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Tém tat - Phwong thirc truyén théng tric tuyén da ching to vai tro vuot
trdi so véi cac hinh thirc marketing truyén thdng clia doanh nghiép. Bac
biét, déi véi nganh kinh doanh khach san, truyén théng truc tuyén mang lai
cho khach hang cdm nhan v& sw chan that hon, séng déng hon vé céc
san phdm va dich vu ctia doanh nghiép, bi san phdm clia nganh la nhitng
trai nghiém dich vu c6 tinh vé hinh. Bi viét ndy, théng qua nghién ctvu tinh
hudng tai Victoria Hoi An Beach Resort & Spa nham hé théng héa cac van
@& Iy luan v& marketing qua phuong thirc truy@n théng xa héi tryc tuyén
(TTXHTT) Facebook; phan tich rd thwc trang hoat dong cla trang
Facebook tai Victoria Hoi An Beach Resort & Spa (Khéch san Victoria Hoi
An) va dé& xuét nhiing giai phap dinh hwéng nham ddy manh hoat déng
marketing qua phwong thire TTXHTT Facebook cho Victoria Hoi An.

T khoa - cong ddng truc tuyén; facebook; marketing; marketing
trwc tuyén, khach san.

1. D3t vén dé

Kénh truyén théng truc tuyén cho phép cac khach hang du
& bt ctr noi dau déu c6 thé tiép can d& dang va nhanh chéng
vai doanh nghiép ciing nhu cac san phim va dich vy duoc
cung cép. Bic biét, di vai nganh kinh doanh khach san, kénh
truyén thong tryuc tuyén mang lai cho khéch hang cam nhan vé
su chan that hon va séng dong hon ddi vai cac san pham va
dich vu cua doanh nghiép, bai san phim cua khach san la
nhiing trai nghiém dich vu c6 tinh vo hinh. Trong s6 cac
phuong thic truyén thong truc tuyén (PTTTTT), truyén thong
CDTT Facebook ngay cang manh mé va dan dau véi toc do
truyén théng vuot troi. Thoi gian gan day, cong cu nay da bit
dAu duoc cac doanh nghiép chd y sir dung nhung nhin chung
chua dugce quan tAm dung mac. Nghién cau caa ching toi 1am
rd truong hop cu thé tai Victoria Hoi An Beach Resort and
Spa nham hé théng héa ly luan co ban vé hoat dong marketing
qua PTTTCDTT Facebook, phén tich thyc trang vé hoat dong
marketing qua phuong thirc TTCDTT Facebook va dé xuat
nhiing giai phap dé ddy manh hoat dong marketing qua
PTTTCDTT Facebook tai Victoria Hoi An Beach Resort and
Spa. Qua d6, gitp cac nha marketing caa doanh nghiép cé co
s& dé hoan thign cong cu marketing hién c6. Nghién ctu cia
chiing t6i dya vao ngudn dir liéu so cap va thir cap. Dir liéu so
cap, dugc thuc hién bang phong van truc tlep khéch luu tra tai
khach san vao cubi thang 3 ndm 2014 va két qua diéu tra cua
khéch san thuc hién bang bang hoi dién tir ndm 2012, véi qui
m6 mau 1000 du khach. Sé lwong ban hoi dat chat lwong phuc
vu nghién cau 14 604.

2. Ly luan vé marketing qua phwong thirc truyén thong
cong dong truc tuyén Facebook

2.1. Marketing qua_phwong thirc truyén thong xa hgi
cong dong truc tuyén

Abstract - Nowadays, promoting social media plays an important
role in the marketing of a company. In particular, for the hotel
industry, online media gives customers a sense of truth and
liveliness for the products and services of the business, because
its products are experiencing service invisibility. The main purpose
of this study is to examine the literature of social media marketing
by Facebook online community; analysing the operational status of
the Facebook Page in Victoria Hoian Beach Resort & Spa; the
research gives some proposed measures to promote social media
by Facebook online community for Victoria Hoian Beach
Resort & Spa.

Key words - online community; facebook; marketing; online
marketing; hotel.

- Marketing tric tuyén: La tit ca cac hoat dong marketing
duoc thyc hién dua trén nén tang Internetva céc phuong tién
dién tir.

- Truyén théng xa hgi qua céng dong truc tuyén
(CPDTT): La hinh thirc truyén thdng dua trén web, cho phép
moi ngudi tao lap mot hd so cong dong, chia sé cac thdng
tin lién két,...

- Cong dong truc tuyén: 1a “mot nhom ngudi chia sé
cac kinh nghiém tiéu ding qua cac phuong tién truyén
thdng xa hoi (Rheingold, 1993).[1]. C6 2 loai CDTT: cong
dong chia sé tai nguyén (Youtube, Flickr, Scirbd) va cong
ddng chia sé thong tin ca nhan (Twitter, Facebook,...).
CDTT c6 3 dic diém: dia diém (thé giGi thuc tdn tai trong
tam tri cac thanh vién), biéu neong (¥ nghia va viéc xac
dinh danh tinh cho cac thanh vién trong cong ddng) va thé
gisi do (hé théng may tinh c6 anh huéng dén cach moi
ngudi hinh thanh cong ddng). Ly do céc thanh vién ghé
tham la thu thap thong tin, giao dich va tuwong tac vai nhitng
ngudi khac,...Dya trén “tan sé quan sat” va “twong tac voi
cong ddng”, cac thanh vién dugc phan theo nhém thu dong
va chu déng.

Dé xay dung va duy tri CDTT thanh cong, nha marketing
CPTT phai thu hut nguoi tham gia va khuyén khich ho trung
thanh véi cong dong bang cach dem lai cho ho nhiing loi ich
cu thé: loi ich chirc ning (d& dang, hiéu qua cua quéa trinh
giao dich), lgi ich xa hoi (giao luu va hd trg 1an nhau), loi
ich tam Iy (két ndi), loi ich kinh té (khoan tién tiét kiém nho
khuyén mai) va lgi ich huong thu (trai nghiém giai tri) [6].
Trong linh vuc khéch san, sy tham gia CDTT, long tin
thuong hiéu va sy cam két thwong hiéu caa khéch san ¢ méi
quan hé twong hd. Mb hinh hanh vi nguoi tham gia trong cac
CPTT la nguoi ding s& tiép nhan thong diép marketing
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truyén thong xa hoi truc tuyén qua cac giai doan: Chiy >
Thich thd >tim kiém - hanh dong mua - chia s¢. Trong
d6, “tim kiém” va “Chia x&” 1a hai hanh vi phé bién.

2.2. Marketing qua_phwong thitc truyén thong xa hgi
céng dong truc tuyen Facebook

- Khéi niém Facebook: Facebook thudc cong dong chia
xé théng tin ca nhéan truy cap mién phi. Nguosi ding tham
gia cac mang ludi duoc to chuc theo thanh phd, noi lam
viéc,...dé lién két véi nguoi khac.

- C&c tinh ndang co ban va tién ich: Moi ngudi c6 thé
két ban, giri tin nhan cho céc thanh vién va cap nhat trang
hd so ¢4 nhan ctia minh, cho phép trao d6i théng tin ca nhan
va thong bao cho ban bé biét. Ngudi dung ¢6 thé trao dbi
v6i ban bé va nhimg ngudi khéac théng qua tin nhan ca nhan
hodc cbng cong, tinh nang chat, tao 1ap va gia nhap “nhom
ua thich” hay “trang yéu thich”. Hién nay, tng dung
Facebook c6 sin trén cac hé diéu hanh iPhone, Android,
WebOS. Nokia va Research In Motion.

- Khai thac sirc manh cua TTCDTT Facebook cho hoat
dgng marketing doanh nghiép: Nha lam marketing c6 thé
khai thac hiéu qua tinh nang vuot troi cua Facebook la sirc
manh twong tac gitra cac thanh vién trong cung 1 dich vu
va stc manh cua s6 dong tir sy tuong tac dy. Su lan toa
théng tin nay sé cuc nhanh va tao duoc sy tin cay cao hon
cho nguai tiép nhan thong tin so vai cac phuong tién truyén
thng truyen thong. Nho d6 doanh nghiép dé xay dung moi
quan hé lau dai va khuéch dai phuong thuc truyen théng
manh m& nhét cia marketing — truyen thdng truyén miéng.
[2]. Nho vay, doanh nghiép dé dang thuc hién cac hoat
dong cham soc khach hang do d& dang nam bét tam ly va
thi hiéu cta nguoi dung.

Céac cong cu truyeén thdng xa hgi cia nha cung iéng
Facebook cho doanh nghiép bao gom: Thic day phét trién
san pham va sy dbi méi cho doanh nghiép; Xay dung va
nang cao su nhan biét vé trang Facebook cho doanh nghiép;
Xay dung su thich tha va su khac biét ctia thuong hiéu cho
doanh nghiép; Tang luu luong truy cap va doanh sé bén
hang cho doanh nghiép; Xay dung long trung thanh va cac
méi quan hé lau dai cho doanh nghiép; Khuyéch dai loi gigi
thiéu va truyén thdng truyén miéng cho doanh nghiép va
Tang cudng su thiu hiéu khach hang cho doanh nghiép.[3]

Nha lam marketinh cza doanh nghiép c6 thé siz dung
nhiéu tir khéa chuyén mén cua Facebook nhu Ché dg
Profile (nguoi dung, cung cip “tai khoan” cho ngudi mai
tham gia véi tu cach 14 c& nhan; Fanpage (trang), cung cap
cho nguoi ding tham gia cidc nhém trén cong dong
Facebook; Ung dung Facebook Ads, nhitng mau quang cao
clia cac cong ty dwoc cung cap boi Facebook; Ung dung
Sponsored Stories, dinh dang mét quang céo truc tuyén
kiéu mai kich thich ngudi xem phai tuong tac va tham gia;
Ung dung GraphAPI, cach dé co duoc dir lidu vao va ra
khoi Hinh x4 hoi cua Facebook; Ung dung Social Plugins
(Activity Feed, Recommendations), cho phép doanh nghiép
xem nhitng gi ma ban bé da thich, hay nhan xét hoac chia
xé trén cac trang web; Page Insights: cho phép nguoi quan
tri Fanpage phan tich sdu hon twong tac ctia ngudi ham mo
va nhiing tuong tac ciia cong dong voi nodi dung cua
Fanpage; Page Publishing, cac quang céo chua thanh toan

trudc xuat hién trén twong ciia Fanpage va cd thé ciing xuét
hién & Newsfeed ciia mot Fan hoac 1 ban caa mét Fan;
Facebook Question, (thg dung Question ctia Facebook gilp
nguoi ding tao nhitng cau hoi tha vi dé hoi y kién ban beé
ma con gidp cac nha marketing st dung nhu mot cdng cu
dung dé lam khao sat vé san pham, dich vy; Campaign
Report, do lwong muc twong tac cua ngudi dung véi cac
chién dich doanh nghiép da phat dong [4]

3. Thuc trang hoat dgng marketing qua phwong thic
truyén thong x& héi cong dong truc tuyén Facebook tai
khéch san Victoria H§i An
3.1. Gigi thigu khai quat khach sgn Victoria Hgi An

Khach san Victoria Hoi An 1a khach san thudc chudi
Victoria Hotels &Resorts, duoc xay dung theo phong cach
kién trdc ciia Phap - niém ty hao gii vai tro tién phong
trong viéc dua du khach t6i nhimng diém dén doc déo nhat
& Viét Nam va Campuchia, nam doc theo bai bién Cira Dai
(Hoi An, Quang Nam). Victoria Hoi An duoc thiét ké doc
d40 vai 109 phong dat tiéu chuan 4 sao qudc té, dwoc khai
trwong va di vao hoat dong tir thdng 4 nam 2001.
3.2. Thuc trang marketing qua trang Facebook cuia
khéach sgn Victoria Hgi An

- Vé thoi gian tham gia va giao dién trang Facebook:
Khach san chinh thirc tham gia Facebook vao 8/8/2012, vi
tu cach la mot nguoi dung c& nhan. Nén giao dién trang
Facebook cua khéch san (resort) dang dé ché do ngudi
dung (Profile). Véi tinh ning nay, nguoi ding chua thé
tham gia vao trang cua khéch san cho dén khi khach san
ddng y két ban. Vé thong tin ca nhan va trich dan wa thich
duoc resort chu trong. V& mau sic, facebook cung cap cho
nguoi ding giao dién véi mau nén nhu nhau ddi voi tat ca
moi nguoi. Do giao dién Facebook cho phép ngudi dung
dang tai hinh anh dai dién va hinh anh bia, nén mau sic cua
trang c& nhan phu thudc rat nhiéu vao mau sic cua hinh,
dic biét 13 hinh anh bia, boi n6 ¢6 kich thuéc 16n. V& cac
hinh anh dugc dang tai trén tuong kha dep mét vai chat
lwong cao da thu hut duoc mot sb sy quan tam tir ban be.
Céch thirc dang tai hinh anh kha thanh céng (dang tai mot
hinh anh kém theo mét cau van ngan mé ta hinh anh). Tuy
nhién, do ddng tai hinh anh resort nhin tir trén cao, nén anh
bia c6 mau kha budn, chwa that sy hap dan nguoi xem. Vé
kha nang thu hut khach hang, resort chua st dung cong cu
quang c&o nao trén Facebook. V& cac ing dung trén thanh
g dung, hién facebook cuia resort dang ¢ ché do nguoi
ding c& nhan nén trong giao dién khong xuat hién thanh
g dung. Piéu nay, gay khé khin cho nha marketing trong
tuong tac vdi khach hang nhu cac tap hop cac chuong trinh
uu dai, tap hop cac hinh anh, sy kién, video, ngudi ham
Mo, Vi tri resort cling nhu tng dung dat phong truc tuyén...

- S6 rpng va hinh thizc cac hoar déng: Tir ngay thanh
lap trang ca nhan facebook dén nay, resort d dang tai tong
cong 33 hinh anh, 1 trang yéu thich, 47 luot thich (phan lon
1a resort tu thich cac hinh anh ma minh vira déng 1én) va 3
binh luan. Hinh thire chi yéu cia hoat dong 1a dang tai hinh
anh cac hoat dong vé kién tric va canh quan xung quanh
resort. Nhu vay, khach san mai dung lai & mirc @6 quang
c&o mot chiéu, mirc do tuong tac 2 chiéu con rét thap.

- Vé nang luc két noi ban bé: V& quy md, hién c6 671
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ban bé (gan 42% la khach quéc té). Nhu vay, khach san da
kha thanh cong trong thu hat ban bé biét dén trang
Facebook ciia minh, nhat I ngudi nudc ngoai. V& do tudi,
ban bé cua resort trai rong & nhiéu do tudi, nhung tap trung
nhat tir 20-40 tudi. V& quan hé, ban bé ngudi nudc ngoai
c6 quan hé vira 1a du khach da dén khach san, vira 13 ban
bé caa du khach hoic nhan vién khach san. Sé con lai cha
yéu 1a nhan vién va ban bé cua nhan vién resort. Vé mic
do tuong tac trén mdi hoat dong, nhin chung, mic do twong
tac con & giai doan so khai, da sb 14 chi dirng lai & xem chu
chwa tham gia vao mdi hoat dong. Két qua khao sat (Hinh
1) cho thdy, s6 luot thich bién dong manh, da s6 tuong tac
tir ban beé nguoi Viét, s6 tuong tac tir ban be 1a nguoi nudc
ngoai con thap thé hién qua tat ca cac tiéu chi s6 luot xem,
thich, chia sé,... Nhu vay, mirc do thu hit quan tam cia moi
hoat dong chu‘a déu va chua gy chi y t6t dén ban be. S6
luong chia xé chi 11 luot va sb lugng tham gia binh luan
33 luot, trong d6 nhiéu nhit 12 8 binh luan/ 1 hoat dong. Vé
ty 1& ban be tich cuc/ téng s6 ban bé dat 155/671 ngudi, chi
chiém 23% téng s6 ban. Céc chi s6 nay thip cho thiy hiéu
qua V& noi dung dang tai con kém.
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Hinh 1. Bién dgng sé leot thich cac hogt déng déng tai.

- Cac cong cu dwoc swr dung: Khach san da va dang su
dung ba cong cu la thiét lap ché d¢ nguoi dung; dang tai
hinh anh va website: Cac cong vu nady chi méi tac dong
truyén thong & mirc co ban (tu lan truyén hinh anh) chu
chwa c6 tac dong truyén thdng c6 muc dich (dén khéch
hang muc tiéu); Cong cu xac dinh vi tri Google Map (dia
diém resort): chi méi xac dinh vi tri dja danh 12 Thanh phé
Hoi An, con vé dia chi cu thé caa khach san van chua xéc
dinh chinh xac. Su han ché cong cu str dung nay la do khach
san tham gia hoat dong cha yéu duéi ché d6 nguoi dung.
Trong khi d6, nha cung cap facebook hd tro phan 16n céc
g dung marketing danh cho ché d6 Fanpage.

- Y kién khach hang vé hoar déng trang Facebook cia
khéch san Victoria Hgi An: Phan tich két qua diéu tra khach
hang vé tinh hinh hoat dong cua trang Facebook [5] cho
thdy c6 gan 50% khach tham gia Facebook khong hé biét
dén trang Facebook khach san. Hon 70% nguoi duoc hoi
cho rang trang Facebook cua khach san noi dung dang tai
don diéu; c6 50 % cho rang tan sb tuong tac cta khach san
qua thap khién ho it co hoi biét dén thuong hiéu khéch san;
80 % cho ring khong nhan thiy su khéc biét gitra trang
Facebook cua khach san so vai trang cua cac khach san
khéc. Pang chu ¥ 1a c6 t6i 35 % nguoi duoc hoi cho biét
ho cam thay chan va khong bi thu hit bai cac hoat dong

trén tuong; Vé céc yéu té thu hit sy tham gia vao cong
dong, c6 hon 80% ngudi nhan manhcéc yéu té "Lién tuc
cap nhat thong tin bd ich vé du lich (cac su kién du lich
quan trong tai dia phuong, kinh nghiém du lich), “Duy tri
tinh tuong tac 2 chiéu cao”, Pa dang hinh thirc ding tai
(hinh &nh, phim, bai bao.. ) Ngoai ra, “4p dung chuong
trinh wu dai d6i voi thanh vién cua cong dong” ciing 1a yéu
t6 quan trong dé thu hut ho tham gia.

4. C4c giai phap dinh huong nhim diy manh hoat dong
marketing qua phwong thic truyén thong xa hai cong
dong tryc tuyén Facebook cho khach san Victoria Hi An

- Hoan thign cong tac xay dwng ché dj trang
Facebook cria Khach san bang viéc xay deng trang
Fanpage vdi tén Victoria Hoi An Beach Resort& Spa va
thiét 1ap théng tin, hinh anh dai dién va dia chi web va cac
quang cado cho Page méi duoc tao: Cac budc nay sé duoc
thuc hién thong qua cac thi tu cac hop thoai duoc xuit hién
cung cac huéng dan cach sir dung va diéu khién Page hién
thi. P4i vai nhitng tmg dung cho muc dich nang cao hoat
dong marketing, thi khach san can phai tim kiém tai liéu,
thong tin hudng dan cach thire cai dit va sir dung. Thong
tin duoc dang tai phai minh bach va ding véi thuc té tai
khéch san; sir dung nhirng hinh anh doc quyén tai khach
san dé dang tai; dia chi nén dwoc ghi rd cy thé va xac dinh
chinh xéc trén ban do; dwa website khach san vao mét tag
(tng dung) trong thanh ung dung dé khach c6 thé truy cap
truc tlep dén cong cu dit phong truc tuyén.

- Xay dwng va nang cao sw nhdn biét cia trang
Fanpage mdi va ting luu lwong truy cdp va tang doanh
s6 ban hang: Dya trén mo hinh hanh vi nguoi ding AISAS
do Dentsu dé xuat, noi dung va trinh ty giai phap nhu sau:

+ Guii yéu cau dé nghi ban bé thich trang Facebook méi
thiét Idgp: Do méi thanh I4p, chua c6 thanh vién hay ngudi
ham mo, nén Facebook cung cap mot cong cu cho phép giri
161 moi thich trang fanpage cua khach san méi tao mot cach
nhanh chéng va tién loi. Uu dlem quan trong cua cong Cu
moi nay la giai quyet han ché vé gigi han s6 nguoi dugC moi
1 1an bang chon tat ca ban bé. Sau khi moi tit ca ban be,
khéch san nén dang mot théng bao vé hoat dong cua khéach
san s& duoc thyc hién 1én Fanpage mai thay cho trang
Facebook cé nhan ci.

+ Sir dung Facebook Ads dé gay sw chi y: Trang
FanPages méi, viéc gy chii y dén khach hang tiém ning la
rat kh6. Nén ngoai viéc khach san sir dung noi dung that sy
t6t nhu két hop bai viét, hinh anh, tng dung tro choi hoic to
chire cude thi tryc tuyén, phuong 4n tét va nhanh nhit la
chay Facebook Ads dé gay su chu y cho dung véi dic diém
tam ly khach hang tiém nang.

+ Sir dung ung dung Sponsored Stories dé tao sy thich
thd: Sau khi dat duoc mét s6 thanh vién (nguoi ham ma) nhét
dinh, resort c6 thé gay sur thich th véi Sponsored Stories (luu
y |a phdi nham diing doi twong khéach hang tiém nang). Chirc
nang nay ¢6 hiéu qua cao hon quang cao va mirc tinh phi dugc
tinh trén mdi Ian thich.

+ Sir dung cbng cu xdc dinh vi tri trén Google Map,
cong cu tim kiém Google va website cia Khach san dé
thuyét phuc khdch dat phong: Di véi khach hang tiém
nang thich tha véi ndi dung Sponsored Stories vé khach
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san, ho c6 thé dung Google dé tim kiém (search) véi mot
sb tir khoa nhu “Victoria Hoi An, Hoi An Khach san,...”.
Té6i day thi dua vao dia diém Khéach san da danh dau trén
Google Map hoic thuc hién quang céo trén cdng cu tim
kiém Google, dwa khach hang vé website va thuyét phuc
ho dat phong (Action). Bi véi khach hang tiém nang khéc,
c6 thé kich thang vé duong dan trén bai diang dé vé thang
website wwwe.victoriahotels.asia. Nhiém vu caa bo phan
dat phong la thuyét phuc ho “Action” trén chinh website
cua khach san.

+ Tiép tuc s dung Sponsored Stories dé tao sy lan
truyén thuong hiéu: Khach san phuc vu khéch hang tét,
ngudi hAm mo 1én Fan Page dé khen ngoi. Sponsored
Stories gilp khéch san lién tuc dua cac bai ding 1én dau
trang ca nhan caa nguoi hdm mo khi ho thich va uu tién
XUt hién trén céc ban tin chung ban bé cua ngudi ham mé.
Tir @6 khuyéch dai theo sé lugng ban bé ctua ngudi ham
mag.

- Tang cwong sw twong tdc hai chiéu trong Fanpage:
Trudc hét, dua ra cac hoat dong nham thu hat ban bé thich
trang nhu khuyén khich khach hang nhan “like” bang
nhitng phan thuong nho nhu coupon, béan 1é mé phiéu giam
gi4,.... Khach san c6 thé trang bi nhiing gié tri cong thém
nhu cac phan mém tro choi mién phi cho fans. Mat khac,
Vi moi ngudi quan tdm dén san pham, dich vu ma khéch
san cung cap nén “like” trang Facebook ctia khach san, noi
dung dang tai phai cung cdp va ludn cap nhat théng tin vé
cac su kién cuakhéch sanhay céc su kién khéc c6 lién quan
dén san pham, dich vu caa khach san; Chia sé cac clip hai
hudc tir Youtube c6 lién quan dén san pham, nganh nghé
ma khach san dang kinh doanh;...Ngoai ra, nhitng cau hoi
thdi vi va d& tra loi ¢ tinh giai tri cao dé thu hat moi ngudi
binh luan trén Facebook ciing can thiét. Cudi cuing, khach
san can xay dung va dang tai doan video vé khéach san bang
cach sir dung Youtube dé luu trit va chia sé ching trén
Fanpage.boi video sg kich hoat tam Iy truy cap nhiéu hon.
Chang han, khach san tao mot doan phim ngén vé chuong
trinh du lich xuyén tinh bang xe side-car dé thu hit su to
mo cua ngudi xem. Nhim tao cam giac chan that, pha chat
hai huéc trong tdm tri ngudi xem, clip nay nén dugc quay
dudi dang mét du khach di du lich thyc té.

- Xay dung s thich tha va s khéc biét cho thuwong
hiéu ciza khach sgn bang 3 nhém cong vige sau: Trude
hét, 1am néi bat thanh vién trung thanh bang cach sir dung
cdng cu Booshaka. Nhitng thanh vién tham gia tich cuc vao
cong dong s& nhan dugc Mot sy ghi nhan tir chu cua
Fanpage. Qua do, gilp cho Fanpage cua khach san gia ting
su tuong tac tir cAc thanh vién va tao su lan truyén hanh vi
tich cyc dén céc thanh vién khac. Thi hai, tao mau thng
tin lién lac cho céc thanh vién nham giup cho ngudi ham
mo trang Fanpage cua khach san c6 thé dé lai thong tin lién
lac khi can thiét ma khdng can phai dé lai mét binh luan
trén trang bang cach sir dung cong cu ContactMe. Cubi
cling, tang hiéu ang viral (cai dat &m thanh két ndi véi mot
hinh anh hoac album hinh anh) bang cach st dung tng
dung FOTOBABLE. Hiéu ung nay gitp lan truyén hinh
anh cua khéch san nhanh chong dén ban bé cua céc thanh
vién, nham tao sy ngac nhién cho ngudi xem va thic diy
ho chia sé n6 cho nguoi khac.

- Khuyéch dai 161 gidi thigu va truyén thong truyén
miéng vé khach sgn: Thong qua cong cu ty dong gan thanh
vién vao hinh anh, doan phim va ghi cha dugc dang tai;
Hop tAc vdi céc ca nhén trong cong ddng Facebook cua
khéch san c6 s6 luong ban bé 16n dé d¢iy manh hiéu ung
truyén thong truyén miéng: Chang han, hop tac voi cac
dién vién dién anh hay ngdi sao ca nhac ma ho la thanh vién
cua cong ddng. Viéc hop tac vai ho mang lai hiéu ung tang
theo cap s nhan s6 luong ngudi dung thich trang Fanpage
cua khach san. Tuong tu, véi mdi hoat dong cua Fanpage,
s6 lugng xuét hién trén cac New Feeds ciing s& nhur vay.

- To chiic cac cudc thi cé thweng trén facebook ciia
khéch san: Giai phap nay kich thich tam ly thang thua cia
con ngudi nham tao hiéu &ng lan téa théng tin. Cac cudc
thi trén facebook cua khach san c6 tac dung khuiy dong
khdng khi trén Facebook, thu hiit nguoi tham gia va phat
tan thong tin. Céc cudc thi c6 thé 1a thi anh dep vé phé cb,
vé khach san Victoria Hoi An, thi viét vé trai nghiém du
lich Victoria Hoi An,...; Ngoai ra, c6 thé thi video hay guri
email dé tham gia riit tham may man.

- Cdp nhdt théng tin, chwong trinh wu dai véi nhing
hinh anh tha vi nham gay sw chi y mgnh mé: Nha quan
ly trang facebook ludn cap nhat thong tin vé cac chuong
trinh vu dai ctia khach san theo thang, quy, nam; thong tin
vé céc su kién 16n tai Hoi An va tai khach san, ching han
thdng tin vé Festival di san Quang Nam lan 5, vé chuong
trinh du lich trén xe sidecar cua khéach san,... nham khuy
dong khong khi trong Fanpage va quang ba thuong hiéu
khach san. Véi mdi “trang thai” duoc cap nhat, khach san
nén dinh kém mét hinh anh nhu linh vat biéu trung khéch
san; sy phuc vu chu dao va chuyén nghiép cua nhan vién;
vé kién tric ¢6 Hoi An, dia diém du lich hdp dan Hoi An
(lang rau Tra Qué, Cu Lao Cham...). Nhitng hinh anh do,
gilp khach hang hinh dung d& dang hon va hiéu rd hon vé
khéch san, vé dia phuong ma khéach san toa lac, gép phan
goi md nhu cau nghi dudng cia ho.

- Tang cwong té chire diéu tra, khdo sér dé do lwong
hoat dgng ma khach san da thuc hign trén Facebook nhu
lwong fans, sé liéu chuyén ddi, cac hoat dong, su trung
thanh...Thuc hién déu dan viéc do luong gidp khach san
hiéu rd fans ciia minh hon va c6 chién luoc t6t hon cho
nhiing hoat dong tiép theo. Cac giai phap gom tao bang
khao sat truc tuyén (Question Facebook) y kién khéach hang
vé cac hoat dong trén Facebook; Tao bang thim do tryc
tuyén vé phat trién san pham, dich vy méi... Sau khi du
khéch tra loi trong khoang 1 dén 2 thang, khach san bét dau
sir dung cdng cu théng ké va phan tich cua Facebook la
Facebook Insight. Chi sb can ch( y trong ban bdo céo
Facebook Insight 1 chi s6 Fan Reach. Chi sé nay rat quan
trong, gidp cho nha quéan 1y Fanpage danh gid noi dung ma
minh dang c¢b gay dung c6 du sic hap dan hay khong. Chi
sb nay cang cao ching to Fanpage hoat dong tét, thu hat
nhiéu ngudi hon va tan suat lan truyén thong tin nhanh hon.

- Sir dung nhiing Vi tri dic dia trén trang facebook dé
gay dn twgng dén cac thanh vién ciia khach sgn: C6 nhiéu
cach dé trién khai giai phap nay nhu tao mgt Welcome tag
cho chinh website cua khéch san nham gigi thiéu hé théng
cac san pham, dich vu caa khach san; Sir dung izng dung
Pin A Post d gii hién thi ndi troi cho nhitng bai dang ddac
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biét trén dong thoi gian. Nho tng dung nay nhiing bai viét
t6t hodc hoat dong dic biét ludn hién thi trén dong thai gian
ma khong bi don xudng khi c6 bai viét méi; Sir dung High
Light Post dé lam noi bat bai dang nén gidp thu hit sy chi
¥ hon dén noi dung quan trong nhat trén Fanpage; Sir dung
ung dung Milestones dé danh dau céc su kién quan trong
trén dong thoi gian. Milestones la céng cu gilp khéch san
quang ba mot cach hiéu qua cac su kién quan trong cua
minh qua loi ndi va hinh anh.

- Phat trién #ng dung "'Send to a friend" khuyén
khich ngwoi dung chia sé trang facebook ciza khéach san,
nhdm cho phép gui thiép chdc mung giita c4c thanh vién
hodc tir mot thanh vién dén ban cua ho va cho phép guri
phiéu vu dai dén cac thanh vién trung thanh hay chuyén ddi
gitra cac thanh vién.

5. Két luan

Hoi nhap toan cau va méi trudng kinh doanh thay déi,
cac doanh nghiép néi chung va khach san noi riéng phai

lubn &p dung cong nghé mai vao thyc tién, dé xay dung
mot hinh anh thuong hiéu manh. Nghién ciru dé xuat 10
nhom giai phap dinh hudéng day manh hoat dong marketing
trén cong dong truc tuyén Facebook s& gop phan nang cao
hiéu qua hoat dong marketing ciia khach san Victoria Hoi
An dé thu hat tét hon lwong khach dén. Dong thoi, day s&
la nhitng co sé quan trong gilp cac doanh nghiép xem xét
hoan thién cac cdng cu marketing cia minh.
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