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S0 DUNG MA TRAN IFE - EFE NHAM XAY DUNG CHIEN LUOC
MARKETING SAN PHAM F&B HOTEL CONTINENTAL SAI GON

Ths. Vii Quéc Quy* - Ths. Chau Thanh Chon**

Hién nay nganh F&B hoat déng ngay cang manh mé nh¢& sw phuc héi nhanh chéng cta nén kinh té, do
d6 can phai xay dwng chién Iwoc marketing san pham dé nang cao sirc canh tranh, thu hat khéch hang.
Nghién cteu nay tap trung phén tich céc yéu té ctia méi trirong néi bé va méi trieorng bén ngoai nham lam
ré Ioii thé canh tranh, strc hdp dan cua thj trieoong dé Iam cédn cir Iwa chon céc chién lwoc marketing san

pham F&B phu hop cho Hotel Continental SaiGon.

« T khéa: ma trén IFE-EFE, marketing sén pham, &4m thuc.

Currently, the F&B industry is increasingly
operating strongly thanks to the rapid recovery of
the economy, so it is necessary to build a product
marketing strategy to improve competitiveness
and attract customers. This study focuses on
analyzing factors of the internal and external
environment in order to clarify competitive
advantages and market attractiveness as a basis
for choosing appropriate F&B product marketing
strategies for Hotel Continental SaiGon.

» Key words: IFE-EFE matrix, product marketing,
cuisine.
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1. Co s6 1y ludn ma tran IFE-EFE

1.1. Ma trgn dinh gid cdc yéu té bén ngoai EFE
(External Factor Evaluation Matrix)

Ma trdn EFE cho phép céc nha hoach dinh tom tit
va danh gia cac yéu t6 kinh t€ - xa hi, van hoa, nhan
khau hoc, moi truong, chinh tri, chinh phu luét phap
cong nghé va thong tin canh tranh. Ma tran EFE duoc
xay dung qua cac budc sau:

+Néu cac yéu to ]:)én’ngoéi dugc xac dinh ‘grong qua
trinh danh gia cac y€u t6 bén ngoai. Li¢t ke tong cong
tir 10 - 20 yéu t6 bao gdm co hdi va thach thirc ¢o dnh
huong dén t6 chuc.

+ Xéc dinh trong s6 cac yéu to theo tim quan trong,
tir 0,0 (khong quan trong) dén 1,0 (rit quan trong).
Trong s6 nay cho biét mic quan trong tuong quan
cua yéu to d6 dén thanh cong cia to chirc. Cac co hoi
thudng c6 trong s6 cao hon thach thic.

+ Tinh diém tir 1 dén 4 cho mdi yéu to bén ngoai
ch chdt dé chi ra chién lugc hién tai cia to chirc Gmg
pho véi cac yéu t hiéu qua nhu thé nao.

+ Nhan trong s6 cta timg yéu t6 véi diém cta chinh
n6 dé xac dinh diém theo trong $0.

+Cong tht ca cac diém theo trong sb ctia cac yéu to
dé tim ra tong diém theo trong sb cta t6 chirc.

1.2. Ma trin dinh gid cdc yéu té bén trong IFE
(Internal Factor Evaluation Matrix)

La viéc xay dung danh gia nhiing diém manh va
diém yéu chinh trong céc bd phéan chirc nang cua t0
chirc nhu 1a cach thire quan tri, tiép thi, tai chinh ké
toan, san xudt van hanh, nghién ctru phat trién, nhéan sy,
quan tri hé thong thong tin, dich vu khach hang, dinh
gia san pham, bao bi va dong thoi cung cap mot co sé
dé xac dinh va danh gia mbi quan hé gitra cac bo phan
nay. Viéc xay dung, phat trién ma tran IEE doi hoi cic
nhan dinh tryc giac, mot hiéu biét thau dao vé cac yéu
t6 dwoc dua vao ma trin ¢6 tim quan trong cao hon la
con s6. Ma trén IFE duoc xay dyng cac budc sau:

+ Lap danh séch céc yéu t6 n6i bo dugc xac dinh
trong qua trinh danh gia cac yeu t6 bén trong. Liét
ké tong cong tr 10 - 20 yeu td bao gom diém manh
va diém yéu, ligt ké diém manh trude sau d6 dén
diém yéu.

+ Xac dinh trong sb cac yéu td theo tim quan trong,
tir 0,0 (khong quan trong) dén 1,0 (rit quan trong).
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Trong sd ndy cho biét mtrc quan trong tuong quan cua
yéu t d6 dén thanh cong trong nganh. Céc yéu t6 duoc
xem la ¢6 anh huong l6n nhét dén hiéu qua hoat dong
ctia to chirc nén dugc tinh diém trong s6 cao nhat.
+ Tinh diém tir 1 dén 4 cho mdi yéu t6 dé cho biét
yéu to nay dai dién diém yeu - diém manh.
+ Nhan trong §6 cua timg yéu t6 véi diém cua chinh
no6 dé xac dinh diém theo trong s6
~+Cong tht c4 cac diém theo trong scf) clia céc yéu to
dé tim ra tong di€ém theo trong so ctia to chirc
‘ Néu téng s6 diém dudi 2,5, td chirc yéu vé noi bo,
tong so diém trén 2,5 t6 chirc manh vé ndi bg.
2. Téng quan tinh hinh nghién ctru

Theo Ruziev Sobirjon Samatovich (2021), “Tam
quan trong cua Marketing trong nganh khach san va
du lich” da dua ra két luan cac muc tiéu marketing
trong nganh du lich va khach san 1am thé nao dé doanh
nghi€p du lich dat dugc muyc tiéu va cach ban san pham
ra thi truong nhu phai 1ap k& hoach phat trién, cac chién
lugc marketing trong linh vuc dich vu khach san du
lich gitp cho cac doanh nghiép hoat dong trong nganh
khach san du lich dat duoc cac muc tiéu kinh doanh
bang cac giai doan ciia marketing.

Amiruddin Ahamat, Muhamad Sham Shahkat Ali,
Muhamad Afnan Azami va Nunna Venkata Prasad
(2022), “Po6i méi tiép thi tir goc nhin cong nghé méi
trong ngémh thuc pham va d6 uéng”, két qua ctia nghién
cliu nay chtmg minh rang hiéu qua cua cong nghé tiép
thi sang tao trong kinh doanh thyc tién dam bao cong
ty van bén vimg va canh tranh. Nghién ctru nay dugc
str dung lam tai liéu hudng dan cho cac doanh nghiép
trong linh vyc Thyc phim va D6 udng (F&B).

- Pham Thi Huyén va Mai Thi Hai Linh (2021),
“Cac yéu tb tac dong vao giac quan va sy hai long ciia
thuc khach véi cac nha hang chay: nghién cuu tai Ha
Noi”, tap chi Kinh té va Phat trién s6 300 thang 6/2022
trang 64-73, cia nhom tac gia nham nghién ctru céc
yéu td tac dong vao cac gidc quan (vi gidc, khiru giac,
thi gidc, xtc giac va thinh giac) da dugc nhidu nghién
ctru chitng minh c6 vai trd quan trong tdi su hai long
cua thue khach voi nha hang. Két qua nghién ctru da
phan anh tat ca cac yéu o tac dong lén gidc quan cua
con ngudi déu ¢6 anh huong toi sy hai long cua thyc
khach thong qua kha ning tac dong va thay doi cam
nhan cua ho. Va vigc su dung cac yéu t6 tac dong vao
giac quan (thong qua marketing giac quan) c thé 1a goi
y gia tri cho cac chu nha hang chay tao ra trai nghi¢ém
khach hang toan dién, gia tding cam xuc tich cuc trong
ho, tir d6 cai thién su hai long cua khach hang.

3. Phan tich cac yéu td ciia méi truomg tic dong
dén hoat dong marketing ciia Hotel Continental
Saigon

3.1. Phan tich cdic yéu té bén ngoadi (EFE)

- Hotel/DN canh tranh: Trén thi truong F&B thudce
khuon vién ctia khach san c6 dién nhat hién nay, Hotel
Continental Saigon chua co d6i thu canh tranh truc
tiép. Nhung do san phim dic thu 14 kinh doanh san
pham F&B trong khudn vién cua Hotel, noi ma khach
hang c6 thu nhp cao va c6 ¥ mubn ngam nhin khung
canh ciia duong phd Sai Gon nén s& co cac ddi thu
canh tranh gian tiép ciia Hotel Continental Saigon la
nhiing thuong hiéu c6 cung phan khac nhu Hotel Kim
b6 , Hotel Oscar, Palace Hotel, Muong Thanh Grand
Saigon Hotel, Grand Hotel, Liberty Central Hotel,... co
phan khiic nhom khach hang cting twong dong nhung
san pham thi c6 thé khac nhau.

- Khach hang: TAt ca moi hoat dong san xuét kinh
doanh déu nham muc dich cudi cing 13 duy tri va t6i
da hoa lgi nhuan. Tang kha nang canh tranh trén thi
truong va diéu nay phy thudc rat 1on vao khach hang.
Khanh hang 13 nhan t6 quyét dinh su song con ciia DN,
vi thé DN mudn ton tai lau dai can phai thoa mén toi
da nhu cau ctia khach hang. Do tinh chét dic trung cua
Hotel Continental Saigon nén déi turong khach hang 1a
nhiing nguoi da di 1am va c6 thu nhap kha tro 1én.

- Nha cung cap: Day ciing 1a mot yéu té quan
trong quyét dinh vé gi san phim c6 thé canh tranh
theo hudng c6 1gi cho khach hang. Hotel Continental
Saigon nhap hang chu yéu 1a tir cic nha cung cap
¢6 uy tin trén thi truong F&B ¢ ¢6 ngudn cung 6n
dinh, c6 chimg nhan xuét x& rd rang tir d6 tao nén
loi thé canh tranh va xdy dung gia t6t cho Hotel
Continental Saigon.

- Kinh té, vin hoa - xa hoi: Tién trinh hoi nhap
kinh t& quéc té dang ngay cang sau va r6ng thi doi
hoi cac doanh nghlep phai dau tu vao viée nang cao
loi thé canh tranh cua minh trén thi truong. Pau tu
vao cac cong cu quan 1y tu dong, tin hoc hoa 1a mot
trong nhiing viéc can phai quan tdm va thuc hién.
Ngay nay di co nhiéu tdp doan 16n kinh doanh
F&B dau tu vao nude ta nhu MK Restaurant Co.,
Ltd (Thai lan), Lotteria Co.,Ltd (Han Qudc), Thai
Village Holdings Ltd (Singapore), The Born Korea
Co., Ltd (Han Qudc)... cho nén nhu ciu va thi hiéu
cua khach hang ngay cang dugc nang cao, vi vay
Hotel Continental Saigon ciing khong ngimng cai tién
cong nghé va xay dung ddi ngii c6 trinh d§ chuyén
modn nghiép vu nha hang cao, dé dap tmg nhu cu
khach hang va sy phat trién kinh té - xa hoi.
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- Chinh tri, phap luat: D6i voi nganh nha hang
khach san thi phy thudc vao tinh hinh 6n dinh chinh
tri cia cac nudc trong vung, Viét Nam c6 mot moi
truong chinh tri, phap lut 6n dinh va da dan thao bot
CAC 10 can vé thi thuc voi cac quoc gia trong khu vuc
ctng nhu mot sé nudc trén thé gioi da khuyén khich
du khach tir cac nude xung quanh dén du lich tir d6 tao
thuan loi cho viéc phat trién cua nganh a am thuec, dac
biétla F&B cua hé thong Hotel ca nudc va su phat trién
san pham F&B Hotel Continental Saigon noi riéng.

- Anh huong ciia cong nghé: Cong nghé ngay nay
dugc dua dén tat ca moi nguoi tir hinh anh, 4m thanh,
anh sang da tac dong tryc tiép dén giac quan cia ching
ta, nganh am thuc ciing chiu tac dong cua cong nghé.
Khach hang c6 thé sir dung dién thoai thong minh dé
goi/dét mén trude khi dén thuong thirc, hodc c6 thé
ngdi tai ban thuéng thirc cic trinh dién thu nhé tir cc
khau dé tao ra san pham.

- Anh hudng méi truong séng va lam viéc: Mbi
truong sdng va lam viéc hién dai ciia con ngudi ngay
nay ciing 1a mot yéu td can xem xét khi chon dé phat
trién chudi nha hang. Cudc song va cong viéc hang
ngay luén gan lién v6i may tinh va cac thlet bi dién tur,
sy tang lén vé thu nh@p nhung giam di vé thoi gian ranh
16i dang lam tang nhu cau vé dich vu an udng. Nhiéu
nguoi mong muén duge dan gia dinh, ban b¢ dén trai
nghiém am thyc chuén 4 sao ciing nhu khong gian ¢b
dién ctia Hotel Continental Saigon.

Bang 1: Ma tran EFE - Hotel Continental Saigon

Mirc S8
STT Cac yéu t6 bén ngoai qz:n P|::|n ::Jeamn
trong trong

1 |Nén kinh t& va chinh trj clia dat nwéc 6n dinh 009 | 3 | 027
2 |Dong tién tir nudc ngoai tiép tuc tang én 008 | 4 | 032

3 |Cac sy kién vé du lich duorc to chic tai TRHCM lién tuc | 0,08 4 0,32
Cac diém dén du lich clia Tp.HCM phu hgp véi du lich

4 X 008 | 3 | 024
trong ngay
5 |Chinh séch gidm thué clia chinh phu (VAT) 008 | 3 | 024
6 |Ngudn nhan lyc chat lwgng cao ngay cang nhiéu 007 | 3 | 021
7 | Hotel Continental Saigon c6 vi tri dac dia 0,08 3 0,24
8 |Cdng nghé cho nganh F&B ngay cang phong phu 005 | 4 | 020
9 )C(:nf:;zzg du lich clia du khach dén Tp.H6 Chi Minh ngay 006 | 3 | 018
10 |Du lich ni dia chua phat trién ding tam 006 | 3 | 018

Kinh té clia céc qudc gia trong khu vire Chau A chua phat
11 |trién nhy trudc kia d3 anh hudng dén lwong du khach| 0,07 | 3 | 0,21
dén TRHCM

Céc DN kinh doanh loai hinh khéch san F&B cling hang

1277, p 006 | 4 | 024
ngay cang canh tranh gay gat

13 Th{ hlou clia !(hach hang vé chat lugng san pham F&B 007 | 3 | 021
ngay cang kho

14 [Nha phan phdi t6t c6 xu hudng gidm 007 | 3 | 021
Tong cong 1 3,27

Nguon: Két qua diéu tra tryc tiép ciia tdc gia, 2023

Ket qua phong van cac chuyén gia dé xac dinh dugc
14 yéu t6 bén ngoai bao gdm nhing Opportunities-co
héi (O) va Threats-thach thirc (T) c6 tac dong dén hoat
dong kinh doanh F&B cua Hotel Continental Saigon
Nhimg co hoi nhu: Nén kinh té va chinh tri 6n dinh,
Dong tién tir nudc ngoal tlep tuc tang 1én, cac su kién
vé du lich dugc to chic lién tuc thém vao do la cac
diém dén du lich cia TPHCM phu hop véi du lich
ngdn ngay cung voi viéc Chinh sach giam thué cua
chinh phu (VAT); Ngudn nhan lyc chat lugng cao ngay
cang nhiéu, Hotel Continental Saigon co vi tri dic dia,
Cong ngh¢ cho nganh F&B ngay cang phong phu. Tuy
nhién do sur anh hudng chung cua the gidi, kinh t€ cua
céc quoc gia trong khu vuc chau A chua phat trién nhu
trude kia dd anh huong khong nho dén lugng du khach
dén TPHCM du lich nhu trudce kia va sy canh tranh
ctia cac DN kinh doanh loai hinh khach san F&B cung
hang ngay cang canh tranh gay gat thi hiéu cta nguoi
tiéu duing ciing ngay cang tinh té va gt gao hon, ho doi
hoi nhimg cai phai dep mat, sang trong. Két qua cua
ma tran EFE 14 3,27 (>2,5) cho thiy Hotel Continental
Saigon c6 mirc phan tmg t6t voi moi truong bén ngoai.

3.2. Phén tich cdc yéu to ciia méi truong bén
trong (IFE)

Pé ton tai va phat trién moi to chic déu phai tién
hanh céac hoat dong: quan tri, tai chinh, ké toan, san
xuat/kinh doanh/tic nghiép, nghién ctru & phat trién,
marketing,... va phai ¢ h¢ thong thong tin. Trong
tmg linh vye hoat dong mdi to chirc déu c6 nhiing
diém manh, diém yéu ciia riéng minh.

Phan tich moéi truong bén trong con giup nhiing
nguoi tham gia thuc hién (CEO, c4c nha lanh dao,
cac bg phan chie nang, cic nhén vién thira hanh,...)
¢6 nhi€u co hoi d€ hi€u 10 cong viéc ma bd phan ho
thyc hién c6 phu hop voi hoat dong cua ca o churc hay
khong => Ho s& lam viéc tot hon mot khi hiéu dugc
tAm quan trong cta cong viéc minh lam va anh huong
clia nd dén hoat dong cta ca t6 churc.

Két qua cua téng s6 diém quan trong cia cac yéu
t6 noi tai thudc ma tran IFE 1a 3,03 cho thay Hotel
Continental Saigon manh vé noi tai (mire trung binh 1a
2,5). Céc diém manh di phat trién tt trong thoi gian
qua la: Thuong hi€u lau doi voi hon 140 nam, nhéan
vién ¢6 nhiéu sang tao trong cong viée, dac biét 1a co
mdt luong 16n khach hang trung thanh lau nam, cap
quan ly va Nhén vién ¢ tinh than lam viéc hing say,
doi ngii bép ludn cai tién cho ra cac san phim F&B
doc dao, voi sy hoat dong lau nam kinh ngh1em trong
nganh nén Hotel hoat dong theo chudn qudc gia/qudc
t€, c¢6 hiéu qua trong viéc toi uu hoa chi phi, c6 van hoa
to chirc va cbt 151 hoat dong t6t.
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Tuy nhién ciing c6 nhimg diém yéu nhu Chi phi bao
tri, bao dudng, duy tu cao do la khu vuc ¢6 lau nam, di
tich lich st cap quéc gia nén khi bao dudng co6 chi phi
rat cao, viéc cung cap ngudn hang hoa doi khi con cham
khi c6 yéu cau nhanh do su yéu kém cua bg phan mua
hang. Ngoai ra do 1a don vi tryc thudc quan Iy cua nha
nude nén thuong lang phi khi tuyén dung nhan sy khong
dat yéu cau cong viéc, mot sd nhan vién cip trung thiéu
chuyén mon nghiép vu trong quan 1y cua minh.

Bang 2: Ma tran IFE - Hotel Continental Saigon

o i Mirc do Phin 56 diém
STT Cac yéu o ndi tai cua DN quan |’ -o| quan
trong | - | trong
1 Tl}u‘dng hiéu cta Hotel Continental 1u d&i hon 140 0,09 4 036
nam
2 |Nhan vién cé nhiu sang tao trong cong viéc 0,08 4 0,32
3 |Co mot lwgng |dn khach hang trung thanh ldu ndm 008 | 4 | 032
4 |C4p quan ly va Nhan vién cd tinh than lam viéc hdngsay| 0,08 | 4 | 0,32
5 |Cc san phdm F&B ludn céi tién va doc dao 007 | 4 | 028
6 |Hotel hoat ddng theo chudn quéc gia/qudc té 007 | 3| 021
7 |Hiéu qua trong viéc t8i wu hda chi phi 007 | 3| 021
8 |C6 vin hda td chirc va cft I5i hoat dong tot 007 | 3| 021
9 |Cac hoat dong kinh doanh tip thj hiéu qua 007 | 3| 021
10 |Chi phi bao tri bdo dung duy tu Hotel cao 008 | 2 | 016
1 Vléc cung c&p ngudn hang hda dbi khi con cham khi co 007 | 2 | 014
yéu cau nhanh
n G?p Ifhé khan trong viéc dé xudt nhitng chi phi nang 006 | 2 | 012
cap lén
13 Léng phl khi tuyén dung nhan su khéng dat yéu cau 006 | 2 | 012
cong viéc
m Thiéu chuyén mén trong quan Iy cla nhan vién cap 005 | 1| 005
trung.
Tong cdng 1 3,03

Nguon: Két qua diéu tra triec tiép ciia tdc gid, 2023

4. Chién lugc marketing san phim F&B

Qua két qua phan tich thi Hotel can phét trién thém
cac san phém méi bén canh cai tién cac san phrflm hién
¢6. C6 thé tuyén thém dau bép cho cic bép A, bép Au
vanhan vién dé xay dung thiét 1ap, nghién ctru céc thuc
don méi theo thi hiéu ciia khach hang dé nham ting gia
tri trung binh ctia nhom san pham Ién.

Can phai xem lai van dé tuong thich glua chét
lugng san pham va gia cua san pham ban giam ddc va
cac quan ly cap trung tai Hotel can hop ban xay dung
lai khung gia phu hop mang tinh canh tranh hon nita
voi thi truong san pham F&B d6i v6i phan khic cua
khach san 4-5 sao tai khu trung tam.

Hotel nén c6 nhing san pham chuyén biét dé
phén phéi qua cac kénh phéan phdi hién dai ma nguoi
tiéu dung ngay nay dang tham gia nhu 1a mot xu thé
nhu Zalo, TW, Facebook. Pua cac san phém ¢6 chon
loc cta hotel ra thi tru‘O'ng thong qua céc kénh phan
ph01 hién dai thay vi dé khach hang phai dén noi moi
biét dugc san pham. Ngoai ra cling can phat trién
kénh phan phdi doc quyén nhu 1a san phim nay chi

dwoc phan phdi dén cac doanh nghiép 1a khach hang
thuong xuyeén.

Can cai tién qui trinh thanh toan cho khach hang,
xdy dung bd tiéu chuan thanh toan, can qui dinh TAT
(turn around time) ddi v6i cac nhan vién khi khach
hang can thanh toan, thuc hién cach thanh toén khong
tiép xtic bang cach cho khach hang thanh toan qua céc
phuong tién thanh toan nhu Visa Card, Master Card,
Zalo Pay, VNPT Pay, Vietel Pay, Vi Momo, han ché
dung tién mat trong thanh toan.

Can tang thém nhiéu hoat dong quang céo, xay dung
cac kénh quang céo da dang dé thu hat khach, can co
website hap dan nguoi tidu dung nhiéu hon, trong thoi
gian vira qua, website di co nhiéu céi tién nhung vﬁn
chura theo kip xu thé cua quang c4o hién dai. Hotel can
o cac chu(mg trinh khuyén méi da dang, hép dan phu
hgp véi cac nhom phan khue khach hang, hoat dong
quang b can phét trién rong rdi hon thong qua cac hoat
dong két hop vé du lich cua Uy ban nhan dan Thanh
phd Ho Chi Minh va tong cong ty Saigon Tourist.

Hotel Continental Saigon hién tai dang c6 co s¢ vat
chat kha tot da s6 dugc danh gid & mic cao, tuy nhién
ciing can phéi ndng cap thém, nhat 1a cac bang huéng dan
bén trong Hotel can duoc chinh trang lai, ¢6 thé Ia thay
di thiét ké, kich thude, mau séc, font chir phi hop hon.

5. Két lugn

St dung ma tran IFE-EFE aé phan tich mdt hoat
dong kinh doanh, mét qué trinh hay mot van dé kinh té
tuy khong phai 1a viéc 1am qua mdi meé, song vige su
dung IFE-EFE dé phan tich hién trang hoat dong kinh
doanh van mang lai nhimg hiéu qua nhat dinh. Thong
qua ma tran IFE-EFE, nhitng mat “tdt”, “xAu” ctia hoat
dong kinh doanh dugc dua ra phén tich mot cach cu
thé, 1o rang, dé hiéu, d& quan sat va dé so sanh. Pic
biét, thong qua phén tich ma tran IFE-EFE ta ¢6 thé dé
dang phat hién va dua ra cac giai phap chién luoc tir sy
két hop cac yéu td bén trong va bén ngoai tac dong t6i
hoat dong kinh doanh tiép thi.
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