LOI CAM OGN

Tru6c hét em xin gl 161 cam on chan thanh va sau sic t6i tap thé
giang vién truong Pai hoc Dan 1ap Hai Phong da day cong giang day tao cho
em mot moi truong van hod - gido duc lanh manh.

Em xin tran trong cam on Thac s§ Nguyén Ngoc Dung da huéng dan,
gitip d& em tan tinh trong viéc hoan thanh khod luan tot nghiép nay.

Dong thoi, em xin bay to long biét on d6i véi Ban 1anh dao cung tap
thé nhan vién khdch san Harbour View, Hai Phong da nhiét tinh quan tam,
giup dd, tao diéu kién cho em trong sudt thoi gian thuc tap tai khach san.

Do lugng kién thiic c6 han, kinh nghiém thuc t€ cling nhu thoi gian
thuc tap tai khach san khong nhiéu nén khoa luan khong tranh khoi nhiéu
thi€u sét. Kinh mong quy thdy co va ban be gép ¥, chi bao dé khoa luan dugc

hoan thién hon.

Em xin chan thanh cdm on!

Hai Phong, ngay 17 thang 06 nam 2009

Sinh vién

D6 Thi Nguyét
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CHUONG MG PAU

1. Ly do chon dé tai.

Viét Nam tu hao cé bé day bon nghin nam van hién, thém vao dé6 lai duoc
thién nhién vu dai v6i nhiéu canh quan thién nhién tuoi dep da trd thanh diém
dén cua nhiéu du khach. Va Hai Phong 1a mot trong nhitng lua chon cua
khach du lich quoc t€ khi dén Viét Nam cling nhu ctia khach du lich noi dia.

Hai Phong ¢6 mot nguon tai nguyén du lich da dang va phong phd vé6i
céc dén,chua, cdc lang nghé truyén thong, cting véi hai diém du lich dugc du
khach biét dén nhiéu nhat 1a dao Cat Ba va bai bién D6 Son non nude hitu tinh
héng nam thu hidt mot luong 16n khéch du lich.

Thém vao d6, Hai Phong lai 1a mot trong nhiing thanh phé c6 tdc do phat
trién kinh t€ cao nhat nudc, ¢6 vi tri dia ly, moi trudng ddu tu twong doi thuan
lgi. D6 1a nguyén nhan khién Hai Phong 1a lua chon cua cac nha dau tu, dac
biét 1a cac nha dau tu nudc ngoai.

Tan dung duoc nhiing th€ manh d6, Hai Phong da tré thanh mot thanh
ph6 c6 nganh du lich ph4t trién ngay cang khai séc.

Dé ddp ting dugc nhu cdu ngay cang 16n cua khach du lich, chu yéu 1a
nhu cau v€ luu trd va nghi ngoi, hang loat cac khach san, nha hang da dugc
dau tu, xay dung. Diéu d6 1am cho moi trudng canh tranh trong linh vuc kinh
doanh khach san ngay cang trd nén gay git. Miac du 1a khach san quoc t€ 4
sao duy nhat tai Hai Phong nhung khéach san Harbour View ciing khong nam
ngoai cudc canh tranh dé. Dac biét trong hoan canh nén kinh t€ thé€ giGi dang
trong giai doan khung hoang nghiém trong nhu hién nay thi su canh tranh d6
cang trd nén khoc liét hon bao gio hét. Chinh vi vay viéc nghién cttu thi truong

dé tir d6 dua ra céc chinh sdch thich hop nhim thu hit khach, nang cao kha



niang canh tranh trén thi trudng 13 hoat dong quan trong khong thé thigu doi
véi cac khdch san n€u muon tiép tuc ton tai va phat trién.

Trén thuc t€ viéc nghién ctu thi trudng va dua ra cdc chinh sich nham
thu hit khach trong Iinh vuc kinh doanh khach san da duogc dé cap kha day du
va rd rang trong nhi€u tai liéu, cling nhu trd thanh nodi dung nghién ctu cta
nhiéu dé tai. Tuy nhién viéc tién hanh nghién ctu mot doi tugng( khach san)
cu thé 1a rat it. Vi vay, em da quyét dinh chon viéc tim hi€u thi trudng khich
va cac chinh sach thu hit khach tai khach san Harbour View, Hai Phong lam
dé tai khod luan ctia minh. Hon nita, em timg c6 co hoi duoc tiép xuc, hoc tap
va lam viéc tai khach san Harbour View véi thoi gian 6 tuan trong dot thuc tap
cudi khod. D6 ciing 1a 1y do khién em chon dé€ tai: “ Thi truong khdch va cdc
chinh sdch thu hit khdch tai khdach san Harbour View, Hdi Phong” 1am dé tai
khod luan t6t nghiép ctia minh.

2. Muc dich nghién ciru.

Dé tai tap trung nghién cttu dic diém thi trudng khéach va cdc chinh sdch
thu hit khach da duoc thuc hién tai khich san Harbour View. Tut d6 dong goép
mot s6 dé xuat d6i vé6i hoat dong thu hut khach tai khach san Harbour View-
Hai Phong. Trén co s6 d6 dua ra cdc kién nghi, dé xudt nham nang cao nang
luc canh tranh va kha nang thu hit khach cta khach san Harbour View-Hai
Phong
3. Pham vi va doi tuong nghién ciu

D6i tuong nghién ctu cha dé tai 1a diac diém thi trudong khach va cac
chinh sach thu hit khach da dugc thuc hién nham thu hdt khach tai khdach san
Harbour View-Hai Phong.

Pham vi nghién cttu :

+ Vé khong gian: Khich san Harbour View-Hai Phong.
+ V& thoi gian: Tur ngay 16/2 dén 30/3/2009
4. Phuong phap nghién ciu.
Khoa luan st dung phuong phap thu thap va xur 1y thong tin: sau khi thu

thap thong tin, soO liéu tir khach san Harbourview ciing nhu qua mang internet,



nguoi viét da ti€n hanh chon loc, xur 1y cac thong tin cho phu hgp vé6i ndi dung
cua khoa luan.

Khoa luan con str dung phuong phap khao sat thuc dia: cac thong tin,
s6 liéu vé khach san Harbourview, Hal Phong c¢6 duoc trong 6 tuan thuc tap
tai khach san. Chinh thoi gian thuc tap nay da gidp ngudi vi€t ¢6 cdi nhin thuc
t€ va khai quat d€ tir d6 dua ra cdc d4anh gid clia minh vé khach san.

5. Nguon tu liéu.

- Tu liéu thanh van: sach, gido trinh, tap chi cua nganh du lich, khach
san.

- Tu liéu khao sat thuc t€ tai khach san Harbourview, Hai Phong.

- Cac website cua: khach san Harbourview, Hai Phong; S& du lich Hai
Phong.
6. Bo cuc cua khoa luan.

Ngoai phan mé& dau, két luan, muc luc, tai liéu tham khao, phu luc,
khoa luan duoc két cau thanh 3 chuong nhu sau:

Chuong I: Giéi thiéu chung vé khach san Harbour View — Hai Phong.

Chuong II: Thi truong khach va hoat dong thu hit khich tai khiach san
Harbour View — Hai Phong.

Chuong III: Mot s6 dé xuét nham nang cao hiéu qla hoat dong thu hit
khach tai khach san Harbour View — Hai Phong



CHUONG I

TONG QUAN Vi KHACH SAN HARBOUR VIEW — HAI
PHONG.

Mot s6'thong tin vé khdach san Harbour View - Hdi Phong.
- Dia chi: S6 4 Tran Pha- Hal Phong.
- So dién thoai: 0313.827.827
- Fax: 0313.827.828

- Email: info@harbourviewvietnam.com

- Website: www.harbourviewvietnam.com

1.1. Vitri.

V1 tri ¢6 ¥ nghia v cung quan trong trong kinh doanh khach san. N6
anh hudng truc ti€p dén kha nang thu hidt khach ctia khach san, dong thoi cling
1a mot tiéu chudn trong viéc xép hang sao. Viéc khach hang c6 lua chon mot
khach san la noi luu trd, nghi ngoi ctia ho hay khong phu thudc rét 16n vao vi
tri cua khach san d6. Véi vi tri thuan lgi tat yéu khach san sé€ la lya chon cta
nhi¢u khach hang.

Mot trong nhitng nhan t6 khién nhiéu du khéach khi dén Hai Phong
quyét dinh chon khach san Harbour View chinh l1a do khach san Harbour

View c6 vi tri kha thuén loi.


mailto:info@harbourviewvietnam.com
http://www.harbourviewvietnam.com/

Khach san Harbour View toa lac tai s6 4 Tran Phd — Hai Phong. Vi tri
nay nam & trung tam thanh pho Hal Phong, cich cang chinh ( cang Hoang
Diéu) 200m, cach san bay quoc t&€ Noi Bai 2 gio xe, cach san bay noi dia Cat
Bi 25 phiit xe. Pay 1a khu vuc c6 kha ning ti€p can to6t nhat Hai Phong. Vi
vay, khach san Harbour View 12 noi cdc doanh nghiép lua chon dé t6 chiic cdc
buéi hop, hoi nghi, tiéc chiéu dai.

Khéch san nam gin cdc diém tham quan trong ndi thanh nhu dai vudn
hoa trung tam thanh ph6, Nha hét 16n, hé Tam Bac, dén Nghe... Khach nghi
tai khach san c6 thé tham quan céac khu ph6 ¢6 & khu trung tam va tham gia
cdc su kién van hod dién ra ngay tai trung tAm thanh pho.

Mt khdc, khach san nam ngay canh ngan hang, buu dién thuan loi
cho nhu cau giao dich cua khach.

Tur day, du khéch c6 thé dé dang di t6i cdc khu nghi mat néi tiéng clia
Hal Phong la Cat Ba va Do Son hodc t6i khu du lich Tuan Chau — Ha Long.
Tur khach san, du khéach chi mat 10 phiit d€ di dén bén Binh va Ién tau dI tham
quan quan dao Cat Ba - khu du trit sinh quyén th€ gidi, hay chi v6i 1 gio 30
phiit 6 t0, du khach da dén dugc vinh Ha Long-di san thién nhién thé giGi néi
tiéng cua Viét Nam.

C6 mot diéu dac biét ma khong khéach san nao & Hal Phong c6 dugc d6
la: mac dit nam ngay trén truc dudong chinh 16n cua thanh phé nhung khéach
san Harbour View lai s& hitu mdt khong gian yén tinh va thanh binh hi€m cé.
Chinh diéu ndy da hap din du khdch dén véi khach san dé tan hudng khong
khi yén binh ay.

1.2.  Qua trinh hinh thanh va phat trién.

Khéch san Harbour View dugc thanh 1ap duéi hinh thic cua mot cong ty
lién doanh, gom 4 nudc dau tu 1a: Phdp, Bi, Thdi Lan va Viét Nam. Trong d6
tap doan dau tu chinh 16n nhét 1a tap doan Minor cta Thai Lan.

Minor 1a mot trong nhitng tap doan 16n & khu vuc Chau 4 - Thai Binh
Duong v6i hon 500 nha hang va 11 khach san. Nam 1976 chi v6i mot khu

nghi mat & Pattaya, dé€n nay tap doan da md& rong véi hon 11 khu nghi mat



trong ca bon mua, trong d6 ¢6 chi nhanh Marriott va Anantara & Thai Lan va
Viét Nam.

Véi su thiang loi trong kinh doanh khéch san va cdc khu resort, Minor
duoc biét dén 1a cdl tén ndi tiéng nhat trong khu vuc chau 4 va trén thé gi6i
v6i 14 Mandara va Anantara spa.

Cong ty lién doanh Harbour View( viét tat 14 HVC ) duoc thanh lap
theo gidy phép s6 92/ GP ngay 29/07/1994 ctia UBND thanh phd Hai Phong
vé hop tac va dau tu, bao gébm 5 thanh vién. Trong d6 c6 4 thanh vién 1a cic
cong ty nuéc ngoai va 1 thanh vién 1a cong ty trong nudc. Cu thé 1a:

1. Hai Phong Trading, Import — Export and Services
Company.(TRADIMEXCO HAI PHONG )

2. IPEM — BELGIUM (Bi)

3. MINOR INTERNATIONAL — Thai Lan

4. QUALITY- Thai Lan

5. CAMPENON - Phép

Khdch san Harbour View bat dau xay dung nam 1996 va dén
10/10/1998 khach san chinh thutc khai truong va di vao hoat dong \(UE

+ Tong s6 von dau tu 1a: 16.978.743 USD, tuong duong 76% tong s6

+ Tong s6 von gop ctia Viét Nam chiém 24% tuong duong dién tich
dat 1a 5.803m?

Cong ty lién doanh Harbour View bao gom toa van phong cho thué
Harbour View Office Tower va khiach san Harbour View.

Toa van phong Harbour View Office Tower c6 vi tri va khong gian
kha thuén loi va hoan hdo, vé6i tong dién tich 1a 3.022m? . Toa van phong cho
thué dugc thiét k€ mot cach linh hoat va hiéu qua, duoc bao vé sudt 24 gio,
hing ngay duoc lau don, ¢6 hé thong diéu hoa trung tam va hé thong ciu hoa

theo tiéu chuin chau Au.



Khéch san Harbour View- Hai Phong dugc xay dung theo 16i kién tric
Phép va hién tai con giit duoc nét kién triic Phap c6. Chinh diéu nay da tao nén
sttc hap dan véi cac du khach,dac biét 1a du khach chau Au.

Khich san c6 tong s6 127 phong nhung chi c6 122 phong c¢6 kha
nang cho thué. Khach san c6 5 loai phong, dé la:

+ Superior room.

+ Business Deluxe room.

+ Exective Business Deluxe room.

+ Suite.

+ Royal Suite.
Trong d6 moi loai phong déu cé phong don va phong doi. Tai cdc phong nghi
déu duoc trang bi cdc trang thiét bi hién dai va duogc thiét k€ mot cdach hop 1y,
hai hoa nham dem lai su thodi mdi,tién nghi nhat cho du khach khi luu trd tai
khach san. Nét kién triic Phdp c6 két hop véi trang thiét bi hién dai da tao nén
mot khong gian ma khach hang chi c6 thé tim thay tai khach san Harbour
View.

Sau hon 10 nam hoat dong va phat trién, khdch san Harbour View da
khang dinh dugc chd ding ciing nhu thuong hiéu clia minh trong nganh kinh
doanh khach san. Va né6 da trd thanh lua chon hang dau doi véi du khach khi
dén Hai Phong, dac biét la khach du lich quoc té€ chat lugng cao va khach
cong vu. Nhiac dén khach san Harbour View 1a nhic t6i mot khach san quoc t&€
4 sao c6 chat lugng phuc vu tét nhat tri truong kinh doanh khach san Hai
Phong.

Ngay 26/3/2004 khach san Harbour View dugc nhan gial thuong “
Best Service” do t6 chic AWARD GUIDE binh chon tai thanh ph6é H6 Chi
Minh.

Nam 2006 khach san nhan gial thudéng “ Good Food” do hang It hanh
quocté SAGA trao tang. Két qua nay dua trén nhitng danh gid qua cac doan
khach du lich ctia SAGA dén luu tru tai khach san.
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Ciing nam 2006 khach san dugc Uy ban Hop tic quoc t€ vé dau tu
nudc ngoai va Cong doan Thuong mai Viét Nam trao gial thudng: “ Top Trade
Best Service”.

Nam 2007 khéach san duoc binh chon la khach san “ than thién” va
cling dat danh hiéu la mot trong nhitng khach san c¢6 thuong hiéu cao nhat
trong nganh dich vu khich san do bdo Thuong mai thuéc B6 Thuong mai binh
chon.

Véi nhitng thanh cong da dat dugc, ban 1anh dao va tap thé nhan vién
khach san Harbour View s& viing vang dua khach san vuot qua nhitng anh
hudng ctia cudc khung hoang kinh t€ toan cau hién nay.

1.3. Co cau t6 chirc.

- So d6 bo may t6 chiic.

BAN GIAM POC
[ .
Hé san xuit kinh doanh Hé quan ly
A 4 A 4 A 4 A 4 A 4 A 4 A 4 A 4
Bo Bo Bo Bo Phong Phon Phon | | Phon
phéan phan phéan phéan Nhan g g g
nha 1€ kinh nha su Ké& Bao Ky
hang tan doan bép HM toan vé thuat
FBS FO h FBK ACC SE EN
S&
M
\ 4 A 4
Bo Khu
phan van
Buong phong
HK cho
thue
O.T
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( Nguon: Phong Nhan su, khach san Harbour View, Hai Phong)

- Co cdu t6 chic ctia khdch san Harbour View dugc ap dung theo dang
quan ly truc tuyén két hgp v6i dang chiic nang.

- Cong ty lién doanh Harbour View chia thanh hai mang kinh doanh: bo
phan kinh doanh van phong cho thué ( Office Tower) va bd phan kinh doanh
khich san ( Harbour View Hotel). Trong d6, khach san Harbour View chia
thanh 9 bo phan: bo phan Nhan su, K& toan, Nha hang, Buong ( bao gom 3 bo
phan: giat 1a, vé sinh khu vuc phong va vé sinh cong cong), bo phan Bép, Ky
thuat, L& tan ( tién sanh), Bao veé.

- Maoi bo phan c6 chic nang riéng biét. Hé quan 1y ¢6: phong nhan su, k&
toan, khu van phong cho thué, phong k¥ thuat va phong bao vé. Pay la nhiing
bo phan gian tiép tac dong dén két qua kinh doanh cua khach san. Hé san xuét
kinh doanh chinh c6 cac bo phan truc ti€p ti€p xuc, tic dong va mang lai chat
luong phuc vu cling nhu dam bao uy tin cho khach san. D6 1a cac bo phan: 1&
tan, nha hang, buoéng, nha bép, kinh doanh.

- Khach san Harbour View, Hai Phong dp dung ché& do hop dong lao
dong doi vai tat ca nhan vién dam bao 1oi ich ciing nhu cic quyén, nghia vu va
trach nhiém cho m6i nhan vién. Dé phét huy t6i da nang luc lam viéc cia moi
c4 nhan va quyén binh dang giita tit cA nhan vién, khach san con quy dinh
phan cong cong viéc va quy dinh trdch nhiém 16 rang, cap trén kiém tra cap
duéi, cap dudi chiu su diéu hanh cua cdp trén, nhiem vu duoc quan triét theo
ting cap. Tong gidm doc diéu hanh truc ti€p thong qua gidm doc cac bo phan
va trudng cac bo phan. Dudi gidm doc cac bd phan la cic trg ly, trudng phong,
cac giam sat vién, dudi cac giam sat vién cé cac trudng ca cung nhau phoi hop
trong cong viéc. Nguyén tac hoat dong nhu vay 1a kha hop 1y va chat ché dam
bao cho hoat dong kinh doanh cua mot khach san quoc t€ 4 sao nhu khach san
Harbour View, Hai Phong.

- Chiic nang cua ting bo phan.

7/

% Ban gidm doc ( Tong gidm doc va Pho téng gidm doc):
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Du6i su lanh dao ctia Hoi dong quan tri, Ban gidm doc vach ra k& hoach
cong tiac va diéu 1é twong xiing véi muc tiéu kinh doanh, quan 1y khach san,
don doc kiém tra va chi dao cac bo phan thuc hién va hoan thanh cong viéc
dugc giao, phoi hgp quan hé va cong tac gitta cac bo phan trong khach san giit
moi lién hé rong rai vG6i cac co quan lién quan, dong thoi theo dinh ky thong
bao tinh hinh chat lugng cua nhan vién.

Téng gidm doc cua khach san Harbour View, Hai Phong hién nay 12 ong
Jack Reilly- qudc tich dc. Tong gidam doc chiu trach nhiém diéu hanh cong
viéc tai khach san, con tat ca cdc van dé lién quan nhu : phédp luat, thué, tai
chinh, vay vén ngan hang do phé téng gidm doc dam nhiém. Phé téng gidm
doc hién tai ctia khach san la nguoi Viét Nam- 6ng Nguyén Son Hai.

% B0 phan Buong:

B0 phan budng thuc hién chic nang kinh doanh dich vu budng ngu.
Khach dang ky budng phai dugc dén ti€p chu ddo, lich su. Khi khach dén phal
duoc dén ti€p nong hau, an can, duoc bo tri vao ding loai da dang ky tir trudc
va budng dé dit duge chudn bi sdn moi tién nghi dé phuc vu khich. Budng
phai 1am vé sinh hang ngay, thay va bo sung nhitng d6 diing can thiét theo tiéu
chuén ctia khdch san va loai buéng ma khdch da thué.

¢ B0 phan K§ thuat:

Thuc hién chic nang quan 1y co s& vat chat cua khach san, cung cap cac
diéu kién k¥ thuat cin thi€t dé khach san hoat dong binh thudng va bao dam
chat lugng dich vu cua khach san. B6 phan nay thuc hién cac cong viéc chinh
nhu : 1ap k€& hoach quan 1y van hanh, bao dudng, stra chita d6i méi céc trang
thiét bi dién dan dung, dién ti, cip thoat nudc co khi, cdc phuong tién va do
dung, dung cu gia dung cua toan bo khach san.

¢ B0 phan Kinh doanh:

B0 phan duogc coi nhu la chi€c cau noi gitta nguoi tiéu dung véi cac
nguon luc bén trong cua khach san. Bo phan nay bao gdm cac chiic nang nhu :
lam cho san phdm luon thich tng véi ti trudng; xdc dinh muc gid va diéu

chinh mic gia cho phu hop véi dién bién thi trudong, v6i ké hoach kinh doanh

13



cua khdch san, v6i thoi vu; t6 chitc va thuc hién viéc diang ky (ban) truGe vé
budng ngu, t6 chiic cdc cudc gap g& ( hoi nghi, hoi thao, cac loai tiéc), t6 chiic
va thuc hién cdc hoat dong xuc tién ( tuyén truyén, quang cdo kich thich nguoi
tiéu dung va kich thich nguoi tiéu thu).

+ Phong K¢ toan:

Thuc hién dong thoi hai chic nang: vira thuc hién chiic nang tham muu,
vira thuc hién chic nang diéu hanh.

« Phong Nhan su:

Thuc hién ba chiic nang co ban. D¢ la:

e Thu hit ngudn nhan luc, bao gom cac cong viéc nhu : du bdo va
hoach dinh nhan luc, phan tich cong viéc, tuyén chon nhan luc, thu thap, luu
gilt va xtr 1y thong tin vé€ nhan luc ctia khach san.

e Chic niang dao tao, phat trién: chd trong viéc nang cao ning luc
ctia nhan vién dam bao cho nhan vién trong khach san c¢6 ky nang, trinh do
lanh nghé can thi€t dé hoan thanh cong viéc duoc giao va tao diéu kién can
thiét cho nhiém vu phat trién t6i da cdc niang luc cd nhan.

¢ Chtc nang duy tri nguon nhan luc: dam bao duy tri va st dung c6
hiéu qua nguon nhan luc khach san. Nhém chiic nang nay gom hai chic nang
nho hon 1a kich thich, dong vién nhan vién va duy tri, phat trién moi quan hé
lao dong t6t dep trong khach san.

% B0 phan Lé tan:

Trong khu vuc dén ti€p, bo phan 1€ tan déng vai trdo diac biét quan
trong nhu chiéc cau n6i gitta khach vé6i cdc bo phan con lai trong khdch san dé
dap tng va thoa man moi nhu cau cua khach. N6 dugc co 1a bo mat cua khach
san, 1a noi dau tién ti€p xdc véi khach, l1a trung tam than kinh cta khach san
dong vai tro chu dao trong cac hoat dong phuc vu khach.

B0 phan 1€ tan thuc hién cédc chiic nang nhu : gidi thiéu ban budng va
cac dich vu khac cua khach san cho khach ; nhan dat buéng va bo tri buong
cho khach ; dén ti€p va lam thu tuc dang ky khach san ; truc ti€p hoac phoi

hop véi céc bo phan khac trong khéach san dé phuc vu khach trong thoi gian

14



khach luu trd tai khach san ; ti€p nhan nhiing y ki€n tu van va xt 1y nhiing
khiéu nai ctia khach, cung cap thong tin cho nha quan 1y va cac bo phan chiic
nang ; theo ddi, cap nhat, tong hop céc chi phi clia khach, 1am tha tuc thanh
todn va tién khéch ; luu trit ho so cho khach.

B0 phan Nha hang :

B0 phan nha hang 1a ciu ndi gitta nhitng nguoi ché bién moén an va du
khach, dong thoi 1a cong doan hoan thién dich vu an uéng ; 1a khau quan trong
trong day chuyén san xuit cdc moén an va dich vu phuc vu an uéng ; 1a mot
trong nhitng yéu t6 tao nén chat lugng, danh tiéng, uy tin cua khach san.

B0 phan nha hang thuc hién dong thoi hai chiic nang :

» Chiic nang phuc vu : Pén tiép va phuc vu khach an uéng
hang ngay va cdc bita tiéc 16n nhd nham cung cap cho khach céc dich vu ¢6
chat luong cao.

® Chiic nang kinh doanh : Kinh doanh cac dich vu phuc vu
an uéng nham lam tang doanh thu cho khéch san.

¢ B0 phan Bép :

Chiu trach nhiém ché€ bi€n moén an theo yéu ciu cua nha hang ; nim
vitng k& hoach thuc don ; du trit nguyén liéu hang héa dé kip thdi phuc vu
khach ; dam bao ché bién ding k& hoach, don dat nha hang ctua khach, ding
thoi gian, ding ké hoach.... B6 phan nay luon cé k& hoach phong chong ngo
doc thic an cho khach, nghiém tic ché bién cac mén an theo quy cach va tiéu
chuén da quy dinh.

¢ B0 phan Bao vé :

Pam bao an ninh an toan tuyét doi cho khach va khu van phong cho
thué; phat hién va xtr ly kip thoi cac hanh vi vi pham no quy, quy dinh cua
khach san ; tang cuong cong tac bao vé ndi bo va dam bao an toan tinh mang
va tai san cho khach. Bo phan bao vé ¢6 nhiém vu tao moi truong kinh doanh
tot d€ hd trg cho cong viéc kinh doanh cta khach san, phoi hop véi chinh
quyén dia phuong ngan chan, xur 1y cac hién tugng gay roi, mat trat tu.

1.4. Co cau lao dong.
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Doi ngii lao dong 1a luc lugng dong dao va chi€m vi tri vo cung quan

trong trong cac hoat dong kinh doanh cta khach san. Day la luc lugng tham

gia truc ti€p vao hoat dong cua tat ca cac bo phan trong khach san. N6 duoc

coi nhu mdt yéu t6 lam lén su song va duy tri su song cho nganh kinh doanh

khach san.

Hién tai, t6ng s6 lao dong ctia khach san Harbour View, Hai Phong 1a

136 lao dong v&i nhiéu do tudi khac nhau.

Bdng 1: Co cdu lao déong cua khdch san Harbour View, Hdai Phong.

Bo phan So Gi6i tinh Do tuoi

luong | Nam | Nit Du6i 25 | 25-30 | 30-35 | Trén 35
Ban  giam |2 2 0 0 0 0 2
doc
Phong nhan | 2 1 1 0 1 0 1
su
Phong kinh | 6 2 4 4 1 1 0
doanh
Phong k& |10 5 5 2 5 1 2
toan
Lé tan 13 10 3 1 9 3 0
Nha hang 22 4 18 17 3 1 1
Buong 28 9 19 12 6 3 7
Ky thuat 11 11 0 1 1 5 4
Bao vé 16 15 2 3 5 6
Khu vuc van | 1 1 0 0 0 0 1
phong
Bép 25 20 5 11 7 2 5
Tong 136 80 56 50 36 21 29

(Ngu6n : Phong nhan su khach san Harbour View, Hai Phong )
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- Vé gi6i tinh:
Co cdu lao dong cuia khach san Harbour View, Hai Phong c6 su chénh

léch gifta nam va nit, nhan vién nam chiém 58,8%, nhan vién nit chiém 41,2%.
Tuy nhién, su chénh léch 1a khong 16n va déng thoi né thé hién tinh hop Iy
trong cong tdc phan cong lao dong trong khiach san Harbour View. Nhan vién
nam trong khach san hau hét tap trung & bd phan doi hoi cé stc khoé, ky
thuat... D6 1a cac bo phan: bao vé, k¥ thuat, bép. Nhan vién nit tap trung & cac
bd phan can su khéo 1éo nhu cac bo phan: buong, nha hang.
- Vé do tudi:

Bdng 2: Co cdu lao dong theo do tuoi cia khdch san Harbour View,

Hdi Phong

Do tudi Ty 1€ (%)

Duéi 25 36,8
25-30 26,5
30-35 154

Trén 35 21,3
Tong 100

( Nguon: Phong Nhan su, khach san Harbour View, Hai Phong)

C6 thé thay, doi ngii lao dong ctia khach san Harbour View c6 do tudi
tuong doi tré. S6 lao dong dudi 25 tudi 1a 50 ngudi, chiém 36,8%; so lao dong
trén 35 tudi chi chiém 21,3% trong tong s6 lao dong cta khéach san. Pay l1a
mot thuan loi gitip khach san khong nglmg phat trién, vuon xa va khang dinh
vi tri cua minh trong khu vuc cling nhu trén th€ gigi. Boi luc luong lao dong
tré c6 nhiéu su sang tao, nhiét tinh trong cong viéc, kha nang cap nhat thong
tin nhanh chéng, dao tao va ing dung khoa hoc 1a thuan loi. Tuy nhién, mat
han ch€ la do thoi gian lam viéc chua lau nén trinh d6 chuyén mon, k¥ nang

nghiép vu va tay nghé ctia ho chua cao, chua nhic¢u kinh nghiém.
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Doi ngii nhan vién tré thuong tap trung & hai bo phan truc tiép tham
gia phuc vu khich : bo phan 1& tan va nha hang. Do tudi trén 35 thudng 1a
trudng cac bo phan hoac nhan vién cap quan ly.

- Vé trinh do dao tao :

Bdng 3 : Trinh do dao tao cua nhdn vién khdach san Harbourview,

Hadi Phong
Chi tiéu S6 lugng (nguoi) Ty 1& (%)
Tong 136 100
Trén dai hoc 2 1,5
bai hoc 65 47,8
1. Trinh do _
Cao dang- trung 58 42,6
chuyén mon )
cap
Lao dong pho 11 8,1
thong
Tong 136 100
C 81 59,6
2. Trinh d6 ngoai
B 34 25
nglt
A 21 154
Chua qua dao tao 0 0

( Nguon : Phong Nhan su, khach san Harbour View, Hai Phong)

Qua bang s6 liéu ta thay, doi ngii lao dong cta khach san hau hét da
qua dao tao ( chiém 91,9%) véi cac trinh do khac nhau: trén dai hoc, dai hoc,
cao dang, trung cip. SO lao dong phd thong trong khich san chiém ty trong
nho (8,1%).

Phan 16n nhan vién khach san Harbour View, Hai Phong duoc dao tao
tlr cdc trudong dai hoc, cao dang, trung cAp nghé chuyén nganh du lich hoic tot
nghiép cédc truong Pai hoc Van hod, Dai hoc Ngoai ngit. Vi vay, doi ngli nhan
vién khach san Harbour View, Hai Phong c6 trinh d6 chuyén mon nghiép vu

tuong doi vitng vang, dap ung dugc yéu ciu cong viéc.
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La khdch san 4 sao dat tiéu chuin quoc t€, d6i tuong phuc vu chi yéu
12 khach nu6c ngoai nén nhan vié cta khach san déu cé kha nang st dung
tiéng Anh vGi mic do yéu cau khac nhau & cac b phan. Trong d6, nhan vién
cdc bo phan truc ti€p tham gia phuc vu khach nhu : bo phan nha hang, 1€ tan
c6 kha nang stt dung thanh thao tiéng Anh trinh do B tr& 1én. Pic biét, 100%
nhan vién bo phan 1€ tan giao tiép tiéng Anh trinh do C.

Néu nhu co s& vat chat ky thuat tao nén “phan xac” thi doi ngi lao
dong tao nén “phan hon” cta khach san. Nguoén lao dong cé trinh do va duoc
quan ly t6t 1a mot 1gi thé canh tranh cta khach san trén thi truong, dong thoi
tao diéu kién cho ngudi lao dong duoc cong hién va thod man nhu ciu trong
qud trinh lam viéc.

1.5. Cac linh vuc kinh doanh chu yéu.

Doi v6i cac khach san vira va nho, Iinh vuc kinh doanh chu yéu la
kinh doanh dich vu luu trd va dich vu an uéng. Con véi cac khach san 16n nhu
Harbour View-Hai Phong linh vuc kinh doanh cht yéu bao gom:

+ Kinh doanh dich vu luu trad.

+ Kinh doanh dich vu an uong.

+ Kinh doanh dich vu b6 sung.

1.5.1. Kinh doanh dich vu luu tra

Hoat dong kinh doanh luu tri dugc xem nhu mot truc chinh dé toan
bd cac hoat dong kinh doanh khac ctia khach san xoay quanh né. Vai tro then
chot ctua hoat dong kinh doanh luu trd trong khach san xuat phat tir ba 1y do
chinh: 1y do kinh t€, vai trd0 quan trong trong viéc tham gia phuc vu truc ti€p
khéach va cung cap du bao quan trong cho khach san. Chinh vi vay, hoat dong
kinh doanh luu trid dugc xem l1a mang hoat dong chinh yéu nhat cua bat ky
khéch san nao va khich san Harbour View khong nam ngoai danh sach dé.

Dé phuc vu cho mang kinh doanh dich vu luu trd, hién khach san
Harbour View c6 122 phong ¢6 kha nang sin sang dén khach.

T4t ca cac phong déu duoc thiét k€ khép kin, c6 day du céc trang thiét

bi hién dai : internet téc d0 cao ADSL hoac internet qua duong dién thoai, c6
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hé thong goi dién thoai duong dai quoc t€ truc ti€p, hé thong ti vi qua vé tinh
quoc t€. Ngoai ra trong phong con cé bar ca nhan, may pha tra, may pha ca
phé, mdy say toc, diéu hoa cd nhan, giudong dat tiéu chudn, két an toan, tranh
nghé thuat, ban lam viéc, ban udng nudc, gh€ sofa, to dung quan do, dép di
trong nha, xi danh gidy, but, gidy viét thu, phong bi, gidy gui fax.

Trong phong con duoc dat hoa qua tuoi, mot so td quang cdo ve khach
san, v€ cdc dich vu bo sung c6 trong khach san hoic quang cdo nhitng chuyén
du lich tai Hal Phong va céac khu vuc lan can.

Nha vé sinh dugc bo tri gon gang, sach s&, thim my véi 4o choang
tim, man che phong tdm, khan mat, gidy lau tay, xa bong tam, bon tdm, hé
thong nuéc néng lanh, khan tam, dau goi ddu, kem dudng da toan than va dién
thoai, anh sang duogc thiét k€ diu nhe, c6 chi€c guong 16n, bon rira mat loai
cao cap nhap khau véi chat lugng dat tiéu chuin quoc té.

Pé hoat dong kinh doanh luu tri dat hiéu quéa cao can c6 su phoi két
hop chit ché giita bd phan 1€ tan va bo phan budng trong khach san. Trén thuc
t€, tai khach san Harbour View hai bo phan nay c6 mdi quan hé kha mat thiét
va chat ché. Chinh diéu nay da dem lai hiéu qua cao trong linh vuc kinh doanh
dich vu Iuu trd cua khach san Harbour View-Hai Phong.

1.5.2. Kinh doanh dich vu an uéng

Kinh doanh @n uéng lu6n 12 mot mang hoat dong khong thé thi€u cla
cac co so kinh doanh khach san hién dai. Trong thoi dai ngay nay, nhu ciu an
udng ¢ bén ngoai (ngoai ngdl nha ctia minh) ctia con ngudi da ngay cang
dong vai trd0 quan trong trong doi song. Nha hang, khach san chinh 1a nol
nhiéu ngudi tim dén dé thoa man nhu ciu do cua ho.

Doi véi khach san Harbour View-Hai Phong, khach tim dén khach san
dé thoa man nhu cu an uéng phan 16n 1a khach dang luu trd trong khdch san,
hoac nhiing doan khach dung chan tai Hal Phong trong tour du lich( dén Ha
Long) da dat truéc viéc dung bita tai khach san, ciing c6 moét so it khach 1a

nguoi dia phuong.
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Phuc vu hoat dong kinh doanh an uéng, khach san Harbour View c¢6
hai nha hang mang hai phong cach khac nhau la nha hang Harbour Cafe va
nha hang Nam Phuong, Lobby Bar va 5 phong 16n.

Nha hang Harbour Cafe duogc thiét k&€ mang déng dap c6 dién chau
Au, chuyén phuc vu cdc mén an Au. Tai day khach c6 thé an buffer, alacarte
hoac set menu cuing cac do uéng: nudc ngot, rugu, bia, cocktail. Pac biét, nha
hang con c¢6 dich vu Room Service(mang d6 an lén tan phong cho
khach)24/24h. Thoi gian mo ctira ciia nha hang Harbour Café 1a:

+ 6h dén 10h( thtt 7, cht nhat mé dén 10h30).
+11h30 dén 14h.
+ 18h dén 22h.

Nha hang Nam Phuong chuyén phuc vu cdic mén an 4. Tuy nhién nha
hang nay hién nay da déng ctra va chi sir dung trong cac tiéc cudi.

Lobby bar chuyén phuc vu do uéng véi céc loai: bia, rugu, cocktail....
Thoi gian ma cura tir 10h dén 24h.

Pong gép mot phan khong nhd trong hoat dong kinh doanh an udng 1a
kinh doanh tiéc cu6i. Hién khach san Harbour View c6 5 phong 16n chuyén
phuc vu t6 chiic tiéc cudi. D6 1a cdc phong: Ha Noi, Sai Gon, Hai Phong, Da
Nang, Da Lat.

Hoi trudng tiéc cudi c6 diéu hoa, trang tri hoa tuoi theo tiéu chuin cla
khach san, ban 1€é tan v6i khan lua hong, ban Iuu bit hoa tuoi, ban tra trudc va
sau tiéc, hop dung qua mimg, hé thong am thanh, mdy chi€u, céng hoa dén
khach, tham do tral 16i vao, thap ly bon tang cing mot chai sampanh. Ngoai
ra, kh4ch san con danh tang c6 dau chid ré mot phong mién phi ( mot dém) c6
an sang.

Hoat dong kinh doanh an uéng cua khach san Harbour View - Hai
Phong kha thanh cong véi su két hop chat ché gitra cac bo phan trong khach
san, dac biét gita bo phan nha hang, bo phan bép, bo phan 1€ tan va phong
Sales — marketing.

1.5.3. Kinh doanh dich vu b6 sung.
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Ngoai viéc phuc vu cac nhu cau chinh cta khach 1a luu trd va an uong,
khach san Harbour View con phuc vu nhu cau gial tri ciia khach trong thoi
gian luu trd tai khach san v6i hé thong phong matxa, phong tap thé duc thé
hinh, quay Iuu niém ( Gift Shop) va bé boi.

Ngoai ra khach san con c6 c4c dich vu khac phuc vu khach nhu: dich
vu giat 13, goi xe cho khach, t6 chiic cac tour du lich trong ngay theo yéu ciu
v6i diém dén 1a cdc danh thing, di tich trong noi thanh hodc ngoai thanh Hal
Phong: nha hat 16n, chtia Du Hang, biét thu Bao Dai, D6 Son casino, dao Hon
Ddu; cac diém dén khac xa hon nhu : vinh Ha Long, c¢6 do Hoa Lu, Tam Céc
(Ninh Binh), san golff Chi Linh (Hai Duong).

C6 thé thdy khdch san Harbour View di c6 nhitng hoat dong nham
thod man cdc nhu ciu gial tri ctia khach nhung cac dich vu bé sung dé con
nghéo nan, thi€u da dang chua dap tng dugc mot cach day da cac nhu cau cta
khéch.

1.6. Co s6 vat chat ky thuat.

Co s6 vat chat ky thuat déng vai tro 16n trong viéc thoa man cac nhu
ciu cua khach, dac biét vé6i hai nhu cau chinh 1a luu trd va an uong. Khong cé
hé thoéng cdc co sO vat chat k§ thuat khach san khong thé hoat dong.

La mot khich san 4 sao theo tiéu chuin quéc t€, khach san Harbour
View phai c6 mot hé thong co s& vat chit ky thuat phtt hop véi thit hang cta
no.

1.6.1. Khu vuc phuc vu truc tiép ( Front of the house).

- Khu vuc dai sanh duoc thiét k&€ sang trong, trang nha, két hop gitra
c6 dién va hién dai. Quang canh dai sanh c6 su tham gia cuia yéu t6 tu nhién 1a
cac chau cay xanh. Noi khach cho lam tha tuc duoc trang bi ban gh€ dep, lich
su, c6 dat hoa tuoi.

- Quay 1€ tan la noi dén ti€p va lam viéc cua nhan vién 1€ tan, duoc
thiét k€ my thuat bang gbé ddanh béng. Khu vuc 1€ tan duogc trang bi hé thong
mdy tinh n6i mang noi bo, lién két v6i cdc bo phan khac tao diéu kién cho

nhan vién tong hop thong tin ciac hoa don thanh todn cta khiach mot cach
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nhanh chéng, dong thoi st dung hé thong mang internet tao hiéu qua cao
trong cong viéc. Qudy 1é tan con dugc trang bi ALCATEL 4400 s c6 kha
nang lién lac dién thoai trong nudc va quoc t€, may fax, may thanh todn thé
tin dung. Trén mat quiy c6 hop sip x€p cac tap gép, tO roi, card gidi thiéu vé
khach san, ban do thanh phd, hai bén dat hai lang hoa tuoi. Phia trong quay 1€
tan c6 tu dung chia khod dugc chia thanh nhi€u 6, moéi 6 tuong ting véi mot
phong, c6 gia dung phi€u dat phong, khay dung cac hoa don, ching tur gia
dich tai chinh cua khach.

- Gian hang luu niém cua khach san Harbour View duoc thiét k& nho,
c6 tén la Gift Shop. Pay 1a noi khach san ban anh chup cac canh dep va cudc
song cua con ngudi Viét Nam cung nhiing do6 thu cong, tdi, vai.

- Lobby Lounge Bar c6 stc chita 30 nguoi, ban ghé lich su, luon cé
hoa tuoi dat trén ban, c6 mot dan piano dap tng nhu cau thudng thiic Aam nhac
cuia khach. Noi chita rugu duoc thiét k& canh Lobby bar dé thuan tién cho viéc
phuc vu khéch. Tai day, ruou dugc sap x€p teo noi san xuAt.

- San Terrasse c6 suc chia 30 nguoi, duge thiét k€ hoan hao cho céac
bita an nhanh vGi d6 udng mat. Tai day, khach s€ ¢6 co hoi quan séat cudc song
thuong nhat ctia nguoi dan Viét Nam.

- Nha hang Harbour Cafe chuyén phuc vu cic mén in Au, duoc thiét
ké theo phong céch chau Au, véi stic chita 86 nguoi.

- Nha hang Nam Phuong duoc thi€t ké theo phong cach phuong Dong,
chuyén phuc vu tiéc cudi.

- Nam phong 16n dung cho céc tiéc cuéi va phuc vu cdc hoi nghi, hoi
thao bao gom:

+ Phong Ha Noi, stic chita 108 nguoi, dién tich 104m?.
+ Phong Sai Gon, stic chita 300 nguoi, dién tich 208m?.
+ Phong Hai Phong, stic chita 70 nguoi, dién tich 70m?.
+ Phong Da Nang, stic chira 50 nguoi, dién tich 50m?2.

+ Phong Da Lat, stic chira 10 nguoi, dién tich 21m?.
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- Hé thong phong khach cua khiach san Harbour View gom 122
phong. Tat ca cic phong duoc thiét k&€ hop 1y, dep mat, trang bi cdc thiét bi
hién dai mang lai su tién dung va thoai mai cho khach.

- Ngoai ra, khach san con c6 phong tap thé duc thé hinh véi diy du
dung cu tién nghi, hién dai. Phong matxa duoc thiét k€ chuyén nghiép mang
lai cam gidc thu thdi. Khu bé boi trang tri nha nhin va phit mot mau xanh tuoi
mat cta thac nudc va cay xanh.

C6 thé néi, hé théng co sd vat chat k§ thuat thuoc bo phan tham gia
phuc vu truc ti€p ctia khach san Harbour View kha hoan chinh va phu hop véi
thit hang khéch san 4 sao theo tiéu chuin quéc t€.

1.6.2. Khu vuc néi bo ( Back of the house).

Pé c6 duogc chat lugng phuc vu tot nhat, ngoai hé thong co s& vat chat
k¥ thuat thudoc bo phan tham gia phuc vu truc ti€p thi chat luong cua hé thong
co sG vat chat ky thuat ciing vo cung quan trong.

Chinh vi vay, khach san Harbour View — Hai Phong da dau tu cho bo
phan tham gia phuc vu gian tiép hé thong co s& vat chit tuong doi day du va
hién dai.

- Vé hé thong dién va diéu hoa nhiét do: mang ludi cung cap dién
gom 2 may bién thé€ 1000KW — 6KW 10,4 va 2 may phat dién du phong hiéu
Mitsubishi, tap trung 3 mdy lam lanh 400000 kalo.

- Heé thong thong tin lién lac sir dung hé thong k§ thuat so.

- Heé thong truyén thanh truyén hinh véi 18 kénh truyén hinh va 4
kénh am nhac.

- Heé thong nudc: hé théng cung cap va xir Iy nuéc dat tiéu chudn,
dam bao cung cdp dt nudc sach va dac biét luon dap ting nhu cau trong khach
san.

- Heé thong may thong gié va thoét hoi cung cap gié va lam sach so
bo.

- Heé thong giat 1a v6i 4 may giat cong suat 40kw, 3 may giat cong

sudt 8kw, 1 mdy 12 ga, 2 mdy say kho, 2 mdy 12 hoi, 1 may tdy.
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- Heé thong bép duoc b tri & gidn cong cua khich san, néi lién véi
nha hang thuan loi cho viéc cung cap thuc phdm va ché bién mén an, duoc
trang bi cdc trang thi€t bi hién dai nhu kho lanh, bép ga ¢& 16n, 10 cao tan,
may rura bat.

- Hé thong internet dam bao truy cap thong tin can thiét, kip thoi.

- Khach san con trang bi hé thong thang mdy riéng danh cho nhan
vién trong qud trinh lam viéc.

- Tai cdc van phong lam viéc ctia cdc bo phan trong khach san ciling
duogc trang bi nhiing trang thiét bi hién dai nhit nhidm dem lai hiéu qua lam
viéc cao nhat.

C6 thé khang dinh ring mot phan nho vao hé théng co s& vat chat k§
thuat hién dai nhu trén ma khach san Harbour View - Hai Phong duoc danh
gid 12 khdch san dat tiéu chudn bac nhat vé su nghi ngoi va cac hoat dong giai
tri.

1.7. Két qua hoat dong kinh doanh cua khach san Harbour View trong
thoi gian gan day.

Khach san Harbour View 1a mot trong nhitng khach san c6 két qua
hoat dong kinh doanh tot nhat trong nganh khach san tai Hai Phong.

Bdng 4 :Két qud kinh doanh ctia khdach san Harbour View- Hdi
Phong giai doan 2005-2008

2005 2006 2007 2008

Chi tiéu
USD % USD % USD % USD %
Tong doanh | 2040623 | 100 | 2445382 | 100 | 2882762 | 100 | 3082634 | 100
thu
Doanh thu | 996759 |48.8 | 1269988 | 51.9 | 1502324 | 52.1 | 1608259 | 52.2
luu tra
Doanh thu | 926678 |45.4| 1029884 | 42.1 | 1209813 | 42 | 1288463 | 41.8
nha hang
Doanh thu 117185 | 5.8 | 145508 6 170625 | 5.9 | 185912 | 6
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cac dich vu
khéc

( Nguon: Phong K€ toan, khach san Harbour View, Hai Phong)

Biéu do

Két qua kinh doanh cua khach san Harbour View, Hai Phong giai

Pon vi: USD

\

3.500.000,00+

\

3.000.000,00+

2.500.000,001

2.000.000,0017]

1.500.000,001"

1.000.000,00 17"

500.000,001"]

0,00+
2005 2006 2007 2008

@ Téng doanh thu B Doanh thu luu trg
O Doanh thu nha hang O Doanh thu cac d?ch vu khac

Dé dang nhan thay tong doanh thu, doanh thu luu trd, doanh thu nha hang
va doanh thu cdc dich vu khac ctia khach san déu tang trong vai nam trd lai
day.

Miic tang truéng doanh thu cua khach san Harbour View giai doan 2005-

2008 duoc thé hién qua bang s6 liéu sau:
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Bang 5: Miic tang truong doanh thu ctia khdach san Harbour View, Hai

Phong giai doan 2005-2008

Chi tieu

2006/2005

2007/2006

2008/2007

USD %

USD %

USD %

Tong
doanh
thu

404759 19.8

437380 17.9

199872 7

Doanh
thu luu

tra

273229 27.4

232336 18.3

105935 7.1

Doanh
thu nha

hang

103206 11.1

17992925 17.5

78650 6.5

Doanh
thu cac
dich vu

b6 sung

28323 24.2

25117 17.3

15287 9

( Nguon: Phong K€ toan, khach san Harbour View, Hai Phong)

nhat.

Vé co cdu doanh thu cia khdach san Harbour View:

+ Doanh thu luu trd luon chiém ty trong 16n nhat.

+ Doanh thu nha hang ding tha 2.

+ Doanh thu cdc dich vu b6 sung luon chiém ty trong nho

C6 thé thay trong hoat dong kinh doanh cuia khach san Harbour View,

Hai Phong kinh doanh dich vu luu trd luén 1a hoat dong chinh quan trong

nhat.
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Bang 6: Cong sudt phong cua khdch san Harbour View,Hai Phong

giai doan 2004-2008
Nam 2004 2005 2006 2007 2008
Cong suat
52,38 56,38 59,39 62,88 60
phong(%)

(Nguon: khach san Harbour View,Hal Phong)

Cong suat st dung phong cua khach san Harbour View, Hai Phong
luén c6 xu huéng tang qua cac nam, riéng nam 2008 cong sudt phong giam
nguyén nhan do lugng khach du lich quoc t€ giam dudi su tdc dong cua cudc
khung hoang kinh t& th€ gidi.

Khung hoang kinh t&€ th€ giéi da anh hudng truc ti€p dén nganh kinh
doanh khach san, trong dé c6 hoat dong kinh doanh ctia khach san Harbour
View. N6 1am cho téng doanh thu va cong suét phong ctia khach san giam rd
rét cuoi nam 2008. Do khung hoang kinh t€ ti€p tuc dién ra trong nam 2009
nén doanh thu va cong suét phong ctia khach san van c6 xu huéng giam. Vi
vay, khach san Harbour View cén ¢6 chién lugc hop 1y va hiéu qua dé nang

cao nang luc canh tranh va kha nang thu hit khach.
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TIEU KET CHUGNG I

Chuong I da gi6i thiéu tong quan vé khdch san Harbour View, Hai

Phong gom cédc noi dung chinh sau:

Vi tri dia 1y cua khach san.

Qua trinh hinh thanh va phat trién ctia khach san.
Co céu t6 chitc, doi ngii lao dong ctia khach san.
C4c linh vuyc kinh doanh chu yéu cta khach san.
Co s& vat chat ky thuat cua khach san.

Két qua hoat dong kinh doanh cua khach san trong giai doan

2005-2008.

Nhiing ndi dung dugc dé cap trong chuong I ctia khod luan da gidp

cho nguoi doc ¢6 cai nhin khai quat nhat vé khach san Harbour View, khéach

san quoc t€ 4 sao dau tién va ciling 1a khach san dugc danh gia l1a tot nhat tai

thanh pho Hai Phong.
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CHUONG 11

THI TRUONG KHACH VA CHINH SACH THU HUT KHACH TAI
KHACH SAN HARBOUR VIEW, HAI PHONG

2.1. Phan tich SWOT doi véi khach san Harbour View, Hai Phong trong
boi canh hién nay.

Tat ca cac doanh nghiép muon kinh doanh thanh cong nhat thiét phai
c6 mot chién luoc kinh doanh t6t. Tuy nhién, doanh nghiép chi c6 thé xéc
dinh dugc chién luge khi phan tich duoc qud kht, thuc trang va tri€én vong
bang céch st dung cong cu SOWT. Trong d6:

+ S (Strength): 1a diém manh clia doanh nghiép.
+ W (Weakness): 1a diém yéu trong noi bo ctia doanh nghiép.
+ O (Oppotunity): co hoi moi truong kinh doanh.
+ T ( Threat): thach thic cia méi truong kinh doanh.
- Biéu d6 SWOT:

S \%Y
@) 1 2
T 3 4
- Phan tich biéu do:
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1: Doanh nghiép dang & vi tri cuc ky manh. Doanh nghiép can diy
manh hoat dong kinh doanh trong mot thoi gian ngan dé tan dung co hoi dong
thoi phat huy nhitng uu thé san co.

2: Noi bo doanh nghiép c6 nhiéu diém yéu, moi trudng kinh doanh c6
nhiéu thuén loi. Doanh nghiép cin khic phuc diém yéu dé tan dung co hoi.

3: Doanh nghiép c¢6 nhiéu diém manh nhung gap thach thiic trong moi
truong kinh doanh. Cach tot nhat 1a doanh nghiép da dang hoa loai hinh kinh
doanh dé giam rui ro.

4: Noi bo doanh nghiép c6 nhiéu diém yéu, moi trudng kinh doanh
khong thuan 1oi. Doanh nghiép can giam thiéu chi phi, thu hep hoat dong kinh
doanh, khic phuc nhitng diém yéu noi tai, bén canh dé tim nhitng chién lugc
dot phd mang tinh song con dé tranh nguy co bi pha san hodc chuyén huéng
kinh doanh sang linh vuc khéc.

Phan tich SWOT d6i vé6i khach san Harbour View, Hai Phong trong
bdi canh hién nay.

2.1.1. Piém manh.

Khéach san Harbour View chi€ém thi phan khach kha 16n tai Hai
Phong, dac biét la khach du lich quoc t€ va khach thuong mai. Két qua doé cé
dugc 1a do khach san da phat huy thanh cong cac thé€ manh sau:

- Khéch san Harbour View ¢6 vi tri twong d6i thuan 1oi: nim & trung
tam thanh pho, giao thong thuan tién, gan cac ngan hang, buu dién. Khach san
sO hitu mot khong gian yén binh hi€ém c¢6 ma khong khach san nao tai Hai
Phong ¢6 thé co.

- La khdch san duy nhat & Hai Phong c6 kién tric Phéap c¢6. Diéu nay
g6p phan tao an tugng tot doi véi khach, dac biét 1a khach thudc khu vuc Tay
Au,

- Khach san c6 doi ngii quan 1y va nhan vién dugc dao tao chuyén
nghiép.

- La khéach san quoc t€ dau tién tai Hai Phong c6 chat luong phuc vu

tiéu chuan nhat.
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- Sau hon 10 nam phat trién, khach san da gat hdi dugc nhitng thanh
cong dang ké va danh duoc nhiéu giai thudng uy tin:

+ Ngay 26/3/2004, khach san dugc nhan gial thuong “Best
Service” do t6 chic AWARD GUIDE binh chon tai thanh phd Ho Chi Minh.

+ Nam 2006, khach san nhan giai thuéng “Good Food” do
hang It hanh quoc t&€ SAGA trao tang.

+ Nam 2006, khach san dugc Uy ban Hop tiac quoc t€ vé dau tu
nudc ngoai va Cong doan Thuong mai Viét Nam trao giai thuong ““ Top Trade
Best Service”.

+ Nam 2007, khach san dugc binh chon 1a khach san * than
thién” va cling dat danh hiéu la moét trong nhitng khach san c6 thuong hiéu cao
nhat trong nganh dich vu khach san do bao Thuong mai thuéc B Thuong mai
binh chon.

2.1.2. Diém yéu.

Bén canh nhiing diém manh, noi bo khich san Harbour View, Hai
Phong con mot s6 diém yéu.

- Do khéch san da dugc xay dung tir khd lau (tr nam 1998) nén co s&
ha tang da cd.

- Chat lugng hé thong co s& vat chat ky thuat bi giam sit.

- Trinh d6 ngoai ngit cua nhan vién khong dong déu. Phan 16n s6 nhan
vién st dung thanh thao ti€ng Anh déu tap trung & cdc bo phan tham gia truc
ti€p phuc vu khach nhu : nha hang, 1€ tan. S6 nhan vién & cac bo phan con lai
trinh do giao ti€p bang ti€ng Anh con han ché.

- S6 nhan vién st dung thanh thao hai ngoai ngit con it, phan 16n chi
c6 thé str dung thanh thao mot ngoai ngit 12 i€ng Anh.

- Viéc ting dung céc thanh tuu khoa hoc k¥ thuat con han ché.

- Hé thong dat phong tir xa, thanh toan qua mang internet hoat dong
chua hiéu qua.

2.1.3. Co hoi.
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- Tinh hinh kinh té- chinh tri cia dit nuGc va thanh phd phét trién,
tang trudng 6n dinh 12 mot nhan t6 quan trong gép phan vao su phat trién clia
nganh kinh doanh khéch san.

- Viét Nam 1a mot quoc gia ¢6 nhiéu canh quan thién nhién tuoi dep,
lai c6 bé day van hod- lich st trd thanh diém dén hap din véi nhiéu du khich
qudc t&, tao diéu kién cho nganh du lich- khéch san phét trién. Va Hai Phong
1a mot trong nhitng diém du lich d6i v6i khach du lich khi dén Viét Nam. Day
12 nhan t6 quan trong gidp cho nganh khich san Hai Phong phat trién, trong
do c6 khach san Harbour View.

- Nha nuGc va thanh ph6 ¢6 nhiing chinh sach tao di€u kién tot nhat
cho nganh du lich- khach san phat trién.

- Viéc Viét Nam tham gia céc t6 chic trong khu vuc va trén thé gidi,
mdi day nhat 1a t6 chiic Thuong mai thé gigi WTO di md rong cdc moi quan
hé v6i nhi€u quoc gia thé€ gidi trén nhi¢u linh vuc.

- Hai Phong 1a mot thanh pho cang nang dong lai ¢6 vi tri quan trong
1a ddu mo6i giao thong bing dudng bién ctia khu vuc phia Béc, cong véi cic
chinh sach khuyén khich dau tu, dac biét tir nudc ngoai da tao da va ni€ém tin
cho cdc nha dau tu dén v6i Hai Phong. Pay duoc coi 1a ngudn khach muc tiéu
cta khach san Harbour View, Hai Phong.

2.1.4. Thach thic.

Trong moi truong kinh doanh ludn ton tai co hoi va ca nhiing thach
thic. Vi vay, khach san Harbour View gap phai nhiing thach thic trong qua
trinh phat trién 1a diéu khong thé tranh khoi.

- Cling v6i su phét trién cua kinh t€ 12 su gia tang cia ciu du lich din
dén viéc cac khach san, nha hang dugc xay dung ngay cang nhi€u trén thi
truong Hai Phong.

- Viéc Viét Nam gia nhap WTO dan dén su canh tranh giita cic doanh
nghiép ngay cang trd nén gay gat va khoc liét. Va nganh kinh doanh khéch
san khong nam ngoai xu th€ do.

- Hién tuong gid ca canh tranh khong lanh manh van dién ra.
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- Hoat dong hoi nghi, hoi thdo cao cip chua phat trién ¢ Hai Phong do
co sO ha tang cua thanh pho chua dong bo.

- Du lich Hai Phong mang tinh thdi vu sau sic.Vao nhiing thidng
khong phai mua du lich, lugng khach du lich dén Hai Phong giam 10 rét.

- anh hudng cua cudc khung hoang kinh té th€ gi6i lam cho luong
khach dén khach san giam.

Tur viéc phan tich, danh gid diém manh, diém yéu, co hoi ciing nhu
thach thic trong moi truong kinh doanh sé giup cho khach san hoach dinh
nhitng chién lugc ding dan va hiéu qua.

2.2. Thi truong khach cua khach san Harbour View, Hai Phong.

Khach san Harbour View chiém Iinh thi phan khach kha 16n trong
nganh kinh doanh khach san tai Hai Phong. Vi vi thé, uy tin, chit luong phuc
vu da duoc khang dinh sau hon 10 nam hinh thanh va phét trién khach san
Harbour View trd thanh Iua chon hang diu d6i véi khach du lich cap cao,dac
biét 1a khach du lich qudc t€ va khach thuong mai khi dén Hai Phong. Diéu
nay dugc chitng minh qua nhiing bang so liéu sau day.

2.2.1. Co cau khach caa khach san Harbour View, Hai Phong.
Bdng 7: Co cdu khdch quéc té va noi dia cua khdach san Harbour View,
Hadl Phong giai doan 2005-2008

2007 2008
Nam Luot Luot
% %
nguoi nguoi
Khéach 2419 9.20 2880 10.02
quoc té
Khach noi | 23774 90.80 | 25840 89.08
dia
Tong 26913 100 28720 100

( Nguon: Phong Lé tan, khach san Harbour View, Hai Phong)
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Qua bang s6 liéu trén, dé dang nhan thay: thi truong khach chinh cua
khach san Harbour View la khiach quoc t€, chi€ém t6i 90% lugng khach con
khach noi dia chi dao dong & miic 10%. S& di khach noi dia chi chiém 10% vi
thu nhap cua phan 16n ngudi Viét Nam con & muic trung binh, ho khé c6 thé
lua chon mot khéach san ¢6 miic gid cao nhu khach san Harbour View.

Bdng 8: Co cdu khdch theo muc dich chuyén di cua khdch san

Harbour View, Hdi Phong.

Muc dich chuyén di Ty 1&(%)
Du lich 60
Thuong mai 35
Céac muc dich khac 5
Téng 100

( Nguon: khach san Harbour View, Hai Phong)

Khéach du quoc té va khach thuong mai la hai loai khach chinh cua
khach san Harbour View,Hai Phong. Day dugc coi Ia thi truong khach muc
tiéu cua khach san. Trong d6 khach du lich chiém ty trong 16n nhat 60%,
khach thuong mai chiém 35% tong s6 khach.

Bdng 9: Co cdu khdch theo quéc tich cua khdch san Harbour View,

Hdi Phong ndam 2008
Qudc tich Luong khach(nguoi) Ty 1&(%)
Nhat Ban 9200 32,03
Phap 6119 21,35
Anh 4054 14,12
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bruc 1319 5
Ha Lan 837 3
Tay Ban Nha 407 1,42
Thuy Dién 423 2
Na Uy 127 0,54
Bi 102 0,5
Trung Quoc 401 1,5
Han Quoc 521 2
Thai Lan 124 0,43
Viét Nam 2870 10
Cac quoc tich khac 1748 6,1
Tong 28720 100

( Nguon: Phong Lé tan, khach san Harbour View, Hai Phong)

C6 thé thdy, tai khach san Harbour View khach Nhat Ban chi€ém so
luong 16n nhat. Tiép d6 1a khach Phap, Anh, Pic, Viét Nam, Han Quoc...

Khach Nhat Ban, Han Quoc, Viét Nam, Trung Qudc va mot s quoc
gia thudc khu vuc chau a thuong la khach cong vu, khach thuong mai di tim
ki€ém co hoi lam an tai Hai Phong. Doi véi khach cong vu, ho la nhitng chuyén
vién dang cong tac tai cidc cong ty lién doanh, cac khu cong nghiép tai Hai
Phong nhu: khu cong nghiép Pinh Vi, khu cong nghiép Nomura hay cong ty
ASTY.

Khéch Anh, Phdp, Diic, Tay Ban Nha, Ha Lan, Na Uy,Thuy Dién...
hau hét 1a khach du lich. Pay ciing chinh la thi truong khach qudc t€ truyén
thong cua khach san Harbour View, Hai Phong.

- Co cau khéch theo gidi tinh.

Tai khach san Harbour View, Hai Phong, khach nam chiém ty 1¢ kha
16n 75%, gdp 3 lan khach nit (25%). S& di c6 su chénh 1éch nay 1a vi khach
cong vu, thuong mai hau hét l1a khach nam, trong khi luong khach nay tai

khéch san Harbour View tuong d6i 16n, chiém t6i 35% tong luong khéch.
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Con doi v6i khiach du lich thudng ¢6 su can bang 1 nam 1 nit vi ho
thuong la nhiing cap vo chong.

D6 chinh 1a 1y do 1am cho khach nam chié€m ty 1é 16n hon khach nt.

- Co ciu khich theo do tudi.

Tai khach san Harbour View, hau hét khach c6 do tuéi tir 30 trd 1én.

Khéch du lich nghi tai khdch san c6 do tudi trung binh cao. Khich
Anh va khach Nhat Ban thudng ¢6 do tudi tir 50 trd 1en.

Khach cong vu bao gom ca khach tré va khach trung nién, trong dé
khach trung nién chi€m da so.

Viéc nghién ciu thi truong khach c6 vai tro quan trong trong viéc x4ac
dinh dic diém thi trudng, trén co s& dua ra céc chinh sach thu hit khach c6
hiéu qua, nang cao kha nang canh tranh trén thi truong.

2.1.2. Pac diém thi truong khach cua khach san.

Nghién citu dic diém thi truong khach 12 hoat dong khong thé thiéu
doi v6i moi khach san du khiach san d6 c¢6 quy mo 16n hay nho. Két qua cua
viéc nghién cttu thi truong khach sé giip cho doanh nghiép khach san tra 10i
dugc cac cau hoi:

- Ai la khach hang muc tiéu cua khach san.

- Dic diém trong hanh vi tiéu dung cua ho la gi?

- Pong co tiéu dung san phadm ctia khach san ctia ho 12 gi?

- San pham cua khédch san da ddp ng nhu ciu cta khach mot cdch tot
nhat chua?

- DPau 1a kénh thong tin, kénh phan phéi tot nhat v6i khach hang?
Kénh thong tin, kénh phan phdi hién tai da hiéu qua chua?

Viéc tra 10i cdc cau hoi trén 1a co s& dé xay dung, hoan thién cic
chinh sach thu hit khach. Hiéu qua cua hoat dong thu hit khach s€ phan anh,
danh gia hiéu qua cua cong tac nghién ciu thi truong néi chung va thi truong
khich clia khach san néi riéng. C6 thé khang dinh ring, hoat dong thu hit
khach tai khach san Harbour View dat hiéu qua kha cao thé hién & luong khdch

dén khdch san luon ting mot cdch 6n dinh. Diéu d6 ching to cong tac nghién
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cttu thi truong duoc thuc hién rat tot. Tai khach san Harbour View, hoat dong
nay thudc chiic nang ctia bo phan Sales — Marketing trén co s& tong hop, phan
tich, danh gia cac thong tin cua bo phan 1€ tan.

Qua nghién cttu, thi truong khach tai khach san Harbour View, Hai
Phong c¢6 nhitng déc diém nhu sau:

Vé kha nang chi tra: thi truong khdch chinh cta khdch san Harbour
View,Hai Phong 1a khich qudc t&€ nén kha nang chi tra cta nhitng tap khich
nay rit cao. Pay chinh l1a nhan t6 quan trong anh huéng dén yéu cau cua
khach vé chat lugng dich vu cuia khach san. Ho 1a nhitng ngudi ¢6 trinh d6 hoc
vén, trinh do van hod cao lai c6 kha nang chi trd cao nén yéu ciu clia ho vé
chat luong cac dich vu trong khdch san 1a rat khat khe. Vi vay yéu ciu nhan
vién khach san phai luon c6 thai do lich su, vui vé, than thién, c¢6 trinh do
chuyén mon nghiép vu, d6i vé6i cdc san phdm dich vu phai hoan hdao, dat tiéu
chuén chat luong cao. N6i tém lai tat ca phai thod man duoc yéu cau cuta ho,
ludn tao cho ho cam giac thoai mai, vui vé, xing dang v6i nhitng gi ho da bo
ra.

V& thoi gian Iuu trd: D6i véi khach du lich, thoi gian luu tri ngén
ngay, thuong chi tir 1-2 ngay. Khach cong vu thuong luu trd dai ngay. Sau day
1a két qua thong ké thoi gian luu trd cua khach cong vu tai khach san Harbour
View,Hai Phong thang 3/2009:

Bang 10: Thoi gian luu tri cua khdch cong vu tai khdach san
Harbour View, Hal Phong thdang 3/2009.

Thoi gian luu trd (dém) S6 luong(nguoi) Ty 16(%)
1-9 13 50
10-24 5 19,23
25-49 4 15,38
50-74 4 15,38
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Tong 26 100

( Nguon: Bo phan Lé tan, khach san Harbour View, Hai Phong)

Ciing chi tiéu nay 3 thang dau nam 2009 nhu sau:

Bang
Thoi gian luu tra cua khach cong vu tai khach san Harbour View, Hai Phong 3
thang dau nam 2009.
Thoi gian luu tri(dém) S6 lugng( nguoi) Ty 1&(%)
1-9 26 55,32

10-24 9 19,15

25-49 5 10,64

50-74 7 14,89

Tong 47 100

( Nguon: Bo phan Lé tan, khach san Harbour View, Hai Phong)

Qua bang s6 liéu, ta thdy: trong 3 thang dau nam 2009, s6 lugng
khach cong vu la 47 nguoi, trong dé s6 nguoi luu tri 1-9 dém chi€ém ty 1€ 16n
nhat 26 nguoi, tuong tng 55,32%.

Thoi gian luu trd 1a mot trong nhitng nhan t6 anh huéng dén nhu cau
sir dung cac dich vu khéach san cua khach.

Thudng nhitng khach ¢6 thoi gian luu trd ngan ngay tai khach san chi
str dung hai dich vu chinh ctia khach san Ia dich vu luu trd va dich vu an uéng.
Ho hau nhu khong str dung cdc dich vu b6 sung trong khdch san. Do chi nghi
tai khach san 1-2 ngay nén ngoai quang thoi gian sir dung cho nhu cau nghi
ngoi, dn uong, ho thudng danh thoi gian dé dén mot s6 dia diém trong thanh
pho va tim hi€u vé cudc song, con ngudi dia phuong.

Dai v6i nhitng khach luu tri dai ngay tai khach san, phan 16n ho déu
st dung tat ca cdc dich vu hién c6 trong khach san, bao géom ca cdc dich vu b

sung.
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Khach luu tri dai ngay la nhitng khiach hién dang cong tic tai céic
cong ty lién doanh, cac khu cong nghiép. Phan 16n thoi gian ctia ho 1a & tai noi
lam viéc, ho chi trd vé khéch san sau khi két thic mot ngay lam viéc. Vi vay
thoi gian con lai, tic thoi gian tai khdch san ho sé dung dé giai tri, thu gian
bing céch st dung céc dich vu bd sung trong khach san: massage, tap thé duc
thé hinh.

Tuy nhién, c6 mot thuc t€ & tit ca cac khach san, trong d6 c6 khach
san Harbour View,Hai Phong d6 1a khong phal tat ca khach luu trd trong
khach san déu st dung dich vu an uéng ctia khach san. Vi vay, tai khach san
Harbour View, lugng khach an tai nha hang chi chiém 70% luong khach hién
dang & trong khach san. Mat khac, khach str dung dich vu an uoéng ctia khach
san khong chi 1a khach dang luu trd & khach san ma bao gom ca nguoi dan dia
phuong. Ho thuong 1a tang 16p thuong gia cta thanh phd, khach theo cac tour
du lich dén. Céc d6i tuong khach nay déu da dugc dat trude bdi cac cong ty it
hanh. Nhu vay, nguodn khéach st dung dich vu an uéng cua khach san Harbour
View tuong doi da dang.

Vé muc do hai long cta khach vé cic dich vu cta khach san: Khi
duoc hoi vé mic do hai long cua khach d6i véi cac dich vu ctiia khach san,
Giam doc bo phan Lé tan cho biét: muc tiéu vé mic do hai long ctia khach
nam 2009 1a 94% nhung hién tai chi tiéu nay khach san da dat 96%.

Sau day 1a bang s6 liéu thé hién su hai long clia khach vé timg dich vu

ctia khach san trong thang 3/ 2009 va trong 3 thang dau nam 2009.

Bdng 11: Miic do hai long cua khdch doi véi cdc dich vu cua khdch

san Harbour View, Hdai Phong thdng 3/2009 va trong 3 thing dau nam

2009
Chi tiéu Su hai long cua khach (%)
Théang 3/ 2009 3 thang dau nam

2009
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Chat Iuong phuc vu cta 100 98,39
nhan vién

Chat lugng phong nghi 98,18 95,12
Thu tuc check-in 08,15 97,48
Thu tuc check-out 98 98,21
An ninh 08,21 97,56
Chat luong cac bita an tai 91,49 92.16
nha hang

Dich vu mang d6 an dén 89,74 94,74
phong khach

Thal do cua nhan vién khi 100 100
don khach

Cham s6c khich hang 100 100
Vé sinh phong chudn bi 08,18 96,72
don khéach

Don phong khi khich yéu 94,12 93,04
cau

Chat luong giuong 98,11 95,76
Su hiéu biét ctia nhan vién 97,37 08,78
ve cac khu resort

Su hi€u biét ciia nhan vién 96,67 08,44
ve dia phuong

Tao cam giac thoai mai 97,87 97,17
trong thoi gian khich luu

trd

Chat Iuong spa 100 100
Chat lugng phong hoi 100 100
nghi,hoi thao

( Nguon: Bo phan Lé tan, khach san Harbour View, Hai Phong)
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Qua day ta thay, khach kha hai long véi chat lugng phuc vu ciling nhu
chét lugng dich vu tai khach san Harbour View,Hai Phong. Tat ca cac chi tiéu
déu dat trén 90% vé su hai long ciia khdch,va ciing khong c6 su thay déi nhiéu
gitta thang 3/ 2009 va 3 thdang dau nam 2009. Diéu d6 chiing t6 chat lugng cac
dich vu va chat luong phuc vu ctia khach san Harbour View luon duoc gitt kha
6n dinh.

Su hai long cua khach dat t6i 96% da ching td su thanh cong cla
khach san trong viéc ddp ung cac nhu ciu cta khach. C6 duoc su thanh cong
d6 mot phan nhd vao hiéu qua hoat dong tim hiéu, nghién citu, ddnh gid céc
dac diém thi trudng khach cua khach san.

Tuy nhién dé gilt ving duoc ngudén khdch truyén thong va thu hit
dugc nhiéu khach hang mdi thi khach san Harbour View phai ¢6 nhiing chinh
sdch hop 1y nham nang cao hiéu qua cua hoat dong thu hit khach ciing nhu
nang cao kha nang canh tranh ctia kh4ch san trén thi trudng.

2.3. Chinh sach thu hit khach tai khach san Harbour View, Hai Phong.
2.3.1. Nghién ciru va lua chon thi truong.

Hoat dong nghién ctu thi truong 1a mot hoat dong quan trong khong
thé thi€u d6i v6i mdi khich san du khach san d6 ¢6 quy mo 16n hay nho. Viéc
nghién ctu thi truong bao gom ca nghién ctu thi truong vi mo, vi mo, thi
truong khdch va nghién citu céc d6i thi canh tranh trén thi trudng dé tir d6 dua
ra cac chinh sach thu hit khach mang lai hiéu qua cao nhat.

Trudgc tién phal thu thap thong tin tir nhi€éu nguon khac nhau. Thong
tin thu thap thit cap gom tai liéu bén trong va tai liéu bén ngoai.

Tai liéu bén trong (khéach san) 1a: bdo cdo 16 1ai vé hoat dong kinh
doanh ctia khach san.

Tai liéu bén ngodi, gdm: cdc 4n phdm cuia nha nuéc, sdch bao thudng

ky, sdch bdo chuyén nganh du lich - khach san.
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Thong tin so cap la thong tin tir khach hang, thi trudong va cac doi thu
canh tranh. D€ ¢6 duoc ngudn thong tin ndy thudng st dung phuong phéap
phong van truc ti€p khach hang hoac trung cau y kién qua thu thoai.

Tai khach san Harbour View,Hai Phong dung phuong phéap 1ap phiéu
diéu tra questionaire.

Sau khi hoan thanh cong viéc nghién ctu thi truong khach va cac doi
thl canh tranh trén thi truong kinh doanh khach san tai Hai Phong, khach san
Harbour View da chon khach du lich quoc té€ va khach thuong gia la thi truong
muc tiéu. Va cdc chinh sach thu hiit khdch déu nham vao hai tap khach nay.
2.3.2. Chinh sach thu hiit khach tai khach san Harbour View,Hai Phong.

Chinh siach thu hut khach dugc thuc hién thong qua hoat dong
marketing cua khach san. Hoat dong nay dua trén mo hinh marketing hon hop
hay con goi la marketing 8P, bao gom:

- Chinh sach Product: chinh sdch san pham.

- Chinh sach Price: chinh sach gia ca.

- Chinh sich Place: chinh sidch phan phoi.

- Chinh sach Promotion: chinh sach xtc tién.

- Chinh sich People: chinh sdch con nguoi.

- Programme: chuong trinh.

- Package: xay dung san pham tron goi.

- Partnership: quan h¢ déi tac.

Cac chinh sach thu hit khach cua khach san Harbour View, Hai
Phong cting dugc xay dung dua trén mo hinh trén.

< Chinh sach san pham

“ San pham cta khdch san 12 tit ca nhitng dich vu va hang hod ma
khach san cung cap nhim dép ting nhu cdu ctia khach hang ké tir khi ho bt
dau lién hé véi khach san cho téi khi tiéu dung xong va roi khoi khach san”.

Mic diu san phdm cua khdch san tén tai dudi ca hai hinh thic hang

hoé va dich vu nhung hau nhu cac san pham 1a hang hoa déu dugc thuc hién
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duéi hinh thic dich vu khi dem ban cho khach. Vi vay, nhiéu nha nghién ciu
cho rang san pham cua khach san 1a dich vu.

Nhu cau cua khdch 12 rat da dang, vi th€ dé thoa man cdc nhu ciu
do, san pham ctia khach san ciing phai luon da dang va chét luong. D6 ciing 1a
mot trong nhitng chinh sdch nham thu hut khéch.

Vi vay khach san Harbour View,Hai Phong luon da dang hod hé
théng san pham cuia minh.

+ D61 véi dich vu luu tra.
Phong nghi duoc trang bi hién dai, tao cam giac thoai mai cho khach
trong thoi gian luu tra.
Hang muc phong c6 su thay doi.
Bdng 12: Hang muc phong cua khdch san Harbour View, Hdi
Phong nam 2008 va 2009
Bang hang muc phong 2007

Hang muc phong S6 luong
Executive suite 7
Executive business deluxe rooms 21
Superior rooms 49
Standard rooms 45
Tong 122

Bang hang muc phong 2008

Hang muc phong S6 luong
Superior rooms 53
Business deluxe rooms 40
Executive business deluxe rooms 21
Suite 7
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Royal suite 1

Tong 122

( Nguoén: Bo phan Lé tan, khach san Harbour View, Hai Phong)

Tai khach san Harbour View,Hai Phong hién khong con phong
Standard, tang so Iuong phong Superior, ¢6 thém loai phong méi la Business
deluxe va Royal suite nham thoa man nhu cdu da dang cuia khéch.

+ Doi v6i dich vu an uong.

Thuc don nha hang phong phi,da dang cdc mén an, d6 uéng. Cac mén
an thuong duoc thay déi vé cdch ché bién hodc céch trang tri tao cam gidc
ngon miéng cho khach. Bén canh d6 danh sach thuc don ciing dugc thay doi
theo thang, theo miia dé€ ¢6 ngudn thuc pham phong phd va tuoi méi. Su thay
déi d6 da tao cho khach cam gidc méi la. Vi vay nha hang luon gitt duoc
nguon khach truyén thong va thu hidt dugc nhiéu khach hang mdi.

Danh muc cdc d6 uéng ciing duoc 1am phong phi thém béang cac loai
rugu mdi va thu hidt khach bang cdc budi gidi thiéu san pham.

Nha hang con t6 chic tuin 1€ 4m thuc truyén thong ctia mot s6 quoc
gia (Viét Nam, Nhat Ban) mang dam mau sic van ho4 clia quoc gia d6 thong
qua trang phuc, cach bai tri. Qua d6 khach hang khong chi duoc thudng thic
nhitng mén 4n méi ma con ¢é co hoi hiéu biét thém vé mot nén vin hod.
Chinh di€u d6 da hap dan khach dén véi nha hang.

+ D6i vdi cac dich vu bo sung

Khach san Harbour View cé cdc dich vu sau: dat bao ngay, dat hoa
tuoi, dich vu bdo thic, dich vu giat 1. Ngoai ra khdch hang c6 thé giai tri, thu
gidn, rén luyén stc khoé bing cdch matxa, tap thé duc thé hinh hodc tan
huong cam gidc duge dam minh trong lan nuGc trong xanh véi khong khi
thoang mat tai bé boi cuia khach san.

Tuy nhién dé€ c6 thé thu hit khdch chi v6i san phdm phong phi, da
dang 13 chua di ma con phai biét tao ra duoc diém khédc biét trong san pham

cua khéach san. No6i cdch khéc, san pham d6 1a duy nhat trén thi truong va dé
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c6 duogc san phdm d6 chi c6 mot cach duy nhat 1a khach hang phai tu tim dén
khach san Harbour View ma thoi.

Khong nhu phan 16n cac khach san trén dia ban Hai Phong, cac dich
vu b6 sung trong khach san Harbour View chi ban cho khach dang luu tri tai
khach san ma khong ban cho khach ngoai. N6 tao cho khach cé cam giac
minh dugc quan tam va ton trong. Va dé c6 dugc cam giac d6, khach phai try
thanh khach st dung dich vu luu tri cia khach san Harbour View. D6 ciing 1a
mot phuong thiic nham thu hit khach dén véi khéach san.

Ngoai ra, khdch san con t6 chiic céc tour du lich trong ngdy theo yéu
ciu cua khach véi huéng dan vién 1a nhan vién cua bo phan 1€ tan. Thudng cac
tour d6 dugc t6 chic dudi hinh thic city tour véi diém dén 1a cdc di tich, cac
thang canh noi ti€ng cta thanh pho.

Mot trong nhitng nhan t6 thu hit khach dén véi khach san Harbour
View d6 chinh la cac chinh sich cham séc khach hang cua khach san. Vao
nhiing ngay 1& dic biét nhu ngay sinh nhat, hay ngay ky niém 1€ két hon cua
khach, khach san danh ting cho khdch nhitng mén qua dac biét thé hién su
quan tam cua khach san.

Ngoai ra, hang thidng khich san con t6 chic tiéc ding tai san
Courtyard cho nhitng khach dang luu trd trong khach san, tao diéu kién cho
khéach c¢6 co hoi 1am quen nhau va an tuong tot vé thoi gian nghi tai khach san.

V6i chinh siach da dang hod san pham va tao ra san pham dac thu,
khach san Harbour View,Hai Phong da thanh cong trong viéc giit chan dugc
khach hang cii va thu hut dugc khiach hang méi.

+¢ Chinh sach gia.

Viéc xay dung dugc muc gid khach hang chap nhan dugc va loi ich
ctia doanh nghiép dugc bao dam la van dé vo cung kho khan.

Theo Philip Kotler, cac yéu t6 quyét dinh gia bao gom:

- Chi phi san xuat.

- Logi ich san pham cho ngudi tiéu dung.

- Tinh hinh thi truong va gia ca canh tranh.
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- Muc tiéu cua cong ty.

Trén thi trudng viéc canh tranh khong lanh manh bang gid luon luon
dién ra. D€ thu hit khach cac doanh nghiép thudng tim moi cdch nhim ha gia
san pham cla cong ty minh thap hon so vé6i cdc doi thi canh tranh trén thi
trudng nhung di kém véi nd 1a chat luong cha san pham bi giam sit. Chinh vi
vay khach san Harbour View, Hai Phong da khong ap dung bién phap giam
gia dé thu hat khdch ma khong ngiing nang cao chat lugng san pham. Péng
thoi ciing khong ¢6 tinh trang ép gid khach vao nhitng mua cao diém. D6 1a
phuong phép canh tranh hiéu qua nhat.

» Doi v6i dich vu luu tra: khach san Harbour View ap dung chinh
sach gid linh hoat. Mdi loai khach: khach vang lai, khach quen, khach dai han
hay ngin han ¢6 mot gia biéu khdc nhau. No6i céch khac, khach san Harbour
View, Hai Phong ap dung gia cho timg d6i tugng muc tiéu.

Sau day la bang gia phong cta khach san Harbour View ap dung cho

doi tugng khach 1é va khach doan.

Bang 13: Gia phong tai khdch san Harbour View, Hal Phong
thdang 3/2009

+ Doi v6i khach I¢.

Room Rack rate (USD) Bench mark (USD)
(SGL/TWN) (SGL/TWN)

Superior 160/175 115/130
Business Deluxe 186/201 141/156
Executive Business 211/226 166/181
Deluxe

Suite 230/245 185/200
Royal suite 440/455 395/410

( Gi4 trén chua bao gom thué VAT va Service charge)
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+ Doi v6i khach doan.

Room Corporate room rate 09(USD)
Cor A Cor B Cor C
SGL/TWN SGL/TWN SGL/TWN

Superior 99/114 104/119 115/130
Business Deluxe 125/140 130/145 141/156
Executive Business 150/165 155/170 166/181
Deluxe
Suite 169/184 174/189 185/200
Royal suite 379/394 384/399 395/410

( Gia trén chua bao gom thu€ VAT va Service charge)
( Nguon: Bo phan Lé tan, khach san Harbour View,Hai Phong)
V6i khach & dai ngay, khach san ap dung mic gia “long stay”, nghia
la: khach chi phai tra 80% gia thuong va dugc giam 10% gia tai nha hang.
Diéu d6 thé hién chinh sach gia linh hoat ctia khach san, tir d6 thu hut
khéach hang nhdm duy tri va thiét 1ap méi quan hé lau dai, mat thiét véi khach
san dé dugc hudng nhitng vu dai clia khach san.
» Dai v6i dich vu an uéng
- Gia an sdng, trua theo kiéu tu phuc vu (buffet) tai nha hang Harbour
Cafe 12 USD 9.5 ++. Gia an theo ki€u thuc don (set menu) va chon mén ( a la
carte menu) dugc in san trén thuc don clia nha hang.
- Tré em du6i 12 tudi dugc giam 50% gia tai nha hang. Tré em dudi 2
tudi dugc mién phi khi sir dung dich vu dn u6ng tai nha hang.

- Gia tiéc cudi:
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+ Gid bac ( Silver package): 235000 VND/ nguoi, véi thuc don
gom 9 mon.

+ Gi4 vang ( Gold package): 295000 VND/ nguoi, thuc don 11

+ Gid kim cuong ( Diamond package): 400000 VND/ nguoi,
thuc don 11 mén.

> Doi v6i dich vu bo sung

- Gia hoi nghi, hoi thao:

+ Hoi nghi dién ra trong ntra ngay (4 tiéng) c6 gia la USD 22.5/
nguoi.
+ Hoi nghi dién ra ca ngay (8 tiéng) c6 gia: USD 32.5/ ngudi.

Gi4 trén bao gébm gid nghi dé uéng ca phé, an buffet bita trua theo tiéu
chuén quoc té.

- Gid tour du lich:

+ Thanh phé Hai Phong- dao Cét Ba- vinh Ha Long- thanh pho
Ha Long: USD 145 ++ cho nguoi dau tién
USD 45 ++ cho moi nguoi tiép theo
+ Du khao dong qué bang xe dap ¢6 gid: USD 30 ++/ nguoi.
+ Nui Voi: USD 15 ++/ nguoi.
+ San golf Chi Linh :
e San golf 9 16: USD 20++ cho cédc ngay trong tuan, USD
35 ++ cho ngay cuoi tuan va ngay Ié.
e San golf 18 16: USD 40++ cho cdc ngay trong tuan,
USD 65++ cho ngay cudi tuan va ngay €.

Gia cdc tour trén da bao gom 5% phi dich vu (service charge) va 10%
thué VAT, va chi t6 chiic cho kh4ch luu tri trong khdch san. S6 ngudi it nhat
vGi moi tour 1a 2 ngudi.

% Chinh sach phan phoi.
San pham dich vu ciia khach san Harbour View, Hai Phong duoc phan

phoi qua cac hinh thdc sau day:
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- Thong qua c4c dai ly trung gian, trung tam du lich

Hinh thiac phan phéi nay duoc ap dung véi doi tuong la khach du lich
quoc té€ (khach doan). Khach san Harbour View ¢6 moi quan hé mat thiét véi
cac don vi t6 chiic tour, cic cong ty 1it hanh qudc t€ tai Hai Phong, Ha Noi,
thanh phé H6 Chi Minh nhu: SAGA, Sai Gon tourist, Vido tour, Best
tour...thong qua viéc ky két hop dong. Viéc ky két hop dong tour nay c6 1gi
cho cé& doi bén: cdc don vi t6 chiic tour c6 phong cho khach &; thong qua cic
don vi t6 chiic tour, khach san phan phéi duge phong ngu, dam bao dugc cong
sudt phong cao, tranh that thu doanh s6 vao nhitng mua € 4m. Cac don vi t6
chiic tour ciing vay, an tam hon vé s6 phong ma khach san dé danh cho khach
vao nhitng mua dong khach.

Céc doanh ngiép 1t hanh trén la nhiing doi tac truyén thong cua khach
san Harbour View nén moi lién hé gitra hai bén 1a vo cing chat ché va mat
thiét. Vi vay day duoc coi 12 kénh phan phoi 6n dinh nhét ctia khach san. Viéc
duy tri moi quan hé vé6i cac kénh phan phéi nay mang dén cho khach san mot
ngudn khich 6n dinh, déng gép vao hiéu qua cua cdc chinh sich thu hit
khach.

- Doi ngii doi ngili ban hang truc tiép.

Tai khach san Harbour View, hinh thic phan phoi thong qua doi ngii
ban hang truc ti€p ap dung véi doi tuong khach 1€ ( thuong la khach cong vu,
khach thuong mai) thong qua doi ngii ban truc ti€p la nhan vién bo phan 1€ tan
hoac nhan vién phong Sales — marketing. Khach thuong lién hé truc ti€p véi
khéach san dé diang ky viéc dat buéng ma khong thong qua bat ky t6 chic
trung gian ndo. Tuy nhién dé kénh phan phoi nay hoat dong hiéu qua t6t, nhan
vién 1€ tan phai két hop chit ché véi cac bo phan khac nhu bo phan budng dé
nam bat thuc t€ tinh trang phong va khach dé€ kip thoi diéu chinh thong tin va
theo su chi dao ctia cap quan 1y, nhan vién phu trach Marketing vé viéc du bdo
phong dé ban san pham qua hoat dong cho khach dang ky gitt chd, nham tranh

that thu va tranh rui ro trong viéc cho dang ky vugt troi.
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Thai do, cach giao tiép cua nhan vién véi khach trong qua trinh khiach
dat phong chinh 1a Iic khach c6 an tuong ban dau vé khach san.

- Hé thong dat phong tir xa, thanh toan qua mang internet.

V6i hinh thic phan phéi nay khach mua san pham ctia khach san va
thanh todn qua mang ma khong can phai ti€p xic truc ti€p véi nhan vién
khach san. Viéc phan phoi nay rat thuan 1gi cho ca khach va khach san. Tuy
nhién, n6 ciing c6 khuyét diém vé viéc gi6i han thong tin.

Hinh thiic phan phoi trén hién da duoc ap dung & khach san Harbour
View, Hai Phong nhung hiéu qua chua cao.

C6 thé néi, chat lugng cdc kénh phan phoi cuia khach san Harbour
View, Hai Phong hoat dong kha t6t va hiéu qua. Pay cling 1a mot trong nhiing
nguyén nhan khién khach lua chon Harbour View ma khong phai bat ¢t khach
san nao khac trén dia ban Hai Phong.

+¢ Chinh sach con nguoi.

Hoat dong kinh doanh khéich san thuoc linh vuc kinh doanh dich
vu. Vi vay, san phdm ctia khach san 1a dich vu. Mic du san pham ctia khach
san ton tai dudi ca hai hinh thuc hang hoa va dich vu nhung hau nhu cac san
pham 12 hang hod déu dugc thuc hién duéi hinh thitc dich vu khi dem bén cho
khach (thoi gian, khong gian san xuat va tiéu dung 1a truing nhau).

Giong nhu tit ca cac hoat dong kinh doanh dich vu khac, trong kinh
doanh khéch san, yéu t6 con nguoi dong vai tro vo cung quan trong. Trong d6
bao gém trinh do chuyén mon nghiép vu, kha ning giao ti€p clia nhan vién
khach san. T4t ca tao nén chat luong phuc vu cua khach san, nhan t6 quan
trong hang ddu dé thu hdt khach.

Pugc danh gi4 1a khach san c6 chat lugng phuc vu tiéu chudn nhat Hai
Phong, khach san Harbour View c6 chinh sach vé con nguoi 1a kha t6t. Day
chinh 1a mot trong nhitng tic nhan lam nén hiéu qua cua hoat dong thu hat
khach cta khach san Harbour View, Hai Phong.

Chinh sdch con nguoi ciia khach san Harbour View,Hai Phong thé

hién truéc hét & cong tac tuyén chon nhan vién. Cong tdc ndy dugc tién hanh
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kha nghiém tic va ky ludng. D€ trg thanh nhan vién khéach san Harbour View,
Hai Phong tat ca phai vuot qua 2 vong phong van bang tiéng Anh cuia gidm
d6c nhan su va tong giam doc. Diéu kién tién quyét dé trd thanh nhan vién
khach san 1a phai c6 trinh do ti€éng Anh tot, dac biét d6i véi nhan vién cac bo
phan truc ti€p tham gia phuc vu khach nhu bo phan 1€ tan va bo phan nha hang
vi thi truong khach chu yéu ctia Harbour View la khach thuong mai cao cap va
khach du lich quoc té.

Sau khi vuogt qua vong phong van, nhan vién ti€p tuc phai trai qua hai
thang thir viéc d€ kiém tra, danh gi4 trinh do chuyén mon nghiép vu.

Do dugc tuyén chon ki ludng nén chat luong doi ngii nhan vién khach
san Harbour View,Hai Phong duoc danh gia kha cao v6i chuyén mon nghiép
vu vitng vang.

Khach san mu6n ¢6 chat lugng phuc vu tot, lam vira 1ong khach diéu
quan trong la doi ngli nhan vién phai c6 thai do 1am viéc nhiét tinh, phoi hop
chat ché v6i nhau trong cong viéc, luon t6 ra than thién, lich su va biét cach
lang nghe khach. Muén c6 dugc diéu d6, ban l1anh dao clia khach san phai biét
tao ra mot moi truong va khong khi 1am viéc thoai mai cho nhan vién.

Hiéu dugc tAim quan trong clia viéc d6, khach san Harbour View, Hai
Phong da c¢6 nhiing chinh sach quan tdm, wu dai doi v6i nhan vién.

Vé muc luong: lwong binh quan cla nhan vién khach sanh Harbour
View, Hai Phong 1a 2,5 — 3 triéu/ thang. C6 thé néi day 1a mic luong cao so
v6i nhan vién cac khach san khac trong dia ban thanh pho.

Vé thoi gian lam viéc: tit ca cdac bd phan déu chia 1am 3 ca lam viéc,
thoi gian 1a 8 ti€ng/ ka.

+ Ca 1: 6h — 14h

+ Ca 2: 14h — 22h

+ Ca 3: 22h — 6h sdng hom sau.

Riéng v6i nhan vién nit khong phai l1am ca 3.

Trong tuan, m6i nhan vién ¢6 mot ngay nghi.
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Hang nam, khach san déu t6 chic cdc chuyén thim quan nhim ddp
ting nhu cau du lich clia nhan vién, thudng t6 chic vao dip ddu nam véi di€ém
dén 1a nhitng ngoi chua ndi tieng dé moi ngudi ciu chic ¢6 mot naim mdéi
thanh cong, may man. Diéu ndy chiing to riang, ban lanh dao khéch san rét
hiéu tam ly, nguyén vong ctia cdn bo nhan vién khéch san.

C6 mot diém dic biét trong chinh sidch con ngudi cta khich san
Harbour View, Hai Phong d6 1a: trong mot nam, moi nhan vién khich san ¢6
co hoi cung nguoi than duoc & mot ngay tai khach san va sit dung mién phi
cac dich vu trong khach san.

Hang thang, khéach san c6 t6 chiic dai hoi nhan vién nhiam binh bau va
khen thudng nhan vién xuét sic trong toan cong ty. Day 1a mot trong nhiing
nhan to6 kich thich nhan vién lam viéc t6t hon, c6 trach nhiém véGi cong viéc.
Chinh di€u nay lam cho chat luong phuc vu ctia khiach san Harbour View dugc
danh gia la to6t nhat Hai Phong, tic dong truc ti€p dén hiéu qua hoat dong thu
hit khich.

Song song véi viéc tao moi truong lam viéc thuan loi, khich san con
luon tao di€u kién cho nhan vién nang cao trinh do chuyén mon nghiép vu
bing viéc md cac 16p bdi dudng nghiép vu ngay tai bo phan. Hinh thic nay
mang lai hiéu qua kha t6t vi day chinh 12 cach trao déi, hoc hoi kinh nghiém
gilta cdc nhan vién trong cting bo phan nham nang cao chat lugng phuc vu.
Bén canh d6, khach san con mé céac 16p dao tao dudi su huéng dan cta cac
chuyén gia trong Iinh vuc d6. Tai nha hang thudng xuyén c6 cic budi gidi
thiéu vé cac loai ruou mdi cung véi cach thitc phuc vu nham trang bi cho nhan
vién nha hang c¢6 diy du kién thic vé ruou, dap ting nhu ciu cta khach khi st
dung dich vu an uong tai nha hang. Khach san con ctr nhan vién 1€ tan tham
gia khoa dao tao, boi dudng hudng dan vién du lich do S& du lich Hai Phong
t6 chitc nhim nang cao nghiép vu huéng dan, tao diéu kién phuc vu khach tot
nhat khi dan khach.

C6 thé néi chinh nhitng chinh sidch quan tam, wu dii ctia khach san

doi v6i nhan vién da tac dong gian ti€p tGi hiéu qua hoat dong thu hit khach
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ctia khédch san. Viéc tao diéu kién cho nhan vién c6 moi truong lam viéc ciing
nhu c6 co hoi phat huy hét kha nang cia minh mot cich tot nhat chinh 13 nhan
t6 lam nén chit luong phuc vu cta khach san Harbour View,Hai Phong. Day
ciing chinh 1a di€u ma khach hai long nhat vé khach san, 1a mot trong nhiing
yéu td khién khach san trd thanh lua chon hang dau dei véi khach khi dén Hai
Phong. Chinh vi vay, chinh sich con ngudi tré thanh mot chinh sdch nham thu
hut khéch.
+¢+ Chinh sach quan hé doi tac

Chinh sdch quan hé cong chiing c6 anh huéng khong nhd dén kha
nang thu hut khach cua khach san.

Vi vay, khach san Harbour View, Hai Phong da dua ra chinh sach
quan hé cong chiing hop 1y nham duy tri m6i quan hé véi cac khach hang cii
va thu huat khach hang méi.

+ Quan hé doi noi.

Quan hé doi ndi trong khach san 1la méi lién hé gitta nhan vién cac bo
phan trong khach san véi khach hang ctia khach san. P6i v6i nhan vién trong
khach san, phai quan hé mat thiét, tim hiéu nguyén vong, do tao, huan luyén
ho. Di¢u nay da dugc khach san Harbour View thuc hién kha t6t (xem phan
chinh sach con nguoi).

Doi véi khach hang, khach san Harbour View luon git méi quan hé
gan bo, than mat v6i khdch hang cii. N6 thé hién & viéc khdch san cho phép
cac khach hang nay str dung dich vu luu trd véi mic gia wvu dai hon. Khach
hang c6 méi quan hé cang lau nam thi gid cang wu dai. Piéu ndy duoc thé hién
rd & bang gia phong cua khach san da duoc trinh bay & phan chinh siach gia
cua khach san (thuoc muc 2.2.3 chuong II cua khoa luan). Bén canh duy tri
moi quan hé t6t dep vdi khach hang cii, khach san con tim hiéu va xdc 1ap cdc
moi quan hé méi véi cac khach hang méi.

+ Quan hé doi ngoai.
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Hoat dong quan hé doi ngoai duogc thuc hién kha tot tai khach san
Harbour View, Hai Phong. D6 1a su giao luu, ti€p xtdc vé6i khach hang, cong
chiing trong dia phuong, bdo chi va chinh quyén.

Trong quan hé d6i ngoai, quan hé véi bdo chi, dai truyén hinh déng
vai tro hét sitic quan trong. Nhiing bai viét, nhiing bic anh vé khach san dugc
dua 1én bdo, dai truyen hinh c6 tac dung t6t cho viéc quang cdo, gép phan thu
hit khach dén vé6i khach san. Khach san Harbour View da trd thanh cai tén
quen thudc d6i v6i bdo chi va truyén hinh qua céc bai phéng su khién cho
nhiing ai chua mot 1an dén khéach san Harbour View déu ¢6 mong muén duoc
dén d6 mot 1an dé dugc hudng khong khi yén binh va chét luong phuc vu dugc
danh gid 1a ding dau & Hai Phong. Vi vay khong thé phil nhan anh hudng to
16n cha cdc phuong tién thong tin dai ching d6i v6i kha nang thu hit khach
cta khach san. D6 ciling chinh 1a 1y do khach san Harbour View lu6n giit moi
quan hé t6t dep v6i bdo chi va truyén hinh.

Bén canh d6, khach san Harbour View con dugc biét dén véi tu cach
la mot don vi thuong xuyén tham gia cac cong tic xa hoi cua thanh pho, dac
biét la cong tac tur thién thong qua ciac hoat dong tur thién cho lang tré Hoa
Phuong va mot s6 hoat dong khac.

Ngoai ra, khiach san con la don vi thuong xuyén tai trg cho cac cudc
giao luu van ho4 t6 tai khdch san cling nhu nha hat Thanh pho két hop véi nha
hat nhac vii kich Viét Nam t6 chitc nhitng dém nhac, nhac kich, giao luu van
hoa.

Va thudng nhitng hoat dong vin hoa - xa hoi nhu trén 1a tam di€ém chud
y ctia bdo giGi va duoc truyén hinh truc tiép trén séng truyén hinh. Day la cdch
quang b4 tén tudi clia khach san mot cach dac luc, 1am cho tén tudi, thuong
hiéu khach san Harbour View dugc nhiéu nguoi biét dén va tir d6 trd thanh lua
chon cua khach hang, thu hit khach dén vé6i khach san.

Du lich- khach san la nganh c6 tinh chat hoat dong quoc té, vi vay
trong quan hé doi ngoai con doi hoi cac don vi knh doanh khach san phai gia

nhap cac Hiép hoi du lich quoc t€. VE yéu cau nay khach san Harbour View,
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Hai Phong da lam kha tot. Viéc tham gia cadc Hiép hoi du lich quéc t€ gilp
khéch san nam bét dugc nhiing thay déi méi, nhiing diéu kién méi trong hoat
dong kinh doanh khéich san. Pong thoi day ciing 12 co hoi dé khich san
Harbour View, Hai Phong duy tri cadc m6i quan hé da dugc thiét lap tu trudc
va tao dung thém nhitng méi quan hé méi, tim hiéu thém nhiing thi trudng
mdéi. Tir d6 1ap k€ hoach nghién citu va dua ra céc chinh sach nham thu hdt
nguon khéch tiém nang nay.

Trong quan hé doi ngoai, quan hé véi khach cé vai tro rat quan trong.
Trong kinh doanh cdc nganh dich vu, bao gom ca kinh doanh khach san,
nhiing 16i d6n miéng cta khach hang c¢6 y nghia rat 16n. Loi don do tot, tat
nhién Ia s€ lam cho luong khach tim dén khach san ngay cang dong, nguoc lai
161 don d6 xdu s€ anh hudng khong nho dén luong khach ctia khach san. Vi
vay phai c6 nhiing chinh sach cham séc khach hang tot s€ tao dung dugc uy
tin va niém tin d6i véi khach hang. Vé6i luong khach ngay cang gia tang ching
tdo khach san Harbour View, Hai Phong da c6 nhitng chinh sach cham séc
khach hang hiéu qua.

C6 thé néi, chinh sdch quan hé cong chdng chinh 12 mot trong nhiing
nhan t6 gép phan lam nén hiéu qua cta hoat dong thu hdt khach tai khach san
Harbour View, Hai Phong.

+¢ Chinh sach xic tién (Promotion).

Thuat ngit tiéng Anh “ Promotion” dugc ding dé chi moi cdch thiic
truyén tin gifta ngudi ban va ngudi mua hay c6 y dinh mua hang dé thuyét
phuc ho mua san pham ctia minh.

Muoén kinh doanh thanh cong tat yéu phai ¢c6 mot chinh sach xdc tién
hiéu qua. Va n6 cang quan trong hon doi véi linh vuc kinh doanh khach san,
vi:

+ Nhu cdu vé cdc san pham du lich thudng mang tinh thoi vu rd nét.
Dic diém nay quyét dinh truc tiép dén lugng khach cua khach san, do vay can

phai c6 céc kich thich can thi€t dé ting nhu c4u vao nhing lic trdi vu.
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+ Nhu ciu vé san pham thudng rat co giin theo gi4 va né thay doi rat
16n tuy thudc vao su bién dong cua tinh hinh kinh t€ xa hoi tong quat.

+ Do dic diém cua san pham khéch san, khach hang thuong it trung
thanh vé6i cdc nhan hiéu.

+ HAu hét cdc san pham khdch san déu bi canh tranh gay git va c6
nhiéu san pham thay thé.

Hiéu duoc diéu do, khach san Harbour View, Hai Phong da dua ra
mot chinh sach xic tién hop 1y va thuc hién c6 hiéu qua chinh sach do6 trong
qud trinh hoat dong nhim muc dich thu hit va duy tri mot nguén khéach 6n
dinh.

e Thong tin truc ti€p.

Thong tin truc ti€p nham muc dich dua tin vé khach san dén cong
ching. Thong tin truc ti€p dugc thé hién dudi nhiéu hinh thic: néi, viét, nhin
qua c4c trung tam du lich hoac qua phat hanh tai liéu.

Khach san Harbour View, Hai Phong luén c¢6 méi quan hé chat ché
v6i cac van phong du lich trong nude va cac van phong huéng dan du lich Viét
Nam & nudc ngoai. Tai day cdc thong tin vé khach san sé duoc cung cap mot
cach day du, cap nhat cho khich hang. C6 thé néi day 1a noi ¢6 dong thich
hop va dé ton kém nhat.

Tuy nhién thong tin truc ti€p hiéu qua nhat lai chinh Ia thong tin
truyén miéng cua khach da va dang luu tri tai khach san. Thong tin truyén
miéng ctia khach hay con goi la nhiing 16i don cua khach c6 tac dung rét 16n
va hé trg rit dic luc cho san phdm ctia khéach san. Vi san phdm cta khéch san
mang tinh vo hinh, khach hang khong thé ki€m tra chat luong ctia né truée khi
mua va ngudi ta cling khong thé van chuyén san pham khach san nhu cdc
hang hoa thong thudng khdc. Vi vay, khach phai tu dén khach san dé tiéu
dung dich vu. Y&u t6 tic dong manh nhit dén quyét dinh mua cta khach
chinh 1a nhitng 16i don trén thi trudng vé chét luong dich vu cua khach san

thong qua nhitng nguoi da tung truc ti€p su dung cac dich vu dé. Theo thong
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ké cua Uy ban du lich Singapore, khach du lich qudc t€ dén Singapore qua
nhitng thong tin sau:

+ 30% khach do truyén miéng.

+ 11% qua séch bdo.

+ 14% qua huéng dan du lich.

+ 21% qua nguoi than dang & Singapore.

+ 24% tur cac dai ly du lich.

Qua day ching td, thong tin truyén miéng ctia khach c6 tdc dung rat
16n trong viéc thu hut khach.

Néam bat duoc tam 1y d6 cua khach, khiach san Harbour View da va
dang khong ngimg nang cao chat luong dich vu clia minh, luon tao cho khach
cam giac thoai mai khi & trong khach san thong qua hé thong co s& vat chat ky
thuat hién dai va doi ngli nhan vién nhiét tinh, than thién va quan trong nhat la
c6 chuyén mon va kinh nghiém. Tit cad di mang lai su hai long va dé lai
nhiing 4n tugng tot dep cho khich sau khi roi khoi khach san. Va méi khi
nhac dén khach san Harbour View, Hai Phong ho déu danh gid rat cao vé chat
luong dich vu tai day. Chinh nhiing 161 nhan xét d6 ctia khach da mang lai uy
tin, thuong hiéu cua khach san, va 1a mot nhan t6 tich cuc dua dé€n cho khach
san nhitng khach hang méi.

¢ Quang cdo.

Chu tich t6 chitic ASTA tai Hoi nghi New Orleans, 1997 da ting noi:
“ Rao hang thi thAim dudi ddy giéng rang hang t6t thi ¢é dén moi miéng cling
chang bang mot 14n nhay 1én mai nha ma rao!”

Hay ngan ngit Trung Qudc c6 cau: “ Néu khong biét rao hang, dung
c6 ban hang.”

Quéng cdo 1a cong cu hitu hiéu nhat trong viéc gidi thiéu san pham
dén khach hang. Mot khach san du chat luong san pham dich vu c6 tot dén
dau nhung khong duoc khach hang biét dén dong nghia véi viéc khach san d6

kinh doanh that bai. Vi vay, quang cdo 1a cin thiét d€ khach hang tim dén véi
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doanh nghiép. N6 cang quan trong hon trong kinh doanh khach san vi san
pham cuia khach san 1a san phdm dich vu mang tinh vo hinh.

Panh gia ding tam quan trong ctia hoat dong quang cdo, khach san
Harbour View, Hai Phong da c¢6 ging dua ra nhitng chién lugc quang céo hop
1y nham 10i kéo khach dén véi khach san.

Hoat dong quang cdo dugc khach san Harbour View tién hanh ngay
trong khach san. T4t ca cac vat dung trong khach san, tir ban chai danh rang
trong phong nghi ctia khach, dén doi diia tai nha hang déu dugc in mau logo
cua khédch san. D6 1a cdch thic don gian nhit dé gay dung hinh anh khéch san
Harbour View trong long khach. Bén canh dd, khach san con in danh thié€p va
cdc tap gap gidi thiéu vé khach san. Tat ca déu duoc dat trong phong nghi cua
khdach, tai nhitng noi dé quan sit nhat nhu trén ban 1am viéc. Tai tién sanh,
chiing duoc dat trén mit qudy 1€ tan, noi viéc ti€p xuc vGi khach dién ra
thudng xuyén nhat. Noi dung clia ching 1a nhitng 10i giGi thiéu ngin gon
nhung ddy da vé khéch san. Pay 1a mot cach khac sau hinh anh cua khach san
trong tam tri khdch hang, lam cho khdch gén b6 hon véi khach san. Tur d6
gitp duy tri lugng khach von la nhitng khach hang quen thuoc cua khach san,
vi ho s& khong thé tim thdy mot cam gidc tuong tu khi & bat ky mot khach san
nao khac.

Quang cdo ngay trong khach san la diéu can thiét nhung quan trong
hon cé 1a ¢c6 mot chién luoc quang cdo hiéu qua trén thi trudng nham quang ba
mot cdch rong rai hinh anh ctia khach san. Quang cdo la cach dé ti€p can va
ma rong thi trudng nham thu hit khach hang mdi, nang cao vi thé va sitc canh
tranh trén thi truong.

Khéach san Harbour View thuong xuyén tham gia cac hoi chg quoc
t&: ITB Berlin, ATF...v6i muc dich giGi thiéu, quang b4 vé khach san. Tir d6
md& rong thi truong thong qua viéc tao dung cac mdi quan hé méi véi cac cong
ty It hanh nuéc ngoai, dac biét 1a cac cong ty I& hanh ctia Nhat Ban, Dai

Loan, Hong Kong. DPay dugc danh gid 1a thi trudng tiém nang cta khach san
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Harbour View vi cdc quéc gia nay c¢6 nhi€u nét van hod tuong dong vGi Viét
Nam, vi vay s€ c6 nhitng thuan loi khi phuc vu nhitng tap khach nay.

Bén canh d6, khach san Harbour View, Hai Phong con tién hanh
quang cdo trén céc an pham hang khong nhu: Discovery, Heritage va cdc tap
chi du lich quoc t&€: The Guide, Time Out, Heritage. Nho d6 ma hinh anh, tén
tudi khach san Harbour View dugc biét dén nhiéu hon trén thi trudng quoc té.

Trong cudc s6ng hién dai, cong nghé thong tin cé vai trdo vO clng
quan trong. Viéc tim hi€u,tra ctu thong tin duoc tién hanh thong qua mang
internet dién ra ngay cang nhiéu. Vi vay, quang cdo qua internet 12 mot hoat
dong khong thé khong thuc hién d6i véi cdc khach san, dic biét véi mot khach
san dat tieu chudn 4 sao quoc t&€ nhu Harbour View, Hai Phong. Khich san da
va dang khong ngimg diu tu, xay dung trang web mdi bang cich thué cic
cong cu tim ki€ém hang dau thé giGi: Google, Yahoo, Alatavista tao thuan lgi
cho khich hang khi tim hiéu thong tin vé khach san Harbour View, Hai
Phong.

Tat ca cac hinh thiic quang cdo ma khéach san Harbour View da ap
dung déu nhim mot muc dich duy nhét 1a quang ba hinh anh, tén tudi cla
minh trén thi truong va thu hit khach dén véi khach san. Vi vay du ap dung
hinh thic quang cdo nao, khich san Harbour View déu chi trong dén viéc
nhan manh tinh wu viét chita dung trong san phdm clia minh so véi san pham
ctua cac khach san khac. D6 1a: khach san Harbour View la khach san quoc té&
4 sao duy nhat tai v6i chat luong phuc vu duoc dénh gi4 1a tiéu chudn nhat,
dong thoi ciing 1a khach san c6 khong khi yén binh nhat tai Hai Phong thuan
loi cho viéc nghi ngoi, thu gidn cta du khach nhu 16i nha quang céo ling danh
David Ogilvi da dua ra: ““ néu ro6 nhiing khac biét, nhitng dicu c6 mot khong
hai; néu dua ra san pham véi gid ré thi hay dua ngay gid 1én hang dau; hay su
dung nhitng viéc cu thé, trdnh nhiing cdi chung chung; hdy gi6i thiéu san
phdm nhu mot tdm vé hang nhit; dimg dé nhitng 16i 1€ hay nhat & phia sau,
hay dat nhiing cai ¢ tinh thuyét phuc nhéat 1én hang dau; khai thac moi khia

canh cuia cdi méi; hay chon 1lay mot chu dé, khong nén dai dong; ¢6 hinh anh
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giGi thiéu vé nguoi dan ban xd, khong chup khach du lich; dat 16i gidi thiéu
cho céc tdm anh mot céch thong minh; luon chudn bi céc tai liéu dé cung cap
ngay khi dang quang cao”.

Cau chiéu hiéu 1a 10i gidi thiéu vé khach san mot cach day da va
ngan gon nhat. Vi vay viéc dua ra mot 10i chiéu hiéu an twong 1a rdt quan
trong. Cau chiéu hiéu cta khach san Harbour View nhu sau: “ Stylish,
Colonial, International, Relaxing”. Cau chiéu hiéu nay dia dé cap dén nhiing
van dé ma khach hang quan tam truéc khi lua chon khach san. D6 1a: phong
cach cta khach san, su thoai mai ma khach san dem dén cho khach va tiéu
chuin thtt hang sao ctia khach san (tinh quéc t€). Cau chiéu hiéu nay cua
khach san Harbour View, Hai Phong da tao duoc 4n tugng kha manh doi véi
khéach. N6 nhu mot yéu t6 kich thich khdch dén vé6i kh4ch san dé kiém nghiém
tinh chan thuc cua cau chiéu hiéu trén. Vi vay, 16i chiéu hiéu cling duogc coi l1a
mot trong nhitng yéu t6 thu hiit khach dén véi khach san.

Véi lugng khéach 6n dinh va cé xu huéng ngay cang ting da thé hién
tinh hop ly, hiéu qua cta chinh sach xuc ti€n cua khach san Harbour View,
Hai Phong.

% Lap chuong trinh va xay dung san pham tron goi.

Lap chuong trinh, néi cach khach 1a thiét 1ap k& hoach hay hoach
dinh Ia chiic nang co ban cua nha quan tri, né cho thdy nhitng muc tiéu chi
dao su phoi hop céc hoat dong hoan hao hon, va tir d6 nha quén tri c6 thé diéu
chinh k& hoach dé dat hiéu quéa kinh doanh. D6i vé6i kinh doanh khach san,
hiéu qua kinh doanh chinh 1a thu hiit dugc nhiéu khach dén vé6i khach san.

Thiét 1ap k& hoach khong chi danh riéng cho cac cép quan tri ma
nhan vién bdn san phidm trong nganh du lich- khdch san ciing phai stt dung
chiic ning nay dé lén k& hoach cho viéc bdn san phdm ma minh phu trich
(hoach dinh tac nghiép).

Ta c6 thé hiéu dinh nghia 1ap chuong trinh hay thiét lap k& hoach
nhu sau: “ Thiét 1ap ké hoach 1a vach ra nhitng muc tiéu va duong huéng hoat

dong sao cho phit hop nhdm dat dugc nhitng muc tiéu d6”.
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Theo Philip Kotler thi: “ Hoach dinh chién Iugc 1a tién hanh duy tri
va phat trién su tuong thich phu hop gitta mot bén 1a nguén luc, tiém ning va
muc tiéu kinh doanh ctia doanh nghiép v6i mot bén 1a cac co may tiép thi day
bién dong. Hoach dinh chién lugc dua vao su trién khai mot y dinh kinh doanh
c6 tinh chat rd rang cta doanh nghiép, nhitng muc tiéu va yéu cau ho thudc,
mot ho so kinh doanh viing chic va nhitng chién lugc hoat dong c6 tinh phoi
hop”.

Viéc lap k€ hoach ding dan da gidp khach san Harbour View, Hai
Phong thich nghi va tan dung dugc cidc co may trong mot mot truong kinh
doanh day bién dong nhu hién nay. Cling qua viéc thuc hién cac chuong trinh
da dugc thiét 1ap, khach san da thu thap dugc nhiéu thong tin vé khach hang
va tir d6 xay dung mot chuong trinh quang cao vé khéch san.

Céc k€& hoach kinh doanh trong d6 bao gom ca cac chinh sich thu
hidt khach cta khach san Harbour View, Hai Phong déu duoc xay dung dua
trén nhitng nghién citu vé thi trudng va cdc doi thu canh tranh ciing nhu dua
trén tiém luc, vi th€ clia khach san trén thi truong.

Tinh hiéu qua cta cic chuong trinh ctia khach san Harbour View
duoc thé hién qua su thanh cong cta cdc chinh sach thu hit khach thong qua
luong khach 6n dinh va ¢6 xu huéng ting qua céc nam.

Mot trong nhiing k& hoach kinh doanh cua khach san Harbour
View 1a viéc tao ra cdc san phdm tron géi v6i muc dich hap dan khach dén véi
khach san.

Pay 12 mot san pham tron g6i ciia khach san Harbour View dugc
dua ra nhu mot chuong trinh khuyén mal nhiam thu hidt khdch. San phdm tron
g6i nay mang tén “ Spa, Wine & Dine Weekend Package” véi gia US$199
danh cho 2 nguoi trong hai ngay mot dém va chuong trinh nay cé gia tri dén
31-12-2009. Khi mua g6i san pham nay ctia khach san Harbour View, khach
s€ c6 mot gio duge tan hudng cam giac thu thai, thoai mai tai Mandara Spa véi
ban tay cham soc cua cac nhan vién Spa cua khach san. Khach con cé co hoi

thuong thitc mot bita toi dac biét cho hai nguoi cung véi cac loai ruou cé trong
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kho rugu cua khach san. Phong nghi danh cho khach s€ la loai phong
Executive Business Deluxe véi cac trang thiét bi hién dai tao cho khach cam
giac thoal mal, bao gom ca an sang (buffet) cho hai nguoi. Gia cua goi san
pham nay khong bao gém phi van chuyén.

Viéc dua ra cac géi san phadm tron géi nhu trén da c6 tic dung rat
16n trong hoat dong thu hiit khich, gi6i thiéu vé san pham, dich vu méi cta
khéch san. Vi vay, dua ra cdc san pham tron géi da trd thanh mot trong nhing

chinh sach thu hadt khach cua khach san Harbour View, Hai Phong.

TIEU KET CHUONG II

Chuong II cuia khod luan da nén lén diac diém thi trudng khdch va cic
chinh sach thu hit khach cua khach san Harbour View, Hai Phong.

Viéc nghién ctu thi truong khach da tré thanh mot hoat dong quan
trong khong thé thi€u d6i véi khach san Harbour View. Day 1a hoat dong duoc
coi 12 co s0, 1a tién dé dé tir d6é c6 thé dua ra cac chinh sach thu hit khach cé
hiéu qua.

Nhin chung cidc chinh sach ma khéach san Harbour View da thuc hién
trong hoat dong thu hit khach da thu duoc két qua tot, bang ching 1a Iugng
khach cta kh4ch san luon 6n dinh va hién c¢6 xu huéng tang dan. Tuy nhién,
diéu d6 khong c6 nghia 1a cdc chinh siach d6 da thuc su hoan hao. Mot s6
chinh sach can duoc xay dung t6t hon dé hiéu qua ciia hoat dong nay t6t hon
nita. Va mot s6 dé xuat nham nang cao hiéu qua hoat dong thu hit khach cla

khach san Harbour View s€ dugc dé cap dén trong chuong III ctia khoa luan.
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CHUONG III

MOT SO PE XUAT NHAM NANG CAO KHA NANG
THU HUT KHACH TAI KHACH SAN HARBOUR,
HAI PHONG

3.1. Nhirng nhan dinh co ban.
3.1.1. Thanh cong- kinh nghiém.
Nhin lai 10 nam hoat dong vGi nhi€u thuan 1oi va thir thach, khach san

Harbour View, Hai Phong da git hai duoc nhiéu thanh cong déng ké.

Tan dung va phat huy dugc nhitng th€ manh, co hoi, dong thoi biét
khic phuc nhitng di€ém yéu ciing thich thic, khich san Harbour View da va
dang tiing buéc khang dinh vi thé, tén tudi clia minh trong nganh khich san tai
thanh pho Hai Phong cling nhu trong ca nudc.

Khach san Harbour View luon coi trong cong tic nghién cuu thi
truong, dé tir d6 dua ra c4c chinh sach thu hidt khach kha thi nhat.

Véi chinh sdch san phdm, khdch san khong ngiing nang cao chat

luong cdc san pham, dich vu. Vé6i doi ngii lao dong, khach san Iuon tao diéu
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kién d€ ho c6 co hoi nang cao trinh do chuyén mon nghiép vu va phét huy hét
kha nang ctia minh. Dé nang cao kha nang thu hiit khich, khach san da dua ra
chinh sach xic tién, chinh sdch quan hé d6i tac, xay dung san pham tron goi
hop ly va hiéu qua.

Tinh hiéu qua, kha thi ctia cic chinh sich trén duoc thé hién & luong
khach ctia kh4ch san kha 6n dinh va ¢6 luon xu huéng ting qua céc nam. Su
thanh cong d6 con dugc chitng minh bang cdc gidi thuéng ma khach san dat
duoc: nam 2006, khach san dugc binh chon la khach san ¢6 dich vu t6t nhat
mién duyén hai, nam 2007 duoc binh chon 1a khach san “ than thién” va dat
danh hiéu 1a mot trong nhitng khach san c6 thuong hiéu cao nhat trong nganh
dich vu khach san. Tai dia ban Hai Phong, chat lugng phuc vu cula
Harbourview dugc coi 1a tiéu chuin nhat va cé 4n tuong khd t6t véi khéch.
Chinh vi vay, Harbourview luon la lua chon hang dau déi véi khach thuong
mai va khich du lich qudc t€. Pay 1a nhitng tap khich c6 kha nang chi tra cao
va yéu cau kha khat khe vé chat luong phuc vu.

Cac san pham, dich vu ctia khach san luon dem lai cho khdch su hai
long. Khi hoi muc tiéu ma khéach san dat ra trong nam 2009 vé mic do hai
long cuia khach doi véi khach san nhu th€ nao, Gidm doc 1€ tan cho biét muc
tieu 12 94% nhung hién tai da dat 96%. Diéu d6 cho thay, san pham, dich vu
cua khéch san khong ngimg dugc nang cao dé thoa man nhu cdu ctia khach.

Nhitng thanh cong ma khach san Harbourview c6 duoc 1a két qua cta
mot chién lugc kinh doanh ding dan va su ¢d giang hét minh cta doi ngii lao
dong trong khach san. Va do trd thanh nhiing kinh nghiém quy bau doi véi tat
ca cac doanh nghiép trong nganh kinh doanh khach san. Két qua ay s€ ti€p tuc
duogc duy tri va phat trién trong nhitng ching dudng phat trién méi ctia khach
san Harbourview, Hai Phong.

3.1.2. Ton tai can khac phuc.

Bén canh nhitng thanh cong da dat dugc, khach san Harbourview, Hai

Phong con ton tai mot sé bat cap can khic phuc dé nang cao kha nang thu hiit

khach va nang luc canh tranh trén thi truong.
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- Chat luong san phdm dich vu ctia khach san tuy dugc ddnh gia 1a
tieu chuan nhat tai Hai Phong nhung hé thong san pham, dich vu con don
gian, thi€u da dang, dic biét 1a hé thong dich vu b6 sung.

- DOoi ngiti lao dong tuy c6 chuyén mon nghiép vu kha vitng nhung
trinh do ngoai ngit khong dong déu. Thém vao d6, sd lao dong c6 kha nang sir
dung thanh tao hai ngoai ngit 12 rét it, hdu hét chi c6 kha nang giao ti€p bang
tiéng Anh.

- Hinh thitc phan phéi san phdm dich vu cta khach san qua céc dai
1y trung gian, cong ty du lich va doi ngli ban hang truc ti€p dat hiéu qua kha
tot nhung hoat dong phan phdi qua hé thong dat phong tir xa, thanh toan qua
mang internet chua khai thiac thanh cong.

3.2. Can cit xay dung dé xuat.
3.2.1. Xu huéng phat trién nganh du lich, khach san Hai Phong.

Kinh t€ phat trién, doi song vat chat va tinh than clia con ngudi duogc
nang cao. Hé qua tat yéu la ciu du lich tang cao va du lich tré thanh nganh
kinh t€ trong di€ém ctia nhiéu quoc gia trén thé gii. Nguon lgi ma nganh du
kich mang lai cho cdc quoc gia phat trién né 1a khong nho. Chinh vi vay ma
nguoi ta vi “ du lich 1a con ga de tring vang”.

Viét Nam 1a mot quoc gia c6 tiém luc phat trién du lich rat 16n. Véi
loi th€ ¢6 nhiéu canh quan thién nhién tuol dep do tao hod wu dii cung véi bé
day van hod trong sudt bon nghin nam lich st dung nude va gitt nuée da lam
cho Viét Nam tr& thanh diém dén cta nhiéu du khach quoc t€. C6 thé néi,
nganh du lich nuéc ta tuy méi nhung ddy trién vong. N6 gép phan lam cho
nhiéu thanh ph6 dang timg ngay thay da dai thit, trong d6 c¢6 thanh pho cang
Hai Phong.

Hai Phong 1a mot thanh phd bién, duoc thién nhién wu dai, cong véi
truyén thong lich sir hao hung trong chién diu va xay dung, Hai Phong hién c6
43 diém du lich phan b6 trén toan thanh phd, trong d6 c6 ddy du céc loai hinh
ring, bién, dao, di tich lich sir van hoa va danh lam thang canh, hita hen nhitng

tiém nang to 16n.
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N6i dén Hai Phong 1a ngudi ta nghi ngay dén hai dia danh néi ti€ng
1a Do Son va Cét Ba. Trong do, D6 Son 1a mot quan thé du lich dep véi cac bai
tam 1, 2, 3, ddo Hon D4u, biét thu Bao Dai, dén Ba D€, thap Tudng Long, sudi
Roéng; cac di tich lich sit nhu Bén Nghiéng, Bén tau khong so; cdc 1& hoi noi
ti€ng nhu hoi xudng nudc dau nam, 1€ hoi choi trau...Bén canh D6 Son, Cat
Ba ciing 12 mot quan thé vdi nhiéu diém du lich néi ti€ng trong d6 Vudn Quéc
gia Cat Ba duoc cong nhan 1a khu Bao ton sinh quyén thé gigi. Cdt Ba nguyén
so thuo nao da va dang dugc diu tu ngdy cang nhiéu, song van khong 1am mat
di vé dep thuan khiét. Trai lai, Cat Ba dang dinh hinh véi voc dang cua khu du
lich ¢6 su dan xen hai hoa giita vé dep thién tao va nhan tao, hién dai va day
tiém nang.

Khong chi vay, Hai Phong con 12 manh dat thiéng véi nhiéu di tich
vin hod, lich sur. Trong d6, thuoc huyén Vinh Béo 1a quin thé di tich tudng
niém Trang Trinh Nguyén Binh Khiém, dinh Nhan Muc, miéu Cuu Dién, dén
chiia Thai Binh, lang nghé cham khic gb Bao Ha, mda r6i nuGc, mia roi can,
mda rong..., & huyén Tién Lang la 4 nghin ha ring ngap man Vinh Quang.
Tro vé noi thanh, ta s€ bat gap nidi Thién Van tai quan Kién An; cdc d4u tich
lich st tir thoi Bach Dang day s6ng ghi dau chién cong cia Ngo Quyén danh
quan Nam Han, Tran Qudc Tuén dai pha quan Nguyén-Mong, dén nhitng nam
thang hao hung chong thuc dan Phap va d€ qudc My xam lugc tai quan Ngo
Quyeén.

Puong din du khich dén véi cac diém du lich ndy vo cung thuan loi,
bsi Hal Phong véi hé thong giao thong phét trién, bao gom ca dudng bo,
duong sat, duong thuy va hang khong. Qudc 10 5 n6i Hal Phong v6i Ha Noi,
Hai Duong, duong s6 10 va 17 méi duoc nang cip va sua chita. Chat luong
phuc vu va thoi gian chay tau tuyén dudng sat Ha Noi-Hai Phong ngay cang
dugc nang cao. Hé thong song ngoi day dic, hé thong ciu pha, cang bién véi
cac loai tau cong suat 16n dam bao luu thong trong thanh phd, cling nhu gitra

Hai Phong véi cac tinh trong ca nudc va cac nudc trén thé gidi.
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Dé dam bao cho nhing budc tién viing chic ctia du lich Hai Phong va
phuc vu nhu cau ngay cang tang cua khach du lich trong va ngoai nudc, thanh
pho da va dang chu trong téi viéc nang cip va xay mdi co s ha tang phuc vu
cho hoat dong du lich. Bén canh d6, nganh Du lich Hai Phong da t6 chiic
nhitng “ Mua du lich” tai cdc diém du lich 16n. Pon ctt : mua du lich trén dao
Cat Ba vé6i chuong trinh LE hoi Tuéi tré Cat Ba, biéu dién ludt van, thi thuyén
nan, thuyén thiing va cic tro chol dan gian, dua thuyén rong...Tai D6 Son,
viéc khoi phuc L& hoi Choi trau vao ngay 19 thang 8 am lich hang nam- hién
1€ hoi ndy da dugc Téng cuc Du lich Viét Nam chon 12 1 trong 15 1& hoi quoc
gia - da thu hidt hang van du khéch trong méi muia 1€ hoi.

Véi nhitng nd luc cta toan nganh, Du lich Hai Phong da cé nhiing
buéc phét trién nhanh chéng. T6c do ting binh quan 15,5%/ nam vé luot
khach, trong d6 khach qudc t€ tang trudng 21,6%/ nam. Chi tiéu nam 2010 la
toc do tang binh quan dat 16%, trong d6 khach quoc té€ tang 20%.

Hai Phong trong tuong lai gan s€ tré thanh mot trong nhiing trung tam
du lich ¢6 tAm c& quoc gia, trong d6 phat trién manh du lich sinh th4l bién gin
v6i bdo vé moi trudng sinh thai dé dam bao phat trién bén ving; t6 chic cic
hoat dong kinh doanh du lich gén lién v6i ddm bao an ninh quéc gia, trat tu an
toan xa hoi. Bdi Hai Phong 1a clra ngd quan trong cuta cac tinh duyén hai khu
vuc phia Béc, dong thoi 1a trung thm dao tao va cung cap ngudn nhan luc cho
viing du lich duyén hai Bac B0, trung tam quang ba va xuc tién ctia du lich
phia Bac.

Dé dat duoc muc tiéu do, hién nay, Hai Phong dang tap trung xay
dung ha tang co s& du lich, tao di€u kién thuén 1gi cho viéc thu hit von dau tu
phat trién kinh doanh du lich ctia cdc thanh phan kinh t€. Trong d6, tap trung
vao cdc co s& phuc vu du lich cao cép, du lich tong hop tai hai trung tam du
lich 16n 1a Cat Ba va D6 Son, dé nhitng noi ndy sém trd thanh nhitng khu du
lich c6 tAm ¢& quoc t€. Bén canh d6, Hai Phong ddy manh tuyén truyén quang
ba du lich v6i cdc hinh thitc linh hoat thong qua cac phuong tién thong tin dai

ching tir Trung wong dén cac dia phuong; cac cudc hoi dam, hop tac, hoi thao
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gifta Hai Phong véi céc dia phuong trong toan qudc va quoc t&€ dé gidi thiéu
tiém nang du lich Hai Phong. Day 1a nhiing giai phap thiét thuc nham thu hut
khong chi du khach trong nudc ma con vuon ra thi truong qudc té, dac biét 1a
khu vuc cac nuéc ASEAN, khu vuc Pong a ( nhat 1a Trung Qudc, Nhat Ban),
chau 4 - Thdi Binh Duong, Tay Au, Bic My. Trong d6, Hai Phong s& chu
trong dén nhitng quoc gia c6 cang bién thuan tién cho viéc van chuyén hanh
khéch bang dudng bién.

Thanh ph6é Hai Phong da dua ra phuong hudng phét trién nganh Du
lich-Khach san nhu sau:

- Nang cao chat luong, da dang hod san phdm du lich.

- Hoan thién hé thong co s& vat chat ky thuat phuc vu khach du
lich, dac biét khach du lich quoc té.

- DAu tu ton tao va bao vé tai nguyén du lich.

- Chd trong cong tdc nghién ciu thi trudng, tuyén truyén quang ba
du lich.

- Xay dung k€ hoach dao tao, boi dudng can bd quan ly, can bo
chuyén mon, dac biét 1a doi ngii lam cong tac quan tri du lich va huéng dan
vién du lich.

Phit trién du lich 12 mot huéng chién lugc quan trong trong phat
trién kinh t€ - xa hoi. Vi du lich khong chi gép phan tang ngudn thu cho ngan
sach thanh ph6 ma con thic ddy kinh t€, van hod - xa hoi phat trién. Xdc
dinh: Phét trién du lich trén co so khai thac ¢6 hiéu qua vé diéu kién tu nhién,
sinh thai bién, truyén thong van hoa, lich st thanh pho Cang 1a tién dé bao
dam su phat trién bén viing ctia nganh Du lich Hai Phong trong thé ky XXI.
3.1.2. Pinh huéng phat trién ciia khach san Harbour View, Hai Phong.

Trong kinh doanh, viéc hoach dinh chién lugc va phuong hudng
phat trién ¢ y nghia dic biét quan trong. N6 dong vai trd 14 kim chi nam doi

vGi moi hoat dong cua doanh nghiép.
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Hién nay, viéc canh tranh dién ra ngdy cang gay gat, vi vay, viéc
hoach dinh chién luoc ding dan sé gitip cho doanh nghiép ¢6 nhitng bude di
pht hop va hiéu qua.

Phuong huéng chién lIuge cua khach san Harbour View, Hai Phong
duoc xay dung dua trén xu thé phat trién ctia thanh pho Hai Phong, ciing nhu
dua trén vi thé va kha nang canh tranh ctia khach san trén thi trudng.

Phuong huéng phat trién clia khach san Harbour View, Hai Phong
bao gom cédc ndi dung co ban sau:

- Pa dang ho4 san pham dich vu trong khach san, dic biét 1a cdc
dich vu bo sung va khong ngimg nang cao chat luong dich vu.

- Luon tao ra cac san pham khéc biét so véi cac khach san khéc.

- Duy tri khiach hang truyén théng, tap trung vao hai loai khach 1a
khach du lich quoc t€ va khach thuong mai, dong thoi c¢6 cac chinh sach thu
hit khach noi dia va khach Trung Quéc.

- Kién toan bo mdy t6 chic, thuc hién t6t cong tic quan ly.

- Nang cao chat luong doi ngii ngudn lao dong, bao goém ca trinh
do chuyén mon va trinh d ngoai ngir.

- DAu tu trang thiét bi, co s& vat chat ky thuat.

- Nang cao nang suét buéng phong.

- Lap méi quan hé véi cac dai 1y du lich.

- Dam bao doanh thu tang 15 - 18%/ nam.

- Xdc tién quang cdo manh mé.

- Quan tam t6i doi song can bo cong nhan vién ( chinh sach uu dai,
ché do luong...)

3.3. Cac dé xuat cu thé.
3.3.1. Doi v6i hé thong san pham.

- Khach san Harbour View la khach san dugc danh gid la c6 chat
luong phuc vu tiéu chuén nhét tai Hai Phong. Tuy nhién, dé dang nhan thdy

cac dich vu bo sung trong khach san con don gian, thi€u da dang. Vi vay,
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chinh sich da dang hod san phdm nén tap trung vao viéc mé rong thém mot s6
dich vu b6 sung nhu san tennis, dich vu hat karaoke, trung tAm lam dep...

- Tai khach san Harbour View da c6 quay hang luu niém Gift Shop
phuc vu khich nhung khong gian ctia quiy hang ndy qua nho, san pham thi€u
da dang, phong phii nén kha nang thu hit khach con thap. Vi vay, khach san
Harbour View nén cé k€ hoach m& rong gian ban hang Iuu niém nay va da
dang hod cdc mat hang dé nang cao kha nang thu hit khich.

- Daéi véi hoat dong kinh doanh an uéng, hang thang nha hang nén
t6 chic ngdy 1€, tuan 1€ gidi thiéu cdc moén an truyén thong cuia dan toc vi tinh
hoa vin hod dan toc phan nao ciing dugc thé hién trong cic mén an dé. Hoat
dong nay sé kha hdp dan doi v6i khach quoc té€ vi mot trong nhitng muc dich
cta ho khi dén Viét Nam 12 tim hi€u nén vin ho4 ctia dan toc Viét Nam. Bén
canh d6, khéch san ciing nén t6 chitc nhitng ngay 1& cdc mén an truyén théng
ctia mot s6 nuGc Chau 4 khac nhu Trung Quoc, Nhat Ban, Han Quoc...nham
da danh hod san pham. Hoat dong nay néu dugc thuc hién t6t sé trd thainh mot
chinh sach khd hiéu qua gép phan thu hit khach dén véi khach san. D€ phuc
vu hoat dong nay, c6 thé tién hanh md cira trd lai nha hang Nam Phuong .

- Hoat dong t6 chitc tour du lich di dugc tién hanh & khach san
Harbour View nhung phan 16n cdc diém dén déu nim trong ndi thanh Hai
Phong. Khach san nén md& thém céc tour du lich dén cdc lang nghé truyén
thong & cac huyén ngoai thanh Hai Phong nhu Vinh Bao, Thuy Nguyén hoac
t6 chic céc tour du lich du khdo dong qué ( Kién An - Tién Lang - Vinh Béo -
An L3o). Loai hinh du lich rat dugc khach quoc t€ yéu thich va hién dang
duoc khai thac & Hai Phong.

Bén canh viéc tién hanh da dang ho4 san pham, khach san Harbour
View can khong ngling nang cao chat luong dich vu.

- Phan 16n trang thiét bi cta khach san Harbour View hién dai
song do da duoc trang bi trong mdt thoi gian dai nén khong tranh khoi tinh
trang hong héc va bi giam sit vé chat lugng. Thuc t€ 1a chat lugng dudng

truyén internet khong day ctia khiach san khong duoc t6t khién khach khong
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hai long va ludn trong tinh trang phai cai dat lai. Vi vay, khach san nén c6
nhiing dau tu hop 1y d€ d6i mdi trang thiét bi va hé thong co s vat chat. Dic
biét 1a khu vuc tién sanh, day duoc coi 1a bo mat ctia khach san, 1a noi khach
ti€p xudc dau tién khi dén khach san nén hinh anh ctia khu vuc nay la rit quan
trong. Trong nhiéu nam gan day, khu vuc nay cta khach san Harbour View
gan nhu khong c6 gi thay déi, phan dém va goi gh€ da c6 hién twong cii, nhin,
ban. Khach san nén thay bing nhitng dém va g6i méi dé duy tri dugc hinh anh
cua khach san .

- D6i v6i dich vu bé sung, khich san nén 4p dung chinh sdch ban
kém v6i cdc san phdm chinh cta khéch san. Hinh thic ban nay s& gidp giam
b6t thoi gian nhan réi cua lao dong 1am viéc trong bo phan kinh doanh dich vu
b6 sung. Dong thoi, day ciing 1a cdch gidi thiéu cdc dich vu bd sung ctia khich
san dén véi khach, tir d6 ¢6 chinh sdch hop 1y dé thu hit khich st dung céc
dich vu nay.

3.3.2. Doi v6i chinh sach phan phoi.

- Kénh phan phoi cta khach san Harbour View nhin chung hoat
dong c6 hiéu qua nhung cac kénh phan phdi con tuong do6i it. Phan 16n la
khach tr cac cong ty 1t hanh va cac cong ty lién doanh c6 moi quan hé lau
nam vé6i khdch san hoic do khéch truc ti€p dang ky dat phong vé6i. Vi vay ,dé
g6p phan nang cao hiéu qua ctia chinh sach thu hit khach, khach san Harbour
View, Hai Phong can c6 ké& hoach hoan thién chinh sach phan phéi cua minh.

- Nguon khach chl yéu cua khach san Harbour View la khach du
lich quéc t€ va khach thuong mai nén kénh phan phoi chu yéu la thong qua
cdc cong ty It hanh, noi ma khich du lich mua tour hodc cic cong ty lién
doanh nudc ngoai tai Hai Phong. Pay la nhitng khach hang thuong xuyén va
lau nam cua khéch san, cung cdp lugng khach 6n dinh cho khdch san. Chinh
vi vay can gilt moi quan hé chit ché, mat thiét véi cdc cong ty nay nham tao
nguon khach 6n dinh cho khéach san ngay ca trong nhitng thoi diém trai vu.

- Ngoai ra, dé c6 thé thu hiit thém nhiéu khdch hang mdi, khéach

san can tao dung mot hé thong kénh phan phdi méi thong qua viéc thiét 1ap

72



cac moi quan hé véi cac cong ty 1& hanh méi, dac biét 1a cac cong ty 1it hanh
ctia cac nude trong khu vuc Chau a4 nhu Trung Quoc, Han Quoc, Nhat Ban vi
trong nhitng nam gan day luong khach thudc cac quoc gia nay dén Hai Phong
kha nhicu. Pay 1a nguon khach tiém nang ma khach san nén khai thac va céch
khai thdc t6t nhat 1a tao dung dugc moi quan hé gin b6 véi cic cong ty 1it
hanh qudc t€ cua cac quoc gia do.

- Khach luu trd trong khach san Harbour View, Hai Phong c6 dén
90% luong khach da dat phong trudc, khach vang lai chi chi€ém 10%. Tuy
nhién, 90% luogng khach nay viéc dat phong déu dién ra truc ti€p thong qua
nhan vién khach san hoac 1a s6 phong da dugc ghi 16 trong hop dong véi cac
cong ty It hanh. Tai khach san Harbour View, viéc ap dung hé thong dat
phong tr xa va thanh todn qua mang internet con han ché, chua hiéu qua.
Khéch san cin nhanh chéng hoan thién va phét trién hé thong dit phong tu xa
dé phi hop v6i xu huéng phat trién ctia kinh doanh khdch san trén thé gidi la
ap dung cac thanh tuu khoa hoc k¥ thuat va dé xing ddng véi thit hang khach
san 4 sao quoc teé.

3.3.3. Doi v6i chinh sach xic tién.

Khéch san Harbour View cidn ddy manh viéc thiét 1ap quan hé véi
céc trung tam thong tin du lich trong va ngoai nudc. Pay dugc coi 1a nol ¢
dong thich hop va d& ton kém nhat.

- Tang cudng st dung thong tin truyén miéng cua khach hang.
Pay Ia hinh thic quang ba va thu hut khach twong doi hiéu qua do dac thu ctua
san pham dich vu khach san 1a san phdm vo hinh va khach hang thudng tham
khao y kién 14n nhau truéc khi quyét dinh mua san pham. Thong tin ma khéach
hang ri tai nhau néu ¢6 1gi cho khach san s€ 1a nhan t6 16i kéo khach dén véi
khach san va nguoc lai. Cach tao ra thong tin tot 1a khach san Harbour View
phai c¢6 chat lugng phuc vu, c6 chinh sach cham s6c khach hang t6t va quam
trong nhat 12 phai tao ra duoc san phadm mang tinh khac biét so vdi cac khach

san khéc trén thi trudong.
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- C6 mot thuc t&€ 1a hau nhu khach san Harbour View khong phat
hanh bat ci tai liéu nao vé minh, c6 chiang chi l1a nhitng to gap vé6i noi dung
con don gian va thuong chi duoc dit tai quay 1€ tan. Vay nén khach san nén
thuong xuyén phdt hanh céc tai liéu nham gidi thiéu mot cich day du vé
khach san, vé nhiing dich vu, uu dai ma khach s& duoc hudng khi & tai khach
san Harbour View, Hal Phong. Nhitng tai liéu ndy c6 thé trao cho khach du
lich truGce khi khdch dén véi khach san nhu trao tai san bay hodc tai cac diém
du lich. Ciing c6 thé phat hanh theo danh sach nhiing kh4ch hang cii hodc phat
hanh tlr cac dai dién quoc gia & nude ngoai. Viéc phat hanh tai liéu nhu vay 1a
mot hinh thitc dua hinh 4nh, tén tudi cia khich san dén vé6i nhiéu khach hang
hon nifa, tir d6 s€ thu hit duogc khach dén véi khach san.

- Mot hoat dong khong thé thi€u néu khdch san muoén thu hiit
khach 1a ti€p tuc phdt trién cac quan hé cong ching bing cach tich cuc tham
gia cidc hoat dong van hod- xa hoi, cong tac tr thién, quan hé v6i bao chi,
truyén hinh. Hiéu qua ctia hoat dong quéang ba tén tudi ctia khdch san Harbour
View trén cac phuong tién thong tin dai ching la chua cao. Vi thuc t€ la rat
nhi¢u nguoi dan ndi thanh Hai Phong khong hé biét dén khach san Harbour
View. Tu thuc t€ d6, cho thay khach san Harbour View nén hop tac véi co
quan dai ching ma quan trong 1a véi dai truyén hinh dia phuong c6 nhiing
phéng su, quang cdo vé khach san mot cach ddy di nhat dé chiing to rang
khach san Harbour View ding la khach san hang dau tai Hai Phong.

Tuy nhién hién nay véi su phat trién vuot bac clia cong nghé thong
tin néu chi st dung hinh thitc quang cdo trén béo chi, truyén hinh 1a chua du.
Ngoai ra, khach san cin phai ddy manh cong tdc quiang céo trén mang
internet. Can dau tu cho viéc phat trién website ctia khdch san, thudng xuyén
cap nhat nhitng thong tin méi nhét, cac chuong trinh dac biét cua khach san
trén website dé khach hang c6 duoc thong tin mot cach nhanh nhat va chinh
xac nhat.

3.3.4. D6i v6i nguon nhan luc.
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- Mot trong nhiing yéu t6 lam nén su thanh cong cua hoat dong
kinh doanh khéach san chinh la chat luong nguon lao dong. Khach san Harbour
View la khach san c¢6 doi ngii nhan vién dugc danh gia la cé chat luong tot
nhdt Hai Phong. Tuy nhién t6t nhat khong phai 1a hoan hao nhét. Van dé 16n
nhat ctia nhan vién khach san Harbour View chinh la ngoai ngit. Tai khach
san Harbour View, chi ¢6 nhan vién cua hai bo phan thuong xuyén ti€p xuc
truc tiép v6i khach 1a bo phan nha hang va bo phan 18 tan 12 c6 kha nang giao
tiép tot bing tiéng Anh véi khach. Nhan vién céc bo phan khic kha nang giao
tiép vGi khach 1a rat yéu, dac biét doi ngli nhan vién ¢6 kinh nghiém lam viéc
lau nam thi trinh do tiéng Anh cang kém. Vi vay, mac du la nhitng bd phan
tham gia phuc vu gidn ti€p, khong thuong xuyén giao ti€p véi khach nhung
khach san ciing can c6 nhitng chinh sach khuyén khich nhan vién thudc cac bo
phan nay nang cao trinh do ti€ng Anh song song véi viéc nang cao trinh do
chuyén mon nghiép vu.

- Dai v6i nhan vién bod phan nha hang, dac biét 1a nhan vién 1€ tan,
trinh do ti€éng Anh la kha t6t. Tuy nhién, thuc té cho thdy khach dén khach san
Harbour View, Hai Phong khong phai ai ciing c6 thé sir dung ti€ng Anh 1am
phuong tién giao ti€p, nhat 1a d6i véi khach thudc cac quoc gia Chau 4. Nén
viéc chi ¢6 thé sir dung thanh thao ti€ng Anh thoi 1a chua dii. Nhan vién hai bo
phan nay nén biét va sir dung dugc ngoai ngit thit hai, ¢ thé 1a ti€éng Trung
hoac tiéng Nhat, vi lugng khach Nhat Ban hién dang luu tri ¢ khach san la rat
16n, con khach Trung Quoc dang duoc coi 1a thi truong khéach tiém nang cua
nganh khach san Hai Phong néi chung va cta khach san Harbour View noéi
riéng.

- Khéch san nén dao tao nhan vién theo tiéu chuan VTOS.

Trong kinh doanh khach san, chét Iuong dich vu ctia khach san phu
thuoc ddng ké vao chat lugng doi ngii nhan vién lao dong. Vi thé, khidch san

can ¢6 k€ hoach dao tao, dii ngd nhan vién nham dong vién ngudi lao dong.
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KET LUAN

Trong chuong III cua khod luan nguoi viét da néu 1én xu hudng
phat trién ctia du lich Hai Phong, dong thoi ciing néu lén dinh huéng phat
trién ctia khdch san Harbour View. Tir thuc trang ctia hoat dong thu hiit khach
tai khach san Harbour View, ngudi viét dd manh dan dua ra mot s6 dé xuat

nham nang cao hiéu qua cua chinh sach thu hit khach.

KET LUAN CHUNG

Khach san Harbour View sau hon 10 nam hoat dong va phat trién da
gat hal dugc nhitng thanh cong dang ké. Trén thi truong Hai Phong, khéach san
dugc danh gia 1a kh4ch san c6 chat luong phuc vu tiéu chuin nhat va da dé lai
nhitng an tuong tot dep trong long khach hang. Vi vay, khach san Harbour
View trd thanh lua chon hang dau cua du khach khi dén Hai Phong, dac biét 1a
doi v6i khach thuong mai cao cap va khach du lich quoc t€ chat luong cao.

C6 dugc nhitng thanh cong dé 1a nho vao cong tdc nghién ciu thi
trudong, nghién ciu dic diém thi trudng khdch cua khdch san dé tir d6 xay

dung chinh sdch nhiam 101 kéo khach dén véi khach san. Day ciing 1a phan noi
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dung chinh cua khoa luan ““ Thi truong khdch va chinh sdach thu hiit khdch tai
khdach san Harbour View, Hdai Phong”.

Tuy nhién do lugng kién thitc ¢6 han cling nhu thoi gian thuc tp va
kinh nghiém thuc t€ khong nhi€u nén khoa luan khong tranh khoi nhitng thi€u
sé6t. Kinh mong quy thay co va céc ban gép y, chi bao dé kho4 luan duoc hoan

thién hon.
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PHU LUC

DANH SACH MOT SO KHACH SAN TAI THANH PHO HAI PHONG

STT TEN PIA CHI DICH VU
1 ?héch san | _ 47 Lach Tray — HP - Phong nghi:
w - Tel: (84-31) 3828555 /828666 | V61 71 phong
o dep va tién
- Email: info@trayhotel.com.vn nghi hai hoa
- Web: www.trayhotel.com.vn mang dam nét
truyén théng
phu hop voi
cac khach
thuong gia va
du lich. Cac

tién nghi va
dich vy trong
phong: dién

79



mailto:info@trayhotel.com.vn
http://www.trayhotel.com.vn/

thoai qudc té
truc tiép,
duong két ndi
internet, tu
lanh, trai cay
tuoi, diéu hoa
nhiét do co
dié khién tir
Xa.

- Nha hang,
phong hoi
nghi: phong
hop
TRAYBIZ va
TRAY
ROOM véi
cac hé théng
am trang thiét
bi, am thanh
tién nghi nhat
chuyén to
churc cac da
tiéc 16n. Nha
hang Trung
Hoa Shin
Shin chuyén
phuc vu cac
mon an
truyén thong
cua Viét Nam
va Quang
Dong (Trung
Quéc) véi
phong an
riéng bict va
thanh nha véi
quang canh
dep cua cong
vién.

- Tién nghi
khach san:
bii do xe
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rong, tennis,
giat 1a, sauna
Mmassage,
karaoke, bi-a,
bé boi, my
nghé...
Thuong
xuyén to chirc
cac chuong
trinh du lich,
tham quan
trong nuoc va
ngoai nudc;
lam dich vu
visa, van
chuyén, dat
vé may bay.

Khich san
Harbour
View

- 4Tran Phu Street
- Tel: (84-31) 827827
- Fax: (84-31)827828

- Email:
info@harbourviewvietnam.com

- Website:
www.harbourviewvietnam.com.vn

- Tién nghi
trong phong:
TAt ca cac
phong cua
khéach san déu
thoai mai va
c6 nhicu loai
phong da
dang, co sturc
quyén rii va la
niém kiéu
hanh cua
nguoi Phap
thot thudc dia
véi dd dac
bang g téch.
Céc phong
dugc trang
thiét bi sang
trong v&1 may
diéu hoa nhiét
do c6 dieu
khién riéng,
dién thoai
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tryc tiép quoc
té, truyén
hinh cap voi
nhiéu chuong
trinh qudc té,
dan nhac,
may sdy toc,
cac phong
riéng bi¢t an
toan va phong
tdm v6i toilet
va voi hoa
sen, bon tim.
- Nha hang
& Bar: Nha
hang Nam
Phuong rat
am cling va
thoai mai,
duogc thiét ke
theo phong
cach A Pong
v6i nhiéu do
dac duoc lam
tlr gb
téch.Nha
hang 1a noi
phuc vu
nhirng mon
an ngon nhat
cua Viét
Nam, Thai,
Trung Qudc,
Chéu A. Bar
phuc vu cac
moOn an nhanh
va coctai voi
nhiéu d6 twoi.
Day 1a mot
dia diém ly
tudng dé
nhitng nguoi
ban va cac
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thuong gia
thudng thic
vé dep va su
quyén rii theo
phong céch
ciia nguoi
Phép.

- Dich vu tién
nghi:
Internet, giat
1a, bac si,
trong tré nho.
Cac tour du
lich, massge,
doi tién, trung
tadm thé duc
thaim my, bé
boi, qua tang,
b boi...

Khach san
Htru Nghi

- 60 bién Bién Phu - Hong Bang
- Tel: (84 -31) 823.244
- Fax: (84 — 31) 823.311

- Phong nghi:
vot 127
phong nghi
sang trong, 2
bi¢t thy va
van phong
cho thué co
dién tich tir
26 — 78m2
- Nha hang,
Bar: 3 nha
hang Qué
Huong, Sao
Mai va Hoa
Phuong cung
hé théng
phong tiéc
phuc vu cac
mon an dac
san A, Au, to
chtrc hoi nghi,
ho1 thao cho
500 nguoi.
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- Dich vu tién
nghi: trung
tam thuong
mai, dich vu
cho thué xe 6
to du lich, ban
vé may bay.
Trung tam i
hanh t6 chirc
cac chuong
trinh du lich
trong nudc va
quoc té. Cay
lac bo thé
thao — surc
khoe véi
phong xéng
hoi, massage,
hiéu cit toc,
bé boi, san
quén vot, giat

la, ctra hang

luyu niém...
Lang quéc té | - 01 Vin Cao — Ngod Quyén - Phong nghi:
Hudng - DT: (84 — 31) 892.002 vo1 120 cén
Duong ho tién nghi ,

- Fax: (84 — 31) -892.021

- Email:
sunflower marketing@hn.vnn.vn

- Website:
www.sunflower.com.vn

sang trong véi
2, 3 phong
nghi va phong
an, nha bép.

- Nha hang
& Bar: Sack
Bar phuc vy
cac mon an da
dang cua Han
Quéc, Nhat
ban cling nhu
cac mén Au.
Nha hang
Trung Qudc
phuc vu cac
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mon dac san
Trung Qudc
va Viét Nam.
Pool — side
Bar thich hop
voi tiéc BBQ
hay céc hoat
dong ngoai
troi...
- Cac ti¢én
nghi khéc:
phong hoi
nghi, san
tennis duoc
trang bi hé
thong anh
sang hién dai;
cau lac b0 suc
khoé, bé
boi,san choi
tré em. Dich
vu d6i tién;
cham soc tré
em, dua don
san bay...

Khach san
Camela

- $6 501/km6, quoc 10 5, Hing
Vuong, Hong Bang

-PT: 031.3538888
- Fax: 031.3538666
- Email; www.camelahotel.com

- Nha hang
& bar: Nha
hang A: stc
chtra 350
khach phuc
vu cac mon
an dic sic va
mon truyén
thong Viét
Nam duoc
thay doi theo
ngay.

- Nha hang
Sao Mai:
Trong mot
khong gian
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ém dém, tinh
tai va gan g
vo1 thién
nhién, Vo1
stc chira hon
450 khach,
noi day s¢ la
mot dia diém
hét stc 1y
tudng dé to
chirc dam
cuoi, dam
hoi...

- Lobby Bar:
Pén day quy
khach s€ duoc
thudng thic
hon 100 loai
coktail mang
nhiéu phong
cach va mui
vi hap dan
khéc nhau.
Ngoai ra voi
nhiéu chiing
loai ruou cua
hon 100 nudc
trén thé gidi
va ngudn bia
twoi tinh khiét
s¢ dem lai cho
quy khéach
nhiéu sy lya
chon bat ngd
thu vi

- Camela
Bar: Ban s¢
duoc thoa suc
ngam nhin
toan canh
thanh phd hoa
phuong do vé
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dém, vé dep
cua nhiing
anh sang lung
linh huyén 4o
tr mudn ngan
van anh dén
thanh phé
phat ra lam
say dam long
du khéch

- Phong hoi
thao: Vo1 hé
thong cac
phong hoi
thao 16n nho
co suc chura
tr 20-350
khach cung
v61 nhitng
trang thiét bi
nghe nhin tot
nhét, hién dai
nhét...

- Trung tdm
thwong mai:
Mg cua hang
ngay, trung
tam thuong
mai Camela
Biz cung cép
day du céac
dich vu va
tién nghi nhu
thu ky dich
vu, chuyén
phat thu,
internet, thu
dién tir, fax,
photocopy va
phong hop
cung trang
thiét bi hién
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- Cau lac bo
strc khée: Hé
théng may
maoc Massage
tu dong 100%
nhap khau tir
Han Quéc. 25
phong
Massage dat
tiéu chuan véi
cac trang thiét
bi hién dai
cung doi ngli
nhan vién
nhiét tinh
chuyén
nghiép chac
chin s& lam
hai long quy
khach

- Mt s6 dich
vu tién nghi
khac: dich vu
trong tré, doi
tién, san
tennis, dua
don san bay,
cac dich vu
du lich...
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MOT SO HINH ANH VE KHACH SAN
HARBOURVIEW, HAI PHONG
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h san Harbourview, Hai Phong.

h dai sanh khac

an can

b

To

Toan canh khach san Harbourview, Hai Phong.
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San Courtyard

Bé boi khach san Harbourview, Hai Phong.
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Phong ngu tai khach san Harbourview, Hai Phong

Tiéc cudi t6 chifc tai khach san Harbourview, Hai Phong.
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Lobby Bar
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Tour du khao dong qué bang xe dap

San La Terrasse
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