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LOI NOI DAU

ganh du lich toan cdu dang chung ki¢én mot cudc cach mang

cong nghé chua titng c6. Céc dai ly 1@ hanh tryc tuyén (online

travel agency — OTA) nhu Booking.com, Agoda, Expedia... tr&
thanh “luéng gi6 mai”, vita md ra co héi vang dé but phd doanh thu,
vita dit ra thach thitc doi héi sy thich nghi nhanh chéng cho nhiing ai
da, dang va sé kinh doanh dich vu lvu tra. Trong béi cinh 4y, OTA thyc
chién ra doi. Day khong chi 1a mét cudn sach, ma con la kim chi nam
cin thiét giap ban ton tai va tda sang trong ky nguyén s6 hoa ctia nganh
“cong nghiép khong khoi”.

Toi la Lé Minh Phdt — nguoi truc ti€p chidp but viét nén nhing
dong nay va c¢6 hon moét thip ky cong tac trong nganh du lich. Toi
tirng [a Quén ly kinh doanh tai cic thuong hi¢u l6n tit 3 dén 5 sao
nhu Oriental Sails, Paradise Vietnam, Silverland Hotels Group,
AccorHotels... noi t6i tdn mit ching kién OTA bién nhiing gidc mo vé
doanh thu thanh hién thyc, dong thoi cling ddy ap luc canh tranh lén
dinh diém.

Bén canh do, toi cing c6 hon bdy nim lam Téng Qudin ly va
Gidm d6c tai cac khach san 3, 4 sao nhu TTC — Airport, The Luxe —
Saigon, The Odys Boutique... Toi thuong xuyén d6i mit véi cau hoi
thyc t¢: “Lam sao d€ khach san ting truéng bén viing khi khach hang
chi cdn vai ca nhdp chuét d€ so sanh minh véi hang trim d6i tha khac?”
Nhiing trai nghiém 4y khong chi 1a bai hoc, ma con 1a ngon lta thoi
thac toi viét cudn sach nay, d€ ban khong phii mét nhi€u thoi gian,

cong stic md mim trong bong t6i nhu t6i tirng lam.
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Ngoai nhitng kinh nghiém thyc chién, t6i con dugc trang bi nén
ting hoc thudt viing vang, do 1a bing Thac si chuyén nganh Qudn tri
Dich vu Du lich va Li hanh, cung ching chi CHA (Certified Hotel
Administrator) danh gia tit Hi¢p hoi Khach san Hoa Ky (AHLA) — d4u
4n thuong thdy ¢ cic Gidm d6c khéch san 5 sao trén toan ciu.

Khong ding lai & do, t6i con la gidng vién thinh gidng tai cic co
s6 gido duc hang ddu (Truong Dai hoc Cong nghé thanh phs Ho Chi
Minh, Truong Dai hoc Tai chinh — Marketing...), 1a dién gia, chuyén
gia trong nganh du lich. Vi thé, t6i thusng xuyén dugc moi dén gidng
day, tham dy cac héi théo, sy kién lon, noi t6i c6 co hoi chia sé, ling
nghe nhiing cdu chuyén “néng héi” tir thuc t&, cip nhit xu huéng mai
nh4t va mang ching vao tiing trang sach nay. Toi that sy mudn cho ban
thdy nhiing gi t6i da s6ng, da lam va da thanh cong!

Nguyén nhin chinh khi¢n cu6n sich nay ra doi bit nguén ti
thyc t¢ khong thé pht nhan: OTA di tré thanh mot trong nhiing kénh
phén phdi quan trong ctia hoat dong kinh doanh dich vy lvu tru. Theo
Statista (2024)', udc tinh 62% tdng doanh thu cta thi truong khiach
san Viét Nam nim 2029 dén t kénh tryc tuyén, trong d6 OTA dong
vai tro cot 16i.

Tuy nhién, tai Viét Nam, t6i nhin ra mét khodng tréng lon, do
la thiéu nhiing huéng dan thyc tién, gin giii, dugc viét tit goc nhin cta
ngudi trong cudc — ddi tugng hi€u 6 théi quen tieu dung cha khach
hang, ap lyc ctia nha quin ly va ci tiém ning chua khai pha cta thi
truong. Toi viét cubn sich nay d€ trao cho ban m¢t kho bau, do la
nhing gidi phdp tudng chiing rit don gidn nhung lai v6 cung thuc chién
ma t6i d4 4p dung cyc ky thanh cong. Toi xin khdng dinh, ching hoan
toan khong phai ly thuyét sudong, ma la nhing “vii khi” sic bén da dugc

ki€ém chung, sdn sang d€ ban c4m lén va hanh dong ngay 14p tic.

1. Statista (2024), “Hotels — Vietnam”, Statista. Tai duong dan: hteps://www.statista.com/

outlook/mmo/travel-tourism/hotels/vietnam/ (truy cip: 27 thang 3 nim 2025).
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Nhung trén tdt ¢, cudn sich nay khong phéi hanh trinh ctia riéng
t6i. D6 la két qud it sy chung tay ctia nhing chuyén gia tuyét voi
trong nhiéu linh vyc. Téi xin gti 1o tri 4n sdu sic dén cic anh chi Téng
Gidm d6c/Quén ly khach san; cac anh chi Gidm d6¢/Quén ly doanh
thu, kinh doanh va marketing; cic anh chi Qudn ly déi tic ctia OTA;
cdc anh chi dén w nhing don vi cung cip gidi phap quéan ly OTA cho
khach san; cdc anh chi dang cong téc trong nhing linh vyc lién quan
khac... Chinh ho da cung toi lam nén gia tri thyc tién ctia cudn sach
va sdn sang cdng hi¢n mdt cich tuyét voi cho nganh du lich Viét Nam.

Vile do, nguyén vong lon nhit cta t6i 1a cudn sich nay khong chi
dé doc, ma sé tré thanh ngudn tai liéu tham khao quy gid, phuc vu muc
dich gido duc va dao tao. Toi mo wdc OTA thuc chién s& ndm trén gid
sich ctia moi nha quén ly, gidng vién, sinh vién va ci nhiing ai dam mé
nganh “cong nghi¢p khong khoi”, d€ cung nhau nang tdm du lich Viét
Nam trong ky nguyén viion minh ctia dan téc.

Hanh trinh trong OTA thuyc chién dugc chia thanh bén phéan
chinh, méi phin 12 mét manh ghép hoan hio dé€ ban chinh phuyc va
lam cha OTA:

Phén 1. Téng quan vé OTA dit nén mong viing chic bing cach
gidi thich khai ni¢ém OTA, qua trinh hinh thanh, phat trién tr thap
nién 1990 dén thoi dai di dong va Al, cung vai tro ctia OTA trong
h¢ théng phan phéi khach san so véi cac kénh khac nhu dai ly truyén
thong, GDS hay mang xa hoi. Day la nén tang ly thuyét quan trong
giup ban c6 thé chu dong budc ti€p sang nhiing phén sau.

Phan 2. Nhitng yéu t6 trong thiét lip kénh phin phéi OTA
huéng dan cich x4y dung kénh OTA hi¢u qud, bit ddu tir hoat dong
hoan thién yéu t8 sain phdm, dén wng dung cac yéu t6 v¢€ gid, kénh phan
phoi, khuyén mai va quing ciao. Noi dung ctia phdn nay giup ban bién ly
thuyét thanh hanh dong, d6ng thoi tranh duge nhiing sai 1dm phd bién.

Phan 3. Nhiing giai phdp t6i vu kénh phan phéi OTA mang gia

tri thyc tién va quan trong nhét ctia cudn sach. Phin nay dua ra cic gidi
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phap cdt 16i giup ban t6i vu cic ty 1¢ chuyén d6i, ting doanh thu hi¢u
qui va ning cao trii nghiém khach hang. Dugc minh hoa bing nhié¢u
vi du sinh dong, thuc &, tiing trang sach la co héi giup ban dat duge
thanh cong mot cach dé dang va nhanh chong.

Phan 4. Nhiing gidi phdp hé tr¢ quan ly kénh phan phéi OTA
gisi thiéu cic cong cu tién tién hd trg ban trong viéc dong bo hoa di
liéu, kiém sodat chénh léch gid, ting cuong gin két khich hang va xay
dyng thuong hi¢u thanh cong. N6i dung ctia phan nay dua ban tt vin
hanh tht cong sang phuong thic hi¢én dai, nhim dip wng nhu cdu phat
trién bén viing trong ky nguyén s6.

Bén phdn cta sich dugc két n6i mot cach khoa hoc, tao nén mot
h¢ théng kién thic chit che, tir ly thuyét nén ting, chién lugc thyc tién,
dén ung dung cac gidi phap cong ngh¢ hién dai.

Khi trang cudi cung dugc khép lai, t6i hi vong ban khong chi co
kién thitc, ma con c6 du sy ty tin, sin sang bién moi thach thic thanh
nhiing co héi vang d€ toa sing. Hay cung toi viét nén ciu chuyén thanh
cong mai cho chinh con duong sy nghiép caa ban!

Va hanh trinh d6, bdt dau tu bay gio...

LE MINH PHAT
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DANH MUC TU VIET TAT
STT | Tuviét tat Tirgéc Tén goi tiéng Viét
1 ADR average daily rate gia phong trung binh hang ngay
2 BAR best available rate gia tot nhat hién hanh
3 BE booking engine cbng cu dat chd
4 CAGR compound annual growth rate |ty I& tdng truéng kép hang ndm
5 CM channel manager cong cu quan ly kénh phan phéi
6 CPA cost per acquisition Chi phi Erén n’16i hanh dong mua
hang/dang ky
7 CPC cost per click chi phi trén mai lugt nhap chudt
8 CPM cost per mille E:;:?;ltren mbi mot nghin Ian
9 CRS computer reservation system |hé théng d&t chd may tinh
10 CRS central reservation system hé théng dat ché trung tam
n CX customer experience trai nghiém khach hang
12 DMC SE:L”::;OF‘ management doanh nghiép quan Iy diém dén
13 GDS global distribution system hé théng phan phdi toan cau
14 GIT group inclusive tour doan khach
15 HRN Hotel Reservations Network Mang luéi Dat ché Khach san
16 IP Internet protocol dia chi giao thuc Internet
17 M&A mergers and acquisitions sap nhap va mua lai
18 OTA online travel agency dai ly 1T hanh tryc tuyén
19 PMS property management system |hé théng quan ly khach san
20 TA travel agency dai ly 1rhanh
21 T™MC travel management company |doanh nghiép quan ly du lich
22 T0 tour operator doanh nghiép diéu hanh tour
23 UsSP :;'ﬁr?: sre;g;zi‘t)ﬁjgt/”mque lgi diém ban hang doc nhat
24 VALS values, attitudes, and lifestyles|ma hinh gia tri, thai do va 16i séng
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OTATRONG
NGANH DU LICH

rong thoi dai s6 hoa, OTA da tré thanh kénh phan phéi cot loi,

thay déi cach khéch san ti€p can khach hang va t6i vu héa doanh

thu. T nhiing ngay ddu thap nién 1990 dén sy bung né nho
cong nghe¢ di dong va Al', OTA khong chi dinh hinh thoi quen tiéu
dung cta du khich ma con tai cdu trac hé théng phan phdi ctia hoat
dong kinh doanh dich vy lvu tra. Muc dich ctia Chuong 1 nay la giap
khach san nim viing khdi niém, qua trinh hinh thanh va phat trién,
cung dic trung ctia OTA, dong thoi lam 16 vi tri cia OTA trong hé
thong kénh phéan phdi khach san. Bén canh do, néi dung phén tich cac
mo6 hinh kinh doanh ctia OTA, li¢t ké nhiing lgi ich ctia OTA déi voi
khach san va khich hang, nhiing thach thic tt OTA, ggi y khach san
lga chon OTA phu hgp v6i quy md, loai hinh kinh doanh d€ dat muc
tieu loi nhudn hi¢u qua. Day 1a nén ting cho nhing phan tich siu hon
v€ cic hoat dong thiét 14p va t6i uu kénh phan phsi OTA trong kinh
doanh khach san & cac chuong sau.

1. Al — artificial intelligence (tam dich: tri tu¢ nhan tao): tip hop cic cong nghé cho phép may tinh
thyc hién nhiéu chic ning tién tién, bao gdm kha ning nhin, hiéu, dich ng6én ngit noi va viét, phan

tich di liéu, dua ra khuyén nghi...
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OTAlagi?

Khai niém "dai ly Iir hanh" (travel agency — TA)

Bitner va Booms (1981)" dinh nghia “dai ly I& hanh dong vai tro la
ngudi ho trg gitta khich du lich va bén cung cdp dich vu du lich d€ tr6
thanh ddu ra chinh cho nhi€u dich vu du lich, 12 noi phan phéi nhiing
dich vy nhu: vé mdy bay, dit phong khach san, dit tour va nhiing
chuyén tham quan dén véi khach hang”.

Theo Lién Hi¢p Qudc (2010)?, dai ly 1 hanh “ban quyén st dung
mét dich vu nhét dinh dugc cung cdp bsi nhitng ngusi khac tai mée
thoi diém nhit dinh va trong nhing diéu kién nhét dinh... cung cip
thong tin, cic dich vu khéc cho du khach va ho 1a nguoi trung gian
trong viéc mua mdt s6 dich vu nhit dinh, mac du ho ciing ¢ thé cung
cdp cac dich vu b6 sung nhu tour du lich di kém, dich vy huéng dan...
Cudi cung, cdn d€ cip ring hdu hét cic dai ly 1§ hanh thudc thdm
quyén cy thé cia cic co quan quin ly nha nuée vé du lich”. G dinh
nghia nay, hoat dong cta dai ly 1& hanh chiu sy quén ly ctia co quan
nha nudc vé€ du lich tai qudc gia — noi ma dai ly I hanh ding ky kinh
doanh, ddm béo tuin tha cic quy dinh phap ly.

Theo Nguyén Vin Manh va Pham Héng Chuong (2006)°, “dai
ly du lich (travel agencies) 1a m¢t phan loai theo sin phdm ctia doanh
nghi¢p 1& hanh bén canh cong ty l& hanh/du lich (tour operators)
chuyén thyc hi¢n hoat dong t§ chiic, san xuét. Dai ly du lich (travel

agencies) 1a noi chuyén hoat dong moi gisi, trung gian”.

1. Bitner, M. J. va Booms, B. H. (1981), “Deregulation and the future of the U.S. travel agent
industry”, Journal of Travel Research, 20(2), tr. 2-7.

2. United Nations (2008), International Recommendations for Tourism Statistics 2008. New York:
United Nations.

3. Nguyén Vin Manh va Pham Héng Chuong (20006), Gido trinkh Qudn tri Kinh doanh Lit hinb,
Ha Noi: Nha xudt ban Dai hoc Kinh t¢ Quéc dan.
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Cin ct vao tinh chét ctia hoat dong d€ tao ra sin phdm, Lé Anh
Tuén va Nguyén Thi Mai Sinh (2015)" cho ring kinh doanh dai ly
li& hanh thudc hoat dong kinh doanh It hanh, bén canh kinh doanh
chuong trinh du lich va kinh doanh li hanh t6ng hgp. Trong d6, “kinh
doanh dai ly l& hanh thyc chét 1a hoat dong lam dich vy trung gian
phan phéi cic sin phdm, dich vu riéng 1& ctia cic nha cung cdp du
lich dé hudng hoa héng. Hoat dong nay khong lam gia ting gid tri
san phdm va dich vu du lich, nhung gép phin vao viéc nang cao hi¢u
qua cta viée tiéu dung trong du lich. Hoat dong nay khong chiu rai
ro do khong phii chiu trach nhi¢m vé chit lugng sin phim, dich vu
khi khach tiéu dung. Cac doanh nghié¢p thudn tay thyc hién hoat dong
nay dugc goi la cic dai ly (I& hanh/du lich) ban 1¢”. Dinh nghia nay
nh&n manh vai tro cta dai ly [& hanh trong viéc ning cao hi¢u qua tiéu
dung du lich ctia du khich, du khéng tryc tiép thyc hién cac hoat dong
chuyén giao va khong chiu trach nhiém vé chit lugng cic sin phdm,
dich vu du lich nay.

Luit Du lich (2017) giai thich “kinh doanh dai ly l& hanh la viéc
t6 chiic, ca nhan nhan ban chuong trinh du lich ctia doanh nghi¢p kinh
doanh dich vy & hanh cho khach du lich d€ huéng hoa hong”. Theo
do, dai ly It hanh dong vai tro trung gian trong viéc mua lai cic sin
phdm, dich vu du lich ma doanh nghi¢p du lich, doanh nghi¢p kinh
doanh dich vu lvu tru, doanh nghiép vin chuyén... sin xuit d€ phan
phdi lai cho khach hang va thu dugc lgi nhuan.

Nhu véy, dai ly 1& hanh 12 mot loai hinh doanh nghi¢p 1& hanh,
hoat dong nhu trung gian (mdi gisi, cung cdp thong tin, thyc hién giao
dich) d€ dwva sin phdm, dich vu du lich tw cic nha cung cdp (doanh
nghi¢p du lich, lvu tru, van chuyén, di€ém tham quan...) dén ngusi
titu dung. Loi nhudn cta dai ly [& hanh dén tit hoa héng (néu gid ban
bing gid nha cung cip) hodc chénh léch gia (néu gid ban khac gia nha

1. Le Anh Tu4n va Nguyén Mai Sinh (chut bién) (2015), Gido trinh Téng quan Du lich, Ha Noi:
Nha xudt ban Gido duc Viét Nam.
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cung cdp). Ho khong chiu trach nhiém vé chit lugng sin phdm, dich
vy, nhung gép phin ning cao hi¢u qué tiéu dung du lich. Dai ly lia
hanh chiu sy quan ly ctia co quan nha nuéc vé€ du lich tai noi ding ky

kinh doanh.

Khai niém “dai ly It hanh tru'c tuyén” (online travel agency — OTA)
Xudt hi¢n 14n d4u tién vao cudi nhitng nim 90 cta thé ky 20, dén nay,
OTA d4 din tré thanh mét trong nhiing kénh phan phéi quan trong
ctia nganh du lich toan cdu. OTA la nhing doanh nghi¢p dau tién
thuc hién cac hoat dong kinh doanh tryc tuyén va ddu tv manh mé
vao cong nghé¢, chuong trinh khuyé¢n mai, quang cdo tryc tuyén va truc
ti€p (Mellinas, 2019)". OTA ra doi nhim md& rong kénh phan phéi cta
khach san va ting co hoi kinh doanh (Lv va cong sy, 2020)?, do do,
dong vai tro quan trong trong viéc phan phéi cac san phdm du lich, tao
di€u kién ti€p cin nhing khich hang tiém ning tit khdp noi trén thé
gioi (Park va cong sy, 2019)°.

Duséi day la mét s6 dinh nghia phé bién vé OTA:

Theo Tsang va cong sy (2010)%, OTA la “dai ly thu dugc phan lén
doanh thu cta ho thong qua hoat dong ban hang tryc tuyén va cung
cdp céc dich vu du lich gia tri gia ting cho khach hang tiém ning thong

qua giao dién web”.

1. Mellinas, J. P (2019), “Dependency of Spanish urban hotels on Booking.com”, Tourism Analysis,
24(1), tr. 3-12.

2. Lv, X,, Li, N., Xu, X. va Yang, Y. (2020), “Understanding the emergence and development of
online travel agencies: a dynamic evaluation and simulation approach”, Internet Research, 30(6), tr.
1783-1810.

3. Park, S., Yin, Y. va Son, B. G. (2019), “Understanding of online hotel booking process: A
multiple method approach”, Journal of Vacation Marketing, 25(3), tr. 334-348.

4. Tsang, N. K. E, Lai, M. T. H. va Law, R. (2010), “Measuring e-service quality for online travel
agencies”, Journal of Travel & Tourism Marketing, 27(3), tr. 306-323.
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Landman P. (2020)' cho ring OTA la “cic doanh nghi¢p truc
tuyén co trang web cho phép ngusi tieu dung dit cac dich vu lién quan
dén du lich khac nhau tryc ti€p qua Internet. Cac doanh nghi¢p nay
la bén tht ba ban lai cac chuyén di, phong khach san, dich vu thué 6
t0, cac chuyén bay, goi ky nghi... dugc cung cdp/t6 chic boi doanh
nghi¢p khac”.

Skalska T. (2017)* dinh nghia OTA la “trung gian gitta cic nha
cung cdp dich vy va nguoi tieu dung, nhiing ngusi cung cdp ché ¢, dich
vu vin chuyén, dich vu dn uéng, dich vu huéng din du lich... thong qua
cdc nén tang tryc tuyén’.

Theo Pham Thi Thanh Huyén (2021)%, “OTA la viét tit ctia cum
tit online travel agent va dugc hi€u theo nghia tiéng Viét la dai ly du
lich tryc tuyén. Cac cong ty nay s¢ ban cic sain phdm lién quan dén du
lich cho khach hang trén mét nén ting website. Nhing sin phdm nay
c6 thé bao gdom phong khich san, chuyén bay, goi du lich, dich vu cho
thué xe”.

Expedia — mét trong nhitng OTA phé bién trén thé gisi gidi thich
“dai ly 1& hanh tryc tuyén 1a mot thi trudng dya trén nén ting web, cho
phép nguai tiéu dung nghién ctu va dit cic sin phdm, dich vu du lich,
bao géom khéch san, chuyén bay, 6 t6, chuyén tham quan, du lich trén
bién va cic hoat dong... mét cach tryc tiép voi cic nha cung cdp dich

vu du lich™.

1. Landman, P. (2020), “OTA - online travel agency”, Xotels. Tai dudng din: hteps://www.xotels.
com/en/glossary/ota/ (truy cip: 20 thdng 5 nim 2024).

2. Skalska, T. (2017), “Sharing economy in the tourism market: Opportunities and threats”,
Kwartalnik Naukowy Uczelni Vistula, 4(54), tr. 248-2060.

3. Pham Thi Thanh Huyén (2021), “Sy thay d&i ban dé trdi nghiém khéch du lich ctia cac OTA do
anh huéng cta dich COVID-197, Tap chi Cong Thuong, 17(17).
4. Expedia Group (2023), “Why do you need an online travel agency (OTA)?”, Expedia Group. Tai

duong din: heeps://welcome.expediagroup.com/en/resources/hotel-distribution-strategy-resources-

tips/otas-work-use-one (truy c4p: 23 thang 7 nim 2023).
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Tom lai, OTA la doanh nghiép du lich hoat dong trung gian, két
ndi nha cung cdp (khach san, hang hang khong, di€ém tham quan...) véi
ngudi tieu dung théng qua trang web, thu lgi nhuin ti hoa héng hoic
chénh léch gid. Tuy nhién, trong khuon khé gisi han, néi dung séch chi
dé cap dén vai tro ctia OTA trong kinh doanh dich vu lvu tru.

2L
Valeftine's Day

Deals:

Extra

15%
Qi

Hinh 1.1. Cac nén tang dat phong cua Agoda
Ngudn: Agoda.com

Nhin chung, chic ning cta dai ly 1 hanh va dai ly 1& hanh tryc
tuyén tuong déi giong nhau, diém khac biét 16n nhét ctia hai khai niém
nay chinh la khéng gian giao dich. So v6i TA giao dich tai vin phong vat
ly, OTA hoat dong trén khong gian tryc tuyén, cung cip thong tin qua
hinh anh, video, mé ta ngin gon va gia ¢ minh bach.

Trong nhiing nim gin day, voi sy phat trién ctia cong nghé thong
tin va cac thiét bi di dong thong minh, OTA khong chi cung cip khong
gian giao dich trén nén ting web ma con trén cac tng dung danh cho
thi¢t bi di dong. Dy la nhiing ing dung phin mém dugc phit trién
rieng d€ st dung trén cac thiét bi cong nghé ¢ nho, khong diy nhu
dién thoai thong minh va may tinh bang, thay vi mdy tinh dé ban hodc

mady tinh xach tay.! Cic wng dung danh cho thiét bi di dong thuong

1. TechTarget (2023), “Definition mobile app”, Téch Targer. Tai dusng dan: hetps://www.techtarget.
com/whatis/definition/mobile-app (truy cip: 29 thing 7 nim 2023).
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dugc thiét ké rieng trén mot nén tdng nhit dinh va dugc phan loai
thanh ung dung gdc hoic ung dung dya trén nén ting web. Bén canh
d6 con c6 céc ting dung lai dugc két hop gitta tng dung géc va ting
dung web. Trong thoi dai ky thuit s6 ngay nay, tng dung di dong la
mot phan thiét yéu trong cudc séng hing ngay cta nhiéu nguoi, dong
vai tro quan trong trong cich chung ta tvong tic v6i cong nghé.

Béo cdo ctia Skyscanner (2023)" cho biét khach hang st dung thiét
bi di dong d€ nghién ciu di€ém dén (48%), so sanh gia van chuyén, noi
lvu tra (47%) va dit cac chuyén bay, khach san (40%).

Viéc mé rong thém wng dung di dong giup OTA x4y dyng khach
hang trung thanh, ting hi¢u qué marketing, don gidn héa giao dich,
chiam soc khich hang da kénh, theo déi hanh vi ngusi dung, ning cao
nhan di¢n thuong hiéu, thu thap di liéu, t6i vu héa doanh thu... nho

giao dién than thién va t6c do nhanh chéng.

Qua trinh hinh thanh va phat trién cua OTA
OTA da cach mang hoa cich con nguei 1én ké hoach va dit dich vu cho
cdc chuyén du lich. Thong qua cic nén ting nay, nguoi dung dé dang so
sanh gid ca, tham khéo danh gid, dit vé may bay, khach san, thué xe...
chi véi vai thao téc. Qud trinh hinh thanh va phat trién OTA la hanh
trinh ddy cdm hung vé d6i mdéi cong nghé, sy phd v thi truong truyén
théng, kha ning thich nghi khong ngiing truéc nhitng bién dong trong
nhu ciu ctia ngudi tieu dung, cing nhu cic sy kién toan cdu.
(1) Trude nhitng ndm 1990 — binh minh cta cong nghé du lich:
Truéc khi Internet phd bién, viéc dit cac sin phdm, dich vu du

lich cha yéu thyc hién qua TA hodc tryc ti€p v6i nha cung cdp dich vy.

1. Skyscanner (2023), “Horizon: 2023 — 2024 destination & booking insights”, Skyscanner. Tai
duong dan: heeps://www.partners.skyscanner.net/hubfs/Skyscanner%20Horizons%202023-2024.
pdf (truy cap: 18 thing 6 nim 2024).



20 » OTATHUC CHIEN

Sy ra doi ctia Hé théng Dt ché Mdy tinh (Computer Reservation
System — CRS) vao nhiing nim 1960 dédnh d4u budc ngodt cia quén ly
du lich 6, 1a tién dé cho cic hé thdng nhu Sabre (1964 — phit trién bai
hang American Airlines va IBM) hay Apollo (1971 — ctia hang United
Airlines). Cic h¢ théng ban d4u tip trung vao hang khong, sau d6 ma
rong cho dai ly & hanh vao nim 1976, cho phép dai ly li hanh truy
c4p thong tin chuyén bay theo thei gian thyc va dit ché hiéu qui hon,
tuy nhién chi phuc vu cic chuyén gia du lich, chua ti€p cin cong chung.

K€ tir khi ra mit chinh thic vao ngay 29 thang 10 nim 1969 véi
tén ARPANET", Internet d4 tao ra cudc cich mang déi véi thi truong
du lich toan cdu. Tuy nhién, cudc cich mang thyc sy trong nganh du
lich dén vao nhiing nim 1990, ngay sau khi Tim Berners-Lee phit trién
World Wide Web vao nim 1989, lam cho Internet dé ti€p can hon cho
cic ting dung thuong mai.

(2) Nhing nim 1990 — sy ra doi ctia cic OTA:

Giai doan nay chung kién sy xudt hién cta nhing dai ly 1& hanh
tryc tuyén ddu tién, dugc thuc ddy boi sy phé bién cta Internet. Nam
1994, Travelweb.com dugc biét dén 1a trang web d4u tién trén the gisi
nié¢m yét danh sach cac khach san & nhi€u qudc gia va vung lanh thé
khac nhau. Mot thoi gian sau do, trang web d4 mé rong cic tinh ning
mdi, cho phép khach hang dit phong truc tuyén.”? Nam 1995, Itn.net
(Internet Travel Network — ITN)? dugc ghi nhan 1a nén tdng tryc tuyén

1. ARPANET — Advanced Research Projects Agency Network (tam dich: Mang lusi Co quan Dy
4n Nghién ctiu Tién tién): dy an dugc tai trg hoan toan béi B Qudc phong My. Ngay 29 thing 10
nim 1969, mang truyén tai di liéu va 4m thanh d4u tién trén thé giéi hoat ddng trén co s& truyén
cac goi dit lieu da bit dau hoat dong.

2. Theguardian.com (2014), “How 25 years of the web inspired the travel revolution”, 7he
Guardian. Tai duong dan: hetps://www.theguardian.com/travel/2014/mar/12/how-25-years-of-

the-web-inspired-travel-revolution (truy cp: 24 thing 7 nim 2023).

3. ITN - Internet Travel Network: dugc sang l4p bsi Dan Whaley, Al Whaley va Bruce Yoxsimer
vao nim 1995. Sau do, trang web d6i tén thanh GetThere va dugc Sabre mua lai véi gid khodng
757 triéu do la vao nim 2000.
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d4u tién thyc hién giao dich dit vé mdy bay (tit San Francisco dén Las
Vegas vao thing 6 nim 1995). Trong cung nim d6, cong ty Viator
Systems (nay la Viator' véi trang web Viator.com) bit ddu ban cic tour
du lich va hoat dong tai di€ém dén tryc tuyén.

Nim 1996, nhén thdy tiém ning phat trién cta cac trang web du
lich tryc tuyén, Microsoft — mot trong nhitng “ga khéng 16” cong nghé
néi tigng, da cho ra midt Expedia (Expedia.MSN.com, nay la Expedia.
com), v6i tham vong bién trang web tré thanh OTA ¢6 4nh huéng lon
ctia thé gisi. Tu thoi diém do, khai niém OTA da dugc chinh thic ra
doi. Expedia dugce xem 1a OTA quan trong, cung cdp dich vu toan di¢n
tit vé mdy bay, khach san dén thué xe 6 to.
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1. Viator: san giao dich tryc tuyén lon nhét the gisi vé cic tour du lich, hoat dong va diém tham

quan. Viator la mét cong ty thudc TripAdvisor, dugc TripAdvisor mua lai vao nim 2014.



