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MARKETING DU LICH CO TRACH NHIEM TRONG KINH DOANH
TAlI KHACH SAN CROWNE PLAZA WEST HANOI

Vuong Thi Van Anh
Khoa Du lich, Truong Dai hoc Cong nghiép Ha Ngi

Tém tat. Kinh doanh khach san 1a mét nganh kinh doanh dich vu. Chinh vi véy, khach hang
thuong biét toi san pham, dich vu ciia khach san thong qua cac kénh tiép thi va truyen thong
cua khach san. Marketing du lich c6 trach nhiém la mot hudng tlep can moi nham phat trién
kinh doanh du lich mét cach bén vimng va dang tré thanh mét xu thé toan cau. Tuy nhién, viéc
thyc hién marketing du lich c6 trach nhi€ém trong hoat dong kinh doanh khach san chua duogc
quan tam dung murc. Trén co s& khao sat khach san Crowne Plaza West Hanoi, bai bao nghién
ctru co s i luan vé marketing du lich c6 trach nhiém déng thoi dua ra mot sb phéan tich, danh
gia vé thuc trang marketing du lich ¢6 trach nhiém trong kinh doanh tai khach san nay.

Tir khoa: Du lich c6 trach nhiém, marketing, kinh doanh khach san, marketing du lich cé
trach nhiém.

1. Mé dau

Trong nhirg nam gan day, phat trién du lich bén viing 1a mot cha dé nhan duoc sy quan tam
cua rat nhiéu céc nha nghién ctru trong nudc va trén thé gisi. Du lich bén viing duoc tiép can ¢
nhiéu khia canh khac nhau, & nhiéu linh vuc dich vu khac nhau nhu dich vu luu tra, dich vu an
udng, dich vu b sung va dich vu tham quan, huéng dan du lich. Kinh doanh khach san la mot
trong nhitng dich vu then chét, tao nén mot chuyén hanh trinh hoan hao cho du khéch. Phét trién
bén vitng trong kinh doanh khéch san ciing gop phan ddy manh phét trién du lich bén viing. Trong
kinh doanh khach san, hoat dong marketing dong vai trd quan trong. Hoat dong marketing c6
trach nhiém khéng nhiing quang ba san pham dich vu cua khach san ma con gdp phan tich cuc
trong viéc gido duc nhan thirc cho du khach. Tuy nhién, tinh trach nhiém, tinh bén viing trong
hoat dong marketing chua dugc quan tim dting muc.

Trong nudc ¢ mot sb tac gia viét vé marketing du lich, trach nhiém xa hoi, du lich c6 trach
nhigm. Viét v& trach nhiém xa hoi c6 khéa nhiéu tac gia véi nhiéu bai viét nghién ctu véi cac céch
tiép can khac nhau nhu: Hong Minh (2007) trong bai viét mang tiéu dé “Trach nhiém x& hgi va
dao dirc doanh nghi¢p” trén Bdo Van hoa va doi séng x& hoi, s6 2/2007 thi tap trung nghién ctu
méi quan hé giira pham tru dao diic véi trach nhiém x4 hoi trong doanh nghiép [1].

Viét vé trach nhiém x4 hoi trong kinh doanh khach san c6 tac gia Nguyén Thi Hong Ngoc.
Trong luan van thac si cua minh véi dé tai “Trach nhiém x& hgi trong kinh doanh khéch san tai
Vi¢t Nam - Nghién ciu truwong hop tai cac khach san Sofitel Legend Metropole va Sofitel Plaza
Ha Ngi” tac gia tap trung dé cap dén mot s van d& co ban veé trach nhiém xa hdi cua doanh
nghiép, trach nhiém xa hai trong kinh doanh khach san, thuc trang vé thyuc hién trach nhiém xa hoi
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tai khach san Sofitel Legend Metropole Ha Noi va khach san Sofitel Plaza Ha Noi [2].

Tai liéu viét vé marketing du lich ciing rt nhiéu véi cac tac gia nhu PGS.TS Nguyén Vin
Manh &TS. Nguyén binh Hoa [3], TS. Ha Nam Khéanh Giao [4], TS. Bui Thi Tam. C4c tac gia
nay chu yéu dé cap dén cac dic diém caa marketing dich vy, hanh vi ciia nguoi tiéu dung, cung
cap co so Ii luan vé ap dung marketing mix trong doanh nghiép du lich. Nhung marketing trong
kinh doanh kh&ch san thi chua dugc nghién ciu chuyén sau.

TS. Ha Vin Siéu trong bdo c&o téng hop Nghién cizu vé du lich c6 trach nhiém ¢ Viét Nam
niam 2014 tap trung xay dung co s& 1i luan vé du lich cé trach nhiém, thuc trang hoat dong du lich
c6 trach nhiém & Viét Nam va dé xuat giai phap [5].

O nudc ngoai ciing c6 mot sd tac gia nghién cau vé marketing bén viing va trach nhiém xa
hoi nhu: Adarsh Batra (2006) trong cudn Marketing du lich vi si phat trién bén viing (Tourism
marketing for sustainable development) chii yéu dé& cap dén marketing du lich huéng dén phat
trién bén vimg nhu thé nao [6]. Kuberudu & V.s.d Himabindu trong bai nghién ciru Marketing va
trach nhiém xa hgi - Marketing and socially responsible thi phan tich méi quan hé giira marketing
va trach nhiém xa hoi [7]. Kotler & Armstrong (2014) trong chuong 14:Marketing bén viing cia
cuon Nguyén tdc tiep thi (Principles of Marketing) chu yéu dé cap dén viéc dinh hudng khach
hang, xac dinh nguoi tiéu dung xanh va viéc van dung trach nhiém xa hoi trong hoat dong
marketing bén viing [8].

Co thé thay rang, cac cudn sach, béo, tap chi ciing nhu bai nghién ciu vé marketing, trach
nhiém x4 hoi tai cac doanh nghiép ciing nhu cac khach san, vé du lich trach nhiém & trong nuéc
va quéc té nhiéu. Tuy nhién, chua cé cong trinh nao nghién ciru marketing du lich c6 trach nhiém
trong kinh doanh khéch san.

Dé nghién ciru, phan tich va danh gia thuc trang marketing du lich c6 trach nhiém tai khach
san Crowne Plaza West Hanoi, tac gia st dung hai phuong phap chinh: phuong phap nghién ctru
dinh luvong va phuong phap nghién ctru dinh tinh.

V6i nhém phuong phap nghién ctru dinh tinh, tAc gia sir dung phuong phap phan tich, téng
hop dir liéu thir cap va phuong phap khao sat thuc té:

- Phuwong phap khao st thuc té tai khach san Crowne West Hanoi: truc tiép dén quan sét, thu
thap thong tin chung va thong tin vé hoat dong marketing du lich c6 trach nhiém tai khach san nay.

- Phuong phép phan tich, tong hop sé liéu thir cap: Cac thong tin vé marketing du lich c6
trach nhiém dugc thu thap tir cac cong trinh nghién ctru, giang day nhu gido trinh, bai bao cua cac
tac gia trong va ngoai nude. Pay 1a co s dé tac gia hé thong duogc co so i luan ciing nhu thyc té
vé marketing du lich c6 trach nhiém.

V&i nhém phuong phap nghién ciru dinh lugng, tac gia st dung hai phuong phap nghién ctu
chu yéu sau:

- Phuong phap diéu tra bang bang hoi: Trong phuong phap nay, tac gia tién hanh diéu tra, lay
y kién danh gia cta 50 du khach dang luu tru tai khach san Crowne Plaza West Hanoi trong vé céc
van dé lién quan dén hoat dong marketing cé trach nhiém ciiakhach san dé co thé danh gia duoc
hién trang thuc hién marketing du lich c6 trdch nhiém cua hai khach san Crowne Plaza West
Hanoi. Trén co s¢ d6, dé xuat giai phap nham nang cao hiéu qua marketing du lich c6 trach nhiém
tai khach san nay.

- Phuong phap thong ké va xir I s6 liéu: Sau khi diéu tra, ldy y kién danh gia cta 50 khach
dang luu tra tai khach san, tac gia tién hanh viéc tong hop va xir I s6 liu trén excel. Trén co s&
d6 danh gia thuc trang viéc thuc hanh marketing du lich c6 trach nhiém tai khach san tac gia
nghién ctru.

Marketing du lich 1a mot pham tri kha rong. Vi vdy, trong khuén khé cuaa bai viét nay, tac gia
xin tap trung vao hoat dong marketing c6 trach nhiém cuia khach san trong hoat dong xuc tién.
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2. Noi dung nghién ciru

2.1. Liluan vé marketing du lich cé trach nhiém

Mgt sé khai niém lién quan

Marketing du lich: Du lich 1a mét nganh kinh té tong hop. San pham du lich mang tinh tong
hop cao. Vi vay nganh du lich ciing bao gom tat ca cac khai niém, pham trii vé marketing va cac
nganh khac dang sir dung thanh cong trén thi truong. Marketing du lich c6 nghia la véan dung |i
thuyet marketing vao trong hoat dong kinh doanh du lich. Va vi vay, marketing du lich ciing bao
gom va tuan tha céc nguyén tic chung, cac noi dung co ban cua marketlng

Marketing 1a chirc ning quan tri cua doanh nghiép, n6 bao gom tit ca cac hoat dong cua
doanh nghiép déu phai huéng vao mong mudn cua thi tredng muc tiéu, dam bao ring doanh
nghiép dua ra thi truong loai san pham t6t hon va sém hon san pham cung loai cia d6i thu canh
tranh dé dat dwoc muc dich cua doanh nghiép. Marketing 1a cong viéc cua tit ca moi ngudi trong
doanh nghiép trong d6 bo phan marketing dong vai tro then chét [3].

Green washing: Nhiing t6 chirc ma danh lac hudng ngudi tiéu dang vé loi ich lién quan dén
moi trudng ciia mot san pham hoic dich vu dugc hiéu 1a "greenwashing". Greenwashing bi coi 1a
mot VAN nan vi né 1am nguoi tiéu ding cam thay hoai nghi va lam giam stc ép cua ngudi tiéu
dung khi yéu cau céc t6 chirc dua ra nhitng giai phép xanh than thién véi méi trudng trong qué
trinh san xuét va tién hanh hoat dong kinh doanh [10].

Khai nigm marketing du lich c6 trach nhi¢gm

Marketing trong du lich thuong dugc cac doanh nghiép sir dung chién lugc marketing mix
VGi “4Ps”. Trong marketing du lich c6 trach nhiém ciing ap dung chién luoc 4Ps nay:

« Product - San pham: Sy két hop giita hang hoa va dich vu mang lai cho du khéch nhiing trai
nghiém, gdbm tién nghi va trang thiét bj dat tiéu chuan, mac dich vu va chat lugng thuyét minh san
pham. M6t san pham duoc goi 1a san pham du lich bén viing hay c6 trach nhiém Ia san phim bén
ving trong tu nhién, gan giii va than thién véi moi truong. Trong qué trinh phét trién san pham
loai bo nhirng san pham khéng bén viing ra khoi hé théng san pham cua doanh nghiép.

« Price - Gi4 ca: Chi phi khach du lich phai thanh toén tai cac diém khac nhau trong chudi
phan phéi, bao gdbm gia khach phai tra khi mua truc tiép, hoa hong va gia thuc té danh cho don vi
trung gian, gia cho tré em, ngudi gia, va ca nhiing chinh sach vé diéu kién dat, hoan tra va huy
hoan. Dé phaét trién bén viing thi gia ma du khéach phai tra phai bao gdm toan b chi phi cho ki
nghi cta ho. Cac chi phi phai du cao dé dam bao du khach théa man voi nhiing trai nghiém minh
dat dugc, mang lai loi nhuan cho doanh nghiép, mang lai loi ich cho cong dong dia phuong. ...

« Place - Pia diém: “Noi” ma san pham duoc bay ban, thong qua nhitng kénh phan phéi khac
nhau nhu céc dai |i ban buén, béan 1é, va cac cong ty diéu hanh du lich. Cac kénh phan phéi can
dam bao rang cach ho ban mot san pham 1 dao dirc va khong lam ting ki vong khong thuc té
trong tam tri cua khach du lich.

« Promotion — xUc tién: Kénh giao tiép két ndi gitra nguoi ban va nguoi mua vdi muc dich
gay anh huong, dua ra thong bao hodc thuyét phuc khach hang tiém ning khi ho quyét dinh mua
mot san pham. Xdc tién bén viing can phai phan anh cach thirc ma mét trang web du lich duoc
day manh va dugc quang céo, khuyen méi va phai phan &nh chinh xéc nhiing dic diém doc dao
cuia khu vie dé khong gay ra su that vong ddi vai khach du lich. T4 chuc du lich va cac diém dén
ciing c6 thé sir dung tai liéu va quang cao dé nang cao nhan thirc du lich vé cac van dé quan trong
lién quan dén phét trién bén viing. Ho c6 thé thuc hién “tiép thi xanh” va truyén thong trong viéc
giai thich cac thong tin va giai thich ban chat cua su hdp din / tai nguyén va ¥ nghia cua né, vi du,
bang cach thiic ddy du lich “mém” giam thiéu bat loi vé méi truong va vin hoa ciing nhu thong
béo khéch du lich trong nhiing tac dong cua su hién dién cua ho [11].
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Ap dung marketing c6 trach nhiém duwa trén nguyén tic cac san pham va dich vu du lich
khéng chi duoc tao ra vi myc tiéu lgi nhuan ma phai dem dén nhitng gié tri vé mat xa hoi va moi
truong Vi loi ich cua cong déng noéi chung.

Nhu vay, marketing du lich c6 trach nhiém c6 thé duoc hiéu 1a qué trinh truyén dat thong
diép vé nhing vi du thuc tién bén virng trong du lich véi muc tiéu giéo duc va nang cao y thirc cua
cong dong vé tac dong cua du lich va lgi ich ctia nhitng thay doi tich cuc ciing nhu ap dung nhiing
nguyén tac bén viing ddi véi chinh hoat dong marketing [10].

Khi thuc hanh marketing du lich c6 trach nhiém, cac doanh nghiép du lich trong d6 c6 cac
khéch san ciing can phai thé hién tinh trach nhiém caa minh mot cach tong thé va toan dién ¢ cac
khia canh san pham, gié ca, kénh phan phéi va xuc tién

Lei ich caa vige thuc hign marketing du lich co trach nhigm

Hoat dong marketing gan lién véi trach nhiém xa hoi sé tang uy tin ciing nhu du an thuong
hi¢u trong tam tri khach hang. Trong kinh doanh, nhitng san pham dugc ching nhan 1a “bén
viing” hay c6 trdch nhi¢m s& c0 loi thé hon trong cudc canh tranh vi duoc khach hang danh gia
cao hon va ho san sang mua nhitng san pham nay hon 1a cac san pham thiéu trach nhiém bai ho
cho rang cac san pham nay c6 gia tri cao hon. Nhitng san pham cé trach nhiém cé thé mang lai
niém tin cho khach hang va lam cho khéach hang khong nhiing cam thay thoai mai hon khi mua
san pham lan dau ma con cam thay thoai mai hon khi mua lai san pham do.

Marketing du lich c6 trach nhiém Ia chién lugc trong kinh doanh vi né khéng nhiing gitp ma
rong nguon khach ma con khién khach hang gan b6 l1au dai voi san pham, cé thé khuyén khich
khach hang mua lai san pham trong twong lai. Bén canh d6, marketing du lich ¢6 trach nhiém gop
phan lam ting doanh thu. Marketing du lich c6 trach nhiém duoc xem nhu 1a mot hanh dong
hudng téi phat trién du lich bén viing. N6 ¢6 thé giup gia tang thu nhap bang cach dat dugc long
trung thanh tur khach hang hién tai va thu hat khach hang mai, tir 46 mo r6ng thi phan.

Loi ich tiép theo Ia tiét kiém chi phl gitp doanh nghiép dé dang tlep can véi cac ngudn vén.
Ddng thoi, né ciing gitip nang cao ngudn lyc con ngudi. Nhan vién s& réat tu hao khi 1am viéc cho
nhitng nguoi cha thyc hién trach nhiém cua ho véi x& hoi mot cach nghiém tac [10].

Nguyén tic ciza marketing du lich cé trach nhiém

Nhiing nguyén tic co ban ciia marketing du lich cé trach nhiém bao gém nhiing dac diém sau:

» Hop phép, trung thuc va dang tin cay

« Ton trong nguyén tac canh tranh 1anh manh va nhiing trueong hop kinh doanh thanh cong da
duogc cbng nhan

« C6 trach nhiém véi xa hoi va dua trén nguyén tac cong bang va tin tuong 1an nhau

« Khong v dao dirc, cong kich hay chdng lai pham gia con ngudoi

* Ton trong Su riéng tu ciia nguoi st dung

« Tuan thi luat phap, quy dinh va quy chuan ty quan Ii

Hon nira, trong qué trinh truyén dat thong diép quang ba, marketing du lich c6 trach nhiém
cling phai quan tam t6i moi truong va tim cach sir dung nguon tai nguyén thién nhién mot cach
lau dai, bén viing [10].

Ngi dung ciia marketing du lich c6 trach nhiém

Truyén dat théng diép chinh x&c va than thi¢n

Diém cét 16i cua marketing du lich 1a truyén tai nhitng trai nghiém dén véi thi truong muc
tiéu. Nhitng trai nghiém cta khach dugc tao ra tir cac yéu té céu thanh nhu dia diém, co s vat
chat ha tang, dich vu va thuyét minh. Do dé, diéu quan trong Ia phai quang bé& nhiing trai nghiém
cu thé 6 kha nang dap ang nhu cau cua tirng thi truong trong tam. Vi thé viéc quang ba théng tin
mét cach chinh xéac vé diém dén, cac hoat dong, su kién va co sé va dich vu du lich tai diém dén
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la rat quan trong, dé dam bao dap tng duoc nhu cau cua khéch hang va mang lai su hai long cho
du khach. Chan thuc trong marketing doi hoi phai ¢ sy am hiéu vé san pham va dich vu cot 16i,
mang lai nhirng trai nghiém cho thi truong khach muc tiéu [9].

Marketing cdc dién hinh du lich bén viing

Dbi vai cac diém dén du lich, cac td chirc hay diém tham quan dang tién hanh hoat dong du
lich bén viing, diéu quan trong khdng chi la tuyén truyén cho du khach nhiing gi da duoc thuc
hién dé lam thay d6i hanh vi, thai do cua khach, khién ho cam théng vai nhitng quy dinh cua du
lich bén vitng ma con nang cao nhan thirc va giéo duc du khach biét dugc If do tai sao du lich bén
viing tré nén quan trong, gitp du khach tiép thu va co thé truyén dat cho nguoi khac. Hon nira,
marketing bén viing ciing mang lai nhiing loi ich tryc tiép cho khach du lich nhu cho phép ho
tham gia vao quéa trinh 1am du lich, tao nén nhiing thay doi tich cuc. Marketing bén viing ciing
gilip cho t chiic ¢6 thé gianh loi thé trong qué trinh canh tranh [13].

Duy tri bao mdt dir liéu trong marketing

Pé tién hanh hoat dong kinh doanh caa minh, khéi doanh nghiép du lich phai thu thap théng
tin vé& khach hang va té chirc. Cac doanh nghiép nhu khach san can thu thap thdng tin ca nhan cua
khach hang nhu tén khach, quéc tich khéch, thdng tin tai khoan ngén hang dé thuc hién giao dich
ban hang khi cung cap dich vu cho khéch. Quan i tét dit liéu khach hang duoc phan anh théng
qua céch thu thap, luu trir va sir dung thong tin khach hang nhu tén, dia chi hay thdng tin ca nhan
khac cua khach ma van dam bao tinh bao mat ciia nhirng thdng tin nay.

Cac loai dir liéu yéu cau dugc bao mat c6 thé bao gdm bat ki théng tin gi vé khach hang
(khéch hang ca nhan hay doanh nghiép) dang dugc luu trit trong may tinh hay ho so luu trit cua to
chirc ma c6 thé duoc sir dung boi bén thir 3. Vi du nhu thong tin vé tén, dia chi, e-mail, s6 ho
chiéu, ngay théng nam sinh va tai khoan ngan hang cta khach.

Quan |i tét dir liéu khach hang va dam bao quyén riéng tu 1a diéu quan trong dé gay dung
mdi quan hé véi khach hang (ca nhan hay doanh nghi¢p). Néu céc to chirc khong ton trong quyén
riéng tu ctia khach hang c6 thé gay ra nhiing van dé nghiém trong vé mit tai chinh, thuong mai
hay nguy hai dén danh tiéng cua to chirc d6, hay co thé 12 bi xir phat [10].

Thu thdp phdn héi cuia du khach

Thu thap phan héi cia du khach 1a mot buéc quan trong vi nd gilip cho cac t6 chic ciing nhu
ca nhan hoat dong trong linh vuc du lich hiéu hon vé thi hiéu ciia khach hang. Thi hiéu caa khach
c6 thé bj anh huéng boi nhiimg thay ddi v& mat xa hoi, chinh tri, kinh té va canh quan moi trudng.
Két qua cua viéc thu thap ¥ Kién khach hang la dé diéu chinh va tao ra nhitng san pham va chién
dich quang ba phu hop, dap ung nhu cau cua thi truong. Cach thuc thu thap phan héi cua khach
phu thudc vao nguon lyc tai chinh va nhan lyc, sy han ché vé mat thoi gian, mic do chi tiét cua
thong tin can thu thap va dic diém cuaa khéch

Dat dwot gidy ching nhdn bén viing

Nhiing tiéu chuan, nhitng chang nhan, ching chi, giai thuéng trong nganh du lich 1a cong cu
guan trong dé phan biét cac cong ty, san pham, san pham hay dich vu thuc sy “trach nhiém” tir
nhiing hoat dong gan voi “sinh thai” hodc “bén vimg”. N6 1a cong cu marketing hiéu qua dé thu
hit khach hang. Viéc dat duoc cac tiéu chudn ciing nhu nhitng chirng nhan bén viing nhu 13 mot
su khang dinh lai mot lan nira tinh bén viing trong cac hoat dong ctia doanh nghiép du lich. Nhiing
ching nhan nay giap tang niém tin cta khach hang véi doanh nghiép. Nhu 1a mot minh ching cho

su nd luc ¢b gang cua doanh nghlep huéng téi du lich bén viing.

Bdng 1. Mét so chwong trinh Nhan sinh thdi ciia cac quéc gia

Vung/Qudc gia Tén nhan sinh thai
Bic Mi Green Leaf
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Canada Green Key

Anh Green Tourism Business Schems
Hoa Ki Green Seal

EU Ecolabel va Green Key

Trung Quéc Green Hotel Standard

bai Loan Green Mark

Singapore SEC Eco Label Hotel

Viét Nam Green Lotus (Bdng sen xanh)

(Nguon: Tac gida téng hop)

2.2. Thuc trang hoat dong marketing c6 trach nhiém trong kinh doanh tai khach san
Crowne Plaza West Hanoi

Crowne Plaza Hotels & Resorts 1a mot trong nhitng thwong hiéu khach san hang dau thé gidi
c6 mit tai gan 60 qudc gia. La khéach san thudc tap doan IHG (Intercontinental Hotel Group) dau
tién tai Viét Nam mang thuong hiéu Crowne Plaza, khach san Crowne Plaza West Ha Noi rat gan
v6i Trung Tam Hoai Nghi Quéc Gia, San Van Bong My Binh va San Bay Qudc Té Noi Bai - mot
vi tri vd cuing thuan lgi cho ca du khach trong nudc va qudc té. Crown plaza west Hanoi la toa cao
6c gom 02 tang ham, 23 ting cao va 02 tang ki thuat voi téng dién tich xay dung khoang
18.200m? va tong dién tich cho thué khoang 12.500m?. Khach san Crowne dugc xay dung, dau tu
trang thiét bi co so vat chat cho 393 phong tiéu chuan trong d6 c6 40 phong suite dugc thiét ké
VGi noi that sang trong, hién dai phi hop véi yéu cau cao cap cua khach hang.

Truyén dat thong diép

Khao st thuc té trén 50 khach dang luu tra tai khach san cho thay c6 80% phan trim khach
cho rang trong thoi gian luu trii tai khéch san, khach dugc nhan nhiing dich vy dang nhu nhitng gi
khach san quang c&o, 20% con lai cho rang nhiing dich vu ma ho nhan duoc khong gidng nhu
khéch san quang cao. Diéu nay cho thiy nhiing san pham dich vu cua khéch san da s dap tng
dugc mong dgi cua khéach hang.

Bdng 2. Bang thong ké phdn anh mike d hai 1ong ciia khéach so véi ki veng
doi véi dich vu tai khach sgn Crowne Plaza West Hanoi

Trén cd ki Gidng nhwki | Thit veng Rat that

vong vong vong
Dich vu luu tri 10 khéach 35 khéch 5 khéch 0 khéch
Dich vu én uéng 5 khéach 30 khéch 5 khéch 5khach
Dich vu bé sung 15 khach 35 khéch 0 khach 0 khach
Thdi dj ciia nhan vién 10 khéach 40 khéch 0 khéch 0 Khéch

(Nguon: Sé liéu diéu tra bang hoi)

Két qua khao sat trén trang tr1padv1sor com.vn, bookmg com, agoda.com cling ching minh

rang nhiing thong diép, nhiing san pham dich vu va chit luong san pham dich vu cua khach san

dang vai nhitng ki vong, mong doi ctia khach hang va dugc khach hang danh gia kha cao, dac biét

trong dich vu budng phong va dich vu hai nghi hoi thao. Khach san da truyén dat théng diép mot
cach chan thue dén vai cac thi truong muc tiéu caa minh.
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Bdng 3. Tong hep ddnh gid ciia khach vé khach sgn Crowne Plaza West Hanoi

glf(f)‘n';é ttr':r‘l“t%‘yig‘; Tﬁggﬂi‘;’ ';'i‘j‘ch Diém danh gia Miic danh gi4
Trip advisor 358 9 Tuyét voi
Booking.com 48 8.1 RAt tot
Agoda 122 7.8 Rt tét

(Nguon: Téc gia tong hop)
Marketing cdc dién hinh du lich bén viing
Mot s6 bai viét thé hien trach nhiém xa hoi cua khach san trong vong 5 nim tir khi mo
https://www.facebook.com/crowneplazahanoi/?fref=ts la 68 bai viét, trung binh 13.5 bai /nim .
Tat ca cac bai viét déu xoay quanh hoat dong CSR cua khach san, luot thich cha yéu 1a nhan vién
trong khach san, su tuong tac va phan hdi cta khach va cac ddi tuong fans khac gan nhu khong co.
Theo khao sat cua tac gia, trang fanpage nay hoat dong chua thuc sy hiéu qua. Mac du khach
san c6 kha nhiéu cac hoat dong hudng dén moi truong, cong dong nhung chi 6 mot s it cac hoat
doéng duogc dang tai. Chinh vi vay, tinh dinh hudng va giao duc cho du khach chua cao. Bén canh
nhitng bai viét vé hoat dong CSR cua khach san minh, khéch san c6 thé dua vao nhitng bai viét
vé cac dién hinh khac trong viéc phat trién bén viing trong linh vuc du lich va khéch san dé nang
cao nhan thirc cua du khach.
Bdng 4. Bang thong ké sé bai viét ciza khach sgn Crowne Plaza
trén trang fanpage cua khach san tir 2011-2016

I I I S6 lwgng
SO‘l.ll’(.).'ilg S0 l_u’qng S(,) lu’?’ng binh luin Poi twong
bai viéet like chia sé TB : :
B
Bai viét vé sa Khach, nhan
A Vit veosan 472 | T2 -400 50 vién khach san,
pham dich vu fans
Bai viét vé hoat Nhan vién
dong CSR 68 20 0 1 khach san
Bai viét khac (tuyén . .
dung, cic bai viét | 206 10-50 10 10 Nhan — vien
khach san, fans
chung chung..)

(Nguén: Tac gia t(fng hop)
Mot mang x& hoi khac ciing dugc khéch san sir dung dé quang ba san pham dich vu va hoat
déng hudng téi moi truong va xa hoi caa minh la twitter. Sau khi thanh 1ap dugc khoang 1 nam,
khach san da mo 1 tai khoan Twitter dé marketing san pham dich vu caa minh. Trong s 910
tweet duoc viét thi chi c6 20 tweet viét vé hoat dong trach nhiém xa hoi. Sb luong bai viét vé
trach nhiém xa hoi chi chiém 0.02% so véi tong sb tweet. Nhu vay la qua it, hiéu qua marketing
thép. Hoat dong marketing c¢6 trach nhiém ctia khach san trén mang xa hoi facebook va twitter da
dugc quan tdm va cha y. Tuy nhién, hoat dong marketing c6 trach nhiém trén mang facebook cua
khéach san dugc quan tim va chi trong hon, thé hién qua sb bai viét va luong ngudi thich, chia sé
c4c bai viét trén trang fanpage ctia khach san nay.
Cong cu tim kiém google la mét trong cac hinh thie marketing dugc cac doanh nghiép tin
ding. Khi go tir khda Crowne Plaza West Hanoi thi trong vong 0.5 gidy cho 62 triéu két qua.
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Nhung trong sé 62 triéu két qua nay chi cé 2 két qua quang ba cac hoat dong trach nhiém xa hoi
cua khach san.

Bén canh d6, mot hinh thic nita duge khach san 4p dung nhim gido duc va nang cao ¥ thirc
cua khach luu tr. B6 chinh 1a marketing truc tiép Trong thoi gian khach luu tra, khach san
Crowne Plaza West Hanoi dinh hudng va khuyen khich khach khong yéu cau gidt do vai trong
phong néu chua thy that sy ban bang mot mau gidy huéng dan dit trén dau givong cia khach véi
thong diép “Small things make a big difference” — Nhiing viéc nhoé tao nén su khac biét 16n.

SMALL THINGS MAKE A BIG DIFFERENCE.

Everyday in hotels throughout the world, masses of towels and linen are
unnecessarily laundered polluting our water with huge quantities of
detergent. You can make a difference

Unless you request, your linen will be changed at an every third day, after
second night, for consecutive stays

Towels on the floor means: Please replace them. Towels on the towel rail
means: | will use them again

Hinh 1. Bing hwéng din khdch sir dung do vii
(Nguon: Khdch san Crowne Plaza West Hanoi)

Hinh anh phia trén cho thy rf?mg khach san da c6 hoat dong dinh huéng cho khach vé viéc sir
dung mét cach tiét kiém cac ngudn niang lwong: “Mdi ngay, cac khach san trén toan thé - gi61, mot
s6 luong khan va do vai dugc giat khi chua thyc su can thiét gdy ra lang phi va 6 nhiém nguén
nude voi luong chat ty khong 16. Néu quy khach khong yéu cau thi do vai trong phong cua quy
khach s& duoc thay 3 ngay mot 1an sau 2 dém lién tiép. Khin trén san nha c6 nghia 14 lam on hiy
thay chung. Khén trén gié c6 nghia la tdi s€ str dung lai chiing.

Béang hudng dan sir dung nay c6 2 mit, khi nhan vién budng phong nhin thdy mat nhu hinh
phia trén & d4u giudng hodc trén giwdng c6 nghia 1a khach muén thay chin ga. Néu nhin thiy mat
con lai nghia 14 chua can thay chin ga.

Nhu vay, cac cong cu marketing déu duoc khach san Crowne Plaza West Hanoi ap dung. Tuy
nhién, cac cong cu van chua phat huy dugc hét vai tro cta né trong viée tuyén truyén gido duc
khach Iuu tri thay d6i nhan thirc va hanh vi huéng t6i moi trudng va cong dong.

Duy tri bao mdt dir liéu

Khach san Crowne Plaza cam két bao vé tat ca cac thong tin ca nhan cua khach hang nhu tén,
sO dién thoai, thé tin dung, email. Tat ca cac nhan vién trong khach san déu phai tham gia khoa
hoc vé Data privacy trén trang web cua tap doan khi lam viéc tai khach san va chuong trinh nay
hang ndm s€ phai hoc lai. Tat ca cac thong tin vé thé cua khach hang khong dugc in ra gidy. Tai
quay 18 tn c6 mot bang chinh sach thong bao voi khach hang vé bao mat thong tin.

bé bao mat thong tin va dit liéu khach hang, tat ca cac thao tac, cac hoat dong kinh doanh cac
dich vu trong khach san déu duoc thuc hién trén phﬁn mém Opera. Cac thong tin khach hang, bao
cao kinh doanh dugc phan quyén cu thé. Ngoai ra dé dam bao tinh bao mat, cac dit liéu cua khach
hang ciing nhu dit liéu kinh doanh, may tinh & céc b phan déu sir dung méy tinh dé ban.
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Mbt didu ndi bat nira trong chinh sach bao mat thong tin cua tadp doan IHG (Intercontinental
Hotel Group) n6i chung va khach san Crowne Plaza West Hanoi la trén cac website cua tap doan
va ctia cac thuong hiéu thuoc THG khong danh cho tré em va khong ga gdm hoic thu thap thong
tin ca nhan tr cac ca nhan dudi 18 tudi. Néu khach san duogc thong bdo hoac phat hién ra thong
tin ca nhan cua tré vi thanh nién duoc thu thap khong ding cach. Khach san sé tién hanh cac budc
hop li dé hity bo cac thong tin d6. Trong nhing truong hop nhat dinh, khach san co thé thuc hién
céc chién dich hodc chién dich ma myc tiéu hudng dén 1a tré em.

Mic du cac diéu kién va cam két bao mat cia khach san kha chi tiét nhung trong qué trinh
khdo sat khach van c6 t&i 20% khach t6 ra khong tin twéng khi cung cap cac thong tin ca nhan ciia
minh cho khéch san.

Thu thip phdn hoi ciia du khéch

Ciing nhu cac khach san khac, khach san Crowne Plaza West Hanoi sit dung cac hinh thic
thu thap phan hoi sau:

«Phiéu khao sat sy hai 10ng ctia khach: Phiéu nay dat trong mot quyén cover dat trong ngén
kéo ban 1am viéc ciia khach. Khach c6 thé dién ngay khi co van dé gi d6 birc xtc can giai quyét
hoac sau khi khach lam thu tuc check out.

*Thu thap phan hoi qua email: Day 1a hinh thirc phan hdi y kién phd bién va thuan tién. Khi
chat lwong dich vu cling nhu thai d6 ciia nhan vién khong dap tmg duoc yéu cau, khach co thé gui
email dén bo phan chiam soc khach hang ciia khach san. Phan hoi t6t hay xau déu dugc ban giam
dbc khach san thong bao tdi cac bo phan dé rit kinh nghi¢m.

*Thu thép phan hdi tryc tiép: Trong qua trinh cung cép dich vu, tit ca nhan vién cac bd
phan tiép xuc truc tiép trong qua trinh cung cap dich vu

Mot hinh thte nita duge st dung phd bién d6 1a thu thap ¥ kién cua khach hang qua hé
thng dit phong truc tuyén nhu tripadvisor, agoda, booking. ivivu ...va qua trang web cta khach
san https://www.ihg.com/ crowneplaza/hotels/us/ en/hanoi/ véi tién 1ch Opinion lab. Tuy nhién,
phiéu khao sét truc tuyén ndy con so sai, chua phan anh hét duoc nhimg danh gia va nhan dinh
cua khach hang.

Bing 5. Bing thong ké cdc hinh thirc feedback ciia khdch

Hinh thirc phan hoi Ty 18 %
Truc tiép 10%
Email 15%
Website ctia khach san, cac trang dit phong truc tuyén 50%
Phiéu feedback trong phong khach 20%
Khéac 5%

(Nguon: Téc gia tong hop)
Tt ca cac phan hdi cua khach déu dugc khach san tra 161 va dap tmg mot cach kip thoi.
Cdc chimg nhdn bén viing va gidi thudng
Khach san dat dugc chiing nhén Green Engaged mic d6 1 ma tdp doan dua ra. IHG la tap
doan dAu tién dua ra cac tiéu chudn vé giam thai ra moi truong cho cac thuong hiéu khach san cua
minh. Green Engaed la chiing nhén bét budc dbi véi tt ca cac khach san thudc tap doan. Va
Green Engaged mirc d6 1 1a mirc do thap nhat. O cap do nay, cac khach san phai hoan thanh 10
giai phap thuc hién tot nhét va thanh cong thong qua cac hoat dong tiét kiém ning lwong va chi
phi, theo doi viéc tiéu thu nang lugng, thanh 1ap doi giam sat cac hoat dong moi truong, lrflp dat hé
thong 4nh sang hiéu qua trong phong khich. Mic di méi dat duge mirc do thip nhat trong hé
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thong tidu chuan Green Engaged cua tap doan song khach san Crowne Plaza West Hanoi chua
thuc sy chu trong dén chiing nhan nay va chua quang ba trén cac trang thong tin cia khach san,
chua truyén tai dén céc doi tac cling nhu dat giay chung nhan tai nhirng noi khach dé quan sét.

2.4. Danh gia hoat dong marketing du lich c¢6 trach nhiém trong kinh doanh tai
khach san Crowne Plaza West Hanoi

Uu diém

Qua thyc trang hoat dong marketing du lich c6 trach nhiém tai khach san Crowne Plaza West
Hanoi c6 thé thay duoc rang khach san nay di 1dng ghép duoc hoat dong marketing c6 trach
nhiém vao chién luoc marketing cua khach san minh. Bén canh viéc tuyén truyén, quang ba cac
san pham dich vu vaa minh, khach san d budce dau quan tam dén Viéc dua cac hoat dong hudng
t6i moi truong, toi cong dong dé giup cho khach hang thiy duoc rang ho khdng chi cung cap
nhitng san pham chat luong ma con rt quan tam dén thyuc hién trach nhiém déi véi xa hoi.

Mbét diéu nira chung minh dugc khach san rat trach nhiém trong hoat dong marketing cua
minh, d6 1a khach san da truyén tai thong diép dén céc thi truong muc ti€u ciia minh mot cach
chan thuc va chinh xac. Sy chuyén nghiép, su dau tu ti mi dén tung chi tiét tr co s& vat chat, trang
thiét bi, tién nghi dén doi ngii nhan vién phuc vu dd mang dén cho khach hang nhimg trai nghiém
tuyét voi, dung nhu Ki vong cuia khach. Trén 80% du khach cho rang nhiing san pham dich vu ho
nhan duoc gidng nhu nhing gi ho thiy duoc trong cac hoat dong quang céo cua hai khach san.

Dé hoat dong marketing c6 trach nhiém c6 hiéu qua cao, khach san nay ciing van dung thanh
cong va hiéu qua cac cong cu marketing nhu internet, google, mang xa hoi. Pay 1a cac kénh
truyén thong pho bién ¢ luong nguoi ding 16n. Bén canh do, cac kénh nay ciing giup tiét kiém
chi phi hon, hiéu qua hon so vdi cac kénh marketing truyén thong nhu béo in, truyén hinh, cac to
roi tap gip. Piéu d6 chimg t6 rang khach san di nghién ctru rat ki thi trudng cling nhu xu thé phat
trién cua xa hoi.

Thanh céng thir tur ma khéach san dat dugc. Trach nhiém xa hoi la mot phén khong thé thiéu
dé kinh doanh ¢6 trach nhiém. Tinh trach nhiém trong hoat dong kinh doanh cua khach san dugc
thé hién qua ba khia canh: trach nhiém vé kinh té, trach nhiém véi cong déng va trach nhiém vai
moi truong. Khach san thuc hién rat tot cac hoat dong trach nhiém xa hdi & ca ba khia canh
nay.Ho da tan dung triét dé cac hoat dong nay lam cong cu marketing, quang ba hinh anh thuong
hiéu ctia minh, ting uy tin cta khach san dbi voi khach hang va cac ddi tac ciia khach san trong
hoat ddng kinh doanh.

Han ché

Bén canh nhitng thanh tyu da dat dugc, trong qua trinh hudng tdi marketing c6 trach nhiém,
khach san Crowne Plaza West Hanoi ciing vap phai mot sb thach thirc va han ché.

Pau tién, mic du da c6 su Iya chon dugc cac kénh truyen thong. Tuy nhién, mirc d6 thu hut,
mirc d tuong tic cua nguoi xem, cong ddng thip. Didu nay thé hién & s luot luong view, sb
lugng binh luén, chia sé¢ rat thap, chu 'yeu 1a nhén vién trong khéach san theo ddi. Trong khi nhitng
thong tin vé san pham dich vu dugc rat nhiéu khach hang quan tim va trao doi s6i noi.

Han ché thir hai, hoat dong marketing truc tiép chua dugc quan tam thich dang. Ngoai thoi
gian di tham quan, 1am viéc thi thoi gian chu yéu khach s& danh dé nghi ngoi tai phong ciia minh.
Nhung trong phong cua khach, cac khiu hiéu hay nhitng hudng dan dinh huéng, giao duc nhan
thirc cho du khach gan nhu rat it, chi 6 bang hudng dan khach sir dung tiét kiém d6 vai dat & dau
gnrorng, nhimg hudng dan st dung tiét kiém dién, tiét kiém nudc khong hé co. Cong tac dién giai
mdi trudong gan nhu khong c6. Nhiing théng diép con kho cimg, nham chan, hinh anh tuyén truyén
con chua bét mat vi vay chua 16i cuon, chua thu hat sy cha y cua khach. Vi vy, dé cong tac
marketing truc tlep ¢6 hiéu qua hon, khach san can lya chon nhitng hinh anh vui nhdn, nhitng cau
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khau hiéu ngan gon va d& nhé va dat nhimg khau hiéu, hinh anh nay tai nhitng khu vuc cong cong
trong khach san.

Thur ba, nhitng hoat dong trach nhi€ém xa hoi dugc khach san marketing déu duogc thuc hién
theo ké hoach hang niam cua tap doan IHG. Nhitng hoat dong mang tinh chat riéng ctia khach san
con kha it. Thir tu, trong viéc marketing cac dién hinh du lich bén viing, khach san chi tip trung
vao nhitng thanh tyu cia minh ma khéng chu trong dén tuyén truyén viéc cac dién hinh thanh
cong trong viéc phat trién ben virng. Ngoai ra, khach san van chua c6 lién két t6i cac trang thong
tin chuyén nganh vé phat trién bén viing dé giup cho du khach biét cach dé tro thanh ngudi tiéu
dung xanh.

Nhimng han ché ma khach san dang gap phai 1a do chua thuc hién duoc triét dé tinh trach
nhiém trong hoat dong marketing. V& ban chat, khach san dang ap dung greenwashing dé danh
bong tén tudi cia minh. Nhitng hoat dong marketing huéng t6i moi truong, cong dong ciia khach
san muyc dich chii yéu 13 dé lai dau an trong tam tri khach hang, thu dugc doanh thu va loi nhuén
cao. Nhing hoat dong mang lai loi ich cho cong dong gan nhu khong c6. Dé hoat dong marketing
6 trach nhiém dat hi¢u qua cao, diéu quan trong bac nhit ma khach san Crowne Plaza West
Hanoi can phai quan tam la gido duc nhan thic, dao dc cho cac cdn bg nhan vién lam viéc trong
khach san tir can b quan Ii cip cao dén nhan vién phuc vu truc tiép. Béi 18, yéu té dao duc 1a yéu
tb then chdt trong viéc quyét dinh chét luong san pham dich vu trong khach san.

3. Kétluan

Marketing du lich c6 trach nhiém 1a mot hudng di ding dan nham hudng téi phét trién du
lich bén vitng. Marketing du lich cé trach nhiém khdng chi c6 vai trd trong viéc nang cao uy tin,
hinh anh va thuong hiéu cia khach san ma con gop phan gido duc, nang cao nhan thic caa khach
lwu tra, thu hat khach tham gia vao cac hoat dong huéng téi phat trién du lich bén viing.
Marketing du lich ¢ trach nhiém c6 thé &p dung cho cac ddi tuong khac nhau nhu cac cong ty lir
hanh, cac co ¢& kinh doanh luu tra va cac diém du lich. Tuy nhién, marketing du lich c6 trach
nhiém hién nay duoc cic co s kinh doanh luu tra thuc hién hiéu qua hon ca bai dugc 1ong ghép
véi hoat dong trach nhiém xa hoéi. Sau khi nghién ctu truong hop tai khach san Crowne Plaza
West Hanoi, tac gia nhan thiy rang cac co so luu trii tly theo quy mo va nang luc ciia minh ¢6 thé
lua chon cac hinh thic thuc hanh marketing du lich c6 trach nhiém khac nhau. Hién nay trong
marketing, c6 mot thuat ngir dugc cac chuyén gia dua ra la greenwashing. Pay 1a thuat ngir mé ta
cac doanh nghiép danh bong thuong hiéu bing méc than thién méi truong. Va hoat dong
marketing tai Crowne Plaza West Hanoi vé mit ban chat van 1a greenwashing. Muc dich chinh
cua viéc quang ba cac hoat dong CSR 1a danh bong tén tudi cua khach san nhiam thu duoc loi
nhuéan va nhitng viéc lam do6 nguoi dugc lgi 1a chinh khach san chir khéng phai méi truong va
cong dong. Didu nay nghe c6 vé nhur 1a tiéu cuc. Nhung theo quan diém cua tac gia, diéu nay chua
han da xau. Boi 18, mot hoat dong marketing hudng téi phat trién bén viing doi hoi can phai co
mot thoi gian dai va khdng mang lai két qua tac thi. Viéc cac khach san &p dung greenwashing la
mot budc dém dé hoat dong marketing tién 1én mot tam cao méi trong tuong lai, d6 1a marketing
c6 trach nhiém, green marketing. PAng thoi trong qué trinh nghién ctu va khao sét, tac gia ciing
nhan thidy mot didu rang khach san Crowne Plaza West Hanoi méi chi chd trong vao hoat dong
xUc tién. Con céc chinh sich vé gia ca, phan phéi va san pham gan nhu 1a chua c6.

Khéch san da dau tu va chu trong viéc tuyén truyén, giao duc nhan thirc cho du khach va dat
duogc nhirng két qua budce dau. Tuy nhién, dé hoat dong marketlng du lich c6 trac nhiém dugc hiéu
qua hon khach san can c6 céc giai phap dé giai quyét cac van dé con ton tai caa minh. Viéc thuc
hanh marketing du lich c6 trach nhiém trong kinh doanh 1a bai hoc kinh nghiém dé cac co s kinh
doanh luu tri khac hoc tap, gilp cho céc khach san lya chon cac hinh thuc marketing phu hop véi
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quy md va ning luc cia minh. Va dé dua marketing du lich ¢é trach nhiém vao cac doanh nghiép
du lich, cac diém dén can c6 su chung tay cua nhiéu bén tir cac co quan quan li nha nudc vé du
lich, cac hiép hoi ciing nhu nhirng nguoi quan li cap cao tai cdc doanh nghiép.
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ABSTRACT

Socially responsible tourism marketing in hotel business
Case study of Crowne Plaza West Hanoi

Vuong Thi Van Anh
Faculty of Tourism, Hanoi Industry of University
Hotel business is a service business. Therefore, customers only know the products and
services of hotel through marketing and communication channels. Responsible tourism marketing
is a new approach to sustainable development and is becoming a global trend. However, the
implementation of responsible tourism marketing in hotel business has not been given adequate
attention. On the basis of a survey at Crowne Plaza West Hanoi Hotel, the article explores a
number of theoretical foundation of responsible tourism marketing and gives a number of

comments on the marketing practices that are responsible in hotel business.
Keywords: Responsible tourism, marketing, hotel business, socially responsible tourism

marketing.
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