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TINH HINH UNG DUNG FACEBOOK VAO MOT SO
HOAT DPONG MARKETING CUA CAC KHACH SAN
TREN PIA BAN THANH PHO HUF. -
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Khoa Du lich, Dai hoc Hué, 22 Lam Hoéng, Hué, Viét Nam

Tém tat: Trén co sé nghién ctu tinh hinh tng dung trang Facebook vao hoat déng marketing tai 65 khach
san (1-5 sao) trén dia ban thanh phd Hué, két qua chi ra ré“mg viéc tng dung Facebook vao mot sd hoat
dong marketing cta cac khach san nay van chi ding lai & mic d6 tng dung co ban va chwa tan dung cac
tinh ndng noi bat clia né trong viéc tang luong dat phong truc tuyén va nang cao sw phan hoi ctia khach
hang. Diéu nay xudt phat tir cac yéu t6 tac ddng bén trong khach san la trinh d6 nhéan vién, ngén sach va
co sO ha tang; va bén ngoai la cac yéu t6 tdm ly cua khach hang. Ttr d6 ham y quan ly va phat trién viéc
tng dung Facebook vao hoat dong marketing ctia cac khach san phai nhdam nang cao nhan thitc vé tam

quan trong cta hinh thitc nay; nang cap co sé ha tang va cai thién trinh d¢ nhan luc.

Tt khoa: Facebook, marketing, khach san, trinh d6 nhén vién, dét phong truec tuyén

1  Datvan dé

Su gia tang dang ké sd lwong nguoi dung Internet va cac ing dung cta né 1la ngudn goc
tao ra su phat trién ctia cac loai phuong tién truyén thong truc tuyén va cac trang mang xa hoi
[8]. Cac doanh nghiép cling theo do tao ra loi thé canh tranh cta minh thong qua viéc st dung
cac trang mang xa hoi vao cac hoat dong marketing [6]. Diéu nay xudt phat tir thuc t€ 1a Internet
khong nhitng mang dén nhing co hoi tuyét voi cho cadc nha marketing ma né con dugc xem
nhue mot phwong phap méi dé hudng dén va tiép can thi truong nguoi tiéu dung [16]. Theo do,
rat nhiéu khéach san hién nay da va dang st dung Facebook nhu mét phéan tat yéu trong ké

hoach tuong lai cia minh va da bét dau thiét ké& cac chién lugc d€ thye hién né [12].

Sé di nghién cttu nay Iwa chon trang Facebook trong hang loat cac trang mang xa hoi
khac nhw Twitter, Youtube... la boi tim quan trong ctia Facebook d6i véi hoat dong marketing
trong nganh cong nghiép khach san da dwoc ching thuwee: (1) trang Facebook la trang web duoc
truy cap pho bién nhét va (2) Facebook la mot trong trong nhitng cdng cu vao cac hoat dong
marketing pho bién nhat trong cac trang mang xa hoi [7]. Ngoai ra, tit phia khach hang, cac két
qua cua mot cudc khao sat duoc tién hanh boi nganh Quan tri khach san ctia Pai hoc Cornell,
cling da chi ra rang khoang 25 % khéach doanh nhan va hon 30 % khach du lich st dung cac
mang xa hoi, ddc biét la Facebook d€ doc cac nhan xét, phan hoi cua khach du lich trede d6 trén
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trang Facebook ctia khach san nh3m thu thap cac thong tin du lich trude khi 1ap ké hoach du
lich cta ho [11].

2 Téng quan vé viéc ttng dung Facebook vao hoat dong marketing

D¢ hiéu r6 vé hoat dong ting dung Facebook vao hoat dong marketing, trudc hét can lam

10 cac khai niém sau:

2.1  Marketing truyén théng

Theo Hiép hoi marketing My [1] thi “marketing la viéc tién hanh cic hogt dong kinh doanh cé
lién quan tryec tiép dén dong van chuyén hang héa, dich vu tir nguoi san xudt dén nguoi tiéu dung”.
Con theo Philip Kotler — cha dé cia nén marketing hién dai thi “Marketing la mdt qud trinh quan
Iy mang tinh xd hoi, qua dé cdc cd nhin ciing nhw t6 chirc dat dwoc nhitng gi ho cin va mong mudn
thong qua viéc tao Idp va trao d6i nhitng san phdm cd gid tri véi nhitng nguoi khdc, to'chire khdc” [9, Tr.
41].

2.2 Marketing dién tt

Ngay nay, v6i su phét trién manh mé ctia khoa hoc va cong nghé thong tin, con nguoi da
khai thac va tng dung mdt loat cac phuong tién dién ti vao qua trinh marketing cta cac to
chttc, doanh nghiép. Cung véi viéc d6i mdi, cai tién d6 chinh la sy ra doi khéi niém marketing
dién t&r. C6 thé ndi rang trong giai doan hién nay, khéi niém marketing dién tr da tré nén
khong con xa la d6i voi cac doanh nghiép Viét Nam, dac biét la cadc doanh nghiép c6 hinh thirc
kinh doanh dich vu nhu nganh du lich. Tuy nhién, c¢é rat nhiéu quan niém khac nhau vé
marketing dién ttr. S& di nhu vay 1a do marketing dién tir duoc nghién cttu va xem xét titr nhiéu

goc do khac nhau.

Theo Strauss [15], marketing dién ti la “sw sit dung cong nghé thong tin trong nhitng qua
trinh thiét 1gp, két ndi va chuyén giao gid tri dén khich hang, dé’tién hanh cdc hoat dong marketing nham
dat dwoc cic muc tiéu cua t6 chirc va duy tri quan hé khdch hang thong qua ning cao hiéu biét cia khich
hang, cdc hoat dong xiic tiéh hwong muc tiéu va cdc dich vu qua mang hwéng t6i thod man nhu ciu cia
khich hang”. Kotler [9, Tr. 170], cha dé ctia nén marketing hién dai cho rang “marketing di¢n tir la
qud trinh Idp ké hoach vé sin phdm, gid, phidn phdi va xiic tién doi véi san phim, dich vu va i tuong dé’
ddp 1tng nhu ciu cia t6 chirc va cd nhin dwa trén cic phwong tién dién tiv va Internet”. Theo Chaffey
[4] thi “Marketing dién tir la hoat dong itng dung mang Internet va cic phwong tién dién tir (web, e-
mail, co s6 dit liéu, multimedia, pda...) dé'tién hanh cic hoat dpng marketing nham dat dwoc cdc muc tiéu
cua t6 chirc va duy tri quan hé khich hang thong qua ning cao hiéu biét vé khich hang (thong tin, hanh

vi, gid tri, mirc d§ trung thanh...), cdc hoat dong xiic tién hwong muc tiéu va cdc dich vu qua mang
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hiwong t6i thod man nhu cdu cua khdch hang” .

Nhu vay, c6 thé hiéu mot cach don gian, marketing dién t 1a hoat dong marketing,
quang ba san phdm, dich vu béng cach ting dung cac phwong tién dién t&t nhu dién thoai, fax,

Internet...

23  Ung dung Facebook vao hoat dong marketing

D¢ c6 thé hiéu rd hon vé hoat ddng marketing trén trang Facebook can phai hiéu rd cac
trang mang xa hoi la gi. Boyd va Ellison [2] da dinh nghia “cdc trang mang xa hoi la cdc dich vu
duea trén web cho phép cic cd nhin (1) xdy dung mot ho so cong khai hodc ban cong khai trong mot hé
thong c6 gidi han, (2) lién két nhitng nguwoi dimg khic nhau trong danh sich — nhitng nguoi ma ho da

két noi va (3) xem danh sich nhitng ngueoi da két noi va két noi ciia nhitng nguwoi khdc trong hé thong” .

Tt hai dinh nghia marketing va trang mang xa hoi ta c6 thé xem hoat dong trng dung cac
trang mang xa hoi vao hoat ddng marketing “la mét kij thudt sir dung cic phirong tién truyén thong
xd hoi, cu thé'la nhitng ndi dung dwoc tao ra béi nhitng ngueoi sit dung cé mikc do truy cdp va sir dung
cong nghé cao nhw blog, ddnh ddu trang, mang xd hdi, cong dong, wiki va viog” [14]. N6i cach khéc,
marketing thong qua cac trang mang xa hoi la hoat dong marketing sit dung cac trang mang xa
hoi la cong cu chinh dé dat duoc nhitng muc dich cia minh. Tt dinh nghia trén cé thé thay

Facebook cling 1a mot cong cu duoc stt dung dé€ marketing hién nay.

Hién nay, c6 rdt nhiéu trang mang xa hoi noi tiéng. Dién hinh ¢6 thé ké dén nhu Yahoo,
Youtube, MySpace, Twitter..., nhung ndi bat nhét va thu hat s6 lwong thanh vién tham gia
déng dao nhat van 1a Facebook véi hon 1,37 ty nguoi [17].

Puoc thanh lap vao thang 2 nam 2004, Facebook ban dau ¢ tén la Facemash. Day la mot
phién ban Hot or Not ctia truong dai hoc Harvard. Sau d6, Mark Zuckerberg thanh lap “The

Facebook” dit trén tén mién thefacebook.com.

Hién nay, viéc itng dung Facebook vao hoat dong marketing dang ngay cang dwoc cong
nhdn va xem nhu mot cong cu marketing truc tuyén hiéu qua trén toan thé gidi [5]. Thir nhat,
Facebook 1a mot trong nhiing cong cu tiét kiém chi phi nhat d€ marketing va quang cao vi né ¢
thé marketing san pham va dich vu cho cac phan khtc muc tiéu véi chi phi tdi thi€u. Vi vay, nd
dac biét thich hop cho cac doanh nghiép vira va nhoé va c6 ngan sach han hep. Thit hai, Facebook
rat httu ich d€ theo doi mét thuong hiéu va tang luu luwong truy cap dén trang web ctaa khach
san. Facebook ciling gitup xac dinh va giam thiéu rui ro d6i véi danh tiéng cta thuong hiéu trén
nén tang truyén thong xa hoi. Thir ba, Facebook cling ¢é thé gitip tang doanh thu cho cac doanh
nghiép vi né cung cap cho cac nha marketing mot giai phdp t6t hon dé giai quyét cac nhu cau
va van dé cta khach hang so véi cac cong cu marketing truyén théng. Trong nganh khach san,
Facebook 1a mét cong cu giup thiac ddy qua trinh ban hang nhanh hon, hiéu qua hon va cudi
cung la nang sudt cao hon. Cudi cung, Facebook la mot noi cho cac doanh nghiép khong chi dé
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marketing san phdm va dich vu ctia ho ma con twong tac véi khach hang, xay dung va duy tri

moi quan hé voi khach hang.

Tuy nhién, mot trong nhitng thach thirc 16n nhat cua viéc ing dung Facebook vao hoat
dong marketing bang hién nay la viéc kiém soat cc thong tin tiéu cec. Thuc t€ da chitng minh,
cac binh luan tiéu cuc, thong tin khong chinh xac hay khach san khong thuc hién ding 10i hita
c6 thé dan dén nhitng hau qua rat xdu. Mgc du vay, mot nghién cttu ctia TripAdvisor! cho thay
c6 chua téi 5 % y kién tiéu cuc cta khach hang da dwgc cac khach san tra 10i. Bén canh do,
nguoi tiéu dung mong doi phan ting nhanh chéng hon ctia cac khach san vé cac khiéu nai cta

ho trén trang Facebook.

Tom lai, mac du hoat dong tng dung Facebook vao marketing la mot trong nhitng hinh
thitc dé dang thuc hién va tiét kiém chi phi d& xay dung m&i quan hé véi khach hang va c6 thé
la mét trong nhitng cach thirc hiéu qua nhat dé€ tang ty 1é phong va doanh thu cho khach san,
nhung trén thuc t€ viéc tng dung né sao cho ding dén va phut hop nhét véi chién lugc kinh
doanh va tinh hinh hoat déng ctia khach san 1a mot trong nhitng bai toan nan giai d6i véi cac
khach san trén dia ban thanh ph& Hué.

3  Cacnghién cttu lién quan

Thuc t€, viéc nghién cttu vé tinh hinh tng dung Facebook vao cac muc dich khac nhau
cua cac khach san da duwoc nhiéu nha nghién cttu quan tdm, nhung nghién ctru vé tam quan
trong cua Facebook trong hoat dong marketing lai con kha han ch€. Bulankulama [3] da nghién
cttu tinh hinh tng dung Facebook vao hoat dong marketing trong nganh cong nghiép khach
san tai Sri Lanka. Nghién cttu nay da dua trén danh gia ctaa ca khach hang va doanh nghiép dé€
phéan tich cac yéu td anh huong dén sy hai long cua khach hang trén trang Facebook cta céc
khéch san, tlr @6 mot md hinh duoc dé xuat nham gitup nang cao hoat dong ting dung Facebook
vao marketing phtt hop cho nganh khach san tai Sri Lanka. Tiganj va Aleri¢ [18] nghién cttu
thuee trang tinh hinh ing dung Facebook vao hoat dong marketing tai cac khach san & Croatia.
Muc dich chinh ctia nghién cttu nay la tim hiéu mic d6 tham gia cua nhan vién vao cac hoat
dong trén trang Facebook ctia khach san ctia minh, tir d6 xem xét dén kha nang quan ly maoi

quan hé truc tuyén d6i voi khach hang ctia cac nhan vién d6. Nghién cttu ctia Leung [10] tim

1 TripBarometer moi nh4t: Nghién cttu TripBarometer ctia TripAdvisor dwa trén khao sat truc tuyén dugc cong ty
nghién ctru toan cau Ipsos thuc hién tir ngay 21 thang 6 dén ngay 8 thang 7 nam 2016. Téng cdng cb 36.444 cudc phong
vdn da duoc tién hanh tai 33 thi truong trén 7 khu viec. Mau phan tich bao gom nhitng ngudi ding trang web
TripAdvisor va nhitng nguoi tham gia tra 10i tryc tuyén ctia Ipsos chon tham gia khao sat va da tim hiéu k& hoach du
lich trwee tuyén nam ngoai. Dit liéu khao sat duoc tinh trong s8 dé thé hién co cdu khach truy cap toan cau da biét, nhdm
phtt hop véi cac dir liéu trudc day ctia TripBarometer.
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hiéu thuc trang trang Facebook ctia cac khach san ma cu thé 1a ndi dung wall post trén trang
Facebook ctia khach san, tir d6 xac dinh chién lwgc quang cao phu hop. Nghién cttu nay duoc
thuc hién véi hai muc tiéu chinh: (1) d€ phéan loai bai viét/chuwong trinh khuyén mai trén wall
post cua trang Facebook cua khach san va (2) d€ xac dinh mitc d6 pho bién cua cac bai viét/
chuong trinh khuyén mai trén dé. Nghién cttu cua Qia va cs. [13] tim hiéu ndi dung trang
Facebook cuia cac khach san nghi dudng hang dau tai Macau. Nghién ctru da phan loai bai viét
trén wall post cua trang Facebook ctia khach san thanh bon loai: "Twong tac xa hdi", "Thong tin
khéch san", "Cac hoat dong va sy kién" va "Giai tri". K&t qua chi ra rang nguoi duing Internet
thuong d€ lai cac binh ludn cho cdc muc nhw "Tin tic ctia khach san (Hotel News)", "Su kién
(Competition Events)" va "Hoa nhac (Music Concerts)", va chia sé nhitng thong tin lién quan

\

dén "Su kién trién 1am (Exhibition Events)" va "Tin titc ciia khach san (Hotel News)".

Céc nghién cttu trén chu yéu ti€p can ung dung Facebook vao hoat ddong marketing
thong qua quan diém cua khach hang, nhung lai chua c6 moét nghién ctru chinh thitc nao ¢ Viét
Nam dé cap dén hudng nghién ctru nay, do d6é day thuc su la mot chu dé méi mé va cé tinh
thuee tién cao gép phan thtic day va hoan thién hoat dong marketing triec tuyén khong chi d6i
v6i cac khach san trén dia ban thanh phd Hu€ ma con d6i véi cac linh vuc khéac trong du lich

trong ca nudc.

4 Phwong phap nghién ciru

Nghién cttu hudéng dén doi twgng diéu tra la cac nha quan ly hodc nhiing nhéan vién truc
tiép thuc hién viéc iing dung Facebook vao hoat dong marketing (d0i twong nghién ctru) cta
cac khach san 1 sao trd 1én trén dia ban thanh phd Hué ma ho da, dang va sé st dung. S6 liéu
khach san nay duoc S& Du lich tinh Thira Thién Hué cung cdp ndm 2016. Tac gia thuc hién diéu
tra 96 khach san trén tdng s6 99 khach san tir 1 sao trd 1én & thanh phd Hué€ (do c¢6 3 khach san
la Hué Smile, Cherish (Camellia cti) va Alba Boutique dang trong qua trinh chuyén giao kinh
doanh do d6 khong thé tiép can ngay tir ban dau). Viéc diéu tra duoc thuc hién truc tuyén,

bang hoi sau khi dwoc bién soan da dwgc glri dén dia chi thw dién tir ctia cac khéch san.

Bén canh d6, phuong phap phong van truc tiép va qua dién thoai cing dwgc st dung
nham thu duoc y kién ddi véi truong hop nhitng khéch san khong c6 phan hdéi truc tuyén. Véi
sO phiéu hop 1€ (65/96 1a nhitng khéach san c6 st dung Facebook vao hoat dong marketing duoc
thong ké theo diéu tra cua tac gia), tac gia tién hanh phan tich va xtt ly s6 liéu trén phan mém
thong ké SPSS 18.0 thong qua phuong phap thong ké mo ta (tan sudt, phan tram va gia tri trung

binh) va phan tich phuong sai mot yéu t6 One-way Anova.
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5 Noi dung va két qua nghién ctru
51 Pic diém miu diéu tra

Bang hoi dwgc gui dén 65 khach san véi d6i tuwong tra 10i bang hoi la cac nhan vién,
treong phong hodc cac quan ly cap cao ciia phong Sale boi day la nhitng ddi tuong co ty 1€ tiép
xtc v6i hoat dong marketing thong qua Facebook cao nhét trong khach san. Co c&u mau diéu

tra dwgc trinh bay trong Bang 1.

Bang 1. Co cdu mau diéu tra

Tiéu thirc phan loai S6 lwgng Ty 1€ (%)
Nam 40 61,5
Giéi tinh N 25 38,5
T6ng 65 100,0
Trén dai hoc 5 7,7
. R . Dai hoc 29 44,6
Trinh d¢ hoc van Cao déng 31 76
T6ng 65 100,0
Quan ly cap cao 6 9,2
B Truong phong 11 16,9
Chite vy Nhan vién a8 73,8
T6ng 65 100,0
<1nam 13 20,0
1-2 nam 27 41,5
S0 nim kinh nghiém  3-4 nidm 18 27,7
>4 nam 7 10,8
Tﬁng 65 100,0

Nguon: s6 liéu diéu tra ndm 2016
SO liéu trong Bang 1 cho thdy d6i twong tra 10i bang hoi chu yéu la nam gidi (chiém 61,5

%), ¢ thé 1a dac thu ctia cong viéc.

Dé€ c6 thé lam viéc tai phong Kinh doanh ctia cac khéach san, nhan vién phai ¢6 mét trinh
d6 nhat dinh ké ca trinh dd hoc van 1an trinh 6 chuyén mon boi né sé quyét dinh dén luong
khach dit phong, doanh thu tham chi 1gi nhuén cua khach san. Do d6, c¢6 dén 47,6 % sd nguoi
duoc phong véan c6 trinh d6 cao déng, 44,6 % dai hoc, va 7,7 % trén dai hoc. Ngoai ra, nhan vién
phong Kinh doanh chinh la nhiing nguoi truc tiép va thuong xuyén thuyc hién cac hoat dong
marketing thong qua Facebook ctia cac khach san, do d6 ty 1é nguoi tra 10i la nhan vién chiém
hon hai phéan ba téng s6 nguoi dugc phong van (73,8 %), con lai 1a cac trudng phong (16,9 %) va
quan ly cap cao (9,2 %). Pa sd nhitng d6i twong duoc phong van c6 tham nién lam viéc trong
nganh 1-2 nam (chiém 41,5 %), 3—4 nam (27,7 %), dwdi 1 nam (20,0 %) va chiém ty 1é thap nhat
la trén 5 nam kinh nghiém (10,8 %). Diéu nay c6 thé xuat phat tir thuce t€'la cac d6i tuong tra loi

bang hoi la nhan vién ctia phong Kinh doanh ctia cac khach san nén sd ndm cong tac con kha
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ngan. Nguoc lai, treong phong hoéc quan ly cdp cao trong khéch san la kha thap nhung s6 lai

c6 tham nién lam viéc 1au hon so v6i d6i teong con lai.

5.2  Danh gia mic d§ quan trong cta cac cong cu marketing

Nhin chung, cac cong cu marketing dwgc cac khach san ¢ TP. Hué danh gid kha cao,
nhung cac cong cu marketing truyén thdng van duoc danh gid quan trong hon so véi cac hinh
thire dién te (3,70 va 3,44). Diéu nay la do cac cong cu marketing truyén thong da kha quen
thudc va duoc st dung rong rai trong cac khach san, trong khi d6 cac cong cu marketing dién
tte lai con kha moi mé va doi hoi co sé ha tang va d6i ngli nhan vién cong nghé thong tin day
du va cé nang lyc chuyén mon cao. Ngoai ra, mét trong nhitng nguyén nhan anh huong dén
viéc ing dung cac cong cu marketing bang Facebook ctia cic khach san & TP. Hué la mitc d6
hiéu biét cing nhu nhan thiic vé tdm quan trong va lgi ich ma chiing dem lai con khé han ché.
bién hinh, c6 99 khach san tir 1 sao tro [én nhung mot s6 khach san khong c6 website, dién dan
riéng (thong qua diéu tra cua tac gia va duoc cac khach san xac nhan). Diéu nay c6 thé gay anh
hudng dén két qua hoat dong kinh doanh ctia khach san boi lwong khéch dét phong truc tuyén
thong qua cac hinh thirc dién tx (website, mang xa hoi, thw dién tir...) hién nay tuong ddi 16n.
Theo mot nghién cttu ctia Grant Thornton? thi ty trong doanh thu tit hinh thitc dat phong triec
ti€p cling nhuw tir cac cdng ty 1 hanh, cong ty diéu hanh tour, déu giam khoang 5 %, mot phan
cua bién d6 giam nay dugc chuyén sang cho kénh dét phong truc tuyén. Hay noi cach khac ty 1&
dat phong khach san thong qua Internet da tang 1én 20,7 % (so véi 37,3 % thong qua cac hang 1t
hanh).

Ngoai ra, két qua diéu tra cho thay khong cé su khac biét vé y kién danh gia gitra cac tht
hang khach san khéc nhau vé cac tiéu chi 2, 3, 4, 5, 6 (Bang 2). Tuy nhién, d6i vdi cac tiéu chi 1,
7,8, 9 cac khach san 4 va 5 sao cho rang mtc d6 quan trong ctia cac hinh thiic nay cao hon so
v6i y kién danh gid cta cac khach san con lai. Diéu nay duoc giai thich la do cac khéach san cao
hang c6 co sd ha tang, ngu6n nhan luc vé cong nghé thong tin va tai chinh tot hon so véi cac
khach san thap hang (Bang 7).

2Bao cao khao sat nganh dich vu khach san thiee hién boi Grant Thornton nam 2017 (grantthornton.com.vn) trinh bay
thong tin tai chinh, hoat dong ciing nhw marketing cho nam tai chinh 2016 ctia cac khach san va khu nghi dudng 4
va 5 sao tai Viét Nam.
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Bang 2. So sanh mttc 6 quan trong ctia cac cong cu marketing

Bién doc lap (Gia tri p)

Binh %
s """ T Gi6i  Th& Trnh Chéc  S6nam
Cac tiéu chi quan B A N
*) tinh hang do vu kinh
@ (2 (2 (2) nghiém (2)
Cdc cong cu marketing truyén thong 3,70
1. Qu)ang cao (bao chi, dai phat thanh, brochure 3,84 0312 0,003 0733 0712 0,391
2. Xu; tién ban hang (khuyén mai, khuyén mai 407 0,282 0,345 0471 0,000 0,372
3. Quan hé cong ching 3,27 0,391 0,481 0,134 0,624 0,415
4. Ban hang truc tiép 3,64 0,354 0,704 0,031 0,002 0,743
Cdc cong cu marketing dién tir 3,44
5. Website 3,81 0,535 0,342 0,577 0,424 0,002
6. Quang cao truc tuyén 3,13 0,452 0,453 0,000 0,405 0,675
7. Cong cu tim kiém (T6i vu hoa CCTK, Google 312 0,451 0,024 0,028 0,445 0,746
Adwords ...)
8. Thu dién t 3,55 0,644 0,049 0,094 0,321 0,001
9. Cac phuong tién truyén thong XH (Facebook, 361 0,002 0,000 0,568 0,004 0,731
Youtube...)

Ghi chii: (*): 1 = R4t khong quan trong, 5 = R4t quan trong; (1): Dit liéu duoc kiém dinh bing phuong phap phan tich
Independent Samples T test. (2): Dit liéu duoc kiém dinh béng phuong phép phan tich phuong sai One way ANOVA.

Ngubn: s6 liéu diéu tra ndm 2016

5.3  Phan tich tinh hinh tng dung Facebook vao mdt s6 hoat dong marketing tai cac khach
san trén dia ban thanh phé Hué

Thoi gian tng dung Facebook vao hoat dong marketing

S6 ligu cho thdy réng da s8 cac khach san & TP. Hué da biét khai thac va tan dung nhiing
loi thé ctia Facebook d6i véi hoat dong marketing (Bang 3). Day la diéu dé hiéu bdi da s8 cac
khach san déu mong mudn st dung céng cu nay dé€ c6 thé vira gia tang lwong khach hang vira
xay dung long trung thanh cta ho d&i véi khéch san, nhung van dam bao phit hop véi ngudn
nhan luc, tai lwc va vat lyc ctia minh. Diéu nay dwgc minh chiing bfing viéc ¢6 tdi 63 khach san
co6 st dung va chu yéu la da st dung trén 2 nam (67,7 %). Chi c6 2 khach san (Khach san Huwong
Cau va Sen) da ting st dung nhung bay gio thi khong, tac gia da lién hé truc tiép véi 2 khach
san nay va nguyén nhan duoc dua ra la do sw han ché vé ngu6n nhan lyc va trinh d6 ctia nhan

vién nén hinh thitc nay da khong con dwoc hai khach san nay st dung.
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Bang 3. Thoi gian ting dung marketing thong qua Facebook ctia cac khach san trén dia ban thanh ph6 Hué

Thoi gian st dung Ty 1€ (%)
Khoéng con st dung 31
Duéi 1 nam 4,6
1-2 nam 24,6
>2 nam 67,7
Tong 100,0

Ngudn: s0 liéu diéu tra ndm 2016

Muc dich st dung Facebook vao hoat dng marketing

Két qua diéu tra (Bang 4) cho thdy c6 86,2 % s6 khach san sit dung Facebook vao hoat
doéng marketing dé€ xay dung long trung thanh va 81,5 % dé€ xay dung thuwong hiéu. Day duoc
xem 1a hai muc dich phé bién nhat cua hoat dong nay. Diéu nay c6 thé duoc giai thich nhu sau:
cac khach san déu xay dung cho minh danh sach nhiing dia chi Facebook cuia cac ddi tac quan
trong, d6 co thé la cac hang 1 hanh, cac cdng ty van chuyén, luu trd, an udng... hodc cac khach
hang da tirng stt dung cac san pham, dich vu cta khéach san. Do d6, khi cac khach san ¢6 cac san
phém, dich vu méi, hodc c6 cac chwong trinh khuyén mai, cac su kién ndi bat... thi chung sé
dwoc cap nhat trén trang Facebook cuia cac khach san, nhitng khach hang da tting thich (like),
theo doi (follow) va la ban be (friend) sé nhin thdy trén tuwong (wall) hodc duoc thong bao
(notification) dén ting khach hang cu thé. Day 1a mot trong nhiing giai phap hitu hiéu dé thu
hut sw chu y hay don thuan chi d€ thong bao cac thong tin quan trong cua khach san, tir d6 xay
dung mdi quan hé tt dep va cling la d€ xay dung thwong hiéu, hinh anh lau dai ctia khach san

trong tam tri ctia ctia khach hang.

Bang 4. Muc dich str dung Facebook vao hoat ddng marketing ctia cac khach san trén dia ban thanh ph&

Hué
Muc dich st dung Ty 1€ (%)
Phét trién hoat dong kinh doanh 61,5
Xay dung thwong hiéu 81,5
Thu hut khach hang méi 78,5
Xay dung long trung thanh 86,2

Nguon: s6 liéu diéu tra nam 2016

Ly do lwa chon Facebook vao hoat dong marketing ctia cac khach san

Céc tiéu chi duoc dua ra dé biét li do tai sao cac khach san trén dia ban thanh phd Hué
lwa chon cong cu Facebook d€ marketing déu duwoc danh gid khé cao. Trong d6, tiéu chi “Sw phd’
bién rong rii ciia Facebook” 1a tiéu chi duoc danh gia véi mie dd dong y cao nhét (Binh quén la
4,26), cac tiéu chi con lai déu ¢ muc dd kha cao (tix 4,04 dén 4,21). Trén thuec t€, tinh dén thang
mot nam 2017, trang mang xa hoi Facebook da c6 s6 lwong nguoi dung truy cap 1én téi 1,87 ty
mdi thang, ting 50 triéu nguoi dung truy cap/ thang so véi ndm 2016. Con & Viét Nam, trong
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tong hon 94 triéu nguoi thi ¢6 khoang 46 triéu nguoi hoat dong hang thang trén mang xa hoi
Facebook [17]. Chinh vi ly do d6 ma cac khach san lwa chon mang xa hoi nay dé thuc hién cac
hoat dong marketing 1a diéu hoan toan dé hiéu.

Bang 5. Li do lwa chon Facebook vao hoat dong marketing ctia cdc khéch san trén dia ban thanh phé Hué
Bién doc lap (Gia tri p)

Binh
e " Gi6i  Thw  Trinh  Chiwc 56 nam kinh
Céc yéu to quan , N i
*) tinh hang do vu nghiém

(1) (2 (2) (2) (2)
1. Chi phi thap 4,21 0,074 0,452 0,231 0,054 0,000
Sw phé bién cua Facebook 4,26 0,424 0,125 0,337 0,004 0,000
3. Tiét kiém thoi gian va cong stic trong viee 0245 0514 0245 0245 0,342

truyén tai thong diép dén khach hang

4. Duy tri tot m&i quan hé véi khach hang 4,20 0,672 0,192 0,001 0,023 0,000
5. Dé dang thiét ké va st dung 4,05 0,223 0,184 0,145 0,034 0,001
6. Khong bi giéi han vé khong gian, dia li 4,04 0,139 0,523 0,522 0,022 0,004

Ghi chii: (*): 1 = Rat khong dong ¥, 5 = R4t dong v; (1): Dit liéu dwoc kiém dinh bang phuong phdp phan tich
Independent Samples T test. (2): Dit liéu duoc kiém dinh béng phuong phép phan tich phuong sai One way ANOVA.

Nguén: 0 liéu diéu tra ndm 2016

Noi dung trang Facebook ctia cac khach san

Theo két qua diéu tra, cdc khach san trén dia ban thanh phd Hué thuong cip nhat cac
thong tin trén trang Facebook cuia minh vé cac chuong trinh khuyén mai (binh quéan la 4,06) va
cac su kién ndi bat (binh quan la 4,05). Diéu nay cd thé dwoc giai thich nhu sau: cdc chuwong
trinh khuyén mai luén la yéu t6 thu hat hang dau sy cha y cta khach hang. Ho luén mong
mudn nhan dwoc nhiing su uwu dai va st dung cac san pham, dich vu voéi chét lugng tuong

duong nhung lai tiét kiém duoc mét phéan chi phi.

Ngoai ra, cac sy kién ndi bat cing duoc cong dong danh gia véi tam quan trong kha cao
boi day la nhiing hoat dong ddc biét, c6 thé thu hat duoc sy cha y ctia cdng dong va néu su
kién d¢ 1a phu hop thi cong dong sé tham gia va chia sé thong tin dén cho nguoi than, ban be
d€ phd bién thong tin nay hon nita. Diéu nay dat ra mot van dé la cac khach san can thuong
xuyén cap nhat cac thong tin méi nhat vé cac chuong trinh khuyén mai va cac sy kién dong thoi
phai cung cdp day du thong tin véi nhitng cach thitc méi la, ddc ddo nham thu hit sw chti y ctia
khach hang.
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Bang 6. Noi dung trang Facebook ctia cac khach san trén dia ban thanh phd Hué&

o, Thang diém (%) . .
Caclgi ich 1 3 & 3 1 5 Binh quan
1. Gid phong va cac loai san pham, dich vu 4,6 46 13,1 39,2 38,5 4,02
2. Hinh anh, video quang céo vé KS 3,1 1,5 154 52,3 27,7 4,00
3. Hinh anh, video trai nghiém ctia KH 3,1 0,8 185 469 308 4,01
4. Céc chuong trinh khuyén mai 1,5 2,3 18,5 4358 33,8 4,06
5. Cac sy kién ndi bat 3,1 6,9 162 469 269 4,05

Ghi chii: Gia tri trong bang tinh binh quéan theo thang do: 1 = Rdt khong quan trong; 5 = Rét quan trong

Ngubn: s6 liéu diéu tra ndm 2016

Nhitng thudn lgi khi ng dung Facebook vao hoat dong marketing

Nhu mo ta 6 Bang 7, nhin chung tiéu chi “Viéc wtng dung hinh thirc nay vao hoat dong kinh
doanh ctia khdch san la rat dé dang va thudn tién” duoc cac khach san & TP. Hué€ dénh gia cao nhét.
Ngoai ra, tiéu chi “Lanh dgo khdch san ludn sin sing ting hd viéc rng dung hinh thitc nay trong hoat
ddng kinh doanh” cting rat duoc chu trong (khong cé su khac biét vé y kién danh gia gitta cac thi
hang khéch san khéac nhau vé céc tiéu chi 1, 2, 3). Tuy nhién, céc tiéu chi 4, 5, 6 lai khong duoc
cac khéach san dénh gia cao, ddc biét la tiéu chi ngudn nhan lyc. Cu thé, cac khach san 4, 5 sao ¢
danh gia cao hon so v6i cac khach san thap hang hon. Diéu nay la do cac khach san c6 quy mo
nho s khé khan trong viéc kiém sodt cac thong tin tiéu cwc va nhitng van dé vé tinh riéng tw
cua khach hang (Bang 8). Tuy nhién, c¢6 thé nhan thdy nguyén nhan sau xa la do cac khach san
1-2 sao ¢6 quy mo nho do dé ngudn von, ddi ngt nhan vién ¢ trinh d6 chuyén mén va hé
thong co s& vat chat con rdt han ché, do dé viéc c6 nhan vién chuyén trach va dam nhiém giai

quyét cac kho khan trén cua hoat dong tiing dung Facebook vao marketing la rat han ché.

Bang 7. Nhitng thuan loi khi ttng dung Facebook vao hoat dong marketing cuia cac khach san trén dia ban

thanh phd Hué
Binh _ Bl’en doc l‘ap (Gia tr% p) _
A . . Gioi Tht Trinh Ch®c SO0 nam
Thuén loi quan . R .
*) tinh hang do vu kinh
(1) (2 (2) (2)  nghiém (2)

1. Viéc ting dung hinh thitc nay vao hoat
dong kinh doanh cia KSlardt dé dangva 433 0304 0423 0,032 0,564 0,257
thuan tién

2. Lanh dao KS ludn sén sang ting ho viéc tng
dung hinh thitc ndy trong hoat dong kinh 4,26 0424 0,156 0,565 0,732 0,561
doanh

3. Nhan vién luén hao hiing v6i viéc ap dung 15 0001 0178 0003 0721 0.043
Facebook vao hoat dong marketing ’ ’ ’ ’ ’ ’

4. Cé day du ngudn tai chinh dé€ ting dung 300 0452 0,000 0421 0,003 0,168
Facebook vao hoat dong marketing
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Bién doc 1ap (Gia tri p)

Binh ;
o """ TGi6i The Trinh Chic 56 nam
Thuan loi quan i . .
*) tinh hang do vu kinh
(1) (2 (2) (2) nghiém (2)
5. Cé day du nhén vién gioi chuyén mén d€
tng dung Facebook vao hoat dong 2,87 0,041 0,000 0,258 0,023 0,184
marketing
6. C6 day dii co s6 ha tang dé ing dung 369 002 0000 028 0331 0258

Facebook vao hoat dong marketing

Ghi chii: (*) : 1 = R4t khong dong y; 5 = R4t dong ¥; (1): Dit liéu duoc kiém dinh bing phuong phdp phén tich
Independent Samples T test. (2): Dit liéu duoc kiém dinh béng phuong phép phan tich phuong sai One way ANOVA.

Ngubn: s6 liéu diéu tra ndm 2016

Nhitng kho khin khi tng dung Facebook vao hoat dong marketing

Kho khan 16n nhat ma cac khach san ¢ TP. Hué€ cho 1a anh hudéng dén tinh hinh tng
dung Facebook vao hoat dong marketing la do khach hang khong tin twéng vao cong cu
marketing nay vi nhiing van dé lién quan dén van dé an ninh va lam phién (thong tin c4 nhan,
quang cdo...) va dac biét la viéc kiém soat cac thong tin tiéu cuc duoc lan truyén trén trang
Facebook ndi riéng va cac phuong tién truyén thong xa hoi néi chung. Do dé cac giai phap lam
thé nao d€ mo rong va phat huy cdc ndéi dung thong tin tich ciee duoce chia sé boi khach hang va
nguoc lai lam thé nao dé giai quyét cac “tin don”, thong tin tiéu cwee mot cach hop ly cling nhuw
han ché dén mtuc t6i da sy anh hudng cua chung dén thuong hiéu va hinh anh cua khach san la

diéu cdp thiét.

D¢ hiéu rd hon nhitng khé khan ma doanh nghiép thuong gap phai khi ting dung cong
cu Facebook vao hoat dong marketing, khong chi can nghién cttu ban than cac khach san ma
dong thoi can phai nhin ttr goc do khach hang trong suy nghi ctia cac khach san. Cac khach san
cho rang ho sé gap phai khé khan gi tir phia khach hang d€ tir 46 tim ra céc giai phap pht hop
nang cao hiéu qua viéc ing dung Facebook vao hoat dong marketing.

Bang 8. Nhitng kho khan khi ttng dung Facebook vao hoat dong marketing cta cac khach san

trén dia ban thanh phd Hué

Bién déc lap (Gia tri p)

Binh — ~
Kho khan quan Cflm Thit hang Trinh 46 Chicva . S6 nan'\A
*) tinh (1) @ @ kinh nghiém
a (2
1. le}h thitc nay con kha mdi la d6i véi 361 0,456 0,401 0,049 0,073 0,045
khach san
2. Hinh thitc nay khéng pht hop véi chién
luoc kinh doanh ctia khéch san 2,61 0,034 0,214 0,082 0,224 0,146
3. Kho khan vé kiém soat thong tin tiéu cuc 4,04 0,621 0,367 0,245 0,104 0,085
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Bién doc lap (Gia tri p)

Binh — _
Kho khan quin %' Thihang Trinhdo Chicvy 00 ™™
*) tinh @ @ @ kinh nghiém
(1) )
4. Khach hang khéng thich giao dich qua 323 0,000 0023 0,531 0,506 0,004

Internet

5. Khach hang khéong tin twéng vi nhitng
vén dé an ninh va lam phién (mat thong 4,04 0,004 0,096 0,044 0,002 0,028
tin cd nhan, quang cdo...)

6. I;;;;;:f;izi‘m biétnhibuvemarketing  51; o041 0245 0431 0,030 0,003

7. Khach hang khong sin sang st dung

3,50 0,032 0,036 0,445 0,023 0,135
marketing Facebook ’

Ghi chii: Gi4 tri trong bang tinh binh quan theo thang do: 1 — R4t khong dong y; 5 — Rat dong y; (1): D@t liéu dugc kiém
dinh bang phuong phép phan tich Independent Samples T test. (2): Dit liéu duoc kiém dinh bang phuong phap phan
tich phuong sai One way ANOVA.

Ngubn: s6 liéu diéu tra ndm 2016

Loi ich thuc t€ ctia viéc ttng dung Facebook vao hoat dong marketing

Mic du ¢6 nhitng khoé khan trong ting dung, nhung cac khach san 6 TP. Hu€ ciing nhan
thttc dwoc rang viée tng dung Facebook vao hoat dong marketing da va sé dem lai rat nhiéu loi
ich. Tuy nhién, mdi mot khach san khéac nhau lai cé nhitng ¥ kién dénh gid khac nhau vé nhiing
loi ich thuc t€ ma Facebook dem lai. Nhu mo ta trong Bang 9, da s6 cac khach san déu dong y
rang viéc ting dung Facebook vao hoat dong marketing gitip xay dung long trung thanh ctia
khach hang hién tai va gia tang chét luong cham soc khach hang (4,30 va 4,09). Mic du vay, da
s§ cac khach san van chua nhan thdy rang hoat dong nay c6 thé giup khuyén khich sy phan hoi
ctia khach hang, theo di cac thong s kinh doanh mot cach dé dang va khuyén khich sy phan
hoi cua khach hang (cac gia tri Tan luwot la 2,06; 2,10 va 2,80), cu thé 1a cac khéach san cao hang
(4,5 sao) danh gia cao hon so v6i cac khach san thap hang. Diéu nay xudt phat tir thuc t€'1a do
mot sO khach san thdp hang con chua cd website nén tiéu chi “khuyén khich viéc dit phong
truc tuyén” dwoc danh gia voi muic d¢ dong y thdp hon. Bén canh d6, cac khach san nay chi
moi st dung Facebook vao hoat dong marketing véi cac muc dich don gian va chwa dao sau
nghién cttu vé nhitng loi ich thiee sy ma hoat dong nay c6 thé dem lai, do d6 mitc d6 dong y véi

tiéu chi nay cua cac khach san trén la diéu dé hiéu.
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Bang 9. Loi ich thuc t€ ctia viéc tng dung Facebook vao hoat dong marketing
ctia cac khach san trén dia ban thanh phd Hué

Binh G.(?ié'n doc lap (Gia tri p) ——
Loi ich quin  Thé ' Trinhdd Chitcvy , o0 o
*)  hang () tinh @) @ kinh nghiém
) (1) )

1. DPem lai két qua nhanh chéng 3,69 0452 0,003 0,107 0,313 0,074

2. Facebook gitip tiét kiém chi phi 4,00 0,401 0532 0,024 0,304 0,113
Cong cy hiéu qua trong viéc xay dung
thuong hiéu ctia khéch san trong tam tri 4,05 0,134 0,356 0,562 0,421 0,542
khach hang

4. Xay dung long trung thanh ctua khach hang 4 5 0542 0094 0367 0524 0.701
hlén ta1 7 G g / r r

5. Gia tang chat luong dich vu cham séc khach 409 0.245 0204 0.031 0506 0532
h\ang 4 7 7 4 7 7

6. Thu dwgc phan hoi truc tiép tit khdch hang 334 0633 0248 0309 0134 0241
mot cdch hiéu qua ’ ! ! ! ’ ’

7. Truyeén tai thong diép mot cach hiéu qua doi 5 5, 0175 0031 0512 0412 0.054
v6i tiing loai khach hang cu thé ’ ’ ’ ’ ’ ’
Tang doanh thu va loi nhuan 3,23 0,756 0,022 0,013 0,002 0,024

9. DPong vai tro nhw mot kénh ban hang tu 3.29 0256 0038 0401 0356 0.000
déng 4 7 4 7 7 7

10. Khuyén khich viéc &t phong truc tuyén 2,80 0,004 0,002 0634 0,502 0,013

11. Theo d&i cac thong s6 kinh doanh mét cach 210 0.042 0501 0,481 0432 0213
dé d\ang 4 4 7 7 7 7

12. Khuyén khich su phan hoi ctia khach hang 2,06 0,039 0315 0,704 0,000 0,405

Ghi chii: Gid tri trong bang tinh binh quén theo thang do: 1 — R4t khong dong y ; 5 — Rét dong y; (1): Di liéu duoc kiém
dinh bang phuong phép phan tich Independent Samples T test. (2): Dit liéu duoc kiém dinh bang phuong phap phan
tich phuong sai One way ANOVA.

Ngubn: s6 liéu diéu tra ndm 2016
6 Pé xuit giai phap

Dua vao két qua nghién cttu vé tinh hinh tng dung Facebook vao hoat dong marketing
ctia cac khach san & TP. Hué, tac gia nhan thdy rang day la mot hinh thiic duwoc ing dung rat dé
dang va thuén tién, dong thoi ban than hinh thitc nay ciing dwoc danh gi rat cao boi kha nang
duy tri m6i quan hé véi khach hang tot tir d6 hinh anh thwong hiéu cua khach san dwoc cai
thién. Do d¢, cac nha lanh dao, cac chuyén gia marketing ctia cac khach san nén tang ceong hon
nita viéc st dung cac cong cu marketing truc tuyén song song véi cac cong cu marketing truyén
thong, trong d6 viéc tang ty 1é khach hang ddt phong triee tuyén phai dwoc chui trong hon nita.

Tuy nhién, trén thuce t€, viéc tng dung Facebook vao hoat dong marketing van ¢6 han ché co
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ban la da s6 khach hang khong tin twdng hinh thitc nay vi cac van dé an ninh va lam phién (mat
tai khoan, quang céo...) do d6 kha ning khéach hang khong sén sang st dung hinh thiic nay la
kha cao va ddc biét 1a sy lan truyén cac thong tin tiéu cwe gdy anh huong dén hinh anh thuong
hiéu ctia khach san. D€ giai quyét cac thach thiic trén, mot yéu cau cap thiét dwgc dét ra cho cac
khach san trén dia ban thanh phé Hu€ hién nay la nang cao chét lwong dich vu cham s6c khach
hang dong thoi ludn ¢ gang cung cap cac dich vu dting nhu 16i hita da dat ra véi khach hang.
Ngoai ra, néu c6 cac thong tin tiéu cuc vé khach san duoc lan truyén trén trang Facebook cua
khach san ndi riéng va trén mang xa hoi noéi chung, sé la khon ngoan néu cac khach san xem xét
cac y kién tiéu cuc dé€ tir d6 tim hiéu van dé va giai quyét hodc stra chita cac van dé tiéu cuc do.
Hay nhé rf“mg kinh doanh khach san ¢ th€ cai thién dich vu va tang cuong cadc mdi quan hé
khach hang thong qua viéc giai quyét khiéu nai ctia khach hang mot cach thich hop va kip thoi.
Dong thoi, cac khach san nén xay dung va thuc hién cac trang web truyén thong xa hoi cho
riéng minh, noi cac y kién cua nguoi tiéu dung c6 thé duoc theo doi chdt ché hon, tir d6 viéc
kiém soat ‘tin don’ tiéu cwe sé dwgc cai thién t6t hon. Diéu nay chi ¢6 thé duoc thuc hién tot néu
cac khach san tap trung phat trién nguén nhan luc bao gom ca s6 lugng va chét luong ddc biét

la trinh d6 vé cong nghé thong tin va marketing dién tu.

7  Kétluan

O Viét Nam, tuy viéc tng dung Facebook vao hoat dong marketing van chua thuc su
phat trién manh mé va xing dang véi vai tro va loi ich ma n6é mang lai, nhung d€ dam bao céc
doanh nghiép déac biét la cac doanh nghiép hoat dong trong linh vuec du lich ¢é thé tng dung va
phat huy t6i da hiéu qua ctia hinh thirc nay thi doi hoi Nha nwdce can phai hoan thién hé thong
phap luat chuyén nganh du lich ciing nhue cdc van ban luat vé thuong mai dién t&t, dua ra
nhitng quy dinh chdt ché vé viéc sit dung cac phuwong tién truyén thong xa hoi, ddc biét la
Facebook. Bén canh d6, vé phia cac khach san ciing can danh thoi gian nghiém tic nghién ctu
vé phuong thitc marketing moéi nay trong boi canh cua titng khach san va ddc thu san pham,
dich vu ctia don vi minh, tit d6, dé xudt dinh hudng ting dung va phat trién phtt hop. Ngoai ra,
mot trong nhitng dac diém noi bat cua viéc tng dung Facebook vao hoat ddng marketing la
tinh twong tac gitta khach san va khach hang. Vi vay, cac khach san can c6 sy dau tu vé “chat”
nhiéu hon phéan chi phi bo ra d€ trién khai mot chién lwge marketing véi sy doéng gop cua

Facebook hiéu qua.

121



Nguyén Thi Thily Van Tép 126, S6 5D, 2017

1

10

11

12

13

14

15

16

122

Tai liéu tham khao

American  Marketing  Association,  About = AMA:  Definition  of  Marketing,
<https://www.ama.org/AboutAMA /Pages/Definition-of-Marketing.aspx> (cited 28 May
2014).
Boyd, D. M, Ellison, N. B. (2007), Social network sites: Definition, history, and scholarship,
Journal of Computer-Mediated Communication, 13(1), article 11.

Bulankulama, S. W. G. K., Khatibi, A., Shokri, T. S. D. M. (2015), Evaluating the effect of
hotel size for utilization of social media in Sri Lankan hotel industry, International Journal of
Scientific and Research Publications, 5(4).
Chaffey, D. and Smith, P. R., E-Marketing Excellence — Planning and optimizing your digital
marketing, 3rd Edition, Routledge, NewYork, United States, 2008.

Evans, L. L. (2011), Social Media Marketing: Strategies for Engaging in Facebook, Twitter and
Other Social Media, QUE Publishing, Indiana, United States.

Falkow, S. (2009), Social media strateqy, E+ White paper, 2400 Lincoln Ave, Altadena, CA
91001, 626 296 6218.

Hotelmarketing.com. (2011), One quarter of hotels not using social media, Retrieved
from http://hotelmarketing.com/index.php/content/article/one_quarter_of_hotels_not_usin
g_social_media

Jones, R. (2009), Social media marketing 101, Part 1, Retrieved from
http://searchenginewatch.com/3632809

Kotler, P., Gary, V.]. (2009), Principles of Marketing, Fourth European Edition, Prentice Hall,
Pearson Education.

Leung, X. Y. (2013), The marketing effectiveness of hotel facebook pages: from perspectives of
customers and messages, University of Nevada, Las Vegas.

Needham & Grohmann, Inc. (2006), A survey of current Hotel Travel, The Research Office of
the School of the Business Administration, Cornell University.

Noone, B. M., McGuireb, K. A. & Rohlfs, K. V. (2011), Social media meets hotel revenue
management: Opportunities, issues and unanswered questions, Journal of Revenue and
Pricing Management, 10, 293-305.

Qi, S, Ieong, C. N. T. & Lei, S. (2013), An Investigation of Hotels” Facebook Page Promotion,
Institute for Tourism Studies Macau.

Singh, S. & Diamond, S. (2012), Social Media Marketing for Dummies, 2nd edition, John Wiley
& Sons, Inc., New Jersey.

Strauss, ]., El-Ansary, A. L. and Frost R (2005), Emarketing, Fourth edition, Prentice Hall,
New Jersey, United States.

Sterne, J. (1996), Customer Service on the Internet: Building Relationships, Increasing Loyalty,
and Staying Competitive, 2nd Ed., John Wiley and Sons, New York.


https://www.ama.org/AboutAMA/Pages/Definition-of-Marketing.aspx
http://hotelmarketing.com/index.php/content/article/one_quarter_of_hotels_not_using_social_media
http://hotelmarketing.com/index.php/content/article/one_quarter_of_hotels_not_using_social_media
https://www.google.com.vn/search?dcr=0&q=prentice+hall+&stick=H4sIAAAAAAAAAOPgE-LUz9U3SMkxNi1UAjMNDVIMkrQ0Msqt9JPzc3JSk0sy8_P084vSE_MyqxJBnGKr9MSiosxioHBGIQDxCoFWQgAAAA&sa=X&ved=0ahUKEwjVo_eeyLHXAhVDp5QKHQ8iDWsQmxMInQEoATAQ

Jos.hueuni.edu.vn Tap 126, S6 5D, 2017

17 The Statistics Portal (2017), Number of daily active Facebook users worldwide as of 3rd quarter
2017 (in millions), Retrieved from https://www.statista.com/statistics/346167/facebook-
global-dau/ .

18 Tiganj, 1. S., Aleri¢, D. (2013), Social media marketing in hotel companies: case study of an
innovative approach to customer relationship management via Facebook at Maistra Inc. Croatia,
University of J. Dobrile in Pula, Croatia.

APPLICATION OF FACEBOOK PAGES IN MARKETING AT
HOTELS IN HUE CITY - FROM ENTERPRISES’ PERSPECTIVE

Nguyen Thi Thuy Van*
HU - School of Hospitality and Tourism, 22 Lam Hoang St., Hue, Vietnam

Abstract: Based on the research of the application of Facebook pages in marketing from 65
hotels (1-5-star), this paper indicates that despite being quite popular and offering many useful
benefits, Facebook pages application of Hue’s hotels is still at the basic level, without paying
enough attention to improve the reservation rate and online customers’ feedbacks. Key reasons
for this include the limitations of a qualified staff, budget and infrastructure on the side of
hotels, and psychological factors on the side of customers. Therefore, the implications for
management and development of Hue’s hotels in terms of marketing through Facebook pages
should focus on enhancing the awareness of the importance of this kind of marketing. To this

end, the IT infrastructure and staff capacity should be improved.

Keywords: Facebook pages; marketing, hotels, customers’ feedbacks, IT infrastructure
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