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Tém tit: Marketing truc tuyén 1a mot trong nhitng hoat dong phti hop va ly tuéng véi xu hudng phat trién
cta thi treong trong giai doan cach mang cong nghé 4.0. Nghién cru nay xem xét khung nghién cttu duoc
dé xuat boi Viggo Host va cac cong su (2001) vé€ danh gida mic do ting dung hoat déng marketing truc
tuyén vao hoat dong kinh doanh ctia doanh nghiép. Két qua phén tich hoi quy cho thay c6 05 yéu to tac
dong dén viéc tng dung marketing truc tuyén ctia cac doanh nghiép khach san tir 1 dén 5 sao trén dia ban
thanh pho Hué'bao goém: kién thitc cong nghé théng tin, quy mé khéch san, sw ung hd cua cap trén, sw cht
trong thi truong twong lai va sw cam két cia nhén vién vao hoat dong marketing truc tuyén. Trong d6,
kién thiic cong nghé thdéng tin duoc xem la yéu t6 quan trong nhat va duge cac khach san dénh gia cao
nhat trong cac yéu td. Tl d6 viée quan ly va phat trién tng dung marketing truc tuyén cta cac khach san

ciing duoc dé xuat nham gop phan cai thién mtic 46 tng dung hoat dong nay trong tuong lai.
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Abstract: Online marketing is one of the suitable and ideal activities for the development trend of the hotel
market in the current 4.0 technology revolution. This study examines the framework proposed by Viggo

Host et al. (2001) to assess factors affecting the online marketing application at 93 hotels (1-5 stars) in Hue
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city. The results show that there are five factors affect the application of online marketing, including IT
knowledge, hotel size, top management support, future market focus and ownership of the technology.
Among those factors, IT knowledge is considered the most critical factor and is highly appreciated by 1-5
star hotels than the remaining factors. From that implication, the management and development of hotels’

online marketing applications are also proposed to improve their use in the future.

Keywords: Digital marketing, Online marketing; Internet marketing; hotel; Hue.

1. Datvan dé

S& hoa la su tich hop cac cong nghé ki thuat s& vao cudc song hang ngay, nham gitip con
ngudi thyee hién cac hoat dong va cong viéc mot cach dé dang hon [1]. Do d9, viéc ap dung cac
cong nghé ky thuat so (digital technologies) sé c¢d y nghia quan trong trong viéc 1ap k& hoach va
thuc hién cac hoat dong marketing, ttr d6 tai ciu tric cac md hinh kinh doanh mét cach hiéu
qua. SO hda da thay ddi cau tric va co ché hoat dong cta thi treong ciing nhuw hoat dong cua
cac doanh nghiép theo mot chiéu hudng tich cuce [2,3,4]. Pong thoi qua trinh nay cling da tac
dong sau rong dén rat nhiéu linh vuc trong cudc séng ctia con nguoi va lam thay déi cac chién
lwoc kinh doanh ctia cac doanh nghiép, trong d6 khong thé khong nhac dén hoat dong
marketing. Sw s6 hda cac hoat ddng trong marketing nay con dwgc goi la marketing truc tuyén.
C6 thé hiéu marketing truc tuyén la hoat dong lién quan dén viéc st dung cac phuong tién truc
tuyén (online) khac nhau trén Internet bao gom t6i wu hda cong cu tim kiém, marketing thong
qua Facebook, email, quang cdo tryc tuyén, marketing trén dién thoai di déng,... d€ quang ba

san pham, dich vu [5].

Hién nay trén dia ban tinh Thita Thién Hué c6 806 co so luu tru voi 13.043 phong va
21.327 giwong, trong d6 ¢é 135 khach san da dwoc cong nhan hang tir 1 sao dén 5 sao trén dia
ban thanh ph6é Hué (S¢ Du lich Thira Thién Hué, 2020). Trong b6i canh s6 hda va sy tham nhap
manh mé cta Internet va cac phuong tién dién tir vao moi linh vire, cac khach san 1-5 sao trén
dia ban thanh ph6 Hué da dan dan chuyén déi va ap dung cac hinh thiec va chién lwoc kinh
doanh méi nham bét kip véi xu hudng phét trién cua thi truong, trong d6 ¢ viéc ting dung
phuong tién truc tuyén vao hoat dong marketing. So di, cac khach san st dung cac hinh thiec

marketing truec tuyén la boi sy thay doi trong xu hudéng tim kiém, s thich va thoéi quen cua

khach du lich. Béo cdo théng ké ctia Ooklal, mét cong ty sé hitu cong cu do Speedtest ndi tiéng
thé gidi, cho biét hién Viét Nam dang c6 68,17 triéu nguoi dang st dung dich vu Internet vao
thang 1 nam 2020, chiém 70% dan s6 ca nudc. Trong d6, Viét Nam da c6 65 triéu nguoi dang st
dung cac phuong tién truc tuyén d€ giai tri, lién hé ban be, chia sé khoanh khac va ké ca quang
cao ban hang. Nhu vay c6 thé thdy, thoi quen vé hanh vi cua khach hang da thay d6i nhanh

chong, tit moi truong truyén thong sang mdi treong truc tuyén. Diéu nay dat ra thach thic

1 https://vnetwork.vn/news/thong-ke-internet-viet-nam-2020
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khong nhoé cho cac doanh nghiép, doi hoi ho phai thay ddi cac cach thiic tiép can, marketing,
quang ba d€ dap tng tot hon nhu cau ctia khach hang. Mot trong nhitng phuong thitc hiéu qua
d€ tiép can khach hang trong bdi canh hién nay chinh la marketing triec tuyén [6]. Marketing
truc tuyén sé cho phép cac doanh nghiép, ddc biét la cac khach san cé thé tan dung thé manh va
co hoi do Internet va marketing triec tuyén dem lai d€ tao ra gia tri cho khach hang va ciing tao
ra gia tri cho chinh ho [5, 6].

Do d6, bai viét nay tap trung phan tich cac yéu td anh huong dén muc do tng dung
marketing triec tuyén vao hoat dong kinh doanh ctia cac khach san 1-5 sao trén dia ban thanh
phd Hug, tir d6 dé xuat cac giai phap nham gitip cac khéch san cai thién va nang cao viéc tng

dung hoat dong nay trong twong lai.

2 Toéng quan tai liéu nghién ctru

2.1. Mot sd khai niém lién quan
2.1.1 Marketing dién t (digital marketing)

Ngay nay, voi s phat trién manh mé cua khoa hoc va cong nghé thong tin, con nguoi da
khai thac va tng dung mot loat cac phuong tién dién tr vao qud trinh marketing cua cac t6
chitc, doanh nghiép. Cung véi viéc d6i moi, cai tién do chinh 1a su ra doi khai niém marketing
dién tt.

Theo Strauss [6], marketing dién t la “sw siv dung cong nghé thong tin trong nhitng qud
trinh thiét 1dp, két ndi va chuyén giao gid tri dén khdch hang, dé’tién hanh cic hoat dong marketing nham
dat dwoc cdc muc tiéu ciia t0 chirc va duy tri quan hé khich hang thong qua nidng cao hiéu biét ciia khdich
hang, cdc hoat dfng xiic tién hwong muc tiéu va cdc dich vy qua mang hwéng t6i thod man nhu cdu ciia
khich hang”. Kotler [7], cha dé ctia nén marketing hién dai cho rang “marketing dién tir la qud
trinh 1dp ké"hoach vé san phdm, gid, phin phdi va xiic tién d6i véi san phiam, dich vu va y twéng dé dip
1bng nhu cdu ctia t6 chivc va cd nhin dwa trén cic phwong tién dién tir va Internet”. Theo Chaffey [8],
“Marketing di¢n tir la hoat dong 1tng dung mang Internet va cic phwong tién dién tiv (web, e-mail, co s¢
dir liéu, multimedia, pda...) dé tién hanh cdc hoat dong marketing nham dat dwoc cdc muc tiéu ciia t6
chirc va duy tri quan hé khich hang thong qua ning cao hiéu biét vé khdach hang (thong tin, hanh vi, gid
tri, mirc d¢ trung thanh...), cic hoat dong xiic tiéh hweong muc tiéu va cic dich vu qua mang hwéng toi
thod man nhu cdu cia khdch hang” .

Nhw vay, c6 thé hiéu mot cach don gian, marketing dién ti 1a hoat dong quang ba san

pham, dich vu béng cach ttng dung cac phuong tién dién tt nhw dién thoai, fax, Internet...
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2.1.2 Marketing tric tuyén (Internet marketing)

Nhiéu nguoi cho r.:ng marketing dién tt (digital marketing) va marketing trén Internet
hay con goi 1a marketing truc tuyén (Internet marketing/Online marketing) 1a giong nhau, tuy

nhién diéu nay la khong dung.

Marketing dién tir la mot thuat ngtt bao trum va dé cap dén viéc sit dung cac kénh, thiét
bi va nén tang dién t& (cho du truc tuyén hay ngoai tuyén) dé€ tao va quang bé théng diép
marketing [9]. N6i cach khac, marketing dién tr khong chi gidi han ¢ Internet. N6 c6 thé hoat
dong trén tat ca cac thiét bi dién tir. Cac tac gia Dzemyda & Jurgaityte [10] goi marketing dién
tte theo cach khac — E-Marketing. D6 1la mét qua trinh twong tac phat trién cac méi quan hé lau

dai gitra mot td chiee va khach hang st dung cong nghé thong tin.

Trong khi d6, Marketing trén Internet hay marketing tric tuyén cé thé'la dong nghia, vi nguyén
tdc hoat dong cua cdc thanh phdn nay la déu duwa trén Internet. Chiing hoat dong trén nhidu kénh
Internet khic nhau. Hay noi cich khic, marketing trwc tuyén la mot tdp hop con cua marketing dién ti

va chi khi ¢6 Internet thi hoat ddng nay moi dwgc thuc hién [9].

Nhu vay, nghién ctu nay chi dé cap dén hoat dong marketing truc tuyén, tic la cdc hoat
dong marketing trén Internet hodc siv dung cdc cong cu triec tuyén nhi website, thw di¢n tit, quing cdo
trwec tuyén, mang xa hgi,... d€ thwec hién cac hoat dong marketing, quang ba cac san pham, dich

vu.
2.2. Tong quan nghién citu trong va ngodi nudc

Mac dut marketing truc tuyén khong con la chu dé€ qua mdi la véi cac nha nghién ctru
hién nay va duoc khai thac dwéi nhiéu gdc d6 khac nhau, bao gom ca tir phia cung va phia cau.
Tuy nhién trong giéi han ctia nghién cttu, ching t6i chi dé cap dén hoat dong tGng dung

marketing true tuyén tir phia cung.

VE boi canh nghién citu, mot s6 nghién ctru tiép can dudi goc do cac yéu té anh hudong dén
viéc ing dung hoat dong marketing truc tuyén vao cac linh vic khac nhau cta du lich nhu
doanh nghiép du lich (khdch san, li¢ hanh,...), [3, 11, 12, 13, 14] hay cdc diém dén [15, 16, 17]. Ngoai ra,
mot s6 nghién ctu da phan tich anh hudng ctia marketing tryee tuyén dén cac két qua hoat dong
kinh doanh cua doanh nghiép [4, 18, 19] hay xem viéc tng dung marketing truec tuyén nhu mot
bién trung gian lam thay déi dinh hudng thi truong cua doanh nghiép nhu nghién ctu cua
Chuang [20] va Sheikh [21].

VE phwrong tién/cong cu, nhi€u nghién cttu chi xem xét mirc d6 ting dung cua tirng phuong

tién marketing truc tuyén riéng lé nhuw Facebook, email hay trang web [22, 23, 24].

VEé phwong phdp, rat nhiéu cac nghién cttu lua chon phuong phap phan tich dinh luong
[10, 11, 25] hodc két hop gitta dinh tinh va dinh luong [1, 12, 26], hay nhw cac nghién cttu cua
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Andreopoulou va cac cong su [16], Misganaw [27] va Gyau [28] lai hoan toan stt dung phuong

phép dinh tinh d€ xem xét mirc d6 ing dung hinh thic nay.

VE Iy thuyét, c6 kha nhi€u nghién cttu st dung cac mo hinh ly thuyét dwéi day dé phan
tich mtc d6 tng dung marketing truc tuyén vao cac hoat dong kinh doanh nhu nhw mé hinh
chap nhan cong nghé TAM (Technology Acceptance Model) [29, 30, 31, 32], hay md hinh Cong
nghé - T6 chitc va Moi treong TOE [33, 34, 35] va ly thuyét lan toa sy doi méi cua Rogers IDT
(Rogers’s Innovation of diffusion theory) [28, 32, 36].

Cu thé hon, El-Gohary [29] da tién hanh phan tich cac yéu t6 anh huong dén viéc ting
dung marketing truc tuyén vao cac hoat dong kinh doanh ctia cic doanh nghiép & Anh bang
viéc mé rong mod hinh TAM bao gém cdc yéu t6'bén trong (kij ning doanh nghiép, sw tuwong thich, dé
ste dung va cidc logi hinh sin phdm ciia doanh nghiép) va cdc yéu t6 bén ngoai (vi dy nhw xu hwéng thi
truwong). Trong khi d6 vao nam 2012, El-Gohary [14] lai dé xuat thém mot so tiéu chi d€ cac
doanh nghiép mudn tng dung marketing truc tuyén thi can phai dam bao cac yéu to sau: ki
ning ciia chii s¢ hitu, ngudn lwc san cd ciia t0 chire, vin héa t6 chire ciia doanh nghigp, chi phi marketing
triec tuyén, quy mo cua t6 chirc, tinh dé sir dung, tinh twong thich, dp lwc canh tranh, dnh hwéng ciia
chinh phi, xu hwong thi trieong, co s¢ ha ting quoc gia va dinh hwong vin héa doi voi marketing tric
tuyén cho khich hang ciia t0 chitc. Trong khi d6, Awa [33] da st dung mo hinh TOE d€ phan tich
mttc d6 chap nhan cong nghé bang viéc phan tich cac yéu t& nhu nhdn thitc ciia nguoi quan 1y,
nang lwc cong nghé thong tin, nhin thirc riii ro va cic rao can khi dp dung. Hay Gyau [28] lai tiép can
mtc d§ tng dung marketing truc tuyén theo ly thuyét IDT trong d6 khang dinh c6 mot méi
quan hé tuwong dong gitta hai ly thuyét IDT va TAM, cu thé yéu td “loi thé canh tranh” va “suw
phtic tap” trong mo6 hinh IDT gidng véi yéu t6 “nhan thiec sy hitu dung” va “nhan thitc sy dé
dang stt dung” trong mo hinh ctia TAM.

Ngoai ra, c6 kha nhiéu nghién ctru st dung két hop nhiéu md hinh ly thuyét d€ phan tich
muc d§ tng dung ctia marketing triec tuyén nhw nghién cttu ctia Venkatesh [37], Misganaw [38]
va Viggo Host [39]. Trong d6, mo6 hinh nghién cttu Viggo Host va cac cdng su [39] dwa vao md
hinh TAM va TOE d€ xem xét mirc d6 tiing dung ctua marketing tryc tuyén vao hoat dong kinh
doanh cua cac khach san, tuy nhién m6 hinh nay da két hop, diéu chinh cling nhw thém mot s6
tiéu chi khac nham hoan thién khung nghién cttu ctia minh. Theo d6, cac yéu t& dugc dé xuat
bao gom: mitc d¢ tdp trung vao thi trieong trong twong lai, tinh than lam chii cong nghé, sw ddu tw
chuyén bigt, sw hd tro tir cip trén, kién thirc Cong nghé thong tin (IT) va quy mé cong ty.

So véi cac nghién ctru vé chu dé€ nay trén thé gidi, cac nghién ctu vé marketing truc
tuyén ndi chung va danh gia mic d6 ing dung hoat déng nay vao kinh doanh ¢ Viét Nam néi
riéng con kha han ché. Trong dd, nghién cttu ctia Tung va cac cong su [40] la mot trong nhitng
nghién ctru hiém hoi dé cap dén chu dé nay. Cu thé, Tung va cac cong su [40] xem xét maic dd

tng dung marketing triec tuyén ctia mot s6 khach san ¢ Thanh phdé H6 Chi Minh théng qua
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phuong phap dinh tinh véi cac tiéu chi d€ danh gia nhw phin tich cdc lgi thé’canh tranh, chién
lwgc, chién thudt marketing truc tuyén ctia cac khach san tir 1-5 sao, tit d6 duwa ra mot sd dinh
huéng quan ly cho khach san va diém dén cta dia phuong trong twong lai. Tuy nhién, nghién
ctu nay lai st dung phuong phap dinh tinh ciing nhu céac tiéu chi dwa ra dé danh gia
marketing truc tuyén chua thuce su thuyét phuc. Mot sd nghién cttu khac nhu Lam [41], Duong
[42] va Lam, V.K [43] lai phén tich hoat dong marketing tryc tuyén dudi goc dd hanh vi nguoi
tiéu dung hodc gidi thiéu cac cong cu duoc stt dung hay cac bién phap dé xuat nham phat trién
hoat dong marketing triec tuyén. Tat ca cac nghién ctru nay déu st dung phuong phap dinh
tinh. Trong khi d6, mot hudéng tiép can khéac la phan tich méc d6 ting dung cac cdng cu

marketing truee tuyén don 1é nhw Facebook, trang web, mobile,... [44, 45, 46, 47].

Nhuw vay c6 thé thady, cac nghién cttu vé marketing tric tuyén va tng dung hoat dong
nay vao hoat dong kinh doanh la rat da dang va khai thac ¢ nhiéu khia canh khac nhau. Trong
d6, khung nghién cttu ctia Viggo Host va cac cong su [39] dwgc dp dung va diéu chinh tir ly
thuyét TAM, va TOE, b6 sung thém mot so tiéu chi d€ dam bao phut hop nhét véi hinh thic
marketing truc tuyén cua khéch san. Do d6, khung nghién ctru ctia Viggo Host va cac cong su
[39] duwoc lwa chon d€ phan tich trong nghién cttu nay. Tuy nhién, khung nghién cttu cua Viggo
Host va cac cong si [39] chi ap dung cho cac khach san c6 quy mod nhd, trong khi cac khach san
c6 quy md 16n hon van cé thé tng dung hoat ddong marketing truc tuyén mot cdch hiéu qua [6,
40]. Do do, bai viét nay sé tap trung ki€ém tra mo hinh ctia Viggo Host va cac cong su trong

chudi khach san tir 1-5 sao.
2.3. M6 hinh va gia thuyét nghién citu

Dua vao ly thuyét vé su ddi méi, Viggo Host va cac cong su [39] da xay dung md hinh
dudi géc dd nghién ctru cac yéu to tdc dong dén viéc ing dung marketing tryc tuyén vao kinh
doanh ctia cac doanh nghiép. Trong mo hinh nay, hoat ddng marketing truc tuyén ctia doanh
nghiép sé chiu tadc dong boi 6 yéu td bao gdm murc d tap trung vao thi truong tuwong lai (future
market focus), lam chu cong nghé (ownership of technology), su dau tu chuyén biét (specialized
investments), si ho tro tir cAp trén (top management support), kién thitc cong nghé thong tin
(IT knowledge) va quy md cong ty (firm size).

Gia thuyét nghién cttu

Tap trung vdo thi truong tuwong lai

Téap trung vao thi treong trong teeong lai dwgc Chandy va Tellis [48, tr 47] dinh nghia la
“mikc d4§ ma mgt cong ty nhdn manh dén khdch hang va d6i thit canh tranh trong twong lai so véi khdch
hang va d6i thit canh tranh hién tai”. Trong b6i canh su phat trién manh mé ctia Internet va cac
hinh thitc marketing triec tuyén nhu hién tai, cdc doanh nghiép can thay déi dé€ c6 thé tiép can
véi khach hang mdi — nhiing khach hang da thay do6i théi quen va hanh vi ctia minh so véi

trong moi treong truyén thong ciing nhu canh tranh véi cac doi tha trong nganh [6]. Diéu nay
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chi dwoc thuc hién khi cac doanh nghiép tap trung vao thi truong twong lai - thi treong cta su
tng dung cong nghé va cac hoat dong marketing trong moéi trueong Internet [20]. Tém lai, co
moi lién quan tryc tiép gitta viéc tap trung vao thi treong tuong lai véi mirc do ing dung cac

hoat dong marketing truc tuyén [19].

H1: Sw tip trung vao thi trwong tirong lai cang cao, thi mirc d9 itng dung marketing triec tuyén

cua cdc khdch san cang cao va ngugc lai.
Lam chu cong nghé

Viéc thuc hién thanh cong mot chién luge phu thudce rat nhiéu vao sy cam két ciia nhan
vién [49]. Cam két cu thé d6i véi mot chién luoc hodc mot sw d6i moéi cong nghé gan nhu dong
nghia véi khai niém lam chu cong viéc (ownership) [50] hodc si tham gia ctia ngwoi dung (user
involvement) duoc st dung trong tai liéu vé hé thong thong tin [39]. Lam chu cdng nghé cd
nghia la sy cam két va tham gia cia nhan vién déi voi cac hoat dong lién quan dén marketing
truc tuyén. Do d6, trong bai viét nay, cum tir lam chii cong nghé duoc st dung d€ nhan manh
moi quan hé gitta viéc lam chi cong viéc trong bdi canh su phat trién ctia cong nghé néi chung
va cac hoat ddong marketing truc tuyén noi riéng, dwoc dé xuat 1a lam chii cong nghé ciia nhin vién
[49].

H2: Sw lam chii cong nghé ciia nhdn vién cang cao, thi mitc d¢ wng dung marketing triec tuyén

vao hoat dpng kinh doanh ciia cic khdch san cang cao va ngwoc lgi.
Ddu tw chuyén biét

bau tu chuyén biét 1a “cdc khodn ddu tw danh riéng cho mot moi quan hé kinh doanh cu thé, cé
gid tri hon trong moi quan hé dé so véi nhitng noi khdc va cé thé'khé quan 1y thong qua hop dong dai
han” [51]. Trén thuee t€, cidc doanh nghiép da dau tw rat nhiéu nguon lyc vao cac kénh phan phdi
truyén thong hién tai. Ho da xay dung cac mdi quan hé, mé ctra hang, thué hay dao tao nhan
vién lam viéc véi cac san pham va dich vu cua cac nha phan phéi truyén thong [52]. Do d6,
nhitng khoan dau tu chuyén biét nay sé khong c6 gia tri hodc gia tri sé thap hon néu cac kénh

marketing truwe tuyén trd thanh kénh quan trong nhat.

Xem xét mot cach cu thé hon, c6 hai ly do cho thady méi quan hé gitta dau tu chuyén biét
va muc d§ uing dung ctia marketing triec tuyén vao hoat dong kinh doanh. Thit nhat, Chandy
va Tellis [48] da két luan rang cac két qua ctia hoat dong marketing can dugc ching thuc boi
mot ngudn dit liéu khdc. Thit hai, cac khoan dau tu chuyén biét can cé thoi gian thwe hién lau
hon dé€ thich Gng va ap dung cho cac muc dich sit dung khac nhau. Tuy nhién, ching c6 thé
khong thé duoc sit dung cho nén tang marketing truc tuyén, nhung cac cong ty khong phai ltc
nao ciing biét diéu nay trudc khi thir. Cac cong ty so hitu cac khoan dau tw chuyén biét nhu vay
sé mat nhi€u thoi gian hon dé€ thich tng véi hoat dong marketing tryc tuyén. Do d6, rat nhiéu

doanh nghiép ngai st dung va ap dung cac hoat dong marketing tryc tuyén boi sy ton tai cua
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cac kénh phan phoi truyén thong nhu da dé cap ¢ trén. Hau qua la rat nhiéu doanh nghiép da

chan chtr trong viéc ap dung marketing triec tuyén vao cac hoat dong kinh doanh ctia minh.

Ngoai ra, Damanpour [53] cho rang cac du 4n phat trién vé mit cong nghé sé dan dén su
mAu thudn vé mit t& chiic d€ vira duy tri, d6i mdi va thay thé cac nang luc cot 161, boi vi cac
cong nghé mai o thé vira nang cao vira pha huy cac nang lwc hién cé trong nganh. Damanpour
[53] ciing cho rang céc gia tri, kj nang, hé thong quan ly va ki thuat hién tai ctia doanh nghiép

c6 thé khong phu hop vdi sy phat trién va d6i mdi cua cong nghé.

H3: Diu tw chuyén biét cang cao, thi mirc do itng dung marketing triec tuyén cua cic khdch san

cang thap va nguoc lgi.
Ho tro tir cdp trén

Su hd tro tir cap trén va mic d9 chap nhan cdc cai tién, d6i mdi vé cong nghé c6 moi
quan hé truc tiép véi nhau [53]. C6 rat nhiéu nghién ctu da chi ra sy hd tro tir cap trén/ban
quan ly la mét trong nhitng yéu t6 quan trong nhat quyét dinh sy chdp nhan ap dung hoat
dong cong nghé mdi vao hoat dong kinh doanh cua cac t6 chiic, doanh nghiép (Martin va
Horne, 1995; Johne va Storey, 1998; Kwon va Zmud, 1987). Riéng d6i véi hoat ddong marketing
truc tuyén, sy ung hd va hd tro tir cap trén phai bao gom tl ca yéu td vat 1y (trang thiét bi, cong

nghé,...) va yéu t6 tinh than [49].

H4: Sw hé tro tie cdp trén cang cao thi mirc dg trng dung marketing trwec tuyén ciia khdch san

cang cao va nguwoc lai.
Kién thiic vé cong nghé thong tin (CNTT)

Sw d6i mdi hay cai tién c6 thé duoc thuc hién dya trén kién thice lién quan dén cac ky
nang, kha nang va thoéi quen hién ¢6 ctia doanh nghiép (Nelson and Winter, 1982). Nhitng doi
méi can ban va nang cao déu phu thudc vao cac kién thic ky thuét cé lién quan (Dewar va
Dutton, 1986; Ettlie va cac cong su., 1984; Pennings va Harianto, 1992). Damanpour [53] cho
rang cac kj nang va kha ning ctia c4 nhan sé la nhiing yéu td tao nén su thanh cong trong viéc
chap nhan st dung cac cong nghé mdi. Ngoai ra, Damanpour [53] ciing dé cap dén cac kién
thitc v€ mat cong nghé thong tin ciing dem lai nhitng anh huwong tich cwc dén viéc ap dung

marketing triee tuyén cua doanh nghiép. Do d¢, gia thuyét nghién ctru duoc dé xuat la:

Hb5: Kién thirc v&€ CNTT cang cao thi mirc d§ trng dung marketing triec tuyén ciia khdch san cang

cao va nguoc lai.
Quy mo khdch san

Moi quan hé gitta quy md doanh nghiép va kha néng ap dung nhitng cai tién, d6i méi vé
mit cong nghé ludn 1a van d€ gay tranh cai [53]. Mot s6 nha nghién cttu cho réng cac doanh

nghiép vira va nho linh hoat hon, mitc d6 pho6i hop cong viéc gitta nhiéu bd phén trong doanh
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nghiép nhu marketing, ké toan, nhan su,... tot hon, do d6 viéc ap dung cac hoat dong marketing
truc tuyén xuyén xudt trong toan by doanh nghiép ciing sé t6t va nhanh hon (Mintzberg, 1979;
Srirojanant va Thirkell, 1998). Tuy nhién, nhiéu nha nghién ctu lai cho réng quy md doanh
nghiép cang 16n thi kha nang dp dung cac cong nghé mdi, trong d6 c6 marketing truc tuyén
cang cao boi ho ¢6 nhiéu ky nang marketing, kién thitc cong nghé, von, nhan lyc t6t hon [48, 53].
Do d6 gia thuyét duoc dat ra la:

H6: Quy md khdch san cang Ién, thi mirc d¢ itng dung marketing triec tuyén ciia cdc khdch san

cang cao va nguwoc lai.

Sw tap trung vao thi
treong twong lai

Lam cht cong
nghé

Mtrc d6 tng dung
Marketing truc tuyén ctia

Sy dau tu ] )
A cac khach san
chuyén biét

Su h tro tir cdp
trén

Quy mo6 khéch san

M6 hinh 3: M6 hinh nghién cttu dé xuat

4. Phuwong phap nghién cttu

Bai viét nay tap trung kham pha cac yéu t6 anh hudng dén muc d6 ting dung hoat déng
marketing tric tuyén ctia cac khach san tir 1-5 sao trén dia ban thanh phé Hué, do d6 nghién
ctu tién hanh khao sat cac nha quan ly hodc nguoi phu trach chinh vé hoat dong marketing

truc tuyén ctia cac khéch san.

V& phwrong phdp chon mau
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Phuong phép chon mau thuéan tién dugc st dung xuét phét tir nhitng kho khan trong
viéc tiép can danh sach tong thé, ciing nhu khé khan trong quad trinh thu thap di liéu thuec té.
Bang hoi khao sat duoc thuc hién dua trén hai hinh thic, ca truc ti€p va trec tuyén, di€u tra
truc tiép tai cac khach san hodc thong qua dién thoai, diéu tra truc tuyén duoc thue hién thong
qua thu dién tir (email), thoi gian khao sat duoc tién hanh trong vong 3 thang, tir thang 1 dén
thang 3 nam 2020.

Vé mau nghién ciru

Vé cong thitc tinh mau, theo Bollen [54] ¢c& mau dung trong phan tich nhan t& bang it
nhat 5 1an s6 bién phan tich dé két qua diéu tra c6 y nghia. Do d6, tac gia sé dua vao bang hoi
chinh thitc véi s8 leong biéh phan tich trong thiét k&' diéu tra r6i nhan 5 sé ra s§ mau quan sat.
Vi s bién la 21, ta c¢6 21*5=105 bang hoi.

Vi s6 phiéu hgp 1€ (93/105 khach san ¢é phan héi va c6 ting dung marketing truc tuyén
vao hoat dong kinh doanh, chiém 88,6%), s0 liéu sé duoc tién hanh phan tich va xtt ly trén phan
meém thong ké SPSS 22.0 thong qua phan tich nhan t6 EFA va hoi quy da bién.

V€ cong cu va thang do nghién ciru

Bang hoi 1a cong cu khao sat chinh nham xac dinh cac yéu t& anh huong dén mtc d6 tng
dung marketing triec tuyén vao hoat dong ctia cac khach san. Bang hoi duoc thiét k& véi hai
phén chinh: Phan 1 do lwong cac yéu té anh huong gom 21 bién (bién ddc lap) va mic do tng
dung marketing truc tuyén gom 03 bién (bién phu thudc), sit dung thang do Likert 5 diém twr 1
(hoan toan khong dong y) dén 5 (hoan toan dong y). Phan 2 cua bang khao sat duoc st dung dé€
thu thap cac thong tin cd nhan lién quan dén cac yéu td nhan khau hoc ctia mau diéu tra bao
gom do tudi, gidi tinh, trinh d6 hoc van va s6 ndm lam viéc. Bang hoi duoc thiét ké'dwa cac tiéu

chi trong khung nghién cttu:

Yéu 16 tdp trung thi truong tuong lai dwoc do luong theo 03 tiéu chi, cé diéu chinh theo
Chandy [48]:

e KS tap trung vao cac khach hang truc tuyén trong tuong lai;

e Cé sy di dau trong xu hudng st dung cac hinh thirc marketing moi;

e Khach san m¢ rdng cac thi treong khach hang mai trong tuong lai.
Yéu t6'lam chi cong nghé dugc do luong boi 04 tiéu chi, diéu chinh theo Noble [49]:

e Chung t6i can nhan vién chiu trdch nhiém thwc hién cac hoat dong marketing truc
tuyén cho KS;

e Chung t6i can nhan vién thuc sy tham gia thuc hién cdc hoat ddong marketing truc
tuyén cho KS;
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e Chung t6i can nhan vién hiéu va ap dung dugc nhi€u hoat dong marketing truc tuyén
cho KS;

e Chung t6i can nhitng nhan vién c¢6 kha nang tw van va dua ra nhitng goi y kip thoi

trong viéc ap dung marketing truc tuyén cho KS.

Yéu t6'su dau tw chuyén biét dugc do luong béi 03 tiéu chi, diéu chinh theo Anderson [52]:

e Kién thtec ctia doi ngt sale va marketing cua KS khong khai thac dugc loi ich cua
Internet;

e Nhiéu quy trinh chién lugc hoat dong hién tai da khong theo kip su phat trién cua
cong nghé Internet;

e Hé thong hau can ctia KS chwa pht hop véi hoat ddong marketing truee tuyén.

Yéu t6 Su ho tro tir cap trén dugc do luong béi 04 tiéu chi, diéu chinh theo Noble [49]:

¢ Ban lanh dao KS ludén tng ho viéc khai thac Internet vao hoat dong marketing;

e Marketing triec tuyén nhan dwgc nhiéu sy quan tdm ctia Ban lanh dao KS;

e Viéc st dung marketing triee tuyén duoc lién két voi cac chién luoc con lai cuia KS;

e Ban lanh dao KS uvu tién tng dung marketing truc tuyén vao cac hoat dong kinh
doanh trong twrong lai.

Yéu t6 Kién thiic CNTT duoc do luong bdi 04 tiéu chi, dwoc diéu chinh theo Damanpour
[11] bao gom:

e Chung t6i co cac kién thitc can thiét vé Internet;

e Chung t6i c6 nhiéu nhan vién c¢é nang lyc vé sit dung Internet;

e Chung t6i c6 thé tu thiét ké va cap nhat cac ndi dung trén cac trang web, phuwong tién
truyén thong xa hdi,... cia minh;

e Chung t6i biét st dung cac cdng cu triee tuyén vao hoat dong marketing cia minh.

Yéu t6'Quy mé khdich san dugc do luong boi 03 tiéu chi, dugc diéu chinh theo Damanpour
[53] bao gom:

e Chung t6i ¢6 dt nhan vién dé€ thyc hién cac hoat ddng marketing truec tuyén cua KS;

e Chung t6i c6 du co s¢ vat chat, trang thiét bi d€ thuc hién cac hoat dong marketing
truc tuyén ctuia KS.

e Chung t6i c6 du tai chinh d€ thuc hién cac hoat dong marketing truc tuyén ctia KS.

Yéu 6" miic d¢ 1ing dung marketing truc tuyén duoc do luong béi 03 tiéu chi, diéu chinh
theo Srirojanant va Thirkell [54] vd Greaves va cdc cong su [55], bao gom:

e Chung t6i giao tiép vdi khach hang théng qua cac cong cu marketing truc tuyén
(website, Facebook, email,...)

e Chung t6i nhan duoc cac don dat phong thong qua cac cong cu marketing truc tuyén

(website, Facebook, email,...)
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e Chung t6i nhan dugc cac phan hoi va tuong tac voi khach hang thong qua cong cu

marketing triee tuyén (website, Facebook, email,...)

5. K&t qua nghién ctru
51 Paic diém mau diéu tra

Dua vao s0 liéu diéu tra, ta c6 thé thay, hau hét nhitng nguoi duoc phong van la nam
(75,3%), ¢6 trinh d6 hoc van cao trong d6 chu yéu c6 bf“mg dai hoc (73,1%). Ho co cac vi tri khéc
nhau trong cong ty, trong d6 nhitng nguoi truc tiép thuc hién cac hoat dong marketing truc
tuyén chu yéu la nhan vién. Do d6, sd luong 60/93 nguoi tra 1oi la nhan vién la diéu hoan toan
dé hiéu. Da s& d6i twong phong van c6 tham nién lam viéc trong nganh 1a tir 1-2 ndm (chiém
51,6%), tiép dén 1a 3-4 nam (19,4%), dudi 1 nam (21,5%) va chiém ty 1é thap nhat la trén 4 nam
kinh nghiém (7,5%). Diéu nay c6 thé xuat phat tir thuc té'la cac doi tuwong tra 1oi bang hai la
nhan vién ctia phong Sale ctia cac khach san nén s& nam cong tac con kha ngan. Nguoc lai,
truong phong hodc quan ly cap cao trong khéch san 1a khd thdp nhung lai ¢6 tham nién lam

viéc 1au hon so véi d6i tuwong con lai.

Béang 1: Co cdu mau diéu tra khach san

Tiéu thirc phén loai S6 lugng (nguoi) %
Nam 70 75,3
Gidi tinh Nt 23 24,7
T6ng 93 100,0
Trén dai hoc 4 43
Trinh d6 hoc van Dai hoc i 71
Cao dang 21 22,6
T6ng 93 100,0
Quan ly cap cao 10 10,8
, Trudng phong 23 24,7
Chtrc vu
Nhan vién 60 64,5
Toéng 93 100,0
<1 nam 20 21,5
1-2 nam 48 51,6
S6 nam kinh nghiém 3-4 ndm 18 19,4
>4 nam 7 7,5
Tong 93 100,0

(Nguon: S6'liéu thu thap tir diéu tra, 2020)
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5.2. Phan tich cdc yéu t6 &nh huwéng dén viéc tng dung marketing truc tuyén vao hoat dong

kinh doanh ctia cac khéach san trén dia ban thanh phé Hué

Do tin cdy va tinh hop 1€ ctia thang do
Thang do cic yéu t6'anh hwong

Nham dam bao do tin ciy cua thang do cic yéu t& anh hudng dén viéc tng dung
marketing truc tuyén, nhom tién hanh phén tich kiém dinh hé s6 Cronbach Alpha cho 6 nhém
cua mo hinh. Trong dé, hé s6 Cronbach’s Alpha cua cac nhoém lan luot la nhém “Téap trung thi
truong twong lai” (TTTL) 1a 0,824; “Lam chu cong nghé” (LCCN) la 0,848; “Pau tw chuyén biét”
(DTCB) 1a 0,775; “Hb tro tir cip trén” (HTCT) 1a 0,876; “Kién thirc cong nghé” (KTCN) 1a 0,929
va “Quy md khach san” (QM) 1a 0,734. Két qua cho thay tat ca hé s6 Cronbach Alpha cta cac
nhom déu trén 0,7, chiing to thang do luong tot [56]. Tat ca cac bién quan sat déu c6 hé s6 twong
quan bién téng 16n hon 0,3 va déu thoa man diéu kién la bé hon hé sd Cronbach's Alpha cua

nhan t6 chita nd. Do d¢, tat ca cac bién déu thoa man diéu kién cuia phan tich nhan to.
Thang do mikc d§ 1tng dung marketing truec tuyén

Déi véi bién phu thude (3 bién quan sat), két qua tinh toan Cronbach Alpha ctia thanh
phan mac d6 ¢ng dung marketing triee tuyén (MDUD) la 0,910. Céc bién cua thanh phan nay
déu c6 hé s6 twong quan bién tong 16n hon 0,3 va Alpha néu loai bo muc hoi nay nho hon 0,910.

Cac bién nay ciing thoa man cac diéu kién cua phan tich nhan t6.
Phan tich nhén t6 kham pha EFA
Phdn tich nhan t6 khdm phd EFA cdc yéu t6 dnh hudng

Phan tich nhan t8 EFA nham x4c dinh tinh hop 1é ctia thang do, sau khi phéan tich nhan t&
2 1an va loai 05 bién khong dat yéu cau (hé so factor loading <0,5). Két qua phéan tich nhan t&
EFA cho thdy, ¢ 5 nhom méi duoc thanh 1ap véi hé s6 KMO 1a 0,775>0,5, dat yéu cau; gia tri
Sig trong kiém dinh Bartlett(Sig)= 0,000 < 0,05 cling thdéa man yéu cau; tong phuong sai dung dé
giai thich nhan t& (%cumulative) la 69,203% > 50% théa man diéu kién; Gid tri Eigenvalue =

1,628>1 cling dat yéu cau.
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Bang 2: Két qua ma trdn nhan t6 xoay cac yéu t& anh hudng

. - Nhan to
Bién Dién giai
1 2 3 4 5
KTCN 1 |Chung t6i c6 cac kién thirc can thiét vé Internet 0,764
KTCN 4 |Chung t6i ¢ nhiéu nhan vién c6 nang luc vé s 0.737
dung Internet !
KTCN 3 |Chung t6i ¢ thé tw thiét ké' va cap nhéat cac ndi dung
trén cac trang web, phwong tién truyén thong xa|0,673
hoi,... cia minh
KTCN 2 |Chung t6i biét sit dung cac cong cu truc tuyén vao 0.660
hoat dong marketing ctia minh ’
HTCT 1 |Ban lanh dao KS ludn ung ho viéc khai thac Internet 0.803
vao hoat dong marketing ’
HTCT 3 |Marketing truc tuyén nhan dwoc nhiéu sy quan tam 0669
ctia Ban lanh dao KS !
HTCT 2 |Viéc st dung marketing truc tuyén duoc lién két véi 0661
céac chién luoc con lai ctia KS !
HTCT 4 |Ban lanh dao KS wu tién ¢ng dung marketing truec 0541
tuyén vao cac hoat dong kinh doanh trong twong lai ’
LCNN 2 |Chung t6i can nhan vién chiu trach nhiém thuyc hién 0.784
cac hoat dong marketing triec tuyén cho KS ’
LCNN 3 |Chung t6i can nhan vién thuc su tham gia vao thuc 0.748
hién cac hoat ddong marketing truc tuyén cho KS ’
LCCN1 |Chung t6i can nhan vién hiéu va 4p dung dugc 0659
nhiéu hoat ddng marketing truc tuyén cho KS ’
LLCN 4 |Chung toi can nhitng nhan vién c6 kha nang tu van
va dua ra nhiing goi y kip thoi trong viéc ap dung 0,518
marketing triee tuyén cho KS
TTTL2 |KS tap trung vao cac khach hang truc tuyén trong 0712
twong lai ’
TTTL1 |Can 6 sy di ddu trong xu hudng str dung cac hinh 0665
thitc marketing méi !
QM1 Chung t6i ¢6 du nhan vién d€ thuec hién cac hoat 0.820
dong marketing triec tuyén ctia KS ’
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QM2 Chung t6i c6 du co so vat chat, trang thiét bi dé thue 0,676
hién céc hoat dong marketing truc tuyén ctia KS !

Phuwrong phdp trich: Principal Component Analysis.

Phwong phap xoay: Varimax with Kaiser Normalization.
(Ngudn: S6'liéu thu thip tie diéu tra, 2020)

Céc yéu t6 mdi duoc thanh 1ap bao gdém 05 nhom va dwoc dit tén nhw sau: (1) Kién thifc
vé CNTT; (2) Su ung ho ctia cdp trén; (3) Sw lam chii cong nghé cia nhdn vién; (4) Tdp trung thi
truong cho twong lai va (5) Quy mé ctia khdch san. Nham dam bao d9 tin cay ctia thang do vira
méi duoc thanh lap, kiém dinh Cronbach Alpha sé duoc st dung dé€ phan tich va két qua duoc
hién thi nhu sau:

Bang 3: Két qua tinh toan hé s6 Cronbach Alpha ctia cac thanh phan do luong cac yéu td anh

huong dén muic d6 tng dung marketing truc tuyén ctia cac khéch san

Twong Alpha

Bién K g1
i Dién giai quan néu loai
quan sat v o
bién tong bién

Kién thitc cong nghé (Alpha = 0,889)

KTCN 1 | Chung t6i c6 cac kién thirc can thiét vé Internet 0,390 0,861
Chung t6i c6 nhiéu nhan vién ¢ nang luc vé st dung

KTCN 4 0,480 0,824
Internet

Chuang t6i ¢6 thé tu thiét ké va cap nhat cac ndi dung
KTCN 3 | trén cac trang web, phuong tién truyén thong xa hdi,... 0,557 0,847

ctila minh

Chung t6i biét st dung cac cong cu triec tuyén vao hoat
KTCN 2 . . L 0,410 0,854
dong marketing ctia minh

HO trg cap trén (Alpha = 0,757)
Ban lanh dao KS luén tng ho viéc khai thac Internet vao

HTCT 1 A ) 0,389 0,715
hoat dong marketing

Marketing truc tuyén nhan duoc nhiéu sy quan tdm cta
HTCT 3 0,540 0,638
Ban lanh dao KS

Viéc sit dung marketing tryc tuyén dwgc lién két véi cac
HTCT2 | . ‘ 0,379 0,720
chién lwgc con lai caa KS

Ban lanh dao KS wu tién ttng dung marketing triec tuyén
HTCT4 | | | R , i 0,429 0,697
vao cac hoat dong kinh doanh trong twong lai

Lam chu cong nghé (Alpha = 0,796)
Chung tdi can nhan vién chiu trach nhiém thuc hién cac

LCCN 2 . _ N 0,448 0,780
hoat dong marketing triec tuyén cho KS
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Chung t6i can nhan vién thuc sy tham gia vao thuc
LCCN 3 . R ) . 0,420 0,659
hién cac hoat dong marketing triec tuyén cho KS

Chung t6i can nhan vién hiéu va ap dung duwgc nhiéu
LCCN 1 . , N 0,481 0,749
hoat dong marketing triec tuyén cho KS

Chung t6i can nhitng nhan vién c6 kha nang tu van va
LCCN 4 | dua ra nhitng goi y kip thoi trong viéc ap dung 0,356 0,712

marketing trye tuyén cho KS

Tap trung thi treong twong lai (Alpha = 0,723)

KS tap trung vao cac khach hang tryc tuyén trong

. 0,399 0,685
TTITL 1 twong lai
Can c6 su di dau trong xu hudéng st dung cac hinh thie
. . 0,433 0,644
TTTL 2 marketing mai
Quy mo khach san (Alpha = 0,801)
Chung t6i c6 du nhan vién dé€ thue hién cac hoat déng
. o 0,512 0,724
QM1 marketing truec tuyén ctia KS
Chung t6i c6 du co sd vat chat, trang thiét bi dé thuc
0,424 0,791

QoM 2 hién cac hoat dong marketing truc tuyén ctia KS

(Nguon: S6'liéu thu thdp tir diéu tra, 2020)

Két qua cho thay, tat ca cac hé s6 Cronbach Alpha cua cac nhdm déu trén 0,7, chiing to
thang do luwong tot. T4t ca cac bién quan sat déu c6 hé sd twong quan bién tdng 16n hon 0,3 va
déu thoa man diéu kién la bé hon hé sd Cronbach's Alpha ctia nhan t6 chta n6. Nhu vay, thang

do moi duoc thanh lap dam bao do tin cay.
Phan tich nhan t6' EFA mitc d§ vrng dung marketing triec tuyén

Thang do mutc d§ ting dung marketing triec tuyén gom 03 bién quan sat va dé€ danh gia
muc d6 do luong cho bién phu thudc thi 3 bién quan sat nay can duoc dua vao phan tich nhan
t0. Két qua kiém dinh KMO va Bartlett ¢ gia tri KMO dat 0,750>0,5 va kiém dinh Bartlett’s c6
mtic ¥ nghia bang 0,000<0,5. Do vay, phan tich nhan t& véi biéh nay la thich hop.

Bang 4: Két qua phan tich nhan t6 mic d¢ tng dung marketing truc tuyén

Bién quan Nhaén t6

, Dién giai
sat 1

Chung t6i nhan duogc cac don dat phong thong qua cac cong cu
MDUD 2 ] N ) ] 0,838
marketing trirc tuyén (website, Facebook, email,...)

Chung t6i giao tiép voi khach hang thong qua cac cong cu marketing
MDUD 1 . . ’ 0,835
truc tuyén (website, Facebook, email,...)
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Chung t6i nhan duoc cac phan hoi va twong tac véi khach hang thong
MDUD 3 0,806

qua céng cu marketing truc tuyén (website, Facebook, email,...)

Phuong phap trich xuét: Principal Component Analysis.

a. 1 nhan t6 dwoc trich xuét.

(Ngudn: S6'liéu thu thip tir diéu tra, 2020)

Két qua bang 4 cho thdy ¢6 mot nhan t& dwgc rat trich. Tong phuong sai rat trich la
70,076%>50% voi hé s6 Eigenvalues >1, do vay gia tri phuong sai dat chudn. C6 nghia la nhan t6
nay giai thich duoc 70,076% su bién thién vé mitc dd ting dung marketing truc tuyén cta cac
khach san trén dia ban thanh phd Hué.

Nhu vay, so véi mo hinh gdc ctia Viggo Host va cac cong sy [39] thi md hinh phén tich
chi con 05 nhom tac dong dén mirc dd ting dung marketing truc tuyén cua cac khach san, ngoai
trir nhém gia thuyét “Sw dau tw chuyén biét” H3 (do cac bién trong nhém khong thoa man diéu
kién hé sd tai nhan td >0,5). Do d¢, trong phan tich hoi quy tuyén tinh tiép theo chi c6 cac gia
thuyét H1, H2, H4, H5, H6 duoc phan tich va kiém dinh.

Phan tich hdi quy tuyén tinh va kiém dinh cac gia thuyét nghién ctru

Phan tich héi quy 1la mét bude quan trong d€ xac dinh cac yéu t6 doc 1ap anh huwong dén
yéu t6 phu thudc. M6 hinh héi quy duoc st dung dé€ md ta moi quan hé nay bang cach st dung
phuong phap Enter. Két qua phan tich hdi quy cho thdy, hé s6 R? diéu chinh bang 0,624 c6
nghia la cac bién doc 1ap trong mo hinh giai thich duoc 62,4% sy bién thién cta bién mie do

tng dung marketing truc tuyén, con lai do cac yéu t& ngoai mo hinh va sai s6 ngau nhién.

Kiém dinh F dwgc stt dung d€ kiém tra d¢ phu hop ctia mé hinh héi quy tuyén tinh tong
thé. Két qua tir diém dinh ANOVA cho thay kiém dinh F = 24,024 cho gi tri Sig = 0,000 <0,05,
théa man diéu kién. Do d6, m6 hinh héi quy 1a phu hop.

Bang 5: Kiém dinh ANOVA

ANOVA
. . Binh
Y Tong binh )
M6 hinh df phuong F Sig
phuong X
trung binh
Hoéi quy 17,645 5 2,943 24,024 0,000
1 Phan duw 11,434 94 0,134
Téong 29,079 99

(Ngudn: S6'liéu thu thip tir diéu tra, 2020)

Hé s6 phong dai phuwong sai (VIF) 1a mot chi s6 danh gia hién twong cdng tuyén trong mo

hinh hoi quy. VIF cang nho, cang it kha nang xay ra da cong tuyén. Hair va cdng su [57] cho
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rang, ngudng VIF tir 10 trd 1én sé xay ra da cong tuyén manh con theo Nguyén Dinh Tho [58]
trén thuc té, néu VIF > 2, ching ta can can than boi vi da cd thé xay ra si da cong tuyén gay sai
léch cac wéc luwong hoi quy. D6i véi mo hinh nay, VIF cta tat ca cac nhdm déu <2, do d6 khong
c6 hién twong da cong tuyén xay ra. Nhu vy, mo hinh hoi quy phtt hop. Y nghia thong ké caa
cac yéu to sig déu nho hon 0,05 do dé cac yéu td déu tac dong dén mic d tng dung marketing
truc tuyén (MDUD).

Bang 6: Phan tich mo hinh héi quy

Hé s6 hoi quy | Hé s6 hoi
. chua chudn hoa quy )
M6 hinh — o Sig VIF
B Po léch chuan
chuin | hoa Béta
(Hang s0) 4,013 | 0,167 0,000 | 1,450
Kién thitc vé CNTT (KTCN) 0,256 0,026 0,310 0,000 1,148
Su hd tro cua cap trén (HTCT) 0,138 0,029 0,133 0,000 1,279
Lam chu céng nghé cua nhan vién 0,059 0,028 0,061 0,037 1,509
(LCCN)
Téap trung thi truong cho tuong lai 0,068 0,030 0,070 0,026 1,684
(TTTL)
Quy md cta khach san (QM) 0,160 0,032 0,166 0,000 1,698

(Nguon: S6'liéu thu thap tir diéu tra, 2020)

Nhu vay, két qua kiém dinh trén cho thay, cac gia dinh trong md hinh hoi quy khong bi
vi pham, vi vay cac gia thuyét H1, H2, H4, H5, H6 déu duoc chdp nhan. Tt cac phan tich trén,
ta ¢6 md hinh héi quy dwgc chuan héa nhu sau:

MDUD = 0,310 KTCN+ 0,166 QM + 0,133 HTCT + 0,070 TTTL + 0,061 LCCN

Bang 7: Két qua cua céac gia thuyét nghién ctru dwa vao phan tich hoi quy tuyén tinh

Héso hoi | Mty
Gia thuyét quy chudn | nghia Két qua
hoéa (Sig.)
Tép trung thi treong twong lai -> Mirc do N
H1 | | 0,070 0,026 Chap nhan H1
tng dung
Lam chu cong nghé cua nhan vién -> Mttc o
H2 . 0,061 0,037 Chap nhan H2
do6 tng dung
H4 | Hb tro tir cap trén -> Mtc d6 ting dung 0,133 0,000 Chép nhan H4
H5 | Kién thic vé CNTT -> Mtec do ting dung 0,310 0,000 | Chap nhan H5
H6 | Quy mo6 khéch san -> Mttc d6 ttng dung 0,166 0,000 Chap nhan H6

(Nguon: S6'liéu thu thap tir diéu tra, 2020)
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6. Thao luan va ham y quan ly

Thong qua mo hinh hdi quy, su tdc dong cua cac yéu td dén mitc d6 iing dung marketing
truc tuyén vao hoat déng kinh doanh cua céac khach san 6 Hué duoc sép xép theo thu tu giam

dan cu thé nhu sau:

Nhan t6 “Kién thitc vé CNTT” c6 hé sd Bé ta (B) chuan héa la 0,310 va gia tri Sig = 0,000 <
0,05, day la yéu t6 c6 tac dong 16n nhat dén mac dd tng dung marketing truc tuyén vao hoat
dong kinh doanh theo y kién danh gia cua cac khach san trén dia ban thanh phd Hué. Dau
duong ctia hé s Bé ta c6 nghia 1a khi nhan vién cta cac khach san cang am hiéu, c6 kién thixc
va hiéu biét vé viéc sit dung cong cu marketing tryc tuyén thi mirc d6 ting dung vé marketing
truc tuyén trong khach san sé cang dat két qua tot hon. Diéu nay ciing hoan toan phu hop véi
thiee trang Ging dung marketing truc tuyén vao hoat dong kinh doanh cuia cac khach san. Khac
véi cac hinh thiie marketing truyén thong, mot trong nhiing yéu cau quan trong déi véi hoat
dong marketing triee tuyén 1a nguoi thuc hién can phai ¢ kién thic va am hiéu nhat dinh vé
cong nghé thong tin cling nhw throng xuyén stt dung cong nghé va cac cong cu nhu trang web,

quang cdo truc tuyén, thu dién tir hay cac phuong tién truyén thong xa hoi, ...

Nhén t6 “Quy mo khach san” 1a nhén td ¢6 tac dong 16n thit hai dén muc do tung dung
marketing truc tuyén tai cdc khach san trén dia ban thanh phd Hué. Hé s6 p la 0,166, cé gia tri
sig 1a 0,000<0,05, do d6 moi quan hé gitra quy mo6 va muiic d¢ ting dung marketing truc tuyén la
mdi quan hé thuan chiéu, tic la khi quy moé khach san cang cao, c6 du nhan vién thuc hién cac
hoat dong cting nhu ¢ co so ha tdng cang tot d€ dam bao thuc hién cac hoat dong marketing
truc tuyén, thi mic d6 tng dung hoat dong nay cang cao. Thuc t& day la mét diéu hoan toan dé
hiéu boi cac khach san ¢6 quy mo, tht hang cang cao thi mc d¢ dau tu vé co s ha tang, trang
thiét bi, nhan luc phuc vu hoat déng marketing truc tuyén sé cang cao, dan dén qua trinh
chuyén d6i va ap dung cac hinh thuc truc tuyén vao hoat dong kinh doanh cua khéch san cling

dé dang va thuéan tién hon.

Nhan t8 “Swt hd tro ctia cdp trén” la nhan t& tiép theo tac dong dén mic d6 tng dung
marketing truc tuyén tai cac khach san trén dia ban thanh phd Hué, véi hé s6 p 1a 0,133, c6 gia
tri sig 1a 0,000<0,05, cé nghia 1a nhan t3 sw hd tro cta cap trén va mitc d6 ting dung marketing
truc tuyén c6 moi quan hé thuan chiéu. Nhw vay, khi yéu t& si ho trg cta cap trén ting lén sé
dan dén muc d6 tng dung marketing truc tuyén ciing sé ting 1én. C6 thé thay rang, sy ting ho
cua cap trén dong vai tro kha quan trong trong viéc iing dung marketing truc tuyén vao hoat
dong kinh doanh ctia cac khach san. Néu c6 dugc sy quan tdm dung muec tir phia ban lanh dao
cap trén, cac hoat dong d6i méi vé cong nghé, ddc biét la sy thay doi trong hoat dong marketing

cling sé dé dang va thuan tién hon rat nhiéu.

Nhén t6 thtt tw anh huong dén mie d6 ing dung marketing truee tuyén la “Tap trung vao

thi treong treong lai”. Véi hé sd B la 0,070 va gia tri Sig = 0,026<0,05, c6 nghia la c6 m6i quan hé
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thudn chiéu gitra su tdp trung vao thi truong twong lai va méc do ing dung marketing truc
tuyén ctia cac khach san. Diéu nay cling c6 nghia 1a néu mic d6 tap trung vao thi truong twong
lai cuia cac khach san cang tang thi mic do tng dung marketing truc tuyén ciing tang lén. Két
qua nay la hoan toan hop ly boi d€ ¢ thé canh tranh véi cac khéch san khac trong giai doan
hién nay - giai doan cta toan cau hda, sy thay d6i v€ hanh vi khach hang, thi truong méi, su
phét trién toan dién ctia cach mang cong nghé thong tin va Internet, cac khach san budc phai
thay ddi chién luoc, tap trung vao céc thi truong mdi, khach hang mdi, trong do6 viéc st dung

marketing triee tuyén la mot giai phap phu hop.

Nhaén t6 cudi cung anh huéng d€ mic d6 tng dung marketing trwc tuyén cua cac khach
san la “Lam chu cdng nghé” véi hé sd B = 0,061, gia tri Sig = 0,037<0,05. Day la moi quan hé
thudn chi€u, ¢ nghia la néu viéc lam cha cong nghé tang 1én thi sé khién cho muiic d6 Gtng dung
marketing truc tuyén ciing sé tang 1én. Diéu nay ciing c6 nghia rdng nhan vién cang cé trach
nhiém, cang thuc sw tham gia, cang hiéu va dp dung cting nhu c6 kha ndng tu van va dua ra
nhiing goi y kip thoi trong viéc 4p dung marketing triec tuyén cho cac khach san thi mae do
tng dung marketing truc tuyén ctia cac khach san sé ngay cang tang lén. Nhu vay, ngoai kién
thitrc, nhan vién dam nhan cac hoat dong marketing truc tuyén con can phai thuc si tham gia

va lam chu cong nghé thi viéc tng dung hinh thitc nay méi thuee sy ¢6 budce cai thién dang ké.

Dua trén két qua phéan tich trén, nhom nghién ctru dua ra mét s6 kién nghi, dé xuat doi
v6i cac khach san nham gép phan nang cao mic dd tng dung marketing triec tuyén vao hoat

dong kinh doanh cuia cac khach san nhw sau:

Mo hinh gc ctia Viggo Host va cac cdng su [39] cho rang quy mo khach san cang nho thi
muc d§ tng dung marketing truc tuyén cang cao, tuy nhién diéu nay lai hoan toan nguoc lai so
véi cac khéch san trén dia ban thanh pho Hué. Doi v6i cac khach san & Hué, quy mo khach san

cang 16n, tic la cang c6 nhiéu loi thé vé s6 lwong nhan luc va co so ha tang vé CNTT thi viéc ap

dung cac hoat ddng marketing truec tuyén lai cang thuan loi hon.

Trong 05 nhém nhén t6 anh huéng dén mirc d6 tng dung marketing truc tuyén vao hoat
dong kinh doanh ctia cac khéach san thi yéu t6 kién thirc vé CNTT duoc danh gid quan trong
nhat va ¢ tdc dong manh nhat dén muc d6 tng dung, trong khi d6 yéu t6 sy lam chu cong
nghé trong hoat dong marketing truc tuyén lai la yéu t& duwgc danh gia kém quan trong nhat.
Dua vao két qua trén, cac khach san trén dia ban thanh phd Hué can nang cao chat luong doi
ngl nhan vién, ddc biét tuyén dung, boi dudng va sit dung nhitng nhan vién phong marketing,
sale trude tién can co trinh d6 va kién thiec v€ CNTT. Ngoai ra can dam bao so lwgng ddi ngt
nhan vién thyce hién cac hoat ddng marketing tric tuyén cting nhw c6 day da hé thong co sé ha
tang CNTT dé€ qua trinh 4p dung hinh thitc nay dwoc dién ra thuan loi va hiéu qua hon. Tiép
theo dd, ban lanh dao khach san ciing can thuong xuyén ung ho, khuyén khich nhéan vién ap

dung cac hoat dong ting dung cong nghé nham tiép can dé dang hon véi cac thi truong va
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khach hang twong lai. Cudi cung, cdc khach san can xem xét dén kha nang hiéu, tng dung va
lam cht cong nghé ctia nhan vién, c¢é nhu vay thi viéc tng dung hinh thitc nay méi thiee sy ¢

budc cai thién dang keé.
7. Kétluan

Internet ndi 1én nhe mot trong nhitng phuong thic marketing hiéu qua giap cac khach
san thu hut duoc lwgng khéch hang 16n, tiét kiém chi phi, cd nhan hoa san phdm cao cing nhuw
¢6 kha nang duy tri moi quan hé véi khach hang va xay dung thuwong hiéu tot hon [6, 8]. Do do,
d€ c6 thé tan dung toi da nhitng loi ich trén ctia hinh thitc marketing triec tuyén, viéc xem xét
cac yéu to anh huong dén muc dd ting dung ctia n6 vao hoat dong kinh doanh la hoat dong can
thiét hién nay. Dua trén phuwong phap phén tich dinh lwgng, nghién cttu ciing da chi ra duoc
cac yéu td anh huong dén mirc d iing dung marketing triec tuyén ciing nhw dé xuat cac giai
phép cho cac khéch san trén dia ban thanh phd Hué. Méc du chung t6i da tim ra duwoc mot s6
két qua phu hop véi thuc trang va c¢d y nghia nhat dinh véi cac khach san trén dia ban thanh
phd Hug, tuy nhién, nghién cttu nay van con mot sd han ché nhat dinh nhu chua khai thac hét
md hinh cta Viggo Host va cac cong sy. Ngoai ra, tdm quan trong cua marketing truc tuyén
cang duoc nang lén trong thoi diém khiang hoang kinh t€' do dich Covid 19, do d6 cac hudng
nghién cttu vé€ hiéu qua cua hoat marketing tryc tuyén trong boi canh dich Covid 19 hay su
thay d6i nhan thirc cua cac khach san vé viéc ting dung marketing truc tuyén truede va sau dich
Covid 19 ciing la nhitng dinh hudng tiép theo d€ c6 thé mo rong hudng nghién ctru va khai

khac sdu hon van dé nay trong tuong lai.
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