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Trong bdi canh hanh vi du lich chuyén manh sang méi trudng s6, viéc
lam rd vai tro cla Marketing s6 tra phi déi vdi su lua chon khach san
mang y nghia ly ludn va thuc tién quan trong. Nghién c(u nay danh gia
tac dong clia Marketing sé tra phi trong phan khic khach san 5 sao tai
Hué, dong thai ki€ém dinh Marketing s6 trd phi nhu mét cau tric bac
hai gém ba thanh phan: Marketing céng cu tim ki€m, quang céo hién
thi va Marketing qua mang xa hoi. Nghién clru tham chiéu logic cua
khung Kich thich - Chu thé - Phan (ing (S-O-R) dé dién giai cd ché anh
hudng clia Marketing sé tra phi dén hanh vi lya chon cua khach hang.
D@ liéu khao sat 651 khach du lich dugc phan tich bang mé hinh
phuong trinh cdu tric binh phuong t6i thiéu tiing phan véi cau tric
bac hai phan anh - cdu thanh. Két qua cho thdy ca ba thanh phan déu
ddéng gop co y nghia vao Marketing sé tra phi, trong d6 Marketing qua
mang xa hdi la yéu t6 manh nhat, va Marketing sé tra phi tac dong tich
cuc dén su lua chon khach san (R? = 0,703). Nghién clru gop phan lam
rd cau trdc Marketing s6 tra phi trong béi canh khach san cao cép tai
thi trudng dang phat trién va ham y rang cac khach san 5 sao & Hué
nén uu tién Marketing qua mang xa hdi, déng thai t6i uu Marketing
cbng cu tim kiém va quang céo hién thj d€ nang cao hiéu qua thu huat
khach truc tuyén.
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Search Engine Marketing;  Abstract
Display Advertising;

Serel [ . In the context of the rapid shift in tourism behavior toward digital

environments, clarifying the role of Paid Digital Marketing in hotel
choice has both theoretical and practical significance. This study
examines the impact of Paid Digital Marketing in the five-star hotel
segment of Hue, Vietnam, and conceptualizes Paid Digital Marketing
as a higher-order construct consisting of three components: search
engine marketing, display advertising, and social media marketing. The
study draws on the logic of the Stimulus—Organism—-Response (S-O-R)
framework to interpret the mechanism through which Paid Digital
Marketing influences customers’ hotel choice. Survey data from 651
tourists were analyzed using Partial Least Squares Structural Equation
Modeling (PLS-SEM) with a reflective-formative higher-order
construct. The results indicate that all three components significantly
contribute to Paid Digital Marketing, with social media marketing
exerting the strongest effect. Furthermore, Paid Digital Marketing has
a significant positive impact on hotel choice (R* = 0.703). This study
contributes to a better understanding of the structural composition of
Paid Digital Marketing in the context of upscale hotels in an emerging
market. The findings also suggest that five-star hotels in Hue should
prioritize social media marketing while optimizing search engine
marketing and display advertising to enhance the effectiveness of
online customer acquisition.

1. Gidi thiéu

Su phat trién ciia cong nghé s6 dang lam thay doi cach doanh nghiép tiép can khach hang, dic biét
trong linh vuc du lich va khach san, noi cac nén tang truc tuyén va mang xa hoi anh hudng truc tiép
dén qua trinh tim kiém thong tin, danh gia va lgya chon dich vu ctiia du khach (Dwivedi va cong su,
2021; Leung va cong su, 2013; Zeng & Gerritsen, 2014). Trong nganh khéach san, s hoa ciing 1am
thay ddi chu trinh truyén thong Marketing, qua d6 hinh thanh hé sinh thai Marketing dwa trén Internet
va dit liéu khach hang (Phan Thi Thanh Thuy va cong su, 2021). Vi vdy, Marketing sé (MS) ngay
cang tré thanh cdng cu quan trong giup nang cao trai nghi¢ém khach hang va nang lyc canh tranh cta
doanh nghiép khéach san (Dieguez va cong su, 2022; Nozdreva & Churakova, 2021).

Trong hé sinh thai MS, Marketing s6 tra phi (MSTP) 1a nhom cong cu doanh nghiép sir dung dé
tiép can khach hang muc tiéu thong qua quang cao tra phi, tiéu biéu gom Marketing cong cu tim kiém
(MCCTK), quang c4o hién thi (QCHT) va Marketing qua mang xa hoi (MMXH). So véi cac kénh s&
hiru hodc lan truyén, MSTP cho phép doanh nghiép kiém soat pham vi tiép can, nham muc tiéu va do
ludng hidu qua chién dich. Cac nghién ctru cho thiy MSTP g6p phan nang cao nhén biét thwong hiéu va
thuc déy hanh vi lya chon trong du lich va khach san (Awad & Alharthi, 2025; Parvez va cong sy, 2018).

Tuy nhién, van ton tai ba khoang trong nghién ciru. Thit nhdt, nhiéu nghién ciru xem xét MCCTK,
QCHT hodac MMXH nhu cac cong cu riéng 1¢, trong khi thuc té chung thuong duoc trién khai déng
thoti, khién cach tiép can MSTP nhu mot ciu trac bac hai con han ché. Thir hai, tac dong truc tiép cua
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MSTP dén su lua chon khach san chua duoc kiém dinh déy du do cac nghién ctru trude chu yéu tap
trung vao cac két qua trung gian nhu niém tin, chit lurong cam nhén hoac ¥ dinh hanh vi (Han va cong
sw, 2025). Thit ba, bang chimg thuc nghiém tai cac thi truong dang phat trién nhu Viét Nam, dac biét
trong phan khiic khach san cao cdp, van con han ché, trong khi cic nghién ciru trong nuée chu yéu
mang tinh md ta hoac phan tich ting cong cu riéng 1& (Phan Thi Thanh Thuy va cong su, 2021;
Nguyén Thi Thuy Van va cong su, 2022). Nhimng khoang trong nay cho thdy cin lam rd ciu trac
MSTP va vai tro ciia né trong qua trinh lya chon khach san.

Trong boi canh Viét Nam, cac khach san cao cip 5 sao dang ddi mit véi canh tranh ngay cang gia
tang trong moi truong sb hoa, khi hanh vi du khach chiu anh huéng manh tir cac nén tang truc tuyén.
Su phd bién ciia Internet budc doanh nghiép khach san chuyén dich tir Marketing truyén thong sang
MS (Nguyén Thi Thay Van va cong sy, 2022). Vi vy, quyét dinh Iya chon khach san con chiu anh
hudng tir cach doanh nghiép trién khai cac hoat dong MSTP nham gia tang hién dién truc tuyén.

Nghién ctru nay tap trung vao phéan khuc khach san 5 sao vi day 1a nhém cé6 mtc d6 canh tranh
cao va c6 kha nang dau tu vao cac chién lwoc MS bai ban. Trudng hop nghién ciru duoc Iya chon tai
Hué do céc khach san tai day da trién khai da dang kénh truc tuyén dé thu hut khach hang (Phan Thi
Thanh Thiy va cong sy, 2021), nhung hiéu qua cia MSTP dbi véi lwa chon khach san van chua dugc
lam rd.

Vé Iy thuyét, nghién ctru tap trung vao MCCTK, QCHT va MMXH vi ddy 1a ba cong cu phd bién,
dai dién cho céc hinh thirc tiép can chinh trong pham vi thao tac hoa (Operationalization) ciia nghién
ctru. Khao sat tai 11 khach san 5 sao & Hué cho thdy ba cong cu nay dugc sir dung thuong xuyén. Do
d6, MSTP duoc tiép can nhu mot cAu trac bac hai phan anh - cAu thanh, trong d6 MCCTK, QCHT va
MMXH 14 cac thanh phan c4u thanh.

Pé dién giai co ché anh hudng cia MSTP, nghién ctru tham chiéu khung Kich thich - Chu thé -
Phan tmg (S-O-R), trong d6 MSTP déng vai tro kich thich truyén théng, cung cip cac tin hiéu thong
tin anh huong dén cach khach hang danh gia phuong an va hinh thanh dinh hudng Iya chon khach
san. Khung nay dugc dung nhu nén tang dién giai 1y thuyét thay vi kiém dinh ddy da mé hinh.

Trén co s& do, nghién ciru tra 16i ba cdu hoi: (1) Du khach cam nhan nhu thé nao vé MCCTK,
QCHT va MMXH; (2) mirc d6 dong gop ciia ting thanh phan vao cau tric MSTP; va (3) MSTP anh
huéng nhu thé nao dén su lwa chon khach san. Nghién ctru gbp phan 1am rd MSTP nhu mét ciu tric
béc hai trong bdi canh khach san cao cép tai thi truong dang phat trién, dong thoi cung cap ham y
quan tri cho cac khach san 5 sao tai Hué trong viéc uu tién cac cong cy MSTP nham nang cao hiéu
qua truyén thong sb.

Phan tiép theo trinh bay tong quan nghién ctru; co s& 1y thuyét va gia thuyét; phuong phap nghién
ctru; két qua va thao luan; cudi cung 1a két luan va hudng nghién ciru tiép theo.

2. Téng quan nghién citu vé Marketing sé tra phi va lua chon khach san

Trong bdi canh chuyén ddi sé, MS tro thanh try cdt trong chién lugc Marketing cua nganh du lich
va khach san. Cac nghién ctru cho thdy mang xi hoi va nén tang sé da lam thay ddi cach du khach tim
kiém thong tin, hinh thanh danh gid va ra quyét dinh dich vu (Leung va cong sy, 2013; Zeng &
Gerritsen, 2014). Ddng thoi, MS, dic biét 1A MMXH, d phat trién thanh hé sinh thai tuong tac sd,
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noi doanh nghiép co thé thu thap, phan tich dir li¢u khach hang va trién khai chién lugc ca nhan hoa
trai nghiém theo thoi gian thuc (Dwivedi va cong su, 2021).

Nhiéu nghién ctru cho thdy MS gép phan cai thién higu qua kinh doanh va ting cudng twong tc
khach hang. Cac cong cu sb gitp nang cao kha ning tiép can thong tin va nhan thirc thuong hiéu
(Dieguez va cong su, 2022; Parvez va cong su, 2018). Déng thoi, doanh nghiép khach san phu thudc
vao cac nén tang sd dé toi wu hoat dong va quan ly quan hé khach hang (Elrayah & Alshiha, 2024;
Kumar, 2024). Tir goc @6 hanh vi, MS con dinh hinh qua trinh tim kiém thong tin va lya chon dich
vu luu tri (Armutcu va cong su, 2023; Han va cdng sy, 2025). Dac biét, MMXH c6 kha nang thiic
day twong tac, nang cao chit lugng cam nhén va cung c¢b niém tin, tir d6 anh huéng dén dinh hudéng
lya chon (Swadhi va cong su, 2025).

Trong xu huéng 6, MSTP 1a nhém cong cu cho phép doanh nghiép chu dong tiép can khach hang
thong qua quang céo tra phi. Cac nghién ciru gan ddy nhan manh vai trd cia MSTP trong viéc ning
cao hiéu qua truyén thong va quang ba diém dén, dong thoi ghi nhan viéc két hop MCCTK, QCHT
va MMXH dé tao trai nghiém truyén théng nhit quan (Awad & Alharthi, 2025; Kumar, 2024; Parvez
va cong sy, 2018). Tuy nhién, phan 16n nghién ciru van xem xét cac cong cu nay riéng 1é hodic tiép
can MS nhu mot khai niém téng thé, trong khi trén thyc té chung thuong dugce trién khai déng thoi
va bd tro 13n nhau (Dietrich, 2014; Peter & Dalla Vecchia, 2021).

Tong hop cac nghién ciru cho thdy van ton tai khoang tréng quan trong: thiéu cac nghién ctru tiép
can MSTP nhu mot cAu triic bac hai va kiém dinh truc tiép tac dong cua MSTP dén sy lya chon khach
san. Khoang tréng nay dic biét rd trong bdi canh céc thi truong dang phat trién nhu Viét Nam va phan
khac khach san cao cép. Vi vay, viéc lam ro cAu trac MSTP va vai tro cla céac cong cu MSTP trong
qua trinh lya chon khach san la can thiét ca vé mat ly thuyét 14n thue tién.

3. Co sé ly thuyét, phat trién gia thuyét va mé hinh nghién ciru

3.1. Marketing s6 tra phi

Theo phan loai cong cu MS cua Dara (2016), Peter va Dalla Vecchia (2021) va khung PESO! ctia
Dietrich (2014), MSTP gdm cac hinh thirc truyén théng ma doanh nghiép phai tra phi dé phan phdi
ndi dung dén khach hang muc tiéu. Trong linh vyc khach san, cac cong cu phé bién cia MSTP gém
MCCTK, QCHT va MMXH. Cic cong cu ndy cho phép nhdm muc tiéu chinh xéc, ting téc do tiép
can va do luong hi¢u qua chién dich (Bostanshirin, 2014; Isohella va cong su, 2017).

3.2.  Sw lya chon cua khdach hang

Su lya chon ctia khach hang dugc hiéu 1a giai doan trung tam trong tién trinh ra quyét dinh, trong
d6 khach hang danh gia cac phuong an thay thé nhim xac dinh phuong an phi hop nhat (Decrop &
Kozak, 2009; Kotler va cdng su, 2019; Peter & Olson, 2009). O giai doan nay, khach hang su dung
céc tiéu chi dé so sanh cac lya chon trong tap hop goi nhd va hinh thanh dinh hudng hanh vi dbi véi
phuong 4n t6i wu (Schiffman & Wisenblit, 2019; Solomon & Russell, 2024).

' Khung PESO la khung chién lugc tich hgp 4 loai hinh truyén théng: tra phi (Paid), lan truyén (Earned), chia sé (Shared), va s& hitu (Owned).
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Trong nghién ctru du lich, tién trinh Iya chon thuong bao gom tim kiém thong tin, danh gia va ra
quyét dinh. Do hanh vi lya chon khé quan sét tryc tiép, nhiéu nghién ciru tiép can két qua nay qua cac
biéu hién mang tinh dy dinh nhu dinh huéng lya chon, tiép tuc str dung hodc gidi thiéu dich vu
(Decrop & Kozak, 2009; Schiffman & Wisenblit, 2019). Theo d6, y dinh mua dugc xem la dai dién
phan 4nh két qua ctia qua trinh Iya chon (Hoyer va cong su, 2024; Kotler va cong sy, 2019). Trong
bdi canh khéach san, nghién ctru nay tiép can sy lwa chon dudi dang dinh huéng lya chon, thé hién qua
xu hudng can nhéc, uu tién lya chon va gidi thi¢u dich vu (Hoyer va cong su, 2024; Stephens, 2016).

3.3.  Khung phan tich

Trong nghién ciru MS, cac cong cu Marketing thudng dugc phén loai theo phuong tién truyén
thong nhu MCCTK, MMXH, QCHT, website hoac Email Marketing (Dara, 2016; Yasmin va cdng
su, 2015). Theo khung PESO, cic cong cu tra phi dé tiép can khach hang muc tiéu dugc xép vao
nhom MSTP.

Mic di MSTP gdm nhiéu cong cu, nghién ciru nay tap trung vao MCCTK, QCHT va MMXH dwa
trén ba co so. Thir nhat, day 1a cac cong cu tra phi phd bién trong nganh khach san. Thit hai, chiing
dai dién cho cac co ché tiép can chinh trong pham vi thao tic hoa cua nghién ctru. Thir ba, cac cong
cu nay da duoc sir dung trong nhiéu nghién ctru Marketing du lich va c6 thang do dugc kiém ching
thuc nghiém.

Lua chon nay phi hop véi bdi canh Hué, noi hanh vi tim kiém thong tin cua du khach chiu anh
hudng manh tir cong cu tim kiém, mang xa héi va ndi dung tryc quan. Thuc té cho théy cac khach
san 5 sao tai Hué trién khai két hop MCCTK, QCHT va MMXH dé tiép can, truyén tai thong tin va
tuong tac vdi khach hang, qua d6 phan anh céach thire van hanh MSTP tai dia phuong.

Trén co s& d6, nghién ciru tiép can MSTP nhu mot khai niém tong hop trong mé hinh. MSTP
duogc hinh thanh tir nhiéu cong cu quang cdo tra phi, trong d6 mdi cong cu dong gop mot khia canh
vao nhén thirc chung vé hoat dong truyén thong. Vi vay, mbi quan hé giira cdc thanh phan voi MSTP
mang tinh cAu thanh thay vi phan anh (Ali, 2016; Bukhowa va cong sy, 2024; Nguyen Ngoc Hien &
Tran Nguyen Huynh Nhu, 2022).

Nghién ctru ciing tham chiéu 1y thuyét S-O-R dé giai thich mdi quan hé giira cac bién. MSTP
dong vai tro kich thich truyén thong (Stimulus), cung cép cac tin hiéu thong tin anh huéng dén cach
khach hang danh gia phuong an va tr d6 dinh hudng lua chon khach san (Response) (Kotler va
cong su, 2019; Mehrabian & Russell, 1974).

3.4. Phat trién gia thuyét nghién ciru

Trong moi trudng MS, céc cong cu truyén thong tra phi giup doanh nghiép gia ting kha ning tiép
can va cung cip thong tin trong qua trinh khach hang tim kiém dich vu. Cac kich thich truyén thong
nay c6 thé anh hudng dén cach khach hang tiép nhéan thong tin va hinh thanh phan tmg hanh vi trong
qua trinh ra quyét dinh (Kotler va cong sy, 2019; Mehrabian & Russell, 1974).

MCCTK cho phép doanh nghiép xut hién tai thoi diém khach hang cha dong tim kiém thong tin,
qua d6 hd trg qua trinh tiép can va ra quyét dinh (Kumar, 2024; Parvez va cong su, 2018).

Gid thuyét Hi: MCCTK déng gop cé ¥ nghia vao viéc hinh thanh MSTP.
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MMXH cho phép doanh nghiép truyén tai ndi dung va tao twong tic v6i khach hang, tir 6 anh
hudng dén nhén thirc va danh gia dich vu (Dwivedi va cong su, 2021; Han va cong sy, 2025).

Gid thuyét Hyp: MMXH dong gép c6 y nghia vao viéc hinh thanh MSTP.

QCHT gitip gia ting nhan dién va truyén tai théng tin truc quan, gép phan thu hut sy chi y cua
khach hang tryc tuyén (Dieguez va cong su, 2022; Elrayah & Alshiha, 2024).

Gid thuyét Hy.: QCHT déng gop cé ¥ nghia vao viéc hinh thanh MSTP.

Trong qua trinh ra quyét dinh du lich, du khach thuong tim kiém va so sanh nhiéu Iya chon luu
tra trude khi dua ra quyét dinh (Decrop & Kozak, 2009; Kotler va cong su, 2019). Trong giai doan
nay, MSTP dong vai trd nhu tin hi¢u Marketing gitp khach hang danh gid phuong an va dinh hudéng
lua chon.

Gia thuyét H;: MSTP c6 anh huong tich cuc dén sw lya chon cua khdch hang.

Ngoai cac bién chinh, nghién ciru dua gi6i tinh va muc dich chuyén di vao mé hinh nhu cac bién
kiém soat dé kiém soat anh huong ciia dac diém ca nhan va bdi canh luu trii dén sy lwa chon khach
san. M6 hinh nghién ctru dé xuét nhu Hinh 1.

Bién kiém soat
Gidi tinh
Muc dich chuyen di

Ghi chi: Quy udc ma héa dugc trinh bay trong Bang 1.
Hinh 1. M6 hinh nghién ciru

3.5, Phat trién thang do va do heong bién nghién citu

Céc thang do trong nghién ctru dwoc ké thira va didu chinh tir cac nghién ctru qubc té vé MS va
hanh vi khach hang trong du lich, khach san (Dastane, 2020; Dwivedi va cong su, 2021; Han va cong
su, 2025; Kumar, 2024), theo quy trinh ciia Churchill (1979), Netemeyer va cong su (2003), va Hair
va cdng sy (2019).

Cac muc hoi duoc dich va ra soat song ngit, ddng thoi tham van chuyén gia va nha quéan ly khach
san dé diéu chinh phu hop véi bdi canh khach san 5 sao tai Hué. Sau do, khao sat thir nghiém duogc
thue hién vdi khach du lich nhim kiém tra murc d6 10 rang cua bang héi trude khi trién khai chinh thirc.

Céc bién quan sat & Bang 1 duoc do ludng biang thang Likert 5 diém (1 = hoan toan khong dong
V; 5 =hoan toan déng y). Do muc do tiép xuc vdi cac cong cu MSTP khac nhau, bang hoi dugc thiét
Kké dé do ludng cam nhan téng quat vé su hién dién va mic d6 hitu ich ctia cac cong cu MS, thay vi
yéu cau ngudi tra 10i trai nghiém day du tat ca cac cong cu (Bukhowa va cong sur, 2024).
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Bang 1.
Thang do d¢ xuét
Ma Thang do Ngudn tham khao

Marketing qua mang xa héi (MMXH)

MMXHI1

MMXH2

MMXH3

MMXH4

Céc ndi dung thé hién trén mang xa hdi cia khach san 1a thi vi va
hép dén d6i vé6i toi.

Mang xi hoi cia khach san di cung cp thong tin chi tiét cho viéc
Iya chon khach san cua t6i nhu cac chuong trinh khuyén mai, cac
meo du lich...

Tbi c6 thé twong tac va nhan phan hdi tir khach san théng qua mang
x4 hoi cua ho.

Nhing théng tin, phan hdi tir mang xa héi ctia khach san da gitp
toi danh gia va lya chon khach san phu hop hon.

Kim va Ko (2010,
2012), Bukhowa va
cong su (2024).

Marketing trén cong cu tim kiém (MCCTK)

MCCTK1

MCCTK2

MCCTK3

Kha ning hién thi cac thong tin v& khach san tir cdc cong cu tim
kiém la ddy du, chinh xéc.

Két qua vé khach san tir céng cu tim kiém 1a phu hop véi truy van
cua t6i (tir khoa, thuat ngit, cum tir tim kiém).

Tbi c6 thé nhanh chong tiép can cac thong tin hitu ich v& khach san
thong qua cong cu tim kiém.

Dastane (2020), Nguyen

Ngoc Hien va Tran Nguyen
Huynh Nhu (2022), Oka
va Subadra (2024).

Qudng cdo hién thi (QCHT)

QCHT!

QCHT2

QCHT3

Quiéng cdo tryc tuyén ctia khach san cung cip nhiing thong tin phi
hop dbi vai t6i.
Quang cdo trirc tuyén cia khach san d& nhan biét va d& hidu di véi toi.

Quang céo tryc tuyén cua khach san nay duge trinh bay chuyén
nghiép va nhat quan.

Oka va Subadra (2024), Al-
Assaf va cong su (2025).

Su lya chon (SLC)

SLC1
SLC2
SLC3

Tbi s& can nhic viéc lya chon luu trit & khach san nay.
Tbi s& tiép tuc uu tién lya chon khach san nay khi c6 nhu clu.

Toi s€ gidi thiéu khach san cho ban bé va gia dinh.

Liu va cong su (2017),
Lien va cong su (2015),
Ali (2016).
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4. Phuong phap nghién ciru

Nghién ctru sir dung PLS-SEM (SmartPLS 4.0) dé kiém dinh mo hinh do MSTP duoc md hinh
hoa nhu bién bac hai phan anh - cau thanh. Phuong phap nay phii hop véi cac mé hinh c6 bién ciu
thanh va ciu tric bac cao, khong yéu cau gia dinh phan phdi chuan va xir Iy hiéu qua cac mé hinh ¢
nhiéu chi bao (Hair va cong sy, 2022).

Téng thé nghién ctru gdm khach du lich dang luwu tra tai cac khach san 5 sao ¢ Hué. Dbi tuong
khao sat 1a khach tir 18 tudi tror 1én, dang luu trii va di tiép xuc véi it nhat mot hoat dong MS ciia
khéch san trudc khi dua ra quyét dinh lya chon nhdm phan anh cam nhén vé MSTP va hanh vi lya
chon. Khao sat dugc thuc hién truc tiép tai sanh va khu vuc cho cia cac khach san trén co s& tu
nguyén va 4n danh sau khi didu tra vién xac nhén tiéu chi phu hop.

Bang hoi dugc xdy dung da ngdn ngit tir cing mot phién ban gdc va duge ra soat dé bao dam tinh
tuong dwong ndi dung. Do khong thé tiép can danh sach diy dii khach luu tra, nghién ctru s dung
phuong phap chon mau han ngach theo quéc tich, tham chiéu dit liéu thir cip do 11 khach san 5 sao
tai Hué cung cip nam 2024. Cach tiép can nay thuong dugc ap dung trong nghién ciru hanh vi du lich
(Wen & Meng, 2021; Woodside va cong sy, 2004).

Dir lidu duoc thu thap tir thang 06/2025 dén thang 11/2025. Sau khi loai bo cac bang tra 16i khong
day d, qua nhanh hodc thiéu nhat quéan, thu dugc 651 bang hop 1&. Vé quy mé miu, nghién ctru tham
chiéu quy tic 10 1an va huéng dan phan tich cong sut trong PLS-SEM. V&i cdu trac mé hinh hién
tai, c& méu t6i thiéu khoang 150300 quan sat, do d6 mau 651 vuot ngudng yéu cau va bao dam do
tin cdy cua udc lugng (Hair va cong sy, 2019; Hair va cong su, 2022).

Do dir liéu thu thap tir cing mot ngudn, nghién ciru kiém soat sai léch phwong phap chung
(Common Method Bias — CMB) bang thiét ké va kiém dinh. Bang hoi bao dam 4n danh va khuyén
khich tra 161 trung thuc (Podsakoff & cong su, 2003). Két qua kiém dinh cho théy cac gia tri hé )
phong dai phuong sai (VIF) tir 1,000 dén 1,127, nhé hon ngudng 3,3, cho thiy CMB khong anh huong
dang ké dén két qua nghién ciru (Hair va cong su, 2022; Kock, 2015).

5. Két qua nghién ciru

5.1. Pac diém méu

Pic diém mau khao sat duoc trinh bay trong Bang 2.

Bang 2.
Dic diém miu khao sat
bic diém mau Phan loai Tén sb Ty 1¢
Gidi tinh Nam 341 52,38
N 310 47,62
Tudi 20-31 69 10,60
3245 279 42,86
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bic diém miu Phan loai Tén sb Ty 1€
45-60 244 37,48
Trén 60 59 9,06
Loai khach Khéch qudc té 489 75,12
Khéch ndi dia 162 24,88
Muc dich Ivu tra Cong tac/cong viéc 207 31,80
Nghi dudng 204 31,34
Tham gia su kién/h¢i nghi 189 29,03
Khac 51 7,83
Téng 651 100,00

5.2, Ddnh gid mé hinh do lwong bdc mét ciia cdc thanh phan Marketing sé tra phi

Két qua trong Bang 3 cho thiy toan bo cac bién quan sat cta ba cu trac bic mot QCHT, MCCTK
va MMXH déu dat yéu cau vé do tin cay va do gia tri.

Bang 3.
Do tin cdy va gia tri hoi tu cua cac cAu trac bac mot trong mo hinh nghién ctru
Chisd danh gia  Chi bao Chu triic bac 1 Ngudng Ngudn tham khao
quan sat chap nhan

QCHT MCCTK MMXH

Heé s6 tai ngoai QCHT1 0,829 >0,7 Hair va cdng su (2022).
QCHT2 0,768
QCHT3 0,796

MCCTK1 0,842

MCCTK2 0,856

MCCTK3 0,773

MMXH1 0,725

MMXH2 0,744

MMXH3 0,841

MMXH4 0,837
Cronbach's Alpha 0,715 0,764 0,797 >0,7 Hair va cong su (2022).
Do tin cay téng hop 0,840 0,864 0,868 0,7-0,95  Hair va cong su (2022).
Phuong sai trich trung binh 0,637 0,680 0,622 >0,5 Hair va cong su (2022).
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Gi4 tri phan biét giita cac cau trac HTMT & Bang 4 déu nho hon ngudng 0,85 (Henseler va cong
su, 2015), cho thiy céc cdu tric trong mé hinh dat gié tri phan biét tot.

Bang 4.
Gi4 tri phan biét gitra cac cdu truc theo chi s6 HTMT
QCHT MCCTK MMXH
QCHT
MCCTK 0,283
MMXH 0,367 0,295

5.3, Do luong anh huwong ciia Marketing s6 tra phi dén s hea chon ciia khach hang

Két qua bootstrapping & Bang 5 cho thiy MCCTK, QCHT va MMXH déu c6 trong s6 hinh thanh
¢6 ¥ nghia théng ké (p < 0,001) trong cu trac MSTP. MMXH c6 mirc déng gop 16n nhét (B =0,527),
tiép theo 1a MCCTK (B = 0,455) va QCHT (B = 0,435). Két qua nay ung ho cac gia thuyét Hy,, Hip,
Hi. va x4c nhén cdu trac bac hai dang hinh thanh cua MSTP. Céc gia tri VIF (1,084—1,128) déu nho
hon 3,3, cho thay khong ¢ hién tuong da cong tuyén giita cac bién cau thanh (Hair va cong su, 2022).

Bang 5.
Két qua Bootstrapping trong s6 hinh thanh cua bién bac hai MSTP
Méi quan hé Giatriudc  Gid tri trung binh mau D6 1éch chuin Gié tri P VIF
luong goc Bootstrapping
QCHT -> MSTP 0,435 0,435 0,030 0,000 1,115
MCCTK -> MSTP 0,455 0,454 0,029 0,000 1,084
MMXH - MSTP 0,527 0,527 0,028 0,000 1,128

Két qua kiém dinh mé hinh c4u trac dugc trinh bay trong Bang 6.

Bang 6.

Heé s6 duong dan va mirc do giai thich cia md hinh ciu trac

Quan hé /M6 hinh Gia tri udc Gi4 tri trung binh mau Giatri P R?
luong goc Bootstrapping
MSTP > SLC 0,836 0,837 0,000 -
MDCV - SLC 0,059 0,058 0,531 -
MBSK - SLC 0,093 0,093 0,000 -
MDND = SLC 0,128 0,127 0,000 -
GTN = SLC 0,051 0,050 0,244 -
SLC 0,703 0,706 0,000 0,703

Ghi chu: MDCV: muc dich cong viéc; MDSK: muc dich sy kién/hdi nghi; MDND: muc dich nghi dudng; GTN: gidi tinh nam;
SLC: su lua chon.
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Gié tri R? dat 0,703 cho thiy mé hinh giai thich 70,3% bién thién cua sy lya chon khach san. Két
qué cho thdy MSTP ¢ anh hudng tich cuc va c6 ¥ nghia thong ké dén s Iya chon (B = 0,836; p <0,001),
tng ho gia thuyét H, va khang dinh vai tro ciia MSTP trong viéc thuc day lua chon khéch san.

Dbi v6i bién kiém soat, sau khi kiém soét gidi tinh va muyc dich chuyén di, cac yéu td nay cho thay
anh hudng khac nhau dén sy Iwya chon. Muc dich sy kién/hoi nghi (B = 0,093; p < 0,001) va nghi
dudng (B=0,128; p <0,001) co tic dong tich cuc va c6 ¥ nghia thong ké. Nguoc lai, muc dich cong
viée (B =0,059; p = 0,531) va gidi tinh nam (B = 0,051; p = 0,244) khong c6 ¥ nghia thong ké.

6. Thao luan két qua va hamy

Két qua nghién ctru cho thdy MSTP duoc xac nhén 1a cau trac bac hai phan anh - cu thanh voi
ba thanh phan MCCTK, QCHT va MMXH, phti hop vé& mit Iy thuyét va dugc hd trg boi bang chimg
thuc nghiém. Ca ba cdu phan déu co trong sb hinh thanh c6 y nghia thong ké, cho thy chiing cling
g6p phan ciu thanh khai niém MSTP. Diéu nay ham y rang trong nhan thirc cia khach hang, cic cong
cu quang céo tra phi khong hoat dong riéng 1¢ ma két hop tao nén nhan thirc tong thé vé hoat dong
truyén thong s cua khach san. Két qua nay twong ddng véi cac nghién ciru nhdn manh vai tro tich
hop ciia céc kénh quang céo tra phi trong viéc gia ting nhan dién va thuc ddy hanh vi khach hang
(Kumar, 2024; Moniz va cong su, 2024), ddng thoi pht hop vé6i cac nghién ciru xem MS trong khach
san nhu mot hé thong da thanh phan (Tdng Viét Bao Hoang va cong su, 2026b).

Xét theo mirc 6 dong gop, MMXH c6 trong s6 hinh thanh 16n nhat, tiép theo 1a MCCTK va
QCHT. Két qua nay cho thdy trong bdi canh khach san 5 sao tai Hué, mang xa hoi dong vai trd ndi
bét trong viéc hinh thanh nhan thirc thong qua ndi dung trai nghiém va tuong tac cong dong, noi du
khach co thé tiép can thong tin va tham khao danh gia trudc khi ra quyét dinh. MCCTK phén 4nh vai
trd clia quang céo tim kiém trong viéc gitip khach san xuét hién dung thoi diém khach hang tra ctru
thong tin, qua d6 rat ngan qua trinh danh gia. QCHT c6 muc déng gdp thap hon nhung van giit vai
trd hd trg thong qua viée ting cuong nhan dién thuong hiéu bang hinh anh truc quan. Sy két hop nay
cho thdy MSTP van hanh nhu mét ciu triic truyén thong tich hop, trong d6 MMXH thuc day tuong
tac, MCCTK dap tmg nhu ciu tim kiém va QCHT cung ¢6 hinh anh thuong hiéu.

Mot phat hién quan trong khac 14 MSTP ¢6 tac dong tich cyc va manh dén su lwa chon khach san
(B =10,836; R2=0,703), cho thiy mé hinh gidi thich dugc 70,3% bién thién ciia hanh vi lya chon. Két
qua nay khiang dinh MSTP khong chi ning cao nhan dién thuong hiéu ma con c6 thé chuyén hoa truc
tiép thanh xu huéng lya chon dich vu ctia khach hang. Phét hién nay phi hop véi cac nghién ciru cho
ring quang cdo s6 co thé cai thién thai do, cung ¢ niém tin va thic ddy dinh huéng lya chon trong
nganh du lich va khach san (Dieguez va cong su, 2022; Nozdreva & Churakova, 2021). Déng thoi,
két qua ciing twong ddng vai két qua phén tich thir bic mo (Fuzzy Analytic Hierarchy Process —
FAHP) trong linh vuc khach san khi MMXH dugc xac dinh 1a thanh phén c6 vai tro ndi bat nhat, tiép
theo 1a MCCTK va QCHT (Téng Viét Bao Hoang va cong su, 2026a).

Tir goc do 1y thuyét, nghién ctru dong gbp & ba khia canh. Thiz nhdt, thay vi tiép can MS nhu mot
khai niém tong quat, nghién ctru 1am rd MSTP nhu mét ciu tric da thanh phan dwgc hinh thanh tir
céc cong cu quang cao tra phi. Thit hai, nghién ciru sir dung logic ciia khung S-O-R dé dién giai co
ché anh huong cia MSTP dén hanh vi lya chon, trong d6, MSTP dong vai tro kich thich truyén thong
tac dong dén nhén thirc va danh gia cua khach hang trude khi din dén phan ung hanh vi. Thit ba, két
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qua thyc nghiém cung cip bang ching vé sy phi hop cia PLS-SEM trong viée xir Iy cac mé hinh
Marketing c6 cu triic bac hai phan anh - cau thanh, gop phan bé sung co s phuong phap cho nghién
ctru Marketing dich vu.

Vé mit quan tri, két qua goi y cac khach san 5 sao nén uu tién chién lwoc MMXH nham ting
twong tac va lan toa ndi dung trai nghiém, dong thoi duy tri MCCTK dé tiép can khach hang trong
giai doan tim kiém thong tin thong qua t6i uu tir khoa va trang dich. QCHT nén duoc sir dung nhu
cong cu hd tro nhdm tang nhan dién thwong hiéu théng qua ndi dung truc quan. Viée tich hop ba cong
cu trong mot chién lugc MSTP thdng nhat s& gitip nang cao hiéu qua tiép cén, cai thién kha ning
thuyét phuc va tdi uu phan b ngudn luc truyén thong.

O clp d6 chinh sach, viéc cac khach san 5 sao diy manh MSTP khong chi mang lai loi ich cho
doanh nghiép ma con gop phan quang ba hinh anh diém dén Hué nhu mot d6 thi di san va nghi dudng
cao cip. Do d6, co quan quan 1y du lich c¢6 thé hd trg thong qua cac chwong trinh xtc tién sd, chia sé
dir lidu va trién khai cac chién dich quang ba truc tuyén chung nham tang kha nang hién thi cua diém
dén trén cac nén tang sb, qua d6 tao hidu tmg lan téa cho toan nganh du lich dia phuong.

7. Két luan, han ché va hudng nghién ciru tiép theo

Nghién ctru nay danh gia tdc dong cia MSTP dén su lva chon khach hang tai cac khach san 5 sao
& Hué, véi MSTP duge mé hinh héa nhu ciu trac bac hai gdm MCCTK, QCHT va MMXH. Két qua
cho thay ba thanh phan déu goép phan hinh thanh MSTP va MSTP ¢6 tac dong manh, c6 y nghia thong
ké dén sy lua chon khach san. Két qua nay cho thdy trong bdi canh canh tranh cta phéan khuc cao cép,
viéc dau tu vao cac cong cu quang céo tra phi 1a yéu té quan trong dinh hudng luya chon khach san.
Déng thoi, MSTP khi duge trién khai nhu mot hé théng tich hop co thé dong vai tro nhu tin hiéu
Marketing hd tro khach hang danh gi4 thong tin va hinh thanh lya chon trong méi truong du lich sd.

Du dat duoc cac két qua c6 y nghia, nghién ciru van tdn tai mot s6 han ché. Thir nhdt, mé hinh chi
xem xét tac dong truc tiép cia MSTP dén sy lya chon ma chua dua vao cac bién trung gian nhu gia
tri cdm nhan, niém tin hodc hinh anh thuong hiéu. Thir hai, dit 1liéu dugc thu thap tai mot diém dén
nén kha niang khai quat can dugc kiém chimg trong cac bdi canh va phan khic khac. Thir ba, nghién
clru tap trung vao ba nhém cong cu tra phi phd bién tai Hué va chwa bao gdm cac hinh thire khac nhu
quéang cao qua dai 1y du lich tryc tuyén hoic Marketing qua nguoi anh huong.

Cac hudng nghién ctru tiép theo co thé tap trung vao ba huéng chinh. Thit nhdt, bd sung bién trung
gian hodc bién diéu tiét nhdm lam rd co ché tac dong cia MSTP. Thir hai, so sanh giira cac diém dén
hoic cac phan khuc khach san dé danh gia kha ning khai quét. Thir ba, md rong thang do MSTP theo
khung PESO va két hop cic nhém cong cu nhim cé cai nhin toan dién hon vé truyén thong tich hop
trong du lich va khach san. Ngoai ra, cac nghién ciru tuong lai c6 thé két hop thém cac thanh phan
MS khéc dé xay dung mé hinh day du hon vé tac dong cua MS dén hanh vi khach hang. Nhitng huéng
nay gitp cling ¢b co so 1y thuyét va bo sung bang chimg thyc nghiém phuc vu hoach dinh chién luogc
MS trong béi canh chuyén ddi so.
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