Quy trinh ing dung internet marketing
tai cac doanh nghiép du lich Viéet Nam:
Thuc trang va mot so van de dit ra

Tém tit

KIEU THU HUGNG"

Qua khdo sdt 115 doanh nghiép lit hanh va doanh nghiép kinh doanh dich vy luu tri ¢
Viét Nam, bai viét tdp trung nghién citu vé quy trinh itng dung internet marketing tqi cdc
doanh nghiép du lich Viét Nam (DNDLVN). Két qud nghién citu la co sé dé dé xudt gidi
phdp nhdam hoan thién quy trinh iing dung internet marketing tai cdic DNDLVN trong thoi

gian tdi.

Tu khéa: internet marketing, marketing du lich, doanh nghiép du lich Viét Nam

Summary

From a survey of 115 tour operators and accommodation service businesses in Vietnam,
the article focuses on studying the process of internet marketing at Vietnamese tourism
enterprises. Based on the obtained results, some solutions are proposed to perfect internet
marketing process at Vietnamese tourism enterprises in the coming time.
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GIOI THIEU

Hién nay, internet dang 1a mot trong
nhitng phuong tién hién dai, hd trg hiéu
qué cho qud trinh marketing du lich cta
Viét Nam ra th€ gidi va gidi thiéu nhitng
dia di€ém du lich hap din cla th& gidi tdi
ngudi dan Viét Nam. Mic du c6 rat nhiéu
1gi ich, nhung trén thuc t&, viéc thyc hién
quy trinh tng dung internet marketing
trong hoat dong kinh doanh cda cdc
DNDLVN con nhiéu han ché&, doi hdi
cdc nha lanh dao phai tim hiéu, nhéin
thic ding din, xay dung quy trinh @ng
dung internet vao hoat dong marketing
dé c6 thé tan dung hét 1gi ich ma internet
mang lai.

PHUGNG PHAP NGHIEN cUU

Bai viét sit dung dif liéu so cap va thit
cap. Trong d6, dit liéu thit cAp dudc tdng
hop tur sdch bdo, tap chi... c6 li€n quan.
Dit liéu sd cdp duge thu thap thong qua
khao sat 115 doanh nghiép 1& hanh va
doanh nghiép kinh doanh dich vu luu trd
§ Viét Nam tir thdng 12/2019 dén thang
3/2020.

KET QUA NGHIEN c(u

Phén tich cd hdi internet marketing

Ciing nhu cdc hoat dong marketing truyén th6ng,
viéc phan tich c¢d hoi internet marketmg s€ gildp c6
dudc nhitng thong tin cin thiét cho viéc ra cdc quyet
dinh marketing. K&t qua khdo sdt § Badng 1 cho thdy,
cdc DNDLVN déu it nhiéu tham khdo thong tin trudc
khi dua ra quyét dinh lién quan dén internet marketing.
Trong d6, cdc DNDLVN cho ring, viéc xem xét k§
thong tin vé& hanh vi tryc tuyén cla khich hang déng
vai trd quan trong hiang diu (mic diém trung binh 1a
4,40). Bén canh d6, do dic di€m cda dich vu du lich
la khd nidng sao chép cao, cic doanh nghiép trong
nganh c¢é xu huéng bit chudc nhau, nén thong tin vé
ddi thi canh tranh cling 14 mot thong tin quan trong
dé tham khdo khi ra quyét dinh vé internet marketing
(4,22 diém). Ngoai ra, thong tin thit cAp tif cdc cudc
khdo sdt hay nghién citu thi trudng truc tuyén do
cdc t8 chic khdc thuc hién ciing dugc cic DNDLVN
tham khdo (3,75 diém), day 1a nguon di lidu tot cho
cdc DNDLVN, dic biét 1a cdc doanh nghiép nhd va
vira khéng c6 khéd nang chi trd ngan sach 16n cho viéc
nghién cttu. C4c thong tin khic vé dic diém va nhu
cau ctia khdch hang ma doanh nghiép di c6 trudc diy
cling vdi thong tin vé mdi trudng kinh doanh ciing gitip
cdc DNDLVN c6 thém cin ct d€ dua ra cdc quyét dinh
internet marketing (1an lugt dat 3,67 va 3,77 diém).

*ThS., Khoa Khéch san - Du lich, Truéng Dai hoc Thuong mai
Ngay nhdn bai: 24/10/2021; Ngay phdn bién: 10/11/2021; Ngay duyét dang: 15/11/2021
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BANG 1: MGC PO THAM KHAO CAC THONG TIN KHI PUA RA QUYET DINH VE

INTERNET MARKETING
z T ey 2 Trung | D¢ léch
Céc loai thong tin tham khao binh | chufn

Théng tin vé dic diém va nhu cau clia khich hing ma doanh nghiép da c6 367 1175
trude day ’ i
Cic thong tin vé& moi trudng kinh doanh 3,77 1,079
Céc thong tin vé ddi thii canh tranh 4,22 1,153
Cdc thong tin v& hanh vi truc tuyén ciia khdch hang 4,40 1,138
Thong tin tf cdc cudc khdo sit hay nghién cifu thi trudng truc tuyén 3,75 1,099

BANG 2: M{c b0 sU DUNG CAC HINH THOC NGHIEN cdd TH] TRUGNG

TRUC TUYEN
Don vi: %
Khong [ . .| .. Thinh | Thudng
Céc hinh thite thyc hién bao gio It\khl Blph thoang | xuyén
N dung | thuong | , .. 3
ding codung | diung |
Phéng vin nhém tip trung truc tuyén 28,70| 40,87] 10,43 15,65 4,35
Quan sét truc tuyén 12,17] 6,96 348 26,09 51,30
Phdng vén cd nhin chuyén siu truc tuyén 7,83] 15,65 3043  15,65] 3043
Khio sit truc tuyén _ 348| 2,61| 10,43 26,96] 56,52
Khio sét chiéu doc truc tuyén, mau cf dinh 33,04]| 14,78] 26,96 16,52 8,70
Thyc nghiém truc tuyén 29,57 3,48 33,04 20,87 13,04
Nghién ctiu hanh vi tryc tuyén ctia khach hang
nhd cic phan mém theo déi hay phan tich cic dif
liéu vé khich hang c6 sin trén mang nhu: phin 20,001 6,09 16,521 44,35 13,04
tich log file, Google Analytics...
BANG 3: mdac picH sd DUNG INTERNET TAI CAC DNDLVN
Don vi: %
Khong | It Binh Thinh |Thudng
Céc muc dich st dung bao git| khi .| thodng | xuyén
N . |thudng| | 3
dung |dung c6 dung| dung |
Tra ctu, tim ki€m cdc thdng tin phuc vu cong viéc 0 0] 6,09 4,35| 89,57
Thuc h/1¢n cac hoa/t dong thuong mai dién t nhu 0 ol 1391 2696| 59.13
mua bdn, thanh todn
Trao ddi email/lién lac véi khach hang qua cdc phan
mém lién lac (Messenger, Zalo, Viber, Skype...) 0 0 7.8 0,00 92,17
Truyén thong trong ndi bd doanh nghiép 0 0] 1391 348 82,61
ggintgé1 ccap thong tin tir doanh nghi¢p t6i khach hang, 0 o| 783 2348] 6870
Trién khai cdc ting dung trong doanh nghiép phuc vu
hoat dong kinh doanh 0 0| 1565 13.04] 7130
Theo dbi tin tic va tham gia cdc hoat ddng ctia nganh 0] 4,35] 9,57] 16,52] 69,57

Véi dic diém 1a hoat dong xuét khiu tai chd, cung

ting sin phim dich vu lit hanh cho nhitng thi trudng
khic nhau vé ngdn ngit, vin héa, tAp quan..., thi viéc
c6 dudc nguodn thdng tin qua dif liéu tryc tuyén 1a nén
tdng t6t cho chién lugc internet marketing. Béng 2 cho
thay, doanh nghiép thudng xuyén sit dung nhat 1a hinh
thitc khdo sét truc tuyé&n, quan sat truc tuyé&n, phdng van
c4 nhan chuyén siu truc tuyén... Trong khi d6, véi cdc
hinh thic: phdng vAn nhém tip trung truc tuyén, khio
sat theo chiéu doc tryc tuyén..., thi doanh nghiép khong
bao gid hodc it khi dung tdi.

Phan doan thi truong, lya chon thi truong muc
tiéu, dinh vi thi truong

Khi thuyc hién hoat dong internet marketing, doanh
nghiép phin doan theo cdc tiéu thic truc tuyén va
lga chon cdc nhém khach hang véi cdc hanh vi trén
mang internet khiac nhau, sau d6 dinh vi trén doan thi
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trudng muc tiéu da chon dé. Pdi véi céc
DNDLVN, s6 lugng doanh nghiép thuc
hién viéc phan doan thi trudng truc tuyén
van con kh4 thap, méi chi c6 21,74% thuc
hién phan doan thi trudng truc tuyén va
tiéu thic phan doan chli y&u theo hanh
vi mua hang héa truc tuyén va phan
doan theo kénh phan phoi (ngudi mua
truc tuyén va ngudi mua truc ti€p). Pa s6
cdc DNDLVN van phan doan thi trudng
theo cdc tiéu thic truyén thong. Do vy,
doanh nghiép coi cic tiéu thic phan doan
thi trudng truc tuyén 1a cdc tiéu thiic phu
thém vao qud trinh phan doan dé xéc dinh
dugc cdc cdch thic ti€n hanh marketing
riéng véi cdc doan thi trudng khac nhau.

Do tiéu thdc phan doan thi trudng
truc tuyén thudng chi 1a mot tiéu thic
phu thém sau khi da st dung tiéu thirc
phian doan truyén thdng, chinh vi vay,
hoat dong lwva chon thi truGng muc tiéu
va dinh vi thi trudng ciing lién quan dén
y&u t6 truyén thong nhiéu hon.

X4c dinh muc tiéu chién luge
internet marketing

Khi thuyc hién @ng dung internet
marketing, m6i DNDLVN déu huéng
t6i mot hoic mot vai muc tiéu chi€n
lude khdc nhau. K&t qud khdo sit cho
thdy, muc tiéu chién Iuge chinh ma cic
DNDLVN huéng t6i nhiéu nhat 1a ting
miic d bi€t dén clia khach hang (100%),
tdng muc dd tuong tic v6i khach hang
(84,3%) va mong mudn ting mic do tiéu
thu ctia san phdm dich vu (76,5%). Ngoai
ra, doanh nghi€p con hudng t6i muc
ti€u ting mic do thAm nhap thi trudng
(44,3%) va ting muc do trung thanh cda
khach hang (35,7%)...

Nhin chung, du quy m6 16n hay nhd,
muc d0 ung dung internet marketing
nhiéu hay it, thi khi ti€n hanh tng dung
internet marketing, cic DNDLVN déu
c¢6 muc tiéu rd rang va kha thi. Hon
nifa, tdc gid con nhan thay, nhitng doanh
nghiép c6 s6 nim hoat dong tir 10 nim
trd xudng quan tim nhiéu d&€n muc tiéu
ngéin han hon 12 nhitng muc tiéu dai han.

Hoach dinh cac cong cu marketing
- mix truc tuyén

Trong qué trinh hoat ddong ctia minh,
internet da hd tr¢ DNDLVN rat nhiéu cho
cdc muc dich khac nhau (Bang 3). HAu hét
cdc doanh nghiép déu st dung internet dé
tra citu, im ki€m thong tin phuc vu cho
cong viéc va trao d6i email/lién lac vdi
khdch hang qua cdc phin mém lién lac,
hay dé truyén thong trong noi bd doanh
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nghiép. Trong khi d6, muc dich thuc hién
cdc hoat dong thuong mai dién t& nhu
mua - ban, thanh todn van con han ché.

Khi di x4c dinh dugc muc tiéu chién
Iugc internet marketing, tr nhitng muc
dich st dung internet marketing, cac
DNDLVN 1én k& hoach vé cic cong cu
marketing - mix truc tuyén dé dat dugc cac
muc tiéu dé ra, nhu: san ph?fm truc tuyén,
gid truc tuyén, phan phoi truc tuyén, xic
ti€n hdn hgp truc tuyén, con ngudi truc
tuyén. Cac DNDLVN ciing thuc hién linh
hoat nhiéu cdng cu internet marketing doi
Vi cdc thi trudng khdc nhau. Ching han,
khédch du lich Trung Qudc khdng sit dung
Google, Facebook, do d6 cic DNDLVN
thudng st dung tng dung Ctrip d€ chay
quang cdo va cdc hoat dong marketing
khdc. Trong khi d6, khdach Han Qudc
lai hay ddt phong qua booking.com hay
agoda.com..., nén doanh nghiép thudng
chu trong quang cdo trén cdc Gng dung
nay véi doi tugng khach du lich Han Qudc.
Viéc thuc hién nhiéu cong cu tng dung
internet marketing v§i cac thi trudng khac
nhau gitp doanh nghiép c6 thé khai thac
t6i da cdc thi trudng tiém 4n. Cic cong cu
internet marketing ma doanh nghiép tién
hanh chd yéu thdng qua website. Mic du
viy, website clia nhiéu DNDLVN con
han ché€ trong cdch trinh bay (nhiéu chi,
dnh c6 do phan gidi khdng cao, thi€t k&
s0 sai, d@d hoa kém hap din), chua c6 day
dl cdc cong cu tién ich, nhu: ban dd, dit
tour, phong truc tuyén, video...; cic tinh
ning dién tif chua day dd; noi dung quang
ba trén cidc mang xa hdi chua dudc cap
nhat thudng xuyén, lién tuc; cdch cung
cap thong tin chua thyc su siang tao, hap
din dé ngudi xem ty nguyén chia sé, lan
truyén ndi dung trén mang.

Té chic thyc hién va ki€m tra hoat
dong ing dung internet marketing

K&t qua khdo sit § Bdng 4 cho thay,
viéc x4c dinh khich hang muc tiéu dé
ti€n hanh hoat dong internet marketing
va x4y dung ndi dung cho hoat dong
internet marketing dugc cic DNDLVN
thuc hién ddy di nhat (1an luot dat 4,25 va
4,23 diém). Bén canh d6, cic DNDLVN
cling da quan ly viéc thuc hién internet
marketing theo tién dd va k& hoach da
dé ra (4,03 diém), phdi hgp internet
marketing va marketing truyén théng
trong moi trudng thuc (4,18 diém). Tuy
nhién, trong thuc hién quy trinh internet
marketing, khong phai cdong viéc nao
ciing dugc cic DNDLVN thuc hién day
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BANG 4: CAC CONG VIEC THUC HIEN INTERNET MARKETING

s i oA on Trung D¢ léch
Cac cong viéc thuc hién binh | chusn

X4c dinh khdch hang muc tiéu clia chién lugc internet marketing 4,23] 1,155
X4y dung chién luge v k€ hoach internet marketing 3,76 1,436
Xac dinh muc ti€u hoat ddng internet marketing 322 0,846
Phéi hop internet marketing vi marketing truyén thng trong mdi trudng thuc 4,18 1,121
Xay dung ndi dung cho hoat dong internet marketing 4,25 1,042
Hoach dinh k€& hoach thyc hién internet marketing (thdi gian, cong cu va 316/ 0812
nhan su thyc hién) ’ ’
Quén 1y viéc thuc hién internet marketing theo tién d6 va k€ hoachdd déra | 4,03] 1,042
Do ludng va dinh gid viéc thuc hién hoat dong internet marketing 3,32] 0,923
Diéu chinh cdc k& hoach internet marketing dua trén céc két qui do ludng 3,28/ 0913

BIEU PO: NHAN SU THUC HIEN HOAT PONG INTERRNET MARKETING

TAI CAC DNDLVN
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Thué déi tac bén Thué déi tac bén Thué déi tac bén Thué ngoai mot
ngoai lam va hoan ngoai thuc hién va ngoai, hai bén cing phan k¥ thuat va
toan theo tir van cia cing ban bac dé dua ban bac va cuing cong nghé, doanh

ho ra quyét dinh ban  phdi hop thue hién nghiép quan Iy phan

dau, sau d6 doi tac  tir dau dén cuodi

s& thuc hién

nod1 dung

d va bai ban, nhat 1a hoach dinh k& hoach thuc hién
internet marketing, hay viéc xdc dinh muc tiéu hoat
dong internet marketing...

Lién quan d&én nhan sy thuc hién hoat dong internet
marketing, khodng 52,17% DNDLVN tién hanh thué
ngoai mot phan ky thuit va cong nghé, doanh nghiép
chi quan 1y phan ndi dung; 39,13% thué ddi tic bén
ngoai thuc hién va cting ban bac dé€ dua ra quyét dinh
ban diu, sau dé doi tic sé thyc hién; 34,78% khong
thué ngoai ma ty may mo thuc hién; 21,74% thué doi
tdc bén ngoai, hai bén cling ban bac va cling phdi hgp
thuc hién tir ddu dén cudi; 21,74% thué doi tic bén
ngoai lam va hoan toan theo tu van clia ho (Biéu dd).

Mit khdc, DNDLVN ciing chua quan tim nhiéu
t6i viéc do ludng két qua cla cdc hoat dong internet
marketing. Thuc t&€ cho thdy, nhiéu doanh nghiép
chi nhin vio cdc con s6 vé lugt truy cip va ti€p cin
website, ma thi€u di cdi nhin chiéu sau vao tiing phan
khtic khach hang cu thé, cling nhu chua x4c dinh dudc
s lugng khdch hang dudc mang dén nhd chién dich
internet marketing nao.

Nhiéu DNDLVN di va dang diu tu ngin sach dé
x4y dung hé thong ban hang, truyén thong truc tuyén da
ngon ngilt véi nhiing tinh ndng tuong tu cic trang du lich
ndi ti€ng. Tuy vay, ddi véi linh vuc ban hang truc tuyén,
nhat 13 linh vuc diat phong kh4ch san tai Viét Nam, wu
th& dang thudc vé cic doanh nghiép nudc ngoai.

MOT SO KHUYEN NGH]I

Nhim hoan thién quy trinh @ng dung internet
marketing tai cic DNDLVN, nhit 12 trong b&i cdnh
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34,78%

Khong thué ngoai
ma tu may mo thuc
hién




Céch mang cong nghiép 4.0, tic gid dé xuat mot so gdi
¥ cho cdc DNDLVN, nhu sau:

Mot 13, ning cao nhin thic vé internet marketing
cta lanh dao va nhén vién trong cic DNDLVN. Hién
nay, mot bo phan cdc nha quin Iy DNDLVN dang hiéu
sai hoic hi€u khong day di vé viéc tng dung internet
marketing trong hoat dong kinh doanh. Piéu nay din
t6i ldng ting trong viéc khong biét nén diu tu vio
hoat dong internet marketing hay khong, lam tir dau
va 1am nhu th€ ndo, quy trinh ra sao, cAn thyc hién
nhitng cong cu gi? Nhim khic phuc tinh trang nay,
viéc nang cao nhan thifc xa hoi vé internet marketing
tai cic DNDLVN, dic biét 1a cla cdc cdp quén ly la
rit quan trong. Pong thdi, cAn ching minh tinh hiéu
qua cta internet marketing trong hoat dong kinh doanh
du lich thong qua cdc budi toa dam, ddi thoai giita cdc
nha qudn Iy va DNDLVN; thong qua cdc cudc khao sat
thyc t&€ & nhitng dia phuong, cic diém dén trong khu
vuc - ndi ¢6 ing dung rdng rai internet marketing trong
hoat dong kinh doanh du lich.

Hai la, xay dung quy trinh internet marketing. Viéc
xdy dyng mdt quy trinh internet marketing cu thé sé&
gitip doanh nghiép c6 cdi nhin tdng quit ding din vé
hoat dong internet marketing, tir d6 dé dang thuc hién
muc tiéu cia doanh nghiép. Nhin vao quy trinh internet
marketing, cdc doanh nghiép cé thé nhin ra cdc bo
phin lién quan va cdc cong cu can dudc st dung dé
phdi hop hiéu qué trong hoat dong internet marketing.

Ba la, dau tv cd sd ha tang cong ngh¢ thong tin.
Viéc phat trién cong nghe thong tin s& gidp cai thién
chat lugng dich vu va gép phan nang cao sy hai long
ctia khach hang. B4i, sy hai long ctia khach hang phu
thudc rat nhiéu vao tinh chinh x4c va toan dién cla
thong tin cu th€ vé& kha ning ti€p cin clia diém dén,
cd s§ vat chat, di€ém hap din du khdch va céc hoat
dong khéc.

Bon 13, ting cudng hiéu qua thu thip thong tin va
phan tich thong tin vé mdi trudng, cling nhu hanh vi cda
ngudi nhan thong tin dé doanh nghiép c6 dudc ngudn
dit liéu marketing doi dao nhiim thi€t 1ap dugc chuong
trinh marketing phit hgp nhat. Cu thé, cic doanh nghiép
can tap hop thong tin tif nhiéu ngudn khic nhau, thiét
k& cdac miu khdo sit khiach du lich, cic phan mém
thong ké hanh vi ctia du lich. Pdng thdi, sit dung cong

TAI LIEU THAM KHAO

cu nghién citu dién tr d€ ki€ém sodt va
cAp nhat thudng xuyén sy phan hdi, dinh
gia ctia khach hang; t8 chifc hdi thao truc
tuyén, diéu tra, phdng van truc tuyén...
dé thyc su ti€p can khdch hang va cung
cAp nhitng noi dung hap dan, phi hgp véi
mong mudn clia khach hang.

Nim 13, dao tao, bdi dudng doi ngii
nhan lyc truc tuy&n nhu doi ngil qudn tri
website ciia doanh nghiép va doi ngi
ban hang c4 nhan truc tuyén. Piéu quan
trong nhat dé c6 duge mot website hay la
phai c6 doi ngii nhan vién chuyén phat
trién ndi dung website. Poi ngii quan tri
website trong cic DNDLVN phai dugc
dao tao dé€ cé thé bién tap cdc tin, bai,
ddng thdi phai c6 y thifc tim toi, sdng tao
trong ciach thé€ hién. Bén canh d6, doanh
nghiép cin dio tao bai ban doi ngii nhan
vién ban hang truc tuyé&n. Nhan vién ban
hang tryc tuyén phdi theo sit qud trinh
thuc hién dich vu truc tuyén, kiém tra
xdc nhin cta hang hang khong, khiach
san.. qua cong cu internet nhim biét
tour nao con ban dudc hay hét d€ nhanh
chéng déng tour, tranh giy phién ha cho
khach hang.

Ngoai ra, DNDLVN can chi trong
qud trinh tuyén dung nhan lyc du lich
truc truyén, vira c¢6 kién thic k§ ning
chuyén mon, vira am hi€u vé cong nghé
thong tin. Midc du c¢é nhitng céng viéc
trong internet marketing, cic DNDLVN
c6 thé thué nhan sy bén ngoai, tuy nhién
ddi véi nhitng doanh nghiép nhd va vira
trong linh vuc du lich, khong nén thué
ngoai 100%. B8, cic cong viéc vé xay
dung k& hoach va sdn xudt noi dung
truyen thong rat can sy trai nghlem hiéu
biét sau sac vé hién trang cda doanh
nghiép, vé thi trudng nganh va dic diém
ctia khdch hang, ma diéu nay doi khi
cdac doanh nghiép cong nghé thong tin §
ngoai khong thé nim r6 duge.Q
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