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Nghién cru nay phan tich anh hudng cac dac diém cua théng diép dén
hiéu qua truyén thdng mang xa hoi clia khach san. Hiéu qua truyén
théng mang xa héi dugc do ludng bang mic dé tuong tac véi khach
hang, cu thé 1a s6 lugng thich (Like), thao ludn (Comment), va chia sé
(Share) cta thong diép dugc dang tai trén trang Facebook cua khach
san. Cac dac diém dugc phan tich bao gém: Dinh dang, néi dung, va
thgi gian dang tai cla thong diép; bén canh do, anh huéng cla dai
dich COVID-19 ciing dugc xem xét. Két qua hoi quy cho dif liéu cua
1.351 thong diép thu thap tU cac trang Facebook cua 12 khach san 5
sao tai thanh phd Pa Nang cho thdy, dinh dang hinh anh hodc video
va cac ndi dung lién quan dén khuyén maéi hoac chat lugng thuang
hiéu clia khach san thu hit dugc nhiéu tuong tac hon. Thai gian déng
tai va dai dich COVID-19 khéng anh hudng dang k€ dén hiéu qua
truyén thdng mang xa hoi clia thong diép.

Abstract

This paper investigates the impacts of various social media post
characteristics on hotel social media marketing effectiveness. Social
media marketing effectiveness is measured by the level of user
engagement, namely the number of like, comment, and share of posts
on a hotel's Facebook page. Post characteristics being analyzed are
post format, type of content, and posting time. The impact of the
COVID-19 pandemic is also examined. Regression results using data of
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Customer engagement; 1351 posts collected from the Facebook pages of twelve 5-star hotels
Facebook; in Da Nang city show that image or video format and contents related
Hotel. to discounts/promotions or hotel brand quality attract more

engagement. Posting time and the COVID-19 pandemic do not
significantly impact a post’s social media marketing effectiveness.

1. Gigi thiéu

Véi s6 lwong ngudi str dung ngay cang 16n, mang xa hoi (Social Media, viét tat 1a MXH) da tro
thanh mot cong cu truyén thdng quan trong. Hon 1/3 dan s6 thé gidi sir dung cac MXH nhu: Facebook,
Twitter hay Instagram cho céc twong tac xa hoi hang ngay ctia minh; va hon 15 tri¢u thwong hiéu trén
toan cau sir dung MXH dé truyén thong dén 80% thi truong tiéu dung toan cau (Koetsier, 2013;
Nuttney, 2010). Mac du vay, trong linh vuc khach san, mirc d¢ st dung MXH dé truyén thong dén
khach hang van con chua cao (Hudson & Thal, 2013; Wagner va cong su, 2017). R4t it cac khach san
dang sir dung hiéu qua kénh ban hang va giao tiép khach hang nay. Pon ctr, O’connor (2011) cho
thdy, du rat nhiéu khach san da co trang Facebook ciia riéng minh, nhung hau hét cac trang nay trén
thuc té c6 mirc do hoat dong va tuong tac thap.

Néu sir dung MXH mdt cach hi¢u qua va tao dugc tuong tac vdi khach hang, cac khach san c6 thé
nang cao mirc d6 nhan dién thuong hi¢u, nang cao hinh anh, tao ra hiéu ing truyén miéng, qua do thu
hut dugc thém khach hang (Godey va cong su, 2016; Kim & Chae, 2018; Lu & Stepchenkova, 2015).
Vi véy, cac khach san can c6 chién luge nang cao hiéu qua truyén thong MXH. Trén cac trang MXH
clia minh, cac théng diép/ bai viét (Social Media Posts) duge cac khach san dua 1én 1a phuong tién
cht yéu thu hut sy chii y va tuong tac cua khach hang. Do vay, dé thiét 1ap chién lugc truyén thong
MXH hiéu qua, cac khach san can kham pha dic diém cua cac thong diép c6 anh huong dén muirc do
thu hut sy twong tac cua khach hang (Leung va cong su, 2017). Cac nghién ctru qudc té trude ddy da
chi ra mét s6 yéu t6 nhu: Dinh dang cia thong diép (van ban hay hinh anh), noi dung thong diép (gisi
thiéu vé san pham, khuyén mai, hay tuong tac...), thoi gian dang tai thong diép (thir Hai hay Chii
Nhat...) ¢6 anh huong dén mirc d thu hat twong téc ciia cac thong diép MXH ciia khach san (Aydin,
2020; Leung va cong su, 2017; Su va cong su, 2015; Wang & Kubickova, 2017).

Tuy dong vai tro quan trong nhung chi dé nghién ciru vé hiéu qua truyén thong MXH hau nhu
chua duoc thue hién cho cac khach san ¢ Viét Nam. Viét Nam 1a mot nude ¢ dan sb tre, ty 1¢ sur
dung MXH cao, trén 75%'. Nganh du lich, bao g6m khéch san, 1a nganh chu lyc cua nén kinh té Viét
Nam, dong gop gan 10% vao GDP qudc gia. Pic biét, trong va sau thoi ky dich bénh COVID-19,
tuong tac trén MXH cang pho bién nén chu dé nay cang c6 y nghia thyc tién hon nita (Mason va cong
su, 2021; Syaifullah va cong su, 2021). Dé lap day khoang trong nghién ctru nay, nhom téc gia tap
trung phan tich anh huéng ciia cac dic diém thong diép dén hiéu qua truyén thong MXH Facebook
cuia cac khach san tai Pa Nang, mot trong nhiing diém dén du lich hang dau tai Viét Nam duoc cac
du khach ca trong va ngoai nudc wa chudng, 1a dia diém c6 chi s6 canh tranh du lich (Vietnam Tourism

! https://iris.marketing/social-media-report-vietnam-2020
2 https://www.statista.com/statistics/1077200/vietnam-share-tourism-sector-direct-gdp/
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Competitiveness Index — VTCI) dtmg dau ca nuéc’. MXH Facebook 1a ddi tuong nghién ciru vi day
1a lua chon phé bién nhit cua cac khach san tai Viét Nam®.

2. Ca s@ ly thuyét va gia thuyét nghién ciru

2.1.  Hiéu qua truyén théng mang xa hoi ciia cdc thwong hiéu

Su xuét hién cia MXH d dan dén sy gia ting nhanh chong vé kha nang thong tin hai chiéu giira
nguoi tieu dung va thuong hi¢u (Dimitriu & Guesalaga, 2017). Khi cac thuong hi¢u dang tai mot
thong diép trén trang MXH ciia minh, nhiéu ngudi sir dung MXH ciing c6 thé tham gia vao cudc tro
chuyén nay bang cach tra 16i lai thong diép, chia sé thong diép, hay thé hién thai do d6i véi thong
diép. Su twong tac nay giira khach hang va thuong hi¢u trén MXH thuong duoc goi 1a “tuong tac truc
tuyén” (Online Engagement) (Aydin, 2020). Mirc d9 twong tac truc tuyén giira khach hang va thuong
hiéu thudng duoc sir dung nhu thude do cia hiéu qua truyén thong MXH (Aydin, 2020; Leung va
cong sy, 2017). Trong s6 cac MXH, Facebook 1a mot trong nhiing lya chon hang déau cho cac thuong
higu dé truyén thong, tiép thi truc tiép dén nguoi tiéu ding. Di véi MXH Facebook, sé lugng thich
(Like), binh luan (Comment), va chia sé (Share) da tro thanh cac thudc do pho bién dé danh gia higu
qué truyén thong MXH (Leung va cong sy, 2017; Kwok & Yu, 2013).

Céc nghién ctru quc té trudc day da chi ra mot s dic diém cua cac thong diép c6 anh huong dén
hiéu qué truyén thong MXH. Nghién ciru 355 thong diép cua 11 thuong hiéu quc té thudc 6 loai san
pham, de Vries va cong sur (2012) cho thay cac thong diép dinh dang song dong hon (nhw ¢ hinh dnh
hay video) thi nhan dugc nhiéu Like hon. Céc thong diép c6 ndi dung twong téc thi nhan dugc nhiéu
Like hon cic noi dung vé thong tin, giai tri, hay cic noi dung khac. Xem xét gan 3.000 thong diép
trén céac trang Facebook cua 25 thuwong hiéu dién thoai di dong & An Do, két qua nghién ciru cia
Chandrasekaran va cong su (2019) cho thiy cac thong diép c6 dinh dang 14 hinh anh thi c¢6 hiéu qua
nhit, tiép dén 1a dinh dang video, va cudi cung la dinh dang van ban. Cac ndi dung vé thong tin hay
gidi tri thi hiéu qua hon cc noi dung vé phan thuéng hay twong tic. Annamalai va cong su (2021)
chi ra rang, d6i véi cac trang MXH ctia cac doi tuyén thé thao, hinh anh nhan dugc nhiéu Like hon
trong khi video nhan dugc nhiéu Share hon. Noi dung vé tuong tac thi hidu qua nhat va ndi dung vé
phan thudng thi kém hiéu qua nhit. Cac nghién cru cia Mao va cong sy (2020), Ji va cong sy (2019),
Li va Xie (2020) ciing cho thdy cac thong diép dinh dang hinh anh hay video thi c6 muc tuong téc
MXH cao hon, va cac loai ndi dung khac biét thi c6 anh hudng khéng df”)ng nhat d&én muc tuong
tac MXH.

Nhu vay, c6 thé thiy, mic du dong 1y thuyét nay d thong nhat 1a dinh dang va noi dung ctia thong
diép c6 anh huong dén hiéu qua truyén thong MXH, két qua nghién ctru cho thdy ¢ su khac biét
trong anh hudng cua timg loai dinh dang va ndi dung cu thé dén hiéu qua truyén thong dbi véi cac
loai hinh san ph?im/ dich vy khac nhau. Pon ctr, ndi dung vé thong tin thi ¢6 hi¢u qua truyén thong
MXH hon néi dung tuwong tac trong truong hop dién thoai di dong (Chandrasekaran va cong su, 2019),
trong khi diéu do6 1 nguoc lai cho cac ddi tuyén thé thao (Annamalai va cong sy, 2021). Ly do ¢ thé

3 https://en.vietnamplus.vn/da-nang-tops-vietnams-tourism-competitiveness-rankings/220941.vnp
4Theo két qua khao sat s bo ciia nhdm nghién cltu, mét sé khach san cling st dung MXH Instagram bén canh Facebook, tuy nhién
muc dé st dung 1a thap.
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1a déi vé6i cac loai san pham/ dich vu khéc nhau thi khach hang ciing ¢6 cac nhu cau khac biét (vi du
nhu khach hang mudn mua dién thoai thi can thong tin vé cac thong s clia san pham hon, trong khi
nguoi ham mo cia doi tuyén thé thao thi c6 nhu cdu twong tac hay giai tri trén trang MXH ciia doi
tuyén nhiéu hon).

Thoi diém dang tai cua thong diép ciing duoc mot s nghién ctru trude ddy nhan dién 1a ¢ anh
huong dén hiéu qua truyén thong MXH trong truong hop mot s6 loai hinh san phém/ dich vu, nhu dai
hoc va ruou vang (Peruta & Shields, 2018; Dolan va cong su, 2017). Tuy nhién, mdi quan hé nay lai
khong duoc xac nhan trong truong hop mot sd san pham/ dich vu khac, nhu cac cira hang ban 1é
(Devereux va cong su, 2020).

Nhimng su khac biét vé két qua nghién ctru giita trudng hop cac loai san pham/ dich vu khac nhau
nhu néi trén 14 1y do khién mot nghién ctru cu thé vé chu dé nay cho nganh khach san 1a can thiét.

2.2, Hiéu qua truyén théng mang xa héi cho triueong hop cdc khdch san

Céc nghién ciru vé hoat dong truyén thong MXH cuia cac thuong hiéu du lich néi chung d chi ra
tAm quan trong cua truyén thong MXH. Thir nhét, viéc sir dung MXH anh hudng dén hanh trinh ra
quyét dinh str dung cua khach hang (Hudson & Thal, 2013; Leung va cong su, 2013; Leung, 2019).
Thir hai, hiéu qua truyén thong MXH nang cao mdi quan h¢ giita thuong hiéu va khach hang thong
qua cac tuong tac trén MXH (Hudson va cdng su, 2016; Kang va cong su, 2014). Ngoai ra, nhiing
nhan xét tich cuc ctia nhitng khach hang khac vé cac thong diép ding trén MXH cua thuong hiéu du
lich ciing c6 tac dung bo sung va nang cao gi tri ciing nhu sy hip dan cua thong diép (Bronner & de
Hoog, 2010).

Céc nghién ciru trude day ciing chi ra rang cac thong diép dang tai trén MXH cua khach san 1a
cong cu quan trong nhat thic day su tuong tac cia khach hang (Schmallegger & Carson, 2008). Cu
thé cho nganh khach san, mot sb dic diém cua thong diép c6 anh huong dén hiéu qua thuc diy tuong
tac da dugc nhan dang nhu: Pinh dang, thé loai noi dung, hay thoi diém dang (Aydin, 2020; Leung
va cong su, 2017; Su va cong su, 2015; Wang & Kubickova, 2017). Leung va cong sy (2017) xem
xét 1.837 thong diép ciia 12 khach san trén Facebook va cho thdy cac thong diép dinh dang hinh anh
thi hi¢u qua hon cac thong di€p dang van ban, va cac ndi dung vé san ph.'?im, thuong hiéu, va tuong
tac thi hidu qua hon cac thong diép vé thong tin, phan thuong va khuyén mai. Aydin (2020) sir dung
dir lidu tir 1.847 thong diép ding trén Facebook ciia cac khach san 5 sao tai Tho Nhi Ky trong vong
mdt thang, két qua cho thay cac thong diép c6 dinh dang song dong (video va hinh anh) thi dat duoc
su twong tac cao hon, va cc ndi dung vé thong tin hay chic mimng thi hiéu qua hon cic ndi dung vé
tin tirc, khuyén mai hay giai tri. Wang va Kubickova (2017) theo doi 181 thong diép dang trén trang
Facebook ctia mot khach san, két qua cho thay thoi diém ding co nhiéu twong tac nhat thuong 1a vao
thir Hai. Su va cong sy (2015) thu thap dit liéu tir trang Facebook ciia mot khach san dé phan tich cac
dic diém nao cta thong diép s& din dén higu qua truyén thong cao hon. Két qua phan tich 249 thong
diép cho thay cac thong diép c6 ndi dung lién quan dén san pham va dic diém cia khach san thuong
nhan dugc tuong tac thap hon. Cac thong diép co noi dung khuyén mai, hai hudc va hay tuong tac
hai chiéu thuong nhan duoc su tuong tic nhiéu hon. Cac théng diép c¢6 hinh anh ciing dugc chia sé
nhiéu hon.

Dbi véi truong hop Viét Nam, viée ing dung Facebook vao hoat dong truyén thong ciia cac khach
san van chi dimg lai & mirc d¢ co ban (Nguyén Thi Thity Véan, 2017) méc do MXH 1a mét trong nhing
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kénh quan trong gitip khach hang lya chon khach san (Nguyén Thi Thao Nguyén va cong sy, 2018).
Nhu vy, viée ting cuong truyén thong MXH 1a thiét yéu cho cac khach san Viét Nam trong twong
lai. Tuy vay, chu dé nghién ctru vé ddc diém cac thong diép va hiéu qua truyén thong MXH cia cac
khach san hau nhu chwa duge dé cap dén trong cic nghién ctru ¢ Viét Nam. Vé cac dic diém cua
thong diép c6 anh huong dén hiéu qua truyén thong MXH, hién da c6 nghién ctru ctia Lé Thanh Duy
(2018) tir dit liéu ciia 10 thuong higu phd bién nhat thugc cac linh vyc thyc pham, am nhac, dién tir,
thuong mai di¢n tur, xe may, va thoi trang; tuy nhién, nhu da dé cap & cudi phﬁn 2.1 trén day, Kkét qua
nghién ctru c6 thé 1a khac biét giita cc loai san pham/ dich vy nhu mot sé nghién ctru trude day cho
thy. Do vy, mot nghién ctru vé chu dé nay cu thé cho truong hgp nganh khach san & Viét Nam 1a
can thiét. Ngoai ra, anh huong ciia dai dich COVID-19 dén hiéu qua truyén thong MXH ctia cac khach
san ciing can duge xem xét. Ly do 1a hoat dong ctia nganh khach san cling nhu hanh vi sir dung MXH
clia nguoi tiéu ding di c6 su thay ddi sdu sic trong dai dich (Jiang & Wen, 2020), c6 thé anh hudng
dén murc d¢ tuong tac giita nguoi tidu dung trén cac trang MXH cua khach san. D6 14 nhiing dong
g6p khoa hoc cua bai bao nay.

2.3, Gia thuyét nghién ciru

Céc nghién ctru qudc té da cho thay dinh dang video va hinh anh thi ¢6 higu qua truyén thong
MXH hon dinh dang van ban. Tuy nhién, hinh dnh c6 thé yéu cau it nd lyc va thoi gian hon tir nguoi
tidu dung dé xir I trong khi video yéu cau nhiéu thoi gian dé xem hon (Annamalai va cong sur, 2021;
Luarn va cong su, 2015; de Vries va cong su, 2012). Do vy, sb luwong tuong tac theo Like, Share,
Comment d6i voi hinh anh va video trén cac trang MXH cua khach san co thé co su khac nhau vi ¢co
su khac nhau trong hanh vi Like, Comment, va Share ciia nguoi sit dung Facebook (Kim & Yang,
2017). Hanh dong Share hay Comment thé hién mirc d gin két cao hon ciia nguoi str dung véi thong
diép so véi viée Like vi Comment can nd luc dé viét va khi Share thi bai ding dugc Share tao thanh
mdt phan cta hd so (Profile) Facebook ctia ngudi ding. Khi tuong tac trén trang MXH ciia khach san,
nhitng khach hang it gin két hon c6 thé dé dang Like mot thong diép hinh anh hon 1a mét video (vi
¢6 thé s& khong kién nhin xem hét mot video) nhung nhiing khach hang gén két hon thi s& khong co
su khéc biét trong vi¢c Like hay Comment/ Share mot hinh dnh hay mét video. Dé kiém tra cu thé
anh hudng ctia timg loai dinh dang thong diép dén hiéu qua truyén thong MXH cua cac khach san tai
Viét Nam, gia thuyét nghién ctru sau dugc hinh thanh:

Gid thuyét H: Dinh dang ciia thong diép c6 anh hwong dén hiéu qud truyén thong MXH (sé lwong
Like, Share, Comment) cua khach san tai Viét Nam.

Déi voi noi dung thong diép, cac két qua nghién ctru trude day ciing chua co su thong nhét vé
hiéu qué truyén thong MXH ctia nhitng loai ndi dung théng diép khac nhau. Vi du, Aydin (2020) cho
thay ngi dung vé thong tin san pham/ thuong hiéu khach san thi hi¢u qua hon cac ndi dung vé khuyén
mai trong khi Su va cong su (2015) tim thay két qua ngugc lai. Nhu vy, ¢6 thé cac khach hang & cac
khu vire khac nhau nhu Thé Nhi Ky trong nghién ciru ciia Aydin (2020) thi c6 nhitng mbi quan tim
dén nhiing ndi dung khac véi nhitng khach hang & Pong Bic My trong nghién ctru ctia Su va cong sur
(2015). Dé phan tich cu thé anh huéng cia timg loai noi dung thong diép dén hiéu qua truyén thong
MXH cua cac khach san tai Viét Nam, gia thuyét nghién ctru nhu sau dugc hinh thanh:

Gid thuyét H>: Thé loai ndi dung ciia théng diép c6 anh hwong dén hiéu qua truyén thong MXH
cua khach san tai Viét Nam.
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Tuong tu, thoi quen sir dung MXH cua khach hang ciing ¢6 thé danh huong dén hiéu qua truyén
thong MXH cua nhitng thoi gian dang tai thong diép khac nhau (Peruta & Shields, 2018; Dolan va
cong su, 2017; Wang & Kubickova, 2017). Do vay, nghién clru nay ciing phén tich é&nh hudng cua
thoi diém ding tai thong diép dén hiéu qua truyén thong MXH ctia khach san tai Viét Nam bang cach
kiém dinh gia thuyét sau:

Gid thuyét Hs: Thoi diém déing tdi thong diép cé anh hwéng dén hiéu qua truyén théng MXH cia
khach san.

Nghién ctru ndy ciing xem xét lidu trong thoi gian COVID-19, higu qua truyén thong MXH cua
céc khach san c6 bi anh huéng hay khong. Trong thoi gian nay, cac yéu cau vé gidn cach xa hoi ciing
nhu sy e ngai cua du khach da khién nhu cau st dung khach san sut giam®, c6 thé dan dén sy quan
tam dén cac trang MXH ctia cic khach san it hon, twong tic giam di. Tuy vay, trong thoi gian gidn
céch xa hoi khong thé gip truc tiép thi moi ngudi lai sir dung MXH nhiéu hon, 1y do 1a dé giao tiép
thong qua MXH ciing nhu vi c6 nhiéu thoi gian hon (Nguyen va cong su, 2020; Gretzel va cong su,
2020). Ngoai ra, khach hang ciing c6 thé tranh thii tim kiém thong tin cac khach san trong thoi gian
nay dé chuén bi cho cac chuyén du lich sau dich, khi cac yéu cu vé gian cach xa hdi dugc gd bé.
Nhimng 1y do nay dan dén sy twong tac trén cac trang MXH clia khach san c6 thé ting 1én. Thyc té,
Pachucki va cong su (2022) ghi nhan s6 lugng tuong tac cao hon trén cac trang MXH ciia cac diém
dén du lich tai Uc trong thoi gian COVID-19. Nhu vay, hai tic dong trai nguoc noi trén (nhu cau giam
st nhung mirc @6 sir dung MXH tang 1én) dén hiéu qua truyén thong MXH ctia khach san trong thoi
ky COVID-19 c6 thé anh hudng bu trir 1an nhau, dan dén sy can thiét phai kiém dinh chiéu cta gia
thuyét nghién ctru sau:

Hu: Pai dich COVID-19 ¢é anh hwéng dén hiéu quad truyén thong MXH ciia khdach san tai
Viét Nam.

3. Phuong phap nghién ciru

3.1.  Ditliéu nghién cuu

Dir liéu duogce sur dung trong nghién ctru nay dugc thu thdp tir cac trang Facebook chinh thic cua
12 khach san/ Resort 5 sao tai Da Nang. Nhom tac gia thu thap tit ca cac thong diép MXH duoc ding
tai trén cac trang Facebook nay trong hai khoang thoi gian: Tur thang 1 — thang 3/2019 (truéec COVID-
19), va tir thang 1 — thang 3/2021 (trong dai dich COVID-19). Tong cong c6 1.351 thong diép MXH
dugc thu thép cho dit liéu nghién ctru, trong do 766 thong di¢p dang tai trudc, va 585 thong di¢p dang
tai trong dai dich COVID-19. So vdi cac nghién ctru trude day vé cung chii dé (Aydin, 2020; Leung
va cong su, 2017; Wang & Kubickova, 2017; Su va cong su, 2015) thi s6 quan sat cua nghién ciru
nay la kha tuvong duong.

3.2, Cdc bién nghién citu

Céc bién nghién ciru dugc hinh thanh nhu sau:

5 https://dangcongsan.vn/kinh-te/nganh-du-lich-da-nang-bi-anh-huong-nghiem-trong-560859.html
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Hiéu qua truyén thong MXH: Tuong tu cac nghién ciru trudc day (Pachucki va cong su, 2022;
Aydin, 2020; Leung va cong sy, 2017; Su va cdng su, 2015; Wang & Kubickova, 2017), trong nghién
ctru ndy, s6 lugng Like (bién LIKE), Comment (bién COMMENT), va Share (bién SHARE) ctia mot
thong diép Facebook (tinh bang logarit tw nhién cong 1) 1an lugt dugc sir dung nhu thudce do cua higu
qué truyén thong MXH.

Dinh dang thong diép: Dya trén cac nghién clru trudc day cua Leung va cong su (2017), Su va
cong sur (2015), Annamalai va cong sy (2021), cac thong diép MXH ciia khach san (bién phéan loai
FORMAT) dugc chia theo ba dinh dang: Van ban, hinh anh, va video.

Noi dung thong diép. Bién phéan loai CONTENT nhan dang nhom ndi dung cta thong di¢p, bao
g6ém nim nhom: Thuong hi¢u, khuyén mai, thong tin, tuong tac, va san pham. Cu thé, thong diép co
noi dung Thuong hiéu tap trung vao thuong hiéu khach san, bao gom cac thong diép c6 noi dung vé
tin tirc khach san, danh gia khach san, cac giai thuong cia khach san, thong tin khach san, di ngii
nhan sy, cic chuong trinh tir thién dwoc khach san to chirc... Thong diép Khuyén mii bao gdm nhimng
thong diép thao luan vé cac giao dich, khuyén mai, wu dii ddc biét, giam gia, tich diém thanh vién...
Thong diép Thong tin néi vé nhimg thong tin khong lién quan tryuc tiép dén khach san, chang han nhu:
Meo du lich, thong tin diém dén, nhat ky chuyén di, 10i chao ky nghi, cong thirc nau in, xu huéng am
thuc, xu hudng tiéu dung... Thong di¢p Tuong tdc moi goi su tuwong tac tir khach hang, vi du nhu cac
cau hoi, yéu cau chia sé kinh nghiém, nhan xét, dién vao chd tréng, hai hudc... Thong diép San pham
gi6i thidu cac san pham khac nhau ciia khach san, bao gom: Cac hang phong, d6 an va thirc uéng, nha
hang, quan bar, phong chd, tién nghi, dich vu phong, spa, su kién/ 1& hoi, san phé”im cho ky nghi, trang
tri cho ky nghi, mg dung danh cho thiét bi di dong... Day 1a cach phan nhom dwa theo Leung v cong
su (2017), tuy nhién, nhom tac gia gop noi dung Khuyén mai va Phan thuong cia Leung va cong sur
(2017) vao lam mot nhom do dir liéu thu thap duge co rat it cac thong diép vé cac phan thuong ma
khong can dit khach san (nhém Phan thuong), vi du nhu quay so trang voucher.

Thoi diém ding tai: Bién phan loai DOW thé hién ngay trong tuan (tir Cha Nhat dén thir Bay) ma
thong diép dugc dang tai (Devereux va cong su, 2020; Wang & Kubickova, 2017).

- Pai dich COVID-19: Bién gia COVID nhan gia tri 1a 0 néu théng diép duoc ding tai nam 2019
(truéc COVID-19), va nhan gia tri 1a 1 néu théng diép dugc dang tai nam 2021 (trong dai dich
COVID-19).

3.3, M0 hinh héi quy

Mb hinh hdi quy OLS sir dung dé kiém dinh cac gia thuyét ciia nhom tac gia nhu sau:
Hiéu qua; = B, + B, FORMAT; + 3,CONTENT; + 33DOW; + (3,COVID; + ¢;

Trong do6,

i: Pinh danh thong diép;

Hiéu qué: Bién phu thudc, 1an lugt nhan cac gia tri cia LIKE, COMMENT va SHARE;

B,: Hang s6;

By, By, va B3: Cac vector hé s6 cho cac loai dinh dang, ndi dung va ngay ding tai cia cac bién
FORMAT, CONTENT, DOW;

B,: Heé s cua bién COVID;
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g;: Phuong sai chuan cta hdi quy duge nhém theo timg khéach san.

4. Két qua nghién ctru va thao luan

Bang 1 mo ta sb luong Like, Comment va Share trung binh theo dinh dang, ndi dung, ngay dang
tai va thoi gian trude/ trong dai dich COVID-19. C6 thé thay s6 lugng tuong tac trung binh 1a kha it
cho cac thong diép MXH cua cac khach san (trung binh chura dén 500 tuong tic cho mdi thong diép).
Phan tich so bo cho thay cac thong diép dang hinh anh c6 s lugng Like va Comment trung binh cao
nhét nhung c6 s6 lugng Share trung binh thip hon so véi dinh dang video. Cac thong diép c6 noi dung
khuyén mai c6 s lugng tuong tic cao nhat. Thoi gian dang tai vao thir Sau thu hit dugc s6 lugng
tuong tac cao nhat. Khong ¢ sy khac biét 16n giira s6 luong twong tic trudc va trong dai dich
COVID-109.

Bang 1.
Mo ta dir liéu nghién ctiru
S6 luong Like S6 lugng Comment S6 lugng Share
trung binh trung binh trung binh
Dinh dang
Hinh anh 162,96 7,63 5,70
Vin ban 75,64 1,24 0,77
Video 70,80 5,85 6,72
Noi dung
Khuyén mii 249,60 14,20 791
Thuong hi¢u 85,41 2,97 4,03
Thong tin 130,50 0,95 2,71
Tuong tac 12,83 0,39 1,96
San phim 95,80 431 5,16
Ngay dang tai
Chu Nhat 102,69 2,41 5,62
Th Hai 148,86 6,05 4,41
Thi Ba 133,56 4,40 4,54
Tht Tu 189,20 9,93 7,75
Th Nam 134,32 9,10 5,11
Thr Sau 212,91 10,43 6,62
Tht Bay 86,03 4,79 4,59
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S luong Like S6 lugng Comment S6 lugng Share
trung binh trung binh trung binh
Dai dich COVID-19
Trudce dai dich 146,00 8,56 6,36
Trong dai dich 161,43 5,59 4,66

Béng 2 mo ta két qua hdi quy OLS. Két qua vé dinh dang cho thiy, dinh dang van ban c6 it s6
luong Like hon so v6i hinh anh (hé s6 hdi quy 12 —0,969 va c6 ¥ nghia thong ké & mirc 1%). Diéu nay
nghia 13, néu nhing yéu t6 khac khong thay doi, cac thong diép dinh dang van ban s& nhan dugc thap
hon khoang 0,969 Like hon so véi cac thong diép dinh dang hinh anh. Dinh dang video ciing c6 it s6
lugng Like hon so v6i hinh anh (hé sb hoi quy 140,536 va c6 y nghia thong ké & mirc 1%). Nhu vay,
dinh dang hinh anh thu hiit dwoc nhiéu Like nhat, tiép dén 1a dinh dang video (thip hon khoang 0,536
Like so véi dinh dang hinh anh), va cudi cling 1a dinh dang vin ban (thap hon khoang 0,969 Like so
véi dinh dang hinh anh).

béi voi sb lwong Comment, dinh dang van ban thu hut dugc it Comment hon so véi dinh dang
hinh anh (hé s6 hoi quy 1a —0,625 va c6 y nghia théng ké & mirc 1%) trong khi dinh dang video c6 s6
lugng Comment tuong duong so véi dinh dang hinh anh (hé s6 hdi quy khong ¢6 ¥ nghia thong ké).
Két qua nay ciing tuong ty ddi v6i s6 lugng Share.

Két qua vé noi dung cho thiy, dbi véi s6 lugng Like, ndi dung vé thuong hidu va thong tin ¢6 s6
luong Like twong duong véi ndi dung vé khuyén mii (cac hé sb hdi quy khong co y nghia thdng ké),
trong khi ndi dung vé san pham thi c6 s6 lugng Like thap hon (hé s6 hdi quy 1a —0,282 va ¢6 y nghia
thong ké & mirc 5%), thap nhét 1a ndi dung vé thong tin (hé s6 hoi quy 1a —1,164 va c6 y nghia thong
ké & muc 1%).

Dbi v6i sb lwong Comment, ndi dung tuong tac ciing thu hut dugc sé lugng it nhat, tiép dén 1a noi
dung thong tin, ndi dung san pham, ndi dung thuong higu, va tiép dén noi dung khuyén mai thu hut
duoc sb luong cao nhat. Bdi véi sb lugng Share, két qua cling tuong tu, trir vi€c ndi dung thuong hi¢u
va noi dung khuyén mai thu hat dwoc sb luong tuong dwong nhau (hé s hdi quy cia thuong hiéu

khong c6 ¥ nghia thong ké).
Béng 2.
Két qua hoi quy OLS
Bién phu thudc
LIKE COMMENT SHARE
(M @ 3)
Dinh dang (so voi Hinh anh)
Vin ban —0,969** —0,625%* —0,929%*
(-6,971) (-3,813) (-7,964)
Video —0,536** -0,048 -0,075
(-3,363) (-0,398) (-0,596)
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Ngi dung (so véi Khuyén mai)

Thuong hiéu —0,086 —0,442%* —0,311
(-0,443) (-3,049) (2,010)
Thong tin —0,363 —0,797** —0,555%*
(-2,084) (-6,109) (-3,74)
Tuong tac —1,164** —0,840%* —0,844**
(-3,512) (-4,503) (-3,965)
San phdm —0,282* —0,465%* —0,327**
(-2,185) (-4,511) (-2,876)

Ngay dang tdi (so voi Chu Nhat)

Thir Hai 0,011 0,153 -0,212
(0,080) (1,453) (~1,884)
Thir Ba -0,012 0,201%* -0,165
(-0,009) (2,422) (-1,310)
Thir Tu 0,163 0,284 -0,030
(1,114) (3,012) (-0,250)
Thir Nam —0,076 0,179 —0,219
(-0,548) (1,724) (-1,437)
Thir Sau 0,176 0,341%* -0,035
(1,161) (3,323) (-0,225)
Thir Bay -0,144 -0,082 -0,170
(~1,366) (-0,685) (~1,496)
DBai dich COVID-19 (so voi Trudc dai -0,172 -0,147 -0,300*
dich) (-0,810) (-0,926) (-2,127)
Hing sb 3,962%* 1,018%* 1,750%*
(13,180) (6,072) (7,214)
R 0,064 0,071 0,082

Ghi chii: S6 quan sat 1.351;
* va ** tuong (g vai cac mic ¥ nghia thong ké 5% va 1%;

Gia tri t trong ngoac don ().

Két qua vé ngay dang tai cho thy, khong c6 khac biét vé sb luong Like va Share giita cac ngay
dang tai (cac hé s6 hoi quy cia cac ngay ding tai trong cot (1) va (3) déu khong co ¥ nghia thong keé).
Dbi v6i s6 lugng Comment, cac thong diép dang tai vao thir Sau c6 sd luong Comment cao nhét (cao
hon Cha Nhat 0,341), rdi dén thir Tu (cao hon Chii Nhat 0,284), va thtr Ba (cao hon Chii Nhat 0,201).
Thong diép dang tai vao cac ngay khac co s lwong Comment twong duong Chii Nhat.
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Két qua vé dai dich COVID-19 cho thiy khong c6 su khac biét giita thoi gian trudce va trong dich
COVID-19 ddi véi viéc thu hiit s6 lugng Like va Comment, nhung sd lugng Share 14 it hon trong
dich (hé s6 hdi quy 14 -0,300 va c6 y nghia thong ké & mirc 5%).

R? cua cac hoi quy trong Bang 2 1an lugt 14 0,064, 0,071 va 0,082. Pay 1a muc do giai thich phu
hop cho cac phuong trinh hdi quy da bién, xp xi v6i R? ciia cac mo hinh hoi quy trong cac nghién
clru tuong tu trude day nhu: Kim va Yang (2017) ¢6 R tir 0,100 dén 0,130; Doyle va cong su (2020)
6 R? tir 0,012 dén 0,059.

Két qua & Bang 2 cho thdy, nhin chung dinh dang hinh &nh c6 strc thu hut tuong tic cao nhat, roi
dén dinh dang video. Pinh dang van ban c6 strc thu hit thap hon hai dinh dang trén. Két qua nay kha
tuong dong vai két qua nghién ctru trude ddy ctia Su va cong su (2015), Leung va cong su (2017),
Kwok va Yu (2013). Cau néi “mot birc anh c6 gid tri hon nghin 16i n6i” c6 thé xem 1a mot 1oi giai
thich cho két qua nay. Ly do 1a hinh anh hay video thi d& nhé va dé& duoc goi lai hon so véi su dién
ta bang 101/ van ban (Leung va cong su, 2017; Kwok & Yu, 2013). Viéc dinh dang video c6 stic thu
hut tuong tac vé Like thip hon dinh dang hinh anh c6 thé dugc giai thich boi 1y do Facebook khong
phai la mét MXH chuyén vé chia sé video (Leung va cong sy, 2017). Hon nita, nhu da thao luan khi
dé xuét gia thuyét Hi, so voi hinh anh thi mot thong diép dinh dang video yéu cu nhiéu thoi gian va
nd luc cia khach hang hon dé xir Iy thong diép nén mot s khach hang thiéu kién nhin c6 thé s& bo
qua khéng xem va Like cac thong di€p c6 dinh dang video (Annamalai va cong sy, 2021; Luarn va
cong su, 2015; de Vries va cong su, 2012). Do vay, thong di€p c6 dinh dang hinh anh s€ nhan dugc
nhiéu Like hon théng diép dinh dang video. Tuy nhién, v6i cac khach hang ¢ du sy gan két dé xem
noi dung video dé roi tham gia Comment hay Share thi kha nang thu hut twong tac cua dinh dang
video ciing tuong dwong nhu cia dinh dang hinh anh, din dén viéc dinh dang hinh anh va video c6
anh huong ngang bang 1én s6 lugng Comment va Share.

Viée cac ndi dung vé khuyén mai c6 stic thu hut twong tac cao nhat cho thdy khach hang Viét Nam
quan tdm nhiéu dén cac chuong trinh khuyén mai/ giam gia trén cac trang Facebook ciia cac khach
san. Két qua nay tuong dong véi két qua ctia Su va cong su (2015), cho thay cac khach hang theo ddi
céc trang MXH cua cac khach san ciing mot phan 14 dé tim kiém céc chuong trinh khuyén mai/ giam
gid. Cac noi dung vé thuong hiéu it anh huéng dén s lugng Comment hon nhung ¢6 anh hudng tuong
duong dén s lugng Like va Share so voi cac ndi dung vé khuyén mai. Diéu nay cho thay khach hang
Viét Nam ciing quan tdm dén chat luong thuong hiéu ciia khach san trong cac thong diép trén MXH.
Két qua nay tuong dong véi két qua nghién ciru ctia Leung va cong sy (2017).

Céc khach hang Viét Nam c6 vé it quan tdm hon dén thong tin gi6i thi¢u vé cic san pham ciia
khach san (nhém ndi dung San pham). Piéu nay twong dong véi phat hién ciia Kang va cong su
(2014). Thyc té, mdt s6 cac nghién ctru trudc ddy di chi ra rang khach hang chi yéu dua vao cac trang
Website chinh thirc hodc s gidi thidu ctia gia dinh va ban bé khi tim kiém thong tin vé mot san pham
(Hwang & Cho, 2005; Kang va cong su, 2014). Do vay, trang Facebook cuia khach san co thé khong
phai 1a kénh chi yéu dé tim kiém cac thong tin vé san pham, dan dén nhém noi dung San pham nhan
dugc it tuong tac hon. Cac ndi dung co tinh tuong tac (nhém ndi dung Tuong tac) cling nhu cac thong
tin khong tryc tiép lién quan dén khach san (nhom noi dung Thong tin) ciing it dugc khach hang Viét
Nam quan tdm hon.

Déi voi két qua vé thoi diém dang tai, theo mo ta tai Bang 1, c6 thé thay s6 lugng twong tac trung
binh vao thir Tu va thir Sau 1a cao hon nhiéu so véi nhiing ngay khac, nhung két qua hoi quy da bién

47



Phan Hoang Long va céng su (2022) JABES 33(10) 37-52

trong Bang 2 cho thay chi c6 sy khac nhau vé s6 lugng Comment va hau nhu khong ¢ sy khac nhau
trong sO lugng Like va Share giita hai ngdy nay va cic ngay khac trong tuan. Ly do co thé 1a vi cac
khach san tai Viét Nam chon thir Tu (ngdy giita tun) va thir Sau (ngay cudi tuan) dé chia sé nhiéu
hon céc thong diép dang hinh anh (phan tich dit liéu ctia nhém téc gia cho thay 20% sb thong diép
hinh anh duogc chia sé vao thir Sau va 16,5% vao thtr Tu, cao hon céc ngay khac) ciing nhu cac thong
diép vé khuyén mai va thuong hidu (18% sb thong diép vé khuyén mai va thuong hiéu dugc chia sé
vao thir Tu va 17% vao thir Sau, cao hon cac ngay khac). Do vay, khi tién hanh hoi quy da bién thi
khong cho thay sy khac biét giira cac ngdy trong tuan.

Viéc hau nhu khong c6 su khac biét vé sb luong Like va Comment ddi voi thoi gian trudc va trong
dai dich cho th.'?iy, c6 thé tac dong trai ngugc cua vi¢c nhu cau khach san sut giam trong dai dich nhung
tan suét sit dung MXH cua nguoi ti€u dung tang 1én (Nguyen va cong sy, 2020; Gretzel va cong su,
2020) da bu trir 1an nhau, dan dén sé lugng Like va Comment khong thay doi nhiéu trong dai dich.
Déi v6i s6 lwong Share, c6 thé vi nhu cau cta nhitng ngudi xung quanh giam di nén cac khach hang
cling giam di s6 lugng chia sé trong dai dich.

5. Két luan va ham y quan tri

Két qua ciia nghién ctru nay c6 dong gop ¢ y nghia ca vé hoc thuat ciing nhu vé thyc tién. Vé hoc
thuat, day la nghién ctu dau tién tai Viét Nam xem xét mbi lién hé gitta hi¢u qua truyén thong MXH
va cac dic diém thong diép duoc khach san dang tai. Vé mat thuc tién, nghién ctru nay di cho thay
viéc lya chon dinh dang va ndi dung cta thong diép la nhiing van dé can duogc céc khach san quan
tAm trong chién luoc truyén théng MXH nham nang cao hiéu qua truyén thong. Cu thé, dé dat duoc
hidu qua t6i da ctia mdi thong diép dugc dang tai trén trang MXH ciia minh, doi ngii truyén thong cia
cac khach san nén str dung dinh dang hinh anh hoéc video hon la van ban, dic biét 1a hinh anh. Ngoai
ra, ho cling nén dau tu vao viéc tao ra cc noi dung lién quan dén thuong hi¢u/ chét lugng cua khach
san ciing nhu cac goi khuyén mai hip dan vi day 1a nhitng noi dung dugc cac khach hang quan tam,
thu hut dugc sy twong tac cao. Cac ndi dung vé twong tac hai chiéu hay vé cac thong tin khac c6 thé
dugc xem xét cit giam dé han ché viéc bao hoa sy chii y ctia nguoi ding MXH dén cac thong diép
ctia khach san. Két qua nghién ctru ny ciing cho thay cac khach hang tiém ning cta khach san van
gilt mirc tuong tac trén MXH trong dai dich COVID-19. Nhu vdy, mdc du viéc truyén thong trén
MXH trong thoi ky dai dich c6 thé khong lam tiang duoc ngay s khach dat phong (vi nhu cau sut
giam ciing nhu vi céc chinh sach gidn cach xa hoi ciia chinh quyén), bo phan truyén thong cua cac
khach san van can quan tdm dén cac bai dang trén trang MXH ciia khach san dé truyén thong hi¢u
qué dén cac khach hang tiém ning, nhimg ngudi c6 thé dang tim kiém thong tin dé dit phong sau nay
khi lo ngai vé dich giam di.

Nghién ciru nay van con mot s6 mit han ché. Thir nhat, dir lidu nghién ctru bi han ché trong 6
thang va cho 12 khach san do viéc thu thap thu cong ton kha nhiéu thoi gian. Mic du s6 quan sat 1a
tuong dwong voi cac nghién ctru qudc té tuong tu trude day, néu trong tuong lai nhom tac gia duoc
tiép can dir liéu ciia Facebook thong qua phwong thirc API dé thu thap sd liéu mot cach tu dongS,
nhom tac gia mong mudn sé& thyuc hién nghién ctiru voi mot bo dir li€u hoan chinh hon. Ngoai ra, thu

¢ Hién nay, viéc truy cap di liéu clia Facebook qua API chua dugc m& cho cac nha nghién ciru nhung trong tuang lai Facebook
tuyén bo sé cho phép cac nha nghién cltu truy cap dit liéu nghién cltu theo phuang thic nay.
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thap dir liéu mét cach thu cong khién nghién ciru nay chua thuc hién dugc viéc thu thap va nghién
clru céc thong tin nhan khau hoc (gidi tinh, d¢ tudi...) ctia nhitng khach hang c6 thyc hién twong téc
voi cac thong diép MXH duge khach san dang tai nhu Wang va Kubickova (2017) da 1am. Vi¢c phan
tich xem ndi dung cac Comment 1a tich cyc hay ti€u cuc, mot chi déu cua hiéu qua truyén thong MXH
(Annamalai va cong su, 2021) cling chua dugc thuc hién do han ché cua viéc thu thap dir li¢u tha
cong. Viéc tiép can API ciia Facebook s& cho phép nhom tac gia thuc hién nhitng didu nay trong tuong
lai dé giup cac khach san hiéu thém vé cac dic diém cua cac khach hang c6 tién hanh tuong tac véi
cac thong di€p cua khach san trén MXH cling nhu hi¢u qua tich cyc hay ti€u cuc cia cac dinh dang
va ndi dung théng diép khac nhau. Cudi ciing, nghién ctru nay xem xét dac diém cua cac thong diép
MXH nhung chua khdm pha nhimng trai nghiém tir phia khach hang khi tiép xtc va tuong tac véi
nhitng thong diép khac nhau trén MXH. Diéu nay can sy diéu tra, phong van sau cac khach hang va
két qua nghién ciru s& giup doi ngii tiép thi ciia khach san thiét ké cac trai nghiém MXH tdt nhat cho
khach hang. Nhom tac gia hy vong s& theo dudi huéng nghién ciru nay trong twong lai.

Loi cdm on
Nghién ctru ndy duoc tai trg boi Quiy Phat trién khoa hoc va cong nghé Québc gia (NAFOSTED) trong
dé tai ma s6 502.02-2020.35
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