cé nhing loal tour nhu sau:

- Tour du lich bdi dudng sic khée: Loai tour nay thich hgp cho cac
ving Ving Tau, Pa Lat. O day khi hadu m4t mé, khong khi trong lanh,
tién cho ngudi chita bénh, nghi ngoi sau nhitng ngay lam viéc cang thing.

- Tour du lich sin bdn, kham ph4 long dai duong: Loai tour nay la
th& manh cta nganh du lich Viét Nam. N6 két hgp véi nhidu dia danh
ving bién dep, ndi tiéng chay dai tit Bic chi Nam nhu Ving Tau, Nha
Trang, Ha Tién, vinh Ha Long...

- Tour du lich sinh thai, du lich xanh: Loai tour nay két hop véi chc vimg
déng bing sdng Ciu Long, ving ritng dude nude min Can Puse, Can Git thude
thanh ph H& Chi Minh, Rilng Nam Cét Tién & Péng Nai.

- Tour du lich véin héa truyén théng: Loai tour du lich viin héa truyén
théng thuong két hop véi nhitng dia danh ¢6 di tich van héa lich si, 18
héi, chtia chién, ling t4m, cdc bd toe & cao nguyén.
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- Tour du lich vé& ngudn, vé tham chién khu xua, tour dudng mon Ho
Chi Minh. Nhilng tour nay nhim muc dich lam séng lai ky niém, ky dc
vé nhilng ndm thang 4§ chién truomg, tinh déng d6i...

- Tour mang tinh th¥i vy, nhim vao cdc ngiy 1& héi 16n: Tét ¢ truyén,
cdc ngdy 128 hoi Ién nhim muc dlch dé€ cho khach hoa nhap vao nhlmg ngay
1& hoi cia nhan dan.

Pidu quan trong nhé&t trong mdt tour-ma ngudi nghidn ctu, thiét k&
tour cdn luu ¢ 12 ngoai sy théa méan cia khach vé chét lugng san phim, lgi
nhudn cho cdng ty bao bién tour, khi thigt k& tour 1am th& naoc d€ sau khi
k&t thdc mdi tour, phai d€ lai trong long mdi ngudti khach v& mot didu gi
d6, ¢6 th€ mot sy cAm nhan sau sic vé tinh yéu qué huong dat nude trude
nhing vé& dep hiung trang cda thién nhién, trufc nhitng con ngudi thoat
nhin bén ngoai c6 vé yéu dudi, diu dang don hiu, hi€u khach, nhung bén
trong chita dung mdt tinh thin bat khudt, kién cuomg di thé€ hién qua
nhiing cudc khang chién, gilt nuéc va xay dung d&t nudc.

D€ c6 duge nhitg tour chuyén dé day an tugng, chita dyng nhing ndi
dung phong pht, ngudi nghién citu thigt ké tour phdi di khdp cac néo
dudmg dat nude, dén t4n noi d€ tim hiu vé céc dia danh, cdc di€m tham
quan. Tir d6, tim hidu gi4 ci, phuong tién van chuyén, dudng di, néo bude
d€ ké&t thanh tour, ddng théi cong thém tinh sdng tao dé lam nén sin
phdm hé4p dén, phong phi, méi la, mang tinh khd thi va dat duge hiéu
qua trong kinh doanh.

8. Uu va khuyé&t diém cda dich vu du lich tron géi

a) Uu diém cia dich vu du lich tron géi

Dich vu du lich tron géi ¢6 nhitng thudn tién cho khach du lich nhu
sau: .

- Gidm b6t nhu cdu lap k& hoach cia khach va gidm thdi gian céng
sie cho viée mua cdc dich vu riéng 1é.

- Kiém so4t dugc chi phi do cdc khodn phadi chi tron géi, lam cho
khdch an tdm vé& s& tién ho phai chi trd va nhimg dich vu ho nhén dugc
tir viéc bao tron.

- Kinh t& hon do viéc tiét kiém duge phi tdn. Gia cta viéc bao tron
chuyé&n du lich s& thip hon gid 18 ma khdch phai trd cho cing tung dich
vy d6, néu ho khéng duge bao tron géi. Viée mua dich vu du lich tron géi,
khéch dugc lgi do viée gidm bét chi phi béi 1é:

+ Céc dai ly trung gian mua dich vu véi s6 lugng nhiéu tit cdc nha
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cung Ung va van chuyén nén duge chiét khiu v khoan chiét khéu nay sé
duge san xé mdt phin cho khéch.

+ Céc dich vu du lich tron géi thudng duge cung cap tit mia thép
diém, & &m nén gia cdc dich vu thap.

+ Nganh du lich nhan thay ring khé4ch hing mua cdc sdn pham,
dich vu du lich tron géi mét phin la vi ho nhén thay gid dick vu du lich
loai nay ré hon cac loai du lich khac.

- Lam ting sy dam bdo chat lugng déng nh4t va théa mén céc s6
thich dic biét do kinh nghiém cha cdc nha cung cdp dich vu k&t hgp
thanh chuong trinh d3 nghién céu trudc ma khach hang khong c6 thai
gian va dd trinh d6 chuyén mén, kinh nghiém d€ 1am viéc nay.

b) Khuyét diém cia dich vu du lich tron goéi

Nhu d& trinh bay & trén, dich vu du lich tron géi ¢6 nhiéu uu diém
d6i véi khach du lich. Tuy nhién, ngoai nhiing uwu diém dich vu du lich
tron géi cling c6 nhitng khuyét diém clia né:

- Ngudi mua ¢6 thé phai phu thudc vao nguyén kién trong viéc két
hgp tron géi, ma trong d6 c6 nhitng yéu t6 khdch du lich khéng thich,
ho#c khong can.

- Khach du Iich lai bi rang budc vao mét chuong trinh bat di bt dich
vé thoi bidu du lich.

fIl. NGHIEN CUU VA THIET KE TOUR CHUONG TRiNH DU LICH TRQN GOI

Muén thiét k& mot chuong trinh du lich tron géi hay mét tour tron
g6i, ngudi thidt k& tour hay chuong trinh phai am hiéu, phdi c6 kinh
nghiém vé& nhiéu linh vuc khdc nhau nhyu hidu biét vé du lich, ¢6 dau éc
kinh doanh, hidu rong vé hch stf, dia du, ddn tdc hoc, khado ¢d hec, hidu
bist vé khach hang, nhu cdu khdch hang, hiéu biét canh tranh, hiéu biét
cac nha cung (ng trong thanh phan két hgp. Tt d6 1dp chuong trinh du
lich tron géi, hdp dén, phong phi déi véi khach va hiéu qua déi véi don
vi t6 chife.

Tat ¢4 nhitng hidu bigt trén 1a nhitng yéu t&, théng tin cAn thiét cho
nha thi&t k& tour. Nhimg théng tin nay ddi héi ngudi thiét k& tour phai
ndm viing titmg chi tiét. Chdng han thong tin vé hing hang khéng: Lich
bay, gid vé khuyén méi cia hing danh cho khach vao méi ky cao di€m,
thap diém, gi4 phong ngy, chiét khau, gid cdac bda 4n cha nha hang trong
va ngoai nudc.
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1. Thai gian nghién eitu tour: (Lead time)

Thoi gian nghién cfu tour 14 khodng thdi gian tir khi nghién cu,
thiét k& dén khi hoan thanh tour. Théng thuing, khi nghién cdu thist k&
tour, nguti thiét k€ tour phai nghién ciu thuc dia tai chd, nghién ciu tidn
khé thi d8 c6 di nhiing théng tin cdn thigt va phdt huy duge tinh sdng
tao, giup cho viée thiét ké tour duge phong phii, thanh cong.

Tir lic thi€t k& dén thai gian hoan thanh tour khodng chimg 1 nim.
V41 khodng thoi gian nay khéng 18u va cén thiét cho ngudi thiét k& tour
c6 di thoi gian nghién citu d€ chuong trinh du lich thanh cong. Trong 3
thang ddu 1a khodng thdi gian d€ ngudi thidt k& tour nghién cuu, thuong
lugng, lén k& hoach chuong trinh va dinh gid tour. Sdu thang k& tiép la
khodng thoi gian d€ qudng cdo, khuyén maii, phan ph#i ban tour va 38
thdng cdn lai danh cho viéc ky két hop déng va hoan chinh nhing gi cdn
thiét cho tour.

2. Hoach dinh 16 trinh

Ngudi thiét k& tour két hgp tat cd nhimg yéu t& cfu thanh chugng
trinh tron géi thanh mét 16 trinh cu thé. Trong 16 trinh nay, phdi trinh
bay chuong trinh tour theo ting ngay, gid cing véi nhitng dich vu kem
theo nhu chuyén bay, vdn chuyén, tham quan, #n uéng ...

Trong viéc hoach dinh 19 trinh cdn quan tdm dén su didu db va can
déi.

- Diéu d¢: (Pacing) 1a 1§ trinh difn ra nhanh hay chdm nhimg
khodng théi gian trong ngay duge bd tri bing nhiing dich vy, tiét muc lap
déy hay cdn tréng va bd tri nhilng tiét muc ¢6 hgp Iy khong, c6 tao su
thodi mai cho khdch khéng.

- Cdn dé6t: (Balance) chuong trinh hoat dong gidi tri cdc ngay phai bo
tri can d6i. Tuy nhién cdn chi ¥ cdc hoat déng budi t8i, ngay ddu tién va
ngay cudi cung cla chuong trinh cn phéi dic bidt. Vi du, ngay diu tién
can chi trong dén giao Iwu, 1am quen tim hiéu nhau va ngay cuéi cing
phéi lam th& nao d€ cho ho nhé lai nhiing ngay da qua bing céch t8 chuc
mét bita tiéc chia tay.

3. Pam phidn, thuogng Iugng dit chd trude

- Théng thudng, mét don vi t8 chic tour, céng ty lit hanh thusng dam
phén véi cdc don vi cung ing khdc nhu: Hang mdy bay, khach san d€ giit
chd trude.
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Néu cong ty lit hanh cin c¢6 mét s6 phong & khdch san vao mua cao
didm voi gia dic bidt ¢6 chiét khéu, thi khéch san eiing yéu cAu cong ty lit
hanh hay ngudi t6 chic tour tron géi ciing nén dit mot s6 c¢hd vao mua
trdi vu véi gia da thoéa thuan trude. Pap lai, déi khi bén cong ty lit hanh
hay ngutri thigt k& tour yéu cdu bén don vi cung dng dich vu luu trd, ngoai
gid c& dic bidt, cdn phai danh mot sy tidp dén déc biét d6i véi khach
doan du lich khi ho dén, phuc vu t8t trong qué trinh luu trd va dua tién
long trong, lich sy v6i khach.

Khi dat phong trude, cdn thuc hién bing vin bdn c6 ghi ddy da chi
ti&t v&: Tén tour, ngay dén, ngay di, s& lugng khach cdn giit chd, loai
phong don, phong d6i...

Ngoai ra, bén dit chd cén cé sy xdc nhdn bing vin bdn cla khach
san vé gi4 cd ho#ic udc chiing vé gid, gid thuin hay gia gbp (net rate or
gross rate), ty 1& phén tram thu& vA nhimg khodn bi&én phi khdc cling vdi
nhiing chi tiét vé& viéc dén tiép, tién dua.

P6i vdi viée dat chd trén méy bay da c6 méu sin cha cdc hing hang
khong, chi ¢dn ghi viao méu nhilng théng tin v&: 5§ chd, chuyén bay, sé
lugng khach, ngay, gis bay, dia diém s& ghé qua. MAu nay s& dugc gdi vé
cho hdng hang khong dé€ ho xdc nhan lai ¢é dung, ¢6 phii hgp vdi yéu ciu
cia khdch hay khéng.

IV. TINH GIA TOUR

Pinh gid tour ¢6 nhiéu cdach. Tuy nhién, théng thudng nguti ta Ap
dung phuong phép tinh diém hoa von rdi cong thém mét s6 phan tram
nao dé dé c6 131 hodc c6 thé tinh diém hoa von qua s6 sudt (s6 vé) ban
cdn thigt dé khéng bi 15.

1. Phudng phdp tinh diém hoa vén cia tour bing cdch céng thém
phén tram dé cé 13i

~ Khi tinh gid tour, bdt cif m§t don vi t3 chifc tour nao ciing tinh cin
ban tit cac chi phi thuc t& cho chuyén di, tit d6 s& a4n dinh mic gid cho
mbi khach tham du tour.

Chi phi thuc t& cha chuyén di bao gém:

- Chi phi van chuyén tir diém xuft phat dén diém du lich.
- Chi phi khéch san.

- Chi phi &n uéng.

- Chi phi trung chuyén di lai tham quan.
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- Chi phi v& dich vu b8 sung (vé tham quan, thuyén, xem biéu didn..).

- Chi phi lam hé chigu va Jdich vu xust nhép cdnh, néu 1a chuyén du
lich ra nuéc ngoai.

- Chi phi cho hudng dan vién, tai x&.

- Chi phi bdo hiém, chi phi boir cho nhan vién phue vu khéch san,
nha hang. (bit bude phai c6 461 véi tour du lich ra nudc ngoai).

Cong tat cd nhimg chi phi trén d€ c6 gia tri thue hay con goi 1a gia
thanh cida tour.

T¥ gid thanh cda tour, ngudi thist ké tour cdng thém phdn tram hoa
hong cho don vi t§ chie (khodng tit 10 d&n 30% tuy theo tour) dé c6 gid
tour tron géi cho khdch (gid vé ciia mai khach)

Khi tinh gid phong khach san phdi tinh gid phong d6i (tru trutng
hop khdch yéu cAu phong don va cé su théa thuén trudce)

Khi tinh chi phi bita 4n, ngudi thist k& tour nén du tri dé khéch an

sdng & khdch san, bita 4n trua va chidu é gdn noi tham quan d€ tién viée
di chuyén. '

2. Phuong phap tinh di€ém hoa vén theo suit vé ban

Theo c4ch .inh nay, ngudi ta tinh xem s8 lugng t31 thi€u cda chuyén
di phdi b4n 1a bao nhigu d& tir dé ¢bng ty 1it hanh hay ngudi thist k& tour
¢ lai.

Vi dy, chi phi ¢6 dinh cia mot chuyén du lich la $17.000. Gid phi ca
chuyén di 12 $2.500 va chi phi kha bién cho chuyén di 12 97% hoac $2.425
(97% x $2.500).

Di€m hda vén s& 1a 227 sudt. (Xem cdch giai chuong 3 - Cédch tinh
diém hda von)

Vay mudn c6 14i, céng ty cung ting dich vu tron géi phai bdn t6i thidu
227 suat.

Sau ddy 14 vi du vé& chuong trinh tour du lich, cédch tinh gid tour,
cach ldp gid va cich tinh tién 18 cda tour

Vi du 1, Chuong trinh du lich tour: 6 ngay — 5 dem: TPHCM -
Nha Trang - Pa Lat

Ngay 1: Sai Gon - Pa Lat

Dbén khach tai diém hen va khdi hanh di Pa Lat vao lac 61 ). An
sdng tai Thd Pde. Trén dudng di ghé tham quan thdc Dambri trude khi
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an trua. Dimg tham quan thac Prenn. Pén Pa Lat nhidn phong, nghi
ngoi. Pua khach di &n t8i. Bufi téi khdch nghi tu do, dao phé.

Ngay 2: ba Lat City tour

Lic 8h00, sau khi &n sdng, quy khdch sé tham quan théc Camly,
Dinh II va Dinh III, chiaa Tau. Sau d6, quay vé #n trua tai nha hang.

Buéi chiéu ti€p tuc tham quan Vudn hoa thanh phé, Trugng Pai hoc
Pa Lat, Thung ling tinh yéu, H6 Than thd va chua Linh Son. Tré vé
khdch san nghi ngoi va &n t6i. Budi toi khach nghi tu do.

Ngay 3: ba Lat — Nha Trang

An sdang xong, lam thi tuc trd phong, khdch tham quan chg Pa Lat
d€ mua sdm trudc khi khéi hanh di Nha Trang. Trén dudng di ghé tham
quan H6 Tuyén Lam, thdc Datanla, dimg xe chup hinh trén déo Prenn va
deo Ngoan Muc. An trua doc dudng. Chidu dén Nha Trang, lam thi tue
nhidn phang. Khach ty do tim bién. Budi t6i dua khach di an tdi, vé
khach san nghi ngoi.

Ngay 4: Nha Trang City tour

Sau khi 4n sang xong, quy khdch s& tham quan Vién Hai duong hoe,
hé ca Tri Nguyén, bai séi (Hon Migu), Hon Mot, Hon Yén, Hon Tim va
Lang Chat, quay vé Nha Trang #n trua.

Buéi chidu, tham quan chda Long Son, Thép Ba Ponaga, Hon Chong.
An t61 va trd vé khach san. Khach tyf do nghi ngoi.

Ngay 5: Nha Trang — Ba Hé — Déc Lét

Sau khi an sdng, khach di tham quan Ba H$ (cich Nha Trang
30km). An trua tai nha hang trén qudc 16 hoic dn theo kiéu picnic. Sau
khi &n trua, khach di Déc Lét tim bién. Chidu quay vé Nha Trang, khach
tham quan chg PAm va mua sim. An t3i xong, trd v& khach san nghi
ngoi. Khach nghi tu do. -

Ngay 6; Nha Trang — Sai Gdn

An sdng xong, 1am thd tuc trd phong, khéi hanh quay vé thanh phs.
Trén dugng di, dilng tham quan bai bién Ca N4 hode gudi nudc néng Vinh
HAo. An trua doc dudng, vé thanh ph& két thic chuyén di.

Bang gi4:
P61 tugng: Vién chie
Phuong tién: Xe Huyndai (50 ché ngbi, mdy lanh, karaoke)
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Chi phi: 1.100.0004/ 1 khach

Bao gbém:

- Tién xe di va vé : 110.0004

- Khéch san : 375.0004

- Tién #n uéng : 280.0004

- Phi tham quan : 82.0004

- Tién 4n, & cda tdi x& va huéng din viéen  : 16.000d

- Téng cong : 863.000?

Céch lap gi& cia cong ty

Date _ Iterary Guide| Hote! (F\{:::ET} Tra{t:rsn?od Boat Free | Meals
1 |HCM- Dalat Mimosa . [ 150.000 310 50.000
2 |Dalat City Mimosa |[150.000 80 50.000
3 Dalél - Nha Trang Maritime | 150.000 235 30.000/man{ 50.000
4 {Nha Trang City Maritime | 150.000 100 50.000
5 |Nha Trang Maritime |150.000 150 50.000
6 |Nha Trang ~ HCM Maritime | 150.000 450 30.000

Trong dé:

- Tién phong : 150.000 x 25 (phong d8i) = 3.750.000

- Tién xe : 1.325 x 3.200 = 4.240.000

- Tién du thuyén : 30.000 x 50 = 1.500.000

- Tién &n uéng : (50.000 x 50 x 5)+( 30.000 x 50) = 14.000.000

- Chi phi tham quan : 52.000 x 50 = 2.600.000

- Tién tai x& : ( 150.000 x 5) + 50.000 = 800.000

Vay: Téngthu : 55.000.000
Téng chi  : 42.650.000
Tién 161 : 12.350.000
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Vi du 2, tour du lich lién tuyén TP.HS6 Chi Minkh — Nha Trang
- Phan Rang - Pa Lat

thai gian 6 ngay 5 dém (ctia Cong doan nganh Gido dyc TP.HCM)
Ngay 1: Tuyén TP.HCM — Nha Trang

5h00 tap trung tai diém hen. 5h30 khéi hanh tit TP.HCM di Phan
Thiét. An sdng tai Ddu Giay (tu tic)

Tham quan: - Trudng Duc Thanh
- Phéin vién Bdo tang H3 Chi Minh
An trua tai Phan Thi€t (Quén Kim Son Liu)
Tham quan: Baii bién C4 N3
Chiéu dén Nha Trang, nhan phong. An t6i va khéch nghi tu do.
Ngay 2: Nha Trang City tour (tham quan thanh ph& Nha Trang)

5h00 &n sdng. 6h30 khdch tham quan Vién Hdi duong hoc, di do qua
hé c4 Tri Nguyén, tdm bién bai S8i. V& #n trua. Chidu tham quan thap
Ba Ponaga. Ghé qua chg P4m mua dic san bién.

Ngay 3: Nha Trang — Phan Rang

6h00 tra phong, 4n sdng. 7h00 tham quan chha Long Son, md bé4c si
Yersin. V& Ninh Chit nhan phong. An trua tai Phan Rang. Chiéu tim
bién, kh4ch nghi tu do.

Ngay 4: Phan Rang ~ Da Lat

6h00 4n sang. 7h00 tham quan thap Poklong — Garai, vugt deo
Ngoan Muyc, tham quan thdc Prenn. Lén Pa Lat nhédn phong. An trua,
khéach nghi tu do.

Ngay 5: Tham quan thanh phs Pa Lat (Dalat City tour)

6h00 &n sdng. Tham quan Thién vién Tric Lam, vuon hoa Minh
Tam, hé Than Thd. An trua. Chidu tham quan Dinh Bdo Pai, ghé cho Pa
Lat mua qua.

Ngay 6: Pa Lat — TP.HCM

6h00 trd phong. An sang, tam biét Pa Lat. Pén Bdo Loc, tham quan
thac Dambri, mua qua va #n trua tai Bdo Loc. Chidu v& TP.HCM. K&t
thic chuyén di. :

Béang gi4:

- P61 tugng : Cdc trudng hoc, gido vién, sinh vién, hoc sinh
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- Phuong tién : xe 50 chd (c6 m4y lanh, karaoke)

- Chi phi : 700.000 ddng/khéich
Bao gém:

1. Tién xe 2 ban : 100.000 4

2. Tién khach san : 315.000 4

3. An udng : 175.000 4

4. Phi tham quan : 40.000 4

5. Hudng dan vién :10.000 4

6. Bdo hiém :15.000 d

Téng cong : 655.000 @

Lam tron dé€ c6 i :700.000 &/ 1kh4ch
- Céach 1ap gia:

1. Tién #n tai qudn : 35.000 &/ ngay x 5 = 175.000 4
2. Tién khich san: |
- Tai Nha Trang: Khédch san My A : 75.000 d x 3 = 225.000 d
- Tai Da Lat: Kh4ch san Béng Héng: 30.000 d x 3 = 90.000 d
3. Phi tham quan ' £ 4.000 &/ didm x 10 = 40.000 d
4. Huéng dan vién : 80.000 d/ngay x 6/50 ngusi = 10.000 d
5. Bdo hiém (M3i khach) = 15.000 d
Vay:
- T&lg thu  : (700.000 x 50) = 35,000,000 4
- Tdng chi  : (655.000 x50) = 32.750.000 4
- Tién 15i : {35.000.000 - 32.750.000) = 2.250.000 4

V. BAN TOUR

C4c héng dai 1y du lich thudng ban tour qua cdc dai ly ban 1é. Nhan
vién bdn tour du lich tron géi, ngoai kién thifc cin ban vé bin hang, cin
phadi c6 kién thic chuyén mén du lich, d4c tinh cha sdn phém, clia tour.

) Ngoai nhitng y&u t6 ké trén, nhan vién ban tour du lich cdn phai bigt
cach ban. Nhén vién ban tour cdn phai gidi quyét, xi¥ 1y cdc yéu cdu cha
khéch chd khdng chi don thudn bén tour. Nhan vién béan tour ciing giéng
nhu ngudi phuc vu ban, ho khong chi nhitng nhan dit mén &n thde uéng
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cia khach ma phai tim cdch dé ban duge nhiéu hon nhiing thit ma khdch
yéu cdu. D6 la nhitng dich vu b3 sung ma mdi nhan vién nha hang, nhan
vién ban tour du lich cdn phai ban thém d€ mang lai doanh thu cao hon
cho t8 chde. Trong thi truong bién dong, ddy canh tranh, sdn phdm du
lich va nh4t 12 sdn phdm vé tour, khodn lgi cda don vi cung tng khéng
phai la 14y tir cdc y&u t§ chinh cau thanh tour ciing khéng phai tif cdc hoa
héng nhéan duge tif khodn chiét khau clia cic hing hang khéng hay khdch
san ma chinh khoan 13i nhén dugce tir cdc dich vu b3 sung. Vi dy, mét hop
bia gi4 8.000 déng, nha hang nao ciing bdn nhu vay, hodic chénh léch
nhau chit it, nha hang khé ma ddi khéach trd tién cao hon. Vi vay, mic
13i tir thie udng nhu bia cé gidi han. Nhung nha hang ¢6 thé kiém duge
tién 151 va doanh thu cao hon tif nhimg chiéc khan lau mat, tit nhing dia
ddu phung rang, tit nhitng thic 4n trdng miéng... M6t vi du khédc d€ cho
thay nhing dich vu bd sung gép phén rit 16n vao doanh thu va lgi nhuin
cha cdc don vi cung ung: Tai cdc khdch san, nguti kinh doanh khéch san
khong chi don thudn kinh doanh vé phong ngli ma cdn phai cé nhidu sin
phdm, dich vy khéc d€ b§ sung nhu ddm b6p, massage, karaoke, vii
trudng, tdm hoi va nhiéu dich vy hap din khdc nhim luu git, kéo dai
thoi gian luu tri cia khach. Tu dé khach phai chi tién nhiéu hon, thay vi
phai chi tidu s6 tién d6 & nhing noi khac.

Khi ban tour, tiy theo loai tour s& cé nhiing cdch bdn khéc nhau. P6i .
vd1 tour du lich ra nuée ngoai, khéch mua tour phai dit coc trude 50% gia
tri cia tour. 50% gia tri clia tour con lai, khdch phai thanh todn sau khi
nhén duge hd chigu va thi thuc xuit nhép cdnh.

Trong trudng hgp dai 1y du lich b4an chuong trinh tour vy quyén cho
mot dai Iy & nude ngoai thuc hién thi phadi théng bdo bing van ban cho
dai 1y d6 biét ré nhitng chi tigt vé&: Chuong trinh du lich, ngay gid, tuyén
diém du lich, nhilg dich vu lién quan, tén khdch san, nha hang, danh
sdch dodn, giv may bay cit canh, ha cdnh, dia diém d&n, ky hiéu chuyén
bay va yéu cAu c6 hudng din vién sit dung tiéng cia doan du lich.

Riéng d6i véi vide ban chuong trinh du lich trong nude, khi khédch
dang ky phai dit coc 50% gi4 tri tour, sau 3 ngay phdi nép di 50% gid tri
tour con lai.

D& ban tour duge hidu qua, cdc nha thiét k& tour thudng tim cach
phén phdi vé qua cdc dai Iy du lich va qudng cdo bing nhitng td gdp
(Brochure). Bdi v6i khéch trong nudc, cdc don vi cung ing tour thudng géi
thu dén cédc cbng ty, truong hoc, hoic ding quing cao trén bdo, tham gia
cdc hoi chg trién 14m vé du lich trong va ngoai nude. Pl véi khach nude
ngoai, cdc don vi cung ing tour thudng quang cdo tai sin bay, khach san
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nha ! ang, tim d&i tdc du lich sang kinh doanh tai Viét Nam, ho#ic gdi t&
gidi thidu dén céc vin phdng du lich ciia co quan nha nude § nubec ngodi.
Bén chuong trinh du lich tron géi cling gidng nhu bdn vé xem dé
banh hay b4n vé xem phim, ca nhac 12 phai tim &4 moi cAch d€ ban cho
that nhidu méi c6 101, bdi 16 déc tinh cia san phém du lich khéng thé dé
tdn tai cho ngdy mai. (N&u khong ban hét nhiing chd tréng trén ghé mdy
bay hay gh€ cta xe 50 chd ngdi cho mdt tour tron g6i, thi doanh s8 cla
nhitng chi& ghé& trong d6 s& m4t di va kéo theo 1gi nhuin sut gidm).

Trong viéc ban tour, theo kinh nghiém, nguti t§ chde tour thudng
nghién ciu d8i tugng khéch trude va mdi chio theo ting nhém, vi du nhu
céc cong ty, trudng hoc... Vi trong mdt t8 chite, khach thudng quen nhau,
néu khéng phai t4t cd déu 12 nhén vién cdc ban nganh trong cong ty thi
ciing 12 nhilng ngudi nha, thin nhén cta nhéan vién trong td chic. Riéng
d6i v6i tour t§ chite ra nude ngoai, ddi tugng khach bao gdm nhiing phéin
khic cia nhidu thi trudng khéc nhau. Do @6, viéc ban tour phai théng qua
cdc dai 1y trung gian vi quang cdo, moi chao nhiéu noi, k& c& khach 1&.

Trong viée ban tour, khach du lich phai bd tién ra mua sén phim va
phai m&t mét thoi gian di méi st dung sén phdm dé. Khach khong thdy
truée sidn phdm, chi biét mot phén qua nhiing 1oi giéi thiéu cda nhén vién
ban san ph&m va nhiing gi lién quan dén chuong trinh du lich duge gi6i
thiéu qua nhiing t& gip (Brochure)

Vi vay, khi quang cdo, gidi thidu vé tour, ching ta khong nén quing
c40 qud sai sif that vé chdt lugng san phim.

Vi. THYC HIEN TOUR

Céng viée thue hién tour voé cung quan trong. Mot chuong trinh du
lich db ¢6 t8 chifc thigt k& hay nhung khéu thyc hién kém sé& din dén
that bai. B&i 18 khau thuc hién lién quan dén vdn dé thuyc t&, phai gidi
quyét nhidu van dé phat sinh trong chuyén du lich.

Céng viéc thuc hién chuong trinh du lich tron géi bao gém phén viéc
chinh: Chuin bi chuong trinh du lich va tién hanh du lich tron géi.

1. Chufin bi chuong trinh du lich tron géi

Viéc chuén bi chuong trinh du lich tron g6i bao gém nhiing phan
chinh sau diy: '

- Co s& luu tni, An udng, vin chuyén, tham quan, gidi tri.
- Chuén bi nhén vién diéu hanh, huéng dan vién.
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- 84p x&p, t8 chdc phuc vu khach.

Vé khéch san va van chuyén, phai chon khdch san tién nghi, nhén
vién phuc vu t4n tinh, gin trung t4m thanh phd d€ tién cho khéch ao
phd, mua sim. DGi v6i phuong tién van chuyén, ngudi t6 chdc tour ciing
phdi chon loai xe t5t, diy d( tién nghi vaA tai- x& kinh nghiém l4i xe,
thanh thao 19 trinh va vui vé. DPiéu ¢t y&u trong vide chon co 38 luu tra
va phuong tién van chuyén 1a phai ky két hgp déng bing vin ban trong
d6 quy dinh quyén va nghia vy clia m3i bén, nhing phuong tién dich vu
bén khéch san, don vi vén chuyén cung cdp va nhiing dich vu bd sung.

Theo kinh nghiém, théng thudng d€ chudn bi viéc thyc hién chuong
trinh du lich tron géi, cdc don vi t§ chide thudng phan chia trach nhiém
cho timg by phén riéng biét phy trdch. Ching han, cde dai Iy hang du
lich phu trach cédc khau:

- Ky két hgp ddng v6i cdc don vi cung tng I hanh, khdch san, nha
hang, cong ty bdo hiém, huéng din vién, ngudi didu hanh.

- L4p chuong trinh, k& hoach thue hién quéng cso.
2. Tién hanh du lich tron géi

Cong vige ti€n hanh du lich tron géi rat quan trong va céng viée nay
¢6 khédc nhau trong tién hanh vé chuong trinh du lich ra nu6c ngoai véi
chuong trinh du lich trong nude.

a) Tién hanh chuong trinh du lich ra nwdc ngoai

Sau khi nhdn dG danh sich ding ky nhing ngudi tham dy chuong
trinh du lich ho#ic hét théi han déng ky, dai ly hang du lich l4p danh
sdch hanh khdch trong chuyén du lich, h¢ chidu va nhimg gidy t¥ cin
thigt khéc lién quan dén vén dé xuit nhap cAnh dé trinh cho S& céng an
tinh, thanh phé lo thi tyc. Thoi gian tir lde trinh gifly t& cho dén lic cé
h§ chiéu khodng 15 dén 20 ngdy. Nhan duge hd chifu va thi thue xudt
nhép cdnh, dai ly hing du lich phdi théng béo cho khdch biét va yéu cdu
khéch ngp 50% s§ tién con lai khi d3t coc cho chuyén di. Nhan 44 tién,
dai 1y hang du lich phai mua vé, dang ky phdng kh4ch san, l4p chuong

_trinh du lich chi ti€t, cu thé vé ting ngay, budi &n, nghi, tham quan, gidi
tri, nhimg dich vu m& khéch nhin duge tir nhimg don vi cung tmg nhu
nh& hang, khich san, phuong tién van chuyén, ki€m tra lai ho chidu dé
kip th¥i diéu chinh.

Chon trudng doan (tour leader) huéng ddn doan du lich. C4c thanh
vién trong dodn phdi tufin theo huéng din cia trudng doan va trudng
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doan chiu trach nhiém vé doan, gidi quyét moi vdn dé ké ¢4 nhiing vin
dé phat sinh trong chuyén du lich.

Tru6e khi khéi hanh, trudng doan phai nhén tit ¢4 nhing gidy
lién quan chuyé&n du lich ra nuée ngoai nhu hd chidu, vé may bay, chuong
trinh du lich d& xuit trinh vdi nhan vién phu trach phi trudng cdt cdnh
v ha cdanh. Trudng doan phdi huéng din cde thanh vién trong doan khai
b4o hai quan, sidp x&p phuong tién vin chuyén, nghi ngoi, 4n udng....

b) Tién hanh chuong trinh du lich trong nuée

Chuong trinh du lich trong nuéc, vé tha tuc ¢6 don gidn hon so véi
thi tuc du lich ra nudc ngoai. Tuy nhién, dé chudn bi va thuc hién chuong
trinh du lich dat két qud, chat lugng cao, dai 1§ hang du lich cing cidn
quan tam thuc hién tour qua nhitng bude cin ban sau ddy:

- Sau 3 ngiy k& tir ngdy khich ding ky vA ndp trube 50% tién
chuyén di, khdch phai nép dd 50% s& tién con lai. Khi di nhéin 44 tién,
dai 1y hang du lich phai cung c4p cho khach chuong trinh cu thé vé
chuyén di bao gém thoi gian xvat phat, dia diém xudt phét, phueng tién
van chuyén, tén khéch san, nha hang, dia diém tham quan va cdc dich vu
duge phuc vy, .

- Sau khi hinh thanh danh s4ch nhém, ngudi t8 chite diéu hanh phéi
ky hgp ddng thué xe, khdch san, nha hang, bdo hiém ho#c dang ky gii
ché khach san cho khdch. Mua vé tau la, vé xe, chon huéng dén vién.

- Huéng din vién chiu trdch nhiédm thue hién chuong trinh, chd an &
cho kh4ch, huéng ddn doan di tham quan, gidi tri theo ding chuong trinh
da duge &n dinh va gidi quyét tra 1i tat cd nhimg van dé phat sinh, thic
mic cia khach vé diém tham quan trong chuyén du lich.

3. Bao cdo sau khi thuc hién tour

Trudng doan va huéng din vién cha tour du lich ra nudc ngoii va
tour du lich trong nuée sau khi thue hién tour, trong khodng thoi gian tit
1 dén 3 ngay, phai viét bdo cédo chi tidt trinh cho don vi td chie tour vé
chuyén du lich ciia doan.

Trong bdo cdo phdi trinh bay néi dung vé chuyén du lich tai mdi
diém du lich, v& van chuyén, lwu tri, tham quan &n ung va kém theo
nhing ching tir lién quan va sau cing phai ¢6 ¥ ki€n, dé nghj vé chuyén -
du lich d€ ban td chdc rit kinh nghiém. Cu thé, trong bdo céo, truéng
doan hay huéng din vién phdi trinh bay nhing phén:

- Gidy t& ching minh:
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+ Vé tau, xe.

+ Béan photocopy bién lai.

+ Chimng tif, héa den vé chi phi da thue hién trong chuyén dl
+ Nhiing dich vu khong duge-thuc hién theo cam két.

- Théng tin chi tiét lién quan dén trudng doan, huéng dan vién va
doan du lich.

+ Ho tén, chife danh.

+ Nhém du lich s4...

+ Hé chiéu cha nhém.

+ Thdi gian thuc hién tuyén du lich tif ngay... dén ngay...

+ 88 khéch tham du.

+ Phuong tién di lai.

+ Vi pham vé luat hai quan (néu ¢6)

+ Cong viéc va phong cach phuc vu cia huéng din vién ngoal qudc
(néu la tour ra nude ngoai) chuyen mdn cda ho vé cong viéc hudng
dan,

+ Tén va tiéu chudn nha hang khdch san duge phuc vu va chat lugng
sdn phdm thifc &n udng, chd ngd cung véi phong cach phuc vy cia
nhin vién.

+ Y kién ciia cde thanh vién trong chuyén di.

- Péanh gi4d chung v4 chuyén du lich

Chuyén du lich uuye ddnh gid thanh cong hay khéng thanh cong la

dva vao bdo cdo cda trudng doan hay hudng din vién d€ so sénh vdi dy
dodn vé chi phi cho chuy&n di va chuyén di ¢6 ddm bdo chat lugng, c6
duge khdch hai long hay khong. N6i tém lai, sy danh gi4 cia chuyén di
thanh cong hay that bai la két qua du thita vé tai chinh sau khi chi phi
cho chuyén di va sy hai long cia khach vé chat lugng sdn phdm ma ho d4
nhan duge do cdc don vi cung ung du lich phuc vu. Ngoai ra, méi chuyeén
du lich, qua bdo cdo cda trudng doan hay huéng din vién s& 1a kinh
nghiém quy bdu cho cic don vi t6 chic tour rit kinh nghiém cho cse
chuyén du lich vé sau duge thanh cong hon.

Qua ban bdo cdo va nhiing gify t& ching minh lién quan dén chi phi

- cho chuyén di, dai 1y hdang du lich hay ngudi t6 chic tour s& so sanh
nhitng chi phi thuc t& véi chi phi dy kién d& danh gis. Nhitng chi phi
thue hién trong chuyén di khong ding hay khéng chitng minh duge ro
rang thi phén chi phi d6 trudng doan hay huéng din vién chiu trach
nhiém.
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BAI bOC THEM

KINH DOANH KHACH SAN - BAN SAN PHAM TRON GOI

(Trich bai dich ciia Trdn Trung,
Bdo Du lich Viét Nam 6/1998)

_ Hién nay kinh doanh khdch san khéng con chi don thudn la kinh
doanh phdng ngi, vi du cdc khich san 16n & Phdp dang chio b4n nhidu
sdn phdm du lich phong phd, dac bigt dusi dang sdn phdm tron géi bao
gbm cdc dich vy di 1ién v6i nhau nhu luu tri, cho thué xe 6 t6, &n
udng.. khéch du lich c6 thé mua nhiéu sdn phim tron géi khéc nhau nhu:

San phdm 1: Tri gid 300 USD/01 ngudi, bao gdm:

- 02 d2m luu tra tai phong VIP cia khéch san.

- Vé vao cita mién phi cho dich vu tim hdi, vii trudmg va casino.
- 01 chuy&n tham quan tir Monaco dén SI — Tropez bing may bay.
- 01 chuyé&n tham quan dén khu vudn tu nhién & Esterel.

- 01 bita #n t8i tai mot khach san lang qus,

- Chi phi di lai.

San phdm 2: Tri gi4 350 USD/01 ngudri, bao gdm:
.- 02 dém luu tri tai phdng VIP cha khé4ch san.

- 01 ngay dé ngoai v¢i huéng din vién du lich.

- Tham guan mdt lang qué.

- 01 bifa #n t&1 tai tlu quan.

Sdn phdm 3: Tri gid 230 USD/01 ngudi, bao gdm:

- 02 dém luu tri tai phong VIP khdch san.

- 01 budi xem hat kich opera.

- 01 bita &n tdi tuyét hang.

- 01 buéi tiée rugu chiéu dai.

Mot s6 khéch san kh4c edn da dang héa sdn phdm du lich ctia minh
biing c4ch dua khich dén tham quan céc vién bdo tang hosic tham gia céc
hoat dong diic biét nhu c4c 18 hoi, thé thao... vA mot didu d& nhén thdy 1a
khéch san khong tinh gii tour qué cao cho khé4ch du lich.

Trude diy chi cé cdc cdng ty 1if hanh méi chao bdn céc tour (hay hgp
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déng) tron g6i. Vai nam gin day, cdc khach san di thuc sy quan tam dén
viéc ban cdc sdn phdm tron géi va dé€ ddp ting nhu cdu khach du lich, cdc
san phdm tao ra ngay cang ¢6 su chudn bi t6t hon. N6i chung dai véi cde
dich vy ngoai khach san nhu cho thué 8 t6, tham quan vién bao tang...
thi cdc cha khach san thugng tinh cho du khéch ciing gid vdi cac cong ty
it hanh. Nhung d&i véi cdc dich vu kh4ch san nhu thué phong hay #n
udng thi ho lai gidm gid cho khdch du lich. Didu nay gidi thich vi sao gia
tour tron géi & khéch san thudng ré hon ' cédc céng ty 1t hanh.

Cé thé tao ra rat nhiéu loai sdn phdm hay tour tron géi nhu: Tour
kham ph4, di bd da ngoai, du lich néng thén, thudng thitc cdc mén dn dic
sdn, trugt tuyét xuyén lang qué, leo nii, thudng thic &4m nhac... va cée
cht khéch san chao ban ching nhim mue dich ting cdng sudt budng phong
(d%c biet ngoai thai vu du lich) va d€ thu hit thém khach hang mdi.

Lg¢i nhuén true tiép, khi bdn cdc sdn phdm tron géi khéng duge cao,
chi chi€ém 2 dén 3% doanh thu. Cdc chi khéich san déu cé chung mét ¥
kién la tao nén mdt sdn phdm tron géi la mot cong viée rat phiic tap bao
gbém nhiéu céng doan. Cdn thiét phai ddu tu thai gian va cdn ¢6 su lién
lac noi b thidt yéu. Poi ngii nhan vién khdch san khéng nhiing chi biét
ciach kinh doanh phong ngl, ma ho con phdi biét cdch dit chd cho cac
chuyén di tham quan, di xem ec4c¢ budi bidu dién ca nhac dic biét, dat chﬁ
& cac nha hang sang trong, thué xe 6 t6, dit vé may bay...

Nguge lai, lgi nhudn gidn ti€p ma khach san thu duge khi ban céc
san phdm tron géi lai rat 16n. Nhitng khach hang, mua san phdm tron
g6i va néu dugc théa mén, ho s& quay trd lai ding khéch san d6 dé mua
cdac sdn phdm tron géi khdc va vé hinh chung ho sé& ti€p tuc thué phong
khéch san. Cée chi khdch san khong thé kinh doanh budng phong don
gidn nhu mét hing hang khéng ban mot chuyén bay. Ho con phai thu hit
cdc ddt tde cia minh (cde cong ty 1it hanh) va cdc khich hang bing cach
hiéu chinh gia ci.

Hop dbng tron géi c6 cd chite niang thuong mai. Khdch hang thuomg
mudn k¥ hgp dong tryc tiép (khéng théng qua trung gian) nham thanh
todn dich vu vdi gid thap hon. Khi ky hop déng tron géi, cdc chu khéch
san thudng dinh gid sdn phdm khi néi cho khéch du lich nghe vé su vui
thich cing nhu nhilng cdm gidc mdi ma ho s& duge hudng thu. Chao ban
cdac sdn phdm tron géi 12 phuong thifc t6t nh4t ma cédc chi khéch san c6
thé d6n khach hang cha minh vai lan trong moét nim dé gidi thiéu cdc
san phdm méi.

Mot wu diém khéc 1a hgp ddng tron goéi c6 thé thé chd cde dich vu
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con thiu trong khdch san. Cdc sén ph&m tron géi ludn thu hit duge su
chi ¥ cia cdc nha diéu hanh tour, cdc céng ty van chuyén khdch, thong
tin dai ching, cdc trung tdm du lich va cudi eling thay thé su ving mit
cta bé boi hay phong t6 chitc hoi nghi chéng han. Vi du trong cudc chién
ving Vinh, Céng ty khdch san du lich Bién (Société des Bains de Mer) &
Phap di chao ban cho cdc thudng gia tir Paris dén Monaco biing cach dua
thém vé mdy bay vao trong tour tron géi, bing cdch nay khach san da
ban dugc 20.000 dém luu trd ma khoéng phai gidm gid phong.

Pidu thd vi 13 cdc cong ty lit hanh khéng hé ngai sy canh tranh
khéng cong bing (vé gia cd) khi khach san bén tour tron géi. Nguge lai,
hién nay céng suit budng khdch san con gia ting vi cdc céng ty lit hanh
dang ky mua sdn phdm tron géi cia khach san ngay mgt nhiéu hon. T4t
¢4 cac khach san déu tim cdch phén phdi cdc sdn phdm tron géi bing
cdch quang ba trén bdo chi, thim chi ra nuéc ngoai. Cac nha diéu hanh
tour cing thu lgi tit cdc sdn phadm tron goi clia khach san. Nhidu khi, cdc
cdng ty lit hanh cdn quing cdo cdc sdan phdAm tron géi cia cdc khach san
trong cdc tdp gdp quing cdo ciia minh. Néi chung, theo trao luu mdi cia
chii khdch san chiu trach nhiém t3 chifc xay dung cdc tour tron géi cdn
cdc nha diéu hanh tour thi gitp ho ban ching cho khéach du lich.

CAU HOI THAQO LUAN
1. Ban cho biét sy khac biét gitta dich vu tron géi (Packaging), du

lich tron géi (tour) v& chuong trinh du lich tron g6l
(Programming)

2. Ban cho biét uu v& khuyé&t diém cia dich vu du lich tron géi.
3. Dé thiét k& tour mang tinh ch&t kha thi va hidu qua, ban cin lam gi?
4. Dya trén nhing yéu t6 nao d€ thiét 1ap gia tour. Cho vi du.

5. Lam thé& nao d& ti€n hanh chuong trinh du lich ra nuéc ngoat, néu
ban 14 ngudi phu trach chuong trinh. N&u ban la trudng doan
hudng din doan du lich ra nudc ngoai, trong qua trinh du lich va
sau khi hoan tat du lich, ban phai 1am gi?

6. Néu nhing diém chinh y&u vé tuong ddng va di biét giita viéc tién
hanh du lich ra nudc ngoai va tién hanh du lich trong nudgc.

7. N&u ban 12 ngudi thiét ké tour cho 461 tugng khach du lich di nghi
m4dt, nhilng yé&u t8 nao dugc xem trong trong viéc két hop sdn
phdam. Trai lai, néu la tour cho d8i tugng khdch thich sinh hoat
ngoai troi thi nhitng yéu t6 nao dugc xem trong?
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