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Tém tit: Nghién ciru tdp trung danh gid mirc do chuyén doi sé6 (CPS) cuia cdc doanh nghiép du
lich nhé va vira (SMEs) tai Pa Nang nham dé xudt giai phap thic ddy CPS. Dit liéu dwoc thu
thdp tir 200 mau khdo sdt theo phwong phdp dinh heong két hop véi phong vin sdu dé doi chiéu
va bé sung thong tin. Phan I6n doanh nghiép moi dat mikc co' ban trong ing dung cong nghe,
chii yéu tdp trung vao cdc hoat dong dé trzen khai nhu truyén thong so, OTA, phan mém quan Iy
va tiong tdc khdch hang, trong khi cdc yéu té nén tang nhw chién lwoc dai han, quan tri dir liéu,
va cong nghé tién tién chwa dwoc chii trong. Nghién civu dé xudt giai phép lién quan dén nhan
luc, chi phi va nang cao nhan thirc cong nghé.

T khéa: Chuyén doi s6, chuyén doi sé du lich, danh gid mire @6 chuyén doi so, doanh nghiép
du lich vira va nho.
Assessing the Level of Digital Transformation in
Small and Medium-Sized Tourism Businesses in Da Nang

Abstract: This study focuses on assessing the level of digital transformation (DSP) of small
and medium-sized tourism enterprises (SMEs) in Da Nang to propose solutions to promote
DSP. Data was collected from 200 survey samples using a quantitative method combined with
in-depth interviews for comparison and supplementation. The majority of businesses have only
reached a basic level in technology application, mainly focusing on easily implemented activities
such as digital communication, OTAs, management software, and customer interaction, while
fundamental elements such as long-term strategy, data governance, and advanced technology
have not been prioritized. The study proposes solutions related to human resources, costs, and
raising technological awareness.

Keywords: Digital transformation, tourism digital transformation, assessing the level of digital
transformation, small and medium-sized tourism enterprises.

1. Pat van dé

Trong bbi canh kinh té toan ciu bién dong manh mg, cac doanh nghiép vira va nho (SMEs) van giit
vai tro nén tang khi chiém khoang 90% tong sé doanh nghiép va dong gop khoang 50% viéc lam toan
cau (World Bank, 2023). Tuy nhién, khu vic nay cing d6i mat voi nhiéu han ché vé ngudn luc tai chinh,
nhan lyc, ndng lyc quan tri va kha nang tlep can cong nghgé, dan dén kho khan trong vi¢c m¢ rong thi
truong va nang cao hiéu qua kinh doanh (S. S. Alam et al., 2025). Pai dich Covid-19 da lam gia ting
nhimng thach thirc nay, ddng thoi tao ra nhimg thay doi cin ban trong hanh vi va trai nghiém ctia khach
hang. Trong bdi canh d6, CDS tré thanh mot xu hudng tat yéu, duoc xem nhu céng cu nang cao ning
luc canh tranh, cai thién ning suit, mo rong kha nang tiép can khach hang, dong thoi toi wu chi phi va
hiéu qua kinh doanh (D. Afion Higon and D. Bonvin, 2024).

Khéng nam ngoai xu huéng chung cua thé gidi, cac doanh nghiép SMEs tai Viét Nam chiém dén
97% téng s6 doanh nghiép, dong gop gan 45% GDP va tao viéc 1am cho hon 5 triéu lao dong trong
nganh du lich, mot trong nhitng nganh kinh té quan trong véi ty trong khoang 7% GDP quéc gia (World
Travel & Tourism Council, 2024). Tuy nhién, sau dai dich Covid-19, SMEs Vi¢t Nam, dac biét trong
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linh vuc du lich, d4 boc 16 nhiéu han ché von ton tai tir 1au nhu quy mo nho, nang lyc tich Iy thap, chua
¢6 chién lugc kinh doanh dai han va phy thudc 16n vao thi truong truyén thng. Ciing véi dé, su thay
d6i nhanh chéng trong nhu cau va hanh vi trai nghiém s ctia du khach da dit cac doanh nghiép vao tinh
thé budc phai doi méi dé duy tri strc canh tranh. Trong bdi canh nay, CDS khéng chi 13 mot xu hudng
dang dién ra manh mé trén toan cau, ma da tro thanh doi hoi cép thiét d6i véi SMEs Viét Nam nham tbi
wu hoa hoat dong, nang cao chat luong dich vu va hudng t6i phat trién bén vimg (N. P. T. Hang, M. L.
T. Nguyen, and T. T. H. Le, 2023).

Déi véi cac dia phuong du lich trong diém, yéu cau ting tbc CDS ngay cang trd nén cap thiét. Da
Neclng, noi doén hon 10,9 triéu lugt khach nam 2024 (Cuc Théng ké ba Nﬁng, 2024), CDS khong chi 1a
xu thé tit yéu ma con 13 dinh hudng chién lugc du lich thong minh cua thanh phé. Piu nay duoc thé
hién rd qua Nghi quyét 36/NQ-HDND vé hd trg doanh nghiép nhé va vira CBS, cho thdy su cam két
manh mé ctia chinh quyén trong viéc thiic day niang luc sé cho cong ddng doanh nghiép (Hoi dong Nhan
dan thanh phé Pa Ning, 2023). Trong bdi canh d6, viéc nghién ctru va danh gia mtc do CPS ciia SMEs
du lich tai Da Néng tr6 nén dac biét quan trong. Két qua nghién ctru s€ gitip nhan dién chinh xac thuce
trang, rao can va nhu cau CPS cua doanh nghiép; dong thoi cung cdp co s khoa hoc cho cac co quan
quan ly va doanh nghlep xdy dung giai phap phu hop nhim nang cao ning lyc canh tranh, thic diy du
lich thong minh va hd tro qua trinh phat trién bén viing ctia nganh du lich thanh phd trong thoi gian t6i.

2. Tong quan nghién ciru

Nghién ctru vé CDS trong doanh nghiép du lich da thu hut sy quan tim dang ké cuia cac hoc gia qubc
té trong nhitg nim gan day. Alam va cong su (2025) cho rang, CDS trong linh vuc du lich — khach san
phu thudc dang ké vao mirc do sin sang cong nghé, nang lyc nhén sy va moi truong cong nghé, trong
do cac doanh nghi€p nho va vira thuong gap han ché trong viéc tiép can va tmg dung cac cong nghé tién
tién nhu tri tu¢ nhan tao va phan tich dir liéu lon. Méc du lam 3 vai tro cua cong nghé trong tao gia tri
cho doanh nghiép, nghién ciru nay chu yéu tiép can theo hudng phan tich méi quan hé nhan qua gitta
cac yéu td, chua di sdu danh gia mirc do truong thanh CDS theo ting khia canh hoat dong.

O goc do khac, Higon va Bonvin (2024) xem CDS nhu mét qua trinh nang cao nang lyc canh tranh
va kha nang tham gia thi truong cua cac doanh nghiép nho va vira, cho thdy cac doanh ‘nghiép c6 mirc
d6 s6 hoa cao thuong dat hiéu qua kinh doanh t6t hon. Tuy nhién, nghién ctru nay chu yéu tap trung vao
tac dong kinh té ctia s6 hoa, chua xay dung khung danh gia da chiéu dé do luong mirc 4o CDS theo cac
tru ¢Ot ndi tai cia doanh nghiép, dac bi¢t trong bdi canh nganh du lich.

Tai Viét Nam, cac nghién ctru vé CDS trong doanh nghiép chu yéu tiép can theo hudng phan tich
tac dong va cac yéu td anh huong. Hang va cong su (2023) chi ra rang, CDS c6 tac dong tich cuc dén
phat trién bén viing cia SMEs, gitp doanh nghiép cai thién hiéu qua hoat dong va kha nang thich tmg
trong bdi canh dai dich Covid-19. Tuy nhién, CPS trong nghién ctru nay dugc xem nhu mot bién tac
dong, chua dugc do luong theo mirc do trién khai tai tung khia canh hoat dong. Tuong tu, Nguyén va
cong su (2022) khi nghién ctru CBS trong cac doanh nghié¢p dich vu tai Viét Nam cling nhén manh, vai
tro clia cong nghé sé dbi vai hiéu qua kinh doanh, song chua phén loai va ddnh gia mic do CPS theo
cac tru cot chirc ndng nhu chién lugc, van hanh hay quan tri dir liéu. o) cép do dia phuong, nghién ciu
ctia Lé Thi Phuong (2021) tai Pa Ning tap trung phan tich vai trd cia ning lyc lanh dao dbi voi dinh
huéng chién lugc CDS trong doanh nghiép du lich, qua d6 1am 13 yéu t t6 chirc trong qua trinh CDS.
Tuy nhién, nghién ciru nay chua phan anh toan dién muc d trién khai CDS trong cac hoat dong cu thé
cua doanh nghiép.

Téng hop cac nghién clru trong va ngoai nuoc cho thdy, mic do CPS da dugc nghién clru twong
dbi rong rai, phan 16n cac cong trinh hién nay van tip trung vao phan tich tac dong hoac cac yéu tb anh
huéng dén két qua kinh doanh, trong khi con thiéu cac nghién ctru tiép can CDS dudi goc do danh gia
muc do va mac do trudng thanh ctia doanh nghiép.

Dic biét, tai Viét Nam noi chung va Pa Ning noi riéng, van con khoang tréng vé cac nghién ctru sir
dung khung danh gia da chiéu dé do luong muc do CPS cua cac doanh nghiép du lich nho va vira theo
ting tru cot hoat dong, két hop dit liéu dinh luong va dinh tinh nham phan anh day d bdi canh thuc tién.
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3. Khung Iy thuyét va mé hinh nghién ciru

Trén nén tang tong hop Iy thuyét va cac mé hinh CPS phd bién trong nghién ctru quéc té, md h1nh
nghién ciru dugc d& xuat gdm sau nhom try cot: trai nghiém khach hang, chién lugc kinh doanh, ha ting
va cong nghé¢, van hanh, van héa doanh nghi¢p va dir li¢u — tai san thong tin. Muc do CDS cua doanh
nghiép dugc do ludng theo sau cip do, bao gom: (0) Chua chuyén d6i sd, (1) Khai dong, (2) Bt dau,
(3) Hinh thanh, (4) Nang cao va (5) Hoan thién.

Hinh 1. M6 hinh nghién ctru dé xuét
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Nguon: Tong hop va dé xuat cua tac gia

4. Phwong phap nghién ciru

Nghién ctru sir dung phuong phap nghién ctru hdn hop, két hop giira dinh luong va dinh tinh. D
lidu so cap dugc thu thap tir 200 bang hoi theo phuong phap chon mau chum va dugc xir Iy bang phan
mém SPSS. Song song, dit lidu dinh tinh duoc thu thap théng qua phong van mudi chuyén gia va dai
dién doanh nghiép nham ddi chiéu va bd sung thong tin. Ngoai ra, dit liéu thir cdp duoc tong hop tir cac
cong trinh khoa hoc, bdo céo va van ban phap 1y ¢6 lién quan dén cha dé nghién curu.

5. Mitc d9 chuyén doi s6 trong doanh nghiép du lich SMEs tai Pa Niing

Dua trén két qua 200 bang khao sat, nghién ctru cho thdy cac doanh nghiép Pa Néng tap trung nhiéu
nhat & nhom lwu tra — dn uéng (37%), thé hién vai tro chu dao cua dich vu nghi dudng. Cac nhom van
chuyén (22%), lit hanh — trung gian (20%) va dich vu bd sung (21%) phan b6 kha dong déu. V& quy mo,
71% thudc nhom doanh nghiép nho, cao gap gan 2,5 lan so vi nhom doanh nghiép vira. SMEs c6 kinh
nghi¢m van hanh & mirc on dinh tir ba dén mudi nam. Trong hoat dong kinh doanh, cac doanh nghi¢p uu
tién sir dung mang xa hoi (96%) va cac nén tang OTA nhu Booking.com (54,7%) hay Agoda (50,7%),
nh¢ kha nang tiép can khach hang nhanh va chi phi thap.

Muc d6 CPS ciia SMEs tai Pa Nang ghi nhan & muc hinh thanh, v4i sy khac biét rd rét giita cac
nhom ti€u chi. Trong séu try cdt duge khao sat, mirc do CDS trong van hanh (Mean = 3,41, SD = 1,03)
va mutrc 46 CPS trong trai nghiém khach hang (Mean = 3,37, SD = 1,13) dat diém trung binh cao nht,
phan anh nd luc ciia doanh nghiép trong viéc t6i uu hoa trai nghiém, tuong tac v6i khach hang va cai
thién hoat dong ndi bo. Nguoc lai, mirc d6 CDS vé dit liéu va tai san thong tin (Mean = 2,90, SD = 1,12)
1a nhém c6 diém trung binh thap nhét, cho thiy doanh nghiép van con han ché trong xay dung hé thong
dix liéu s6, phan loai dir liéu va bao mat.
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Nghién ctru ciing phat hién mirc 36 CPS trong trai nghiém khach hang duoc danh gia twong d6i
tich cuc. Cac doanh nghiép di chii trong ap dung cong nghé vao hoat dong tuong tac, thé hién qua viéc
thudng xuyén cap nhat thong tin trén mang xi hoi (Mean = 3,73, SD = 1,13), cung cap thong tin qua
website (Mean = 3,45, SD = 1,15) va sit dung cac kénh OTA phd bién nhu Booking hay Agoda (Mean =
3,71). Tuy vay, cac giai phap cong nghé tién tién nhu AR/VR lai dwoc danh gia & muc thap hon (Mean
= 3,04), cho thdy SMEs van con than trong do chi phi dau tu cao. Giai thich vé su chénh léch nay, dai
dién S¢ Du lich Pa Nang nhan dinh, cac SMEs uu tién cong nghé dé trién khai va hiéu qua ngay nhu
mang xa hdi, OTA, thay vi AR/VR von doi héi chi phi, nhan lyc va mo hinh van hanh phu hgp. Do do,
doanh nghiép thuong chon 16 trinh s hoa timg budc, tap trung vao truyén thong va quan 1y trude khi
dau tu cong nghé nang cao.

Trong khi do, murc do trién khai chién luge CPS lai dat diém trung binh thép hon (Mean =2,90). Du
doanh nghiép ghi nhan vai trd quan trong cia CDS ddi véi hoat dong kinh doanh (Mean = 3,09, SD =
1,24), viéc xay dung va thong qua chién luoc CDS chinh thuc chi dat Mean = 2,80. Diéu nay phan anh
khoang cach gitta nhan thirc va hanh dong, dac biét phé bién & cac doanh nghiép quy mo nho.

Lién quan dén dau tu ha tang va cong nghé sd, nhom tiéu chi nay c6 su bién thién déang ké (Mean
= 3,41, SD = 0,95). Doanh nghiép danh gia cao viéc st dung phan mém quan 1y nhan su — van hanh
(Mean = 3,43) va CRM (Mean = 3,41), nhung lai it ap dung cac cong nghé méi nhu Chatbot, IoT hay
Big Data (Mean = 2,55, SD = 1,35). Theo ket qua phong vancac SMEs du lich, hiu hét doanh nghiép
van uu tién tmg dung cac cong nghé sb dé trién khai va mang lai hiéu qua tirc thoi nhu mang xa hoi va
cac nén tang OTA, trong khi viéc dau tu vao cac cong nghé nang cao nhu AR/VR con han ché do yéu
cau cao vé chi phi, ngudn nhan lyc va mé hinh van hanh phu hop. Thuce trang nay cling phan anh khoang
cach giira nhan thirc vé vai trd ciia CDS va mirc do trién khai trong thyc tién, dic biét phd bién & cac
doanh nghiép quy mo nhd.

Bén canh d6, mic d trién khai chién luge CPS dugc danh gia & ngudng trung binh kha (Mean =
3,19, SD = 1,10). Cac doanh nghiép da bat dau 1ong ghép cong nghé vao quy trinh van hanh, thé hién
qua sy cai thién trong phdi hop va chia sé thong tin lién phong ban (Mean = 3,41) cling nhu murc dg ing
dung cong nghé thong tin trong hoat dong tac nghiép hang ngay (Mean = 3,40). Tuy vay, cong tac dao
tao va phat trién nang luc s6 cho nhan su van chua dugc dau tu twong xtmg (Mean = 3,09), cho thy su
thiéu hut trong cac chuong trinh bdi dudng cé tinh hé théng va dai han.

o) gbc do van hoa doanh nghié¢p, miac do CBS dat Mean = 3,41, cho théy Su san sang cua doanh
nghiép trong tng dung phan mém co ban va diéu chinh théi quen lam viéc theo hudng s6 hoa (Mean =
3,40). Du vay, tinh than chi dong hoc hoi cong nghé sé chua ddng déu, thé hién qua d6 1éch chuan cao
& mot sd tiéu chi.

Cubi cing, muc d6 CPS vé dir liéu va tai san thong tin 12 nhém yéu nhat (Mean = 2,90). Doanh
nghiép c6 xu hudng tdi wu héa quy trinh thanh toan khong tién mit (Mean = 3,12), nhung con han ché
trong phan loai — s6 hoa dir liéu ndi bo (Mean = 2,70) cting nhu dam bao bdo mat thong tin (Mean =
2,80). Diéu nay phan anh rai ro vé an ninh dit liéu va cho thdy SMEs chua dau tu day du vao nén tang
dit liéu, von 1a tru cot quan trong cua CDS.

Bang 1. Mirc d9 chuyén d6i s6 doanh nghiép nhé va vira Pa Ning

STT | Tiéu chi BTB SD
1. Mirc do CDS trai nghiém khach hang
1 | Thutng xuyén tucong tac véi khach hang va cép nhat théng tin trén mang 3,73 113
xa hoi
2 | Thuong xuyén ty cap nhat théng tin trén website céng ty 3,45 1,35
3 |Strdung kénh OTA, mang xa hoi, Affiliate dé tim kiém khach hang 3,40 1.03
4 | Toi uu thanh toan trén moi truéng so 3,24 1,15
5 |Hiéu qua doanh thu t méi truéng s6 so v6i cac kénh truyén théng 3,09 1,02
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6 | Thuong xuyén quéng cdo san pham, dich vu qua cac kénh tryc tuyén 3,04 1,24

Phat trién hé théng chdm soc & danh gia trai nghiém cuta khach hang 2,67 1,21
trén moi trudng s6 trudc, trong va sau st dung dich vu
2. Mirc do trién khai chién lugc CDS

1 |Chutrong dau tu va tim hiéu vé CBS dé kinh doanh san pham, dich vu du 3,09 1,24
lich clia cong ty
2 | DN daxay dung va thong qua chién lugc CBS 2,80 1,40
3. Mirc d6 dau tu ha tang va céng nghé sé
St dung phan mém/hé théng dé van hanh/quan ly nhan su 3,43 0,95
2 |Strdung phAn mém/hé théng dé quan ly tich hop tinh trang cla toan bo 3,41 1,13
san pham, dich vu trén nhiéu kénh phan phéi khac nhau(quan ly da kénh)
3 | St dung phan mém/hé théng quan ly hoat dong kinh doanh & truyén 3,36 1,05
théng
4 S8 hoaho so Doanh nghiép 3,21 1,13
5 |S6 hda thong tin san phdm cla cong ty 3,15 1,35
6 | Dinhvithuong hiéu riéng thé hién trén moi trusng s6 3,04 0,99
7 | Linh hoat trong chia sé h6 so nang lyc trén mai truong s 2,89 1,16
8 |Ap dung céng nghé hién dai Chatbot, loT, Blockchain, Big Data... vao 2,55 1,35

trong ha tang va hoat dong kinh doanh
4. Mic d6 van hanh chién lugc CDS

1 |Hoc hdi, phat trién cong nghé trong céng ty théng qua nghién cuu, 3,19 1,10
chuyén gia...

2 | Thutng xuyén dao tao cho cac bd phan khac trong cong ty vé sir dung 3,07 1.26
cébng nghé trong thuc hién céng viéc

3 |Phat trién phong ban Cong nghé - Truyén théng clia cong ty 3,04 1,22
St dung phan mém/hé théng van hanh Doanh nghiép, quan ly céng viéc 3,03 1,03

5. Muc do CBS van héa Doanh nghiép

Nhan vién sir dung thanh thao phan mém co ban 3,41 1,03

2 |Nhan vién st dung thanh thao cac phan mém/ hé théng lién quan dén 3,40 1.08
kinh doanh, phan phé&i s&n phdm du lich

3 |Nhan vién thich Ung v6i dao tao, hop giao ban truc tuyén trong cong ty 3,29 1,16
Banh gia va thanh toan luong thudng truc tuyén 2,91 1,35

6. Muc do CDS dir liéu va tai san thong tin

Thu thap va cap nhat di liéu khach hang Ién méi trudng s6 thusng xuyén 3,01 1,12

2 |Vandung di liéu khach hang thu dugc dé phan tich va cai thién dich vu, 2,97 1,21
san pham

3 |S&p x&p va phan loai co hé théng cac di liéu da dudc s6 hoa 2,80 1,01
Bao mat va ma hoa CSDL cla cong ty trén moi truéng s6 2,72 1,40

Tong cong (N) 200

Nguon: Khdo sdt, thang 6/2025

6. Két luan

Két qua nghién ciru cho thiy cac SMEs tai Pa Nang da budc dau trién khai CPS, dic biét trong
nhiing linh vuc dé 4p dung nhu truyén thong so, st dung cac kénh OTA, trién khai phan mém quan ly va
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tang cuong tuong tac khach hang. Nhing nd lyc nay phan anh su chi dong thich tng cua doanh nghiép
trong bdi canh thi truong du lich canh tranh ngay cang cao. Tuy nhién, cac yéu t6 mang tinh nén tang
ciia CPS nhu xay dung chién lugc dai han, phét trién hé théng dir liéu sd, tmg dung cong nghé tién tién
(Al Big Data, [0T), cting nhu dao tao va nang cao nang luc s6 cho nhan luc van chua duge chi trong
dung murc. Pidu nay dan dén muc do CDS giita cdc doanh nghiép con thiéu dong bo va ton tai khoang
céch déng ké giira nhan thirc va kha ning trién khai thuc té.

Duya trén do, nghién ciu dé xuat & cap vi mo, can hoan thién khung phap 1y, hd tro tai chinh, phat
trién ha tAng va nén tang cong ngh¢ dung chung, dong thoi day manh dio tao CDS trong bbi canh thanh
pho trién khai Nghi quyét 36 hd trg SMEs. Nghién ciru nhan manh ba trong tim thiic day CDS: phat
trién nhan lyc s6, giam rao can chi phi va nang cao nhan thirc cong ngh¢. Doanh nghiép can chu dong
cap nhat kién thuc, tham gia dao tao, xay dung chién lugc va 16 trinh s6 hoa phu hop, dong thoi dau tu
vao quan tri dir liéu va nang lyc cong nghé¢ ndi bd

Thong qua su phéi hop dong bd gitra chinh sach hd tro tir Trung wong — dia phuong va nd lyc ndi
tai ciia doanh nghiép, cac SMEs tai Da Niéng c6 thé timg budc nang cao muc do sin sang sd, tir d6 xay
dung nén tang vimg chic cho qué trinh CBS toan dién, hiéu qua va bén viing trong thoi gian t6i.
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