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Tém tat - Nghién ctu tinh hinh s& dung Hé théng thong tin (HTTT)
marketing trong kinh doanh khach san tai thanh phé Hué dwoc
thwe hién qua diéu tra khao sat 61 khach san c6 st dung HTTT (tir
1dén 4 sa0). Két quéa chi ra rang, khong c6 HTTT marketing toan
dién va chuan héa, HTTT marketlng clia khach san la cac hé thong
bé trg, hé trg thuc hién cac hoat dong marketlng hang ngay. Diéu
nay la do cac han ché v& mét ky thuat; hidu biét han ché vé cong
nghé; thiéu vén va dao tao. Tlr d6, ham y quan ly va phat trién
HTTT marketing cda cac khach san phal nang cao nhan thirc vé
tdm quan trong cua hé thong nay; bd sung ngudn dir liéu ting
théng tin dau ra; dau tw co s& ha tang cong nghé thong tin (CNTT)
va dao tao ngudn nhan lyc.

T khoéa - HTTT marketing; khach san; CNTT; di liéu; thdng tin

1. Pat vin dé

Trong kinh doanh khach san ngay nay, nhu cau thong
tin marketing ngay cang tang va tré nén ngay cang phuc
tap, trong khi cac phuong phap xtr 1y dir liéu tha cong tré
nén khong day du. Do d6, cac doanh nghiép khach san
trong mdi trudng kinh doanh canh tranh can tim kiém mot
cach t6t hon dé hoan thanh myc tiéu nay va diéu nay dan
dén sy phat trién cua cac HTTT marketing. HTTT
marketing bao gdm con ngudi, phuwong tién thiét bi va quy
trinh thu thép, xur ly, phén loai, phan tich, danh gia va phan
phdi nhing thong tin can thiét, kip thoi, chinh xdc va dang
tin cdy cho nhirng nha quan 1y ra cac quyét dinh marketing
dé cai thién ké hoach marketing, thuc hién va giam sat [9].
Vai trd cia HTTT marketing 1a xac dinh nhu ciu thong tin
ciia nhitng ngudi quan tri marketing, phéat trién nhiing
thong tin can thiét va cung cip nhiing thong tin d6 cho nha
quéan 1y mot cach kip thoi va kha thi vé mat hiéu qua kinh
té. Cac nghién ciru vé HTTT marketing sir dung trong cac
linh vuc du lich hay khach san khong dugc thyc hién nhiéu,
trong khi du lich lai 1a nganh cong nghiép chiu anh huéng
sdu séc boi sy phat trién ctia cong nghé thong tin va truyén
thong (CNTT&TT). Viéc stir dung hiéu qua CNTT&TT ¢b
thé cai thién khong chi hiéu suit va chuc nang cua mot
HTTT marketing, ma con nang cao ning suit ctia doanh
nghiép va d6i moi bang cach cho phép nhidu hiéu qua vé
chi phi va thay ddi truyén thong véi tat ca cac bén lién quan,
cai thién dich vu hau can, vuogt qua khoang cach, giup cac
cong ty hiéu duoc vi thé canh tranh cta ho va nang cao tinh
minh bach [1], [4]... Bai bdo “Nghién citu tinh hinh sir
dung HTTT marketing trong kinh doanh khach san trén dia
ban thanh phé Hué” tim hiéu thuc trang st dung HTTT
marketing trong cac khach san & thanh phd Hué, tir d6 d&
xudt mot sd giai phéap goi y nhim hoan thién va nang cao
viéc sir dung HTTT marketing trong kinh doanh khach san.
Céc muyc tiéu cu thé cta bai bao bao gdm:

Abstract - The research is on current using marketing information
systems (MKkIS) at hotels in Hue city through surveys with data
collected from 61 hotels that use information system (ranging from
1 to 4 stars). The results indicate that there are not comprehensive
and standardized MKIS at hotels. There are small auxiliary systems
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Therefore, for better management and development of MkIS at
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MKIS, enhance external data; invest in infrastructure of IT and train
human resource.
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e He¢ thong hoa co s6 1y luan vé HTTT marketing;

e Khao sat va phan tich tinh hinh st dung HTTT
marketing trong kinh doanh khach san trén dia ban
thanh pho Hué;

e D& xuit mot sd giai phap nhim hoan thién va ning
cao viéc st dung HTTT marketing trong kinh doanh
khach san.

Tién hanh diéu tra khdo sat 61 khach san trén dia ban
thanh phd Hué ¢6 sir dung HTTT (tir 1 dén 4 sao), ddi twong
khao sat bao gdm cac nha quan 1y, nhan vién cac bd phan
marketing, by phan cong nghé thong tin (CNTT) va by phéan
18 tan ctia khach san. Bang hoi 1 cong cu thyc hién chinh
cua nghién ctru nay. Nghién ciru st dung phan mém SPSS
22.0 dé xir 1y s6 lidu so cap thu thap dugc. Phuong phap phan
tich thong ké mo6 ta dugce sir dung dé danh gia mot sé cac yéu
t6 lién quan dén tinh hinh st dung HTTT marketing trong
khach san & Hué nhu nhan thtc cia khach san vé HTTT
marketing, ngudn dit liéu ctia hé thong, vai tro cia hé théng,
cac hé théng hd trg, loi ich cua internet, vai trd cua thong tin
va nhing han ché cta viéc str dung HTTT marketing.

2. HTTT marketing va md hinh HTTT marketing
2.1. HTTT marketing

Khai niém HTTT marketing lan déu tién duoc dé xuét
boi Cox va Good, HTTT marketing dugc dinh nghia 1a mdt
tap hop cac tha tuc va cac phuong phap dé 1ap ké hoach va
trinh bay thong tin dé sir dung trong viéc dua ra cac quyét
dinh marketing. Talvinen dinh nghia khai niém HTTT
marketing bang cach chia thanh hai nhém chinh duya trén vi
tri ctia nguoi st dung trong t6 chirc va loai hinh sir dung:
HTTT marketing quan 1y va HTTT marketing hoat dong.
Hau hét cdc nghién ctru trude day cia HTTT marketing tap
trung vao qua trinh hoat ddng ban hang va marketing, cac
chirc ning chién lugc marketing da bi lang quén [14]. CAc
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nghién ctru hién nay tap trung vao khai niém méi hon vé
HTTT marketing 1a cac HTTT chién lugc tap trung vio
viéc dinh huéng chién luge cia HTTT va quan 1y thong tin
chién lugc. N6i bat nhat trong d6 1a dinh nghia ciia Kotler
[9]: “HTTT marketing bao gom con ngudi, phwong tién
thiét bi va quy trinh thu thdp, xir Iy, phdn loai, phdn tich,
ddnh gia va phdan phéi nhitng théng tin can thiét, kip thoi,
chinh xac va dang tin cdy cho nhitng nha quan ly ra cac
quyét dinh marketing dé cai thién ké hoach marketing, thuc
hién va giam sat”. Tuy nhién, theo Gounaris va cong su
[5], HTTT marketing rét phirc tap va thuong gin lién véi
su thanh cong ctia doanh nghié¢p. Khong co6 su thdéa thuan
nao giita cac nghién ctru vé dinh nghia, hiéu qua va van
hanh hé théng nay, vi n6 ngay cang phirc tap hon khi HTTT
marketing chi gidi han trong linh vyc ban hang, lgi nhuan,
thi phan va qué trinh ra quyét dinh chién lugc. T tat ca
nhitng dinh nghia trén, c¢6 thé hiéu HTTT marketing 1a mot
hé thdng co cau tric va twong tac phtrc tap giita con nguoi,
may moc va cac thu tuc, véi muc dich tao ra dong dir li¢u
c6 trat tu va lién tuc, cac dir liéu nay dugc thu thap tir cac
ngudn bén trong va bén ngoai doanh nghiép, duge sir dung
1a co s6 cho viée ra cac quyét dinh marketing.

2.2. M6 hinh HTTT marketing

Tir khi thuat ngit HTTT marketing dugc biét dén vao
nam 1967, nhiéu nha khoa hoc da tién hanh nghién ctru
nhim tim hiéu va xac dinh HTTT marketing trong moi
truong kinh doanh ciia doanh nghiép. Tir d6, nhiéu mé hinh
nghién ctru HTTT marketing d4 ra doi nham cung cap cho
doanh nghiép cac khai niém ciing nhu cac phuong phap
tiép can cu thé dé xay dung HTTT marketing phu hop va
hiéu qua hon. Céc nghién ctru vé HTTT marketing cua cac
doanh nghiép ngay nay chu yéu dwa vao mé hinh dé xuat
ctia Kotler, tap trung nghién ciru cac hé théng phu, véi mdi
hé théng phu dam nhan mdi chirc nang khac nhau twong
{mg véi cac hoat dong marketing thuc té ctia doanh nghiép.
Céc hé théng phu trong mot mo hinh HTTT marketing
hoan chinh dugc nghién ctru va phan tich bao gdm: (1) Hé
thdng ghi chép noi bg; (2) Hé thong tinh bio marketing; (3)
Hé thong nghién ctru marketing; (4) Hé thong hd tro ra
quyét dinh marketing. Cac thanh phan phu nay co chirc
nang thu thap dit lidu tir cac ngudn khac nhau, sau d6 phan
tich chiing dé hd trg cic nha quan 1y trong viéc ra quyét
dinh [8]. Qua qua trinh phat trién va bién doi cta
CNTT&TT ciing nhu HTTT marketing, Mattar va cong su
[12] nhin manh ring, thyc té, mot md hinh HTTT
marketing chung phai dugc ap dung va pht hop véi thue té
ctia bat ky doanh nghiép nao, mién 13 né bao gdm céc hoat
ddng nhu tham gia, xtt 1y, phd bién, luu trir dit liéu va théng
tin c6 lién quan tir cac ngudn bén trong va bén ngoai cua
doanh nghiép nhim muc dich hd trg quy trinh ra quyét dinh
marketing. Vi vay, mo hinh HTTT marketing dé xuat dugc
tao thanh tir bon hé théng con: (1) Hé théng giam sat moi
trwong; (2) HTTT canh tranh; (3) HTTT ndi bg; (4) HE
thong nghién ciru thi truong [12]. Cac hé théng nay tuong
tu nhu mo hinh vé HTTT marketing da duoc Kotler phat
trién trudce day. Tuy nhién, Mattar va cong su lai cho rﬁng,
khéng c6 mdt mé hinh HTTT marketing chuin, boi mdi
doanh nghiép c6 mot nhu ciu cu thé dbi véi cac théng tin
twong tng voi sy mong doi ctia minh, dong thoi, ciing lién

quan dén phong cach quan 1y va/ hodc van hoa ciia cac
nhém quan 1y né.

Tom lai, co thé nhan thiy ring, khong c6 mod hinh
HTTT marketing chuan hoa, tily thudc vao nhu cau thong
tin hd trg ra quyét dinh marketing ciia doanh nghi¢p ma
mdi doanh nghiép s& sir dung cac cong nghé khac nhau dé
hd tro cho cac hoat dong marketing ctia minh. Tuy nhién,
tat ca cac md hinh nghién ciru HTTT marketing cua doanh
nghiép déu tap trung phan tich cac yéu t6 lién quan dén:
cach thuc thu thap thong tin bén trong va bén ngoai doanh
nghiép, cach thirc hd trg quy trinh ra quyét dinh
marketing... ma cu thé ¢ ddy 1a sy hd tro ciia cac hé thong
con nhu md hinh d& xuét cua Kotler [8].

3. Két qua nghién ctru va khao sat
3.1. Nhdn thive vé HTTT marketing

Nghién ctru nhan thirc vé HTTT marketing cta cac khach
san trén dia ban thanh phd Hué 1a budc dau tién dé xéc dinh
su ton tai ciia cac HTTT nay trong kinh doanh khach san. Céc
tiéu chi dwogc dé& xuat dé tim hidu vé nhan thoc HTTT
marketing & cac khach san dua vao nghién ctru ciia Marius
Potgieter [11] bao gom: (1) La mot HTTT qudn Iy cung cép
day di thong tin dé nha quan 1y biét nhitng gi dang xay ra
trong moi trueong kinh doanh, qua d6 cho phép doanh nghiép
cung cAp cac san pham va dich vu hitu ich cho khach hang, va
hé tro dua ra quyét dinh gitp thuc hién cdc muc tiéu chién
lugc cua khach san; (2) La mét HTTT marketing ma trong d6
c6 su két hop giita cac thong tin lién quan dé hd trg viée ra
quyét dinh marketing va quan 1y hoat dong cuia khach san.
HTTT marketing gitip phan tich céc van d¢, hinh dung cac
tinh hudng va cac van dé phrc tap, gop phan tao ra san pham
méi; (3) La mot két hop gitka marketing va HTTT gitp luu tri,
xtr Iy dit liéu va cung cap cac thong tin c6 y nghia trong doanh
nghiép va cac myc dich quan ly; (4) La mét HTTT nhung
khéng chdc né la gi va né lam céi gi.

Két qua nghién ctru cac khach san co st dung HTTT
cho thay, trong 61 khach san tham gia khao sat trén dia ban
thanh phd Hué, c6 26 khach san khong chic chin HTTT
marketing 13 gi va n6 lam viéc gi (chiém 42,6%), 13 khach
san cho rang khach san c6 st dung HTTT marketing
(21,3%), 22 khach san ¢6 sir dung HTTT quan ly (chiém
36,1%) va khong c¢6 khach san nao cho rang ho c6 sir dung
HTTT marketing (0,0%). C6 thé két luan rang, cac khach
san trén dia ban thanh phd Hué c6 sir dung HTTT hd tro
hoat dong marketing, tuy nhién khong c6 cac HTTT
marketing chinh thirc, toan dlen va c¢6 hé thong. Két qua
khao sat ciing cho thdy, da s6 cac khach san 1 sao cho rang,
HTTT marketing cua khach san la cac HTTT quan ly, do
nguoi tra 161 cha yeu 1a chu s¢ hitu hodc nhirng ngudi quan
Iy ctia khach san, dong thoi, cac HTTT cing chu yéu tép
trung phuc vu cho cac ddi tugng nay. D6i voi cac khach
san 2 sao, HTTT marketing 1d HTTT ma ho khong hiéu n6
14 cai gi va dé lam gi. Nhan thirc vé HTTT marketing cua
cac khach san 3 sao la cac HTTT hodc su Kkét hop gitlra
marketing vd HTTT; trong d6 nhitng nguoi tra 161 ¢ bod
phan 12 tan thi cho rang d6 14 HTTT nhung ho khong biét
cu thé no 1a gi, con cac nhan vién marketing cuia khach san
lai xem n6 1a su két hop giita HTTT va marketing, diéu nay
dugc giai thich boi sy phan cap cua cic HTTT trong khach
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san (tur cép do cac nha quan ly cap cao den cac nhan vién),
mdi cap d¢ khic nhau s& dugce cdp quyén truy cap khac
nhau vao HTTT cua khach san.
3.2. Cic h¢ thong hé tro hoat dpng marketing ciia khdich san
Céc khach san trén dia ban thanh phd Hué su dung
nhiéu cong cu khac nhau cho HTTT marketing ctia doanh
nghiép. Céc hé thong nay khong ddy du chirc ning ciia mot
HTTT marketing hoan chinh nhu mé hinh duoc phit trién
boi Kotler [8], tuy nhién lai hd trg hoat dong marketing ctia
khach san tuy thudc vao nhu cdu va muc dich cua mdi
khach san. Cac hé théng dugc phat hién tuong ty nhu cac
hé thdng da duoc nghién ctru ciia Yolande E. Chan [15]
bao gdm: hé thdng truyén thong marketing (cong thong tin
ndi bd, website, facebook...); hé théng phan tich dir liéu
(bang tinh, md hinh, théng ké, khai pha dit liéu); hé thong
quan ly co sé dir li€u; hé théng marketing tu dong (email
marketing); hé thong dat phong tu dong; hé thong hd tro va
dich vu khach hang (téng dai dién thoai). Trong d6, cac hé
thong truyén thong marketing bao gdm cac cong thong tin
ndi b, website, mang xa hoi... dugc cac khach san sir dung
nhiéu nhét (chiém 26,5%). Cac khach san sir dung h¢ théng
nay dé lién lac trong ndi bo td chic, dong thoi xy dung
website hd trg quang ba bén ngoai. Hé thdng dit phong ty
dong ciing dugc ap dung rong rdi trong cac khach san,
chiém 21,6%. Cac hé thong phan tich dir liéu nhu bang
tinh, thong ké... chiém 17,9%. Hé thong hd tro va dich vu
khach hang it dugc quan tim nhat, chi chiém 7,4%.
3.3. Vai tro ciia HTTT marketing

HTTT marketing dong vai tro quan trong trong doanh
nghiép, tir viéc hd tro cac hoat dong, hd tro ra quyét dinh
dén viéc thuc hién chuc nang chién luge marketing cua
doanh nghiép. Két qua diéu tra cho thay, vai trd 16n nhat
ciia HTTT marketing khach san la “hé tro cac nha quan [y
ra quyet dinh” (chiém 27,2%), cac quyet dinh nay dya trén
mdi quan hé giita cac don vi san xuét va cac khu vuc chirc
nang khac nhau trong khach san, két qua nay tuong dong
v6i két qua nghién ciru ciia Nastaran Heydari [10] cho ring
HTTT marketing 13 cong cu hd trg dic lyc nhét cho cac nha
quan Iy trong viéc ra quyét dinh. Tuy nhién, hé thong van
chua hd trg nhiéu trong cai thién viéc ra quyét dinh cua cac
nha quan 1y marketing (chiém ty 1¢ thap nhat 13,2%), vi hé
théng thiéu chirc nang hd trg thu thap cac dit liéu bén ngoai
doanh nghiép 1am co s& cho viéc cai thién cac quyét dinh
quan ly (Hinh 1).

Cai thién ra quyét dinh [N 13,2%

Cai thién dich vu | NEEMEN 19,1%
Str dung dé sép xép, luu trix
va quan ly dir liéu hiéu qua

I 19,9%

HO tro cac nha quan Iy ra
quyét dinh

|
27,2%

I 20,6%

Tang kha nang phan tmg véi
cac hoat dong dang dién ra...

Hinh 1. Vai tro ciia HTTT marketing khdch san
(Nguon: So liéu diéu tra nam 2016)

3.4. Nguén dit ligu ciia HTTT marketing

Dit lidu ciia HTTT marketing 1 mot yéu t6 quan trong
tao ra cac thong tin c6 y nghia, hd tro cic nha quin ly
marketing dua ra cac quyét dinh t6t nhat. Theo Karl W.
Wéber [7], ngudn dir liéu déng vai trd quan trong trong
HTTT marketing bao gdm: nguon bén trong doanh nghiép
(chi phi, ban hang) va ngudn bén ngoai (hanh vi khach hang,
mdi truong kinh doanh). Két qua khao sat chi ra ring, cac
HTTT cua céc khach san trén dia ban thanh phd Hué da sb
tap trung thu thap cac dit liéu bén trong doanh ngiép bao gom
dir liéu ban hang, chiém 45,7%, va dir liéu chi phi chiém
40,9%. Cac nguén dir liéu bén ngoai khach san it dugc thu
thap boi hé thong, trong d6 c6 8,7% dit liéu vé hanh vi khach
hang, va chi c6 4,7% cac dit liéu v& moi truong lién quan
dén d6i thii canh tranh, moi trudng kinh doanh vi mo. ..
3.5. Lgi ich ciia thong tin marketing dwoc cung cip boi
HTTT marketing

Céc thong tin dwoc san xudt tir HTTT cua khach san
mang lai nhitng loi ich, d6 13 hd trg viéc ra quyét dinh va
cai thién cac quyét dinh cta cac nha quan Iy marketing. Tir
cac quyét dinh marketing dén cac quyét dinh kinh doanh,
khach hang va d6i thi canh tranh.

33.0%m 97 0%

16,5%
11,3%
1,706 43% 2.8% 35% I
M

Phan Phan Phan Hotrg Phan HG trg Hb tro HO tro
tich tich  tich cac tich tai cac cac  cac
moéi khach déithu quyét chinh quyét quyét quyét

truong hang  canh dinh dinh dinh dinh
tranh phan vé san vé gia quang
phoi phim ba

Hinh 2. Loi ich ciia thong tin dicge cung cdp tir HTTT marketing
(Nguon: S6 liéu diéu tra nam 2016)

Trong cac khach san dugc diéu tra, tir nguén dir liéu
bén trong khach san, céc thdng tin marketing hd tro rat 16n
cho viéc “phan tich tai chinh” (chiém 33%). Nguon dit liéu
bén ngoai chua dugc cac khach san quan tdm va thu thap
nhiéu boi cac HTTT marketing khach san, do d6 cac quyét
dinh lién quan dén moi truong kinh doanh, khach hang va
dbi thu canh tranh chiém ty 1¢ kha thap (tat ca déu chiém ty
1& thip hon 5%). Bén canh do, hién nay, cac khach san dua
vao cac kénh phan phdi truyen théng (cac doanh nghiép du
lich Iir hanh) nén viéc hd tro cta hé thong cho cac quyét
dinh lién quan dén phéan phéi con thap (chiém 3,5%) (Hinh 2).

3.6. Muc dich sir dung internet cho cac hoat déng
marketing ctia khdach san

Két qua nghién ciru cho thiy rang, 100% cac khach san
dugc diéu tra diéu co sir dung internet. Internet dong vai
tro quan trong trong hoat dong cuia HTTT marketing cua
doanh nghiép. Nhiéu nghién ctru da chimg minh sy anh
hudng ciia Internet va CNTT&TT dén hoat dong marketing
clia cac doanh nghiép du lich nho va vira. Két qua diéu tra
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cho théy, Internet hd tro rat nhiéu cho hoat dong marketing
ctia khach san, tir viéc thu thap thong tin bén ngoai dén cai
thién cac quyét dinh marketing. HS trg nhiéu nhét 1a truyén
théng tuong tac véi cac khach san khac va khach hang
(chiém 25,2%). Tuy nhién, twvong tw véi HTTT marketing
truyén thong, cac HTTT marketing ctia khach san véi su
hd trg cua Internet ciing khong hd trg nhiéu trong viée
nghién ctru marketing (chiém 1%). Do d6, viéc sir dung
HTTT marketing trong khéch san chi méi mang tinh chat
chién thuat, hd tro cac quyét dinh marketing hién tai véi
cac chién thuat duoc tac nghiép tuc thoi.
3.7. Nhitng tré ngai trong viéc sir dung HTTT marketing
ciia khdch san

Céc nghién ciru trude ddy da chi rang, cic doanh nghiép
du lich nho va vira d6i khi khong mudn dau tu manh vao
HTTT marketing do né con nhiéu han ché vé ca ngudn luc
va nhan thire. Két qua nghién ctru cho thay, han ché 1on
nhit ma cac khach san khi st dung HTTT marketing, do 1,
hé thong khong day du cac cong cu (chiém 20,7%), do
nhirng nhan thuc con han ché v& CNTT va su hd tro cua
HTTT marketing trong hoat dong marketing nén cac khach
san hau nhu bo qua HTTT nay; dong thoi khong c6 HTTT
marketing chudn cho hau hét cac doanh nghiép nén viéc
phat trién moét HTTT marketing ddy di 1a mot thach thirc
d6i voi cac doanh nghiép. Viée thidu cac cong cu ciing dan
dén viéc cung cip cac thong tin khong ding yéu cdu (chiém
18,4%), cac thong tin marketing thuong qua han hodc
khong dii dé xay dung chién lugc marketing hoan chinh
cho khéch san. Pa s, cac thong tin nay bao gdm thong tin
dat phong va thong tin lién quan dén tai chinh, cac thong
tin vé ddi thu canh tranh hay hanh vi khach hang va moi
truong kinh doanh thi hé théng khong thé cung cap dugc.
Két qua nghién ctru ciing trong tu nhu két qua nghién ciru
ctia Buhalis [2], Hull va Milne [6], véi cac tré ngai vé viéc
thiéu vbn (18,0%) va thiéu dao tao (15,6%). Ngoai ra con
¢6 tré ngai v& mit nhan thire nhu thiéu hiéu biét vé cac tiém
ning cong nghé (14,3%), va tré ngai vé mat k§y thuat nhu
viéc giao dién cuia hé thong khé hiéu (12,9%).

4. Mot sé thach thirc va goi y phat trién HTTT
marketing trong kinh doanh khach san

4.1. Thach thirc trong viéc sw dung HTTT marketing tai

cdc khdch san trén dia ban thanh phé Hué

HTTT marketing chi cung cdp théng tin hé tro cho cdc
hoat déng mang tinh chién thudt: Két qua nghién ctru da
chi ra ring, vai tro chinh cia HTTT marketing 1a hd trg cAc
hoat dong marketing dién ra hing ngay trong khach san. Sy
hd trg vé mit chién lugc con it duge chi trong. Cu thé, vai
trd “hé tro cdc nha quan Iy ra quyét dinh” chiém ty trong
cao nhét trong cac vai tro cia HTTT marketing, tuy nhién
cac quyét dinh nay dya trén mbi quan hé gitra cac don vi
san xuét, céc khu vuc chtc nang khac nhau trong khach san
va cac dir liéu cuc bd trong doanh nghi€p khong co6 su két
ndi voi cac dir lidu bén ngoai.

Nhdn thircc vé HTTT marketing ciia cic nha qudn Iy
khdch san va nhéan vién bé phdn marketing con han ché,
qudn 1y marketing con nang tinh thii céng: Két qua nghién
ctru cho thy cac khach san khong c6 khai niém chinh thirc
VvEHTTT marketing, cac khach san thuong nhAm 1An HTTT

marketing véi HTTT quan 1y hodc chi 1a sy két hop giita
HTTT va marketing; hiéu biét vé tiém ning cong nghé cua
cac nha quan 1y con han ché; cac nha quan 1y marketing va
nhan vién ¢ b phan marketing ciia khach san van thao tac
thi cong dé dua ra giai phap cho timg van dé marketing
dién ra trong khach san. Bo phan marketing han ché tham
gia vao lap chién lugc kinh doanh & cip cao. Cac khach san
van su dung cac bang tinh tho so (phan mem Microsoft
Excel hodc cic bang tinh trong cic phan mém quan Iy
khach san han ché nhu SMILE) dé quan 1y cac khoan ngan
sach dang ké danh cho marketing.

Thiéu cdc diF liéu vé méi trwong kinh doanh va hanh vi
khdch hang (nguon bén ngodi) dan dén thiéu cdc tiwong tac
thoi gian thiee (real-time): Két qua nghién ctru cho thay, cac
dir liéu dugc thu thap boi HTTT marketing cia khach san
chi tap trung thu thap cac dit li¢u bén trong doanh nghiép
(b&n hang, chi phi) vi cac dit liéu nay dé& dang thu thap va
khong tdn kém chi phi. Nguoc lai, cac khach san cé xu
hudng bo qua cac dir liéu bén ngoai (hanh vi khach hang, dbi
thi canh tranh, méi trudng kinh doanh), day 13 ngudn dit liéu
tao ra cac thong tin co y nghia gitip cac khach san phan hoi
va tuong tac mot cach nhanh chéng véi khach hang, dong
thoi xay dung cac chién luoc marketing trong dai han.

Dir liéu phan tan hodc thiéu hut trong cac hé thdng
riéng lé: Mot vAn d& ma cac khach san & Hué phai ddi mat
1a sy phén tan cua dit liéu trong cac hé théng tach biét nhu
hé thong dit phong, hé thong truyén thong, ... cic hé théng
nay thuong chwa hoan chinh hoic thiéu hut, do d6 sé khong
thé dap ung cac yéu cu cong viéc hay hd tro cac quyét
dinh quan 1y marketing. Su phén tan dir liéu va cac hé thong
dir liéu tach biét tao ra cac “bui dir liéu”. Cac dir liéu roi
rac & nhiéu bo phan khac nhau ciia doanh nghiép trong cac
hé thdng hd tro rat kho dé tap hop mot cach nhanh nhat va
chinh x4c nhét. Diéu nay gy lang phi vé thoi gian va chi
phi ctia doanh nghiép.

Thiéu nhén s cé nang lyc va dwoc dao tao bai ban: Con
nguoi 1a mot yéu t6 khong thé thiéu trong HTTT marketing,
tuy nhién két qua nghién ciru cho thdy, mot trong nhitng khé
khan cua viéc ung dung HTTT marketing trong cac khach
san 1a thiéu nhan lyc va dao tao nguoi str dung.

4.2. Mt sé goi y phdt trién HTTT marketing trong kinh
doanh khdch san

Cac khach san co thé dat dugc hiéu qua hoat dong
marketing va loi thé canh tranh ma khong can phai xay
dung mot HTTT coé cAu tric hoan chinh hodc co6 cac yéu
cau vé ngudn lyc mot cach chuyén sau. Piéu quan trong 1a
cac khach san can thiét ké mot HTTT marketing hiéu qua
cung cap cho cac nha quan 1y ding thong tin, dung hinh
thirc va dung thoi diém dé gitp cac nha quan 1y dua ra cac
quyét dinh marketing tot hon [9]. Khong c6 bat ky HTTT
marketing nao phut hop cho tét ca cac doanh nghiép, do 1a
1y do tai sao cac doanh nghiép can thiét ké HTTT marketing
phit hop véi nhu cdu cua doanh nghiép nhit. Mot sb cac
yéu t6 cAn duoc can nhéc khi thiét ké va xay dung HTTT
marketing khach san bao gom:

Hoan thién nguon dir liéu ciia HTTT marketing khdch
san bang cach hoan thién hé thong ghi chép ndi bo; xay
dung hé thong tinh bdo marketing nhim cung cép thong tin
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tinh bao marketing; xay dung hé théng nghién ctru
marketing.

Tich hop hé thong théng tin: Hoan thién cac hé thong hd
trg bang cach pha bo cac hé thong tach biét, thong nhat thanh
mot hé thong dé co dir liéu théng nhat cung cap théng tin
marketing cho cac nha quan 1y. Tich hop hé théng tao diéu
kién cho dong chay cia thong tin dugc xuyén sudt trong
doanh nghiép, cho phép ngudi dung va cac nha quan ly dugc
quyén truy cap thong tin mot cach kip thoi. Tich hop nén
theo chiéu doc (tlc 13, hé théng két ndi doc theo cac cép do
trong to chirc, trong d6 dir lidu c¢6 thé dé dang dugc chuyén
tir hé thong hoat dong vao ra quyét dinh quan 1y hé thong)
va theo chiéu ngang (tirc 13, cac hé thong con hoat dong dugc
tich hop, va cé nhan c6 thé sir dung va chuyén dit liéu tir mot
hé théng con vao ma khong gip kho khan).

T6 chirc va quan Iy HTTT marketing trong khdch san:
Con ngudi 13 yéu t6 khong thé thiéu ciia bat ky HTTT nao,
dic biét 1a cac HTTT marketing. Nguoi thiét ké HTTT
marketing phai 1a nhitng ngudi ra quyét dinh marketing
trong khach san dé dam bao rang hé thong tao ra nhiing
thong tin marketing theo yéu cau ciia ho. Phong vén tai cac
khéch san tiét 10 ring, hiu hét ngudi lao dong khong co k§
ning CNTT can thiét dé trién khai cac kha ning cta cac
HTTT marketing hién tai ciia khach san. Nhan vién thuong
e ngai khi sir dung hé théng, thudng c6 xu hudng tranh viée
sir dung va van hanh hé thong, thay vao d6 |1 dya trén bang
tinh Excel dé thuc hién phan tich va c4c bao cdo co ban.
Do d6, d6i véi nhan vién marketing va nhan vién kinh
doanh ciia khach san, can c6 cac budi dao tao nham ning
cao nhan thirc vé& hiéu qua st dung HTTT marketing ciing
nhu dao tao cach st dung hé théng dé c6 thé thuc hién céac
hoat dong marketing mot cach thuén lgi va dem lai nhiing
két qua tot nhat.

5. Két luan

Nghién ctru tinh hinh st dung HTTT marketing cta cac
khéach san trén dia ban thanh phé Hué cho théy, viéc g
dung HTTT marketing ctia cac khach san & Hué c6 mé hinh
va hanh vi tuong ty cic nghién ctru vé HTTT marketing
trong cac td churc du lich dich vu & mét sd nudce trén thé
gidi, d6 12 khong c6 HTTT marketing toan dién va chuan
hoa trong cac khach san [11]. M6 hinh HTTT marketing
trong cac khach san & Hué 1a cac hé théng bd tro nho, hd
trg cac hoat dong marketing dién ra hang ngay trong khéach
san, khac véi md hinh chuén hoa duoc dé xuét boi Kotler
[8]. Cac kho khan chinh trong viéc su dung HTTT

marketing & cic khach san nay la: thiéu dao tao va von,
hiéu biét v& CNTT con han ché, kho khin 16n nhét lién
quan dén yéu t6 ky thuat cua hé thong 12 thiéu cac cong cu,
thiéu thong tin theo yéu clu, giao dién kho hiéu, dir liéu
phan tan. Tir cac két qua nghién ciru, bai béo da dé xuat
modt s goi ¥ phat trién HTTT marketing trong linh vuc
kinh doanh khach san nhdm nang cao hi¢u qua hoat dong
marketing cua khach san.
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