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TOM TAT:

Hoat dong marketing k¥ thudt sé ngay nay khong chi gidp doanh nghiép quang bd gidi thiéu
hinh anh, dich vu ciia cong ty tdi cong ching ma con déng vai trd dinh hudng cho k€ hoach phét
trién kinh doanh. Cic gidi phdp nhiim phit trién, ning cao hiéu qud hoat dong marketing k¥ thudt
s tai mbi cong ty 1a hét site quan trong. Bai vi€t tip trung nghién citu, hé thdng héa cd s§ 1y
thuyét, tim hiéu méi quan hé cla cdc nhin 8 trong marketing k¥ thudt s8 trong viéc tao niém
tin thudng hiéu va long trung thanh thudng hiéu cla khdch hang. Bai viét cling trinh bay cédch
dp dung cdc hoat dong marketing ky thuit s dé ¢6 dnh hudng tich cuc d€n niém tin thuong
hiéu va trung thanh thudng hiéu cia doanh nghiép.

Tir khéa: Digital Marketing, marketing k¥ thuét s, trung thinh thuong hiéu, niém tin

thudng hiéu.

1. Gidi thiéu

Trong thdi dai céng nghé 4.0 hi¢n nay,
marketing k¥ thudt s6 mang dén cd hdi canh
tranh cong bing cho tit c¢a cdc loai hinh doanh
nghiép; quang cdo thudng hiéu ctia minh trén moi
trudng online vi nd gidp cho cdc doanh nghiép dat
duge hiéu qud: va ning cao k€t qui kinh doanh
dudc tot hon.

Marketing ky thuidt s& (digital marketing).
niém tin thudng hiéu (brand trust). trung thanh
thudng hiéu (brand loyalty) 12 nhitng khdi niém
rit quan trong trong hoat dgng marketing cia cic
doanh nghiép. Tuy vy, con nhiéu khodng tréng

nghién ctiu vé ndéi ham va méi lién hé gila
marketing k¥ thuit s&, niém tin thuong hiéu va
trung thanh thudng higu, dic biét la rong linh vuc
dich vu tryc tuyén,

Nganh Du lich Viét Nam la mét wong nhitng
nganh ¢6 16c dd ting trudng cao, déng gop tich cuc
cho nén kinh t&€. Do d6, cong tac marketing va cic
nghién cifu trong nganh nay la rit cin thiét.

2. Cd'sd Iy thuy&t va mo hinh nghién citu

2.1. Khdi niém marketing k¥ thuit sé

Viéc st dung Internet va cdc phuong tién truyén
thong k¥ thuat s& v cong nghé khac d€ hd wrg hoat
dong marketing ngay cang duge cdc vién nghién
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citu va cic chuyén gia thdo ludn v tranh cii vé
thudt nglr. Vi viy, marketing k§ thuit s§ cé thé
dudc dinh nghia don gian 14 nhitng hoat déng gidp
doanh nghi¢p dat muc tiéu marketing thong qua
viéc dp dung cong nghé ki thuat s va truyén
thong. (Theo Dave Chaffey & Fiona Ellis
Chadwick- 201 2.

Tém lai. marketing ky thudt s& ¢6 thé hiéu la
hoat déng marketing dua rén nén ting Internet
nhim tiép can. truyén théng vi bin sin phim hitu
hinh va dich vu téi khdch hang.

2.2. Cdc cong cu marketing k¥ thugt so

C6 nhiéu cong cu truyén théng true tuyén ma
¢dc nhi ti€p thi phdi xem xét nhu mdt phin cla
chién Iuge truyén thong hodc 1a mot phin cia k&
hoach chién dich ti€p thi truc tyén, BE hd g lip
k€ hoach truyén théng. Chaffey vii Smith (2012)
cho riing. cdc cong cy tép thi trye tuvén nay dudce
chia thinh 06 nhém chinh: (i} Marketing dua trén
viée tim ki€m. (ii) Quan hé cong chiing tre tuvén.
(iii} Quan hé ddi tdc trye tuyén, (iv) Quing cdo trye
tuy€n. (v) Marketing qua email, (vi) Marketing qua
mang xi hoi.

2.3. Khdi ni¢gm niém tin thuong higu va trung
thanh thuong hiéu

Niém tin thtong hidu

Theo Chaudhuri va Helbrook (2001). niém tin
thuong hiéu da duge dinh nghia 1 sy «in long cia
ngudt titu dung dya vio khia ning cua thucng
hiéu dé thyc hién chifc ning ctia né. Niém tin
thuong hiéu c6 lién quan dén ¥ dinh hanh vi va
trong ¢dc tinh hudng khéng chic chin. Cy thé,
niém tin lim gidm su khong chdc chin. dic biét 1a
khi ngudi ticu dung cam thay dé bi ton thuang khi
ho ¢6 thé dva vio mot thuong hiéu ding tin cay.
Niém tin thuang hiéu ciing dude dinh nghia 14 mot
cim gide an todn cla ngudi tiéu diing riing thuong
hi¢u «¢ dip ¥ng mong dgi ticu ding cia ho
(Ballester viv Aleman, 2001).

Trung thanl throng hidu

Long trung thinh cia khach hang 1a mét trong
nhitng y&u t& chinh tao ra 1di thé canh tranh viing
chii¢ (Prentice v Loureiro. 2017). D6 1d mdt tai
sidn quan trong giip cdc cdng ty dim bdo doanh 8
bdn hing trong tudng lai tr khdch hing. ciing nhu
ning cao I¢i nhudn cda ho (Distani vi cOng su.
2017 Hallowell. 1996). Long trung thinh cia
khdch hiing dude dinh nghia [ thdi dé tich cuc cita
khich hing ddi vdi mét nhd cung ¢dp sin phim
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hodc dich vu nhat dinh, din d€n hinh vi mua lip
lai (Anderson va Srinivasan, 2003; Srinivasan va
cong sy, 2002,

2.4. M1 quan h@ gifta marketing k¥ thudt s6' vé

niém tin thuong higu, trung thanh thuong higu

M#ét s8 nghién cifu thuc nghiém xdc nhén
ring. marketing k¥ thudt s8 13 tién dé d¢ mang
dén niém tin thuong hiéu (Rust & Oliver. 1994:
Cronin &Taylor. 1992: Spreng & Mackoy. 1996;
Ranaweera & Neely. 2003). Piéu niay ham ¥ néu
doanh nghiép ¢é chién ltge marketing k¥ thuit s&
t0t s€ ti€p cdn khdch hiang dé dang vi cung cip
chat lugng dich vu cang 6t sé khién cho mie d6
hiilong cta khdch hang cdng cao, cing ning cao
trung thanh thuong hiéu (Brady & Robertson.
2001: Cronin & codng sy. 2000: Dabholkar &
Bagozzi. 2002).

Long trung thinh hodic cam két lam nén ting
cho qud trinh G€p tuc va duy tri mdi quan hé cé gia
tri va quan trong dd dudce tao ra bdi niém tin. Néi
cdch khic, niém tin vd cam két nén dugc lién két
bdi vi niém tin rdt quan trong trong trao ddi quan hé
vit cam k€t ciling duge danh riéng cho cic mdi quan
hé ¢6 gid tri nhu vay.

Trong moi lién hé niay. Moorman. Zaltman va
Deshpande (1992) v Morgan vi Hunt (1994} nhdn
thiy riing. niém tin thuong hiéu din dén cam két
trong c¢de quan hé trao di gitra khich hing vdi
doanh nghiép. Vi viy. niém tin thuong hiéu & gép
phiin quan trong viio ¢i Iong trung thiinh mua hing
vi ong trung thanh theo thdi dd. Niém tin thudng
hiéu s& dan dén long trung thanh vai thuong hiéu
{Delgado-Ballester & Munuera-Alemdan.20010).

3. M hinh vi cac gia thuyé&t nghién cio

M hinh nghién cu k& thita va phdt trién cdc
nghién ciu trude nhu Azize va chng su (2011,
Tatar va Erdogmus (2016). Boateng (2018). Trong
d6. nén ting cia nghién citu 12 mo hinh ciia Tatar
v Erdogmus (2016) véi cic nhin 10 website.
wong tic trye tuvén, céng cu truyen thong, hop
tdc véi web hitu ich. B8 sung nhin (& sy tham gia
tr nghién cifu cua Boateng (2018) vi kham phd
anh huding cua trdi nghiém thuong hiéu ké thira
Azize vi cOng s (2011),

Bai viét dé xuat md hinh nghién citu mé ti moj
quan h¢ gita marketing k¥ thudt s6. niém tin
thudng hiéu va trung thanh thuong hiéu ¢6 tinh dén
va khiam phd nhitng anh hudng cta trai nghiém
thugng hiéu nhu sau: (Hinh 1)
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Hinh 1: Mé hinh nghién cGu dé xudt

Sy tham gia .

Tuwong tac "
tryrc tuyén

Website A

™

Hop tdc cdc
website hiru ich o

Cong cuy

Niém tin thwong

hiéu

Trung thanh

truyén thong

thwrong hiéu

4. Phuong phap nghién cifu

Nhiim dia ra mdt s6 him y quin trj gidp cdc
doanh nghiép du lich tric tuyén tai Viét Nam hoan
thién hoat dong marketing k¥ thudt & c¢lia minh,
bai viét tap trung nghién cdu va phin tich dif licu
thu thap dugce tir sich bdo. cdc bdo cdo cing nhu
nhifng nghién ctru trong v ngodi nude ¢o lién quan
t61 hoat dong marketing ki thuit s6 cia cic doanh
nghiép du lich true tuy€n Viét Nam.

Pé kiém dinh md hinh. tic gid bii viél tién
hanh khio sdt thong qua mot bang hoi vé viéc
ddnh gid cdc y&u & marketing ky thudt s& tic
dong d€n niém tin thuong hiéu va trung thanh
thueng hiéu cta doanh nghiép du lich trye tuyén
tai Viét Nam. Bing hdi dugc chia thanh hai phin.
Phin 1 1a théng tin chung vé& Cd nhin/Céng ty
duge khao sdt. Phin 2 bao gébm cdc cdu hoi. theo
thang do Likert tir 1 dén 5. dé danh gid mic do
dnh hudng cla cic y€u & marketing k¥ thudt s6
tdc dong dén niém tin thudng hié¢u va trung thinh
thuong cia doanh nghiép du lich trwe tuyén tai
Viét Nam. Bing hdi da duge gdi tdi 1.200 Trudng
phong/Gidm ddc hinh chinh phu trich viée dat
phong. dit vé mdy bay cla cdc doanh nghiép sit
dung dich vy ctia Cong ty Du lich Vntrip OTA qua
hinh thie khido sdt online bing Google Form. Két
qua thu vé dugc 450 phiéu khdo sat hop I¢.

5. Xay dung thang do cho cdc bién
nghién ciru

Trong nghién cfu nay, tdc gid st dung thang do

Trai nghiem

thuong higéu

tir ¢dc nghién cdu trude cta cde tic gid Yoo va
cOng suf (2000). Washburn va Plank (2002) dé do
ludng cic khdi niém nghién citu. Tuy nhién, cic
thang do nay dudge xdy dung trén cdc san phim
tiéu ding tai cdc quc gia phét trién nén sé khong
phlt hgp tai thi trudng Viét Nam. Chinh vi viy. tic
gid thyc hién nghién cdu dinh tinh va dinh lugng
50 bo d& diéu chinh thang do cho phl hgp vdi
nghién cifu thire nghiém tai Viét Nam.

Téng s0 thang do nghién cdu duge st dung 1a
38 muc hdi cho 05 bién doc lip va 2 bién phu
thude 1a Trung thinh thudng hiéu va Niém tin
thwong hi¢u. K&t qua nghién ciu dinh lugng sd bd
cho thi'y: tit ¢ cdc bi€n quan sat déu dap dng cdc
yéu cau trong phin tich dd tin cdy clia thang do. Vi
viy, cdc thang do ndy déu duge st dung cho
nghién cdu chinh thie

6. Phuong phdp va cdng cu phin tich dif li¢u

- Plutomg phdp phin tich dit liéu:

Phén tich théng ké mé td: Nghién ciu tién
hanh thong ké md ta biéu dd, bang biéu, tin suil,
ty 1& %, gid tri trung binh thuc trang hoat ddng
marketing truc tuyén cla Vntrip OTA, dGi tugng
diéu tra, niém tin vi long trung thanh cua khich
hang ddi vdi Vatrip OTA.

Phan tich thdng ké suy dién: Khing dinh thang
do bién nghién cifu va khing dinh gid thuyét.

-Céng cy phdn tich div liéu:

Sau khi dude thu thip, cdic bing ud I dude
ki€m tra va loai di nhitng bing khéng dat yéu cau.
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Sau do. ching duge ma héa. nhdp liéu v lam
sach dit liéu, Phdm mém hd trg phin tich dit liéu
nhu SPSS22, AMOS 22.

7. K&t qua nghién citu

7.1. Kiém dinh thang do

Cdc khdi niém nhin 0 ddc ldp va phu thude
trong nghién ciru tic dong cia hoat dong marketing
ky thudt s6 t6i niém tin thuong hiéu vi trung thanh
thuong hiéu Cong ty TNHH Du lich Vnurip OTA
duge chiit loc, k& thira tif cic nghién ciu cha Azize
va cong su (2011), Tatar va Erdogmus (2016),
Boateng (2018). Téng s& thang do nghién cifu duge
st dung 1a 38 muc hdi cho 05 bién doc 1ip va 2 bién
phu thude. Thang do Likert 1-5 s& dudc sit dung d€
do cic mic do: va ddng ¥ hoac khong dong ¥ vdi
cic thang do nghién cifu duge dé xudt trong mé
hinh (Hoang Trong vi Chu Nguyén Mong. 2008).
Thang di€m dinh gid tir 1 ¢€n 3 theo mifc dé ting
din ctia sy ddng ¥ trong dé (1) F hoan toiin khong
déng ¥.(5) 12 hoan toan ddng ¥.

7.2. Phéin tich Cronbach’s Alpha

Nghién c@tu sif dung bing khdo sit gém 38
muc héi (items), trong d6 28 bién quan st ddi véi
cdc nhiin 6 doc lip (Hop tic véi cic trang web
hiru ich: Trdi nghiém thwdng hiéu: Céng cu truyén
thong xi hdi: Website: Tudng tdc tric tuyén: Su
tham gia). 05 bi€n quan sdt niém tin va 05 bién do
luong long trung thanh cia khach hing ddi vdi
Vatrip OTA. D€ phin tich d6 tin ciy cia cic thang
do. nghién citu da st dung cdc hé s& Cronbach’s
Alpha va hé s§ tudng quan bi€n tdng thé.
Cronbach’s Alpha n€u loai bién ndy. Két qua
nghién ¢ifu nay ¢6 vai trd quan trong nhim xay
dung cdc thang do chinh thitc. Thang do Niém tin
thuong hiéu (et = 0.814); Trung thanh thusng hiéu
(o0 = 0.780); Su tham gia (o = 0.685); Tuong tic
tryc tuyén (o = 0.804); Website (o = 0.886): Céng
cu truyén thong xi héi (a = 0.862); Trai nghiém
thuong hi¢u (« = 0.889); Hdp tic vdi cdc trang
web hitu ich (0 =0.795).

K&t qua théng ké Cronbach’s alpha cho thay,
hiu hét cdc thang do bi€n doc lap gidi thich dam
bdo yéu cau théng ké vé d6 tin ciy theo ly thuyét.
Trong khi d6, tdt ¢d thang do bi€n phu thudc déu
dat dudc d6 tin cay nhu k¥ vong. Do dé. nghién
cttu ¢é 28 phdt bi€u déi véi bi€n doc lp va 10
phdt bi€u d&i vdi bién trung gian, phu thudc dat dé
tin cdy va tao diéu kién dé tiép tuc duge sit dung
vio cde phin tich va kiém dinh ti€p theo.
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7.3. Phén tich nhén t6'khdng dinh CFA

Phin tich CFA bién phu thudc cho thay gia tri
kiém dinh chiquare/df=1.810 vdi P-value=0.000 v
cde chi s6 phi hgp vdi dir liéu CFI=0.919;
TLI=0.911; GFI=0.878. RMSEA=0.045<0.08. C6
thé két ludn sy phit hdp ciia cdc thang do 06 nhin &
doc¢ 12p. bién trung gian niém tin khich hang va bién
phu thudc trung thanh thugng hiéu Vatrip OTA.

Hé sd wdng quan giita cdc thinh phin va sai
1éch chudin kém theo cho chiing ta thiy cdc hé s
niay nhé hon 1 (¢c6 ¥ nghia thdng ké) nén cic
thang do thanh phin cdc nhin 6 déu dat gid tri
phan biét. Néu cic nhdn t§ clia mé hinh khéng
ching minh d6 gid i va d6 tin ciy. viéc chay
SEM s¢ khong ¢4 ich gi. vi rdc diu vao s¢ din
dén ric diu ra. C6 mét vai bién phdp hitu ich cho
viée xdc 1ap tinh hap 1€ va d6 tin cdy: D6 tin cay
téng hgp Composite Reliability {CR). Phudng sai
trich Average Variance Extracted (AVE).

7.4. Kiém dinh mé hinh va gid thuyét nghién
ciiu theo phuong trinh cdu triic tuvén tinh SEM

Mo hinh cdu tric chi ré méi quan hé giita cdc
bi€n nghién cifu (modt khdi niém do ludng nhiéu
bi€n quan sdt) véi nhau (Hoang Trong vi Chu
Nguyén Mdng, 2008). (Hinh 2)

Phin tich ¢8u tric tuyén tinh SEM cho thiy mé
hinh ¢6 315 bic tr do. gia tri ki€fm dinh chi-
square/df=1.942<2 véi pvalue=0.000 va cic chi sd
phit hgp vdi di ligu CFI=0914; TLI=0.907:
GFI=0.8873; RMSEA=0.046 <0.08. C6 th¢ thay.
chi s& CFL. TLI > 0.9. GFI gi tri 16n hon 0.8 nén mé
hinh duge xem 1a phi hgp & mite kha 161, Tatca cic
thiinh phan thang do khéng cé méi tudng quan gilta
sai 50 cdc bién quan sdt nén chiing khéng dat tinh
ddn hudgng. (Bang 1)

8. Ban luin vé két qua nghién cdu

K&t qui nghién ciu cho thdy c¢dng cu truyén
théng xa héi tic dong tich cyc d€n trung thanh
thudng hi¢u Vntrip OTA. K&t qua nghién cifu cho
thdy hop tdc vdi cdc trang web hitu ich: website: sur
tham gia tdc déng tich cyc d€n niém tin vi trung
thinh thuong hi¢u Vatrip OTA. Dédnh gid vai trd
clia cdc nhan & trong nghién citu nay phii hop vdi
quan di€m clia cdc nghién citu trde. Trong do.
Tatar va Erdogmus (2016) cho ring. nhin t3
website va hdp tic v@i cdc trang web hitu ich tic. su
tham gia dong tich cuc truc ti€p dé€n long trong
thinh thudng hiéu hodc thong qua trung gian niém
tin cla thudng hiéu.
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Hinh 2: M$ hinh céu trac tuyén finh SEM

Chi-square=1262 415 ; df=650 ; P=.000
:Chi-square/df=1.942, RMSEA-=.046
‘CFI=.914 : GFI=.873 ; AGFI=.855; TLI=.907
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M&iquanhd Beta | SE | CR R

LOYALTY < EXPERIENCE EC 0% 2047 041

' LOYALTY ’ By | ENGAGE Y 084 | 3455 | peo00t
COLOYALTY < COOPERATION 138 059 2339 019

COLOYALTY < ONLINEINTERACTION 128 057 2228 026

LOYALTY <o SOCIALMEDIA 123 049 2514 o012

LOYALTY < WEBSITE 147 080 2940 003
LOYALTY | < TRUST _ 1967 049

Trdi nghié¢m thuong hiéu 1a rit quan trong d6i
vdi niém tin vd 1éng trung thinh thuong hiéu
{Brakus vd cong su. 2009). Trén tat cd. trai
nghiém thuong hiéu cang tich cyc sé gia ting suf
hai long cda khdch hang va duy tni. cling ¢d long
trung thanh thugng hiéu. ciing nhw niém tin thuong
hiéu clia khich hing (Zarantenello va Schmitt,
2000: Ha va Perks, 2005). C6 thé thdy, website va
cac vng dung dit phong tuy di ¢ nhitng budc
phit trién manh mé trong théi gian gan day. Tuy
nhién. né van con khi mdi mé, chura thay déi dugce
théi quen giao dich tryc tuyén clia khich hang.
Biéu nay thé hién & chd tin sut trii nghiém dich
vu thip. thong thudng chi 1-2 lin di dnh hudng
khong nho dén niém tin duy tri sit dung dich vu
dit phong hay dit vé may bay thdng qua cdc ing
dung cda Vntrip OTA ctia khdch hiang.

Niém tin thudng hiéu la mot y&u 1§ quan trong
g6p phin vao sy thinh cdng cla cdc hoat ddng tiép
thi trye tuyén cla cdng ty (Bleier va Eisenbeiss,
2015: Pengnate va Sarathy, 2017). Niém tin thuong
hi¢u dutc hinh thanh giita cdc cong tv Vntrip OTA
va khich hang chinh 13 su thodn min cda khach
hang vé khi niing ctia nha cung cip dich vu dé ddp
(fng nhu ciu cia ho. cling nhy s trung thye cia ho
trong cdc giao dich trwe tuy&n. Niém tin thuong
hiéu Vntrip cin dudc ting cudng xiy dung thong
qua cdc khdach hang ty nhan thic dua wén kinh
nghiém trye ti€p cla ho vi wong tic trye uyén véi
cdcchngty.

9. Ham y quan tri

Trén cd s k€t qua nghién cdu, tic gid dé xuit
mdt s& ham ¥ quén tri nhdm gidp cic doanh nghiép
du lich trife tuyén Vntrip OTA hoin thién hoat dong
marketing k¥ thudt s6 clia minh, Cu thé nhu sau:
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161 082

Tint nhdt, ning cao hiéu qua hoat dong nghién
cifu ning chdt lugng dich vu nhim gia tang sy hai
long. khuyé&n khich sy tham gia. sur cam két st dung
dich vu ctia khdch hang déi vdi hoat déng cung iing
dich vu Vntrip.vn. Cin gdp nit hodn thién quy
chuin dinh gid chat hugng dich vu ca cong ty dé
dira viro thye hién mét cdch quy ¢ii, ¢6 hé thdng.

Thit hai, (61 wu héa cong cu tim ki€m d€ ting
tuong tic tryre tuyén. T81 wu hda cong cu tim ki€m
thdng qua viéc xdy dung ciu triic website. bién
tap va dua ndi dung vio trang web. cin phdi dim
bdo sy chat ché. k€t ndi véi nhau gitta cdc trang
trong site cta cong ty, Pam bdo cung cdp cho
website cdc cong cu tim ki€m néi ti€ng nhu
Google, Yahoo. MSN... nhim dat dudc muc tiéu
cao nhit doi vdi viéc phat tri€n thudng hiéu. gia
ting ngudi ding, doanh s6, Igi nhudn ciing vdi
mite chi phi hiéu qud nhdt.

Thit ba, nghién ctu phdt trién cdc phin mém
tién ich. Nghién cGu phat tri€n cdc phin mém tién
ich phuc vu va théa min nhu ciu cda ngudti ding.
Lap trinh hé qudn tri ndi dung va chitc ning theo
giao dién cho ding va phi hgp. ¢6 khd ning md
rong trong twdng lai. Can nghién cifu tri€n khai thiét
ké giao dién thin thién ca trén hé thong mdy tinh
lin méi trudng di dong sao cho ngutsi ding nglu
nhién dcn gidn truy cip moi lic moi nei dé truy vin
théng tin hodc thuc hién giao dich.

Thit 1w, ting cudng chia sé thong tin d€ thu hit
ngudi tham gia sit dung dich vu. Ting cudng s
dung coéng cu social media/social network dé tin
dung wu thé cla cong cu nay la truyén bd thong tin
dén cdc d6i twgng muc tiéu trén mot pham vi 16n.
Phudng thitc trao d6i. chia sé thong tin hoic giao
Iwu true wyén ¢6 thé duge thuc hién trén ¢d s& cdc
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mang xa hoi niy. Tang cuding chia sé thong tin dé
trd thu hit cdc ddi tugng ngudi xem khidc nhau,
nhitng ngudi ¢é thé rd thanh khich hang trong
tudng fai clia Vntrip.

Thit néim, tao dung va duy tri danh ti€ng, thuong
hiéu bling ¢ong cu truyén thong xi hoi. Cin tin
dung sy phét trién vd pho bién clia mang xd hoi
trong viéc tao dyng va duy tri danh téng clia mét
thudng hiéu. Lip ra cdc Fanpage, twitter vé tinh aé
quing bd, gidi thiéu san phadm dé&n véi khdch hang.
Gin cac lién k&t dén websites chinh cia cong ty tao
nén mdt mang ludi thong tin online cho Vntrip. Téi
vu hoa danh muc cdc mang luéi xa hdi (Vi du nhu
Facebook. twitter, Zalo...) ¢6 lién guan dén linh vic
truyén théng thudng hiéu clha cong ty, dong thdi g
thong diép hay tao cdc mhu quing cdo trén cic
mang xa hdi nay nhaim ti€p ciin khdch hing nhanh
nhat vii 181 vu héa hiéu qud chi phi.

10. K&t qua tdng hgp cic giai phap sau khi
nghién ciu

Nghién cGu da lfa chon va kiém chimg dugc
thang do ludng ddm bio gid tri va do tin cdy cho cic
khdi niém marketing kj thudt sd trong md hinh dé
XUat: st tham gia, wiong tdc truc tuyén, website,
hgp tdc véi cac website hitu ich, cdng cu truyén
thong vi trdi nghiém thudng hiéu. Ddng thdi.
nghién cifu ciing dd kiém dinh duge anh hudng

TAILIEU THAM KHAO:

(e G€p va gidn ti€p) clia niém tin thuong hiéu
dén trung thinh thudng hi€u trong moi trudng kinh
doanh du lich trye tuy€n tai Viét Nam, cu thé déi
v§i Cong ty du lich Vntrip OTA.

Nghién citu nity st dung phén tich mé hinh ciiu
tnic SEM ddnh gid mdi quan hé clia cdc nhin 8
trong mo hinh dnh hudng cda hoat ddng marketing
k¥ thuat s0 t&i niém tin thuong hi€u va trung thanh
thudng hiéu caa Cong ty TNHH Du lich VnTrip
OTA. DT liéu nghién citu la 450 khach hang giao
dich tryc tuyén qua website Vntrip.vn. Két qui
nghién ctu cho thiy. nhin & hdp tic vdi cdc trang
web hitu ich; trai nghiém thudng hiéu: cong cu
truyén thdng xa hoi; website: tudng tdc tryc tuyén:
Sy tham gia tac déng tich cuc d&n 1ong trung thanh
ctiia khiach hang déi véi Vntrip OTA. Trong khi chi
¢6 cdc nhin t8 hgp tic vdi cde trang web hitu ich;
trai nghiém thudng hiéu; website: su tham gia ¢6
mé&i quan hé thuin chiéu niém tin cia khdch hang,
niém tin dnh hudng tich cuc dén long trung thanh
cla khdach hang déi thuong hiéu Vnurip OTA.
Nhitng phin tich 1ap luin vé két qud nghién cttu &
trén li ¢d s8 quan trong dé dé xuat cdc gidi phap
d61 vdi hoat dong marketing ky thuit s6 nhiim gia
ting niém tin va ldng trung thanh cda khdch hang
ddi vdi Cong ty TNHH Du lich VnTrip OTA trong
thifi gian tdi W
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ABSTRACT:

Digital marketing activities not only help businesses to promote their images, products and
services but also provide businesses insights to work out business development plans. Solutions
for developing and improving the efficiency of digital marketing activities play a key role in
each company. This paper focuses on researching, reviewing theoretical bases, and examining
the relationship among factors of digital marketing in creating brand trust and brand loyalty. This
article also presents how to use digital marketing activities to positively influence brand trust and
brand loyalty.
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