Quy trinh @ng dung internet marketing
tai cac doanh nghiép du lich Viét Nam:
Thuc trang va mot s6 van deé dit ra

Tém tit

KIEU THU HUGNG'

Qua khdo sdt 115 doanh nghiép 1 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 tai cdc
doanh nghiép du lich Viét Nam (DNDLVN), Két qud nghién citu la co s¢ 3¢ dé xudt gidi
phdp nhdm hodn thién quy trinh ung dung internet marketing tai cdc DNDLVN trong thoi

gian tdi.
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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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GI61 THIEU

Hién nay, internet dang 13 mét trong
nhitng phudng tién hién dai, hd trg hiéu
qué cho qud trinh marketing du lich ciia
Viét Nam ra th€ gidi va gidi thiéu nhiing
dja di€m du lich hap din ciia thé gidi téi
ngudi din Viét Nam. Mic dii ¢6 rat nhi€u
1¢i ich, nhung trén thuc t&, viéc thyc hién
quy trinh ng dung internet marketing
trong hoat déng kinh doanh cia céc
DNDLVN con nhiéu han ché, ddi héi
cdc nha lanh dao phéi tim hiéu, nhin
thitc ding din, xAy dung quy trinh @ng
dung internet vio hoat déng marketing
d€ c6 thé tin dung hét Igi ich ma internet
mang lai.

PHUONG PHAP NGHIEN cUU

Bai vi€'t sit dung dir liéu so cap va thif
cAp. Trong d6, dit liéu thit cAp duge tdng
hgp tir sdch bdo, tap chi... ¢6 lién quan.
Dit liéu sd cdp dugc thu thip thong qua
khdo sdt 115 doanh nghiép 1i¥ hanh va
doanh nghié&p kinh doanh dich vu Iuu trd
& Viét Nam of thdng 12/2019 dén thing
3/2020.

KET QUA NGHIEN cUU

Phan tich cd héi internet marketing

Ciing nht cdc hoat ddng marketing truyén théng,
viéc phéin tich cd hdi internet marketing sé gitip c6
dugc nhiing théng tin can thiét cho viéc ra cdc quyét
dinh marketing. K&t qud khdo sat & Bing 1 cho thdy,
cédc DNDLVN déu it nhiéu tham khéo théng tin trudc
khi dura ra quyét dinh lién quan d&n internet marketing.
Trong dd, cic DNDLVN cho riing, viéc xem xét k§
thong tin vé hanh vi tryc tuyén cla khich hang déng
vai trd quan trong hang diu (mdc di€ém trung binh 13
4,40). Bén canh d6, do dic diém cia dich vu du lich
1a khd ning sao chép cao, cic doanh nghiép trong
nganh ¢6 xu hudng bit chudc nhau, nén théng tin vé
d6i thii canh tranh ciling 13 mot thong tin quan trong
dé tham khdo khi ra quyét dinh vé internet marketing
(4,22 di€m). Ngoii ra, thong tin thit cip tir cdc cude
khdo sit hay nghién cifu thi trudng tryc tuyén do
cdc t8 chife khdc thye hién cling duge cdc DNDLVN
tham khdo (3,75 diém), diy 1a ngudn diF liéu t6t cho
cic DNDLVN, dic biét 13 cdc doanh nghiép nhd va
vira khéng ¢6 khd nang chi trd ngn sdch I6n cho viéc
nghién ciu. Cdc théng tin khic vé dic diém va nhu
cau ciia khach hiaing ma doanh nghiép di c6 trude diy
ciing véi thong tin vé& méi truding kinh doanh ciing gidp
cdc DNDLVN c6 thém cin cit d€ dua ra cic quyét dinh
internet marketing (1an lugt dat 3,67 va 3,77 diém).
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BANG 1: MUC DO THAM KHAO CAC THONG TIN KHI DUA RA QUYET DINH VE

INTERMNET MARKETING

. Trung | B léch
Cic logi thing tin tham khio tinh | chun.
Théng tin v& dc difm v2 nhu cdu clia khich hing ma doanh nghi¢p d4 cé 367 1175

tnrde diy : :
Ciic thing tin v& mdi trudng kinh doanh 3 _ 10719
Cfic_théing tin v& d5i thi cnnh teanh 422] 1,153
Cfic thdng tin v& hinh vi tnee wy€n elia khfich hing 440) 1,138
Théng 4in tir cic cude khdo sét hay nghién citu thi (nfing tnfe tuy€n 3,75 1,099

BANG 2: M{C B ST DYUNG CAC HINH THUC NGHIEN ¢{u TH] TRUING

TRYC TUYEN
Don vj: %
Khdng - “Thinh ™| Thutimg

Céc hinh thde thye hign bao giv 21.:;"' lfl:l.:ghh thodng | xuyén
' ding_{ S48 £ | c6 dung | _ diing
Phdng vin nhém i6p trung tnre tuv&n 28,70] 4087] 10431 1565 4.35
Quan st tnfe tuy€n 12,171 696 348 2609 51,30
Phéng v&n cf nhin chuyén siu tee tuyEn 7,83 15,65 3043 1565] 3043
Khdo sit trnec tuyén 348 261] 1043 2696 5652
Khdo s4 chitu doc tnre toyén, mu of dinh 33041 14,78 26,96 16,52 8,70
Thue nghiém infe tuy&n 29571 _348] 3304 20,87 13,04
Nghién c&; han? vi tnfe wy€n cla khich hing
nhif cic phin mém theo dai hay phiin tich cdc dir
ligu vé khich hing c6 sfn trén mang nhu: phiin 20001 609 1652 4435 13.04
tich log file, Google Analytics.

BANG 3: MUC DICH ${ DYNG INTERNET TAI CAC DNDLVN

. Bom vi: %o
T T T Khdng T Bioh Thinh | Thydng
Céic myc dich sif dung hao gid| khi thutéen thodng | xuydn
pemmeeieeeee — ... .| ding [ding Eles ding| diing |
Tra ciu, tim ki€m cfic thdng tin phue vy cng vidc 0] of 609l 435 8957
Thue hién cdc hoat ddng thuong mai didn tlf nhu
mua bé}n. thanh todn O 0 1391] 2696 59.13
Trzo doi emaillign lac vai khdch hing qua cfic phin
mém Jién lac (Messenger, Zalo, Viber, Skype..) o I S T
Truytn théng trong ndi b doanh nghiép 0 O 1391 3,48] R2e1
Cung cfip thong tin 1if doanh nghiép tdi khich hing,
46 the 0| 0] 7831 2348 6870
Trién khai che ung dyng trong doanh nghiép phye vy
Ihoat dénf kinh doanh 0 9 1565 1344 7130
Theo ddi tin tfc vi tham pia cfic hoat ddng clia npinh 0] 4351 957 16,52 6957

Mgudn: K&t qud khdo sat cia téc gid

Vi dic diém 12 hoat déng xudt khiu tai chd, cung
tmg sdn phim dich vu 1 hanh cho nhimg thj trudng
khdc nhau v& ngén ngit, viin héa, tdp quin.., thi vife
c6 dugic ngubn thong tin qua dir liéu tryc tuy€n 12 nén
tdng t8t cho chién lugc internet marketing. Bing 2 cho
thiy, doanh nghiép thudng xuyén sif dung nhit 12 hinh
thifc khio st true tuy®n. quan sit tryc tuy@n, phéng vin
¢4 nhin chuyén siu nyc tuyén... Trong khi 46, véi cic
hinh thifc: phdng viin rhém tip trung truc tuyén, khio
st theo chibu doc trye wyén..., thl doanh nghiép khdng

bao gity hoje it khi diing t6i.

Phiin doan thj trutng, lya chen thj trudng myc

tiéu, dinh vj thi trudng

Khi thyc hi¢n hoat dfng intermet marketing, doanh
nghi¢p phian doan theo cfic tiéu thic tnge tuyén v
Ifa chon cdc nhém khich hdng vGi cdc hanh vi trén
mang internct khic nhau, sau 4% dinh vi trén doan thi
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trudng muc tiCu di chon d6. DSi véi cic
DNDLVN, 56 ligng doanh nghiép thyc
hién vige phin doan thi trudng tnge tuyén
vin cdn kh4 thip, mdi chic6 21,74% thyc
hi¢n phén doan thi trudng truc tuyén v
titu thic phin doan chd y&u theo hanh
vi mua hing héa tnyc tuyén va phin
doan thco kénh phan phéi (ngudi mua
truc tuy€n va ngudi mua tryc tiép). Pa s&
cdc DNDLVN vin phin doan thi trudng
theo cic tiéu thic truyén théng. Do viy,
doanh nghiép coi cAc tiéu thifc phin doan
thi trudng true tuy€n 13 céc ticu thitc phy
thém vio qui trinh phan doan d€ xéc dinh
dugce cdc cfch thifc tién hanh marketing
riéng vi cdc doan thi trudng khéic nhauv.

Do tiéu thic phin doan thi truwdng
tryc tuy€n thudng chi 12 mot tiéu thic
phu thém sau khi 43 sif dung tiGu thirc
phin doan truyén théng, chinh vi viy,
hoat dfng lua chon thi trudng muc tidu
vi dinh vi thi trudng ciing Jién quan dén
y&u t8 truyén théng nhiéu hon,

Xdc dinh muc tiéu chi€n luge
internet marketing

Khi thue hién tmg dung internct
marketing, mdi DNDLVN déu hubng
181 m6t hoic mdt vdi muc ti€u chi€n
lugc khdc nhau. K&t qud khdo st cho
thiy, muc ti¢u chi€n lugc chinh mi cdc
DNDLVN hudng t8i nhiéu nhit 13 ting
mifc 40 biét d€n ciia khich hang (100%),
ting mdc d¢ twdng tic véi khich hing
(84,3%) va mong mubn tAng mifc 46 tiu
thy cia sdn pham dich vy (76,5%). Ngoai
ra, doanh nghiép cdn hudng tdi muc
tiéu tling mdc ¢$ thim nhip thi trudng
(44,3%) va ting mifc 4§ trung thinh cua
khich hing (35.7%)...

Nhin chung, dd quy mé 16n hay nhd,
mic 4§ Gng dung internet marketing
nhiéu hay it, thi khi ti€n hanh ing dung
internet marketing, cdc DNDLVN déu
¢6 muc tiéu ro rang vd khd thi. Hon
nita, tdc gid cdn nhiin thiy, nhifng doanh
nghiép ¢6 s6 nim hoat dong tir 10 nim
tr& xubng quan tam nhi¢u dén muc tiGu
ngdn han hon 13 nhiftng muc ti€u dat han,

Hoach dinh cfic cOng cy marketing
- mix trye tuy€n

Trong qud trinh hoat djng clia minh,
internet d4 hd trg DNDLVN rét nhiéu cho
cdc muc dich khic nhau (Bing 3). Hiu hét
cdc doanh nghi¢p ddu s dung internet 4
tra cdu, im kiém thong tin phuc vy cho
cbng viéc vi trao d8i cmail/lién lac véi
khéch hang qua céc phin mém lién lac,
hay dé truyén thong trong n{i by doanh
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nghiép. Trong khi dé, muc dich thyc hién
cdc hoat ddng thudng mai dién t& nhu
mua - bdn, thanh todn vAn con han ché.

Khi di xdc dinh duge muc tiéu chién
luge internet marketing, ti nhitng muc
dich st dung internet marketing, cdc
DNDLVN lén k€& hoach vé cdc cong cu
marketing - mix tryc tuyé&n dé€ dat dudc cic
muc tiéu d€ ra, nhu: sin phim tryc tuyén,
gi4 trye tuy€n, phan phdi truc tuyén, xiic
ti€n hdén hgp tryc tuyén, con ngudi tryc
tuyén. Cadc DNDLVN ciing thyc hién linh
hoat nhiéu cong cu internet marketing ddi
vdi cdc thy trudng khic nhau. Chfmg han,
khédch du lich Trung Qudc khong s dung
Google, Facebook, do d¢ cac DNDLVN
thudng s dung ng dung Ctrip dé chay
quing ¢do v cdc hoat ddng marketing
khic. Trong khi dé, khich Han Qudc
lai hay dit phong qua booking.com hay
agoda.com..., nén doanh nghiép thudng
chd trong quing cdo trén cdc tng dung
nay véi déi tugng khich du lich Han Quéc.
Viéc thuc hién nhi€u cong cu iing dung
internet marketing vdi cdc thi trudng khéc
nhau gitip doanh nghiép c¢6 thé khai thac
161 da cdc thj rudng tiém &n. C4c cdng cy
internet marketing mi doanh nghiép tién
hanh chii y&u thong qua website. Mic di
vidy, website cia nhiéu DNDLVN con
han ché trong cdch trinh bay (nhiéu chi,
4nh ¢6 d6 phan gidi khdng cao, thi€t k&€
50 sii, 46 hoa kém hip din), chura c6 ddy
&l cdc cong cu tién ich, nhu: ban dd, dit
tour, phdng tryc tuyén, video...; cdc tinh
niing dién ti chua ddy dd; ndi dung quing
bd trén cdc mang X3 héi chua duge cip
nhit thuing xuyén, hién tuc; cdch cung
cip thong tin chua thyc sy sdng tao, hap
din d€ ngudi xem tif nguyén chia sé, lan
truyén ndi dung trén mang.

Té chife thye hién va ki€m tra hoat
djng ing dung internet marketing

K&t qud khdo sit & Bing 4 cho thay,
vige x4c dinh khéch hing muc tiéu dé
ti€n hanh hoat dong internet marketing
vi xdy dung ndi dung cho hoat dong
internet marketing duge cic DNDLVN
thuc hién ddy di nhit (1in lugt dat 4,25 va
4,23 di€m). Bén canh d6, cdc DNDLVN
cling di quin 1y viéc thuc hién internet
marketing theo tién dd vi k&€ hoach di
@& ra (4,03 di€ém), phSi hgp internet
marketing vd marketing truyén théng
trong mdi trudng thue (4,18 di€m). Tuy
nhi€n, trong thuc hién quy trinh internet
marketing, khong phdi cdng viéc ndo
ciing duge cdc DNDLVN thuc hién day
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BANG 4: CAC CONG VIEC THY/C HIEN INTERNET MARKETING

P in . Trung | P§ 1éch
L Cic ebng viéc th"fi hién _ binh | chufo
Xdc dinh khdch hing muc 6éu ciia chién [udc internet marketing 4,23 1,155
Xiy dung chién lwdc vh k€ hoach internet marketing 3,76] 1.436
Xdc dinh muc tiéu hoat dfing inlermet marketing 3,22 0,846
Phéi hap internet marketing vi marketing truyén th¥ng trong mdi rudmg thue | 4,18 1,121
I Xty dung ndi dung cho hoal ddng internet marketing 4,25 1,042
Hoach dinh k& hoach thyc hi¢n internet marketing {thifi gian, cbng cu va 316l 0812
nhin sy thifc hién) ' '
Quin Iy vige thue hién internet marketing theo tién d6 vi k€hoachdadéra | 403 1,042
Bo luding vi dénh gid viéc thue hién hoat déng internet marketing 3.32| 0,923
Diéu chinh cic k€ hoach internet marketing da trén cic k&l qué do hriing 3281 0913

BIEU PO: NHAN ¢ THUC HIEN HOAT DONG INTERRNET MARKETING

TAl CAC DNDLVN
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Nguén: K&t qué khéo sat cua tac qid

0 va bai ban, nhit 12 hoach dinh k€& hoach thuc hién
internet marketing, hay viéc Xac dinh muc tiéu hoat
dong internet marketing...

Lién quan dén nhin sy thyc hién hoat ddng internet
marketing, khodng 52,17% DNDLVN tién hanh thué
ngodi mdt phan k§ thuit va cdng nghé, doanh nghiép
chi quan 1y phdn ndi dung; 39,13% thué ddi tic bén
ngoai thye hién v ciing bin bac d€ dua ra quyét dinh
ban d4u, sau d6 d6i tic sé thyc hién; 34,78% khéng
thué ngoai mi v miy mod thyc hién; 21,74% thué doi
tdc bén ngoai, hai bén cling bin buc va cling phdi hgp
thute hién tir ddu dén cudi; 21,74% thué ddi tic bén
ngoai 1dm vi hoan todn theo W vin cla ho (Bidu dd).

Mait khic, DNDLVN ciing chita quan tim nhiéu
tdi viée do ludng két qué cilia cic hoat ddng internet
marketing. Thic t& cho thdy, nhiéu doanh nghiép
chi nhin vio cdc con s& v€ ugt truy cip va t€p cén
website, ma thi€u di c4i nhin chidu sdu vio titng phin
khiic khdch hang cu thé, cling nhir chwa xdc dinh dugc
s0 lugng khdch hang dugc mang d&n nhit chién dich
internet marketing nao.

Nhiéu DNDLVN di va dang diu tu ngan sich d€
xAy dung hé thdng ban hang, truyén théng truc tuyén da
ngdn ngil v4i nhitng tinh ning twong ty cdc trang du lich
néi tigng. Tuy vy, d6i v6i linh vire ban hang truc tuyén,
nhit 13 linh vuc dat phong khdch san tai Viét Nam, tu
thé dang thude vé céc doanh nghiép nudc ngodi.

MOT SO KHUYEN NGH)

Nhiim hoan thién quy trinh tng duyng internet
marketing tai cdc DNDLVN, nhat 13 trong b8i cinh
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Cich mang cong nghiép 4.0, tic gid dé xuit mot 56 ggi
¥ cho cdc DNDLVN, nhu sau:

Mot 1a, nﬁng cao nhdn thic vé internet marketing
cta 1anh dao va nhén vién trong cac DNDLVN. Hién
nay, mt b phan cdc nha quin 1y DNDLVN dang hi€u
sai hodc hi€u khéng diy di v& viéc ¥ng dung internet
marketing trong hoat ddng kinh doanh. Di€u ndy din
t6i lung ting trong viéc khdng biét nén diu tr vao
hoat déng internet marketing hay khéng, lam tit dau
vi lam nhy th€ nio, quy trinh ra sao, cin thire hién
nhlrng cobng cu gi? Nhim khic phuc tinh trang nay,
viéc ndng cao nhin thic x& hoi vé internet marketmg
tai cdc DNDLVN, diic biét 1a cda cdc cp quan 1y 1a
rat quan trong. Dﬁng thdfi, cin chéng minh tinh hiéu
qud clia internet marketing trong hoat déng kinh doanh
du lich théng qua cdc budi toa dam, doi thoai giita cc
nha quén 1y va DNDLVN; thong qua cdc cude khio sdt
thic t&€ & nhitng dia phuong, cdc di€ém dén trong khu
vuc - ndi c6 Ung dung rng rii internet marketing trong
hoat dong kinh doanh du lich,

Hai I3, xay dung quy trinh internet marketing. Viéc
xay dung mot quy trinh internet marketing cu thé s€
gitip doanh nghig¢p cd céi nhin tong quat diing din vé
hoat dong internet marketing, tir 46 d€ dang thyc hién
muc ti€u cha doanh nghiép. Nhin vao quy trinh internet
marketing, cdc doanh nghiép c6 thé nhin ra cdc bd
phén lién quan va cdc céng cu cin dugc sit dung dé
phéi hop hiéu qua trong hoat dong internet marketing,

Ba la, ddu w co s& ha ting cOng nghé thong tin.
Viéc phdt trién cdng nghé thong tin s& gitip cai thién
chdt lugng dich vu va gép phin nidng cao sy hai long
cta khdch hang. B&i, sy hai 1dng ciia khdch hiang phy
thudc rat nhiéu vao tinh chinh xdc va toan dién cia
théng tin cy thé vé kha ning tiép cin clia di€m dén,
cd s& vit chit, diém hip dan du khach va cd¢ hoat
d6ng khac.

Bén 13, ting cudng hidu qua thu thip thong tin vi
phén tich thong tin vé m6i trudng, ciing nhw hanh vi clia
ngudi nhin thong tin d€ doanh nghiép ¢6 duge ngudn
dit liéu marketing déi dio nhiim thiét 1ap duge chuong
trmh marketing phit hgp nhi't. Cu the cdcdoanh nghlep
cén tap hgp thong tin tir nhiéu ngudn khéc nhau, thiét
k& c4dc miu khio s4t khdch du lich, cic phan mém
thong k& hanh vi cla du lich. Péng thdi, sit dung cong

cu nghién cttu dién 1 € kiém sodt vi
cap nhit thudng xuyén sy phan hdi, ddnh
gi clia khdch hang; t6 chiic hdi thdo true
tuy€n, diéu tra, phdng vn tric tuyén...
d¢ thuc sy tiép c4n khich hing va cung
cAp nhitng ndi dung hip din, phi hdp véi
morng mudn cta khach hang.

Niam la, ddo tao, bdi dudng ddi ngii
nhén lyc tryc tuy&n nhy dodi ngil qudn tri
website ciia doanh nghiép va ddi ngi
ban hang cd nhan trye tuyén. Piéu quan
trong nhat dé€ cé dudc mot website hay 13
phdi ¢é d§i ngii nhin vién chuyén phdt
trién ndi dung website. Poi ngil quan tri
website trong cic DNDLVN phai dugc
dao tao d€ co thé bién tip cdc tin, bai,
ddng thoi phdi cé ¥ thife fim tdi, sdng tao
trong cdch thé hién. Bén canh d6, doanh
nghiép cin dio tao bii ban d6i ngii nhan
vién ban hing truc tuy&n. Nhan vién ban
hang trwc tuyén phdi theo sdt qud trinh
thue hién dich vu trc tuyén, ki€m tra
x4c nhin cia hiing hang khong, khich
san.. qua cong cu internet nhim bi&t
tour nao ¢dn bin duge hay hét d€ nhanh
chéng d6ng tour, trdnh gdy phién hi cho
khédch hang.

Ngoai ra, DNDLVN cin chd trong
qué trinh tuyén dung nhan lyc du lich
tryc truyén, vira cé kié€n thitc k§ ning
chuyén mon, vira am hiéu vé cong nghé
théng tin. Mic di c¢é nhitng cOng vigc
trong internet marketing, cac DNDLVN
¢6 thé thué nhan st bén ngoai, tuy nhién
d61 vd1 nhitng doanh nghiép nhé va vira
trong linh vuc du lich, khéng nén thué
ngodi 100%. Bdi, c4c «cbng viee vé xdy
dung k& hoach va san xudt ndi dung
truyen thong rat can sy trai nghlem hiéu
biét siu sac vé hién trang cda doanh

nghiép, vé thi trudng nganh va dic diém
ctia khdch hang, ma diéu ndy dbi khi
c4c doanh nghiép céng nghé thdéng tin &
ngodi khéng thé ndm ré dugce.U
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