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THU'C TRANG QUA TRINH XAY DUNG VA PHAT TRIEN
THUONG HIEU KHACH SAN HOANG MAM

Nguyén Thj Thanh T4m", TrAn Quyét Théng, Pao Thi Huong
Truomg Dai hoc Kinh (€ & Quan trj kink doanh — DH Théi Nguyén

TOM TAT

Khach san Hoing Miam 12 mot trong nhitng don v1 kinh doarth hru trii khé hiu qué hién nay trén
dia ban thanh phé Théj Nguyén. Tuy nhién, cdng tac x4y dung va phat trién thwong hiéu cia khach
san lai chura 66 sy dau tw bit ban. Pimg trude sirc ép canh tranh ciia hon 200 don vj kinh doanh
I tr trén dia ban tinh, khach san Hoang Mam mudn phit trién bén viing cin nd lyc hét minh dé
nang cao chit luwgng, dra thwong hiéu Khéch san tr& thinh mt thuong hiéu manh. Nghlen ciru nay
tdp trung nghién ctru v& qué trinh x4y dyng thuong hiéu clia khich san Hoang Mim giai doan
2011 - 2015, thu thap thong tin v& danh gi4 ctia khach hang 48i voi gié tri thuong hiéu cia khich
san, tir 46 gép phén glup céc nha qudn trj nhan dinh 15 thyc trang thmmg higu ctia minh va dua ra
nhimg chién lugc, gidi phap phat tnén thuong hi¢u hiéu qua trong théi gian t6i.

Tir kho: Khdch san, thuong hiu, chdt heong, dich v, khdch hing

DAT VAN BE

Theo két qua khao sat tir ngudn sb lidu thir
clp, cong sudt budng phong cua khich san
Hoang MAm qua c4c nim 2014, 2015 dat 1in
lugt 1a 65%, 72%. Luong khich dén khich
san ndm 2014 12 114 300 hwot va 120 350 luot
niim 2015. Loi nhuén sau thué hing nim cia
Kkhach san d8u c6 xu hudng ting, Cy thé, nim
2014 dat 1ty 812 tnéu ddng, ndm 2015 con s&
ndy 1én toi 2ty 157 tridu ddng. Theo két qua
théng ké clia s& Vin hoa Thé thao va Du lich
tinh Thai Nguyén, hién nay Hoang Mim 12
mot trong nhitng khich san c6 hiéu qua kinh
doanh thudc tép ddu trén thi truong kinh
doanh luu tri cia tinh. Tuy nhién, theo s6 lidu
théng ké ciia khach san, khach hang dén véi
Kkhach san phin nhidu 13 khéch quen, va ho
dénh gia thirong hidu khach san Hoang Mim
chira phai 12 mét thwong hiéu manh trén thi
trudng kinh doanh liru trit cia tinh.

Duéi sitc ép canh tranh ciia hon 200 doanh
nghiép kinh doanh hru trit trén dja ban tinh
Thai Nguyén, cac doanh nghiep, tap doan du
lich trong va ngoai nudc, didu quan tmng la
ho dang ¥ thirc va 18 luc hét minh a8 xay
dung thugng higu cia ho thinh nhiing thwong

* Tel: 0987 300 185

hiéu manh, tao sitc manh niém tin v&i khéch
hang va d¢ bep cic d6i thia yéu hon. Vay, dé
¢6 thé phat trién bén viing trén thi trudmg,
khéch san Hoang Mém cn phai x4c dinh 16
gié tri thwong hiéu ctia minh, tir 46 tim ra céc
gidi phap dé phat trién thuong hiéu, dua
thwong hiéu Hoang MAm tr& thanh mét
throng hiéu manh trén thi trromg kinh doanh
Iuru tréi trong va ngoai tinh.

THUC TRANG QUA TRINH XAY DUNG
THUONG HIEU CUA KHACH SAN
HOANG MAM

Qua trinh nghién cira thong tin marketing va
x4c dinh thi trvéng muc tiéu ciia Khich san
Ngay 01/11/ 2011, khi khach san Hoang Mém
chinh thirc di vao hoat dong, thi truong kinh
doanh du lich trén dia ban tinh Thai Nguyén
@4 c6 nhitng khoi sic. Nhan thitc 6 nhimg
d3c diém phat trién cia thy treong du lich cia
tinh giai doan d6: Thai Nguyén 1a mt diém
dén du lich hp din (Hién toan tinh ¢6 hon
800 di tich lich sir, vin hod, danh lam thing
canh da duge kiém ké, bao vé theo quy dinh
ctia Ludt Di san van hod); Mot didm dén dang
thu hit cac nha d3u tr, c6 vi tri théng thuong
thuan loi. Khich du lich dén Thai Nguyén
dang c6 xu huong ting (Nim 2010, du lich
Théi Nguyén don 1 tridu lwot khach, dén nam
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2013 con s6 niy di ting 1én hon 1,3 trigu lugt),
trong d6 chit yéu la khach du lich ndi dia,
khach cong vu tir céc tinh mién nti phia Bic,
khich du lich quéc té chi chiém khoang 10%.
Trong khi d6, s6 khach san dang hoat ddng
hiéu qua trén dia ban lai khong nhiéu. Theo
théng k& niim 2010, toan tinh c6 133 co s¢ hru
trfy du lich, xong chi ¢6 3 khéch san dat chuin
3 sao, 5 khach san dat tiéu chudn 2 sao, sb
nhidu con lai chi dat tiéu chuén phuc vy khéch.
Bén canh viéc nghién ciu sy chénh 1éch cung
— chu thj truomg kinh doanh luu trii giai doan
d6, cong ty di tién hanh nghién cim dic diém
phat trién ciia mdt 8 khach san nhu Da
Huong, Thai Nguyén tir 46 x4c dinh thi truong
muyc tiéu cla minh 1a: khich du lich ndi dia
thufn tuy, khéch cong vy trong mwde, Viée xéc
dinh thi trudng muc tiéu ndy duge cho 1a budc
i ban déy dving dén cia Khach san.
Dinh vi thuong higu khich san Hoang Mim
Ngay tir khi méi thanh I8p, ¥ thirc dugc vin
d8 quan 1y bing chimg 14 hét sic quan trong
trong kinh doanh hru tri, khich san Hoing
Mém da c6 sy diu tw kha ddng bd vé co s&
vat chét ban dAu: thiét ké khong gian rong rai,
yén tinh, co s& vat chit va trang thiét bi thong
tin ddng b, ddy du, bén canh d6 Khich san
d4 nhanh chong hoan thién quy trinh phuc vy
ciia nhan vién trong céc b phan theo chuin
Kkhach san 2 sao tiéu chun Vigt Nam (theo
quy dinh cia Téng cuc du lich Viét Nam ban
hanh). Tir 46, Hoang Mém d dinh vi minh 1a
mdt trong nhimg khéch san hing ddu trén dia
ban thanh phé, x4c dinh d8i thi canh tranh 13
khéch san Da Huong, Dong A, Théi Nguyén,
Bén canh sy d4u tu twong d6i bai ban, vi tri
thuin lgi cta khach san, Hoing Mém xac
dinh tao dung thé manh canh tranh ban diu 1a
sut canh tranh v gi4.
Xay dyng thuong higu
Vigc xédc dinh thi truomg muc tidu va dinh vi
thuong hiéu cia Khach san duge cho 13
nhitng buéc di ding. Tuy nhién, théi diém ma
khéch san Hoang Mém di vao hoat dong, thi
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trudmg kinh doanh luu tri & Vigt Nam di ¢f
su phat trlen manh mé. Pic trung cla nginh
du lich 1a cAn tép trung & Kkhip moi noi. Vi
viy, viéc xdy dung cho mmh mdt hinh nh
thwong hiéu 13 v6 cing cn thiét dbi véi cac
cong ty du lich n6i chung va céc don w1 kinh
doanh lwu tril ndi riéng vi thuong higu 14 mét
yéu th tao nén stic manh niém tin, tao sirc hit
d6i v6i khach hang trong v ngoai tinh, réng
hon 13 pham vi quéc té. Tuy vy, thye % qui
trinh x4y dyng thwong hiéu cua khich san
Hoing Mém lai chua c6 sy ddu tr bii bin
ngay tir ddu. Cho dén nay, Hoang Mém vin
dang x4y dung cho minh mét hinh énh khéng
méy khic biét so voi cac déi thu trén thi
trudmg: Kién triic cia Khach san theo kidu
nha cao ting chau A, sin phim dich vu chua
phong pht, dich vu b sung hiu nhur con
nhat, chua dp tmg yéu cdu, san phim dich vy
it khéc biét so v&i chc dbi thit canh tranh trén
dia ban tinh.

Bén canh céi tén Hoing Mém, khich san di
xay dyng cho minh mét biu twgng thuong
hiéu 13 2 ban tay ndng mét béng hoa, hai ban
tay & day thé hién hinh anh ctia khach sa, tin
tinh phuc vy khach, chim chat, ndng niu vi
ton trong. Béng hoa chinh 12 biéu tweng cia
khach hang, y nghia & day 1a khach hang luén
duoc dit lén hang ddu va s& duge phyc vy
nhitmg gid i dich thye. Co thé thiy, biéu
twong thuong hiéu cia Khach san kha y nghia
nhung trong thyc té bidu tuong ndy hiu nhw
vin chura dugc khach hang biét dén, ohé dén
vi n6 rét it xuét hién trén cic sin phém cua
khach san, n6 khong gén lién véi mot thong
diép hay 1o cam két vé chét luong dich vy.
Quiing b4 thwong higu

Céng tic quing ba thuong hiéu cia khich san
Hoang Mim ciing chua dugc chi trong
Théng tin v& khach san d3 dugc quang ba trén
cdc kénh nhu Website, facebook. Tuy nhién,
thong tin v& dich vy, gia ca chwa duge cip
nhit thuong xuyén, ddy di, giao dién con
chua bt mat. Khach san ciing chua co 5¥
phoi hop véi céc cong ty 1i hanh trong vé
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ngodi tinh 48 ho gidn tiép quang b4 hinh anh
cia minh téi khach hiang thong qua cic
chuong trinh du lich. Nam 2015, Céng ty
TNHH Hoéng Mim tiép tuc thanh 13p khach
san Hodng Mém 2 (toa lac trén d\x(\/ng Minh
Chu) tuy nhién cho dén nay Cdng ty hu nhur
chua ¢6 sy diu tr ndo trong viéc xdy dwng va
phat trién thwong hidu chudi khach san. Hmh
anh va uy tin ctia khéch san hign nay chi yeu
duge biét dén qua céc hinh thirc truyen
miéng. Khach hang hiu nhu khéng tim thiy
nhitng cam két dich vu clia khach san trén cac
phuong tién quang bé khac.

DANH GIA CUA KHACH HANG VE GIA
TRI THUONG HIEU CUA KHACH SAN
HOANG MAM

C6 nhiéu phuong phip dé danh gta gid tri
thuong hi¢u, nhung trong khudn khé bdi bdo
ndy, tdc gid s dung phwong phdp dénh gid
thieong hiéu qua nhin dinh cia khach hang.
Phwong phap nghién ciru

- Pé thu thip dugc nhitng danh gié coa
khéch hang vé gié trj thwong hiéu cia khich
san Hoang Mém. Nhém nghién ciru sit dung
phuong phép chon miu diéu tra (c& miu Ia
150 nguoi) véi muc tiéu thu thip nhimg
danh gia cta ho v& thwong higu khéch san
Hoang Mém.

- Phuwong phdp phan tich: Phuong phap
théng k&.

O day, gié tri throng hiéu cha Hoang Mim s&
duge danh gis qua 5 yéu to: Nang lec cia
khdch sqn so véi cdc a6i thi canh tranh;
Hinh dnh cua khich san trong tim tri cia
khéch hang; Ddnh gid micc dj hai long cia
khdch hing véi thiét ké thuong hidu cia
khdch san; Ddnh gié khd ndng dinh gid
thuong hi¢u cia khdch san, Dénh gid vé hiéu
qud qudng bd thwong higu cua khach san.
Khéch hang s& danh gia cic nhén dinh qua 5
mirc d6 1, 2, 3, 4, 5 tuong ng nhu sau:

Hoan | Khéng | Trung | Dong | Hoin
toan | dbngy | lap b4 toan
khéng dongy

déng ¥

Théng tin v& mAu nghién ciu

Qudc tich Téng cong

P tudi Viét  Ngoai & Tyle
Nam qubc g %

T 4 5 50 3333
21-40 -

>4l 90 10 100 66.67

G nghién ciru ndy, d tudi tir 21 tré 1én duge
ghi nhén trong dbi twong nghién clm va chia
thanh 2 nhém, nhém tir 21 — 40 tudi (33.33%)
vi nhém trén 41 mdi (66.67%). Viéc chon
nhém nhy trén 14 kha hop 1y vi hai nhém d6
tudi trén thudc giai doan phat trién én dinh v&
cOng viéc va kha ning tai chinh. Hon nita tic
gid tap trung nhidu vao nhém trén 40 tudi vi
day 13 ngudn khéch dong nhit ciia khach san,
trong d6 c6 rét nhiéu khach du lich cong vu.
V& qubc tich: T4c gia chon ¢4 hai nhém (quéc
tich Viét Nam va Ngoai quéc) dé dénh gia
mic 46 quang ba rong rai thuong hiéu cha
khéch san,

Két qué nghién ctru

* Ddnh gid ndng lec cua khdch san Hodng
Mdm so véi cic d6i thi canh tranh

Cic tiéu chi Ty 1 @4nh gid (%) -
Mikc 49 dinh gid
1 2 3 4 5

Vi tri kinh doanh
thudn loi hon 0 5 20 60 15
Ctﬁrsovgtchatdang 0 10 30 50 10
bé hon
Quy trinh phuc vu

chudn myc hon 0 2 6 30 8

Nguén nhdn lyc
ndng dgng hon
Chuong trinh
marketing hiéu qué 10 25 60 5 0
hon

0 10 66 24 0

Chinh sdch gid linh

hoat hon 0 13 22 65 0
Chat lugng sin

phém 151 hon 9 20 31 40 0

Theo két qua khao sat trén, nang luc cla
khéch san Hoing Mam dugc khach hang danh
gia tbt hon & cac tiéu chi: Vi tri kinh doanh
thuan 1gi, co s& vat chét ddng b, chinh sach
gid linh hoat. Con lai, phin ddng s khach
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hang vAn Iya chon ¥ kién trung 14p, nghia 12
ho st dung dich vu ctia Khéch san nhung thyuc
chit chua 15 nhimg lgi thé ciia nb so véi cac
khach san khac trén dja ban. Panh gid vé higu
qua cua chuong trinh marketing cia Khich
san, co toi 35% khéch hang cho réng nd chua
higu qua, 60% c6 ¥ kién trung 1ap.

* Hinh énh cia Khich san trong tam iri ciia
khdch hing

T9 1§ d4nh gid (%)
Mikc dj dinh gid
1 2 3 4 5

Cic tigu chi

Thuong hiéu ciia
khdch san gin lién
vdi trach nhiém
ciia cong d‘é‘rig
Thieong hiéu cia
khich sgnginvéi 20 20 40 20 0
su cao cdp tinh té
Thuong higu ciia
khach san ga"n voi
su tré trung, nang
déng
Thuwong hiéu ctia
khdch san gin véi
chdt eong dich vy
tin cdy

Thuong léu cria
khdch sgn la
thiwong hicu nédi 17 13 50 20 O
tibng hang diu cia

Thai Nguyén

12 8§ 70 10 O

Hiu hét c4c tiéu chi trong bang khéo sét nay,
ty 18 % khéch hang cho ¥ kién trung 13p, diéu
ndy khing dinh thuong hiéu cda Khich san
chura dat 16i mot hinh 4nh thuomg hidu gin
Iién véi cong déng, chua dat dén hinh dnh
sang trong tinh &, tiéu chi tré trung, ning
déng cling chi nhan duge 30% dénh gia cia
khéch hang. Tuy nhién, tai thoi didm khao sat
¢6 161 60% khach hing vin tin vio chit lugng
dich vu ciia Khéch san. Didu nay ¢6 nghia 14,
trong qué trinh tiéu dung dich vy, khich héng
khong ky vong qué nhidu vao chit hrong dich
vu ciia Khach san do d6 sw chénh 1éch gitta sw
cam nhin va sy trong doi 1d khong 16n.
Nhung sy chénh 1éch ndy chic chin s& c6
nhidu bién dong trong thoi gian t6i vi nhu ciu
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cia kbich du lich vbn thay ddi lién .
Khiach san Hoang MAm cin nhanh chéng v
lién tuc 6 nhitng cai tién v& chét lrong dich
vu dé kip thi thich Wmg v6i nhitng doi hai
ngdy cang cao cta khich hang vi ning cao
ning luc quén ly dé kiém sodt cic 1§ héng
chét lugng, han ché cic sai hong trong qui
trinh cung cip dich vu dé khong am lung lay
16ng tin cia khich hang.
* Mirc d hai long ctia khdch hang voi thiét
ké thuong hiéu cia Khdch san
Ty 16 ddnb gid (%)
___ Mircdjdinhgis
12 3 4 5

Cic tiéu chi

Thidt ké Togo c6
nghiavaphihgp 19 21 55 5 0
véi ngdnh nghé
Mau sdc logo dep
vd sang trong
Tén goi thuong_
hi_éu’Hadng Mim 12 13
1 rat quen thugc
C6 thé noi, thiét ké thwong hidu cha Khich
san 12 yéu 6 ma khich hang hin nhu chwa
nhén dién duoc nén hin hét trong 6 ho duara
¥ kién trung I4p.
Vé6i ngénh kinh doanh khéch san vi khich
hang phén tin & khip moi noi, khong chi tip
trung & nhitng noi c6 tai nguyén du lich. Do
d6, hinh anh cta khéch san Hoing Mém chua
duge khich hang biét dén nhiéu va trong pham
vi tong. Ddy 13 mdt yéu t5 s& anh hudmg 16
kha néng thu hit khach, va mé rdng thi trudng
ctia Khach san trong théi gian téi.

10 14 70 6 ¢

55 20 0

* Khd néing dinh gid thuong hidu cua khich san
Béng két qué didu tra sau cho thdy, khach
hang chua danh gi4 cao gid trj thuong hiéu
ciia khach san Hoang Méam. Véi ho, khi sit
dung dich vy ciia Khich san don gidn chi 13
dép tmg nhu cdu hru tri, nghi ngoi thudn tuy
chir né chua mang dén cho ho sy sang trong,
ding cag Hiu hét trong sb nhtmg khéch hing
duge dicu tra ddu khong ddng y chi tra mitc
gi4 cao hon dé duge sit dyng dich vu clia
Khéch san vi ho cho ring dich vn ciia Hoang
Mém khéng cé didm vugt troi.
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Ty 1§ danh gid (%)
Mire d9 dénh giad
1 2 3 4 5

CAc fitu chi

Sir dung dich vu cua
khdch san lam ting
hinh dnh cua 16i

20 30 45 5 0

Téi sdn sang chi trd
cao hon dé dwgc sic
dung dich vu cla
khdch san

30 45 20 5 0

Sw dung dich vy
ctia khach san déing
dong tién hon so
véi dich vy ctia cée
khdch san khic trén
dia ban

4 12 8 4 0

Tém lai, khach san Hoang Mém vin chi dwoc
khéch hang danh gia 13 mdt co s¢ kinh doanh
luu trd binh dan, chua c6 diém khéc biét so
véi cac khich san khéc trén dia ban.

* Hi¢u qud qudng bd thuong hiéu cia
khéch san

Ty 1§ d4nh gid (%)
Mirc 9 danh gid
1 2 3 4 5

Cic tiéu chi

Cac die diém cia
khdch san cé thé
dén voi t6i mdt cdch
dé dang
T6i ¢6 thé nhé vi
nhin  biét  logo
thuong  higu cia
k}f_dch san mét cdch
dé dang
T6i sé gici thiéu
dich vy ctia khdch
san cho nhimg
nguoi khdc
Bang khéo st trén cho thly, hidu qua quéng
b4 hinh anh thwong hiéu cua Khich san la
chua tbt, cac dic diém cna khach san, hinh
anh thuong higu, cam két chét lugng hau hét
khéch hang déu khong thiy va hinh dung
duge. Chi c6 20% trong sb ho thwc sw tin
fromg va sin sing gi6i thigu dich vy cia
khéch san cho ngudi khéac.
KET LUAN
Theo nhimg phén tich v danh gid & trén,
chiing ta d c6 thé nhin nhén duoc thyc n'ang
thwrong hiéu ciia khach san Hoang Mém, thiy

30 24 40 6 O

40 20 35 5 0

0 20 60 15 5

duge qué trinh ddu tr xay dyng va phat trién
thuong higu cia Khach san 14 chua bai ban.
Cho dén thoi diém hién tai, Hoang Mém chi
dugc khach hang danh gia 13 mét don vi kinh
doanh lru trii binh dén, thuong hiéu khéch
san Hoang MAm chua phai 1a mét thwong
hiéu manh trén thi trudng kinh doanh luu tri
cia tinh Thai Nguyén.
Nhu vay, mic di khich san Hoang Mém d3
dinh vi minh 12 mt khich san hing diu trén
thi trudng kinh doanh luu trd cia tinh Thai
Nguyén. Nhung theo két qua dxeu tra thi
khich hang chua c6 dénh gid cao v& gid tri
thwrong hiéu nay.
Hién tai, thi truomg kinh doanh du lich ndi
chung va thj trudng kinh doanh luu tra no6i
riéng & Viét Nam dang phat trién rit manh
mé, canh tranh ngay mot gay gt dic biét 1a &
c4c thanh phé 1ém, céc diém du lich. Cac tip
doan du lich nuéc ngoai ciing dang phét trién
manh & Viét Nam, dién hinh nhu Hilton,
Hyatt, Intercontineltal Hotel group, Starwood,
NiKko... Trong thoi gian t6i, thi trwong du
lich & Viét Nam chic chén s& con s6i dong
hon nifa.
Khéch san Hoing Mim cin nhin dinh mét
céch 1 rang sirc ép canh tranh tir thi tnrong
mang lai ngay khi n6 chura tré 1€n ngay ngit
trén thi trudng du lich tinh Th4i Nguyén, va
nhin dinh rd thanh coéng cia hién tai s& 1a
khong bén vimg néu nhw Khich san khong
xac dinh duge gid tri thuwong hiéu cia minh
trong timg giai doan tlr 46 timg bude cai tién
chét lwong dich vy, nang cao kha ning canh
tranh trén thi trudmg.
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SUMMARY
BRAND BUILDING AND DEVELOPING PROCESS’S ASSESSMENT OF
HOANG MAM HOTEL, THAI NGUYEN

Nguyen Thi Thanh Tam', Tran Quyet Thang, Dao Thi Huong
College ics and Business Administration - TNU

Despite being one of the most well operated corporations in Thai Nguyen, Hoang Mam hotel still
does not establish and develop its brand effectively. This hotel recently has to compete with more
than 200 itors in tourism and lity area, which brings numerous challenges to Hoang
Mam. In order to grow stably in this market, Hoang Mam hotel needs to make great effort in
improving its quality and ding its brand; d d. This research analizes the process
of building Hoang Mam brand from 2011 to 2015 by collecting its *evaluation on Hoang
Mam brandname’s value, which will help Hoang Mam managers assess the actual situation of its
image then give out solutions anh strategies to develop it more effectively.

Key words: Hotel, brand, Quality, custormer, service, customer.
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