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T6ém tat - Trén co s& nghién ciru tinh hinh Gng dung marketing
béng thw dién t tai cac khach san trén dia ban TP. Hué dwoc thuc
hién dwa trén két qua diéu tra va thu thap sé liéu tir 96 khach san
(1-5 sao), két qua chi ra rang marketing bang thw dién t&r cla cac
khach san van chi dirng lai & mirc d6 (ng dung co' ban va chua
tan dung cac tinh nang wu viét trong viéc nang cao ty Ié dat phong
va phan héi ciia khach hang. Diéu nay xuét phat tr bén trong khach
san la trinh d nhan vién, ngan sach va co s& ha tang; va bén
ngoal 1& céc yéu té tam ly ctia khach hang. Ter d6, ham y quan ly
va phat trién marketing bang thw dién t& cta cac khach san phai
nhan thirc dwgrc tAm quan trong cla hinh thirc nay; nang cip co
s& ha tAng va cai thién trinh d6 nhan lyc.

Tl khoa - marketing béng thw dién tt, khach san, thanh phd Hué,
du lich, tryc tuyén.

1. Pit van dé

Mang trong minh nhiéu danh lam thing canh, Thira
Thién Hué tur lau da dugc xem la mot trong nhing trung
tam du lich ndi tiéng bat nhat cta ca nude. Piéu nay duoc
thé hién qua nhiing con sé thong ké phan anh lugng khach
du lich dén tham quan noi nay ting qua timg nim, nim sau
cao hon nam trudc, vi du téng sé khach dén Hué nam 2012
ting 5.5% so voi nam 2011[1]. Lugng du khach ting kéo
theo su phéat trién nhanh caa mot sé loai hinh kinh doanh
du lich trong d6 hoat dong kinh doanh khach san, nha hang
¢6 su thay doi rd nét nhat. Tinh dén nam 2012, toan tinh da
€6 536 co s¢ luu tra vai 9.709 phong; riéng dia ban thanh
phd Hué (TP. Hué) da c6 96 khach san tir 1 sao tro 18n véi
t6ng sb phong 1én dén hon 4.504 phong chiém gan 98%
trong tong s6 khach san tir 1-5 sao trén dia ban tinh [1].

Tuy nhién, @8 thu hat hon nita du khach dén luu tra, cac
khéch san khong thé chi dya trén “hizu xa tw nhién hwong”
ma phai tang cuong hon nira cac bién phdp quang céo va
marketing. V6i sy phét trién nhanh chéng va tham nhap
manh m& vao moi ngd ngach doi séng xa hoi cua cong nghé
thdng tin (CNTT) nhu hién nay, marketing bang thu dién
tor da va dang néi 1én nhu mot hinh thuc marketing hiéu
qua nhat vé chi phi, tién lgi, don gian [2] va quan tri mdi
quan h¢ khach hang [3]. Mot nghién ctu cua Ellis-
Chadwick (2012) [4] vé marketing bang thu dién tur da chi
ra rang day la mot kénh marketing truyén thong rat higu
qua va co chi s6 thu héi vén dau tu (ROI) cao gap nhiéu
lan so véi cac hinh thirc marketing truyén thong.

Véi nhitng loi ich d6, marketing bang thu dién tur thuc
su la mot phuong tién hiéu qua phuc vu cho viéc
kinh doanh cua bat ky doanh nghiép du lich nao, bao gom
ca céc khach san & TP. Hué. Mic du c6 kha nhiéu nghién

Abstract - Based on the investigation into of the application of
marketing via email at hotels in Hue city conducted through surveys
with data collected from 96 hotels (ranging from 1 to 5 stars), this paper
indicates that email-marketing application of Hue’s hotels still remains
at the basic level and fails to take advantage of the preeminent features
in enhancing the reservation rate and customers’ feedback. The
intrinsic reasons for this include the limitations of staff's professional
ability, budget and infrastructure; the extrinsic reasons are the
customers’ psychological factors. From those, the implications for hotel
management and development via email marketing are to raise the
awareness of the importance of this approach in upgrading
infrastructure and improving manpower’s skills.
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ctru khac nhau lién quan dén hinh thie marketing bang thu
dién tir, tuy nhién chua c6 mot nghién ciru nao xem xét dén
tiém niing va loi ich ciia né mot cach cu thé trong linh vyc
du lich, dac biét 1a trong khach san. Chinh vi vay, nghién
ctru ndy mong mudn gép phan tim hiéu mic do tng dung
marketing bang thu dién tir cua cac khach san trén dia ban
TP. Hué va loi ich thuc t& ma n6 dem lai c6 ty Ié thuan véi
mong doi cia cac doanh nghiép. Bé dat duoc cac két qua
trén, nghién ctru dat ra cac myc tiéu sau:

- Nghién ctru céc tiéu chi caa marketing bang thu dién t;

- Khao séat va phén tich tinh hinh tng dung marketing
bang thu dién tir cua cac khéch san & TP. Hué;

- P& xuit mot sb giai phap nham nang cao hiéu qua sir
dung marketing bang thu dién tir cua cac khach san ¢ TP.
Hué, nham nang cao hi¢u qua hoat dong kinh doanh.

Dé hoan thanh duoc cac muc tiéu d6, nghién ctru trong
bai viét ndy huéng dén dbi tuong diéu tra 1a cac khéach san
1 sao tro 1én (boi theo két qua diéu tra thir, cac khach san
tir 1 sao tro 1én mai c6 teng dung CNTT vao kinh doanh,
quan ly) trén dia ban TP. Hué ddi véi hinh thirc marketing
bang thu dién tir (d6i twong nghién ctru) ma ho da, dang va
s& st dung. Chang tdi thuc hién diéu tra 96 khach san trén
tong s6 99 khach san tir 1 sao tro 1én ¢ TP. Hué. Viéc diéu
tra dwoc thuc hién truc tuyén, bang hoi sau khi duoc bién
soan s& dugc gui dén dia chi thu dién tur cua cac khach san
(trung binh 1 phleu/ khéch san). Bén canh d6, phuong phap
phong van tryc tlep va goi dién thoai ciing duoc st dung
nham thu duoc y kién ddi véi trudng hop nhitng khach san
khong c6 phan hdi truc tuyén. Véi s6 phiéu hop 1¢ 94 (trén
tong sé 96 thu vé), ching toi tién hanh phan tich va xt Iy
s6 liéu thong qua phuong phap théng ké mé ta (tan suat,
phén tram va gia tri trung binh).
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2. Tong quan vé marketing bing thw dién tir

Marketing bang thu dién tt 14 viéc sir dung phan mém
thu dién tir dé gui théng tin mang tinh thuong mai dén
ngudi nhan nham thyc hién viéc mua bén hoic hoat dong
nhy mét hinh thac quan Iy mdi quan hé khach hang
(Customer Retention Management). Tuy nhién, marketing
bang thu dién tir nén dugc xem xét ki cang hon dudi goc
d6 “la hinh thizc marketing dién tir hoat déng dua trén sir
cho phép truc tié'p (dang ky nhan thw dién tr) hodce dwoc
goi ¥ (mua mét san pham tir mét trang web) tir phia ngueoi
nhdn dé cac nha marketing c6 thé guri thong diép marketing
dén ho” (Jenkins, 2009) [2].

Nhu vay, cum tir "si cho phép" dong vai tro cuc ki quan
trong dbi vai cac nha marketing bai n6 cé thé gidp phéan
biét thu dién tir cua doanh nghiép 1a mot thu dién ti hop
phap chir khdng phai 1a thu rac (Spam).

Hién nay, marketing bang thu dién tir dang ngay cang
dugc céng nhan nhu mot cong cu marketing truc tuyén hiéu
qua trén toan thé gigi. Forrester (Niall, 2000) [5] cho rang
day 1a mot trong nhitng cong cu marketing truc tuyén hiéu
qua nhat boi ty 1& phan hdi cao tir khach hang va du kién
né c6 thé mang lai loi nhuan 5 ty d6 vao nam 2004. Trong
khi d6, eMarketer (2000) [6] u6c tinh ring 61% céc cong
ty truyén thong vira va lon caa My sir dung marketing bang
thu dién tor mot cach thuong xuyén. Jupiter (Pastore, 2001)
[7] ciing du doan rang chi tiéu danh cho cac hoat dong
marketing truc tuyén nhu phiéu giam gia, khuyén mai va
thu dién tir s€ vuot qua quang cao trén Internet (quang céo
biéu ngit, thong qua céc trung gian, da phwong tién,...).

S& di marketing bang thu dién tir ¢d thé phat trién manh
mé nhu vay la do nhiing loi ich va hiéu qua ma né mang
lai. Jackson va DeCormier (1999) [8] nhan thdy rang thu
dién tir cho phép cac nha marketing xay dung méi quan hé
va tuong tac véi khach hang mot céch hiéu qua. Ngoai ra,
né con 1a mot hinh thic ¢6 thé dugc muc tiéu héa va theo
ddi mot cach dé dang (Wreden, 1999, p3) [9]. Thém vao
d6, marketing bang thu dién tir rat tiét kiém chi phi; thoi
gian quay vong ngan (turnaround) (thoi gian dé chuan b,
giri tin nhan va nhan dugc tra 1oi tir khach hang); ty 1é phan
hoi va mic d¢ tiy chinh cao (Stone, 1996) [10].

Tuy nhién, mét trong nhiing thach thirc 16n nhat caa
marketing bang thu dién tir hién nay 1a thu rac (spam).
Jupiter Communications (2000) [11] wéc tinh rang mot

ngudi My trung binh s& nhan dwoc 1én dén 1.600 thu dién
tr khdng mong mudn mdi nam. Do d6, dé tranh bi xem la
thu rac, cac doanh nghiép, bao gém ca cac khach san nén
gidi han s lwong thu dién tir (Wreden, 1999; Wright va
Bolfing, 2001) [9, 12] va ddng thoi phai nhan dwoc su cho
phép cua ngudi nhan.

O nudc ta hién nay, theo két qua khao sat ciia By Cong
Thuong nam 2008 [13], 14 doanh nghiép kinh doanh trong
linh vyc dich vu du lich tham gia cudc khao sat trén déu tra
161 ¢6 thu thap thdng tin c& nhan caa khach hang va 100%
déu c6 thong bao trudc viéc sir dung thong tin ca nhan do.
Mic du vay, ty 1é cac doanh nghiép du lich ¢6 co ché giai
quyét tranh chap, khiéu nai cua khach hang lién quan dén
viéc sir dung thong tin c& nhan con rat thip, méi chi chiém
7%. Ngoai ra, mot thyc té cho thay ring, mic dii nudc ta
da c6 Nghi dinh 90 [14] vé phong chéng thu rac, nhung
Viét Nam van 1a quéc gia Xep thir 6 trén thé gioi vé nan
phat tan thu rac. Vay, 1am thé nao dé cac doanh nghiép du
lich néi chung va céc khach san trén dia ban thanh phé Hué
ndi riéng co thé vuot qua nhitng rao can ndi trén dé tng
dung thanh cong marketing bang thu dién tir chinh la muc
tiéu ctia nghién ciru nay.

3. Noi dung va két qua nghién ctru
3.1. Ddnh gida mirc dp quan trong ciia cdc hinh thirc marketing

Nhin chung, c&c hinh thirc marketing dugc cac khach
san & TP. Hué danh gia khé cao, tuy nhién cac hinh thirc
marketing truyén thong van duoc dénh gia quan trong hon
s0 vai cac hinh thie dién tir (3.62 va 3.41). Diéu nay la do
céc hinh thirc marketing truyén thong da kha quen thudc va
dugc st dung rong rai trong cac khach san, trong khi d6
cac hinh thirc marketing dién tir lai con khd méi mé va doi
hoi co s¢ ha ting va doi ngil nhan vién CNTT day du va cd
nang luyc chuyén mén cao. Ngoai ra, mét trong nhiing
nguyén nhan anh huong dén viéc ing dung céc hinh thirc
marketing dién tir cua cac khach san ¢ TP. Hué 1a mirc do
hiéu biét cting nhu nhan thirc vé tam quan trong va loi ich
ma ching dem lai con kha han ché. Dién hinh nhu c6 94
khéch san tir 1 sao tré 1én nhung mot s6 khach san khong
c6 website, dién dan riéng (thong qua diéu tra phong van
truc tiép)... Didu nay c6 thé gay anh huong dén két qua
hoat dong kinh doanh cua khach san bgi lugng khach dat
phong truc tuyén théng qua cac hinh thie dién tir (website,
mang xa hoi, thu dién tir...) hién nay twong dbi lon.

Bdng 1: Danh gia mirc dé quan trong cia cdc hinh thirc marketing

o Thang diém (%) Gi4 tri trung

Céc tieu chi 1 | 2 | 3 | 4 | 5 | binh(Mean)
Céc hinh thirc marketing truyén théng 3.62
1. Quang cdo (TV, béo chi, brochure, pano, ap phich...) 2.1 3.2 [ 19.1 | 426 | 33.0 4.01
2. Xuc tién ban hang (khuyén mai, khuyén mai...) 0 32 | 96 | 404 | 46.8 431
3. Quan hé cong chiing 29.8 | 404 | 255 | 4.3 0 2.04
4. Ban hang truc tiép 0 11 | 16.0 | 51.1 | 31.9 411
Céc hinh thirc marketing dién tir 3.41
5. Website 0 11 | 234 | 44.7 | 30.9 4.05
6. Quang céo truc tuyén 3.2 12.8 | 13.8 | 52.1 | 18.1 3.69
7. Ti wu hoa cac cong cu tim kiém 43 | 213351309 ]| 85 3.18
8. Marketing thong qua cic phuong tién truyén thong xa hoi 340 | 351 | 255 | 5.3 0 2.02
9. Marketing bang thu dién tir 0 0 15.2 | 59.8 | 25.0 4.09

(Nguén: Sé liéu diéu tra nam 2013) ,
Ghi chi: 1 = hoan toan khong quan trong; 2 = khdng quan trong; 3 = binh thuong; 4 = quan trong; 5 = rat quan trong
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3.2. Phan tich tinh hinh iing dung marketing bang thw
di¢n tir tai cdc khdich san ¢ TP Hué
3.2.1. Thoi gian iing dung marketing bang thw dién tir

S6 liéu Bang 2 cho thdy rang da s cac khéach san ¢ TP.
Hué da biét khai thac va tan dung nhiing loi thé cua
marketing bang thu dién tir. Day 1a diéu dé hiéu boi da s6
cac khach san déu mong muén sir dung hinh thic
marketing nay dé cé thé vira gia tang luong khéch hang vira
xay dung 1ong trung thanh cua ho ddi vai khach san, nhung
van dam bao phu hop vaéi ngudn nhan lyc, tai luc va vat hec
caa minh. Do cling 1a Iy do giai thich tiéu chi ‘Pa su dung
nhung bdy gio thi khéng” 1a 0%.

Bdng 2. Thoi gian vmg dung marketing bdng thir dién tir

Thai gian sir dung Ty 1€ (%)
D3 sir dung nhung bay gid thi khong 0
Dudi 1 ndm 5.3
1-2 ndm 22.3
> 2 nam 72.3
Tong 100.0

(Nguén: S6 liéu diéu tra nam 2013)
3.2.2. Muc dich sir dung marketing bang thu dién tir
Bing 3. Muc dich sir dung marketing bang thi dién tir

Muc dich s dung Ty 1€ (%)

Duy tri moi quan hé véi cac doi tac (hdng I hanh, 98.9
khéch san khéc...) '
Duy tri mai quan hé véi cac khach hang da tieng sur

\ X . i . 17.4
dung san pham, dich vu cua khach san
Thu hit khach hang mai 10.9
Xay dung thuong hiéu 98.9

(Nguon: So liéu diéu tra nam 2013)

Tir két qua diéu tra (Bang 3), ta thay rang cac khach san
& TP. Hué chi dung lai & mtc do sa dung hinh thic
marketing bang thu dién tir trong thi truong B2B (cac
doanh nghiép, di tac) (chiém 98.9%) ma bo qua céc khéach
hang I6n nhat trong thi truong B2C (cac khach hang tiém
nang, da hodc dang st dung cac dich vu cua khach san) (chi
chiém 28.3%). Nguyén nhan nay la do sy tac dong cuia cac
yéu t6 bén ngoai nhu cac hoat dong marketing dién tir &
TP. Hué van chua duoc chd trong phéat trién, ty 18 nguoi
ding kiém tra thu va hoi am thu con thap, tam Iy e ngai cia
ngudi ding do cac van dé an ninh (thu rac, bom thu...) (két
qua diéu tra Bang 8). Hon nita, han ché nay ciing xuét phét
tir ndi tai cua cac khach san nhu ndi dung thu chua thuc sy
hap dan nguoi dang (chi bao gom thdng tin), ngan sach co
han, co sé ha tang kém va chwa c6 nhén vién chuyén trach
(két qua diéu tra Bang 7). Chinh vi vay, dé c6 thé tan dung
t6i da hiéu qua cua hinh thirc marketing bang thu dién tir,
cac khéch san & TP. Hué nén manh dan hon nita trong viéc
dau tu thoi gian, cong suc, tién bac, co so ha tang, nguon
nhan luc va dac biét 1a noi dung caa thu dién tir, d6 1a ciu
ndi quan trong giita cac khach san va khach hang cia minh.
3.2.3. Tinh hinh s dung cac nha cung cap dich vu qudn Iy
thie dién tir (ESP)

Két qua didu tra cho thay hau hét (84%) cac khach san
trén dia ban TP. Hué déu khong sir dung céc ESP bai chi phi
dé ung dung hinh thirc nay 1a kha cao va khong phu hop véi
quy mé, chién lugc kinh doanh cua ting khach san (theo két
qua diéu tra tryc tiép). Bén canh do, cac yéu té thudc vé

nguon nhan luc va co so ha tang cua cac khach san hau nhu
ciing khong thé dap tmg dugc tidu chi sir dung cac ESP nay.
Tham chi, néu c6 sir dung cac nha cung cp dich vu quan ly
thu dién ti (Mail Chimp 7.4%, iContact 2.1%), cac khach
san ciing chi ding lai ¢ viéc sir dung nhiing tinh ning mién
phi caa cac ESP trong mét thoi gian ngén chir chua thuc su
¢6 y dinh hop tac, lién két ciing nhu ¢ chién luoc phat trién
lau dai (theo két qua diéu tra tryuc tiép). Trén thuc té, viéc sir
dung cac ESP mang lai rat nhiéu loi ich cho cac khach san,
dic biét trong hoat dong duy tri va quan tri mbi quan hé véi
khéch hang truc tuyén (CRM). Do d6, dé c6 thé phat huy tdi
da hiéu qua cua hinh thirc marketing bang thu dién ti, cac
khéch san & TP. Hué can c6 cai nhin xa hon ciing nhur vé tim
quan trong va ting cuong dau tu st dung va tan dung tbi da
céc loi ich lau dai ma cac ESP c6 thé mang lai.
Bing 4. Tinh hinh sir dung cdc nha cung cdp dich vu qudn 1y

thw dién tir (ESP)
Tinh hinh si dung cac ESP Ty I€ (%)
Khdng sir dung 84.0
Mail Chimp 7.4
iContact 2.1

(Nguon: S6 liéu diéu tra nam 2013)
3.2.4. Noi dung thu dién tir

Nhin chung, c6 dén 84.8% khach san chi gui thu dién
tir chira céc thong tin vé cac san pham, dich vu cho khéch
hang, tuc 1a ndi dung thu chi la van ban va khéng c6 hinh
anh hay video gi6i thiéu vé& cac san pham, dich vu cua
khach san. Noi dung thu nay cha yéu duoc sir dung bai cac
khach san 1-2 sao bai ho cho rang néu céc hinh anh hoic
video dugc dinh kém trong néi dung thu thi thu sé kha
nang, do do, khi khach hang mé thu thi ndi dung va hinh
anh dinh kém sé& khong duoc hién thi. Tuy nhién, dé ting
mirc d6 tryc quan va sy tin tudéng cua khach hang ddi voi
cac san pham, dich vu, cac khach san 3-5 sao thuong dinh
kém thém hinh anh (theo két qua diéu tra truc tiép). Noi
tom lai, dé thu dién tir tao duoc su 4n tuong tir d6 ting ty
I¢ m& va doc cua khach hang, cac khach san can phai chat
loc nhitng thong tin néi bat nhat pht hop nhat va dap g
t6t nhat nhu cau va mong mudn caa khéch hang. Bong thoi,
cac khéch san ciing nén xay dung cac khung tiéu chuan vé
kich thudce noi dung, hinh anh, ... dé dam bao tinh gon nhe,
tuong thich v6i nhiéu trinh duyét va thiét bi khac nhau.

Bdng 5. Noi dung thu dién tir

Néi dung thu dién tir Ty 18 (%)
Chi bao gdm théng tin 84.8
Bao gém thong tin, hinh anh 15.2
Bao gom théng tin, hinh anh, video... 0.0
Tong 100.0

(Nguon: S6 liéu diéu tra nam 2013)

3.2.5. Nhitng thudn loi khi vmg dung marketing bang thu dién tir

Nhu mé ta & Bang 6, nhin chung tiéu chi “Viéc ung
dung hinh thizc nay vao hoat déng kinh doanh cua khach
san 1a rat dé dang va thugn tién” duoc cac khach san & TP.
Hué danh gia cao nhat. Ngodi ra, tiéu chi “Lanh dao khach
san ludn san sang ung hé viéc éng dung hinh thic nay
trong hoat déng kinh doanh” ciing rat dwoc chi trong. Tuy
nhién, cac tiéu chi 4,5,6 lai khong dugc cac khach san danh
gia cao. Diéu nay xuit phét tir thyc té Ia cac khach san 1-2
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sa0 ¢6 quy md nho do d6 nguon vén, doi ngii nhan vién c6
trinh d6 chuyén mén va hé thdng co s vat chat con rat han
ché. Nguoc lai, véi cac khéch san 1on, di ngan séach Ién
hon nhung ho van chi trong cha yéu vao cac hinh thac

marketing truyén thong, cac nhan vién con chura 1am quen
Vi cac hinh thic truc tuyén va dac biét 1a cac khach san
nay con chua nhén thirc ding vé tim quan trong cua hinh
thirc marketing nay do d6 chuwa ¢ nhimg d4u tu thich dang.

Bing 6. Nhitng thudn loi khi itng dung marketing bang thu dién tir

. Thang diém (% ia tri
g 1 2 g3 (4 : 5 Eilr?tnll\/tl;:rr:?
1. Vigc ing dung hinh thirc ndy vao hoat dong kinh doanh ciia khéch san I rét d& dang vathuantien | 5.4 | 0.0 | 9.8 | 56.5 | 28.3 4.02
2. Lnh dao khéch san 1ubn sin sang ting ho viéc g dung hinh thiic ndy trong hoat dong kinhdoanh| 5.4 | 0.0 | 19.6 | 45.7 | 29.3 3.93
3. Nhan vién ludn hao hung vai viéc &p dung marketing bang thu dién ti 56 | 6.7 | 489 | 28.9 | 10.0 3.30
4. Cé day da ngudn tai chinh dé ing dung marketing bang thu dién tur 53 (245|585 | 85 | 3.2 2.39
5. C6 ddy du nhan vién gioi chuyén mon dé tng dung marketing bang thu dién tir | 16.0|35.1| 28.7 | 18.1 | 2.1 2.80
6. Co diy du co sé ha ting dé (ing dung marketing bang thu dién tir 37.2|27.7| 223 | 43 | 85 2.55

(Nguon: S ligu diéu tra nam 2013) ‘ o
Ghi cha: 1 = hoan toan khéng dong y; 2 =khong dong y, 3 =binh thuong, 4 =dong y, 5 =rat dong y

3.2.6. Nhitng khé khdn khi tmg dung marketing bang thue dién tir

Khé khan 16n nhat ma cac khach san & TP. Hué cho la
anh hudng dén tinh hinh tng dung hinh thiic marketing bang
thu dién tir 1a do khach hang khong tin tuéng vao hinh thic
marketing nay vi nhitng van de lién quan dén an ninh nhu

thu rac (spam), bom thu... Mac du Viét Nam da c6 Nghi
dinh 90 [14] vé phong chdng thu réc, nhung thyuc té Viét
Nam van 1a qudc gia xép th 6 trén thé gidi vé nan phat tan
thu rac. Diéu nay da gay anh huong rat lon dén tam ly va
hanh vi sir dung marketing bang thu dién tir ciia khach hang.

Bdng 7. Nhitng khé khan khi iing dung marketing bang thw dién tir

Thang diém (%) Gia tri
Kho Khiin trung binh

1 2 3 4 5 (Mean)
1. Hinh thtc ndy con kha méi la déi vai khéch san 10.9 | 435 | 348 | 4.3 6.5 2.52
2. Hinh thirc nay khéng phu hop véi chién lugc kinh doanh cia khach san 9.8 | 609 | 228 | 54 11 2.27
3. Khach hang khong thich giao dich qua Internet 33.7 | 359 | 239 | 65 0 2.03
4. Khach hang khéng tin twéng vi nhitng vén dé an ninh (thu rac, bom thu...) 8.7 76 | 435 (391 | 11 3.16
5. Khach hang chua biét nhidu vé marketing bing thu dién tir 76 1239|413 |2712] 0 2.88
6. Khéch hang khong sin sang sir dung marketing bing thu dién tr 33 | 12.0 ] 207 | 424 | 21.7 3.67

(Nguon: S6 li¢u diéu tra nam 2013) ‘ o
Ghi chu: 1 = hoan toan khong dong y, 2 =khéng dong y; 3 =binh thuong,; 4 =dong y,; 5 =rat dong y

3.2.7. Loi ich thuc té cia marketing b(ing thu dién tir

Mac du c6 nhitng khd khan trong (ng dung, tuy nhién
céc khach san & TP. Hué ciing nhan thic dwoc rang
marketing bang thu dién tir d4 va s& dem lai rat nhiéu loi ich.
Tuy nhién, mdi mot khach san khac nhau lai ¢6 nhiing y
kién, danh gid khac nhau vé nhiing loi ich thyc té ma
marketing bang thu dién tir mang lai. Nhu mé ta trong Bang

8, da s cac khach san déu dong y rang marketing bang thu
dién tir dem lai két qua nhanh chong va truyén tai thong diép
mot cach hiéu qua ddi vai timg loai khach hang cu thé (4.05
va 4.6). Mic du vay, da sé cac khéch san van chua nhén thiy
rang marketing bang thu dién tir ¢ thé gidp khuyén khich
viéc dat phong truc tuyén, theo ddi cac thong s kinh doanh
mot cach d& dang va khuyén khich sy phan hoi caa khéach
hang (cac gié tri lan luot 14 2.76, 2.81 va 2.64).

Bing 8. Loi ich thiec té ciia marketing bing thu dién tir

Thang diém (%) Giatri
Loi ich trung binh

1 2 3 4 5 (Mean)
1. Pem lai két qua nhanh chéng 54 | 0.0 | 20.7 |315] 42.4 4.05
2. Thu dién tir gidp tiét kiém chi phi 33| 65 | 185 |29.1| 326 3.91
3. Cong cu hiéu qua trong viéc xay dung thuong hiéu cta khach san trong tam tri khachhang | 5.4 | 13.0 | 27.2 |39.1| 15.2 3.45
4. Xay dung long trung thanh cua khach hang hién tai thdng qua tinh ning ca nhdnhéa| 4.3 | 0.0 | 33.7 [38.0] 23.9 3.77
5. Gia tang chit lugng dich vu chim soc khach hang 54 | 3.3 | 22.8 |48.9] 19.6 3.73
6. Thu duoc phan hdi tryc tiép tir khach hang mét cach hiéu qua 6.5 | 14.1 | 33.7 [27.2] 185 3.36
7. Truyén tai thong diép mot cach hiéu qua ddi véi ting loai khach hang cu thé 54 | 11 | 141 [40.2] 39.1 4.06
8. Tang doanh thu va lgi nhuan 54 | 1.1 | 424 [413]| 938 3.48
9. Pong vai trdo nhu mot kénh ban hang tu dong 54 | 11 | 565 |21.7] 152 3.40
10. Khuyén khich viéc dit phong truc tuyén 16.3] 304 | 239 |19.6| 9.8 2.76
11. Theo d&i c4c théng sé kinh doanh mét céch d& dang 185 26.1 | 26.1 |14.1] 15.2 2.81
12. Khuyén khich su phan hdi ciia khach hang 27.2] 23.9 | 196 [16.3] 13.0 2.64

(Nguon: S6 li¢u diéu tra nam 2013) ‘ o
Ghi chu: 1 = hoan toan khong dong y, 2 =khéng dong y; 3 =binh thuong, 4 =dong y,; 5 =rat dong y
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4. Pé xuit giai phap

Dua vao két qua nghién ciru vé tinh hinh @ng dung hinh
thirc marketing bang thu dién tir cua cac khéch san ¢ TP.
Hué, ching t6i nhan thay rang day 1a mét hinh thie duoc
c4c lanh dao cua cac khach san khuyén khich st dung ciing
nhu viéc tng dung rat dé dang va thuan tién, dong thoi ban
than hinh thirc nay ciing dugc danh gia rat cao boi tinh tiét
kiém chi phi, mang lai hiéu qua cao, két qua nhanh chéng
va truyén tai thong diép dén timg ddi twong khach hang cu
thé. Do d0, cac khéach san nén ting cuong hon nira viéc st
dung hinh thitc marketing truc tuyén trén thay cho céc hinh
thirc marketing truyén théng, trong dé ting ty 1& khach
hang dat phong truc tuyén phai duoc chd trong hon nira.
Tuy nhién trén thuc té, marketing bang thu dién tur van cé
nhuoc diém co ban la spam (thu rac) va tinh gay phién cua
n6; ddng thoi cac khach san ciing nhan ra rang da s khéach
hang khéng tin twong hinh thirc nay vi céc van d& an ninh
(bom thu, tin tic...), do d6 kha ning khach hang khong san
sang str dung hinh thirc nay 1a kha cao. Dé giai quyét cac
thach thurc trén, mot yéu cau cap thiét duoc dit ra cho cac
khéch san trén dia ban thanh phd Hué hién nay 1a phai xay
dung co so dir liéu sach va tat ca phai nhan dwoc sy cho
phép cua khach hang. Ngoai ra, phai thiét ké noi dung thu
dién tir sao cho phu hop, 4n tuong, tao dwoc su thu hit va
chii y ciia ngudi nhan, dong thoi nén ca nhan hoa thu dién
tir ddi vai tirng khach hang hoic dwa ra nhimg wu dai dac
biét dbi vai nhitng khéch hang trung thanh... nham gia ting
lugng khéach hang st dung hinh thic nay.

Néu nhu thu rdc va céc thach thuc tir phia khach hang
la nhitng yéu t6 can tro tor bén ngoai, ngu0n nhan luc cé
chuyén mon con yéu va thiéu; co s¢ ha tang, trang thiét bi,
méy méc con nghéo nan; chua dam manh dan dau tu vén,
k¥ thuat va chua khuyén khich sy phan hdi ciing nhu dat
phong truc tuyén cua khach hang chinh I nhirg kho khan
tir bén trong ma cac khach san phai d6i mat. Giai phap duoc
dé ra dbi véi cac khach san la phéi nang cao trinh d6 chuyén
mon ctia nhan vién thdng qua cac hoat dong nhu to chuc
hoi nghi, héi thao, cac 16p boi dudng ngan han...; can nang
Cap co so ha tang, trang thiét bi, may mac nham dap ung
t6i da yéu cau sir dung hinh thirc marketing truc tuyén nay;
nén chi trong dén céach thirc, phuong phép thiét ké ciing
nhu n6i dung thu dién tir dé c6 thé ti wu héa ty 1 nhap
chudt, mo, doc va phan hdi thu cua khach hang di véi
nhimg thong diép ma khéach san da chuyén tai va ting su
phan hdi cia khach hang théng qua viéc thudng xuyén theo
ddi tinh hinh phan hdi cua ho ciing nhu thuong xuyén cap
nhat, lam sach va phan nhom co s¢ dit liéu khach hang.

5. Két luan

Hoat dong kinh doanh khéch san c6 ¥ nghia rat quan
trong doi vai khdng chi nganh du lich ctia Tinh Thira Thién

Hué néi riéng ma con dbi voi sy phat trién kinh té cia Tinh
noi chung. Vi vay, viéc tim kiém nhiing bién phap nham
giup céac khach san trén dia ban ding viing trong thoi Ki
khung hoang ciing nhu tiép tuc phét trién I6n manh 1a diéu
hét strc can thiét. Thong qua két qua nghién ciu, ching toi
nhan thiy ring mot trong nhiing giai phap kha hiéu qua cé
thé gitp cac khach san trén dia ban TP. Hué vuot qua giai
doan kho khin nay chinh 13 hinh thirc marketing bang thu
dién tr. Mic du, da sb céc khach san & TP. Hué da str dung
va danh gia kha cao mirc d6 quan trong cta hinh thirc nay,
tuy nhién, cac khach san van chua thyc sy khai théc hét cac
tinh nang, src manh va loi ich thuc té ma né cé thé dem
lai, dac biét 1a lgi ich vé viéc tang lwong khach dat phong
truc tuyén va su phan hoi caa khach hang. Tir thuc trang
trén, cac khach san nén phat huy hon nira nhitng diém
manh, lgi ich to I6n ma hinh thirc nay dem lai cling nhu han
ché dén mirc ti da nhitng kho khan, can tré ca tir bén trong
IAn bén ngoai khéch san, tir d6 nang cao hon nita hiéu qua
hoat dong kinh doanh cua minh.
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