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Tém tat. Trong bdi canh canh tranh gay gét ctia nganh du lich va khéch san, dic biét & phan khtic cao cip
nhu khéch san 5 sao, Digital Marketing giit vai tro then chét trong viéc xay dung thwong hiéu, thu hat
khach hang va nang cao trai nghiém dich vu. Nhém khéach hang cao cip thuong c6 ky vong cao, doi hoi sy
ca nhan héa va twong tac da kénh trén nén tang truc tuyén. Do vay, viéc xac dinh va uwu tién cac yéu to
Digital Marketing hiéu qua nhét tré thanh mét thach thiic quan tri quan trong. Nghién cttu nay st dung
phuong phap Phén tich Th bac Mo (Fuzzy Analytic Hierarchy Process — FAHP), mot cdng cu ra quyét dinh
da tiéu chi c6 kha nang x@ ly tinh khéng chic chin va mo ho trong danh gia chuyén gia. Thong qua FAHP,
nghién cttu tién hanh lugng hdéa tdm quan trong tuwong déi cta cic yéu t6 Digital Marketing trong bdi canh
khach san 5 sao, dong thoi xay dung khung phéan tich c6 tinh hé théng va khoa hoc. Két qua nghién cttu
cung cap bé“mg chiing thuirc nghiém hd tro cac nha quan ly khach san trong viéc hoach dinh chién luoc, wu
tién nguodn luc marketing, va nang cao nang lyc canh tranh. Pong thoi, nghién ctu déng gop vé mat

phwong phap luan cho ting dung FAHP trong linh vuc khach san va du lich.

Twr khoa: Digital Marketing, Phuong phap Phén tich Tht bac Mo (FAHP), Khach san 5 sao, Trong s6 muc
d6 quan trong, Nganh khach san — du lich
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Abstract. Digital Marketing plays a critical role in brand building, customer acquisition, and service
experience enhancement in the highly competitive tourism and hospitality industry, particularly in the
premium segment of five-star hotels. Affluent customers often have elevated expectations, requiring
personalized interactions and seamless engagement across multiple online platforms. Consequently,
identifying and prioritizing the most effective Digital Marketing components has become a critical
managerial challenge. This study employs the fuzzy analytical hierarchy process (FAHP), a robust multi-
criteria decision-making tool capable of handling uncertainty and vagueness in expert evaluations.
Applying FAHP, the study quantitatively assesses the relative importance of Digital Marketing components
in the five-star hotel context and develops a systematic and rigorous analytical framework. The findings
provide empirical evidence supporting hotel managers in strategic planning, marketing resource allocation,
and strengthening competitive advantage. Furthermore, the study contributes methodologically by
extending the application of FAHP to the hospitality and tourism sector.

Keywords: Digital Marketing, Fuzzy Analytic Hierarchy Process (FAHP), Five-Star Hotels, Importance
Weighting, Hospitality Industry

1. Mé dau

Trong ky nguyén so, Digital Marketing (DM) da trd thanh mét cong cu thiét yéu trong hau
hét cac linh vuc kinh doanh, va linh vie luu tra 5 sao ciing khong nim ngoai xu hudng nay [1].
D&i tugng khach hang ctia phan khiic nay thuong dat ra nhiing tiéu chudn khat khe, dong thoi
mong doi trai nghiém ca nhan hoéa va lién mach trén nhiéu nén tang truc tuyén. T qua trinh tim
kiém thong tin, tham khao danh gia, dat phong cho dén cic hoat dong tuong tac sau luu trg,
hanh trinh trai nghiém cua khéch hang ngay cang dwgc dinh hinh va chi phdi boi cac diém cham
ky thuat s6. Tuy nhién, v6i vo s6 kénh va cong cu DM hién cé— tix website, t6i wu hoa cong cu tim
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kiém, marketing ndi dung, mang xa hoi, email marketing, dén quang cdo tryc tuyén va quan ly
danh tiéng- cac nha quan ly khach san 5 sao thuong do6i mat voi bai toan kho khan trong viéc
phéan bd nguoén luc mot cach hiéu qua [2]. Mdc du mét sd nghién cttu da tng dung phuwong phap
phén tich Tht bac Mo (Fuzzy Analytic Hierarchy Process — FAHP) trong bdi canh DM, céc
nghién cttu nay chu yéu trién khai ¢ nhitng linh vuc khac nhe nganh cong nghé thuc pham [3],
marketing qudc t€ qua Internet theo moé hinh B2B [4], hodc danh gia — lwa chon cong cu DM &
muc tong quat [5]. Dang chu y, chwa c6 nghién ctru nao dp dung FAHP dé nhéan dién va xép hang
muc d quan trong cta cac yéu t& DM trong bdi canh khach san 5 sao, ddc biét tai thi truong Viét

Nam.

Phuong phép phan tich Tht bac Mo cung cdp mot cach tiép can hé thong va khoa hoc dé
giai quyét van dé nay. B.:ng cach két hop ly thuyét tdp mo voi quy trinh phan tich tht bac
(Analytic Hierarchy Process-AHP), FAHP cho phép xt ly cac danh gia mang tinh cht quan va
khong chac chan tir cdc chuyén gia, tit d6 dua ra mot bang xép hang wu tién cho cac yéu t§ duoc
xem xét. Nghién ctru nay sé mo ta cach thiec tng dung FAHP d€ nhan dién cac yéu t6 cdu thanh
tng dung DM then chét trong linh vuc khéch san 5 sao.

2. Cos6ly thuyét va tdng quan nghién ctru
2.1. Dinh nghia Digital Marketing

DM la mét thuat nglt rong bao ham viéc stt dung cac kénh va cong nghé ky thuat sd dé€ dat
duoc cac muc tiéu marketing [6, 7]. N6 khong chi don thuén 1a quang cdo truc tuyén ma la mot
qué trinh chién lwoc nham quang ba san phdm, dich vy, xay dung thuong hiéu va tuong tac véi
khach hang hién tai cling nhu tiém nang thong qua cac nén tang ky thuat s nhu website, cong cu
tim kiém, mang xa hoi, email va cdc phuong tién ky thuat s6 khac [8, 9]. Charlesworth nhan
manh DM theo cach tiép can thuc t& chia thanh tirng nhém cong cu [10], trong khi Gay & cong
sw xem nd nhw mot phuong phép tiép can lay khach hang lam trung tam [11]. Muc tiéu cia DM
rat da dang, tit viéc tdng nhan dién thuong hiéu, thu hut luu luong truy cép, tao khach hang tiém
nang, thuc day doanh s8, dén viéc xdy dung long trung thanh ctia khach hang va thu thap théng
tin chi tiét vé thi truong [12, 13]. Trong bdi canh hién dai, DM duoc xem la mét thanh phan
khong thé thiéu cua chién luge marketing tong thé [14, 15]. Nhiéu nghién cttu da chi ra tadc dong
dang k&€ cua DM dén hanh vi mua cua nguoi tiéu dung [16, 17], y dinh mua hang [18-22] va sy
hai long cta khach hang [23, 24]. Péc biét trong nganh du lich va khach san, DM doéng vai tro
quan trong trong viéc dinh hinh hanh vi ctia du khéch [25] va quang ba san pham [26-30].

2.2.  Cacyéu td cau thanh tng dung Digital Marketing

Theo Peter & Martina, by cong cu DM bao gom tong cdng 24 cdng cu, dugc phan loai
thanh bay nhom chtic nang dua trén vai tro va ngt canh st dung trong t6 chuc [31]. Cac nhém

cong cu nay khong chi mang tinh doc lap, ma con lién két chit ché véi nhau, hd tro qua trinh
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hoach dinh chién lugc, quan tri trai nghiém khach hang va nang cao hiéu qua quang ba thuong
hiéu. Ba nhom céng cu dau tién bao gom: (1) chién luwoc marketing, (2) quan ly trai nghiém khach
hang va (3) quan tri thwong hiéu. Cac nhém nay dinh hudng chién lugc tong thé va anh huong
truc tiép dén bon nhom con lai la: (4) nén tang, kénh va dinh dang (channels, platforms, and
formats), (5) marketing ndi dung, (6) phan tich va gidm sat va (7) cong nghé marketing bao goém
quan tri quan hé khach hang, marketing ti dong hoéa. Trong moi trieong cac doanh nghiép, Dara
da cung cap mot phan tich thuc tién vé cc cong cu DM thuong xuyén duoc tmg dung bao gom:
Marketing lién két (Affiliate Marketing); Marketing ndi dung; Quang cao tryc tuyén (Display /
Online Advertising); Quang cdo cong cu tim kiém (Search Engine Advertising-SEA); T6i vu hda
cong cu tim kiém (Search Engine Optimization-SEO); Marketing qua mang xa hoi; Marketing lan
truyén (Viral Marketing); Marketing qua website va thiét bi di dong (Website & Mobile
Marketing); Marketing qua thu dién t& [32]. BO cong cu DM hién dai cung cap cho doanh nghiép
mot hé sinh thai marketing da dang, hiéu qua va c6 thé tuy bién theo muc tiéu chién lwgc. Tuy
nhién, mdi cong cu déu mang theo cac giéi han va thach thirc riéng, doi hoi doanh nghiép phai cé
sw hiéu biét, chon loc va két hop linh hoat d€ dat dwoc hiéu qua t6i wu. Viéc lya chon va van
dung dung cong cu khong chi gitip nang cao hiéu suat marketing ma con dong vai tro thiét yéu

trong viéc xay dung thuong hiéu bén virng trong ky nguyén so.

3.  Phuong phap nghién ctru
3.1. Ly thuyét tip mo

Ly thuyét tap mo (Fuzzy Set Theory) do Zadeh & cong su gi6i thidu lan dau nham xt ly suw
khong chéc chdn do @6 mo h6 hoic thiéu chinh xac [33]. Mot tap mo A={(x, pA(x)) IxeX} trong d6
X la mot tap con cua tap s thuc R, dwgc goi la ham thanh vién (membership function), ¢ nhiém
vu gan cho mdi phan t& X mot mic d9 thanh vién trong khoang tir 0 dén 1. Tt khi duoc gidi
thiéu, ly thuyét tap mo da duoc 4p dung rong rai dé giai quyét cac van dé thuec tién, noi ma cac
nha ra quyét dinh can phan tich va xi ly thong tin ¢é tinh mo h6. S6 mo (Fuzzy Numbers) la mot
truong hop ddc biét ctia tdp mo 16i chuan hoa. Tuy vao ting tinh hudng cu thé, c¢é thé skt dung
céc loai s6 mo khac nhau. Trong dd, s6 mo tam giac (Triangular Fuzzy Number- TFN) va s6 mo
hinh thang (Trapezoidal Fuzzy Number) thuong duoc sit dung dé xtt ly tinh mo ho trong danh
gid hiéu suat cua cac phuong an d6i voi tung tiéu chi. Néu hai gid tri trung tam c6 cung gia tri
trong mot s6 mo hinh thang thi s6 mo d6 trd thanh TEN. Diéu nay c6 nghia, TFN la mot truong
hop ddc biét ctia s6 mo hinh thang. Do tinh truc quan va hiéu qua tinh toan cao, TFN la ham
thanh vién dugc st dung rong rai nhat trong nhiéu tng dung. TFN thuong duwgc dung d€ biéu
dién sy mo ho ctia cac tham s8 trong qua trinh ra quyét dinh. P& phan anh sy khong chéc chan
ma cac nha ra quyét dinh gdp phai khi thuc hién so sanh cap d6i, TEN duoc biéu dién dwéi dang
khoang gia tri thay vi s6 chinh xac. Mot s6 mo tam giac, dwoc ky hiéu la: A= (1,m,u), trong do: 11a

gia tri nho nhat (lower bound) c6 thé xay ra; m la gia tri trung tdm (mean value), thé hién mic do
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tin cdy cao nhat va u la gia tri 1on nhat (upper bound) c6 thé xay ra, dong thoi ham thanh vién
ctia TEN duoc dinh nghia theo cong thire 1 [33].

Dt liéu tir bang khao sat ¢6 thé duoc biéu thi bf“mg A(x) = (I, m,u), véi ham thanh vién

(0, x<l1
I;%ll, l<x<m
—m’ m<x<u
0, x>u

Tat ca chitc nang pj(,) c6 thé duoc minh hoa bang d6 thi ctia ham thanh vién nhu hinh 1.
f
Hi(x)

1

v

0 a, m u
Hinh 1. Him thanh vién cta s6 mo tam giac
Ngu6n: Zadeh & cdng su [33]

Khi I=m=u, s6 mo tam gidc tré thanh mot s6 khong mo (crisp number). Bo ba gia tri (L m,u)
6 thé duoc st dung d€ mo ta mot sy kién mo.

3.2. Cac phép toan trén s6 mo tam giac

Xét hai s6 mo tam giac A1 va As, duoc dinh nghia nhw sau: A1 = (I,mi,u1) va Az= (I, mz,u2),
cac phép toan co ban trén TFN duoc xac dinh nhw sau:

1. Phép cdng hai s6 mo
A1 A= (I, mitma, urtuz) )
2. Phép nhéan hai s mo
A1®As= (lilz, mims, uiuz) 3)
choli>0, mi>0,ui>0,i=1,2
3. Phép chia hai s6 mo
A1Q A= (Iifuz, mi/ma, ui/l2) (4)

choli>0, mi>0,ui>0,i=1,2
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4. Phép nghich dao ctia s6 mo
Avl= (1/us, 1/m, 1/11) (5)
cho I:> 0, m1> 0, u: >0

Nhiing phép toan trén gitip xtt ly cc s6 mo tam gidc trong cac phuwong phép ra quyét dinh

nhu FAHP, gitip biéu dién sy mo ho trong danh gia va so sanh cip ddi giita cac tiéu chi.
3.3. Phwong phap FAHP

Mot ma tran so sanh cap d6i mo duoc xay dung nhu sau:

a;; Qi v Qg

. a i e d

A=t G ©
An1 Qpz = Qpp

Trong d6: & = (lj, mij, us) la gia tri so sanh mo ctia tiéu chi i so vdi tiéu chij.
Trong s8 mo ctia mdi tiéu chi duoc tinh theo cong thiec:
1

7= ([T ;)™ Vi=123,..,n 7)

. = + n  &=3y-1

W =7 x (Zi, ) 8)
Trong do6: #; la trung binh hinh hoc ctia gia trj so sinh mo cua tiéu chi i so voi tat ca cac tiéu

chi khéc. W; 1a trong s6 mo cua tiéu chi thir i.

Sau khi tinh toan, vector trong s6 mo duoc biéu dién duwéi dang;:

[(Wiu—Wil)+(Wim—Wi

3

Cac budc thuc hién phuong phap FAHP

Buéc 1: Xdy dwng cdu triic phan cdp ciia hé thong chi s6’

Heé thong chi sd duoc thiét 1ap dua trén viéc xac dinh day du cac yéu t6 chinh va cac yéu t6
phu (néu co) cb lién quan tryc tiép dén van dé nghién ctu. Trén co s& dd, cau trac phan cap
(hierarchical structure) duoc hinh thanh dé lam nén tang cho qud trinh so sanh cdp doi trong
FAHP. Theo ly thuyét AHP/FAHP, néu tong s6 yéu t6 trong cung mdt cap la n, thi s6 cdp yéu to
can duoc so sanh sé dugc xac dinh theo cong thirc: n*(n-1)/2

Cdng thitc nay phan énh s8 luong phép so sanh cip do6i gitta cac yéu t6 nham xac dinh
murc d wu tién twong ddi gitra chung. Vi du, trong nghién ctru nay, hé théng bao goém 7 yéu to
chinh, vi vay s6 cdp so sanh can thuc hién 1a 21.

Cac phép so sanh nay duoc bidu dién dudi dang mot ma tran so sanh yéu t§ (criteria

comparison matrix) kich thudc 7 x 7, trong &6 duong chéo chinh c6 gi trj bang 1 va gia tri nghich

68



jos.hueuni.edu.vn Tap 135, S6 5A, 2026

dao duoc st dung cho cac quan hé so sanh nguwoc lai. V6i 13 chuyén gia tham gia phong van truc
ti€p, nghién cttu thu duoc 13 ma trén so sanh cdp do6i, la can ct dé€ tong hop va xay dung ma tran
so sanh chung theo phwong phap FAHP. Céach tiép can nay phu hop véi khuyén nghi cua
Mosusavi Zadeh, Mir & Jaani, khi cho rang s6 lwong ma tran can thu thap phai twong tng véi s&
chuyén gia tham gia danh gia [34].

Bueéc 2: Thanh lgp nhém ra quyét dinh

Mot nhém chuyén gia dwgc thanh 1ap, bao gom cac chuyén gia ¢ kinh nghiém trong linh
vuc nghién ctu. Céc chuyén gia nay s€ chiu trdch nhiém xac dinh mic d quan trong tuwong doi
cua ting yéu to.

Nhiing nguoi tham gia nghién cttu ¢é kién thirc va kinh nghiém siu réng trong cac linh
vire vé marketing du lich tai Hué. Cac chuyén gia gom 11 giam d6c, treong phong marketing dai
dién 11 don vi khach san, resort 5 sao tai Hué va 2 agency cung cdp dich vu vé DM uy tin duoc
lya chon va mé ta & bang 2 dua trén kha nédng dua ra quan diém hiéu biét vé chu dé nghién ctru.

Bang 1. M6 ta vé cac chuyén gia tham gia phong vin

Déi tugng S6 lugng Kinh nghiém va vai tro

Hon 10 nam kinh nghiém trong linh viec kinh
Giam déc, truong phong doanh dich vy luu tri
Markting khach san 5 11

o Hon 6 nam kinh nghiém & vi tri quan ly
sao tai Hué

Hoc van: Ctt nhan, Thac si

Agency cung Cé’p dich Trinh d6 cta quén 1}7

vu vé DM Hon 6 nam kinh nghiém trong nganh Marketing

Nguon: Két qua khao sat 2025

Trong nghién cttu nay, dit liéu duoc thu thap thong qua phong van truc ti€p voi 13 chuyén
gia trong linh viee DM va quan tri khéch san 5 sao. Cac budi phong van dwgc thuc hién riéng 1é
theo hinh thitc trao d8i truc tiép (face-to-face) nham dam bao thu thap thong tin day du, lam 1o
céc danh gia chuyén mon va tranh anh hudng 1an nhau gitta cc chuyén gia. Trén co so bd tiéu
chi da xac lap, cac chuyén gia dua ra danh gia thong qua viéc thuc hién so sanh cdp doi gitta cac
tiéu chi va tiéu chi phuy, va két qua dugc stt dung dé€ xay dung ma tran so sanh phuc vu phan tich
FAHP.

Buwoc 3: Xdc dinh bién ngdn ngit va thang do mo

Cac chuyén gia tién hanh so sanh cdp doi gitta cac yéu td theo mirc dd quan trong hoac
muc do vu tién. Qua trinh so sanh nay cé thé dugc thuc hién thong qua bang cau hdi, trong doé

bién ngdn ngr duoc str dung dé€ dién ta maic do wu tién gitra hai yéu to.
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Theo Zadeh & cong su, mot bién ngdn ngit (linguistic variable) 1a mot bién ma gia tri ctia
né o6 thé la tir hodc cum tir trong mot ngdén ngtr tw nhién hodc nhan tao [33]. Trong nghién ctru
nay, cac s6 mo tam gidc TFN duwoc st dung dé bidu dién so sénh cgp doi cta cac chuyén gia, véi
cac muc danh gia dwgc dé xuat boi Kahraman [35] va dwgc st dung d€ chuyén déi gia tri ngon

ngit thanh thang do mo nhu sau:

Bang 2. Thang do tim quan trong ctia phan tich FAHP

Thang do ngdn ngit S6 mo tam giac S6 mo nghich dao
Quan trong nhw nhau (EI) (1,1, 1) 1,1, 1)
ft quan trong hon (WI) 1,3,5) (1/5,1/3, 1)
Quan trong trung binh (FI) (3,5,7) (1/7,1/5,1/3)
Rét quan trong (SI) (5,7,9) (1/9,1/7,1/5)
Tuyét doi quan trong (AI) (7,9,11) (1/11, 1/9, 1/7)

Nguo6n: Kahraman [35]
Buwoc 4: Xdy dwng ma trgn so sanh cdp doi mo

Ma tran so sanh cap d6i mo A dwoc xay dung nhu sau: A= {a), trong d6 ai=(li,mi,ui) 1a s6
mo tam giac biéu thi tdm quan trong cua yéu td i so v6i yéu t6 j. Vi du: Néu mot chuyén gia danh
gid yéu td i quan trong hon yéu t6 j & muc rat quan trong, thi gid tri so sanh c6 thé la: ai=(5,7,9).

Néu yéu t6 j quan trong hon yéu td i, gia tri so sanh sé la: ai=(1/9,1/7,1/5).

Nhu trong AHP/FAHP truyén théng, ma tran cho mot chuyén gia c6 dang;:

£(1) NG)
1 a; - aj
i NG) <M
A0 =321 1 T (10)
N T
anl anZ o 1

Tuy nhién, do nghién cttu ¢6 k = 13 chuyén gia, can tong hop cdc ma tran nay thanh mot
ma tran duy nhét. Theo phuong phap duoc trinh bay béi Hsu & Huang [36], phén tr cia ma tran
tong hop dugc tinh bang trung binh nhan mo. Do d6, ma tran so sanh tong hop ctia 13 chuyén

gia c6 dang:

U dy o
i=|% 1T G an
an1 anz 1
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Buéc 5: Gidi mo va tinh chi s6' nhit quin (Consistency Index- CI) va ty s6' nhdt qudin (Consistency
ratio-CR)

bé dam bao chat lwong ctia qua trinh ra quyét dinh, can kiém tra mic dd nhat quan cta
ma tran so sanh. Saaty da dé xudt chi s& nhat quan dé€ do luong tinh nhat quan cua ma tran. Chi
s0 nay giup danh gia mirc do chat ché gitta cac danh gia so sanh cap doi [37].

Dé kiém tra nhat quan, can chuyén d6i ma tran so sainh mo thanh ma tran so sanh cdp xac
dinh (crisp matrix). Giai mo (defuzzification) 1a qua trinh chuyén déi mot s6 mo thanh mot so rd.
Trong nghién cttu nay, phuong phép trong tam dién tich (Center of Area- COA) dwoc ap dung dé
xac dinh trong tam dién tich cua mdt tdp s6 mo va chuyén doi thanh gid tri rd twong ung.
Phuong trinh (12) thé hién ky thuat COA, duoc sit dung dé€ tinh gia tri hiéu suat t6t nhat khong
mo (Best Nonfuzzy Performance- BNP).

BNP = [(Uwi_Lwi)‘;(Mwi_Lwi)] + Ly, (12)
Tinh chi s6 nhat quan CI:

Amax
cr= fne (13)

v&i Amax la gid tri riéng 16n nhat ctia ma tran so sanh va n la s6 luwgng tiéu chi.
1
Amax = ;Z? = 1(AW)L /Wi (14)

Tinh ty s6 nhat quan CR

CR = CcI

(15)

RI(y)
trong d6, Rlw la chi s6 ngau nhién phu thudc vao s6 tiéu chi n

Bang 3. Chi s6 ngiu nhién twong tng vdi s6 lwegng nhan t6

N 3 4 5 6 7 8 9

Rl(n) 0,58 0,90 1,12 1,24 1,32 1,41 1,45

Nguon: Saaty [37]

Néu CR 0,1, ma tran dugc xem la hop 1é. Néu khong, chuyén gia can danh gid lai.

4. Két qua va thao luan

Dua trén két qua phan tich tong quan tai liéu vé DM va két qua khao sat thuc tién trién
khai ting dung DM tai cac co so khéch san 5 sao trén dia ban thanh phd Hué, nhom téc gia tong

hop céc yéu t6, hoat ddng cdu thanh ting dung DM nhu sau:
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Bang 4. Tong hop cac yéu t6 ciu thanh tng dung Digital Marketing trong cac khéach san 5 sao

Danh muc yéu to Mo ta chi tiét hé Nguoén
0a
- N Se anh hwong cta cac danh gia, binh luan truc
Truyén miéng . . , PR .
true tuvé tuyén tit nhitng du khach khac dén viéc thu thap C1  [17, 38, 39]
riec tuyén
) 4 thong tin va ra quyét dinh lwa chon khach san.
. Sy hap dan, hitu ich ctia ndéi dung va kha nang
Marketing qua ) N . A s ,
o teong tac trén cdc kénh mang xa hoi cta khach san C2 [17, 40, 41]
mang xa hoi - . . .
dé€ cung cap thong tin va ho tro viéc ra quyét dinh.
Viéc cung cap thong tin chi tiét, dwoc ca nhan hdéa
Email marketing va co gia tri qua email nh3m thu hat sit quan tam va C3 [21, 22, 26]
hting tha cta khach hang.
. . Sw day du, chinh xac, phu hop va nhanh chéng cta
Marketing  trén R e . . . ,
R N thong tin vé khach san khi dwoc tim kiém qua cac  C4  [19, 21, 42]
cong cu tim kiém R
cong cu nhu Google.
Tinh day du, hitu ich cta thong tin va s dé dang,
Website cia co s¢ nhanh chéng khi tra ctu, tim kiém trén website  C5  [19, 42, 43]
chinh thitc cta khach san.
Su phu hop, dé tiép can va anh hudng tich cuc cta
Quang cdo hién P ) .P, P . & R [26, 42]
thi cac quang cao triec tuyén (banner, pop-up) dénnhan  C6
i
' thirc ctia khach hang vé khach san.
) .. Gia tri thong tin, kha nang lién két da kénh va vai
Marketing ndi . . R R ,
tro tao dung nhan thitc vé khach san thong qua cac c7 [21, 26]

dung

ndi dung truyén théng, quang cao.

Nguon: Téng hop ctia nhém tac gia

Giai doan dau tién la xac dinh trong sd quan trong cua cac tiéu chi lién quan dén DM cta

cac khach san 5 sao thong qua bang hoi AHP véi su tham gia ctua 13 chuyén gia. Tiép theo tinh

toan tdm quan trong ctia cac yéu td thanh phan va tht hang mo cua chiang. Ma tran so sanh cdp

ddi dugc tong hop bang phrong phap trung binh theo dé xuat ctia Buckley dé tinh todn cac phan

t trong ma tran so sanh cdp do6i. Cac chuyén gia da dwa ra thi tu vu tién ctia ho thong qua bang

cau hoi va cac phan hoi nay duoc chuyén déi tir thang do ngdn ngit sang s mo twong ting [44].

Budc tiép theo la tinh todn trung binh nhan mo (fuzzy multiplier average) va trong s6 mo

(fuzzy weights) cho céc tiéu chi. Cong thitc (7) va (8) thé hién cach tinh chi s8 7 va W;. Lay tiéu
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chi C1 lam vi du:

r(Ci) = (1+0.4+0.4+0.8+1.1+0.9+1.1, 1+0.4+0.4+1.0+1.4+1.1+1 .4, 1+0.6+0.6+1.1+1.7+1.4+1.7) =

(5.7, 6.7,8.1)

W(C) = (5.7*0.0138, 6.7*0.0168, 8.1*0.0201) = (0.079, 0.113, 0.163)

Bang cach ap dung phuong phap COA nhu duoc trinh bay trong phurong trinh (12), nhém

tac gia tinh gid tri trung binh mo (fuzzy mean), trong s6 mo va chi s6 BNP cua tiing tiéu chi cu

thé nhu dugc thé hién trong Bang 5.

Bang 5. Trong s6 mo va twong dwong ctia cic yéu t6 cdu thanh tng dung Digital

Marketing trong cac khach san 5 sao

C1 Cc2 C3 c4 C5 C6 c7

(1,1,1) (04,04,0.6) (04,04,06) (0.81.0,1.1) (11,1417 (09, 1.1,14) (11,14, 17)
0.9,1.1,1.4) (1,1,1) (1.9,23,27) (09,1.0,1.3) (3.0,3.7,44) (1.1,1.6,2.0) (19,23, 2.6)
(0.7,0.8,0.9) (0.3,0.4, 0.5) 1,1,1) (1.0,12,14) (04,0.6,0.8) (0.9, 1.1,1.3) (0.8,1.0,1.2)
(14,1.7,1.9) (0.7,09,1.1) (1.8,2.3,2.8) (1,1,1) (0.7,0.8,09) (2.4,2.9,33) (1.8 24,2.9)
(0.5,0.6,0.7) (0.4,0.4,05) (0.3,0.4,05) (0.6,0.7,0.9) (1,1,1) (0.7,09,1.1) (L1,1.3,1.6)
0.3,03,04) (0.9,1.1,14) (05,0.6,09) (0.7,09,1.1) (2.8 3.5 42) 1,1,1) (2.3,2.8,35)
(11,13,15) (1.2,14,17) (0.2,03,03) (0.6,0.7,09) (0.2,0.3,04) (10,12, 1.5) 1,1,1)

Nguon: Két qua khao sat 2025 va tinh toan cua tac gia

Hé s6 nhat quan duoc tinh theo cac phuong trinh (12), (13) va (14), v6i két qua nhu sau: A =
8,71, CI=0,1. V6in=7 thi Rl =1,32, do d6 CR = CI/RI = 0,076 (<0,1), diéu nay dam bao tinh nhat
quéan cta dit liéu va tinh ngau nhién hop 1é theo khuyén nghi ctia Saaty [37]. Sau khi tinh trong s&
mo, gia tri hiéu suat t6t nhat khong mo (BNP) va trung binh nhan hinh hoc (GM) cta tung yéu
t6, nhom tac gia thu dugc bang xép hang cac yéu t6 nhu thé hién tai Bang 6, 7.

Két qua trinh bay trong Bang 6 chi ra sy khac biét dang k& vé miic dd quan trong gitra cac
thanh phéan caa DM. Cu thé, marketing qua mang xa hoi (22,2%) noi bat véi vai tro chi phdi, phan
anh anh huéng manh mé ctia cac nén tang truee tuyén dong va moi truong web 2.0 trong viéc tiép
can va dinh hinh hanh vi khach hang. Tam quan trong nay da duoc chiing minh thyc nghiém
trong nhiéu nghién ctu truede day [17, 21, 22, 40-42], ciing nhw duoc xac nhan qua cac tdng quan
hé théng va phan tich xu hudéng [45, 46]. Theo sau la marketing trén cong cu tim kiém (20,5%),
duwoc xem 1a kénh trong yé&u trong viéc nang cao kha nang nhan dién va hd trg khach hang tim
kiém thong tin chinh xac vé doanh nghiép. Vai tro nay da duoc nhdn manh trong cac cong trinh
cua Dastane va Otopah & cdng su ciing nhw Oka & Subadra [19, 22, 42]. Hai yéu t0 nay cong lai
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chiém hon 40% tong trong s6, qua d6 khang dinh vi thé trung tim ctia chiing trong viéc hinh

thanh va duy tri chién lwgc DM hiéu qua.

Bang 6. Ma tran gidi mo cic yéu td cdu thanh tng dung Digital Marketing trong cac khach san

5 sao
Tiéu chi r(l, m, u) w (I, m, u) BNP
C1 (5.7,6.7,8.1) (0,079; 0,113; 0,163) 0,118
C2 (10.7, 13.0, 15.4) (0,148; 0,218; 0,310) 0,225
C3 (5.1,6.1,7.1) (0,070; 0,102; 0,143) 0,105
C4 (9.8,12.0, 15.9) (0,135; 0,202; 0,320) 0,219
C5 (4.6,5.3,6.3) (0,063; 0,089; 0,127) 0,093
Cé6 (8.5,10.2, 12.5) (0,117; 0,171; 0,251) 0,180
C7 (5.3,6.2,7.3) (0,073; 0,104; 0,147) 0,108

Nguon: Két qua khao sat 2025 va tinh toan cua tac gia

Trong khi d6, quang cao hién thi (14,5%) va truyén miéng truec tuyén (11,6%) dugc xép &

nhom trung gian, thé hién vai tro bo tro trong viéc gia ting kha nang lan toéa va do nhan dién

thuwong hiéu. Nguoc lai, cadc kénh mang tinh truyén thong hon nhuw email marketing (11,1%),

marketing noi dung (10,3%) va ddc biét la website doanh nghiép (9,8%) cé trong s6 thap hon,

phan anh anh hudéng han ché trong bdi canh hanh vi tiéu dung ngay cang dich chuyén sang céc

kénh s6 hoa mang tinh twong tac cao. Nhitng phat hién nay goi mé ham y quan tri quan trong:

cac doanh nghiép can wu tién phan b6 ngudn lyc cho cac kénh mang xa hoi va tim kiém truc

tuyén, dong thoi duy tri nhiing kénh bd trg d€ dam bao tinh déng bd va bén viing ctia hé sinh

thai DM.

Bang 7. Xép hang cac yéu t6 cdu thanh tng dung Digital Marketing trong cic khach san 5 sao

Tiéu chi BNP GM w Tylé (%) Xép hang
Truyén miéng truc tuyén 0,118 0,865 0,116 11,6 4
Marketing qua mang xa hoi 0,225 1,657 0,222 22,2 1
Email marketing 0,105 0,825 0,111 11,1 6
Marketing trén cong cu tim ki€m 0,219 1,532 0,205 20,5 2
Website ctia co s& 0,093 0,730 0.098 9,8 7
Quang cao hién thi 0,180 1,083 0,145 14,5 3
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Marketing néi dung 0,108 0,771 0,103 10,3 5

Nguon: Két qua khao sat 2025 va tinh toan cua tac gia

5. Kétluan

Nghién ctru nay da ting dung phuwong phap phén tich thit baic mo FAHP dé€ danh gia muc
dd quan trong cta cac yéu t6 DM trong linh vuc khéch san 5 sao. Két qua cho thay cé sy phan
hoéa ro rét gitta cac kénh. Marketing qua mang xa hoi va marketing trén cong cu tim kiém ndi bat
la hai yéu t6 trong yéu, gitt vai tro then chot trong viéc thu hut khach hang va xay dung thuong
hiéu trong boi canh s6 hdéa. Pay la nhiing cong cu phan anh xu hudng tiéu dung hién dai, khi

khach hang chi yéu tim ki€m thong tin va tuong tac thong qua cac nén tang triee tuyén dong.

Bén canh d6, quang cdo hién thi va truyén miéng truc tuyén duoc xac dinh la cac yéu té bd
tro, gitp mo rong pham vi ti€p can va gia ting nhan dién thuong hiéu. Email marketing va
marketing ndi dung, mdc du von dwgc danh gia cao vé kha nang ca nhan hoa va duy tri tuong
tac, lai 6 trong s6 thdp hon trong két qua khao sat. Diéu nay cho thay cac chuyén gia xem ching
cht yéu la cong cu nudi dudng va gitt chan khach hang hon la kénh chinh d&€ mo rong phan khc
khach hang mdi. Website chinh thite ctia khach san ciing duoc xép hang thidp hon, phan énh vai
tro hd tro thay vi trung tam trong hé sinh thai DM.

Nhitng phét hién nay mang lai ddng gop & ca phuong dién ly thuyét va thuc tién. Vé hoc
thuat, nghién cttu khang dinh tinh phtt hop ctia FAHP trong xt ly su mo ho ctia danh gia chuyén
gia va trong xac dinh muc dd quan trong twong doi gitra cac thanh phan cia DM. Day la mot
déng gop phuong phap ludn quan trong, boi viéc xac dinh trong sd cac yéu t6 DM c6 thé duoc
xem nhw nén tang d€ phat trién cac nghién ctu thuc nghiém tiép theo. Dac biét, cac trong s nay
c6 thé duwoc tich hop vao md hinh IPMA (Importance-Performance Matrix Analysis) nham danh
gia dong thoi ca tam quan trong va mtc d6 thuc thi cta ting thanh phan DM trong hoat dong
kinh doanh khach san. Sy két hop FAHP-IPMA khong chi gia ting tinh tng dung cua két qua
nghién cttu ma con cung cap cho cac nha quan ly khach san nhitng goi y chién luoc cu thé va truc

quan hon trong viéc t6i wu héa ngudn luc DM.

Tuy nhién, nghién ctru van ton tai mot s han ché. Pham vi khao sat chu yéu tap trung tai
cac khach san 5 sao & Hu€, do d6 cac nghién cttu tiép theo nén mo rong vé mat dia ly, so sanh
gitra cac phan khtc luu tra khac nhau, dong thoi két hop thém cac phwong phap dinh lugng dé€

mang lai cai nhin toan dién hon vé hiéu qua cta cac hoat dong DM.

LOI CAM ON

Nghién ctru nay duoc tai tro mot phan boi Dé tai khoa hoc va cong nghé cap Pai hoc Hué, ma s6

DHH2024-06-139, va la mot phan két qua nghién ctru ctia luén an tién si cua tac gia.
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