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LOI MO PAU
1. Ly do chon dé tai

Cham soc khach hang dang ngay cang trd thanh yéu té quan trong, thim chi mang
tinh song con ddi véi cac doanh nghiép trong bdi canh thi trudng canh tranh khoc liét
va khach hang ngay cang c6 nhiéu lwa chon hon. Hién nay khach hang cang c6 nhu cau
vé cac trai nghiém cé nhan hoa, ho mong mudn c6 duoc su quan tam va tran trong hon.
Dé thu hut duoc khach hang méi va gitt chan khach hang cii, moi doanh nghiép déu can
c6 su dau tu 16n vao cac budc trong cham séc khach hang. Tur d6, giup tang loi thé canh
tranh trong mot thi truong co nhiéu su lua chon, va khach hang dé dang quay lung véi
doanh nghiép néu khong hai long nhu nganh F&B, dic biét 1a nha hang. Dich vu chim
soc khach hang khong chi dirng lai ¢ chit lrong moén dn ma con bao gém su chuyén
nghiép cua nhan vién, téc d6 phuc vy, cach xir Iy phan hdi va cam xuc tong thé cua
khach hang khi trai nghiém tai nha hang.

Trong thuc té, cong ty TNHH MTV Hoa Tai Loc ciing c6 dau tu vao timg quy trinh
nay. Pic biét cha trong vao phat trién doi ngli nhan vién than thién, chuyén nghiép, phuc
vu chu d4o dé tao ra nhirng trai nghiém c4 nhan dén khach hang. Tuy nhién, trong quy
trinh xtr Iy phan hoi cta khach hang chua chuyén nghiép va khong dem lai hiéu qua, dan
dén trai nghiém khong t6t dén khach hang. Ngoai ra, nhan vién chua dugc dao tao bai
ban vé cham soc khach hang, dic biét 1a phuc vu khach du lich (nguoi ngoai qudc).

Viéc hoan thién hoat dong cham so6c khach hang khong chi giap Cong ty TNHH
MTYV Hoa Tai Ldc nang cao chét lwong dich vu ma con tao ra su khac biét trong moi
truong canh tranh khdc liét. Do do, em lya chon nghién clru dé tai “Hoan thién hoat
dong cham séc khach hang tai Cong ty Trach nhiém hiru han mét thanh vién Hoa
Tai Loc”.

2. Muc tiéu nghién ciru

Muc tiéu chung: dua ra cai nhin téng quan vé hoat dong CSKH tai Cong ty TNHH
MTYV Hoa Tai Loc qua do danh gia cong tac nay tai doanh nghiép.

Muc tiéu chi tiét:

- Hé thong hoa kién thirc vé hoat dong Chiam soc khach hang

- Quan sat thyc trang hoat dong CSKH tai Cong ty TNHH MTV Hoa Tai Ldc

- Phan tich thyc trang hoat dong CSKH tai Cong ty TNHH MTYV Hoa Tai Loc

- banh gia thyc trang hoat dong CSKH tai Cong ty TNHH MTYV Hoa Tai Loc
1



- D& xuit y kién nham hoan thién hoat dong CSKH tai Cong ty TNHH MTV Hoa
Tai Loc
3. Pbi twong nghién ciru
Nghién ctru hoat dong CSKH hién tai cua Cong ty TNHH MTYV Hoa Tai Ldc, bao

gom:

Quy trinh tiép nhan va xir 1y dat ban.

Céch phuc vu khach hang tai nha hang.

Céch xir 1y phan hoi, khiéu nai cta khach hang.

Chinh sach hau mai va cham soc khach hang sau khi sir dung dich vu.
4. Pham vi nghién ciru
- Thoi gian nghién ctru: trong thoi gian thyc tap tir ngay 16/12/2024 dén 30/04/2025.
- Khong gian nghién ctru: tai Cong ty TNHH MTV Hoa Tai Loc.
- Dit liéu nghién ctru: thu thap trong pham vi tir nam 2022 dén nam 2024.
5. Két cAu khéa luin
Ngoai phan M& dau va Phan Két luan con ¢6 3 chuong, gom:
Chuwong 1: Co sd Ly luan vé hoat dong chiam soc khach hang
Chwong 2: Thuc trang hoat dong chdm s6c khéach hang tai Cong ty Trach nhi¢m hiru
han mdt thanh vién Hoa Tai Loc
Chuwong 3: Pé xuit giai phap hoan thién hoat dong chim soc khach hang tai Cong ty

Trach nhiém hiru han mot thanh vién Hoa Tai Loc



LOI CAM ON

Trong sudt qua trinh hoc tap va thuc hién khoa luan tbt nghiép nay, t61 da nhan
duoc sy quan tam, huéng dan va ho tro nhiét tinh tir nhiéu c4 nhan va t6 chtrc. Vi long
biét on chan thanh, t6i xin gtri 10i cam on siu sic dén tat ca nhitng ai d3 dong hanh va
g6p phan vao thanh cong cua cong trinh nghién ctru nay.

Trudc hét, to1 xin tran trong cam on Ban Giadm hi¢u Truong Pai hoc Kién tric Ba
Néng, Phong Dao tao va Khoa cung toan thé cac thdy co gido, nhitng ngudi di tan tim
trang bi cho t6i kién thirc quy bau trong sudt nhitng nam hoc tai trudng.

bdac biét, té1 xin bay to long biét on sau sic téi Thac si Nguyén Thi Lé Loan, nguoi
da tryc tiép huéng dan, chi bao tan tinh va dong vién t6i trong sudt qua trinh nghién ciru
va hoan thién khéa luan. Sy hd tro va nhitng v kién quy gia cua c6 da gitp t6i dinh
huéng 16 rang va vuot qua nhitng kho khin dé hoan thanh dé tai nay.

T6i cling xin chan thanh cam on chi Phan Thi Thu Suong cung cac dong nghiép
tai Cong ty Trach nhiém Hiru han Mot thanh vién Hoa Tai Ldc, nhitng ngudi da tao diéu
kién va hd tro t6i trong viéc thu thap dir liéu, tong hop s lidu va chia sé kinh nghiém
thyc tién trong qué trinh nghién ctru.

Bén canh d6, toi xin giri 101 biét on sau sac dén gia dinh — nhitng ngudi da ludn &
bén, dong vién, cham soc va la ngu@)n dong luc to 16m giup t61 vuot qua nhitng thir thach
trong hoc tip va cudc song.

Du da nd luc hét minh, nhung do han ché vé thoi gian va kinh nghi¢ém, t61 nhan
thire rang bai khoa luan nay van con nhiéu thiéu sot. Toi rat mong nhan duogc su gop ¥
chan thanh tir quy thay ¢ va cic ban dé c6 thé hoan thién hon trong nhirng nghién ctru
tiép theo.

Mot 1an nita, t6i xin chan thanh cam on tat ca nhitng nguoi da dong hanh cung t6i

trén chang duong hoc tap nay.
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CHUONG 1: CO SO LY LUAN VE HOAT PONG CHAM SOC KHACH HANG

1.1.CO SO LY LUAN VE KHACH HANG
1.1.1. Khai niém, phén loai va vai tro khach hang

a. Khdi ni¢gm vé khdch hang

Khach hang 13 nhitng ngudi hodc td chirc ¢6 nhu cdu mua san pham hoic dich vu
tir mot cong ty. Khach hang c6 thé 1 nguoi tiéu dung cudi cing, ngudi mua hang trung
gian, hodc cac t6 chirc khac. Xem khach hang 1a trung tAm ctia hoat dong kinh doanh vi
“Khong c6 khach hang s& khong co bat ky cong ty ndo ton tai” — Nha kinh t& Erwin
Frand. T4t ca cac chién luogc, ké hoach va quyét dinh kinh doanh dugc x4c dinh déu xoay
quanh viéc dap ng nhu cau va mong mudn cua khach hang.

Theo Sam Walton, chu tich cua tip doan Wal-Mart, "Khéch hang la nhitng nguoi
dén v6i ching ta ciing nhu cau cta ho, va cong viée ciia ching ta (cong viéc ctia nhiing
nguoi ban hang) 1a thdéa man nhu cau do".

Tt d6, khai niém vé khach hang dugc rat ra nhu sau “Khdch hang la ca nhan
hodic té chire ¢6 nhu cau mua san pham, dich vu tir mét doanh nghiép.” Trong nganh
F&B, khach hang cang quan trong hon, ho 14 ngudn séng ctia doanh nghiép, truc tiép
dem lai ngudn doanh thu chinh va quyét dinh su ton tai va phat trién ciia cong ty. Ngoai
viéc str dung san pham, khach hang con mua ca trai nghiém di kém, bao gdm ca chat
lwong moén an, khong gian, dich vu va bau khong khi.

< Mot sb dic diém cua khach hang trong nganh F&B, dic biét 1a nha hang:

- Nhu cau va so thich da dang tir Am thyc dia phuwong dén qudc té, tir moén n truyén
théng dén hién dai, tir an chay dén dn man. Mot sb nguoi tim kiém trai nghi¢m am thuc
cao cép, trong khi nhitng nguoi khac uu tién gia ca hop 1y. S thich an udng ciing chiu
anh huong boi van hoa, 16i séng va cac xu huéng thyc phidm. Ngoai ra, nhu cau cia
khach hang c6 thé thay di theo thoi gian. Vi du, vao ngay thuong, ho ¢ xu hudng chon
céc bita dn nhanh gon, nhung cudi tuan lai thich trai nghiém an udng thu gian hon.

- Gi4 ca va chat luong mon an ludn 13 yéu td quan trong trong quyét dinh cta khach
hang. Ho mong muén mtc gia hop 1y di kém véi chat lugng tét va thudng so sanh gia
ca gifra cac nha hang. Ngoai ra, gia tri mén an khong chi dya trén huong vi ma con phu
thudc vao khong gian, cach phuc vu va trai nghiém tong thé. Cac chuong trinh khuyén

mai, giam gia cling c¢6 tadc dong 16n, thu hut khach hang va kich thich ho quay lai.



- bac biét, khach hang rit quan tam dén trai nghiém dich vu toan dién. Yéu t6 nhu
thai do nhan vién, toc do phuc vu, sy chuyén nghi¢p va khong gian nha hang déu anh
huong dén sy hai long cua ho. Cam xtic va tm trang c6 anh hudng 1on dén quyét dinh
lya chon nha hang, vi vay céc thuong hi¢u F&B can mang dén su thoai mai va hirng thu
cho khach hang. Mot trai nghiém khong tdt c6 thé khién khach hang khong quay lai va
dé lai danh gia ti€u cuc trén cac nén tang tryc tuyén. Nguoc lai, su cham s6c chu déo,
c4 nhan héa dich vu (nhu ghi nhé théi quen khi dung mén cia khach) cé thé tao ra sy
khac bi€t 16n, gitp nha hang xay dung long trung thanh.

- Vi tri ctia nha hang 13 yéu t6 quan trong quyét dinh lwong khach. Cac nha hang
nam & khu vyc trung tdm, gan khu van phong hoic du lich thuong c6 loi thé thu hat
khach hang hon. Ngoai ra, tinh tho1 vu cling anh huéng dén hoat dong kinh doanh, dac
biét 1a trong cac dip 1€ tét. Thoi gian an udng cua khach hang ciing khong c6 dinh, doi
hoi cac nha hang phai c¢6 su linh hoat trong gid mé cura va phuc vu.

- Hién nay, khach hang lga chon nha hang dua vao cac danh gid trén Google,
Facebook,... Nhitng nhan xét tich cuc co thé thic déy ho dén trai nghi¢m, trong khi danh
gia tiéu cuc co thé khién ho tir bo ¥ dinh. Ngoai ra, cac nén tang nhu Instagram va Tik Tok
cling dong vai trod quan trong trong viéc thu hut khach hang, dac biét 1a véi gioi tré.

b. Phén loai khdach hang

Phan loai khach hang c6 nhiéu cach khac nhau, dya trén nhiéu tiéu chi khac nhau.
Theo linh vuc kinh doanh ctia doanh nghiép 1a nha hang thi khach hang dugc chia thanh
khach hang ca nhan va khach hang t6 chirc.

% Khach hang c4 nhan: Pay 1a nhém khach hang phd bién va déng dao nhit trong
nganh nha hang. Ho dén dé thoa mén nhu ciu an udng hang ngay, gip g& ban bé, gia
dinh hodc to churc cac dip déc bi¢t nhu sinh nhat, ky niém. DPdi véi nhom khach hang
nay, chit lugng va huwong vi mon dn dong vai trd quan trong, anh huong truc tiép dén
quyét dinh quay lai nha hang. Bén canh d6, gia ca hop 1y, khong gian thoai mai, 4m cing
cung v&i dich vu than thién, chu dao ciing 1a nhirg yéu t6 quan trong giup nang cao trai
nghiém cua ho. Ngoai ra, quyét dinh lya chon nha hang cta hg thuong bi anh hudng boi
cac yéu t6 nhu danh gia truc tuyén trén mang xa hoi hodc cac nén tang am thuc, cac
chuong trinh khuyén mai, giam gia hap dan va trai nghiém cua ban be.

% Khach hang doanh nghiép: Nhom khach hang doanh nghiép bao gém cac cong ty,
t6 chirc hodc nhom nhén su ¢6 nhu ciu st dung dich vu nha hang cho cac muc dich nhu

10



td chure tiéc lién hoan, hoi nghi, sy ki¢n, an trua hodc an tbi cong vige, va tiép dai doi
tac. Nhom nay ciing c6 thé 1a cac ddi tac ctia chinh nha hang, nhu nha cung cap, nha dau
tu,... Day 1a nhom khach hang c6 yéu cau cao vé dich vy, doi hoi sy chuyén nghiép,
nhanh chéng ciing nhu thuc don da dang phi hop véi nhiéu dbi tuong. Ngoai ra, khong
gian riéng tu, yén tinh va kha ning phuc vu s6 luong 16n khach hang ciing 13 yéu t6 quan
trong ma ho quan tam.

Bén canh d6, nhém khach hang nay thuong c6 ngan sach 16n hon so véi khach
hang c4 nhan va mang lai doanh thu dang ké cho nha hang. Vi vy, dé thu hit nhom
khach hang doanh nghiép, nha hang can c6 chinh sach gia ca hop 1y, cung cip hoa don
VAT va dam bao chat lugng dich vu chuyén nghiép, gitp tao dung uy tin va mdi quan
hé hop tac lau dai.

c. Vai tro cua khach hang

Trong nganh nha hang, vai tro cta khach hang khong thé dugc danh gia thap, boi
khach hang 1a nguon cung cap doanh thu chinh, 14 co s tai chinh dé doanh nghiép duy
tri hoat dong va mé rong kinh doanh. Véi tinh hinh hién nay, cic nha hang, quan an phat
trién manh mé ca vé sé lugng va quy mo, dap tmg dugc da dang nhu cau khach hang.
Vi vay, khach hang cang ngdy cang quan trong hon, anh huéng manh mé dén sy ton tai
cua doanh nghiép.

“Khach hang 14 trung tim” - Céc san pham va dich vu ma doanh nghiép cung cap
déu phai duogc tao ra dya vao nhu cau cua khach hang. Khéach hang c6 vai tro ti€u thy
san phém, dich vu d6 va dem lai lgi nhuan cho doanh nghiép. Moi quyét dinh tir san
xuét gi, miu ma nhu thé ndo, chat luong, gia ca ra sao,... déu xoay quanh nhu cau cua
khach hang.

Bén canh d6, murc d6 hai 10ng ciia khach hang dbi voi san pham va dich vu 1a yéu
t6 quyét dinh sy thanh cong cta doanh nghiép. Mot khach hang hai 1ong thuong tiép tuc
sir dung san pham, gia ting long trung thanh va tham chi tao nén nhiing ngudi quang ba
thuong hiéu uy tin, khi ho nhiét tinh gi6i thiéu san pham t6i nhitng nguoi khac. Nhiing
phan hoi tir khach hang ciing dem dén nguon dit liéu quy gia dé doanh nghiép cai tién,
d6i méi va nang cao chét luong.

1.1.2. Gia tri va sy théa man khach hang

a. Gid tri khach hang
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Gia tri khach hang 1a sy danh gié cia khach hang vé nhung 1gi ich ho nhan dugc
tr san phém, dich vu so v61 chi phi ma ho bo ra dé s& hiru nod. Gia tri khach hang c6 hai
phan chinh 1a loi ich khach hang va chi phi khach hang.

Khi khach hang cam théy ho nhan duogc gia tri xting dang véi s6 tién bo ra, ho s&
hai long v&i trai nghiém tai nha hang. Sy hai 1ong nay 1a yéu té quan trong thic day ho
quay lai va tr¢ thanh khach hang trung thanh. Mt tap khach hang trung thanh khong
chi giup nha hang duy tri ngudn doanh thu 6n dinh ma con giam chi phi marketing so
v6i viéce lién tuc tim kiém khach hang mai.

Ngoai ra, nhitng khach hang hai long s€ gidi thi¢u nha hang cho ban be, nguoi
than, giap m& rong tdp khach hang mot cach ty nhién va hiéu qua. Khi gia tri khach
hang dugc nang cao, nha hang ciing c6 thé dinh gia san pham va dich vy tot hon, t6i wu
hoa lgi nhuan.

Trong mat thi truong c6 sy canh tranh khdc 1iét, nha hang mang lai gia tri khach
hang cao hon s& thu hut duoc nhiéu khach hang hon so voi d6i thu. Pay 1a mot yéu to
quan trong gitp nha hang tao sy khac biét, gia ting strc hap dan va duy tri vi thé trén thi
truong. ddy ciing 12 nén tang dé nha hang xay dung thuong hiéu uy tin va duoc yéu
thich.

b. Su thoa man cua khdach hang

Su thoa man cua khach hang (Customer Satisfaction) 1a mure d¢ hai long cua khach
hang khi trai nghiém san pham hodc dich vu ctia doanh nghiép. Trong nganh nha hang,
su hai 1ong cua khach hang khong chi dén tir chat lugng mén an ma con bi anh hudng
bai nhidu yéu t khac nhau. Viéc tao ra sy thoa man cho khach hang ciing gitip nha hang
¢6 loi thé canh tranh trén thi truong, dac biét trong nganh F&B déy tinh canh tranh.

Su thoa man ciia khach hang trong nganh nha hang phy thudc vao nhiéu yéu t, tir
chat lugng mén an, dich vu cho dén khong gian va gia ca. Hiéu 1o cac yéu té nay gitp
nha hang nang cao trai nghiém khach hang, tao dung long trung thanh va thu hit thém
nhiéu khach hang.

- Chéat lugng mén an 14 yéu to quan trong dau tién quyét dinh sy hai long ciia khach
hang. Mot mén dn ngon khong chi phai hop khau vi ma con phai dam béo céc tiéu chi
vé nguyén liéu, cach trinh bay va su da dang trong thuc don. Nguyén liéu twoi ngon,

sach s€ gilip moén an gitt dugc huong vi tu nhién, ddm bdo an toan thyc pham. Ngoai ra,
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thue don phong pht gitip nha hang phuc vu nhiéu d6i twong voi so thich khac nhau, tir
moén truyén théng dén hién dai.

- Chét luong dich vu 1a yéu t6 quan trong thir hai tién quyét sy hai long ctia khach
hang. Thai d6 va phong cach phuc vu ctia nhan vién anh hudng truc tiép dén trai nghiém
ctia khach hang. Nhan vién than thién, nhiét tinh va chu déo sé& khién khach hang cam
thdy dugc ton trong va thoai mai. Nhan vién ciing can c¢6 k¥ ning xur 1y tinh hudng tdt,
giai dap thic mic va dap tmg yéu cau dic biét ciia khach mot cach chuyén nghiép. Puoc
dao tao bai ban vé k¥ ning giao tiép va kién thirc vé thuc don s& giup nhan vién phuc
vu hi¢u qua hon.

- Khéng gian 13 yéu t6 quan trong anh huong dén cam xtic cua khach hang. Mot nha
hang c6 thiét ké dep, sang tao s& tao 4n twong manh va ning cao trai nghiém an udng.
Ngoai ra, vé sinh sach s& va gon gang ciing 13 yéu t6 quan trong dé khach hang cam thay
yén tdm khi thudng thirc moén an. Bén canh do, cac tién nghi nhu wifi, diéu hoa va nha
vé sinh sach sé& ciing gop phan nang cao su hai long cta khach hang.

- Murc gia hop 1y so véi chat lugng mén an va dich vu 13 yéu t6 giup khach hang
cam thiy xtmg dang véi sb tién ho bo ra. Gia ca can dugc niém yét rd rang, tranh céc
chi phi 4n gy kho chiu cho khach hang.

Ngoai nhitng yéu t6 trén, mot sb chi tiét nho ciing c¢6 thé anh huong dén su thoa
min cta khach hang. Vi tri thuan loi, d& dang di chuyén ciing 1a diém cong 16n ddi véi
khach hang, hodc nhiing vi tri gan khu du lich. Hon nita, nhitng danh gia tich cuc trén
mang xa hdi va cac trang web chuyén danh gia nha hang sé tac dong manh mé dén quyét
dinh lya chon cua khach hang méi. Cudi cung, s nhat quan trong chét luong dich vu 1a
diéu quan trong giup khach hang quay lai nhiéu lan, boi ho mong mudn c6 mét trai
nghiém tot mdi khi ghé tham.
1.2.CO SO LY LUAN VE CHAM SOC KHACH HANG
1.2.1. Khai niém va vai tro cham soc khach hang

a. Khai niém vé cham soc khach hang

Cham soc khach hang (Customer Care) 13 qua trinh cung cap su hd tro va dich vu
cho khach hang trong sudt hanh trinh mua sam, tir truéc khi mua hang, trong qué trinh
giao dich dén sau khi sir dung san pham hodc dich vu. Py 1a sy twong tac truc tiép gitta

doanh nghi¢p va khach hang, bao gom viéc tu van, gidi dap thac mac, xt 1y khiéu nai,
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cung cap thong tin ciing nhu nang cao trai nghiém ngudi dung. Tir d6 gitp gia ting long
tin va su gin bo cua khach hang véi thuong hiéu.

Cham soc khach hang trong nganh nha hang 13 qua trinh cung cip su hd trg, phuc
vu va trai nghiém tdt nhat cho khach hang, khong chi dung lai ¢ viéc phuc vy mon an
ma 13 toan bd qua trinh tao dung va duy tri mdi quan hé tét dep v6i khach hang, tir khi
ho budc chan vao nha hang cho dén khi ho roi di va ca sau do.

Cham soc khach hang 1a nghé thuat xay dung mdi quan hé, tap trung vao viéc tao
ra su két ndi cam xuc véi khach hang, khién ho cam thay duoc tran trong va quan tim.
Va 1a su trai nghi¢ém toan dién, 1a tap hop tat ca nhirng gi khach hang cam nhan dugc
khi tuong tac v6i doanh nghiép, tir 1an dau tién ho tiép xtic dén khi ho tré thanh khach
hang trung thanh.

Tom lai, Chdm séc khdch hang la qud trinh hé tro, tw van va gidi quyét nhu cau
ciia khdch hang truée, trong va sau khi mua san pham hodc sir dung dich vu.

b. Vai tro cua cham soc khach hang

- Xay dung 1ong trung thanh ctia khach hang: Khi khach hang cam thay hai 1ong vai
san pham va dich vu ma doanh nghiép cung cap, ho s& c6 xu hudng quay lai mua hang
nhiéu lan. Mot chinh sach cham soc khach hang t6t s& giup gia ting su gan két, bién
khach hang méi thanh khach hang trung thanh. Diéu nay dic biét quan trong trong bdi
canh thi trrong canh tranh cao, khi khach hang c6 nhiéu lya chon va chi trung thanh véi
doanh nghiép mang lai trai nghiém tot nhat. Ngoai ra, nhitng khach hang trung thanh
cling c6 xu hudng chi tiéu nhiéu hon, tir goi thém mon dén sir dung cac dich vu bd sung
nhu dét tiéc, dat dan loa hoac goi do uéng cao cép.

- Thu hit khach hang tiém niang cho doanh nghiép: Khach hang hai long khong chi
quay lai ma con gi6i thiéu nha hang cho ban bé, dong nghiép va ngudi than. Dicu nay
gitip nha hang thu hat thém khach hang ma khong tén qué nhiéu chi phi quang céo.

- Nang cao danh tiéng va thuong hiéu nha hang: Trong thoi dai s6, danh tiéng cia
nha hang c6 thé duoc quyét dinh bdi cac danh gia truc tuyén trén Google, Facebook,
hodc cac nén ting review am thuc. Mot dich vu chim soc khach hang tét s& giup nha
hang nhan duoc nhiéu danh gia tich cuc, tir 46 thu hit thém khach hang.

- Thu thip phan hdi va cai thién dich vu: Viéc ling nghe ¥ kién khach hang gitp nha
hang hiéu ré diém manh, diém yéu trong quy trinh phuc vu. Nhitng gép ¥ tir khach hang
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c6 thé gitip cai thién thyc don, diéu chinh khau vi moén an, ning cip khong gian hoic tdi
ru hoa quy trinh phyc vy dé mang dén trai nghiém t6t hon.

- Giai quyét van dé va xir Iy khiéu nai hiéu qua: Khong phai luc nao khach hang
cling c6 trai nghiém hoan hao. Néu c¢6 van dé vé mon an, thoi gian cho 1au hay thai do
nhan vién, mot quy trinh xtr Iy khiéu nai nhanh chéng va chuyén nghiép s& gitp nha
hang gilr dugc uy tin.

Chim s6c khach hang trong nha hang khong chi 13 mét phan coa dich vu ma con
1a chién lugce quan trong dé xdy dung thuong hiéu va ting truong doanh thu. Mot nha
hang c6 moén an ngon nhung dich vu kém c6 thé mat khach, trong khi mot nha hang c6
dich vu tan tam, chu déo s€ luon gilr dugc long tin va su ung hd ctua khach hang. Khi
chién luge cham soc khach hang tdt s& tré thanh vii khi canh tranh manh m& cho nha
hang, tao an tugng siu sac ddi vdi khach hang.

1.2.2. Nguyén tic co ban hoat dong chiim séc khach hang

Duéi day 1a nhitng nguyén tac co ban va quan trong trong chién lugc chim soc
khéach hang, gitip nang cao trai nghiém thuc khach va tao dung long trung thanh:

- Khach hang 13 thuong dé: Ton trong khach hang bang cach ling nghe, thau hiéu
va dap ung nhu cau ciia ho mot cach t6t nhat 1a nguyén tic ct 13i.

- Luon ling nghe y kién khach hang: Nha hang khong chi chti y dén 16i khen ma con
can quan tdm dén goép y va phan hdi tiéu cuc tir khach hang. Py 1a co hoi dé cai thién
chét lugng moén an, dich vy va quy trinh phuc vu.

- Thau hiéu tdm 1y khach hang: Viéc nghién ctru thi trudng va phan tich hanh vi
khach hang giup nha hang hiéu rd hon vé s& thich, nhu cu cta tig nhoém khach hang.

- Co tinh than trach nhiém cao: Nhan vién phuc vu va bo phan cham s6c khach hang
can ¢ trach nhiém, tan tam trong viéc xir 1y yéu cau va khiéu nai tir khach.

- Tao ra trai nghi¢m khach hang tdt nhat: Pau tu vao co s vat chat, khong gian,
cong ngh¢ va chat lugng dich vu dé mang lai sy thoai mai tdi da cho thuc khach.

- Cham s6c khach hang 13 mot qua trinh lién tuc: Nha hang can lién tuc cai tién dich
vy, theo ddi phan hoi va diéu chinh quy trinh phuc vu dé dap (mg nhu cau ngay cang
cao cua khach hang.

- Cham s6c khach hang la trach nhiém cua toan by nha hang: Khong chi bd phan
phuc vy, ma tit ca nhan vién tir dau bép dén 18 tan, quan ly déu phai tham gia vao qua
trinh tao ra trai nghiém tot nhat cho khach hang.
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% Ngoai cac nguyén tic co ban chung trén, nganh dich vu, cu thé 13 nganh F&B con
c6 thém vai nguyén tic dic thu riéng, d6 la:

- Tbc d6 phuc vu nhanh chéng, chinh xac: dam bao phuc vy nhanh, dung mén, dung
yéu cau cua khach hang. Tdi thiéu thoi gian cho doi, dic biét trong gio cao diém. Biét
diéu phdi ther ty moén dn ra cho phu hop dé tranh ngét quing cam xtc dé cho doi.

- Déng nhét trong chit lugng dich vu: ddm bao moi chi nhanh, moi ca lam viéc déu
duy tri ciing mot tiéu chuan chung. Pong bd quy trinh phuc vu khach hang dé tranh sy
khac biét gitra cac nhan vién.

- Quan ly cam xuc trong phuc vu: luén gitr vitng su binh tinh va cu xtr xtr chuyén
nghiép trong moi hoan canh. Tao khong khi thoai mai cho khach hang, han ché dé khach
hang cam nhén dugc sy mét moi hodc cang théng cua nhan vién.

- Canhan hoa trai nghiém khach hang: day 1a diém can duoc chu trong hon ddi véi
nganh dich vu dé c6 thé tao diém nhan hon so v6i ddi thi. BE xuit moén an phi hop hoic
ghi nhé so thich ctia khach hang.

1.2.3. Phuwong thirc Cham soc khach hang

a. Cham séc khdch hang truc tiép

CSKH tryc tiép 1a hinh thirc twong tac truc tiép giita nhan vién va khach hang tai

dia diém kinh doanh cta doanh nghiép.

< Uu diém:

- Taon tuong manh mé vadi khach hang, ho c6 thé cam nhan duoc su chuyén nghiép
va tan tam cuda nhan vién.

- D& dang niam bét cam xuc, phan tng cua khach hang dé diéu chinh hanh vi phu
hop.

- Tiép nhan va phan hoi tryc tiép khi khach hang cé van dé hodc phan nan, dua ra
phuong an giai quyét nhanh chong dé dam bao dwoc sy hai 10ng ctia khach hang.

- Tao su tuong tic ca nhan, gan gili, giup xay dung mdi quan hé t6t hon.

< Nhugc diém:

- Phy thudc 16n vao k¥ nang ciia nhan vién khi xir Iy tinh huéng.

- Tbn kém chi phi nhan sy vi can doi ngii nhan vién 16n dé duy tri chat luong phuc
vu.

- Kho tiép can va duy tri chat lugng véi sb lugng 16n khach hang cung luc.

b. Chim séc khdach hang gidn tiép
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CSKH gin tiép 1a hinh thtc hd tro, twong tac v6i khach hang khéng truc tiép dbi
thoai mit ddi mit, ma thong qua cic phuong tién trung gian. Trong CSKH gian tiép c6
nhiéu hinh thirc khéc nhau, d6 la:

+ Qua kénh online

CSKH qua kénh online 12 sir dung cac nén tang truc tuyén dé tuong tac v6i khach
hang. Thong qua cac nén tang s6 nhu Facebook, Instagram, Zalo, TikTok, website,...
nhim tu van, tra 101 thic mic, cip nht chuong trinh vu dii va tiép nhan phan hoi.

% Uu diém:

- Tiép can s luong 16n khach hang mot cach nhanh chong, dé dang. Khong gidi han
vé khong gian va thoi gian.

- Tiét kiém chi phi so véi hinh thirc tryc tiép. Mot nhan vién c¢6 thé hd tro nhidu
khéch hang cung ltc.

- Hoat dong 24/7, dap tng nhu cu ciia khach hang moi lic moi noi. H) tro khach
hang ngay ca khi ho chua dén nha hang.

% Nhuoc diém:

- Khong thé mang lai cdm gidc chan thuc nhu gap mat truc tiép, kho tao dung mbi
quan hé sau sac.

- Kho kiém soat duoc nhirng thong tin tiéu cuc. Khach hang c6 thé dé lai danh gia
xau trén mang xa hoi, anh huong dén thuong hiéu.

- Phuy thudc nhiéu vao tdc d6 phan hoi, néu tra 16i cham thi khach hang c6 thé bo
qua chung ta.

+ Qua dién thoai

CSKH qua dién thoai la st dung di¢n thoai dé lién lac, tu van, giai dap thic mic
cho khach hang. Goi dién hodc nhan cudc goi dé tu van dat ban, tiép nhan phan hoi hodc
khao sat y kién khach hang.

% Uu diém:

- Giong néi thé hién sy quan tdm va chuyén nghiép cta nhan vién. Tuong tac ca
nhan hoa véi khach hang.

- Xu 1y van dé ngay 1ap tirc thay vi cho doi phan hoi qua van ban.

- D& dang thau hiéu nhu cau va mong mudn cua khach hang qua giong diéu.

% Nhuoc diém:

- D& gay kho chiu cho khach hang néu khong duoc thuc hién dung cach.
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- Can nhan vién c6 k¥ ning giao tiép qua dién thoai tot.

- Han ché vé thoi gian giao tiép voi khach hang.

+ Qua cac chwong trinh wu dai, tri 4n

CSKH qua cac chuong trinh vu dai, tri an la phuong thirc cham séc khach hang

bang cach ting qua, giam gia, wu dai dic biét dé ghi nhan sy ung ho cua khach hang.

< Uu diém:

- Tao sy hting thu, thu hat khach hang.

- Tang cuong long trung thanh cia khach hang. Khach hang cam thiy duoc trin
trong va c6 xu hudng quay lai, tir d6 tao ra su gan két lau dai voi khach hang.

- Tao co hoi tiép thi, quang ba thuong hi€u. Gilt chan khach hang trudc su canh
tranh cta doi thu.

- Tang doanh thu va khich hang trung thanh tir cac chuong trinh khuyén mai kich
thich nhu cau mua sam.

« Nhuoc diém:

- C6 thé gay anh huong dén loi nhuan néu khong duoc quan 1y tét.

- D& tao théi quen chi doi giam gia ma khong mua véi gia gdc.

- Can dam bao tinh cong bang, minh bach dé tranh giy mat long tin.

+ Sir dung cong nghé

CSKH bang cong nghé 1a phuong thirc cham soc khach hang thong qua phan mém

quan ly, chatbot, ing dung dat ban, thanh toan online,... dé tbi vu trai nghi¢m khach
hang.

< Uu diém:

- Tu dong hoa cac quy trinh, tiét kiém thoi gian va chi phi.

- Nang cao hiéu qua, chit lugng dich vu.

- Thu thap, phan tich dir liéu khach hang dé dwa ra quyét dinh chinh xac.

- Canhan hoa trai nghiém khach hang.

< Nhugc diém:

Can dau tu chi phi cho cong nghé va dao tao nhan vién.

C6 thé giy khé khin cho khach hang néu khong duoc thiét ké than thién.

Can dam bao tinh bao mat cia dit liéu khach hang.

Néu cong ngh¢ gap truc trac, co thé anh huong dén trai nghiém khach hang.

1.3.NOI DUNG CUA HOAT PONG CHAM SOC KHACH HANG
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1.3.1. Cac yéu td6 anh huwéng dén hoat dong chim séc khach hang

a. Con nguwoi

Yéu t6 anh hudng dau tién 1a yéu t6 con ngudi, dic biét 1a doi ngii nhan vién tai
nha hang, dong vai tro then chdt trong viéc xay dung trai nghiém khach hang tich cuc
va tao dung mdi quan hé bén vitng v6i ho. Mot doi ngii nhan vién chuyén nghiép khong
chi gitip doanh nghiép giit chan khach hang ma con gép phan nang cao uy tin va loi thé
canh tranh trén thi truong.

Nhan vién khong chi 12 nguoi tiép nhan thong tin tir khach hang ma con 1a ngudi
truyén dat nhitng gia trj cdt 18i ciia thuong hiéu. K¥ ning giao tiép, thai o than thién va
kha nang lang nghe cta nhan vién s& c6 anh huong 16n dén 4n tuong dau tién va ca
nhiing trai nghiém tiép theo ctia khach hang.

Trong bdi canh canh tranh khéc 1iét nhu hién nay, viéc dao tao va phat trién k¥
ning cho nhin vién ngay cang tré nén can thiét. Doanh nghiép can tao ra moi trudng
hoc hoi va phat trién, noi ma nhan vién c6 thé nang cao k¥ ning giai quyét van dé, tir d6
mang dén cho khach hang nhiing trai nghiém tot nhat.

Céc yéu cau d6i voi nhan vién ctia nha hang:

- K§ nang chuyén mén: Nam viing kién thirc vé 4m thuc, d6 udng, quy trinh phuc
vu. C6 k¥ ning ché bién mén dn, pha ché d6 udng (d6i voi dau bép, pha ché). St dung
thanh thao cac thiét bi, dung cu trong nha hang.

- Kynang mém: Kha nang truyén dat thong tin r0 rang, mach lac, lich sy, than thi¢n.
Kha nang tap trung, thau hiéu nhiing gi khach hang n6i va khong néi. Kha nang xac dinh
nguyén nhén, dua ra giai phap hiéu qua, nhanh chéng. Kha ning phdi hop voi dong
nghiép dé hoan thanh cong viéc. Kha ning sip xép cong viéc hop 1y, dam bao phuc vu
khach hang kip thoi.

- Thai do: Lang nghe, giai thich can k& cho khach hang, ngay ca khi ho khé tinh.
Luon san sang giup do, hd trg khach hang. Lam viéc dung gio, gitr 101 hura, thé hién su
ton trong véi khach hang Luon vui vé, niém no, tao an tuong tdt voi khach hang. Bam
bao vé sinh an toan thuc pham, khong gian 1an trong kinh doanh.

b. Sin phim

Chét luong san pham chinh 1a mot yéu té c6t 161 anh huéng dén sy hai long cua

khach hang. Mot san pham t6t khong chi dép Gng dugc mong doi cta khach hang ma
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con tao ra sy tin tudng va 10ng trung thanh tir phia ho. Néu san phim khong dap tng
dugc yéu cau va mong doi, thi dii chim soc khach hang c6 tét dén dau, khach hang van
c6 thé khong quay lai.

Mot thuc don da dang, nguyén li€u tuoi ngon, cach trinh bay mén an hép dan sé&
gitip ning cao gié tri ctia nha hang trong mat khach hang. Dong thoi, ciing giup tiép cn
dugc nhiéu d6i tuong khach hang khac nhau. Ngoai ra, viéc sang tao cac mén an mdi,
dac bi¢t 1a nhiing mon an ddc ddo va khac biét, s€ giup nha hang ndi bat va tao su hiing
thii cho khach hang. Khach hang luén mong doi nhiing trai nghiém am thyc méi mé va
tha vi.

Gia ca cia mon an va do udng can phai hop 1y va tuong xing vai chat luong san
pham. Mirc gia khong quéa cao s& gitip nha hang tiép cin duoc ddi twong khach hang
rong hon va tao co hdi cho khach hang quay lai nhiéu lan.

Do do, viéc doanh nghié¢p lién tuc cai tién va nang cao chét lugng san phém la
diéu vo cing quan trong. Su két hop gita san pham chat luong va dich vu chim soc
khach hang tan tdm s€ tao ra nhirng trai nghiém tich cuc, déng thot khéng dinh duogc gia
tri thuong hi¢u trong 1ong khach hang.

c. Su thudn tién

Yéu t6 sy thudn tién trong nganh nha hang dong vai trd quan trong trong viéc tao
ra trai nghiém dé dang va thoai mai cho khach hang. Gop phan nang cao trai nghiém cua
khach hang va tao diéu kién dé ho quay lai trong tuong lai.

- Vitri dé tiép can: Mot nha hang c6 vi tri dé tim kiém va tiép can s& thu hit nhiéu
khach hang hon. Nhitng dia diém 1y tuong bao gdm trung tim thanh phd, khu virc vin
phong, trung tdm thuong mai hodc khu dan cu dong duc. Ngoai ra, néu nha hang nam
gan cac tuyén giao thong cong cong hodc c6 16i vao thuan tién, khach hang s& dé dang
tiép can ma khong gap trd ngai.

- Thoi gian hoat dong linh hoat: Phii hgp véi nhiéu khung thoi gian, tir bita sang dén
bira tdi va ca ngoai gid hanh chinh, gitip khach hang dé& dang sap xép lich trinh dén nha
hang.

- it chd truc tuyén dé dang: Viéc cung cép dich vu dit chd truc tuyén giap khach
hang tiét kiém thoi gian va tranh tinh trang phai chd doi 1au. Giup khach hang ch dong

hon trong viéc 1én ké hoach va tiét kiém thoi gian chd doi. Néu khach hang c6 su thay
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d6i dot xuét, ho c6 thé huy dit chd ma khong bi mat phi hoidc c6 thé thay dbi lich trinh
mot cach dé dang. Piéu nay giup ting sy tin tudng va thién cam ddi v6i nha hang.

- ba dang phuong thirc thanh toan: bé mang lai su thuan tién, nha hang hd tro da
dang phuong thirc thanh toan nhu tién mat, thé tin dung, thé ghi ng, vi dién tir (Momo,
ZaloPay, VNPay) hodc quét ma QR. Hé thdng thanh toan nhanh gon va chinh xac giup
khach hang tiét kiém thoi gian va tao cam giac chuyén nghiép trong dich vu.

1.3.2. Quy trinh hoat dong cham s6c khach hang

Hoat dong cham soc khach hang khong chi don thuan 1 dap ing nhu cau cta khach
hang ma con 13 qua trinh lién tuc, xuyén sudt bao gdm ba giai doan chinh: trudc khi ban,
trong khi ban, va sau khi ban. Mdi giai doan dong vai trd quan trong trong viéc xay dung
long trung thanh va sy hai long tir phia khach hang.

a. Cham soc khach hang trudc khi ban

Quy trinh cham soc khach hang trude khi ban trong nganh nha hang dong vai tro
quan trong trong viéc tao an tuwong ban dau, xdy dung mdi quan hé va nang cao trai
nghi¢m cua khach hang trude ban. Muc dich chinh ctia quy trinh nay 1a tao thién cam,
hiéu r6 nhu cau ctia khach hang dé tu van phu hop, hd trg khach hang ra quyét dinh phu
hop, truyén tai cac chuong trinh vu dai, ... Tt d6 tang doanh s6 va tao loi thé canh tranh
cho nha hang.

Pé phan tich giai doan nay, van dung md hinh AIDA - mé hinh nay mé ta qua
trinh tAm 1y ma khach hang trai qua trudc khi dua ra quyét dinh mua hang, mot cong cu
hitu ich dé tiép can va thuyét phuc khach hang.

Budc 1: Attention (Chi y): Giai doan dau tién 13 thu hat sy cha ¥ ctia khach hang.
Doanh nghiép cin tao ra nhitng thong diép, hinh anh hoic su kién gy an tugng manh
mé, khién khach hang dimg lai va quan tim dén san pham hoic dich vu. Thong qua
quang céo truyén thong, tiép thi truc tuyén hodc khach hang tim kiém trén mang.

Budc 2: Interest (Thich tha): Sau khi thu hat dugce sy chu y, doanh nghiép can khoi
day su thich thu cua khach hang. Diéu nay c6 thé dugc thuc hién bing cach cung cip
thong tin chi tiét, hitu ich va lién quan dén nhu cau ctia khach hang.

Budc 3: Desire (Su khao khat): Giai doan nay tip trung vao viéc tao ra mong mudn
s& hitu san pham hodc dich vu trong khach hang. Doanh nghiép can nhan manh nhiing

loi ich, gia tri va sy khéc biét cia san pham so vdi doi tha canh tranh.
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Budc 4: Action (Hanh dong): Giai doan cubi cung 13 thuc diy khach hang thuc
hién hanh dong mua hang. Doanh nghiép can dua ra nhiing 10i kéu goi hanh dong ro
rang, cu thé va dé& thuc hién. Déng thoi, tao ra su tién 191 va tao ra céc trai nghi¢m dang
nh& cho khach hang.

b. Chdam soéc khach hang trong khi ban

Khi khach hang da quyét dinh mua hang, giai doan trong khi ban tro nén cuc ky
quan trong. Tai thoi diém nay, trai nghiém mua sdm cua khach hang phai duoc chi trong.
Nhan vién ban hang cin c6 kién thirc vitng vang vé san pham, thai d6 than thién va
chuyén nghiép. Ho khong chi 1a ngudi gidi thiéu san pham ma con 14 nhitng nguoi lang
nghe va giai dap thac méc tir phia khach hang.

Véi su két hop giira hai mé hinh 1a: M6 hinh SERVQUAL (Parasuraman, Zeithaml
& Berry, 1988) tap trung vao 5 yéu t cot 16i danh gia chat lugng dich vu 1a do tin cay,
phan hoi, dam bao, su d@)ng cam va co s& vat chat; Trong khi d6, m6 hinh Moment of
Truth (Carlzon, 1987) nhan manh tdm quan trong cta nhirng "khoanh khic su that" -
nhimng 1an twong tac giita khach hang va nha hang, quyét dinh 4n tuong cua khach hang
vé chat lugng dich vy, ta c6 cac budce sau:

Budce 1: Bon tiép khach hang: Tao an tuong dau tién tot dep, khién khéch hang
cam thay duoc chao don va thoai mai.

Budc 2: Tu van: Gitp khach hang Iya chon mén an phu hop véi sé thich va nhu
cAu cua ho.

Budc 3: Phuc vu mén in: Mang dén cho khach hang nhitng mén an ngon, chét
lugng va dugc phuc vu mot cach chuyén nghiép.

Budc 4: Quan tdm va dap tmg: Tao su hai 10ng va tin tuong cho khach hang bang
su quan tam chu déo va kha nang dap g nhanh chéng.

Budc 5: Thanh toan va tidn khach: Két thuc bita an mét cach tot dep va nhanh
chong, tao 4n twong cudi cung tich cyc.

c. Cham soc khach hang sau khi ban

Giai doan sau khi ban 1a mot trong nhitng giai doan trong chu trinh chdm séc khach
hang. Day khong chi 1a thoi diém dé doanh nghiép nhan phan hdi tir khach hang ma con
1a co hoi dé khéng dinh cam két vé chat luong san phém va dich vu. Em s€ dua vao mo
hinh Loyalty Loop (Court et al, 2009) tip trung vao viéc tao ra mot vong lap lién tuc dé
giir chan khach hang thong qua dich vu hau mai két hop M6 hinh Customer Satisfaction
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(Oliver, 1997) tap trung vao viéc ddnh gid mirc do hai long ctia khach hang, tir d6 tao ra
long trung thanh. Tt do, ta c6 dugc quy trinh CSKH sau ban nhu sau:

Budc 1: Thu thap phan héi: La qua trinh doanh nghiép ghi nhan ¥ kién cta khach
hang vé trai nghiém dich vu dé danh gid mutrc d6 hai long va tim ra diém can cai thién.

Budc 2: Xir Iy phan hoi: La qua trinh phén tich ¥ kién khach hang va dua ra giai
phap nham nang cao trai nghiém dich vu.

Budc 3: Tao chuong trinh khach hang than thiét: La cac chinh sach wu dii danh
cho khach hang quay lai nham khuyén khich sy trung thanh va ting tan suat st dung
dich vu.

d. Xay dung co so dir lieu khach hang

Co s6 dit liéu khach hang (Customer Database) 13 tip hop thong tin vé khach hang
bao gém tén, thong tin lién lac, thong tin nhan khau hoc hodc thong tin doanh nghiép,
dic diém lién quan dén nghé nghi¢p, hanh vi mua hang, dugc luu gitr tai mot noi. N6
gitip thiét 1ap giao tiép tot voi ngudi tiéu dung, cap nhat thong tin va cai thién hiéu qua.

Co s¢ dir liéu khach hang c6 nhiéu cong dung. O cip do chién luoc, ching co thé
dugc su dung dé tao chan dung nguoi mua, ho so tai khoan chinh, ban dd hanh trinh
khach hang va kénh ban hang. Diéu nay giup doanh nghiép nhin nhan da chiéu vé cac
van dé ciia khach hang.

1.3.3. Cong tac giai quyét khiéu nai

Giai quyét khiéu nai 1a qué trinh xtr 1y va giai quyét cac van dé, tranh chép hoic
khong hai long ma khach hang, nguoi tiéu ding hodc cac bén lién quan khac dua ra doi
vO1 san phém, dich vu hoac hanh dong cua mdt doanh nghiép, td chirc hodc ca nhan.
Pay 13 ndi dung dic biét quan trong dbi voi cac doanh nghiép trong nganh dich vu F&B,
anh huong rat 16n dén uy tin va hinh anh thuwong hiéu cua doanh nghiép.

Hé thong giai quyét khiéu nai hiéu qua trong nganh dich vu gém 5 budc theo
nghién ctru ciia Tax & Brown 1998, do la:

Budc 1: Lang nghe va tiép nhan khiéu nai: Thu thap thong tin ddy du va chinh xac
vé khiéu nai cua khach hang, déng thoi thé hién su ton trong va quan tam dén van dé
cua ho.

Budc 2: Thau hiéu van d& va xac minh sy viée: Xac dinh nguyén nhan gbc ré cua
khiéu nai, d4nh gia mirc 46 nghiém trong va thu thap bang chimg dé¢ dua ra giai phap

phu hop.
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Budc 3: Dua ra giai phap hop 1y: Tim kiém va dé xuat cac giai phap kha thi, cong
bang va thoa déang dé giai quyét khiéu nai, ddng thoi dap tmg nhu ciu cta khach hang.

Budc 4: Thuc hién giai phap ngay lap tirc: Thuc hién cic hanh dong can thiét dé
trién khai giai phap da dugc thong nhat, dam bao tinh kip thoi va hiu qua.

Budc 5: Theo doi & rat kinh nghiém: Panh gid mic dd hai long ctia khach hang,
do luong hidu qua ciia quy trinh giai quyét khiéu nai va rat ra bai hoc kinh nghiém dé
cai thién dich vu.
1.4.KET LUAN

Qua chuong 1, em di trinh bay dugc hé théng co sé 1y ludn quan trong vé hoat
dong cham soc khach hang, bao gdm khai niém, vai trd, phan loai va gia tri cia khach
hang trong nganh F&B. Bén canh dé, chuwong niy ciing phan tich nhiing dic diém dic
thu ctia khach hang, nhu nhu cu da dang, sy nhay cam vé gia ca va yéu cau cao vé trai
nghiém dich vu. Cling nhu cac phuong thirc va quy trinh cia hoat dong cham soc khach
hang. Tir d6, cho thay tdm quan trong ctia viéc thau hiéu nhu cau va mong muén cia
khach hang trong nganh F&B. Nhiing 1y thuyét nay khong chi 1a nén tang dé phan tich
thyc trang hoat dong cham séc¢ khach hang tai doanh nghi€p, ma con 1a co s& dé dé xuat
cAc giai phap cai tién, nang cao chét lugng dich vu trong cac chuong tiép theo, gop phan

gia tdng su hai long va long trung thanh cua khach hang.
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CHUONG 2: THUC TRANG HOAT PONG CHAM SOC KHACH HANG TAI
CONG TY TRACH NHIEM HUU HAN MOQT THANH VIEN HOA TAI LOC

2.1.TONG QUAN VE CONG TY TNHH MTV HOA TAI LQC
2.1.1. Thong tin chung

- Tén cong ty: CONG TY TNHH Mot thanh vién Hoa Tai Loc

- Ma s thué: 0401590395

- bia chi: 57 Xuan Tam, Phuong Thuan Phudc, Quan Hai Chau, Thanh phé ba
Ning, Viét Nam.

- Nguoi dai dién: Nguyén Truong Tai

- S0 dién thoai: 0935646359

- Website: https://otxanhocean.vn

- Logo cong ty:

2

OCXanh

- Hé thong nha hang:

e Ot Xanh Quan: 57 Xuan Tam, Hai Chau, Da Nang.

e Ot Xanh Ocean Restaurant: L6 05, 06 Puong V6 Nguyén Giap, Son Tra, Pa Nang.

e Ot Xanh Garden: 100 Loseby, Phudc My, Son Tra, Pa Nang.
2.1.2. Qua trinh hinh thanh va phat trién

- Ngay 19/5/2014: Puoc lay tén 1a Ot Xanh Quan, chinh thirc khai trwong véi tong
56 50 can b cong nhan vién. Pia chi 139 dudng 3/2, Hai Chau, Pa Nang. Vi mé hinh
kinh doanh doc d4o két hop bé chira thuy san tuoi séng, vira dé trung bay vira cho khach
hang dugc lya chon truc tiép tai bé.

- Ngay 12/5/2020: Thanh lap co s& 2 voi tén goi 1a Ot Xanh Restaurant. Chinh thuc
hoat dong tir ngay 19/12/2020, tai dia chi s6 208 dudng 3/2, Thuan phudc, Hai Chau,
Pa Ning. Dya vao mé hinh cta co s6 1 thi co sd 2 cham chut hon vé khong gian, sang

trong, chuyén nghiép.7
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- Ngay 22/04/2022: Thanh lap co so 3 vi tén goi Ot Xanh Ocean Restaurant. Chinh
thirc hoat dong vao ngay 09/07/2022, tai dia chi 16 05-06 V& Nguyén Giap, Phudec My,
Son Tra, Pa Nang.

- Thang 05/2024: Ot Xanh Restaurant ngung hoat dong dé chuan bi cho su ra doi
cua mdt thuong hi¢u moi.

- Ngay 07/06/2024: Cho ra mét thuong hiéu méi Lam Vai Ly, tai 57 Xuan Tam, Hai
Chau, Pa Ning. Két hop doc quyén véi cac dong bia thi cong dugce san xuét boi C-
brewmaster.

- Ngay 05/12/2024: Bé pht hop hon véi dinh huéng phat trién va mang dén nhiing
trai nghiém méi mé, thuong hiéu Lam Vai Ly dugc doi tén thanh Ot Xanh Quan.

- Thang 11/2024: Cho ra mat chi nhanh m¢i Ot Xanh Garden tai dia chi 100 Loseby,
Phudc My, Son Tra, Pa Néng. Chinh thitc dwa vao hoat dong vao ngay 01/01/2025.
2.1.3. Linh vuc kinh doanh

Ma Nganh

4620 Ban budn néng, 14m san nguyén liéu (trir go, tre, nira) va dong vat song
(trr cac loai thyc vat, dong vat hoang da, gém ca vat séng va cac bo
phan cua ching da dugc ché bién, thudc danh muc diéu uéc quéc té ma
viét nam la thanh vién quy dinh va cac loai thuc vat, dong vat quy hiém
thudc danh muc cam khai thac, st dung)

4633 Bén budn do uong

Chi tiét: Ban budn ca phé, nude ngot, ruou, bia.

4634 Ban budn san pham thudc 14, thudc 1ao

Chi tiét: Ban buon thuoc 14 di€u san xuat trong nudc.

4723 Ban 1¢ d6 udng trong cac cira hang chuyén doanh

Chi tiét: Ban 16 rugu;

4724 Ban 1¢ san pham thudc 14, thudc 1o trong cac cira hang chuyén doanh
4773 Ban 1¢ hang héa khac mdi trong cac cura hang chuyén doanh
5610 Nha hang va cac dich vu an uéng phuc vu luu dong

Chi tiét: Nha hang, quan an, hang an uéng.

= Nganh nghé chinh: Nha hang va cac dich vu an udng phuc vu luu dong. Kinh doanh

hé théng nha hang, quan an.
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F&B la viét tit ciia cum tir tiéng Anh “Food and Beverage Service” nghia 1a dich
vu an va udng. Nganh dich vu F&B hay nganh F&B ciing xuat phat tir khai niém F&B
va duoc hiéu 13 nganh dich vu nha hang, khach san, khu du lich va quiy 4n udng.

Nganh nha hang 1a mét linh vuc trong nganh dich vy, tap trung vao cung cép trai
nghiém 4n udng cho khach hang tai cic co s& dn udng. Nganh nay khéng chi don thuén
phuc vu thuc phém ma con bao gém viéc tao ra mQt khong gian va trai nghi¢m am thyuc
phu hop v6i nhu cau ciia khach hang.

2.1.4. Tam nhin, st ménh va gia tri cot 16i

Tam nhin: “Hudng dén hé théng nha hang hang dau, 1a lya chon wu tién cta khach
hang, cung cap am thuc tuwoi méi, khong gian dang cap.”

St ménh: “Cung cip moén an twoi méi, chat lugng cao tir hai san Pa Ning va mang
dén khong gian thudng thirc dang cap, sang trong voi gia ca binh dan.”

Gia tri ¢t 18i: “Chat lwong — Tan tim — Chuyén nghiép — Khach hang 1 trong tam
— Khong gian dep.”
2.1.5. Co chu to chirc

a. So' do co céu to chire

So do 2. 1: Co cau té chive ciia Cong ty TNHH MTV Hoa Tai Léc.

Giam déc
)
Phé Giam déc
!

Téng Quan 1y

|
l ] } l

BP Bép BP Hé Hai san BP van hanh Ph':gggkﬁot;é“ ‘ Ll }‘_
[ [ | ‘ BP Kho }4—

[ Bptwmng | [ QuanlyHHS | [ QuanlyvH | | Kétoan |
I l ‘ BP L§ tan }4—
‘ Bép phd | NV order NV Cham | Ca trréng ‘ _’| Thu ngan | ‘ BP Quay bar }‘_

Hai San s6c Ho
_ | NVPhucwu | ‘ BP Tiép thuc }4—
Pau bép Nl\)fi gI}:e
‘ BP An ninh }1—
Tap vu

b. Chirc ning tirng phong ban

+» Giam doc
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- La chu sé hitu va cling 1a dai dién phap 1y ciia Cong ty TNHH MTV Hoa Tai Ldc.

- Lanh dao toan bd hoat dong kinh doanh cia h¢ théng nha hang. Pua ra dinh hudng
muc tiéu ngén han va dai han.

- Lam viéc véi cac ddi tac, nha cung cip va khach hang quan trong ctia cong ty.

- Giam sat tong thé cong ty, dam bao cac hoat dong ctia nha hang tuin tha quy dinh
phap luat va tiéu chuan nganh.

«» Phé Giam Déc

HO tro giam dbc trong quan 1y va van hanh hé thong nha hang.

Chiu trach nhiém giam sat cac phong ban, b phan hoat dong hang ngay,

Pé xuét cac giai phap nang cao hiéu qua van hanh.

- Lam viéc véi ddi tac cung cép dich vu Marketing va dua ra ké hoach cu thé.

< Tong Quan ly

- Hoan thién bo méy hoat dong ctia nha hang dé phu hop véi muc tiéu cong ty.

- Giam sat nha hang dé dam bao chat luong dich vu. Kiém tra thai do phuc vu, tbe
do phuc vu, va sy hai long cua khach hang.

- Xt Iy kip thoi cac van dé phat sinh trong qua trinh hoat dong ctia nha hang.

- Bao céo tinh hinh hoat dong h:;ing ky va theo chi thi cia Giam dbc hodc Pho Giam
déc.

- Phan bd nhiém vu theo ké hoach cua cip trén dwa xudng.

< B phan Bép

- Chuan bi va ché bién mén dn khi nhan dugc phiéu dit hang. Thuc hién cac bude
ché bién theo cong thirc chuan ctia nha hang.

- Kiém soat chét lugng mén an, ddm bao moén an dat chét lugng vé huong vi, khoi
lugng, trinh bay va v¢ sinh.

- Quan 1y kho thuc pham, kiém tra han st dung cta cic nguyén vét liéu va nhap
hang dinh ky.

% B0 phan Tiép thuc

- Tiép nhan mén an, thirc udng tir bd phan bép va chuyén dén tan ban dam bao nhanh
nhat va van chuyén du sb luong mon, sau d6 chuyén giao mén cho nhan vién phuc vu
dtng ban. Ludn git mot khoang cach nhét dinh v6i ban khach tir 1-2 mét.

- Kiém tra don dat mén khép voi s6 lwong giao dé tranh sai sot. Phai co phiéu mai
duoc giao mon.
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- Chiu trach nhiém véi kho chira dd udng ( bia, nude ngot, nude loc), dung cu phuc
vu.

+ B0 phan kho

- Kiém tra, ghi nhan va cung cap nguyén liéu cho bép va cac bd phan.

- Luu trit dang tiéu chuan, dam bao chit lvong va han st dung.

- Theo ddi ton kho, kiém ké dinh ky va bao cdo cho quan 1y.

- Pam bao kho sach s€, an toan thuc phém.

- HO tro bép, 1am viéc v6i nha cung cap va ké toan.

% B6 phan Ho Hai San

- Quanly ho hai san: theo ddi nhiét do, chat luong nude va sic khoe ctia hai san.

- B&o c4o s6 lugng hai san ngdp va chét timg ngdy dén bd phan van hanh, dé nhan
vién tu van ngay khi khach can.

- LAy va ban giao hai san dén bd phan bép khi khach da dat hang.

- Nhan vién order hai san s& gidi thiéu, tu van va giup khach lya chon va dua ra
quyét dinh mua pht hop véi nhu ciu.

+ B§ phan Van hanh

- Két ndi véi cac bd phan khach dé hoat dong ctia nha hang dién ra sudn sé.

- Cai tién dé t6i wu hoa quy trinh phuc vu khach hang.

- Don dep ban, chuén bi dﬁy du dung cy theo dung quy dinh cta nha hang. Luén san
sang dé phuc vu khach hang ngay 1ap tuc.

- Nhan yéu cau cta khach va tién hanh order thong qua hé thdng online cia nha
hang.

- Nhan vién dimg ban s& theo sat ban ctia minh va khi ¢6 yéu cau s& nhd nhan vién
hd tro di 13y.

- Phai ghi phiéu tra khi khach mudn tra cac san pham khong sir dung nhu khan lanh,
dau phong, banh trang, nudc, bia, ...

- Khi khach ¢6 nhu ciu hity mén va lién hé v6i bd phan bép dé xem xét c6 thé huy
hay khong, néu dugc huy thi phai ghi phiéu huy.

% B0 phan Quay Bar

- Chuén bi d6 udng theo dung cong thirc ctia nha hang va nhanh nhét theo yéu cau

trén phicu order.
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- Chiju trach nhiém kiém ké va dam bao chat luong cua ruou, trai ciy va cac nguyén
liéu khac.

¢ B0 phan An ninh

- Quan sat xung quanh khu vyrc nha hang dé tranh mat mat, hu hong. Pong thoi dam
bdo an toan cho khéach hang va nhan vién.

- Xu ly cac tinh hudng gay réi hodc tai nan trong nha hang.

- Hudng dan khach hang ddu xe ding noi quy dinh cta nha hang tranh gy un tic
giao thong, gay tro ngai dén ngudi tham gia giao thong.

+¢ B6 phan Nhan su

- Lén ké hoach tuyén dung, thyc hién va dao tao nhan vién moi.

- Phan bd nhén vién vao cac nhém van hanh nho cho phu hop khi ¢6 cac sy kién
duoc dat trudc.

- Xay dung lich trinh 1am viéc, chdm cong hang thang va giai quyét cac vin dé noi
bo.

< B0 phan L& tan

- Chao dén khach hang va hoi thong tin dit ban (néu c¢6). Thong bao sd luong khach
cho bo phan van hanh sép xép ban, sau d6 huéng dan khach dén vi tri ngéi.

- Tiép nhan céc yéu cau dit chd tir khach hang, thong bao b phan van hanh set up
va gitt ban trong cho khach.

- Cung cip céc thong tin vé chuong trinh ctia nha hang.

% Phong ké toan tong hop

- Quan 1y thu chi, thanh toan lvong va l1ap bao cdo tai chinh cia cong ty.

- Quan Iy cac hop ddng, hoa don nhap hang.

- HO trg bo phan van hanh trong qué trinh thanh toan va thyc hién theo dung quy
trinh cta cong ty dé ra.
2.2.CAC YEU TO MOI TRUONG TAC PONG PEN HOAT PONG KINH
DOANH CUA DOANH NGHIEP
2.2.1. Cac yéu t6 vi md

a. Kinh té

Trong bdi canh tinh hinh thé gidi tiép tuc dién bién nhanh, phuc tap, khé ludng,
canh tranh chién lugc giita cac nudc 16n ngay cang gay gat, chinh sach thué quan cua

Hoa Ky va phan tng ctia mot s6 quéc gia 1am gia ting nguy co chién tranh thuong mai
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toan cau, gdy suy giam trién vong ting trudng kinh té thé gidi. Tuy nhién, nho vao chu
trwong, chinh sach cung sy diéu hanh quan 1y tai tinh ctia nha nudc, kinh té nudc ta vao
quy I ndm 2025 dat muc tang truong kha 6,93%, tang 0.95% so voi cung ky nam trude.
Khi kinh té phat trién, thu nhap ngudi tiéu ding ting, ho san sang chi nhiéu hon cho cac
dich vu an uéng, dac bi¢t 1a cac nha hang cao cép hodc trai nghiém am thuc moéi la. Diéu
nay cho thay co hoi tiéu dung dich vu ctia nganh ngay cang tang.

Nhin chung, mic d lam phat co ban thang 3/2025 tang 0,25% so voi thang trudc
va tang 3,1% so v6i cung ky nam trudc. Binh quan quy 1/2025, lam phat co ban tang
3,01% so véi cung ky ndm trude, thap hon mirc CPI binh quan chung (ting 3,22%). Lam
phat co ban ting cho thay chi phi san xuét néi chung, bao gdm nguyén liéu thyc pham,
chi phi van chuyén, dién nudc, tién thué mat bang... c6 xu huéng ting. Tuy mic ting
chua qua cao, nhung trong nganh F&B — vén nhay cam véi bién dong chi phi — céc
doanh nghiép van sé& chiu 4p luc diéu chinh gia ban hoic t6i vu chi phi van hanh dé duy
tri bién lgi nhuén. Trudce tinh hinh do, Chinh phu, cac by, nganh va dia phuong theo doi
chit ché dién bién gia ca, lam phat trén thé gidi, dé kip thoi canh bao cac nguy co anh
huong dén gia ca, lam phat cua Viét Nam dé co cac bién phap tmg phé phi hop nhim
dam bao ngudn cung, binh on gia trong nudc. NJ luc kiém soat lam phat nam 2025 vé
muc On dinh, dat dugc muc tiéu da dé ra.

Du thé gi6i dang dung trudc nguy co canh tranh thuong mai, nhung nhin chung
tinh hinh kinh té trong nudc van 6n dinh, tao mdi truong hép dan, thu hut dugc cac du
khach tir cac nude dén Viét Nam. Khach quéc té dén nudce ta trong nhitng thang dau
nam 2025 tang cao. Nho cac chinh sach thi thuc thuén g1, cac chuong trinh kich cau du
lich cling nhu su nd lyc cia chinh quyén va doanh nghiép kinh doanh du lich nén s6
luong khach quéc té dén Viét Nam quy 1/2025, khach qudc té dén nude ta dat hon 6 triéu
luot nguoi, tang 29,6% so véi cung ky nam trudce, dy dodn s€ tiép tuc tang, tao diéu kién
dé nganh F&B phat trién hon khong chi trong nudc ma vuron ra ca du khach tir cac nudc
khac.

Trong quy 1/2025 mit bang 13i suat huy dong von bang VND binh quan cac ky han
giam nhe tir 0,03-0,05%, Dong thdi, mat bang 14i suit cho vay bang VND quy 1/2025
cling ghi nhan giam nhe tir 0,08-0,1% so voi quy trude. Diéu nay, giup cac doanh nghiép
F&B (dic biét 1a cac chudi quan, nha hang) vay vén ré hon. Cac doanh nghiép co thé
tan dung dé dau tu nang cip co s vat chat, thiét bi nha bép, khong gian quan hodc thuc
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hién céc chién dich marketing, truyén thong quy mé 16n hon. Mit khéc, ciing dé dan t6i
viéc nhiéu thuong hiéu F&B méi xuat hién (do dé vay von hon), 1am ting mic do canh
tranh trong nganh. Bén canh d6, 13i suat huy dong giam, ngudi dan it co dong luc gui
tién ngan hang hon, ho s& ¢6 xu hudng chi tiéu nhiéu hon, bao gom ca chi tiéu cho dich
vu 4n udng, giai tri. Pidu ndy tao co hoi ting doanh thu cho nganh F&B, nhat 13 tai cac
thanh phé 16n va cac khu vuc ¢6 nhu cau tiéu dung cao.

Theo Cuc Théng ké, trong quy 1/2025, thu nhap binh quan thang ctia nguoi lao
dong tiép tuc duoc cai thién, dat 8,3 tri€u déng, tdng 131 nghin déng S0 Vo1 quy trudce
va ting 720 nghin d6ng so voi cung ky nam trude, tuong duong véi ting 1,6% va ting
9,5%. Thu nhap binh quan thang cua lao dong & khu vuc thanh thi gip 1,39 1an khu vuc
néng thon (10,1 tridu dong so véi 7,2 triéu dong). Khi thu nhép ting, nguoi dan s& cd xu
huodng chi tiéu nhiéu hon cho cac dich vu dn uéng, dac biét chu trong hon vao viéc lya
chon noi c6 khong gian sang trong, chat lugng cao, phuc vu chuyén nghiép dé thé hién
duogc dia vi cia ban than. Pay 1a co hoi cho cong ty khi dinh hudéng phat trién nha hang
theo hudng cao cap va chat lugng cao.

b. Vin hoa - xa hoi

Khach hang hién nay dang c6 xu hudng dn ngoai nhiéu hon vi c6 tinh tién loi va
nhanh chong nhung cac san pham phai sach va chat luong cao. Pong thoi, mirc thu nhap
ctia nguoi dan ngay cang cao, dan dén viéc nhu cau st dung cac dich vu an uéng déng
cip, sang trong. DAy 1a co hoi dé nganh phat trién mé hinh kinh doanh c6 khong gian,
chét luong phuc vu chuyén nghiép, cao cap.

Theo nghién ctru méi nhat ciia Decision Lab trong “Bao c4o xu huéng F&B nim
2024” cho thdy ngudi tiéu dung ngay cang cht y hon dén chi tiéu dn udéng bén ngoai.
Tuy nhién top 10 hoat ddng ngoai duoc yéu thich nhat duge khao sat, theo nhom an co
43% an tai nha hang — viéc an ngoai tai nha hang rit dugc wa chuéng & ngudi tiéu ding
Viét Nam. An tdi bén ngoai dang chuyén tir viée tim kiém dich vu doc déo sang tao mbi
lién két y nghia voi gia dinh, ban bé. Nhu cau an uéng khong chi phuc vu thé chat ma
con doéng vai tro trong cac mbi quan hé xa hoi. Nguoi tiéu dung van sin sang chi tiéu
cho cac dich vu an uéng ngoai va du lich, mién 1a ching mang lai gia tri tinh than hoac
ky niém dang nho.

Vin hoa ngdi vao ban nhau vao cubi ngay ctia ngudi dan Viét Nam da duoc an sau
vao doi séng cua nhiéu ngudi, khong ké thé hé ndo. Vin hoéa nay khong bién mat chi la
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thay d6i dé phu hop véi hién tai. Ban nhau 14 noi moi ngudi ¢di mé, chia sé cau chuyén
c4 nhan, tao su gan giii va ting cuong mdi quan hé. Nhau ciing 13 mot cach dé doanh
nghiép, d6i tac xay dung quan hé, thwong thao hop dong trong khong khi thoai mai hon
so v&i moi truong cong sd. Va hién nay dudi su phat trién manh cua dich vu di chuyén
nhu Grab, Xanh FM, Be,... v6i muc chi phi ré. Ciing mét phan nao giup ngudi di nhau
thoai mai hon, khong con lo lang khi udng rugu bia phai 1ai xe vé. Pay co thé 1a tac
d6ng tich cuc dén doanh thu ctua doanh nghiép.

Mot xu hudng phd bién hién nay 1a “an theo review” tir cac KOC/KOL va cac
ngudi noi tiéng. Thong qua KOC/KOL va ngudi ndi tiéng, nha hang c6 thé dé dang tiép
can khong chi khach hang trong khu vuc ma ca khach hang ¢ cac khu vuc khac, tham
chi quéc té. Cac bai review v6i hinh anh hodc video thyc té ciia moén an, khong gian
gitip khach hang cam thay an tim, tin twéng hon khi chon nha hang. Pong thoi ciing 1a
thach thirc khi phai lyra chon dang dbi tac phu hop, tranh viée bi lang phi tién dau tw ma
khong thu duogc gi.

c. Tw nhién

Gia nong san (rau cu, trai cy, ...) ddu vao c6 xu hudng bién dong manh vao cudi
nim 2024. Dudi su tac dong cua diéu kién thoi tiét ( con bdo s6 3) gy thiét hai dén céac
san pham néng, 1am, thuy san. San luong thuy san wdc nim 2024 dat 11.789,10 tan,
giam 0,34% (giam 40,23 tan). Pay c6 thé trd thanh mot thach thic d6i voi nganh F&B
vé su 6n dinh gia va sb luong ctia ngudn dau vao. Va thién tai ciing gdy anh huong 16n
dén viéc hoat dong kinh doanh ctia nganh F&B, nhu phai ngiing hoat dong do bao, thiét
hai vé tai san, ...

Bén canh do, mot thach thic ciing khong kém phan quan trong dbi voi nganh F&B
1a quan 1y chat thai. Nganh F&B 1a mét trong nhirng nganh sir dung nhya nhiéu nhat, tir
bao bi thuc phém, chai nuége, dén cac dung cu an uéng dung mot lan. Néu khong duogc
xtr 1y va tai ché ding cach s& din dén 6 nhiém moi trudng va 1én 4n ciia cong dong
mang. Ngudn nudc thai ¢6 chira ddu m&, hoa chét tiy rira, va cac chét hitu co khac, néu
khong duoc xur Iy dung cach, ¢ thé gay 6 nhiém ngudn nudc.

d. Nhin khéiu hoc

Theo bao cao cua S& Du lich, tai Ba Ngmg, quy 1-2025, téng luong khéch luu tra
dat hon 2,53 triéu luot, ting 19,2% so véi cung ky. Trong d6, khach quéc té hon 1,26
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tri¢u luot, tang hon 42%; khéch trong nudc hon 1,26 triéu luot, tang 2,7%. Cho théy ba
Néng 1a mot khu d6 thi 16n chi yéu phat trién vé linh vuc du lich. Pay 1a méi truong
thich hop dé phat trién nganh F&B. Hé thdng nha hang cia cong ty toa lac gan duong
bo bién phia déng cua Pa Ning — noi thu hit nhiéu su cht ¥ cua khach hang.

Quy mb hd gia dinh & Viét Nam chil yéu 13 hd nho trung binh tir 3-5 ngudi. Ho wu
tién lya chon not c6 khong gian riéng tu hodc phuc vu cac nhom nho va cé thuc don da
dang dé dap ung duoc nhu cAu ctia moi thanh vién & moi do tudi khac nhau.

Co ciu dan sb d3 chuyén dich tich cuc, voi1 luc lugng lao dong trong do tudi gia
tang manh m&, tir 56,1% nam 1989 1én 67,5% nam 2023. SO luong va ty trong dan s6 &
d6 tudi lao dong chiém gan 70%, trong giai doan co cau dan sd vang. Mang lai mot thi
truong khach hang tiém ning ngay cang doi dao. Va khi luc luong lao dong gia ting,
sttc mua va nhu cau tiéu ding ruou bia trong xi giao cing ngdy cang ting trong xa hoi.

e. Cong nghé

Trong thoi dai cong nghé sé hién nay, cong nghé 1a yéu t6 rat quan trong anh huéng
dén viéc van hanh va phat trién cua bat cir cong ty trong linh vuc ndo. Dic biét, cac cong
ngh¢ trong qua trinh dit hang, quan ly nhan sy, van hanh, marketing, ... cia cac doanh
nghiép trong nganh F&B.

Ap dung cong nghé hién dai vao doanh nghiép khong chi giup cai tién quy trinh
hoat dong ma con giup doanh nghiép thu hit duoc thém nhiéu khach hang nhd viée
quang cao dung téi khach hang c6 nhu ciu, ning cao mirc do hai 1ong khach hang trong
qué trinh phuc vu trude, trong va sau khi sir dung.

Cong nghé di va dang thay d6i méi trudng nganh F&B mét cach toan dién va tich
cuc, giap cac doanh nghiép cai thién hi¢u qua kinh doanh va tang cuong trai nghiém
khach hang. Lam ting mirc d canh tranh trong nganh, day s& 1 de doa néu doanh nghiép
khong cai tién va ap dung cong nghé vao hoat dong, va s€ la co hodi dé doanh nghi¢p
tang luong khach hang trung thanh véi nha hang.

f- Chinh tri - phdp ludt

Pa Ning 1a thanh phd c6 dia diém thich hop dé phat trién nganh dich vy, du lich
nén chinh phu dic biét chu trong va dua ra nhiéu chinh sach dé thuc day phat trién nganh
dich vu chét lugng cao. Chinh phu Pa Nang dua ra cac chinh sach, cac du an dau tu va

phat trién cac san pham du lich méi nhu Phé di bo Bach Dang, Cong vién APEC, cac
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show trinh dién nhac hoi 16n & bién,... thu hat lugng 16n khach tir cac tinh thanh trong
nude va du khach tir cac nudc trén thé gigi dén. Co hoi dé thu hat thém khach hang tir
khip noi khong chi 1a khach dia phuong biét va sir dung dich vu cua cong ty.

Tir ngay 01/01/2025, theo quy dinh méi, Co quan Thué s& tién hanh kiém tra cac
giao dich chuyén khoan trén tai khoan ca nhan dé thuc hién viéc thu thué d6i véi cac
hoat dong "Thuong Mai Bién Tu". Theo do, tat ca cac giao dich ¢6 ndi dung lién quan
dén "Mua - Ban" s& bi danh thué 10% trén sd tién chuyén khoan. Néu khach hang chuyén
tién va ghi nd1 dung lién quan dén dit coc tién hang, mua hang, thanh todn cong no....
déu sé& bi danh thué. Piéu nay lam ting khoan chi vé thué, anh huéng dén loi nhuan sau
thué ctia doanh nghiép.

V& phuong huéng nhiém vu ndm 2025, Pho Thu tuéng nhan manh viéc thdng nhat
quan diém chung trong bao dam an toan vé sinh thyc pham 1a tip trung hon nita cho
cong tac phong ngira; ting cuong kiém tra, giam sat va khi phat hién vi pham thi xir 1y
nghiém. Nganh nha hang s& phai tuan thu nghiém ngit hon cac quy dinh vé an toan vé
sinh thuc phém, tor khau lya chon nguyén li¢u, ché bién dén bao quan va phuc vu. Doanh
nghiép ludn tudn tha quy dinh nén day 1a co hoi dé duoc ngudi tiéu dung tin tudng hon,
tao dung hinh anh thuong hiéu tot, tin dung co hdi nay dé khang dinh vi thé trén thi
truong, canh tranh véi céac ddi thu khac. Va thach thire vé viée du tu vao hé théng quan
1y chat lugng, s& lam ting chi phi hoat dong ctia nha hang.

Hién nay, chinh phu cang siét chit hon vé néng d6 con ctia nguoi tham gia giao
thong. Cu thé, cac muc phat ting 1én, phat tién tir 18-20 triéu dong (quy dinh cii phat tir
16-18 triéu dong) dbi voi ngudi didu khién xe 6 t6, Phat tién tir 6-10 triéu dong nguoi
diéu khién xe mo 6, xe gin may. Nhiu ngudi s& han ché viéc di 4n tdi & nhitng noi
phuc vu rugu bia dé tranh rui ro vi pham luat giao thong. Cac budi tu tap ban be, déng
nghi¢p co thé chuyén sang cac dia diém khong phuc vu rugu bia hodc cac hoat dong
khac. Pe doa tdi doanh thu vé d udng c6 con va lugng khach hang.

2.2.2. Cac yéu t6 vi md

a. Khach hang

Cong ty chia khach hang theo nhiéu nhom khac nhau, véi cac dic diém khac nhau.
Gom c¢6 4 nhom la:
% Khach hang 1a nhom gia dinh: nhom nay thudng di theo nhom tir 2-8 ngudi, chiém
khoang 15% tong s6 khach dén nha hang. Ho dén véi nha hang dé tim kiém khong gian
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thoai mai, 4m ap dé gan két tinh cam gia dinh, vi vAy ho can su riéng tu. Dic biét 1a
trong céc dip 1&, tét, sinh nhat, ... ho s& dén vé4i nha hang. Phan khuc gia dinh thuong sé
c6 ca tré em, nén ho wu tién noi c6 khong gian rong rai thich hop dé cho tré em chay
nhay, kham pha xung quanh. Nhom khach nay con tim kiém noi c6 thuc don phong phi
v6i nhiéu lira chon khac nhau dé phu hop véi moi thanh vién trong gia dinh (tré em,
nguoi 1on, nguot gia). Hanh vi khi lya chon mén an ctia nhom phan khtic nay 1a lua chon
hai san tuoi sdng tai quan xong ché bién thanh nhiéu moén khac nhau hodc chon cac mén
chia sé dugc nhu lau, com,... Phan khac nay cling dac biét quan tdm dén gia ca, cac
chuong trinh vu d3i nhu giam gia, khuyén mai dic biét,... Khung thoi gian ghé thim cua
nhom nay 1a vao budi tbi tir 7 dén 9 gio va cubi tuan.

% Khach hang 1a nhom ban be, dong nghiép: nhém nay thudng di theo nhom tir 2-6
ngudi, chiém khoang 30% tong s6 khach hang. Muc dich dén nha hang 1a dé gip g0,
giao Iuu va tu hop ban be, dong nghiép. Vi vdy ho vu tién tim kiém nhimg noi c6 khong
gian thoang dang phu hop dé trd chuyén. Xu hudng chon cac mén an nhe, mén méi la
hodc dic san ndi bat phu hop dé nhau. bic biét phai c6 da dang cac loai dd uéng nhu
bia, rugu, nudc ngot, cocktail,... Ho c6 mong mudn duge cham séc chu ddo, phuc vu
phai chuyén nghiép, nam rd tam Iy khach hang. Khung gid ho thudng téi 1a vao cac budi
tdi trong tuan, cudi tuan hodc céc dip dac biét.

% Khach hang 13 du khach: diy c6 thé 1 ca nhan, nhom ban hodc gia dinh va chiém
khoan 30% tong lugng khach, trong do:

- Du khach 1a nguoi Viét (ngoai Pa Ning): chiém 10%, ho tim kiém nhitng mén an
duoc ché bién tir cac loai hai san tuoi séng, dac san tai1 Da Neclng (hai san tuoi). Ho
thuong tim kiém dja diém an udng thong qua cac trang mang xd hoi hodc review tir
ngudi than/ ban bé. Ua chudng cac san pham tir hai san tuoi séng khi dén Da Ning nhu
(tdm, muc, cd), it st dung moén tur thit. Yéu cAu nha hang phai c6 khong gian dep, mon
ngon va gia ca minh bach. Ho thudng dén vao khung thoi gian cao diém du lich ( thang
5-8).

- Du khach 1a nguoi nudc ngoai: chiém 20%, muc dich nhom nay dén Viét Nam 1a
dé kham pha van hoéa va am thuc ¢ day, dac biét 1a dac san vung mién, tai Da Nrfmg
chinh 1a hai san tuoi séng moi ngay. Tim kiém cac trai nghiém ddc dao, khac biét so voi
qué nha. Ho c6 xu hudng tim kiém thong qua cac img dung qudc té nhu TripAdvisor,
Google Maps, ... Da s khach nuéc ngoai dén nha hang 1 vi bi thu hat bai khong khi
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nao nhiét, khong gian nha hang va quan trong 1a khu virc hd hai san twoi séng bat mat
trong qua trinh di dao doc duong bién V5 Nguyén Giap dé ngam bién. Khung gio ho
thudng toi 1 vao 6 dén 10 gio tbi cac ngdy trong tuan.

% Khéach hang 1a doanh nghiép: day 1a nhom ddi tac ciia cong ty, cac doanh nghiép
can khong gian rong dé t chirc su kién cong ty, cac cong ty dich vu tour, ... Nhom nay
chiém 25% tong sb luong khach hang, vi ho khong thuong xuyén st dung, chi vao cac
mua cao diém du lich va vao céac dip 18 cudi nam, sy kién cong ty,... Thuong sé di v6i
s6 lugng 16n 14 tir 10 - 30 ngudi, c6 thé dat theo mo hinh tiéc buffet, order mon trude
vGi nha hang. U tién lya chon noi ¢6 khong gian rong rai, riéng tu hodc khu vuc VIP.
Doi hoi phuc vu chuyén nghiép, hd tro tdt vé dat ban va phuc vu nhanh chong. Thuc
don phai da dang dé phu hop voi nhém dong ngudi. Ho san sang chi tiéu cao hon dé
nhan duoc su cham séc chuyén nghiép, tan tim tir nha hang. Nha hang c6 thé cung cip
dugc khong gian san khau, 4m thanh, anh sang, MC, trang tri cho bita tiéc.

Nhan xét: cong ty c6 hé thong nha hang dé c6 thé bao quat duoc nhiéu phan khuc
khach hang khac nhau. Tranh su phu thuoc vao mot nhém khach nao ma bo 16 nhiing
phan khuc tiém niang khac. Ot xanh quan sé& tap trung vao phan khac khach hang 13 gia
dinh va nhan vién vin phong, con nha hang Ot xanh Ocean va Ot xanh Garden s& tap
trung hon vao cac phan khtic con lai 1a du khach va doanh nghiép.

b. Nha cung cip

Vé6i gan 10 nha cung cAp ma cong ty hop tac. Chu yéu cac nha cung cip déu &
trong khu vuc Pa Ning, dé dép tng kip thoi nhu cau nha hang.

Bdng 2. 1: Danh sdch nha cung cdp cia cong ty

Hang muc Nha cung cip

Hai san - Cong ty TNHH Son Pai Duong Seafood.

- Hai san Thanh Tuyét.

- Hai san Van DBong.

- Cong ty CP TM XNK & ché bién Hai san Pai Duong
Xanh.

- Cong ty TNHH MTV TM XNK Mrsfish

Bia - Cong ty TNHH TMDV & dau tu phat trién Hoang Manh

Nam.
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- Cong ty CP Bia C-Brewmaster.

Nudc ngot Cong ty TNHH Nuodc giai khat Suntory Pepsico Viét Nam

(Nguon phong ké todn)

Nhén xét:

Dbi voi mat hang 1a hai san cong ty lwa chon cic cong ty trong khu vuc Da Nang
dé co thé dap tmg duoc nhu cau hai san tuoi séng, giam rui ro hai san chét trude khi dén
nha hang vi van chuyén xa. Va c6 nhiéu nha cung cép dé co thé linh hoat lya chon nha
hang va dam bao dugc tinh 6n dinh ngudn hang. Péu 1 cac cong ty chuyén vé hai san
tuoi song, dam bao chat lugng cao, mirc do uy tin cao. Pa hop tac véi cong ty 1au nim
nén mdi quan hé than thiét véi cong ty, dé dang thuong luong dé c6 duoc hai san twoi
nhat véi gia tot nhat.

Déi véi bia, nudc ngot duoc cung cip boi cac nha cung cap 16m, c6 mirc do uy tin
cao trén thi trudng, san phém da dang. PBac biét nhan dugc su phan phéi doc quyén tur
cong ty C-Brewmaster, cac san phém bia tuoi dugc U thi cong tao nén diéu dic biét cua
nha hang.

c. Déi thii canh tranh

Trong khu vuc Pa Ning c6 rat nhiéu cta hang, quan an, nha hang cung cp céac
san phém tr san phém tuoi séng, nén muc do canh tranh ctia nganh rat cao. Mot s6 nha
hang ndi bat nhu: Nha hang Hai san Lang C4, Nha hang Mubi bién Seafood, Hai san
Thoi C6 Pa Nang, My Hanh Seafood....

Hai doanh nghiép 1a d6i thu truc tiép c6 cting mé hinh kinh doanh, sy 1au doi va
phan khuc khach hang.

- Cong ty TNHH MTYV Van Kim Tién: 1 cong ty kinh doanh dudi tén Nha hang
Lang Ca, tai 262 V& Nguyén Giap, Pa Ning. Chuyén cung cip cac mon an tir hai san
tuoi sdng. Vi 6 nam hoat dong va phat trién tai thanh phd Da Ning.

- Cong ty TNHH Dich vu H&i sin My Hanh: 1a cong ty kinh doanh duéi tén Nha
hang M§ Hanh Seafood, tai 16 03-05 V& Nguyén Giap, Da Ning. Cung cap cic mén an
tir hai san tuoi séng, va thanh lap tir nim 2021. Tuy xuét phat sau 2 cong ty nhung nha
hang phat trién manh m& nhd du tu vao khong gian va mén an.

Bang 2. 2: So sanh déi thii canh tranh ciia cong ty
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Doanh nghiép

Piém manh

Piem yeu

Cong ty TNHH
MTV Van Kim

Tién

- Hai san chat luong, dugc tha
h6 dé khach hang Iya chon.

- Pau bép c6 kinh nghiém ché
bién cac mon an cao cap.

- Vi tri ddc dia, thudn lgi cho du
khach.

- Bép mo ndi bat cia nha hang,
khach hang c¢6 nhin tryc tiép canh
ché bién moén an.

- DPa dang moén an tir hai san.

- D61 ngli nhan vién dong,
chuyén nghiép.

- Khong gian rong rai, c6 ca

phong riéng, phong tiéc.

- Khéng c6 nhiéu moén in tir
cac loai thit dé c6 thém lya
chon cho khach hang.

- Khéng c6 nhiéu chi nhanh,
chi c6 1 nha hang, khong cé
nhiéu su lya chon cho khach
hang.

- Gia chua duoc cap nhat trén
trang website, phai t&1 tdn nha
hang mai dugce cap nhat.

- Chi yéu tap trung vao tép

khéach di tour du lich nhiéu.

Cong ty TNHH
Dich vu Hai san

M¥§ Hanh

- Menu dugc cong khai trén
website, giup khach hang dé dang
tham khao trudc.

- Trang website cua nha hang
dugc tich hop day du, 1 rang cac
hang muc tur dat ban, dat mén
online, thuc don, ...

- C6 cac combo hdp dan dé
khéach hang c6 thém lya chon.

- Vi tri dac dia, dé dang thu hut
khach hang.

- Khong gian 4 tang rong rii,
hién dai véi strc chtra 1€n té1 1500
khach hang.

- Moi quan hé than thiét véi cac

don vi cung cép tour du lich.

- Khong da dang mon an tu
thit, chi cha yéu tir hai san.

- Chi c6 1 nha hang chua c6
nhiéu nha hang & nhiéu vi tri
dé dap ung duoc nhiéu khu

vuc.
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- Doi ngili nhan vién than thién,
nhiét tinh.

- Hai san twoi méi va duogc ché
bién tinh té t6n 1én vi twoi ngon

cua hai san.

Nhan xét: Dya vio bang trén co6 thé thdy nganh nha hang c6 mirc d6 canh tranh
khdc liét. Nhiéu doi thu canh tranh véi da dang mo hinh, phan khuc khéac nhau tao ra ap
luc canh tranh 16n. Cac nha hang khong chi canh tranh vé chat lugng ma con canh tranh
vé gia ca, dich vu, khong gian va trai nghiém cta khach hang. Ca 2 nha hang déu c6 xu
hudng dau tu manh vao khong gian dé c6 thé chira duoc lwong 16n khach, va khong gian
sang trong, cao cap.

d. Sin phdm thay thé

Céc nha hang cung cap dich vy am thuc buffet: cac nha hang cung cip mé hinh
nay cho phép khach hang an thoai mai chi véi murc gia c6 dinh, gitip khach ti wu chi
phi ma vin duoc thuong thire da dang mon an, diéu ndy c6 thé thu hat nhitng khach
hang thich thtr nghiém.

Quan an dia phuong: du khach thu hat boi cac quan an dia phuong ban cac mén
an dic san Pa Nang. Khong gian don gian, binh di, mén &n ngon, gia ré, thu hut khach
tir noi khac dén thuong thirc. Cac mén nhu my quang, banh trang thit heo, bin mam,...

Thuc pham ché bién sin va dong gbi: Nhirng san phdm ndy c6 thé dugc tim thiy
tai cac si€u thi hoac ctra hang tién loi, phuc vu cho nhitng nguoi khong co nhiéu thoi
gian hoic mudn ty niu an tai nha. Ngay ca hai san ciing dugc dong goi va ban tai cac
siéu thi, cho gitp khach dé dang bat gip & bat cu dau.

Dich vu giao dd an truc tuyén: Cac nén tang nhu GrabFood, ShopeeFood,... cung
cap nhiing lya chon giao mén an tir nhiéu nha hang khac nhau, gitip khach hang c¢6 thém
su lga chon thay vi chi phu thudc vao mdt chudi nha hang duy nhat. va c6 nhiéu ma
giam gia hap dan thu hut khach hang dia phuong.

Ngodi ra con ¢6 nhiéu san pham thay thé khac nhu quan an vat, d6 an nhanh, cua
hang hai san khé,... c6 thé dap tmg cac nhu cau khac nhau ctia khach hang. Diéu nay la
mot thach thirc d6i v6i cong ty khi kinh doanh trong nganh F&B.
2.3.CAC NGUON LUC CUA DOANH NGHIEP ANH HUONG PEN HOAT

PONG KINH DOANH
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2.3.1. Co sé vt chat
Danh sach tong thiét bi ctia toan bo cong ty dugc phan bo vé hé théng 3 nha hang

ctia doanh nghiép. Bang thong ké cac thiét bi chinh gdm:
Bdng 2. 3: Co 56 vit chat tai Cong ty TNHH MTV Hoa Tai Lic

STT Tén So lwgng
1 Quay 18 tan 3
2 Phong ké toan 3
3 Quay bar 3
4 Ho hdi san 3
5 May tinh 9
6 Hé thong phong bép 3
7 Kho nudce 3
8 Kho céng cu dung cu 3
9 Tt lanh, ti dong 27
10 Kho trit bia thu cong 3
11 Hé thong mang 3
12 Tivi 10
13 Hé thong loa 11
14 | San khau 2
15 Hé thong may khir tring chén dia 3
16 Ban 650
17 | Ghé 3.000
18 Hé théng phan mém order 3
19 He¢ théng phong VIP 25
20 Khu vuc tiéc 3
(Nguon phong ké todn)
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Hinh 2. 1: Khong gian nha hang cua Cong ty TNHH MTV Hoa Tai Loc

Nhan xét: co so vat chit ciia cong ty duoc phan bo vé cac nha hang trong hé thong.
Céac nha hang, quan an duoc dau tu vé khong gian, thiét bi tan tién, cac khong gian
phong VIP riéng tu, ... Nha hang duoc thiét ké long ghép vao thién nhién, cay cbi tao sy

than thién véi con nguoi. Pac biét véi su dau tu vé dan loa, tivi trong cac phong VIP

dem dén trai nghiém t6t tir khach hang.

2.3.2. Ngudn nhén lyc

Bdng 2. 4: Co cdu nhén sw tai Cong ty TNHH MTV Hoa Tai Léc tir nam 2022-2024.

DVT: Nguoi
2022 2023 2024
Chi tiéu So Ty trong S6 Ty trong S6 Ty trong
lwgng (%) lwgng (%) lwgng (%)
Tong nhan sy 261 272 375
I. Giéi tinh
1. Nam 142 54.4 149 54.87 240 63.88
2. Nt 119 45.6 123 45.13 135 36.12

1. Trinh d¢ hoc van
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1. THPT 173 66.16 167 61.44 207 55.24

2. bH 88 33.84 105 38.56 168 44.76
I11. P tudi
1. Dudi <30 186 71.37 195 71.61 262 69.95
2. Tu30>40 53 20.39 55 20.34 70 18.66
3. Tu>40 22 8.24 22 8.05 43 11.38
(Nguon phong ké todn)
Nhén xét:

- Nim 2022- 2023: tong s6 lugng nhan sy cia giai doan nay khong c6 su thay ddi
16m, chi chénh l¢ch 11 nguoi, tuong duong tang 2.36% so va1 nam 2022.

Trong d6, s6 lwgng nhan vién nam ting 7 ngudi va nit ting 4 nguoi. Giai doan nay
ngudn nhan lyc ting trudng cham, vi cong ty trong giai doan nay khong c6 sy mé rong
vé quy mo dang ké, chi c6 bo sung nhan su nhoé 1. Bén canh d, ty 1& nhan luc nam nir
& ca 2 nam déu c6 ty 18 Xap xi nhau 1a 55% nam va 45% nit. Sy duy tri on dinh vé giéi
tinh, nhung nam van chiém vu thé hon nit.

Xét vé trinh d6 hoc van, nhan sy cong ty chu yéu 1a trinh @6 THPT, chiém 66,16%
nam 2022 va 61,44% niam 2023. Tuy nhién, céng ty dan dit trong tAm vao trinh d6 cia
ddi ngii nhan vién cao hon nén dan dén ty 1€ dai hoc, cao déng tang 16,67%, ung 17
nhan sy. Chu yéu, 1a nhém nhan sy thude bd phan 18 tan, order, ca trudng,... Cong ty
nhan thay su can thiét ctia nhan su c6 chuyén mon (dic biét vé ngdn ngit) 1a can thiét
cho nha hang. Vi vi tri nha hang dit tai dia diém du lich nén thu hut rat nhiéu khach du
lich véi da dang quéc tich, nhan su biét nhiéu loai ngdn ngir 1a diéu can thiét cho cong
ty.

Vé do tudi, cong ty tap trung vao nhom tré, dudi 30 tudi chiém da sd, ca 2 nam déu
giit ty 1¢ 12 71% tong s6. Nhan su & do tudi tir 30-40 tudi va trén 40 chiém lan lugt 20%
va 8%. Giira 2 nam nhan sy & cac nhom tudi khong c6 su chénh 1éch 16n vé sb luong.

Giai doan nay cho thiy sy ting truéng 6n dinh, cong ty van tap trung vao nhan sy
tré va tirng budc cai thién chét luong do1 ngti, wu tién nhan sy co trinh dd cao hon.

- Nim 2023-2024: tong s6 luong nhan sy c6 sy bién dong 16n ting tir 272 ngudi
nam 2023 Ién 375 ngudi ndm 2024, tang 38%, tuong ing 103 nhan sy. Nguyén nhan la
do cudi nim 2024 cong ty d3 mo rong thém nha hang Ot xanh Garden nén can luong
16n nhan sy, dong thoi bo xung nhan su thém vao 2 chi nhanh con lai.
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Ty 18 s6 lugng nhan sy nam ting manh tir 54.87% 1én 63,88%, ting 91 ngudi. Tuy
s6 luong nhan su nit ting 12 ngudi, nhung tdc d6 ting cham hon nam khién ty 1¢ phan
tram lai giam tr 45.13% Xuéng 36.12%. Ty 1€ nhan sy nam chiém wu thé rd rét hon so
v6i giai doan trude. Cong ty khong con giit dugc su 6n dinh vé mit gidi tinh.

Trinh d6 hoc vén cta nhan su cling co su thay ddi tich cuc, phu hop véi muc tiéu
da dua ra giai doan trudc 1a ndng cao chét lugng nhan lyec. Piéu d6 duge thé hién qua sb
lwong nhan sy c6 trinh do dai hoc, cao dang tang tir 105 1én 168 ngudi, ting 63 ngudi
so voi nam 2023. Tuy nhién ty 1¢ nhan sy THPT van chiém sé dong 14 55.24% nim
2024. Cong ty van dang timg budc nang cao trinh d6 nhan sy dé dap tmg nhu ciu cia
cong ty, nang cao chat luong nhan sy ¢ toan bd cac bd phan ngay ca bo phan phuc vu,
order. Pua ra cic yéu cau cao hon vé nhan sy biét ngon ngit va k¥ nang xu Iy tinh hudng.

Nhom nhén sy tré dudi 30 tudi trong giai doan 2023-2024 van chiém wu thé vé s6
dong, tang tir 195 1&n 262 nhan sy, twong tng 1an luot 13 71.61% va 69.95%. Nhom nhan
su trén 40 ting gan gip ddi so v4i ndm trude, ting 21 nhan sy, twong Gng ting 95%.
d6ng thoi nhom tudi tir 30-40 tudi cling ting tir 55 18n 70 ngudi. Piéu nay cho thay,
cong ty ciing dang dan coi trong nhém nhan su ¢6 kinh nghiém hon cho céc vi tri doi
hoi kinh nghiém, 14 quan 1y, ca trudng,...

Giai doan nay cho thiy su ting truong vuot bat ca vé quy mo va chit luong nhan
su. Cong ty md rong nhanh chong, tap trung vao mo rdng quy mo 16n, wu ti€én nhan su
tré - nhitng ngudi c¢6 sy nhiét huyét cua tudi tré va tu duy, sang tao moi mé, dong thoi
bd sung nhén sy ¢6 trinh d6 cao va kinh nghiém trong céc vi tri quan trong.

2.3.3. Ngudn lrc tai chinh va tinh hinh kinh doanh
a. Nguén lyc tai chinh ciia Cong ty TNHH MTV Hoa Tai Léc
«% Ngudn tai san cia Cong ty TNHH MTV Hoa Tai Loc nim 2022-2024
Badng 2. 5: S6 liéu vé nguén tdi san cia Cong ty TNHH MTV Hoa Tai Léc nam 2022-
2024
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Nam 2022 Nam 2023 Nam 2024
Chi tiéu Ty Ty | Chénh léch Ty | Chénh léch
Gia tri trong Gia tri trong 2022 - Gia tri trong 2023 -
(%) (%) 2023 (%) (%) | 2024 (%)
TAI SAN
I, Tién va cac khoan
. 3,252,870,386 346 |4,576,836,668 49.1 | 40.7 1,681,269,558 25.3 |-63.3
tuong duong tién
11, Pau tu tai chinh 0 0 0
III, Céc khoan phai thu | 230,350,500 2.4 310,323,500 3.3 34.7 897,808,694 135 |189.3
1, Phai thu ctia khach
s 230,250,500 99.96 | 238,323,500 76.8 |35 348,213,500 38.8 |46.1
ang
2, Tra trude cho nguoi
) 0 29,000,000 9.3 256,000,000 285 |782.8
ban
3, Vén kinh doanh &
0 0 0
don vi truc thudc
4, Phai thu khac 100,000 0.04 | 43,000,000 13.9 |42900.0 293,595,194 32.7 |582.8
5, Tai san thiéu cho xt
0 0 0
ly
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6, Du phong phai thu
phong p 0 0 0
kho doi (*)
IV, Hang ton kho 1,207,931,189 12.8 | 882,132,494 9.5 |-27.0 942,148,566 14.2 | 6.8
1, Hang ton kho 1,207,931,189 100.0 | 882,132,494 100.0 | -27.0 942,148,566 100.0 | 6.8
2, Du phong giam gia
I,) gelams 0 0 0
hang ton kho (*)
V, Tai san co dinh 3,864,084,783 41.1 |3,107,531,503 33.4 |[-19.6 1,780,323,530 26.8 | -42.7
1, Nguyén gia 4,961,560,646 128.4 | 5,040,164,282 162.2 | 1.6 4,022,049,804 -20.2
2, Gia tri hao mon liy
y -1,097,475,863 | -28.4 |-1,932,632,779 62.2 | 76.1 -2,241,726,274 16.0
(&
VI, Bat dong san dautu | 0 0 0
VIL, XDCB dé dang 0 0 589,844,928 8.9
VIII, Tai san khac 855,511,754 9.1 440,541,859 47 | -485 750,483,881 11.3 | 70.4
1, Thué GTGT duoc
) 0 0 0
khau trix
2, Tai san khac 855,511,754 100.0 | 440,541,859 100.0 | -48.5 750,483,881 100.0 | 70.4
TONG TAI SAN 9,410,748,612 100.0 | 9,317,366,024 100.0 | -1.0 6,641,879,157 100.0 | -28.7
(Nguon phong ké todn)
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Nhén xét: Tong tai san nim 2023 giam nhe 1%, twong ung 93 triéu dong so voi
niam 2022. Diéu nay cho thay su 6n dinh téng thé trong tai san cua cong ty, nhung trong
céu tric ¢6 nhiéu sy bién dong. Tuy nhién dén nam 2024, tong tai san giam manh so véi
nam 2023, gan 2,7 ty dong.

- Tién va cac khoan tuong dwong tién: ting tir 3,252,870,386 dong nam 2022 1én
4,576,836,668 dong nam 2023, twong Ung v&i ting 40.7%. ty trong ting tir 34.6% lén
49.1% trong tong tai san. Piéu nay cho thiy cong ty di cai thién thanh khoan, c6 ngudn
tién mat manh hon dé chi tra cac khoan ngén han. Pén nam 2024, khoan muc nay lai
giam xuéng moc 1,68 ty dong, twong Gng giam 63% so voi nam 2023. Nguyén nhan
chinh dan dén 14 do khoan tién luu chuyén tor hoat dong kinh doanh nam 2024 am 2,58
ty dong, cho thiy tién thu tir cac hoat dong kinh doanh khong du dé bu dip cho khoan
chi tra caa doanh nghiép. Ngoai ra con dén tir khoan chi dé sam stra, xay dung co s&
m&i lam luong tién tir hoat dong dau tw 4m, twong Gng am 311 triéu dong.

- Cac khoan phai thu: tang tir 230 triéu déng nam 2022 1&n 310 triéu déng nim 2023
va ting manh 1én 898 triéu dong nim 2024. Trong d6, chiém ty trong cao nhat 1 khoan
phai thu cia khach hang lan luot 12 99.96% nam 2022, 76,8% niam 2023 va 38,8% niam
2024. Bac biét, khoan phai thu khac tang manh 1€n 43 tri¢u déng nam 2023 va dat 293
ty dong nim 2024, cho thiy da co cac khoan phat sinh cua cac giao dich méi ngoai
khach hang hodc tra trude cho nha cung cdp. Khoan muc tra trude cho ngudi ban ciing
tang dot bién ti 0 1én 256 triéu dong nim 2024. Piéu niy c6 thé do doanh nghiép di dt
coc hodc thanh toan trude cho cac nha cung cép mot lugng 16n hang héa hodc dich vu.
Viéc cac khoan phai thu ting truéong qué nhanh c6 thé 1a ddu hiéu cta rdi ro tin dung.
viéc quan ly cac khoan n¢ chua that sy hi€u qua.

- Hang ton kho: Giam tir 1,208 triéu ddng (12.8%) nim 2022 xudng 882 triéu dong
(9.5%), giam 27% nam 2023. Piéu nay, phan anh cong ty da téi wu hoa viéc quan ly
hang ton kho hodc di giam tich trir dé giam chi phi luu kho. Nam 2024, khoan muc c6
dau hiéu ting nhe ting nhe 6,8% so véi nam trudc, twong Ung ting 60 tridu dong.
Nguyén nhan chu yéu tir viéc doanh nghiép gip kho khin trong viéc tiéu thu hang hoa,
tir viéc dong cira 2 quan an v6i thuong hiéu méi “Lam vai ly” dong thoi nhap mot luong

hang ton khac dé chuan bi cho co sé méi Ot xanh Garden.
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- Tai san c¢6 dinh: Giam tir 3,864 triéu dong (41.1%) xudng 3,108 triéu dong
(33.4%), giam 19.6%. Gia trj hao mon lity ké ting manh (76.1%) la nguyén nhan chinh,
lwong tai san cb dinh hiru hinh ctua doanh nghiép da ting thém 78,6 triéu dong lam gia
tri hao mon ciing tang theo. Pén nam 2024 van tiép tuc giam con 1,7 ty dong, xuat phat
tlr viéc cong ty da thanh 1y chi nhanh Lam Vai Ly theo muc tiéu méi cta cong ty dan
dén nguyén gia va gia tri hao mon giam.

- Tai san khac: giam manh tir 855 triéu ddng xudng con 440 tridu dong, twrong tng
v6i giam 48,5%. Pén nam 2024, khoan nay lai tang 1én 750 tri¢u dong.

% Nguodn von ciia Cong ty TNHH MTV Hoa Tai Lc nim 2022-2024

Bdng 2. 6: S6 liéu vé nguon von ciia Cong ty TNHH MTV Hoa Tai Léc tir nam 2022-
2024
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Niam 2022 Niam 2023 Niam 2024
Chi titu Ty Ty | Chénh léch Ty | Chénh léch
Gia tri trong Gia tri trong | 2022 — 2023 Gia tri trong | 2023 — 2024
(%) (%) (%) (%) (%)
NGUON VON
118.0
I, No phai tra 5,134,524,998 54.6 |6,486,504,539 |69.6 |26.3 7,838,382,636 ” 20.8
0
1, Phai tra nguoi ban 4,015,979,787 42.7 |5,446,106,114 |58.5 |35.6 6,513,716,194 | 83.1% 79.0
2, Ngudi mua tra tién
14,190,000 0.2 11,794,000 0.1 -16.9 19,800,000 | 0.3% 0.6
trudce
3, Thué va cac khoan phai
543,244,873 5.8 1,026,684,425 | 11.0 |89.0 1,289,923,569 | 16.5% 19.5
ndp Nha nudc
4, Phai tra nguoi lao dong | 251,921,154 2.7 0 -100.0 0 0.0%
5, Phai tra khac 0 1,920,000 0.02 14,942,873 | 0.2% 1.0
6, Vay va ng thué tai
309,189,184 3.3 0 -100.0 0 0.0%
chinh
1L, Vén chu s hiru 4276223614 | 454 |2,830,861,485 |30.4 |-33.8 ] ) 142.3
1,196,503,479 | 18.0%
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1, Vén gbp cua chu s& ]
- 8,000,000,000 8,000,000,000 8,000,000,000 | 668.6
tru
%
2, Loi nhun sau thué -
) -3,723,776,386 -5,169,138,515 38.8 77.9
chua phan phoi 9,196,503,479
R . 100.0
TONG NGUON VON 9,410,748,612 100.0 |9,317,366,024 | 100.0 | -1.0 6,641,879,157 y -28.7
0
(Nguon phong ké todn)
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Nhén xét: Tong ngudn von giam nhe 1% so véi 2022, cho thay giai doan nay cong
ty khong c6 md rong quy mé 16n, du ¢ sy chuyén dich 16n tir von chii s6 hitu va ng
phai tra. Tuy nhién, dén nim 2024 tong ngudn vén c6 su bién dong 16n va giam manh.

- No phai tra: ting truong vuot bac tir 5,135 triéu dong nam 2022 (chiém 54.6%
téng ngudn von) 1én 6,487 tridu dong nam 2023 (chiém 69.6% tong ngudn vén), ting
thém 1,352 triéu dong, twong tng 26.3%. Va tiép tuc ting trong nim 2024, 1én dén 7.8
ty ddng, twong Gmg ting 1,35 ty so v6i nim 2023. Cong ty dang ngdy cang dya vao no
ngan han tir ddi tac (nha cung cip) thay vi cac khoan vay tai chinh truyén thong. Pidu
nay giup giam chi phi l4i vay nhung tao rii ro vé kha ning thanh toan trong tuong lai
néu dong tién kinh doanh khong du manh. Trong d6, cac khoan bién dong manh la:

e Khoan phai tra nguoi ban chiém ty trong cao nhat va ting tir 4 ty dong 1én 5,446
ty dong, twong tng ting 26.3% so v4i nam 2022 va ciing ting manh trong nim 2024 6,5
ty dong. Phan anh chién luoc cua cong ty trong viéc str dung tin dung thuong mai tir nha
cung cip. Pay 1a cach gitp doanh nghiép duy tri dong tién, nhung néu kéo dai s& tiém
an i ro tai chinh.

e Thué va cac khoan phai nop Nha nudc ciing ting, ting 483 triéu dong, twong Ung
89% so voi ndam 2022. Va ting 25%, twong tng 263 triéu dong trong nam 2024.

e Bén canh do, cac khoan vay tai chinh va khoan phai tra nguoi lao dong da duoc
tra hét va dua vé gia tri 0. Piu nay giam ap luc tra 13i vay.

- 'Vén chu sé hitu: syt giam nghiém trong vi von chii giam tir 4,276 triéu dong nim
2022 (chiém 45.4% tong ngudn vén) xudng 2,831 triéu ddong nim 2023 (chiém 30.4%
tong nguon von), giam 33.8%. Pén nam 2024, tiép tuc giam xudng thanh — 1,2 ty dong.
Trong d6, von gop tir chit s& hitu chiém ty trong cao nhat 13 8 ty dong va khong co sur
bién dong gitra cAC nam. Nguyén nhan chinh dan dén tong von chu giam manh 1a tir
khodn loi nhuan sau thué chua phan phdi cia cong ty. Khoan 16 lity ké ting tir -3,724
triéu dong nim 2022 1én -5,169 triéu dong nim 2023 va - 9,196 triéu dong nim 2024.
Diéu nay cho thiy hoat dong kinh doanh ctia cong ty van chua hi¢u qua, lam giam vén
chu s¢ hiru.

b. Tinh hinh kinh doanh cua Cong ty TNHH MTV Hoa Tai Lic

Bang 2. 7: Bdo cdo hoat dong kinh doanh cua Cong ty TNHH MTV Hoa Tai
Loc tir nam 2022-2024

DVT: %
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CHI TIEU Chénh léch Chénh léch
2022 — 2023 2023 — 2024
1. Doanh thu ban hang va cung cap dich vu 36.5 1.0
2. Cac khoan giam trtr doanh thu
3. Doanh thu thuan vé ban hang va cung cap
dich vu 36.5 1.0
4. Gia von hang ban 35.8 7.9
;CI;IQJI 1ilhue_m gdp vé ban hang va cung cap 39.2 P
6. Doanh thu hoat dong tai chinh -3.8 -34.9
7. Chi phi tai chinh -63.8 -100.0
- Trong d6: Chi phi 1ai vay
8. Chi phi quan ly kinh doanh 39.1 0.6
9. Loi nhuén thuan tir hoat dong kinh doanh 36.0 76.3
10. Thu nhap khac 9.1 -7.0
11. Chi phi khac 216.5 333.3
12. Loi nhuan khac -4.5 -80.7
13. Tong loi nhuan ké toan trudc thué 87.9 178.6
14. Chi phi thué TNDN
15. Loi nhuan sau thué thu nhap doanh nghiép 87.9 178.6
(Nguon phong ké todn)

Nhan xét: Tuy tinh hinh kinh doanh ctia cong ty tot dem lai nguon doanh thu 16n

nhung van chua kiém soat duoc cac khoan chi phi cia doanh nghiép, dan dén loi nhuan

sau thué cua doanh nghiép van am.

- Doanh thu ban hang va cung cip dich vu tang tir 24,745 ty dong (2022) 1én 33,767
ty dong (2023), ting 9,021 ty ddng (36.5%). Pay 1a du hiéu tich cuc, cho thiy doanh

s6 ban hang tang truéng manh. Doanh thu tiép tuc tang 1én 34,100,183,056 VND nam

2024, trong tng ting nhe. Diéu nay cho thdy doanh nghiép van duy tri dugc hoat dong

ban hang, nhung tdc do tang truong khong cao. Tuy nhién toc do ting di cham lai, day

c6 thé 1a bao hiéu khong t6t cho doanh nghiép khi chua mé rdng dugc doanh thu cua

minh.
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- Gia von hang ban ciing ting tir 19,781 ty dong (2022) 1én 26,858 ty dong (2023),
28,6 ty dong (2024), gan twong dwong vdi ty 18 ting doanh thu.

- Loi nhuin gop ting tir 4,965 ty dong (2022) 1én 6,909 ty ddng (2023), ting 1,944
ty dong (39.2%), tbc d6 ting nhanh hon so v&i gia von, cho thay cong ty co bude tién
tich cuc trong viéc cai thién bién loi nhudn gdp. Tuy nhién, lgi thé nay chua dua 16n dé
bu dép chi phi van hanh ting cao. Va dén nam 2024 lai d6i huéng giam xudng 5,125
triéu dong, diéu nay cho thiy hiéu qua hoat dong kinh doanh cbt 13i cua doanh nghiép
giam sut.

- Chi phi quan 1y kinh doanh ting tir 6,668 ty ddng (2022) 1én 9,277 ty dong (2023),
tang 39.1%, cao hon toc do ting doanh thu. Pay 13 dau hiéu can luu ¥ vi chi phi ting
nhanh c6 thé gay ap luc dén loi nhuan. Pén nim 2024 van ting nhung véi toc d6 cham
lai, day la dau hiéu tbt trong viéc kiém soat cac khoan chi phi dé hd tro hoat dong kinh
doanh.

- Loi nhuan thuan tiép tyc 4m va giam tir -1,755 ty dong (2022) xudng -2,387 ty
ddng (2023), tirc giam thém 632 triéu dong (36%), va xudng -4,209 triéu dong (2024)
Du doanh thu ting truong t6t, nhung cac khoan chi phi 16n hon murc ting doanh thu
khién loi nhuan kinh doanh bi am. Trong giai doan nay do su thua 16 tir viéc cho ra mét
thuong hiéu méi Lam Vai Ly da dé lai anh huong 16n vé mat loi nhuan cta doanh
nghiép.

- Thu nhép khéc tang 9.1%, tir 1,050 ty dong 1én 1,146 ty dong. Tuy nhién chi phi
khac ting manh 216.5%, tir 64 triéu dong (2022) 1én 204 triéu dong (2023), khién loi
nhuan khac giam 4.5%. Thu nhap khac giam tir 1,145 triéu ddng nim 2023 xubng 1,065
triéu ddng nam 2024.

- Loi nhuan ké toan trudc thué giam tir -769 triéu dong (2022) xudng -1,445 triéu
ddng (2023), tirc giam thém 87.9%. Didu nay cho thiy hiéu qua hoat dong tong thé chua
céi thién, mic du doanh thu ting dang ké. Tong lgi nhuan ké toan trudc thué giam manh
tir -1,445 triéu dong nam 2023 xudng -4,027 triéu dong nim 2024.

- Loi nhuan ké toan trudc thué giam tir -769 triéu dong (2022) xudng -1,445 triéu
ddng (2023), tirc giam thém 87.9%. Diéu nay cho thay hiéu qua hoat dong tong thé chua
cai thién, mac du doanh thu tang dang ké. Loi nhuan sau thué thu nhap doanh nghiép

giam manh tir -1,445 tri¢u dong nam 2023 xudng -4,027 tri¢u dong nam 2024.
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2.4.THUC TRANG HOAT PONG CHAM SOC KHACH HANG TAI CONG TY
TNHH MTV HOA TAI LOC
2.4.1. Thuc trang vé cac yéu té anh huwéng dén hoat dong Chim séc khach hang

a. Yéu to con nguoi

Déi véi nganh dich vu nha hang, yéu t6 con nguoi dic biét quan trong dén cam
nhan ctia khach hang, nhan vién tir tat ca cac bo phan déu phai c6 sy twong tac truc tiép
dén khach hang. Hién tai, doanh nghiép khong c6 riéng mot bo phan CSKH, céc vai trd
cua mot by phan CSKH s€ dugc phan bd trach nhiém cho tat ca cac bd phan cua nha
hang. Gitta cac bo phan s& hop tac voi nhau dé dap Gmg nhu ciu cta khach hang va xay
dung, duy tri mdi quan hé véi khach hang.

Bang 2. 8: S6 lwong nhdn sw tai cac phong ban niam 2024

STT Tén phong ban S6 lwong

1 | Bo phan Bép 103

2 | Bo phan Ho hai san 41

3 B6 phan Van hanh 128

4 | B6 phan Tiép thuc 10

5 | B phan Quay bar 4

6 B6 phan Kho 9

7 B6 phan Nhan sy 8

8 B6 phan An ninh 11

9 | Bo phan Lé tan 36

10 | Phong ké toan 25
Tong 375

(Nguon phong ké todan)

Tai bo phén 18 tan, nhan vién c6 nhitng diém manh nhu k¥ ning giao tiép tbt, thai
do than thién, giong noi dé nghe va ngoai hinh wa nhin. Dic biét, nhan vién c6 thé giao
tiép tiéng Anh co ban, dap Gmg nhu cau hd trg khach nuéc ngoai, dong thoi co k¥ ning
don tiép khach chuyén nghiép. Nhan vién 18 tan xur 1y t6t cac cudc goi, tin nhin dit ban
tir khach hang. Piéu nay gop phan tao an tuong ban dau tich cuc ddi véi khach hang —
yéu td then chot trong nganh dich vu. L& tan s& phéi hop chat ché vdi b phan phuc vu

dé dam bao qua trinh don tiép — sap xép cho ngoi dién ra troi chdy va chuyén nghiép.

54



Bo phan van hanh, du sé hitu loi thé vé da ngdn ngit (Trung, Han, Anh) va kha
nang tu van mon an phu hop véi khau vi va ngan sach cua khéch, van ton tai han ché
dang ké vé kha ning xtr 1y tinh hudng — ké ca & cdp quan ly, ca trudng va nhin vién
phuc vu. Diéu nay c6 thé lam gian doan trai nghiém khach hang trong nhiing tinh huéng
bat ngd hodc phirc tap, tir d6 anh huong dén mirc d6 hai long va kha ning quay lai. T4t
cd nhan vién phuc vu ludn gifr thai dd lich sy, hoa nha, chu dong, linh hoat khi phuc vu
khach hang. Nam rd duoc quy trinh phuc vu cling nhu k§ ning chim séc ban. Tuy nhién,
chua c6 sy dong déu giita cac nhan vién phuc vu vé k¥ ning cham soc ban, sy chinh chu
dén vai khach hang. Khi khach c6 yéu cau xuat hoa don, nhan vién s& chuyén thong tin
can thiét cho ké toan dé hd trg qua trinh xir Iy hoa don dién ra suon sé.

O bod phan ho hai san, nhan vién dugc danh gia cao nho vao kién thire chuyén mon
vitng vé cac loai hai san, k¥ nang tu van gia ca va cach ché bién, thai do than thién va
nhiét tinh hd tro khach hang. Pay 1a diém manh gép phan nang cao trai nghiém c4 nhan
hoa — yéu t6 ngay cang dugc khach hang chu trong khi chon nha hang. C6 kha ning giao
tiép t6t dé hd trg bd phan order khi tw van hai san véi thai do tan tinh, than thién. Bo
phan nay phdi hop truc tiép bép trong quy trinh ché bién hai san. Nhan vién ho hai san
chiu trach nhiém chon nguyén liéu twoi sdng theo yéu cau cua khach va chuyén giao cho
bép dung cach.

B6 phan bép thé hién su chuyén nghiép va linh hoat trong viéc tiép nhan va ché
bién mon n theo yéu cau, khau vi va qudc tich cua khach hang. Viéc c6 thé trinh dién
mon an truc tiép truge khach, dic biét voi cac mon nhu tiét canh tom hum séng, thé hién
dang cép cao trong dich vu am thyc. Ngoai ra, viéc ling nghe va dap tmg nhu cau so
ché ca nhan hoéa ciing gop phan giir chan khach hang trung thanh.

Bo phan ké toan c6 kién thirc chuyén mén, hiéu biét phap luat va giao tiép tot trong
viéc hd tro xuét hoa don. Thuan thuc viée st dung phﬁn mém tinh tién dé toi wu thoi
gian thanh toan cho khach hang. C6 kha ning giao tiép bang tiéng anh co ban ddi véi
cac khach nudc ngoai khi mudn thanh toan tai quay. Thai do than thién va trung thuc
v6i khach hang. Sau khi khach két thic bira an, bo phan phuc vu s& chuyén thong tin
hoa don cho bo phan ké toan dé hd trg thanh toan, xuat hda don nhanh chong. Mbi quan
hé nay yéu cau su chinh xac va toc do dé khong 1am gian doan trai nghiém cua khach

hang & budc cuoi cung.
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Bo phan quiy bar c6 kha ning tu van va ché bién cac loai ruou, bia theo nhu cau
khach, cho th'fly muc d6 am hiéu vé ruou, bia, sinh t6,... va k¥ nang phuc vu chuyén biét.
C6 k¥ ning pha ché, phuc vu db udng, trang tri d6 ubng. Nhan vién bar nhan order tir
phuc vu, dam bao phuc vu ding loai d6 udng va phdi hop thoi gian ra mén hop 1.

Bo phén an ninh du khéng tryc tiép tham gia vao dich vu ban in nhung van thé
hién sy than thién, hd trg khach hang trong viéc dau xe — gop phﬁn vao trai nghi¢m téng
thé. Dong thoi, ngudi dau tién tiép xuc truc tiép voi khach chinh 14 cic nhan vién bd
phan an ninh, gdy an tuong dau tién tét v6i thai d6 than thién, lich sy v6i khach. Hiéu
biét vé vi tri duoc phép dau dd xe dé diéu phdi vi tri dau xe cho khach. Pong thoi, bd
phan an ninh ciing can phdi hop véi 18 tan dé dam bao khach dugc dén tiép dung céach,
dac bi¢t trong truong hop dong khéach hodc co yéu cau dic biét (khach VIP, su kién...).

Tir d6, c6 thé thay yéu to con ngudi tai Cong ty TNHH MTV Hoa Tai Loc da dap
g dugc nhiéu tiéu chi vé thai do, k¥ ning chuyén mén va tinh than phuc vu. Song, van
con ton tai vai han ché can cai thién. Viéc dau tu vao con ngudi khong chi giup giit chan
khach hang ma con nang cao loi thé canh tranh trong nganh dich vu an uéng ngay cang
khdc liét nhu ngay nay. Cong ty khong chi quan tdm vé thai d¢ va k¥ ning, ma con chi
trong vao tac phong déng phuc di lam. Pua ra cac quy dinh rd rang vé vé sinh ca nhén,
dién mao va quy dinh déng phuc ddi v&i moi nhén vién. Tao an tuong dau tién rat quan
trong dé tao dung thién cam, niém tin va an tuong & khach hang. Cac nhan vién lam viéc
trong nha hang Ot xanh 1 nhitng ngudi dai dién va truyén tai hinh anh mot nha hang Gt
xanh sach s€, van minh va chuyén nghiép.

Doanh nghiép hién tai chua trién khai céac chuong trinh dao tao vé CSKH danh cho
tung bo phan, din dén viéc van con ton tai nhiéu nhugce diém dang ké trong qua trinh
phuc vu va tuong tac voi khach. Miac di mdi bd phan déu co nhitng diém manh riéng,
nhung viéc thiéu dong bo trong k¥ ning CSKH khién cho trai nghiém cta khach chua
that sy nhat quan.

b. Yéu to san pham

Thuc don tai nha hang Ot xanh duoc xdy dung da dang va phong phu, bao gom
déy du cac nhom mon tur hai san tuoi séng, céc loai thit, mon khé, 1au, cho dén mon
chay. Viéc s¢ htru mot thuc don rong mé nhu vay khong chi giup dap tng duoc nhiéu
nhu cau khau vi khac nhau cua khach hang trong nudc ma con tao sy lya chon linh hoat
cho khach qudc té — dic biét khi c6 thé diéu chinh khau vi theo yéu cau c4 nhan. Ngoai
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ra, cach ché bién cac moén an ciing rat linh hoat vo1 nhi€éu phuong phap nhu nudng, hap
xi dau, sashimi, lau,... gop phan mang dén nhirng trai nghi¢m am thuc da chiéu va tha
vi, ding nhu ky vong ctia khach hang hién dai — nhirng ngudi ludn tim kiém sy mdi meé

trong mon an.

Hinh 2. 2: Mét 56 hinh vé thuc don ﬁéng Viét cua nha hang Ot xanh Garden

. Ran mudng Tude ¢ xao toi 753 Mang tiy xio bd 105
Nem thit nuéng 14 chudi Vit heo nudmy chao 135 : S ; i . s
) Yo Méng 10 lue 7 xao 161 75§ Khoquachabing 85
Pudi heo chién mam Bao tir him tiéu xanh 195 . B . o
; Péu bip lude 75§ Khdquaxio mimg 35
Bu chi gion du mim Gm N@i truémg hiip hanh gimg 185 y T i i
" ¢ ’ & Diiu biip xao toi 63§ Bingdixdo 10i 95
Ba chi mréng rieng me 14 Noi trudng xao n; o dwa cai 185 N R < 3 . B
| ; Ci thia xio toi §5 1 Bingoi xio bo 105
Sun nung kim chi 155§ Heomoi xao si 6L/ xio 1 181 135 =ty o i e
& o % : Cai thia s6t ndm déng cd 105§ Bang cai xanh xao toi 95
Swim chia 55/que Heo moi hap tia td 135 i .
; N qui kho quel 105§ Bong eii xanh xio b 105
Diém heo nudng cudn cai 155 - 3
¥ Mang tay xdo toi 95§
MAAAAAAAAAAAAAAAAAAAMAAAAAAAAAAAMAAAAAAAMAAAAAAAAA AMAAAMAAMAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAA
SCHE i Kg O thé thay 481 iy vio sid hal <an nhdp mdl nghy ~Chi pilii 7Kg ety ity vite it i san nbap ndi gy
NG i O Il R il Gl Irén oene Bun v dnil 1000 YNB. M 30 e c6 thé Khge Hinh anh 1én menu. Bon Vi b 1000 YND.

Hinh 2. 3: M4t s6 hinh vé thuc don Tiéng niede ngodi ciia nha hang Ot Xanh Garden

RAM T XANIH 135 RAU MUONG XAO TOl 75
Ot Xanh Spring Rolls Stir-Tried Water Spinach with Garlic
OL XumhiT S

Ot Xanh 222241+

NEM CUA BF 135

Crab Spring Rolls 5

SALAD CA NGU

DAI DUONG AP CHAO 175

Scared Tuna Salad

bR 0 2 CALTHIA XAO TOL 85
e

Stir-Fried Bok Choy with Garlic
tops 4

SALAD HOA QUA
Fruit Salad

CA 1IO1 SASTIMI 285
Salmon sashimi

— SHERS

Pumpkin Soup alo] ApAlL]

SOUP B DO 110

CA HOLSOT CHANH DAY 285
i

AR

KHOAI 'TAY CHIEN 70
French Fries d Sulmon with Passion Iruit Sauce
ARG R
o] At

PRSP

~Chi phi Ry e 1hé hisy ddi iy viv gid b san nhian mdi ngiy
MO &N thic 1€ o6 1hi kg Rinh &ah (i menu, Dan vi 1ih 1006 VND.

sim nhap

=G phi g ¢ 1hE thiny et iy v

MR &n huc 1€ 6 1hé khdc hinh &nh trita menu, Ddn ¥i 1inh 1000 VND.
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Nha hang c6 chuén bj ca thuc don danh riéng cho ngudi nuéc ngoai. Thue don
dugc Iwa chon ki ludng tir thue don gbe bang tiéng Viét, tap trung vao cac mon an dé
tiép can voi khau vi cua du khach quéc té nhu salad, hau, cua, muc, tom,... tranh cac
mon qua dic thi hodc kén nguoi dn. Pidu ndy giup han ché tinh trang khach nudc ngoai
goi mén khong hop khau vi, tir d6 nang cao trai nghiém am thue tong thé. Dic biét, nha
hang giit mirc gia dong nhat giita khach Viét va khach quéc té, thé hién sy minh bach,
cong bang va chuyén nghiép trong chinh sach gia — yéu té rat quan trong trong viéc tao
dung niém tin va thién cam noi du khach. Ngoai ra, thuc don dugc bién soan bé“mg ba
ngodn ngi: Tiéng Anh, Tiéng Trung va Tiéng Han, phtl hop véi co cdu khach du lich dén
Pa Ning — chu yéu 1a tir Han Qudc va Trung Qudc.

Vao thang 4/2025, hé thong nha hang Ot Xanh di chu dong xay dung va trién khai
cac combo thuc don da dang nham dap ng nhu cau ngdy cang phong phu cua khach
hang. Viéc thiét ké nhiéu Iyra chon combo khac nhau gitp khach hang d& dang Iya chon
theo nhu cau an udng, ngan sach va sb luong nguoi di cuing, dong thoi rat ngan thoi gian
ra quyét dinh khi goi mén. Pic biét, viéc tung ra cic combo nay ngay trude dip 18 30/4
va 1/5 — thoi diém cao diém du lich — 3 mang lai hiéu qua rd rét. Thu hat luong 16n
khach hang lua chon combo thay vi goi mén 1é. Piéu nay cho thiy su nhay bén ciia nha

hang trong viéc nam bét thoi diém, xu hudéng tiéu dung va téi wu hoéa hoat dong kinh

doanh theo mua vu.

Hinh 2. 4: Mjt s6 combo m&i tung ra ngdy 24/4/2025 ciia Ot Xanh Garden
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Tuy nhién, mot diém han ché can luu y 1a giita cdc chi nhanh trong hé thong, hién
nay van chua c6 sy dong bo vé cong thirc ché bién. Mdi chi nhanh phu thudc vao bép
trudng riéng, dan dén tinh trang chénh 1éch huong vi, cach ném ném, cach trinh bay
mon in giita cac dia diém. Piéu nay khong chi anh huéng dén trai nghiém cua khach
hang quen khi ghé cac chi nhanh khac nhau, ma con 1am giam tinh nhat quan thuong
hiéu, gay kho khan trong viéc xay dung long tin va sy trung thanh tir phia khach hang.

Vé mit chat luong san phém, cong ty dac biét chu trong dén viéc lua chon nguén
nguyén liéu twoi séng va uy tin. Hai san dugc nhap méi mdi ngay tir cac don vi cung
cap dang tin cay, dam bao do twoi ngon va vé sinh an toan thyc pham. Diéu nay khong
chi nang cao d6 tin twong tir phia khach hang ma con gop phan cing c¢d hinh anh thuong
hiéu trong nganh 4m thuc — noi chit luvgng thuc pham 14 yéu t6 séng con.

Gia ca tai hé thong nha hang Ot xanh dugc x4y dung theo md hinh da phéan khic,
v6i nhiéu nha hang trong cing hé théng phuc vu tir khach hang binh dan dén cao cip.
Pay 12 mot diém manh rd rét, boi nhd do, cong ty co thé bao phu duge tép khach hang
rong 16m, tir nhimg nhom khach hang phd théng c6 nhu cau an udng hop tai tién, dén
nhom khach hang san sang chi tra cao dé trai nghiém khong gian va dich vu cao cap. Su
linh hoat trong chién luoc gia dd gitp cong ty ting co hoi tiép cin va giit chan khach

hang ¢ nhiéu tang 16p khac nhau, ddng thoi nang cao hiéu qua cua cic hoat dong chim

soc khach hang.
Bdng 2. 9: Bang gid mét s6 hdi san ¢ cdc chi nhdanh
Ot Xanh Ot Xanh Ot Xanh
Hai san
Ocean Garden Quan
Oc Huong Bién 1.350.000 1.250.000 1.150.000
Tom Tit 2.850.000 2.650.000 2.550.000
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Tom su 950.000 750.000 700.000

Hau 300.000 280.000 280.000

Nghéu 300.000 280.000 280.000

(Nguon bo phdn vin hanh)

Sy khac nhau vé gia ca giita cac chi nhanh xuat phat tir viéc xac dinh d6i tuong
khach hang ctia cac nha hang 1a khac nhau, nhu Ot xanh Ocean s& nham dén dbi tuong
khach cao cip nén c6 mirc gia cao hon, con hai nha hang con lai nhim dén nhém khach
hang tam trung, pho thong nén muc gia s& thap hon. Mdi chi nhanh duoc xay dyng véi
hinh anh va phong cach riéng, tir sang trong, gan bién dén san vuon, phit hop voi cac
phan khtc khach khac nhau. Mtrc chénh 1€ch chi phi van hanh va khong gian phuc vu
¢6 sy khac nhau giita cac nha hang nén anh huéng dén cau trac gia. Chién lugc gia nay
ctia cong ty da giup tiép can duoc da dang nhu ciu ctia khach hang, tir khach dia phuong
dén khach quéc té, tir nguoi c6 thu nhap thip dén ngudi co thu nhap cao. Giap doanh
nghiép bao phu dugc nhiéu nhom khach hang, ting do phu thwong hiéu va thi phan.
Ngoai ra, gid ca hai san tai hé thong nha hang Gt Xanh dugc cdp nhat thuong xuyén
nham dam bao tinh minh bach va pht hop véi bién dong thi trudng. Gia dugc diéu chinh
linh d6ng theo mua vy, san lwong danh bit va tinh hinh cung Gng thuc té, gitip nha hang
duy tri duoc chat luong nguyén lidu twoi song v6i mitc gia hop 1y cho khach hang.

Tuy nhién, viéc ap dung chién luoc nay ciing c6 dem dén han ché 1a khach hang
trung thanh hodc khach quay lai tir chi nhanh khac c6 thé thiy kho hiéu hodc khong hai
1ong khi thay gia chénh léch cho cing mot mén an. Ngoai ra, con gay kho cho viéc dong
bo chién dich marketing trén toan hé théng, vi vay hién tai cdc combo hodc quang cdo
cd sy doc 1ap gitta cac nha hang. Chang han cic combo ¢ chi nhanh Ot xanh Ocean
khong thé 4p dung tai 2 chi nhanh con lai, vi mtc gia va khiu phan khéng phu hop.
Budc phai xdy dung cac combo khac cho ting chi nhanh, gay ton chi phi cho viéc
marketing ching. Mot han ché nira 1a 4p luc khi phai giit chat luong dich vu dong déu
giita cac chi nhanh du gia c6 khac nhau. Néu dich vy giita cac chi nhanh khéng tuong
duong s& dan dén phan nan hoic danh gia tiéu cuc tir khach hang di sir dung dich vu.

Yéu t6 san phdm di va dang 13 yéu t6 viing chic cho hoat dong chim séc khach
hang hiéu qua. Thuc don phong phi, chat lwvong nguyén lidu cao va gia ca hop 1y déap
tmg duoc nhu cau khach hang va mang lai su hai 10ng tir ho. Tir d6 c6 thé ning cao ty
1€ khach hang trung thanh va tao loi thé canh tranh trén thi truong.

60



c. Yéu to sw thudn tién

Hé théng nha hang Ot xanh duoc bd tri tai nhirng dia diém dic dia, d& tiép can.
Céc chi nhanh chu yéu dit tai gan bai bién, khach san, va gan trung tdm thanh phd, noi
c6 mat do khach du lich cao va dan cu tap trung. Khong gian nha hang duoc thiét ké
rong rii, thoang ddng, tin dung gi6 bién ty nhién, tao cam giac d& chiu va thu gian, dic
biét thu hut nhom khéach gia dinh va khach qudc té. Pay 1a mot loi thé canh tranh 16n,
tao diéu kién cho khach hang d& dang tim dén nha hang ma khong can mat nhiéu cong
suc.

- Ot Xanh Quén: vao nim 2024, doanh nghiép mé ra chi nhanh dau tién dat tai 139
duong 3/2, Hai Chau, Pa Nang va hién tai doi vé 57 Xuan Tam. Ca 2 vi tri nay gan nhau
va déu ndm tai khu vuc Hai Chau — trung tm hanh chinh, thuong mai va du lich cua Da
Nang, thuan tién cho ca khach ndi thanh va khach du lich dang luu trd tai cac khach san
khu trung tam. Khu virc nay tap trung nhiéu cong sé, ngan hang, co quan nha nudc, 1a
loi thé dé tiép can nhom khach hang van phong, hoi hop. Ngoai ra, gan cac tuyén dudng
16n, d& nhén dién va thuan tién di chuyén bang taxi, xe may.

- Ot Xanh Ocean Restaurant: Pén nam 2022, cho ra mét chi nhanh méi tai 16 05, 06
Puong V6 Nguyén Giap, Son Tra, Pa Nang. Nam ngay trén duong V5 Nguyén Giap —
tuyén duong ven bién dat gid nhat Pa Ning, gan bii bién My Khé, thu hat luong 16n
khéach du lich mdi ngdy. Xung quanh 1a chudi resort, khach san 4-5 sao, giup dé dang
tiép can nhom khach trung — cao cép, dac biét 1a du khach Han Quéc, Trung Quéc. Nha
hang dat sat bo bién phu hop t6 chire tiéc hai san, su kién nhom, tao trai nghi¢m am thuc
gan lién véi thién nhién va bién ca.

- Ot Xanh Garden: Gan day nhat, cudi naim 2024, doanh nghiép lai phat trién nha
hang méi nay tai 100 Loseby, Phuéc My, Son Tra, Da Nang. Thiét ké theo phong cach
garden — rit pht hop v6i khach hang wa chudng khong gian mé, gan giii thién nhién
nhung van yén tinh va 4m cing. Phi hop dén nhom khach gia dinh, nhém nh, khach
Iwu tra 1au dai tai khu vuc. Vi tri nha hang khong qué xa bién va trung tdm thanh phd,
dé dang két ndi giita khu vyc bién My Khé va trung tam thanh phd.

Tiép d6, thoi gian hoat dong kéo dai tir 9 gior sang dén 11 gio dém cho phép phuc
vu nhiéu nhém khach khac nhau, tir dn sang, an trua cong so, dén an toi thu gian hodc
ti¢c mudn, phu hop voi lich trinh linh hoat ctia ca khach dia phuong va khéach du lich.
Diy 1a mot yéu t quan trong gitip t6i wu hoa kha ning tiép cin dich vu va ting cuong
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kha ning quay lai ciia khach hang. Nhung tir thang 5/2025 nay, cac co so s& bit dau hoat
dong dén 12 gio 30 dém, nham dap Gmg nhu cau dn dém trong mua du lich va hang loat
cac su kién s& dién ra vao mua hé & Pa Ning.

Trude day, khach hang duoc biét dén qua kénh truyén thdng cia nha hang (s6 dién
thoai, truc tiép, facebook). Pén nim 2020, cong ty di cho phat trién thém nhiéu kénh dé
hd trg didt chd, khach hang ngoai viée dit ban truc tiép, con co thé dat ban thong qua sb
dién thoai, Zalo, Facebook hodc hotline, mang lai sy linh hoat cho khéch hang. Tuy chua
6 hé théng dit ban truc tuyén ty dong trén website hodc app, nhung phuong phép hién
tai van dap tng t6t nhu ciu cta phan 16n khach hang, dic biét 1a nhém khach hang noi
dia quen sur dung Zalo hodc lién h¢ truc tiép.

Bang 2. 10: Danh sach thong tin lién hé dat ban
Kénh Lién hé¢
Hotline - Ot Xanh Quén: 0585.680.680
- Ot Xanh Ocean: 0769 479 479
- Ot xanh Garden: 0565.770.770

S6 dién thoai, - Ot Xanh Quan: 0359.387.784 (Mr. Loc); 0985.722.534 (Mr.
Zalo Tuén)
- Ot Xanh Ocean: 0914.443.179 (Ms. Ha); 0941.606.869 (Mr.
Chién)
- Ot xanh Garden: 0985.722.534 (Mr. Tuén)
Facebook - Ot Xanh Quan: facebook.com/OtXanhQuanDn

- Ot Xanh Ocean: facebook.com/OtXanhOceanRestaurant
- Ot xanh Garden: facebook.com/otxanhgarden

Website https://otxanhocean.vn

(Nguon bo phdn van hanh)

bé tang sy nhan dién, nha hang Ot Xanh c6 thiét ké déng phuc riéng cho nhan vién

& timg chi nhanh, thé hién sy chuyén nghiép va thong nhat vé mit hinh anh. Day ciing
12 mot yéu td gitp khach hang d& dang phin biét nhan vién nha hang gitta khong gian
dong duc, dong thoi cung c¢d hinh anh chuyén nghiép, chin chu cua doi ngii phuc vu
trong mat thuc khach. Mic du kiéu dang va sac do c6 su thay doi nhe tiy vao timg chi
nhanh — vi du nhu téng trang phdi xanh, den phdi xanh hoic toan bd xanh 14 — nhung
diém chung ndi bat 1a mau chii dao xanh 14 cdy ludn dugc gitt vimg. Gam mau nay khong
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chi goi lién tuéng truc tiép dén tén thuong hiéu “Ot Xanh”, ma con mang lai cam giac

than thién, twoi méi va gan giii voi khach hang.

Cudi cung, hé théng nha hang c6 nhiéu phuong thirc thanh toan thuén tién cho
khach hang. Khach hang c6 thé lya chon nhiéu hinh thic thanh toan nhu tién mit,
chuyén khoan, quet thé, voi quy trinh nhanh gon duoc thuc hién ngay tai ban, khong
phat sinh thém chi phi dich vu. Diéu nay khong chi tiét kiém thoi gian, ma con mang lai
cam giac chuyén nghi¢p, minh bach va tang sy hai long cho khach hang, dic biét 1a
nhom khach doanh nhéan hodc khach quéc té.

Nhin chung, yéu td sy thuan tién cla cong ty dugc trién khai kha toan dién, gop
phan nang cao trai nghiém khach hang va xay dung 1ong trung thanh.

2.4.2. Thuc trang vé cac phuong thirc Chim séc khach hang

a. Cham séc khdch hang truc tiép

Tai Cong ty TNHH MTYV Hoa Tai Loc, hoat dong cham soc khach hang truc tiép
duoc dinh hudng theo gia trj cbt 16i “Khach hang 1a trung tim”, thé hién qua viéc khach
hang luén duoc dat 1én hang dau trong toan bd quy trinh van hanh dich vu. Nhan vién &
tat ca cac bo phan, dic biét 1a bd phan van hanh — don vi tiép Xuc truc tiép va thuong
xuyén nhat v6i khach hang, dugc yéu cau phai chi dong quan sat, lang nghe va wu tién
dap Gmg moi yéu cau cua khach trong pham vi cho phép.

B6 phan van hanh c6 vai tro nong cét trong viéc tiép nhan phan hoi, ghi nhan cam
xuc, va hd tro khach hang ngay tai ban an. Diéu nay doi hoi nhan vién phai nim viing
k¥ ndng phuc vu co ban va c6 kha nang xu 1y tinh huéng linh hoat, thai do tich cuc va
su tinh té trong giao tiép. Ttr viée gi6i thiéu moén n, ghi nhan order, hd tro thay dbi theo

khéu vi dén viéc xur 1y yéu cau dic biét hodc phan anh cta khach — tat ca déu nam trong
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trach nhiém chinh ctia b phan ndy. Tat ca nhan vién trong bo phan nay tir cip quan 1y
dén nhan vién phuc vu déu budc phai ndm rd thue don va k¥ ning tu van mén co ban dé
ludn dép tmg kip thoi khi 6 nhu cau cia khach hang.

Tuy nhién, do doanh nghiép chua c6 hé théng dio tao chim soc khach hang chuyén
sdu, k¥ ning phuc vu chwa dong déu giira cac nhan vién, dic biét 1a & khau theo dbi sat
sao trai nghiém khach. Mot s6 nhan vién van con thu dong, chi phuc vu khi dugc goi
thay vi chi dong nhén dién nhu cau cua khach, lam anh huéng dén chit luong trai
nghiém dong nht.

b. Chiam séc khdch hang gidn tiép

Bén canh chiam soc khach hang truc tiép tai nha hang, Cong ty TNHH MTV Hoa
Tai Loc ciing trién khai phuong thire chdm soc khach hang gian tiép nhim mo rong kha
nang tiép can va ho tro khach hang mot cach thuan tién, dic biét vdi nhom khach du lich
va khéch tré tudi co théi quen sir dung cong nghé.

+ Qua kénh online

Hién nay, nha hang dang duy tri sy hién dién trén cac nén tang tryc tuyén nhu
website chinh thirc, Google Maps, va Facebook. Trong d6, qua Facebook dong vai tro
1a trung tAm thong tin, gitip khach hang tra ctru thuc don, dia chi, dit ban va tim hiéu
céc chuong trinh khuyén mai. Mdi nha hang dugc xay dung mét trang riéng dé tiép can
v6i cac dbi twong khach hang cia ting chi nhanh mét cach thuén tién hon. Cac trang
ctia nha hang déu dugc quan 1y truc tiép tir chit doanh nghiép, nén cac théng tin duoc
kiém duyét k¥ cang trude khi cung cap cho khach hang. Mdi bai ding ludn di kém véi
sb zalo cua cac quan ly dé khach hang dé dang lién h¢ dé tu van dat ban, dit mon, dat
tiéc.

Dbi v6i nén tang 1a Google Maps, diy 1a noi khach hang — dic biét 1a khach du
lich nudc ngoai — dé lai danh gia, binh luan va phan hdi sau khi st dung dich vu. Nha
hang da budc dau cé hoat dong phan hoi lai binh luan cta khach, tuy nhién chua dong
déu va thiéu sy c4 nhan hoa, dan dén hiéu qua tuong tac con thép. Cac nhan vién cép
quan 1y va ca trudng tai bd phan van hanh c6 nhiém vu phd bién chuong trinh danh gia
ting qua dén khach hang, thiic day viéc ting tuong tic trén nén tang Google Maps.

Tuy nha hang d3 6 sy hién dién va duy tri twong tac trén cac nén tang sé nhu mang
xa hoi va Google Maps, nhung hi¢u qua trong viéc giai quyét cac khiéu nai, danh gia

tiéu cuc tir khach hang van con nhiéu han ché. Trong thuc té, phan 16n khach hang dé
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lai binh luan ti€u cuc nhu mot cach trat gian hodc bay to sy khong hai long, ma khong
thue sy mong mudn theo ddi qua trinh giai quyét hay ddi thoai tiép theo tir phia nha
hang.

Péng chu ¥, trén cac nén tang nhu Google Maps hoic Facebook, cac binh luan
khong thé bi x6a trir khi chinh khach hang chu dong g& bé. Piu nay din dén tinh trang
nhirng phan hdi tiéu cuc van ton tai di nha hang d3 co sy cai tién, nang cap dich vu hodc
xu 1y ndi bo tri¢t dé. Chinh su ton tai 1au dai cta céc binh luan khong tich cuc nay co
thé tré thanh “diém trir vo hinh” d6i v6i nhitng khach hang méi, anh huéng dén hinh
anh thuong hiéu va kha ning thu hat khach hang tiém ning.

Hinh 2. 6: M6t s6 hinh anh binh ludn tiéu cuc trén Google Maps

Nguyen Thanh Tin
Local Guide - 18 bai danh gia - 21 anh
3 thang trudc
Nha hang danh trdo 6¢ huong ct da bi chét cho khach
hang. An toan bi mui. Cé héi nhan vién nhung tra |di la
&c tudi. Bo tay. Dang bi tao thao dudi téi gia ... Thém

Andrew Smith
3 bai danh gia
2 thang trudc
Always ask for the local menu. We found out they had
an english menu that is 2-3x the price. The waiter told
us that the english menu has bigger portions since

vietnamese people eat leas than foreigners. Classic

iy Thich £ Chiasé scam by restaurants
. D6 an: 4

Phan hoi tir chd s& hitu 3 théng trudc )

Chuing tdi rat tiéc vi trai nghiém cla ban tai Oc Xanh Dich vu: 4

Ocean khong hoan toan nhu mong dgi cia ban.
Ching toi rat muén biét ly do tai sao dé lan sau
ching téi co thé mang lai trai nghiém tét han. Ban
cd thé lién hé véi chung téi bat cif lic ... Thém

Bau khdng khi: 4
Xem ban dich (Tiéng Viét)

Ban dich clia Google - Xem ban géc (Tiéng Anh)

5 Thich < Chiasé
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Vivi
11 bai danh gia
m&t nam trudc
Didn't even stay, only took a drink because waiters

were wearing wet (from sweating a lot) and dirty
shirts... they tried to scam me.Would not recommend.

Dich vu
An tai chd

Ngoc Danh Bui
4 bai danh gia
mot ndm trudc

Phuc vu qua té. D& &n binh thuding. Nhan vién kéu hoai
khéng thay dau. Ngoai dai cai lau 2 tiéng chua théy,
héi noi dang lam. Mang nudc ra dé hét vao dé &n dang
trén ban. May chua dinh |én d6. Khéng biét co mang
toi gi vdi nha hang khong ma that sg qua. Khéng dam

ghé thém Ian nita. Bye!
Xem ban dich (Tiéng Viét)

i 1 < Chiaseé

5 Thich < Chia sé
Phan héi tif ch s& hitu mot nam trudc
Chung ti rat tiéc vi trai nghiém cla ban tai Oc Xanh
Phan héi tir chd s& hitu mot nam trudc )
Chung t8i rat tiée vi trai nghiém cda ban tai Oc Xanh
Ocean khéng hoan toan nhu mong daoi cua ban.
Chuing téi rat muén biét ly do tai sao dé lan sau

Ocean khéng hoan toan nhu mong dai cua ban.
Chung téi rat mudn biét ly do tai sao dé Ian sau
chung t6i co thé mang lai trdi nghiém tét hon. Ban
] c6 thé lién hé vai ching téi bat cir ldc ... Thém
ching téi ¢é thé mang lai trai nghiém tét hon. Ban

co thé lién hé vdi ching toi bat cu lic ... Thém Ban dich ctia Google - Xem ban géc (Tiéng Anh)

Ban dich clia Google - Xem ban géc (Tiéng Anh)

4 Qua dién thoai

Cong ty TNHH MTV Hoa Tai Loc con trién khai cham soc khach hang gian tiép
thong qua kénh dién thoai, day 1a phuong thirc truyén thong nhung van rat hiéu qua
trong nganh dich vu F&B, dac biét vdi cac doi tuong khach hang 1on tudi hodc c6 nhu
cau lién hé nhanh choéng, cu thé.

Trén tit ca cic nén tang truyén thong ciia cong ty nhu website, mang xa hoi va
danh thiép tai nha hang déu cong khai sb dién thoai lién hé, giup khach hang d& dang
két n6i khi c¢6 nhu cau dit ban, hoi thong tin thuc don, bao hoan/hity lich, hodc phan anh
chét luong dich vu.

Cac quan 1y nha hang 12 ngudi tryc tiép dam nhan vai tro tiép nhan va xir Iy cac
tinh huéng phuc tap qua dién thoai. Nho kinh nghiém va kha nang xir 1y tinh hudng linh
hoat, cac quan 1y c6 thé dua ra phan hoi nhanh chong, hop 1y, tir d6 tao duoc cam giac
chuyén nghié€p va tin cdy cho khach hang.

Bén canh d6, s dién thoai hotline ctia nha hang con duogc phan cong cho bd phan
18 tan va phong ké toan chiu trach nhiém luan phién nghe mdy va tiép nhan thong tin tir
khach hang. L& tan s& xir 1y cac van dé lién quan dén dit ban, thay d6i thoi gian, vi tri.
Phong ké toan tiép nhan cac yéu cau vé hoa don, thanh toan, hodc hd trg giai dap nhiing
thiac méc phét sinh sau khi sir dung dich vu.

Bén canh d6, s dién thoai hotline ctia nha hang con dugc phan cong cho bd phan

18 tan va phong ké toan chiu trach nhiém luan phién nghe mdy va tiép nhan thong tin tir
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khach hang. L& tan s& xir 1y cac van dé lién quan dén dit ban, thay d6i thoi gian, vi tri,
trong khi phong ké toan tiép nhan céc yéu cau vé hoa don, thanh toan, hoic hd trg giai
dap nhirng thic mic phat sinh sau khi str dung dich vu.
4+ Qua cac chwong trinh wu dai, tri an

Hién tai, hoat dong cham s6c khach hang thong qua cac chuong trinh vu dai va tri
an tai hé théng nha hang Ot Xanh van con kha han ché va mang tinh chat don 1¢. Cac
chi nhanh chu yéu trién khai nhitng wu déi don gian nhu ting moén trang miéng, mén
ngot hodc phan qua nho cho khach hang trong cac dip 18, hoic khi khach hang dé lai
danh gia tich cuc trén cac nén tang truc tuyén nhu Google Maps hay Facebook. Nhiing
chuong trinh nay tuy gép phan khuyén khich tuong tac va ghi nhan sy hai 1ong cia
khach hang, nhung vin chwa du dé xay dung mdi quan hé 1au dai va mang tinh c4 nhan
hoa.

Hinh 2. 7: Cac chuong trinh wu dai thu hut khach hang

2

Ot Xanh Garden g
thing 2-@ _ Ot Xanh Ocean Restaurant
thing 3-@

Hai Loc May Min, Don Xudn Rdn Ring

N3m méi, ban d3 s3n sing d& nhin thit nhifu may min chita? Ot Xanh Garden mang dén chuong
trinh "Hi Lc D3u N3m~ d3y thi vi 3€ khdi ddng mdt nd3m méi thit nuc 13,

Khi dén véi Gt Xanh Garden dxp Tét ndy, ban sé c6 co hdi tham gia chuong trinh hai Ioc véi nhilng
ph3n qua dac biét duoc chudn bi riéng cho dip Tét nay.

Hay alng gia dinh, ban bé dén Gk Xanh Garden, tin hudng khdng gian 3m (ung thufdng thifc
nhiing mon hai san tudi ngon va tham gia hai ldc d3u n3m don nhin may man nhé!

Lién hé dit ban:
0565.770.770 (Hotline)
0985.722 534 (Mr. Tudn)

Nha hang Gt Xanh - tr3i ngruem 3m thuc buen hing d3u D3 Ning:
Xanh Quén - 57 Xudn Tem, Hai Chiu, Da Ning
- CNZ Gt Xanh Ocean Restaurant - L3 05, 06 Duting V& Nguyén Gidp, San Tra. D3 Ning
- CN3: Gt Xanh Garden - 100 Loseby, Phudc My, Son Tra, Da Nang
Gid md aifa: 10h00 - 23h00

8/3 SHE DESERVES THE BEST

Ngay 8/3 1a dip déidn nhimng ngudi phu nif tuyét vdi — b3, me, vo, chi em, ban bé hay déng
nghiép, nhilng ngudi ludn mang dén yéu thuong va s m 3p trong cudc sGng. Va con gi ¥ nghia
hon khi danh t3ng ho mot bifa 3n ngon, trong khdng gian sang trong. 3m cling tai Gt Xanh?
Nhar mét i tri 3n ngot ng3o, moi khich nif ghé thim Gt Xanh trong ngdy 8/3 s& nhin dugc mdt
mén qui “ngot ng3o” dic biét tif nh3 hing.

Dt ban tir hdm nay & cd vi trf dep nhit!

Lién hé dat ban:

0769 479 479 (Hotline)
0914 443 179 (Ms.
0941 606 8¢

HE théng Nha hing Gt Xanh - trdi nghim &m thuc bién hang 65u D3 Nang:
= CN1: Gt Xanh Quén - 57 Xuan Tam, Hai Chau, Ba Ning
- CN2: Gt Xanh Ocean Restaurant - LS 05, 06 Budng V5 Nguyén Gidp, Son Tr3, D3 Ning
- CN3: Gt Xanh Garden - 100 Loseby, Phuéc My, Son Tra, D3 Ning
Gi md clfa: 10h00 - 23h00

HAPPY INTERNATIONAL

YN N ATV R TS Y
A ! N 4
vWOLERIN S

mxa"h ocem nt © Gui tin nhan

Viéc CSKH qua cic chuong trinh wru ddi va tri 4n dén khach hang & doanh nghiép
tuong d6i it. Nguyén nhan chinh din dén sy han ché nay 1a do doanh nghiép chwa c6 hé
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théng luu trit va quan 1y danh sach khach hang. Viéc khong ghi nhan cac thong tin co
ban nhu tén, sd dién thoai, email, lich sir ghé thim hay théi quen tiéu ding khién cho
cong ty gip kho khin trong viéc phan nhoém khach hang va trién khai cac chuong trinh
vu dii c6 dinh hudng. Piéu nay dong nghia voi viéc doanh nghiép dang bo 15 co hoi
xay dung tap khach hang trung thanh, cling nhu chua tan dung hiéu qua kénh cham soc
khach hang thong qua cac hoat dong tri &n mang tinh dai han nhu: thé thanh vién, giam
gia sinh nhat, vu dai riéng cho khach quen...
+ Sir dung cong nghé

Trong xu hudng hién dai héa nganh dich vy, viéc ing dung cong ngh¢ vao cham
soc khach hang (CSKH) dang tro thanh mot yéu to quan trong gitip doanh nghiép nang
cao trai nghiém, tiét kiém nguén luc va tdi wu hoa hiéu qua van hanh. Tuy nhién, tai
Cong ty TNHH MTYV Hoa Tai Loc, viéc tmg dung cong nghé trong CSKH van con &
mirc co ban, chua dong bd va chua khai thac hét tiém ning vdn ¢ cia cic cong cu hd
tro hién nay.

Hién tai, nha hang chu yéu st dung cac kénh lién lac truyén théng nhu dién thoai,
mang xi hoi va Google Maps d¢é tiép nhan thong tin va phan hoi khach hang. Cac thao
tac nhu dit ban, xac nhan lich, tra 101 tin nhan duoc thuc hién thu cong, phu thudc vao
su tic tryc cua nhan vién ting chi nhanh. Doanh nghiép chi ¢6 4p dung Chatbox dé tra
101 tu dong dé cung cap cac thong tin co ban nhu yéu cau thuc don, gia ca hoic cung
cap dia chi cho khach hang.

Hinh 2. 8: Giao dién tra loi tw dong trén Facebook
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= Ot Xanh Ocean Restau---

Chao Quynh! Ching
t6i cé thé giup gi cho
ban?

Cho minh xin théng tin dat
ban/menu

Pia chi ctia Gt Xanh Ocean &
dau?

Ngoai ra, chua c6 hé thong CRM (Customer Relationship Management) dé luu trix
va phan tich dit liéu khach hang. Diéu nay gay kho khan trong viéc ca nhan hoa dich vu,
xdy dung cac chuong trinh tri an riéng biét, hoic giri thong bao vu dii dung thoi diém
cho khach hang cil. Viéc thiéu lién két giita cac chi nhanh ciing khién dir liéu khach hang
bi roi rac, khong thé déng bo trong toan hé théng.

2.4.3. Quy trinh cham soc khach hang

a. Giai doan truwoc ban

Muc tiéu ctia giai doan trudc ban ma coéng ty hudng dén tao an tugng ban dau dén
v6i khach hang, khién khach hang biét dén va ghi nh¢ thuong hiéu Ot xanh, noi sy lva
chon tét nhat ciia khach hang. Khoi goi sy quan tim va thich tha ciia khach hang tiém
nang. Thiic diy khach hang dit ban va dén trai nghiém dich vu.

Céch thyuc hién cua cong ty s€ dugc phan tich dua vao moé hinh AIDA nhu sau:

- Budc 1: Attention (Chu ¥): Doanh nghiép chu dong xay dung hé théng nhan dién
thuong hi€u riéng cho tung chi nhanh nha hang thong qua cac kénh mang xa hoi, dac
biét 1a Facebook. Viéc dang tai hinh anh mén an bat mat trong thuc don, két hop véi
hinh danh khong gian nha hang thodng dang, sang trong, tan dung canh bién, tao dugc

dau an manh mé véi khach hang ngay tir 1an ti€p can dau tién. Bén canh do, chién lugc
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chay quang cao Facebook ¢ chon loc, nhim dting d6i trong nhu khach du lich, dan vin
phong va cu dan dia phuong, da gitp gia ting ¢ phil song va sy nhan biét thuong hiéu
mot cach nhanh chong.

Hinh 2. 9: Mgt s6 bai viét vé mon an trén trang Facebook

_, Ot Xanh Garden
28thing 2-@

Ot Xanh Oceen Rmstawrant

HALI TAM V) - TINM HOA MAL O, BN CAD V| GIAC

M Tamm VG, madt tri mghien dilen chilit b dimvh cho nbdng iy thich hik sin b wing va =
aing tyo tmeg fm thyc

M i At chall b 1Y Mk e i bt vl kich thetiic ki, philn thit chikc, o nglly vk his ngot
e ki — vt i e b b vl mialing i sl bt b thil hitw afing. Xhi thulfing thak, ben sl cim
s dhuigic vi ekt g len e el s LSS, kit holp cing ba phong cick chll biin tinh ME Sanhinre
Cocktul, S58 Thii Xank:

Mém sk vite chp bl — M tuich mét lpnh deng chal, diim Sim O Xank Ocsss thuting thic ngey

i
[E

OFED 479 479 Hothne)
OF14 443 179 P M)
0341 606 BED (M Uhadery

CcA SONG, i, CA NAO CUING €O 1t

Ban thich h3i s3n tuoi s6ng hay mudn mot bifa 3n chit hrong véi mifc gid hop 12 Gt Xanh Garden
b dii c& s6ng tai hd I3n ca tuoi trong ngay, d3m bio phuc vu moi nhu ciu clia thyc khich!

Véi nhiing ai yéu thich c3m gidc chon c3 ngay tai hd, thuding thifc tifng thd thit chic ngot, thi c
sbng tai Ot Xanh Garden chac chan I3 la chon hoan hao. Tai Ot Xanh tdt 3 cic loai hai san tai hd
d8u dugc chon loc va chim séc ki ludng dé giir huong vi tudi ngon tf nhién.

Khdng chi ¢ c& séng, Gt Xanh Garden con cung cp ci tuoi trong ngdy, dugc nhap truc tiép tir cic
d5u m&i UY TiN dam bao cic tidu chi TUCT NGON — CHAT LUONG — DA DANG. Véi mifc gid mém
hon cé séng, ddy I3 lua chon hoan ho cho nhiing bita 3n vita ngon, vira tiét kiém. Dic biét, mi
ngay s& cb mdi loai & khic nhau, tlly theo ngy va mia, mang dén sy phong phi va da d€ thuc
khich cb thé dé dang lya chon

Dit I3 c& s8ng hay c4 tuoi, Ot Xanh Garden cam két mang dén chit luong 5t nhit!

Gt Xanh Garden - Qun Ding C3p. Gid Binh Dan!

Lién hé d3t ban:
0565.770.770 {Hotline)

8 Xard - trki aghijen G S bidn hing Sk 02 Ning
i - 87 Noden Ty, M Ok, B0 Niing
« CM2: Okt Xanh Ocwen Retacrant - L5 0%, 08 Outing V8 Ngoyin Gisp, Scon i, 03 Ning
« EN3: Gt Yanks Garden - 100 Losskny, Phatic 0, Scin i, 98 Ning
Galf il it 100D - 23800

0985722 534 (Mr. Tudn)
g nh - tr3i nghiém 3m thuc bién hang d3u D3 Ning:

- Gt Xanh Quén - 57 Xudn Tam, H3i Chiu, D3 Ning

- CN2: Gt Xanh Ocean Restaurant - L5 05, 06 Buding V5 Nguyén Gidp, Son Tra, B3 Ning

- CN3: Gt Xanh Garden - 100 Loseby, Phudc M, Son Tra, Da Nang

Gid md cifa: 10h00 - 23h00

HAU TAM VI
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- Budc 2: Interest (Thich tha): Sau khi thu hut s chu ¥, nha hang tiép tuc khoi goi
su quan tdm bang ndi dung mang tinh twrong tic cao. Cu thé, viéc dang tai hinh anh céac
bira tiéc khach da to chuic, chia sé hoat dong thuong ngay ciia nha hang trén story
fanpage, cho thay khong khi dong vui va chat luong dich vu 6n dinh. Pic biét, chuong
trinh tang sira chua nép cam hoic trai cdy cho khach danh gia nha hang khong chi kich
thich khach hang dé lai phan hdi tich cuc ma con tao hiéu ung lan truyén, nhét 1a trong

cong dong khach quéc té va khach du lich. Chuong trinh nay dién ra khong thoi han, va
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duoc ap dung véi tat ca moi nguoi khi dén va st dung mon an tai 2 chi nhanh la Ot Xanh
Garden va Ot Xanh Ocean.
Hinh 2. 10: Mét s6 bai viét vé cdc bika tiéc cia khdch trén trang Facebook

» Ot Xanh Garden 72 o Ot Xanh Ocean Restaurant
ONG GIAN Li TUGING CHO MOT THOI NOLDANG N

thit 3m 3p va day niém visi wra dugic 19 chiic tai Ot Xanh Ga - nei ma Gt Xash Ccaan n gdf 1§ cim . 1y AN 03 8n sedng w3 A chon ding
g gian rdng rdi, thosng mit va xanh t hudn <3n sding chio d6n nhiing khodnh khic dic 3 Eiem G GVm 18 chic bika 1 e vins gus

. Ot Xash Ccuan 13t vinh hand kb Suox SOy hanh clng quy Wing ty rong mdL
vign sdn vudn rong finh hoat va khw vic trang tri riéng cho titng concept tiéc ]
Ot Xanh Garden 13 kea chon I tuiing cho nhing budi tiéc gia dink nhy:
& TiEc thdl ndi

5.. Xem thém

I clteng ey s bty

§ Sk ude B o

S

o
1 3
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Hinh 2. 11: To quang cao tang qua voi danh gia nha hang
' 23 2 2

A Sweet Treal for you!
| 30N Now ]

1. DINE AT OT XANH GARDEN/ OT XANH OCEAN RESTAURANT
2. LEAVE A 5 STARS REVIEW ON GOOGIE MAPS
3. SHOW YOUR REVIEW TO OUR STAFF TO RECEIVE YOUR FREE TREAT

.

“Blaack Glulinous Rice Yogurt"

- Budc 3: Desire: Hé thong nha hang da khéo 1éo truyén tai thong diép thuong hiéu
qua cac ciu slogan don gian nhung d& ghi nhé nhu: “Quén déng cip, gia binh dan”,
“Chon chat lugng — Chon Ot Xanh”, hay “Tiéc Sang — Mén Ngon — Tron Khoanh Khic”.
Cac khau hiéu nay khéng chi tao ddu 4n ma con nhdn manh gia trj ma khach hang s&
nhan dugc: khong gian dep, mén an chét lugng, dich vu than thién va muac gid hop 1y —
tao nén su khao khat mudn dén trai nghi¢m thyc té.

- Budc 4: Action: Cudi cung, dé chuyén ddi sy quan tim thanh hanh dong cuy thé,
nha hang di tich hop nat “Goi ngay” hodc “Nhin tin dit ban” truc tiép trén fanpage.
Déng thot, khach hang dugc ho tro dit chd qua nhiéu kénh nhu hotline, Zalo, Facebook,
v6i doi ngii 18 tan tu van than thién, phan hoi nhanh chéng. Quy trinh dat ban dugce thiét
ké don gian, khong yéu cau coc, va linh hoat vé thoi gian, tao diéu kién thuan loi t6i da
cho khach hang, ké ca trong nhiing tinh hudng thay d6i dot xuat. Doanh nghiép chi tap
trung phat trién hinh anh thuong hiéu trén nén tang Facebook va Google Maps. Tuy c6
website nhung chwa c6 sy dau tu vao trang web, giao dién qua don gian, khong cung
cap duoc nhiéu thong tin ciia doanh nghiép vé khéng gian, mén an, chat lugng, ... Thiéu

su thu hut dén khach hang, dac biét ddi véi cac doanh nghiép can tim kiém noi t6 chire
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su kién cho cong ty ho hoic cac doanh nghiép cung cap dich vu tour can nhiéu thong tin
hon tir doanh nghiép dé dua ra quyét dinh hop tac.
Hinh 2. 12: Trang website cua cong ty

HE THONG OT XANH

CN1: Ot Xanh Quén - 57 Xuén Tém, Hal Chéu, Da Nang
CN2: Gt Xanh Ocean Restaurant - L6 05,06 Dutng V& Nguyén Gidp, Son Trh, Da Nang
CN3: Ot Xanh Garden - 100 Loseby, Phute My, Son Tra, Da Nang

Lién hé dat ban ngay

- ol
] |

Nhin chung, cach trién khai hoat dong trude ban cua hé théng nha hang Ot Xanh
— Cong ty TNHH MTV Hoa Tai — tuong d6i 6n. Viéc két hop giita quang ba hinh anh,
n6i dung truyén cam hing va trai nghiém than thién, linh hoat d4 gitip doanh nghiép thu
hut lugng 16n khach hang tiém ning, déng thoi tao nén tang viing chic cho hoat dong
ban hang va chiam soc khach hang vé sau.

b. Giai dogn trong ban

Muc tiéu ctia giai doan trong ban ciia cong ty 1a truyén tai duoc cac gia tri cot 15i
ma doanh nghiép dua ra “Chét lugng — Tan tdim — Chuyén nghiép — Khach hang 1a trong
tam — Khong gian dep”. Mang lai trai nghiém khach hang t6t nhat tai diém cham véi
khach hang, t6i vu héa chat lvong phuc vu va san pham.

Trong giai doan khach hang truc tiép trai nghiém dich vu tai nha hang, hé théng
Ot Xanh trién khai mot quy trinh phuc vu bai ban — chuyén nghiép — c4 nhan hoa, giup
t8i wu hda cam nhan va sy hai long cua thyc khach. Cach thyc hién ctia cong ty sé duoc
trién khai nhu sau:

- Budc 1: Don tiép khach hang: Ngay tir khi khach con dting ngoai cira, nhan vién
18 tan ctia Ot Xanh d4 chu dong chao bang cau néi chuan héa: “Da, Ot Xanh xin chao!”
v6i thai do niém no, tao an twong dau tién than thién va dé chiu. Ddi voi khach da dit
ban, nhan vién nhanh chéng kiém tra thong tin va huéng dan khach dén dung vi tri. Véi
khach chua dit trude, 18 tan linh hoat nim bit mong mudn chd ngdi, phdi hop véi bd
phan van hanh dé sip xép va setup ban hop ly. Vi khach nude ngoai, nhan vién sir dung
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tiéng Anh hodc cac ngdn ngit co ban nhu Han, Trung, thé hién sy chuyén nghiép trong
phuc vu da qudc tich. Khong gian nha hang duoc thiét ké thoang mat, don gi6 bién, gitp
khach thu gidn va 4n twong ngay tir nhitng phut dau.

- Budc 2: Tu van: Tai Ot Xanh, quan 1y va ca truong 1a ngudi tryc tiép nhan order,
dam bao tu van chuan xac va chuyén sau. Tuy nhién, nhin vién phuc vu van duoc trang
bi kién thtrc day du vé thuc don, nguyén liéu, cach ché bién dé hd tro khach mét cach
chu dong. Sau khi 6n dinh vi tri khach, wu tién moi khach dén khu vuc hd hai san dé
khach lga chon. V61 nhitng mon dac san nhu tom hum, cua, cé, cua hoang dé,... nhan
vién order gi6i thiéu rd rang vé huong vi, cach ché bién va cach thudong thic. Truong
hop khach khong dén ho, nhan vién s& mang menu dén tan ban va tu van mén phu hop
khach hang. Ngoai ra, c6 thé diéu chinh khau vi moén an theo s thich riéng (it cay, khong
t61, khau vi nudc ngoai,...), thé hién su linh hoat va chinh chu. Gia ca minh bach va sé
lugng s€ dugc can do chinh xac trudc mét khach hang tai hd. Tu vén vé céc loai hai san
ngon nhat trong mua do, cach ché bién 1am ndi bat dugc vi ngon cua mon. Piém dic
biét 1a nhan vién s& ghi chu chi tiét cac yéu ciu ca nhan hoa, bao gdm: cac dic diém cua
khach vé d6 an (chin/ tai, cay/ khong, chua/ khong,...), vé dd udng (lanh/ khong, ngot/ it
ngot....), vé qudc tich ctia khach (Nhat, Han, Trung, Viét Nam...), hinh thirc 1én mén (1én
dan hay 1én cung luc). Bo phan bép duwa vao ghi chu d6 s& diéu chinh cho phu hop véi
nhu ciu cta khach, ciing nhu céc loai s6t di kém cho phut hop. Sau khi chot moén, nhan
vién xac nhan lai v6i khach vé gia, khéi luong, thoi gian ché bién va dam bao tinh minh
bach.

- Budc 3: Phuc vu moén dn: Moén dn dugc phuc vu theo quy trinh chuyén nghiép,
dung tht ty (moén khai vi — mén chinh — mén trang miéng), voi toc d6 hop 1y dé giir
trai nghiém lién mach. Nhan vién phuc vu s& xem xét tinh hinh dé diéu phéi viéc 1én
mon, déng thoi chudn bi cac vat dung can thiét (kep, kéo, dia phuy,...) cho mén moi.
Nhan vién ndm 6 cach trinh bay, gidi thiéu moén, cach 1én mon, cach an hoic so ché tai
ban (nhu 16t v6 tdm, cit cua, chia phan lau,...). Pay 1a yéu t6 thé hién rd tinh tin ciy va
chat lwong dich vy, giup khach hang yén tam thudng thirc. Cac mén an méi sé ludn duoc
vu tién dit gitta cho moi ngudi trong ban déu co thé thudng thirc d& dang. V6i nhitng
mon co gid tri cao, nhan vién sé trinh bay mén dé khach xac nhan trude khi rdi méi tién
hanh 16t v6 hodc chia nho. Mot s mén yéu cau trinh dién boi bép truong sé c6 nhan
vién phuc vu hd trg ngay tai ban, tao nén trai nghiém doc déo va cao cép.
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- Budc 4: Quan tdm va dap ung: Nhan vién phuc vu cht dong cham soc khach trong
sudt bita an, b@ing cach quan sat va don ban sach s€, thém nudc cho khach, thay dung cu
khi dén cac mén nudce nhu 1au, chéo,... dé tranh anh huong dén viéc cam nhéan huong vi
moén an. Su quan tAm nay khong chi thé hién su ddng cam va chu ddo, ma con gitp duy
tri mach cam xuc tich cuc trong toan by hanh trinh dung bira.

- Budc 5: Thanh toan va tién khach: Quy trinh thanh toan tai Ot Xanh duoc thuc
hién ngay tai ban, nhanh gon, minh bach, hd trg nhiéu hinh thire nhu tién mat, chuyén
khoan, quet thé khong phu phi. Khi nhan dugc yéu cau thanh toan tir khach, nhan vién
phuc vu s& kiém tra that k§ cac mén khach khong dung va tra lai. Quan 1y hodc ca truong
s€ duyét lai phiéu tam tinh 1an cudi trude khi dua cho khach, tranh sai st va that thu.
Sau khi thanh toan, khach dugc gtri 161 cam on, va 1& tan hodc phuc vu chu dong tién
khach ra vé bang nu cuoi va 10i chio hen gap lai. Pay 1a diém cham cubi cung gitip khép
lai trai nghiém maot cach tron ven, gbp phan thuc day kha ning quay lai.

Céch thuc hién trong giai doan trong ban ctia hé théng nha hang Ot Xanh duoc
trién khai k¥ ludng, thé hién su chuyén nghiép, tdn tdm va ca nhan hoa trong phuc vu.

c. Giai dogn sau ban

Giai doan sau ban khong chi danh du két thic giao dich ma con 1a bat dau cia
qua trinh xay dung 1ong trung thanh — mot yéu t6 then chét trong nganh dich vu, dic
biét 1a linh vuc nha hang. Cach thuc hién giai doan sau ban cta hé théng nha hang nhu
sau:

- Budc 1: Thu thap phan hoi: Hién tai, nha hang cha yéu khuyén khich khach hang
dé lai danh gid trén cac nén tang tryc tuyén nhu Google Maps, Fanpage, thong qua céac
vu ddi nhod nhu ting sita chua nép cAm hodc trai cdy mién phi. Nhan vién va quan ly
cling chii dong hoi cam nhén ciia khach ngay sau bita an, sau d6 giri phan hoi vao nhom
quan Iy mdi ngay dé ban diéu hanh nim bit tinh hinh thuc té. Diém tich cuc 13 hoat dong
nay gitip nha hang thu thap dir liéu khach quan tir nhiéu ngudn. Tuy nhién, cac hinh thirc
thu thip van con roi rac, thiéu phwong phép luu trit va phan tich cac thong tin phan hdi.

- Budc 2: Xur Iy phan hoi: Hang tuan, nha hang thyc hién tong hop phan hoi dé phan
tich va diéu chinh chét lugng dich vy, dac biét 1a cdc mon an chua duge danh gia cao.
Tuy nhién, mot diém han ché rd rét 1a kha nang xir Iy phan hoi truc tiép cua cac quan 1y
va ca truong con yéu, dan dén viée chua giai quyét kip thoi nhitng van dé xay ra tai chd.
Diéu nay khéng chi anh huéng dén trai nghiém cta khach ma con lam giam co hoi
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chuyén héa nhirng phan hdi tiéu cuc thanh thién cam. Do d6, dé ning cao chét luong
chiam soc sau ban, nha hang cin dao tao k¥ nang phan hoi khach hang cho d6i ngii quan
1y tuyén dau, dong thoi xay dung quy trinh phan hdi nhanh — chuyén nghiép — ¢6 trach
nhiém.

- Buéc 3: Tao chuong trinh khach hang than thiét: Hién tai, hé thong nha hang Ot
Xanh chua trién khai chuong trinh khach hang than thiét cling nhu chwa c¢6 co sé dit liéu
khach hang dé lién hé hodc giri vu dii hau mai. Diéu nay khién nha hang bo 15 co hoi
giit chan khéch cil, dic biét 1a nhitng nguoi da timg to chire tiéc, di theo doan hodc khach
quéc té quay lai Pa Ning. Viéc thiéu dit liéu va chinh sach chim séc nhom khach hang
than thiét cling 1am han ché kha ning tao vong lap trung thanh — mot trong nhiing yéu
tb séng con trong nganh dich vy hién dai.

Hé thong nha hang Ot Xanh d3 c6 nhiing budc dau tich cuc trong viéc thu thap
phan hoi va cai thién mon an, nhung van con thiéu quy trinh bai ban va chién lugc dai
han trong giai doan sau ban. Piém yéu rd rang 1a chua xay dung duoc hé théng chim
soc khach hang than thiét va thiéu ning luc xir Iy phan hoi tai chd.

2.4.4. Thue trang vé co s& dir lidu

Hién nay, Cong ty chua ¢ xdy dyng va luu trir hé thong thong tin khach hang mot
cach bai ban va khoa hoc. Cu thé, cong ty chua c6 danh sach khach hang than thiét da
dén voi nha hang ciia minh, dic biét d6i vi nhom khach dia phuong va khach doanh
nghiép c6 nhu cau str dung dich vu. Cac khach hang du ¢4 nhan hay té chire déu dugc
lién hé qua zalo ctia cac quan Iy ctia nha hang dé dit ban, cong ty khong luu thong tin
khach hang thong qua bat cir hinh thirc nao. Cong ty chua cé su phan chia cac nhom
khach hang dé dua ra chién luoc tiép can riéng. Khé khin khi mubn dua ra cac chinh
sach cham soc khach hang, giit chan khach hang cii hay trién khai cac chuwong trinh wu
dai phu hop véi timg nhom khach hang. Viée thiéu dir liéu khién cong ty khong thé phan
tich dugc thoi quen tidu dung, tan suét quay lai, hodc phan hdi ctia khach hang, 1am giam
di kha ndng ca nhan hoa dich vy, tao diém khac biét tir viéc nang cao trai nghiém khach
hang.

Ngoai ra, viéc khong c6 dir liéu khach hang doanh nghiép ciing 1am gidm di co hoi
mo rong mbi quan hé hop tac lau dai, dic biét roi vao cac dip td chirc cac su kién, tiéc

dic biét clia cong ty — phan khiic khach hang c6 gia tri cao va 6n dinh. Dit liéu vé phan

76



khuc ndy cang quan trong hon khi doanh nghiép dang hudng t6i phat trién chi nhanh
mo&i véi nhiéu khong gian to chirc tiéc hon, véi sitc chtra 16n hon 1én dén 150 khach.

Nhin chung, viéc thiéu co so dir liéu khach hang anh huéng 16n dén kha ning
tuong tac va gitt chan khach hang. Lam suy giam viéc ra quyét dinh chién lugc va giam
sttc canh tranh ctia cong ty trén thi truong ngay cang khdc 1iét hién nay. Viéc xay dung
hé théng co so dit liéu 1a v6 cung cép thiét dé nang cao chét lugng dich vy, su nhan dién
thuong hiéu va phat trién bén virng.

2.4.5. Thue trang vé hoat dong gidi quyét khiéu nai

Trong linh vyc dich vu F&B, dac bi¢t vdi mo hinh phuc vu tai chd nhu hé théng
nha hang Ot Xanh, viéc giai quyét khiéu nai khong chi 1a mot phan trong cham soc
khach hang sau ban ma con 1a co hoi dé khang dinh uy tin va l4y lai thién cam tir khach
hang. Cach thyc hién hoat dong giai quyét khiéu nai ctia cac nha hang 6t xanh nhu sau:

Budc 1: Léng nghe va tiép nhan khiéu nai: Tai Ot Xanh, moi nhan vién — tir 18 tan
dén phuc vu va quan 1y — déu duoc khuyén khich tiép nhan khiéu nai ciia khach hang
voi thai do cau thi va ton trong. Khi c6 van dé xay ra, nhan vién s€ chu dong léng nghe,
ghi nhén thong tin dy du va khong ngit 101 khach, thé hién sy quan tAm chéan thanh dén
cam nhan ctia khach hang. Ngoai viéc tiép nhan truc tiép tai ban, nha hang con theo doi
phan hoi qua Google Maps, Facebook va Zalo, sb dién thoai noi khach c6 thé dé lai v
kién sau khi dung bita.

Budc 2: Thau hiéu van dé va xac minh sy viéc: Ngay khi tiép nhan khiéu nai, quan
1y hodc ca trudng c6 trach nhiém lam rd nguyén nhan phat sinh (vi du: mén an khong
dung khau vi, cho 1au, thai do phuc vu...). Di véi van dé vé& mon an sé trao d6i véi bo
phan bép dé xir 1y lai mén an, hodc thoi gian mén s€ xong. Doi véi thai do phuc vu s¢€
xéac minh tryc tiép v6i nhan vién, ddng thoi kiém tra cac ghi cha order va camera (néu
can) nham dam bao danh gia cong bang va chinh xac. VAn con ton tai nhiéu nhiéu trudng
hop quéan 1y va ca truong giai thich qua nhicu dén khach hang ma chua tién téi viéc dua
ra quyét dinh dé giai quyét vin dé. Piéu nay lam khach hang khé chiu vé6i cach giai
quyét bang 10i néi.

Budc 3: PBua ra giai phap hop 1y:

Do dic thu nganh nha hang 1a dich vy trai nghiém tai chd, nén phan 16n cac khiéu
nai cua khach hang thudng xay ra tryc tiép tai nha hang, trong lic dang str dung dich
vu. Biéu nay doi hoi nhan vién phai c6 ky ning xu 1y tinh hudng nhanh nhay, linh hoat
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va khéo 1éo. Trude ddy, moi tinh hudng déu qua kiém duyét cua tong quan Iy nha hang,
didu nay gay mat thoi gian giai quyét khiéu nai ciia khach. Nhung hién nay, nha hang da
théng nhit duoc mot s6 cach giai quyét déi ma cac quan 1y c6 quyén ap dung ngay trong
tinh hubng sau:

- Dbi mon hodc ché bién lai néu khach khong hai 1ong vé chat luong mon an.

- Giam gia, ting mon trang miéng, hodc phiéu wu dii cho 1an sau néu trai nghiém
chua nhu mong doi.

Tuy nhién, van con nhiéu truong hop quan 1y va ca truong chua thé giai quyét triét
dé cho khach hang, chua c6 quy trinh thong nhat dé tdi wu thoi gian giai quyét van dé,
moi van dé déu doi quyét dinh cta tong quan 1y. Chua c6 cac dy doan trude nhiéu truong
hop c6 thé xdy ra va dua ra cach giai quyét phu hop dé trao quyén quyét dinh trong mot
gidi han cho céc quan 1y va ca trudéng.

Tuy nhién, khong phai khiéu nai nao cling dugc giai quyét tai chd. Mot bo phan
khach hang van c6 xu hudng dé lai phan anh hodc danh gia tidu cuc trén nén tang Google
Maps sau khi roi nha hang, nhu mét cach bay to cam xtic cong khai. Va khiéu nai qua
Google Maps rat kho dé lién hé lai va dwa huéng giai quyét dén khach hang. Béi vi,
khach lic nay chi mudn binh luan dé phdt nha hang, va khong c6 nhu cau giai quyét.

Bang 2. 11: T ho”'ng ké mét sé khiéu nai ciia khéch hang tai Ot Xanh Garden

i Thoi gian xir i
STT NOi dung khiéu nai 1§ Ket qua
1 | KN tryc tiép: Khach da goi 10 phut Khéng tinh tién moén da do,
mon my xao va khong hai tuy nhién khéach hang khong
long vi sgi my khong phai la hai long v6i qua trinh giai
loai ho mudn, yéu cau 1am lai. quyét vi cac quan 1y chi tip
trung giai thich ma khong
giai quyét ngay.
2 | KN tryc tiép: Nhan vién order | 5 phut Giam 50% gia mén cho
da tu van mon ca chinh nudéng khach. Khach da hai long
mudi 6t cho khach hang nudc v6i hudng giai quyét nay.
ngoai theo yéu cau cua ho, va
bi phan anh la kho an, khong
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hop khau vi, muon hoan lai

tién.

KN qua hotline: Khach phan | 3 phut Lé tan da 1am 10 lai thong tin

anh nhan vién an ninh c¢6 thai v61 bd phan lién quan va xac

d6 voi tai xé cua ho vi dau xe thuc lai thong tin va thong

qua lau trudc quan. bao lai vé1 khach hang.

KN Google Maps: khach phan | 30 phut D3 giri théng tin lién hé dén

anh nhan vién da tu van sd khach hang dé giai quyét,

lugng khau phan qua nhiéu nhung khéach khong cé su

d6i voi s6 luong khach. lién hé lai.

KN Google Maps: Khach 10 phut Gui 10i gii thich r6 rang dén

phan nan viéc gia cho khach khéach hang va gui kém

nudc ngoai co gia cao hon gia thong tin lién hé dé giai

cho khach dia phuong. quyét. Bén canh d6 nha hang
d3 thay di chinh sach gia va
dua vé mirc gia ngang nhau
d6i v6i khach trong va ngoai
nuéc dé tranh gay hiéu nham
dén khach hang.

KN Google Maps: Khach 15 phut Gui 101 gii thich r6 rang dén

phan nan vé cach ché bién
mon an. Phan nan vé moén tom
hum, bao ngu qua dai, sbt
khong hop vi va gia qua dit

cho phén an.

khéach hang va gui kém
thong tin lién hé dé giai
quyét. Ngoai ra, da diéu
chinh vi cta sbt d phu hop

v&i ngudi nude ngoai hon.

Nhin chung, & budc 2 va 3 ctia nha hang con nhiéu sai sot va ton dong van de. Cac

tinh linh hoat va hi€u qua trong phuc vu.
2.5.PANH GIA VE HOAT PONG CHAM SOC KHACH HANG TAI CONG TY
TNHH MTV HOA TAI LQC
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2.5.1. Két qua dat duoc

- Tao 4n tuong ban dau tich cuc va nhan dién thuong hi¢u rd rang: He théng nha
hang Ot Xanh di xdy dung duoc hinh anh thwong hiéu gan giii va chuyén nghiép trén
nén tang mang xa ho1, dac biét 1a Facebook va Google Maps. Viéc dau tu vao hinh anh
mon in, khong gian quan, cing véi chién luoce truyén thong phi hop da gitip thu hut
dugc lugng 16n khach hang tiém nang, dac biét 1a khach du lich va dan van phong. Céc
slogan d& nhd nhu “Chon chit lwong — Chon Ot Xanh” gép phan cung cd hinh anh trong
tam tri khach hang.

- Tao duogc trai nghiém khach hang tich cuc tai cac diém cham: Trong giai doan
trong ban, hé thong nha hang Ot Xanh da xay dung quy trinh phuc vu chuyén nghiép,
nhat quan va c4 nhan héa tir khau don tiép, tw vin mén an, phuc vu tai ban cho dén thanh
toan va tién khach. Dic biét, viéc tu van moén an theo khau vi, quéc tich va théi quen an
ubng cua khach gitip ting muc d6 hai long. Mdi bd phan déu thé hién dugc su chuyén
mon héa va thai o than thién, gop phan nang cao sy hai 1ong va kha ning quay lai cta
khach hang.

- Tén dyng t&t nén ting mang xa hoi dé thu hat khach hang trudc ban: Thuong hiéu
Ot Xanh dugc quang ba manh trén Facebook, giup thu hat lugng 16n khach hang tiém
nang, ddc biét 1a khach du lich va nhém khéch ndi dia. Hinh 4&nh moén an hép dan, khong
gian sang trong, kém theo chién dich ting qua khi danh gia, di tao hiéu ung lan truyén
hiéu qua.

- Chat luong san pham va dich vu tét, thuc don da dang: Thuc don phong phd,
nguyén liéu tuoi song nhap madi mdi ngay, kha ning diéu chinh khau vi linh hoat theo
khach qudc té va trong nuée 14 diém manh 16n cia hé théng. Didu nay gitp phuc vu da
dang tép khach hang v&i nhu cau khac nhau, tir binh dan dén cao cap. Ngoai ra, chién
luge gia da phan khic giup tiép can dugc nhidu dbi twong khach khac nhau — tir binh
dan dén cao cip — gop phan ting hiéu qua tiép can va giir chan khach hang.

- Hinh thtrc phuc vu da dang va thuén tién: Viéc cho phép dat ban qua nhiéu kénh
(hotline, Zalo, Facebook), cung thanh toan nhanh tai ban véi nhiéu hinh thire, da mang
lai sy thudn tién va linh hoat, dic biét phti hop voi khach doanh nhén va khach quéc té.
Diéu nay ciing thé hién sy chuyén nghiép va cp nhat trong xu huéng dich vu.

- C6 budc dau trong thu thap phan hoi va cai thién moén an: Cong ty da chu dong
khuyén khich khach hang danh gia trén Google Maps, Facebook, dong thdi theo di
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phan hoi qua cac kénh dé diéu chinh moén an, chit lugng dich vu. Py 1a nén tang dau
tién gitp doanh nghiép dinh hinh chién lugc chim soc sau ban trong twong lai.
2.5.2. Han ché

- Chua c6 hé théng co so dit liéu khach hang: Hién cong ty chua xay dung dugc hé
théng luu trir dit liéu khach hang, chua phan nhom khach hang (dic biét 13 khach doanh
nghiép).

- Chua c6 hé théng dé luu trir va phén tich dir liéu tir viéc thu thap phan hdi cua
khach hang.

- Chua xay dung duoc chuong trinh khach hang than thiét, dic biét 1a khach to chic
ti€c, doan du lich hoac khach quéc té.

- Chua trién khai cic chuong trinh dao tao CSKH vé k¥ ning xtr 1y tinh hubng va
k¥ nang phuc vu ban, cling nhu ké hoach kiém tra dinh ky nghiép vu cua bd phan van
hanh.

- Thiéu su dong bo trong chat lugng san pham giira cac chi nhanh. Chua c6 quy
chuan ché bién va kiém soét chat luong xuyén sudt hé thong.

- Trang web ctia nha hang thiéu chuyén nghiép, chua tan dung tot kénh truc tuyén
nay.

- Thiéu co ché phan quyén nén chua tdi wu thoi gian giai quyét khiéu nai. Chwa xay
dung dugc quy trinh thong nhat dé giai quyét khiéu nai.
2.6.KET LUAN

Chuong 2 da phan tich téng thé vé thuc trang hoat dong cham soc khach hang tai
Cong ty TNHH MTV Hoa Tai Loc. Ngoai ra, chuong nay da 1am rd nhiing loi thé canh
tranh ciing nhu nhimg thach thirc ma doanh nghiép dang ddi mat. Du cong ty da c6 su
dau tu dang ké vao hé théng nha hang va chét lugng dich vy, nhung van tdn tai mot s6
han ché, nhu k¥ ning xur 1y tinh huéng ctia nhan vién chua hoan thién, hé théng quan 1y
khach hang chua tbi wu,... Day s& 14 co so dé dé xuat cac giai phap cai tién va hoan thién
hoat dong cham séc khach hang trong cac chuong tiép theo, nhim nang cao sy hai long

va long trung thanh cta khach hang.
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CHUONG 3: PE XUAT GIAI PHAP HOAN THIEN HOAT PONG CHAM SOC
KHACH HANG TAI CONG TY TRACH NHIEM HUU HAN MOT THANH
VIEN HOA TAI LOC

3.1.CAN CU DE XUAT GIAI PHAP
3.1.1. Pinh hwéng phat trién ciia cong ty trong giai doan 2025 — 2030

Trong bdi canh nganh dich vu 4m thuc ngdy cang canh tranh va xu hudng tiéu
dung thay d6i nhanh chong, Cong ty TNHH MTV Hoa Tai Loc dinh hudng phat trién
theo hudng chuyén nghiép hoa, nang cao chét luong dich vu va mé rong thi phén. Dinh
huéng cu thé nhu sau:

- Cai thién vé chat luong: tap trung vao phat trién ca vé chat luong san pham lan
chét luong dich vu nha hang. Pau tu vao ngudn nguyén liéu twoi song, an toan va co
ngudn gbc 16 rang dé dam bao chat lugng moén an va cai tién cong thic ché bién, da
dang hoa thyc don. Nang cao k¥ nang phuc vu va phong cach chuyén nghié¢p cho doi
ngti nhan vién.

- Ung dung cac giai phap cong nghé: Tdi uu hoa quy trinh van hanh théng qua viée
tan dyung triét dé hé thong quan 1y nha hang (POS). Tich hop hé théng dit ban online,
chatbot tra 101 ty dong va quan 1y danh gia truc tuyén dé tranh bo 16 cac khach hang.

- Huodng t6i phat trién 10ng trung thanh cua khach hang: tap trung vao xdy dung moi
quan hé than thiét voi cac dbi twong khach hang quan trong ciia doanh nghiép. Trién
khai chuong trinh va cac su kién tri an dé gia ting mtc do gin bo va giir chan khach
hang lau dai.

- Mo rong thi trudng va phat trién chudi thuong hiéu: Xay dung va cing ¢ thuong
hiéu Ot Xanh thanh chudi nha hang c6 nhan di¢n déng nhét, nhung linh hoat vé concept
dé phu hop véi timg d6i twong khach hang muc tiéu.

3.1.2. Muc tiéu kinh doanh ciia cong ty trong giai doan 2025 — 2030

- Tang d6 nhan dién ddi vai chi nhanh méi Ot Xanh Garden va dua chi nhanh nay
phat trién manh hon hai chi nhanh truéc d6. Bién chi nhanh nay thanh diém dén ua thich
cua khach hang nho khong gian san vuon thoang mat va phong cach phuc vu chuyén
nghiép.

- M6 rong t€p khach hang muc ti€u, khong chi huong téi khach dia phuong ma con

thu hut khach du lich, khach doanh nghiép thong qua cac chién lwgc marketing da kénh.
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- bat myc tiéu dat mure do hai long cao nhét cta khach hang thong qua viéc lién tuc
céi tién chat lwgng mon an, dich vy va trai nghiém tai tat ca cac chi nhanh.

- Dit muc tiéu xay dung doi ngii nhan sy véi k§ ning giao tiép tét, xir 1y tinh hudng
linh hoat va tinh than phuc vu tan tdm, gép phan tao dung uy tin va hinh anh thuong
hiéu.

- D@)ng bo hoa chat lugng phuc vu gitra cac chi nhanh, ddm bao moi chi nhanh déu
cung cap dich vu dat tiéu chudn cao va dong nhit, tao an tuong tot va duy tri su trung
thanh cua khéach hang.

- Tich hop hé thdng dit ban online, chatbot tra 11 ty dong va phin mém quan 1y
khach hang (CRM) dé nang cao hiéu qua chim soc khach hang.
3.2.MOT SO GIAI PHAP HOAN THIEN HOAT PONG CHAM SOC KHACH
HANG TAI CONG TY TNHH MTV HOA TAI LQC
3.2.1. Xay dung co sé dir liéu hang

Trién khai cong téc thu thap dit liéu khach hang tai Cong ty TNHH MTV Hoa Tai
Loc.
< Poi véi khach hang ca nhin

- Muc tiéu:

e Thu thap thong tin co ban va phan hoi tir khach hang moét cach thuan tién.

e Xay dung co so dir liéu dé trién khai cac chuong trinh wu dai, tri 4n khach hang.

- Phuong thure thyc hién:

e Thiét ké form thong tin khach hang véi cac trudng co ban gdm: ho tén, s6 dién
thoai va phan hoi vé san phém va dich vu.

e Inmi QR va dit tai ban dn: Ma QR s& dan truc tiép dén form théng tin, gitip khach
hang d& dang quét ma va dién thong tin ngay tai ban.

e B0 phan van hanh co thé hoi tham khach hang tryc tiép va chu dong dién thong tin
vao phiéu cho khach hang va mdi ban yéu cau it nhit phai c6 mot phiéu khao sat. Mdi
ngay, quan 1y van hanh s& cap nhat form nay hang ngay, chuyén dir liéu vé file Excel
téng hop cia ting chi nhanh riéng.

Hinh 3. 1: Mdu Google Form thu thdp théng tin va phan hoi ciia khédch hang
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Kha’ch Héng Cl’la Chl'lng Tai - é’t xanh Quy khdch héy cho diém vé céc tiéu chi theo thang diém sau: *

1- Rat khong hai long

re U,
mol ngon 2- Khong hai long

3- Binh thudng
Céam on quy khach d3 lua chon hé théng nha hang Gt Xanh. D& chiing téi ¢ thé phuc vu 4- Hai Long

quy khéch 15t hon va mang dén trai nghiém am thuc tuyét voi nhat, xin vui long danh it
phit d& cung cap théng tin va chia sé y kién cta quy khéch. Moi phan hi cia quy khach
déu la dong lyc d€ ching t8i hoan thién chat lugng dich vu va sén pham.

5 Rat hailong

Xin chéan thanh cém on surtin tudng va déng hanh cla quy khdch!

Chat luong
* Biéu thi cau hoi bat bude mén dn

Huong vi
mon dn
Hovatén*

O O O
O O O
o O O
O O O
o O O

Hinh thirc
mon dn

Céau trd 10i cia ban
Théi dé phuc
vy cia nhan
vién

Téc dd phuc o o

wu

O
O
O
O
O

S8 dién thoai *

@)
@)
0]

Cau tré 16i clia ban
gia cd mén
&n va dich vu

xumng dang O O O o O
Vvoi chét
Iuong

Quy khach cdé bat ky phan hoi hodc gop ¥ ndo vé nha hang? Néu c6, vui long ghi ré
tai day, ching téi sé xem xét va phan hdi som nhat.

Cautré |&i cla ban

Hinh 3. 2: Giao dién File Excel luu trir thong tin khach hang ca nhan

Khéch Hang Cuia Chiing T6i - Ot Xanh mdingon (Cau tra ls) # m & 0 & - @ Chiasé -~ ‘
Tép Chinhsita Xem Chén Dinhdang Diliéu Céngey Tiénich Trggiop
QA 6 @ § 100% ~ ¢ % O 0 123 Micdi. > —[10|+ B I 5 A &% H-E-L-p-A- oD @Y @I @&- A
99:99
A n [ 4 o E F
KSkH v @

Quy khach iy cho diém va cdc tiéu chi theo Quy khach hily cho diém & cdc tiéu chi theo Quy khdch hily cho diém v cdc tiéu chi theo Quy khach hiy cho
1-Réft khong hai long 1- Réit khong hai long 1-Réft khong hai long 1- Réit khong hai b

Dl tho gian v Hovitin v 86dWathosl o 2-Khong hailong «  2-Khong hailong »  2-Khong hailong o 2-Khong hailong

3- Binh thutng 3- Binh thutng 3- Binh thutng 3- Binh thutmg
4 Hai Long 4 Hai Long 4-Hai Long 4 Hai Long
5 Rit hai long [Chét lvgng moén &n | 5 Rét hai 1ong [Huong vi mon an] 5 Rét hai 1ong [Hinh thire mén &n] 5 Rét hai long [Th:

< Poi véi khach hang to chire

Muc tiéu:

Xay dung mbi quan hé 1au dai véi cac cong ty, doan thé, khach du lich theo nhom.,

e Tao co s& dit liéu dé ca nhan hoa dich vy, trién khai chuong trinh uwu dai va tri an
khach hang t6 chc.

- Phuong thuc thuc hién:

e Phong ké toan s& thu thap dit liéu tir thong tin dit ban va thong tin khach st dung
dich vu dé dién vao form, gém cac thong tin sau: tén cong ty/td chirc, nguoi lién hé
chinh (tén, sb dién thoai, email), s6 14an t6 chirc tiéc, hoi hop, loai dich vu sir dung (buffet,
set menu, combo dac biét), téng chi tiéu, sb luong khach moi lan t6 chuc, yéu cau dich
vu dac biét (trang tri, setup am thanh, quay phim...).
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e MSJi lan td chire tiée, nhan vién 18 tan can cap nhat lich str hop tac vao file Excel
khach hang t chirc ciia doanh nghiép.

e Tich hop dir liéu nay vao phan mém IPOS ma doanh nghiép dang str dung dé tir
dong ghi nhan lich st str dung dich vu va thuan tién cho vi¢c tra ctru, phan tich sau nay.
Pong thoi, ciing giup dit liéu khach hang duoc dong bo gitra cac chi nhanh.

Hinh 3. 3: Giao dién File Excel lwu trit thong tin khdch hang t6 chirc

Khdchhangtdchirc # B @ D B (k- @& chiase - &
Tép Chinhsia Xem Chén Dinhdang Diliéu Céngcu Tiénich Trogidp
QU 6 c & F W0% v 4 % O 0w Micdi.- -[10]+ B I 5 A &% @ H-=S-i-k-A- o @B @Y B3I @- ~
nn
A 5 13 P e . s P | N K
KSKH v [

Thi gian ~ M hgi vién ~  Téntdchic v~ Misfthué ~ Sddiégnthoging v Emailcongty ~ SGlugng ~ Logidichvu ~ Tongchitieu ~ Yeucauthém ~ Quykhachcoba v

Hinh 3. 4: Giao dién tich hop heu giit thong tin cdc té chirc vao phan mém IPOS

Hi vién B
M3 hoi vién Q E"
Tén hoi vién B
Ngay sinh 1 « » |1 <« » 1970 *
bién thoai
Pia chi

‘ Hom thu' i
Ghi cha
Loai hai vién

Han thé | R s BT 2 L 7 [ A

| %8 webcam |
[ Load |

|88 Delete |

Toan hé théng 0

an | Bo qua 1
/

> Tinh kha thi cua giai phap xdy dung co sé dir liéu khach hang 1a cao. Viéc trién
khai form thu thap thong tin bang ma QR va sir dung Excel dé luu trix dit liéu 12 phuong
phap pho bién, véi chi phi thap va dé thuc hién. Tuy nhién, phai dam bao nhan vién thuc
hién dﬁy du va dir liéu duoc cap nhat thuong xuyén dé dat hiéu qua cao hon.

3.2.2. Xay dung chwong trinh khach hang than thiét

Sau khi xay dung dugc co sé dir liéu khach hang, doanh nghiép nén phat trién cac
chuong trinh wu dai dén khach hang.

+ Doi véi khach hang ca nhan:
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- Gui tdng qua hoac ma giam gia cho khach hang vao dip sinh nhat, tao cam giac
dac biét va khuyén khich ho dén st dung dich vy vao ngay quan trong cua ho, tao ki
niém dang nho tai nha hang.

- Khach hang than thiét c6 thé nhan dugc wu dai giam gia khi dén an tai nha hang,
dac biét vao nhitng ngay it khach hoac dip dac bi¢t. Giam 5-7% cho cac khach hang da
an trén 10.000.000 déng cua hoa don hi¢n tai va da sir dung mure chi ti€u trén 50.000.000
ddng cho tong cac hoa don trude d6 ¢ bt cir chi nhanh nao.

- Dbi véi cac khach hang c6 d¢ lai phan hoi cho nha hang, cong ty sé& lién hé va giri
mi giam gia cho khach hang vao 1an str dung dich vu tiép theo.

< Poi véi khach hang to chirc

- Dua ra chinh sach giam gia cho cac td chtrc hodc nhom khach hang dat tiéc vaoi sb
lugng 16n. Cu thé, c6 thé ap dung muc giam theo tirng nhom khach hang:

e Giam gia cho s6 luong khach 16n: giam 5-7% cho cac nhom tir 30 ngudi trd 1én.

e Giam gia cho bira ti¢c dat trudc: Tang giam gia cho cac don dit ti€c dat trudec mat
khoang thoi gian nhat dinh (giam 10% cho céc don dat trudc 2 tuan, 5% cho cac don dit
trude 1 tudn).

- Danh vu dai chiét khau cho cac to chirc, cong ty thudng xuyén dit tiéc tai nha
hang. Piéu nay c6 thé bao gdom:

e Chiét khiu cho khach hang than thiét: giam 5-15% cho cac t6 chirc da dat tiéc it
nhat 3 1an trong nam tai bat ky chi nhanh nao.

e Goi tiéc dinh ky: Cung cdp cac goi tiéc hang thang hodc hang quy voi muc gia uu
dai cho céac to chirc sir dung dich vu tiéc thuong xuyén.

- Xay dung chuong trinh VIP cho cac khach hang t6 chirc 16n hodc nhirng cong ty
dat tiéc thuong xuyén, chéng han nhu:

e Uu dai dic biét cho t6 chire VIP: cac cong ty 16n hodc khach hang di chi tiéu mot
khoan tién nhat dinh s& nhan duoc céc quyén lo1 nhu gidm gia dac biét, hoac duogc phuc
vu uu tién trong nhirng dip dac biét.

e Su kié¢n ri€ng cho khach VIP: T chirc céac su kién dic biét, cac bira tiéc riéng cho
cac khach hang VIP voi thuc don va phuc vu cao cép hon.

Dé nang cao chat lugng dich vu va gia tang sy hai long cua khach hang to chuc,
doanh nghiép c6 thé bd sung cac dich vu hd tro dic biét vao chuong trinh khach hang
than thiét.
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- Dit ban wu tién, phong VIP, cung cip dich vu trang tri san khau, voi cac thiét bi
am thanh, anh sang chat luong cao, pht hop véi quy mé va yéu cau cua khach hang.

- Cung cép dich vu chup hinh va quay phim cho céac su kién dic biét nhu 1€ ky niém,
hoi nghi, tiéc cudi... Pidu nay gitp khach hang luu gitt ky niém va quang ba sy kién.

- HO trg khach hang lva chon menu phu hop véi ngan sach cua ho, tir cac bita an
cao cap dén cac goi menu tiét kiém hon ma van dam bao chat lugng. Pay 1a mot cach
dé tao su thoai mai va linh hoat cho khach hang t6 chire su kién.

> Tinh kha thi cua viéc xdy dung chuong trinh khach hang than thiét & muc trung
binh. Can dau tu vao viéc quan Iy khach hang sao cho hiéu qua. Poi hoi ngan sach 16n
hon va kha ning dong bo dir lidu giita cac chi nhanh, nhung s& mang lai loi ich 1au dai
néu thyc hién ding

3.2.3. Cai thién hoat dong xir Iy phan hdi ciia khach hang

Sau khi thu thap phan hoi tir khach hang thong qua Google Form, dit liéu s& duoc
bd phan van hanh téng hop va phan loai thanh 3 nhom chinh: san phém, dich vu va van
d khéc.

- Bao c4o hang ngay: Mdi ngay, bo phan van hanh s& bao cao cic phan hoi da tong
hop vao nhom ndi bd cua chi cong ty.

- Dénh gia hang tuan: Cudi mdi tuan, cac phan hoi ndy s& duoc xem xét, phan tich
k¥ ludng dé danh gia mic d6 anh hudng va wu tién xir 1y. Tir d6, dé xuat cac bién phap
cai tién cu thé nham nang cao chat lugng san phém va dich vu.

- Theo ddi va cai tién lién tuc: Pinh ky, do1 ngli van hanh s¢ kiém tra lai cac van dé
d3 duoc khic phuc dé dam bao khong lap lai va lién tuc cai tién quy trinh chim soc
khach hang.

> Tinh kha thi ctia giai phap cai thién hoat dong xir Iy phan hoi ctia khach trén 1a cao.
Quy trinh nay c6 thé trién khai nhanh chong néu d6i ngii quan 1y cam két theo ddi sat
sao va phan hoi kip thoi. Tuy nhién, phai dam bao k¥ nang phan loai va danh gia phan
hdi ctia nhan vién.

3.2.4. Xay dung cac chwong trinh dao tao chim soc khach hang
Dé duy tri va nang cao chit luong dich vu, viée xay dung mot chuong trinh dao

tao dinh ky cho nhan vién 1 rat quan trong. Chuong trinh nay s& gitip nhan vién nim
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vitng k¥ ning, kién thirc va gia tri ¢t 15i ciia nha hang, déng thoi nang cao hiéu qua
cong viéc va tao ra moi truong lam viéc chuyén nghiép.
a. Dao tao ky nang phuc vu va cham soc khach hang
% Dbi twong dao tao: Ap dung dbi voi tat ca nhan vién trong nha hang.
< Tan suat: 1 1an/ quy (3 thang/lan) + dao tao b6 sung cho nhan vién méi.
< Ngudi dao tao: Tong quan 1y va trudng cac bd phan.
% Noi dung dao tao:

- K¥ nang giao tiép hiéu qua: Giup nhan vién tao an tugng tot, xay dung mdi quan

hé than thién véi khach hang, tang su hai long va gitr chan khach.

e Su dung ng6n ngir lich sy, chuyén nghiép.

e Ling nghe chu dong: nhin vao mit khach, gat dau thé hién sy cha y, khong ngét
101.

e Cach phan hdi tich cuc, ngay ca véi yéu cau khé hodc thai do khong hop tac.

e Giao tiép phi ngdn ngit: biéu cam khudn mit, tu thé dimg, ctr chi tay.

- K§ ning xt 1y tinh hudng va khiéu nai: Nhan vién biét cach giit binh tinh, xir 1y
tinh hudng khéo 1éo, tranh leo thang cing thang.

e Nhan dién céc loai tinh hudng kho: khach phan nan, khong hai long vé mon an,
dich vu cham...

e Céc bude xir ly: Binh tinh — Ling nghe — Xin 161 — Pua giai phap — Theo doi két
qua.

e Thuyc hanh cac tinh hudng thuc té (role-play).
< Panh gia: Dua vao quan sat thuc té trong cong viée va phan hoi ciia khach hang.
b. Do tao vé quy trinh 1am viéc va quy dinh nha hang
< Dbi twong dao tao: Ap dung dbi voi tat ca nhan vién trong nha hang.

% Tan suét: 2 1an/nam + bat budc cho nhan vién mai trude khi vao ca.
¢ Nguoi dao tao: Quan 1y cac bo phan va quan 1y nhan su.
* NOi dung dao tao:

- Quy trinh lam viéc: Pao tao theo quy trinh 1am viéc tiéu chuan cta cong ty da xay
dung va dung chung cho toan bd hé théng. Pdng bo hoa quy trinh dé dam bao trai
nghiém khach hang nhat quan va chuyén nghiép.

- Quy dinh noi bo: Nhan vién hiéu va tuan tht ndi quy, tao méi truong 1am viée ky

luat va an toan.
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e Gio gidc lam viéc, quy dinh vé trang phuc, thai do lam viéc.
e Chinh sach nghi phép, tang ca, xu ly vi pham.
e Cam két bao mat, vé sinh an toan thuc phém.
< Danh gia: Kiém tra 1y thuyét ndi quy/quy trinh thudng xuyén va bit ngd.

c. Do tao k¥ ning ban hang va thic diy doanh thu

s DOoi turong dao tao: Quan ly, ca trudng bd phan van hanh va nhan vién order hai

% Tan suit: 3 1an/nim hodc trudc cac chuwong trinh méi ctia nha hang.
% Ngudi dao tao: Tong quan 1y hodc chit doanh nghiép.
¢ NOoOi dung dao tao:
- K¥ nang gioi thi¢u mon va upsell: Tang gid tri don hang trung binh, giup khach
hang co trai nghiém phong phu hon.
e Cach doc tam ly khach dé goi y mén phu hop.
e Gidi thi€u combo, moén dac bi€t trong ngay, mén mai.
e Sir dung ngdn ngir hap din, tao cam giac to mo.
- Tao 4n tuong voi khach hang: Tao su khac biét va gén két gitta khach hang va nha
hang.
e Don tiép voi phong thai niém nd, than thién.
e Ghi nhé khach hang quen, s¢ thich, nhu cau dic biét.
e Ca nhan hoa dich vu: nhé khach udng nudc gi, dn cay hay khong, di ing thyc
pham. ..
< Panh gia: Theo ddi doanh thu binh quan/nhan vién sau dao tao va kiém tra bang
tinh hudng upsell.
d. Do tao vé ky ning lam viéc nhém va viin héa cong ty
% Dbi tuong dao tao: Toan by nhan vién cua nha hang.
< Tan suat: 1 lan/nam (team building két hop dao tao) va 1dong ghép dinh ky trong
hop ndi bo.
< Nguoi dao tao: Tong quan 1y, quan 1y bo phan hodc quan 1y nhan sy.
¢ NOoi dung dao tao:
- K¥ nang 1am viéc nhom: Tang su phdi hop hiéu qua, giam 16i trong qua trinh phuc

vu.
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e Phan cong vai tro r0 rang trong ca lam vigc.
e KV nang ho trg dong dodi khi co su co.

e Giao tiép nodi bo giira cac bd phan (bép — phuc vu — thu ngan...).

Hiéu va thyc hanh vin hoa doanh nghiép: Gin két ndi bo, xay dung ddi ngii dong
déu va tan tam.

e Gia tri c¢dt 16i: “Khach hang 1a trung tam”, “Chét luong 13 wu tién”, “Tén trong —
Hop tac — Trach nhiém”.

e Hanh vi tng xt voi dong nghiép, khach hang, cap trén.

e Long ty hao va cam két v6i thuong hiéu.

< Panh gia: Quan sat sy phdi hop nhoém trong van hanh thuc té.

» Tinh kha thi & cac chuong trinh dao tao chi la trung binh. Tuy khong doi héi cao
vé chi phi nhung lai cAn mot khoang thdi gian dai va véi tan sudt cao dé cai thién chat
lugng dich vuy.

3.2.5. Pong bd chit lwgng sin pham giira cac chi nhanh

Pé dam bao mén an ludn dat tiéu chuan chat lugng, v€ sinh va nhét quan gifra cac
chi nhanh, nha hang thiét 1ap quy chuan ché bién va kiém soat chat lugng moén an va
dua ra cong thirc chuan dé ap dung cho toan bo chi nhanh cta cong ty. Nham dam bao
mon an tai tit ca chi nhanh dugc ché bién dung cach, dong nhat vé huong vi, két cau va
hinh thtrc. Cong thirc ndu phai thé hién rd cac ndi dung sau:

- Nguyén li¢u: Ghi rd tung loai nguyén li€u, dinh lugng chinh xé4c (theo g/ml) va
tiéu chuén lya chon (d6 tuoi, xuat xr...).

Céch so ché: Hudng din chi tiét tirng budc so ché.

Quy trinh ché bién: Cac bude ndu an cu thé kém hinh anh minh hoa néu can.

- Thoi gian va nhiét d6: Mdi bude niu ghi rd thoi gian va muc nhiét trong tng.
Thiét 1ap bang thoi gian ché bién chuan cho tirng mén. Sau d6 tap huan nhan vién bép
vé viéc dong hd bam gid trong bép. Két hop kiém tra thir nghiém ngiu nhién hing tuin
dé danh gia do chinh x4c trong thoi gian phuc vu.

- Yéu cau hoan thién: Hinh anh mau thanh phrflm, ghi chu vé d06 chin, mau sic, huong

vi mong muon.
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Dong thoi, dinh ky kiém tra chat luong mén an tai cac chi nhanh mdi thang 1 1an.
Cong tac kiém tra chét luong s& do chii doanh nghiép sé& truc tiép kiém tra. Str dung céc

phuong phap kiém tra sau:

Huong vi: Boi chi€u vd1 mén mau chuan, kiém tra do man/ngot, mui dic trung.

Thoi gian ché bién: So sanh vai thoi gian chuan, kiém tra tinh trang chin téi.

Trinh bay mén an: So sanh vi1 hinh anh mau, danh gia tham my, bo cuc, mau sac.

V¢é sinh bép: Kiém tra bé mat 1am viéc, cong cu dung cu, kho nguyén li¢u, ti lanh.

> Viéc dong bo chat lugng san pham gitta cac chi nhanh c6 tinh kha thi trung binh.
Viéc dong bd quy chudn ché bién va kiém soat chat luong doi hoi sy cam két tir doi ngii
bép va quan 1y, cing véi chi phi dau tu vao kiém soét chat luong.

3.2.6. Cai thién website ciia cong ty

Trang web hién tai ciia doanh nghiép dang qua don gian, chua du dé thu hut dugc
cac ddi twong khach hang t6 chirc. Pau tu ning cip website voi giao dién chuyén nghiép,
tich hop hé théng dit ban online hd trg khach hang va danh gia truc tuyén.

- Giao dién chuyén nghié¢p: Website can c6 mot thiét ké hién dai, dé& sir dung va phan
anh ding phong cach ciia nha hang. Giao dién t6i gian nhung van ndi bat dugc cic mén
an va dich vu. Pam bao rang trang web c6 thé t6i wu héa trén tat ca cac thiét bi, bao gdm
may tinh, dién thoai va may tinh bang. Van 1ay tong mau xanh 14 lam chu dao.

- Hé théng dat ban online: Tich hop mot hé théng dat ban d& sir dung, cho phép
khach hang dat ban tryc tuyén mot cach nhanh chong va thuén tién. Cac tinh ning nhu
chon thoi gian, ngdy thang, va s luong khach s& gitip khach hang 1én ké hoach tot hon
cho budi dn ciia minh.

- Dénh gid tryc tiép dén cong ty thong qua ma Qr duoc dinh kém bén canh, nham
giam tinh trang khach hang binh luan ngay trén cac nén tang xa hoi. Ciing nhu gitp
doanh nghiép c6 thé tim dén va lién hé dén nhirng khach hang co6 khiéu nai dé giai quyét
van dé.

- Website con cung cap thong tin vé& gia ca moén an va cac combo, giup khach hang
dé dang tham khao trude khi dén nha hang, tir 46 nang cao tinh minh bach va tao sy tin
tudng cho doanh nghiép.

- Cai thién ndi dung website: Cap nhat ndi dung thudng xuyén véi cac bai viét vé

thuc don, su kién dac biét, hodc chuong trinh khuyén mii. Piéu nay khong chi giup
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website cia hap dan hon ma con ho trg SEO bang céach tao ra nhiéu ndi dung maéi va
hap dan cho cong cu tim ki€ém.

Hinh 3. 5: Giao dién website dé xudt

= Trang chi Hai s Khong gi M Dit b
— disin ng glan am @@ O

m
1T

I
LRI

Gio m¢ cura: 9:00 - 0:30

DAT BAN NGAY!
char‘/n Hai san Khéng gian Menu Patban @ @ @

HE THONG NHA HANG

Gt Xanh

OT XANH MO1 NGON

Nha hang Ot Xanh 1a diém dén ly tudng tai Da Nang danh cho
thyc khach yéu thich hai san tuoi séng va khong gian sang
trong. Vi thiét ké hién dai, réng rai cung thuc don phong phy,
Gt Xanh phuc vu da dang cac mén hai san cao cdp nhu tém hum,
cua, ghe, ca hoi, so diép,... dugc ché bién tinh t& dam da huong
vibién.

Ngoai hai san, nha hang con cé nhiéu lya chon mén an hap dan
phi hgp véi moei khdu vi. Dich vu chuyén nghiép, tan tam cung
khéng gian &m cung chinh la 1y do Ot Xanh luén 1a lya chon
hang dau cho nhirng buéi tiéc, gap g ddi tac hay bira an bén gia
dinh.

TAM NHIN
o Hudng dén hé thong nha hang hang dau, 1a lya chon uu tién

ctia khéach hang, cung cdp 8m thyuc tuoi méi, khéng gian dang
P ”n
cép.

. o CS2: Ot Xanh Ocean
sU’ MENH
# Cung cdp mén an tuoi mdi, chat lugng cao tir hai san Pa

Néang va mang dén khéng gian thuéng thic dang cép, sang trong
véi gia ca binh dan. "

GIA TRI COT LOI

Chét lugng - Tan tam - Chuyén nghiép - Khach hang la
trong tam — Khéng gian dep. "

CS3: Ot Xanh Garden

DAT BAN NGAY!
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Menu Patban @ @ @

CUA HOI AN

S Trang chu Hai san Khong gian Menu Pat ban @ @ ©

CS1: Gt Xanh Quan CS2: Ot Xanh Ocean CS3: Ot Xanh Garden

o Trang chu Hai san Khong gian Menu Patban @ @ @

CS1: Ot Xanh Quan CS2: Gt Xanh Ocean CS3: Ot Xanh Garden
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otxann

>

otxann

Trang chua Hai san Khong gian m Dat ban

ALACART COMBO

PREMITM (OMBO

MENU

Trang chu Hai san Khéng gian m bat ban

ALACART

CS1: Gt Xanh Quan CS2: Ot Xanh Ocean CS3: Ot Xanh Garden

@@®O

@@®O

=)

otxann

Trang chu Hai san Khéng gian m Dat ban

COMBO

CS1: Ot Xanh Quan CS2: Ot Xanh Ocean CS3: Ot Xanh Garden

SET MENU SET MENU SET MENU

SET MENU SET MENU SET MENU

@@®O
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=

oCtxann

Trang chu Hai san

Thong tin lién hé

Goi ngay: 0905 04 22 88

Hoat dong: Thir 2 - Chu nhat

MG ctra: 9:00 - 00:30

Email: otxanh.marketing@gmail.com

wonggan e (IO ® ©
DANG KY DAT BAN NGAY
(HoTen )
(ssamnvon )
Cigay o =)
(ohi nbanh v)
(roigmn @) (sonomi )

@®O©

DAT BAN

Bl Theo ddi Trang

Onnaen Gcnsn sz

Google Maps

- e Fanpage Facebook
Quét ma de
danh gia 2 i
1 Ot Xanh O'éea‘éésggﬁhtt
ngay. 7803 ngBithecds G

> Tinh kha thi & mirc cao, tuy doi hoi chi phi dau tu ban dau cho thiét ké va phat

trién website, nhung mang lai lgi ich 16n vé mat hinh anh thuong hi¢u va trai nghiém

khach hang truc tuyén

3.2.7. Thiét 1ap co ché phan quyén ré rang

Dé thiét 1ap co ché phan quyén cu thé trong xir Iy khiéu nai, cong ty co thé xay

dung hé thdng phéan loai muc do khiéu nai kém theo quyén han xir Iy twong tng cho

tung cap nhu sau:

Murc do Loai tinh hudng Vidu Nguwoi xir ly
Tinh huong pho | Mén an ra cham, thiéu Nhan vién phuc vu/
bién, dé& xir 1y, mon, mén ngudi, nham :

Mirc 1: Nhe i o ’ ca truong giai
khong gay ton mon, ... quyét tai chd
thét
Mirc 2: Trung | CO the gay anh Mén an khong dung yéu | Can can thiép ciia
binh huong den trai cau, d6 an kém chat

quan ly/ ca truong
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nghiém khach lugng, thai do phuc vu
hang, can xin 16i | chwa dung muc...

va boi thudng nhod

GAy anh huong | Phan 4nh v& an toan thye | Quan 1y / Tong
nghiém trong, pham, xtic pham tir nhan quan ly / Ban giam
khéch hang tic | vién, khach hang doi gap | 40¢ (Chi doanh
gidn, de doa khiu | giam ddc, khach bj dj tmg | nghiép)

Mirc 3: Nang | nai cong khai do mon &n, tranh ci 16m,
hoac ro1 bo review ti€u cuc lén mang

xa hoi, khach to cao ltira

dao,...

Quyén han cac cap:

Ca trudng:

Xt 1y ngay tai chd cac khiéu nai mire do nhe.

C6 quyén giam gi, ting moén, d6i mén mién phi néu khach chua hai 96ong.
Ghi nhan vao s6 phan anh va bao cdo cho quan 1y ca sau hodc tong quan 1y.

Quan ly:

Xtr Iy khiéu nai mirc do trung binh va giam sat cc tinh hudng mirc d6 ning.

Co quyén xin 16i chinh thirc, hoan tién mot phan hoic toan b, ting voucher hoic

uu dai lan sau.

Ra quyét dinh vé xtr Iy nhdn sy (nhic nhé / luan chuyén cong viéc).
Puoc phép thay mit giam dbc xin 18i khach va hen lich giai quyét tiép theo.
Tong quén ly / Ban giam doc:

Truc tiép xir Iy cac khiéu nai nghiém trong lién quan dén thuong hiéu, phap 1y hozc

khach hang VIP.

C6 quyén dam phan, thuong lugng va xir Iy dic biét (hoan tién, xin 16i cong khai,

hd trg chi phi phat sinh...).

Pua ra céc di€u chinh ndi bo dai han va cai tién quy trinh dya trén khi€u nai.

96



> Tinh kha thi cao, c6 thé trién khai ngay v&i chi phi thap, cha yéu 1a xay dung quy
dinh va dao tao nhan vién vé quyén han xir 1y khiéu nai. Tuy nhién, phai c6 su kiém soat
chit ch& dé tranh tinh trang lam quyén.
3.3.KET LUAN
O chuong 3 nay, t6i di dé xuat mot sé giai phap hoan thién hoat dong chim soc
khach hang tai Cong ty TNHH MTV Hoa Tai Loc nham nang cao chit lugng dich vy va
gia ting sy hai long cua khach hang. Trong tAm ctia chuong nay bao gom viéc xay dung
co s dir liéu khach hang chi tiét cho ca c4 nhan va t6 chirc, trién khai chuong trinh
khach hang than thiét va cai thién quy trinh xir Iy phan hoi. Ngoai ra, chuong ciing nhan
manh tim quan trong cta viéc dao tao nhan vién vé k¥ nang phuc vy, xur 1y tinh hudng
va dong bo chét luong gitra cac chi nhanh. Cac giai phap nay khong chi tip trung vao
viéc ti wu trai nghiém khach hang ma con hudng t&i phat trién bén viing va dong nhat
hinh anh thuong hiéu. Pay 1a nén tang quan trong gitip cong ty ciing cb vi thé trén thi

truong, tao loi thé canh tranh va xay dung méi quan hé 1au dai v4i khach hang.
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KET LUAN CHUNG

Trong boi canh nganh dich vu F&B tai Viét Nam ngay cang phat trién va canh
tranh khéc liét, viéc nang cao chét luong dich vu va cham soc khach hang da tr¢ thanh
yéu t6 song con ddi véi cac doanh nghiép, cang dic biét quan trong hon ddi véi nganh
nha hang. Khoa luan nay da tap trung phan tich thyc trang hoat dong cham séc khach
hang tai Cong ty TNHH MTV Hoa Tai Loc, tir d6 dé xuat nhiing giai phap cu thé nham
nang cao chat luong dich vu va gia ting sy hai long cua khach hang. Thong qua qua
trinh nghién ctru, khoa luan da dat dugc mat sb két qua ndi bat:

- Xay dung nén tang kién thirc viing chic vé hoat dong chim soc khach hang. Diéu
nay gitp xac dinh rd tAm quan trong cla viéc tao dyng moi quan hé bén viing v4i khach
hang va xay dung long trung thanh — yéu t6 then chdt dé phat trién lau dai.

- Pénh gia chi tiét vé cac khia canh ciia cong ty. Du cong ty di dat dugc nhiéu thanh
tyu, nhu xay dung dugc thuong hiéu uy tin va mé réng quy mo kinh doanh, nhung van
ton tai mot sd han ché trong hoat dong CSKH.

- Dua ra cac giai phap thiét thuc nhu xay dung co sé dit liéu khach hang, phat trién
chuong trinh khach hang than thiét,...

Tuy nhién, do gidi han vé thoi gian va pham vi nghién ciru, khoa luan nay van con
mot sd han ché nhit dinh. Cu thé, viéc phan tich thuc trang chu yéu dua trén dir liéu nd1
bd va phan hoi tir khach hang hién tai, chua thé bao quét hét cac yéu td tac dong khac.
Ngoai ra, mot s6 giai phap dé xudt méi chi tip trung vao cai tién quy trinh ndi bo ma
chua khai thac triét dé tiém niang cong nghé hay céac chién luoc canh tranh véi dbi thi.
P4y sé& 1a nhirng khia canh can dwgc nghién ciru su hon trong cac cong trinh tiép theo,
nham dwa ra cac giai phap toan dién va hiéu qua hon.

V61 nhitng nén tang da xay dung, hy vong khoéa luan nay sé 1a tai liéu tham khao
hiru ich cho ban lanh dao Cong ty TNHH MTV Hoa Tai Loc trong qua trinh cai tién chét
luong dich vy, ndng cao sy hai 10ng va 10ng trung thanh ctia khach hang, gop phan ciing
6 vi thé canh tranh trén thi trudng. Dong thoi, ddy ciing s& 12 ngudn cam hing cho céc
nha nghién ciru va sinh vién trong viéc tiép tuc kham pha va phat trién cac giai phap
sang tao trong linh vuc cham séc¢ khach hang.

Xin chan thanh cam on cic thay c6, ddng nghiép va gia dinh dé hd tro, huéng dan

va dong hanh cling toi trong subt qua trinh thyc hién khoa luan nay.
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5. Tai san thiéu ché i ly
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[03] Mi s6 thué: 0401590395

CHI TIEU
1
. Doanh thu bin hing va cung cap dich vu
Ciac khoan giam trir doanh thu
. Doanh thu thuén vé bin hing vi cung cip dich vy (10= 01-02)
. Gid vén hing bin
. Lgi nhudn gdp vé bin hing vi cung cap dich vu (20=10-11)

. Doanh thu hoat ding tai chinh

b - B

. Chi phi tai chinh

- Trowg di: Chi phi 13 vay

8. Chi phi quéin 1Y kinh doanh

9. Lyi nhudn thuén tir hoat déng kinh doanh (30 = 20 + 21 - 22 - 24)
10. Thu nhip khac

11. Chi phi khsic

12. Lyi nhufin khie (40 = 31 - 32)

13. Ting lgi nhugn ké tedan trwde thué (50 = 30 + 40)

14. Chi phi thué TNDN

15. Loi nhudin sau thué thu nhip doanh nghiép (60=50 - 51)
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PHU LUC
BAOQ CAOQ LUU CHUYEN TIEN TE
{Theo phicong phdp true tiep)

Nam 2023

[02] Tén ngwivi ndp thué: CONG TY TNHH MTV HOA TAI LOC
[03] Mi s6 thué: 0401590395

Chi tiéu

. Luu chuyén tién tir hoat déng kinh doanh

_Tién thu tir bin hing, cung cip dich vy vi doanh thu khic

(]

. Tién chi tra cho ngudi cung cip hing héa, dich vu

fd

_ Tién chi tra cho ngudi lao déng

- Tién 1di vay di tra

n

. Thué thu nhap doanh nghiép da ngp
o.
7

Tién thu khac tir hoat déng kinh doanh

. Tién chi khic cho hoat déng kinh doanh

Liew chuyén tién thudn tiv hoat ding kinh doanh
IL Luru chuyén tién tir hoat dgng diu tur

1. Tién chi d& mua sim, xiy dung TSCH, BDSDT vi céc tii san dii han
khic

2. Tién thu tir thanh 1%, nhurong bin TSCH, BDSDT va cic thi sin dai han
khac

3. Tién chi cho vay, diu fur gop von vio don vi khic

4. Tién thu hdi cho vay, diu tr gép vin vio don vi khic
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3. Tién thu tir di vay

4. Tién tra ng gde vay va ng thué tai chinh

5. C6 tire, loi nhudin di tra cho chi sé hifu

L cluiyén tién thuin tir hogt djing 1di chinh

Luru chuyén tién thudn trong ki (50 = 20+30+40)
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Lgi nhudn sau thué chua phin phii  3.723.776.386 0 2.348.620.594 003.258.465  5.169.138.515 ]
Lagi ahuiin chua phin phdi ndm trse 2.954.604.416 0 769171970 0 3.723.776.386 1]
Lgi nhudin chua phin phdi ndm nay 769171970 0 1579448624 003238465 1.445362.129 [i]

LOAI TAI KHOAN DOANH THU
d“;::“"’g"‘“ ban hng va cung cip o 0 3L.767.306.595 33767306595 o o
Dxoanh thu bin hing hoa 1] o 1] ik o 1]
Diganh thu bin thanh phim 1] o 0o 1} o 1]
Doanh thu cung cip dich vy 1] 0 33767306595 33.767.306.595 0 1]
Doanh thu khéc [i] 0 0 0 0 [i]
Daanh thu hogt ding tii chinh [ [] 133,414 133,414 [] [

LOAI TAIKHOAN CHI PHI SAN

XUAT, KINH DOANH
Mua hing ] L] [} 1] L] ]
Gid thanh sin xudt [ [] [ 0 [] [
Gid vin hang bin [ 0 Z6.SSHSITANE  26.858.517.188 [] [
Chi phi tai chinh [ [] 18.792.740 18.792.740 [] [
Chi phi quén 1§ kinh doanh [ 0 92TTLAS0GIE  9.27T.080.618 [] [
Chi phi ban hing 1] 0 5702007449 5.702.007.449 0 1]
Chi phi quén I¥ doanh nghiép 1] 0 35TRITIIGG . 3STAATRIGE 0 1]
LOAI TAI KHOAN THU NHAP
KHAC
Thu nhip khic ] 0 LI45.502370 1145502370 [] ]
LOAT TAT KHOAN CHI FHI KHAC
Chi phi khéc [ [] 203,793,662 203.793.662 [] [
Chi phi thud thu nhip doanh nghiép [} o 1] L] o [}
TAI KHDAN XAC BINH KET QUA
KINH DOANH

Xic dinh két qui kinh deanh ] 0D 36.492.390.703  36.492.390.703 [] ]
Ting cing 14.217.810.861 14.217.810.861 225.652.017.256 225.652.017.256 16378343318 16.378.343.318
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CONG HOA XA HOI CHU NGHIA VIET NAM

Bic lip-Twr do-Hanh phiic

BAO CAO TINH HiNH TAI CHINH
Tai ngay 31 thang 12 nam 2024

(Ap dung cha doanh nghiép dap img gid dinh hoat déng lién tuc)

[01] Tén ngwii np thué: CONG TY TNHH MTV HOA TAI LOC

[02] M sd thué: 0401590395

[03] Bria chi: 57 Xuan Tam, Phurdng Thuan
Phurére

[06] Bién thoai:

BCTC di dwge kiém todn: []

Y kién kiém todn:

CHI TIEU
1
TAI SAN
L. Tién va cic khodn tuong dwong tién
IL. Biu tir thi chinh
1. Chimg khoan kinh doanh
2. Pdu tw ndm giit dén ngdy dao han
3. Bu tr gép von vio don vi khic
4. Dy phong ton thit diu tu ti chinh (*)
II1. Cac khoan phai thu
1. Phai thu cua khach hing
2. Tra trude cho ngudi ban
3. Van kinh doanh & dom vi true thude
4. Phai thu khic
5. Téi san thidu chiy xi 1y
6. Dy phong phai thu khé doi (%)
IV. Hing tin kho
1. Hang tén kho
2. Dy phong gidm gia hing t6n kho (*)
V. Tai san ci dinh
- Nguveén gid
- Giid tri hao mon liy ké
V1. Biit diing san diu fir
- Nguvén gia
- Gid tri hao mon liy ké (*)
VIL XDCR do dang
VIIL. Tai sin khic
1. Thué GTGT duoc khau trir

2. Tai san khic

[04] Quiin/Huyén: Quin Hai
Chéiu
[0°7] Fax:

TONG CONG TAIL SAN (200=110+120+130+140+150+160+170+180)
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[05] Tinh/Thianh phl‘): Pa
Nﬁng
[08] E-mail:

Miu si: BOla - DNN
(Bar kanh thes Thing e 5o
J132006TT-BTC mypeaw
D206 coa B Tai chink)

B vy tién: :?rf::g VN

Mi s6 Thuyét minh 56 cudi nim Si diiu nim
2 3 4 5
110 (11L01) 1.681.269.558  4.576.836.668
120 (11L0S) 0 ]
121 0 [
122 4 0
123 0 0
124 0 [}
130 $97.808.694 310.323.500
131 348213500 238.323.500
132 256.000.000 24.000.000
133 0 0
134 293,505,104 43.000.000
135 0 [
136 0 [
140 042.148.566 8§82.132.494
141 (I11.02) 042148566 B82.132.494
142 4 0
150 (111.03.04) 1.780.323.530 3.107.531.503
151 4.022.049.804  5.040.164.282
152 (2.241.726.274)  (1.932.632.779)
160 0 1}
161 4 0
162 0 [
170 SHO.844.928 1}
180 (11L.05) 750.483.881 440.541.859
181 4 0
182 T50.483 881 440.541 859
200 6.641.879.157  9.317.366.024




NGUON VON
I. Ny phai tra

. Phai tra nguén ban

. Nguéi mua trd tién trrde

. Thué va cac khoan phai nip Nha nurdc
. Phai tra nguéi lao dong

. Phai tra khic

2

3

4

3

6. Vay vi ng thué tai chinh

7. Phai trd néi bd vé vin kinh doanh
& Dur phong phai tra

9. Quy khen thuong, phic lgi

10. Quy phat trién khoa hoc v cong nghé
1L Viin chi s hiru

1. Von gop cia chi s hiru

2. Thang dir v6n ¢ phin

3. Von khic cua chi sir hiru

4. Co phigu qui (*)

5. Chénh lgch tv gia hoi dodi

6. Ce qui thude von chi so hi

7. Loi nhudn sau thué chua phin phéi

TONG CONG NGUON VON (500=300+400)

NGUOI LAP BIEU
(K, Ghi rd ho tén)
Phan Thu Suong

300
in
312
313
314
315
il6
317
318
319
320
400
411
412
413
414
415
416
417
S00

T.838.382.636
6.513.716.194
19.800.000
1.289.923.569
0

(HL06)

14.942.873
0
0
0
0
0
{1.196.503.479)

R.000.000.000
0
0
0
0
0

(9.196.503.479)
6.641.879.157

6.486.504.539
5.446.106.114
11.794.000
1.026.684.425
[}

1.920.000

[
[}
[}
[
[}
2.830.861.485
R.000.000.000
[}
[
0
[
[

(5.169.138.515)
9.317.366.024

KE TOAN TRUONG
(K, Ghi rd ho tén)

i ( Ky dign tl béi: CONG TY TNHH MTV HOA TAI LOC.
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Lap ngdy 31 thang 12 nam 2024
NGUOI BAI DIEN THEQ PHAP LUAT
(KV, Ghi r ho tén, Bing ddu)
Nguyeén Truong Tii



PHU LUC
BAO CAO KET QUA HOAT BONG KINH DOANH

Nim 2024

[02] Tén ngwii ndp thué: CONG TY TNHH MTV HOA TAI LOC
(03] Ma sd thué: 0401590395

CHi TIEU
1

1. Doanh thu bén hang vi cung cip dich vy
. Cie khoan giam trir doanh thu
. Doanh thu thuin vé bin hing v cung cip dich vy (10= 01-02)
. Gid von hing bin
. Loi nhudn gop vé ban hang vi cung cip dich vu (20=10-11)
. Doanh thu heat ding tai chinh

=1 ;W o

. Chi phi tii chinh

- Trong dd: Chi phi lai vay

#. Chi phi quan I¥ kinh doanh

9. Lgi nhudin thuin tir hoat ding kinh doanh (30 = 20 + 21 - 22 - 24)
10. Thu nhip khic

11. Chi phi khic

12. Lo nhudfin khic (40 = 31 - 32)

13. Téng lyi nhuin ké toin trede thué (50 = 30 + 40)

14. Chi phi thué TNDN

15. Loi nhudin sau thué thu nhip doanh nghiép (60=50 - 51)

NGUOT LAP BIEU
{K¥. Ghi rd ho tén)
Phan Thu Suong

v Ky dign W bdi: CONG TY TNHH MTV HOA TAI LOC.

1/1
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Mau s6: BO2
= DNN
(Ban hdnh
theo Thing
e 56
13372006/TT-
BTC ngay
20/8/ 2006
ctia Ba Tai
chink)
Bom vi tien: dong Viét Nam
Misd Thuyét minh Nim nay Nim trurdce
2 3 4 5
01 IV.08 34.100.183.056  33.767.306.595
02 0 0
10 34.100.183.056  33.767.306.595
11 28.974.373.996 26.858.537.188
20 5.125.809.060  6.908.769.407
21 86.643 133.414
22 0 18.793.040
23 0 0
24 9.335.284.273  9.277.180.618
k] (4.209.388.570) (2.387.070.837)
k]| 1.065.089.657 1.145.502.370
32 883.066.051 203.793.662
40 182.023.606 941.708.708
50 IV.09 (4.027.364.964) (1.445.362.129)
51 0 0
60 (4.027.364.964) (1.445.362.129)

KE TOAN TRUGNG
(Ky, Ghi 1o ho tén)

Lep ngdy 31 thang 12 nam 2024
NGUOL PAI DIEN THEO PHAP LUAT
(KY, Ghi rd ha tén, Béng déu)
Nguyén Triromg Tii




PHU LUC Miu s6: BO3
BAO CAO LUU CHUYEN TIEN TE - DNN
(Theo phiomg phdp triee tiép) (Ban hink
theo Thong
tie 503
1332016/TT-
Nim 2024 BTC ngdy
2648201 6
cua Bo Tai
chink)
[02] Tén ngwdi ngp thué: CONG TY TNHH MTV HOA TAILOC
[03] Mi s thué: 0401590395

Bt vi tién: dong Viés Nam

Mai Thuyét

Chi tidu o minh Nim nay Nim trirde
1 2 3 4 5

L. Luu chuyén tién tir hoat déng kinh doanh
1. Tién thu tir ban hing, cung cip dich vy va doanh thu khic 01 IR03L321.448 0 38115834198
2. Tién chi tra cho ngudi cung cip hang héa, dich vy 02 (18.155.207.814) (13.503.075.632)
3. Tién chi tra cho ngudi lao dgng 03 (7.135.239.774)  (6.577.973.694)
4. Tién i vay di tra 04 0 (18.793.040)
5. Thué thu nhap doanh nghiép 43 nop 05 (7000000007 (95 000.000)
. Tién thu khéc tir hoat déng kinh doanh 06 72,004,000 2.000
7. Tién chi khic cho hoat déng kinh doanh a7 (15.326.713.685) (16.287.971.780)
Lucu chuyén tién thudn tic hoge djng kink doanh 20 (2.583.835.825)  1.633.022.052
1L Lwru chuyén tién tir hoat ding diu tw
llhéTcién chi dé mua sim, xdy dung TSCB, BDSDT vi cic tai san dai han 2 (311.817.928) 0
Ei‘éTcién thu tir thanh 1%, nhwromg ban TSCH, BBSDT va cac tai san dai han 22 0 0
3. Tién chi cho vay, dau tr gép von vio don vi khic 23 1] 0
4. Tién thu héi cho vay, diu fr gop von vio don vi khic 24 1] 0
5. Tién thu lii cho vay, co tire va loi nhudn duge chia 25 £6.643 133.414
Luww chuyén tién thudn tic hogt ding diu nr El] (311.731.285) 133.414
1L Luu chuyén tién tir hoat djng tai chinh
1. Tién thu tir phat hanh o phiéu, nhin von gop cla chu sd hivu k]| 0 0
2. Tién tra lai v6n gop cho cie chi s hitu, mua lai ¢b phiéu cia doanh - 0 0
nghiép da phit hanh
3. Tién thu tir di vay i3 [ 0
4. Tién tra ng gbe vay vi ng thué tai chinh 34 0 (309.189.184)
5. Cé tire, loi nhudn dd tré cho chi s hitu i5 [ 0
Lueu chuyén tién thudn tiv hogt ding tai chinh 40 [1} (309.189.184)
Luu chuyén tién thuiin trong ki (50 = 20+30+40) 50 (2.895.567.110)  1.323.966.282
Tién v twong dwong tién diu k¥ 60 4.576.836.668  3.252.870.386
Anh hirdmg ciia thay d6i ty gia hii doai quy déi ngoai té al ] ]

Tién vi tuomg dwong tién cudi ki (70 = 50+60-+61) M V.1 1.681.269.558 4.576.836.668
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PHY LUC
BANG CAN BO1TAI KHOAN

Nim 2024

Mau sd: FiL
- DNN
[ Ban Bk
then Thdng
It .'.r;
13320087
BTC mgay
2682006
cuig B Tl
chiinde)

[02] Tén ngwid nip thué: CONG TY TMHH MTY HOA TAI LOC

[03] Ma 56 thud: 0401590305

S0 hign tai N .
khogn Tén tai khodn
A B
111 Tién mit
1111 Tién Viét Nam

112 Moogi 1§

112 Tién giri Ngin hang

1121 Tién Vit Nam
1122 Moogi 1§
121 Chirng khedin kinh doanh

128 Biiu tr ndm giir dén ngay dio han

1281 Tién giri co ki han

1288 Céc khoan diu t khic nim gilr dén
ngiy dio han

131 Phii tha cia khich hang

133 Thué GTGT duye khiu irie
Thué GTGT duee khdu tnr cia hing

hixd, dich vu
1332 Thué GTGT duee khdu tnr cia TSCEH
136 Phii tha nji bj
1361 Wiéin kinh deanh & don vi tnre thude
1368 Phii thu ndi bi khic
138 Phii tha khic
1381 Téi sin thidu chir xir [
1386 Cém ob, thé chidp, ky qui, ky cuge
1388 Phii thu khic
141 Tam g
151 Hing mua dang di dwimg

152 Mguyém ligu, vt lidu
153 Cing ey, dung cu

Chi phi sin xuit, kinh doanh dir
154

dang
158 Thinh phim
156 Hing hadi

157 Hing giri di bin

i Tii siim e dinh

2111 TSCD hitu hinh

2112 TSCD thué wdi chinh

2113 TRCH wi hinh

214 Hao min TSCH

2141 Hao min TSCE hiru hinh
2142 Hao min TSCE thué tai chinh
2143 Hao min TSCE i hinh

Sb dir diu ki

Ng i
1 2

4.563.197.034
4.563.197.034
i}
13.639.634
11,730,187
1.909 447
0
0

2 @ @ & &0 a & & =

]

]

=

116.529.500 L]
L] L]

o 2 =2 O

43000000
]
43.000.000
[

L]

L]
S07.015327
L]

2 e 2 82 & &5 2 8 & & a &

=

L[]

AT5.017.167
L]
S.040.164.282
5.040.164 282

S & &5 a 8 a =

1.932.632.779
1.932.632.779
L

S 2o oo 2 2o 9

[
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Bt v tién: Sdng Vier Nam

S{ phit sinh trong ki Si dur cubi ki
Ng Ci Noy Ci
3 4 5 6

3R546.3T0.260  36.492.290.458  1.617.276.836 1]
33.546.370.260 36492200458 1.617276.836 1]
0 1] 0 1]
13070730831 13120377743 63,092,722 (1]
13071730831 13121377743 62083275 ]
0 ] 1909447 ]
[] ] [ o
[] ] [ o
0 [i] 0 ]
0 [i] 0 ]
SA2TE8LT96 5025997796 3IR413.500 (1]
L0G4.334.313 1064334313 0 1]
1064334313 1064334313 0 ]
0 1] 0 1]
[] [1] ] 1]
0 [i] 0 ]
0 1] 0 1]
280,505,194 0 203505194 (1]
0 1] 0 [i]
250,595,194 0 293595194 1]
0 1] 0 1]
[] [ ] (1]
[] [ 0 1]
20.953.673.024 20983873362 476.814.989 1]
[] [ ] (1]
24.469.463.032  24.469.463.032 [ o
[] ] [ o
4505131541 4504915031 465333877 (1]
[] [ ] (1]
SRLT03.T04  LOTLBISAS2 4022040804 1]
53703704 107TLEIS.IS2  4.022.049.804 1]
0 1] 0 1]
0 [i] 0 ]
424.261.374 733.354.869 0 2.241.726.274
424.261.374 733354 869 0 2241.726.274
0 [i] 0 ]
0 [i] 0 ]



2147
7
118

2281

2288
119

2291

2292

2293
2294
41
2411
2412
2413
242

EE]]

3331
EEETN)
EEE TR
3332
3333
3334
3335
3336
3337

3338

EEELT)
EEEL N
Ll

335

3361
ERIC

3381
3382
3383
3384
3385
3386
3387
I38E
ERY)
3411
3412
352

Hao mén hét ding san diu nr

Bt ding sim din tr

B tr gdp vin vao dom vi khic

B tr vao cdng ty lién doanh, lign két
B tir khie

Dy phing tin thit tai sin

Dnr phing giam gid chimg khodn kinh
dianh

Dhr phing téa thiit ddu nr vao don vi
khic

Dhr phing phai thu khé doi

Dar phing gigm gia king tin kho
Ny dung co bin div dang

Mua sim TSCD

My ding eo ban

Sira chita Wm TSCE

Chi phi tri trudc

LOAT TAI KHOAN MO PHAI TRA
Phdi trd cho ngwivi bdin

Thué vi cic khodn phai ngp Nhi
nirde

Thué gid tri gia ting phai ndp
Thad GTGT diw ra

Thud GTGT hing whdp khd
Thué tiéu thu die bidt

Thué xudt, nhip khia

Thué thu nhip doanh nghiép
Thué thu nhip ci nhan

Thud tii nguyén

Thué nha dit, tifn thud &t
Tlmf: bio vé mdi tnrimge va céce loi
thué khie

Thud o vé mal trimg

Cidc fogi thué ke

Phi, I phi vi cic khoan phai ndp khic
Phii trd ngwii lao ding
Chi phi phai tri

Phai trd ndi bi

Phii trd néi b v vin kinh doanh
Phii trd nfi bd khac

FPhidi tri, phil nip khie

Téi =in thira chiv giai quyét
Kinh phi céng dodn

Bén hidm A hii

Béo hiém y ié

Béo hiém thit nghigp

Nhin ki quy, k curoe
Dioanh thu chura thue hign
Phai trd, phai ndp khic

Vay v nor thué tii chinh
Céie khodan di vay

Mg thué tii chinh

Dy phing phii tra

= 2o o 2 = O

S oo 2 =S o o

293226640

147315213

14731521

=== - - - - -

=

= o o 2 9o o 9 9 9 9 9 9 2 9 9 92 2 2 2 9 9

2 O O a @2 o

2 o o o e o O

S417.006.114

L026.654.425

1.026.684.425
1.026.684 425

o 0 @ @ @ O 4o o (=] o o o o o o o

:
lblj§

1.920.000

2 O O @ o o o 9o o
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= o 4o =& =2 =

L]

L]
SH9.844.928
L

589844 928
L]

L0176k 00l

1743042169

17650524848

2689552888
2689552 88K

5. 04O

5. 04O

L]
6.944.964.311
L

L

L]

L]

I89.73 1616
L]

L]
228.075.463
42,525 000
15 9040000
Li]

L]

231.153

= 2o o 2 = O

S oo 2 =S o o

T77.712.0348

18.272.652.249

1.958.292.032

2.952.792.032
2.052.792.032

oo o2 2 o 2o 92

5.300.000

1]

5.300.000

1]
6944964311
L]

L]

1]

]
301754489
1]

]
240.975.000
42525 000
18900000
1]

1]

334489

= o o

2 O O a @2 o

SHO.844.928
0
SR0.844 928
o
533.168.668

o

117315213

0
0
0
0
0
217.315.213
0
il
0

il

2 O O @ O O o0 9 9o 0 9 90 @ 9 9 e @ @ o o o

L= =R R

s e 2 2

6257716194

1.289.923.569

1.289.923 565
1.289.923 565

= e e 22 2 2

soRe e 2 2 2 2

14.942.873
1]

]
14819537
1]

]

U]

1]

123336



411
4111
4112
411§

413

418

419

421
4211
4212

i

811
21

a1

Dnr phing bao hinh san phim hing hba

Dnr phing bao hinh céng trinh xiy
dung

Dnr phing phai tra khac

Qui khen thwimg, phic lgd

Qg khen thuimg

Qui phic loi

Qg phaic loi 83 hinh thanh TSCE

Ou§ thurmg ban quén 1§ didu hinh céng
ty

Quf phit trién khoa hoe va cing
nghi

Qhuf phit trién khoa hoe va cdag nghi
Quf phit trién khoa hoc va cdng nghé
d& hinh thanh TSCE

LOAL TAI KHOAN VON CHU S0
HIU

Viin diu tir ciia chi sé hiru

Wi dtiu tu el chii s hit

Thiing du vim cd phin

Vién khic

Chénh lch ty gid hii dodi

Ciic qui thude vin chii si hitn

Ci phidu qui

Lyl nhugn sau thué chra phin phii

Lipi mhudn chira phin phdi n&m trnde

Lapi nhuin chira phin phdi nim nay
LOAI TAI KHOAN DOANH THU

Doanh thu bin hing vi cung edp
djch vy

Dwoanh thu bin hing hoa

Dianh thu bén thinh phim
Dianh thu cung cip dich va
Dwaanh thu khac

Doanh tha hoat ding tai chinh

LOAI TAI KHOAN CHI PHI SAN
XUAT, KINH DOANH

Mua hing

Gid thinh sin xuft

Gid vin hang bén

Chi phi tai chinh

Chi phiquan Iy kinh doeanh
Chi phi bén hing

Chi phi quan I¥ doanh nghip

LOAI TAI KHOAN THU NHAP
KHAC

Thu nhiip khic

LOAT TAT KHOAN CHI PHE KHAC
Chi phi khic

Chi phi thu tha nhip doanh nghigp

TAI KHOAN XAC BINH KET QUA
KINH DOANH

Xiic dinh kit qui kinh doanh
Tiing cing

5.169.138.515
3723776386
1.445.362.129

=2 o o o 9

- oD =2 2 =52 = =

0000, (MY
E.(D0.000.000
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(=2 — N — T — BN — IR — B — R —]

=

=2 o o o 92

2 o e e e 2 =2

= =2 = @ @ @9 =

5. T710.800.751
1.445.362.129
4.265.447.622

310183056

L]

L]

34100 183,056
L]

H6.643

0

0
28.974.373.996
0
9.335.284.273
5.292.591.742
4.042.692.551

LO65.089.65T

BHADG6.051
[}

=2 2 2 o o 9o 2

1683444787
]
1683 444787

34100183056

]

]

34100, 183,056
]

86,643

LU

0
18.974.373.99%
LU
9.335.284.273
5.202.591.742
4.042.692.531

1065089657

BRIDGH.051
L]
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