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NGHIEN CUU CAC YEU TO
CAU THANH NANG LUC CANH TRANH
MARKETING CUA KHACH SAN 4 SAO
TREN PIA BAN HA NOI

® TRAN HUNG pUC

TOM TAT:

Ning Iuc canh tranh (NLCT) marketing 12 y€u t6 then chot va 12 bd phan hdp thanh Ién NLCT
tong thé ctia doanh nghiép khach san, hon nita con déng vai tro dic biét quan trong trong giai doan
phuc hdi phét trién kinh doanh khach san sau dai dich Covid-19. Bai viét nay nghién cifu cic yéu
t6 cAu thanh NLCT marketing clia khach san 4 sao trén dia ban Ha Noi. K&t qua chi ra NLCT
marketing tuyét ddi (gdm ning lyc canh tranh marketing chi€n lIugc vd NLCT marketing chi€n
thuat) vd NLCT marketing tuong di (trong so sanh vdi cic chuin d6i sanh vé NLCT marketing

cuia khach san 4 sao tai Ha Noi).

T khda: niang lyc canh tranh, marketing, khach san 4 sao, marketing chié€n thuat, Ha Noi.

1. Mot s khai niém ciin ban

1.1. Khdch san va dich vu khdch san

Theo khdi niém dugc quy dinh tai Diéu 48 Luat
Du lich 2017: “Khdach san (hotel) 1a ¢d s luu tri du
lich, ¢c6 quy mo tir 10 budng ngd trd 1én, ddm bao
chit lugng vé cd s vat chit, trang thi€t bi va dich
vu can thi€t phuc vu khach luu tri va st dung dich
vu, bao gdm khich san thanh phd (city hotel),
khach san nghi dudng (hotel resort), khach san ndi
(floating hotel), khach san bén dudng (motel)”.

Theo Nguyén Vin Manh (2013), dich vu khach
san 1a san phdm dic biét, c6 gid tri va gid tri sk
dung nhu tit ¢4 c4c sdn phadm thong thudng nhim
d4p ing cdc nhu cAu mong ddi clia nhitng ngudi c6
kha ning thanh todn céc dich vu. C6 thé k€& ra mot
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vai vi du vé dich vu nhu cho thué budng phong, in
udng tai nha hang, vui choi gidi tri.,...

Dich vu khéch san 1a mot “san phim dic biét”
c6 nhiéu dic tinh kh4c v6i c4c loai hang héa thong
thudng nhu tinh vo hinh, tinh khong ddng nhat, tinh
khong thé tich rdi va tinh khong thé cit trit... Chinh
nhitng dac diém nay lam cho dich vu trd nén khé
dinh lugng va khong thé nhian dang bing mit
thudng dugc.

1.2. Ndng luc canh tranh marketing

Theo quan diém ciia tic gid Nguy&n Biach Khoa
(2004), NLCT ctia doanh nghiép dugc chia thanh 3
loai: NLCT phi marketing, NLCT marketing va
NLCT véi tu cich doanh nghiép 12 mdt chinh thé.

- NLCT phi marketing bao gdm ning luc céc
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y&u t& ngudn luc nhu: vi thé tai chinh clia doanh
nghiép, ngudn nhan luc, ning lyc R&D, ning luc
san xudt tic nghiép, ning lvc quan tri lanh dao.

- NLCT marketing bao gdm niing luc cic y&u to:
hé thong thong tin marketing, t6 chifc marketing,
hoach dinh chié€n Iudc marketing, cic chuong trinh
marketing hén hgp, cdc hoat dong kiém tra
marketing, hiéu sudt hoat ddng marketing.

- NLCT v6i tu cach 1a mot chinh thé bao gom
céc y€u td cau thanh 1én NLCT ctia doanh nghiép:
trinh dd t8 chifc quan 1y cda doanh nghiép, cic
ngudn lyc t6 chic ciia doanh nghiép, kha ning lién
k&t va hdp tédc v6i doanh nghiép khac va hoi nhap
kinh t€ qudc t€, ning sudt sin xuit kinh doanh,
NLCT ctia san phim (chat lugng, gia c4 sin pham,
thdi gian cung cip, dich vu di kém, diéu kién mua
ban, danh ti€ng, uy tin...).

Trén cd sd ti€p can quan diém ctia P. Kotler va
K. Keller (2004), Nguyén Bich Khoa (2011),
Nguyén Vian Manh (2008), Luu Vin Nghiém
(2008), tic gid rGt ra khai niém vé NLCT
marketing nhu sau: NLCT marketing 1a viéc khai
thac, tin dung va phat trién mot cach tdng hop cac
ning lyc marketing dé€ tao ra nhitng 10i th& canh
tranh bén virng clia doanh nghiép trong tuong quan
véi cdc d6i thl canh tranh trén thi trudng muc tiéu
x4c dinh. Cac ning luc marketing bao gdbm céc kha
ning va ngudn lyc marketing nhim ddm bao su 6n
dinh, cin biing, c6 kha ning tng phé vdi bién ddi
va ¢6 hiéu suat toi uu trong qua trinh va hoat dong
marketing.

2. Cac yéu to cau thanh va cdc tiéu chi danh
gia NLCT marketing ctia khach san

2.1. Cdc yéu to cdu thanh

C6 thé xdc dinh ciu tric cia NLCT marketing
qua 2 thanh t&. Tru6c tién, muc tiéu cot 16i va cling
la hat nhan cia NLCT marketing chinh la toan bo
gia tri cung tng cho khach hang muc tiéu. Cc yéu
t6 cAu thanh bao gdm: NLCT marketing chi€n ludc,
tic la khd nidng quén tri hé thong thong tin
marketing vé thi trudng, khach hang ciing nhu kha
nidng phan doan, lya chon thi trudng muc tiéu va
nhitng chién ludc 4p dung trén doan thi trudng muc

tieu d6; NLCT marketing chi€n thuat hay 1a viéc
tin dung cic yéu t6 ngudn luc dé€ trién khai
marketing-mix trong marketing dich vu (7P tuong
ting vdi 7 bi€n, d6 1a: san pham/dich vu, gid, phan
phdi, xtic ti€n, con ngudi, bing chitng vat chat, qui
trinh) cho cdc doan thi trudng muc tiéu.

2.2. Tiéu chi danh gid ndng luc canh tranh
marketing ctia khdch san

Téc gia xac dinh NLCT marketing cta khach
san biing van dung phuong phap chuin d&i sinh véi
ky thuat thang 5 diém (kém, yéu, trung binh, kh4,
tot) d€ 1ap bang cau hodi danh gid cdc tham sd quan
trong nhat, xdc dinh s& diém cho NLCT marketing
cia doanh nghiép. Dua trén cdc dic diém, dic
trung cta dich vu khach san va nganh kinh doanh
khéich san, dong thdi tham khdo quan diém cida
Nguyén Bédch Khoa (2004), tdc gid xdc dinh bing
tiéu chi ddnh gida NLCT marketing cta khdch san
nhusau: (Bang 1)

Tir d6, c¢6 thé xdc dinh dugec NLCT marketing
theo cong thifc sau:

- NLCT marketing tuyét doi ctia doanh nghiép
khach san: )

DCT = Y K.P;

Trong d6: =

DMC la diém ddnh gid NLCT marketing ctia
doanh nghiép. P; 12 di€m binh quan tham s3 i clia
miic do canh tranh marketing thanh phan. K; 1 hé
s6 do quan trong clia tham s& i.

- NLCT marketing tuong doi cia doanh nghiép
khéch san:

DCT
DCTDS

Trong dé: DCTSS Ia chi s6 NLCT marketing
tuong d6i cia doanh nghiép khdch san. DCTDS
la NLCT marketing ctia doanh nghiép chuin
doi sanh.

3. Van dung danh gia ning lyc canh
tranh marketing ctia khiach san 4 sao trén dia
ban Ha Noi

Dua trén phuong phdp diéu tra qua bang héi tir
20 nha quan 1y cip cao va 134 khach hang da trai
nghiép dich vu khach san (c6 quy md 4 sao trén dia

DCTSS =

$6 16 - Thang 7/2023 327



TAP CHi CONG THUONG

Bdng 1. Céc tiéu chi danh giad NLCT marketing cia khdch san

STT Yéu td cau thanh

Cac thanh t6'

1 NLCT marketing chién lugc

- N&ng luic quan try hé théng thong tin thi trudng va marketing

- Nang luc phan doan khach hang trén thi trudng

- Nang lvic danh gia va lya chon thy trudng muc tiéu

- Nang luc hoach dinh va lua chon céc cdng cu chién lugc marketing

2 NLCT marketing chién thuat

- Nang luc phat trién san phdm dich vu

- Nang lyc dinh giadich vy

- Nang luic phan phdi dich vu

- Nang luc xUc tién, quang céo

- Nang luc céc yéu t6 bang chiing vat chat cung ing dich vu
- Nang luic nguén nhan luc cung ting dich vu

- Nang Iuc trién khai quy trinh cung Ging dich vu

ban TP. Ha Noi) va nhitng dir li€u thu thdp dudc tir
cdc nghién ctu vé NLCT marketing clia mot s6
khéch san, tdc gid da tdng hop dudc két qua ddnh
gia céac thanh 8 ciu thanh NLCT marketing cla
khich san, van dung cu thé vao Khich san Silk
Path Hotel Hanoi.

Béng 2 cho thdy ning luc quén Iy thong tin thi
trudng va marketing cing véi nang luc quan tri
khach hang muc tiéu cia Silk Path Hanoi Hotel
dugc danh gid cao (& mic 3,42). Piéu nay cho thiy,
Silk Path Hotel Hanoi da thuc hién quén Iy tt cc
thong tin vé thi trudng, dic biét 1a cdc thong tin ddi
v6i nhém khich hang muc ti€u. Trong giai doan
phuc hdi clia nganh Du lich nhu hién nay, mot diéu
quan trong doi véi cdc khich san, dic biét 1a cic
khach san trén dia ban Ha Noi, d6 1a can thuc hién
tot cong viéc quan tri quan hé khidch hang va biét
cach gilr chan khach hang, ting kha ning quay lai
clia khach hang khi ma lugng khdach hang hién tai
van chua nhiéu. Tuy nhién, kh3 ning phan doan
cac thi trudng muc ti€u cua Khach san Silk Path
Hotel Hanoi dugc d4nh gi4 12 y&u hon, véi chi s
danh gid 1a 3,02.

V& NLCT marketing chi€n thuat, nhin chung,
quy trinh cung Gng dich vu cta Silk Path Hotel
Hanoi dugc d4nh gi4 v6i di€m sd cao nhat v6i diém
s6 4,12 vay nén Khach san Silk Path Hotel Hanoi
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Nguén: Phan tich ciia tdc gid

cAn phéat huy va duy tri di€m manh nay. Tuy nhién,
ning luc xic ti€n, quing cdo cta khich san lai
dugc danh gia 1a chua cao, v6i mic danh gia chi dat
2,72. Khau dinh gid ciing dugc cdc nha quan ly
danh gia 1a chua hiéu qua, khi bién do giao dong
gid it gitta mia cao diém va thap diém, din dén
viéc cdng sut phong ciing chua dugc t6i uu do kha
ning dinh gid con y&u. Véi di€m dinh gia trung
binh cao nhit trong 3 yé&u t§ ciu thanh (3,41),
NLCT marketing chi€n thuat dudc danh gid 1a ning
Iuc manh nhat trong NLCT marketing ctia Silk Path
Hotel Hanoi.

Dua trén khio sit cdc chuyén gia vé du lich, cic
nha qudn 1y cip cao clia khdch san, tdc gia da xdc
dinh dudc hé s6 quan trong xdc dinh NLCT
marketing chié€n lugc va NLCT marketing chi€n
thuit ctia Khach san Silk Path Hotel Hanoi 1an lugt
12 0,453 va 0,547. Mdi y&u t6 trén s& dudc danh gid
qua khéo sat 134 khach hang da tirng st dung dich
vu khach san tai Silk Path Hotel Hanoi d€ tinh di€ém
binh quan. Tt d6, xac dinh dugc NLCT marketing
theo cong thifc sau:

- NLCT marketing tuyét d6i ctia Silk Path Hotel
Hanoi:

DTC=Y"_,K;P; =3,435

Trong d6: DCT la diém danh gia NLCT

marketing ciia doanh nghiép. P; la Piém binh quin
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Bdng 2. Pi€ém ddnh gid cdc y&u té cdu thanh NLCT clia Khdch san Silk Path Hotel Hanoi

1T Yéu t6 cau thanh Két qua danh gia Do léch chuan
1 NLCT marketing chién lugc 347 0,427
1.1 Nang luc quan tr hé théng thong tin thy trudng va marketing 3,42 0,472
1.2 Nang luc phan doan khach hang trén thy trudng 3,02 0,415
1.3 Nang lvic danh gia va lya chon thy trudng muc tiéu 3,41 0,417
14 Nang luc hoach dinh va lua chon céc cong cu chién lugc marketing 4,01 0,402
2 NLCT marketing chién thuat 3,41 0,434
2.1 Nang luc phat trién san pham, dich vy 3,01 0,462
2.2 Nang lvc dinh gia dich vu 3,05 0,423
2.3 Nang luc phan phdi dich vu 3,98 0,492
24 N&ng luc xdc tién, quang céo 2,72 0,417
25 Nang Iuc cac y&u t& bang chiing vat chat cung ting dich vy 3,21 0,397
2.6 Nang luc ngudn nhan luc cung ting dich vu 3,78 0,435
27 Nang luc trién khai quy trinh cung (ing dich vu 4,12 0,409

tham s6 i cia miic dd canh tranh marketing thanh
phan. K; 12 hé s§ dd quan trong clia tham s6 i.

Trong nghién cttu nay, tic gid lya chon ddi thi
canh tranh truc ti€p vé6i Silk Path Hotel Hanoi 1a
Khach san Hilton Garden Inn Hanoi. Dva trén
nhitng dit liéu tht cip thu thap dudc tir nhitng
nghién citu trudc d6 vé Khich san Hilton Garden
Inn Hanoi, tdc gid da xdc dinh dudc chi s§ NLCT
marketing 12 3,417. Tir day, c6 thé tinh dugc NLCT
marketing tuong d6i ciia Kh4ch san Silk Path Hotel
Hanoi nhu sau:

perss = 2L~ 1005

DCTDS

Trong d6: DCTSS Ia chi s6 NLCT marketing
tuong ddi cia doanh nghiép khich san. DCTDS
la NLCT marketing clia doanh nghiép chuin
ddi sénh.

Tir chi s trén, c6 thé thdy mic di Khach san
Hilton Garden Inn thudc quan 1y ctia chudi Khich
san qudc t€ Hilton - mot trong nhitng tip doan quan

Nguén: Phan tich diéu tra ciia tdc gid

1y va kinh doanh khdch san 16n nhat th€ gidi va cling
c6 lich st hoat ddng 1au ddi nhung NLCT marketing
ctia Khich san Silk Path Hotel Hanoi ¢c6 phadn manh
hon Khéach san Hilton Garden Inn Hanoi.

4. Mot s6 ham y giai phap

i) Xdy dung hé théng thong tin marketing: dé
nang cao kha ning phan tich thong tin vé khich
hang va thi truGng, ngoai vin dung cdc phuong
phdp diéu tra phdng van, khio sit khach hang truc
ti€p theo cach truyén thong, Silk Path Hotel Hanoi
cAn ting thém tan suit st dung hd trg tir kho dit liéu
16n (Big data). Ngudn thong tin thu thip dén tir 2
ngudn chinh: (1) lich s st dung dich vu va hd sd
thong tin khach hang (huéng dén hinh thanh tip
khach hang than thi€t), va (2) nhitng hoat dong ctia
khiach hang trén cic nén tdng tryc tuyén nhu
website, mang xa hoi va cdc ing dung dit dich vu
luu tra.

ii) Nang cao ndng lic xiic tién: diu tién, khich
san cin cai thién hiéu qua clia hoat dong quing
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cdo: Silk Path Hotel Hanoi nén ddy manh hoat
dong quing cdo ma trudc tién la thuc hién cic
chi&n dich quing cdo c6 thé truyén tdi tot thong
diép cua Silk Path Hotel Hanoi t6i khdch hang qua
cdc ndi dung gin giii vd ngidn gon. V& lya chon
cong cu quing cdo, c6 thé lya chon cdc phuong
tién quang cdo la mang xa hdi hodc cdc cong cu
quang cdo hién thi trén internet. V& chuong trinh
khuy&n madi, cAn tip trung vio cdc chuong trinh
khuyé&n mai c6 hiéu qua cao va phit hgp v6i khach
hang ciing nhu vdi vdi cic nhém sdn phadm dich vu
cu thé. Viéc hoach dinh chi€n lugc va sdng tao
hinh 4nh cia khdch san nén dugc 1am bdi cdc bén
thit ba c6 chuyén mon dé€ dat minh vao vi tri thim
dinh va ddnh gid. Cic dich vu c6 thé thué bén thi
ba nhu: sdng tao ndi dung, phat trién thuong hiéu;
tur vin vé cdc van dé phdp ly; tw vin vé quing cdo
va truyén thong.

iii) Nang cao nguon licc vé co sé vat chdt va hoat
dong CNTT: vé co s& vat chit: hé thdng thong tin
va ha ting CNTT cin dudc trang bi va ning cap.
Trong thdi gian tdi, khach san can hoan thanh viéc
nang cap hé thdng mdy chi va thay thé néu khong
con dat dudc hiéu qua nhu mong mudn; hé théng
mang ndi bo can dudc ning cip tdng thé, t6i wu kha
ning hd trg va truyén din thong tin clia hé thdng
mang va cd sé dir liéu.

Nang cao kha ning dp dung thuong mai dién ta:
trudc hét, khiach san can dao tao cidc nhin vién
thudn thuc trong viéc st dung cdc hé thdng, cic
phan mém thuong mai dién t&. Ngoai ra, khidch san
cAn tao cdc moi lién k&t vdi cac bén cung cap dich
vu, cac san thuong mai dién t& ctia nganh dich vu
du lich va dich vu phong & d€ c¢6 quan hé tt, tao
thudn 19i cho kinh doanh néi chung va marketing
néi riéng. Cong tac trién khai va dp dung cin dugc
ti€n hanh cin than, tiing budc va khong di tit.

TAILIEU THAM KHAO:

iv) Néang cao khd ndng t6 chitc b phdn
marketing va nguon nhan luc marketing:

Thit nhdt, k&€ hoach dio tao doi ngii nhin su can
dudgc xay dung rd rang va c6 du tinh sin: K& hoach
dao tao nhan sy phdi huéng t6i chit lugng cao va
bén vitng, dua trén co s& cic gid tri, tir d6 xay dung
dugc mot hé chuidn muc.

Thit hai, vé cong tic tuyén dung: cin ddm bio
ngudn ng vién c6 chat lugng cao, ¢6 tinh than thai
dd 1am viéc t8t. Hién nay, luc lugng nhin sy trong
nganh dich vu khéch san - du lich dang bi thi€u hut
rat nhiéu sau hau dich Covid-19, ngudn nhan luc
hién nay hiu hét 12 nhan lyc tré, con y&u vé kinh
nghiém hodc cac ban sinh vién mdi ra trudng.

Thit ba, cdng tdc sdp x€p bo tri di ngii cdn bo
qudn Iy va lao dong hién c6 & khach san can dugc
ti€n hanh hop 1y. Nhitng cd nhin c6 ning luc can
dudc phét hién va bd tri vao nhitng cong viéc phu
hgp chuyén mon, trinh d6 va sé trudng. Tuyén dung
v6i muc dich ting cudng thém nhitng lao dong du
tiéu chuin, c6 tiém ning phat trién, ddng thdi thay
th€ nhitng nhan vién khdng dd tiéu chuin, khong
dd nang luc.

5.Ké&tluan

Trong thdi gian gan ddy, nén kinh t&€ Viét Nam
dang dit ra rat nhiéu co hoi trong thdi ky md clra
kinh t& th€ gi6i, tuy nhién diéu nay ciing tao ra
nhitng thach thic, dic biét 1a sy canh tranh gay gét
trén thi trudng. Trong tinh th€ d6, cdc doanh nghiép
tai Viét Nam va cu thé€ hon 13 cic doanh nghiép
khdch san can chi trong du tu vao cong tic ning
cao NLCT marketing, b3i day 13 mot yéu ciu tat
y&u clia sy phat trién chung nhiim duy tri vi thé ciia
khdch san trén thi trudng. Van dé ditra & diy phai
chii trong gidi quyét van dé nao va cin van dung
ngudn lyc ndo va sif dung cic ngudn luc d6 ra sao
dé dat dugc hiéu qua vé kinh t€' m
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ABSTRACT:

Marketing competitiveness is a key factor and an integral part of the overall
competitiveness of the hotel business and, furthermore, plays a pivotal role in the recovery and
development stage of hotel businesses after the COVID-19 pandemic. From the practical
application of the survey method through questionnaires from 20 senior managers and 134
customers who have experienced hotel services (with a 4-star rating in Hanoi), this study points
out the absolute marketing competitiveness, including strategic marketing competitiveness and
tactical marketing competitiveness, and relative marketing competitiveness in comparison with
the benchmarks of marketing competitiveness of 4-star hotels in Hanoi.

Keywords: competitiveness, marketing, 4-star hotel, tactical marketing, Hanoi.
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