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Tom tat
Trong bai canh chuyén doi sé, Digital Marketing ngay cang khang dinh vai trd chién liroc trong viéc két néi doanh
nghiép véi khach hang va nang cao hiéu qua canh tranh. Tuy nhién, cac nghién cizu phat trién va kiém dinh thang
do vé hoat déng Digital Marketing trong linh viec khach san cao cap tai Viét Nam con hgn ché. Nghién cizu nay tdp
trung phat trién va kiém dinh thang do phan anh nhdn thizc ciia khach hang vé cac thanh phan cua hoar déng Digital
Marketing tai cAc khach sen va resort 5 sao ¢ Thanh phé Hué. Két qua cho thdy thang do gom bdy thanh phan:
quang céo hién thj, truyen miéng tryc tuyen marketing mang xa hgi, email marketing, marketing cong cu tim kiém,
website va marketing ngi dung. Cac chi sé kiém dinh déu dat ngirong chap nhan, khang dinh d@é tin cdy va gia tri
Ciia m6 hinh do luong. Nghién ciru déng gép Iy lugn bang viéc hoan thien cdu triic thang do Digital Marketing va
mang lgi ham y thyc tién trong Viéc téi wu hoa chién hroc marketing s6 cho cac doanh nghiép luu trii.
Tir khoa: Digital marketing; marketing cong cu tim kiém; marketing ngi dung; marketing qua mang xa hgi;
marketing qua thi dién tir; quang cao hién thj; thang do lwong; truyén miéng dién tir.
DEVELOPING AND VALIDATING A MEASUREMENT SCALE FOR DIGITAL
MARKETING ACTIVITIES IN FIVE-STAR HOTELS AND RESORTS IN HUE CITY
Abstract

In the digital transformation era, Digital Marketing has increasingly affirmed its strategic role in connecting
businesses with customers and enhancing competitive performance. However, studies that develop and validate
measurement scales of Digital Marketing activities in the luxury hotel sector in Vietnam remain limited. This study
focuses on developing and validating a scale that reflects customers’ perceptions of the components of Digital
Marketing activities in five-star hotels and resorts in Hue City. The results reveal a seven-dimensional structure,
including display advertising, electronic word of mouth, social media marketing, email marketing, search engine
marketing, website marketing, and content marketing. All measurement indices meet acceptable thresholds,
confirming the reliability and validity of the proposed model. The study contributes to the theoretical foundation by
refining the measurement structure of Digital Marketing and provides practical implications for optimizing Digital
Marketing strategies in the hospitality industry.
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1. Gigi thiéu

Trong bdi canh chuyén dbi sé dién ra manh mé
trén toan cau, Digital Marketing da trg thanh mét tru
cot quan trong trong chién lugc quan tri, phat trién
thuong hiéu va gin két khach hang cua doanh nghiép.
Viéc tich hop cac cong nghé sé vao hoat dong
marketing khong chi gitp doanh nghiép mo rong pham
vi tiép can khach hang ma con tbi wu hoa trai nghiém
va gia tdng gia tri twong tac (Chaffey va Ellis-
Chadwick, 2019). Theo bao cao Kepios (2025), hi¢n co
khoang 5,56 ty nguoi dung Internet, chiém 67,9% dan
sd thé gidi va 5,24 ty nguorl dung mang x& hoi (63,9%).
Riéng tai Viét Nam, c6 79,8 triéu ngudi dung Internet
(78,8%) va 76,2 triéu nguoi ding mang xa hoi (75,2%),
déu cao hon muc trung binh toan cau. Nhiing sé liéu
nay phan anh ré xu thé dich chuyen hanh vi nguoi tiéu
dung sang c&c nén tang sb, ddng thoi khing dinh vai
tro trung tdm cua Digital Marketing trong hoat dong
kinh doanh hién dai.

Vé mat Iy luan, Digital Marketing dang dugc xem
1a mot khai niém dong, lién tuc mo rong va thay doi
theo sy phat trién caa cong nghé. Tuy nhién, hé thong
thang do vé Digital Marketing trong bi canh dich vy,
dic biét 1a nganh khéch san cao cip, van chua duoc
phét trién diy du va nhat quan. Cac nghién ciru trudc
cha yéu tap trung vao mat vai cong cu riéng Ié (nhu
mang xa hoi, cong cu tim kiém hoac truyén miéng dién
tr), trong khi thiéu mot thang do téng hop phan anh

toan dién ciu tric hoat dong Digital Marketing. Diéu
nay tao ra khoang tréng hoc thuat can duoc bd sung
nhim hoan thién co s& ly thuyét cho cac md hinh
nghién ciru hanh vi khach hang trong méi truong so.
V& thuc tién, cac doanh nghiép khéch san, resort 5 sao
tai Viét Nam noi chung va Hué noi riéng dang chiu &p
lyc ngay cang 16n trong viéc chuyén doi va toi uu hoa
chién lugc marketing. DU nhan thirc dugc tam quan
trong cuia Digital Marketing, nhiéu doanh nghiép Van
gap kho khan trong viée xac dinh céc yéu tb cdt 16i can
dau tu va do luong higu qua tong thé cua cac hoat dong
ndy. Viéc xay dung mot thang do phu hgp khdng chi
gilp cac nha quan tri danh gia mrc d6 ung dung cac
cong cu Digital Marketing, ma con hd tro ra quyét dinh
trong phan bd ngudn lyc va hoach dinh chién luoc.

Tir khoang tréng n6i trén, nghién ciru nay dwoc
thuc hién nham phat trién va kiém dinh thang do
Digital Marketing trong linh vuc khach san va resort
cao cap. Cu thé, nghién ctu tap trung xac dinh cac
thanh phan ciu thanh hoat dong Digital Marketing,
danh gia d¢ tin cay va gia tri cua thang do, qua d6 cung
cap nén tang hoc thuat cho céc nghién ctu tiép theo vé
tac dong cua Digital Marketing dén nhan thuc, sy lya
chon hay long trung thanh cta khach hang...

2. Téng quan nghién ciru
2.1. Co sé ly thuyét vé Digital Marketing

Trong thoi dai s6, Digital Marketing di phat trién

tir mot cong cu hd tro truyén thong tré thanh mot nén
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tang chién luoc cét I8i trong quan tri doanh nghiép hién
dai. Digital Marketing dwoc hiéu 1a viéc tng dung
Internet va cong nghé k¥ thuat sé lién quan vao cac hoat
dong truyén thong truyén thong nham dat dwoc muc tiéu
Marketing cta doanh nghiép (Chaffey va Ellis-
Chadwick, 2019). Digital Marketing khong con don
thuan I hoat dong truyén thong hd tro, ma da trg thanh
mot hé sinh thai tich hop gitta cdng nghé, dix liéu va trai
nghiém khach hang (Peter va Martina, 2021). M6 hinh
McKinsey, vbn duoc Parsons va cong su (1998) dé xuit,
bao gom nim chiéu do luong: thu hut nguoi ding
(attract), tao sy quan tdm va khuyén khich tuong tac
(engage), duy tri khach hang (retain), nghién ctu s¢
thich (learn) va cung cép tuong tc tiy chinh (relate)
phan anh chudi tuong tac giita doanh nghiép va khach
hang trong moi truong truc tuyén. Mo hinh nay dugc
nhiéu nghién ctu tiép thu va kiém dinh mét phan hoic
toan bd (Abou-Shouk va Khalifa, 2017; Busca va
Bertrandias, 2020; Chan va Guillet, 2011; Coviello va
cong su, 2001; Gould va Coyle, 2002; Gretzel va Yoo,
2014; Hamid va cong su, 2022; Khalifa va Abou-Shouk,
2014; Low va cong su, 2020; Phiri, 2020; Wang va cong
su, 2006) dong thoi ciing dugc ma rong véi thanh phan
truyén thong (communication) (Al-Alshare, 2024;
Sabeeh va cong su, 2024).

Peter va Martina (2021) dé xuit khung phan loai
gom 24 cong cu Digital Marketing, chia thanh bay nhém
chirc ning: (1) chién lugc marketing, (2) quan ly trai
nghiém khach hang, (3) quan tri thuong hiéu, (4) nén
tang va kénh truyén théng, (5) marketing noi dung, (6)
phan tich, giam sat va (7) cong nghé marketing. Trong
do6, cac nhom (4) va (5) la nhitng cdng cu co6 tac dong
truc tiép nhat dén nhan thirc va hanh vi caa khach hang,
bao gdm quang céo hién thi, truyén miéng truc tuyén,
marketing mang xa hoi, email marketing, marketing
cdng cu tim kiém, website va marketing noi dung...

Trong nghién ctu nay, hoat dong Digital
Marketing dugc do luong dudi goc nhin cua khach
hang- tic 1a mic d6 ho nhan biét, cam nhan va bi anh
hudng boi cac céng cu Digital Marketing ma doanh
nghiép trién khai. Do d6, cac chi b4o quan sat phan &nh
tac dong cua cac hoat dong Digital Marketing dén nhan
thtrc va hanh vi cia khach hang. Cach tiép can nay phu
hop véi hudng nghién ciu cioa Jalilvand va Samiei
(2012) va Bukhowa va cong su (2024), khi xem Digital
Marketing la mot cu trac dugc khach hang cam nhan.
2.2. Phét trién thang do Digital Marketing trong
nghién ciu truéc

Trén thé gisi, nhidu nghién ctru da khai thac tirng
cbng cu Digital Marketing trong linh vyc khach san va
du lich anh huéng dén nhan thie, v dinh lya chon, niém
tin vao thuong hiéu... ctia khach hang nhu Social Media
Marketing (Ahmad va céng su, 2024; Armutcu va cong
su, 2023; Bukhowa va cong su, 2024; Han va cong su,
2025; Kim va Ko, 2010, 2012), Website (Dastane, 2020;
Ketter va Avraham, 2021; Oka va Subadra, 2024;
Sivasankaran, 2013), Content marketing (Al-Assaf va
cong su, 2025; Armutcu va cong su, 2023; Hien va Nhu,
2022; Raji va cong su, 2024), eWOM va influencer
marketing (Ahmad va cong su, 2024; Armutcu va cong
su, 2023; Bukhowa va cong su, 2024; Chamboko-
Mpotaringa va Tichaawa, 2021; Jalilvand va Samiei,
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2012; Lee va cong su, 2021; Raji va cong su, 2024)....
Tuy nhién, phan Ién cac cong trinh chi tap trung vao
tirng kénh riéng biét, chua c6 thang do tich hgp cac thanh
phan Digital Marketing mot cach toan dién.

Theo phan tich trac luong thu muc ciia Dunakhe va
Panse (2022), giai doan 2012-2020 chimng kién xu huéng
nghién ctru nghiéng vé cac cong cu riéng I¢ hon 1a khung
ly thuyét tong quat. Diéu nay cho thdy nhu cau can thiét
phai xay dung thang do tong hop dé do luong tac dong cua
Digital Marketmg trong ting bdi canh nganh nghe cu thé.
2.3. Khodng tréng nghién ciu va hwéng tiép can

Tai Viét Nam, cic nghién ctu vé Digital
Marketing trong linh vuc khach san cao cap con han
ché, chi yéu mai dung & viéc khao sat mic do ung
dung hoic danh gia hiéu qua truyén thdng. Chua co
nghién ctru ndo phét trién thang do chuyén biét phan
anh ciu truc Digital Marketing trong nganh khéch san,
resort 5 sa0. Do d6, nghién ctru nay ké thira va tong hop
cac cong trinh trude, xac dinh bay thanh phan chu dao
cua Digital Marketing gém: (1) Quang céo hién thi
(Display Advertising); (2) Truyén miéng truc tuyén
(eWOM); (3) Marketing mang x& héi (Social Media
Marketing); (4) Marketing qua thu dién to (Email
Marketing); (5) Marketing c6ng cu tim kiém (Search
Engine Marketing); (6) Website, va (7) Marketing noi
dung (Content Marketing). Viéc xem Digital
Marketing 1a mot cau tric bac hai dwoc ké thira tir cac
nghién ctru gan day nhu Bukhowa va cong su (2024),
Al-Assaf va cong su (2025) va Peter va Martina (2021),
trong d6 Digital Marketing dugc mo hinh héa nhu mot
tap hop da chiéu bao gom cac cong cu truyén thong sd.
Céc thanh phan nay dwoc xem la cau tric, méi quan hé
hinh thanh (formative constructs) phan anh toan dién
hoat dong Digital Marketing trong nganh khach san
cao cap. Nghién ctru ndy sé tap trung vao viéc xay dung
va kiém dinh thang do, dat nén tang cho cac nghién ciru
tiép theo kiém dinh murc do tac dong cua tirng thanh
phan Digital Marketing dén nhan thtc, sy lya chon, ¥
dinh mua, 1ong trung thanh cia khach hang... trong bdi
canh Viét Nam.

3. Phwong phap nghién ciru

Nghién ctu nay ap dung phuong phap nghién ctru
hén hop (mixed methods) két hop dinh tinh va dinh
luong, nham xay dung va kiém dinh thang do do luong
hoat dong Digital Marketing trong céc khach san va
resort 5 sao. Quy trinh duoc thuc hién theo cac hudng
dan kinh dién vé phét trién thang do do Churchill (1979),
Netemeyer va cong su (2003), DeVellis va Thorpe
(2021) va Hair va cong su (2019) dé xuit. Cu thé, quy
trinh phét trién va kiém dinh thang do duoc trién khai
qua bén giai doan lién tiép, bao dam tinh khoa hoc, d6
tin cay va gia tri do luong cua thang do dugc xay dung.

Giai doan 1: Xéc dinh khai niém va tdp hop bién
guan sat

Muc tiéu ctia giai doan nay la lam rd khai niém va
ndi ham ciia cac yéu td cau thanh thang do. Nhom tac
gia tién hanh tong hop cac cong trinh khoa hoc cong b
trén céc tap chi uy tin trong va ngoai nudc, dugc trich
Xuat tir co s¢ dir liéu Scopus va Google Scholar. Dya
trén phuong phap ludn caa Churchill (1979) va
Netemeyer va cong su (2003), cac bién quan sat duoc ké
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thira, diéu chinh va phan loai theo ciu tric khai niém cua
Digital Marketing trong linh vuc khéch san cao cép.

Giai doan 2: Kiém dinh gié tri ngi dung va ly
thuyét ciia thang do

Trén co s& cAc bién quan sat thu thap ¢ giai doan
1, nhdm nghién ciu phong van chuyén gia nham danh
gia mic do phu hop, r6 rang va can thiét cua tung bién
quan sat. Mau chuyén gia gém 13 ngudi, bao gom 11
lanh dao phu trach marketing tai cac khach san va
resort 5 sao & thanh phd Hué, cting 2 giam ddc cong ty
truyén thong ky thuat so.

Céc chuyén gia dugc phong van theo bo cau hoi ban
cAu triic, dua ra nhan dinh vé tinh minh bach, toan dién va
kha nang phan anh dung ndi dung do luong cia tirng muc
hoi. Po gia tri ndi dung cua thang do dugc dinh lugng
bang chi s6 Ty 1& noi dung hop 1& (Content Validity Ratio
— CVR) theo cong thirc ctia Lawshe (1975):

CVR = ne —(N/2)
N/2

Trong d6 N 14 tong s6 chuyén gia va ne la sé
chuyén gia danh gia muc hoi la can thiét. Voi N = 13,
gia tri CVR > 0.54 dwoc xem la dat yéu cau. Cac bién
quan sat khong dat ngudng nay bi loai khoi thang do.

Giai doan 3: Khdo sdt so b va danh gia ngir
nghia thang do

Dua trén khuyén nghi cua DeVellis (2017) va
Hair va cong su (2019), nghién cau tién hanh khao sat
thir nghiém nham danh gia kha nang hiéu dung ngir
nghia ctia cAc muc hoi, dong thoi kiém tra so bo do tin
cdy va ciu tric cua thang do. D4i tuong khao st la
khach hang da va dang st dung dich vu tai 11 khach
san va resort 5 sao trén dia ban Thanh phé Hué. Viéc
lya chon Hué 1am dia ban nghién ctru c6 co s khoa
hoc va thuec tién: (1) ddy la trung tam du lich trong diém
cua Viét Nam, c6 hé thong khéch san cao cap da dang
va (2) co cau khach hang bao gom ca khach noi dia va
qudc té, phan anh dic trung cua thi truong khéch san
cao cap Viét Nam.

Trong giai doan khao sat so bg, 30 bang hdi dugc
sir dung dé kiém tra ngir nghia va mic do dé hiéu cua

c4c bién quan sat. Sau khi diéu chinh va hoan thién noi
dung, nghién ctu tién hanh khao sat chinh thuc bang
phuong phap chon mau han ngach, thu vé 300 bang hoi
hop 1¢ dugc st dung cho phan tich. Quy md mau dugc
xac dinh theo khuyén nghi cua Hair va cong su (2019)
theo d6 cac mo hinh c6 bay Cau trdc tiém an va muc
communalities thap (< 0,45) can t6i thiéu 300 quan sat
dé dam bao d6 tin cay cho phan tich nhan té khang dinh
(CFA). Két qua khao sat cho thiy cac muc hoi duoc
hiéu thong nhat, rd rang vé ngir nghia va phan anh
chinh xé&c khéi niém can do luong, qua d6 khang dinh
tinh phu hop va hiéu luc so bd cia thang do.

Giai dogn 4: Phan tich va kiém dinh thang do

O giai doan cubi, nghién ctu thyc hién kiém dinh
thong ké dé danh gia d6 tin cay va gié tri do luong cua
thang do. Cu thé: (1) D6 tin cay duoc kiém dinh bing
Cronbach’s Alpha va (2) Phan tich EFA duoc thuc hién
bang phan mém SPSS dé kiém tra cau trdc tiém an; (3)
Phan tich CFA bang phin mém AMOS nham xac nhan
muc d6 phi hop gitta md hinh ly thuyét va dix liéu thuc
té. Cac chi s6 phu hop mé hinh bao gdm: CMIN/df, p-
value, GFI, CFI, TLI, RMSEA. Gia tri hoi tu va phan
biét dugc danh gia thong qua céc chi s6 CR, AVE, MSV
va cin bac hai cia AVE (Hair va cong su, 2019).
4. Két qua nghién ciru
4.1 Két qud tong hep thang do va mé hinh dé xudt

Bing viéc xac dinh céc Gng dung Digital
Marketing dang dugc thuc hién tai 11 co s¢ khéch san,
resort 5 sao trén dia ban Thanh phd Hué 1am cau tric
tiém 4n, nghién ciru da ké thira va xay dung céc tiéu chi
quan sat, danh gia cho timg cau tric ung dung Digital
Marketing tir cac nghién ciru uy tin, duoc trich dan nhiéu
trén thé gioi. Két qua cd 7 cu trdc tiém an duoc rit ra
bao gom truyén miéng dién tir eWOM, marketing trén
nén tang mang xa hoi, marketing céng cu tim kiém,
marketing noi dung, website cta co s¢, email, quang cao
hién thi. Bay cAu tric tiém 4n do ludng tac dong cia tng
dung Digital Marketing duoc biéu dién nhu hinh 1
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Hinh 1. M6 hinh d@é xudat yéu té cdu thanh wng dung Dlgltal Marketing trong cac khach sgn, resort 5

Trong nghién ctru ndy, cau trdc bac hai “Digital
Marketing” dugc xac dinh 1a mé hinh phan anh-hinh
thanh (reflective-formative), trong d6 cac cau trdc bac
mot (truyén miéng dién tir eWOM, marketing trén nén
tang mang x& hoi, marketing cong cu tim kiém,
marketing ndi dung, website cua co s, email, quang
céo hién thi) duoc xem la nhitng thanh phan hinh thanh

Nguén: Téng hep va d@é xudt cia nhém tac gia
nén khai niém téng thé. Cach phan loai nay phu hop
véi huéng dan cua Hair va cong su (2022). Do cac han
ché ky thuat cua CFA trong viéc uéc lugng truc tiép
quan hé hinh thanh, nghién ciu 4p dung phuong phap
hai giai doan theo goi y cuia Hair va cong su (2019). O
giai doan 1, c&c ciu trdc bac mot dwoc kiém dinh phan
xa bang CFA dé danh gia d¢ tin cay va gia tri do luong.
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O giai doan

tric bac mot duoc sir dung lam chi bao tao thanh bién bac
hai Digital Marketing. Cach tiép can nay cho phép duy tri
m6 hinh béc hai dang phan &nh-hinh thanh dong thoi van
dam bao tinh hop 1¢ théng ké khi kiém dinh bang CFA

trong khubn
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2, diém nhan t6 (factor scores) ciia cAc cAu

khé CB-SEM (Hair va cong su, 2019).

~ Thong qua phong van, mot sb thuat ngir ciia cac
bién quan sat ciing da dugc cic chuyén gia, nhom thu
Bdng 1: Thang do ung dung Digital Marketing trong cdc co s¢ khach sgn, resort 5 sao

nghiém diéu chinh dé phu hop hon véi bdi canh, nhan
thirc ctia khach hang trong linh vuc kinh doanh luu tra.
Theo d6 nghién ctru dd dua ra thang do tng dung
Digital Marketing trong cac khach san, resort 5 sao
gom 23 bién quan sat va chia thanh 7 nhém cau trac
tiém an dugc dé xuat nhu bang 1:

Ma héa | Thang do/Bién quan sét | Ngudn
Thang do Truyén migng truc tuyen ‘
Khéch san nay c6 nhiéu danh gia/binh luan ctaa khéch du lich trén cac nén tang . . -
eWOMI1 truc tuyén dé toi tham khao trudc khi dit phong ng(;ll\;apdl_ va . samiel
T6i hinh dung 18 chat luong dich vu thong qua cac danh gid/binh Tuan truc | (2012); Lee va cong su
eWOM2 PO o UM O . \ (2021); Bukhowa va
tuyen vé nhirng trai nghiém va yrklen‘ thup té cua khach san nAay cong su (2024): Hiéu
eWOM3 g:;hdgiihkﬁ;iﬁl:;lsg; truc tuyén vé khach san nay khién téi ty tin hon khi chinh ciia tc gia (2025)
Thang do Marketing qua mang xa hoi
smm1 | Céc noi dung thé hién trén mang xa hoi cua khach san 1a tha vi va hap dan doi
Vi toi . \
SMM2 | Mang xa hoi cua khach san da cung cap théng tin chi tiét cho viéc lya chon Kim va Ko (2010,
khach san cua t6i nhu cac chuong trinh khuyén mai, cac “tip” du lich. .. 2012); Bukhowa va
1ach Sal T ean coUomg TR Cyen el P duicd. . cong su (2024); Hiéu
SMM3 T6i ¢d thé tuong tac va nhan phan hoi tir khach san théng qua mang xa hi ctia ho chinh cia tac gia ’(202'5)
Nhirng thdng tin, phan hoi tir mang x& hoi ctia khach san da gitip t6i danh gia
SMM4 R . N
va lya chon khéch san phu hgp hon
Thang do email
Emaill gCia';c email tir khach san cung cap thdng tin rd rang vé dich vu/uu dai/ma giam Hien va Nhu (2022);
Email2 Céac email tir khéch san thé hién noi dung phi hop theo nhu cau cia ti Otopah va  cong sy
- - —— - T (2024); Al-Assaf va
Email3 | Marketing qua email cta khach san cung cap thdng tin co gia tri doi voi toi cong su (2025); Hiéu
Emaila ;]rr?;nczrrgatikllay thd vi v muon tim hiéu thém théng tin vé khach san sau khi chinh ciia tc gia (2025)
Thang do Marketing cong cu tim kiém
SEM1 Kha nang hién thi c&c thdng tin vé khach san tir cac cdng cu tim kiém la day
dq, chinh xac Dastane (2020); Hien va
SEM? Két qua vé khach san tur cdng cu tim kiém 1a phu hop vai truy van caa toi (tr | Nhu (2022); Oka va
khoa, thuat ngix, cum tir tim kiém). Subadra (2024); Hiéu
SEM3 | 10i €0 the nhanh chéng tiép can cac thong tin hiru ich vé khach san théng qua | chinh cua téc gia (2025)
cong cu tim kiém.
Thang do Website ciia co s¢
Web1 Thong tin tir website cua khach san 1a day du Oka va Subadra (2024);
Web?2 Viéc tim kiém cac thong tin vé khach san trén Website 1a nhanh chéng, dé D_astane (2020);
dang Sivasankaran  (2013);
Web3 Website ciia khach san cung cap thdng tin c6 gia tri va hitu ich cho t6i |('|2i§515;3hinh cua tac gia
Thang do Quiang cao hién thi
DAds1 Qyéng cao truc tuyén cua khach san cung cap nhitng théng tin phi hop doi voi
toi Oka va Subadra (2024);
DAds2 | Quang céo truc tuyén caa khach san dé nhan biét va dé hiéu doi voi toi Al-Assaf va cong su
DAds3 Quang céo truc tuyén cua khach san nay dugc trinh bay chuyén nghiép va nhat (?OZE_S); Hiéu chinh cua
quan tac gia (2025)
Thang do Marketing ni dung
CM1 Noi dung truyén thdng, quang cdo cua khach san mang lai rat nhiéu thdng tin
cho toi Hien va Nhu (2022);
CcM2 Noi dung truyen thong cua khach san dugc trinh bay nhat quan va dong bo trén | Al-Assaf va cong su
cac kénh so (2025); Hiéu chinh cua
CcM3 Noi dung truyén thdng cua khach san gitp tdi nhan biét va hiéu rd hon vé | tac gia (2025)
khach san nay
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4.2. Két qud ddnh gid dé tin c@y va phan tich nhan té
kham pha thang do Digital Marketing

Do tin cay cua thang do dugc danh gia théng qua
chi s6 Cronbach’s Alpha, voi tat ca cac gia tri déu lon
hon 0.70, cho thiy thang do duoc thiét lap t6t (Hoang
Trong va Chu Nguyén Mong Ngoc, 2008). Nham xéc
dinh rd cau tric cua cac nhom bién va loai bo bién quan
st co chat luong thap hoac tai dong thoi 18n nhiéu nhan
t6, phan tich nhan t6 kham pha dugc thyc hién nhu budc
tién dé cho phan tich nhan t6 khang dinh. Theo khuyén
nghi cta Hair va céng su (2019), phuong phép trich

duoc lya chon la Principal Axis Factoring két hop véi
phép quay Promax, ciing véi ngudng hé s6 tai nhan té 1a
0.50. Két qua phan tich EFA cho thiy chi s6 KMO dat
0.775 (nam trong ngudng chap nhan tir 0.50 dén 1.00)
va kiém dinh Bartlett’s co y nghia thong ké (p < 0.05).
Ngoai ra, tong phuong sai trich lity ctia bay nhan té dat
66.46% (I6n hon 50%), chitng minh sy phu hop cua
phan tich EFA (Gerbing va Anderson, 1988). Quan hé
gitra bay nhan t6 va cac bién quan sat duogc trinh bay
trong Bang 2- Ma tran Pattern & bén dudi.

Bdang 2: Ma trgn Pattern rit ra ter phan tich phan tich EFA

Nhan té

Bién quan sat

SMM

eWOM

Email

Web

CM

DAds

SEM

SMM1

0,867

SMM4

0,773

SMM3

0,714

SMM2

0,703

eWOM?2

0,951

eWOM3

0,791

eWOM1

0,683

Email4

0,741

Emaill

0,703

Email3

0,695

Email2

0,628

Web3

0,809

Web1

0,759

Web2

0,548

CM1

0,780

CM3

0,636

CM2

0,575

DAds1

0,686

DAds3

0,674

DAds2

0,581

SEM1

0,643

SEM3

0,623

SEM2

0,581

Eigen Value 4,853 2,301

2,038

1,901 1,670 1,459 1,064

Phuong sai 21,101 10,003

8,859

8,265 7,261 6,342 4,626

Phuong sai tich liy 21,101 31,104

39,963

48,227 55,489 61,830 66,456

Nhu vay, tir 23 bién quan sat ban dau, phan tich
nhén t6 kham pha da thu gon thanh 7 nhan té do luong
ung dung Digital Marketing trong cac co s& du lich
khéch san, resort 5 sao tai thanh ph Hué.

4.3. Két qud phan tich nhan té khdng dinh CFA

Sau khi xac dinh cdu tric ban dau, nhém tac gia

tién hanh phan tich CFA nham kiém dinh mé hinh do

9 ~ Nguon: Két qua phan tich SPSS 2025
luong tong thé. Két qua phan tich CFA duoc trinh bay
nhu hinh 2 bén dudi.

Trong phan tich CFA, cac chi s6 phu hop m hinh
cho thdy mirc d6 chip nhan tt: CMIN/f = 1.262 (< 3),
GFI=0.928 (>0.90), TLI =0.969 (> 0.90), CFI =0.975 (>
0.95), va RMSEA = 0.030 (< 0.06). Cac gia tri nay ching
t6 md hinh nghién ctru c6 d6 phu hop cao vai dit liéu thuc
té (Hair Jr. va cong su, 2019; Hu va Bentler, 1999).
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33

Chi-square=263.729; df=209; P=.006;

Chi-square/df=1.262;
GFI=.928; TLI=.969; CFI=.975;
RMSEA=.030

o FOM¢[FOMaoN SE VA frmai et EmanivinTg mnp §int Shivikiven] febd [Veb3pAdsh PAdsh Padsh
) &2 & & & & &) 6 6 G LD Lr B O A5 4P £ P 4P D <D 422 4
Hinh 2. Két qua phan tich CFA céc nhan to anh huéng 1ng dung Digital Marketing
Nguon: Két qua phan tich AMOS 2025
Pé danh gia tinh hoi tu va gié tri phan biét, Hair (AVE). Két qua trinh bay & Bang 3 cho thay tit ca cac
va cong su (2019) khuyén nghi st dung chi sé d6 tin nhan té déu dat CR > 0.70 va AVE > 0.50, dap tng yéu

cay téng hop (CR) va phuong sai trich xuét trung binh cau vé gia tri hoi tu.
Bdng 3: Kiém dinh gia tri hoi tu ciia mo hinh
Nhan té D) tin cay tong hop (CR) Tong phwong sai riit trich (AVE)
Gi4 tri Chi b4o so sénh Gia tri Chi b4o so sdnh
DAds 0,799 0,537
eWOM 0,863 0,681
SEM 0,747 0,580
Email 0,784 >0,7 0,577 >0,5
SMM 0,849 0,587
Web 0,756 0,513
CM 0,727 0,572
Nguon: Keét qua phén tich AMOS 2025
Ngoai ra, gi4 tri can bac hai cua AVE duoc so tuong quan gitra cac nhan té. Két qua tinh toan & Bang
sanh véi hé sb twong quan giira cac nhan t6 nhim dénh 4 cho thay diéu kién nay dugc dap tmg, qua d6 khang
gia gi tri phan biét. Theo tiéu chuan cua Fornell va dinh mé hinh nghién ctru dam bao gié tri phén biét.

Larcker (1981), cin bac hai cua AVE can lén hon '
Bdang 4: Gia tri Fornell va Larcker cza cac nhan to

Nhan té Nhan b
DAdS eWOM SEM Email SMM Web CM
DAds 0,733
SWOM 0,206 0,825
SEM 0.272 0,368 0.762
Email 0.215 0,189 0,169 0,759
SMM 0.110 0.272 0.310 0.185 0,766
Web 0,071 0.271 0.261 0.184 0.239 0.716
cM 0,546 0,328 0.237 0.287 0.341 0.310 0.756

Nguon: Két qua phan tich AMOS 2025
Vi md hinh do luong Digital Marketing dugc (2019), Hé so phong dai phuong sai (Variance

xéc dinh theo cu tric phan anh-hinh thanh, nghién Inflation Factor-VIF) <3 va Tolerance > 0.2 thé hi¢n
cuu tien hanh kiém dinh hién tuong da cong tuyen cac thanh phan khong c6 van de dong tuyen, do dé co
gitra cac thanh phan bac mot trude khi hinh thanh bién thé két hop dé tao bién bac hai.

bac hai. Theo khuyén nghi ct}a Hair va cong su ) .
Bdang 5: Thong ké chi bao hién tuong da cong tuyen cac thanh phan bdgc 1

Tolerance VIF

LOC Gia tri Chi bao so sanh Gia tri Chi bao so sanh
eWOM 0,831 1,203

SEM 0.873 1.146

Email 0.923 1,083

SMM 0,855 >0,2 1,170 <3

Web 0.886 1.129

DAds 0.818 1222

CM 0.739 1.353

Nguon: Két qua phan tich SPSS 2025

16



TAP CHI KINH TE & QUAN TRI KINH DOANH SO 36 (2026)

Két qua cho thiy tit ca cac bién thanh phan déu
c6 Tolerance > 0.20 va VIF < 3, chang to khdng xay
ra da cong tuyén. Do d6, bay cAu phan: truyén miéng
dién tir eWOM, marketing trén nén tang mang xa
hoi, marketing cong cu tim kiém, marketing noi
dung, website cua co s&, email, quang co hién thi
c6 thé duoc két hop dé hinh thanh ciu tric bac hai
Digital Marketing.

4.4 Ban lugn két qua nghién cru

Bang viéc két hop dinh tinh (phong van céac giam
dbc agency, nha quan Iy khach san) va dinh luong
(phan tich EFA, CFA), nghién ctru da xac 1ap va kiém
dinh thang do @ng dung Digital Marketing gom bay
thanh phan: quang céo hién thi, truyén miéng truc
tuyén, marketing qua mang xa hoi, email, marketing
cong cu tim kiém, website va marketing noi dung. Can
Iwu ¥ rang céc chi bao trong thang do duoc xay dyng
dua trén nhan thuc cua khéch hang vé mic do anh
huéng cua hoat dong Digital Marketing. Do d6, két qua
phan anh goc nhin cam nhan cua khach hang thay vi
mitc d trién khai thuc té tir phia doanh nghiép. Day 1a
mot dong gop déng ké tai boi canh Viét Nam, khi cac
nghién ctu trudc vé Digital Marketing trong nganh
khach san cao cip con han ché.

Ngoai ra, nghién ctru ciing chung minh tinh ké
thira va sy hoi nhap hoc thuat bang cach téng hop céc
thang do von con phan tan trong cac cong trinh trudc,
tir 46 hinh thanh mot mé hinh toan dién hon. Cac két
qua thuc nghiém tai Viét Nam cho thy su twong dong
v6i nhidu nghién ctu quéc té: Thang do eWOM
(Bukhowa va cong su, 2024; Jalilvand va Samiei,
2012; Lee va cong sy, 2021); Thang do Marketing qua
mang xa hoi (Bukhowa va cong su, 2024; Kim va Ko,
2010, 2012); Thang do email (Al-Assaf va cong su,
2025; Otopah va cong su, 2024); Thang do Marketing
cong cu tim kiém (Dastane, 2020; Oka va Subadra,
2024); Thang do Website don vi (Dastane, 2020; Oka
va Subadra, 2024; Sivasankaran, 2013); Thang do
quang céo hién thi (Al-Assaf va cong sy, 2025; Oka va
Subadra, 2024); Thang do Marketing ndi dung (Al-
Assaf va cong sy, 2025), qua d6 cung cb gia tri khai
quat cua thang do nay. So véi cac nghién cau truge cha
yéu kiém dinh ting cong cu Digital Marketing riéng I¢,
nghién ciu nay tich hop bay thanh phan thanh mot mé
hinh do ludng toan dién, dong thoi kiém dinh bang dir
lieu thuc nghiém trong bdi canh khach san cao cép tai
Thanh phé Hué.

Tuy nhién, nghién ctru cing ghi nhan sy khac biét
trong muc d6 tng dung Digital Marketing gitra Viét
Nam va cac qudc gia khac. Trong khi nhiéu thi truong
da trién khai cac cong nghé tién tién nhu VR, AR hay
Chatbot.. ., thi cac khach san, resort 5 sao tai Viét Nam
noi chung, Hué néi riéng van chu yéu tap trung vao cac
hinh thic truyén thong hon. Biéu nay goi mo hudéng
nghién ciru tiép theo nham kham pha céc yéu té can tro
cling nhu tiém ning wng dung c4c cdng nghé méi trong
nganh khach san Viét Nam.

5. Két luan

Nghién ctru nay da déng gop ca vé phuong dién

ly luan 1an thyc tién d6i voi linh vuc Digital Marketing

trong nganh khach san cao cip tai Viét Nam. Thong
qua viéc két hgp phuong phap dinh tinh va dinh luong,
nghién ciru da xay dung va kiém dinh thang do gom
bay thanh phan: quang co hién thi, truyén miéng truc
tuyén, marketing mang xa hoi, email, marketing cong
cu tim kiém, website va marketing noi dung. Thang do
nay khdng chi phan anh thyc tién tng dung Digital
Marketing tai cac khach san va resort 5 sao & thanh phé
Hué, ma con thé hién sy twong ddng véi cac nghién cau
qudc té, qua d6 cung ¢ tinh khai quét va gia tri ké thira
cta md hinh.

Bén canh dong gop vé mat hoc thuat, nghién ctu
con cung cap ham y quan tri quan trong cho céc doanh
nghiép Iuu tra trong viéc lya chon va trién khai cac
cong cu Digital Marketing pht hgp nhim nang cao
hiéu qua truyén thong, ting cudng trai nghiém khéch
hang va thu hat phan khic khach hang muc tiéu.

Tuy nhién, két qua ciing cho thay su khac biét
trong muac do tng dung cac cébng nghé Digital
Marketing tién tién nhu VR, AR hay Chatbot giira Viét
Nam va cac quéc gia phét trién. Day vira la han ché cua
bdi canh thyc tién, vira 1a dinh huéng cho cac nghién
ctru twong lai nham khdm pha céc yéu td anh huong
dén kha nang tng dung cdng nghé mai trong nganh
khach san Viét Nam.

6. Han ché ciaa nghién ciru

Nghién ciru ndy van ton tai mot sé han ché. Thir
nhat, dit liéu dugc thu thap tr mot dia ban duy nhét tai
thanh phé Hué, do d6 kha nang khéi quéat hoa con han ché.
Céc nghién ciru twong lai nén mé rong khao sat tai nhiéu
dia phuong dé kiém dinh tinh 6n dinh ciia thang do.

Thir hai, nghién cau tap trung vao bay céng cu
Digital Marketing truyén thong, theo thuc ti&n &p dung
cua cac doanh nghiép tai dia phuong, trong khi cac xu
huéng tng dung Digital Marketing méi nhu VR, AR,
Chatbot... chua dugc dua vao mo hinh. Nghién ctru
tiép theo c6 thé b sung, kiém dinh cac cong cu nay dé
phan anh buc tranh toan dién hon vé Digital Marketing
trong nganh khach san.

Thi ba, phuong phap chon mau trong nghién ctu
thuoc nhém phi xac suat, ¢ thé dan dén thién léch
trong phan hdi. Cac nghién ctu sau c6 thé 4p dung
phuong phap 14y mau ngiu nhién dé dam bao do tin
cay cao hon.

Cudi cang, nghién ctu méi chi ding lai & viéc
x4c 1ap va kiém dinh thang do ludng hoat dong Digital
Marketing, ma chwa mé rong sang cac két qua khac
nhu tac dong dén su lya chon, sy hai 1ong, 1ong trung
thanh, y dinh gidi thiéu... Bay sé la huéng nghién cuu
tiém ning trong twong lai.

Loi thwra nhan

Bai viét 1a mét phan trong khuon khé luan én tién
sT cuia tac gia vé Digital Marketing va hanh vi lva chon
khéch san tai Thanh phd Hué.
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