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Tom  tit: sd va thanh tich
marketing ctia doanh nghiép 13 nhimg van dé da

Marketing

dugc nhiéu nha nghién ciru va nhimg nguoi lam
marketing thuc tién quan tAm trong thoi gian
gin day. Tuy nhién, co ché tac dong cua
marketing s6 dén thanh tich marketing cia
doanh nghiép lai 1a chu dé chua dugc khai thac
nhiéu. Trong nghién ciru ndy, v6i quan diém
tiép can dua vao nguén lyc, chung t61 khdm pha
tac dong cua marketing sb téi thanh tich
marketing cua doanh nghiép nhéd va vua
(DNNVV) théng qua vai tro ctia nang luc
marketing s6 va viéc st dung cong nghé
marketing s6 dén thanh tich marketing. Céach
tiép can nay c6 thé mang lai nhiing dong gop
hiru ich nhat dinh cho cic doanh nghiép dang
tim kiém cach thuc trién khai marketing s6 dé
cai thién thanh tich marketing ciia minh.

Tir khéa: cong nghé¢ marketing s6, doanh
nghiép nhé va vira, ning lyc marketing so,
thanh tich marketing
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Trong mdi trudng phét trién nhanh chéng ciia
cong nghé hién nay, chuyén doi sé cac linh vuc
hoat dong trong doanh nghiép dang dién ra manh
mé. Viéc chuyén ddi sb cac hoat dong co kha
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nang tic dong manh dén viée tao ra gia tri cho
doanh nghi¢p, song cling tr¢ thanh mdt thach
thie d6i v6i hoat dong quan tri & tam chién lugc
dbi v6i ho (Li, Su, Zhang, & Mao, 2018).

Marketing s6 (digital marketing) dugc xem
nhu mot phan cia chuyén doi sé trong doanh
nghiép. N6 dugc xem 1 cach tiép can hay su
mo rong cua marketing dé thich tng véi moi
truong s6 dang ngdy cang phat trién. Do rét
nhiéu co hoi va lgi ich c¢6 thé mang lai nhim
gilp cai thién cac thanh tich marketing trong
moi truong sé (Dave Chaffey, 2019), marketing
s0 1a xu hudng tit yéu va dang gia ting ddi véi
cac doanh nghiép ké ca dbi voi cac doanh
nghiép nhé va vira tai cac qudc gia dang phat
trién nhu Viét Nam.

Trong linh vuc nghién cuu han lam, anh
huong cta nd luc marketing dén thanh tich cta
doanh nghiép 13 nhitng chu dé nghién ciru dugc
khai théc rat nhiéu trong linh vuc marketing va
quan tri kinh doanh quan tim. Thoi gian gan
day, voi sy phat trién coa marketing sd, Viéc
nghién ciru vé co ché tac dong cua hoat dong
marketing trén nén tang cong nghé s dén thanh
tich marketing ctia doanh nghiép ciing bat dau
thu hut dugc su chi y cua cac nha nghién ctru
trong linh vyc marketing. Song, nhitng nghién
ctru ndy chua nhidu va chua thuc sy dap tng
dugc xu hudng phat trién ciia marketing s va
cac cong nghé marketing sd lién quan. Trong
khi do, nhitng nghién ctru mang tinh kham pha
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va thuc dia 1a diéu can thiét nhdm cung cap birc
tranh toan canh va nhimg goi ¥ cho viéc trién
khai marketing s trong cic doanh nghiép hién
dai nham mang lai nhimg thanh tich cao hon.

Do la hoat dong marketing dya vao cong nghé
sb, viéc trién khai marketing $6 phu thudc rat
nhiéu vao ngudn luc, cdc nhom ning luc ciing
nhu kha nang st dung cac cong ngh¢ marketing
s6 cua doanh nghiép. Trong nghién ctru nay,
ching t6i mudn gdp phan vao tra 1i cau hoi
“nang lec va cong nghé marketing sé c6 thé
phoi hop véi nhau nhie thé nao nham thic day
thanh tich marketing cia cac DNNVV?” trén
phuong dién khoa hoc. Chiing t6i tap trung dén
DNNVV vi day la loai hinh doanh nghiép chiém
ti 1& cao trong tong sd doanh nghiép, co nhiéu
co hoi tao sy but pha trong thanh tich marketing
nhd tng dung marketing sd, dic biét trong bdi
canh nén kinh té dang phét trién va cé toc do
tang truong cong nghé cao nhu Viét Nam.

Il. TONG QUAN NGHIEN CUU
Marketing 50

Marketing s6 (digital marketing) dugc dinh
nghia 1a mot qua trinh thich nghi dya vao cong
nghé theo d6 doanh nghiép hop tac/phdi hop voi
khéch hang va cac dbi tac nhim cung nhau tao
ra, truyén thong, chuyén giao va duy tri gia tri
cho chinh ho ciing nhu nhitng nhom ddi twong
lién quan ctia doanh nghi¢p (Kannan, 2017).
Marketing s6 lién quan dén cic hoat dong
marketing sir dung cac kénh va thiét bi dién tir
nham thyuc hién cac muc tiéu marketing, bao
gdm cac hoat dong marketing qua website, qua
cac cong cu tim kiém, email hay cac kénh sir
dung phuong tién truyén thong xa hoi (Jarvinen
& Karjaluoto, 2015). N6 lién quan dén cac nd
luc cta cdc doanh nghi¢p dat khach hang ¢
trong tdm cua moi hoat dong truc tuyén cua ho
(Dave Chaffey, Smith, & Smith, 2013)

Trén thyc té ngay nay, thuat ngit marketing s6
lién quan tdi viéc ap dung Internet va cac cong

nghé sb lién quan, song song véi viée st dung
cac hoat dong marketing truyén thdng nham
gitp cac doanh nghi¢p thyc hién cac muc ti€u
marketing. Do viy no c6 thé dung thay thé cho
cac thuat ngr nhu Internet marketing hay
marketing dién t¢ (D Chaffey & Ellis-
Chadwick, 2016; Jarvinen & Karjaluoto, 2015).

Marketing s6 hd tro cac doanh nghiép thuc
hién cac muc ti€u marketing thong qua viéc ung
dung cac cong nghé va phuong tién sb. Cac
cong nghé sé duoc st dung trong hoat dong
marketing s0, trén cac kénh va phuong tién sb
dé gitp doanh nghi¢p thuc hién cdc muc tiéu
marketing con dugc goi la cong nghé marketing
sd (digital marketing technology) (D Chaffey &
Ellis-Chadwick, 2016).

Cong ngh¢ marketing s6

Cong nghé marketing s ¢ thé hiéu 1a viéc sir
dung cic cong nghé s6 trong hoat dong
marketing, trén cac kénh va phuong tién $0,
nham gitap doanh nghi¢p thuc hién dugc cac
muyc tiéu marketing (D Chaffey & Ellis-
Chadwick, 2016). Thuét ngir ndy gan lién véi
thuat nglt cong nghé marketing (marketing
technology) — duoc hiéu 1a tap hop cac qui trinh
tha tuc, thiét bi va cong ngh¢ tin hoc dugce su
dung tich hop trong hoat dong marketing dé tao
ra va mang lai gid tri cho khach hang
(Alexandre, Furrer, & Sudharshan, 2000). Trong
moi truong sd hién dai, cong nghé marketing
gin lién voi cac cong nghé sé cho phép doanh
nghiép sir dung nham tao ra gi4 tri theo nhiéu
céch khéc nhau (Kannan, 2017) va thay d6i hoat
dong kinh doanh cta doanh nghié¢p (Edelman &
Heller, 2015).

Théch thirc voi cac doanh nghiép chinh 1a c6
thé tiép can v6i nhimg cong nghé marketing sd
phtt hop véi minh dé c6 thé tim kiém loi thé tir
viéc ap dung n6 mdt cach tich hgp véi cac hoat
dong marketing truyén théng. Chinh do vay, dau
tur vao cong nghé dugc xem 13 vo cing can thiét
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d6i véi cac doanh nghiép trong moéi truong sb
hién nay.

Tuy nhién, marketing sé bao gém rat nhiéu
hinh thuc va kénh (D Chaffey & Ellis-

Chadwick, 2016),
marketing s6 duoc su dung boi cac doanh

do vay céc cong nghé¢

nghi¢p ngay nay cling vo cung da dang. Theo
(Gudema, 2014), 7 nhém cong nghé marketing
s6 ma cac doanh nghiép ngay nay can sir dung
bao gom:

1) Coéng nghé phan tich marketing s6: trong d6
cong cu dan dau thudng dugc nodi dén 13 cong
cu phan tich website phd bién nhét hién nay-
Google Analytics

2) Cong nghé tdi wu chuyén doi khach hang: mot
vai cong cu phd bién thuong s dung la

Optimzely, Unbouce...

3) Cong nghé email: mot sd cong cu va ky thuat
dugc st dung bao gdm MailChimp, Constant
Contact, cac chuong trinh marketing tu dong

st dung cho kénh email

4) Coéng nghé marketing bang cong cu tim kiém
(Search Engine Marketing): mot sé ky thuat
thuong dugc dé cap bao gom Google

Adwords, WordStream...

5) Cong nghé¢ marketing nhic lai (Remarketing):
cac k¥ thuat va cong cu thuong dugc s dung
la Google Adwords remarketing, AdRoll,

Perfect Audience

Cong nghé
marketing): Ky thuat pho bién nhét dugc sir

6) marketing di  dong (mobile
dung trong cong nghé marketing di dong 1a tao
trang web sdn sang cho thiét bi di dong cua
nguoi dung bang cach st dung thiét ké dap tmg.
Thiét ké nay s& tu dong thay dbi kich thudc
trang web dé vira véi thiét bi dang duoc xem.

7) Cong nghé marketing ty dong (Marketing

Automation)
Cong nghé marketing sé 14 mot khai niém
mdi. Chinh vi vay, viéc do luong khai niém nay

chua dugc dé& cdp nhidu trong cac nghién ciru
marketing. Tuy nhién, qua tong quan nghién
ctru, ¢6 nhitng nghién ctru quan tdm va do luong
muc do ung dung cac cong cu Internet trong
hoat dong marketing bang viéc sir dung thang
do ludng cuc véi cac chi tiéu do luong 1a cac
cong cu Internet dugc nhan dién, vi du nhu
Avlonitis & Karayanni (2000). Cach thac do
luong nay c6 thé dugc tham khao trong cac
nghién ctru thuc dia vé tmg dung cong nghé
marketing s6 nhung s& can phai thich tng voi
nglt canh nghién ctru cu thé do viéc st dung cong
nghé marketing s6 mang tinh ngi canh cao.

Ning lwc marketing s

Ning luc marketing s6 duoc hiéu 13 ning luc
cho phép doanh nghi¢p thuc thi hoat dong
marketing s6 (Phiri, 2020). Cu thé hon, n6 thé
hién nang lyc va ky ndng cia doanh nghiép
trong viéc su dung Internet va cac cong nghé
thong tin khac dé tao diéu kién twong tac phong
phi véi khach hang (Trainor va cong sy, 2011).
Nhiing trong tac nay doi hoéi doanh nghi¢p phai
cung cap cho khach hang quyén truy cip vao
cac tai nguyén va thong tin cua doanh nghiép.

Du cho dén nay, chua c6 nhiéu nghién ciru vé
ning lyc marketing sé cua doanh nghiép ciing
nhu chua co sy dong nhat vé ndi ham vé khai
niém nay. Tuy nhién, cac nha nghién ctru quan
tam dén khai niém nay nhin chung thira nhan
nang luc marketing s6 13 mot khai niém da khia
canh. Hay noi cach khac, ning luc marketing s6
duoc phan chiéu qua nhiéu nhém khia canh ma
dé cai thién nang luc marketing sb, cac doanh
nghiép can phai quan tim dén ching. Gan day,
tong quan nghién ctru thyc hién bai Phiri (2020)
cho thiy c6 4 nhom ning luc marketing s6 duoc
cac nha nghién ctu trong linh vuc marketing
cha y toi (Phiri, 2020):

1) Nang luc hoach dinh va trién khai chién lugc
s6: nang luc nay lién quan dén khia canh
doanh nghi¢p phai c6 kha nang xac dinh
duogc vi tri hién tai cua minh, xac 1ap muc
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tiéu va mong mudn ddi véi hoat dong kinh
doanh va marketing trong méi trudng sd,
cling nhu ning luc, kha ning xay dung cac ké
hoach nhim trién khai cac hoat dong nham
thuc hién cac muc ti€u va mong mubn dit ra.
Trong do, dé dam bao viéc thuc hién cac muc
tiéu va mong mudn trong mdi truong kinh
doanh rat bién dong va thach thuc hién nay
thi kha ning kiém soat va diéu chinh cac hoat
dong marketing trong méi trudng sb cing
dugc nhdn manh

2) Nang lyc cam nhan thi truong $6: nang luc
nay lién quan dén viéc thu thap, gidi thich va
truyén thong vé nhiing thong tin, nhiing thay
d6i va xu hudng cua thi truong sd dén cac bd
phén trong doanh nghi¢p

3) Nang lyc doi moi sang tao: lién quan dén
nhing k¥ ning va kién thirc can thiét dé giup
doanh nghiép c6 thé nhan ra, nim bét va cai
tién thanh cong cac cong nghé hién hanh
cling nhu phat trién nhitng cong nghé méi

4) Ning luc lanh dao, quan 1y lién quan dén kha
ning dinh huéng, quan 1y, dong vién va két
nbi cac hoat dong marketing trong moi
truong sd ciia doanh nghiép.

Nhin chung, cic ning lyc cdu thanh nén ning
luc marketing s6 cta doanh nghiép & trén co thé
xoay quanh 3 nhém ngudn lyc then chdt dé mot
doanh nghiép c6 thé tmg dung cong nghé trong
hoat dong marketing. D6 1a ngudn lyc cong
nghé thong tin, ngudn lyc con ngudi va ngudn
lyc kinh doanh (Bharadwaj, 2000; Powell &
Dent- Micallef, 1997). Ba ngudn lyc nay ciing
tao nén ba nhom ning lyc quan trong cau thanh
nang lyc marketing s6 ctia doanh nghiép 1a ning
lyc lién quan dén ngudn lyc CNTT, ning luc
lién quan dén ngudn lyc con ngudi va ning luc
lién quan dén ngudn luc kinh doanh (Trainor,
Rapp, Beitelspacher, & Schillewaert, 2011).
Ning lyc lién quan dén ngudn lyc CNTT dé cap
dén kha nang, nang lyc trién khai co so ha ting

cong nghé dé hd tro cac sang kién va hoat dong
marketing sb. Nang luc lién quan dén ngudn luc
con ngudi nhan manh kha ning va ning luc hd
trg ciia quan ly ddi véi cac hoat dong sang tao,
sang kién lién quan dén trién khai hoat dong
marketing. Cudi cung, khia canh ning luc vé
ngudn lyc kinh doanh lién quan dén kha ning
cong nghé duoc tich hgp trong hoat dong cua
toan doanh nghiép. Khia canh nay nhin manh
kha nang hoach dinh, m6 hinh kinh doanh cua
doanh nhiép c6 hod trg cho viée trién khai tich
hop cac cong nghé marketing va cic sang kién
marketing sb trong doanh nghiép.

Viéc do ludng ning lyc marketing s6 ciing
dugc cac nghién cuu trude day thuc hién thong
qua cic niang lyc céu thanh nén nd. Vi duy,
Trainor va cong su (2011) do luong nang luc
marketing s dugc do ludng thong qua 3 khia
canh: nang lyc cong nghé thong tin, nang luc
con nguoi, nang lyc kinh doanh. Tuy nhién, céc
nang lyc cu thanh va thang do cu thé cho ning
luc marketing thong thuong dugc xac dinh,
thich nghi theo timg bdi canh cu thé va mdi
quan tam cua cac nha nghién ctru.

Thanh tich marketing

Thanh tich marketing (marketing
performance) 1a mot khai niém thuong duoc st
dung dé néi dén cic két qua- thuong lién quan
dén hiéu suét, hiéu qua va cac chi s6- cua céc
hoat dong marketing lién quan dén cac muc tiéu
marketing da dat ra ban dau nhu doanh thu, loi
nhuén, sy hai 1ong cta khach hang. Du cho dén
nay, chua c6 sy théng nhat ré rang vé ndi ham
ctia khai niém thanh tich marketing, nhung hau
hét cac nha nghién ctru déu thira nhan 1a thanh
tich marketing 12 mgt khai niém da khia canh
(Gao, 2010). Ba khia canh lién quan dén thanh
tich marketing dwgc nhac dén nhiéu trong cac
nghién ctru truée day 13 hiéu suat, hidu qua va
kha ning thich ung. Hiéu suat va hiéu qua cua
cac hoat dong marketing thuong lién quan dén
cac myc ti€u thi truong nhu doanh thu, tang
truong va thi phan.
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Chinh vi khéng c6 su thong nhét vé ndi ham
khai niém thanh tich marketing gitra cac nha
nghién ctru nén ciing khong c6 sy nhat quan
hoan toan vé viéc do lwong thanh tich
marketing. Tuy nhién, mot s nghién ctru tong
quan vé do ludong thanh tich marketing (Clark,
1999; Gama, 2011; Gao, 2010) cho thiy cac nha
nghién ctru thuong ¢ xu hudng st dung mot sd
thang do chinh. M6t cach phd bién, cac thang do
thanh tich marketing thanh 2 nhém: (1) thang do
tai chinh bao ham céc chi ti€u tai chinh nhu
doanh
nghi¢p/thuong hiéu va (2) thang do phi tai chinh

lwuong ban, lgi nhuadn, gid tri
nhan manh viéc do ludng cic van dé nhu sy hai
Iong cta khach hang, su trung thanh ctia khach
Thanh thich
marketing ciing c6 thé duoc do ludng théng qua

hang, tai san thuong hiu.
nhimg nd lyc marketing dau vao (marketing
inputs) hodc dau ra (marketing outputs) nhu sy
hai long cua khach hang, sy trung thanh cua
khach hang hay tai san thuong hi¢u.

Trong mot nghién ciru tong quan vé cach thirc
xu hudéng va cach thic do ludong thanh tich
marketing, Clark (Clark, 1999) nhan thay cé 3
xu hudéng do luong thanh tich marketing theo
thoi gian nhu sau:

Mot 1a xu huéng chuyén dich tir do luong
bang chi tiéu tai chinh sang phi tai chinh. Xu
huéng st dung cac chi tiéu tai chinh dé do
luong thanh tich marketing phd bién vao nhing
nim 70-80 cua thé ky trudc-thoi ky cua quan
niém phd bién rang dau ra cua hoat dong
marketing khdng/it c6 kha niang thé hién thong
qua cdc chi tiéu tai chinh. Trong tho1 ky nay, thi
phan 1a chi s6 dugc cha ¥ boi cac nha nghién
clru, cac cong ty tu van va cic doanh nghiép.
Pén nhiing niam 80, ngudi ta nhin thdy ring
nhitng chi tiéu tai chinh c6 thé xem nhu birc anh
chup nhanh vé hién tai va noi rat it vé strc khoe
tuong lai cia hoat dong marketing, sy quan tam
clia cac nha nghién ciru va cac doanh nghiép bat
dau chuyén sang cic thang do dau ra phi tai
chinh cua hoat dong marketing véi nhan thuc

rang nhitng thang do nay phan anh sirc khoe
hoat dong marketing tot hon nhu sy hai 1ong ctia
khéch hang, chét lugng dich vy,

Hai 14 xu hudng chuyén dich tir thang do két
qua hoat dong marketing dau ra (outputs) sang
dau vao (inputs). Theo cac nha nghién ctru, cac
hoat dong marketing dau vao nhu hoat dong
kiém tra marketing, thyc thi hoat dong
marketing hodc dinh huéng thi truong c6 thé
tao ra nhitng két qua marketing trung gian (phi
tai chinh) nhu sy hai long khach hang, chat
lugng dich vy, long trung thanh cua khach
hang hay tai san thuong hiéu. Céc chi tiéu
marketing ddu ra ndy thuong dugc vi nhu tai
san marketing (marketing asset) va thuong tao
ra nhitng thanh tich marketing vé mit tai chinh.
Xu hudng nay ciing tré nén rd nét tir thap nién
80 cua thé ky trude.

Ba 1a xu hudng stir dung da thang do trong do
ludng thanh tich marketing. Xu huéng nay bat
dau phat trién tir cudi thap nién 70 cua thé ky
trude khi cadc nha nghién ctiu va doanh nghiép
thudng xem xét str dung két hop nhiéu thang do
nham do luong thanh tich marketing dé dam bao
tinh da chiéu va toan dién hon khi danh gia
thanh tich marketing cia doanh nghiép.

Twr nhiing xu hudéng nay, trong nhitng ndm
gan day, viéc str dung da dang thang do, ca tai
chinh, phi tai chinh, ca dau vao va dau ra, 1a xu
huéng phd bién dung dé do ludng thanh tich
marketing trong ca gidi nghién ctru han 1am va
thuc tién trén thé gidi.

DNNVV tai Viét Nam va thuc trang trién
khai marketing s6

Theo Nghi dinh 39/2018/ND-CP cua Chinh
pht, doanh nghiép nho va vira (DNNVV) duoc
phan loai tuy linh vuc hoat dong. Trong linh vuc
nong, lam nghi¢p, cong nghi¢p, xay dung,
DNNVV dugc hiéu 13 doanh nghiép (1) c6 sd
lao dong khéng qua 200 nguoi va (2) tong
doanh thu cta nam khong qua 200 ty dong hoic
tong ngudn von khong qua 100 ty doéng. Con

SO 04 — 2020

TAP CHI KHOA HOC CONG NGHE THONG TIN VA TRUYEN THONG 97



TAC PONG TICH HOP CUA NANG LUC VA CONG NGHE MARKETING SO PEN THANH TICH MARKETING CUA

DOANH NGHIEP NHO VA VUA

trong linh vyc thuong mai, dich vy, DNNVV
dugc hiéu 1a doanh nghiép (1) c6 sé lao dong
khong qua 100 nguoi va (2) tong doanh thu cta
nim khong qua 300 ty dong hodc tong ngudn
voén khong qua 100 ty dong. Pén nam 2020,
DNNVYV chiém 96,7% tong s doanh nghiép ca
nuoc voi khoang 541.753 DNNVV dang hoat
doéng (Chu Thanh Hai, 2019).

Trong nhitng thap nién gin day, moi trudng
kinh doanh ctia Viét Nam d3 c6 nhing thay ddi
manh m& va cin ban tao diéu kién thuén loi cho
DNNVV phat trién. Nhitng doanh nghiép nay
dang 16n manh ca vé sb luong, quy mo hoat
dong va ca vé 1ndi luc. Diéu d6 co tac dong to
16n, gop phan quan trong vao su phat trién kinh
té - x4 hoi va quéa trinh hoi nhap quéc té cua
Viét Nam vdi dong gop khoang 40% GDP, ndp
ngan sach nha nudc 30%, dong gop gia tri san
luong cong nghiép 33%, gia tri hang héa xuat
khau 30% va thu hat gan 60% lao dong (Chu
Thanh Hai, 2019).

Khong thé phu nhan 14 sy phét trién cta cong
nghé noéi chung va cong nghé marketing sé noi
riéng da goép phan thiic day thanh tich hoat dong
noi chung va thanh tich marketing ndi riéng cua
cac doanh nghiép nay. Linh vyc marketing s6
cia cac doanh nghi¢p ciing tré nén s6i dong.
Vao thang 8 nam 2019, Q&Me da thuc hién mdt
cudc khao sat trén 135 doanh nghiép (102
thwong hiéu, 20 coéng ty cung cdp dich vu
marketing s0, 13 cong ty truyén thong) da cho
thdy hoat dong marketing s6 da mang lai hiéu
qua va mang lai sy hai long cho cac DNNVV
Viét Nam (Q&Me, 2019). Cuy thé, marketing sb
gidp ho tiép can khach hang chinh xac hon, do
luong hiéu suat va quan 1y ndi dung dé& dang
hon. Theo bdo cido cua Q&Me (2019), hoat
dong marketing s6 phd bién trong cac doanh
nghiép Viét, ké ca cac doanh nghiép c6 qui mo
nho, 1a quang cdo xa hoi. V&1 xu hudng phat
trién clia cong nghé marketing s6 va loi ich né
mang lai, thoi gian toi, du con nhiéu rao can,

viéc ap dung coéng nghé marketing sb vao cac
DNNVYV tai Viét Nam s& 1a xu hudng tit yéu.

I1l. TAC PONG CUA CUA NANG LUC VA
CONG NGHE MARKETING SO PEN THANH
TICH MARKETING: CACH TIEP CAN DUA
VAO NGUON LUC

Quan diém dya vao nguon luc

Quan diém dua trén ngudn luc (resource
based view-RBV) la mét trong nhiing tu duy
thong tri vé chién luoc marketing trong nhitng
nam 1990 (Hooley, Broderick, & Mdller, 1998).
Theo quan diém nay, sy khac biét vé hiéu suit
hay thanh tich hoat dong cua cac doanh nghiép
duoc giai thich boi sy khac biét vé nguén Iuc va
kha nang cua ho (Barney, 1991; Hooley et al.,
1998; Mahoney & Pandian, 1992). Ngudn luc
dugc dinh nghia 1a mdt nhom tai san, kha
nang va quy trinh td chtrc, cac thudc tinh,
thong tin va kién thirc cua doanh nghiép, co
thé tao ra loi thé canh tranh bén viing cho ho
(Hooley et al., 1998). Theo RBV, cac ngudn
lyc ¢ gia tri, quy hiém, khong thé bat chudc
va khong thé thay thé cho phép cong ty thuc
hién tdt hon cac hanh dong chién luge. Néu
cac hanh dong dugc thuc hién nham tan dung
cac nguén luc, diéu nay s¢€ tao ra loi thé canh
tranh, tr d6 nang cao hi€u qua hoat dong
(Ketchen Jr, Hult, & Slater, 2007).

Tuy nhién, nguon lyc clia cong ty rat doi dao.
Mot cach phd bién, chung ¢ thé duge phan loai
thanh ngudn lyc hitu hinh va vo hinh, xoay
quanh céc yéu t6 tai san, k¥ nang va ning luc vé
tai chinh, vat chat, phép ly, con nguoi, td churc,
quan hé, cong nghé va thong tin cua doanh
nghi¢p (Barney, 1991). Theo Teece va cOng su
(1992) dugc trich dan boi (Hooley et al., 1998),
viéc chuyén ddi cac ngudn lyc nay thanh loi thé
canh tranh duogc thuc ddy béi ning luc t6 chuc.
Hay no6i céach khéc, n6 phu thudc vao kha nang
ctia mot doanh nghiép trong viéc t6 chirc, quan
ly, diéu phéi hoac thuc hién cac nhém hoat
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dong cu thé. P6 1a nhimng k¥ ning phtc tap va
nhitng kién thirc tich liiy duoc, duge thuc hién
thong qua cic quy trinh t6 chirc, cho phép cac
doanh nghiép phdi hop hoat dong va st dung tai
san cua ho (Day, 1994).

Do khai niém ngudn lyc rong va ngudn luc
ctia doanh nghiép rat doi dao, moi cong ty déu
c6 thé nhidu kha ning dé c6 thé thuc hién cac
hoat dong can thiét va dat duoc vi thé trén thi
truong (Day, 1994), ké ca véi cac doanh nghiép
c6 qui mo khiém ton. Tuy nhién, dé dat duoc
cac loi thé canh tranh méi trong bdi canh hién
nay khi ma tbc do thay d6i cong nghé nhanh
chong, ban chat ciia canh tranh trong twong lai
va thi trudng kho xéac dinh, doanh nghiép can co
ning luc dé d6i méi, ting cuong va thich mg
ning luc ¢t 15i theo thoi gian. Nang lyc dat
dugc nhitng yéu ciu nay duoc goi 1a nang luc
dong (dynamic capabilities). Nang luc dong nay
dé cap dén kha ning cia cong ty trong viéc tich
hop, xay dung va ciu hinh lai cac nang lyc bén
trong va bén ngoai dé giai quyét cac moi
truong thay doi nhanh chéng va phan anh kha
nang cua mat td chuc trong viéc dat dugc céc
dang loi thé canh tranh méi va sang tao. No dé
cap dén ning luc ciia mot cong ty trong viéc
trién khai tai san hodc ngudn lyc tich lity theo
thoi gian, thuong 1a két hop, st dung cac quy
trinh té chirc dé dat dugc muc tiéu mong mudn
(Hooley et al., 1998).

Ning lwe marketing- nhan té thic ddy thanh
tich marketing

C6 nhiéu loai ning lyc khic nhau & cac cp
do va cac khu vyc chirc nang khac nhau trong
mot doanh nghiép (Eisenhardt & Martin, 2000;
Hooley et al., 1998), trong d6 c6 nang luc
marketing. P& cap dén kha ning trién khai
ngudn lyc thi trudng cua cong ty dé dat duoc loi
thé vé thanh hoat dong cua minh, ning luc
marketing lién quan dén cac ning luc & cac linh
vuc/chitc nang marketing khac nhau cta doanh
nghi¢p nhu nang lyc lién quan qua trinh
marketing hon hogp (Morgan, Vorhies, &

Mason, 2009). N6 ciing c6 thé lién quan dén cac
hoat dong marketing chién lugc, chirc ning va
cac nang lyc marketing khac nhu cam nhan/hiéu
vé thi truong, xac dinh thi trudng muc tiéu va
dinh vi thi truong (con goi la nhom nang luc
chién luoc chinh); quan 1y quan hé khach hang,
tiép can khach hang, quan 1y san pham va phat
trién san phdm mdi (con goi 1a nhom ning lyc
chirc nang) va nang lyc thyuc hién (Trainor et al.,
2011).

Nhu dd dé cap, theo RBV, thanh tich do céac
doanh nghiép tao ra la nho sy khéac biét giira
chiung vé kha ning doc dao nhiing bi quyét k§
thuat va kha nang quan ly (Mahoney & Pandian,
1992). Nhiéu nha nghién ctru marketing di nhan
thdy rang ning luc marketing co két ndi truc
tiép ti thanh tich va hiéu suat marketing cua
doanh nghiép (Day, 1994). Cac doanh nghiép c6
thé 6 vi tri viig chac trén thi truong bang cach
tan dung cic ngudn luc marketing, c6 thé 1a
danh tiéng thuong hiéu, mbi quan hé véi khach
hang va dinh hudng thi truong (Srivastava,
Shervani, & Fahey, 1998).

Nhu vay, dua vao cach tiép can RBV, co thé
thdy r6 rang rang ning luc marketing co thé tac
dong tich cuc dén thanh tich marketing va lam
rii ro cho doanh nghiép. Mdi quan hé tac dong
nay trén thuc té da duoc ching minh qua rat
nhiéu nghién ctru thyc dia trong nhiéu linh vuc
khéac nhau. Vi dy, viéc phat trién ning luc
marketing da dugc chimg minh c6 thé giup cai
thién hoat dong quan tri thuong hi¢u va mbi
quan h¢ véi khach hang, do vay cai thién thanh
tich tai chinh ctia doanh nghiép (Vorhies, Orr, &
Bush, 2011). Nang lyc marketing c6 thé lam
tang kha nang nghién ctru va gidm rai ro cho
doanh nghiép (Sun & Price, 2016). Mgt nghién
clru gan day ciing cho thiy viéc phat trién ning
luyc marketing c6 tac dong truc tiép va tich cuc
dén thanh tich marketing ctia cac DNNVV trong
bdi canh nén kinh té dang phat trién (Qureshi,
Aziz, & Mian, 2017). Nhimg két qua nghién
ctru nay thuc ddy chung toi quan tim dén kha
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ning tic dong cia ning luc marketing sé dén
thanh tich marketing ciia doanh nghiép.

Ning lwe marketing sé va kha ning tac dong
true tiép t6i thanh tich marketing

Ciing theo cach tiép can RBV, nhiéu nha
nghién ctru di 1ap luan rang ngudn luc va ning
luc marketing s6 co6 cac dong dén thanh tich
marketing cua doanh nghiép (Phiri, 2020).
Marketing s6 cho phép khach hang két ndi véi
doanh nghiép chit ché hon vi cho phép ho tiép
can truc tiép vO1 cac nguff)n Iuc truc tuyén cua
doanh nghiép, cho phép doanh nghiép hiéu duoc
khéch hang hon thong qua theo ddi va phéan tich
nhitng ddu chan va kham pha hanh trinh cta ho.
Do véy, n6 mang lai co hoi dé cac doanh nghiép
thudn lgi hon trong viéc chinh phuc khach hang,
chuyén doi khach hang tiém nang thanh khach
hang hién tai ciing nhu duy tri mdi quan hé véi
khach hang. Nho do, cac thanh tich marketing
vé mit tai chinh va phi tai chinh c6 thé duoc cai
thién. Cu thé, mic do6 hai long va giit chan
khach hang c6 thé dugc cai thién co thé dan dén
tang doanh thu thong qua hinh thirc ban chéo va
hoat dong tmyén miéng dién tu tich cuc ciing
gop phan vao cai thién loi nhuan cia cong ty
(Hogan et al., 2002). Ngoai ra, khi khach hang
ngay cang hai long va ¢ lai véi mot doanh
nghiép, doanh nghiép d6 hoan toan c6 thé dat
dugc thi phan cao hon va giam chi phi phét sinh
bang cach khuyén khich hanh vi mua hang lap
lai cua khach hang va gidm muc do phan nan
ctua khach hang (Szymanski & Henard, 2001).
Nghién ctu thyc dia cia Trainer va cong su
nam 2011 ddi voi hon 500 doanh nghiép voi
nhiéu qui mé khic nhau & Bi ciing goi y rang
viéc phat trién thanh cong ning lyc marketing
s co tac dong truc tiép va tich cuc dén kha
ndng sinh 101 ctia doanh nghi¢p, kha nang hoan
von dau tu cling nhu c6 tac dong dén cai thién
thanh tich cta hoat dong quan tri quan h¢ khéach
hang (Trainor et al., 2011). Mt bao cdo cua
cong ty tu van McKinsey niam 2011 ciing chi ra

ré‘mg nhitng DNNVV c¢6 su hién dién manh mé
trén web ciing c6 toc do ting truong gip 3 lan
so v6i nhitng doanh nghiép khong c6 su hién
dién hoac su hién dién it oi trén do (Alford &
Page, 2015).

Viéc st dung marketing s & céc doanh
nghiép Viét Nam di cho thay sy hiéu qua nho
kha ning do ludng, tiép can khach hang va kha
nang quan 1y noéi dung. Piéu nay phan nao cho
thiy ning luc marketing sb ctia cac DNNVV
dang cai thién va gop phan thic diy thanh tich
marketing cta ho.

Nhimg két qua nghién ctiu trén day cho phép
chung t6i dé xuat vé tac dong truc tiép cua ning
luc marketing sé dén thanh tich marketing ctia
DNNWVV ca trén phuong dién tai chinh va phi
tai chinh.

P1. Ning lwc marketing s6 c¢é dnh hwong truc
tiép va tich cuc dén thanh tich marketing ciia

cac DNNVV.

Vai tro cua viéc st dung cong nghé
marketing so

Ning Iyc marketing sé dwgc hinh thanh tir 3
ngudn lyc va ning lyc co ban: (1) ngudn luc va
nang luc cong nghé thong tin, (2) ngudn lyc va
ning luc con ngudi va (3) ngudn luc va ning
luc kinh doanh cta doanh nghiép (Trainor et al.,
2011). Cac nguodn lyc va nang luc nay co thé
thiic day viéc sir dung cac cong nghé marketing
s0. Vi du nhu nguén lyc va ning lyc cong nghé
thong tin c6 thé thuc day ho xem xét va sir dung
Bén
canh do6, mot doanh nghiép c6 nang luc va

mot loat cac cong nghé marketing so.

ngudn lyc con nguoi trong linh vyc marketing
sO tot thi s& c¢6 kha nang thich ing véi cac cong
nghé méi va c6 kha ning dp dung no tét hon
nhiing doanh nghi¢p khac (Henderson &
Venkatraman, 1999). Mat khac, nhitng doanh
nghiép nay ciing c6 mot van hoa to chirc coi mo
va linh hoat hon, hd tro cho viéc str dung va tich
hop céc cong nghé mdi vao hoat dong cia minh
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(Wu, Mahajan, & Balasubramanian, 2003).
Nhimg sy coi md va linh hoat nay nhd yéu td
ngudn lyc va ning luc con ngudi s& giup dan
dén cac thanh tich marketing tot hon trong moi
truong sd (Saini & Johnson, 2005). Gan day,
trong modt nghién cuu thyc dia cia minh,
Cenamor va cong su ciing chimg minh ring
nang lyc két ndi ciia cac ca nhan va nhom trong
mot doanh nghi€p, kha nang cung nhau chia sé
trong cong viée, k¥ ning giao tiép va lam viéc
cung nhau trén céc nén tang s ciing c6 tic dong
truc tiép va tich cuc dén thanh tich caa DNNVV
(Cenamor, Parida, & Wincent, 2019). Ngoai ra,
ngudn luc va ning luc kinh doanh cta doanh
nghiép ciing duoc xem 1 mot nhan t6 c¢6 kha
ning thuc diy ning luc d6i méi cia doanh
nghiép va can dugc xem xét trong viéc thuc day
mdi quan hé khach hang trén nén tang chién
lugc da kénh trong moéi truong s6 (Wilson &
Daniel, 2007).

Mot nghién ctru gan day cia Alfold va Page
vé cac DNNVV ciing cho thay cac chii doanh
nghi¢p nho ngay nay ciing da c6 nhiing thai do
tich cuc va mong mubn thue sy d6i voi viée su
dung cong nghé trong marketing nham khai thac
cac co hoi gin két va twong tac siu hon voi
khach hang (Alford & Page, 2015). Ho dang
hudéng manh hon td1 mé hinh kinh doanh sb, vai
nhiing khai niém dinh hudng thi truong 2.0 du
con nhitng han ché vé kién thtrc va phuong phap
do luong ti suat hoan vén dau tu vao cong nghé
marketing. Nhimg két qua nghién ctru trén day
cho chung t6i suy luan rang nhiing DNNVV
hién nay di dan cha trong dén van dung ngudn
luc vao gdm ca ngudn lyc cong nghé thong tin,
con ngudi va kinh doanh vao viéc phét trién
phat trién ning lyc marketing sd. Véi qui mo
khong 16n, ho s& c6 thé c6 nhitng mo hinh kinh
doanh sd linh hoat, c6 thé thuan loi cho viéc
phat trién nang lyc marketing s6. Nhiing doanh
nghiép phat trién dugc ning luc nay s& c6 thuan
lgi trong viéc su dung da dang va tich hop céc
cOng nghé marketing sd. Hoat dong marketing

s0 lién quan dén viéc ap dung cac kha nang, quy
trinh, cu tric va cong nghé dé khai thac va phat
trién kha nang tuong tac, dinh vi thi trudong, ca
nhan hoa va t6i wu hoa cac kénh sé nhim tiép
can va chuyén d6i khach hang (Edelman &
Heller, 2015). Hay noi cach khac, viéc tang
cuong sir dung marketing sb s& 1am cho mé hinh
kinh doanh cia DNNVV tré nén sé hoa. Mo
hinh kinh doanh sd, dén luot né, lai cho phép
thiic ddy cac thanh tich marketing cia doanh
nghiép trén nhidu phuong dién nhu thuc day
mdi quan hé tuong tac va bén chit véi khach
hang, thuc ddy su hai long va thanh tich ban
hang cta doanh nghiép (Wu et al., 2003). Tai
Viét Nam, nghién ctru cia Pham Hung Cudng
(2019) vé hoat dong marketing s cila cac doanh
nghiép (chil yéu 1a doanh nghiép tré) trong linh
vuc ban 1¢ hang tiéu dung ciing cho thiy tng
dung cong nghé sb trong hoat dong marketing,
su sang tao va doi méi, ngudn luc con ngudi 1a
nhirng van dé then chét trong viéc thiic day hoat
dong marketing s6 ciia cac doanh nghiép.

Tir nhitng két qua nghién ctru va 1ap luan trén
chi ra viéc str dung cac cong nghé marketing s6
c¢6 thé dong vai tro 14 nhéan td trung gian trong
sy tac dong cua nang lyc marketing s6 dén
thanh tich marketing cia DNNVV. Do vay, hai
dé xuat sau duoc dua ra:

P2. Néng lwc marketing sé ¢6 dnh hwong truc
tiép va tich ciee dén viéc sir dung cdc cong nghé
marketing sé ciia cac DNNVV.

P3. Viéc sir dung céng nghé marketing sé c6
danh hwong truc tiép va tich cuc dén thanh tich
marketing cua cac DNNVV.

Nhitng két qua téng quan nghién ctru va dé
xudt ctia chung toi xoay quanh vai trd anh
huong cua ning lyc marketing sd va viéc sir
dung coéng nghé marketing sé dén thanh tich
marketing cta doanh nghiép vira va nho ¢ thé
tom tat trong Hinh 1 sau day:
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4 )

Nang lye marketing Thanh tich
s0 P1 marketing
— Nang luc cdng nghé |_~ - Thanh tich
thong tin tai chinh
— Nang luc con nguoi _ Thanh tich
— Nang luc kinh doanh phi tai chinh

- J

P2 P3

ﬁ& dung céng nghé marketing sh

— Codng nghé phan tich marketing

— C6ng nghé t6i wu chuyén ddi
khach hang

— Cobng nghé email

— Cong nghé marketing bang cong
cu tim kiém

— Cong nghé marketing nhic lai

— Cobng nghé marketing di dong

(C()ng nghé marketing ty dong /

Hinh 1- Khung 1y thuyét vé tac dong tich ctia nang luc

marketing s6 va viéc st dung cong nghé marketing sé dén
thanh tich marketing cia DNNVV

IV. KET LUAN, HAM Y VA GQI Y CHO NGHIEN

CUU TUONG LAI

Nghién ctru nay hudng téi khung 1y thuyét vé
tac dong tich hop cua ning lyc marketing s6 va
viéc sir dung cong nghé marketing s6 dén thanh
tich marketing cia DNNVV véi cach tiép can
dwa vao ngudn lyc va tong quan cic nghién ctru
lién quan. Theo két qua nghién ciru, ning luc
marketing s6 c6 kha niang tac dong truc tiép dén
viéc cai thién thanh tich marketing cula
DNNVV. Su tac dong ctua ning lyc marketing
sO dén thanh tich marketing ciing c6 thé dugc
thuc hién gian tiép thong qua viéc sir dung da
dang va phdi hop cic cong nghé marketing sb.
Nhu vay, két qua nghién ctru ham ¥ rang dé viéc
trién khai marketing $6 thuc su c6 tac dong tich
cuc 1én thanh tich marketing cua cac DNNVV,
nang lyc marketing s dwa vao ca nang luc cong
ngh¢ thong tin, con nguodi va nang lyc kinh
doanh s& can dugc nhin manh, vi no s& co tac

dong truc tiép dén thanh tich marketing va ca
gian tiép thong qua cach thirc ho st dung céc
cong nghé marketing sd.

Tuy nhién, dé phat trién mot 1y thuyét vé tac
dong cta ning luc va cong nghé marketing can
phai kiém chimg bang nhirng nghién ctru thyuc
nghiém. Noi cach khac, cac nghién clru trong
tuong lai can tiép tuc nghién ctru va kiém dinh
cac dé xudt ma chung toi dd phat trién trong
nhiing nglr canh nghién ctru khac nhau va dac
biét can gin lién hon voi bdi canh nghién ctu
Viét Nam. Cu thé, c6 hai vin dé can duoc giai
quyét trong cac nghién ctru trong twong lai. Pau
tién, cac dé xuit vé vai tro tic dong cua ning
luc marketing s6 va viéc sit dung cong nghé
marketing s6 can duoc kiém tra, danh gia lai.
Thtr hai, cdc nghién ctru tuong lai phai xac dinh
mot cach than trong cach thure do luong cac khai
niém lién quan duoc dé xuét trong mo6 hinh cho
phu hop véi nglr canh Viét Nam.

Vi goc nhin cta ching t6i, van dé thar hai s&
1a mot thach thice 16n cho cac nghién ctu tiép
theo do sy thiéu nhat quan vé ndi ham ciing nhu
cach thic do luong khai niém nadng luc
marketing s6, thanh tich marketing va do su
bién dong nhanh ctia moi truong céng nghé.
Mudn vuot qua thach thirc ndy, nghién ciru
tham do can duogc tiép tuc tién hanh mot cach
sdu sic nham lam rd ndi ham va cach thirc do
luong cac khai niém lién quan trude khi nhitng
nghién ctru thyc dia chinh thirc mang tinh két
luan duoc dién ra. Ngoai ra, cac nghién ctru tiép
theo ciing nén chu y dén tinh ngir canh vi cac
doanh nghiép trong cac linh vuc khac nhau co
thé co nhing dic thu vé ning luc va cach thirc
sir dung cong nghé marketing sd, ciing nhu nhin
nhan, d4nh gia vé thanh tich marketing.
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NGUYEN THI HOANG YEN, VU THE VIET

THE INTEGRATED IMPACT OF
DIGITAL MARKETING COMPETENCY
AND TECHNOLOGY ON MARKETING

PERFORMANCE OF SMEs

Abstract: Digital marketing and marketing
performance have been of interest to researchers
and practitioners recently. However, the
mechanism of how digital marketing has impact
on the marketing performance of businesses is a
topic that requires further research. In this study,
from a resource-based approach, the impact of
digital marketing on the marketing performance
of small and medium-sized enterprises (SMES)
is explored through the role of digital marketing
competency and its use. This approach can
make a certain positive contribution to
businesses looking to implement digital
marketing to improve their marketing
performance.

Keywords: digital marketing technology,
SMEs, digital marketing capacity, marketing
performance
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