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Vi sao quan mat khach quen, va quan nao giit dugc

Sau hai nam thanh loc nang né, don bay con lai trong tay chi quan khong phai 1a kiém
thém khach mdi. La lam sao dé nguoi da ghé mot 1an chiu quay lai 1an thit hai. Bdo céo
nay noi vé chuyén do: vi sao ngay cang khé, khong lam dwoc thi mat bao nhiéu tién, va
cach lam nao théat sy chay dugc & Viét Nam.
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Ba ky hiéu nguon dung trong bao cao

[M] S6 liéu da cong bo, ctia bén thi ba: co quan nha nudc, ngan hang trung wong, don vi
nghién ctru hodc bao chi. T4t cd déu danh s6 & muc Nguon cudi bao céo.

[P] S6 do trén hé thong PEKO, 1ay tlr cdc quan dang dung PEKO tai Viét Nam, tit thang
1/2024 dén thang 6/2026.

[E] Udc tinh hodc bai toAn mau do PEKO dung tir hai loai s6 liéu trén. Gid dinh néu ngay
tai cho @€ ai cling thay dugc bang s6 ctia quan minh.

Cac ng dung giao do6 an khong cong bo biéu phi hoa hong & Viét Nam. Moi con s6 vé hoa
hong trong bao cdo déu la wdc tinh doc 1ap hodc trich lai tir bén thi ba, va c6 thé khong
ddang v6i hop dong ctia mot quan cu thé nao. Tén va nhin hiéu ctia cac bén thi ba thudc
vé chu s@ hitu. Thay chd nao sai, bdo gitp ching téi: research@heypeko.com.
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Muc luc

Néu trang nay trong, bdm chudt phai roi chon Update Field.
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TOm tat

Chi trong hai ndm, nganh F&B Viét Nam da qua hai dot thanh lgoc. Nguoi Viét khong an ngoai it

di; chi nhitng mo6 hinh yéu la rung. Nhung c6 mot thit da d6i han: tién kiém khach mdi ngay

cang chay veé phia cac nén tang, con gitt dwgc khach cii hay khong thi van do quan ty quyeét.
Muoi diéu dang chu y nhat:

1.

10.

Nta dau nam 2025 c6 hon 50.000 quan déng clra, gidm 7,1% so vGi nam trudc, kéo ca
nuédc xuong con khoang 299.900 quan. Ha Noi va TP.HCM déu gidm trén 11% [M-1, M-2].

Khach khong bo an ngoai. Hon 54% ngudi dugc héi néi van gitt nguyén tién dn udng hing
thang, gan 68% chd quan van tinh chuyén md rong trong nita cudi nam [M-1]. Thi treong
dang loc, chi khéng co lai.

Ca nam 2025 doanh thu toan nganh khodng 726,5 nghin ty dong, tang 5,5%, trong khi s
quan chi tdng 2,0% lén khodng 329.500 [M-3]. N6i cach khac: quan dong da c6 quan mai
thé cho6 gan hét, nhung miéng banh thi khong to thém bao nhiéu.

Gid dau vao van 1a 4p lyc ndng nhit. Nam 2025 c6 69,38% doanh nghiép F&B kéu vé gia
nguyén vat liéu [M-3]. CPI sdu thang dau nam tang 3,27%, riéng nhoém an udng tang
3,69%, nhém nha & va dién nuwéc tang 5,73% [M-4].

Céac nén tang giao d6 an van 16n 1én xuyén qua dgt thanh loc. GMV nam 2025 kKhoéang 2,1
ty USD, ting 19%. ShopeeFood va GrabFood mdi bén 48%, beFood 4% [M-5].

Khong ai cong bé mic hoa hong. Udc tinh ddc lap roi vao khodng 20-30%, thuwong lugng
riéng ting quan [E]. BAn than chuyén map mo nay da la mot loai chi phi: chti quan khong
thé tinh gid dya trén con s6 minh khéng nhin thay.

Phan 1én khach dén 1an dau 1a khong quay lai. Trén cac quan dung PEKO, 60-75% khach
mdi khong trd lai trong 90 ngay [P]. Khong phai vi quan dé. Chi don gidn 1a ho chang cd ly
do gi d€ nhé ra quan.

Ha tang dé nhan dién khach thi da sdn, va né ndm ngay trén dudng thanh todan. NAPAS
X 1y khodng 35 triéu giao dich mdi ngay, gan nira 1a VietQR [M-6]. Thanh todn QR nim
2025 tang 62% vé s6 lwgng va 151% vé gia tri [M-7]. Tt ndm 2025 NAPAS bat dau trién
khai chuan QR thanh toan tai quay [M-6].

Chuong trinh tich diém chét vi hai ly do cdu truc, khong phai vi qua chwa di hap dan:
khdach chi duwgc moi tham gia khi thu ngdn nhé héi, va gitra hai lan ghé thi khach khong
tw xem dugc diém cda minh. Hai 16i nay khoa vao nhau, khong phan thudng nao kéo
quan ra dugc.

boan trudc an dit nhac sau. Quan nao dy doan theo nhip ghé riéng cda tirng khéach roi ty
déng nhan kéo ho quay lai thi ti 18 khach quay lai tang 8-15 diém phan tram trong 90
ngay [P]. Con luat cirng kiéu "khong ghé 30 ngay" thi ban ldc khach da di mat roi.
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1. Visao la luc nay

1.1 Pot thanh loc thir hai

N®ra dau ndm 2025, hon 50.000 quan F&B trén cad nwdc déng clra, gidm 7,1% so véi ndm 2024,
theo bdo cdo thi truong do iPOS.vn lam cung Nestlé Professional [M-1]. Con s6 nay 16n hon hén
dot gitta nam 2024, khi khoang 30.000 quan déng, tuong duong gidm 3,9% [M-1]. Hai dau tau
Ha Noi va TP.HCM déu gidm trén 11% [M-2].

Doanh thu sdu thdng dau nam wéc 406,1 nghin ty dong, chi nhinh hon cung ky 2024 mdt chut,
thap hon nhiéu so véi murc tang khodng 10% ma dau nam ai cting ky vong [M-1]. Hét nam, thi
truong dat khoang 726,5 nghin ty dong, tang 5,5%, con sO quan bat lai 1én khoang 329.500, ting
2,0% [M-3].

bét hai con s6 d6é canh nhau ra dugc két luan ddng néi nhat cia nam. Quan déng da cé quan
mdi thé chd gan hét, nhung doanh thu toan nganh chi ting 5,5%. Miéng banh gan nhu ci, s6
nguoi chia thi van thé. Thi truong kiéu nay thi mat mot khach quen khong cé khach mai nao
bu lai dwgc. Khach dé chi chuyén sang quan bén canh thoi.

1.2 Chi phi siét tir moi phia

Nam 2025, 69,38% doanh nghiép F&B kéu vé gid nguyén vat liéu [M-3]. CPI binh quan sdu
thang dau nam tang 3,27%; nhém hang an va dich vu dn uong tang 3,69%; nhéom nha &, dién
nudc, chat dot va vat liéu xay dung tang 5,73% [M-4]. Khoang 35,4% chui quan néi gid nguyén
liéu l1a 1y do chinh budc ho phdi tang gia ban [M-4].

Cung lac dd, chi phi tudn thd ndng thém. Hoad don dién t&, ké khai thué, nghia vu lao dong, gio
déu dugc chd quan tinh vao chi phi van hanh ctia mot thi truong dang chinh quy hoa [M-3].
DAy mdi la cho 2025 khac cac nam trudce: sitc ép khong chi tir gid, ma tir chuyén phdai lam dn
minh bach hon.

1.3 Nén tang thi van 16n 1én

Quén déng ctta, nhung 16p nén tdng phia trén van nd ra. GMV giao db dn tai Viét Nam nam
2025 khoang 2,1 ty USD, tang 19%, theo Momentum Works. ShopeeFood va GrabFood moi bén
chiém 48% doanh s6, beFood 4% [M-5]. C& Pong Nam A ting 18% 1én 22,7 ty USD, va Viét Nam
nam trong nhom tang nhanh nhat cung Indonesia véi Malaysia [M-8].

Khoéng nén tang nao ¢ Viét Nam céng bo biéu phi. Udc tinh doc 1ap roi vao khodng 20-30%,
thuong lwong theo tirng quan va tung nganh hang [E]. Quan co bién 1gi nhuan gop 60% ma

chiu hoa héng 25% trén gid ban thi coi nhuw mat gan ntra phan 1ai gop cia don do.

1.4 Cho trong mang tén giiv Khach
Cac ng dung giao do6 dn lam rat tot mot viéc: dwa quan ra tredc mat nguoi chua trng nghe tén
quan. Nhung chung khong duoc thiét ké cho viéc th hai, 1a 1am nguoi d6 nhé quan thay vi
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nhé cai app. Theo thod thuan thwong mai thong thuwong, thong tin lién hé va lich st dat hang
ctia khach do nén tang gitt, va quan thuong khong nhan dugc ¢ dang dung dé lién hé lai duoc.
Thanh ra kiém khach mdéi bay gio giong di thué hon la di mua. Tra tién thi cé khach, ngrng tra
thi hét. Con gitt khach cii van 1a tai sdn cia qudn, vGi diéu kién quan nhan ra dugc khach va

cho ho 1y do dé quay lai.
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2. Gitt mot khach quen dang gia bao nhiéu

2.1 Nguyén tac goc

Nghién cttu goc vé kinh té hoc gitt chan khach hang la cia Reichheld va Sasser, dang trén
Harvard Business Review nam 1990: tang 5 diém phan tram ti 1é gitr khach thi lgi nhuén ting
tlr 25% dén 95%, tuy nganh [M-9]. Co ché don gian thoi. Khach da gitt duwgc thi khong ton tién
kéo vé lan nita, cang vé sau cang chi nhiéu hon, va ho rd thém nguoi khac. Nganh dn uéng
nam & vung cao ctia khoang do, vi khach mua thwong xuyén con tién kéo mot khach mai, tinh

dd cd hoa hong 1an khuyén mai, lai rat 16n so véi gia tri mot don.

2.2 Bai toan mau [E]
Bang dudila mé hinh, khéng phai s6 do. Gia dinh dé rd hét ra day, ai cling thay dugc bang s6

cia quan minh.

Gia tri don hang trung binh (quan ca phé / an 150.000d
uong binh dan)

$6 1an ghé moi thang cia mot khach quen 41an

Thoi gian mét Khach quen con gan bo 18 thang

Bién lgi nhuan gop 60%

Tong doanh thu tir mot khach quen 10.800.000d

Téng lgi nhuan gop tir mot khach quen 6.480.000d

Hoa hong phai tra cho 4 don qua wng dung, & 168.000d, va quan hé v6i khach van do nén tang
mirc minh hoa 28% nam gitr

biéu dang nhin khéng nam & may con s6 tong, ma & dong cudi cung. Kéo lai mot khach quen
qua app thi ré trén tirng don, nhung dat trén cd méi quan hé. Moi don sau dé khach dat qua
app quan van phdi trd hoa hong, vi méi quan hé ndm trong app cht khong nim & quan.

2.3 Don bay "thém mot 1an ghé" [E]

Quén c6 50 khach moi ngay, khodng 30% lugt ghé 1a khach quen, titc chirng 450 Iwgt kKhach
quen mot thang. Gia s hé thong gitt khach kéo duwgc mot trong muwoi nguoi dé quay lai thém
mot 1an moi thang, twong duwong ti 1&é khach quay lai nhich 1én khodng 2,6 diém phén tram. Vay
la thém khoang 45 lugt, tic 6.750.000d doanh thu moi thang véi cac gia dinh & trén.

Muc tang do duogc thuc té€ ¢ Viét Nam con cao hon con s6 than trong nay (xem Muc 7). Nhung
ngay ca kich ban dé ddt nhat cling da trd du tién phan mém nhiéu lan.

Bao cao nay khéong noi gi
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Khong néi mitc tang d6 1la chic chan. Khong néi quan nao cling ra két qua nhu nhau. Diéu
bao cdo noi 1a: bai todn nghiéng han vé phia chd quan, da dé cdu héi khong con 1a ¢6 nén
lam hay khéng, ma 1a 1am sao dé khoi phai tréong vao tri nhé ctia ban thu ngan.
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3. Vi sao chwong trinh tich diém c& chét

Quén nao ¢ Viét Nam cling c6 mot cai nghia dia chwong trinh khach quen. Tam thé déng dau
nam im trong vi. Module tich diém trong phan mém ban hang khong ai mé. Nhom Zalo nhan
khuyén mai ma khach tat thong béo tlir doi nao. May céi chét do6 trong khac nhau, nhung

nguyén nhan thi chi c6 hai.

3.1 Nut that thu ngan

Chuong trinh tich diém gan véi phan mém ban hang thi khach chi vao dwgc khi thu ngan héi
s dién thoai. Tai liéu hudng dan cong khai cia may phan mém phé bién & Viét Nam ghi rd
chuyén dé: dang ky ngay tai quay, ngay lic thanh todn, va nhan vién phai dugc day cach tra
101 khi khach héi diém [M-10].

Gio cao diém, khach xép hang phia sau, thu ngan bé luén cau héi d6 cho nhanh. Bi tir chéi vai
chuc 1an thi théi hin, khong héi nira. Chuong trinh ngirng nap thanh vién mdi, ma chi quan
khong hé hay biét, vi chdng c6 man hinh nao bao "hém nay khong ai duwgc moi tham gia” ca.

3.2 Tich diém mu

Ciling trong mAy hé thong do, diém chi hién trén man hinh ban hang ciia nhan vién, mudn doéi
qua thi phai nho thu ngan bam. Gitra hai 1an ghé, khach khong cé cach nao ty xem diém, xem
hang hay xem voucher cia minh. Choi mot tro ma khong biét minh dang dugc bao nhiéu diém
thi choi lam gi. Mot phan thuwdng ma khach khong biét minh sap cham téi thi chang kéo dugc
ai quay lai.

3.3 vong luan quan

Hai 16i trén khod vao nhau thanh mdt vong. Khach khong thay diém nén khong thiy ly do
tham gia. Nhan vién mo&i mai bi tir ch6i nén théi moi. Chwong trinh khong cé thanh vién méi,
khong cé phan thudng nhin thiy dugc, nén chang tao ra lugt quay lai nao. Chi quéan két luan
"khach & day khong trung thanh" roi dep. Sau dé chinh cai chét cia chuong trinh lai dugc dem
ra lam bang chirng rang khach khong trung thanh, trong khi khach chwa bao gio dugc trao
mot cong cu chay dugc.

3.4 Hai kiéu chét méi hon

Hoan tién khong phai la giir khach

Vai nén tdng ban chuwong trinh hoan tién nhu thé d6 1a sdn pham gitr khach. Quan tw chi mot ti
1é trén moi hod don, trad lai khach thanh sé du trong app cia nén tdng. Ban chat thi rd: gidm gia
trén moi giao dich, tién quan bo ra, va khach thuong tiéu ngay & 1an ghé ke tiép, bat ké 1an do

c6 nguy co mat hay khong.
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Muén biét chwong trinh c6 that sy gitr khach hay khong thi nhin ti 1é déi thudng. Ti 1é cang sat
100% thi chwong trinh cang khéng con phan biét dugc dau la khach sap bé di, dau la khach
kiéu gi cling quay lai. Pén mic dé roi thi goi dung tén nd la chwong trinh gidm gia.

Khach thanh cta nén tang

Khi s6 du diém nam trong mdt app tiéu dung do bén thit ba van hanh, du la app giao do an,
app hoan tién hay mang tich diém lién minh, thi quan dang b tién xay quan hé khach hang
cho ngudi khac. Khach trung thanh véi cdi app dang gitt so6 du cia ho. Quan roi nén tdng thi s6
du & lai, quan hé cling & lai.

Bon cau héi dé soi bat ky cong cu gitt khach nao

1. Khach ty tham gia dwgc khong, hay phdi nhd nhan vién? 2. Khach ty xem diém trén
dién thoai ciia ho dugc khong? 3. Danh sach thanh vién c6 phai ctia quan khong, va xuat
ra lic nao ciing dwgc khong? 4. Hé thong c6 bao trwdc cho quan biét ai sap ngirng quay lai
khoéng?

Trugt hai cdu dau thi s6ém muon cling roi vao vong luidn quin. Truot cau ba la dang di
thué chinh khach ctia minh. Truwgt cau bén thi d6 1a dich vu nhac nhé, khong phai hé
théng giit khach, di to roi c6 ghi gi di nita.
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4. Hé thong gitr khach, khong phai chwong trinh tich
diém: PEKO lam thé nao

Muc nay noéi vé cdch PEKO dugc dung 1én, vi thiét ké cta nd tra 10i thang may cai chét & Muc 3,
va vi goi PEKO 1a "nén tadng tich diém" thi xép sai ch6. Chwong trinh tich diém ghi lai 1an ghé
vira roi. Hé thong gitt khach tao ra Ian ghé ké ti€p. Khac nhau & cac co ché, va & cho ai phai

ngoi van hanh chung.

4.1 Nguyén tac: khong thir gi phu thudc vao cai quay

Nut that thu ngan Chi vao dugc khi nhan vién nhég
hoi

Khach quét QR ngay tai ban, hoac
chup hod don. Ai ngo6i trong quan
cling tham gia dugc, khong can la
nguoi tra tién. Al doc hod don tir
moi phan mém ban hang nén khéi
can tich hop gi.

DPiém chi hién trén man hinh nhan
vién

Diém, hang, tem, voucher nam
trong Zalo cda chinh khach. Muén
xem lic nao thi xem, khong phai
hoi ai.

Tich diém mu

vong luian quan

Bay hoan tién

Khach thanh cta nén tang

Nhac thay vi doan

Khong c6 thanh vién mdi, cing
ching cé phan thudng nhin thiy
duoc

Qudn b tién gidm gia trén moi
hoa don

S6 du nam trong app bén thi ba

Luat ctting "khong ghé 30 ngay"”
ban qua mudn

4.2 May co ché tao ra lan ghé keé tiép

Piém danh tai quan, thwéng chubi ngay

Chubi diém danh, gidi thiéu ban
bé va hang thanh vién cho khach
ly do quay lai ti trudc 1an ghé ké
tiép, chit khong phai sau no.

Thudng gan véi hanh vi quan
chon: lugt ghé, chudi diém danh,
gigi thiéu. M& theo luat clia quén,
khong phai mé trén moi giao dich.

Danh sach thanh vién la cda quén,
xudt ra luc nao ciing dugc. Kénh
lién lac la Zalo ctia chinh khach,
khong phai mot cai san.

Mb hinh hoc nhip ghé riéng ctia
tung khach, bdo trudc 3-7 ngay so
véi chu ky quay lai thwong 1é cda
nguoi do.

Ai dang ng6i trong quan cling quét dwgc ma QR trén ban dé tham gia va nhin qua ngay. Quét
may ngay lién thi dugc thudng chudi. Co ché nay lam dugc hai thi ma tich diém thuan khong
lam duoc: né kéo cd ban vao chit khong chi nguwoi tra tién, va né bién chinh tan suat thanh
phan thudng. Quan tan suit cao nhu ca phé sang, tra stra hay cau lac bo bi-a thi chubi diém
danh chinh 1a théi quen dwgc bay ra thanh con sé.
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Gidi thiéu ban be
Mobi khéch c6 mot ma riéng. Ban ho tham gia qua mé d6 thi ca hai cung dugc thudng, va quan
biét chinh x&c ai kéo ai vé. Cach nay bién khach quen san cé thanh kénh kiém khach méi voi
chi phi biét trudc, 1a gia tri phan thudng, thay vi chi phi khéng biét trudc 1a hoa hong.

Hang thanh vién khach ty nhin thay
Hang, quyén lgi, con bao nhiéu nita thi 1én hang, tat ca hién trén dién thoai cia khach. Nguoi
biét minh con hai Ian ghé ntra 1a 1én hang sé cuw x khac han nguoi phai héi thu ngan mdi biét.

Thé tich tem nam trong Zalo
Van mua chin ting mot, nhung tdm thé nam trong Zalo. Khong mat dugc, khong dong khong
dugc, va moi con tem 1a mot lwgt ghé dugc ghi lai, d6 thing vao mé hinh dy dodn.

Khao sat mot cham sau khi ghé

Mot cdu hoi duy nhét sau 1an ghé. Khach khong hai long dén thang quan ly, trude khi ho kip
1én trang danh gia. Khach hai long thi duwgc moi dé lai review cong khai. Co ché nay bit lai cai
16 ma hau hét chuong trinh bé ngd: quan biét vi sao mot khach quen dang xa dan trong luc con
kip 1am gi dd, déng thoi bién ngudi hai long thanh bang chirng dé kéo nguoi tiép theo.

Muw0i tin cham s6c khach tw dong

Chao thanh vién mdi, diém sip hét han, voucher sap hét han, vira 1én hang, chudi diém danh
sdp dut, va mdy tinh huéng khac. Mudi loai tin vi diéu kién ban dinh san, chd quan duyét mot
lan ro6i hé thong ty gii. Pay ding la nhitng tin ma mot quan 1y gidi sé gii, néu cé thoi gian va
c6 danh sach. Phan 1én thi khong cé ca hai.

Pat hang tryc tiép, khong hoa hong
Trang dat hang mang thwong hiéu quan, mé bang QR, khach khéi cai app. Dung cho mang di,
dat tai ban va kénh giao hang riéng ctia quan. Moi don dat & day khong mat hoa hong, va moi

nguoi dat ¢ day 1la mot thanh vién c6 tén tudi, chit khong phai mot dong dit liéu trén nén tang.

Chong gian 1an khi khach tw chup hoa don

Cho khach ty chup hod don cong diém thi phai c6 rao. Gidi han s6 1an, ngudng tudi hoa don va
gia tri hoa don, déi chiéu dnh trung trén toan thuong hiéu, bat 16i quét hong, roi xi 1y theo
mc rui ro. Tat ca chay tuw dong; chi quan chi nhin may truong hgp bat thuong, chit khong
phai ngoi duyét ca hang dai.

4.3 Poan trwdc va kéo ve

Mo hinh hoc nhip ghé riéng ctia tirtng khach tir dong luwgt ghé dugc ghi & trén, réi bdo nguy co
roi bé trwdce 3—-7 ngay so vai lic nguoi dé thuwong quay lai. Tin kéo khach dugce soan riéng cho
trng nguoi: tén, mén lan truwdc, kénh ho hay dung, mic wu dai vira vai lich s chi tiéu, réi gui
trén kénh ho that sy doc. S6 tin giti mo6i khach dugc gigi han theo thang, dé git chat lwgng
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kénh va gitt luén moéi quan hé. Trén cac quan dung PEKO tai Viét Nam, ti 1é khach quay lai tdng
8-15 diém phén tram trong 90 ngay [P].

4.4 Trg ly AIL: n6i mot cau, ham duyét, xong

Co ché nao & trén cling c6 phan cai dat. Nén tdng thong thuwong thi phan dé 1a hang chuc man
hinh, 6 chon v6i bdo cdo, va dé dung la 1y do bao nhiéu chuwong trinh cai xong mét lan roi
khong ai dung lai. PEKO gan hidn mot trg 1y Al vao trong san phdm, 1am miy thao tac d6 thay
cht quan. Chu quan ndéi bang tiéng thwong ngay, trg 1y soan san ngay trén ding man hinh ma
1& ra phai tw bam, chi quan doc réi bam Duyét. Chwa bam thi chua cé gi chay.

“Giam 20% buin bo cho khach quen Tao voucher véi day du loai, gia tri, gigi han, diéu kién 4p
chwa dat trong 3 tuan, chi giri Zalo, dung, lich chay, kénh gi va tép khach. Cht quan duyét.
toi da 500 lwo't.”

“Cho t6i xem khach VIP & Quén 1 Dyng va dat tén tép khdch, hién so lugng, dé nghi lvu lai hoac

chi trén 2 triéu quy trwéc ma 10 gui chién dich.

ngay nay chwa ghé.”

“Kéo nhém khach quen sap roi di Chon tép khach tir m6 hinh du dodan, viét tin riéng cho tirng
tuin nay quay lai, tang mot ly nguoi, dat gio gii. Cht quan duyét.

nwéce.”

“Thang trwdc ngay nao vang nhat, Lay ban db nhiét lwgt ghé va bao cdo theo nhom khéch, tra 16i
va nhom khach quen hay ghé ngay  bing mot doan van kém s6 liéu.
d6 da di dau?”

“Poi thé tem thanh mua 8 tang 1 va  Cip nhat quy téc tich diém va soan san tin thong bao dé duyét.
bao cho thanh vién biét.”

Trg ly chay trén moi phan hé: voucher, tép khach, chién dich, luat tich diém, thyc don, diém
thuwdng, bao cdo. Cai thay déi that sy 1a ai van hanh dwoc. Mot quan khong cé nguoi lam
marketing, chi quan chwa tirng ma trinh tao chién dich, gio' chay dugc thi ma nam ngodi phai

thué chuyén vién méi lam noi.

4.5 PEKO khong phai la gi

» Khong phai phan mém ban hang. PEKO chay song song vdi cadi quan dang dung, tir POS
dam may cho téi quyén so ghi tay. (Quan nao cain mot phan mém ban hang thi cé LOOP,
cung cong ty.)

+ Khong phdi cong thanh toan. PEKO doc mdy kénh thanh toan quan da nhan, va khong bao
gio gitt tién.

» Khong phdi san giao d6 dn. PEKO khong dn hoa hong, khong chay don; giao hang van la
chuyén riéng ctia quan.

» Khong phai app tiéu dung dung chung véi thuong hiéu khac. Danh sach thanh vién la cta
riéng quan.
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Ca vong lap, tir dau dén cudi

Khéch tu vao biang QR hodc hoa don, khong can ai moi — diém, hang véi tem hién trong
Zalo cta chinh ho — chubi diém danh, gii thiéu ban beé, hang thanh vién cho ho 1y do
quay lai tir trwdc 1an ghé sau — khao sat mot cham bat cdAm nhan ngay sau lan ghé - mo
hinh chi ra ai dang xa dan — tin kéo khach gtti ding kénh ho doc — cudi cung dem muic
tang ti 1& quay lai so véi tién thué bao. Chli quan chay hét ngan d6 bang cach néi cho trg ly
Al nghe minh muén gi, r6i bAm Duyét.
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5. Nhan dién khach va kénh lién lac & Viét Nam

5.1 VietQR va 16p nhan dién khach

VietQR l1a chudn ma QR lién ngan hang do NAPAS van hanh. NAPAS x® Iy khodng 35 triéu giao
dich moi ngay, gan ntta trong dd 1a VietQR [M-6]. Thanh todan QR nim 2025 tang 62% vé sd
lwgng va 151% veé gia tri, thanh mang tang nhanh nhat trong hé sinh thai thanh toan so, theo
Ngan hang Nha nwdc [M-7]. Trong ndm 2025 NAPAS bat dau trién khai chuin QR thanh toan
tai quay, va day mdi la ha tang lién quan tryc ti€p nhat téi nganh F&B [M-6].

Vi chuyén gitr khach thi diém méu chot ndm & cho: giao dich QR ¢6 mang theo mé tham chiéu
nguoi tra tién. Quan nao xin dugc sy dong y ding cach cia khach thi nhan ra khach quen

ngay luc thanh toan, khoi can hoi s6 dién thoai & quay.

Vuéng la tién mat. Quan an duwong phd, quan binh dan, quan trong hém thi ti 1é tra tién mat
van 16n. Hé théng gitt khach nao chi nhin vao duong thanh todn 1a mu luén nhém nay, ma
nhém nay thwong lai chinh 1a khach quen nhéat. b6 1a 1y do chyp hod don va quét QR tai ban

quan trong ngang voi nhan dién qua thanh toan.

5.2 Zalo: kénh lién lac va thé thanh vién nam chung mét cho

Hon 75 triéu nguoi dung, Zalo 1a kénh mac dinh gitta quan vai khach Viét. Zalo OA va ZNS cho
mot 16p tin nhén c¢é mau, c6 sy dong v, gia mai tin ré hon SMS nhiéu. Zalo Mini App thi cho
quan chay dat hang véi tich diém ngay trong app, khach khéi cai thém gi.

Pay 1a 1oi thé riéng ctia Viét Nam. O Malaysia hay Singapore, kénh nhin tin 1a WhatsApp con
thé thanh vién 1a chd khéc, phai ghép lai. 0 Viét Nam hai thit d6 c6 thé 1a mot. Néi cach khdc,
quan Viét c6 diéu kién gitr khach t6t hon quan cung ¢ & hai thi trudng kia, mién 1a dung dung
ha tang thay vi ng6i nhan tay trong nhém Zalo.

Nhom Zalo khong phai la hé thong gitr khach

Rat nhiéu quan dang gitt lién lac véi khach quen bing nhém Zalo. Cach nay vudng ba cho.
Khoéng chia nhém dwgc nén ai cting nhan cung mot tin. Khong do dugc ai quay lai nho tin nao.
Va né dya vao mot nguoi trong quan nhé phai nhan. Nguoi dé nghi viéc thi quan hé khach
hang nghi theo.
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6. May thi phap ly phai nam

6.1 Hoa don dién ti tir may tinh tién, Nghi dinh 70/2025

Nghi dinh 70/2025/ND-CP yéu cau ho kinh doanh cé doanh thu tit ngudng quy dinh phai xuat
hod don dién t& khai tao tit mdy tinh tién, két no6i dit liéu vdi co quan thué, ap dung tir
1/6/2025. Véi nganh F&B thi day 1a thay doi ha tang 16n nhat nhiéu ndm nay. Hang tram nghin

quan an, quan ca phé lan dau dwa toan bo giao dich 1én hé thong so.

Chd déang tiéc 1a phan 16n quan bo 13 co hdi nay. Cung mot dong dit liéu giao dich phuc vu
nghia vu thué cling chinh la di liéu can dé biét ai 1a khach quen, ai dang xa dan. Quén nao coi
hod don dién tit 1a viéc phai lam cho xong thi chiu chi phi tun th ma chang nhan lai gi. Quan
nao coi do 1a 16p dit liéu khach hang thi c6 ludn nén tang gitt khach, coi nhu khuyén mai kem
theo.

6.2 Luat Bao vé dir liéu ca nhan 2025

Luat Bao vé dir liéu cd nhan dugc Qudc hdi théng qua nam 2025, hiéu luc tr 1/1/2026, thay cho

khung cti & Nghi dinh 13/2023/ND-CP. Luat siét hon vé can c& x@ 1y dit liéu, quyén clia ngudi cé
di liéu, chuyén chuyén dit liéu ra nwdc ngoai va mitc phat.

Mot chwong trinh gitr kKhéch tdi thiéu phai cd: sy ddng y rd rang va ghi lai dwgc ngay lic khach
tham gia, n6i rd dung dit liéu dé 1am gi, cho khach ttr ch6i nhén tin chi bang mot thao tac, va c6
nhat ky da dé chirng minh khi bi héi. Chon nha cung cap thi bat ho mé tai khoan théat ra cho

xem cach hé thong ghi nhan déng y va xi ly yéu cau rut lai dong y. Ping nhan slide.

6.3 Nghi dinh 53 va chuyén lwu dir liéu trong nwdc

V6i cdc nén tdng c6 lwgng nguoi dung 1én tai Viét Nam, yéu cau luu dit liéu trong nuwéce theo
Nghi dinh 53/2022/ND-CP la thit phai hoi roé khi chon nha cung cap. H6i bang van ban véi bat
ky bén nao dang gitr dit liéu khach hang nguoi Viét.

heypeko.com/vi/bao-cao -+ CCBY 4.0 - Trang 15



Bdo cdo Gitt chan Khach hang F&B Viét Nam 2026 - Nghién cttu PEKO

7. S0 do thuec té trén hé thong PEKO tai Viét Nam

May con so trong muc nay do trén cdc qudn dang dung PEKO & Viét Nam, tte thdng 1/2024 dén
thdng 6/2026. Pay la s6 do cdp qudn duy nhdt trong cd bdo cdo. Chuing dwgc ghi thanh khodng
chit khong phdi mét con sé, vi chénh léch giita cdc qudn rdt 1én va mau chwa chia theo mé hinh
kinh doanh.

Khach dén lan dau khong quay lai trong 90 60-75% Khodng dao dong gitta
ngay cac quan trong mau
Mirc tang ti 1é khach quay lai trong 90 ngay +8-15 diém phan traim  Khoang dao dong gitta
sau khi bat dw doéan va tin kéo khach tw dong cac quan; day la muc

cong bo & cdp nén tdng

Thoi diém canh bao nguy co roi bé Truwdce 3-7ngay sovéi  Paura mo hinh
chu ky quay lai thudng
1é cia khach do
$6 khach kéo lai dwoc méi thang, quan quy 30-45 khach S0 lwgt khach quay lai
mo trung binh sau tin kéo, khong phai ti
e
Lwong dit liéu giao dich can c6 trwdc khi dw khoang 14 ngay Hiéu chinh mo6 hinh

doan dat d6 chinh xac muc tiéu

S0 quan da khéi tao trén hé thong 3.000 So dang ky luy ké, bao
gom goi mién phi

7.1 Hai diéu rut ra twr div liéu

Khach bé di theo nhip riéng, khong theo lich chung

Khach quen ghé déu chin ngay mot 1an ma mwoi tdm ngay roéi khong thay dau thi dung la dang
mat. Con khach vén moi thang ghé mot 1an, mudi tim ngay chwa ghé thi hoan toan binh
thuwong. Luat citng kiéu "khoéng hoat dong 30 ngay", tirc 1a cdch hau hét hé théng dang lam, ban
qua muon véi nguoi thi nhat va qua sém véi nguoi thi hai. Ca hai truong hop quan déu dot
mot cai wu dai ma chang thu lai gi.

B6 khiu nhin vién moi thi nén thanh vién d6i han

Quan nao dé khach tu vao bang QR hay chup hoa don thi thanh vién méi vao déng nhit vao

gio cao diém. Pung cai gio' ma chwong trinh phu thudc thu ngdn ngirng nap hoan toan. by la
khéc biét 16n nhat gitta hai cdch 1am, va né chang lién quan gi téi phan thudng.

7.2 Viét Nam khac cho nao

¢ Quy mo 16n ma phan manh. Hon 329.000 quan, gan nhu toan b la quan doc lap, chi
khoang 5.000 diém thudc chuoi hién dai [M-3, M-2]. Co hoi thi rit rong nhung rat nong,
nghia la cong cu phai tu trién khai dwgc, khong thé trong vao doi tw van di tirng quan.
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Kénh lién lac 1a 1oi thé sdn nha. Zalo cho Viét Nam mot cho vira 1a kénh nhén tin vira 1a noi
chira thé thanh vién. WhatsApp & Malaysia vdi Singapore chua lam dugc nhu vay.
Bi-a va cdc mé hinh gidi tri choi kiéu khac quan ca phé. Ghé thwong xuyén hon, di theo
nhom, va nguoi choi thuwong khong phéai ngudi tré tién. Nhém nay thi diém danh bang QR
tai ban, ai ng6i trong quan cling tham gia dugc, dn dit nhan dién qua thanh toan.
Chinh quy hod la lyc day. Nghi dinh 70/2025 dwa F&B nhd 1é 1én ha tang s6 trong mot nam
con nhiéu hon ca chuc nam may hang phan mém ban hang di chao.
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8. Nhin sang Malaysia va Singapore

Viét Nam khong phai noi duy nhat dang chay qua chu ky nay. Bang duéi dat ba thi truong
canh nhau, dé thay cdi gi la chuyén chung cta ca khu vuc va céi gi 1a riéng ctia Viét Nam. Ai
muon doc k¥ hai thi truong kia thi xem ban tiéng Anh.

Chi so

GMYV giao do6 an 2025

Nén tang dan dau

Hoa hong (wéc tinh doc

Viét Nam

~19%, dat 2,1 ty USD
[M-5]

ShopeeFood 48% /
GrabFood 48% [M-5]

20-30% [E]

Malaysia
~18-19% [M-8]
GrabFood ~65%
[M-11]

25-30% [M-12, E]

Singapore

Téang tré lai, dwdi mic
chung khu vyc [M-8]

GrabFood ~63% [M-11]

25-30% [E]

1ap)

Ha tang QR quoéc gia VietQR, ~15 triéu giao DuitNow QR, 3ty giao PayNow / SGQR [M-14]
dich/ngay [M-6] dich ndm 2025 [M-13]

Kénh nhén tin chinh Zalo (hon 75 triéu WhatsApp WhatsApp
nguoi dung)

Ddng ctra, ky gan nhat Hon 50.000 trong 6 Khong cong bo 3.047 nam 2024; 2.431
thang dau 2025, gidm tlr thang 1 dén 10/2025
7,1% [M-1] [M-15, M-16]

Khung bao vé dit liéu ca Luat BVDLCN 2025, PDPA 2010, stra doi PDPA 2012

nhan hiéu luc 2026 2024

C6 mot chi tiét chti quan Viét nén dé y. Nén tang ¢ Viét Nam it tdp trung hon, hai bén chia déu
48% ch khong phai mot bén dp ddo 63-65% nhu hai nwdc kia. Trén 1y thuyét thi quan Viét c6
vi thé mdc ca tot hon. Nhung cho Viét Nam that sy dan trudc lai 1a ha ting nhin dién khach va
kénh lién lac, nho Zalo. Loi thé 16n nhat cia quan Viét nam & cai kénh, khong nam & ban dam

phan hoa hong.
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9. Moi kénh ban hang tén thit sw bao nhiéu

Chu quan hay so sdnh cac kénh bang mtc hoa hong. So day dua thi phai tinh thém mot thi nira:
sau giao dich do, khach 1a cda ai. Vi chinh ché nay quyét dinh don sau cé phai trd hoa hong 1an

nita hay khong.

App giao do6 an 20-30% hoa hong, Nén tdng Khach dat lai qua app thi
udc tinh doc 1ap, biéu van méat hoa hong; thong
phi khong cong bo [E] tin lién hé thuong khong

Ve téi quan

Nhém Zalo tw quan Mién phi Quéan Khong chia nhém, khéng
do duoc, dywa vao mot
nguoi nhé nhan

Module tich diém trong Keém goi hodc tra Quan, nhung phai Dinh nut that thu ngan

phan mém ban hang thém qua nhan vién v6i tich diém mu

SMS marketing Thué bao cong phi Quan Gwi cang nhiéu cang ton;
mdi tin khach doc it hon Zalo

bat hang trwc tiép + Thué bao ¢ dinh, phi Quéan 0% trén mo6i don; nhung

loyalty trén Zalo tin theo gid goc phai dé khach ty dang ky

thi méi di quy mo

Kénh tryc tiép khong mién phi. Ton tién thué bao, ton cong tw lo giao hang, va tén ca sy kién
tri ddn QR 1én tirng ban tirng tii mang di. Cai né khong ton 1a mot phan cia moi don hang sau
nay, tt mot nguoi khach ma quan da gianh duogc roi.
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10. Nam thir dang doi trong nam 2026

1. Nhan dién khach doi lén dwong thanh toan
VietQR mang theo méa tham chiéu ngudi tra tién. Cé sy dong y hop 1é thi ma d6 nhan ra khach
quen, khéi héi ¢ quay. Nut that thu ngan duoc gd, nhung chi g& cho nhém trd bang chuyén

khoan. Nhom tra tién mét van bi bo lai néu quan khéng c6 duong thi hai.

2. Thé thanh vién doi vao wng dung nhan tin
Tam thé khach khong lam mat duoc 1a tdim thé nam trong Zalo. Chuyén cho khach nhin thay so
du, titc thuée chita cho tich diém mu, gio chila mot tin nhan, khong phai mot cai cong dang

nhap.

3. Dw doan thay cho nhac nhé

Luat citng dang duwgc thay bang mo hinh hoc nhip ghé cta tirng khach roi phat hién 1éch nhip.
Khac biét do dugc ¢ Viét Nam 1a 8-15 diém phan tram ti 1é khach quay lai trong 90 ngay [P]. An
nhau & thoi diém: tin nhan téi luc thoéi quen con chwa nguodi.

4. Trg ly AI thay cho trinh tao chién dich

Chd quan khong thé danh cé sang th Hai ngoi dung tép khach thi gio' chi can n6i mot cau roi
duyét ban nhép. biéu dang néi khong phai né lam dwoc gi, ma la ai lam dwgc. Mot quan khong
c6 nguoi marketing gio chay dugc th trwde day phai thué chuyén vién.

5. Tuan tha tré thanh cira vao
Nghi dinh 70/2025 v6i Luat Bao vé dit liéu cd nhan dang budc ca nhitng quan nhoé nhat phai c6
ho so s6. Quan nao coi dong ho so dé la dit liéu khach hang, chi khong chi 1a ho so ndp thué,

thi ty nhién c6 luén nén tang gitt khach.
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11. Nén lam gi

11.1 Quan mat diém, dwdi 500 Khach quen

11.

12.

13.

14.

DPua cho6 ding ky 1én ban, ding dé 6 quay. Mot ma QR ai ngoi trong quan cling quét dugc,
cong mot duwong chyup hod don cho khéch tra tién mat.

Cho khach thay diém ctia minh trong Zalo, kénh ho that sy mé hang ngay, chi khong phai
trén man hinh nhan vién.

Bat dau bang goi mién phi. Chwong trinh nao khong chitng minh néi lugt ghé thi hai
trong 60 ngay trén géi mién phi thilén goi tra tién cling vy thoi.

Chi can do mdt con s6: bao nhiéu phan trdm khach méi dang ky chiu quay lai lan thi hai.
Con lai 1a hé qua.

11.2 Chuoi 2-10 diém

15.

16.

17.

18.

GOp nhan dién khach trén toan chudi trudc da, roi hang thém co ché. Thanh vién tich
diém & chi nhanh nay ma déi khéng duoc & chi nhanh kia 1a mot 1y do rat t6t dé ho bé di.
BO luat citng, chuyén sang nhip ghé riéng titng khach. Bat nha cung cdp mé dit liéu cia
chinh quan minh ra ma chi: tuan nay ho dinh nhan ai, va vi sao lai la nguoi do.

Gilt nguyén phan mém ban hang dang dung. P6i ca POS chi dé c6 tinh nang tich diém thi
bao gio cling dat hon gan thém mot 16p gitt khach chay doc lap.

Theo doi 1ai gop thu vé sau khi trir gia tri qua tang va tién tin nhan, tach riéng tirng chi
nhdnh, va phai c6 nhém déi ching.

11.3 Chuoi trén 10 diém

19.

20.

21.

22.

Quyét trudc xem khdach la ctda ai, r6i mdi chon nén tdng. Mang lién minh va app hoan tién
cho do phd, doi lai 1y di tinh doc quyeén.

Nén tdng nao can mdt doi ngoi van hanh thi phai cap ngan sach cho doi dé6. Mua CDP
doanh nghiép vé ma khong ai chay thi d6 1a phan mém nam im kém ngay gia han.

bua quyén xudt dit liéu vao hgp déng: ho so thanh vién, dau thoi gian dong y, s6 du diém,
két qua chién dich, dinh dang pho6 théng, muén l1ay lic nao ciing duoc.

Chay thit & mot cum chi nhanh qua hai chu ky mua hang day dd réi hang nhan rong. Doc
két qua thi tach riéng khach mdi, khach dang hoat dong, khach c6 nguy co va khach da
bé.

11.4 B6n cau hoi danh cho moi nha cung cap

Khéch ty tham gia duwgc khéng, hay phai nhd nhin vién? Khach ty xem diém trén dién thoai

ctiia ho dugc khong? Danh sach thanh vién cé phai cia toi khong, xuat ra lic nao ciing dugc

khong? Hé thong c6 bao trudce cho tdi biét ai sap ngling quay lai khong? Nha cung cap nao
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khong tra 101 n6i ca bon cdu bang mot buoi md dit liéu quan ban ra ma chay thi, thi ho dang
ban dich vu nhac nhé hodc chwong trinh gidm gia. Tai liéu c6 goi né la gi cling vay.
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12. Cach lam bao cado, nguon va gié¢i han

12.1 Bao cao nay dwng thé nao

S0 liéu thi truong va nén tang lay tir cdc nguon da cong bo: co quan nha nwéc, ngdn hang trung
wong, Momentum Works, iPOS.vn cung Nestlé Professional, va cac co quan bdo chi c6 tén. Tat
cd déu dan theo s6 th ty. Thong tin vé nha cung cap 1ay tir trang cong b ctia chinh ho tai thoi
diém viét. S6 liéu PEKO do trén cac quan dung PEKO tai Viét Nam tlr thang 1/2024 dén thang
6/2026, ghi thanh khoang.

12.2 Gid1 han

* Mau quan dung PEKO nghiéng vé quéan ca phé, quan dn binh dan va cau lac bo bi-a &
TP.HCM véi Ha Noi. Nha hang cao cap va cac tinh nhé chwa dugc dai dién du.

¢ Mitc hoa hong ctia cac nén tdng khong dugc cong bo, lai thwong lwgng riéng tirng quan.
Céc khoang néu trong béo cdo la wdc tinh doc 1ap, c6 thé khong dung véi hop dong ctia
mot quan cu thé nao.

+ "SO quan da khdi tao" 1a s6 ding ky luy ké, tinh ca tai khoan mién phi. Day khong phai s6
quan dang hoat dong, drng doc nham. S6 quan theo tirng thi trwong thi khong cong bo.

¢ PEKO la mdt nha cung cap trong ding cai nganh ma bdo cdo nay mo ta. Chung t6i néu ca
diém manh cta déi thd 1an gi¢i han cia minh, va khéng tw chdm diém réi xép minh dung
dau. Nguoi doc ¢t nghi ngd moi suy luan c6 lgi cho PEKO, y nhu vGi bat ky nghién ctru nao
do nha cung cap tu lam.

12.3 Ban 2027 sé c6 thém gi

S0 liéu tach theo mo hinh kinh doanh va theo tinh thanh; ti 1é dang ky qua tién mat so véi qua
chuyén khodn; va phwong phap nhém doi chitng cong khai, dé bat ky ai cling kiém ching lai
dugc moi tuyén bé vé mitc ting, ké ca tuyén bo cia chung toi.

12.4 Cach trich dan

PEKO (2026). Bao cdo Giit chan Khach hang F&B Viét Nam 2026. Hungry Bear Internet Pte. Ltd.,
Singapore. Truy cdp tai heypeko.com/vi/bao-cao. Gidy phép CC BY 4.0.
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