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NANG CAO NANG LUC CANH TRANH DOANH NGHIEP
THONG QUA SU HAI LONG CUA KHACH HANG TO CHUC
VE SAN PHAM DU LICH TEAM BUILDING
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Truong Dai hoc Thuy Lei
Email: thuha kt@tlu edu.vn
Nguyén Thi Thu Ha
Truwdong Pai hoc Thuy Lei
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Ngay nhdn: 22/02/2022

Du lich team building trong nhitng nam gan ddy dwoc nhiéu doanh nghiép lwa chon nham ndng cao
tinh than ddi nhém va van héa doanh nghiép. Trong nghzen ciu nay, tac gza da khai quat chung vé
san pham du lich team building; nhiing tiéu chi danh gia va nhitng nhom yeéu to tac dong tSi sy hai long
cua khach hang | 16 chire thong qua trung tam mua sam. Tir d6, tdc gza dwa ra nhitng nhom kién nghi cu thé
nham tao loi thé canh tranh vieot tréi nham gm chdn khach hang cii va thu hut khach hang méi cho doanh
nghiép lit hanh. Nhitng bién phdp nay ciing c6 thé img dung hodc lam tai liéu tham khdo cho cdc doanh
nghzep nho hoat dong trong linh vuec lit hanh tai Viét Nam. 45 tiéu chi thuoc 10 nhom khia canh duoc tdac
gza dwa ra va tien hanh nghién cvu trén 105 ca nhan lam viéc tai 35 doanh nghiép va thu dwoc nhitng két

Ngay nhan lai: 14/4/2022 Ngay duyét dang: 18/04/2022

qua cu thé trinh bay ¢ Muc 3.

Tir khéa: Du lich team building, sw hai long ciia khdach hang t6 chirc, quyét dinh mua, ndng luc canh

tranh, khéch hang t6 chire.

JEL Classifications: D22, L83, Z32

1. Dat van dé

Hon hai ndm qua, dai dich COVID-19 kéo theo
nhung h¢ luy nghiém trong, 4nh hudng vé moi mat
va tac dong ti€u cuc dén nganh du lich toan cau,
trong d6 c6 du lich Viét Nam. Céac doanh nghiép du
lich “thu hep” hoat dong “thoi thop” hodc dong ctra.

Trong boi canh do6, cac doanh nghiép dac biét 1a
cac doanh nghlep ¢6 quy mé vira, tp doan kinh té,
cong ty da quoc gia, coi con ngum la trung tdm cla
sy phat trlen thay vi cit giam cac chi phi lién quan
dén nguon nhan lyc, lai chu trong dén dao tao doi
nhém, nham tang hidu qua lam viéc nhom giira cac
nhan vién, cdc phong ban, dac biét sau mot thoi gian
dai lam viéc tai nha work from home” thicu sy
twong tac gilta cac nhan vién. Su phat trién phong
phti va da dang ctia nhiéu loai hinh du lich tai Viét
Nam trong mot thap ky tr¢ lai day voi nhiéu san
pham méi la, trong d6 cac san pham vé du lich team
building ndi 1én nhu mot dién hinh khi nghién ctru

vé nhu cau t6 chirc cho can bd nhén vién cua doanh
nghlep di du lich. Cac chuyén di du lich nay khong
con dimng lai la cac hoat dong phuc loi cho nhén vién
voi muc dich nghi ngoi, thu gidn, phuc h01 strc lao
d6ng ma tién thém mot budc xa hon nham cung cb
van hoa doanh nghlep, nang cao hiéu qua lam viéc
nhom va cic k¥ nang lam vi¢c nhom cho nhan vién.
Trong bdi canh dai dich, nhiéu doanh nghlep dé dam
bdo gian céach, thuc hién chinh sach lam vi¢c tai nha

“work from home” thi cac hoat dong team building

“online” khong nhiing giup nhén vién gidm tai cang
thang, nang cao tinh than gan két, dong thoi tao
dong lyc cho nhén vién, gidm b6t “khoang cach”
gilra cac dong nghiép.

Cung voi su canh tranh ngay mot gay gat khién
cac doanh nghlep ngay mot chu trong dén cac hoat
dong danh gia sy hai long cua khach hang vé cac san
pham dich vu cung cap, nhimg yéu té anh huong
dén sy hai long cta khach hang, nhimg diém khach
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hang da hai long nhung van c6 thé lam ho hai long
hon? nhiing dlem khién khach hang phan nan dé tim
ra nhimg han ché trong cac khia canh khac nhau, tir

tinh ung dung v6i cac doanh nghiép 1t hanh c6 quy
md vura va nhd. Quy trinh nghién cuu dugc mo ta
trong hinh 1, nhu sau:

Xic dinh khung co sé 1y ludn vé
cac ndi dung lién quan den de tai

Ngudn thong tin thir cip Xir ly dir liéu
(Bao céo noi bg, sach, tap (M3 hoa, loai Viét bao pé
chi khoa hoc, internet...) bo dir liéu sai cdo két xuht
léch, nhap sb qua & cac
Ngudn théng tin so cip licu, chay dwa ra gidi
(Phong vén sau, bang hoi) phan mém ket luan phap

Nguoén: Tac gia dé xuat

Hinh 1: Quy trinh nghién citu

d6 dua ra cac bién phép cai tién tich cuc, toan dién
nham xay dung long trung thanh cua khach hang cii
va dong thoi dua ra dugc nhirng chinh sich, san
pham phu hop nhim thu hut khach hang moi. Viée
lam hai long khéach hang ludn Ia yeu t6 sdng con ddi
véi mot doanh nghiép, dic biét 1a cac doanh nghiép
nho hoat dong trong linh vuc It hanh.

Hién nay, c6 kha nhiéu nghién ctru trong nuge vé
su hai long cua khach du lich. Tuy nhién, hau het cac
nghién ctru nay déu tap trung vao nghlen ctru dbi véi
linh vuc B2C (Hudng t6i sy hai long ctiia khach hang
la nguoi tiéu dung ca nhan, trong truc‘mg hop nay la
khach du lich ca nhan) Nghién ctru sy hai long cua
khach hang t6 chirc & Viét Nam hau nhur con han che
dac biét 1a trong linh vyc du lich boi khach hang "
chure thuong cé nhung dic diém rleng biét.

Nghién ctru nay duge thuc hién véi mong mubn
nang cao nang luc canh tranh cua doanh nghi¢p
thong qua viéc phén tich nhitng yéu t céu thanh sy
hai long cua khach hang to chtrc, danh gid muc do
hai long tong thé va mirc d hai 1ong trén ting tiéu
chi cu thé, tr d6 dua ra dugc nhung giai phap cai
tl,en san pham quy trinh 1am viéc ciing nhu cac yéu
to con ngudi, ...

2. Phwong phap nghién ciru

2.1. Quy trinh nghién ciru

Dua trén nhiing tai li¢u, nghlen ciu da duge
cong bd trude day, két hop voi két qua phong van
diéu tra do tac gia thyc hién. Ttr cidc nguodn thong tin
nay, tac g1a tién hanh xu 1y dir li¢u, phan tich, dua ra
cac két qua va ket luén. Trén co s¢ nhitng két luan
nay, tac gia dé xuat nhimg nhom giai phap cu thé co

2.2, Nguon dir li¢u

Tac gia su dung phuong phap tong hop cac
nguon thong tin tha cap va so cap thong qua phong
vén, bang hoi. Ngudn thong tin thir cap bao gobm cac
tai heu chuyen nganh lién quan dén @& tai ~nghién
ctru nhu cac Tap chi Du lich, s6 li€u cua Tong cuc
Du lich, website cua cac doanh nghi€p du lich trong
va ngoai nudce... Cac thong tin tham khdo trich dan
s& dugc dé cap chi tiét tai danh muc tai li¢u tham
khdo. Cac dir ligu thir cap cung cap cai nhin khai
quét vé thi truong, vé su phat trién cua loai hinh du
lich team bulldlng, dac diém cua khach hang t6 chirc
va nhiing y€u t0 li€n quan dén su ‘'hai long cua khach
hang t6 chirc. Ngudn dit liéu so cap thong qua phong
van sau va bang hoi, cho phép danh gia dugc mirc
do hai long cua khach hang trén cdc nhom tiéu chi
duoc xay dung vé cac san phdm du lich team build-
ing, vai tro va mirc d6 quan trong ctia cac nhom yeu
t0 nay anh huong dén su hai long cua khach hang t6
chuc nhu thé nao? Két qua nghlen ctru sau khi thu
thap va tlen hanh xr Iy nham gitip dwa ra nhiing gidi
phap cu thé trén cac khia canh khac nhau tir thyc t&
didu tra su hai long cua khach hang t6 chirc nhim
nang cao tinh canh tranh ctia doanh nghiép lir hanh.

2.3. Phuwong phap thu thdp dir li¢u

Nghién ciiu su dung két hop phuong phap
nghién ctru dinh tinh va dinh luong. Nghlen clru
dinh tinh tlen hanh véi viéc thuc hién phong van sau
02 nhom dbi tugng: 1) Nhom nhan vién kinh doanh
ctia doanh nghiép Iit hanh, c6 thé coi la “b0 mat” dai
dién cho doanh nghiép va thuong Xuyen tlep xuc véi
khach hang té chtrc, dé nhan biét va xac dinh vai tro
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clia nhitng ngudi ndm trong “trung tim mua sam
cua khach hang to chir; ddng thoi bude ddu nam bét
duoc nhitng yéu t6 anh huong téi mure d§ hai long
cua khach hang trude, trong va sau khi ti€u dung san
pham du lich team building va 2) Nhom khach hang
t6 chirc vé sy hai long dbi véi san pham dich vu cia
mdt doanh nghiép.

Cén cu ket qua phong van hai nhém dbi tuong
nay, tic gia bd sung va diéu chinh bang hoi phuc vu
cho nghlen cuu dinh lugng. Tac gia phong van ba
nhan vién kinh doanh tiéu biéu ciia doanh nghlep It
hanh va ba ca nhan quan trong dai di¢n cho cong ty
trong trung tdm mua sam cua khach hang. Céc cudc
phong van nhém nhén vién kinh doanh cua doanh
nghiép I&r hanh dugc thyc hién tai van phong doanh
nghiép, cac cudc phéng van nhom khach hang dugc
thuc hién tai quan café hoac van phong lam viéc ctia
khach hang, qua dién thoai hodc email va dugc ghi
chép day du. Moi cudc phong van duoc thyc hién tir
30 dén 45 phut.

Tac gia da lga chon mo6 hinh CSM - B2B cua
Jeanne Rossomme thudoc Pai hoc Miami, Florida
My: “Customer satisfaction measurement in a busi-
ness-to-business context: a conceptual framework”
dugc dang trén tap chi Business & Industrial
Marketing, Vol.18 s0 ra thang 2, nam 2003 vé cac
khia canh sy hai long cta khach hang t6 chic ddi
véi cdc san pham dich vu cta doanh nghi¢p lam co
s¢ dua ra mo hinh nghién ciru ctia dé tai.

Céac nhém ycu t0 cta sy hai long trong nghién
ctru ndy gom 4 giai doan twong ung véi 10 nhom
khia canh cua sy hai long dat trong moi quan hé kép
gitta khach hang t6 chirc va nha cung cap san pham
dich vu. Bbn giai doan gom: 1) Sy hai long vé thong
tin ¢ g1a1 doan 1én ké hoach: Nhom Nhan vién kinh
doanh va nhom danh muc sin pham cua nha cung
cap, 2) Su hai long vé quy trinh thyc hién dat san
phim trong giai doan dat dich vu; 3) Sy hai long vé
trdi nghi¢m sadn pham & giai doan ti€u dung, trai
nghiém (experience): Nhom dich vu du lich va
nhom team building; va 4) Su hai long vé cham séc
khach hang sau ban ¢ giai doan sau khi ti€u dung
(postusage) Nhom giai quyét khiéu nai va nhom
moi quan h¢ kinh doanh. Tur do, tac gia dua ra 10
nhom khia canh vé su hai long cua khach hang qua
céc giai doan cua qua trinh mua, gom 1) Su hai long
vé nhém nhén vién kinh doanh; 2) Su hai long veé
nang luc san pham ciia NCC; 3) Su hai long vé qua
trinh thyc hién dat dich vy; 4) Sy hai long vé nhém
dich vu an nghi; 5) Sy hai long vé nhém dich vu van
chuyén; 6) Sy hai long vé nhom dich vu bd sung
(khac); 7) Su hai long vé€ nhém nhan vién thuc hién

khoa hoc

chuong trinh; 8) Sy hai long Vé nhom hoat dong
team building, 9) Su hai long vé nhoém giai quyét
khiéu nai va phan nan cua khach hang; va 10) Sy hai
long vé nhom moi quan h¢ kinh doanh.

3. Két qua nghlen ctru va klen nghl

3.1. Khdi niém va dic diém vé sin pham du lich
team bulldmg

a. Khai niém: Dya trén ly thuyét ciia “Hawthorne
Experlments dugce tlen hanh bdi gido su Elton
Mayo, tir nim 1927 dén nim 1932, tai Western
Electric Hawthorne thudc Chicago. Tac gia dé Xuat
khai niém vé san pham du lich team building tiép
can trén goc do cua cong ty 1t hanh: Sdn pham du
lich team buzldmg la mot chwong trinh du lich tron
g0i bao gom hai nhom thanh phan chinh: Du lich va
Team building, ma trong do Team building (Alex C.
Diego, 2006), duoc hleu la sy ki¢n dao tao dya vao
phuwong phap hoc bang thue té, théng qua cdc hoat
dong giai tri, cac cugc thi, cac thir thach, khuyen
thwong, dege 16 chikc trong nha “indoor” hay ngoaz
troi “outdoor” nham muc dich tang cuong hiéu qua
lam viéc doi nhom trong 1 chie. [7]

b. Pac diém cua san phdm du lich team building:
Bén canh nhu’ng dac diém cua chuong trinh du lich
thong thuorng, co thé dua ra bon dic diém khac biét
cua mdt sdn phiam du lich team building va hai thanh
phan cAu thanh mot chu’ong trinh du lich team build-
ing (Nhom dich vu v€ du lich; Nhém team building).

Thir nhat: San pham du lich team building kh6
sao chép va bt chudc hon so v6i chuong trinh du
lich thong thuong. Bdi ngoai cac thanh phan cua
chuong trinh du lich thuong, cac hoat dong to churc
team bu11d1ng doi hoi tinh sang tao v€ kich ban va
dau tu vé mit dao cu, nhimg yéu t6 nay lai phu thudc
vao muc dich cling nhu thyc trang hi¢u qua lam vigc
nhom cua khach hang t6 chiec.

Thir hai: Xét trén goc d6 14 1 phan cia du lich sy
kién (Event tourism, Alex C Dlego (2006) da chi ra
san pharn du lich teambuilding c6 tinh thoi vu thap
hon so véi chuong trinh du lich thong thuong [7].
Khach hang c6 thé c6 nhu cau t0 chuc hoat dong
team bulldlng vao bat ctr thoi diém nao trong nam
phu thudc vao yéu cau cta viéc dio tao ngudn nhan
su hay nhén cic sy kién déc biét cua cong ty.

Thit ba: D4 twgng khach hang chinh cua cac san
pham du lich team building la khach hang t6 chuc,
bao gom cic doanh nghiép, doan thé thudng co quy
mo tir 30 ngudi dén hang trim, hang nghin ngudi,
do dai cua hoat dong team bu11d1ng thuong kéo dai
tir 2 tiéng dén vai ngay

Thir tu: Gié cua san pham du lich team building
thuong cao hon san pham du lich thong thuong do
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tinh c4 biét cua chung. Thanh phan chinh cua n6 1a
cac hoat dong team bu11d1ng doi hoi tinh sang tao va
hleu biét vé con nguoi khi thiét ké kich ban t6 chuc.
Dé c6 mot san pham du lich teambuilding phu hop
voi khach hang, nha t6 chic phai bo thoi gian
nghlen cuu ve khach hang va xay dung v tuéng phu
hop v6i muc dich va nhu cau cia khach hang Qua
trinh nay doi hoi sy sang tao, thoi gian va cong strc
hon so v6i nhitng san pham du lich thudng da c6 sdn

“mi an 11en Mat khéc, chuong trinh teambulldlng
dugc t6 chic véi muc dich dao tao doi nhom mo
phdéng thong qua cac trd choi, cac doanh nghlep
kinh doanh du lich teambulldlng con phai dau tu vé
dung cy, dao cu to chirc games (tu don gian dén
phuec tap). Thém vao do, su dau tu v€ kich ban team-
building, chi phi khao sat, s6 luong nhén sy cho moi
chuong trinh du lich teambuilding cao hon han san
pham du lich thong thuong

3.2. Sw hai long ciia khach hang 10 chire

So voi nguoi ti€u dung ca nhén, trong thi truong
khach hang t6 chuc s6 luong ngum mua it hon,
nhung khéi lwong mua 16n hon, ¢6 tinh tip trung vé
mit dia ly hon. Nhu cau cua thi truong to chirc la
nhu cau co tinh phat sinh, vé co ban bat nguon tu
nhu ciu vé san phim cua ngu0’1 tiéu dung cudi cung.
Nguoi mua t6 chtrc thuong str dung nhirng chuyen
gia mua. Ngudi mua ¢ thi tlu’ong t0 chuc c¢6 tinh
chuyén ngh1ep hon so véi nguoi tiéu dung, quyet
dinh mua cua ho lién quan dén nhiéu bén tham gla
hon. Quyet dinh mua hang thuong phuc tap, qua
trinh quyét dinh 1au hon.

Webster va Wind, 1972 da dwa ra mé hinh mua
cua khach hang 16 chirc, goi don vi thong qua quyet
dinh cua to chitc mua la trung tam mua sam va dinh
nghia né la “tt ca nhing cd nhan hay tap thé tham
gia vao qud trinh thong qua quyet dinh mua hang,
c6 chung nhitng muyc dich va ciing chia sé nhiing rui
ro phat sinh tir nhitng quyet dinh do”. [12]

Trong t6 chtrc, quy m6 va thanh phan cla trung
tdm mua s¢€ thay d6i theo nhirng loai san pham khac
nhau va tinh hudng mua khac nhau. Trung tim mua
khong pha1 1a mot don vi ¢b dinh va chinh thirc bén
trong to chitc mua; d6 la tap hop cac vai trdo mua do
nhiing nguodi khac nhau ddm nhan cho nhiing cong
vi¢c mua khéac nhau.

Hau hét cac nghién cuu sy hai long cta khach
hang trong linh vuc du lich thuong tap trung vao
linh vgc B2C (Hudng t6i sy hai long cua khach
hang l1a nguoi ti€u dung ca nhéan, trong truong hop
nay la khach du lich ca nhén). Parasuraman va cac
dong nghiép (]988) da chi ra rang su hai long cua
khach hang véi chat lwong dich vu duge do bang

QUAN TRI KINH DOANH

hiéu so giita chat luong ky vong va chét luong cam
nhan Ve dich vu cua khach hang va da rat gon 10 yéu
t6 quyét dinh chat lugng dich vu (D¢ tin cay kha
nang dap ung, nang lyc phuc vu, kha nang tiep can,
lich su, thong tin, tin nhiém, an toan, hiéu blet khach
hang va phuong tién hitu hinh) thanh 5 yeu t6 va
duogc biét dén la thang do SERVQUAL gom: Tinh
hitu hinh, D9 tin cdy, Kha ning dap ung, Nang luc
phuc vu va Su dong cam [7], [13]. Theo Philip
Kotler, trong cuon Quan tri Marketing, Nxb T hong
ké, 1999: Su hai long la mac d cua trang thai cam
g1ac clia mot nguoi bat nguon tir viéc so sanh két
qua thu dugc tr san pham (hay san lugng) voi
nhirng ky vong cua nguoi do. [3]

Khi ap dung trong pham vi nghién ctru khach
hang t6 chuc, cac ly thuyét vé su hai long cua khach
hang nay déu c6 nhimg han ché nhét dinh. Pau tién,
nhi€u nhan vién thudc doanh nghiép khach hang to
chirc s€ khong c6 nhiing trai nghiém tiéu dung truc
tiép san pham dich vu, yéu t0 chinh lam co s¢ aé
danh gla su hai long cua ho ddi v6i san pham. Thir
hai, yéu t6 tim 1y va cac khia canh ca nhéan phan
chidu trong nhiing dinh nghia vé su hai long nay
khong phan anh duoc hét tinh hé thong cua khach
hang t& chire, nhitng muc ti€u ly tinh cua t6 chire lién
quan truc tiép dén qua trinh danh gia sy hai long cta
ho (Webster and wind, 1972, Sheth et al., 1999). [12]

Theo Jeanne Rossomme (2003) sw hai long cua
khach hang t6 chirc duoc hiéu nhu sau: “Sw hai long
cua khach hang 16 chirc duoc do luong thong qua sy
hai long cia cdc cdp moi quan hé giita (dai dién)
nguoi bdn - (dai dién) nguoi mua trong trung tam
mua sam cua khdach hang t6 chirc thong qua cac sy
kién quyét dinh va tiéu ding cia giai doan truéc khi
mua, glaz doan mua va glal doan sau khi mua” [14]
Nhu vay sy hai long cua khach hang t6 chiic con
duogc thé hién qua moi quan hé kép gifra: Céac “dai
dién” cua nha cung cép; Cac “dai dién” cua khach
hang t6 chiic trong trung tim mua sam.

Nhitng thanh phan ciu thanh sy hai long cua
khach hang t6 chirc duoc dua ra va phan tich phu
hop véi nhitng giai doan cia qua trinh mua cia ho.
Tai céc giai doan khac nhau bao ham sy hai long ctua
céc dai dién khac nhau. Tt ca céc thanh phan nay
deu dong vai tr0 quan trong trong su hai long tong
thé cua khach hang t6 chuc, chung duogc danh gia
trén goc do su hai long qua cac m01 quan hé kép
gilra nha cung cip va khach hang t6 chirc cu thé
trong 3 giai doan: Giai doan trudc khi mua: Sy hai
1ong vé thong tin; Giai doan mua: Sy hai long vé qua
trinh thuc hi€n; Giai doan sau mua - su dung: Su hai
1ong vé thudc tinh san pham.

khoa hoc =

S6 165/2022

thuong mai 81



QUAN TRI KINH DOANH

Khéch hang

Qua trinh mua
Cdc thanh phan cua sy hai hong

Nha cung cip

Nguoi anh huéng

Sw hai long cd nhan

Nhan vién kinh doanh

>

Ngudi gac cong o

\4
Giai doan trudc mua /
N~

Si hai long vé théng tin

Danh muyc san pham

/'

Ngudi quyét dinh \%
.. Dich vu khach
Giai doan mua «— hud: .
Nguoi mua S hai long vé thuc hién ang/Chuoi cung cap

Nguoi tiéu dung

\/

Ljwdi anh hudng / \

Giai doan sau mua

Dich vu hd tro sau ban

Sir hai long vé san pham

Nguon: Tap chi Business va Industrial Marketing, so 18, nam 2003
Hinh 2: M6 hinh CSM ap dung trong mdng B2B

Trong pham vi nghlen clru nay, khi xem xét va
diéu tra thanh phan ciing nhu vai tro cua cic thanh
vién trong trung tdm mua sam cua khach hang t6
chic vé san pham du lich team bulldmg, tac gia
nhan thay ¢6 su x6a nhoa ranh g101 gilia cac vai tro,
trong nhiéu truong hop, mot nguoi dong vai tro cla
ca ngum quyét dinh va ngu(n anh huo‘ng hoac nguoi
mua vira la nguoi gac cOng vira l1a nguoi anh hudng.
Nguoi quyet dinh vira 1a nguoi khéi xudng. Mt
khéc, sén phim du lich team building 14 mgt san
pharn du lich dac biét voi cac dic diém riéng, do
vy, tac gla chi xem xét 03 thanh phan trong trung
tam mua sam, gom: 1) Nguoi quyét dinh; 2) Nguoi
mua; va 3) Nguoi st dung.

Dao tao ky nang lam viéc theo nhom hay g1a1
quyét xung do6t mau thuin trong mdi quan hé gitra

cac nhan vién hodc nhén vién véi cong ty thong
thuong 1a trach nghiém va vai tro cia phong nhan sy.
Trong khi d6, Cong doan hodc phong nhan sy s¢€ l1a
bd phan dam bao thuc hién cac van dé phuc loi cua
nhéan vién trong to chure, trong d6 bao gobm quyen loi
dugc di du lich cta nhan vién. Bang 1 thé hién cacvi
tri trong trung tdm mua sam cua khach hang t6 chirc
trong tiéu dung cac san pham vé du lich team build-
ing trong bdi canh nghlen ciru ciia dé tai.

Mit khac, xét trén goc do vé san pham: Ngudi
chu doanh nghlep hodc trong nhiéu truong hop 1a
cong doan, phong nhén sy chinh 1a nhiing nguoi dua
ra yéu cau va myc dich t6 chirc team building trong
doanh nghiép, trong khi nhitng nguoi tiéu dung cuoi
cung la ngum tham gia chuong trinh du lich team
building lai cdn dugc dap tng ca vé nhu cau du lich

Bang 1: Cdc thanh phan trong trung tam mua sam cia khéach hang t6 chirc
trong tiéu dung san pham du lich team building

Trung tim mua sam

Vi tri trong t6 chirc

Nguoi mua Nhan vién hanh chinh, nhan sy, Cong doan,
hoédc nhan vién dugc chi dinh
Ngudi quyét dinh Giam ddc, Truong phong nhan sy, chi tich Cong doan

Nguoi st dung cudi cung

Nhén vién cong ty, nguoi tham gia chuong trinh

Nguon: Tac gid dé xuat
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va nhu cdu dugc dao tao ky nang lam viéc theo
nhom. Nguoi mua la ngum dong vai tro chinh trong
m01 lién h¢ ban dau véi nha cung cap Do vay, nhu
ciu clia nguorl quyét dinh va nhu cau cua nguoi s
dung cudi cung dugc nha cung cap dap ung thong
qua sy truyen tai nguoi mua. Sy hai long cua ngudi
mua phan anh sy hai l(‘)ng cua nguoi quyét dinh va
nguoi tiéu ding cudi cung

Trong tiéu ding san pham du lich, qué trinh mua
cua khach hang dugc Mathieson va Wall (1982) h¢
thong thanh 5 bude duoc thé hién ¢ so do dudi day
[9] (hinh 3):

3.3. Két qua nghién cirtu

Mot la, danh gia mac do quan trong noi chung
trong qua trinh mua san pham du lich teambulldmg
ctia khach hang t6 chirc. Cac yéu t6 thuoc vé nhom
nhan vién kinh doanh va nhém nhén vién thuc hi¢n
chuong trinh ¢6 anh huong nhiéu nhat dén sy hai
long cta khach hang, ngugc lai nhom dich vu bd
sung la nhém anh hudng khong déng ké dén su hai
long cta khach hang to chic, mic d§ quan trong cia
cac nhom con lai duong nhu khong ¢6 su chénh Iéch
dang k€ mic du so v6i nhom dich vu du lich, nhém
hoat dong teambuilding van c6 mirc d6 quan trong

Nhin biét va thomg; i dich Chudn bi va Danh gid, su
xéc dinh nhu nha fung’ saukhiso [ trai nghiém hai long vé
céu cAp va danh sénh cac lya dich vy dich vu sau
., o trai nghiém
gia chon lién

Nguon: Mathieson va Wall (1982) tr.95

Hinh 3: M6 hinh hanh vi mua trong tiéu dung du lich

Pbi v6i khach hang to chue co6 thé gop giai doan
nhan biét va x4c dinh nhu cau va giai doan thu nhap
thong tin, nha cung cép va danh gia thanh 1 giai
doan, do vay qua trinh mua cua khach hang t6 chirc
trong nghién ctru nay gom 4 giai doan: 1) Giai doan
lén ké hoach (& giai doan nay, khach hang nhan blet
véan dé va xac dinh nhu cau va mong muon cla to
chire vé san pham Sau do tién hanh tim kiém, thu
thap thong tin v& san phim ciing nhu cic nha cung
cip san pham trén thi truong) 2) Giai doan quyét
dinh dit dich vu va tién hanh cac thu tuc can thiét dé
dat dich vu vdi nha cung cap, 3) Giai doan trai
nghiém (str dung) dich vy; va 4) Giai doan sau tiéu
dung, hdu mai gom: Cham soc khach hang sau ban,
gidi quy€t khiéu nai va phan nan tir phia khach hang.

Sy hai 1ong ca nhan va céc bién dnh hudng téi sy
hai l0ng ¢4 nhén cua céac dai dién trong trung tim mua
sam di dugc nhidu nghlen ctru thyc hién truge do mot
cach ky lu’ong Nghlen clru ndy tiép can su hai long
nay trén goc do moi quan hé kinh doanh glua t6 chuc
va nha cung cp thong qua su chdm soc cua cac nhan
vién kinh doanh cua nha cung cép toi nguorl mua dai
dién cho t6 chirc trong trung tdm mua sam.

Dua trén co s¢ cac ndi dung vé su hai 1ong coa
khach hang t6 chirc va san pham du lich team build-
1ng dugc trinh bay ¢ cidc muc trén, mo hinh nghién
clru ma tac gia dé xuét trong dé tai duoc thé hién qua
so d0 dudi day (hinh 4):

cao hon. Nhém nhén vién kinh doanh dugc danh gia
1a quan trong nhét, tiép d6 1a nhom nhan vién thyc
hién chuong trinh (4.42), nhom dich vy van chuyen
(4.38) va nhom thyc hién dat dich vu (4.332) lan
luot xép & vi tri thir 2 dén thir 4 voi cach biét tuong
aoi nho. Pac biét, trong khi nhém dich vu van
chuyén duoc khach hang cho diém 4.3867 vé muc
d6 quan trong (xép thu 3/10).

Tuong ty nhu viéc dénh gia trén 10 khia canh vé
ky vong cia khach hang. Giai doan 1 va giai doan 2
dugc khach hang danh gia 1a 2 giai doan dong vai
tro quan trong nhét trong qua trinh mua. Trong khi
do, giai doan 4 it quan trong nhit, duong nhu su ky
vong trong giai doan 3 va giai doan 4 hau nhu khong
¢6 chénh léch dang ké.

Téac gia su dung phuong phép phan tich phuong
sai one way Anova d€ xem xét su khac bi€t gitra cac
vi tri trong trung tam mua sam vé murc do quan trong
ctia 10 nhom yeu t6. Két qua cho thdy, voi do tin cay
95 % (mu’c y nghia Sig.<0. 05) khong c6 su khac
biét co ¥ nghia thdng ké vé murc d6 mong doi & tat
ca cac nhom khia canh gitra céc vi tri trong trung
tAm mua sim cua khach hang t6 churc.

Hai la, so v6i nhém nang luc san pham va
thuwong hiéu cua nha cung cap thi nhom nhén vién
kinh doanh dugc danh gié la quan trong hon va ciing
12 nhom yéu t6 quan trong nhat trong, 10 nhom khia
canh cua su hai long. Trong do, yéu t0 than thién va
chuyén nghiép khi giao tiép v6i khach hang la quan
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CUSTOMER - B[’JY C‘YCLE - SI‘JPPLIER -
KHACH HANG QUA TRINH MUA NHA CUNG CAP
i Sales - Nhan vién
- / kinh doanh
Planning - Lén ké hoach
> Information Satisfaction Technical R,
Decider - Su hai long v& thong tin cchnical Resource -
Ngudi > '\ Nang lyc cua nha
quyét _ cungeap
dinh - . Nang lycSanPham
: Booking - Thyc hi¢n dat dich vu
Buyer - Perforrnane Satisfaction -
Ngudi mua Su hai long vé qua trinh thyc hién dat Dich vu khach hang, Ké
dich vu | toan, hanh chinh.
User -
Nguoi st Experience - Trai nghiém - B .
dyng san Attribute Satisfaction | Chuoi cung ung san
pham Su hai 1ong v& trai nghiém san pham pham
Postexperience - Hau madi
Customer service Satisfaction Hau mai, cham soc
Su hai Iong vé cham soc khach hang | Khach hang sau ban
sau ban
v

Nguén: Tac gid dé xuat

Hinh 4: M6 hinh do lwong sw hai long ciia khéach hang t6 chire

Bang 2: Mikc dé hai long vé cdc nhém khia canh cu thé

Khia canh phdn tich Mikc do quan tron

Mean | Std. Deviation | Thir tw
Nhom Nhdn vién kinh doanh 4.4800 43182 Thir 1
Nhom nhan vién thwc hién CT 4.4267 49482 Thir 2
Nhom dich vu vian chuyén 4.3867 55398 Thir 3
Qud trinh thuc hién dat dich vu 4.3320 50149 Thir 4
Nhom hoat dong Team building 4.3200 51010 Thir 5
Nhom dich vu an nghi 4.3100 57199 Thir 6
Nang luc SP va thuong hiéu ciia NCC 4.2480 48168 Thir 7
Nhom Gidi quyét khiéu nai ciia KH 4.2067 60633 |  Thir 8
Nhém Moi quan hé kinh doanh 4.0333 04702 Thir 9
Nhom dich vu bé sung (khdc) 3.5200 59425 | Thu 10

Nguon: Két qua nghién ciru cia tac gid
trong nhat. 56% khach hang cho ring day la yeu to
“rat quan trong sO con lai cling cho rang “quan
trong”. Chi co 4% cho rang “khong quan tdm” hodc
“binh thuong” di voi 3 yéu t0 con lai trong khi 96%
con lai trd 161 do la nhung yéu td “quan trong” va
“rat quan trong d6i véi ho.
Két qua ngh1en ctru cling cho thay rang yéu td vé
gia cd cua san pham ludn dong vai tro rat quan trong
anh hudng toi sy hai long cua khach hang to chue.

Mic du nhin mt cach téng thé, mirc do quan trong
chung ciia nhom chira yéu t0 gid cd san pham
(Nhom nang luc san pham va thuong hiéu cua nha
cung cip) duong nhu lai khong phai 1a nhom yéu tb
rat quan trong tac dong dén sy hai long cua khach
hang Khoang gan 10% khach hang cho rang nhém
nay khong quan trong.

Ba la, trén thyc t€, tiéu chi vé mirc giavay tuong
san pham team building doc dao, kién thirc vé san
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phim dich vu ciing nhu sy chuyén nghiép va than
thién ctia nhan vién kinh doanh va nhan vién thuc
hién chuong trinh; Quy trinh thyc hién dich vu troi
chay dugc coi 1a nhu'ng tiu chi quan trong nhat déi
v6i khach hang Mic du néu dat lén ban can gilra
tiéu chi mirc gid va y tuéng san pham doc dao, thi
tidu chi y tuong san pham doc dao van nhinh hon Ve
murc do quan trgng song chénh l¢ch khong dang ké.
Diéu nay c6 thé hiéu rang, gia ca nhiéu khi khong
phai 1a tiéu chi quan trong hang dau khi khach hang
lya chon nha cung cap Cung véi nhitng chinh sach
vé gia san pham, dé nang cao tinh canh tranh, doanh
nghlep can danh gla ding murc do quan trong cua
yeu to doc ddo cua san pham, nhan vién kinh doanh
va nhan vién thyc hién chuong trinh.

Bén la, nhin mot cach tong thé, phan team build-
1ng chiém mirc do quan trong cao hon so voi phan
ve dich vu du lich. Tuy nhién, diéu tha vi 13 trong
cac thanh phan thugc nhom dlCh vu du lich thi nhém
van chuyén lai dugc khach hang danh gia c6 murc
quan trong cao nhat, thim chi cao hon nhom team
building. Tiéu chi phwong tién van chuyén an toan,
tién loi thoang mat duoc xem 1a tiéu chi rat quan
trong thdm chi, day la mot trong nhirng ti€u chi quan
trong bac nhat so véi toan bo ti€u chi con lai
(mean=4.58), diém quan trong cua ti€u chi nay kéo
diém trung binh cta ca nhom van chuyen tang 1én
dang ké so v6i 9 nhom con lai. Diéu nay cho thay
rang, khach hang Van ludn ludn coi sy an toan trong
di chuyen 1a yéu t6 quan trong hang du cia nhiing
chuyén di.

Nam la, trai voi két qua dy doan cua tac gia khi
cho rang nhom mo1 quan h¢ kinh doanh, dac biét 1a
Vlec quan tam dén cic ca nhan trong trung tdm mua
sam la rat quan trong, trong mot sO truorng hop, nho
moi quan hé ma c6 duoc hop dong v6i khach hang.
Song, két qua thu dwoc cho thay, xét vé tong thé hay
cac tiéu chi riéng r&, nhom nay dong vai trd it quan
trong hon so véi cac nhom con lai (trtr nhom dich vu
bd sung). bay la diéu dang luu y dbi véi doanh
nghi¢p khi trién khai chinh sich cham soc khach
hang Doanh nghi¢p can tap trung vao chit luong
san pham su chuyén nghiép cua nhan vién va tinh
cam ket cua cong ty voi khach hang, thay vi chu
trong vao “quan h¢” theo “th6i quen” khi lam vigc
v6i khach hang thude khoi co quan, doanh nghiép
nha nudc.

Sau la, thong qua phéan tich thong ké& Anova dugc
hd trg bm phin mém SPSS16, voi do tin cay 95%,
tac g1a da chi ra sy khac blet vé murc do hai long
gilta cac vi tri trong trung tdm mua sam xét theo cac
tiéu chi cu thé. Nhitng nguoi tiéu ding san pham

QUAN TRI KINH DOANH

cudi cing khong truc tiép tham gia giai doan 1én ké
hoach, thong tin dugc cung cap vé chuong trinh
khong day du c6 thé s& lam ~giam su hai long tong
thé cta ho. Trong khi do, néu ngLr(n mua truc tlep
tham gla trai nghiém dich vu thi mirc d6 hai long cua
ho giam dang ké so vOi nguoi mua don thudn, boi
anh hudng cua céc didu khoan vé tinh linh hoat khi
c6 sy thay d6i diéu chinh v€ dich vy, trong nhiing
trudng hop nguoi tham gia vi Iy do c4 nhan, du
khong mudn nhung bugc phai tham g1a chuong trinh
do nhiing diéu khodn chit ché vé viéc hodn huy dich
vu hay thay d6i sd luong

Su hai long cua nguoi quyét dinh lya chon nha
cung cap nhleu khi bi anh huong boi “mdi quan hg”,
trong khi, néu ho tham gia vao cac g1a1 doan khic
nhu giai doan trai nghlem san pham va g1a1 doan
tién hanh dat dich vu, viéc so s6t & mot sd yéu td
thudc 2 giai doan nay s€ lam giam bdt sy hai long
cua ho.

Nguoi tham gia thuong c6 xu huong it hai long
hon so véi nhitng vi tri khac trong trung tam mua
sam Su khac biét nay c6 thé 1a két qua cua yeu tb

“quy trinh”, khi nguoi tham gia c6 khiéu nai va phan
nan vé yéu t0 nao do trong giai doan trdi nghiém
dich vu, cong ty phan hoi nhanh ch(')ng, song nguoi
ma cong ty truc ti€p trao 601 1a nguoi mua, dan dén
viéde ¢6 thé co “do trd” vé thoi gian khi ngudi mua
thong tin toi ngum tham gia.

3.4. Mot s6 kien nghi

3.4.1. Nhém kién nghi vé nhan lyc

Thuong xuyén dio tao ndi bd, cap nhat kién thirc
vé san pham cho nhan vién kinh doanh: Cong ty can
dua ra nhitng quy dinh vé thoi gian phan hoi lai yéu
cau cua khach hang ddi v6i nhan vién kinh doanh.
Trong cac g1a1 doan cao diém, viéc xir ly cing mot
lac nhiéu yéu ciu cia khach hang c6 thé 1a nguyén
nhan gay ra sy chdm tré. Dé han ché bot nhuoc diém
nay, cong ty c¢6 thé tim kiém cac giai phap cong
nghe nhu cai dat ché do tu dong trd 161 email cho
moi nhan vién kinh doanh véi ndi dung thong bao
nhan vién da tiép nhan va xir ly thong tin trong vong
24 g10r khi nhan dugc email vao thoi g1an cao diém,
dbi voi thoi glan thap diém 1a khong qua 8 gio.

Té chirc cac cudc thi tim kiém ngudn nhan sy
chit luongz bao gom nhén vién, cong tac vién va y
tuong truyén thong nhu: “Truy tim cOng tac vién so
0”. Nang cao chat lugng nhan sy thong qua cac
chuong trinh dao tao chuyén biét, tham gia cac khoa
hoc dao tao vé nghiép vu du lich cling nhu cac khéa
hoc ve ky nang g1ao tiép voi khach hang, tiép can va
ndm bét tAm 1y ctia khach hang muyc tiéu.
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Mit khac, doanh nghiép ciing can xay dung ché
d6 dai ngd, phuc loi, 19 trinh thang tién, chinh sach
thudng theo KPI nham tao dong luc, su trung thanh
cua cac nhan vién cti va thu hat nhan tai. biéu chinh,
bd sung bo tai lidu vé quy chudn mo ta cong viéc,
quy trinh sales, quy trinh diéu hanh va cic nguyén
tac khi 1am viéc v6i khach hang.

- Tich cuc dé nhan vién phat trién mang ludi net-
work thong qua viéc tham gia, giao luu va sinh hoat
trong cac hoi nhom doan thé, nhu hiép hoi du lich,
hiép hoi doanh nghiép, cac céu lac by hudng dan
vién, quan trd, nham phat trlen mang ludi cong tac
vién chu chét. Tai trg mot s6 hoat dong thuong nién
ctia cac cau lac bo. T chure cac budi dao tao nho cho
cac thanh vién cua cau lac bg hodc cac nhom cong
tac vién thudng xuyén nhim gia ting hinh anh va
thuong hiéu cua doanh nghiép.

Kiém tra danh gia _hang quy, hang nam chat
luong doi ngli hudng dan vién, quan tro, MC nham
thiét 1ap hé thong co so dir liéu vé doi ngil cong tac
vién tir d6 diéu phdi nhan su cho cac chuong trinh
phu hop.

Xay dung “profile” chuyén nghiép bao gdm hinh
anh, video cho nhom nhan vién kinh doanh, quan
tro, hudng dan vién, day la mot phan cta hf) SO nang
luc khi tham gia “thau” cac chuong trinh t6 chirc du
lich team building ctia khdi khach hang 16n.

3.4.2. Nhom kién nghi d6i véi cdc nha cung cap:
Vin chuyén; Khdach San, Nha hang va cac nha cung
cdp khac

T chirc cac chuyén di khao sat chat lugng dich
vu thuc té & cac diém dén, dé nhan vién ndm duoc
nhitng thay d6i vé co s ha tang & cac diém dén nhu:
C6 khach san, nha hang, dich vy gidi tri méi dugc
dua vao hoat dong? Nhiing khach san, nha hang
quen dung c6 nhitng ddu hiéu xudng cap, di xudng
vé chét luong dich vy? Hay duong sa di lai c6 thuan
tién hay khé khan hon? Tur d6 dua ra dugc nhung tu
van, lua chon tdt nhat cho khach hang. béi voi
nhing dia diém & qua xa, hodc doi héi nhiéu kinh
phi khéo sat, cong ty c6 thé tan dung vai tro cta doi
ngil cong tac vién hudng dan hoic cac ddi tac tin cay
cung cap thong tin cip nhat. Trén co s¢ thong tin do,
bd phan diéu hanh kiém tra, d6i chiéu voi nhiing
ngudn dang tin cdy, tir d6 dwa ra nhiing bao céo véi
ban 1anh dao va c6 ké hoach dao tao, cap nhat thong
tin cho doi ngii nhan vién kinh doanh.

khoa hoc

Tham gia nhiing chuyén famtrip do cac cau lac
b6 1it hanh t6 chirc nham tao 1ap, cling ¢d mdi lién
két v6i nhimg d6i tac trong nganh, ddng thoi trai
nghiém, danh gia nhitng tuyén diém méi, khach san,
nha hang moi.

St dung chuong trinh khach hang bi mat (MGP)
dbi voi nhitng nha cung cép than thiét nham danh
gia chinh xac chat luong ctia cac nha cung cép,
tranh dya trén “thoi quen” va cdm nhan chu quan
cta ca nhan. .

Céach mang cong nghé 4.0, cting v6i sy phat trién
cua cac OTA, vira 1a thach thuc, cling vira 1a co hoi
dé cac doanh nghiép 1o hanh cai tién, tan dung
nhitng uu dlem ve€ tinh c@p nhét va danh gia cua
khach hang vé hé thdng khach san tai cac dlem dén
thong qua cic trang dit phong truc tuyén nhu:
Agoda; booking.com hay Tripadvisor.

Bén canh d6, doanh nghiép tién hanh chon loc
danh sach nha cung cdp chién lugc, thiét lap mdi
quan hé than thiét nham huéng nhitng wu dai trong
chinh sach gia, chét luong, thanh todn, hoan huy va
su vu tién trong nhiing giai doan cao diém.

St dung phan mém luu trit, quan 1y dit lidu bao
gém: Hop déng, hinh anh thuc té, nhan xét, phan
hoi, danh gi4 cta diéu hanh, khach hang vé cac nha
cung cap trong vong ba nam. Py dugc xem 1a mot
loi thé canh tranh cta doanh nghiép, khi cung cap
cho khach hang “cai nhin thyc t&” thong qua trai
nghiém thuc té cua cac khach hang khac, han ché
mot phén dic diém “vo hinh” trong tiéu dung cua
san pham du lich.

3.4.3. Nhém kién nghi vé Marketing, xuc tién,
quang ba ‘

Céc doanh nghiép cin xdy dung bo an pham
nhén dién thuong hi€u, sy hién dién cia doanh
nghiép ca trén internet 1an truyén théng, gom:
Website, cac kénh mang x& hoi nhu fanpage,
youtube, Tik tok, Email marketing To roi, s tay
chuyén di, cac bang biéu, gidy to hanh chinh. Ung
dung cac phan mém gui email marketing tu dong, c6
st dung phéu loc dé phan loai va dua ra chién lugc
marketing voi ting nhém khach hang.

S6 hoa hd so ning lyc ciia doanh nghiép bao
gdm Video gidi thiéu, danh sach khach hang, nhiing
chuong trinh da thyc hién, mé phong nhimng y
tuong, san pham du lich team building thong qua
cac cong nghé maéi nhit nhu VR thuc té 0. ..
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Chi ngan sach tai trg td chirc cac hoat dong team
building cho cac chuong trinh thudng nién cia dién
dan nhan sy nham giéi thiéu quang ba san pham cua
doanh nghiép téi nhirng thanh phan chu chdt trong
trung tAm mua sim cta khach hang t6 chuc.

St dung cac KOLs (Key Opinion leaders -
Nguoi anh huéng), nguoi noi tiéng, moi ho tham gia
trai nghiém san phdm ciia doanh nghiép, tir d6 dua
ra nhan xét, danh gia trén cac Phuong ti€n c4 nhan
(Fanpage) nhim quang ba doanh nghiép.

Str dung cac danh gia cua khach hang sau mdi
chuong trinh, s§ hoa trén mang xa hoi nhu danh gia
ctia google, tripadvisor hay cac dién dan nhén sy...

3.4.4. Nhém kién nghi vé phdt trién san pham
team building

Xay dyng, ddu tu va phat trién cac san phim theo
timg giai doan trong nim theo nhu ciu cua thi
truong. Cac san phim sang tao theo chii dé cua timg
giai doan trong nam, vi du mua he g‘a"m voi “nudc”,
“bai bién”, hudng toi nhitng san phdm c6 mirc gia
cao, d6 dai ngay trung binh, cac diém dén 1a cac
thanh phd bién.

Pa dang danh muc san phim du lich team build-
ing theo chién luoc dinh gia san phim cua cong ty.
Xay dung b tiéu chuin bao gom céc tiéu chi cu thé
vé chét lugng san pham theo két qua nghién ctru,
dic biét luu ¥ dén vin dé Phuong tién van chuyén
dam bao tinh an toan, hién dai, tai xé chuyén nghiép.

Cho ra mit nhiing san pham md phong theo
nhitng gameshow thuc té& néi tiéng, co sirc hap din
cao nhu: Amazing Race, how to survive? Fear
Factor; Can you escape?...

Piu tu vao cac dao cu tro choi high-Tech, doc
déo, dé sir dung nhung it phé bién trén thi truong,
dac biét la cac san pham lego.

Chao hang thi diém cac san phdm du lich team
building cao cip tai cac diém dén nuéc ngoai phi
hop cho nhom khach hang c6 quy mé nhd, muc chi
tra cao, trudc mét 1 cac dia diém d& thyuc hién va chi
phi hop Iy nhu Laos va Campuchia.

Té chirc dinh ky nhitng budi “brainstorming”
gitta phong ndi dung, phong kinh doanh va phong
diéu hanh nhdm dua ra nhimg san phim phu hop voi
thi truong.

3.4.5. Nhém kién nghi vé xir ly khiéu nai va dich
vu cham soc khdach hang

Xay dung va ap dung nhiing quy dinh, quy trinh
va chinh sach giai quyét va xir Iy khiéu nai cua

QUAN TRI KINH DOANH

khach hang. Trong d6, cin c6 nhiing tiéu chi cu thé
vé thoi gian, cac mic bdi thuong, cac trudng hop
dugc bdi thuong. Ap dung tiéu chi: Ling nghe -
Cam thong - Dua ra dung van dé - Hanh dong cy thé
nham giai quyet khiéu nai thoa dang - Bam bao gitr
dung cam két, giai quyét khiéu nai mt cach 6 on thoa
dén cung. V6i nhitng khiéu nai ¢6 tan suét lap lai
cao, can tim ra nhitng nguyén nhan cha chét dan dén
su phan nan cua khach hang tr d6 dua ra cac bién
phap khic phuc, tranh l3p lai mot sai 1dm véi cing
mot khach hang.

Phan cép cu thé d6i voi nhitng muc do khiéu nai
khac nhau. Viéc xu ly nhimng khiéu nai muc do
nghiém trong hoac khiéu nai tir nhitng khach hang
16m, cén dugc cac cép tir trudng phong hodc giam dbe
truc tiép xur Iy thay vi dé nhimg nhéan vién thiéu kinh
nghiém thuc hién. Viéc phan hoi nhiing khiéu nai cua
khach hang can duoc thuc hién “nhanh nhit” va
khong qua 24h tinh tir thoi gian khach hang khiéu nai.

Céac khiéu nai va cach thic, két qua, phan héi cua
khach hang vé viée giai quyet khiéu nai cin dugc ghi
chép day du, 1am co s& dé dua ra cac giai phap han
ché cac khiéu nai c6 thé phat sinh trong tuong lai.

C6 chinh sach wu dii ddi v6i nhitng khach hang
lau ndm, khach hang 16n. Chinh sach wu dai nay
khong nhét thiét phai 1a wu dai vé gia ca ma 1a nhimg
dich vu gia tang cho khach hang véi muac gia khong
dbi, hodc ap dung nhiing chinh sich vé thanh toén,
hodn hity, didu chinh linh hoat hon so v&i nhimng
khach hang khac.

Ngoai viéc xdy dung mdi quan hé ca nhan tét
dep gitra nhan vién kinh doanh va nhiing vi tri chu
chét trong trung tim mua sim cua khach hang. Cac
lanh dao cia cong ty ciing can tham gia hoat dong
tham héi, giao thiép trén co s& phan chia muc do
quan trong cua nhiing vi tri khac nhau trong trung
tdm mua sam cuia nhimg khach hang khac nhau.

T chirc chuong trinh tri 4n khach hang vao dip
d4u nam hodc cudi nam. Chuong trinh tri 4n nay ¢
thé 1a mot bira tiéc than mat hodc 1a mot chuong
trinh team building mot ngay nhdm cam on khach
hang, ddng thoi ciing 1a mot cach “chao hang”
nhitng san phdm cua cong ty dén khach hang.

Ngoai viée giri email dinh ky nhim duy tri méi
lién h¢ voi khach hang, nhan vién kinh doanh can
thyc hién nhimg chuyén thim hoi gip g& truc tiép
khach hang vao nhitng dip dac biét nhu: Sinh nhét
khach hang; Sinh nhat cong ty khach hang, hoac
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trude tbi thiéu mot thang so voi thoi diém t6 chirc
chuong trinh hang nim theo ghi nhan vé khach
hang. Viéc nay khong nhiing giup khong bo 16
khach hang vao tay d6i thii canh tranh ma con thé
hién sy quan tdm, sy ghi nhé va chu dao trong cham
soc khach hang.

Xay dung ngan sach cho khoan qua tang khach
hang vao cac dip dic biét: Tét Nguyén Dan, Trung
thu, sinh nhat hay 20/10; 8/3 ddi véi nhitng khach
hang nir; 20/11 d6i v6i nhitng khach hang thudc
khéi giao duc; 21/6 d6i v6i nhitng khach hang thudc
khéi béo chi va nhitng ngay ky niém dic biét caa
mdi nganh nghé cua khach hang.

Cong ty c6 thé str dung nhitng phin mém quan ly
khach hang CRM (customer relationship manage-
ment) trong linh vyc du lich. Quy trinh hoat dong
ciia nhimg phan mém nay bat ddu tr KHACH
HANG, khi lam viéc véi khach hang thong tin s&
chuyén dan qua YEU CAU, cac yéu cau nay s€ sinh
ra BOOKING va cac hoat dong DIEU HANH
TOUR. Tét ca cac hoat dong cia cac phan hé sé
dugc quan ly thong qua LICH. Nhiing phan mém
nay dugc xay dung va phat trién khién cho viéc thiét
ké va tinh gia tour ciing nhu diéu hanh tour, chim
soc khach hang tré nén don gian va hiu qua hon
bao gio hét. Mat khac, nhiing phan mém nay clng
cung cap kha ning chuin doan va ting cuong m01
quan hé voi nhitng khach hang dang ¢ “murc rai ro”
- Nhitng khach hang da c6 nhiing trai nghiém tiéu
cuc, khach hang méi va nhiing khach hang khac
trong thi truong canh tranh.

Khong nhimng vy, bang viéc luu trir cac dir liéu
vé khach hang, s& giup cong ty xac dinh va duy tri
mdt “tap hop y twong” c6 dugc tir khach hang, tir d6
cong ty ¢o thé dua vao “tap hop y tuong” nay dé
cung cap nhitng gia tri vugt trdi cho khach hang.
Thuc hién va tmg dung tot nhitng phan mém nay,
cong ty khong nhitng s& khién khach hang ngay mot
hai long hon, duy tri su trung thanh ctia khach hang
cii ddng thoi ciing sé tao lap duoc uy tin, thuong hiéu
trén thi trudng nham thu hut nhimg khach hang moi.

V61 miac chi phi khong qua cao (4.890.000
VND/nam déi voi phan mém CRM online), cong ty
hoan toan c6 thé can nhic ap dung thuc hién phan
mém nay vao hoat dong kinh doanh hién tai.

4. Két luan

Danh gia sy hai long cua khach hang, dic biét 1a
khach hang t6 chirc, ddi tuong khach hang mang lai

khoa hoc

doanh thu 16n cho doanh nghiép ludn 14 vin d& song
con ddi véi bat ky doanh nghiép nao. Phan thudng
cua sy hai long c6 dugc tir khach hang s€ 1a long
trung thanh ctia ho va sy giéi thi€u nhiing khach
hang méi cho doanh nghiép, ma két qua cué_i cung
chinh 1a 191 nhuén kinh doanh va sy phat trién cua
doanh nghiép. Thong qua qua trinh nghién cuu,
phéan tich va danh gia, dé tai da lam 10 duge mirc do
quan trong cta nhiing tidu chi cu thé dong gop tao
1én sy hai long cua khach hang. Ciing nhu mue d6
hai long trén nhiing ti€u chi cu thé nay cua khach
hang t6 chire tai nhimg vi tri khac nhau trong trung
tam mua sam d6i voi san pham du lich team build-
ing trong qua trinh mua. D& tai nghién ctru cling da
1am 6 duoc nhitng dic diém cua loai san pham du
lich team building, ciing nhu cac thanh phan cau
thanh mot chuong trinh du lich team building. Tt do
dua ra dugc nhirng nhom giai phap cu thé cho doanh
nghiép khi phat trién loai sin phdm nay nham nang
cao tinh canh tranh trén thi truong.

Viée dénh gia su khac biét vé mirc d¢ hai long va
muc do quan trong vé cac tiéu chi cu thé cua C4c vi
tri trong trung tAm mua sam ctia khach hang t6 chirc
chi dya trén quy mo mau c6 kich thudc nho (35
khach hang t6 chirc). Mit khéc, nghién ctru cling bo
qua nhiing ddi twong khach hang té chirc (ban budn)
1a cac doanh nghiép cung nganh va loai bo yéu t6 ca
nhan anh huong dén sy hai long cta cac vi tri trong
trung tdm mua sam. Day cling chinh la diém han ché
cua bai nghién ctru ddng thoi ciing 12 hudng di ma
tac gia co thé tiép tuc khai thac trong nhimng nghién
curu xa hon trong twong lai. ¢
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Summary

Teambuilding tourism in recent years has
emerged as a leading selection of many enterprises
to replace the traditional sightseeing tours. The com-
bination of leisure tourism and the teamwork traning
activities, cohesion improvement and culture corpo-
ration among all staff in each company is increasing
rapidly. The holiday entilement for employees in
each enterprise is not only the task of labour union
as a public welfare but also the combination of var-
ious departments such as human resorces depart-
ment, marketing and commnucation department,
and of course from each individuals.

However, there are few studies on this type of
teambuilding tourism systematically. Many years of
working in tourism and hospitality management, the
author chooses to conduct comprehensive study of
teambuilding tourism products and the customer sat-
isfaction as an organizer of team building activities.
The most noticeable for this is that there is a big dif-
ference of many other studies on the satisfaction of
tourists - the end consumers with this study and of
course, the author finally provide specific criteria
for evaluating customer satisfaction. Based on the
assessment of the customer satisfaction level along
with teambuilding tourism products in general, the
author focuses on solutions of factors affecting the
satisfaction of organizational customers. After that,
giving the product policies, human resource train-
ing, and close relationships with customers can be
established to create a superior competitive advan-
tage in order to retain old customers and attract new
customers in the competitive martket, especially the
travel businesses aspect.

These measures can also be applied or used as a
reference for small enterprises operating in the trav-
el industry in Vietnam. 45 criteria belonging to 10
groups of aspects were proposed by the author and
conducted research on 105 individuals working in
35 enterprises and obtained specific results which
are presented in Section 3.
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