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PHAN 1. DAT VAN BE
1. Tinh cap thiét cta dé tai

Ngay nay, Internet dugc phd cap toan cau trong dé tai Viét Nam,s6 nguoi St
dung Internet Ién dén 64 triéu nguoi, chiém 66,65%. Thong quando da cho thdy
Internet dang trén da phét trién, la mdt phan khong thé thiéu trofgicudc song clia moi
nguoi. Internet da lam thay doéi thdi quen clia nguoi tiéu deing. Do la sy thay doi théi
quen tir viéc ti€p nhan kénh théng tin tir tivi, bao, radiq.., Sahg/Facebook, Y outube,
website... Sy thay ddi trong tim kiém théng tin tir viéc tham kiao nguoi than, ban bé,
nguoi ban hang,..., sang tim kiém trén Internet, xem cac hlan xét, tham khao clia cac
nguoi tiéu dung khac. Siic manh khach hang dwgc dwa. Jeéfvtam cao méi. Chinh vi vay,
céc doanh nghiép dang dan chuyén dich tr kinh doamh truyén thdng sang méi trvong
Internet, chll yéu tap trung dau tv nguon luc'vao onfine marketing. Tam guan trong
online marketing dwgc dua Ién hang dau.

Online marketing c6 vai tro circ ki gean trong khong thé thiéu ddi voi cac doanh
nghiép du lich tai Hué. Online marketing*eé*vai tro quan trong trong viéc xuc tién,
quang ba clia té chirc, doanh nghiép. VWgi phitng déc tinh wu viét, kinh phi thap, hiéu
qua truyén thdng cao, hiéu qua lawdai di¥a trén cac loi ich béi so v&i maketing truyén
thong, ti€p can dwoc chinh xae doi twong khach hang lién tuc 24/7, théng tin ndi dung
quang ba ciing cé thé diéu chimh,ch® phu hop, phan ving khéach hang chinh xac hon,
do luong tinh hiéu qua désdangudroc thuc hién thong qua cac cong cu phan tich k¥
thuat. Chinh vi vay, cég,dganh nghiép du lich tai Hué dang dan day manh hoat dong
online marketing vao coéng ty, xem online marketing la gidi phap séng con clia mot
doanh nghiép. Hiéu@iéu'@é, tinh hinh canh tranh gira cac cong ty cd phan dao tao va
dich vu du lich HfEMedngty du lich Dai Bang - Eagle Tourist, cong ty co phan du lich
Huwong Giang (Muofg Giang Travel), Saigontourist,.., ngay cang gay gat hon.

Cong ty co)phan dao tao va dich vu du lich Hué hay con goi la Hue Tourist
dugc thanh™ap 11 Nguyén Cong Tri - thanh phé Hué - tinh Thira Thién Hué, ngoai
viéc t0 ehiréwa thuc hién céc tour du lich trong nwdc va ngoai nudc, Hue Tourist con
tw M@n |an Gung cip céc giadi phép t6 chirc sy kién. Cong ty ¢ phan dao tao vadich vu

du lich ' Hué (Hue Tourist) da cha trong dau tv hoat dong truyén thdng online
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marketing hon bat ki hoat dong nao khac. Hue Tourist da thuc hién_hoat dong
marketing online nhr nao? Lam thé nao dé thu hit khach hang tiém nang? Lam thé
nao dé khach hang dang st¢ dung dich ddi thi chuyén sang s dung dich“m ctia cong
ty?

Thong qua thuc té dé, tac gia ti€én hanh thuc hién dé tai “B@nh gia thuc trang
hoat ddng online marketing tai cong ty c¢6 phan dao tag=va,dich vu du lich Hué”
lam khéa luan t6t nghiép clia minh.

2. Muc tiéu dé tai
2.1. Muc tiéu chung

Thong qua khao sat, danh gia vé hoat dong enlinémarketing ctia cong ty Hue
Tourist, dé tai d& xudt mot s3 giai phap nham harmthién hoat déng online marketing
tai coOng ty.

2.2. Muc tiéu cu thé

- Hé théng hoa nhitng van deé |7 luansva thuc tién vé hoat dong online marketing.

- Banh gia thuc trang vé hoat dong,Onkifie marketing clia cong ty Hue Tourist.

- D& xudt mot s giai phdp nham hoan thién hoat dong online marketing tai
cong ty Hue Tourist.

3. Bdi twgng va pham vi nghién ctru
3.1. b6i twong nghién ctru

Hoat dong online makketingtai cong ty co phan dao tao va dich vu du lich Hué
— Thanh phd Hué.

3.2. Pham vi nghién ctru

- Pham vi noil dun@yNghién ctru chi tap trung lam rd cac van dé lién quan dén
online marketingfaegort cac cong cu do la: Facebook marketing, Email marketing,
Website, SEM,‘SEO»

- Phamyvi khong gian: Tai cong ty du lich Hue Tourist.

- Pham.vi thoi gian:

+ DOVl SO liéu thir cap dwoc wu tién 1ay tir giai doan 2015 - 2017.

+ DOoIVoi SO liéu so cap duoc khao sat trong thang 11 nam 2018.
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4. Phwong phap nghién ctru
4.1. Phuwong phap thu thap di liéu
4.1.1. Nguon dir liéu thir cap
- Thu thap két qua théng ké vé cac hoat dong online markélig qua cac cong
cu dang thuc hién hoat dong online marketing tai cong ty ¢6 phan.dao tao va dich vu
du lich Hue Tourist nhv Facebook, SEM, SEO, Mailchimpa€ Lot tuong tac, phan hoi
clla cong ty Hue Tourist trong khodng thoi gian thang 10 ya Idnam 2018.
- S0 liéu vé lao dong, von tir phong ban cong ty.
- Website, gido trinh, béo chi...
4.1.2. Nguon dir liéu so cap
Khao st bang bang hdi cho cac doi twong lakhach hang clia cong ty ¢ phan
dao tao vadich vu du lich Hue Tourist dé tim hiéu va'phan tich thuc tién, tir d6 dva ra
céc gidi phdp bd sung va hoan thién hoat d®hg online marketing tai cong ty Hue
Tourist.
4.2. Phuong phap phan tich, xt ly di* liet
* Phuong phap xac dinh kich 6§ mau
PEé tinh kich c& mau, tac gia da sthdung €ng thirc sau:

“Zrpr(-q)
=

n

Trong do:

- N: kich c& méu diéu tra

- g: lagiatri tvong ng cua’mién thong ké (1-a)/2 tinh tir trung tdm cla mién phan
phdi chuan.

- p: ti 1€ nguoi dopgwy, tra Lol phdong van

- €% sai s mauchowhép

V6i nlach mau, 2= 1.96 la gia tri ngudng ctia phan phéi chudn tveng ¢ng vai do tin
cay 95%. B@ tinh chat p+g=1, vi vay p.q £ I6n nhat khi p=g=0.5 nén p.q = 0.25. Ta
tinh c& pagi do tin ciy 1a 95% va sai s mau cho phép lae = 11%, mirc do sai léch

tropg chofnau. Luc dé mau tachon s& ¢o kich ¢ 16n nhat:
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2 % * (1__
19605 2(1 05 _ 2047
0.11

Nhu vay s8 lvgng mau t6i thiéu 80.
V6i c& mau ndy nén phat ra 100 bang hoi thu vé 95 bang hoi dam tiak hop'lé

* Phrong phap chon mau: Chon mau phi xac xuét ngadfién. Co nghia laldy
mau dwatrén sy thuan loi hay dwatrén tinh dé tiép can clia @i6i twong, & nhitng noi ma
tac gia diéu tra c6 nhiéu kha nang gap dwoc doi twong. Trong phaim vi nghién clru clia
minh tac gia lwa chon da so tai cong ty Hue Tourist, Thiy BiéugTam giang.
4.2.1. D liéu thr cap

+ Phuong phéap tong hop: Tong hop céc sO lietwa thdng tin vé két qua kinh
doanh da thu thap duoc chon loc thdng ké tlr phong™ké toan tir nam 2015- 2017.

+ Phuwong phap so sanh: so sanh bién d@ng doanh thu tir ndm 2015 — 2017.
4.2.2. D liéu so cap

DE tién hanh xtr ly bang hoi khao satthu V&, tac gia st dung phan mém SPSS 23
dé nhap, ma hda, xir ly va phan tich so liéUizbang hoi:

+ Thong ké mé ta: Tan suat (Frequendies), phan tram (Percent), gia tri trung binh
(Mean),.., dé xac dinh dac diém egamate
+ Sl dung phuong phap, One — Sample T-Test |a phép kiém dinh gia thuyét vé

trung binh cla tong thé, duocsdungetrong treong hop ta mudn phan tich méi lién hé
gitragiatri trung binh cilamot ongthé dinh lwong véi mot giatri cu thé xac dinh.
* Cap gia thuyét
Ho: 1 = Yo (Khé&ch hang dong'y vai mirc danh gia nay)
Hi: 1 # o (Khach hafig'khong dong y véi mirc danh gia nay)
Mrc y nghia kiémrdinhTa.95%
Néu sig > 0,05:4Chwa c6 co sé bac bo gia thuyét Ho.
Néu sig < 0,05: Béc bo gia thuyét Hy,
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5. Cau truc dé tai

Ky

Ngoai phan dat van dé va két luan, kién nghi thi ndi dung dé tai nghién oc chia

thanh 3 chwong nhu sau: 0
CHUONG 1: CO SO KHOA HOC CUA VAN BE NGHIEN C

CHUONG 2: DANH GIA THUC TRANG HOAT BONG ON MARKETING
TAI CONG TY HUE TOURIST 4

CHUONG 3. DINH HUONG VA GIAI PHAP NHAM ’K O HOAN THIEN
HOAT BDONG ONLINE MARKETING
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CHUONG 1: CO SO KHOA HOC CUA VAN BE NGHIEN GEU

1.1. Co s@ li luan
1.1.1. Khai niém truyén théng marketing

Truyén thong Marketing la nhitng phwong tién ma doanh fghiép sl dung dé
théng béo, thuyét phuc va nhac nhd khach hang vé san phafgthwrong hiéu ctia doanh
nghiép, theo céch truc tiép hodc gian tiép. Co thé nbi rang, thayen thong Marketing
dai dién cho tiéng néi clia doanh nghiép, qua dé doanh nghiép Co thé giao ti€p va xay
dwng mdi quan hé véi khach hang. Truyén thdng marketifng déng vai tro quan trong
vao tai san thuong hiéu va doanh s8 bang nhiéu caeffhlu tao ra nhan thirc vé thuong
hiéu va doanh s8 bang nhiéu cach nhu tao ra nhar, thike vé throng hiéu, tao 1ap hinh
anh.thuvong hiéu trong tam tri khach hang, goi tanhiéing phan doan hodc cdm xuc tich
cuc vé thuong hiéu va cing c6 long trung thaflk clia khach hang (theo Chuong 9,
Gigo trinh Quan tri Marketing (2015), TSNguyén Thi Minh Hoa va cong s).
1.1.2. Cac cong cu truyén thong marketing

+ Quang céo la hinh thirc giao%iép phi ca nhan nham cd vii cho san pham,
doanh nghiép hay t6 chirc thong Ga phlrong tién in &o, tap chi, phét song dai phat
thanh, truyén hinh, mang truyén thong dién thoai, truyén hinh cép, truyén hinh vé
tinh, khong day, phuong tiéf tryén thong dién tlr bang ghi am, bang video, CD -
ROM, website va phuvopg™tién ®uyén thong hién thi bién quang céo, bang hiéu, ap
phich.

+ Khuyén mai la cac vu dai ngan han dé khuyén khich dung thtr hodc mua san
pham hoéc dich vu,bao gém khuyén mai cho nguoi tiéu dung, khuyén méi cho trung
gian vakhuyén mia che luc lvgng ban hang.

+ Su kiéneka marketing trai nghiém la cac chwong trinh duoc thiét ké dé tao
ra tvong tag giiathvong hiéu véi nguoi tiéu dung, bao gdm céc hoat dong thé thao,
nghé thuat, gidi,tri va cac si kién hay nhitng hoat ddong khong chinh thirc khéc.

+4Quar hé cong ching la céc hoat dong hwdng dan ndi bd cho nhan vién cla
doanh_nghiép hodc voi bén ngoai (ngudi tiéu dung, ddi tac, chinh quyén va céc

phuwong tién truyén thong) dé thic day vabao vé hinh anh throng hiéu.
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+ Marketing truc ti€p laviéc sir dung thu dién tr, dién thoai, faxthoac Internet
dé giao tiép truc tiép hodc thu hit phan tng dap lai hodc doi thoai voiskhagh hang
hién tai va khach hang tiém nang.

+ Marketing twong tac la hoat ddng marketing truc tuyén va gac chuwong trinh
duoc thiét ké dé thu hut khach hang hién tai hodc khach hang tim nang theo cach
trirc tiép hodc gian tiép nham nang cao nhan thirc, nang caghinh anh hay goi md viéc
ban san pham, dich vu.

+ Marketing truyén miéng la viéc truyén thong bangmiéng clia con nguoi
hodc bang van ban hoic thong tin dién t&r co lién quah g nhitng gia tri hodc kinh
nghiém s dung san pham, dich vu.

+ Ban hang ca nhan laviéc twong tac véi motahiéu khach hang tiém nang dé
thuyét minh, tra 11 cu hoi va thic ddy viéc muasim'hay cé dwoc cac don dit hang.
1.1.3. M6 hinh truyén thong marketing

- M6 hinh vi m6 trong truyén thénggmarketing bao gom:

+ Thong diép va phwong tién truyén théng.

+ Nhiéu la cac théng diép khéc 86.thé can thiép vao qua trinh truyén théng.

+ Nguoi giri va nguoi nhamda har yéu t6é thé hién céc bén chi yéu tham gia
truyén thong.

+ Mahda, gidi ma, phadmikng dap lai vathong tin phan héi la nhitng chiic nang

truyén thong.
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Théng digp [

Chi thé

¥

Mahoa |—a Giai m3 | Hordd nhin

Phirong tign
truyen théng

T

+— IMNhiguw —»

Fhan héi  |e Phan wng dap lai |e

So d6 1: M6 hinh truyén théng tkeng marketing
(Ngudn: Makketing*ean ban — Bai hoc Kinh té Hug)

- Cha thé (Nguwoi glri): Labén giri thdng diepreho bén khéc.
- M& hoa: Latién trinh chuyén y tudng thaph nhitng hinh thirc c6 tinh biéu twong hay
|a qua trinh thé hién y tudng bang mot ngdmngl truyén thong nao do.
- Thong diép: Tap hop céc biéu tvong(ndi flung tin) ma bén gt truyén di.
- Phuong tién truyén théng: Lagac képh truyén théng ma qua dé théng diép duoc
truyén tir nguoi glri dén ngudj, nhan.
- Giai ma: La qua trinh maagudivnhan quy dinh y nghia cho céc biéu tvong ma
nguoi glri truyén di.
- Nguoi nhan: Labén ghan thdng diép do bén kia chuyén dén.
- Bap tng (phan rng dapYai): La nhitng hanh ddng phan (*ng clia ngudi nhan sau
khi da xem thong diép
- Phan hoi: La métphan.sr phan (rng cla ngwoi nhan duoc truyén théng trd lai cho
nguoi gui.
- Nhiéu: Lafrangitha ngoa dv kién hay sy méo moé thong tin xay ratrong subt qué
trinh truyén,thong théng tin nd gay hau qua la ngudi nhan s8 ti€p nhan mot thong
diép khaChan/so vai thong diép ban dau clia ngudi gui.
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1.1.4. M6 hinh hanh vi khach hang trén nén tang internet:

SEARUH ENGINE MARKE

ATTENTION . INTFREST

MA hinfr AISAS

Attention (Chu y)
Attention cd nghia la gay cha y. Mot ham, dich vu néi riéng hay bét ct
thir gi d6 n6i chung muén nguoi ta biét dgerthj phai gay sw chiy. Si cha 'y dé co thé
|at6t, 1ax4u nhueng bat budc phai co gi ucyng dé thu hat ngudi khéc.
V&i moi trwong internet nay thi co }‘@pan thu hit khéch hang la vo ké. D6 la
Online seeding, bai viét PR, b , qidng céo Display Ads... Lam sao cho cang
nhiéu nguoi biét dén san pham, @vu claban thi xem nhv bwéc dau da thanh cong
Interest (Thu hut)
Khi da thu hat du oblirang kha kha ngudi dung roi thi viéc tiép theo ban
can lam lalam sao dé hdy quan tdm dén san pham, dich vu. Khi khach hang

da thau hiéu dwoc san pham doanh nghiép thi mong muén s& hitu né clia ho lai cang

cao. Vay lam thé nch hang c6 co hoi hiéu duoc?
C6 thé dung dén each nhu, néu 1én nhitng loi ich n6i bat nhat cta san pham,

dich vu déﬁ@_‘ g chi méi nghe th6i cling cdm thdy n6 hitru dung véi minh vo
cung. Hodc bang chiing vé nhitng trai nghiém cla khach hang da va dang
dung ﬁn@dich vu cla ban; “néi c6 sach, mach cé chirng”, diéu nay khién khach
hang carlo n nhiéu hon ca. Hodc cling c6 thé ban dé nguoi dung trai nghiém truc
ti@_ co hdi khang dinh chac chén day chinh 1a san pham, dich vu can thiét doi

v@i minh?..
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Search (Tim kiém)

Khi khach hang da quan tam, thich th( dén sin pham thi khéach harg ¢6 hanh
dong cu thé nao dé ho £ phai thong qua 1 bwdc niralatim hiéu vé san piém va dich
vu do.

Khi khéch hang tim kiém théng tin vé san pham, dich vu nghia la ho that s ¢d
nhu cau. Va da phan khi tim kiém ho s Iva chon cong cu fa google. Vay lam sao dé
san pham, dich vu cla doanh nghiép cdé mat trong top 106fang tim kiém google
day? Bai théi quen tim ki€ém clia nguoi dung, ho chi danh thdisgian quan tam dén két
qua clia 10 trang dau hién thi trén google mathéi.

Vay thi viéc clia doanh nghiép la lam sao dé website cha minh dwoc hién thi trén
trang 1 google, cang dirng dau cang t6t. Bang4cachao? Doanh nghiép co thé ding
phuong phdp SEO (t6i wu tir khda dé tang thii hang tim kiém) hodc PPC (tra tién dé
xuat hién trén trang két qua tim kiém). Hau hétighiing nguoi kinh doanh ho da chon
céch ndy rdi, nu doanh nghiép khdng lamethi s2 chang bao gid khéch hang biét duoc
san pham clia doanh nghiép hién dang nan1'és=dau ca.

Action (Hanh dong)

Hanh dong la cai dich md%at cirhha Marketing nao cing mong mudn hwéng
dén. Khi khach hang tim thay ban & trang nhat clia google nhung liéu ho c6 chon
doanh nghiép hay khong? Bigtndo con tuy thudc vao viéc Website clia doanh nghiép
c6 dap (ing dwoc nhu caugua hegtay khong.

O bwéc ndy nhitng hanh,ddng jetia khach hang c6 thé 1a mua hang, dit hang, goi dién,
glri email, dién thong tin,..., hay tham chi la thoédt trang ngay lap tirc. Vay thi két qua
latét hay xau con tuy thude vao doanh nghiép.

Hay tao nhitng loi Kéu goi*hanh dong & cudi trang web dé tac dong khach hang t6i da
nhu: Mua ngayPatthang ngay, Bang ky ngay, Tai ngay...

Share (Chia )

Bu¢ceubi cung nay c6 y nghia vo cung quan trong ddi voi doanh nghiép vi vo
tinh s£¢codoc mot lvong khach hang méi ma khong mat mét chdt cong sic
nag. Khi mbt khach hang chon doanh nghiép, tin twdng thi tam ly cla ho s8 dem

nhitng diu tuyét vai dy dé chia s2 cho ban be, nguoi than ctia ho. Roi nhitng nguoi
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duoc chiasé dy sé td mo, roi ho lai quay trd lai budc Search dé tim hiéuthong tin, roi
tiép tuc Action va cu6i cung lai Share. Clr nhv vay, vong tuan hoan nay Iap/dilap lai.

1.1.5. Thiét ké chuong trinh truyén thong marketing

Mic dinh d6i tweng muc tidu

¥Xac dinh muc Hen fryvén thing markefifio

Thiét ké théng diép truyén théng markeling

Lia chon kénh truyvén thing madeetifiy

Xdc dinh ngan sich truvén théeg marketing

Quvét dinh céng oy tuvén thissymarketing

Bio hrong két gud truvén thong

So do 3: Tac gig'tong hop
1.1.5.1. X&c dinh déi twgng muc tiéu
Nguoi truyén thong mudrthirc hign cong viéc truyén thong thi trudc hét phai

xac dinh rd d6i twong ma ma can truyén thong tin 1a ai. B0i twong co6 thé la nhitng
khéch mua tiém tang cac sam™phath clia doanh nghiép, nhitng ngudi s dung hién
thoi, nhitng nguoi quyét dimh, hedenhirng nguoi gay anh hudng. BG6i tugng muc tiéu
c6 thé la nhitng c& nhan4to chirc nao dé. Doi twrong muc tiéu s& anh hudng quan
trong dén nhitng quyét dinhclia nguoi truyén théng vé: néi cai gi, ndi nhu thé nao,
n6i khi nao, n6i & dau vamngi voi ai.
1.1.5.2. Xac dinhfmue,tiét truyén thong marketing

Muc tiéu trliyerthong marketing 1a nhirng phan (rng cla khach hang vé nhan
thirc, cdm thy, _hay hanh vi phu hop véi mong muén clia nha marketing. N6i cach
khac, nha marketing phai xac dinh khach hang ctia minh dang & giai doan nao trong
sau trariy thé’san sang mua: nhan thirc biét, hiu, cdm thu thich tha, wa chudng, tin
chéc S8 mua va hanh vi mua dé trién khai hon hop xdc tién nham dwa khach hang dén

giai doar'ti€p theo.
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