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NHIEM VU DE TAI

1. N§i dung va céc yéu ciu can giai quyét trong nhiém vu dé tai tét nghiép

Co so 1y luan vé Marketing va truyén thong qua mang xa hoi (Plan Social)
trong doanh nghi¢p dich vu du lich.

Phan tich thyc trang xay dung va trién khai Plan Social tai Cong ty C6 phan
Du lich Vietravel - Chi nhanh Hai Phong.

Danh gia nhitng két qua dat duoc, han ché va nguyén nhén trong hoat dong
Plan Social tai cong ty.

Giai phap hoan thién Plan social tai Cong ty C6 phan Du lich Vietravel - Chi
nhanh Hai Phong
2. Cac tai liéu, so liéu cén thiét

S liéu tai Cong ty Co phan Du lich Vietravel - Chi nhanh Hai Phong 2022-
T6 2025 vé: Két qua kinh doanh du lich; Chi phi va ngan sach marketing, dac biét
cho cac kénh mang x3a hoi; K& hoach, bao c4o Plan Social va céc chi s6 hiéu qua
3. Pia diém thuc tap tot nghiép

Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong
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LOI CAM DOAN

Em xin cam doan rang ndi dung cta dé tai “ Nghién ctru thyc trang va giai
phap hoan thién Plan Social tai Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai
Phong* 12 két qua nghién ctru do chinh em thuc hién, thong qua sy hudéng dan khoa

hoc ctia TS. Nguyén Thi Hoang Pan.

Céc thong tin va sd liéu sir dung trong dé tai dam bao tinh trung thuc va chinh

xéc, dong thoi tuan thu cac quy dinh vé trich dan thong tin va tai liéu tham khao.

Em xin chiu hoan toan trach nhi¢m vé€ nhiing 101 cam doan nay.



LOI CAM ON

Lo1 dau tién, em xin guri 101 cam on td1 Ban gidm hi¢u nha truong, cac thay co
thudc cac phong ban, cac khoa vién da tao diéu ki¢n tot nhat trong qua trinh em duogc

tham gia hoc tap tai truong Pai hoc Quan 1y va Cong nghé Hai Phong.

Dic biét, em muon giri 161 cam on sau sac dén TS. Nguyén Thi Hoang Pan
ngudi da tryc tiép huéng dan em nghién ciru dé tai mot cach rat nhiét tinh va tan

tam.

Do sy hiéu biét con han ché nén trong bai khoa ludn khong thé tranh khoi
nhiéu thi€u s6t. Em mong nhén dugc su gop y cua cac thay cd, dé bai khoa luan ctuia

em duoc hoan thién tot hon.

Em xin chan thanh cdm on céc thay co!
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PHAN MO DAU

1. Tinh cép thiét caa dé tai

Trong bdi canh chuyén ddi s6 dién ra manh mg&, hoat dong marketing cua
doanh nghiép dang dich chuyén rd rét tir cac phuong thirc truyén thong sang moi
truong truc tuyén. Sy phat trién nhanh chong ciia cdc nén tang mang xa hdi nhu
Facebook, Zalo, TikTok, Instagram, YouTube khong chi mé rong khéng gian truyén
thong ma con tai dinh hinh cach doanh nghiép tiép can, tuong tac va thuyét phuc
khach hang. Déi v6i nganh du lich — dich vy, noi trai nghiém va cam xtc chi phbi
hanh vi mua, mang x4 hoi tré thanh diém cham quan trong trong qua trinh hinh thanh
nhu cau, ra quyét dinh va lan téa danh gia sau chuyén di.

Xu hudng nay cang gia tdng khi nhom khéach hang chu dao cua thi truong hién
nay 1a thé hé Y va Z — nhiing d6i twong c6 thoi quen tim kiém thong tin, xem review,
ra quyét dinh nhanh dya trén hinh anh, video va danh gia cong déng. bac biét, su
phd bién cta xu huéng du lich ty phat theo kiéu “xem clip hay — di lién” khién hanh
trinh ra quyét dinh rat ngan va phu thudc 16n vao noi dung xuat hién ding thoi diém
trén mang x3 hoi. Piéu d6 dat ra yéu cau cic doanh nghiép du lich phai x4y dung
Plan Social linh hoat, c6 dinh huéng rd rang, du strc truyén cam htng va c6 kha ning
do luong hi¢u qua.

Cong ty C6 phan Du lich Vietravel 1a mot trong nhitng thuong hiéu it hanh
16n tai Viét Nam, v6i Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong
dong vai tro quan trong trong khai thac thi trudng khu vuc duyén hai Bic Bo. Trong
thuc tién van hanh, hoat dong truyén thong mang xa hoi cua Vietravel dugc trién
khai theo m6 hinh quén tri kénh tip trung & cap Tong cong ty; do d6 Cong ty Co
phan Du lich Vietravel - Chi nhanh Hai Phong giir vai tro phdi hop trién khai theo
thi truong dia phuong, tiép nhan nhu cau, tu van va chuyén doi khach hang tai dia
ban. Tuy nhién, viéc trién khai Plan Social ddi voi thi truong Hai Phong van con
nhiing han ché nhat dinh nhu muc do dia phuong hoa chua rd nét, nhip ndi dung
chua 6n dinh, thong di€p doi luc chua bam sat té€p khach muc ti€u, chua khai thac
hi¢u qua xu hudng du lich ty phat cua gion tré, va co ché theo ddi — danh gia hi¢u
qua theo dia ban chua duoc chuan hoa.

Trong bdi canh canh tranh ngdy cang gay gat giita cic doanh nghiép it hanh
tai Hai Phong va cac tinh 1an can, vi¢c nghién ctru thyuc trang va dé xuat giai phap
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hoan thién Plan Social cho thi truong Hai Phong c6 y nghia thiét thyc. Nghién ctu
nay khong chi gbp phan ning cao hiéu qua truyén thong — ban hang trén nén tang
s, gia tang nang luc ndm bét nhu ciu du lich theo trao lvu, ma con hd trg chi nhanh
t6i uu chi phi marketing va cang ¢ loi thé canh tranh bén vimg.

Xuét phat tir y nghia 1y luan va thyc tién néu trén, dong thdi mong mudn van
dung kién thtrc chuyén nganh vao phan tich mot truong hop cu thé trong linh vuc
du lich, em lya chon dé tai:

“NGHIEN CUU THU'C TRANG VA GIAI PHAP HOAN THIEN PLAN
SOCIAL TAI CONG TY CO PHAN DU LICH VIETRAVEL - CHI NHANH
HAI PHONG”

lam dé tai khoa luan t6t nghiép ctia minh.

2. Muc dich nghién ctru

e Nghién ctru va danh gia thyc trang xay dung, trién khai Plan Social tai Cong
ty Co phan Du lich Vietravel - Chi nhanh Hai Phong, tir d6 dé xuat cac giai phap
nham hoan thién Plan Social, ndng cao hiéu qua hoat dong marketing trén mang x4
hoi, gop phan thu hat khach du lich.

3. Poi twong va pham vi nghién ciru

e D6i tugng nghién ctru: Hoat dong xdy dung va trién khai Plan Social
Marketing ctia Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong, bao gdm
dinh hudng muc tiéu—ndi dung, co ché phdi hop trién khai va hiéu qua khai thac
khach hang cua chi nhanh trén cac kénh mang xa hdi thudc hé théng Vietravel do
Tong cong ty quan tri tip trung.

e Pham vi ndi dung: D¢ tai tap trung phén tich Plan Social Marketing tai Cong
ty Co phan Du lich Vietravel - Chi nhanh Hai Phong dudi goc d6 trién khai theo thi
trudong dia phuong. Trong do, cadc kénh mang xa hoi dugc st dung 1a kénh thudc hé
théng Vietravel do Tong cong ty quan tri tdp trung; Cong ty Co phan Du lich
Vietravel - Chi nhanh Hai Phong giit vai trd phdi hop trién khai, tiép nhan nhu céu,
tu van va chuyén doi khach hang tai dia ban.

e Thoi gian nghién ctru: 2022 — 6 thang dau nam 2025.

e Khéng gian nghién ciru: Hoat dong Plan Social Marketing trén cac nén ting
mang x3 hoi thudc hé théng Vietravel va qué trinh tiép nhan — tuw van — chuyén doi
khach hang tai Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong.

e Dia chi: 04 Tran Hung Pao, phuong Hong Bang, Tp.Hai Phong
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4. Cau héi nghién ciru

1. Plan Social ctua Vietravel hi¢n dang duoc trién khai ddi véi thi truong Hai
Phong theo co ché ndo va muc d6 phu hop voi dic thu khach hang dia phuong ra
sao?

2. Viéc sir dung hé thong kénh mang xa hoi do Tong cong ty quan tri tap trung
mang lai nhitng thuan 191 va han ché gi cho hi¢u qua khai thac thi truong Hai Phong
cua chi nhanh?

3. Nhitng yéu t6 vi m6 va vi mé nao dang anh hudéng dang ké dén hiéu qua
trién khai Plan Social tai thi truong Hai Phong trong giai doan nam 2022 — 6 thang
dau nam 2025 ?

4. Can hoan thién Plan Social theo nhitng dinh hudng va giai phap nao dé ting
tinh dja phuong hoa, toi wu quy trinh khai thac lead va nang cao hiéu qua chuyén
d6i tai Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong?

5. Phwong phap nghién ciru
5.1. Phwong phap thu nhjp dir liéu

« Thu thap dit liéu so cp: thong qua tim hiéu, quan sat thuc té tai Cong ty.

«  Thu thap dit lidu thir cap: thu thap tir sach béo, bao cdo, tai liéu cia Cong ty,
thong tin bao chi truyén hinh, Internet va cac nghién ctru trudc day.
5.2. Phwong phap phan tich dir li¢u

o Phuong phap so sanh.

« Phuong phap thong ké mo ta.

« Phuong phéap phén tich tong hop.
6. Noi dung khéa luan
Ngoai phan m& dau va két luan thi khoa luan gdm 3 chuong:

. CHUONG 1: CO SO LY LUAN VE XAY DUNG PLAN SOCIAL TRONG
DOANH NGHIEP

. CHUONG 2: THUC TRANG PLAN SOCIAL TAI CONG TY CO PHAN
DU LICH VIETRAVEL - CHI NHANH HAI PHONG

« CHUONG 3: MOT SO GIAI PHAP PE XUAT NHAM NANG CAO HIEU
QUA PLAN SOCIAL TAI CONG TY CO PHAN DU LICH VIETRAVEL - CHI
NHANH HAI PHONG



CHUONG 1: CO SO LY LUAN VE XAY DUNG PLAN SOCIAL TRONG
DOANH NGHIEP
1.1. Khai niém vé Plan Social
1.1.1. Khdi ni¢gm chung vé Plan Social

Trong hé théng ké hoach marketing cia doanh nghiép, bén canh cac ké hoach
tong thé theo nam hoic theo giai doan, doanh nghiép thuong xay dung cac ké hoach
bd phan cho ting kénh va cong cu truyén thong cu thé. Trong bdi canh mang xa hoi
tréd thanh mdt trong nhitng kénh truyén thong chu dao, nhu cAu vé mot ké hoach
chuyén biét danh cho kénh nay ngay cang rd rét. Ké hoach d6 thuong duoc goi 1a
Plan Social.

V& ban chét, Plan Social 1a mdt ban ké hoach hoa hoat dong truyén thong trén
cac nén tang mang xa hoi, duoc thiét 1ap cho mot khoang thoi gian xac dinh (thang,
quy, chién dich,.. .), V01 nd1 dung thé hién ro muc tiéu, doi tuong, thong di€p, kénh
trién khai, ndi dung chua dao, lich trinh, ngudn lyc va cach thirc danh gia két qua.

C6 thé khai quat:

Plan Social 1 ban ké hoach quy dinh mét cich cé hé thong cic muc tiéu,
ndi dung va phuwong thirc to chirc hoat dong truyén thong ciia doanh nghiép
trén cac nén tang mang xi hdi trong mot giai doan nhat dinh, nhim bio dam
cac hoat dong nay dién ra thong nhat, dong bd va cé thé kiém soat.

Nhu vay, Plan Social khong phai chi 1a “lich dang bai” mang tinh tac nghiép
hang ngay, ma la mot tai liéu mang tinh quan tri, két ndi giita dinh huéng marketing
chung ctia doanh nghiép véi cac hoat dong cu thé trén mang x3 hoi.

1.1.2. Pic diém ciia Plan Social

Thir nhdt, Plan Social mang tinh ké hoach hoéa va dinh hwéng ré rang. Moi
ndi dung, hoat dong dugc dé xuét trong Plan Social déu phai gin véi cac muc tiéu
cu thé trong mot khung thoi gian nhét dinh. Piéu nay gitip phan biét Plan Social v&i
viéc trién khai truyén thong mang tinh ty phat, chi phan mg theo timg tinh huéng
riéng l&.

Thit hai, Plan Social ¢6 tinh linh hoat cao. Mbi truong mang xa hoi bién dong
nhanh vé xu huéng ndi dung, hanh vi ngudi dung va co ché hién thi cta ting nén
tang. Vi vay, du duoc xay dung trudc cho cd mot giai doan, Plan Social van phai
cho phép su diéu chinh kip thoi trén co sd s6 lidu theo ddi va phan hoi cia cong
chung, déng thoi van gitt duoc tryuc muc tiéu va thong diép chu dao.
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Thir ba, Plan Social mang tinh tich hgp da kénh trong ndi bo mang xa hoi.
Mot doanh nghiép thudng hién dién trén nhiéu nén tang khac nhau (vi du: mang xa
hoi thién vé van ban, hinh anh, video ngén, nhén tin...). Plan Social c6 nhiém vu
phéi hop cac kénh nay theo mot cau trac hop 1y, phan dinh vai trd timg kénh, tranh
trung 13p noi dung va tdi da hod hiéu qua khi cac kénh hd tro 13n nhau.

Thit twr, Plan Social gan chit voi tinh do lwdong va Kiém soat bing dir liéu.
Mbi myc tiéu trong Plan Social déu phai di kém cac chi ti€u dinh lugng va dinh tinh
phu hop (luot tiép can, twong tac, khach hang tiém ning,...), cung voi cach thire thu
thap, tong hop va phan tich dir liéu. Piéu nay giup doanh nghiép khong chi trién khai
ma con danh gia, so sdnh va cai tién hoat dong mot cach co co so.

Nhiing dac diém trén cho théy Plan Social vira mang tinh 6n dinh vé mat dinh
hudng, vira phai da linh hoat dé thich ung voi dac thu van dong nhanh cua moi
truong mang xa hoi.

1.1.3. Céu tritc chung ciia mét Plan Social

Mic du hinh thtc trinh bay c¢6 thé khac nhau giita cac doanh nghiép, mot Plan
Social day du thuong bao gdm mét sé nhom ndi dung co ban sau:

e  Muc tiéu ké hoach: Xac dinh cac két qua mong doi trong giai doan ké hoach,
ch:fmg han nhu tang murc do nhan biét, tang tuong tac, thu hut khach hang tiem nang
hodc hd tro doanh s6. Muc tiéu can di cu thé va c6 kha ning do luong.

e Doi twong khach hang muc tiéu: M6 ta nhom khach hang ma hoat dong trén
mang xa hoi hudng tdi1, véi cac dac diém co ban vé nhan khau hoc, tim 1y —hanh vi
va thoi quen sir dung mang x3 hoi. Pay 1a co s& dé lua chon kénh va ndi dung phu
hop.

e Thong diép va chi dé ndi dung chii dao: Xac dinh cic y tuong trong tim
ma doanh nghiép mudn truyén tai trong ky ké hoach, cung véi nhitng chu dé chinh
lam “xwong séng” cho ndi dung trén cac kénh mang x4 hoi.

e Hé thong kénh mang xa hdi va vai tro tirng kénh: Liét ké cic nén tang s&
str dung va phan dinh vai tro tuong ddi ciia mdi kénh (kénh chu lyc, kénh b6 tro,
kénh duy tri hi¢én di¢n,...).

e Lich trinh va hinh thirc ndi dung: Xay dung ké hoach vé tan suat dang tai,
khung thoi gian dy kién, phan bd chu dé theo tuan/thang, loai hinh noi dung (bai
viét, hinh anh, video, livestream, story,...). Phan nay thuong duoc thé hién dudi

dang bang hodc lich n6i dung.



e Nguon lwc va ngén sach thue hién: Ghi nhan nhan sy tham gia (1én y tudng,
san xuét noi dung, thiét ké, quan tri kénh, cham soc binh luan/ tin nhén) va cac chi
phi du kién lién quan dén san xuét va phan phéi ndi dung trén mang xa hoi.

e Chi tiéu danh gia va nguyén tic theo déi: Xac dinh hé thong chi sd theo ddi
(tiép can, tuong tac, khach hang tiém ning, chuyén ddi, chi phi trén mot két qua,...)
va quy dinh cach thuc téng hop, bao cdo, st dung s6 liéu dé diéu chinh ké hoach khi
can thiét.

CAu triic nay gitp Plan Social tré thanh mot tai liéu 1am viée c6 tinh hé thong,
két ndi tir muc tiéu dén trién khai va danh gia, tao nén tang cho viéc td chirc hoat
dong truyén thong trén mang x4 hoi mot cach nhat quan va co co sé khoa hoc.

1.2. Vai tro cua Plan Social

Trong bi canh mai truong truyén thong sb phat trién manh, mang xa hoi khong chi
1a kénh lan to6a thong tin ma da trd thanh mot ciu phan quan trong trong hé thong
marketing tich hop ctia doanh nghiép. Vi vay, Plan Social khong nén duoc hiéu nhu
mdt ké hoach tac nghiép don thuan (lich n61 dung), ma can dugc nhin nhan nhu mét
ban ké hoach quan tri vira mang tinh chién luoc, vira mang tinh van hanh, gan lién
muc tiéu thuong hi¢u, myc ti€éu ban hang va muc tiéu xay dung quan h¢ khach hang
trong timg giai doan. Trén co sé d6, Plan Social ddm nhiém cac vai tro ¢t 151 sau:
1.2.1. Vai tro trong trién khai chién lwoc marketing va thwong hiéu

Trong hé thong ké hoach ctia doanh nghiép, chién luoc marketing va chién
lwge thuong hiéu thuong dugce xay dung 6 tim vi mé, v6i nhitng dinh hudng tong
quat vé thi truong muyc tiéu, dinh vi, loi thé canh tranh, kién trac san phém, thong
diép cbt 18i va hinh anh thuong hiéu mong mudn. Tuy nhién, dé nhitng dinh hudng
nay dugc chuyén hoa thanh hiéu qua trén moi truong mang xa hoi, doanh nghiép can
mot cong cu “dich chién lugc thanh hanh dong”. Plan Social dam nhiém vai tro do.

Thong qua viéc xac dinh muc ti€u theo giai doan (nhan dién, tuong tac, khach
hang tiém ning, chuyén doi), lwra chon kénh phu hop theo timg nhém khach hang,
dinh vi thong diép cho timg nén tang va thiét ké chudi ndi dung theo hanh trinh ra
quyét dinh, Plan Social gitip gin hoat dong social voi muc tiéu marketing tong thé.
Nho vy, truyén théng mang xa hoi khong con van hanh theo dang “truyén cam himg
rdi rac”, ma tro thanh mot hé thong nodi dung cé dinh hudng chién luoc, dong gop 1d

rang vao gia tri thuong hi¢u va hiéu qua kinh doanh.



Dic biét, Plan Social con tao diéu kién dé doanh nghi¢p thuc hién nhét quan
cac tru cOt thuong hiéu trén social. Su nhat quan nay thé hién & viéc duy tri phong
cach noi dung, giong diéu truyén thong, hé hinh hinh anh va cac tuyén thong diép
xuyén sudt theo mua/chién dich, tir 46 gitip thuong hiéu xay dung dugc ddu an nhan
dién 6n dinh trong tam tri khach hang.

1.2.2. Vai tro trong té chikc va diéu phéi hoat dpng truyén thong

Plan Social giit vai trd quan trong trong viéc t chirc trién khai va diéu phéi
nguén luc cho hoat dong truyén thong trén mang xa hdi. Trén thuc té, hé sinh thai
véan hanh social thuong lién quan dong thoi dén nhiéu nhom cong viée: phan tich thi
truong, dé xuat y tuong, viét ndi dung, thiét ké, quay dung, bién tap, toi vu ding tai,
quan tri twong tac, xir 1y phan hoi va phdi hop cham séc khach hang. Néu thiéu mot
ban ké hoach chuan hoa, cic hoat dong nay dé xay ra chong chéo, trién khai thiéu
nhip hodc phan g bi dong trudc bién dong thi trudng.

Véi cau triic ndi dung — lich trién khai — phan cong trach nhiém rd rang, Plan
Social giup doanh nghiép kiém soat nhip truyén thong theo thoi diém, bao dam
ngudn luc duoc phan bd hop 1y giita hoat dong thudong xuyén va hoat dong chién
dich. Ké hoach cling tao co sO dé déng b0 gitra cac bo phan lién quan nhu marketing,
kinh doanh, chdm s6c khéach hang, ddi tac noi dung..., tir d6 hinh thanh co ché van
hanh “lién théng” — yéu t6 dic biét quan trong trong céc giai doan cao diém truyén
thong theo mua.

Ngoai ra, Plan Social con giup doanh nghiép t6i uu ngan sach theo hiéu suét
kénh. Khi di x4c dinh rd muc tiéu va vai tro timng nén tang, doanh nghiép c6 thé phan
bo chi phi cho ndi dung, san xuat hinh anh/video, quang cdo tra phi va nguén luc
véan hanh theo wu tién chién lugc thay vi dan trai. Diéu nay gdp phan ning hiéu qua
str dung tai nguyén marketing trong diéu kién ngan sach c6 gidi han.

1.2.3. Vai tro trong kiém sodt, do lwong va cdi tién hoat dpng trén mang xi héi

Mot yéu cau c6t 16i cta quan tri marketing hi¢n dai 1a hoat dong phai c6 kha
nang do luong, kiém soat va cai tién lién tuc. Plan Social, v&i hé muc tiéu va chi tiéu
dugc thiét 1ap ngay tir dau, tao ra chuan tham chiéu dé doanh nghiép danh gia muc
do hi¢u qua gitra “ké hoach” va “két qua thuc té”.

Thong qua viée xac dinh hé KPI theo phéu va theo kénh (chang han: d6 phu,
mirc d6 twong tac, ty 1é tao khach hang tiém ning, chi phi/lead, ty 1¢ chuyén d6i...),
Plan Social gitip doanh nghiép khong chi do “d6 noi” ciia ndi dung ma con do dugc

7



“d6 sau” ctia hanh vi khach hang. Pay 1a diém khac biét quan trong gitta mot ké
hoach social chuyén nghi¢p va hoat dong dang tai tu phat.

Két qua do ludng tir Plan Social con 14 co s dé doanh nghiép nhéan dién cac
diém nghén van hanh: ndi dung chua ding insight, kénh chua phu hgp hanh trinh
khach hang, thong diép chua du sirc thuyét phuc & 16p ra quyét dinh, hoic quy trinh
tiép nhan — phan hdi — cham séc khach hang chwa dép tmg tdc do thi truong. Nhimng
dir liéu nay khong chi phuc vu cho viéc diéu chinh trong ky, ma con tao nén tang
xay dung Plan Social cho céac giai doan tiép theo theo hudng data-driven.

1.2.4. Vai tro trong qudn tri hinh dnh va danh tiéng ciia doanh nghiép

Mang xa hoi 1a méi trudng ma hinh anh va danh tiéng ctia doanh nghiép dugc
hinh thanh tir tuong tic da chiéu gitta thuong hiéu va cong déng. Do do, Plan Social
dong vai tro nhu mot co ché gitp doanh nghiép chi dong quan tri hinh anh, xay
dung niém tin va giam thiéu rai ro truyén thong.

Trude hét, viée xac dinh thong di¢p chu dao, phong cach thé hién, hé gia tri
ndi dung va nguyén tic phan hoi trong Plan Social givip thwong hiéu duy tri tinh
nhét quan giira cac bai ding va giira cac nén tang. Sy nhat quan ndy gitp han ché
tinh trang “léch tong truyén thong”, giam nguy co lam lodng dinh vi thuong hiéu va
tang kha nang tich liy tai san thuong hiéu trén social.

Bén canh d6, Plan Social con hd tro doanh nghiép chuén bi sin cac nhoém ndi
dung c6 tinh phong ngtra rii ro: ndi dung giai dap, ndi dung huéng dan khach hang,
ndi dung hd tro sau mua, ndi dung xir 1y hiéu 1am hodc phan hdi tiéu cuc. Khi doanh
nghiép c6 ké hoach tuong tac ro rang va kich ban phan tng c6 dinh huéng, qua trinh
xtt Iy khung hoang truyén thong (néu xay ra) sé cht dong va hiéu qua hon, tranh tinh
trang phan hoi bi dong gay lan rong du luan tiéu cyc.

O goc do dai han, Plan Social giup doanh nghiép xdy dung cong dong trén
social theo huéng gin két, tao tién dé hinh thanh nhom khach hang trung thanh va
nhom khach hang dai dién thuong hiéu. Pay 1a nguén lyc quan trong gép phan duy
tri danh tiéng bén viing trong moi trudng truyén thong sé bién dong nhanh.

1.3. Cac nhén t6 anh hwéng dén hiéu qua ciia Plan Social
1.3.1. Moi truong vi mo
e MBbi truong kinh té



Cac yéu t6 nhu téc d6 tang truong kinh té, thu nhap binh quan dau ngudi, mirc
chi tiéu, lam phat... tao ra bdi canh chung cho sttc mua va tim Iy tiéu dung cua
khach hang.

Péi vai viée 1ap Plan Social, moi trudng kinh té anh huong truc tiép dén: (i)
mirc ngan sach ¢ thé phan bo cho hoat dong truyén thong mang xa hoi; (ii) giong
diéu va ndi dung can nhin manh. Trong giai doan kinh té kho khan, Plan Social
thudng phai tinh gon hon, wu tién thong diép vé gia tri thiét thuc, tiét kiém chi phi,
khuyén mai. Nguoc lai, khi kinh té ting truong t6t, doanh nghiép c6 thé ddy manh
cac noi dung vé trai nghiém, phong cach sng va hinh anh thuong hiéu.

e Moi trwong van hoa — xa hoi

H¢ gid tri, chuan muc dao duc, phong tuc tap quéan, 161 séng, quan niém vé cai
“dung — sai” trong x4 hoi quyét dinh khach hang chap nhan kiéu thong diép nao va
phan tng tiéu cuc véi kiéu théng diép nao.

Khi 14p Plan Social, doanh nghi€p phai dya vao moi truong van hoa — xa hdi
dé lwa chon chu dé noi dung, hinh anh, cau chtr, biéu tuong phu hop; tranh nhitng
van dé nhay cam (ton gido, chinh tri, giéi, dinh kién ving mién...). Pong thoi, viéc
thau hiéu xu hudng xa hoi (dé cao gia dinh, stitc khoé, “song xanh”, khéi nghiép
tré...) gitip Plan Social xay dung duoc cac chudi ndi dung bit dang mdi quan tAm
ctia cong dong.

e Moi trwong cong nghé

Su phat trién ctia ha tang Internet, dién thoai thong minh, cic nén tang mang
x4 hoi, thudt toan phan phdi noi dung va coéng cu phan tich dir liéu 12 nén tang cong
ngh¢ cho moi hoat dong social.

Trong Plan Social, moi truong cong nghé quyét dinh: dinh dang n61 dung chu
dao (uu tién video ngan, livestream, hay chi hinh anh — van ban), kha ning nham
chon va ca nhan hoa (target theo hanh vi, s& thich, vi tri...), cling nhu cach doanh
nghiép dit KPI va theo ddi két qua. Khi thuit toan ctia nén tang thay d6i (vi du uu
tién Reels, Shorts, TikTok), Plan Social budc phai diéu chinh lich ni dung, loai ndi
dung va cach phan b6 ngan sach quang cao dé duy tri hiéu qua.

e Moi trwong chinh tri — phap ly

Cac quy dinh ctia Nha nudc vé quang cao, canh tranh, khuyén mai, bao vé dir

liéu ca nhan, ban quyén nodi dung sb... hinh thanh khung phép 1y cho hoat dong

truyén thong.



Khi xay dung Plan Social, doanh nghiép phai cin ctr cac quy dinh nay dé xac
dinh gi6i han thong diép va hinh thtrc thé hién (khong phong dai sai su that, khong
so sanh thiéu cin ctr, khong st dung hinh anh trai phép...), ciing nhu cach thirc thu
thap — xtr 1y dit liéu khach hang trén cac nén tang (form dang ky, chatbot, pixel theo
ddi...). Dong thoi, ké hoach ciling can tinh dén quy trinh phé duyét noi dung ndi bo,
tranh rui ro vi pham phap luat trong trién khai.

MBoi trudng nhan khau hoc va xu huéng dan sb

Co cau do tudi, gi61 tinh, phan bd dan cu, toc do d6 thi hoa, sy ndi 1én cua céac
thé hé nguoi dung méi (Gen Y, Gen Z...) anh huéng manh dén bic tranh str dung
mang xa hoi.

Déi voi Plan Social, yéu t6 nhan khau hoc giup doanh nghiép xac dinh tép
khach hang chinh va nén tang wu tién (vi du: tép tré tap trung ¢ TikTok, Instagram;
tép trung nién hién dién nhiéu & Facebook, Zalo). Béng tho1, nhiing dac diém nay
chi phdi phong cach ndi dung (ngdn ng, toc d6, mirc d6 hai hudce, cach ké chuyén),
gitip Plan Social thiét ké thong diép phu hop vé6i timg nhom thé hé.

1.3.2. Moi truong vi mo
e Bin than doanh nghiép

Chién lugc kinh doanh, dinh vi thuong hi¢u, muc tiéu marketing, kha nang tai
chinh, co s& vat chit — ki thuat, ngudn nhan lyc va mutc d6 san sang chuyén doi sb
ctia doanh nghiép 1a cac yéu té ndi tai quan trong.

Khi lap Plan Social, doanh nghiép phai xuét phat tir muc tiéu chién lugc va
nguon luc thue té cia minh dé xac dinh mirc d6 vu tién cho kénh mang x3 hoi, pham
vi trién khai (bao nhiéu nén tang, mirc 46 dau tu ndi dung, cé chay quang cao tra phi
hay khong), cling nhu phan cong vai trd cho doi ngii (ai 1ap ké hoach, ai san xuét noi
dung, ai tryc kénh, ai bdo cao $6 li¢u). Doanh nghiép co nguén luc han ché khé c6
thé xay Plan Social qua dan trai, ma can tap trung vao mot s6 kénh va muc tiéu trong
tam.

e Khich hang va cong dong ngudi dung trén mang xa hoi

Dic diém nhan khau hoc, 16i séng, nhu cau, dong co, thoi quen s dung mang
x4 hoi, thoi gian online, mirc d6 sin sang twong tac... ctia khach hang 1a co s& truc
tiép dé thiét ké Plan Social.

Nhitng yéu t6 ndy anh huéng dén lya chon kénh truyén thong chu lyc, khung
gi¢ dang bai, topic va giong diéu ndi dung, cling nhu cach kéu goi hanh dong (inbox,
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dé lai thong tin, binh luan, tham gia minigame...). Néu doanh nghiép khong hiéu 6
cong dong ngudi ding myc tiéu, Plan Social dé roi vao tinh trang “dang déu nhung
khong ai quan tdm”.

e Déi thii canh tranh

Hoat dong truyén thong cua cac ddi thu trén mang xa hdi (ndi dung, tan suét,
chuong trinh, phong cach thé hién, mirc do dau tu quang céo) tao nén “mit bang”
canh tranh trong nganh.

Khi xay dung Plan Social, doanh nghiép can phan tich ddi tha dé: tranh tring
lap thong diép, nhan dién khoang trong ndi dung co thé khai thac, va diéu chinh mirc
d6 dau tu cho kénh social twong ximg véi vi thé canh tranh. Pong thoi, phan tng
ctia khach hang trudc nodi dung ctia ddi thu cling 1a nguon tham chiéu quan trong dé
Plan Social rat kinh nghiém vé cach 1am hiéu qua hoac khong hi¢u qua.

e Cac trung gian, ddi tic va nhém cong chiing lién quan

Céc KOL/KOC, nha cung cip dich vu truyén thong, nén tang cong nghé, cong
déng truc tuyén, bao chi — truyén thong. .. 1a nhitng chu thé c6 thé hd trg hodc giy
suc ép lén hoat dong social cua doanh nghiép.

Trong Plan Social, doanh nghiép can xac dinh rd vai tro ctia cac ddi tac, trung
gian (vi du: kénh KOL dung dé tao do tin cdy, cong dong dung dé lan truyén UGC,
bao online dung dé hd trg PR...) va cach phdi hop véi ho theo timg giai doan. Pong
thoi, doanh nghiép cling phai luong trude phan ing ctiia cdc nhom cong chung (bao
chi, cong dong ngudi tiéu dung, t6 chirc nghé nghiép...) trudc nhimg thong diép
nhay cam, dé chi dong xay dung kich ban xtr Iy khung hoang néu can.

1.3.3. Vai tro cia KOL/KOC trong Plan Social Marketing

Trong bdi canh mang xa hoi trd thanh kénh truyén thong chu dao, KOL/KOC
ngay cang duoc xem 1a mot nhan t6 ¢ anh hudng dang ké dén hiéu qua trién khai
Plan Social Marketing, dac biét ddi véi cac nganh dich vu c6 tinh trai nghi€ém cao
nhu du lich. Viéc hé théng hoa co sé 1y luan vé KOL/KOC gitp 1am rd co ché tac
dong ctia nhom chi thé nay trong hé sinh thai truyén théng mang xa hoi, dong thoi
tao khung tham chiéu cho viéc lya chon hodc khong Iya chon KOL/KOC trong ké
hoach social cua doanh nghiép.

Vé khai niém:

KOL (Key Opinion Leader) 1a nhitng c4 nhan c6 uy tin/chuyén mon hodc strc
anh hudng trong mot linh vuc, c6 kha nang tac dong dén nhan thtc va thai do cua
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cong chung thong qua ndi dung va quan diém chia sé. KOC (Key Opinion
Consumer) 12 nhém nguoi tiéu ding c6 anh huong dya trén trai nghiém thyc té,
thuong lan toa danh gid dudi goc nhin “nguoil dung that”. Trong moi trudng social,
KOL/KOC tao ra 16p “bang chimg xa hoi” (social proof) gop phan gia ting mirc do
tin cdy cua thong di¢p marketing.

Cic tac dong ciia KOL/KOC dén hiéu qua Plan Social Marketing:

Thir nhat, tang do tin cdy va giam rii ro cam nhén cua khdch hang.

Ddi voi dich vu du lich, khach hang thuong lo ngai vé chét luong dich vu, tinh
dang cam két, mac do “dang tién” va trai nghi¢m thyc té. Noi dung tor KOL/KOC
(review, vlog, chia sé hanh trinh, phan hoi trai nghiém) gitp hinh thanh niém tin va
lam giam rao can tim 1y, tir 46 hd trg khach hang chuyén tir trang thai “quan tam”
sang “hoi thong tin/tu van”.

Thiz hai, mé réng dé phi va tiép cdn tép khich hang méi ¢ dau phéu.
KOL/KOC c6 san cong dong ngudi theo ddi va mirc do twong tac nhat dinh. Khi
dugc dua vao Plan Social, doanh nghi¢p c6 thé tan dung kha nang lan toa dé tdng
reach/awareness, dong thoi cham dén nhoém khach hang ma kénh thuong hiéu kho
tiép can tu nhién (dac biét & cac nén tang uu tién ndi dung trdi nghiém nhu
TikTok/Instagram).

Thit ba, ho tro dan ddt hanh vi theo logic phéu

O dau phéu: tao chi ¥, kich hoat nhu cau ban dau bang ndi dung gidu cam
xuc.

O gitra phéu: cung cap thong tin trai nghiém va “tin hiéu tin cay”, gitp khach
hang can nhac Iya chon.

O cudi phéu: trong mot s6 truong hop, ndi dung cé CTA phi hop c6 thé thic
day hanh vi nhanh trong “ctra s6 quyét dinh” (dic biét véi san pham mua vu hodc
vu dai ngan han).

Thit tw, b6 sung “tai san ndi dung” (content asset) va tang tinh da dang dinh
dang trong Plan Social.

Noi dung tir KOL/KOC thuong gidu yéu t trai nghiém thuc té, c6 thé duoc
tai str dung (re-purpose) thanh nhiéu dang nhu: trich doan video ngin, album anh
doan, bai social proof, story/highlight, trich dan feedback... Nho dé, Plan Social co
thém nguon tu liéu c6 tinh thuyét phuc, gop phan nang hiéu qua truyén thong ma
khong chi phu thudc vao ndi dung do thuong hi¢u tu tao.
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Thit ndm, tao hiéu g céng dong va lan téa truyén miéng (eWOM) trén
mang xa hoi.

KOL/KOC thudng thiic day thao luan va phan hoi tir cong ddng ngudi theo
doi, qua do tao truyén miéng dién tr (electronic word-of-mouth). Tac dong nay dac
biét phu hop v&i nganh du lich, noi quyét dinh mua chiju anh huéng manh tir danh
gia, trai nghiém va cdm nhan ctia nguoi khac.

Han ché va diéu kién ap dung KOL/KOC trong Plan Social Marketing

Thit nhdt, hiéu qud phu thudc mire do “phit hop” (fit) véi tép khdch hang muc
tiéu.

Néu cong dong ngudi theo ddi ciia KOL/KOC khong tring hodc khong gan
v6i khach hang muc tiéu, hiéu qua lan toa c6 thé cao nhung chuyén doi thap.

Thir hai, rii ro vé kiém sodt théng diép va tinh nhdt qudn thwong hiéu.
KOL/KOC la bén thtr ba, nén doanh nghiép kho kiém soéat hoan toan giong diéu,
cach dién dat va phan Gng cong dong. Diéu nay co thé 1am léch thong diép hoic tao
rti ro truyén thong néu thiéu co ché quan tri.

Thit ba, yéu cau nguon lwc va co ché phéi hop trong mé hinh qudn tri tdp
trung.

O cac doanh nghiép van hanh theo hé thong, viéc trién khai KOL/KOC thuong can
quy trinh phdi hop/phé duyét rd dé dam bao dong bo thuong hiéu va tdi wu ngan
sach; df’)ng thoi ¢6 thé han ché mirc d6 linh hoat theo dja ban.

Tém lgi, KOL/KOC 1a mot nhan td co thé nang cao hi¢u qua Plan Social
Marketing thong qua viéc ting do tin cdy, mo rong do phu, hd tro dan dat hanh vi
theo phéu va thic day lan téa truyén miéng trén mang xa hoi. Tuy nhién, viéc dua
KOL/KOC vao Plan Social can can nhic dya trén muc tiéu, nguén lyc, mirc 46 phu
hop voi khach hang muc tiéu va mé hinh quén tri truyén théng ciia doanh nghiép
nham dam bao tinh hiéu qua va han ché i ro.

Lién hé pham vi nghién ctru:

Trong pham vi dé tai, KOL/KOC duoc xem 1 nhan t6 1y ludn tham chiéu
trong h¢ sinh thai Plan Social Marketing. Do dac thu moé hinh quan tri kénh tap trung
ctia Vietravel va pham vi nghién ctru tai Cong ty C6 phan Du lich Vietravel - Chi
nhanh Hai Phong, cac ndi dung phan tich thuc trang va dé& xudt giai phap ¢ céc
chuong sau khong di sau vao hoat dong KOL/KOC.
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1.4. Pic diém mot s6 nén ting mang xi hodi phuc vu xay dung Plan Social

Trong mdi trudng truyén thong sb, cac nén tang mang x3 hoi khong chi khac
nhau & dinh dang ndi dung hay thuat toan phan phdi, ma con khac nhau & vai trd
trong hanh trinh tiép nhéan thong tin va ra quyét dinh ciia khach hang. Vi vay,
khi xay dung Plan Social, doanh nghiép can tiép can mdi nén tang theo hudng “vai
tro — déng gop — co ché van hanh”, thay vi chi liét ké dac diém k¥ thuat.

Bén canh do, thyc tién quan tri cho théy Plan Social ¢6 thé dugc trién khai
theo nhiéu m6 hinh t6 chirc khac nhau. Vi cac doanh nghiép c6 hé théng chi nhanh,
xu huéng quan tri tdp trung ngay cang phd bién nham dam bao tinh nhit quan
thong diép, hinh anh thwong hiéu va nhip chién dich. Trong truong hop nay, cac
nén tang social khong nhét thiét duoc sd hitu riéng bdi timg chi nhanh, nhung van
dong vai tro tao nhu cau, dan dit nhan dién va san sinh di liéu thi truong ma cac
don vi dia ban c6 thé khai thac trong hoat dong tu van va chuyén doi khach hang. Trén
co s& d6, mot sd nén tang thuong duoc st dung trong Plan Social bao gom:

1.4.1. Facebook
e Pic diém

Facebook 13 nén tang c6 do phi ngudi dung 16n va co cdu do tudi rong, phu
hop voi viée trién khai dong thoi ca ndi dung cam himg, ndi dung thong tin va noi
dung tuong tac cong dong. Loi thé ciia Facebook 14 kha nang dung nap da dinh dang
(bai anh, album, video, livestream, story), déng thoi cho phép doanh nghiép trién
khai quang céo theo nhém ddi tuong cu thé dua trén nhan khau hoc, s& thich, hanh
vi, vi tri dia 1y.

Bdi canh sir dung Facebook hién nay ciing c¢6 su chuyén dich rd hon sang ndi
dung c6 tinh trai nghiém va bang chtng xa hoi, vi du phan hdi khach hang, hinh anh
thue té, ndi dung “di that — review that”. Pay 1a co s¢ dé Facebook tiép tuc gitr gia
tri 1én vo1 cac nganh dich vu.

e Y nghia

Trong cAu tric Plan Social, Facebook thuong dugc dinh vi nhu kénh truc bao
dam nhip thuong hiéu 6n dinh, vira giup doanh nghiép duy tri mtc d6 hién dién
thuong xuyén, vira 1a noi to chirc cac ndi dung co tinh “du thong tin dé ra quyét
dinh”.

Khi 1ap ké hoach, doanh nghiép can xac dinh 1 cac 16p ndi dung phut hop véi hanh
trinh khéach hang, chrflng han:
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Nhém néi dung tao cam hing (diém dén, trai nghiém, cdu chuyén hanh trinh).

Nhém néi dung cung cdp théng tin/dé xudt lya chon (lich khéi hanh, wu ddi,
goi y hanh trinh).

Nhém néi dung ciing cé niém tin (anh doan, feedback, recap, UGC).

Dac biét vo1 mo hinh quan tri tap trung, Facebook c6 ¥ nghia nhu mdt nén
tang dong bod hoa chién dich theo mua trén quy mo toan hé théng. Plan Social can
quy dinh co ché chuin hoa théng diép, quy chudn hinh anh, ciu trac thong tin san
pham va nhip “ting téc — duy tri — tai kich hoat” theo mua, nhim tranh tinh trang
ndi dung cac khu vuc bi 1éch tong hodc van hanh roi rac.

1.4.2. TikTok
e Pic diém

TikTok 1a nén tang video ngan co téc do lan truyén cao, dya manh vao thuat
toan kham pha noi dung. Piém dic trung ciia TikTok khoéng chi nam & dinh dang
video doc, ma con & cach nén tang nay uu tién “do cudn” va “tinh ké chuyén nhanh”,
khién nguoi dung d& bi dan dit bai cam xtc, xu hudng va trai nghiém thi giac.

TikTok ciing 1a moi truong doi héi tinh linh hoat cao trong san xuat ndi dung,
boi vong doi cta trend ngan va canh tranh noi dung khoc liét. Piéu nay tao ra yéu
cau doanh nghiép phai c6 co ché phan ing nhanh nhung van gitt dugc ban sic thuong
hiéu.

e Y nghia

Trong Plan Social, TikTok thuong dugc dinh vi 1a kénh kich hoat nhu cau
s6'm va mé rong tép khach hang méi. Ké hoach trén TikTok can uu tién theo logic
“chudi ndi dung” hon la c4c bai ro1 rac, vi du:

Chuoi diém dén theo mia.

Chudi meo/kinh nghiém du lich 30—60 gidy.

Chudi recap doan thye té.

Chudi “so sdanh — goi y la chon” (phit hop véi hanh vi tim hiéu nhanh).

Piém quan trong ctia TikTok trong Plan Social 14 yéu cau thiét ké co ché diéu
hwéng hanh vi, tac ndi dung khong chi dimg ¢ tao view ma can gin véi CTA phu
hop dé nguoi xem chuyén sang giai doan tim hiéu sau hon. Vi vay, ké hoach TikTok
can thong nhat nguyén tic: ndi dung phai c6 diém neo thong tin, co kich ban dan

sang cac diém cham tu van hodc tim hiéu chi tiét khac cia doanh nghiép.
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1.4.3. Zalo
e Pic diém
Zalo vira 12 nén tang nhén tin, vira c6 cac thanh phan tuong tac nhu OA, mini
app, broadcast message. .. v6i loi thé 16n vé kha nang tiép can tép ngudi dung trudng
thanh, nhém khach hang c6 xu huéng uu tién thong tin 18 ring va quyét dinh nhanh.
So voi Facebook va TikTok — noi hanh vi tiép nhan noi dung c6 thé mang tinh
giai tri va kham pha, Zalo giup doanh nghiép trién khai giao tiép trwc dién va ca

nhén héa théng tin tot hon, dic biét trong cac giai doan khach hang di ¢ quan tim

ban dau.
e Y nghia

TTrong Plan Social, Zalo thuong duogc dinh vi nhu kénh duy tri két noi,
chiim séc va hd tro hanh vi ra quyét dinh. Noi dung trén Zalo nén nghiéng veé:
« Thong bao wu dai ngan han.
« Cap nhat lich khéi hanh gan.
« Checklist/ hudng dan chuan bi hanh trinh.
o NOi dung nhéc lich theo giai doan quan tam.

Pé tranh viéc Zalo tré thanh kénh “spam thong tin”, Plan Social cin quy dinh
rd tAn suat, nguyén tic phan nhom ngudi nhan va chuan thong diép ngin — 18 — ¢o
diém cham hanh dong. Khi Zalo duoc thiét ké dung trong Plan Social, day s& 14 kénh
b trg hiéu qua cho nhém nén tang tao nhu cau rong nhu Facebook hodc TikTok.
1.4.4. Instagram

e Pic diém

Instagram 13 nén tang mang xa hoi dinh vi manh vé ngdn ngir thi giac, trong
d6 hinh anh, video ngan va trai nghiém tham my 1a trung tAm cta hanh vi tiéu thy
ndi dung. Khac véi Facebook vén phtt hop ca ndi dung thong tin — giai thich — twong
tac dai, Instagram thién vé cam xuc truc quan, phong cach séng va cac khoanh khéc
“dai dién cho 16i song”. Piéu ndy khién Instagram tré thanh moi truong 1y tudng dé
doanh nghiép dich vu no61 chung va doanh nghiép du lich noi1 riéng xay dung hinh
anh thuong hiéu bang chat lwgng hinh anh, cim xtc trii nghiém va tinh nhat
quan ciia phong cach thé hién.

Bo cong cu ndi dung cia Instagram ciing hd trg hiéu qua cho truyén thong du

lich theo nhiéu 16p:
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Feed phu hop voi noi dung co tinh luu trit va xdy dung “khong gian thuong
hiéu” dai han;

Reels gitip tang kha nang tiép cdn va lan téa cam himg trdi nghiém trong thoi
gian ngcfn;

Stories phu hop voi noi dung cdp nhdt nhanh, goi nhdc chién dich, hodc cdc
diém cham “nhdc nhé — giiv nhip ”;

Highlights givip hé thong héa thong tin theo chi dé (diém dén, mia du lich,
nhém tour, phdan hoéi khdch hang).

Vi vy, Instagram khong chi 14 “kénh ddng anh dep”, ma c6 thé trd thanh mot
nén tang c6 cau trac ndi dung rd rang néu duoc dua vao Plan Social theo ding vai
tro.

e Y nghia

Trong Plan Social, Instagram thuong dugc dinh vi 1a kénh x4y dung hinh
anh thwong hi€u va kich hoat cim hirng trai nghiém, dic biét phu hop voi nhém
khach hang tré va nhom khach hang c6 xu hudng ra quyét dinh dya trén “tudng
tugng vé trai nghiém tuong lai”. Vi nganh du lich, day 1a 16p nhu cau quan trong
vi khach hang trude khi mua tour thudng can mot “ly do cam xac” dé mudn di, sau
d6 moi chuyén sang giai doan so sanh thong tin va can déi tai chinh.

1.4.5. YouTube
e DPic diém

YouTube YouTube 13 nén tang video dai c6 kha ning luu trit va tim kiém noi
dung tdt, gitp tao ra “tai san ndi dung” tich liy theo thdi gian. So véi cac nén tang
video ngin, YouTube cho phép doanh nghiép trién khai noi dung c6 chiéu sau hon
nhu review hanh trinh, phan tich Iya chon tour, huéng dan chuén bi chuyén di, chia
sé trai nghiém theo phong cach ké chuyén. Noi dung trén YouTube thuong c6 vong
do1 dai, mac do tai tiép can cao va kha nang tao niém tin manh hon nho viéc nguoi
xem danh thoi luong dai dé tiép nhan thong tin.

Bén canh do6, YouTube hoat dong tuong ddi hiéu qua vo1 cac ndi dung mang
tinh “chtng minh chat luong” hodc “giai quyét ban khodn” cia khach hang. Piéu
nay dac bi¢t phu hop véi nganh dich vy va du lich, noi khach hang ¢6 xu huéng can
nhéc vé chi phi, lich trinh, d0 an toan, chét lugng trai nghi¢ém va uy tin thuong hi¢u
trude khi ra quyét dinh.

e Y nghia
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Trong cAu trac Plan Social, YouTube thuong dugc dinh vi 1a kénh tang chiéu
siu thwong hiéu va cing c6 niém tin, hd trg 16p ndi dung trung — cudi phéu, noi
khach hang can thém thong tin va bang chimg dé giam rui ro cam nhén. V&i vai tro
nay, YouTube gitp thuong hi¢u khong chi “goi cdm himg” ma con “lam 16 1y do
nén chon”, dic biét théng qua cac tuyén ndi dung nhu:

Video review diém dén theo mia,

Video trai nghiém thuc té theo hanh trinh tour,

Clip tw van lya chon tour theo nhém khdch hang (gia dinh, nhém ban, khdch
doan),

Néi dung hwéng dan chudn bi — luu y — checklist.

Déi voi doanh nghiép van hanh theo mé hinh quan tri tap trung, YouTube con
dong vai trd quan trong trong viéc chuan héa ndi dung thwong hiéu c6 chiéu sau
& cap hé théng. Cac video “nodi dung gdc” tir YouTube c6 thé dugc cat thanh phién
ban ngan hon dé phan phdi lai trén Facebook va TikTok, gitip Plan Social tdi uu hiéu
sudt san xuat ndi dung da nén tang ma van giit dugc tinh nhat quan thong diép.

1.5. Cac buée dé 1ap ra Plan Social

Vé ban chat, Plan Social 1a mot ban ké hoach quan tri hoat dong truyén thong
trén mang xa hoi trong mot giai doan xac dinh, nham dam bao cac hoat dong social
duoc trién khai ¢6 muc tiéu, c6 dinh hudng ndi dung, c6 co ché van hanh va c6 kha
nang kiém soat bang dit liéu. Do d6, quy trinh xay dung Plan Social khong nén dugc
hiéu theo nghia hep 1a “lap ké hoach cho céc kénh social riéng cia mot don vi”’, ma
can duoc tiép can ¢ nghia rong hon: thiét ké cach doanh nghiép t6 chirc, diéu phéi
va toi uu héa hiéu qua truyén thong trén hé thong cac nén tang mang xa hoi ma
doanh nghiép tham gia van hanh hoac thu huéng theo mo hinh quan tri tap trung —
phan quyén tiy timg t chic.

Trén co s& d6, mot Plan Social day du thuong duoc xay dung theo cac budc
co ban sau:

Buéc 1 - Phin tich boi canh va hién trang truyén thong trén mang xa héi

Doanh nghiép tién hanh danh gia tong thé bdi canh anh huong dén hoat dong
social nhu xu hudng nganh, tinh mua vy, hanh vi ti€u thu ndi dung cua khach hang
muc tiéu va mac do canh tranh trén cic nén tang. Déng thoi, can ra soat hién trang

truyén thong social ciia doanh nghiép ¢ giai doan trude: cac nhom ndi dung da su
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dung, nhip trién khai, mirc d6 nhat quéan thong diép, hiéu suat tiép can — twong tac —
tao nhu cau.

Pay 1a bude nén giup Plan Social xac dinh dung “diém xuét phat” va tranh roi
vao tinh trang 1ap ké hoach theo cam tinh hoic theo thoi quen van hanh cii.

Buéc 2 — Xdc dinh muc tiéu truyén thong va déi twong muc tiéu

Plan Social can x4c dinh myc tiéu theo giai doan va theo logic phéu marketing,
dam bao cac muc tiéu c6 kha ning dinh lwong va phan anh dang wu tién chién lugc
trong ky 1ap ké hoach.

Song song, doanh nghiép xac 1ap chan dung khach hang muc ti€u trén social
theo cac yéu td: dic diém hanh vi, dong co quan tam, rao can ra quyét dinh, muc do
nhay cam gia va cac diém cham noi dung ma khach hang thuong tiép xuc trudc khi
hinh thanh nhu cau.

Viéc x4c dinh muc tiéu va doi tuong muc tiéu la nén tang chi phéi viéc xac
1ap dinh huéng ndi1 dung va co ché van hanh & cac bude tiép theo.

Buéc 3 — Xdc ldp chién lwgc kénh theo vai tro va co ché qudn tri

Khac véi cach hiéu gian lugc rang Plan Social chi 1a “chon kénh dé dang”,
budc nay nhan manh viéc xac 1ap vai tro clia cac nén tang mang xa hoi trong mot hé
thng truyén thong théng nhat.

Trong thuc tién quan tri, doanh nghiép co thé van hanh theo mé hinh tap trung
hodc phan quyén. Vi vay, Plan Social can lam rd:

« Nén tang ndo giit vai tro kénh truc xay dung thuong hiéu va tao nhu cau,
« Nén tang ndo thién vé tu van — cham soc — hd trg chuyén doi,
« Co ché phéi hop gitta cac cap quan tri (néu doanh nghiép co cau tric hé thong

— chi nhanh).

Nho viée phan vai va xac dinh co ché phdi hop, Plan Social giup hoat dong
social khong bi roi rac gitra cac nén tang hodc giira cac don vi tham gia trién khai.

Buiéc 4 — Xdy dung tru néi dung, thong diép va lich trién khai

Trén nén muc tiéu va chién lugc kénh, doanh nghi¢p xéac dinh h¢ tru ndi dung
pht hop voi ddc thu san pham/dich vy va hanh trinh ra quyét dinh cta khach hang.

K& hoach can chi o thong di€p chu dao theo giai doan, nhém ndi dung thuong
xuyén va nhom ndi dung chién dich, kém theo dinh dang uu tién (bai anh, video

ngén, livestream, UGC, ndi dung giai dap...).
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Tiép d6, Plan Social dugc cu thé hoa thanh lich trién khai theo tuan/thang/quy
nhim dam bao nhip truyén thong 6n dinh, ddng thoi co kha ning ting téc & cac
“diém roi” theo mua hoic theo chién djch.

Buéc 5 — Phin bé nguén liee, ngan sdch va thiét lip hé chi sé do luong

Mot Plan Social c6 tinh kha thi phai [am ro nguén luc thuc thi (nhan su noi
dung, thiét ké, quay dung, quan tri kénh, phan hdi khach hang), co ché phéi hop giira
cac bo phan lién quan va udc lugng ngan sach phu hop véi vai tro tirng nén tang.

Déng thoi, ké hoach can thiét 1ap hé KPI theo muc tiéu va theo phéu, bao gém
cac chi sb vé do phu, muc do tuwong tac, mirc do hinh thanh nhu cau/khach hang tiém
nang va cac chi sé phan anh hiéu qua chuyén dbi (tuy theo diéu kién dit liéu cta
doanh nghiép).

Viéc xac dinh chi s6 va co ché theo ddi gitip Plan Social tré thanh mot cong
cu quan tri ¢6 kha nang kiém soat va tdi uu, thay vi chi dung & muc ké hoach noi
dung.

Tém lai, quy trinh xay dung Plan Social can dugc hiéu nhu mot chudi budc
quan trj c6 tinh hé théng, bit dau tir phan tich bbi canh — xac dinh muc tiéu — thiét
ké chién luoc kénh theo vai tro — xay dung tru ndi dung va lich trién khai — dén thiét
1ap co ché ngudn lyc va do ludng. Cach tiép can nay gitp Plan Social vuot khoi
pham vi “lich ddng bai”, trd thanh cong cu két ndi dinh hudng truyén thong véi hiéu

qua van hanh trén mang xa hoi trong timg giai doan cu thé.

1.6. Xu huwéng xay dung va trién khai Plan Social hién nay

Cung v6i su phat trién manh cta truyén thong s6, Plan Social ngay cang duoc
nhin nhan nhu mét cong cu quan tri quan trong trong hé thong ké hoach marketing
ctia doanh nghiép. Tuy nhién, cach tiép can va mac d6 “chudn hoa” Plan Social c6
su khac biét dang ké gitra cac nhom doanh nghiép. Trén thyuc té, quy mé to chic,
nang luc nguén luc va md hinh quan tri quyét dinh truc tiép cach doanh nghié¢p thiét
ké muc tiéu, té chirc nodi dung, van hanh kénh va do luong hi€u qua trén social. Vi
vay, khi khéi quat xu hudng Plan Social, c6 thé tiép can theo hai nhém dién hinh:
doanh nghi¢p nhd & vira va doanh nghi¢p quy mo 16n.
1.6.1. Xu hwong Plan Social 6 doanh nghiép nho va vira

Pbi véi doanh nghiép nho va vira, Plan Social thudng dugc xay dung theo
huéng tinh gon — tip trung — linh hoat. Do han ché vé ngan sach va nhan su chuyén
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mon, cac doanh nghiép nay c6 xu huéng wu tién mot sé nén tang cha luc phu hop
v6i tép khach hang muc tiéu thay vi trién khai dong thoi nhiéu kénh. Noi dung ciing
thuong dugc thiét ké theo hudng “gan hanh vi mua” hon, tap trung vao thong tin san
pham/dich vu, vu ddi ngan han, phan hoi khach hang, ndi dung giai dap thic mac va
cac dang noi dung c6 CTA 10 rang.

Tuy nhién, ngay ca vé6i dic trung tinh gon, xu hudng hién nay cho thiy doanh
nghiép nho va vira dang dan chuyén tir tu duy “dang déu dé hién dién” sang tu duy
“dang theo muc tiéu kiém soat duoc”. Diéu nay thé hién & viée ké hoach noi dung
dugc chia theo chu ky ngéan (tuan/thang), di kém cac muyc tiéu thuc té nhu ting twong
tac, tang s6 luot hoi thong tin hodc tang ty 1¢ phan hdi hidu qua. Cac chién dich theo
muia duogc td chtrc don gian hon nhung bam sat nhu cau thi truong, wu tién trién khai
nhanh, do luong nhanh va diéu chinh linh hoat.

Mot xu hudng dang chu y khac 1a tich hgp chat gitra social va van hanh ban
hang trwe tiép. Trong nhiéu doanh nghiép nhé & vira, Plan Social khong tach roi
khoi quy trinh tu vin — chét don: ndi dung vira tao nhu cau, vira déng vai trd “dinh
huéng ra quyét dinh”, dong thoi kich ban twong tac va phan hoi duogc thiét ké gin
voi rao can thuc té cia khach hang nhu gia, thoi gian, tinh tién 1gi hodac mirc dd phu
hop véi nhu cau ca nhan. Theo hudng nay, Plan Social dugc mé rong ¥ nghia thanh
ké hoach quan tri hoat dong social grfm v61 muc ti€u kinh doanh ngén han, thay vi
chi 1a lich dang bai.

Toém lai, xu huéng Plan Social & doanh nghiép nho va vira noi bat ¢ tinh tap
trung kénh — ké hoach ngin chu ky — t6i wu nguén luc — giin chit véi chuyén
doi, 1a cach tiép can phu hop véi dac thu van hanh linh hoat va ap luc hi€u qua nhanh
cua nhom doanh nghiép nay.

1.6.2. Xu hwong xdy dung Plan Social ¢ doanh nghiép lon

Vé6i doanh nghiép quy mé 10n, dic biét 1a cac doanh nghiép c6 hé théng chi
nhanh hodc van hanh theo ving/dia ban, xu huéng trién khai Plan Social ngay cang
nghiéng manh vé mé hinh quan trj tip trung va chuin héa hé thong. Trong mo
hinh nay, Plan Social duoc thiét ké & cip tong thé dé dong bd hoa thong diép, chuan
nhan dién, try ndi dung va nhip chién dich theo muia. Muyc tiéu khong chi la dam bao
phu thuong hiéu rong, ma con tao ra “nhip truyén thong hé théng” ¢u manh dé dan

dat nhu cau thi truong theo céc giai doan cao diém — thap diém.
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Piém quan trong 1a Plan Social & nhom doanh nghiép nay khéng con dwoc
hiéu 13 ké hoach tac nghiép kénh don 1é, ma trd thanh ké hoach van hanh social
theo co ché té chirc. Nghia 13 ké hoach thuong bao gdm ca phan quy chuan trién
khai: quy trinh san xuat ndi dung, nguyén tic thong diép va hinh anh thong nhét, co
ché ra quyét dinh chién dich, va cac quy tic phdi hop giira cac bo phan lién quan.
Trong nhiéu truong hop, hé thong kénh social do cép tong cong ty quan tri thong
nhat dé bao vé tinh nhat quan thuong hi€u; cac don vi dia ban tham gia ¢ vai tro phéi
hop khai thac thi truong, tiép nhan nhu ciu phat sinh tir cac chién dich hé théng, to
chure tur van — cham séc — hd tro chuyén dbi theo ddc thu dia phuong.

Theo logic nay, hi€u qua Plan Social & doanh nghiép 16n khong chi dugc danh
gia & luong ndi dung hay mirc d6 hién dién trén nén tang, ma con nam ¢ kha ning
to chirc “dong chay nhu cau” tir hé thong ndi dung dén hanh vi mua thue té.
Piéu d6 1y giai vi sao Plan Social & doanh nghiép 16n thuong gan véi hé chi sd theo
tang muc tiéu, phan bo nhip chién dich theo mua, dong thoi yéu cau kha ning do
ludng — bao cdo — diéu chinh theo chu ky. Cach tiép can nay gitp han ché tinh trang
“manh vé truyén thong nhung yéu vé chuyén doi” hodc “chi sd social tét nhung
khong phan anh hiéu qua thi truong”.

Tém lai, xu huéng Plan Social & doanh nghiép 16n ndi bat & tinh tip trung
héa, chuin héa va van hanh theo hé thdng, trong d6 social dugc quan tri nhu mot
cdu phan chién lugc ctia marketing sd, dong thoi gan voi co ché phdi hop nodi bo
nhim chuyén hoa hiéu qua truyén thong thanh két qua thi truong.

Tiéu két chwong 1

Chuong 1 d3 hé thong hoa co so 1y luan vé Plan Social nhu mot ndi dung
trong tdm trong quan tri marketing hi¢n dai, dac bi¢t trong bdi canh mang xa hoi tré
thanh diém cham quan trong ctia khach hang truéc khi hinh thanh nhu ciu va ra
quyét dinh mua. Trén co s& tong hop va phan tich cac khai niém lién quan, chuong
nay da lam 16 rang Plan Social khong nén duoc hiéu theo nghia hep 14 “lén lich noi
dung cho cac kénh mang xa hoi”, ma can duoc tiép can theo nghia rong hon: mét
ban ké hoach quan trj hoat dong social theo muc tiéu va theo co' ché van hanh
ciia doanh nghiép. Cach hiéu nay giup Plan Social dugc dit dung vi tri nhu mot
“ban ké hoach trung gian” ¢6 ning luc cu thé héa dinh hudng marketing va thuong
hiéu thanh hé ndi dung, nhip chién dich, co ché diéu phdi ngudn luc va do ludong
hiéu qua trong mai truong sb.

22



Bén canh viéc lam rd vai tro cia Plan Social trong trién khai chién lugc
marketing — thuong hiéu, t6 chirc — diéu phdi hoat dong truyén thong, kiém soat —
do luong — cai tién va quan tri hinh anh — danh tiéng, Chuong 1 ciing nhdn manh
tinh hé thong ctia Plan Social trong thuc tién doanh nghiép. Viéc phan tich dic diém
cic nén tang nhu Facebook, TikTok, Zalo, Instagram va YouTube cho théy mdi nén
tang khong chi khac nhau ¢ ngén ngtr noéi dung, hanh vi tiép nhan va dinh dang vu
tién, ma con khac nhau & vai trd trong cu triic hé kénh. Do do, cach tiép can Plan
Social theo tu duy phan vai nén tang gitip doanh nghiép giam roi rac noi dung, ting
tinh nhat quan va toi wu hiéu qua theo timg ting muyc tiéu.

Dic bi¢t, chuong nay da dinh vi rd xu hudng Plan Social theo quy mo6 doanh
nghiép, qua do khrflng dinh tinh linh hoat ctia ké hoach theo nguén luc va mo hinh
quan tri. Doanh nghiép nho va vira thuong thién vé ké hoach tinh gon, chu ky ngan
va bam sat muc tiéu chuyén d6i; trong khi doanh nghiép quy mé 16n, c¢6 céu tric da
dia ban, c6 xu huéng chuan hoa Plan Social theo mé hinh quén tri tip trung dé dong
bd hoa thong diép va nhip chién dich trén toan hé théng. Tir nén tang 1y luan nay,
Chuong 1 tao co s khoa hoc va khung tu duy d&é Chuong 2 phan tich thyc trang
Plan Social tai Vietravel — Cong ty Co phan Du lich Vietravel - Chi nhanh Hai Phong
giai doan nim 2022 — 6 thang dau nam 2025
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CHUONG 2: THUC TRANG XAY DUNG VA TRIEN KHAI PLAN
SOCIAL TAI CONG TY CO PHAN DU LICH VIETRAVEL - CHI NHANH
HAI PHONG

2.1. Khai quat vé Cong ty Co phan Du lich Vietravel - Chi nhanh Hai Phong
2.1.1. Qud trinh hinh thanh va phdt trién ciia chi nhdnh

r ~

-
NF

Vietravel
. d

Anh 2.1. Logo Vietravel
(Nguon: Céng ty Cé phdn Du lich Vietravel)

Vietravel 12 mot trong nhimg doanh nghiép lit hanh dau tién tai Viét Nam,
dugc hinh thanh tir Trung tdm Du lich — Tiép thi va Dich vu dau tu (Tracodi —
Tourism) vao dau thap nién 1990 va chinh thirc mang tén Vietravel tir nim 1995.
Trai qua qua trinh phat trién va chuyén d6i loai hinh doanh nghiép, nim 2014
Vietravel trg thanh Cong ty C6 phan Du lich va Tiép thi Giao thong van tai Viét
Nam, m¢ rong mang luéi chi nhanh, vin phong trén pham vi toan qudc va vuon ra
thi trudng qudc té.

Chi nhanh Céng ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong dugc
thanh 1ap ngay 07/6/2008, dit tai s6 04 Tran Hung Pao, phuong Hong Bang, thanh
phb Hai Phong. Su ra doi cua chi nhanh gin véi bdi canh Hai Phong 1a mot trung
tam thuong mai — dich vu 16n cua ving duyén hai Bac B, noi nhu cau di du lich
trong va ngoai nudc ting nhanh. Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai
Phong tan dung loi thé “dimg trén vai” thuong hiéu Vietravel toan quéc — mot doanh
nghiép da c6 bé day kinh nghiém va uy tin — dé nhanh chéng gia nhap thi trudng i
hanh dia phuong, dugc hd tro vé chién lugc, san phém va hé théng ddi tac.

Nho do, chi sau mot thot gian hoat dong, chi nhanh da xay dung dugc danh
muc tour da dang, phuc vu céa khach 1€ va khach doan, tré thanh mot trong nhiing
nha t6 chtic tour c6 uy tin tai khu vuc Hai Phong, dong thoi gop phéan gia ting nhan

dién thuong hiéu Vietravel tai thi truong phia Bic.
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2.1.2. Chirc néing, nhiém vu va co ciu té chirc ciia chi nhdnh

Vietravel — Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong hoat
dong véi chirc nang chinh 1a td chire, kinh doanh céc san phém dich vu du lich tron
g6i va dich vu bo tro lién quan, bao g6m tour ndi dia, tour nudc ngoai, tour don
khach quéc té, dich vu vé may bay, luu tra, van chuyén va cac dich vu gia tri gia
tang khac. Chi nhanh dong thoi 1a cau nbi trién khai cac chién luge, chuong trinh
kinh doanh — marketing ctia Vietravel trén dia ban Hai Phong va vung phu can.

Vé co ciu to chuc, bd may chi nhanh duogc thiét ké theo mo hinh chire nang,
dung dau 1a Ban lanh dao (Pho Gidam dbc chi nhanh) chiu trach nhiém diéu hanh
chung, t6 chirc thuc hién ké hoach kinh doanh va dai dién chi nhénh lam viéc véi

cac doi tac, co quan quan 1y.

CHI NHANH HAI PHONG MO HINH QUAN LY 2025
GIAM BOC CHI NHANH
PHO GLAM BOC PHO GIAM BOC
Nguyén Nam Phuwong | Lé Thi Trang
—
¥
B9 phin kinh doanh Bi phin hi trg kinh doanh B¢ phin nghiép vu
Taong sa : 16 ngwai Tang cong: 03 ngwi Téng cing: 06 ngwii
!

.} 1 v ! v v
Téng cing: 06 NS Tiing cing: 10 N5 Téng cing: 03 N5 Ting cing: 03 ngwdi Téng ciog: 03 ngwei
Phiuz KD bhich 1§ Phims kinh KD doin Phing dieu bimh Phiong kt toin Bi phim HCNS + CSKH
Pham Thi Msi Khanh - FP ) KHTT + TTTT

1. Nhom DV1: Out+Dom
- B Vin Tizh 1 BD?. wnrN Out Im) 1. Phu trich P. L todn 1. Hinh chink - ehin s,
L ¥himF1 - Trin Thi Hing Meung - Dueng Ngoc Lizn - Plzm Thi Dung CSKH.
: Eﬁﬂﬂ;ﬂ -NV mi 2. Biéu binh tour ¥B 2 NVE toin LETh Homg - T
NV mo 1. Nhom DV2: Out+Dom -Bii Thi Thavh Loan - Vil Thi Phurome . .
- Treeng Thi Trang T I KHTitpthi = Truyen
2. NhémF 2 - Nguyén T Nauit 3. Vs, bi chiéu + XD 3. Tui guf thing
- Pagms Toi Mai Elaak: - B 3. Nhim DV2: Out+ND -Bieh Thi Hdi Nink - Nzuyén Thi Mai Pharg Lé Thi Ngoc Auh
- Nauyin Thi Theh Hoa - Mgayén Thi Tayét
- Liu B0 Phung Mhi - BaoNgoc Bin 3. Baové
- Vil Thi Mai Bhnromg Hofmg Vin Bimh
-Bean Céng Lith
PHO TONG CIAM DOC BAN TO CHUC NHAN 5U P.CIAM DOC CHI NHANH

Bing 1. So db by mdy hoat dpng Vietravel — Cong ty Cé phin Du lich Vietravel -
Chi nhanh Hai Phong
( Nguén: Phong hanh chinh nhén su)
Duéi Ban 1anh dao 1a cac phong, bo phan chuyén mon:
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e Phong Hanh chinh — Nhan su: phu trach cong tac quan tri nhan lyc, hanh
chinh — van phong, quan 1y bo phan bao v¢ va mot s6 hoat dong cham séc khéach
hang co ban.

e Bo phéin Piéu hanh: 1 diu méi t6 chirc thuc hién cac chuong trinh du lich
ndi dia va nudc ngoai; [am viéc voi nha cung cép dich vy, b tri phuong tié€n, hudéng
dan vién, kiém so4t chat luong dich vu va xt 1y tinh hudng phat sinh trong qua trinh
tour.

e Phong Kinh doanh: gdm b phan khach doan (GIT) va khéach 1¢ (FIT), chiu
trach nhiém xay dung ké hoach kinh doanh, tim kiém va chiam soc khach hang, dam
phan va ky két hop dong, theo ddi thuc hién tour va danh gia hiéu qua sau tour.

e Phong Tai chinh — K& toan: t6 chirc hach toan, theo doi tinh hinh tai chinh,
quan 1y dong tién, cong no, 1ap cac bao cdo tai chinh va tham muu cho ldnh dao vé
cac van dé tai chinh ctia chi nhanh.

e Phong Marketing: chiu trach nhiém nghién ctru thi truong, 1ap ké hoach
marketing theo thang/quy, trién khai truyén thong da kénh (Website/App, Facebook,
Zalo, TikTok, email, SMS, PR — su kién), san xuét noi dung, van hanh quang céo,

quan tri CRM va bao cao hi¢u qua.
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2.1.3. Tinh hinh hoat djpng kinh doanh ciia chi nhdnh giai doan tir niim 2022 — 6 thang dau nam 2025

Bing 2.1. Bdng bdo cdo tai chinh ciia Cong ty Co phin Du lich Vietravel - Chi nhdnh Hdii Phong

(2022 — HI 2025)

( Pon vi: VND, chénh léch %)

6T/2025 (01/01- Chénh léch Chénh léch
STT Chi tiéu Nim 2022 Niam 2023 Niam 2024
30/06) 2023/2022 2024/2023
Doanh thu ban hang va cung cép
1 dich 3.824.009.602.399 | 5.948.969.341.379 | 6.742.564.916.029 | 3.323.664.717.283 55,57% 13,34%
ch vu
2 Céac khoan giam trir doanh thu - — - - - -
Doanh thu thuin vé ban hang va
3 , 3.824.009.602.399 | 5.948.969.341.379 | 6.742.564.916.029 | 3.323.664.717.283 55,57% 13,34%
cung cap dich vu
4 Gia von hang ban 3.517.543.794.239 | 5.470.159.462.578 | 6.302.299.785.781 | 3.131.505.393.456 55,51% 15,21%
Loi nhuan gop vé ban hang va
5 ) 306.465.808.160 478.809.878.801 440.265.130.248 192.159.323.827 56,24% -8,05%
cung cap dich vu
6 Doanh thu hoat dong tai chinh 387.293.501.314 12.731.227.759 20.644.626.019 7.562.185.006 -96,71% 62,16%
7 Chi phi tai chinh 104.976.374.534 91.042.486.405 84.750.361.755 36.530.661.393 -13,27% -6,91%
8 Chi phi ban hang 30.550.818.197 39.807.537.651 50.257.260.621 20.388.438.555 30,30% 26,25%
9 Chi phi quan ly doanh nghiép 207.708.985.759 271.530.909.952 293.478.400.905 141.762.950.938 30,73% 8,08%
Loi nhudn thuan tir hoat dong
10 104.946.888.237 89.160.172.552 32.423.732.986 1.039.457.947 -15,04% -63,63%
kinh doanh
11 Thu nhap khac 1.677.080.510 13.316.709.316 34.547.872.354 9.693.220.792 694,04% 159,43%
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12 Chi phi khac 1.625.932.091 2.650.125.866 5.067.741.737 1.150.028.934 62,99% 91,23%

13 Loi nhuén khac 51.148.419 10.666.583.450 29.480.130.617 8.543.191.858 20.754,18% 176,38%
Tong loi nhuan ké toan trudc

14 hud 104.998.036.656 99.826.756.002 61.903.863.603 9.582.649.805 -4,93% -37,99%

thue

15 Chi phi thué TNDN hién hanh - 19.876.757.952 14.887.486.604 2.808.878.436 - -25,10%
Loi nhuén sau thué thu nhép

16 104.998.036.656 79.949.998.050 47.016.376.999 6.773.771.369 -23,86% -41,19%

doanh nghiép

( Nguon: Phong ké toan Cong ty Cé phan Du lich Vietravel - Chi nhanh Hai Phong )
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Nhin vao Bang 2.1 ¢6 thé thy, doanh thu thuan cta chi nhanh ting kha
nhanh trong giai doan 2022-2024, tir 952.2 ty ddng 1én 1.500 ty ddng va 1.683,8
ty dong. Sau thang dau nam 2025, doanh thu dat 829,8 ty dong, twong duong
khoang mot ntra doanh thu ¢4 nam 2024, phan anh dac diém mua vu cua du lich
va du dia ting trudng trong nira cudi nam. Nguoc lai, loi nhuan sau thué khong
tang cung nhip ma giam dan tir 26,25 ty déng (2022) xudng 20 ty dong (2023) va
8,82 ty dong (2024), 6 thang dau nim 2025 méi dat khoang 1,75 ty dong.

Diéu nay cho thy chi nhanh dang mé rong quy mé kinh doanh nhung chiu
strc ép 16n vé hiéu qua: canh tranh gay git, chi phi dau vao ting, khach hang co
nhiéu lya chon hon (tu dat dich vu qua cac nén tang truc tuyén, tour nhoé 1é ban
trén mang xa hdi...), khién bién loi nhuan bi thu hep. Trong bdi canh do, cau
chuyén khong chi 14 “ban dugc nhiéu tour hon” ma con 13 ban hiéu qua hon, toi
uu chi phi tiép can va thuyét phyuc khach hang dang nhu cau. Pay chinh 1a 1y do
hoat dong marketing qua mang xa hdi — va dac biét la viéc xay dung Plan Social
bai ban, gén véi muc tiéu kinh doanh — trd nén can thiét ddi véi Vietravel — Cong
ty C6 phan Du lich Vietravel - Chi nhdnh Hai Phong trong giai doan téi.

2.2. Anh huéng ciia méi truong vi mé dén trién khai Plan Social tai thi truong
Hai Phong

Trong giai doan 2022 — 6 thang dau nam 2025, viéc trién khai Plan Social
ctia Vietravel di véi thi truong Hai Phong chiu tac dong dang ké tir cac yéu t6
moi trudng vi mo. V&i dic thu mé hinh quan tri kénh mang xa hoi tap trung & cap
Tong cong ty, Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong khong
van hanh hé théng kénh riéng ma déng vai tro phdi hop trién khai theo dia ban,
tiép nhan nhu cau, tu vin va chuyén doi khach hang dia phuong. Do d6, viéc phan
tich cac yéu to vi md & myc ndy nham lam rd nhitng luc tac dong bén ngoai dang
dinh hinh yéu cau ndi dung, nhip chién dich va co ché dia phuong hoa Plan Social
d6i v6i thi truong Hai Phong, tao co s& dé danh gia thuc trang trién khai & cac
muc tiép theo.

2.2.1. Méi trwong kinh té

Moi truong kinh té giai doan nam 2022 — 6 thang dau nam 2025 14 mot
trong nhitng yéu t6 chi phdi truc tiép hanh vi ra quyét dinh du lich ciia khach hang
tai Hai Phong. Sau thoi diém du lich phuc hdi manh hau Covid-19, nhu cau trai
nghiém gia ting rd rét, tuy nhién xu hudng tiéu dung van dat nang yéu t6 chi phi
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hop 1y — gia tri thue nhéin — tinh tién loi. Voi dic diém 13 do thi cong nghiép —
dich vu cang, tép khach hang tai Hai Phong thuong c¢6 xu hudng lya chon san
phém du lich dya trén kha nang can d6i tai chinh theo thoi diém, wu tién cac
tour ngén, lich trinh gon, hodic cac go6i c6 murc gia “dé chdt”.

Tac dong cua yéu td kinh té d6i v6i Plan Social ctia Vietravel tai dia ban
thé hién & mot sd diém dang chi . Thtr nhat, ndi dung truyén thong mudn tao
nhu cau hiéu qua can két hop dong thoi cam hirng diém dén v6i minh ching gia
tri nhu wu dai theo mua, combo tron goi, loi ich dich vu hodc chinh sach dit chd
linh hoat. Néu noi dung chi dimg ¢ m6 ta diém dén, hinh anh dep hodc ngén ngit
truyén cam hung, kha ning chuyén hoa sang hanh vi dé lai lead hoic inbox s& han
ché hon trong bdi canh khach hang nhay véi gia va c6 xu hudng so sanh nhiéu lya
chon.

Thir hai, méi trudng kinh té khién nhip Plan Social tai Hai Phong c6 xu
hudéng phu thuéc manh vao mua vu va co ché kich cau. O cac giai doan cao diém,
ndi dung gén uvu dai thoi han, thong di¢p “ddt sém — gitr chd — slot gio1 han”
thuong phu hop véi tdm 1y mua nhanh. Nguoc lai, ¢ giai doan thép diém, noi dung
nudi dudng nhu cau thong qua goi ¥ lich trinh ngan, trai nghiém tiét kiém nhung
chat lugng sé& gitp duy tri mic do quan tdm va chuan bi nguén khach cho cac dot
chién dich bung nd tiép theo.

2.2.2. Moi trwong van hoa — xa hgi

Moi trudng vin héa — xa hoi giai doan nim 2022 — 6 thang dau nim 2025
thuc déy su tdng truong manh ctia nhu cau du lich, dic biét 13 nhu cau du lich trai
nghiém va xu hudng “di dé séng cham — di dé check-in — di dé phuc hdi cam xtc”.
Véi Hai Phong — mot dia ban c¢6 nhip song d6 thi nang dong va cong ddng nguoi
tré 16n — xu hudéng du lich tu phat, quyét dinh nhanh, vu tién trai nghiém mang
tinh cd nhan hoa ngay cang ro nét.

Tac dong cia yéu to nay doi voi Plan Social ciia Vietravel duoc thé hién
trude hét & yéu cau ndi dung phai mang tinh goi mé hanh vi hon 1a chi “giéi thiéu
san pham”. Nguoi dung tai dja ban c6 xu huéng phan hdi tét véi cac ndi dung ké
chuyén, review doan, goi y diém dén theo mood, hodc chudi nodi dung “di dau —
an gi — choi gi” cho cudi tuan va dip 18 ngan. Piéu ndy budc Social tai Hai Phong

can dich chuyén theo huéng noi dung lifestyle héa, sir dung trai nghiém that dé
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tao cam himg va giam khoang cach tam 1y gitra “y tudng di choi” va “quyét dinh
mua tour”.

Bén canh d6, xu huéng du lich tu phat khién tinh thoi diém tro thanh yéu
t6 quyét dinh hiéu qua chién dich. Trong nhiéu trudng hop, mot trend diém dén
hodc hinh thirc trai nghiém c6 thé ting manh trong thoi gian ngan, doi hoi chi
nhanh can c6 kha nang phdi hop nhanh véi dinh hudng ndi dung hé théng dé tao
phién ban pht hop dia phuwong. Néu quy trinh phbi hop Téng cong ty — Chi nhénh
thiéu linh hoat, Social dia ban d& bo 1& “cira sd nhu cau”, tir d6 anh hudéng dén
hiéu qua din dit khach hang xudng cac budc tu van va dit coc.

2.2.3. Moi trwong cong nghé

Moi truong cong nghé giai doan nam 2022 — 6 thang dau nam 2025 tac
dong truc tiép dén dinh dang ndi dung uu tién, cach phan phéi thong diép va co
ché do luong hi¢u qua Plan Social tai dia ban. Su phat trién manh cta nén tang
video ngén, thuat toan uu tién trai nghiém truc quan va xu huéng ti€u thu ndi dung
tdc d6 cao khién Social du lich khong con duge danh gia chii yéu ¢ “do phi thong
tin”, ma chuyén dan sang “kha ning kich hoat nhu cau trong thoi gian ngan”.

Pbi v6i Cong ty CO phan Du lich Vietravel - Chi nhanh Hai Phong, yéu to
cong nghé lam ro mat s6 yeu cau van hanh noi bat. Thi nhat, ndi dung mudn hiéu
qua can dugc thiét ké theo ciu tric chudi, trong d6 video ngan hodc ndi dung hinh
anh giau cam xuc dong vai trd md nhu cau, tiép theo 1a 16p théng tin san pham —
ru d3i — lich khoi hanh cu thé dé hd tro ra quyét dinh. Diéu nay lam ndi bat vai
tro ctia chi nhanh trong viéc “dién day” 16p ndi dung chot khi trién khai theo dinh
huéng hé thong.

Thr hai, cong nghé 1am thay d6i ban chét ctia khau chuyén d6i. Nguoi ding
c6 thé quan tAm ngay sau mot reel/short va chuyén sang hanh vi inbox hodc goi
tu van. Vi vay, hi¢u qua Plan Social tai dia ban khong chi phu thudc vao ngi dung
dang tai ma con phu thudc vao tbc do phan hoi, nang lyc tu van va tinh lién thong
giita social — Zalo — hotline — quy trinh chét tai chi nhanh. Néu thoi gian phan hoi
kéo dai hodc quy trinh tu van thiéu “diém chdt nhanh”, lead ¢6 xu huéng giam
nhiét dang ké.

2.2.4. Moi trwong chinh tri — phap ly

Méi trudng chinh tri — phép 1y tao ra khung chuan cho hoat dong truyén

thong du lich trén nén tang s6, dic biét lien quan dén minh bach thong tin san
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phém, quang cao uu dai, bdo v¢ nguoi tiéu dung va quan tri dir li¢u khéach hang.
Trong md hinh quan tri tip trung cua Vietravel, yéu td nay gdp phan dam bao su
ddng bo thong diép, tranh sai 1éch chinh sach hodc rai ro truyén théng gitta cac
thi truong.

Tuy nhién, véi thi truong Hai Phong, yéu t6 chinh tri — phap 1y ciing dit ra
mot thach thirc nhat dinh vé nhip trién khai. Viéc tuan tha quy chuan noi dung va
co ché xét duyét theo hé théng 6 thé 1am gidm muc do linh hoat khi dia ban can
phan Umg nhanh v61 trend hoac nhu cAu mua vu nge"m han. Do d6, hi€u qua Plan
Social khong chi phu thudc vao viéc “dung chuin”, ma con phu thudc vao kha
nang to chirc co ché phéi hop phu hop gitta Tong cong ty va Chi nhanh dé vira
dam bao tuan thi, vira khong bo 15 thoi diém thi truong.

2.2.5. M6i trwong nhan khau hoc va xu huéng dan sé

Hai Phong 1a d6 thi loai I, ¢6 quy md dan s6 udc khoang 2,1-2,2 triéu
ngudi, trong d6 khu vuc d6 thi va ven d6 chiém khoang 45-55%. Co cu dan s
tuong dbi tré, nhom tudi lao dong chiém ty trong 16n, ddng thoi ghi nhan xu hudng
gia ting nhom ho gia dinh 6n dinh va tang 16p trung luu tai khu vic noi thanh/ven
d6. Nhiing dic diém nhan khau hoc nay 1a co s¢ quan trong dé Vietravel — Cong
ty CO phan Du lich Vietravel - Chi nhanh Hai Phong x4c dinh tép khach hang
trong tam va lya chon nén tang/ndi dung uu tién trong Plan Social.

Khai quat co' cau nhan khau hoc va mot so dac diém lién quan tiéu

dung du lich
Bing 2.2. Mt sé chi tiéu nhén khau hoc tham chiéu tai Hii Phong
Chi tiéu Mirc wée tinh
Quy mo dan %) ~2,1-2,2 triéu nguoi
Ty 1& d6 thi/ven do ~45-55%
Nhom tudi 18-35 ~28-32%
Nhom tudi 36-55 ~30-34%
Xu huéng ho gia dinh 6n dinh/tang .
16p trung luu tang dan
Mirc d6 phd cap smartphone & mang a0

xa hoi @ nhom 18-55
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Nhin chung, co cdu dan s trén tao ra hai nhém khach hang c6 y nghia 16n
d6i v6i doanh nghiép du lich: (i) nhom khach tré (18-35) ¢6 xu hudng dich chuyén
theo trai nghiém/trend va ra quyét dinh nhanh; (ii) nhém khach gia dinh — trung
nién (36-55) uu tién tinh an toan, lich trinh 6n dinh va uy tin thuong hiéu.

Tac dong ciia nhan khau hoc dén hanh vi tiéu dung va hanh trinh
chuyén ddi trén mang xa hi

Thir nhat, tdc ddng dén cdch tiép nhdn thong tin va kénh wu tién.

Nhom 18-35 thuong tiép nhan théng tin qua ndi dung ngin, truc quan
(video ngén, review, ndi dung “bat trend”). Ho dé chuyén tor “xem” sang “hoi”
néu ndi dung tao cam xtc manh hodc c6 loi ich 0 rang. Nguoc lai, nhdém 3655
tiép nhan thong tin theo hudéng than trong: quan tam dg tin cdy, minh bach chi phi,
lich trinh rd rang; thudng uu tién cac diém cham hd trg tu van truc tiép nhu
Zalo/Hotline.

Thit hai, tdc dong dén tiéu chi ra quyét dinh mua tour.

Nhom khach tré vu tién “di nhanh — trai nghiém nhiéu — check-in — gia hop
Iy, d& bi anh huong boi danh gia cong dong va UGC. Nhom gia dinh/trung nién
uu tién “an toan — uy tin — dich vu ddm bdo — chinh sach r6 rang”, nhay cam voi
rii ro va can bang chimg thuyét phuc (feedback doan, cam két dich vu, théng tin
minh bach).

Thit ba, tic ddng dén théng diép néi dung va cach “déng g6i” san pham
du lich.

Véi tép khach tré, thong diép nén nhan manh trai nghiém va cam xtc: diém
dén hot, goc check-in, lich trinh gon, gia/uu dai rd. Vai tép khach gia dinh/trung
nién, thong diép nén nhén vao: uy tin, chat lwong dich vy, diém nhan an toan, lich
trinh r0 rang, chinh sach hd tro va tu van tan tinh.

2.3. Anh hwéng ciia méi truwong vi mé dén trién khai Plan Social tai thi truong
Hai Phong

Bén canh moi truong vi md, moi trudong vi mo 1a nhoém yéu td tac dong truc
tiép dén cach Vietravel trién khai Plan Social tai thi truong Hai Phong. Cac yéu
t6 ndy bao gém: ban than doanh nghiép, khach hang va cong dong nguoi ding
trén mang xa hoi, ddi thu canh tranh va céac trung gian — ddi tac — nhom cong
chung lién quan. Trong giai doan 2022 — 6 thang dau nam 2025, cac yéu td vi mo
khong chi anh huong téi dinh huéng noi dung ma con chi phdi mire d6 dia phuong
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hoa, toc do bat nhip xu hudng va hiéu qua chuyén ddi tir twong tac sang doanh thu
tai dia ban.
2.3.1. Ban than doanh nghiép

Khi trién khai Plan Social tai Hai Phong, Vietravel chju anh hudng truc tiép
tr nén tang ndi lyc cua doanh nghiép gém: chién lugc kinh doanh, dinh vi thuong
hiéu, muc tiéu marketing, ngudn luc nhan sy, nang luc phdi hop giita cap Tong
cong ty va Chi nhanh, cling nhu mtc d6 san sang tmg dung cong nghé trong van
hanh kénh online.

Vietravel 1 thuong hiéu 1ir hanh 16n, ¢6 loi thé vé uy tin, hé thong san pham
da dang va kha ning t6 chirc cac chién dich quy mo. Diéu ndy tao nén thuan loi
dé Plan Social tai Hai Phong duy tri 16p nhan dién on dinh, tang niém tin cua
khach hang dia phuong va khai thac hiéu qua cac ndi dung theo chién dich chung
toan hé thong. O goc do truyén thong, loi thé thuong hiéu gitp chi nhanh giam
bét rao can “niém tin ban dau” khi khach hang can nhéc lya chon tour, nhat 1a véi
cac goi dich vu gia tri cao hoac san phém theo mua.

Tuy nhién, mé hinh quan tri ndi dung mang tinh hé théng ciing khién vai
tro ctia Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong cha yéu nam &
khau phdi hop trién khai va dia phuong hoa. Piéu nay dit ra yéu cau cao vé kha
nang “dién 16p ndi dung chét” theo insight dia ban, bd sung thong diép gan véi
dic diém tiéu dung tai Hai Phong (nhay gia, wu tién tour ngén, lich trinh tién).
Trong truong hop mirc do chu dong dia phuong hda con han ché, Plan Social d&
roi vao trang thai “dung chuan thuwong hiéu nhung chua du sic nét theo thi
truong”, kéo theo nguy co hinh thanh d6 vénh giita chi s6 twong tac va chi sb
chuyén d6i tai chi nhanh.

2.3.2. Khdch hang va cong dong ngwoi diing trén mang xa hji

Khach hang 12 trung tdm cua Plan Social, dong thoi 13 yéu t6 quyét dinh
cach lua chon nén tang, thiét ké chu dé noi dung va t6 chirc CTA tai thi truong
Hai Phong. Trong giai doan nam 2022 — 6 thang dau nam 2025 , hanh trinh ra
quyét dinh du lich ctia khach hang dia phuong ngay cang chiu anh huéng manh
boi mang x3 hoi, dic biét trong cac budc hinh thanh nhu cau, tim hiéu trai nghiém,
so sanh gid va ra quyét dinh hoi tu vén.

Vé co ciu nhém khach hang tai thi truong Hai Phong, c6 thé phan thanh 4
nhom tiéu biéu nhu sau:
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Nhém gia dinh truyén thong/khach trung nién (30-60 tuoi):

e Day la nhém uu tién su an toan, uy tin thuong hi¢u va tinh “déng tin — dang
tién” cta tour. Ho quan tam dén lich trinh 15 rang, dich vu tron goi, chat lugng
huéng dan vién va chinh sach hd tro trong qua trinh di. Nhom nay c6 xu hudng
tiép nhan ndi dung qua Facebook, cac bai review dang dai, hinh anh doan, va dic
biét dé bi thuyét phuc bdi “minh chig trai nghiém that”.

Nhém gia dinh tré — cip déi tré (25—40 tudi):

e Nhém nay ¢ nhu cau di choi theo nhip cudi tuan hodc dip 18 ngin, vu tién
combo tién loi, lich trinh gon, diém dén c6 trai nghiém va khéng tén qua nhiéu
thoi gian chuan bi. Trén mang x4 hoi, ho phan tng t6t véi ndi dung goi v “di dau
2NI1D”, “combo tron goi”, “di gﬁn — vui nhiéu”, kém uu d3i o rang.

Nhém khach doanh nghiép — doan thé — cong doan:

e Nhu ciu chinh 4 tour team building, nghi dudng theo doan, hodc du lich
khen thudng nhan sy theo mua. Nhém ndy wu tién don vi c6 ning luc to chirc
chuyén nghiép, tinh cam két dich vu cao va kha nang tury bién lich trinh theo muc
tiéu to chure. Social ¢6 vai trd nhu kénh x4y dung hinh anh ning luc va uy tin, hd
tro tao lead B2B cho chi nhanh.

Nhom Gen Z/khach tré du lich tu phat:

e Nhom nay quyét dinh nhanh, nhay véi trend, wu tién trai nghiém “dang ké
lai — ddng check-in”, chi phi hop 1y va linh hoat thoi gian. Ho dé bi thu hut béi
video ngan, reel/TikTok, ndi dung ké chuyén theo mood, déng thoi c6 xu hudng
chuyén d6i nhanh néu CTA va vu dii du rd. Pay 1a nhom tao tuong tac tét nhung
cling 12 nhoém dé roi vao trang thai “quan tim nhanh — roi di nhanh” néu khéu tu
van cham hoic thiéu co ché chdt linh hoat.

Su phéan héa tép khach hang nay doi hoi Plan Social tai Hai Phong phai to
chtrc nd1 dung theo “hai 16p”: vira duy tri hinh anh thuong hi¢u va cam hiung du
lich, vira ¢ 1p thong tin san pham — wu dii — lich khéi hanh rd rang theo ting
nhom nhu cau. Néu noi dung qua dong nhat theo mau hé théng ma thiéu chi tiét
ban dia héa, rui ro thudng gip 13 twong tac khong dong déu gitta cac nhom khach
hoic ty 1& chuyén di thip & cac tép co nhu cau thuc.

2.3.3. Déi thii canh tranh

Déi thu canh tranh 1a yéu t6 tao ap luc truc tiép 1én hiéu qua Plan Social
ctia Vietravel tai dia ban Hai Phong. Trong giai doan nam 2022 — 6 thang dau nam
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2025 , canh tranh khong chi dién ra & san pham va gia ma con chuyén manh sang
canh tranh vé tdc do bét trend, dinh dang ndi dung video nge"m va kha nang tung
uu dai phu hop tirng mua.

Tai thi truong Hai Phong, ¢6 thé nhan dién mot sé nhom ddi thi:

e Nhom doanh nghiép lir hanh l6n va da thwong hi¢u (canh tranh truc
tiép vé tour):

Cac thuong hi¢u Iir hanh 16n hoat dong manh ¢ thi trudong mién Bic va co

kha nang tiép can khach tai Hai Phong thong qua hé thong ban hang online,

dai 1y va cong tac vién. Nhom nay canh tranh truc tiép vdi Vietravel & cac
tuyén tour phd bién, tour mua cao diém va cic chuwong trinh wu dii dong bo
toan hé thong.

e Nhom cong ty lir hanh dia phwong tai Hai Phong (canh tranh vé toc dd
va “chit dia phwong”):

Day 14 nhom c6 loi thé vé hiéu insight thi trudng, phan Gng nhanh véi nhu

cau ngan han va linh hoat trong cach truyén thong. Ho thudng trién khai

ndi dung theo trend diém dén, tour cudi tuan hodc cac goi “di nhanh — gia
mém”, tao ap luc dang ké 1én Plan Social ctia Vietravel ¢ phan khic nhay
gia.

e Nhém OTA va nén tiang du lich truc tuyén (canh tranh gian tiép):
Cac nén tang dat dich vu va san deal tao ra thoi quen tiéu dung moi: khach
c6 thé tu 1én ké hoach, ty dit va so sanh gia nhanh. Piéu nay khién Plan
Social ctia Vietravel tai Hai Phong can ting 16p ndi dung giai thich gia tri
tour tron goi, loi ich an tam — tién g1 — tdi wu thoi gian so véi viée tu tuc
hoan toan.

e Nhém KOL/KOC du lich va cong dong review diém dén:

Du khong phai d6i thu kinh doanh tryc tiép, nhung day 1a luc luong canh

tranh vé sw chi ¥ va niém tin trai nghiém. Anh hudng ciia nhom nay bude

Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong phai chu trong

hon t&é1 UGC, ndi dung trai nghiém doan, va cac cau chuyén hanh trinh cé

tinh “chimg minh chét lugng”.

Tt &p luc canh tranh trén, Plan Social tai Hai Phong can lam rd diém khac
biét dua trén loi thé thuong hi¢u va chat luong dich vy, déng tho1 tang tde dia
phuong hoa ndi dung theo mua.
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2.3.4. Cdc trung gian, doi tic va nhém cong chiing lién quan

Bén canh khach hang va d6i thi, hiéu qua Plan Social cia Cong ty C6 phan
Du lich Vietravel - Chi nhanh Hai Phong con chiu tic dong tir cac trung gian, ddi
tac va nhom cong chung lién quan nhu: hang bay, khach san, khu nghi dudng,
diém dén, KOL/KOC, don vi truyén thong ho tro va cac cong déng du lich truc
tuyén.

Trong thuc tién trién khai, cac ddi tac cung tng gop phan quyét dinh kha
ning xay dung thong diép wu dai hop 1y theo mua. Khi chi nhanh tan dung tot
chinh sach gia, combo, hoic chuong trinh lién két véi ddi tac, Plan Social s& c6
“chét liéu chdt” manh hon, pht hop véi tam 1y nhay gia ctia khach dja phuong.
Déng thoi, chét luong dich vu cua ddi tac cling anh hudng truc tiép dén 16p nodi1
dung review va phan hoi khach hang — yéu t6 gitip Plan Social ting do tin cay
va giam rio can chuyén doi.

O chiéu nguoc lai, cac phan hoi cta cong dong nguoi dung, KOL/KOC va
cac nhom cong chung trén nén tang s6 c6 thé dinh hinh hinh anh thuong hiéu tai
dia ban. Vi véy, chi nhanh can duy tri co ché ghi nhan va tan dung phan hoi khach
hang nhu mot dang “tai san ndi dung” dé tang hiéu qua lan téa ty nhién va hd trg
muc tiéu chuyén doi.

2.4. Co ché trién khai Plan Social ciia Vietravel ddi véi thi trwong Hai Phong

Trong giai doan nam 2022 — 6 thang dau nam 2025 , Plan Social cia
Vietravel tai thi truong Hai Phong van hanh theo mé hinh kénh hé théng do Tong
cong ty quan tri. Vi vay, “co ché trién khai” trong luan van nay khong duoc hiéu
theo nghia 1y thuyét vé quan tri kénh, ma dugc hiéu 1a cach dong ndi dung — dong
nhu cau — dong chuyén d6i thuc su chay tir hé thdng vé chi nhanh va cach Cong
ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong bién mirc d6 quan tam trén
social thanh doanh thu tai dia ban.

Thuec té cho théy, hi€u qua Plan Social & Hai Phong phu thudc vao hai 16p:
(1) Lop kich hoat nhu cau do chién dich va noi dung h¢ théng tao ra;
(2) Lép chét dia ban do chi nhanh d¢am nhiém thong qua phan hdi nhanh, tu van
dung insight va van hanh chuyén d6i theo mua.
2.4.1. Hé thong kénh mang xdi hi do Tong cong ty qudn tri va dinh hudéng trién
khai theo vung
1. Facebook

43



4 L
Prec P

_Wéi hank /x/;u'v <

et niem ou

Mua tour - Giam tour

« ¥ TRIEU DONG
/KHACH

| Téng dich vy B6n khach uu tién
~ dsn

505K ngudi theo déi « 26 dang theo doi Theo déi Q, Tim kiém

Anh 2.4.1. Kénh Facebook chinh thic ciia Vietravel
(Nguén: Internet)
Facebook gii vai tro kénh nén tang ctia hé thong, tap trung trién khai thong
diép thuong hiéu, san pham cha luc va cac chuong trinh wu dai theo mua. Pay 1a
kénh c6 kha ning két hop t6t giira ndi dung truyén cam hing va ndi dung mang
tinh ra quyét dinh, pht hop dé din dit nhu ciu trong cac chién dich ban hang 16n.
2. Tiktok

vietravelofficial user96114840222

Follow Tin nhan +2 >

2 bafollow 19.7K Follower 68.9K Luct thich

No bio yet

Anh 2.4.2. Kénh Tiktok chinh thic ciia Vietravel
(Nguén: Internet)
TikTok 1a kénh mo rong tép khach hang tré va tao nhu cau nhanh thong qua
video ngén theo trend diém dén, trai nghiém tour theo mua va ndi dung cam xuc
— giai tri. Kénh nay hd trg hiéu qua cho giai doan dau phéu, dac biét khi xu hudng
du lich tu phat va hanh vi tiéu thu noi dung téc do cao gia ting.

3. Instagram
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vietravel -

Vietravel

944 baiviet  4.641 ngudi theo déi Pang theo dai 24 ngudi ding

Du lich va van tai

Vietravel - Nha t8 chdc Du lich Chuyén nghiép

190 Pasteur, Xuan Hoa Ward, Ho Chi Minh City, Vietnam 70000
& www.travel.com.vn

Anh 2.4.3. Kénh Instagram chinh thirc ciia Vietravel

(Nguén: Internet)
Instagram thudc nhoém kénh xay dung hinh anh va cam himg bang ngon
ngir thi giac, gop phan duy tri “do dep thuong hiéu” va tao sttc hat voi nhom khach
tré thong qua anh chat luong cao, reels va story theo concept mua vu.
4. Youtobe

Vietravel Channel

@VietravelChannel - 10 N nguoi dang ky - 826 video
Vietravel Channel |a kénh YouTube chinh thirc ctia Cong ty du lich Vietravel va ...xem thém

youtube.com/channel/UCY4dilidZvrcZIfpLTTM11g?sub_confirmation=1 va 2 dudng lién két khac

Anh 2.4.4. Kénh Youtobe chinh thire ciia Vietravel
(Nguon: Internet)

YouTube dong vai trd ciing ¢b uy tin thuong hiéu nho ndi dung trai nghiém dai
hoi nhu vlog hanh trinh, recap tour va video chién dich. Pay la kénh hd tro ting
d6 tin cay cho nhém khéach c6 xu hudng tim hiéu k¥ trude khi ra quyét dinh.
2.4.2. Vai tro ciia Cong ty Co phin Du lich Vietravel - Chi nhdnh Hdi Phong
trong phoéi hop ndi dung va khai thic thi trwong dia phwong

Trong mo hinh Plan Social quan tri tap trung cua Vietravel giai doan nam
2022 — 6 thang dau nam 2025 , Cong ty C6 phan Du lich Vietravel - Chi nhanh
Hai Phong khong s¢ hitu cac kénh mang x3 hoi 1on & cdp dia phuong nhu

Facebook, TikTok, Instagram hay YouTube. Tuy nhién, chi nhanh git vai tro then
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chét trong viéc hién thwe héa hiéu qua Plan Social tai dia ban, thong qua co
ché tiép nhan — tu van — chuyén d6i cac nhu cau phat sinh tir kénh hé thong. Néu
cac kénh hé thé)ng chiu trach nhiém tao nhan dién va kich hoat nhu cau theo mua,
thi chi nhanh 1a don vi chiu trich nhiém chuyén héa nhu ciu d6 thanh quyét
dinh mua theo ddc thu hanh vi khach Hai Phong.

Vai trd nay gan tryc tiép v6i dac diém thi truong Hai Phong: khach hang
c6 xu hudng wu tién tour ngin ngay, lich trinh gon, gia trj tron goi rd rang va nhay
vo1 tinh “dang tién — an tm”. Vi vay, chi nhanh khong chi “nhén lead”, ma con
dong vai tro dich ndi dung hé thong thanh 1y do chdt dia ban. Diéu nay thé hién
& viéc nhan manh lich khai hanh phi hop, vu dii theo thoi diém, diém khéc biét
dich vu va cac minh chimg trai nghiém thyuc té dé rat ngan chu ky so sanh cua
khéach hang.

Bén canh d6, Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong
tryc tiép quan tri Zalo Official Account Cong ty C6 phin Du lich Vietravel -
Chi nhanh Hai Phong nhu mot kénh dia ban phuc vu tu van, cham soc va hd tro
chuyén doi cudi phéu. Trong bdi canh khong c6 kénh social 16n riéng, Zalo OA
tr¢ thanh cong cu gitip chi nhanh duy tri twong tac 1-1, cd nhan hda thong tin theo
nhu cau thuce té va thic day quyét dinh dit tour. O phuong dién Plan Social, Zalo
OA khong chi 12 kénh CSKH ma con 12 “diém ha canh chuyén ddi” cho cac
chién dich hé thong khi di vao thi truong Hai Phong.

“ am . Vietravel Hai Phong
NE 4 oulich & Luu g

5 4
Théng tin chi tiét

o
P
#

= S0 04 Trén Hung Dao, phudng Hoang Vén Thy, Phudng Hong Bang, Thanh phd
™~ Hai Phong

&, 0936900085

@ » Pong ctra IUc 22:00

{r  http://www.travel.com.vn

Anh 2.4.5. Kénh Zalo chinh thirc ciia Vietravel
(Nguon: Internet)
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Tom lai, vai trd ctia Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai
Phong trong md hinh trién khai Plan Social thé hién & ba tryc chinh: (i) tiép nhan
va sang loc nhu cau tir cac kénh hé théng; (ii) dia phuong héa tu van theo insight
Hai Phong; va (iii) van hanh Zalo OA nhu cong cu nudi dudng — chét — giir khach
& giai doan cudi phéu.

2.4.3. Quy trinh tiép nhan nhu cau/khdch hang tiv kénh hé théng va to chirc tw
vin — chuyén déi tai Cong ty Co phan Du lich Vietravel - Chi nhdnh Hdi Phong

Trong giai doan nam 2022 — 6 thang ddu nam 2025 , Plan Social cua
Vietravel dugc trién khai theo mé hinh quén tri tap trung voi hé théng kénh mang
xa hdi do Téng cong ty quan tri théng nhat. Vi vay, tai thi truong Hai Phong, hoat
dong social cua chi nhanh khong van hanh theo logic “tu xay kénh — tu tao lead”
nhu m6 hinh s& hitu kénh 16n riéng, ma van hanh theo logic “hé thong tao nhu
cAu — chi nhanh dia ban tiép nhan va chuyén d6i”. Theo cach tiép cin nay,
Plan Social can duoc hiéu theo nghia rong hon ké hoach ndi dung trén nén tang:
d6 13 co ché t6 chirc hoat dong social nham chuyén héa twong tic thanh nhu
cau va booking theo diic thi thi trwong dia phwong.

Vé ban chat, quy trinh chuyén d6i khach hang online tai Céng ty C6 phan
Du lich Vietravel - Chi nhanh Hai Phong 13 quy trinh “d6n séng nhu cau” phat
sinh tir nd1 dung va chién dich hé théng. Nhu ciu thuong dugc hinh thanh sau khi
khach hang tiép xtc ndi dung trén cac kénh social  tong
(Facebook/TikTok/Instagram/YouTube), sau d6 thé hién qua céac tin hiéu nhu
binh luan héi tour, nhan tin (inbox), dé lai thong tin qua form ding ky hodc chu
doéng goi dén chi nhanh nham xac nhan lich khéi hanh, mtc gia va vu dai theo
thoi diém. Trong bdi canh nhu ciu du lich bién dong manh theo mua va theo cac
dot khuyén mai ngén han, viéc chi nhanh t6 chuc quy trinh tiép nhan — tu van —
chét dung nhip dong vai tro quyét dinh dé giir “dd nong” cua lead va han ché rai
ro khach chuyén sang so sanh dbi thu khi thoi gian phan héi khong di nhanh.

Pé 1am 13 cach Plan Social duoc hién thuc héa & cép dia ban, quy trinh
chuyén ddi tai Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong c6 thé
dugc mo ta theo ba budc van hanh chinh dudi day.

Buéc 1: Kich hoat va ghi nhdn nhu ciu theo nhip miia vu

Cac chién dich hé thong dong vai tro tao “dinh quan tim” tai dia ban Hai

Phong, dic biét vao cac dip 1& — tét, mua he, ky nghi ngan hodc nhiing giai doan
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Vietravel trién khai uu d3i quy mo toan hé théng. Vi tap khach Hai Phong c6 xu
huéng dé cao yéu t6 gia tri thwe nhan va wu tién cac lya chon c6 lich trinh gon,
chi nhanh can bao dam co ché ghi nhan lead bam sat nhip chién dich: theo dai tin
hiéu binh luan/inbox/form, phan bd nhan sy truc hd trg, va uu tién phan hoi sém
trong cac khung thoi gian cao diém. O goc d6 Plan Social, budc nay phan édnh
mirc 40 dong bd giira nhip ndi dung hé théng va niing luc vin hanh dia
phwong, bai néu tiép nhan cham hodc dé lead roi rét trong giai doan “séng nhu
cau” dang 1én, hiéu qua social s& khé chuyén hoa thanh hiéu qua thi truong.
Buéc 2: Sang loc — phén ting — cd nhin héa tw vin theo insight dia phwong

Sau khi nhu cau duoc ghi nhan, chi nhanh thuc hién phan loai theo cac tiéu
chi ¢6 anh huong truc tiép dén kha niang chét nhu: thoi diém du kién di, ngan
sach, quy m6 nhom khach (gia dinh/nhém ban/khach doanh nghiép), murc do linh
hoat lich trinh, cuong d6 tuong tac ban dau va mirc d6 phu hop véi san pham
trong tdm theo mua ma chi nhanh dang wu tién khai thac. Co ché phan ting nay
gitip xac dinh nhom lead c6 kha ning chdt nhanh dé wu tién tu van sau, dong thoi
hinh thanh 16p lead can theo ddi — nuoi dudng cho giai doan phu hop hon vé thoi
diém hodc tai chinh.

Trong diéu kién mua cao diém thuong tao ra lugng quan tim 16n nhung
mirc d6 “du diéu kién chét” khong dong déu, bude phan tang gitp chi nhanh tranh
tinh trang dan trai ngudn lyc va giam rui ro “déng twong tac nhung lodng chuyén
d6i”. V& mit ban chat, day 1a budc chuyén quan trong cta Plan Social & cép dia
ban: tir tin hiéu quan tadm trén social sang danh gia kha ning chuyén doi theo
nhu céu thye té ciia thi truong Hai Phong.

Buéc 3: Piéu huwdng sang Zalo OA dé nudi dudng — thiic chdt — hoan
tat booking

Trong md hinh khong sé hitu kénh social 16n riéng & cép chi nhanh, Zalo
OA Cong ty C6 phin Du lich Vietravel - Chi nhanh Hai Phong duoc st dung
nhu diém ha canh tu van 1-1 & tang cudi phéu. Véi cac lead da thé hién nhu cau
13, chi nhanh chu dong diéu huéng khach tir twong tac trén kénh hé thdng sang
Zalo OA dé cung cap thong tin tour c4 nhan hoa, lich khoi hanh gan, uu dai theo
han, checklist chuan bi hanh trinh va hd tro xu 1y cac ban khoan cudi cung trude

khi chét. Zalo OA vi vay khong chi 1 kénh cham soc khach hang, ma 1a mét cau
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phén vin hanh ciia Plan Social tai dia ban, gitip “khép vong” hiéu qua ndi dung
hé thdng biang booking thuc té.

2.5. Thyec trang trién khai Plan Social tai thi trwong Hai Phong va két qua do
lwong theo phéu

2.5.1. Social Media

2.5.1.1. Thuec trang trién khai

Trong giai doan nghién curu, hoat dong Social Media tai thi truong Hai
Phong dugc van hanh theo mo hinh “hé théng tao nhu cau — dja ban chuyén doi”.
Cu thé, cc noi dung truyén thong chu lyc dugc dang tai trén kénh cua Téng cong
ty/hé théng, dong vai tro tao nhan biét va kich hoat nhu cau & quy mo rong. Tu
cac ndi dung nay, luong tuong tac va nhu cau tu van phat sinh dugc diéu phbi/do
vé cac chi nhanh theo dia ban, trong d6 Cong ty C6 phan Du lich Vietravel - Chi
nhanh Hai Phong tiép nhan phan lead thudc khu vuc va thuc hién tu van — cham
soc — chét don. Piém ha canh quan trong tai dia phuong 1a Zalo OA Cong ty C6
phan Du lich Vietravel - Chi nhanh Hai Phong, gitp duy tri hdi thoai 1-1 va theo
ddi tién trinh chuyén doi.

Minh hoa cho md hinh trén 1a bai dang chién dich dip 30/4 — 1/5 trén
fanpage Vietravel (cap hé thong), gioi thiéu san pham tour Thai Lan Bangkok —
Pattaya kem thong tin chuong trinh va CTA lién hé/dang ky. Trong truong hop
nay, bai dang khong dai dién riéng cho Hai Phong, tuy nhién Cong ty C6 phan Du
lich Vietravel - Chi nhanh Hai Phong duoc phan bd mot phan lead thudc dia ban,
tir d6 trién khai quy trinh chuyén doi qua Zalo OA va céc kénh tu van dia phuong.
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O Vietravel @ .
14 thang 4, 2023 - &

LE 30/4 - 1/5 BUCC NGHI TGO TAN 5 NGAY!

VAY THI MINH Bl THAI AN-QUAY-CHGI THOI NAO!

2 Cudc sdng x3d hoi thdi hién dai of cudn ta vdo gudng quay cta céng viéc, nhifng phut gidy tan
hudng, thodi mai, ¥a stress... tif 1au g3 tr& thanh didu xa xi! Nhung dip L& 30/4 - 1/5 vdi 5 ngay nghi
lién ti€p s& 14 ca hoi d€ ban bu ddp cho tdm hdn minh, d€ nudi dudng nhitng ky niém that su hanh
phic.

== Va Thai Lan chinh 14 chén thién dudng du lich danh cho nhirng ai bén bé vdi cudc séng qua daéi
tdp nap nay. "X\ s& nu cudi” chinh 13 diém hen cda nhitng gidc ma tuyét dep, day sdc mau, nhimng
gidc ma khién ta cam thay tran day nang lugng tudi mdi dén la. Nhitng tiéng vui dua tha ga va thich
thu dang vay goi ban bo lai mei butn phign, dén Itic ta cin thuc sy chigu chudéng va yéu thuang ban
than ddng nghia.

@ Trén chiéc xe tuk tuk s&c s& bon bon trén dudng, ban tha hd ngdm nhin tron ven thanh phd
Bangkok qua goc nhin déc ddo nhéit tir trudc tdi nay, tir nhifng ngdi chua linh thiéng bac nhat nudc
Thai nhu chiia Phat Vang va chua Phat Ngoc, cho tdi tifng con phd 8m thuc va &m nhac khudy déng
man dém.

“ \Vé& dep cla Pattaya - Thai Lan thi mién ban dén dé tudi mat roi. Nudc bién trong xanh, khéng khi
trang lanh, l1ai thém thai tiét dé chiu khi€n ban cang thém khoan khodi khi ddm minh tai day. C6 th&
noi nhitng bai bién & Pattaya dep vo cung, tha hd check in "ao diéu” khoi phai ché,

» Thdi gian: 5 ngay 4 dém
» Khdi hanh: M&i ngay
» (Gid tir: 7.590.000 VND

« Mdi ban khdm pha hanh trinh “Thai Lan: Bangkok - Pattaya (Khach san 4%, Tham quan Hoang Cung
+ Tang Buffet Baiyoke Sky + vé xem Show Alcazar)” tai: https://bit.ly/Thailand-133
P& nhan tu van ngay, xin vui l[&ng lién hé:

190 Pasteur, P.V& Thi Sau, Q.3, TP.HCM (8h-23h Hang ngay)
| 19001839 € www.travel.com.vn

@ m.me/vietravel _. FB / Zalo: @vietravel
& Cai dat App Vietravel: https://vietravel.ink/App

#Vietravel #TravelDi #DilLaVietravel #antamtrainghiem #ThaiLan #DulichThaiLan

Anh 2.5.1. Chién dich ngay 1& 30/4 — 1/5 nim 2023

(Nguén: Fanpage Vietravel)

2.5.1.2. Panh gid higu qud theo phéu
1. Awareness (Nhan biéb

Hién trang:

Noi dung chién dich dugc dang tai trén fanpage hé thong nham mé rong do

phu va tiép can nhom khach hang c6 nhu cau du lich dip 1& trén pham vi rong;

Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong thu huéng hiéu tng

nhan biét gian tiép tai dja ban thong qua mic do tiép can chung cta bai dang va

muc d0 quan tam phat sinh tir ngudi dung khu vyc Hai Phong.
Két qua:

e Reach bai dang: 14.500 nguoi

e Impressions bai dang: 21.800 luot hién thi

2. Engagement (Twong tdc)
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Hién trang:

Tuong tac (reaction/binh luan/chia s¢) phat sinh truc tiép trén bai ding
fanpage hé théng; day 1a tin hiéu thé hién mac do quan tadm va la co so dé hé
théng/dcf)i van hanh tiép nhan nhu cau, sau d6 diéu hudng vé cac chi nhanh theo
dia ban.

Két qua:

e Like (reaction): 343
e Binh luan: 47

e Chiasé: 15

e Tong tuwong tac: 405

3. Consideration (Cdn nhci'c)

Hién trang:

T ndi dung chién dich trén kénh hé théng, phat sinh cac trao d6i hoi thong
tin chi tiét (lich khoi hanh, gia, diéu kién, wu dii). P6i vi nhém khach thudc khu
vuc Hai Phong, lead dugc diéu huéng vé Cong ty C6 phan Du lich Vietravel -
Chi nhanh Hai Phong, trong d6 Zalo OA Cong ty C6 phan Du lich Vietravel -
Chi nhanh Hai Phong la kénh hdi thoai chinh dé tu van 1-1 va theo ddi qua trinh
chdm soc.

Két qua:

e Hoi thoai/inbox thudc dja ban Hai Phong dugc chuyén vé chi nhanh: 58
e Lead hop 1€ ghi nhan tai chi nhanh: 32
e Lead diéu hudng sang Zalo OA Cong ty Co phan Du lich Vietravel - Chi

nhanh Hai Phong: 25

4. Conversion (Chuyén d(";i)

Hién trang:

Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong thuc hién tu van
— chét don d6i voi phan lead dia ban dugc chuyén vé tir chién dich hé théng, véi
ludng xir Iy phd bién: xac nhan nhu cau — g thong tin/bao gia — giir chd/dit
coc — hoan tit booking; trang thai dugc theo doi1 chu yéu qua Zalo OA va kénh
lién hé cua chi nhanh.

Két qua:

e Booking phat sinh: 6 booking
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e Ty l¢ Lead — Booking: 18,8% (6/32)
Bing 2.5.1. Dong chdy chuyén déi

Chi tiéu So luwong
Inbox/trao d6i chuyén vé chi nhanh 58
Lead hop I¢€ tai chi nhanh 32
Lead diéu hudéng Zalo OA 25
Booking 6
Lead — Booking 18,8%

(Nguon: Tdc gid téng hop)

5. Loyalty (Trung thanh/Quay lai)

Hién trang:

Sau khi chbt don, Cong ty Co phan Du lich Vietravel - Chi nhanh Hai Phong
duy tri chdm soc khach hang dia phuong qua Zalo OA va cac diém cham s (nhéc
lich, huéng dan trudc chuyén di, vu dai theo mua, ndi dung tri an), nham hd trg
hanh vi quay lai va giéi thi€u trong nhom khach hang dia ban.

Két qua:

e Khach quay lai: 9 khach
e Gidi thiéu dau mbi: 2 truong hop
e Bai tri an/recap lién quan sau chién dich: 01 bai

Nhdn xét chung:

Hoat dong Social Media tai thi truong Hai Phong dugc van hanh theo mé
hinh “h¢ thdng tao nhu cau — chi nhanh chuyén d6i”: ndi dung ding trén kénh
tong cong ty gitp ting nhan biét va twong tac, sau d6 mot phan lead theo dia ban
dugc diéu hwéng vé Cong ty Co phan Du lich Vietravel - Chi nhanh Hai
Phong dé tu van va chét. Trong mo hinh nay, Zalo OA ciia chi nhanh gitr vai
tro diém ha canh quan trong dé chuyén doi va cham séc khach hang. Tuy nhién,
dé danh gia hiéu qua chinh xac hon, can chuin hoa co ché theo déi ngudn lead
va d6i soat dir liéu giira kénh hé thdng va chi nhanh.

2.5.2. Hoat dong Offline — CSR
2.5.2.1. Thuec trang trién khai

Trong giai doan nghién ctru, bén canh hoat dong Social Media, Vietravel
Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong trién khai cac hoat

dong Offline—CSR theo hudng “ddng hanh cing cong dong dja phuong”, qua dé
52



nang cao thién cam thuong hiéu, ciing cb uy tin va tao ngudén ndi dung c6 tinh lan
toa trén moi truong sb6. Cach trién khai nay phi hop vé6i dinh hudng Plan Social
hién dai: khong chi do “d0 phu” ma con danh gid dugc tdc dong dén cac diém
cham trong hanh trinh khach hang.

Chuong trinh “Céng ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong
d6ng hanh dua nguoi dan tham quan Trién 1dm A80” duoc trién khai trong 4 ngay
tir 12/09 dén 15/09/2025, voi quy mo phuc vu 200 ngudi/ngay, tuong duong 800
lwot ngudi tham gia. Trong hoat dong, chi nhanh phéi hop cing cac don vi lién
quan dé to chirc cac chuyén xe dua nguoi dan tham quan trién 1am; dong thoi
chuan bj vat phém hd tro (mii, nudc uéng, khan lanh...) nham dam bao trai
nghiém va thé hién tinh than dong hanh. No6i dung hoat dong duoc “social hoa”
qua bai dang trén fanpage va duoc khuéch dai thém bang bai PR dia phuong. Véi
tinh chat cong déng 10 rét, hoat dong CSR A80 khong chi tao tac dong xa hdi ma
con gitp chi nhanh xay dung hinh anh “than thién — c6 trach nhiém — gan giii dia
phuong”

e Vietravel Mién Bac
12thang9- Q@

By VIETRAVEL HAI PHONG DONG HANH CUNG NGUOI DAN TAY HAI PHONG DEN TRIEN LAM Ag0
-]
g2 T séng s6m hém nay 12/9, hanh trinh dén vdi Trién 1dm A80 tai Ha Néi xuat phat tir Trung tam
Van hoa Xt Déng, Tay Hai Phong (Hai Duong cli) cdia ngudi dan cé thém su dong hanh cua Vietravel
Hai Phong.
@ Dén hét 15/09, Vietravel Hai Phong chudn bi mi, nudc udng va khan lanh phat tan tay ngudi dan
trén céc chuyén xe, thé hién su chu dao va dong hanh tron ven dua ngudi dan tham quan & trai
nghiém nhifng thanh tuu to I16n clia dat nudc néi chung, ctia TP. Hai Phong néi riéng trong sudt 80
nam hao hang. Ciing nhu gép mét phian nhé bé khoi day trong mdi ngudi dan Hai Phong niém tu
hao, 16ng yéu nudc, ti€p thém déng luc, truyén cdm hing va nudi dudng khat vong cling suc sang
tao, tinh than doan két va quyét tdm cao cho cac thé hé hdm nay chung tay gop suic xay dung Hai
Phong - thanh phé Cang anh hing phét trién nhanh, xanh, bén vitng va dang séng trong ky nguyén
vuon minh ctia dan toc.

L 04 Tran Hung Pao, Q. Hong Bang, TP. Hai Phong

T 0225 3842 888 | {_ 0936 900 085

. Zalo: https://zalo.me/vietravelhaiphong

#Vietravel #VietravelMienBac #TravelDi #DilLaVietravel #antamtrainghiem

=

Anh 2.5.2. Cong ty C6 phin Du lich Vietravel - Chi nhanh Hai Phong dong
hanh cung ngwoi din tAy Hai Phong dén trién 1am A80
(Nguén: Fanpage Vietravel Mién Bic)
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Vietravel Hai Phong dong hanh cung
TP Hai Phong dua ngudi dan tham
quan trién 1am A80

Bao Anh

Céng ty Co phan Du lich Vietravel Chi nhanh Hai Phong phéi hop
cung TP Hai Phong va cac don vi lién quan t8 chiic cac chuyén xe

mién phi dua nhan dan dén tham quan Trién lam A80.

; . v SR NEN 3
Teo /A SL] AL =\~ " Diendan

Anh 2.5.3. Cong ty C6 phin Du lich Vietravel - Chi nhanh Hai Phong dong
hanh cung nguoi din tiy Hai Phong dén trién 1am A80
(Nguén: Bdo Dién dan doanh nghiép)
2.5.2.2. Panh gid higu qud theo phéu

1. Awareness — Dj bao phii, mirc dp tiép cin, nhin biét

Hién trang:

Chi nhanh trién khai hoat dong CSR AS80 truc tiép tai dia ban Hai Phong
trong 4 ngdy va dong thoi thuc hién truyén thong hoat dong bang 01 bai ding trén
fanpage, két hop 01 ndi dung PR dia phwong nham mé rong mire do tiép can ngoai
nhom tham gia tryc tiép.

Két qua:

e Luot tham gia truc tiép: 800 lugt ngudi.
e Reach bai dang CSR (Facebook): 3.200 nguoi.
e Impressions bai ding CSR (Facebook): 4.900 luot hién thi.
e PR dia phuong: 01 bai PR.
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2. Engagement (Twong tdic)

Hién trang:

Chi nhanh ding tai néi dung CSR A80 trén fanpage cia téng cong ty véi
hinh anh hoat dong thyuc té, ghi nhan twong tac tir cong dong dia phuong thong
qua reaction, binh luan va chia sé.

Két qua:

e Tbng tuong tac bai ding: ~100
e Co ciu tuong tac:

Reaction: 96

Binh luan: 13

Chia sé: 6

3. Consideration (Cdn nhci'c)

Hién trang:

Sau khi hoat dong dién ra va ndi dung CSR duogc dang tai, chi nhanh tiép
nhan céac trao doi phét sinh lién quan dén chuong trinh va nhu cau dich vu; cac
truong hop c6 nhu cau tu van cu thé duoc diéu hudng sang Zalo OA dé duy tri
héi thoai 1-1 va cung cap thong tin chi tiét.

Két qua:

e S6 cudc hoi thoai/inbox phat sinh: 18.
e Sblead hop 1€ ghi nhan: 12.
e S6 lead diéu hudng sang Zalo OA: 9.

4. Conversion (Chuyén déi)

Hién trang:

Chi nhanh trién khai tu van va chét dich vu di vé6i cac lead phat sinh tir
hoat dong CSR A80 theo quy trinh ban hang tai dia ban; t&p lead dugc theo doi
trang thai trong qu4 trinh tu van va x4c nhan booking.

Két qua:

e Booking phat sinh tir t&p lead CSR A80: 3 booking.
e Ty l¢ Lead — Booking: 25,0% (3/12).

Bing 2.5.2. Dong chdy chuyén doi

Chi tiéu S6 lwong
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Inbox phat sinh 18
Lead hop I¢ 12
Lead diéu hudéng Zalo OA 9
Booking 3
Lead — Booking 25,0%

(Nguon: Tdc gia téng hop)

5. Loyalty (Trung thanh/Quay lai)

Hién trang:

Chi nhanh duy tri két ndi v6i cong ddng dia phuong thong qua ndi dung
recap/tri 4n sau hoat dong, dong thoi tiép tuc cham soc tép khach quan tim qua
cac kénh s6 (fanpage, Zalo OA) nham hd tro hanh vi quay lai va gidi thiéu.

Két qua:

o S6 trudng hop tai ky/gidi thiéu dau mdi: 01 trudng hop.

e Luong khach hang quay lai: 05 khach.

e Truyén thong hdu mai/tri an trén social: 01 bai tri 4n/recap lién quan hoat
dong.

Nhan xét chung:

Hoat dong Offline-CSR trong Plan Social tai Céng ty C6 phan Du lich
Vietravel - Chi nhanh Hai Phong gop phan ciing ¢b hinh anh thuong hiéu gan két
v6i cong ddng dia phuong va hd tro tot cho cac giai doan Awareness va
Engagement. V&1 case A80, hoat dong ciling tao ra tin hiéu tich cuc ¢
Consideration va Conversion thong qua viéc tiép nhan trao d6i va diéu hudng tu
van trén kénh s (dic biét Zalo OA). Tuy nhién, dé danh gia hiéu qua chit ché
hon, chi nhanh can chuéan hoa co ché theo doi ngué)n va dir li¢u cham séc/booking
cho céac hoat dong CSR.

2.5.3. PR — truyén thong dia phwong
2.5.3.1. Thuec trang trién khai

Trong giai doan nghién ctru, bén canh hoat dong Social Media va céac hoat
dong Offline—~CSR, Cong ty C6 phan Vietravel - Coéng ty C6 phan Du lich
Vietravel - Chi nhanh Hai Phong trién khai PR — truyén thong dia phuong nhu
mot cau phan quan trong trong Plan Social nham gia tang murc d6 tin cay thuong
hiéu tai dia ban. Thong qua cac kénh truyén thong dia phuong va bao chi chuyén
nganh, PR giup doanh nghiép tao “bang ching truyén thong” (earned media),
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cing cb hinh anh uy tin truéc nhém khach hang va d6i tac, dong thoi cung cap
ngudn ndi dung co tinh chinh danh dé tai phan phdi trén cac kénh so hitu (fanpage,
Zalo OA), qua d6 hd trg cac diém cham trong hanh trinh khach hang tir nhan biét
dén can nhic va duy tri mdi quan hé.

Minh hoa dién hinh cho hoat dong nay 13 noi dung truyén thong vé “Céng
ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong t6 chirc hoi nghi khach hang
niam 2024” — sy kién dién ra ngay 28/03/2024 tai Khach san Sheraton Hai Phong,
v6i chu dé “Loi cam on tir trai tim”, quy tu gan 200 khach hang va di tac tham
du. Bai PR dang tai ngay 29/03/2024 trén kénh truyén thong dia phuong da phan
anh céac hoat dong chinh cua sy kién nhu téng két két qua, tri an khach hémg/déi
tac va chuong trinh giao luu — bdc thim may mén (Lucky Draw). Thong qua viéc
lwa chon hinh thirc hoi nghi tri an két hop truyén thong PR, chi nhanh hudng t6i
muc tiéu cung b quan h¢ vai tép khach hang hién hitu, mé rdng mang ludi dbi

tac va gia tang do tin cdy cua thuong hiéu tai thi truong Hai Phong.
Vietravel Hai Phong t6 chiic hdi nghi khach hang
nam 2024

®© 09:22 29/03/2024 I Xa hoi

Ngay 28/03, Cong ty C6 Phan Du lich va Tiép thi Giao thong Van tai Viét Nam -
Vietravel chi nhanh Hai Phong t6 chiwc Hoi nghi khach hang than thiét nam
2024. V6i chu dé “Loi cdm on tir trai tim” Hoi nghi dwgc dién ra tai Khach san
Sheraton Hai Phong véi sy tham du ctia gan 200 Khach hang va Dai tac.

Anh 2.5.4. Cong ty Co phéan Du lich Vietravel - Chi nhanh Hai Phong to

chirc hoi nghi khach hang nam 2024
(Nguon: Tap chi kinh té Thirong hiéu & Céng ludn)
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0 Vietravel Mién Bac .
29 thang 3, 2024 - @
VIETRAVEL HAI PHONG TO CHUC HOI NGHI KHACH HANG NAM 2024

¢ Chigu ngay 28/03, Vietravel Hai Phong t6 chic Hoi nghi khach hang théan thi€t nam 2024 vdi chu
da “La&i cdm dn tif tréi tim”, dién ra tai Khdch san Sheraton Hai Phong vdi su tham du ciia hon 200
Khach hang va Dai tac.

Trong khuén khd Hoi nghi khach hang 2024, Vietravel Hai Phéng d3 cdm on Quy Khach hang ¢
nhifng déng gop guan trong cho sy phat trién cia cong ty trong ndm 2023, trao tdng nhigu phan qua
gia tri cho nhitng khach hang may man nhat trong chudng trinh Lucky Draw.

Hé&i nghi nhu mat 18I cdm dn chan thanh ma Vietravel Hai Phéng mudn gifi dé€n Quy khach hang
thén thi€t @4 ludn tin tuWdng va dong hanh cing Vietravel trén nhitng hanh trinh thang hoa, gop phan
gan k&t va tao nén diu &n 16t dep trong long khach mai tham du, cling nhu chao dén nhiing gia tri
tuang lai t6t dep dang tdi gan cia ky nguyén Du lich xanh.

Binh hudng chién lugc kinh doanh 05 ndm tdi, TAp doan Vietravel dat muc tiéu phat trién dua trén
3 truc chinh: “Du lich xanh, chuyén déi 58 va md réng pham vi k&t néi lién k&t”. Trong do, "Du lich
xanh” khéng chi 13 n&n tdng phat tri€én bén viing ma Vietravel con hudng tdi viée tréi nghiém du lich
sinh thai, gén k&t vai bao v& méi trudng.

Vi thong digp "Think Green - Go Green”, Vietravel Hai Phong thudng xuyén té chic cac hoat
déng cong déng y nghia tai dia phudgng nhu: “Muoa hé xanh - Vi mét hanh tinh xanh” - chuong trinh
thu pin cii i cdy xanh; chuong trinh “Free Walking Tour: Hai Phang mét thodng xua” gidi thidéu nét
8 kinh ciia Hai Phong dén ban bé trong va ngoai nudc.

« Lién hé #VietravelHaiPhong dé dudc tu van chi tiét ban nhé:
LJ 04 Tran Hung Pao, Q. Hong Bang, TP. Hai Phang

T 02253842888 ¢ 0936900085

L. Zalo: https://zalo.me/vietravelhaiphong

#Vietravel #VietravelMienBac #TravelDi #DiLaVietravel #antamtrainghiem

51 NGHI TRIAN KHACH HANG

Anh 2.5.5. Cong ty Co phin Du lich Vietravel - Chi nhdnh Hdii Phong té chirc
hoi nghi khach hang nam 2024
(Nguén: Vietravel Mién Bdc)
2.5.3.2. Banh gid hiéu qua theo phéu
1. Awareness (Nhdn biéy)
Hién trang:
Hoat dong PR duoc trién khai thong qua bai viét trén céc bdo, tap chi di¢n
tir, cong thong tin doanh nghiép, ...
Két qua:
e S4 bai PR dia phuong: 05.
e Luot xem bai PR: 3.100 luot.
e Reach bai dang fanpage (chia sé lai bai PR/su ki¢n): 2.900 nguoi.
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e Impressions bai ding fanpage: 4.200 luot hién thi.
e Quy md tiép xuc truc tiép tai su kién: gan 200 khach hang va ddi tac tham
du

2. Engagement (Twong tdic)

Hién trang:

Noi dung PR vé sy kién tri 4n khach hang c6 xu huéng kich hoat twong
tac theo dang “tin nhi€ém” (reaction, binh luan chiic mung, chia sé thong tin sy
kién), dac bi¢t khi dugc dang lai trén kénh s hiru.

Két qua:

e Tong twong tac trén bai dang fanpage: 120.
e Co céu tuong tac:

Reaction: 225

Binh luan: 35

Chia sé: 15

3. Consideration (Cdn nhci'c)

Hién trang:

Sau khi hoi nghi dién ra va thong tin PR duoc ding tai, Chi nhanh tiép
nhén céc trao doi ¢6 muc d6 tim hiéu sau tir nhom khach hang/déi tac, tap trung
vao: (i) yéu cau tu van chuong trinh tour theo doan/MICE, (ii) héi lich khoi hanh
theo mua va phuong an san pham pht hop theo nhom khach, (iii) trao doi vé chinh
sach wu dai — bao gia — diéu kién hop tac. Dé duy tri hoi thoai va chuin hoa quy
trinh tu van, Chi nhanh thyc hién diéu huéng cac khach hang c6 nhu cau cu thé
sang Zalo OA nham tu van 1-1, giri thong tin chi tiét (chuong trinh, bao gi, lich
trinh) va theo doi1 cham séc.

Két qua:

e S cudc hoi thoai/inbox phat sinh: 22.
e Sb lead hop 18 ghi nhén: 15.
e S6 lead diéu hudng sang Zalo OA: 12.

4. Conversion (Chuyén d50

Hién trang:

Chi nhanh thyc hién tu van, giri bao gia va chbt don theo quy trinh ban
hang d6i v6i cac lead phat sinh sau truyén thong PR/sy kién; trong d6 nhom khach

doan/MICE duoc xtr Iy theo dang trao d6i nhiéu vong (nhu cau — phuong an — bao
59



gid — xac nhan) va dugc theo doi trang thai trén hé théng/kénh lién hé cua chi
nhanh.
Két qua:
e Booking/Hop ddng phat sinh tir tép lead lién quan PR/sy kién: 4
e Ty 1¢ Lead — Booking/Hop dong: 26,7% (4/15)
Bing 2.5.3-A. Dong chdy chuyén déi — PR Hpi nghi khdch hang 2024

Chi tiéu So luwong
Inbox phat sinh 22
Lead hop I¢ 15
Lead diéu hudng Zalo OA 12
Booking/Hop dong 4
Lead — Booking/Hop dong 26,7%

(Nguén: Tac gia tong hop)

5. Loyalty (Trung thanh/Quay lai)

Hién trang:

Chi nhanh duy tri quan hé v6i nhém khach hang/déi tac thong qua hoat
dong tri an tai hoi nghi va truyén thong hau su kién trén cac kénh sb (fanpage,
Zalo OA). Pong thoi, chi nhanh tiép tuc chdm soc tép khach di tham dy/quan tim
su kién bang cac ndi dung cip nhat san pham, wu dai theo mua va tuwong tac duy
tri, nham thuc day hanh vi tai mua va gi6i thiéu.

Két qua:

e S4 truong hop tai ky/gidi thiéu ddu mbi sau su kién: 03
e S4 khach hang quay lai (tai mua) trong giai doan sau su kién: 08
e SO bai tri an/recap lién quan sy kién trén social: 01

Nhan xét chung:

PR dia phuong trong Plan Social ctia Cong ty Co phan Du lich Vietravel
- Chi nhanh Hai Phong dong vai tro ciing c¢d uy tin va murc do tin cy thuong hiéu
tai thi truong, dac biét hiéu qua & cac giai doan Awareness va Consideration (tao
“bang chtng truyén thong” va thong tin nang luc). Véi case Hoi nghi khach hang
2024, PR ho tro tét cho viée duy tri quan hé voi khach hang/déi tac, tir d6 tao nén

cho Loyalty. Tuy nhién, hiéu qua Conversion tir PR thuong gian tiép va phu thudc
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nhiéu vao co ché theo ddi ngudn lead va quy trinh chuyén tiép sang kénh tu van
(nhu Zalo OA/CRM).

2.6. Panh gia chung vé trién khai Plan Social tai Cong ty C6 phan Du lich
Vietravel - Chi nhanh Hai Phong

2.6.1. Uu diém

Thir nhit, ddu phéu dwoce duy tri tét nho loi thé kénh hé théng va
thwong hiéu.

Céc chi sb tiép can va twong tic Cong ty Co phan Du lich Vietravel - Chi
nhanh Hai Phong tai Hai Phong ting theo thoi gian cho thay Plan Social hé thong
da duy tri dugc nhip nd1 dung theo mua du dé tao “do hién dién thuong hi¢u” va
kich hoat quan tdim & cdp dia ban. Piéu nay giup Cong ty C6 phan Du lich
Vietravel - Chi nhanh Hai Phong ¢6 ngudn nhu cau dau vao 6n dinh ma khong
can van hanh kénh social 16n riéng.

Thit hai, cAu tric vai tro kénh rd rang, tao nén cho chuyén doi dia ban.

Facebook gift vai tro truc tao lead co tinh “ra quyét dinh” cao, trong khi
TikTok tao nhu cau nhanh & nhém khach tré. Sy phan 16p nay gitp chi nhanh
nhén dién dugc nhom lead can diéu huéng sém vé Zalo OA dé tu van — chdt, phu
hop v&i hanh vi mua tour ngan ngdy va quyét dinh nhanh theo lich gan tai Hai
Phong.

Thit ba, Zalo OA chi nhanh di dinh hinh dwoc vi tri & cudi phéu.

Ty 18 diéu huéng lead sang Zalo OA ting dan cho thiy chi nhanh d hinh
thanh “diém ha canh chuyén d6i” twong ddi phu hop. Trong bdi canh khach hang
c6 xu hudng can bao gia, lich khoi hanh cu thé va so sanh nhanh, Zalo OA 1a kénh
gitip ca nhan hoa tu van va duy tri nhiét nhu cau t6t hon so véi viéc chi ding &
tuong tac cong khai trén kénh hé thong.

2.6.2. Han ché

Thir nhat, hiéu suit cudi phéu chwa theo Kip toc @9 mé rong dau phéu.

Dit liéu phéu cho thdy lead ting manh theo thoi gian nhung ty 18
lead—booking giam tuong dbi. Pidu nay phan anh khoang cach gitta “ndi dung
tao quan tdm” va “ndi dung/dé nghi tao quyét dinh” khi di vao thi truong Hai
Phong — noi khach hang c¢6 xu huéng nhay gia va doi héi gia tri tron goi ro rang.

Thir hai, chat lwong lead phu thudc 16n vao nhip chién dich hé thong.
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Co cau lead cho thay Facebook va TikTok chi phéi chinh, trong khi cac
kénh khac dong gop gian tiép. Diéu nay khién chi nhanh chiu dao dong chat luong
lead theo muia va theo trend: khi hé thong tao song manh, lead ting nhanh nhung
murc do sin sang chdt khong dong déu, tao ap luc 10n 1én khau sang loc va tu van
dia ban.

Thit ba, riii ro van hanh lead thé hién ré qua yéu t6 toc d9 phan hoi.

Chénh 1éch ty 1& chdt gitra nhém phan hdi nhanh va nhom phan hoi cham
cho thiy ctra s6 quyét dinh tai dia ban twong dbi ngin. Néu khéng c6 co ché phan
loai lead ndng/lanh va kich ban chim séc dung nhip, hiéu qua Plan Social dé roi
vao trang thai “nd dau phéu nhung hut cudi phéu”, dac biét ¢ cac dip 18 ngfm.

Thit tw, tinh dia phwong héa ¢ 16p ra quyét dinh chwa da sic.

Véi dic thu khach Hai Phong wu tién tour ngan ngay, lich gan, wu di theo
han va thong tin chuan bi rd rang, noi dung hé thong néu chwa nhan du “loi ich
chét theo thoi diém” s& kho t6i wu ty 16 chuyén d6i khi di vao dia ban. Han ché
nay khong nam & luong ndi dung, ma nam & d6 khép insight dia phwong & 16p
quyét dinh mua.

2.6.3. Nguyén nhdin

Pé dam bao Chuong 3 c6 nén giai phap rd rang, nguyén nhan duoc phan
nhom theo nguyén nhan thj trrong — nguyén nhan mé hinh quén tri — nguyén
nhéin van hanh:

(1) Nguyén nhéan tir dic thu thj trwedong Hai Phong (market-driven).

Khach hang dia phuong c6 d6 nhay cao véi tinh “déng tién — an tim — lich
gan”, uu tién tour ngan va quyét dinh nhanh theo thoi diém. Vi vy, cling mot ndi
dung hé théng c6 thé tao quan tdm t6t nhung chua du “dd nang cht” néu khong
g'fm voi vu ddi theo han, cam két dich vu va loi ich tron g61 phu hop hanh vi mua
cua thi truong.

(2) Nguyén nhan tir mé hinh quan tri kénh tap trung (model-driven).

Khi chi nhanh khong s& hitu cac kénh social 16n riéng, kha ndng chu dong
thir nghiém thong diép dia phuong ¢ dau phéu bi han ché. Piéu nay khién chi
nhanh phai “bu” hiéu qua bang co ché tu van — diéu hudéng — chdt & cudi phéu.
H¢ qua la néu cubi phéu van hanh chua du chat, toan bd hi¢u qua Plan Social tai

dia ban sé& bi kéo xudng du dau phéu dugc kich hoat manh.
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(3) Nguyén nhan tir ndng lwe van hanh lead tai dia ban (operation-
driven).

Dit liéu tdc do phan hoi cho théy hiéu suét chot phu thudce 16n vao ky luat
xu ly lead. Khi lead tang dot bién theo mua, néu thiéu co ché phan tf?mg lead, thiéu
mau tu van ngén — chuén — chdt nhanh, hodc diéu hudng Zalo OA chua da nhanh,
nhu cau dé bi ngudi trudce khi duge khoa quyét dinh.

(4) Nguyén nhin tir co ché nudi dudng trén Zalo OA chwa tdi wu theo mua.

Zalo OA d3 déng vai trd diém ha canh, nhung dé nang hiéu suit cudi phéu,
kénh nay can duoc to chirc nhu mot phén cua Plan Social theo nhip chién dich: ¢
kich ban chdam séc theo mua, thong bao lich gén, uu dai ngrfm han va bd cau tra 101
chuan hoa cho cac nhém tour chit luc tai Hai Phong. Néu Zalo chi dimg ¢ phan hoi
thu céng, hiéu qua cudi phéu sé kho ting twong ing véi dd md rong ctia dau phéu.
Tiéu két chwong 2:

Chuong 2 tap trung phén tich thuc trang trién khai Plan Social tai Cong ty
C6 phan Du lich Vietravel - Chi nhanh Hai Phong trong giai doan nam 2022 — 6
thang dau nam 2025 , trén co s& dit hoat dong social cua chi nhanh trong bdi canh
van hanh chung ctia hé thong Vietravel. Trudc hét, chuong d khai quat tong quan
vé Cong ty Co phan Du lich Vietravel - Chi nhanh Hai Phong va nhiing ngudn luc
lién quan dén hoat dong marketing, tao nén cho viée 1y giai muc d§ chu dong va
pham vi tham gia cta chi nhanh trong van hanh truyén thong sb. Trén nén do,
phan tich moi truong vi mo va vi mo cho théy nhu cau du lich tai Hai Phong chiu
anh huong rd rét boi bién dong kinh té, sy thay doi hanh vi tiéu thu nodi dung ngan,
xu huong du lich tu phat cua gidi tré, mic do canh tranh tai dia ban va dac thu
hop tac véi cac dbi tac cung tmg. Cac yéu tb nay gop phan dinh hinh nhip chién
dich theo mua, yéu cau dia phuong hoa thong diép va dit ra doi hoi cao hon vé
tdc do bat trend ciing nhu tinh linh hoat trong cach “déng géi ndi dung” theo nhu
cau thyc té cua thi truong Hai Phong.

Mot diém nhan quan trong ciia chuong 14 1am rd co ché trién khai Plan
Social theo mo hinh quan tri tap trung ctua Vietravel. Theo logic van hanh nay, h¢
thong kénh mang x3 hoi duoc dinh hudng va t6 chiic ndi dung & cdp Tong cong
ty dé dam bao thong nhit thuong hiéu va nhip chién dich toan hé thong; trong khi
Cong ty Co6 phan Du lich Vietravel - Chi nhanh Hai Phong déng vai tro phdi hop
khai thac thi truong dia phuong, tiép nhan nhu cau phat sinh tir cac chién dich hé
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théng va thyc hién tu vin — cham séc — chuyén doi theo dic thu dia ban. Trong
pham vi nghién ctru, quy trinh tiép nhan va chuyén doi khach hang online tai chi
nhanh dugc nhan dién nhu mot mét xich thue thi mang tinh quyét dinh, phan anh
cach Plan Social “di vao thuc t&” thong qua viéc chuyén hoa twong tac thanh nhu
cau va booking. Piéu nay ciing cho thay Plan Social cua Vietravel khong chi 1a
ké hoach noi dung trén social, ma 12 mét co’ ché van hanh két ndi giira truyén
thong hé thdng va hiéu qua chuyén déi tai thi trwong dia phwong.

Trén nén phén tich dit liéu va cac bang minh chimg theo giai doan, Chuong
2 da khai quat dugc btrc tranh hi€u qua Plan Social tai thi truong Hai Phong theo
cac 10p nhan dién — twong tac — nhu cau — chuyén d6i; dong thoi chi ra nhitng biéu
hién “d0 vénh” gilra chi $6 marketing va chi s6 kinh doanh trong mot s6 thoi diém,
dac biét khi tac dong mua vu manh hodc khi murc dé dia phuong hoa va tbc do
phan hoi nhu cau chua theo kip bién dong thi trudng. Nhitng nodi dung danh gia
vu diém, han ché va nguyén nhan ¢ cudi chuong di tao ra nén tang thyc tién quan
trong dé Chuong 3 dé xuat nhom giai phap theo hudng data-first, ting hiéu qua
phéi hop hé théng — dia ban, t6i uu ciu trac ndi dung theo muia va nang chat luong
quy trinh chuyén d6i khach hang online tai Cong ty C6 phan Du lich Vietravel -
Chi nhéanh Hai Phong.
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CHUONG 3: MOT SO GIAI PHAP PE XUAT NHAM NANG CAO HIEU
QUA PLAN SOCIAL TAI CONG TY CO PHAN DU LICH VIETRAVEL -
CHI NHANH HAI PHONG
3.1. Co sé dé xuat va dinh hwéng phat trién ciia Cong ty C6 phan Du lich

Vietravel - Chi nhanh Hai Phong
Dua trén phan tich thyc trang giai doan 2022 — 6 thang d4u nam 2025, Plan
Social tai Vietravel — Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong
dang gip ba thach thirc chinh gdm: hiéu suit cudi phéu con han ché (chuyén d6i
lead thanh booking), tinh dia phuong hoa chua du sic nét, va ning luc van hanh
lead chua t&i uu. Trong bdi canh mé hinh quan tri ndi dung va hé thong lead mang
tinh tap trung tir Tong cong ty, Cong ty C6 phan Du lich Vietravel - Chi nhanh
Hai Phong c6 loi thé 16n vé nguon luc ndi dung nén tang, d6 pha thuong hiéu va
hé sinh thai kénh truyén thong; tuy nhién, mirc dd hiéu qua tai dia ban van phu
thudc manh vao cach “doc ding thi truong” va nang luc xir Iy — nudi dudng lead
theo dac thu hanh vi khach hang Héai Phong.
Do d6, dinh huéng giai phap chuong nay duoc xay dung theo nguyén tic:
e Tan dung mo hinh quan tri tap trung (ndi dung he théng, ngan sach, CRM,
kénh thuong hiéu) nhu nén tang 6n dinh.
e Ting cudng vai tro dia ban & cac diém cham quyét dinh: dia phuong hoa
content, tdc do phan hoi lead, va kénh Zalo OA 1am “tram chdt” cudi phéu.
e Giam rui ro “nd dau phéu nhung hut cudi phéu” bang co ché van hanh theo
phéu, theo muia va theo SLA phan hoi.
3.2. Muc tiéu dé xuit nhim nang cao hiéu qua plan social tai Cong ty Co
phan Du lich Vietravel - Chi nhanh Hai Phong
Muc tiéu tong quat:
Nang cao hiéu qua trién khai Plan Social tai Vietravel — Cong ty C6 phan
Du lich Vietravel - Chi nhanh Hai Phong theo hudng ting chat lugng lead, ting
tbc do xur 1y lead va nang ty 1¢ chuyén d6i lead — booking, phu hop voi dic thu
thi truong dia phuong.
Muc tiéu cu thé (dé xuat khung dé m gan s6 liéu):
 Ting ty 18 lead — booking tdi thiéu 15-25% sau 12 thang trién khai dong
bo 3 nhém giai phap.
o Giam thoi gian phan hdi trung binh xubng duéi 1 gio d6i v6i lead nong/am.
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« Ting hiéu qua Zalo OA nhu kénh cudi phéu théng qua nhip nudi dudng
theo mua va CTA da kénh.
3.3. So' d0 lién két van dé — giai phap theo logic phéu

Thuc trang 2022-6T/2025

4

Pia phuong héa chua sic
nét

A 4
4

Giai phap 1: Dia phuong

Van hanh lead chua t&i uu L .
) hoa noi dung & tu van

¥
- e

Cu6i phéu yéu: lead ting
nhung booking chua tucng
xumng

Giai phap 2: Phan tang
lead + phan hdi nhanh

Giai phap 3: Toi uu Zalo
OA lam kénh chdt

h 4

Ky vong: giam hut cudi
phéu, tang ty & chuyén
doi dia ban

So d6 1. So @6 lién két van dé — giai phap theo logic phéu

Qua so db cho thdy ba diém nghén chinh cta Plan Social tai Cong ty C6
phan Du lich Vietravel - Chi nhanh Hai Phong va méi quan hé twong tmg véi ba
nhoém giai phap da duoc xac dinh. Trude hét, giai phap ting cuong dia phuong
hoa noi dung va tu van giup nang do khép véi insight khach hang Hai Phong, dic
biét & cac yéu t6 lich khoi hanh gan, uu dai ngan han va minh ching trai nghiém
dia phuong. Tiép theo, co ché phan ting lead va phan hoi nhanh dong vai tro duy
tri “nhiét” nhu ciu trong giai doan khach hang can nhic, gop phan giam rui ro mat
lead do do tré phan hoi. Trén nén tang do, Zalo OA duoc tdi wu nhu kénh cudi
phéu dé nudi dudng va chdt booking, phtl hop voi dic thu hanh vi tiéu dung dia

ban va kha nang tich hop da kénh cua Plan Social hé thong.
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Nhu vay, ba gidi phap khong tach roi ma ho tro theo chudi logic S1 — S2
— 83, tao thanh mét cAu tric can thi¢p déng bo tir nd1 dung dén van hanh va kénh
chét. Trén co s& dinh hudng tong quan nay, muc 3.4 s& trinh bay chi tiét noi dung,
cach thuc trién khai, ngudn luc va chi tiéu danh gia cta ting giai phap nham dam
bao tinh kha thi va hiéu qua tmg dung trong thuc tién hoat dong tai Vietravel —
Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai Phong.

3.4. Mt s6 giai phap dé xuit nhim ning cao hiéu qua plan social tai Cong ty
Co phan Du lich Vietravel - Chi nhanh Hai Phong

3.4.1. Tang cwong tinh dia phwong héa trong nji dung va tw vin dé ning cao
do khop voi insight khach hang Hai Phong

Ly do giai phap:

Thuc trang trién khai Plan Social tai Vietravel Cong ty Co phan Du lich
Vietravel - Chi nhanh Hai Phong cho thdy hoat dong Social Media chu yéu dugc
thuc hién trén kénh truyén thong cip hé thong (tong cong ty), trong khi chi
nhanh dja phuong cht yéu tiép nhan mot phan lead theo khu vue va xu Iy
chuyén d6i thong qua cac kénh tu van, dic biét 1a Zalo OA. V&i co ché “hé thong
tao nhu cau — dia ban chuyén d6i”, néu ndi dung va thong diép truyén thong chi
dirng & murc chung toan quéc thi mirc d6 lién quan (relevance) d6i voi khach hang
dia phuong c6 thé chua toi vu, lam giam hiéu qua & giai doan can nhic va chuyén
doi tai chi nhanh.

Bén canh d6, qua cac hoat dong CSR/PR dia phuong (vi du cac chuong
trinh dong hanh cong ddng, hoi nghi khach hang), c6 thé thay yéu to tinh dia
phwong va sw gan giii tao ra tin nhiém va tuong tac tét voi cong dong Hai Phong.
Piéu nay cho thdy khach hang dia ban c¢6 xu huéng phan hoi tich cuc hon khi
thuong hiéu thé hién dugc “dau 4n dia phuwong”, minh chimg thyc té va cam giac
d6ng hanh truc tiép tai Hai Phong. Vi vay, viéc ting cudng dia phuong hoa noi
dung (local content layer) va dia phuong héa tu van (local-first consulting) 13 can
thiét nham nang cao d khdp véi insight ctia khach hang Hai Phong, tir d6 cai
thién hiéu qua phéu & cac budc Consideration — Conversion va ho trg Loyalty.

Mo ta giai phap:

Chi nhanh can phéi hop chit ché hon véi Tong cong ty dé “bo sung 16p dia
phuong” vao nodi dung hé thong, tap trung vao cac yéu té nhu lich khai hanh gan
(2—4 tuan), vu dai ngan han phu hop dip 18 dia phuong, va loi ich tron goi nhan
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manh “an tim — dang tién” (vi du: combo tour ngin ngay vdi cam két dich vu,
minh chimg trai nghiém thuc té tir doan Hai Phong).

Cu thé, xay dung co ché “template dja phuong hoa”: chi nhanh dé xuét 20—
30% noi dung tiy chinh (dwa trén insight dia ban) dé tich hop vao Plan Social hé
théng, nhu video ngan TikTok goi ¥ “du lich cudi tuan tir Hai Phong” hodc bai
Facebook véi lich tour cu thé kém wu dai “dat sém giir chd”. Déng thoi, dao tao
d6i ngii tu van sir dung dit liéu lead tir hé thdng dé ca nhan hoa 161 khuyén (vi du:
uu tién tour gia dinh cho nhom trung nién, tour tu phat cho Gen 7).

Nhu vay, giai phép dia phuong héa khong tach ro1 mé hinh quan tri tap
trung ma dong vai tro “16p ting cudng” giup ndi dung hé thong co thém do sic
nét theo thi trudng, tir 46 cai thién chat luong lead va gia tang luc chdt tai dja ban
Hai Phong.

Nhin nhén thirc té:

Giai phap nay giai quyét truc dién han ché tinh dia phuong hoa chua di sic
nét va nguyén nhan xuét phat tir dic thu hanh vi thi truong Hai Phong: khach hang
nhay gia, uu tién lich khoi hanh gén, quyét dinh nhanh theo mua vu va thuong
yéu cau sy “dang tién” rd rang trudc khi chdt. Dit liéu phéu cho thay lead c6 thé
tang tir ndi dung hé thong, nhung ty 1¢ chuyén doi giam do thiéu cac yéu té “chot
theo dia ban”, tirc nd1 dung chua du sat nhu cau thoi diém va chua toi da hoa béng
chung trai nghiém dia phuong.

Cich thiic trién khai:

e Thoi gian: Bat dau tir quy 1/2026, thir nghiém wu tién mua hé va cac dip 18
ngan.

e Co ché phbi hop:
Chi nhanh 1ap goi dé xuat ndi dung dia ban theo thang.
Tong cong ty duyét theo quy trinh rat gon dé khong tré nhip mua vu.

e Nguodn lyc:

Phong Marketing chi nhanh phdi hop v6i bo phan ndi dung Tong cong ty.

Ngan sach b6 sung 10—15% cho san xuat ndi dung dia phuwong (anh/video

thuce té tir doan Hai Phong).

Cong cu, biéu miu trién khai:

Dé co ché “template dia phuong hoa” duoc trién khai thong nhét va khong
ro1 vao tinh trang dé xuét cam tinh, chi nhanh can chuin hoa danh muc néi dung
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dia ban theo nhom tour, theo mua va theo tép khach hang. Biéu mau duéi day

duoc dé xuit nham hd tro bo phan marketing chi nhadnh xac dinh ro phﬁn ndi dung

hé théng can ké thira va phan ndi dung dia phuwong héa can bd sung, dong thoi

gan tryuc tiép voi insight khach hang va chi tiéu do ludng.

Biéu mdu 1. Template dia phwong héa 20-30% noi dung

i Lép dia
Nhom A A .
. Nén n0i dung | phwong hoa . sz
noi . x .o N Insight HP KPI dé xuat
h¢ thong chi nhanh dé
dung P
xuat
Thém lich khoi
Tour | Brochure/Key . \ o N CTR/Inbox
N , hanh 24 tuan | Uu tién lich gan 5
gan visual chung o tang
+ uu dai ngan
Tour , N Chén review Tin vao bang _
, Video trai N ) , Lead quality
gia » doan Hai chiing dia 5
: nghiém . tang
dinh Phong phuong
Tour . , “Tu Hai Phong ,
‘. Bai cam hing ) . Lead—Booking
cudl 2z di Thich lich gon 5
\ diém dén tang
tuan 2N1D/3N2b”
. .~ | Landing/teaser | “Flash deal 48 Quyét nhanh Conversion
Dip le A A . ‘
h¢ thong gio” theo mua tang
Tour , N Chén review Tin vao bang ,
, Video trai N ) , Lead quality
gia » doan Hai chiing dia 5
- nghiém . tang
dinh Phong phuong

(Nguon: Tdc gid)

Biéu mau 1 gitp chi nhanh chi dong dé xuat ndi dung dia ban theo thang,

d6ng thoi tao can ctr dé Tong cong ty duyét va tich hop nhanh vao nhip Plan Social

chung. Quan trong hon, biéu mau ndy tao nén tang do ludng theo cum ndi dung

dia phuong hoa, giup chi nhanh rat kinh nghiém va diéu chinh ndi dung ding

mua, ding tép.

Do lwong:

e Theo doi ty 1€ lead — booking tang 15-20% trén cum ndi dung dia phuong

hoa.

e Danh gia engagement theo khu vuc va hiéu suat CTA “Lién hé Hai Phong”.
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e So sanh hiéu suit cum ndi dung dia phuong héa véi cum ndi dung hé théng
cung mua.

Loi ich dir kién:

Giai phap gitip ting do tin cay va tdc do ra quyét dinh, khai thac tét “cira s6
nhu cau” ngan han tai Hai Phong, dong thoi lam giau hé théng ndi dung cia Tong
cong ty bang 16p dir liéu dia ban, tir d6 nang chat lugng lead dau vao cho cac mua
cao diém.

3.4.2. Cdi thién quy trinh vdn hanh lead vdi co ché phén ting va phdn hoi
nhanh dé giam riii ro chuyén doi

Ly do dé xuit:

Thuc trang trién khai Plan Social tai Vietravel Cong ty Co phan Du lich
Vietravel - Chi nhanh Hai Phong cho thay ngudn lead phat sinh cha yéu dén tir
cac kénh truyén thong cip hé théng (dic biét Facebook/TikTok), sau d6 dwoc
diéu huwéng/dé vé chi nhanh theo dia ban dé tu van va chdt. Diéu nay khién
hiéu qua & cudi phéu (Conversion) phu thudc truc tiép vao nang luc tiép nhan —
xir Iy — chiim séc lead tai chi nhanh. Pong thoi, lead tiép nhén c6 tinh da dang vé
muc d§ “nong” va nhu cau (khach I¢ theo mua, khach doan/MICE, khach hoi
thong tin chung), néu khéng c6 co ché phan ting va quy trinh xir 1y théng nhat s&
lam ting nguy co roi lead, phan hoi khong dong déu va khé theo ddi ty 1é chuyén
d6i theo timg nhom.

Bén canh d6, thuc té van hanh lead cho thay toc dd phan héi 13 yéu t6 nhay
cam trong bdi canh khach du lich thudng c6 xu hudng tim kiém — so sanh nhanh
va ra quyét dinh trong thoi gian ngan (ddc biét & nhom khach theo mua cao diém,
lich gan). Khi phan hoi cham hodc thiéu quy trinh theo ddi trang thai lead, kha
nang khach hang chuyén sang d6i thu hodc “ngudi nhu cau” ting 1én, kéo theo rui
ro suy giam ty 18 chuyén do6i. Vi vay, giai phap cai thién quy trinh van hanh lead
theo huéng phin ting (néng/am/lanh) két hop co ché phan hdi nhanh (SLA)
1a can thiét dé giam rui ro chuyén doi va nang cao hiéu qua Plan Social tai chi
nhanh.

Mo ta giai phap:

Xay dung quy trinh van hanh lead chuan hoa theo 3 cip do: “lead nong”
(phan hoi trong 30 phut, uu tién inbox hoi tour cu thé), “lead Am” (phan hdi trong
2 gid, v6i ndi dung goi ¥ lich gan), va “lead lanh” (nudi dudng qua Zalo v6i chudi
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thong bao uvu dai). St dung cong cu ty dong hoa (nhu chatbot tich hop trén Zalo
OA hoac hé théng CRM cua Vietravel) dé sang loc lead tir kénh hé théng, dam
bao 80% lead dugc xtr 1y trong 1 gio.

Pao tao d6i ngii (5-7 nhan vién kinh doanh/marketing) vé kich ban tu van
ngan gon, tap trung vao rao can dia phuong (gi, lich trinh, an toan). Pong thoi,
thiét 1ap bao céo hang tuan vé chat luong lead theo mua dé diéu chinh nhip Plan
Social (vi dy: ting tan sut ndi dung chét trong cao diém).

Nhin nhén thic té:

Giai phap dép ung nguyén nhan tir nang luc van hanh lead va rui ro téc do
phan hoi. M hinh tap trung khién chi nhanh phu thudc vao lead tir hé thong, nén
can toi uu khau xir Iy dia ban dé tranh “ngudi nhu cau”. Khi khach hang Hai Phong
c6 xu huong quyét dinh nhanh theo lich gﬁn va uu dai ngén han, toc do phan hoi
va chét luong tu vén s& tré thanh yéu t6 quyét dinh ty 1& chuyén d6i cubi phéu.

Cich thiic trién khai:

e Thoi gian: Trién khai ngay tir quy 4/2025, véi dao tao ndi bo trong 1 thang.
e Ngudn lyc: Tich hop voi hé théng CRM hién cé; chi phi dao tao khoang

50-100 triéu d6ng/nam; phan cong 2—3 nhan vién truc lead theo ca.

e Diém nhan van hanh: Uu tién lich truc theo mua cao diém dé han ché mat
lead do qua tai.

So d6 quy trinh trién khai:

Dé dam bao tinh tryc quan va giup ngudi doc hinh dung rd co ché van hanh
lead theo phan tang, chi nhanh c6 thé sir dung so d6 quy trinh xir 1y lead theo 3
muc do nhu duoi day.
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Lead tir hé théng

|

Phéan tang

Lead lanh

|

Nudi dwé&ng Zalo theo

| — i

Lead ndéng Lead 4m
Phan hdi nhanh Phan hdi theo SLA

! !

Tw van gid + lich gan + wu
aai

Goi vy 2-3 lich gan

Chuyén Zalo OA

|

Booking

So @6 2. Quy trinh vin hanh lead theo phén tang va SLA phan hoi
So d6 nay dong vai tro nhu cong cu kiém soat van hanh theo tuan/thang,
gitip danh gia hiéu qua ting tang lead, dong thoi tao co sé diéu chinh nhip noi
dung chdt theo mua.
Do lwong:
e Giam sat thoi gian phan hdi trung binh giam xudng dudi 1 gio.
e Muyc tiéu ting ty 1& lead—booking 1én 15-18% trong nim dau.
e Theo ddi ty 1¢ follow-up trong 24 gio va chat lugng tu van theo checklist
Loi ich duy kién:

72



Giam ty 16 mat lead do cham tré, tang hiéu qua chuyén doi mua vy, dic biét
v6i tour ngdn ngay phd bién tai Hai Phong. DAy 1a giai phap cot 161 dé bién lead
tu hé théng thanh doanh s thuc té tai dia ban.

3.4.3. Téi wu héa Zalo Official Account nhw kénh chinh cuéi phéu véi nhip
nuoi dwong theo mua va tich hop da kénh

Ly do d xuat:

Thuc trang trién khai Plan Social tai Vietravel Cong ty C6 phan Du lich
Vietravel - Chi nhanh Hai Phong cho thay hoat dong truyén thong trén cac kénh
hé théng (Facebook/TikTok) chu yéu dam nhiém vai tro tao nhan biét va kich hoat
nhu cau, trong khi khau tu van — cham séc — chét lai dién ra cha yéu ¢ cip chi
nhanh. Trong m6 hinh van hanh nay, Zalo Official Account (Zalo OA) cua chi
nhanh dugc xac dinh 1a “diém ha canh” quan trong dé tiép nhan phan lead theo
dia ban, duy tri hoi thoai 1-1 va theo doi tién trinh chuyén doi tir can nhic dén
booking. Do do, néu Zalo OA chua dugc van hanh nhu mot kénh “cudi phéu”
dung nghia (conversion hub), hiéu qua chuyén doi tir cac ngudn lead d6 vé s& bi
han ché.

Bén canh d6, hanh vi tiéu ding tour du lich c6 tinh thoi vu 16 rét (cao diém
theo dip 1€, mua he, mua cudi nam), khién nhu cau cta khach hang bién dong theo
chu ky va d& “ngudi” néu khong c6 co ché nhic nhd va cham soc theo nhip phu
hop. Trong khi cac kénh Social Media hé théng tao ra mirc d§ quan tam rong, vi¢c
chuyén hoa quan tdm thanh booking tai Hai Phong doi hoi chi nhanh phai c6 kénh
nudi dudng chii dong, ca nhan hoa thong tin theo nhu cau va thoi diém, dong thoi
lién théng vai cac kénh khac (fanpage/dién thoai/CRM) dé tranh dut gay hanh
trinh khach hang. Vi vay, giai phap ti wu hoa Zalo OA theo huéng van hanh
“cudi phéu”, xay dung nhip nudi dudng theo mua va tich hop da kénh 1a can thiét
nhim nang cao ty 1& chuyén doi va ting kha niang quay lai cia khach hang dia
ban.

Mo ta gidi phap:

Bién Zalo OA thanh “trung tdm chuyén d6i dia ban” bang cach xiy dung
lich noi dung riéng theo mua (vi du: thong bao hang tuan vé tour khai hanh gan,
vu dai gidi han 48 gid, checklist chuan bi cho dip 18). Tich hop Zalo vé6i kénh hé
thong qua lién két CTA (vi du: nat “Lién hé Hai Phong” trong bai
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Facebook/TikTok), va sir dung broadcast message dé nudi dudng lead lanh (chudi
3-5 tin nhén goi ¥ theo nhom khach: gia dinh, tré, doan thé).

Thém tinh ning mini-app trén Zalo dé khach ty kiém tra lich tour/lich gi,
giam tai tu van tha cong. Phdi hop voi Tong cong ty dé chia sé dit lidu lead, dam
bao 70% lead tir hé théng duogc diéu hudng sang Zalo trong vong 24 gio.

Nhin nhén thye té:

Giai phap ndy nham téi nguyén nhan tir co ché nudi dudng Zalo OA chua
t61 wu trong mo hinh tap trung. Zalo 1 kénh dia ban c6 kha ning duy tri tuong tac
va chét cao, nhung can nhip ndi dung theo mua, phan nhém khach rd rang va
ludng diéu huéng nhat quan tir cac kénh hé théng.

Cich thire trién khai:

e Thoi gian: Hoan thién lich nd1 dung Zalo tr quy 1/2026, cap nhat hang
thang theo mua.

e Nguon lyc: Pau tu cong cu mini-app (khoang 200-300 triéu dong); nhan
su marketing chi nhanh quan 1y ndi dung Zalo; tich hop véi API hé thong
dé tu dong hoa broadcast.

So dd ludng trién khai:

Facebook hé théng + dia

ohuong héa TikTok/Shorts dia phuwong Website/Landing hé théng
NUt Lién hé Hai Phong Link Zalo OA Chat Zalo

\l/

Zalo OA Hai Phong

!

Nudi dudng theo

'

Chét Booking

So @6 3. Luong CTA da kénh d6 vé Zalo OA
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So dd nay giup dam bao tinh nhat quéan gitra ké hoach ndi dung hé théng
va nhip nuéi dudng dia ban, dong thoi hd tro do ludng dong gop cu thé cua Zalo
vao doanh thu chi nhanh.

Do lwong:

e Theo ddi ty 16 mo tin nhian >60%.
o Ty Ié chét tir Zalo ting 20%.
e Bio c4o hang quy vé dong gop Zalo vao doanh thu dia ban.

Loi ich dir kién:

Tang d0 gilt chan nhu cau, hd tro hiéu qua cho cac chién dich hé théng, va cung

cd vi thé Zalo nhu “cau nd1 chuyén do61” tai Hai Phong, giiip nang tong hiéu qua

Plan Social 1én mirc bén ving hon.

3.3.4. Téng hop chi phi — nguon lwc — KPI theo nhém gidi phdp

Bing tong hop chi phi — nguén lwc — KPI theo nhém gidi phdp

Nhoém gidi ) Nguon lue Chi phi wéc .
i Trong tam i , KPI cot 16i
phap chinh tinh
) Lead—Booking
, Khép , +10-15% )
1. bia o ) Marketing CN o +15-20% &
) insight dia . ngan sach ,
phuong hoa . + Content Tong i . cum content dia
ban san xuat
phuong
o | 50-100 L
Gitr nhiét | Sales/Marketing . Thoi gian phan
2. Lead ops N tri¢u/nam .. R
nhu cau CN + CRM ) hoi <1 gio
dao tao
. . Marketing CN 200-300 Open rate
Kénh chot ) o
3. Zalo OA dia b + tich hop hé¢ | tri€u (mini- >60%, Zalo
ia ban . .
' thong app) chot tang ~20%

3.5. Piéu kién dam bdo va rii ro
3.5.1. Piéu kién dim bdo

DPé ba nhom giai phap tai muc 3.4 co thé trién khai déng bo va dat hi€u qua
thuc tién tai Vietravel — Cong ty C6 phan Du lich Vietravel - Chi nhanh Hai

Phong, can dam bao mot so di€u kién nén tang sau:

(Nguén: Tac gid)

e Sw hd tro tir Tong cong ty vé dir liéu va hé thong van hanh:
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Cung cip dit liéu lead theo kénh/chién dich/mua, dong thoi thong nhat co
ché phan tang lead ap dung chung.
Duy tri va t6i wu hé thong CRM, bao dam tinh lién thong dir liéu giira nén
tang hé thong va diém cham dia ban.
Thiét 1ap co ché duyét noi dung dia phuong héa nhanh theo mua, tao diéu
kién dé chi nhanh bd sung 20-30% ndi dung phi hop hanh vi khach dia
phuong ma van gitt tinh nhit quan thuong hiéu.
e Ning luc td chite va nhin sy ciia Cong ty Co phan Du lich Vietravel -
Chi nhanh Hai Phong:
B tri nhan sy truc lead theo ca, wu tién khung gi6 cao diém va cac “diém
roi mua vu”.
Phéan dinh 13 vai tro gilta marketing — sales trong xur 1y lead, tranh chong
chéo trach nhiém.
Duy tri ddo tao dinh ky vé kich ban tu van dia ban, bao dam d6i ngii ndm
rd cac rao can thuong gip ctia khach Hai Phong (gid, lich gan, an tam dich
vu).
e Co ché phoi hop ndi b theo KPI thong nhit:
Thiét 1ap hé KPI lién thong giita ndi dung — van hanh lead — Zalo OA, gitp
do hiéu qua theo chudi thay vi do rdi rac timg kénh.
C6 bao cdo tuan/thang theo mua dé diéu chinh nhip Plan Social (ting
content chdt khi nhu cau vao cao diém).
e Ngin sach trién khai di toi thiéu theo 19 trinh:
Ut tién ngan sach ndi dung dia phuong héda va dao tao lead ops trude.
Cac hang muc cong nghé chi phi cao (nhu mini-app) chi nén trién khai khi
KPI nén dat ngudng danh gia tich cuc.
3.5.2. Riii ro va phwong dn kiém sodt
Trong qua trinh trién khai, Cong ty C6 phan Du lich Vietravel - Chi nhanh
Hai Phong c6 thé d6i mat véi céc rui ro van hanh va rui ro hiéu qua theo mua. Céc
riii ro chinh va phuwong an kiém soat duoc dé xuat nhu sau:
Riii ro 1: Noi dung dia phuwong héa bi chim duyét — 1& nhip 1&/mua.
e Nguyén nhan: Phu thudc quy trinh phé duyét tap trung; ndi dung dia ban
can cap nhat nhanh theo dd “nong” thi truong.
o Kiém sodt:
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Xay dung kho ndi dung du phong theo mua (mua he, 1& 30/4-1/5, 2/9,
Tét...).

Théng nhét lich duyét tudn/chu ky duyét rat gon.

Chuan héa “template dia phuong héa” dé giam thoi gian chinh stra.

Riii ro 2: Thiéu nhan su true lead trong cao diém — giam toc do phan

e Nguyén nhan: Lugng lead ting dot bién theo mua; phan bo ca truc chua
linh hoat.

o Kiém sodt:
Uu tién xtr 1y lead ndng theo SLA.
Kich hoat chatbot va kich ban auto-reply kém hen callback.
Diéu phdi nhan sy marketing hd tro sales trong cac “tuan cao diém”.
Riii ro 3: Lead khong dong déu vé chit lwong — tiing lead nhung hut
booking.

e Nguyén nhdn: n6i dung hé thdng c6 thé manh vé tao nhan biét nhung chua
dt luc chét theo dia ban.

o Kiém sodt:
Tang ty 1& ndi dung “chdt lich gan — wu ddi ngan han — minh chimg doan
Hai Phong”.
Panh gia chét luong lead theo tuan va diéu chinh nhip content ngay trong
thang.
Riii ro 4: Zalo OA nudi dwong chwa hiéu qua — ty 1¢ chot khong ting

nhwu ky vong.

e Nguyén nhdn: thiéu nhip noi dung theo mua; chwa phan nhém noi dung
theo t&p khach.

o Kiém sodt:
Chuén héa lich broadcast theo nhom khach (gia dinh, Gen Z, doan thé).
Tiang CTA diéu hudng tir Facebook/TikTok vé Zalo OA.
Po mé tin/CTR theo timg chién dich dé ti vu kich ban.
Riii ro 5: Mini-app Zalo chi phi cao nhung hiéu qua chua chic ngay.

o Nguyén nhan: can thoi gian hinh thanh théi quen st dung; phu thudc tich
hop k¥ thuat.
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o Kiém sodt:
Trién khai theo giai doan: wu tién t6i wu OA trude, chi dau tu mini-app
khi KPI nén dat ngudng.
Thyce hién thtr nghiém quy mo6 nho trude khi mé rong.

Tiéu két chwong 3

Trén co s& phén tich thuc trang Plan Social tai Cong ty C6 phan Du lich
Vietravel - Chi nhanh Hai Phong giai doan 2022 — 6 thang d¢au nam 2025, Chuong
3 da xay dung hé thong giai phap theo hudng bam sat cac diém nghén then chot
cua hoat dong truyén thong sb tai dia ban, bao gém: hiéu suét cudi phéu con han
ché, tinh dia phuong hoa trong ndi dung va tu van chua du sic nét, va quy trinh
van hanh lead chua t6i vu so véi dic thu hanh vi khach hang Hai Phong. Tur d6,
ba nhom giai phap trong tim dugc dé xuat gom: (1) ting cuong dia phuong hoa
ndi dung va tu van dé nang do khdp insight, (2) chuan hoa van hanh lead theo co
ché phan ting va phan hdi nhanh, va (3) t6i vu Zalo Official Account nhu kénh
nudi dudng — chdt cudi phéu tai dia ban.

Piém ndi bat ciia hé giai phap 1a tinh lién két chit ché theo logic phéu.
Cu thé, giai phap dia phuong hoa dong vai tro tao nén vé chat lugng ndi dung va
murc d6 phu hop hanh vi tiéu dung dja phuong, dic biét nhan vao lich khai hanh
gan, vu dai ngin han va minh ching trai nghiém tir doan Hai Phong. Trén nén ndi
dung da dugc “ning luc chét” hon, giai phap phan tang lead va phan hdi nhanh
tiép tuc gitt vai tro “day toc do”, gitp duy tri nhiét nhu cau trong bdi canh khach
hang Hai Phong c6 xu hudng nhay gia va ra quyét dinh nhanh theo mua vu. Cubi
cung, viéc tdi uu Zalo OA gitp hinh thanh mot “tram chuyén ddi dja ban” nhét
quan, noi lead dugc nudi dudng theo nhip mua va duoc diéu huong chdt booking
hiéu qua hon so véi viéc chi phu thudc vao kénh hé théng.

Quan trong hon, tinh kha thi ctia cic dé xuat dwge ciing co 6 rang trén
ba phuong dién. Tht nhét, cac giai phap khong di ngwoe mé hinh quan tri tap
trung cta Tong cong ty ma tan dung chinh nén tang ndi dung — thwong hiéu — dir
lidu sin c6, dong thoi bd sung “16p dia phuong” theo co ché template dé tang
quyén cht dong cta chi nhanh ma van dam béo tinh thong nhat hé thong. Thir hai,
giai phap duogc thiét ké theo hudng wu tién trién khai cac hang muc chi phi thap
— hiéu qua nhanh (dao tao kich ban tu van, phan tang lead, toi wu nhip ndi dung
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Zalo), trude khi mo rong sang cac hang muc dau tu cong nghé cao hon nhu mini-
app, nho d6 giam rui ro lang phi ngudn luc. Thi ba, hé KPI va tiéu chi do luong
dugc xac lap tuong ddi cu thé, cho phép chi nhanh theo doi hi¢u qua theo mua,
theo cum ndi dung va theo timg tang lead, tir d6 diéu chinh Plan Social mot cach
linh hoat trong thyc tién van hanh.

Véi diéu kién Tong cong ty hd tro dit liéu lead va co ché phdi hop duyét —
tich hop ndi dung dia phuong hoa, cung viéc chi nhanh bd tri nhan sy truc lead
theo ca va trién khai lich nuéi dudng Zalo theo mua, bo giai phap dé xuét trong
Chuong 3 ¢6 kha ning ap dung thyc tién cao tai thi truong Hai Phong. Dy kién
sau khoang 12 thang trién khai ddng bo, hiéu suat chuyén d6i lead — booking co
thé dugc cai thién déang ké, giam tinh trang “nd dau phéu nhung hut cudi phéu”,
dong thoi nang tinh bén viing cta Plan Social tai chi nhanh trong giai doan 2025—
2026 va cac nim tiép theo.
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KET LUAN

Trong bdi canh chuyén dbi s6 dang dién ra manh mé& va hanh vi tiéu dung
du lich ngay cang thay doi theo huéng wu tién su tién loi, minh bach va tinh ca
nhan hoa, viéc trién khai Marketing Online n6i chung va Plan Social n6i riéng da
tré thanh mot yéu cau tat yéu déi véi cac doanh nghiép lir hanh muén duy tri ning
luc canh tranh va mé rong thi phan. Déi véi Vietravel — mot doanh nghiép co quy
mo 16n va hé thdng quan trj tap trung — Plan Social khong chi déng vai tro kénh
truyén théng thuong hiéu, ma con 13 céng cu quan trong hd trg tao nhu cau, thu
hut lead va thic day chuyén d6i thanh booking. Tuy nhién, trong diéu kién thi
truong dia phuong c6 khac biét rd nét vé hanh vi va nhip mua vu, yéu cau dit ra
cho chi nhanh 14 vira dam bao tinh thong nhat hé thong, vira ting hiéu qua trién

khai theo dac thu dia ban.

Qua qua trinh nghién ctru va phan tich, dé tai di hé théng héa co sd 1y luan
vé vai trd cta truyén thong mang xi hoi trong marketing du lich, logic phéu
chuyén d6i va cac tiéu chi danh gia hiéu qua Plan Social. Ttr nén tang 1y luan do,
dé tai di sdu danh gia thuc trang trién khai Plan Social tai Vietravel — Cong ty Co
phan Du lich Vietravel - Chi nhanh Hai Phong giai doan nam 2022 — 6 thang dau
nam 2025. Két qua cho thay chi nhanh c6 loi thé rd rét tir thwong hiéu, ngudn noi
dung va hé thdng lead tir Tong cong ty, song hiéu qua tai dia ban van ton tai nhitng
diém nghén dang cht y. Cu thé, hiéu suat cudi phéu chua tuong xing voéi mirc
tang truong lead; tinh dia phuong hoa trong nodi dung va tu van chua du “do ning
chét” theo hanh vi khach hang Hai Phong; va quy trinh vén hanh lead chwa tbi wu
vé co ché phan tang, tbc do phan hoi ciing nhu nhip nudi dudng theo mua. Nhiing
han ché nay 1am gia ting rui ro “nd dau ph&u nhung hut cudi phéu”, dic biét khi
tép khach hang Hai Phong c6 xu huéng nhay gia, wu tién tour ngan ngiy va quyét

dinh nhanh theo cac dip 1, mua cao diém.
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Trén co so thyc trang va nguyén nhan da xac dinh, dé tai dé xuat ba nhém
giai phap trong tAm nham nang cao hiéu qua trién khai Plan Social tai Cong ty C6
phan Du lich Vietravel - Chi nhanh Hai Phong theo hudng két hop loi thé quan tri
tap trung va ting quyén chu dong dia ban. Tht nhét, ting cudng dia phuong hoa
ndi dung va tu van thong qua co ché “template dia phuong hoa” 20-30% noi dung
tiy chinh, tap trung vao lich khéi hanh gan, wu déi ngan han va minh chtng trai
nghiém thuc té tir doan Hai Phong. Thu hai, chuan hoa van hanh lead theo co ché
phan ting “néng — 4m — lanh” gin véi SLA phan hoi rd rang, két hop dao tao kich
ban tu vin bam sat rao can dia phuong vé gia, lich trinh va tinh an tam dich vu.
Tht ba, tdi vu Zalo Official Account nhu kénh nudi dudng va chdt cudi phéu,
thiét 1ap nhip noi dung theo mua, ting cuong CTA diéu hudéng tir cac kénh hé

thong va trién khai cong cu hd tro theo 16 trinh pht hop ngudn luc chi nhanh.

C6 thé nhan thiy rang cac giai phap dugc dé xuat khéng mang tinh tach roi
ma hd tro theo chudi logic phéu, trong d6 dia phuong hoa nodi dung gitip nang chat
luong va do khép insight cua lead; van hanh lead nhanh gitp gitt nhiét nhu cau;
con Zalo OA déng vai tro “tram chuyén d6i dia ban” dé ting xac sudt chot
booking. Pic biét, tinh kha thi ciia cac dé xuat duoc ciung cd nhd viée tan dung
nén tang hé théng sin co cua Tong cong ty, két hop 16 trinh trién khai theo giai
doan, uu tién cac hang muc chi phi hgp 1y va hi¢u qua nhanh truée khi mé rong

dau tu cong nghé & quy mo 1on.

Tom lai, viéc hoan thién va nang cao hi¢u qua trién khai Plan Social tai
Vietravel — Cong ty Co phan Du lich Vietravel - Chi nhanh Hai Phong can duoc
tiép can theo huong déng bd gitta nd1 dung, van hanh lead va kénh chét dia ban,
trén nén tang phdi hop chat ché véi Tong cong ty. Néu dugce trién khai nhat quan
cung co ché do ludng phu hop theo mua vy, cac giai phap cua dé tai c6 thé gop
phan cai thién hiéu suat cudi phéu, giam tinh trang “lead tang nhung booking chua

tuong xtng”, qua dé nang cao hiéu qua kinh doanh.
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Phu luc 1: BANG THUAT NGU CHUYEN NGANH VA GIAI THICH

Tw chuyén nganh

Giai thich ngin gon

Plan Social (Social

Ké hoach tong thé trién khai truyén thong trén mang x4
hoi: muyc tiéu, tép khach, noi dung, kénh, lich dang,

Media Plan) A \
ngan sach, do luong.
Hé sinh thai nén tang MXH (Facebook, TikTok,
Social Media Zalo...), dung dé tiép can—tuong tac—chuyén doi khach
hang.
Mo hinh hanh trinh khach theo cac tang (ddu phéu —
Phéu (Funnel) gitta phéu — cudi phéu), gitip thiét ké ndi dung va KPI

theo tung giai doan.

Awareness (Nhan
biét)

Giai doan tao nhan dién/biét dén thuong hiéu hoic
chuong trinh.

Engagement (Tuong
tac)

Giai doan kich hoat tuong tac (reaction, binh luan, chia
sé...), do mic quan tam va do “két n6i” cua ndi dung.

Consideration (Can
nhac)

Giai doan khach tim hiéu sau, hoi thong tin, so sanh lya
chon; thuong phat sinh inbox/hdi thoai tu van.

Conversion (Chuyén
doi)

Giai doan khach thuc hién hanh dong muc ti€u (dat
tour/dat dich vu/booking...).

Loyalty (Trung Giai doan giit khach quay lai, gi6i thiéu, duy tri moi
thanh/Duy tri) quan h¢ sau mua.
SO nguoi tiep can (unique) thay ndi dung trong mot
Reach \ Pl
khoang thot gian.
: S6 hrgt hién thi (co thé 1 ngudi thay nhiéu 1an van tinh
Impressions X
nhiéu luot).
Reaction Dang tu’?ng teic cam xuc” (like, tim...) thuong dung
trong thong ké engagement.
KPT (Key Chi sb do hiéu qua chinh; nén gén Vo1 tung tﬁng phéu
Performance : -
. (VD: reach cho awareness, booking cho conversion...).
Indicator)
Lead Khach ti€ém nang (thuong 1a nguoi dé lai thong tin/nhan
tin/hdi tour) ¢6 kha nang chuyén thanh don.
Lead — booking Ty 1€ chuyén doi tir lead sang don dat (booking); phan

anh chat lugng lead va ning luc chét.

Phan tang lead

Chia lead theo mtrc do “ndng/lanh™ hoac gia tri/kha
nang mua dé uu tién xur Iy va cham sdc.

SLA phan hoi Cam két/chuan thoi gian phan hoi (VD: phan hoi trong
(Service Level N PO « x

1 gio) dé han ché mat lead vi cham tre.
Agreement)

Tai lién hé/cham soc ti€p sau lan trao doi dau dé tang
Follow-up

xac suat chot.
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Danh séch tiéu chi/hang muc can kiém tra khi tu van

Checklist tw van (dam bao tu van du ¥, dung chuan, dong nhét).
Zalo Official Kénh Zalo chinh thirc cia doanh nghiép dé nhan tin,
Account (Zalo OA) | chdm soc 1—1, broadcast, nudi dudng va chét.
Nuo6i dudng Chudi hoat dong ndi dung/twong tac nham “gitr nhiét”
(Nurturing) va ting kha ning khach ra quyét dinh.

Gui tin hang loat theo tép/nhém khach (can lich gui,
Broadcast ~ , o S

phan nhém, do hiéu qua mé tin...).
CTA (Call To “Kéu goi hanh dong” trong ndi1 dung (VD: “Inbox
Action) ngay”, “Bam ding ky”, “Vé Zalo OA dé nhén lich”).
CTR (Click- Ty 1é nhap (click) trén tong luot hién thi/md tin; ding
Through Rate) dé do hiéu qua CTA/kich ban ndi dung.

Mini-app (Zalo mini
app)

Ung dung nho trong Zalo (dit dich vu, form, tra ciru...)
— thuong ton chi phi trién khai va can thot gian tao
tho1 quen dung.

KOL (Key Opinion | Nguoi co uy tin/chuyén mon hodc sttc anh huéng trong
Leader) linh vuc, tac dong nhan thirc/thai d§ cong ching.

KOC (Key Opinion | Ngudi tiéu dung c6 anh huong dua trén trai nghiém
Consumer) thuc té, lan téa goc nhin “nguoi dung that”.

Social proof (Bang | Tin hiéu tao tin cay (review, phan hoi, minh ching trai

ching x3 hoi)

nghiém) gitp gidm rdi ro cdm nhdn khi mua.

Mirc do “khép” gitra nguoi theo ddi/dic diém

Fit (phuhop €p | ¢ 51 /KOC véi khach hang muc tiéu: fit kém — lan toa
khéch) 2 2As 1 X

cao nhung chuyén doi thap.
eWOM (Electronic | Truyén miéng dién tir: thao luan/danh gid/chia sé lan
word-of-mouth) truyén trén MXH.
UGC (User- N1 dung do nguoi dung tao (anh/clip/feedback), co gia
Generated Content) | tri tdng tin cdy va “doi thuc”.
PR (Public Quan hé cong chung/truyén thong bao chi; tao do tin
Relations) cdy, “chinh danh” cho thong diép.

Earned media

“Truyén thong lan toa/dugc nhic t6i” khong phai kénh
tra phi truc ti€p (bai bao, nguoi khac chia sé...), thuong
tang uy tin.

CSR (Corporate Hoat dong trach nhiém xa hoi (d6ng hanh cong

Social dong...), vira xay hinh anh thuong hi¢u vira tao n61
Responsibility) dung/di€ém cham theo phéu.

Insight khach hang Su that ngdm/ddng co—ndi dau—mong muodn cot 161 gidi

thich hanh vi; dung dé viét noi dung “dang tam 1y

Relevance (Murc do
lién quan)

Murc dd ndi dung/thong di¢p “tring” boi canh va nhu
cau cua nhom khach cu thé (dia ban, mua vu...).
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Dia phuong hda nodi
dung (local content
layer)

Diéu chinh noi dung theo dac thu dia phuong (giong
di€u, nhu cau, lich khdi hanh gan, minh chirng doan dia
ban...).

Dia phuong hoa tw | ;.\ 18 1ich ban tu vAn “phit hop dia ban” dé tang ty 18
van (local-first e v 1
. chot tai chi nhanh.
consulting)
Thuét todn phan Co ché nén tang quyét dinh ndi dung nao dugc uu tién

phéi noi dung

hién thi; thay ddi thuét toan — phai diéu chinh dinh
dang/lich/ndi dung.

Target / Nhdm chon

Nhim dﬁng nhom k}légh theo hanh vi/s& thich/vi
tri/nhan khau hoc dé t61 vu ngan sach & hi¢u qua quang
cdo.

Cé nhan hoa
(Personalization)

Tuy bién thong diép/ndi dung theo tung nhom hodc
timng nguoi dé ting relevance va chuyén doi.

Pixel theo doi

Ma theo doi hanh vi (gh¢ trang, dang ky...) dé do luong
va phuc vu to1 vu/remarketing (trong pham vi tuan tha

phap 1y).

Cong cu tu dong tra 1o1/thu thap thong tin khach (tang

Chatbot tdc phan hoi, tao lead).
Nhan khau hoc Pic diém dan so (tudi, gidi, phan bo...), dung dé chon
(Demographics) nén tang va phong cach ndi dung.

Du lich két hop hdi hop/su kién (Meeting, Incentive,
MICE Conference, Exhibition); thuong 1a nhu cau theo

doan/doanh nghiép.
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