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TOM TAT: 
Tnfdc khi dat mdt tour du lich hoSe li/a chon di^m de'n, dich vu, khach hang ludn ludn cd xu 

hu'dng tim kid'm thdng tin, so sdnh gia ca, dich vu tren intemet roi mdi du'a ra quyet dinh. Vi vay, 
doanh nghidp du lich n^o ed the tiep can va thuyet phuc dircfc nhdm khdch hang n&y se la ngrfdi 
thang cudc drdn thi tnrdng. Khi ay, nganh cdng nghidp kinh doanh dich vu Iff hdnh qua mang intemet 
- cdn diTdc gpi la Electronic tourism hay goi tat la E-tourism - xud't hien va phat trien manh me. 

Bai bao nghien ciJu di xua't vd thrfc hien gidi phap nang eao quyet dinh sit dung dich vu ciia 
khach hang cho hoat ddng kinh doanh du lieh trrfc tuye'n. 

Tijf khoa: Giai phap, quyd't dinh siJ dung, kinh doanh du lich trrfc tuyd^n. 

1. Dat van dd 
E-tourism drfdc dinh nghia la srf ffng dung cua 

cac cdng nghe thdng tin truyen thdng {ICT -
Information and Communication Technology) vao 
nganh edng nghidp du lieh, la viec so'hda tat ca cdc 
quy trinh va ehudi gia tri trong nganh cdng nghidp 
du lich, khaeh san, dich vu,.. nham muc dich td'i da 
hda hieu qua eua cac doanh nghidp kinh doanh dich 
vu Iff hanh [1]. 

Kinh doanh Urfc tuye'n ndi chung va kinh doanh 
dich vu du lich trrfc tuye'n ndi ndng ed ra't nhieu dac 
didm ndi bat so vdi hinh thu'c ban hang tniyen 
thd'ng. Cac dac diem ay bao gom: 

+ Td'cdd; 
+ Thdi gian boat ddng dien ra Hen tuc; 

-I-Pham vi toan cau; 
-I- Loai bd trd ngai do cac khau trung gian gay ra. 
San pham du lich la mdt trong sd nhffng mat 

hang trrfc tuye'n drfdc ngrfdi diing rfa chudng nhat 
trong so' cac san ph^m, dich vu drfdc bay ban tnic 
tuye'n nhrf phan mem va phan ei?ng may tinh, vd 
may bay, sdch... Vdi nhffng san pham thdng thrfdng 
khac, khi tira hieu de dat mua tnic tuye'n sdn phim, 
nhffng thong tin ma khach hang can bie't den hau 
he't chi la gia ca, chat Irfdng va hinh tbffc thanh todn. 
Cdn dd'i vdi dieh vu du lich Iff hanh, ngoai nhffng 
thdng tin cd ban lien quan den san pham bdy bdn. 
khach hang cdn drfdc cap nhat nhffng kid'n tbffc du 
lich, nhffng diem dd'n mdi la, nhifng thdng tin \e 
diem de'n hap dan. 
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Cac dieh vu du Iich trrfc mye'n bao gom ddt 
phdng khaeh siin, eho thud xe du lich, mua ve mdy 
bay, tdu hoa va chrfdng trinh du Uch. Srf phat tri^n 
cua cdng nghe thdng tin da tao ra mdi trrfdng hd't 
sffc thudn ldi cho cdc dich vu du lieh trrfc tuye'n phat 
triin. Dich vu du lich ngdy cang phong phii, sinh 
ddng hdn. Doanh nghidp khdng hi ban che' bdi 
khdng gian tnftig bay, do do cd the chdo ban vd so' 
sdn pham, dich vu trdn gian hang cua minh. Cung 
vdi srf trd giup cua edng nghe thdng tin thi san 
ph^m Iff hanh cung trd nen sinh ddng vdi cde hinh 
anh, doan phim ve nhffng diem de'n du Iich. Ben 
canh do, doanh nghiep cung dl dang dieu ehinh 
dich vu cua minh theo nhu cau, thi hidu eua ngrfdi 
diing. Chinh vi the', du khach cd them nhilu Irfa 
chon phii hdp vdi nhu cau ciia minh. 

Tuy niiien, cdc doanh nghiep du lich ciing gap 
mdt so khd khan. Dd la ngay cang cd nhieu doanh 
nghidp du lich trrfc tuye'n ra ddi, da giup cho khach 
hang cd nhieu srf Irfa chon hdn tff ddi thu canh tranh 
khi md ho cd the so sanh ve gia ca cung nhrf dieh vu 
ciia nhieu doanh nghiep cffng mpt luc. Do do, ngoai 
vide cung cd'p dich vu phong phu, da dang, hdp vdi 
thj hid'u du khaeh thi cac doanh nghiep du Iich cdn 
can phai drfa ra mffc gid hcfp li va chat Iffdng dich vu 
td't d^ cd the eanh tranh vdi cac dd'i thu tren thi 
trrfdng. Ben eanh do, ddi hdi cac cdng ty du lieh bdn 
san pham qua intemet e^n phai xay drfng mdt he 
tho'ng hoan chinh tff each hffng bay cac dieh vu cho 
den cde hinh thffe thanh toan va dich vu hau mai dd'i 
vdi khdch hdng. 

Ngoai ra, khae vdi cdc san pham trrfc tuyd'n 
thdng thffdng - cae tinh chd't, dac did'm cua san 
pham drfdc the hidn cu the - dd'i vdi djch vu du lich 
nhrf chffdng tnnh du lich chi ed the biet drfdc cha't 
lffdng sau khi du khaeh da sff dung dich vu. Cho 
ndn, khd khdn nhd't dd'i vdi doanh nghiep du lich 
hrfc tuye'n la tao uy tin dd'i vdi khdch hang vi chat 
Irfdng dich vu ciia minh [2]-[4]. 

2. M6 ta dd'i tif(/ng Idiao sat 
Be dl xua't, cung nhrf thrfc Men drfdc cae giai 

phdp mpt each hieu qua, bdi bao thrfc hien 195 
phie'u khdo sat drfa vao phdn tich. Kd't qua ehi ra sd' 
Irfdng chu ye'u la nff gidi vdi 110 ngrfdi -chie'm 
56,4%; vd 85 nam gidi - chie'm 43,6%. 

Ve tnnh do hpc van, cdc khaeh hang khao sdt 
chu yd'u la Cao dang*©ai hpc vdi 150 khdch hang -
ehie'm 76,9%; tid'p theo la nhdm h-dn dai hoc vdi 38 
ngrfdi - chie'm 19,5% va nhdm trinh do THPT chi 
ehie'm 3,6%. 

Dd'i vdi thu nhap, nhdm tff 10 de'n 15 tneu va 
nhdm tren 15 d-ieu chie'm ty Id trfdng dong nhau 
(31%). Trong dd, ddi UTdng thu nhap drfdi 10 trieu 
chie'm da sd' vdi 72 ngrfdi - chie'm 36,9%. Nghi 
nghiep drfdc khao sat chu yd'u la khach hang lam 
trong khd'i van phdng vdi 81 ngffdi - chie'm 41,5%; 
tiep theo la nhdm kinh doanh tff do va sinh vien vdi 
ty le lan Iffdt la 25% va 27%; nhdm ndi hrd - nghi 
huXi chie'm ty Id thd'p nha't vdi 12 ngrfdi - chid'm 
6,2%. (Bang I) 
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3. Giai phap n^ng cao quyd't dinh su" dung dich 
vu cua khach hang 

Ke't qua nghien effu cho tha'y, cac yeu to' nhff 
tinh hffu ich, thai do ddi vdi dieh vu ed tac dpng 
tich cffc Idn y dinh sff dung dich vu kinh doanh du 
lich trffc tuye'n. Vi the', cac giai phdp trffe tid'p vd 
gian tie'p tff cac nhan td'anh hffdng tdi tinh hffu ieh 
va thai dp se giup cai thien va nang cao kha ndng 
Iffa chon dich vu du Uch trffc tuyd'n eua khach 
hdng[5]-[6]. 
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3.1. Gidi phdp vi nang cao tinh hihi ich 
De tang y dinh sff dung dich vu kinh doanh du 

lich trffe hiye'n, cde ddn vi kmh doanh dich vu du 
Heh c^n ndng eao tfnh hiJu ieh thdng qua vide tao ra 
nhilu tien Ich dieh vu. 

Thid't ke' cdc gdi san ph£m da dang, di sdu vao 
vide dap ffng nhu elu eua tifng nhdm khaeh hang 
khae nhau. Cd ngbia la, cd sff phan loai va khdc 
biet giffa nhieu nhdm dieh vu khac nhau. Cde gdi 
san pham tap tmng vao viec dap ffng phu hdp theo 
thu nhap, mong mud'n trai nghiem, hinh thffe du 
lieh, tham chi thid't kd' rieng nhdm san pham, 
chffdng trinh du lich ke't hdp theo yeu cau vd muc 
dich eua khaeh hang mpt each chu ddng, Bdn eanh 
do, san pham chffdng trinh du lieh thffdng mang tinh 
mua vu cao vdi tffng diim de'n va hay cd bie'n dpng. 
Vi vdy, cln thid't kd' nhffng nhdm sdn pham khai 
thac va thieh ffng tinh mua vu triet de', du trong 
trffdng hdp nao - nhff qua tai du khach tai mpt diem 
de'n trong mua nghi le, khach du lich van ludn cd 
nhffng Irfa chon thay the. 

Tinh hffu ich mdi ngrfdi cam nhan drfdc phu 
thudc theo each danh gia cua tffng ngrfdi cung nhrf 
ddi hoi chd't Irfdng khi tie'p nhdn dich vu. Qua trinh 
sff dung sdn ph^m Iff hanh la mdt qud trinh bao gom 
nhieu giai doan. G^n vdi tffng giai doan la qua tnnh 
hai nghidm mdt nhdm eac dich vu khde nhau, vi 
vay eac cdng ty, doanh nghiep can day manh phat 
tri^n nhdm s^n pham dich vu trung gian (dat ve, ddt 
xe/eh6, thid't kd' Id trinh..) de khach hang dffde linh 
boat Iffa ehpn. Vide phat trien dich vu tmng gian 
yeu cau doanh nghiep phai cd sff phd'i hdp td chffc 
vdi cac ben cung ffng nguon; do dd cde cdng ty can 
md rdng mang Iffdi vdi cac doanh nghiep van tai, 
cac hang hang khdng va cdc he thd'ng khaeh san, 
nha hang khac nhau. 

3.2. Giai phdp vi nang cao thdi dg cua khdch 
hdng vdi dich vu 

Ye'u td'thai dp dd'i vdi dieh vu ed anh hffdng tnfc 
tid'p len y dinh sff dung dich vu kinh doanh du lich 
trffc tuye'n. Giai phap nang eao thai do cua khach 
hdng vdi dich vu d\i(ic chi tie't hda nhff sau: 

Cham sdc khdch hang ddng vai tro ra't Idn trong 
viee quyd't dinh lieu du khdch cd quay trd lai va sff 
dung dich vu cua cdng ty hay khdng. Mdt khach 
hang drfdc chdm sdc td't tffc la hp hai long ve qud 
trinh tff van, giao dieh. eung ca'p va tie'p tue nhan 

drfdc srf quan tam tff phia ddn vi cung cap ngay cd 
khi hp chrfa cd them nhu clu. Ben canh ye'u td dau 
tien, quan trpng nhd't la chat Iffdng sdn pham. 

Cham sdc khach hang td't cln phai dam bao cha't 
Irfdng tff vd'n vd chinh sdeh hau mai. Khi nhan drfdc 
sff quan tdm ve mot san pham bat ky, he thd'ng ludn 
phai chii dpng dap ffng, phan hoi kip thdi nhffng cau 
hdi tff phia khdch hdng. Sff tff va'n phai chdn thanh, 
gdn ke't vdi ldi ieh cua khach hang, ldi ich tot nhd't 
phiJ hdp vdi van de tai ehinh, nhu cau vd muc dich 
sff dung dich vu Iff hanh ciia ho. 

Ben canh dd, thdi dp eua nhdn vien ciing rat 
quan trpng, ke ca Id nhan vidn lam vide trffc tuyen; 
ludn phai bdy to thdi dp tdn trpng vdi ta't cd khdch 
hang, khdng cd srf phan biet trong qud trinh phuc 
vu, ke cd khi khdch hang khdng tie'n hanh giao 
dich, thrfc hien hoat ddng mua ban, sff dung dich vu. 

Dd'i vdi dich vu, chinh sach hau mai khdng chi 1& 
each de dam bao quyen ldi sau qua trinh sff dung 
dich vu cua khach hang md con Id cd sd de cdng ly 
cai thien chat Irfdng dich vu va duy tri moi quan h? 
vdi khach hang. Cdng ty can cd nhiJng sff linh hoat 
can thie't va nha't dinh ddi vdi cdc chinh sdch bao 
hanh va cdc vd'n de giai quyet khid'u nai de dam 
bao ldi ich cao nhd't cho khach hang. 

Ngoai ra, cln cd sff ddnh gid vd ldng nghe phdn 
hoi tff cae thac mac vd va'n de eua khdch hdng, bat 
ke viec dd dung hay sai eung can phdi cd sff ton 
trpng nha't dinh trong giai quye't thdc mdc nhrf chii 
ddng xin Idi va xem xet sai sdt tff phia ndi bd. Xuat 
phdt tff viec phan loai, quan ly khdch hdng, doi vdi 
ca khach hang mdi dffng d mffc tff van thdng tin vd 
khach hang da sff dung dich vu, bd phan ehdm sdc 
khdch hang can cd sff tffdng tac thffdng xuyen dl 
edp nhdt thdng tin dieh vu vd cdc chffdng hinh 
khuye'n mai mdi, hinh thanh nhu clu trong khach 
hang ma khdng gay ra srf phien toai cho hp thdng 
qua cae kdnh marketing SMS va email. 

4. Ke't ludn 
Bdi bdo de cap de'n 2 giai phdp ndng cao quyet 

dinh sff dung dieh vu eua khach hang eho hoal dpng 
kinh doanh du lieh trffe tuyen bao gom: Giai phap 
ve nang cao tinh hi?u ich \a Giai phdp ve nang cao 
thai dp cua khach hang vdi dich vu. Tinh hihi ich va 
thdi do vdi dich vu dffde xem la cdc nhan to anh 
hffdng trrfc tie'p den y dinh sff dung mua dich vu du 
lich cua ede doanh nghiep qua intemet • 
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ABSTRACT: 
When making decisions to book tours, visit destinations or use services, some customers tend 

to search for information, compare prices and service quality on the Intemet. As a result, it is 
necessary for tourism businesses to approach and persuade this customer group. It also results in 
the establishment and the rapid growth of Electronic tourism (E-toursim for short). This paper 
examines the proposal and proposes solutions for acquiring more customers for E-tourism. 
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