\\\—/ HOC VIEN HANG KHONG VIET NAM
P21  KHOA DU LICH VA DICH VU HANG KHONG

TOM TAT
2 KY YEU HOI THAO

QUAN TRI TRAI NGHIEM KHACH HANG
TRONG KY NGUYEN SO VA HOI NHAP QUOC TE

CO HOI VA THACH THUC TRONG HOAT PONG PAO TAO NGUON NHAN LUC CHAT LUGNG

CAO LINH VUC DU LICH LU HANH - KHACH SAN NHA HANG VA DICH VU HANG KHONG

TP.HCM, 12/7/2025







BAN CHI PAO

Ho va tén

Chire vu/don vi

PGS. TS. Tran Hoai An

Chu tich HPH, Phu trach khoa Xay dung

TS. Nguyén Thi Hai
Hang

Giam doc Hoc vién

GS. TS. Ha Nam Khanh
Giao

P.Giam dbc, Phu trach khoa Du lich va Dich vu
Hang khong

TS. C6 Tan Anh Vii

P.Giam ddc, Phu trach khoa Kinh t&é Hang khong

TS. Nguyén Thi Thu Tra

Phu trach Phong KHCN&HTQT

TS. Ao Thu Hoai

Truong BM TM & DVHK

BAN PIEU HANH HQOI THAO

GS.TS. Ha Nam Khanh
Giao

P.Giam dbc, Truong ban to chic - chil toa phién
Khai mac

PGS.TS. Nguyén Codng
Hoan

P.Truong Khoa Thuong mai - Du lich, DPH Cong
nghiép Tp.HCM - Chii toa chu dé “chuyén dbi so
va d6i méi dich vu: xu huéng hanh vi du khich
trong nganh du lich - I&r hanh hién dai”

TS. Ao Thu Hoai

Truong BM TM & DVHK - chu toa chu dé “quan
tri trdi nghiém khach hang s6: t61 uvu hoa hanh trinh
dich vy hang khong trong ky nguyén 4.0”

TS. Nguyén Phudc Hién

GV BM Huéng Dan & DH CTDL chii toa chi dé
“chuyén doi s va phat trién ngudn nhan lyc: ca
nhéan hoa trdi nghiém trong nganh khéach san - nha
hang va dich vy”

BAN THU KY, KY THUAT VA TRUYEN THONG

ThS. Nguyén Anh Loi

GV. BM QTKS - NH

ThS. Vii Thi Thu Huong

GV. BM QUAN TRI LU HANH

ThS. Nguyén Thi Thién Trang

GV BM HUONG DAN & bH CTDL

ThS. Nguyén Trung Nam

GV BM HUONG DAN & PH CTDL

TS. Nguyén Thi Lan
Vinh

GV. BM QUAN TRI LU HANH

CN. Phan Thi My Ngoc

GVTrG. BM QTDVTM HK




TOM TAT KY YEU HOI THAO KHOA HOC - QUAN TRI TRAI NGHIEM KHACH HANG TRONG KY NGUYEN SO VA HOI NHAP QUOC TE...

DIEN GIA CHINH

Tién si Bui Puc Thanh 1a mot chuyén gia hang dau trong linh vyc dich vu hang khong,
dic biét trong mang phuc vu mat dit va van hanh hanh khéch tai san bay. Hién 6ng dang
gilr chuc vu Gidm dbe Cong ty Co phﬁn Dich vu Phuc vu Mit dat Hang khong (ASOC) —
don vi chuyén cung cép dich vu hd trg mat dét tai cac san bay quéc té 16n cua Viét Nam,
dong vai tro thiét yéu trong hé sinh thai hang khong dan dung hién dai.

Véi nhiéu nam kinh nghiém lam viéc trong nganh, ciing nén tang hoc thuét su rong,
Tién si Thanh d3 c6 nhiéu dong gdp trong nang cao chit lugng dich vu mit dat, tdi wu
hoa quy trinh van hanh tai san bay va trién khai cac giai phap chuyén d6i sb nham gia
tang trai nghiém khéach hang va ddm bao an ninh — an toan trong khai thac hang khong.
Ong ciing tich cuc két ndi gitra khdi doanh nghiép va cac co sé ddo tao nham thuc day
phat trién ngudn nhan lyc chat luong cao cho nganh dich vu hang khéng.

Tai hoi thao lan nay, Tién si Bui Pac Thanh sé trinh bay tham luédn véi chu dé: “Thuc
trang va giai phap nang cao hiéu qua quan 1y gidy to du lich trong nganh hang khong Viét
Nam”. Bai trinh bay tap trung phan tich cac bat cap trong quy trinh kiém tra va xac minh
giéy to du lich (vé may bay, CCCD, ho chiéu, visa...), tdc dong dén trai nghiém hanh
khéach va chét lugng dich vu mat dét. Dién gia cling gidi thi€u mot s6 mo hinh quéc té
nhu eID, e-passport, sinh tric hoc, dong thoi dé xuat giai phap phu hop véi ha tang va
phép 1y tai Viét Nam nham tdi vu quy trinh, ting cuong an toan va tién loi cho hanh
khéch. Vi kinh nghiém diéu hanh doanh nghiép dich vy, phén chia sé cua Tién si Bui
Puc Thanh mang dén nhiéu goi mé thyc tién cho nganh du lich qua dudng hang khong

va dao tao nguon nhan lyc.



LOI CAM ON

Ban T6 chtc Hoi thao Khoa hoc “Quan tri trai nghiém khach hang trong ky nguyén s6
va hoi nhap qudc té: Co hoi va thach thirc trong dao tao ngudn nhan lyc chat luong cao
linh vyc Du lich — Lt hanh — Khéch san — Nha hang va Dich vy Hang khong” xin trn
trong guri 101 cam on sau sic dén:

. Bo Xay dung, don vi chu quan cua Hoc vién Hang khong Viét Nam, da quan
tam chi dao va tao dicu kién thuan loi cho viéc to chirc hoi thao;

. Ban Giam ddc Hoc vién Hang khong Viét Nam cung cac phong, ban chirc
nang da ho tro hiéu qua vé chuyén mon va hau can;

. Quy dién gia, nha khoa hoc, chuyén gia, giding vién va nghién ctru sinh tir
cac truong dai hoc, vién nghién ctru, doanh nghi¢p va don vi quan ly da tich cyc tham gia
viét bai, phan bién, thdo luan va chia s¢ kinh nghiém quy bau tai hoi thao;

. Ban Thu ky va Ban K¥ thuat, dac biét 1a cac giang vién cua Khoa Du lich va
Dich vu Hang khéng, di nd luc khong ngimg trong cong tac to chirc, bién tap va xuét
ban ky yéu hi thao;

. Cic quy thiy cd, sinh vién va khach moi da gop phan 1am nén thanh cong
chung cua sy kién.

Chung t6i hy vong rang hoi thao khong chi 14 dién dan hoc thuat chuyén sdu ma con 1a
cau ndi giao luu, hop tac giita cac co s& dio tao, co quan quan ly va doanh nghiép trong
linh vuc dich vu du lich — hang khong, cung hudng dén muc tiéu nang cao chét luong dao
tao va trai nghiém khach hang trong thoi dai sd.

Trdn trong cam on!
BAN TO CHU'C HQOI THAO
KHOA DU LICH VA DICH VU HANG KHONG
HOQC VIEN HANG KHONG VIET NAM
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CHUONG TRINH HQI THAO KHOA HQC

Ban T6 chtic tran trong kinh bao Quy vi tham du Hdi thao khoa hoc v&i chu dé "Quén
tri trai nghiém khach hang trong ky nguyén s6 va hoi nhap qudc té: Co hoi va thach thirc
trong hoat dong dao tao nguén nhén luc chét lugng cao linh vuc Du lich It hanh — Khach
san Nha hang va Dich vu hang khong". Thong tin chuong trinh HTKH cu thé nhu sau:

1. THONG TIN HOI THAO

Thoi gian: 07:30, ngay 12/07/2025 (Thir Bay)

Dia diém: Phong hop A201 - 104 Nguyén Vin Trdi, Phuong Phii Nhuan, TP.HCM
Hinh thtrc: Tham dur truc tiép va tham dy online

2. CHUONG TRINH HQI THAO

2.1. Phién Khai mac (07:30 - 09:00) - Phong A201
07:30 - 08:05: Pén tiép dai biéu

08:05 - 08:10: Tuyén bé 1y do va gidi thiéu dai biéu
08:10 - 08:20: Phat biéu cia dai dién VAA

08:20 - 08:50: Keynote Speaker trinh bay

08:50 - 09:00: Chyp anh luu niém

2.2. Phién Trinh bay va Trao doi (09:00 - 12:00)

Ba chii @é chinh dwoc thdo ludn song song:

Chu dé Phong

Chii dé 1: “CHUYEN DPOI SO VA POI MOI DICH VU: XU A301
HUONG HANH VI DU KHACH TRONG NGANH DU LICH -
LU HANH HIEN PAI”

Chii dé 2: “QUAN TRI TRAI NGHIEM KHACH HANG SO: A201
TOI UU HOA HANH TRINH DICH VU HANG KHONG
TRONG KY NGUYEN 4.0”

Chii dé 3: “CHUYEN DOI SO VA PHAT TRIEN NGUON A101
NHAN LUC: CA NHAN HOA TRAI NGHIEM TRONG
NGANH KHACH SAN - NHA HANG VA DICH VU”

2.3. Tong két - Bé mac: 12:00




o . MucLyC . .
CHU PE 1: “CHUYF‘JN POI SO VA DPOI M()'I DICH VU: XU HUONG HANH VI DU
KHACH TRONG NGANH DU LICH - LU HANH HIEN DAI”

Ma bai bao Tén bai bao Tac gia Trang

1. Ung dung cong nghé thong tin vao dao tao nganh
quan tri dich vu du lich va Iir hanh tai Hoc vién Hang
khong Viét Nam — Thuc trang va giai phap.

2. Nang cao k§ niang mém, tu duy khach hang cho
sinh vién du lich qua m6 hinh hoc tap kién tao so.

3. Kién tao ban sic diém dén trong khong gian so:
Phan tich dinh tinh qua trinh s6 hoa hinh anh véan hoa
trong truyén thong du lich.

4. Nganh du lich trong ky nguyén s6: Co hoi va thach
thire tai Viét Nam.

5. Str dung cong nghé nham tao dung trai nghiém
khéach hang: M6 hinh ctia hang du thuyén Carnival.

6. Su anh hudng ctia chuyén doi so dén sy ca nhan
hod trai nghiém du lich cua du khach dén Binh
Duong.

7. Thé manh cua viéc két hop gitra thue té a0 va e-
HRM dén trai nghi€ém cua du khach Hoi gido (nghién
ctru truong hop tinh Quang Ninh).

8. Tac dong ctia ndi dung truyén thong xi hoi dén y
dinh tham gia sy ki¢n am nhac ctia thé h¢ Z.

9. Hanh trinh khach hang trong méi truong s6 hoa va
toan cau hoéa: Nghién clru truong hop nganh du lich
tai Viét Nam, Thai Lan va Han Quoc.

10. Céc yéu t6 anh huong dén quyét dinh mua tour du
lich ndi dia ctua du khach tai Cong ty TNHH Du lich
Viét Du.

11. Phat trién san phérr} du lich thong minh hudng
deén khéach hang thé h¢ s6: Xu hudng va thach thuc tai
Viét Nam.

12. Huéng dan vién du lich inbound thoi dai Al Co
hQi, thach thirc va ning luc thich ung tai Thanh phd
H6 Chi Minh.

13. Danh gia trai nghiém du lich van hoa c6 ing dung
cong nghé cua du khach tai Thanh pho H6 Chi Minh.

14. Phan tich hiéu qua va mtc d¢ hai long cua khach
hang khi sur dung chatbot Al trong linh vuc du lich.

15. Phat trién du lich bén viing tai tinh Lao Cai trong
boi canh chuyén d6i s6: Hudng ti€ép can tir san pham
va dich vu du lich thong minh.

16. Tac dong cua cac bai hat vé diém dén toi cam
xuc, hinh anh diém dén va y dinh di du lich cua du
khach noi dia: Nghién ctru tai Ha Noi.

17. Tac dong cua tién nghi than thién v6i ngudi Hoi
gido dén trai nghi€ém va y dinh du lich tai Viét Nam.
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18. Moi quan hé gitra truyén miéng dién tir, thai d§ va
v dinh du lich ¢6 trach nhi€m cua thé h¢ Z.

19. Nghién ctru vai trd cua hudng dan vién du lich
trong quéa trinh dong sang tao trai nghiém véi du
khach: Truong hop nghién ctru tai lang gém Bau
Truac, Ninh Thuan.

20. Nghién cuu vai tro cia KOLs trong chién luoc
quan ly khung hoang truyén théng du lich: Quan
diém tur t6 chirc quan 1y diém dén (DMOs).

21. Giai phap thic day hoat dong du lich strc khoe tai
Thanh phé H6 Chi Minh.

22. Nhu cdu va nhan thic vé du lich bén ving:
Truong hop tinh Ninh Thuan dudi goc nhin ctua du
khéch va doanh nghiép du lich.

23. Phat trién nguon lyc hudng dﬁr} vién du lich dan
toc Chém,phl,‘lc vu khach du lich Hoi gido hi¢n nay &
Thanh ph6 H6 Chi Minh.

24. Chién luge SEO va tdi uu hoa cong cu tim kiém
cho doanh nghiép du lich vira va nho tai Viét Nam:
Ticp can tr gbc nhin thyc tién.

25. Téi uu héa chudi cung tmng du lich ¢6 tréch nhiém
tai Viét Nam: Huong ti€p can tur loi ich cong dong.

26. Tai kién tao trai nghiém du lich lang cb trong thoi
dai sd: Bai hoc tir Huangling va Pudong Lam vé dao
tao curator van hod — cong nghé.

27. Ung dung chuyén’d(;)i sO trong phat trién du lich
bién gidi tai Thanh phd Mong Cai, tinh Quang Ninh.

28. Vai tro dich vu du lich thong minh dén trai
nghiém cua khach du lich tai Thanh pho HO6 Chi
Minh.

29. Chuyén df)i sd trong phat trién‘ san pham du lich
Phu Quoc: Tiép can tich hop da chicu.

30. The Evolution of Vietnam's Tourism Industry in
Al era: Challenges and Opportunities in Sustainable
Development.

31. The Successful Application of Big Data and Al in
Night Tourism at Cultural Heritage Sites in Xi’an,

China and Kyoto, Japan: Implications for Hanoi and
Ho Chi Minh City.

32. Improving Customer Experience Through
Enhancing the Operational Efficiency of Vietnamese
Online Travel Agencies (OTAs).

33. Marketing du lich trong ky nguyén s6: Dac diém
va xu hudng.

34. Nang cao chat lugng trai nghiém du lich tai diém
dén Hueé.

35. Chuyén doi s6 cho sy phat tgién bén ving —
Truong hop ng dung cong ngh¢ s6 trong phat trién
loai hinh du lich scooter tai Thanh pho H6 Chi Minh.

2




CHU BE 2: “QUAN TRI TRAI NGHIEM KHACH HANG SO: TOI UU HOA HANH
TRINH DICH VU HANG KHONG TRONG KY NGUYEN 4.0”

Ma bai bao Tén bai bao Tac gia Trang

36. Téc dong cua tri tué nhan tao trong dich vu
khong tiép xuc dén trai nghiém khach hang:
Nghién cuu thuc nghi€ém trong nganh hang
khong Viét Nam.

37. Céac mo hinh quan tri trdi nghiém khéach hang
thanh cong tr quoc té — Bai hoc ap dung tai
Viét Nam trong linh vuc dich vu hang khong.

38. Tam ly hanh khach va cam nhan an toan sau
tai nan hang khong: Tac dong dén hanh vi du
lich.

39. Piém dau trong hanh trinh khach hang:
Truong hgp céc hang hang khong gia ré tai
Viét Nam.

40. Cac yéu t6 chat luong dich vu anh hudng dén
long trung thanh cua khach hang doi voi hang
hang khong Vietnam Airlines.

41. Pao tao ngudn nhan luc nganh dich vu hang
khong trong ky nguyén so6: Thuc trang va de
xuat.

42. Mot s6 giai phap nang cao chat lugng phuc vu
cua nhan vién hang khong Viét Nam.

43. Phan tich chat lugng dich vu hang khong: Géc
nhin tir danh giad ctia hanh khach.

44. Murc d6 thong minh cua thiét bi trong nganh
ban 1¢ da kénh: Co ché anh hudng dén hanh vi
nguoi tiu dung.

45. Cac yéu t6 anh huong dén sy sin sang chép
nhan 16p hoc dao ngugc cua sinh vién tai Hoc
vién Hang khong Viét Nam: Ung dung méo
rong mo hinh UTAUT.

46. The impact of perceived informativeness and
perceived relevance of recommender systems
on Gen Z’s online booking intention in
Vietnam.

CHU DE 3: “CHUYEN DPOI SO VA PHAT TRIEN NGUON NHAN LUC: CA NHAN HOA
TRAI NGHIEM TRONG NGANH KHACH SAN - NHA HANG VA DICH VU”

Ma bai bao Tén bai bao Tac gia Trang

47. Smart technology applications in 5-star hotel
guest cycle

48. Exploring the relationship between emotional
intelligence and job satisfaction among hotel
employees.

49. Phygital customer experience and challenges
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in enhancing practical skills of hospitality and
tourism students.

50. Nghién ctru b tiéu chuan Green Key nham
xay dung KPI danh gia nguon nhan lyc xanh
huong dén khach san xanh bén virng.

51. Xay dung hé sinh thai khach san thong minh
tai Thanh phd HO Chi Minh: Nang cao nang
lyc canh tranh va phét trién bén virng.

52. Ung dung phan mém mé phong AnyLogic
nham t6i vu hoéa hoat dong nha hang: Trudng
hop nghién ctru.

53. The impact of social media on Generation Z's
dining decisions in Da Lat: The moderation
role of gender.

54. Nang cao trai nghiém khach hang tai chudi nha
hang Zumwhere thong qua chuyén do6i va ung
dung cong ngh¢ so.

55. Dao tao quan tri dich vu du lich va It hanh:
Chuéan hoa ky nang nghe nghiép theo yéu cau
thuc tién va qubc té tai Khoa Vian hoa - Du
lich, Truong Pai hoc Tan Trao.

56. Nhan luc du lich van héa Bén Tre trong boi
canh s0 hoa va hoi nhap quoc té sau sap nhap.

57. Thuc trang dao tao va dé xut mot so giai phap
nham nang cao chat luong dao tao nhan lyc
nganh du lich tai Viét Nam.

58. Developing smart and personalized tourism
products: Opportunities and challenges for
Vietnamese enterprises in the context of
integration.

59. Mb hinh dao tao két hop cong nghé, doanh
nghiép va trai nghiém thyc t& — huéng di méi
cho cong tic dao tao nhan lyc du lich chét
luong cao ¢ Truong Pai hoc Hai Phong.

60. Ung dung cong nghé thuc té a0 (VR) trong
giang day sinh vién nganh quan tri dich vu du
lich va It hanh, h¢ dai hoc chinh quy, Truong
DPai hoc Tan Trao.

61. Giai phap ung dung tri tu¢ nhan tao trong dao
tao ngudn nhan lyc du lich chét luong cao tinh
Vinh Long.

62. Co hdi va thach thirc trong dao tao sinh vién
du lich tai Truong Pai hoc Hung Vuong dap
ung xu thé chuyén doi so.

63. Dao tao va phat trién nguén nhan luc du lich
cong dong trong boi canh chuyén doi s6 — Goc
nhin tr tinh Vinh Long.

64. Ung dung quan tri qguén nhan lyc xanh trong
du lich tai thanh pho Pa Nang: Thuc trang va
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gidi phap.

65.

Ung dung khung néng lyc trong dao tao nhan
luc chat lugng cao nganh du lich trong ky
nguyén so.

66.

Integrating digital assignment tools in teaching
General English: A case study of applying
Testmoz in English 3 course at Vietnam
Aviation Academy.

67.

Pinh hinh chién lugc dao tao nguén nhan luc
du lich trong ky nguyén so: Phan tich trac
luong thu muc.

68.

Phét trién gido duc dai hoc trong ky nguyén
AlI: Khai thac co hdi va d61 mat thach thirc.







DPAO TAO QUAN TRI DICH VU DU LICH VA LU HANH: CHUAN HOA KY NANG
NGHE NGHIEP THEO YEU CAU THUC TIEN VA QUOC TE TAI KHOA
VAN HOA - DU LICH, TRUONG PAI HQC TAN TRAO
TRAVEL AND TOURISM SERVICES MANAGEMENT TRAINING: STANDARDIZING

PROFESSIONAL TECHNIQUES ACCORDING TO PRACTICAL AND INTERNATIONAL
REQUIREMENTS FACULTY OF CULTURE - TOURISM, TAN TRAO UNIVERSITY

Nguyén Thi Thanh Thio"* & Pham Quéc Anh?

12 Truong Pai hoc Tan Trao, Tuyén Quang

*Tdc gid lién hé: Nguyén Thi Thanh Théo (email: thanhthao.tqu@gmail.com)

Tém tit - Chuong trinh dao tao nganh Quan tri
Dich vu Du lich va Lit hanh hién tai két hop can ddi
giita 1y thuyét va thuc hanh, véi d6i ngii giang vién
giau kinh nghiém va co so vét chit hién dai. Phuong
phap nghién ciru bao gdbm quan sat, phong van, khao
sat, diéu tra nhom va thu thap dir liu thir cép; phan
tich dit lidu bang cac phuong phap moé ta, hdi quy, cum,
nhan té va theo nhom. Két qua cho thiy sinh vién cé
kha ning chuyén mon, k§ ning mém, ky ning ngoai
ngit va thai d6 nghé nghiép t6t, nhung van con han ché
vé k¥ ning ngoai ngit va thoi gian thuc hanh. Bai viét
thao luan vé viéc cai thién chuong trinh dao tao dé dap
mg day du cac tiéu chudn k¥ ning nghé nghiép quéc té,
phuong phép giang day va thuc hanh, nhim ning cao
chét lugng dao tao, dap Gmg yéu cau cia thi trudng lao
dong, ting cudng kha ning canh tranh qudc té, phat
trién ngudn nhan lyc chat lugng cao va ning cao uy tin
ctia co so dao tao. Cac dé xudt cai tién bao gdm ting
cuong dao tao ngoai nglt, md rong thoi gian thuc hanh
va thyc tap, cdp nhat gido trinh theo tiéu chuin quéc té,
d6i mai phuong phap giang day va ting cuong hop tac

quoc te.

Tir khoa: quan tri dich vu du lich va lit hanh; truong
chirong trinh dao tao; doi méi

phuong phap; ky nang

dai hoc tdn trao;

Abstract - The current training program in Tourism
and Hospitality Management balances theory and
practice, with experienced faculty and modern facilities.
The research methods include observation, interviews,
surveys, group investigations, and secondary data
collection; data analysis using descriptive, regression,
cluster, factor, and cohort methods. Results show that
students possess good professional skills, soft skills,
foreign language skills, and professional attitudes, but
still

proficiency and practical experience.

there are limitations in foreign language
The article
discusses the need to improve the training program to
fully meet international professional skill standards,
teaching and practice methods, to enhance the quality
of education, meet labor market demands, increase
international competitiveness, develop high-quality
the

improvements

human resources, and eclevate institution's

The

enhancing foreign

reputation. proposed include

language
internship  periods,

training, extending
the

innovating

practical and updating

curriculum to international standards,
teaching methods, and strengthening international

cooperation.

Keywords: tourism and travel services management,

tan trao university, training program,; method

innovation, skills
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CAC YEU TO ANH HUONG DPEN QUYET PINH MUA TOUR DU LICH NOI DIA
CUA DU KHACH TAI CONG TY TNHH DU LICH VIET DU

FACTORS INFLUENCING TOURISTS' DECISIONS TO PURCHASE DOMESTIC TOURS AT VIET
DU TOURISM CO., LTD.
Nguyén Thi Thién Trang'", Phan Thi My Ngoc?, Pio Duy Ting® & Nguyén Quynh Nga*
123 4Hoc vién Hang Khong Viét Nam, Viét Nam
*Tac gid lién hé: Nguyén Thi Thién Trang (email: trangntt@vaa.edu.vn)

Tém tit - Nghién ctru nhim xac dinh cac yéu t6
anh huong dén quyét dinh mua tour du lich ndi dia cua
du khéch tai cong ty TNHH du lich Viét Du. Phuong
phap nghién cuu st dung phan tich dinh lugng béng
phan mém SPSS dé kiém dinh cac yéu t6 anh hudng.
Két qua cho thdy c6 nam yéu t6 anh huong dang ké
dén quyét dinh mua tour: dong co du lich, mirc d6 sin
¢6 va chit luong tour, gia ca tour, quang c4o, va nhom
tham khao. Trong d6, dong co du lich va chét luong
tour 13 hai yéu t6 c6 tac dong manh nhét. Pang chu ¥,
nhom tham khao c6 anh hudng 1o rét hon d6i v6i nhom
du khéch tré. Nghién ciru dé xuét rang cac cong ty du
lich nén uu tién nang cao chét luwong dich vu, phat trién
chién lugc marketing s6 hiéu qua, va ap dung chinh
sach gia linh hoat nham thu hat va giir chan khach
hang. Két qua nghién ctru dong gép vao hé théng ly
luan vé hanh vi tiéu dung trong du lich, dong thoi cung
cip goi v thuc tién cho viée ra quyét dinh chién luoc
trong nganh du lich néi dia.

Tir khoa: quyét dinh mua tour; du lich noi dia; tour
du lich

Abstract - This study aims to identify the factors
influencing tourists’ decisions to purchase domestic
tour packages at Viet Du Travel Company. A methods
approach was adopted by quantitative analysis using
SPSS software to test the relationships among variables.
The findings reveal that five key factors significantly
affect tour purchase decisions: travel motivation, tour
availability and quality, pricing, advertising, and
reference groups. Among these, travel motivation and
tour quality were found to exert the strongest influence.
Notably, reference groups had a more pronounced
impact on younger tourists. The study suggests that
travel companies should prioritize improving service
quality, developing effective digital marketing
strategies, and applying flexible pricing policies to
attract and retain customers. The results contribute to
the theoretical understanding of consumer behavior in
tourism and offer practical implications for strategic

decision-making in the domestic travel industry

Keywords: decision to purchase a tour, domestic

tourism, travel tour
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INTEGRATING DIGITAL ASSIGNMENT TOOLS IN TEACHING GENERAL
ENGLISH: A CASE STUDY OF APPLYING TESTMOZ IN ENGLISH 3 COURSE
AT VIETNAM AVIATION ACADEMY

TICH HGP CAC CONG CU BAI TAP SO TRONG GIANG DAY TIENG ANH TONG QUAT:
NGHIEN CUU TRUONG HOP UNG DUNG TESTMOZ TRONG MON TIENG ANH 3 TAI HOC VIEN
HANG KHONG VIET NAM

Phan Tu Trinh *

Vietnam Aviation Academy, Vietnam
*Corresponding author: Phan Tu Trinh (email: trinhpt@vaa.edu.vn)

Abstract - This paper explores the integration of
digital assignment tools, specifically Testmoz, in
teaching the English 3 courses at Vietnam Aviation
Academy, with the main objective of improving the
effectiveness of assigning and managing homework for
General English students. Utilizing the technology of
Testmoz, a user-friendly online quiz and test-making
platform, allows teachers to assign, monitor, and assess
students' work more efficiently. To evaluate the impact
of this tool, the study uses qualitative research methods
such as classroom observations and interviews with
students who are learning the English 3 course. From
these methods, they help to understand how Testmoz
influences student engagement, homework completion
rates, and the overall learning experience. The results
also show that applying Testmoz not only saves time
for teachers but also increases students’ motivation and
sense of responsibility in completing homework. In
addtion, students appreciate the instant feedback and
flexibility the tool provides, while teachers find it
helpful for tracking progress and identifying learning
gaps. Overall, this article contributes to the field of
digital education by showing how a simple tool like
Testmoz can support and enhance English language
teaching. It also offers practical suggestions for
educators who want to apply digital tools to make
homework more effective and improve student learning
outcomes.

Keywords: digital assignment; testmoz;

english, english 3 course

general

Tém tit - Bai viét nay kham pha viéc tich hop cac
cong cu bai tap sd, cu thé 1a Testmoz, trong giang day
moén Tiéng Anh 3 tai Hoc vién Hang khong Viét Nam,
v6i muc tiéu chinh 1a cai thién hi€u qua giao va quan ly
bai tip vé nha cho sinh vién hoc Tiéng Anh tong quat.
Viée su dung cong nghé Testmoz, mot nén tang tao bai
kiém tra va cu hoi tryc tuyén than thién voi ngudi
dung, cho phép gido vién giao bai, theo dbi va danh gia
bai lam cuda sinh vién mdt cach hi€u qua hon. bé danh
gia tac dong cua cong cu nay, nghién ciru s dung cac
phuong phép nghién ctru dinh tinh nhu quan sat 16p
hoc va phong van sinh vién dang hoc mon Tleng Anh 3.
Tir nhimg phuong phap nay, chung gitp hiéu dugc
cach Testmoz anh huong dén su tham gia cia sinh vién,
ty 1¢ hoan thanh bai tap vé nha va trai nghiém hoc tap
tong thé. Két qua ciing cho thdy viéc 4p dung Testmoz
khong chi tiét kiém thoi gian cho gido vién ma con
taing dong luc va y thuc trach nhiém cua sinh vién
trong viéc hoan thanh bai tip vé& nha. Ngoai ra, sinh
vién danh gia cao phan hdi tirc thi va tinh linh hoat ma
cong cu ndy mang lai, trong khi gido vién thiy n6 hiru
ich trong viéc theo doi tién do va xac dinh nhiing
khoang tréng trong hoc tip. Nhin chung, bai viét nay
dong gop vao linh vuc gido duc sd bang cach cho thiy
mot cong cu don gian nhu Testmoz c¢6 thé hd trg va
nang cao viéc giang day tiéng Anh nhu thé nao. N6
cling dua ra nhimg goi y thuc té cho cac nha gido duc
mudn 4p dung cac cong cu sd dé lam cho bai tap vé
nha hiéu qua hon va cai thién két qua hoc tip cua sinh
vién.

Tir khéa: bai tdp so; testmoz; tiéng anh tong quat;
mon tieng anh 3
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MUC PO THONG MINH CUA THIET BI TRONG NGANH BAN LE PA KENH: CO
CHE ANH HUONG PEN HANH VI NGUOI TIEU DUNG

SMARTNESS OF THING WITHIN OMNI CHANNEL: THE MECHANISM INFLUENCING
CONSUMER BEHAVIOR
Lé Nguyén Pirc Nhan', Ld Hoang Nhit Minh?", Vii Triic Quimh’

L.23Hoc vién Hang khong Viét Nam
*Tac gia lién hé: La Hoang Nhdt Minh (Email: minhlhn@vaa.edu.vn)

Tém tit - Mic du cong nghé thong minh ngay cang
phat trién, mbi quan hé giita “mirc d6 thong minh ciia
thiét bi” (smartness of thing, SOT) va hanh vi mua
hang cua nguoi tiéu ding van chua duge nghién ctu
rong rai. Nghién ctru ndy nham kham pha co ché anh
huong caa SOT dén hanh vi mua sim, théng qua vai
tro trung gian cia nhéan thuc gia tri st dung va gia tri
cam xtc. Dya trén mé hinh Stimulus — Organism —
Response (SOR), SOT dugc xem 1a yéu té kich thich
tac dong dén nhan thirc nguoi tiéu ding, tir d6 dan dén
hanh vi mua trong moéi truong ban 1¢ da kénh. Dit liéu
thu thép tir 312 nguoi tiéu dung tai Viét Nam va dugc
phan tich bang phuong phap PLS-SEM theo quy trinh
hai giai doan. Két qua cho thidy SOT anh hudng tich
cuc dén ca hai loai gia tri nhén thac, tr d6 thuc déy y
dinh mua hang. Nghién ctru cung cap ham y quan trong
cho doanh nghiép trong viéc ung dung cong ngh¢ nang

cao trai nghiém khach hang.

Tir khéa: thiét bi thong minh; mo hinh SOR; mirc
do thong minh cua thiét bi; nhan thirc gia tri su dung;

nhdn thiec gia tri cam xuc.

Abstract - Although smart technology continues to
advance, the relationship between the perceived
smartness of things (SOT) and consumer purchase
behavior remains underexplored. This study aims to
investigate how SOT influences purchase behavior,
focusing on the mediating roles of perceived utilitarian
value and hedonic value. Grounded in the Stimulus—
Organism—Response (SOR) framework, SOT is a
stimulus that affects consumers’ internal evaluations,
ultimately leading to purchase decisions in an
omnichannel retail environment. Data were collected
from 312 consumers in Vietnam and analyzed using
Partial Least Squares Structural Equation Modeling
(PLS-SEM) following a two-stage approach. The
results indicate that SOT has a significant positive
effect on both types of perceived value, enhancing
consumers’ purchase intentions. The study offers
important managerial implications for businesses
seeking to leverage smart technologies to improve

customer experience and engagement.

Keywords: smart devices;, SOR model; smartness of
things (sot), perceived utilitarian value; perceived

hedonic value
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NGANH DU LICH TRONG KY NGUYEN SO: CO HQI VA THACH THUC TAI
VIET NAM

THE TOURISM INDUSTRY IN THE DIGITAL AGE: OPPORTUNITIES AND CHALLENGES IN
VIETNAM
Dinh Viin Hoan'", Nguyén Thanh Ti?
L2 Hoc vién Hang khéng Viét Nam, Viét Nam

*Tac gid lién hé: Dinh Van Hoan (email: hoandv@vaa.edu.vn)

Tém tit - Nganh du lich trong ky nguyén sb dang
ding trudéc budc ngoat 16n. Nhitng thanh tyu cong
nghé mang dén nhiéu co hoi dé nang cao trai nghiém
khach hang, t6i vu hoa quan 1y va dem lai co hoi phat
trién bén viing. Bén canh d6, cac thach thic vé dit liéu,
an ninh mang, bét binh ding s va chit luong ngudn
nhan lyc dit ra nhidu van d& can giai quyét déi voi
nganh du lich. DPé tan dung tdi da loi ich cua chuyén
ddi sb, can co su chung tay cta nha nudc, doanh
nghiép, co s dao tao va khach du lich. Viéc xay dung
mot hé sinh thai du lich sb thong minh, an toan, két nbi
va bén ving 1a diéu kién tién quyét dé nganh du lich

Viét Nam vuon tam quoc té trong thoi dai moi.

Tir khéa: nganh du lich; ky nguyén sé,; chuyén doi so;
co hoi; thach thirc

Abstract - The tourism industry in the digital age is
at a major turning point. Technological advancements
offer numerous opportunities to enhance customer
experiences, optimize management, and promote
sustainable development. However, challenges related
to data, cybersecurity, digital inequality, and workforce
quality present pressing issues for the tourism sector.
To fully leverage the benefits of digital transformation,
collaboration among the government, businesses,

educational institutions, and tourists is essential.

Building a smart, safe, connected, and sustainable
digital tourism ecosystem is a prerequisite for
Vietnam’s tourism industry to reach the global level in
this new era.

tourism digital age; digital

Keywords: industry;

transformation; opportunities; challenges
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NHAN LUC DU LICH VAN HOA BEN TRE TRONG BOI CANH SO HOA VA HQI
NHAP QUOC TE SAU SAP NHAP

HUMAN RESOURCES FOR CULTURAL TOURISM IN BEN TRE IN THE CONTEXT OF
DIGITALIZATION AND INTERNATIONAL INTEGRATION POST-MERGER

Pham Vin Luin'"
Truong Dai hoc Van héa Thanh pho" H6 Chi Minh, Viét Nam

*Tac gid lién hé: Pham Vin Ludn (email: luanpham@hcmuc.edu.vn)

Tém tit - La mot vung dét dja linh nhan kiét - Bén
Tre véi hé thong di san vin hoa da xép hang ding dau
Podng bang séng Ciru Long, noi ¢6 tiém ning rat 16n vé
du lich van hoéa. Trong bdi canh sb hoa va hoi nhép,
nhu ciu nguf”)n nhan luc phuc vu du lich van héa dugc
quan tam, tuy nganh Du lich Bén Tre di c¢6 nhiéu nd
lyc, nhung dén nay van chua khai thic tiém nang du
lich van hoa. Con nhiéu bat cap trong quan 1y du lich
van hoa trong bdi canh s6 hoa va hoi nhép, mot trong
nhimg nguyén nhan chinh 13 Bén Tre con nhiéu
“khoang trong” khong nho trong dao tao ngudn nhin
luc phuc vu du lich van hoa. bén nay da co nhiéu giai
phap dua ra nhung chua cé giai phap hudng dén dam
bao dao tao nhan lyc mot cach cin co dap ing yéu cau
du lich van hoa trong bdi canh sb hoa va hoi nhap tir
goc nhin ciia cac co sé dao tao. Bai viét tir cach tiép
can ngudn lyc di san vin hoa ¢ dia phuong va nhu cau
du lich vin héa, dua ra giai phap dap ing nhu cau nhan
luc phuc vu du lich van hoa Bén Tre trong bdi canh sb
hoa, toan cau héa va sap nhap céc tinh, thanh hién nay.

Tir khéa: bén tre, du lich van héa, hoi nhdp quéc 16,

nhan lyc, sap nhap, so hoa.

Abstract - As a land blessed with exceptional
geography and talented people, Ben Tre possesses a
cultural heritage system ranked first in the Mekong
Delta region, with tremendous potential for cultural
tourism. In the context of digitalization and integration,
the demand for human resources serving cultural
tourism has received attention. Although Ben Tre's
tourism sector has made many efforts, the cultural
tourism potential has not yet been fully exploited.
There remain many inadequacies in cultural tourism
management in the context of digitalization and
integration, with one of the main causes being that Ben
Tre still has significant "gaps" in training human
resources for cultural tourism services. Many solutions
have been proposed to date, but there has not yet been
a solution aimed at ensuring fundamental human
resource training that meets the requirements of
cultural tourism in the context of digitalization and
integration from the perspective of training institutions.
This article, through an approach based on local
cultural heritage resources and cultural tourism demand,
proposes solutions to meet the human resource needs
for Ben Tre's cultural tourism services in the current
context of digitalization, globalization, and provincial

mergers.

Keywords: ben tre; cultural tourism; digitalization,

human resources, international integration, merger
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PHAT TRIEN SAN PHAM DU LICH THONG MINH HUON PEN KHACH HANG
THE HE SO: XU HUONG VA THACH THUC TAI VIET NAM
DEVELOPING SMART TOURISM PRODUCTS FOR THE DIGITAL GENERATION: TRENDS AND
CHALLENGES IN VIETNAM
Trin Ding Khoa'*
IBdo tang Tong hop tinh Tra Vinh

*Tac gid lién hé: Tran Bang Khoa (email: nguyenvananh@gmail.com)

Tém tat - Bai viét tap trung phan tich sdu cac xu
huéng va thach thic trong qua trinh phat trién san
pham du lich théng minh, nham dap Gng nhu ciu ngay
cang cao cuia nhom khach hang thé hé s6 tai Viét Nam.
Trong bdi canh chuyén doi s6 dién ra manh mé& trén
toan cau, du lich thong minh dang ndi 1én nhu mot
dong luc quan trong, gop phan nang cao chat lwong trai
nghiém cua du khach, t6i uu hoa hiéu qua quan Iy va
thic ddy phat trién du lich theo huéng bén vimg. Tuy
nhién, qua trinh nay van dang phai d6i mat véi nhidu
rao can dang ké, bao gébm han ché vé ha ting cong
nghé sd, chit luong va ky ning cua ngudn nhan lyc,
cac van dé lién quan dén bao mat thong tin, ciing nhu
thach thirc trong viéc kiém soat tinh trang qua tai tai
cac diém dén du lich. Trén co s6 phén tich 1y luén chat
ch& két hop véi cac dir lidu thuc tién, dé xuét mot sb
nhém giai phap d6i méi trong tim. Cac giai phap nay
bao gdm hoan thién khung thé ché va chinh sach phap
1y, xay dung h¢ sinh thai dir liéu du lich tich hgp va an
toan, nang cao nang luc s6 cho luc luong lao dong
trong nganh, cing véi viéc ddi méi va da dang hoa cac
san phdm du lich thong qua tmg dung cong nghé tién
tién. Muc tiéu xuyén sudt ciia bai viét 1a gop phan dinh
hinh mdt nganh du lich Viét Nam theo hudng hién dai,
chuyén nghiép va phat trién bén viing, pht hop vé6i dic
diém hanh vi cua khach hang thé hé sb trong ky

nguyén so hoa sau rong.

Tir khéa: du lich thong minh; thé hé sé; chuyén doi so;
Viét Nam

Abstract - The article focuses on in-depth analysis
of trends and challenges in the development of smart
tourism products, aiming to meet the increasing needs
of digital generation customers in Vietnam. In the
context of strong digital transformation taking place
globally, smart tourism is emerging as an important
driving force, contributing to improving the quality of
tourist experience, optimizing management efficiency
and promoting sustainable tourism development.
However, this process is still facing many significant
barriers, including limitations in digital technology
infrastructure, quality and skills of human resources,
issues related to information security, as well as
challenges in controlling overload at tourist
destinations. Based on rigorous theoretical analysis
combined with practical data, a number of key
innovative solutions are proposed. These solutions
include perfecting the institutional framework and legal
policies, building an integrated and secure tourism data
ecosystem, enhancing the digital capacity of the
industry's workforce, and innovating and diversifying
tourism products through the application of advanced
technology. The overarching goal of the article is to
contribute to shaping a modern, professional and
sustainable Vietnamese tourism industry, in line with
the behavioral characteristics of digital generation

customers in the era of extensive digitalization.

Keywords: smart tourism,; digital generation; digital

transformation, ietnam
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MO HINH TRAI NGHIEM PHYGITAL VA THACH THUC TRONG VIEC NANG
CAO KY NANG THU'C HANH CUA SINH VIEN NGANH DU LICH VA KHACH SAN
PHYGITAL CUSTOMER EXPERIENCE AND CHALLENGES IN ENHANCING PRACTICAL

SKILLS OF HOSPITALITY AND TOURISM STUDENTS
Trin Huy Cwong' "

"Truong Dai hoc Cong doan, Viét Nam
’Nghién cteu sinh, Truong Dai hoc Khoa hoc Xa héi va Nhan van, PHQGHN, Viét Nam
“Tac gia lién hé: Tran Huy Cuong (email: cuongth@dhcd.edu.vn)

Tém tit - Nganh du lich va khach san dang dién ra
nhing thay d6i mang tinh chuyén d6i véi sy ra doi cia
mo hinh "phygital", mé hinh nay tich hop lién mach cac
trai nghiém vat Iy va ky thuat s dé dap tmg ky vong ngay
cang ting cia khach hang. Tai Viét Nam, mot diém dén
du lich dang phét trién nhanh chong, mé hinh nay dang
dinh nghia lai viéc cung cép dich vu va nang luc cua luc
lrong lao dong. Nghién ctru nay khao sat viéc ap dung
cac trai nghiém phygital trong nganh du lich va khach san
tai Viét Nam, xac dinh nhiing khoang céach k¥ nang quan
trong cuia sinh vién va dé xut cac giai phap dé diéu chinh
cac chuong trinh ddo tao theo nhu cdu cia nganh. St
dung phuong phép nghién ctru hdn hop, bao gdm cac
cudc phong véan dinh tinh v6i cac chuyén gia va nha gido
trong nganh va cac cudc khao sat dinh lugng véi sinh vién,
nghién ctru chi ra nhitng han ché vé ning luc so, thiét ké
trai nghiém khach hang va kha ning giai quyét van dé
mot cach thich tng. Céc rao can chinh bao gdbm chwong
trinh giang day thiéu cép nhat, kha ning tiép cén cong
ngh¢ han ché va su hop tac chua tdt gitta co s¢ dao tao va
doanh nghiép. Nghién ctru két hop nhiing tién bd cong
nghé méi ndi, nhu thyc té ting cudng (AR), tri tué nhan
tao (AI) va thiét ké c6 sy tham gia, nham thiic day hinh
thirc hoc tap dua trén trai nghiém va sy thu cam. Cac
khuyén nghi bao gébm dbi méi chuong trinh giang day,
nang cao ky ning cla giang vién va quan hé ddi tac chat
ché& véi nganh dé chudn bi cho sinh vién budc vao moi
truong nghé nghiép. Cac nghién clru trong twong lai nén
kham pha tic dong lau dai cua cac cai cach nay ddi véi
kha ning c6 viéc 1am cua sinh vién tot nghiép va hiéu qua

hoat dong cua nganh.

Tir khoa: trdai nghiém phygital; dao tao khach san;

chuyén doi s6; dich vu khdch hang; hoc tap trai nghiém

Abstract - The hospitality and tourism industry is
undergoing a transformative shift with the rise of the
"phygital" model, which seamlessly integrates physical
and digital experiences to meet evolving customer
expectations. In Vietnam, a rapidly growing tourism hub,
this model is redefining service delivery and workforce
competencies. This study investigates the application of
phygital experiences in Vietnam’s hospitality sector,
identifies critical skill gaps among students, and proposes
strategies to align educational programs with industry
needs. Using a mixed-methods approach, including
qualitative interviews with industry professionals and
educators and quantitative surveys with students, the
research highlights deficiencies in digital literacy,
customer experience design, and adaptive problem-
solving. Key institutional barriers include outdated
curricula, limited access to technology, and weak
academia-industry collaboration. The study incorporates
recent advancements in emerging technologies, such as
augmented reality (AR), artificial intelligence (AI), and
to advocate for

participatory design, experiential,

empathy-driven learning. Recommendations include
curriculum innovation, faculty upskilling, and robust
industry partnerships to prepare students for hybrid
service environments. Future research should explore the
impact of these reforms

longitudinal on graduate

employability and sector performance

Keywords: phygital experience; hospitality education;
digital transformation; customer service; experiential

learning
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SU DUNG CONG NGHE NHAM TAO DUNG TRAI NGHIEM KHACH HANG: MO
HINH CUA HANG DU THUYEN CARNIVAL

USING TECHNOLOGY TO ENHANCE GUEST EXPERIENCE: A CASE STUDY OF CARNIVAL
CORPORATION
Pham Thi Thu Phwong™
!Truong Kinh doanh — Pai hoc Kinh e Qutfc ddn, Viét Nam
*Tac gia lién hé: Pham Thi Thu Phuwong (email: phuongpham@neu.edu.vn)

Tém tit - Du thuyén dang trd thanh mét loai hinh
du lich dugc va chudng o nhiéu quéc gia trén thé gidi.
O Chau A noi chung va Viét Nam néi riéng, du lich du
thuyén di ching kién sy ting truong nhanh chong
trong nhirng nim gan ddy trén co s¢ viéc md rong thi
truong, da dang céac dich vu du lich, dau tu co so ha
ting dang ké va ngay cang duoc nguoi tiéu ding Chau
A va chudng. Cung vai do, tao dung trai nghiém khach
hang dd tro thanh wvu tién hang dau cia cac doanh
nghi¢p trong linh vuc du lich khach san cling nhu véi
cac hang kinh doanh du thuyén néi riéng. Viéc xac
dinh cac yéu td tac dong cung cac diém cham dong vai
trd quan trong trong thiét k& trai nghiém khach hang.
Véi su tac dong ngay cang sau rdng cua cong nghé
trong doi séng kinh té xa hi, viée ung dung cong nghé
dé tang trai nghiém khach hang da duoc nhiéu doanh
nghiép dic biét quan tim. Bai viét gidi thiéu viéc s
dung cong nghé nham ting trai nghiém khach hang tir
hang du thuyén Carnival. Pay 13 hing du thuyén 16n
nhét thé gidi vai lich sir phat trién hon 50 ndm vdi cac

hai trinh da dang tai nhiéu Chau luc.

Tir khéa: cong nghé, du thuyén, trai nghiém khach
hang

Abstract - Cruise tourism is becoming a popular
form of travel in many countries worldwide. In Asia in
general and Vietnam in particular, cruise tourism has
seen rapid growth in recent years due to market
expansion, the diversification of tourism services,
significant infrastructure investments, and increasing
popularity among Asian consumers. Along with this,
creating customer experiences has become a top
priority for businesses in the hospitality industry and
Identifying

touchpoints plays an important role in designing

cruise lines. influencing factors and
customer experiences. With the growing impact of
technology on socio-economic life, the application of
technology to enhance customer experiences has been
of particular interest to many companies. This article
introduces the use of technology to enhance customer
experiences by Carnival Cruise Line, the largest cruise
corporation in the world, with a development history of
over 50 years and a wide range of itineraries across

multiple continents.

Keywords: cruise, technology, guest experience
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TAC PONG CUA TRi TUE NHAN TAO TRONG DICH VU KHONG TIEP XUC
PEN TRAI NGHIEM KHACH HANG: NGHIEN CUU THUC NGHIEM TRONG
NGANH HANG KHONG VIET NAM

THE IMPACT OF ARTIFICIAL INTELLIGENCE IN CONTACTLESS SERVICES ON CUSTOMER
EXPERIENCE: AN EXPERIMENTAL STUDY IN THE VIETNAMESE AVIATION INDUSTRY
Nguyén Thanh Ti'", Pinh Vin Hoan %, Nguyén Thi Anh Thy’
123 Hoc vién Hang khong Viét Nam, Viét Nam
*Tac gia lién hé: Nguyén Thanh Ti (email: tunt@vaa.edu.vn)

Tém tit - Trong bdi canh chuyén ddi sb sau dai
dich COVID-19, cac hang hang khong Viét Nam dang
tich cyc g dung tri tué nhan tao vao dich vu khong
tiép xic nham nang cao trai nghiém khach hang.
Nghién ciru ndy nham danh gia tic dong cua cac yéu td
cong nghé nhu tinh hiru ich, dé str dung va c4 nhan hoa
dén trai nghiém cam xuc, sy hai 1ong va long trung
thanh cua hanh khach. M6 hinh nghién ctru dugc xay
dung dua trén sy tich hop gitta mo hinh Chép nhan
cong nghé, Quan tri trai nghiém khach hang va Chi sb
san sang cong nghé. Dir liéu duoc thu thap tir 310 hanh
khach ting sir dung dich vu AI khong tiép xtc va phan
tich bang ky thuat SEM. Két qua cho thdy cac yéu to
cong nghé co anh huéng tich cuc dén trai nghiém cam
xuc, tir d6 nang cao su hai long va thuc ddy 1ong trung
thanh. Trai nghiém cam xuc dong vai tro trung gian
then chét trong mo hinh. Nghién ciru cung cap bang
ching thyc nghiém tai Viét Nam, dong gép vao ly
thuyét trai nghiém khach hang trong méi truong dich
vu théng minh, déng thoi dé xuat ham y thiét thuc cho
doanh nghiép va nha quan 1y trong viéc t6i wu hoa dich

vu Al lay khach hang lam trung tAm.

Tir khoa:tri tué nhan tao; dich vu khong tié}? xuc; trdi
nghiém khach hang; hai long; trung thanh; hang

khong viét nam.

Abstract - In the context of post-COVID-19 digital

transformation, Vietnamese airlines are actively
adopting Artificial Intelligence to enhance customer
experience through contactless services. This study
aims to evaluate the impact of key technological
factors—perceived usefulness, ease of use, and
personalization—on emotional experience, satisfaction,
and customer loyalty. The research model integrates
the Model,
Experience the

Readiness Index. Data were collected from 310

Technology  Acceptance Customer

Management, and Technology
passengers who had used Al-enabled contactless
services and analyzed using Structural Equation
Modeling. The results show that technological factors
significantly influence emotional experience, which in
turn enhances satisfaction and fosters loyalty.
Emotional experience plays a critical mediating role
within the model. The study provides empirical
the
the

customer experience in smart service environments. It

evidence from Vietnamese aviation sector,

contributing to theoretical understanding of
also offers practical implications for airline managers

and policymakers to design Al-powered services that

are customer-centric and emotionally engaging,
ultimately improving service effectiveness and
competitiveness.

Keywords:artificial intelligence, contactless services;
customer experience; satisfaction; loyalty; viethamese

aviation.
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TAI KIEN TAO TRAI NGHIEM DU LICH LANG CO: BAI HQC TU HUANGLING
VA PUONG LAM VE PAO TAO CURATOR VAN HOA - CONG NGHE

RECONSTRUCTING HERITAGE VILLAGE TOURISM EXPERIENCES: LESSONS FROM
HUANGLING AND DUONG LAM ON TRAINING CULTURAL-TECHNOLOGICAL CURATORS
Pham Quang Ha'"
!Truong Du lich, Pai hoc Duy Tan
*Tac gia lién hé: Pham Quang Ha (email: phamquangha@dtu.edu.vn)

Tém tit - Bai viét tap trung vao bai toan then chdt
trong phat trién du lich di san hién nay: lam sao dé
cong ddong dia phuong khong chi 1a ngudi giir gin
truyén thong, ma con tré thanh luc lwong dan dét trai
nghiém va thich @mg v&i méi truong sd. Thong qua
phan tich so sanh hai mé hinh tiéu biéu — mot bén 1a
lang ¢6 Hoang Linh (Trung Qudc) vdi co ché phdi hop
nha nudc — doanh nghiép hiéu qua, mot bén 1a lang )
Puong Lam (Viét Nam) v6i tiém ndng vian hoa siu
nhung thiéu cong cu chuyén hoa — bai viét tién hanh
khao sat thyc dia tai 9 dia diém then chét, dong thoi
d6i chiéu voi 41 tai liéu hoc thudt va chinh sach. Két
qua chi ra ba diém nghén 16n: thiéu t6 chuc ndi tai,
thiéu ky niang ké chuyén, va chua tiép can duoc cong
nghé phu hop. Trén co s& d6, nghién ciru dé xuit mot
16 trinh gdm ba giai doan (khoi dong — dao tao — tai
chinh), ciing nam try ¢4t nang luc nham hinh thanh do6i
ngii “ngudi dan dan chuyén” tai diém dén. Day 1a budc
di trung han, huéng t6i hai hoa gitra bao ton ban sic va

thich (mg v6i xu thé phat trién bén vimg.

Tir khéa: ngueoi giit hon di san; du lich lang co; trdi

nghiém van hoa, cong dong tham gia; so hoa di san

Abstract - This paper addresses a critical issue in
heritage tourism development: how to empower local
communities not only as tradition bearers but also as
experience leaders capable of adapting to the digital era.
Through a comparative analysis of two representative
models—Huangling (China), which demonstrates
effective state—enterprise collaboration, and Duong
Lam (Vietnam), rich in cultural potential yet lacking
transformation tools—the study conducts fieldwork at
nine key sites and reviews 41 academic and policy
sources. Findings reveal three major bottlenecks: weak
internal organization, limited storytelling skills, and
lack of access to appropriate technologies. In response,
the study proposes a three-phase roadmap (initiation —
training — financing) and five competency pillars to
develop a new generation of “local curators” at
heritage destinations. This medium-term strategy aims
to balance cultural preservation with the demands of
sustainable development.

Keywords: heritage keepers; ancient village tourism,
cultural experience;, community participation; digital

heritage.
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THU'C TRANG PAO TAO VA DE XUAT MOT SO GIAI PHAP NHAM NANG CAO
CHAT LUQNG PAO TAO NHAN LU'C NGANH DU LICH TAI VIET NAM

CURRENT STATE OF TOURISM HUMAN RESOURCE TRAINING AND PROPOSED SOLUTIONS
TO ENHANCE TRAINING QUALITY IN VIETNAM
Tran Viin Nhan'™

'Hoc vién Hang khong Viét Nam, Viét Nam
*Tac gia lién hé: Tran Vin Nhan (email: trannhansupham@gmail.com)

Tém tit - Nghién ctru “ Thyc trang dao tao tao va
dé xuit mot sd giai phap nhim néng cao chit luong
dao tao nhan lyc nganh du lich tai Viét Nam” cho théy
thuc trang dao tao nguén nhan lyc du lich hién nay tai
Viét Nam chua dép mg dwoc nhu ciu phat trién cua
nganh du lich tr quy m6 dao tao, chuong trinh dao tao,
d6i ngili can bd quan ly giang day ciling nhu sy cdng tac
vao cong viéc dao tao clua cac doanh nghiép du lich...
tir 6 dé xuat mot sb giai phap nhiam nang cao hidu qua
va chat luong dao tao nguf”)n nhan luc du lich, trong do
giai phap ting cudng lién két v6i cac doanh nghiép du
lich trong viéc dao tao nguén nhan luc du lich duoc
chu trong nhdm phat huy thém ngudn lyc ctia nganh du
lich, mat khac viéc dao tao nay sé gén v6i thuc tién va
nhan luc du lich ¢6 nhiéu co hoi thue hanh thuc tap
ngay trén ghé nha truong gitp hoan thién va ning cao
kién thirc cling nhu k§ nang nghé, gbp phan dao tao doi
ngii nhan lyc nganh du lich chét lugng, dap ung tot
nhu ciu ngdy cang phat trién cta nganh du du lich tai

Viét Nam hién nay.

Tir khéa: nguon nhan lwc du lich; doanh nghiép; cong

nghé; nha truong.

Abstract - The study "Current State of Tourism
Human Resource Training and Proposed Solutions to
Enhance Training Quality in Vietnam" reveals that the
current training of tourism human resources in
Vietnam fails to meet the industry's development needs.
This is evident in the limited scale of training, outdated
curricula, insufficiently qualified teaching and
management staff, and inadequate collaboration with
The

solutions to improve the effectiveness and quality of

tourism enterprises. study proposes several

tourism human resource training, emphasizing
enhanced partnerships with tourism businesses. Such
collaborations leverage industry resources, align
training with practical needs, and provide students with
hands-on experience and internships. These efforts aim
to develop a skilled and competent tourism workforce
capable of meeting the growing demands of Vietnam's

tourism industry.

Keywords: tourism human resources, enterprises;

technology; educational institutions
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TOI UU HOA CHUOI CUNG UNG DU LICH CO TRACH NHIEM TAI VIET NAM:
HUONG TIEP CAN TU LOI iCH CONG PONG

OPTIMIZING RESPONSIBLE TOURISM SUPPLY CHAINS IN VIETNAM: TOWARDS
COMMUNITY BENEFITS
Nguyén Thu Cic'

'Dai hoc Khoa hoc Xa hoi \:a‘ Nhdn van, PH Quéc Gia TP.HCM, Viét Nam
*Tac gia lién hé: Nguyén Thu Cuic (email: ntcuc@hcmussh.edu.vn)

Tém tit - Nghién ciru ndy tap trung vao viée tdi uu
hoa chudi cung tng du lich c¢6 trach nhiém tai Viét
Nam nhim gia ting loi ich cho cong ddng dia phuong.
St dung phuong phap dinh tinh v6i phong van sdu cac
bén lién quan tai cac diém dén du lich cdng déng,
nghién ctru di chi ra ring viéc tdi wu hoa doi hoi ting
cudng két ndi truc tiép gitra du khach/doanh nghiép lir
hanh véi nha cung cép dich vu dia phuong, giam thiéu
trung gian dé gia ting dong tién tryc tiép dén cong
ddng, cai thién sinh ké va trao quyén cho ho. Pong thoi,
nghién clru cling nhin manh tim quan trong cia vi¢c
xay dung ning luc cho cong dong vé quan 1y san pham,
chét lugng dich vu va tiép thi, dac biét 1a cac chuong
trinh dao tao vé du lich bén viing va quan 1y tai chinh.
Nhing két qua ndy cung cp co s& quan trong cho cac
nha hoach dinh chinh sach, doanh nghiép 1t hanh va td
chte phi chinh phu trong viéc xay dung cac mé hinh
chudi cung tmg du lich bén vitng hon, goép phan bao
ton van hoa, moi truong va ning cao chit lugng sdng

cho nguoi dan dia phuong.

Tir khéa: chudi cung iing du lich, du lich c6 trach

nhiém, loi ich céng dong, phat trién du lich bén viing.

Abstract - This study focuses on optimizing the
responsible tourism supply chain in Vietnam to
enhance benefits for local communities. Employing a
qualitative methodology with in-depth interviews of
stakeholders at community-based tourism destinations,
the research reveals that optimization necessitates
strengthening direct linkages between tourists/tour
operators and local service providers. This approach
aims to minimize intermediaries, thereby increasing
direct financial flows to communities, improving
livelihoods, and empowering them. Concurrently, the
study underscores the critical importance of capacity
building for communities in product management,
service quality, and marketing, particularly through
training programs in sustainable tourism and financial
These

foundation for policymakers, tour operators, and non-

management. findings provide a crucial

governmental  organizations to develop more
sustainable tourism supply chain models, contributing
to cultural and environmental preservation and an

improved quality of life for local residents.

Keywords: tourism supply chain, responsible tourism,

community benefits, sustainable tourism development.

13
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GIAI PHAP UNG DUNG TRi TUE NHAN TAO TRONG PAO TAO NGUON NHAN
LUC DU LICH CHAT LUQNG CAO TINH VINH LONG

SOLUTIONS FOR APPLYING ARTIFICIAL INTELLIGENCE IN TRAINING HIGH-QUALITY
TOURISM HUMAN RESOURCES IN VINH LONG PROVINCE
Phan Tin Puwech?*
INCS. Khoa Du lich hoc, Truong Pai hoc Khoa hoc Xa héi va Nhdn van, Pai hoc Quéc gia Ha Ngi, Viét Nam
2Trung tém Dich vu Truyén hinh va Du lich Trwong An, Bdo va Dai Phat thanh - Truyén hinh tinh Vinh Long, Viét Nam
*Tac gia lién hé: Phan Tan Puoc (Email: phantanduoc.vi@gmail.com)

Tém tit - Chuyén ddi sé dang tac dong manh mé
dén nganh du lich, dac biét 1a trong viéc dao tao va
phat trién ngudn nhan lyc chit lugng cao - yéu t6 then
chdt cho su phat trién bén vitng. Tuy nhién, nganh du
lich tinh Vinh Long dang d6i mat véi thach thic thiéu
hut ngudn nhén luc chat luong cao. Nghién ctru nay tap
trung vao viéc ung dung cong nghé, dic biét 1a tri tué
nhan tao (AI), trong dao tao nhdn luc du lich nhim
nang cao chat lwong dich vu va phat trién bén vimng
nganh. Nghién ctru sir dung cac phuong phap téng hop
Iy thuyét, phan tich tai liéu va phong van sau chuyén
gia. Két qua nghién ctru cho thdy viéc ung dung Al
trong dao tao con han ché, lién két gitra nha truong va
doanh nghiép chua chit ché. Tur 46, dé xuét cac giai
phap nhu: nang cao chét luong dao tao, tich hop cong
nghé Al vao chuong trinh giang day, ting cuong hop
tac doanh nghiép — nha trudng, mé rong hop tic qudc
té va khuyén khich tu hoc tap. Cac ham ¥ quan tri nay
g6p phan xay dung do6i ngii nhan lyc du lich chat luong
cao d4p ung yéu cau cua cudc cach mang cong nghiép
4.0.

Trr khoa: tri tué nhan tao, dao tao, ngué‘n nhan luc du
lich chdt heong cao, cich mang cong nghiép 4.0,

chuyén déi sé, tinh Vinh Long.

Abstract - Digital transformation is having a
profound impact on the tourism industry, particularly
in the training and development of high-quality human
resources - a key factor for sustainable development.
However, the tourism sector in Vinh Long province is
currently facing significant challenges due to a
shortage of high-quality personnel. This study focuses
on the application of technology, especially artificial
intelligence (Al), in tourism workforce training with
the aim of improving service quality and promoting
sustainable industry growth. The research employs
methods such as theoretical synthesis, document
analysis, and in-depth expert interviews. Findings
indicate that the application of Al in training remains
the
institutions and enterprises is still weak. Based on these
the

enhancing training quality, integrating Al technologies

limited, and linkage between educational

findings, study proposes several solutions:

into educational curricula, strengthening school—

business  collaboration, expanding international
cooperation, and encouraging self-directed learning.
These managerial implications contribute to the
development of a high-quality tourism workforce
capable of meeting the demands of the Fourth

industrial revolution.

Keywords: artificial intelligence, training, high-quality
tourism human resources, the fourth industrial

revolution, digital transformation, Vinh Long province
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SU PHAT TRIEN CUA NGANH DU LICH VIET NAM TRONG THOI DAI AIL:
THACH THUC VA CO HQI TRONG PHAT TRIEN BEN VUNG

THE EVOLUTION OF VIETNAM'S TOURISM INDUSTRY IN AI ERA: CHALLENGES AND
OPPORTUNITIES IN SUSTAINABLE DEVELOPMENT
Lé Nguyén Ngoc Hién'™
'Hoc Vién Hang Khong, Viét Nam
*Tac gia lién hé: Lé Nguyén Ngoc Hién (email: hienlnn@vaa.edu.com)

Tém tit - Tai lidu nay cung cép cai nhin tong quan
toan dién vé nhitng phat trién va xu hudng chinh trong
quan 1y du lich, du lich bén viing va cac linh vyc lién
quan, véi trong tim 1a Viét Nam va cac quan diém toan
cau. Cac chi d& bao gdm quan 1y doanh thu, du lich
thong minh, cac thuc hanh bén viing, ca nhan hoda, bao
tdn van hoa va tac dong cua bién dbi khi hau. Tai liéu
ciing kham pha du lich tiép can, tinh trang qué tai du
lich, va vai trd cua giao thong trong su bén vimng cua
du lich. Thém vao do, cac khung chién luge nhu Chién
lugc Phat trién Du lich Quéc gia cia Viét Nam va
nhimmg déng gdp ctia UNESCO trong viéc bao ton Di
san Thé gidi ciing dugc 1am ndi bat. Nhitng cong trinh
nay nhin manh tdm quan trong ciia d6i méi, cac yéu to
dao dirc va cac chién lugc thich Ung trong viéc gidi

quyét nhitng thach thtrc va co hdi trong nganh du lich.

Tir khéa: qudn 1y du lich; du lich bén ving; du lich
thong minh; chién lwge du lich viét nam; UNESCO

Abstract - This compilation of references provides
a comprehensive overview of key developments and
trends in tourism management, sustainable tourism,
and related areas, with a focus on Vietnam and global
perspectives. Topics include revenue management,
smart tourism, sustainable practices, personalization,
cultural preservation, and climate change impacts. The
references also explore accessible tourism, overtourism,
and the role of transport in tourism sustainability.
Additionally, strategic frameworks such as Vietnam’s
National Strategy  and
UNESCO’s World  Heritage

preservation are highlighted. These works collectively

Tourism  Development
contributions  to
emphasize the importance of innovation, ethical
considerations, and adaptive strategies in addressing
the challenges and opportunities within the tourism

sector.

Keywords: tourism management, sustainable tourism,

smart tourism, Vietnam tourism strategy, UNESCO
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UNG DUNG CONG NGHE THONG TIN VAO PAO TAO NGANH QUAN TRI DICH
VU DU LICH VA LU HANH TAI HQC VIEN HANG KHONG VIET NAM -
THUC TRANG VA GIAI PHAP
APPLICATION OF INFORMATION TECHNOLOGY IN TRAINING IN TOURISM AND TRAVEL

SERVICE MANAGEMENT AT VIETNAM AVIATION ACADEMY —
CURRENT SITUATION AND SOLUTIONS

Nguyén Cong Hoan'*

'Hoc vién Hang khéng Viét Nam, Viét Nam
*Tac gia lién hé: Nguyéen Cong Hoan (email: hoannc@vaa.edu.vn)

Tém tit - Khoa Du lich va Dich vu Hang khong
cua Hoc vién Hang khong Viét Nam (VAA) 1a mot co
sO dao tao ngudn nhan luc chét lugng cao cho ca nganh
hang khong va du lich. Bai viét nay sir dung phuong
phap dinh tinh d& nghién ctru cac bai bao, tap chi, tai
lidu lién quan va van dung khung Iy thuyét chip nhan
cong nghé, 1y thuyét hé thdng, 1y thuyét doi méi gido
duc va 1y thuyét ning luyc cbt 161 dé phan tich thuc
trang di ngil gidng vién, sinh vién, ha tang co s& vat
chét trang thiét bi, va chuong trinh dao tao cac chuyén
nganh Quan tri I hanh, Quan tri khach san nha hang,
Quan tri dich vu thuong mai hang khong thudc nganh
Quan tri Dich vu du lich va lir hanh ctia Hoc vién da
tmg dung va st dung phin mém nao vao cong tac dao
tao, hoc tap, nghién ctru hoc phé‘ln chuyén nganh trong
chuong trinh dao tao. T cac phén tich trén dua ra cac
giai phap pht hop nhim ning cao chét luong g dung
va su dung cong nghé thong tin cliia giang vién, sinh
vién ciing nhu ¢ chinh sach dau tu co s vat chat trang
thiét bi va diéu chinh, chinh sta chuong trinh dao tao

phu hop véi xu hudng phat trién ciia xa hoi.

Tir khoa:cong nghé thong tin, ung dung cong nghé
vao dao tgo, wng dung cong nghé vao dao tao du lich;

Hoc vién Hang khong Viét Nam

Abstract - The Faculty of Tourism and Aviation
Services of Vietnam Aviation Academy (VAA) is an
institution that trains high-quality human resources for
both the aviation and tourism industries. This article
uses qualitative methods to study articles, magazines,
the

framework of technology acceptance, system theory,

related documents and applies theoretical
educational innovation theory and core competency
theory to analyze the current situation of the teaching
staff, students, infrastructure, facilities and equipment,
and training programs of the majors of Travel
Management, Hotel and Restaurant Management, and
Aviation Commercial Services Management under the
Tourism and Travel Services Management major of the
Academy. Which software has been applied and used
in the training, learning and research of specialized
subjects in the training program. From the above
analysis, appropriate solutions are proposed to improve
the quality of application and use of information
technology by lecturers and students as well as to have
policies to invest in facilities and equipment and to
adjust and edit training programs in line with the

development trends of society.
Keywords:information technology, application of

technology in training; application of technology in

tourism training, Vietnam Aviation Academy
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HUONG DAN VIEN DU LICH INBOUND THOI DPAI Al: CO HQI, THACH THU'C
VA NANG LUC THiICH UNG TAI THANH PHO HO CHIi MINH

INBOUND TOUR GUIDES IN THE AI ERA: OPPORTUNITIES, CHALLENGES, AND ADAPTIVE
COMPETENCIES IN HO CHI MINH CITY
Nguyén Trung Nam', Liz Cim Thdo*
* Hoc vién Hang khong Viét Nam, Viét Nam
*Tac gia lién hé: Nguyén Trung Nam (email: namnt@vaa.edu.vn)

Tém tit - Bai viét nay phén tich vai tro va tac dong
cua tri tué nhan tao (AI) dbi véi nghé hudéng dan vién
du lich inbound tai Thanh phé H6 Chi Minh trong bdi
canh chuyén dbi s6. Dya trén phan tich tai liéu va
phong van ban ciu trac v6i 15 huéng dan vién, nghién
ctru xac dinh bdn chu dé chinh: (1) co hoi tng dung Al
dé nang cao chét luong dich vu va cd nhan hoa trai
nghiém du khéch; (2) nhiing thach thuc nhu nguy co
thay thé con ngudi, thiéu k§ ning sb va chi phi trién
khai; (3) k§ nang can thiét dé thich nghi v&i Al, bao
gdém ky ning s6, k¥ ning mém va hoc tap sudt doi; va
(4) trién vong phat trién ciia nganh du lich thong minh
voi vai tro doi méi cuia hudng dan vién. Két qua cho
thdy, AI khong chi hd trg tdi wu hoa quy trinh cong
viéc ma con dat ra yéu cau tai dinh hinh nang luc nghé
nghiép. Trong khi Al tao ra nhiéu co hoi vé tu dong
hoa, giao tiép da ngdn ngit va xay dung tour c nhin
hoa, viéc dam bao yéu t6 cam xic va tuong tic con
ngudi van 13 yéu t6 khong thé thay thé trong nganh du
lich. Bai viét d& xuAt mot mo hinh nang lyc huéng dan
vién trong thoi dai Al tu d6 goi md céc dinh hudng
dao tao va chinh sach phat trién nhan luc du lich phu

hop véi bdi canh cach mang cong nghé hién nay.

Tir khoa: tri tué nhan tao, huong dan vién du lich, du
lich inbound, chuyén déi so, nang luc nghé nghiép,
Thanh phé Ho Chi Minh

Abstract - This article analyzes the role and impact
of artificial intelligence (Al) on the profession of
inbound tour guiding in Ho Chi Minh City amid the
context of digital transformation. Based on document
analysis and semi-structured interviews with 15 tour
guides, the study identifies four key themes: (1)
opportunities for applying Al to enhance service
)

challenges such as the risk of human replacement, lack

quality and personalize tourist experiences;
of digital skills, and implementation costs; (3) essential
skills for adapting to Al including digital literacy, soft
skills, and lifelong learning; and (4) the future
prospects of smart tourism and the evolving role of
tour guides as innovation agents. The findings indicate
that Al not only supports the optimization of work
processes but also necessitates a redefinition of
While Al

communication,

professional  competencies. enables

automation,  multilingual and
personalized tour creation, maintaining emotional
connection and human interaction  remains
irreplaceable in the tourism industry. The article
proposes a competency framework for tour guides in
the Al era, offering insights into training directions and
policy

development in the context of the current technological

recommendations for tourism workforce

revolution.

Keywords: artificial intelligence, tour guides, inbound

tourism, transformation,  professional

competencies, Ho Chi Minh City

digital
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CHIEN LUGC SEO VA TOI UU HOA CONG CU TIM KIEM CHO DOANH
NGHIEP DU LICH VUA VA NHO TAI VIET NAM:
TIEP CAN TU GOC NHIN THUC TIEN

SEO STRATEGIES AND SEARCH ENGINE OPTIMIZATION FOR VIETNAM'S SMALL AND
MEDIUM TOURISM ENTERPRISES: INSIGHTS FROM PRACTICAL EXPERIENCE
Huynh Hoang Duyét', Lé Ngoc Thién Thanh?
Khoa Du lich — Khach san, Truong Cao dcfng Ly Tu Trong, Viét Nam
2Trung tdm Phat trién Du lich TP. Can Tho, Viét Nam

Tac gia lién hé: Huynh Hoang Duyét (email: huynhduyet.gv(@gmail.com)

Tém tit - Chuyén ddi s6 dang tao ra nhidu thay ddi
sdu rong trong nganh du lich Viét Nam, budc cac
doanh nghiép nho va vira (SMEs) phai thich tng dé
duy tri nang luc canh tranh. Trong bdi canh dé, t6i uu
hoa cong cu tim kiém (SEO) duoc xem 1a mot gidi
phap hiéu qua giup nang cao kha ning hién thi trén

khéng gian s6. Tuy nhién, nang luc tiép cén va trién

khai SEO cua cac SMEs du lich hién con nhiéu han ché.

Nghién ctu nay nhdm khao sét thuc trang nhan thuc,
hanh vi Gtng dung va nhiing rao can trong qua trinh
trién khai SEO tai cac doanh nghiép du lich nhé ¢ Viét
Nam. Dit lidu duoc thu thap théng qua phong van ban
cAu trac véi 12 doanh nghiép hoat dong trong linh virc
homestay, 1t hanh, khach san quy mo6 nho va dai ly vé
tai TP.HCM, Bén Tre, Pa Lat, Can Tho, Phii Qubc, An
Giang va Tién Giang. Két qua cho thdy du cic doanh
nghiép nhan thic dugc vai tro cia SEO, ho van gap
khé khan vé ky thuat, nhan lyc va cong cu do luong.
Nghién ctru dé xudt cic chuong trinh tip huén, cong cu
SEO don gian, md hinh thyc hanh thir nghiém va két
nbi mang ludi hd tro nhdm nang cao ning luc truyén
thong sb cho SMEs du lich

Tir khéa: SEO; doanh nghiép du lich nhé; truyén
théng s6; hanh vi tim kiém; t6i wu héa céng cu tim

kiem

Abstract - Digital transformation is reshaping
Vietnam’s tourism industry, compelling small and
medium-sized enterprises (SMEs) to adapt in order to
remain competitive. Search engine optimization (SEO)
emerges as an effective solution to enhance online
visibility. However, many tourism SMEs struggle with
SEO

investigates

limited capacity to implement strategies

study

awareness, application behaviors, and barriers to SEO

effectively. This the current
adoption among tourism SMEs in Vietnam. Data were
collected through semi-structured interviews with 12
businesses in sectors such as homestays, travel
agencies, small-scale hotels, and ticket services located
in Ho Chi Minh City, Ben Tre, Da Lat, Can Tho, Phu
Quoc, An Giang, and Tien Giang. Findings show that
although most businesses understand the importance of
SEO, they face significant challenges in technical skills,
human resources, and measurement tools. The study
proposes practical implications, including tailored SEO
training programs, simplified SEO tools, experimental
support models, and the development of support
networks

intermediary

connecting experts, enterprises, and

organizations to enhance digital

communication capacity for tourism SMEs.

Keywords: SEO; small tourism enterprises; digital

communication, search behavior;  search engine

optimization
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CO HOQI VA THACH THUC TRONG DAO TAO SINH VIEN DU LICH TAI
TRUONG PAI HQC HUNG VUONG PAP UNG XU THE CHUYEN POI SO

OPPORTUNITIES AND CHALLENGES IN TRAINING TOURISM STUDENTS AT HUNG VUONG
UNIVERSITY TO MEET THE DIGITAL TRANSFORMATION TREND
Hob Thi Khinh Giang™
JTrwdng Dai hoc Hiing Vuong, Phii Tho
*Tac gia lién hé: Ho Thi Khanh Giang (email: hokhanhgiangvns@gmail.com)

Tém tit - Trong giai doan hién nay, chuyén ddi sb
da trd thanh xu thé tat yéu trong moi linh vuc dac biét
la nganh Du lich - nganh kinh té dich vu c6 tinh nang
dong va sang tao. Chinh vi viy, viéc dao tao nguf”)n
nhan luc cho nganh nghé nay dang c6 dwoc nhing
thuédn loi trong viéc tiép can co hoi nghé nghiép da
dang, tang cuong k¥ niang s cho sinh vién nhung ciing
d6i dién v6i nhidu kho khan vé co so ha ting, kinh phi
va kha nang ap dung cong nghé trong giang day. Bai
viét tap trung phan tich co hoi va thach thirc trong cong
tac dao tao sinh vién Du lich tai truong Dai hoc Hung
Vuong nham dap Gmg xu thé chuyén ddi sb. Trén co s,
tac gia xin dé xudt mot sb giai phap gin véi thyc té cua

nha truong dé dap ing yéu cau do6i méi cua thoi dai.

Tir khoa: Chuyén déi s6; du lich; dao tao nhan sw

Abstract - the

transformation has become an inevitable trend in all

In current period, digital
fields, especially in the Tourism industry - a service
economy sector characterized by dynamism and
creativity. Therefore, human resource training for this
profession is experiencing advantages in accessing
diverse career opportunities and enhancing digital
skills for students, but also faces many difficulties
regarding infrastructure, funding, and the ability to
apply technology in teaching. This article focuses on
analyzing opportunities and challenges in training
Tourism students at Hung Vuong University to meet
the digital transformation trend. Based on this
foundation, the author proposes several solutions
aligned with the university's reality to meet the

innovation requirements of the era.

Keywords: Digital transformation; tourism; human

resource training
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NGHIEN CU'U BQ TIEU CHUAN GREEN KEY NHAM XAY DUNG KPI PANH GIA NGUON
NHAN LUC XANH HUONG PEN KHACH SAN XANH BEN VUNG

RESEARCHING THE GREEN KEY STANDARD SET TO BUILD KPIS TO ASSESS GREEN HUMAN
RESOURCES TOWARDS SUSTAINABLE GREEN HOTELS

Vé Thi Thu Thiiy', Tran Thi Thu Lua?, Trin Nguyén Thity Loan’, Luu Thity Hién Mai*,Trin Hupnh Thanh Long’

1.2.3, 45 rieomg Pai Hoc Cong Nghiép Thanh Phé Ho Chi Minh, Viét Nam
*Tac gia lién hé: Vo Thi Thu Thity (email: vothithuthuy@iuh.edu.vn)

Tém tit - Ngudn nhan luc xanh 13 ngudn nhan luc
gitp dat dugc muc ti€u than thién véi moi truong va
dong gop vao su bén viing cua moi trudng bing cac
hanh vi xanh cta nhan vién, 4p dung chinh sach va
hoat dong xanh trong quén ly nhan sy. Dya trén bd tiéu
chuin Green Key 1a mot chimg chi qudc té vé phat
trién bén ving trong nganh khach san va du lich, quan
ly boi FEE, duoc cap cho cac co s& dap tng céac tiéu
chi nghiém ngit vé bao vé moi truong va thuc hanh
bén vitng. Nghién ctru tip trung vao nhimng tiéu chi lién
quan dén nhan lyc xanh néu trong b tiéu chuan Green
Key thong qua qua trinh nghién ctru dinh luong. Dbi
tuong khao sat 1a nhan vién da va dang lam viéc tai cac
bd phén trong khach san hoéc co s¢ luu trd. Thong qua
phin mém SPSS dé phén tich két qua dir liéu nham xay
dung KPI danh gia ngudn nhan luc xanh tai cac khach
san hudng dén khach san xanh bén viing. Qua do,
nghién ctru khong chi nang cao nhén thirc, chat luong
dich vu, xay dung nguén nhan luc xanh chuyén nghiép
ma con nang cao kha nang canh tranh, nang cao hinh
anh va gop phan vao sy phat trién bén viing cua du lich
Viét Nam.

Tir khéa: nguon nhan lyc xanh; bé tiéu chudn green

key; moi truong,; KPI; khach san xanh bén vitng

Abstract - Green human resources are human
resources that help achieve environmentally friendly
goals and contribute to environmental sustainability
through green employee behaviors, applying green
policies and activities in human resource management.
Based on the Green Key standard set, an international
certificate on sustainable development in the hotel and
tourism industry, managed by FEE, is granted to
that

environmental protection and sustainable practices.

establishments meet strict criteria  on
The study focuses on the requirements related to green
human resources stated in the Green Key standard set
through a quantitative research process. The survey
subjects are employees who have worked and are
working in departments in hotels or accommodation
establishments. Through SPSS software to analyze data
results to build KPIs to evaluate green human
resources in hotels towards sustainable green hotels.
Thereby, the research not only raises awareness, and
service quality, and creates professional green human
resources but also enhances competitiveness, enhances
image, and contributes to the sustainable development

of Vietnam tourism.

Keywords: green human resources; green key

standards, environment; KPI; sustainable green hotels
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PHAT TRIEN GIAO DUC PAI HQC TRONG KY NGUYEN AI: KHAI THAC CO
HOQI VA POI MAT THACH THUC

DEVELOPING HIGHER EDUCATION IN THE ERA OF Al: EXPLOITING OPPORTUNITIES AND
FACING CHALLENGES

Nguyén Vii Quynh Thi'*, Hupnh Diép Tram Anh?, Nguyén Giang Nam?

L“Hog vién Hang khéng Viét Nam
*Tac gia lién hé: Nguyén Vii Quynh Thi (email: thinvg@vaa.edu.vn)

Tém tit - Bai bao phan tich tac dong cua tri tué
nhan tao (Al) ddi voi giao duc dai hoc, nhin manh cac
co hoi va thach thirc khi tich hop Al vao giang day,
quan tri va nghién ctu. Al hira hen cach mang héa gido
duc thong qua hé thdng hoc tap thich tng, trg 1y 4o, gia
su thong minh, gitp ca nhan héa qua trinh hoc, cung
cip phan hdi tirc thoi va ting cuong tuong tac sinh
vién. Pong thoi, Al t6i wu héa quy trinh hanh chinh
nhu tuyén sinh, dang ky, xir 1y hd tro tai chinh, tiét
kiém chi phi va thoi gian cho nha truong. Ngoai ra, Al
hd trg phén tich dir liéu 16n, nang cao hiéu qua ra quyét
dinh va phan bd nguén lyc. Tuy nhién, viéc phu thudc
qua mirc vao Al c6 thé lam giam kha ning tu hoc, tu
duy phan bién, k§ niang giai quyét van dé va sy sang
tao cua sinh vién. Viéc st dung Al trong danh gid, lam
bai tap cling dat ra lo ngai vé tinh trung thuc hoc thuét.
Do d6, céac co so gido duc can xay dung chién lugc can
bang, giam sat mirc d6 sir dung Al dé dam bao Al l1a
cong cu hd tro, khong thay thé ning luc ¢4 nhan ngudi

hoc.

Tir khoa: tri tué nhdn tao, gido duc dai hoc, chuyén

doi so, ca nhan hoa hoc tdp, quan tri gido duc.

Abstract - The article analyzes the impact of

artificial intelligence (AI) on higher education,

emphasizing the opportunities and challenges of

integrating Al into teaching, administration and
research. Al promises to revolutionize education
through adaptive learning systems, virtual assistants,
smart tutors, helping to personalize the learning
process, provide instant feedback and enhance student
At the Al

administrative ~ processes

interaction. same time, optimizes

such as admissions,
registration, financial aid processing, saving costs and
time for schools. In addition, Al supports big data
analysis, improving decision-making efficiency and
resource allocation. However, over-reliance on Al can
reduce students' self-learning ability, critical thinking,
problem-solving skills and creativity. The use of Al in
assessment and assignment writing also raises concerns
about academic integrity. Therefore, educational
institutions need to develop a balanced strategy and
monitor the level of Al usage to ensure that Al is a
supporting tool, not a replacement for the individual

capacity of learners.

Keywords: artificial intelligence, higher education,

digital  transformation,  personalized  learning,

education administration
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DPANH GIA TRAI NGHIEM DU LICH VAN HOA CO UNG DUNG CONG NGHE
CUA DU KHACH TAI THANH PHO HO CHi MINH

EVALUATION OF THE CULTURAL TOURISM EXPERIENCE WITH TECHNOLOGY
APPLICATION BY TOURISTS IN HO CHI MINH CITY

Hujnh Diép Trim Anh'*, Nguyén Vii Quinh Thi’, Nguyén Giang Nam’, Nguyén Thi Nguyér*

!Hoc vién Hang khong Viét Nam
"Tac gia lién hé: Huynh Diép Tram Anh (email: anhhdt@vaa.edu.vn)

Tém tit - Nghién ciru nay danh gia trai nghiém du
lich van hoa c¢6 ung dung cong nghé cuia du khach tai
Thanh phé H6 Chi Minh thong qua phuong phap két
hop dinh tinh va dinh luong. Cu thé, nghién cuou su
dung bang hoéi dinh tinh va 186 bang hoi chinh thirc
dugc du khach tra 161 dugc dua vao phan tich chinh
thirc. Thanh phd HO Chi Minh, véi di san vin héa
phong phii va ha ting cong nghé phat trién manh mg, 1a

mot vi du dién hinh d€ khao sat viéc ung dung cong

nghé vao du lich van hoda trong bdi canh do thi hién dai.

Két qua nghién ciru khong chi 1am rd vai trd cta cong
nghé trong viéc nang cao chét luong dich vu du lich
van héa, ma con dua ra cac giai phap tdi wu hoa viéc
tmg dung cong nghé dé phat trién du lich bén virng va

thu hut du khach trong va ngoai nudc.

Tir khoa: du lich van hoa, trdi nghiém du lich thong
minh, Thanh phé Ho Chi Minh, Viét Nam.

Abstract

tourism experience with technology application by

- This study evaluates the cultural

tourists in Ho Chi Minh City through a combination of
qualitative and quantitative methods. Specifically, the
study uses a qualitative questionnaire and 186 official
questionnaires completed by tourists. Ho Chi Minh
City, with its rich cultural heritage and rapidly
developing technological infrastructure, serves as an
ideal example for investigating the application of
technology in cultural tourism in a modern urban
context. The research results not only clarify the role of
technology in enhancing the quality of cultural tourism
services but also propose solutions to optimize the use
of technology for sustainable tourism development and

attracting both domestic and international tourists.

Keywords: cultural tourism, smart tourism experiences,
Ho Chi Minh City, Vietnam.
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EXPLORING THE RELATIONSHIP BETWEEN EMOTIONAL INTELLIGENCE
AND JOB SATISFACTION AMONG HOTEL EMPLOYEES

NGHIEN CUU KHAM PHA MOI QUAN HE GIUA TRi TUE CAM XUC VA SU HAI LONG TRONG
CONG VIEC CUA NHAN VIEN NGANH KHACH SAN
Nguyen Ngoc Dung’, Vu Chien Thang® Nguyen Mai Anh’

L.2.3University of Social Sciences and Humanities (USSH) - VNU Hanoi, Viet Nam
*Tac gia lién hé (Corresponding author): Vu Chien Thang (email: thangvc@vnu.edu.vn)

Abstract - This research examines the correlation
between emotional intelligence and job satisfaction
among hotel staff. The research utilises a qualitative
insights from participant observation, in-depth
interviews, and expert consultations. A literature
review was performed to establish a theoretical
framework for emotional intelligence and job
satisfaction, as well as to ascertain the correlation
between emotional intelligence and job satisfaction
among hotel employees. Semi-structured in-depth
interviews were performed with 10 participants from 8
different departments, ranging from frontline staff to
management, including the HR Director, at Novotel
Hanoi Thai Ha Hotel (Ha Noi, Viet Nam), to validate
the findings from the literature review and explore
additional factors in this relationship. Participant
observation was also conducted from April to
December 2024. The research demonstrated that four
of affect

satisfaction among hotel staff. These encompass self-

elements emotional intelligence job
emotion appraisal, others' emotion appraisal, use of
emotion, and regulation of emotion. Simultaneously,
the study established a system of observed variables

(items) in the research model.

Keywords: emotional intelligence; job satisfaction,

employees, hotel; customer experience

Tém tit - Nghién ciru ndy kham pha mdi quan hé
gitta tri tué cam xuc va sy hai long trong cong viéc cua
nhan vién nganh khach san. Nghién ctru 4p dung hiéu
biét dinh tinh tir quan sat c¢6 sy tham dy, phong van sau
va tham van y kién chuyén gia. Téng quan tai liéu
dugc thyc hién nham xay dung nén tang ly thuyét vé tri
tu€ cdm xuc, su hai long trong cong viéc va nhan dién
mdi quan hé giita tri tué cam xtic va sy hai long trong
cong viéc cia nhan vién nganh khach san. Cac cudc
phong vin siu ban cdu trac dwoc thyuc hién véi 10
nguoi ¢ cac b phan khac nhau, tir truc tiép phuc vu téi
tro ly Gidm ddc Nhan sy tai khach san Novotel Ha Noi
Thai Ha (Ha Noi, Viét Nam), nham khang dinh két qua
thu dugc tir tong quan nghién ctru va kham phé nhimg
yéu té mai trong mdi quan hé nay. Quan sat ¢6 sy tham
du ciling dugc thyc hién tir thang 4 t6i thang 12 nam
2024. Nghién ctru di chi ra ring c6 c6 4 thanh phan
clia tri tu¢ cam xuc c¢6 anh huong dén sy hai 1ong trong
cong viéc cua nhan vién nganh khach san. D6 1a tu
nhén thtc, nhan thac vé cam xuc cua nguoi khac, st
dung cam xuc va diéu chinh cam xtc. Pong thoi
nghién ctru ciing xdy dung dugc hé thong bién quan sat
(items) dé do luong cac bién tiém 4n trong mé hinh

nghién ctu.

Tir khoa: tri tué cam xuc, sw hai long; nhdn vién;

khach san; trdai nghiém khach hang
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XAY DUNG HE SINH THAI KHACH SAN THONG MINH TAI THANH PHO
HO CHI MINH: NANG CAO NANG LUC CANH TRANH VA
PHAT TRIEN BEN VUNG

BUILDING A SMART HOTEL ECOSYSTEM IN HO CHI MINH CITY: ENHANCING
COMPETITIVENESS AND PROMOTING SUSTAINABLE DEVELOPMENT
Nguyén Hanh Nguyén'*, Pham Thi Qujnh Nhu?
12Hoc vién Hang khong Viét Nam, Viét Nam.
*"Tac gia lién hé: Nguyen Hanh Nguyen (email: nguyennh@vaa.edu.vn)

Tém tit - Trong bdi canh chuyén ddi s6 manh mé
toan cau, cac khach san tai thanh phé HO Chi Minh can
xay dung hé sinh thai khach san thong minh, hudng toi
phat trién bén vimg va nang cao ning lyc canh tranh.
bPé tai nghién ctu dugc lya chon nhim phén tich hé
thong thuc trang, tiém ning va cac yéu td ¢t 15i anh
huéng dén qué trinh xay dung hé sinh thai khach san
thong minh. Nghién ctru tiép can theo huéng lién
nganh, két hop phan tich tai li¢u thir cép va nghién ciru
dién hinh tai mot s6 khach san quy md 16n & Thanh

phd HO Chi Minh. Trong tim nghién ciru 1a cac thanh

phan ciu thanh hé sinh thai khach san théng minh gom:

ha tang cong nghé sd, nén tang tich hop dir lidu, giao
dién khach hang thong minh, niang lyc van hanh s6 va
su lién két vé6i cac chu thé trong hé sinh thai du lich dia
phuong. Két qua cho thiy tiém ning tich hop cac nén
tang cong nghé nhu IoT, tri tué nhan tao (Al), di licu
16n (Big Data) va tmg dung di dong la rat 16n nhung
con han ché boi sy thiéu df”)ng bo vé ha tﬁng, nguf”)n
nhan luc han ché va chinh sach hd tro phan tan. Tur do,
nghién ciru dé xuit nim nhém gidi phap trong tam
nham phat trién bén viing hé sinh thai khach san thong
minh, nhdn manh vai trd cia hop tac cong, tu, dao tao
nhan Iyc sé va xdy dyng mo hinh hé sinh thai khach
san théng minh. Ham y thuc tién cho thidy Thanh phd
Ho Chi Minh can tiép can toan dién, linh hoat, phu hop
ddc thu phat trién ting dia phuwong dé phat huy hiéu

qua mo hinh khach san thong minh.

Tir khoa: khach san thong minh; hé sinh thdi sé,' phat
trién bén vimg; nang hec canh tranh; Thanh phé Ho
Chi Minh.

Abstract - In the context of rapid global digital
transformation, hotels in Ho Chi Minh City need to
develop a smart hotel ecosystem aimed at sustainable
This

research is conducted to analyze the current state,

development and enhanced competitiveness.

potential, and core factors influencing the development
of a smart hotel ecosystem. The study adopts an
interdisciplinary approach, combining secondary data
analysis and case studies of several large-scale hotels
in Ho Chi Minh City. The research focuses on the key
components of the smart hotel ecosystem, including
digital infrastructure, integrated data platforms,
intelligent customer interfaces, digital operational
capabilities, and linkages with stakeholders in the local
tourism ecosystem. Findings reveal that while there is
significant potential to integrate technologies such as
IoT, Artificial Intelligence (Al), Big Data, and mobile
the hindered by

fragmented infrastructure, limited human resources,

applications, process remains
and dispersed support policies. Accordingly, the study
proposes five key solution groups to sustainably
develop the smart hotel ecosystem, emphasizing the
role of public—private cooperation, digital workforce
training, and the establishment of a smart hotel
ecosystem model. Practical implications suggest that
Ho Chi Minh City needs a comprehensive, flexible,
and locally tailored approach to effectively implement

the smart hotel model.

Keywords: smart hotel; digital ecosystem; sustainable

development, competitiveness; Ho Chi Minh City
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SU'ANH HUONG CUA CHUYEN DPOI SO PEN SU'CA NHAN HOA TRAI NGHIEM
DU LICH CUA DU KHACH PEN BINH DUONG

THE IMPACT OF DIGITAL TRANSFORMATION ON THE PERSONALIZATION OF TOURIST
EXPERIENCES TO BINH DUONG PROVINCE
Duwong Thi Quynh'*, Pham Thi Lan Trinh?, Lé Thi Minh Tuyéf
123Hoc vién Hang khéng Viét Nam, Viét Nam
"Tac gia lién hé (Corresponding author): Duong Thi Quynh (email: guynhdt@vaa.edu.vn )

Tém tit - Sy bung nd cua cong nghé hién dai va
truyén thong xa hoi c6 tac dong manh mé dén du lich.
Viéc chuyén doi s6 khong chi tiét kiém thoi gian va
con hudng t6i phat trién du lich bén viing. Bai nghién
ctru dya vao 1y thuyét mo hinh théng nhét vé sy chép
nhén va st dung cong nghé (UTAUT 2) va cac nghién
ctru lién quan dé dua ra mé hinh hanh vi sir dung cong
nghé va ca nhan hoa trai nghiém du lich cia du khach
khi dén Binh Duong. Bai nghién ctru thu thap 300 du
khach di timg sir dung cong nghé khi dén Binh Duong
trong nam 2024. Nghién ctru xem xét nhiing yéu t6 tac
dong dén viéc st dung cong nghé trong du lich cia
ngudi ding, tir 6, két qua nghién ctru trong tuong lai
s& dua ra cai nhin toan dién cho cac doanh nghiép, co
so kinh doanh trong nganh du lich dé cai thién tng
dung cong nghé trong kinh doanh cua ho trong thoi ky

chuyén doi so.

Tir khéa: chuyén doi so; cd nhan hod trai nghiém du
lich; truyén théng xa héi; UTAUT.

Abstract - The explosion of modern technology
and social media has a strong impact on tourism.
Digital transformation not only saves time but also
aims at sustainable tourism development. The study is
based on the Unified Theory of Acceptance and Use of
Technology (UTAUT2) and related studies to propose
a model of technology usage behavior and personalized
travel experience of tourists when coming to Binh
Duong. The study collects 300 tourists who have used
technology when coming to Binh Duong in 2024. The
study points out the factors affecting the use of
technology in tourism by users and provides a
comprehensive view for businesses and establishments
in the tourism industry to improve the application of
their business in the

technology in digital

transformation period.

Keywords: digital transformation; personalized travel

experience,; social media; UTAUT2
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DEVELOPING SMART AND PERSONALIZED TOURISM PRODUCTS:
OPPORTUNITIES AND CHALLENGES FOR VIETNAMESE ENTERPRISES IN THE
CONTEXT OF INTEGRATION

PHAT TRIEN SAN PHAM DU LICH THONG MINH VA CA NHAN HOA: CO HQI VA THACH
THUC POI VOI DOANH NGHIEP VIET NAM TRONG BOI CANH HOI NHAP

Nguyen Phuoc Hien'”

! Faculty of Tourism and Aviation services, Vietnam Aviation Academy, Viét Nam
*Corresponding author: Nguyen Phuoc Hien (email: hiennp@vaa.edu.vn)

Tém tit - Nghién clru nay nhan dién nhiing co hdi
va thach thie d6i vé6i cac doanh nghiép du lich Viét
Nam trong viéc phat trién san phim thong minh va ca
nhan hoa, trong bdi canh hoi nhap qudc té. Bang viéc
sit dung phuwong phap nghién ciru hdn hop, két hop
phong vén sau ban cau tric voi nhiéu bén lién quan va
khao sat dinh lugng, di li€u sau d6 dugc xu ly béng
phan mém SPSS. Két qua nghién ctru da chi ra cac yéu
t6 chu chdt vé cong nghé va phi cong nghé, cling voi
nhitng rao can vé nguén nhén lyc, chi phi, co s ha
tAng va nhan thic thi truong. Nghién ctru nay gop phan
cung cip co s 1y luan va thyc tién dé doanh nghiép
xay dyng chién lugc san phdm canh tranh, dong thoi
dong gop vao viée hoach dinh chinh sach phat trién du

lich thong minh tai Viét Nam.

Tir khoa: du lich thong minh; ca nhan hoa, san phcfm

du lich va lit hanh, doanh nghiép viét nam; hoi nhdp

Abstract - This study identifies opportunities and
challenges for Vietnamese tourism enterprises in
developing smart and personalized products, in the
context of international integration. Using mixed
methods, in-depth semi-structured interviews with
multiple stakeholders, combined with quantitative
surveys and then processed using SPSS software. The
research results have identified key technological and
non-technological factors, along with barriers in human
resources, costs, infrastructure and market awareness.
The research contributes to providing a theoretical and
practical foundation for businesses to build competitive
product strategies, and at the same time contributes to
policy planning for smart tourism development in

Vietnam.

Keywords: smart tourism; personalization; travel and

tourism products; Vietnamese enterprises, integration
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NANG CAO KY NANG MEM, TU DUY KHACH HANG CHO SINH VIEN
DU LICH QUA MO HINH HQC TAP KIEN TAO SO

IMPROVING SOFT SKILLS AND CUSTOMER-CENTERED MINDSET FOR TOURISM
STUDENTS THROUGH DIGITAL CREATIVE LEARNING MODEL

Nguyén Phuéc Hién'", Poin Quang Pong?, Pham Thi Quynh Nhu’
123Khoa Du lich va Dich vu Hang khong, Hoc vién Hang khong Viét Nam, Viét Nam
*Tac gid lién hé: Nguyen Phudc Hién (email: hiennp@vaa.edu.vn)

Tém tit - Nghién ciru nay gitp kham pha va danh
gia nhiing tac dong cua viéc ap dung mo hinh hoc tap
kién tao sb trong viéc phat trién k¥ ning mém va hinh
thanh tu duy liy khach hang 1am trung tim cho sinh
vién du lich. Nghién ctou dugc thyc hién thong qua
viéc phén tich chuyén siu cac trudng hop dién hinh ap
dung mo hinh hoc tap kién tao sb trong dao tao du lich.
Dit li¢u dinh tinh duoc thu thép tir cac cudc phong van
sdu voi giang vién va sinh vién, quan sat cac hoat dong
hoc tdp va phan tich tai liéu chuong trinh, gido trinh
lién quan. Két qua nghién ciru cho thay nhiing uu thé
cua md hinh hoc tép kién tao sb, bao gém: Phat trién
k¥ nang mém toan dién; Hinh thanh tu duy iy khach
hang lam trung tam va Tang cuong tinh chi dong va tu
hoc trong ky nguyén sb. Nghién ctru ciing chi ra nhiing
thach thuc, diéu kién can thiét (Vé co s6 vat chét, nang
luc giang vién, thiét ké chuong trinh) dé trién khai hiéu
qua mé hinh hoc tap kién tao sb trong dao tao du lich.
Nghién ciru di gép phan d& xuét cac giai phap cu thé
cho cac co s gido duc nhim nang cao chit lugng
ngudn nhan lyc du lich, dép Gmg yéu cau ngay cang cao
cua thi trudng lao dong trong bdi canh chuyén ddi sd

va h6i nhap quoc te.

Tir khéa: kj nang mém; tw duy khach hang; hoc tdp
kién tao so; ddo tao du lich; giao duc 56, chuyén doi s

trong gido duc du lich

Abstract - This study explores and evaluates the
impact of applying the digital learning model on
developing soft skills and forming a customer-centric
mindset for tourism students. The study was conducted
through an in-depth analysis of typical cases applying
the

Qualitative data was collected from in-depth interviews

digital learning model in tourism training.
with lecturers and students, observations of learning
activities and analysis of related program documents
and textbooks. The study results show the advantages
of the digital learning model, including: Developing
comprehensive soft skills; Forming a customer-centric
mindset and Enhancing initiative and self-learning in
the digital age. The study also points out the challenges
and necessary conditions (in terms of facilities, lecturer
capacity, program design) for effectively implementing
the digital learning model in tourism training. The
study has contributed to proposing specific solutions
for educational institutions to improve the quality of
tourism human resources, meeting the increasing
demands of the labor market in the context of digital

transformation and international integration.

Keywords:  soft skills; customer-centric mindset;
digital constructivist learning, tourism training; digital

education; digital transformation in tourism education
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CHUYEN DPOI SO CHO SU PHAT TRIEN BEN VUNG - TRUONG HQP UNG
DUNG CONG NGHE SO TRONG PHAT TRIEN LOAI HINH DU LICH SCOOTER
TAI THANH PHO HO CHi MINH

DIGITAL TRANSFORMATION FOR SUSTAINABLE DEVELOPMENT - CASE OF APPLYING
DIGITAL TECHNOLOGY IN DEVELOPING SCOOTER TOURISM
IN HO CHI MINH CITY
Nguyén Phung Twong Vin', Vii Thi Thu Hwong?, Tong Thi Thio Nguyén®, Nguyén Thi Anh Thu*, Nguyén Minh Tri®
1234 I Hoc vign Hang khong Viét Nam, Viét Nam
“Tac gia lién hé (Corresponding author): Nguyén Phung Tuwong Van (email: tuongvanbolly2105@gmail.com)

Tém tit - Trong bdi canh cong nghé sb phat trién
manh mé, nganh du lich Thanh phé Hb Chi Minh dang
chuyén minh va ngdy mot nang cao trai nghiém cho du
khach. Loai hinh du lich scooter xuit hién trong vai
nam gan diy nhu mot xu huéng boi sy méi mé va phu
hop v6i nhu cdu cia mot bo phan du khach. Tuy nhién
loai hinh ndy van chua dugc khai thac hiéu qua béi
nhiéu 1y do, trong d6 thiéu cac giai phap chuyén dbi sd
giip nang cao su df”)ng bo chét luong dich vu va tuong
tac voi khach hang 1a mot tré ngai. Vi ly do trén, nhom
tac gia dua vao cc nén tang thong ké, tong hop cac 1y
thuyét quan tri trai nghiém khach hang, 1y thuyét
chuyén d6i s6, 1y thuyét hé sinh thai sb, 1y thuyét
nguén nhan luc sé va hoc tap $6, két hop véi viée st
dung phuong phédp dinh tinh va dinh luong dé phéan
tich dir liéu khao sat giip hoan thanh bai nghién ctru.
Nghién ciru dé xuét tich hgp cong nghé thong qua cac
giai phap nhu c4 nhan hoa hanh trinh bang Al, tng
dung cong nghé¢ VR/AR trong quang ba, phat trién nén
tang CRM dé gitr chan khach hang. Tir d6 goi ¥ mot s6
giai phap nhiam xay dung mé hinh kinh doanh dich vu
du lich tich hop cong ngh¢, nang cao trai nghiém cia
du khach va gop phan phat trién dich vu du lich scooter
theo hudng tién loi, bén viing va hoi nhap qudc té.

Tir khéa: cong nghé so; chuyén doi so; phat trién bén
vitng; Thanh phé’ Hé Chi Minh, scooter.

Abstract - In the context of strong digital
technology development, Ho Chi Minh City's tourism
industry is transforming and increasingly improving
the experience for tourists. Scooter tourism has
appeared in recent years as a trend because of its
novelty and suitability to the needs of a segment of
tourists. However, this type has not been effectively
exploited for many reasons, including the lack of
digital transformation solutions to help improve service
quality consistency and customer interaction. For the
above reasons, the group of authors relied on statistical
platforms,  synthesizing  customer  experience
management theories, digital transformation theories,
digital ecosystem theories, digital human resources
theories and digital learning, combined with the use of
qualitative and quantitative methods to analyze survey
data to complete the research. The study proposes
integrating technology through solutions such as
personalizing the journey with Al applying VR/AR
technology in promotion, and developing a CRM
platform to retain customers. From there, some
solutions are suggested to build a tourism service

business model integrating technology, improving the

experience of tourists and contributing to the
development of scooter tourism services in the
direction of convenience, sustainability and

international integration.

Keywords: digital technology; digital transformation;
sustainable development; Ho Chi Minh City, scooter.
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CAC YEU TO ANH HUONG DEN SU SAN SANG CHAP NHAN LOP HQC PAO
NGUGQC CUA SINH VIEN TAI HQC VIEN HANG KHONG VIET NAM:
UNG DUNG MO RONG MO HINH UTAUT

FACTORS AFFECT THE WILLINGNESS OF UNIVERSITY STUDENTS AT VIETNAM AVIATION
ACADEMY TO ADOPT FLIPPED CLASS: AN EXTENDED APPLICATION OF THE UTAUT MODEL
Lé Nguyén Pirc Nhin', Ld Hoang Nhat Minh?, Vii Tricc Quynh’*, Lé Thi Thu Triéu*

L23Hoc vién Hang khéng Viét Nam, *Dai hoc Mé TP.HCM
*Tac gia lién hé: Vii Triic Quynh (email: quynhvt@vaa.edu.vn)

Tém tit - Trong bdi canh chuyén ddi sé manh mé
va nhu ciu d6i méi phuong phap giang day ngay cang
gia tang, mdé hinh 16p hoc dao nguoc (Flipped
Classroom — FC) dang dugc nhiéu qudc gia ap dung
nhu mét chién luoc nang cao tinh chi dong va ning
luc tu duy cua nguoi hoc. Du da chiing minh dugc hi¢u
qua tai nhidu nén gido dyc tién tién mirc d6 chap nhan
mo hinh nay tai Viét Nam van con khiém t6n. Nghién
ctru nay nham kham phé co ché anh huong cia cac yéu
t6 thuoc md hinh UTAUT (ky vong hiéu suét, ky vong
nd lyc, anh huong xi hoi va didu kién hd trg), két hop
v6i nang lyc s6 (Digital Literacy), dén y dinh chip
nhén 16p hoc dao nguoc cta sinh vién. Dya trén mo
hinh UTAUT mo rong, nghién ctru xem xét cic yéu to
cong nghé va ca nhan nhu nhitng tac nhan tac dong dén
nhan thtre va hanh vi cia sinh vién trong qua trinh tiép
can FC. Dit li¢u duogc thu thap tir 192 sinh vién dai hoc
tai Hoc vién Hang Khong Viét Nam (HVHKVN) va
phan tich bang mé hinh ciu tric tuyén tinh binh
phuong nhé nhét timg phan (PLS-SEM) theo quy trinh
hai giai doan. Két qua cho thiy ning luc sb, ky vong
hiéu sut, anh hudng xa hoi va diéu kién hd tro c6 anh
huong tich cuc dén ¥y dinh chip nhan 16p hoc dao
nguoc, trong khi ky vong nd luc lai ¢o tac dong tiéu
cuc. Nhitng phat hién nay cung cap co so 1y luan hitu
ich cho cic co s& gido duc trong viéc trién khai mé

hinh 16p hoc dao ngugc mot cach hiéu qua.

Tir khoa: 16p hoc dao nguoc; mé hinh UTAUT, y dinh

chap nhdn; nang lyc so, gido duc dai hoc.

Abstract - In response to growing demands for
pedagogical innovation, the Flipped Classroom (FC)
model has gained global attention for promoting
learner autonomy and digital engagement. However, its
adoption in Vietnam remains limited. This study
extends the Unified Theory of Acceptance and Use of
Technology (UTAUT) by

Literacy to examine factors influencing students’

incorporating Digital

intention to adopt FC.

Survey data from 192 undergraduates at the
Vietnam Aviation Academy were analyzed using
Partial Least Squares Structural Equation Modeling
(PLS-SEM). Results that

expectancy, social influence, facilitating conditions,

indicate performance
and digital literacy positively affect adoption intention,
while effort expectancy has a negative impact. The
findings offer implications for integrating FC in
intensive

aviation education and other digitally

learning environments.

Keywords: flipped class; UTAUT model; behavioral

intention to adopt, digital literacy higher education
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CAC MO HINH QUAN TRI TRAI NGHIEM KHACH HANG THANH CONG TU QUOC TE: BAI
HOQC AP DUNG TAI VIET NAM TRONG LINH VU'C DICH VU HANG KHONG
SUCCESSFUL INTERNATIONAL CUSTOMER EXPERIENCE MANAGEMENT MODELS: LESSONS
FOR APPLICATION IN VIETNAM’S AVIATION SERVICE SECTOR

Huynh Dirc Truong'™ Ao Thu Hoai?

L2Hoc vién Hang khong Viét Nam
*Tac gia lién hé: Hupnh Pirc Truong (email: truonghd@vaa.edu.vn

Tém tit - Trong bdi canh canh tranh ngiy cing
khéc liét cua nganh hang khong toan cau, quan tri trai
khach
Management — CXM) di tr& thanh yéu té chién lugc

nghiém hang  (Customer  Experience
quyét dinh kha nang giir chan va gia ting gia tri lau dai
ctia hanh khach. Nghién ctru nay tong hop va phén tich
cac mo hinh CXM tiéu biéu tir cac hing hang khong
quéc té hang dau, bao gdm Singapore Airlines, Delta
Air Lines, Qatar Airways va JetBlue Airways, dong
thoi danh gia tinh kha thi khi 4p dung vao bdi canh
nganh hang khong Viét Nam. Phuong phap nghién ctu
dinh tinh duogc thyc hién thong qua viéc thu thap, ma
hoa va phan tich sdu cac bao cdo, case study va bai viét
hoc thuét uy tin, nhim rat ra nhitng yéu td then chdt
nhu ddi méi dich vu, chuyén ddi sd, dao tao nhan vién
va két ndi cam xuc. Trén co s& d6, nghién ciru dé xuat
céc bai hoc thyuc tién va khuyén nghi phu hop dé cac
hang hang khong Viét Nam nang cao chit luong trai
nghiém khach hang, dép ng xu hudng toan cau va

huéng t6i su phat trién bén vimng.

Tiw khoa: quan tri trai nghiém khach hang; nganh
hang khong, CXM; chuyén doi sé; dao tao nhan vién,

ket noi cam xuc..

Abstract - In the increasingly competitive aviation
industry, customer experience management (CXM) has
become a critical factor for airlines to differentiate
themselves and achieve sustainable success. This study
aims to synthesize successful CXM models from
international airlines and explore their applicability in
the Vietnamese aviation context. Through qualitative
research based on data, including reports, case studies,
academic articles, and survey this paper identifies key
elements contributing to superior customer experiences
in leading global airlines such as Singapore Airlines,
Delta Air Lines, Qatar Airways, and JetBlue Airways.
The analysis highlights the importance of service
innovation, digital transformation, employee training,
and emotional engagement in shaping positive
customer journeys. Finally, the study provides practical
insights and recommendations for Vietnamese airlines
seeking to enhance their customer experience strategies

in alignment with global trends.

Keywords: customer Experience Management (CXM),
Aviation Industry, Digital Transformation, Service

Innovation, International Airlines
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_ CAC YEU TO CHAT LUQNG DICH VU ANH HUONG PEN LONG TRUNG
THANH CUA KHACH HANG POI VOI HANG HANG KHONG VIETNAM AIRLINES

THE IMPACT OF SERVICE QUALITY ON CUSTOMER LOYALTY AT VIETNAM AIRLINES
Nguyén Thi Kim Ngan', Pham Thi Héng Ngoc?, Lé Thi My Pao®, Nguyén Thi Ngoc Linh*
L234Hoc vién hang khéng Viét Nam, Viét Nam
*Tac gia lién hé: Nguyen Thi Kim Ngan (email: nganntk@vaa.edu.vn)

Tém tit - Trong bdi canh canh tranh va nhu ciu
ctia khach hang khong ngimg thay ddi, viéc duy tri va
nang cao long trung thanh cua khach hang tr¢ thanh
mot trong nhimg yéu t6 séng con dbi v6i cac hing
hang khong, diac biét 1a véi Vietnam Airlines — hang
hang khong qudc gia mang tinh biéu twong. Khach
hang ngay cang ky vong cao hon vao chat luong dich

vy, tu su dung gio, do tin cay dén trai nghiém phuc vy

chuyén nghiép va gia tri nhan dugc so vdi chi phi bo ra.

Diéu nay dit ra yéu cau cip thiét cho Vietnam Airlines
trong viéc khong chi duy tri chét luong dich vy hién tai
ma con can hiéu rd nhitng yéu t6 nao thyuc su tac dong
dén long trung thanh cta khach hang. Két qua nghién
ctru cho thay cac yéu t6 chit luong dich vu (1) Tién ich
hitu hinh, (2) Nang luc phuc vy, (3) Gia tri nhén thuc,
(4) Kha nang dap tung, (5) Gia ca phu hop, (6) Do tin
cdy c6 anh huéng dén long trung thanh cua khach hang
d6i voi Vietnam Airlines. Tir d6, nghién ctru dé ra cac
ham ¥ quan tri nhim nang cao muc d6 hai 1ong, gitr
chéan khach hang va thu hiut thém nguoi st dung dich

vu trong tuong lai.

Tw khéa: long trung thanh; chat luwong dich vu,; sy

hai long cua khach hang; hang khong

Abstract - In the context of competition and ever-
changing customer needs, maintaining and enhancing
customer loyalty has become one of the vital factors
for airlines, especially for Vietnam Airlines - the iconic
national airline. Customers increasingly expect higher
service quality, from punctuality, reliability to
professional service experience and value for money.
This poses an urgent requirement for Vietnam Airlines
to not only maintain current service quality but also
understand which factors really affect customer loyalty.
The research results show that the service quality
factors (1) Tangible utilities, (2) Service capacity, (3)
Perceived value, (4) Responsiveness, (5) Reasonable
price, (6) Reliability have an impact on customer
loyalty to Vietnam Airlines. From there, the study
proposes managerial implications to improve
satisfaction, retain customers and attract more service

users in the future.

Keywords: customer loyalty, service quality;

customer satisfaction, aviation
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DPIEM PAU TRONG HANH TRINH KHACH HANG: TRUONG HQP CAC HANG
HANG KHONG GIA RE TAI VIET NAM

PAIN POINTS IN THE CUSTOMER JOURNEY: THE CASE OF LOW-COST AIRLINES IN
VIETNAM
Ao Thu Hoai"", Huynh Dirc Truong?

12 Hoc vién Hang khéng Viét Nam
*Tac gia lién hé: Ao Thu Hoai (email: hoaiat@yvaa.edu.vn)

Tém tit - Nghién ctru cac "diém dau" (pain points)
trong hanh trinh khach hang khi st dung dich vu cia
céc hang hang khong tai Viét Nam. Cac van dé phd
bién duoc ghi nhin gdm: quy trinh dit vé phirc tap, phi
4n cao, cham chuyén, dich vu cham s6c khach hang
han ché, va trai nghiém khong gian ghé chat chdi. Tu
khao sat nguoi tiéu dung va phan tich hanh vi trén céac
nén tang sd, bai viét cho thdy nhimg diém dau nay lam
giam muc d6 hai long, anh huong tiéu cuc dén long
trung thanh va y dinh mua lai. Bai viét d& xudt cac giai
phap thyc tién nhu: minh bach héa thong tin va phu phi,
ap dung cong nghé sé dé ca nhan hoa trai nghiém, ning
cao quy trinh quan 1y phan hdi khach hang, va cai thién
giao dién nén tang truc tuyén. Viéc giai quyét hiéu qua
cac diém dau s& 1a yéu tb then chdt dé cac hing hang
khéng gia ré Viét Nam duy tri ndng luc canh tranh va
xay dung trai nghiém khach hang tich cuc trong dai
han.

Tir khoa: hang khong gia vé; trdi nghiém khach

hang; diém dau; cé nhan héa; chat lwong dich vu

Abstract - This study investigates the pain points
encountered by customers throughout their journey
when using services provided by low-cost airlines in
Vietnam. Commonly reported issues include complex
booking procedures, hidden fees, frequent delays,
limited customer service, and uncomfortable seating
arrangements. Drawing on consumer surveys and
behavioral analysis across digital platforms, the study
demonstrates that these pain points significantly reduce
customer satisfaction, negatively affect loyalty, and
lower repurchase intentions. The article proposes
practical solutions, such as increasing transparency in
information and surcharges, leveraging digital
technologies to personalize the customer experience,
enhancing feedback management processes, and
optimizing the user interface of online platforms.
Effectively addressing these pain points is crucial for
Vietnamese low-cost carriers to sustain competitive
advantage and foster a positive customer experience in

the long term.

Keywords: low-cost airlines; customer experience;

pain points, personalization, service quality
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UNG DUNG CHUYEN POI SO TRONG PHAT TRIEN
DU LICH BIEN GIOI TAI THANH PHO MONG CAI, TINH QUANG NINH

APPLICATION OF DIGITAL TRANSFORMATION IN BORDER TOURISM DEVELOPMENT IN
MONG CAI CITY, QUANG NINH PROVINCE
Nguyén Phwong Théo'", Bii Cim Phuong?

L 21:ru’d'ng Dai hoc Thang Long, Viét Nam
"Tac gia lién hé: Nguyén Phuong Théo (email: ngphuongthao32281@gmail.com)

Tém tit - Nghién ctru danh gia thyc trang tmg
dung chuyén d6i s6 (CDS) trong phat trién du lich bién
gi6i tai thanh phd Méng Cai, tinh Quang Ninh thong
qua phén tich dit liéu thir cip vé luot khach thong quan
2020-2024 va két qua khao sat tir 400 du khach tai
thanh phé Moéng Cai. Tuy nhién, han ché ton tai bao
gdm ha tang cong nghé thiéu ddng bg, nhan luc s yéu
va chinh sach chdng chéo giita Viét Nam — Trung
Quéc. Tir d6, nghién ciru dé xuit bén ham ¥ tmg dung:
(1) dau tu nang cip ha tang s ; (2) dao tao k¥ ning sb
cho can b va doanh nghiép; (3) déng bd quy trinh
thong quan xuyén bién gidi; (4) phat trién nén tang du
lich da ngdén ngtr tich hgp Al Nhimg giai phap nay gop
phan dinh huéng phat trién du lich bién gi6i thong
minh, tdi wu héa loi ich kinh té — x3 hoi cho thanh phé
Moéng Cai, tinh Quang Ninh noi riéng va cac dia
phuong c6 du lich bién gidi thong minh noéi chung,
ddng thoi cung cap co sé khoa hoc cho cic nghién ciru
twong lai vé& chuyén doi sb trong bdi canh da vin héa

va dia chinh tri phirc tap.

Tir khéa: chuyén doi sé; du lich bién giGi; chuyén

d6i s6 phat trién du lich bién gidi

Abstract — This research assesses the current state
of  digital
development in Mong Cai City, Quang Ninh Province.

transformation in  border tourism
The study analyzed secondary data on cross-border
tourist arrivals from 2020-2024 and survey results
from 400 tourists. While initial successes were noted,
inconsistent  technological

limitations include

infrastructure, a weak digital workforce, and
overlapping policies between Vietnam and China. The
research proposes four key implications for digital
(1) Upgrade

infrastructure to enable advanced solutions; (2) Provide

transformation application: digital
digital skills training for officials and businesses; (3)

Synchronize  cross-border  customs  clearance
procedures; (4) Develop a multilingual, Al-integrated
tourism platform. These solutions aim to guide smart
border tourism development, optimizing socio-
economic benefits for Mong Cai City and other smart
border tourism localities, while also providing a
scientific basis for future research on DX in complex

geopolitical and multicultural settings.

Keywords: digital transformation, border tourism;

digital transformation for border tourism development
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DPAO TAO VA PHAT TRIEN NGUON NHAN LUC DU LICH CONG PONG TRONG
BOI CANH CHUYEN POI SO - GOC NHIN TU TINH VINH LONG

TRAINING AND DEVELOPING COMMUNITY TOURISM HUMAN RESOURCES IN THE
CONTEXT OF DIGITAL TRANSFORMATION - A PERSPECTIVE FROM VINH LONG PROVINCE
Tréin Ngoc Trinh'*, Nguyén Thi Vin?
!Nghién citu sinh tai Pai hoc Khoa hoc Xa héi va Nhédn van Ha Noi
2Pai hoc Van Hién
*Téc gid lién hé: Tran Ngoc Trinh (email: trantrinhvl] 224@gmail.com

Tém tit - Trong bdi canh chuyén ddi sé dang dién
ra manh mé trén toan cau, du lich cong déng tai Viét
Nam néi chung va tinh Vinh Long noi riéng dang dung
trude nhitng co hdi va thach thue trong viéc nang cao
chat lugng ngudn nhan lyc. Bai viét tap trung nghién
cuu thyc trang dao tao va phat trién nguén nhan luc du
lich cong dong tai Vinh Long, dong thoi phan tich tac
dong cua chuyén d6i s6 dbi véi cac k§ niang nghé
nghiép can thiét trong giai doan hién nay. Phuong phéap
nghién ctru dinh tinh, cht yéu dya trén phén tich tai
liéu th cép, dugc st dung nham nhan dién nhiing van
dé cdt 16i va d& xuét cac giai phap phu hop vai diéu
kién thuc tién. Két qua nghién ctru khong chi lam rd
nhing ton tai trong cong tac dao tao ma con dé& xuit
mo hinh dao tao két hop cong nghé (VR/AR, Al), chu
trong k¥ nang s, ngoai ngit va quan tri trai nghiém du
khach. Dic biét, Iy thuyét dao tao theo mo hinh hé sinh
thai dugc van dung nhim thac déy mbi lién két chat
ché giita co s¢ gido duc, doanh nghiép va cong ddong
dia phuong, qua d6 xay dung cac chuong trinh dao tao
sat thyc tién va phat huy hiéu qua ngudn lyc tai chd.
Nhing dé xuat nay gop phan thiét thuc cho viéc hoan
thién chinh sach phat trién nguén nhan lyc du lich cong
ddng phi hop voi bdi canh hoi nhap va phat trién bén
vimg tai Vinh Long.

Tir khoa: dao tao, phat trién nguén nhan luc, du

lich cong dong, chuyén doi s6, Vinh Long

Abstract - In the context of digital transformation
taking place strongly globally, community tourism in
Vietnam in general and Vinh Long province in
particular is facing opportunities and challenges in
improving human resource quality. This article focuses
on studying the current situation of training and
developing community tourism human resources in
Vinh Long, while analyzing the impact of digital
transformation on the necessary professional skills in
the current period. Qualitative research methods,
mainly based on secondary data analysis, are used to
identify core issues and propose solutions suitable to
practical conditions. The research results not only
clarify existing problems in training but also propose a
technology-integrated training model (VR/AR, Al),
emphasizing digital skills, foreign languages, and
tourist experience management. In particular, the
ecosystem training model theory is applied to promote
close linkages between educational institutions,
enterprises, and local communities, thereby building
practical training programs and effectively utilizing
local resources. These proposals make practical
contributions to improving policies for developing
community tourism human resources suitable to the
context of integration and sustainable development in

Vinh Long.

Keywords: training, human resource development,

community tourism, digital transformation, Vinh Long
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DPAO TAO NGUON NHAN LUC NGANH DICH VU HANG KHONG TRONG KY
NGUYEN SO: THUC TRANG VA PE XUAT

TRAINING HUMAN RESOURCES FOR THE AVIATION SERVICE SECTOR IN THE DIGITAL
ERA: STATUS AND RECOMMENDATIONS
Vii Thi Phwong Théo'", Pong Thi Thu Hoai!
'Hoc vién Hang khong Viét Nam, Viét Nam
*Tac gia lién hé: Vii Thi Phuong Thdo (email: thaovtp@vaa.edu.vn)

Tém tit - Nganh hang khong dan dung toan ciu
dang ching kién sy chuyén d6i manh mé& nhd cong
nghé sb, ddc biét 1a tri tué nhan tao (AI), di lidu 16n
(Big Data), Internet van vat (IoT) va ty dong hoa.
Nhitng cong ngh¢ nay khoéng chi dinh hinh lai cac quy
trinh hoat déng ma con thay ddi ky vong cua khach
hang vé trai nghiém dich vu. P& duy tri va nang cao
nang lyc canh tranh, viéc d6i méi phuwong phap dao tao
ngudn nhan lyc dich vu hang khéng tré thanh mot yéu
cau cép bach. Tham luan nay s& phan tich thyc trang
dao tao hién nay, nhiing thach thitc va co hdi ma cong
ngh¢ ) mang lai, tir do6 dé xuit mot md hinh dao tao
tich hop (Integrated Training Model) dya trén sy két
hop gitra 1y thuyét chuyén siu, tmg dung cong nghé
giao duc (EdTech), hop tic doanh nghi¢p (Work-
Integrated Learning) va phat trién tu duy ddi méi sang
tao. Muc tiéu la trang bi cho d6i ngli nhan lyc dich vy
hang khong vé k¥ ning s, ky ning mém va ning luc
thich ing can thiét dé dap Gng yéu ciu cia ky nguyén
s6 va nang cao chét luong dich vy va trai nghiém cua
hanh khach.

Tir khoa: dao tao nguon nhan lyc, cong nghé so,

dao tao tich hop, dich vu hang khong.

Abstract - The global civil aviation industry is
undergoing a significant transformation driven by
digital technologies, particularly artificial intelligence
(Al), big data, the Internet of Things (IoT), and
automation. These technologies are not only reshaping
operational processes but also shifting customer
expectations regarding service experience. To maintain
and enhance competitiveness, innovation in training
methods for aviation service personnel has become an
urgent priority. This paper analyzes the current state of
training, explores the challenges and opportunities
presented by digital technology, and proposes an
integrated training model that combines in-depth
theoretical knowledge, the application of educational
technology (EdTech),
through Work-Integrated Learning (WIL). The aim is

to equip aviation service personnel with essential

and business collaboration

digital skills, soft skills, and adaptive capacity to meet
the demands of the digital era and to improve service

quality and passenger experience

Keywords: traning human resource, digital

technology, integrated training, aviation service
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PHAN TiCH HIEU QUA VA MU'C PQ HAI LONG CUA KHACH HANG KHI SU
DUNG CHATBOT AI TRONG LINH VUC DU LICH

ANALYSIS OF THE EFFECTIVENESS AND CUSTOMER SATISFACTION WHEN USING Al
CHATBOTS IN THE TOURISM SECTOR
Trin Nguyén Thuy Khué', Nguyén Quynh Nga?, Nguyén Ding Yén Nhi*, Lé Nguyén Dirc Nhin*
!-23 “Hoc Vién Hang Khong, Viét Nam
*Tac gia lién hé: Tran Nguyén Thuy Khué (email:khuetnt@vaa.edu.vn)

Tém tit - Trong bdi canh chuyén ddi sb, tri tué
nhén tao (Al) dang tai dinh hinh hoat dong nganh du
lich — linh vuc yéu cau tuong tac cao voi khach hang.
Chatbot Al, v6i kha nang xu ly ngdn ngir tu nhién,
ngdy cang duoc Gng dung rong rdi dé hd tro tra ciu
thong tin, dat tour va cham soc khach hang. Nghién
curu nay tap trung phan tich (1) hiéu qua van hanh va (2)
muc d6 hai long cua khach hang khi stt dung chatbot
Al trong du lich, dya trén dir liéu thu cép va khao sat
so cip theo md hinh chip nhan cong nghé (TAM). Két
qua cho thay chatbot AI cai thién trai nghiém nguoi
dung va tang mirc d¢ tuong tac, dac biét hi€u qua voi
khach hang tré va am hiéu cong nghé. Tuy nhién, trong
cac tinh huéng phtic tap, chatbot vin can su hd tro tir
con ngudi. Do d6, mé hinh “hgp tic nguoi — may”
duoc xem la huéng phat trién phu hop, tan dung wu
diém cua ca hai. Nghién ctru gép phan lam rd tiém
ning, han ché cua chatbot Al trong nganh du lich va dé
xuét giai phap nang cao hiéu qua tmg dung trong twong

lai.

Tir khoa: chatbot Al; tri tué nhan tao, trdi nghiém
khach hang; dat tour tw dong; hai long khach hang;

chuyén déi s6; hé tro du lich.

Abstract - In the context of digital transformation,
artificial intelligence (Al) is reshaping the operations
of the tourism industry—a sector that demands high
levels of customer interaction. Al chatbots, with their
natural  language processing capabilities, are
increasingly being used to assist with information
searches, tour bookings, and customer service. This
study focuses on analyzing (1) the operational
effectiveness and (2) customer satisfaction when using
Al chatbots in tourism, based on secondary data and
primary survey using the
Acceptance Model (TAM). Findings indicate that Al

chatbots

results, Technology

enhance user experience and increase
engagement, especially among younger, tech-savvy
customers. However, in complex situations, human
support is still necessary. Therefore, a “human—
machine collaboration” model is deemed a suitable
development direction, leveraging the strengths of both.
This research provides a comprehensive view of the
potential and limitations of Al chatbots in tourism and

proposes solutions to improve their future application.

Al chatbot;

automated

Keywords: artificial intelligence;

customer  experience, tour  booking;
customer satisfaction; digital transformation; travel

assist.
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PHAT TRIEN DU LICH BEN VUNG TAI TiNH LAO CAI TRONG BOI CANH CHUYEN POI SO:
HUONG TIEP CAN TU SAN PHAM VA DICH VU DU LICH THONG MINH

SUSTAINABLE TOURISM DEVELOPMENT IN LAO CAI PROVINCE IN THE CONTEXT OF
DIGITAL TRANSFORMATION: AN APPROACH FROM SMART TOURISM PRODUCTS AND
SERVICES

Ha Thi Hiu'*

"Truong DH Kinh doanh va Cong Nghé Ha Ngi
* Tac gia lién hé: Ha Thi Hdu (email: hahoahau06@gmail.com)

Tém tit - Bai bao phan tich tiém ning va dinh
huéng phat trién du lich bén viing tai tinh Lao Cai
trong bdi canh chuyén dbi sb, voi trong tdm 1a phat
trién san phdm va dich vu du lich thong minh. Téc gia
nhin manh vai trd cta cong nghé sb trong viéc ning
cao trai nghiém du khach, t6i wu hoa quan tri diém dén,
va hd tro bao ton tai nguyén thién nhién — vin hoa.
Théng qua mé hinh du lich théng minh, Lao Cai c¢6 thé
khai thac hi€u qua cac loi thé nhu Sa Pa, Bic Ha, va Y
Ty, ddng thoi giam thiéu ap luc 1én maéi trudng va cong
ddng dia phuwong. Bai viét dé xudt cac giai phap bao
gém phat trién nén tang di liéu du lich, g dung tri
tué nhan tao va thuc té 4o ting cudng (AR/VR), dao
tao ngudn nhan lyc s va lién két cong — tu. Két qua
nghién ctru khang dinh rang qua trinh chuyén d6i sé
khéng chi 14 xu huéng ma con 1a diéu kién tat yéu dé
huéng t6i du lich bén vimg, can bang giita ting truong
kinh té, bao vé méi truong va phat trién x3 hoi tai Lao
Cai.

Tir khéa: du lich bén viing, chuyén doi sé, du lich

théng minh, Lao Cai, san phcfm du lich, dich vu s6

Abstract - This article analyzes the potential and
development orientation of sustainable tourism in Lao
Cai province in the context of digital transformation,
with a focus on developing smart tourism products and
services. The author emphasizes the role of digital
technology in enhancing tourist experiences,
optimizing destination management, and supporting
the conservation of natural and cultural resources.
Through the smart tourism model, Lao Cai can
effectively exploit advantages such as Sa Pa, Bac Ha,
and Y Ty,

environment and local communities.

while minimizing pressure on the
The article
proposes solutions including developing tourism data
applying
augmented/virtual reality (AR/VR), training digital

platforms, artificial  intelligence and
human resources, and public-private partnerships. The
research results confirm that the digital transformation
process is not only a trend but also a necessary
condition for moving towards sustainable tourism,
balancing economic growth, environmental protection,

and social development in Lao Cai.

Keywords: sustainable tourism, digital

transformation, smart tourism, Lao Cai, tourism

products, digital services
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TAC PONG CUA CAC BAI HAT VE PIEM PEN TOI CAM XUC, HINH ANH PIEM PEN VA Y
PINH PI DU LICH CUA DU KHACH NOI PIA: NGHIEN CUU TAI HA NOI

IMPACT OF DESTINATION SONGS ON EMOTIONS, DESTINATION IMAGE, AND TRAVEL
INTENTION OF DOMESTIC TOURISTS: A STUDY IN HANOI
Nguyén Thity Ngan', Kiéu Thi Thity Hang’
L 2Truong dai hoc Khoa hoc Xa hoi va Nhan van, Pai hoc Qutfc gia Ha Ngi, Viét Nam
*"Tac gia lién hé: Nguyéen Thity Ngdn (email: junenguyen02@gmail.com)

Tém tit - Dya trén khung 1y thuyét SOR (Kich
thich — T chtrc — Phan tng), nghién ciru danh gia tac
dong cua bai hat vé& diém dén t6i cam xtic, hinh anh
diém dén va y dinh di du lich cia du khach noi dia.
Nghién ctru ké thira va diéu chinh mé hinh tir cac
nghién ctu trude trong linh vuc marketing va hanh vi
khach du lich, nhdm kiém dinh vai tro trung gian cua
cam xuc va hinh anh diém dén trong mdi quan hé giita
bai hat vé diém dén va ¥y dinh di du lich. Phuong phap
dinh lugng dugc st dung voi mo hinh cAu trac tuyén
tinh (CB-SEM), xir Iy trén phian mém Amos v.24.0. Dit
lidu thu thap tir 320 nguoi dan dang sinh séng, hoc tap
va lam viéc tai Ha Noi. Két qua cho thiy nhan thic vé
bai hat vé diém dénco tac dong tich cuc dén cam xuc
va hinh anh diém dén, tir d6 anh huéng dang ké dén y
dinh di du lich. Trén co so phan tich cac két qua,
nghién ctru dé xuat mot sé khuyén nghi nhim tmg
dung bai hat vé diém dén nhu mot cong cu tiép thi va

xay dung thuong hiéu du lich cho céac dia phuong.

Tir khéa: 1y thuyét SOR; bai hat vé diém dén; hinh

danh diém dén; cam xic; y dinh di du lich.

Abstract - Based on the Stimulus—Organism—
Response (SOR) theoretical framework, this study
evaluates the impact of destination songs on emotions,
destination image, and travel intention of domestic
tourists. The research adopts and adapts a conceptual
model from previous studies in marketing and tourist
behavior to examine the mediating roles of emotions
and destination image in the relationship between
destination songs and travel intention. A quantitative
method was employed using covariance-based
structural equation modeling (CB-SEM), conducted
with Amos version 24.0. Data were collected from 320
individuals living, studying, and working in Hanoi.
The results indicate that perceptions of destination
songs have a positive effect on both emotions and
destination image, which in turn significantly influence
travel intention. Based on the findings, the study
proposes several recommendations for leveraging
destination songs as a tool for tourism marketing and

destination branding.

SOR

destination image; emotions; travel intention

Keywords: theory;  destination song;
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VAI TRO DICH VU DU LICH THONG MINH DEN TRAI NGHIEM CUA KHACH
DU LICH TAI THANH PHO HO CHI MINH

THE IMPACT OF SMART TOURISM SERVICES IN ENHANCING THE TOURIST EXPERIENCE
IN HO CHI MINH CITY
Phan Thi My Ngoc', Nguyén Thi Kim Ngin?, Nguyén Thi Thién Trang’
!Hoc vién Hang Khong Viét Nam, Viét Nam
*Tac gid lién hé: Phan Thi My Ngoc(email: ngocptm@vaa.edu.vn)

Tém tat - Nghién ctru nhim danh gia vai tro cua
dich vu du lich théng minh trong viéc nang cao trai
nghiém cua khach du lich tai Thanh phd Ho Chi Minh,
trong bdi canh thanh phd dang day manh chuyén déi s6
trong nganh du lich. Phuong phap nghién ctru sit dung
1 diéu tra khao sat voi 436 khach du lich dén TPHCM,
két hop v6i phan tich dinh luong bang phan mém SPSS
dé kiém dinh cac yéu t6 anh hudng. Két qua cho thiy
kha nang tiép can va tinh twong tic anh hudng dén trai
nghiém duogc ting cudng bang cong nghé thong minh.
Gi4 tri nhan thic ctia khach du lich vé cong nghé thong
minh ¢6 lién quan dédng ké dén sy hai long cua ho.
Cong nghé théng minh tic dong tich cuc dén cac
khuyén nghi truyén miéng, y dinh quay lai va su sin
10ng tra gia cao hon. Do d6, cac diém tham quan c6 thé
cai thién trai nghiém cia khach du lich bang cach thiét
ké co sé ha tz‘ing va dich vu tot hon két hop cac chiéu
ciia cong nghé théng minh, didu nay ciing s& cai thién
kha nang canh tranh cua ho.

Tir khoa: du lich thong minh, trdai nghiém khach du

lich, sw hai long, truyén miéng

Abstract - This study investigates the role of smart
tourism services in enhancing the tourist experience in
Ho Chi Minh City, in the context of the city’s strategic
shift toward digital transformation in the tourism sector.
A quantitative research design was adopted, employing
a structured survey administered to 436 tourists visiting
the city. Data were analyzed using SPSS to examine
the relationships between key variables. The results
indicate that accessibility and interactivity, as enabled
by smart technologies, significantly improve tourist
experiences. Tourists’ perceived value of smart
technologies is positively associated with their overall
satisfaction. Furthermore, smart tourism services exert
a favorable influence on tourists’ word-of-mouth
intentions, revisit intentions, and willingness to pay a
higher price. These findings suggest that destination
managers should prioritize the integration of smart
technology dimensions into infrastructure and service
design, as a means to enhance visitor experience and

improve destination competitiveness.

Keywords:  smart tourism, tourist experience,

satisfaction, word of mouth
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MO HINH PAO TAO KET HQP CONG NGHE, DOANH NGHIEP VA TRAI
NGHIEM THU'C TE HUONG PI MOI CHO CONG TAC PAO TAO NHAN LUC DU
LICH CHAT LUQNG CAO O TRUONG PAI HQC HAI PHONG

AN INTEGRATED TRAINING MODEL OF TECHNOLOGY, INDUSTRY COLLABORATION, AND
EXPERIENTIAL LEARNING, A NEW DIRECTION FOR HIGH-QUALITY TOURISM WORKFORCE
DEVELOPMENT AT HAI PHONG UNIVERSITY
Lé Thanh Tang™

"Truong Dai hoc Hai Phong, Viét Nam
*Tac gia lién hé: Lé Thanh Tung (email: tunglt@dhhp.edu.vn)

Tém tit - Trong bdi canh nén kinh té sé phat trién
manh mg, thi truong lao dong thay ddi nhanh chéng,
viéc dao tao nguén nhan luc chat luong cao khong thé
tach roi khoi thuc tién san xuét — kinh doanh va tién bo
cong nghé. M hinh dao tao truyén thong véi trong tim
1a giang day 1y thuyét trong nha truong ngay cang boc
10 nhitng han ché, dic biét 1a khoang cach giira ly
thuyét va thuc t&. M6 hinh dao tao két hop cong nghé,
doanh nghiép va trai nghiém thuc té ndi 1én nhu mot
giai phap kha thi nhim d6i méi gido duc, gin két chat
ché gilta nha truong — doanh nghiép — nguoi hoc. Bai
viét nay d& xuat cdu triic, phan tich loi ich, ddng thoi
dua ra khuyén nghi nham trién khai hiéu qua mé hinh
nay trong bdi canh & truong Pai hoc Hai Phong hién
nay.

Tir khod: mé hinh dio tao; nhan luc du lich chat

lwong cao; du lich

Abstract - In the context of a rapidly growing
digital economy and a fast-changing labor market, the
training of high-quality human resources can no longer
be separated from real-world business practices and
technological advancements. The traditional education
model, which emphasizes theoretical instruction within
academic settings, is increasingly revealing its
limitations—particularly the gap between theory and
practice. The integrated training model that combines
technology, enterprise involvement, and practical
experience has emerged as a viable solution for
educational innovation, fostering close collaboration
among universities, businesses, and learners. This
paper proposes a structural framework, analyzes the
potential benefits, and offers recommendations for
effectively implementing this model at Hai Phong

University in the current context.

Keywords: training model; high-quality tourism human

resources,; tourism
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TAC PONG CUA TIEN NGHI THAN THIEN VOI NGUOI HOI GIAO PEN
TRAI NGHIEM VA Y PINH DU LICH TAI VIET NAM

THE IMPACT OF MUSLIM-FRIENDLY AMENITIES ON EXPERIENCE AND TRAVEL
INTENTION IN VIETNAM
Nguyén Anh Loil*, Nguyén Thi Thanh Tric’, Trang Thio Lam?, V5 Dai Tuin Anh*, Tran Ngoc Kim Ngin®, Nguyén Quéc
Vinh® & Pham Vi Khang’

123,456, 7 Hpc vién Hang khong Viét Nam, Viét Nam
*Tac gia lién hé: Nguyén Anh Loi (email: loina@vaa.edu.vn)

Tém tit - Nghién ciru nay xem xét tic dong cia
tién nghi than thién véi ngudi HoOi gido (MFA) dén
chat luong trai nghiém (QoE) va ¥ dinh du lich (TI) tai
Viét Nam, tdp trung vao ba thanh phé 16n: TP.HCM,
Pa Ning va Ha Noi. Dua trén khao sat 333 du khach
HOoi gi4o, nghién ctru sir dung mo hinh PLS-SEM dé
phan tich méi quan hé giira cac yéu t6. Két qua cho
thdy MFA, bao gém thyc phim Halal, co s¢ ciu
nguyén va dich vu dic thu, cé tic dong manh mé dén
QoE (B=0,519) va TI (B=0,560). Ddng thdi, QoE déng
vai tro trung gian quan trong, anh hudng tich cyc dén
TI (p=0,453). Nhitng tién nghi nay khong chi nang cao
trai nghiém ma con thuc diy y dinh quay lai va su
trung thanh cua du khach. Nghién ciru nhin manh tam
quan trong cta viéc phat trién co so ha tang Halal va ca
nhan hoa trai nghiém du lich dé dap tng nhu cu dic
thi ciia du khach Hoi gido, ddng thoi khing dinh tiém
ning cta Viét Nam trong viéc trd thanh mot diém dén
Halal hip dan.

T khéa: tién nghi thdn thién Hoi gido; chdt lwong
trdi nghiém, y dinh du lich; du lich Halal; Viét Nam

Abstract - This study examines the impact of
Muslim-friendly amenities (MFA) on the quality of
experience (QoE) and travel intention (TI) in Vietnam,
focusing on three major cities: Ho Chi Minh City, Da
Nang, and Hanoi. Based on a survey of 333 Muslim
tourists, the study employs the PLS-SEM model to
analyze the relationships between the factors. The
results indicate that MFA, including Halal food, prayer
facilities, and specialized services, has a significant
on QoE (B=0.519) and TI (B=0.560).
Additionally, QoE plays a crucial mediating role,

impact

positively influencing TI (p=0.453). These amenities
not only enhance the experience but also promote
intentions
the

infrastructure and personalizing travel experiences to

return and tourist loyalty. The study

emphasizes importance of developing Halal
meet the specific needs of Muslim tourists, while also
affirming Vietnam's potential to become an attractive

Halal destination.

Keywords: muslim-friendly amenities,; quality of

experience, travel intention; halal tourism; Vietnam
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GIAI PHAP THUC PAY HOAT DPQNG DU LICH SUC KHOE TAI THANH PHO
HO CHI MINH
SOLOTIONS TO PROMOTE WELLNESS TOURISM ACTIVIES IN HO CHI MINH
CITY
Dé Hién Hoa ™", Nguyén Huynh Hoang Anh? Trin Quéc Bio* Nguyén Nhuwt Minh Thw %, Nguyén Thi Hong Thuy 5, Hupnh
Thi Nhu Y*

1.2.3.4.5.6 Dai hoc Cong nghiép thanh phé H6 Chi Minh, Viét Nam
*Tac gid lién hé: P6 Hién Hod (email: dohienhoabg@gmail.com)

Tém tit — Du lich stc khoé dang tré thanh muc
tiéu phat trién tai thanh phd H6 Chi Minh, dic biét sau
Covid-19 va tinh trang 6 nhiém méi truong ngiy cang
gia ting. Bang phuong phap phén tich va tong hop sb
lidu tir cac bdo cdo cua S& Du lich va S& Y té thanh
ph6 HO6 Chi Minh, nghién ctru tién hanh phén tich tiém
ning phat trién cua loai hinh du lich strc khoé tai thanh
phd H6 Chi Minh. Két qua cho thay, thanh phd HO Chi
Minh ¢6 tiém nang thuan loi nhu: diéu kién tu nhién,
hé théng co s& vat chat hién dai, co s& luu tri dat
chuén, su da dang céc dich vy cham so6c stic khde. Tuy
nhién, hoat dong du lich suc khoe tai day con kha moi
va chua phat trién toan dién. Cac hoat dong du lich stc
khoe thiéu su lién két, chua dugc nhiéu du khach biét
dén; thiéu chinh sach quy hoach va phat trién dai han;
nguén nhan lyc ¢6 chuyén mon, trinh do trong linh vuc
cham soc st khoe bi han ché. Tu do, nghién clru dé
xudt cac giai phap thuc day hoat dong du lich stc khoe
tai thanh phd H5 Chi Minh nhu x4y dung chuong trinh
du lich thuan tuy két hop cham soc strc khoe, ddy manh
cic hoat dong xuc tién truyén thong, ban hanh cac
chinh sach phat trién du lich strc khoe chuyén biét, tap
trung dao tao ngudn nhan lyc co hiéu biét sdu rong vé
chim soc stc khoe nhim ting trai nghiém cua du
khéch khi tham gia hoat dong du lich stic khoé tai day.

Tir khoa: du lich; hoat dong du lich, du lich sirc khoé;
trdi nghiém cua du khéch; thanh phé Ho Chi Minh.

Abstract - Wellness tourism is becoming a
development target in Ho Chi Minh City, especially
after Covid-19 and the increasing environmental
pollution. Through the method of data analysis and
synthesis based on official reports from the Department
of Tourism and the Department of Health of Ho Chi
Minh City, this study explores the development
potential of wellness tourism in the city. The findings
indicate that Ho Chi Minh City possesses favorable
conditions such as a conducive natural environment,
modern infrastructure, standardised accommodation
facilities, and a diverse range of health and wellness
services. However, wellness tourism in the city
remains relatively new and has not yet reached its full
potential. Activities in this sector are fragmented, lack
cohesive linkages, and are still unfamiliar to many
tourists. Additionally, there is an absence of long-term
strategic planning and dedicated policy frameworks,
and the city is facing a shortage of skilled human
resources with expertise in wellness and healthcare
services.Based on these insights, the study proposes a
series of strategic solutions to promote wellness
in Ho Chi Minh City. These

developing tourism programmes

include
that

combine leisure with health and wellness experiences;

tourism

integrated

enhancing communication and promotional campaigns;
introducing specialised policies for wellness tourism
development; and prioritising the training of human
resources with comprehensive knowledge of health and
wellness. These measures are expected to enrich visitor
experiences and strengthen the city’s position as an

emerging destination for wellness tourism

Keywords: tourism; tourism activities; wellness

tourism; tourism experience; Ho Chi Minh City.
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NHU CAU VA NHAN THUC VE DU LICH BEN VUNG: TRUONG HOP TINH
NINH THUAN DUOI GOC NHIN CUA DU KHACH VA DOANH NGHIEP DU LICH

DEMAND AND AWARENESS OF SUSTAINABLE TOURISM: THE CASE OF NINH THUAN
PROVINCE FROM THE PERSPECTIVES OF TOURISTS AND TOURISM ENTERPRISES
Nguyén Ngoc Son ', Pé Hién Hoa **
!Truong Pai hoc Nong Lam thanh ph5 H6 Chi Minh — Phén hiéu Ninh Thudn, Viét Nam
2 Pai hoc Cong nghiép thanh phé Ho Chi Minh, Viét Nam
*Téc gid lién hé: PS Hién Hod (email: dohienhoabg@gmail.com)

Tém tit — Nghién ctru ndy nham khao sat va phan
tich muc d6 nhén thirc, hanh vi chi tra va thai do ddi
v6i hé théng ching nhan bén vimng cia hai nhom ddi
tuong chinh: du khach va doanh nghiép du lich tai tinh
Ninh Thuan. Bing cach két hop phwong phap dinh
luong (v6i 385 du khach va 250 doanh nghiép tham gia
khao sat) va phan tich hdi quy tuyén tinh da bién,
nghién ctru x4c dinh cac mdi quan hé giita nhén thirc
vé du lich bén vitng, nhan thirc vé chirng nhan va hanh
vi sdn sang chi tra. Két qua cho thay nhén thirc vé du
lich bén viing c6 anh huong tich cuc dén ca nhan thirc
vé chimg nhan (B = 0.48) va hanh vi chi tra (B = 0.32),
trong khi nhan thitc vé chimg nhan déng vai tro trung
gian manh mé& (B = 0.41). Ngoai ra, cac bién kiém soat
nhu d6 tudi, trinh do hoc van, loai hinh doanh nghiép
va kinh nghiém hoat dong ciing anh huong dang ké dén
céc hanh vi lién quan. Nghién ciru cung cap co so thuc
tién dé thiét ké cac chién lugc truyén thong, chinh sach
hd trg va chuong trinh dao tao phu hop, tir d6 thuc day
chuyén d6i sang mé hinh du lich bén viing nhim ting
hinh anh diém dén va gia ting trai nghiém cua du
khach tai Ninh Thuan.

Tir khéa: du lich bén vitng, chitng nhan du lich; hanh
vi chi tra cua du khach; nhdn thiec cua doanh nghiép
va du khach, Ninh Thudn

Abstract - This study aims to examine and analyze
the level of awareness, payment behavior, and attitudes
toward sustainable tourism certification among two
stakeholder
enterprises in Ninh Thuan province. By employing a
of 385
tourists and 250 businesses—and multivariate linear
identifies the

key groups: tourists and tourism

quantitative approach—including surveys

regression analysis, the research
relationships between awareness of sustainable tourism,
awareness of certification, and willingness to pay. The
findings indicate that awareness of sustainable tourism
has a positive impact on both certification awareness (§
= 0.48) and payment behavior (B = 0.32), while
certification awareness serves as a strong mediating
factor (B = 0.41). Additionally, control variables such
as age, education level, type of business, and
operational experience significantly influence related
behaviors. The study provides practical insights for
developing effective communication strategies, support

policies, and targeted training programs.

Keywords: sustainable tourism, tourism certification,
tourist payment behavior, perceptions of businesses

and tourists; Ninh Thuan

43


mailto:dohienhoabg@gmail.com

TOM TAT KY YEU HOI THAO KHOA HQC - QUAN TRI TRAI NGHIEM KHACH HANG TRONG KY NGUYEN SO VA HOI NHAP QUOC TE...

TAC PONG CUA MANG XA HQI PEN QUYET DPINH LUA CHON PIA PIEM AN
UONG CUA THE HE Z TAI PA LAT: VAI TRO PIEU TIET CUA GIOI TiNH

THE IMPACT OF SOCIAL MEDIA ON GENERATION Z’S DINING DECISIONS IN DA LAT: THE
MODERATING ROLE OF GENDER

Nguyén Pirc Long'*, Nguyén Nhit Cuiong?

1 ZTru"d'ng~in hoc Tén Pure Thdng, Viét Nam
"Tac gia lién hé: Nguyén Pirc Long (email:nguyenduclong@tdtu.edu.vn)

Tém tit - Nghién ctru nidy nhiam phéan tich anh
hudéng cia mang xa hoi dén hanh vi lya chon dia diém
an uéng cua nguoi tiéu dung thudc Thé hé Z tai Pa Lat,
Viét Nam, df”)ng thoi xem xét vai tro diéu tiét coa yéu
t6 gidi tinh. Dit liéu dugc thu thap théng qua bang ciu
hoi ¢6 cAu tric, khao sat ddi tuong Thé hé Z tai dia
phuong. Mdi quan hé giita mirc do tuong tac véi mang
xa hoéi, hanh vi ti€u dung va gidéi tinh dugce kiém dinh
bang phuong phéap phan tich hdi quy. Két qua cho thay
muc do tuong tac véi mang xa hdi c6 anh huong tich
cuc va dang ké dén quyét dinh lya chon dia diém an
udng cia Thé hé Z. Hon nita, gii tinh dong vai tro
didu tiét dang ké trong mbi quan hé nay: anh hudng
ctia mang x4 hoi dén quyét dinh in udng manh hon &
nhom nit gidi so voi nam gidi. V& mat thuc tién, két
qua nghién ctru goi ¥ rang cac nha tiép thi trong nganh
am thuc tai Da Lat nén tan dung cac nén tang mang xa
hoi va diéu chinh ndi dung pht hop dé thu hit hiéu qua
nhém khach hang Thé hé Z theo timg gi6i tinh khac
nhau.

Tir khéa: mang xd héi; thé hé z; hanh vi tiéu ding dm

thue, gioi tinh; Viét Nam.

Abstract - This study investigates the influence of
social media on dining purchase behavior among
Generation Z consumers in Da Lat, Vietnam, and
examines the moderating role of gender. Data were
collected via a structured questionnaire administered to
local Generation Z individuals, and relationships
among social media engagement, purchase behavior,
and gender were tested using regression analysis. The
that

significantly and positively affects Generation Z’s

results indicate social media engagement

dining purchase decisions. Furthermore, gender
significantly moderates this effect: the influence of
social media on dining choices is stronger among
female respondents than among male respondents.
Practically, the results suggest that restaurant marketers
in Da Lat should leverage social media platforms and
tailor their content to engage Generation Z diners of

different genders effectively.

Keywords: Social media; generation z; dining

purchase behavior; gender, Vietnam.
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KIEN TAO BAN SAC PIEM DPEN TRONG KHONG GIAN SO: PHAN TiCH PINH
TiNH QUA TRINH SO HOA HINH ANH VAN HOA TRONG TRUYEN THONG
DU LICH

CONSTRUCTING DESTINATION IDENTITY IN THE DIGITAL SPACE: A QUALITATIVE
ANALYSIS OF THE DIGITIZATION OF CULTURAL IMAGERY IN TOURISM COMMUNICATION
Nguyén Thi Lan Vinh'*
! Hoc vién Hang khéftg Viét Nam, TP. H6 Chi Minh, Viét Nam
" Tac gia lién hé: Nguyen Thi Lan Vinh (email: vinhntl@vaa.edu.vn)

Tém tit - Trong boi canh chuyén doi sé dién ra
manh mé, ban sic diém dén khong con chi dugc dinh
hinh thong qua trai nghiém thyc dia, ma ngay cang
duoc kién tao lai qua cac nén tang ndi dung s6 nhu
mang xa hoi, khong gian thuc té a0 va ca noi dung do
tri tu¢ nhan tao tao ra. Nghién cuu nay trién khai
phuong phap dinh tinh, két hop phan tich dién ngén va
phéng van ban céu tric tai mot sd diém dén cu thé,
nham kham pha cach thirc ban sic vin hoa dia phuong
dugc s6 hod va truyén thong trong méi truong ky thuat
s6. Két qua nghién ctru cho thdy, qua trinh kién tao ban
sic diém dén trong khong gian s 1a sy twong tac phirc
tap gitta nhidu chu thé — bao gdm du khach, cong ddong
dia phuong, doanh nghiép dich vu va céng nghé — voi
vai trd ngay cang rd nét cua thuat toan va dir liéu.
Nghién ciru dong thoi chi ra nhiing nguy co tiém an
cua viéc bop méo hodc gidn lugc ban séc van hoa dudi
tac dong cua thi hiéu thi truong va co ché lan truyén
clia cac nén tang sd. Tir nhitng phan tich nay, bai viét
dé xudt mot mé hinh khai niém nham lam 6 ciu tric
va co ché hinh thanh ban sic diém dén trong hé sinh
thai du lich sd. V& mat hoc thut, nghién ciru gop phz‘in
mo rong cach tiép can ban sic du lich tir goc nhin xa
hoi — truyén thong, dac biét trong bdi canh s hoa vin
hoa dang dién ra sau rong. Pong thoi, bai viét dua ra
nhitng goi y thuc tién cho cong tac quan tri ndi dung
vin héa sé va xay dung thuong hiéu diém dén phu hop

voi xu hudng du lich trai nghiém so hién nay.

Abstract -

transformation, destination identity is no longer shaped

In the context of rapid digital

solely through physical, on-site experiences. Instead, it
is increasingly constructed and reinterpreted through
digital content platforms such as social media, virtual
environments, and even Al-generated media. This
study adopts a qualitative research approach,
combining discourse analysis with semi-structured
interviews at selected tourism destinations, to explore
how local cultural identities are being digitized and
communicated within the digital environment. The
findings reveal that the construction of destination
identity in the digital space is a complex, multi-actor
process involving tourists, local communities, service
providers, and technological agents, with algorithms
and data playing an increasingly central role. The study
also highlights the potential risks of cultural distortion
or oversimplification driven by market preferences and
the viral logic of digital platforms. Based on these
insights, the paper proposes a conceptual model that
clarifies the structure and mechanisms underlying the
formation of destination identity in the digital tourism
ecosystem. From an academic perspective, the research
the the

theoretical approach to destination identity through a

contributes to literature by expanding
socio-communicative lens—particularly relevant in the
context of intensifying cultural digitization. At the
same time, it offers practical recommendations for
digital cultural content governance and destination
brand development in line with emerging trends in

experiential and digital tourism
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Tir khoa: ban sac diem dén, du lich so, trung gian van
hoa, noi dung do nguwoi dung tao ra, trdi nghiém so, tri

tué nhan tao trong du lich

Keywords: destination identity, digital tourism,

cultural mediation, user-generated content, digital

experience, Al in tourism

~ THE MANH CUA VIEC KET HQP GIUA THUC TE AO VA E-HRM
DPEN TRAI NGHIEM CUA DU KHACH HOI GIAO (NGHIEN CUU TRUONG HQP
TINH QUANG NINH)

THE STRENGTH OF COMBINING VIRTUAL REALITY AND E-HRM ON THE EXPERIENCE OF
MUSLIM TOURISTS (CASE STUDY OF QUANG NINH PROVINCE)
Nguyén Thi Thity Ngan'*, Nguyén Thi Ha’
J'ZY:ru"d'ng Dai hoc Vin Héa TP.HCM
*Tac gia lién hé: Nguyén Thi Thity Ngdn (email: ngannguyen@hcmuc.edu.vn)

Tém tit- Ung dung cong nghé s6 nhu thuc & ao
(VR) va quan tri ngudn nhan lyc dién tor (E-HRM)
dong vai tro quan trong trong nang cao nang lyc nhan
su phuc vu du lich va trai nghiém cua du khach, tur do6
thu hut va gitt chan khach du lich, dic biét trong viéc
thiic ddy phat trién nganh du lich than thién véi ngudi
Hbi gido, Nghién ctru nay nham tim hiéu thé manh cia
viéc két hop giita thuc t& 40 (VR) va E-HRM dén trai
nghiém du khach Hdi gido tai tinh Quang Ninh.
Phuong phéap nghién ctru dinh tinh dugc ap dung thong
qua thu thdp cac bdo céo va nghién ciru khoa hoc. Két
qua du kién lam ro duge thé manh viéc két hop giira
thuc té a0 (VR) va E-HRM dén trai nghiém du khach
Hbi gido tai tinh Quang Ninh.

Tir khéa: thuc té do (VR); quan tri nguén nhdan lyc
dién twr (E-HRM), trdi nghiém du khach, qudng Ninh.

Abstract - The application of digital technology
such as Virtual Reality (VR) and Electronic Human
Resource Management (E-HRM) plays an important
role in enhancing the capacity of human resources
serving tourism and tourist experience, thereby
attracting and retaining tourists, especially in providing
the development of Muslim-friendly tourism. This
study helps to find the strengths of the ability to
combine Virtual Reality (VR) and E-HRM to Muslim
tourist experience in Quang Ninh. Qualitative research
methods are applied through collecting scientific
reports and research. The expected results are clarified
as the strengths of combining Virtual Reality (VR) and
E-HRM to Muslim tourist experience in Quang Ninh

Province.

Keywords: virtual reality (VR); electronic human
resource management (E-HRM); tourist experience;
Quang Ninh.
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UNG DUNG CONG NGHE THUC TE AO (VR) TRONG GIANG DAY SINH VIEN
NGANH QUAN TRI DICH VU DU LICH VA LU HANH, HE PAI HQC CHINH QUY,
TRUONG PAI HOC TAN TRAO

APPLICATION OF VIRTUAL REALITY (VR) TECHNOLOGY IN TEACHING STUDENTS OF
TOURISM AND TRAVEL SERVICE MANAGEMENT MAJOR, FULL-TIME UNDERGRADUATE
PROGRAM, TAN TRAO UNIVERSITY
Pham Thi Huyén Trang', Dwong Thi Ngiv?

"2 Truong DH Tan Trao
“Tac gia lién hé: Pham Thi Huyén Trang (email: trangspl987@gmail.com)

Tém tit - Ngay nay, cong nghé thuc té do di dan
tham nhép vao nhiéu linh vuc néi chung va linh vuc
gido duc ndi riéng. Truong dai hoc Tan Trao vdi s
ménh 1a co s¢ dao tao, nghién ciru khoa hoc, hop tac
qudc té cho dia phuong va cho ca nudc ciing dang cb
ging ap dung cong nghé thuc té ao dé nang cao chit
luong va hiéu qua giang day, dac biét 1a trong dao tao
ngudn nhan Iyc du lich. Bai viét tip trung vao gidi
thiéu chi tiét cong nghé thyc té a0 va ap dung hé thong
mo phong huéng dan vién du lich vao giang day hoc
phan Nghiép vu hudng dan du lich cho sinh vién nim
thir ba, nganh Quan tri Dich vu Du lich va L& hanh,
truong Pai hoc Tan Trao. Phuong phép nghién ciu
dugc sir dung bao gébm: phuwong phap nghién ctru tai
liéu thir cap, phuong phap thuc nghiém, phuong phép
dinh lugng, phuong phap dinh tinh. Két qua ctia nghién
ctru chi rd tim quan trong ciia cong nghé thuc té ao d6i
véi viée dao tao nhan luc du lich néi chung va dao tao
sinh vién trudong Pai hoc Tan Trao ndi riéng trong bdi

canh toan cau hda hién nay.

Tir khéa: cong nghé thuc té do (VR), dao tao, nguon

nhan lyc du lich, truong Dai hoc Tan Trao

Abstract - Today, virtual reality technology has
gradually penetrated into many fields in general and
the education sector in particular. Tan Trao University,
with its mission as a training, scientific research, and
international cooperation institution for the locality and
the entire country, is also striving to apply virtual
reality technology to improve the quality and
effectiveness of teaching, especially in tourism human
resource training. This article focuses on providing
detailed introduction to virtual reality technology and
applying the tour guide simulation system in teaching
the Tourism Guiding Practice course for third-year
students majoring in Tourism and Travel Service
Management at Tan Trao University. The research
methods used include: secondary document research
method, experimental method, quantitative method,
and qualitative method. The research results clearly
the of wvirtual reality
technology for tourism human resource training in

students at Tan Trao

demonstrate importance

general and for training
University in particular in the current context of

globalization.

Keywords: virtual Reality (VR) technology, training,

tourism human resources, Tan Trao University
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MOT SO GIAI PHAP NANG CAO CHAT LUQNG PHUC VU CUA NHAN VIEN
HANG KHONG VIET NAM

SOME SOLUTIONS TO IMPROVE SERVICE QUALITY OF VIETNAM AIRLINES STAFF
Nguyén Minh Truyén'*

Truong Dai hoc kinh dganh va cong nghé Ha Noi
*Tac gia lién hé: Nguyén Minh Truyén (email:minhtruyen0209@gmail.com)

Tém tit - Trong bdi canh nganh hang khong Viét
Nam dang d6i mat voi sy canh tranh ngay cang gay git
va qua trinh hoi nhdp sdu rong vao thi trudong qudc té,
chét luong phuc vu cua ddi ngili nhan vién tré thanh
yéu té then chdt khong chi gop phin nang cao trai

nghiém khéach hang ma con phan anh truc tiép ning luc

quan tri va uy tin thuong hiéu cua cac hang hang khong.

Chat lugng dich vu do nhén vién cung cap giit vai tro
quyét dinh trong viéc duy tri mirc 6 hai 1ong ctia hanh
khach, gia ting kha ning canh tranh va cung cb hinh
anh doanh nghiép trén thi trudng toan cau. Nghién ctru
nay tap trung phan tich thyc trang chét luong phuc vu
cua doi ngii nhan vién hang khong tai Viét Nam, dé
xudt cac giai phap nang cao chit lugng dich vu trong
bdi canh hoi nhap qudc té. Nhing giai phap nay duogc
ky vong s& gop phan nang cao chit lugng ngudn nhan
luc, gia ting nang luc canh tranh va thac diy sy phat
trién bén vimng ciia nganh hang khong Viét Nam trong

boi canh toan cau hoa.

Tir khéa: nhin sw hang khéng, chat heong phuc vu,
dich vu hanh khéch, kj ndng mém, dao tao nganh hang
khong, hang bay Viét Nam.

Abstract - In the context of the Vietnamese
aviation industry facing increasingly fierce competition
the

international market, the service quality of the staff has

and the process of deep integration into
become a key factor that not only contributes to
improving the customer experience but also directly
reflects the management capacity and brand reputation
of airlines. The quality of service provided by staff
plays
satisfaction,

a decisive role in maintaining passenger

increasing ~ competitiveness and
consolidating the corporate image in the global
market. This study focuses on analyzing the current
status of service quality of aviation staff in Vietnam,
proposing solutions to improve service quality in the
context of international integration. These solutions are
expected to contribute to improving the quality of
increasing competitiveness and
of the

in the context of

human resources,
the

Vietnamese aviation

promoting sustainable development
industry
globalization.

Keywords: service

quality,
training,

aviation personnel,

passenger service, soft skills, aviation

Vietnam Airlines.
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PINH HINH CHIEN LUQC PAO TAO NGUON NHAN LU'C DU LICH TRONG KY
NGUYEN SO: PHAN TiCH TRAC LUQNG THU MUC

SHAPING STRATEGIC TOURISM WORKFORCE DEVELOPMENT IN THE DIGITAL ERA: A
BIBLIOMETRIC ANALYSIS
Li¥ Cém Thio', Nguyén Trung Nam?
12 Khoa Du lich va Dich vu Hdng khong, Hoc vién Hang khong Viét Nam, Viét Nam
"Tac gia lién hé: Lt Cam Thdo (email: lucamthao@gmail.com)

Tém tit - Trong bdi canh chuyén ddi sé tac dong
manh m& dén nganh du lich toan cau va nhu cau nang
cao chit lugng ngudn nhén lyc, nghién ctru nay phan
tich cac xu hudng hoc thuét vé dao tao nhan lyc du lich
trong ky nguyén sb. Sir dung phuong phap phan tich
tric luong thu muc (bibliometric analysis) trén co so
130 bai bao tiéng Anh tir Scopus (2020 - 2025), nghién
clru x4c dinh cac chu dé trong tim gdém k¥ ning s,
giao duc du lich thoi dai sb, chuyén ddi sb trong du
lich va chién lugc ddo tao nhan luc. Két qua nhén
manh xu hudng tich hop cong nghé, gido duc va ky
nang dé thich Gmg véi sy d6i méi nhanh chong. Tuy
nhién, nghién ctru chi ra khoang cach giita 1y thuyét
chién lugc va thuc tién trién khai, dic biét tai cac quéc
gia dang phat trién. Dya trén phan tich, bai viét d& xuét
dinh hudng dao tao nhan luc du lich dua trén néang luc,
tich hop cong nghé va phat trién ky ning sd. Nhimng
phat hién nay cung cip ban do tri thirc gia tri cho cac
nha nghién ctu, co s& dao tao va nha hoach dinh chinh
sach nham thiét ké chuong trinh gido duc du lich phu
hop v6i thoi dai chuyén ddi so.

Tir khéa: phat trién nhan lyc du lich; k§ ndng so;
chuyén doi s6; gido duc du lich; dao tao chién lugc;

nguon nhan hec théng minh

Abstract - In the

transformation profoundly

of the
the

tourism industry and the growing demand for high-

context digital

impacting global
quality human resources, this study analyzes academic
trends in tourism workforce training in the digital era.
Employing bibliometric analysis on 130 English
language articles indexed in Scopus (2020 - 2025), the
study identifies key research themes including digital
skills, tourism education in the digital age, digital
transformation in tourism, and strategic workforce
training. The findings highlight a strong trend toward
skills

development to adapt to rapid innovation. However,

integrating  technology, education, and
the research also reveals a significant gap between

strategic theories and practical implementation,
especially in developing countries. Based on the
analysis, this article proposes competency-based
training strategies that integrate technology and foster
digital skills development in tourism education. These
insights provide a valuable knowledge map for
researchers, educational institutions, and policymakers
to design tourism training programs aligned with the

demands of the digital transformation era.
Keywords: tourism HR development; digital skills;

digital transformation; tourism education; strategic

training; smart workforce
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MARKETING DU LICH TRONG KY NGUYEN SO: PAC PIEM VA XU HUONG

TOURISM MARKETING IN THE DIGITAL ERA: CHARACTERISTICS AND TRENDS
Néng Hai Quynh My, Vii Thi Thu Hwong ?

Hoc vién Hang khong Viét Nam
“Tac gia lién hé: Nong Hai Quynh My (email: 2258130037 @vaa.edu.vn)

Tém tit - Trong nhiing niam gin dy, nganh du lich toan ciu da
chimg kién nhimg bién d6i manh mg, dic biét 1a khi cong nghé sb ngay
cang dong vai trd quan trong trong viéc thay ddi cach thirc truyén thong
va tiép can khach hang. Marketing du lich, mot linh vuc gin lién véi
nhiing chién lugc sang tao va ddi méi, dang dién ra mot cude cach mang
nho su phat trién ciia cong nghé s6. Bai viét phan tich sw chuyén minh
manh m& cta nganh marketing du lich trong bdi canh ky nguyén sd, noi
cong nghé tro thanh nhén té then chét trong viée thay déi cach tiép can,
tuong tac va duy tri mdi quan hé voéi khach hang. Tur hinh thirc truyén
théng nhu quang céo béo, tivi, nganh du lich da chuyén dich sang nén
tang ky thuat s6 nhu mang xa hoi, cong cu tim kiém, ung dung di dong,
email va cac cong nghé moi nhu tri tué¢ nhan tao (Al), dir li¢u lon (Big
Data), thuc t& a0 (VR) va thyc té ting cuong (AR). Khach hang hién dai
khong chi tim kiém trai nghiém tién loi ma con mong mudn sy twong tac
tire thoi, ca nhan hoa va cha trong dén yéu 5 bén vimg. Vi vay, cac
doanh nghi€p du lich can tan dung céac cong cu s6 @& t6i wu hoa trai
nghiém khach hang va tao loi thé canh tranh. Trong d6, marketing ca
nhéan hoa dua trén hanh vi ngudi ding va dir liéu phan tich dong vai tro
then chdt. Ngoai ra, ky thuat ké chuyén sb (digital storytelling) két hop
hinh anh, video va 4m thanh nhim tao cdm xiic v truyén cam himg da
chimg minh hiéu qua trong viéc thuc ddy hanh vi tiéu dung. Nghién ciru
cling chi ra vai tro ctia cong nghé trong viéc kich hoat cam xuc, gitip
khach hang hinh dung truéc hanh trinh du lich va tang kha ning ra quyét
dinh. Nhitng hinh thirc nhu video 360 d9, trai nghiém VR/AR, ndi dung
tir KOL hay chatbot tu dong dang tré thanh tiéu chuédn méi. Tuy nhién,
cac doanh nghiép nho tai Viét Nam van gip kho khan trong viéc tng
dung cong nghé do han ché v& nhan lyc va chién lugc. Phuong phap
nghién ctru dinh tinh, thong qua téng hop tai liéu hoc thuat va thuc tién,
cho théy cong nghé¢ ) khong chi 1a cong cu truyén thong ma con la nén
tang kién tao cam xiic va hanh vi du lich. Qua d6 cic doanh nghiép cin
dau tu vao céng nghé, ndi dung cam xic va ca nhan hoa dé nang cao
hiéu qua marketing.

Tir khod: Du lich bén ving, dic diém, marketing du lich, ky

nguyén sb, xu hudng.

Abstract - In recent years, the global tourism industry has
undergone significant transformations, especially as digital technology
increasingly plays a vital role in changing the way businesses
communicate and reach customers. Tourism marketing, a field closely
tied to creativity and innovation, is undergoing a revolution driven by
the advancement of digital technology. This paper analyzes the profound
transformation of tourism marketing in the digital age, where technology
plays a central role in how businesses approach, interact with, and retain
customers. Traditional methods like print and TV advertising are being
replaced by digital platforms such as social media, search engines,
mobile applications, email marketing, and emerging technologies like
Artificial Intelligence (Al), Big Data, Virtual Reality (VR), and
Augmented Reality (AR). Modern travelers seek not only convenience
but also instant engagement, personalized experiences, and sustainability.
Therefore, tourism businesses must adopt digital tools to enhance
customer journeys and build competitive advantages. Personalized
marketing, based on user behavior and data analytics, is key to
delivering tailored messages and improving conversion rates.
Additionally, digital storytelling—using visuals, video, and audio to
evoke emotion and inspire travelers—has proven highly effective in
influencing consumer behavior. The study highlights the emotional
impact of digital experiences, helping customers imagine their journeys
in advance and prompting decision-making. Tools like 360-degree
videos, VR/AR experiences, KOL content, and Al-powered chatbots are
becoming new standards in the industry. However, many small and
medium enterprises (SMEs) in Vietnam still struggle to implement such
technologies due to limited human resources and lack of strategic
direction. Using a qualitative research method based on literature review
and real-world examples, the study finds that digital technology is not
just a communication channel but a foundation for crafting emotional
experiences and shaping tourist behavior. The article concludes that
businesses should invest in personalized content, emotional storytelling,
and customer-centric technologies to improve marketing outcomes
tourism, characteristics, tourism

Keywords:  Sustainable

marketing, digital era, trends
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NGHIEN CUU VAI TRO CUA HUONG DAN VIEN DU LICH TRONG QUA TRINH
DPONG SANG TAO TRAI NGHIEM VOI DU KHACH: TRUONG HQP NGHIEN CUU
TAI LANG GOM BAU TRUC, NINH THUAN.

EXPLORING THE ROLE OF TOUR GUIDES IN THE CO-CREATION OF TOURIST
EXPERIENCES: A CASE STUDY OF BAU TRUC POTTERY VILLAGE, NINH THUAN, VIETNAM
Phan Minh Chéu'*, Nguyén Thu Thiiy?
! Trwong Pai hoc Vin Lang, Thanh phé H6 Chi Minh, Viét Nam.
2Truong Khoa hoc lién nganh va nghé thudt (SIS), Pai hoc Quéc Gia Ha Noi, Viét Nam.
“Tac gia lién hé: Phan Minh Chéu (email: chau.pm@vlu.edu.vn)

Tém tit - Trong bdi canh du lich hién dai ngay
cang chu trong dén trai nghiém va twong tac thuc té, du
khach ¢6 nhu cau cao hon trong trai nghiém du lich, thi
vai tro ctia hudng dan vién du lich khong con dimg lai
& viéc truyén tai thong tin ma con trd thanh ngudi dong
hanh, ddng sang tao gia tri trai nghiém cho du khach.
Lang gbm Bau Truc, v6i bé day van hoa va nghé thuat
gbm tha cong dic sic, 1a mot diém dén giau tiém ning
cho cac hoat dong trai nghi¢ém van hoda ban dia va phat
trién du lich sang tao. Nghién ctru nay nham lam rd vai
tro cia hudng dan vién du lich trong viéc tao ra nhiing
trai nghiém y nghia, giap du khach khong chi tiép nhan
thong tin ma con thyc sy hoa minh vao van héa dia
phuong thong qua cac hoat dong tuong tac, hoc hoi va
sang tao. Két qua nghién ctru s& gdp phan ning cao
chét lugng nhan lyc huéng dan vién, phat trién san
phém du lich sang tao, déng thoi hd trg cong déng dia
phuong trong viéc bao ton va phat huy gia tri di san

van hoa Cham.

Tir khoa: du lich trdai nghiém, nhan lyc huong dan vién,

du lich sang tao, trdai nghiém déng tao

Abstract - In the context of modern tourism, which
increasingly emphasizes experiential and interactive
engagement, tourists demand more meaningful and
immersive travel experiences. Consequently, the role
of tour guides has evolved beyond merely conveying
information; they are now seen as companions and co-
creators of value in the tourist experience. Bau Truc
Pottery Village, with its rich cultural heritage and
distinctive tradition of handmade pottery, represents a
destination of great potential for local cultural
immersion and the development of creative tourism.
This study seeks to clarify the role of tour guides in
facilitating meaningful experiences that enable tourists

not only to receive information, but also to actively

engage with local culture through interactive,
educational, and creative activities. The findings aim to
contribute to the enhancement of tour guide

professionalism, the advancement of creative tourism
products, and the support of local communities in
preserving and promoting the cultural heritage of the

Cham people.

Keywords: experiential tourism, tour guide human

resources, creative tourism, co-creative experiences
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MOI QUAN HE GIUA TRUYEN MIENG BIEN TU, THAI PQ VA Y PINH DU
LICH CO TRACH NHIEM CUA THE HE Z

THE RELATIONSHIP BETWEEN ELECTRONIC WORD-OF-MOUTH, ATTITUDE, AND
RESPONSIBLE TRAVEL INTENTION OF GENERATION Z
Nguyén Anh Loi", Nguyén Thi Thanh Tric’, Dwong Trin Hii Binh?, Nguyén Nhw Quynh*, Trinh Pham Huwong Giang’®,
Nguyén Ngoc Mai Hin®
12 3 43.6 Hoc vién Hang khong Viét Nam, Viét Nam
*Tac gia lién hé : Nguyén Thi Thanh Triic (email: nguyenthithanhtruc070804@gmail.com)

Tém tit - Nghién ctru kham pha mdi quan hé giira
truyén miéng dién tir (¢eWOM), thai do (ATT) va y
dinh du lich c6 trach nhiém ciia thé hé Z, véi phén tich
tir 300 mau khao sat sit dung phuong phap CB-SEM.
Két qua cho thidy ca eWOM va ATT déu c6 tac dong
manh mé dén y dinh du lich c6 trach nhiém cia nhom
nay. Pic biét, eWOM khong chi anh huong truc tiép
dén ¥ dinh ma con dinh hinh thai do tich cuc ciia Gen
7 d6i voi du lich bén viing. Tu cac phat hién trén,
nghién ctru goi ¥ rang cac doanh nghiép du lich can
xdy dung chién lugc tiép thi tap trung vao cac yéu t6
bén vitng va trach nhiém xa hoi, déng thoi t6i wu hoa
céc kénh truyén thong truc tuyén dé vira tic dong dén
thai do, vira thac déy y dinh du lich c6 trach nhiém cua

nhom khach hang tiém ning nay.

Tir khoa: du lich co trach nhiém, truyén miéng dién tu;

thai do; gen Z; y dinh du lich

Abstract - The study explores the relationship
between electronic word-of-mouth (eWOM), attitude
(ATT), and the

Generation Z, based on an analysis of 300 survey

responsible travel intention of
samples using the CB-SEM method. The results show
that both eWOM and ATT have a strong impact on the
responsible travel intention of this group. Specifically,
eWOM not only directly influences intention but also
shapes Gen Z's positive attitude toward sustainable
tourism. Based on these findings, the study suggests
that tourism businesses should develop marketing
strategies focused on sustainability and social
responsibility, while optimizing online communication
channels to simultaneously influence attitudes and
promote responsible travel intentions among this

potential customer group

Keywords: responsible travel, eWOM; attitude; gen Z;

travel intention

52


mailto:nguyenthithanhtruc070804@gmail.com)

TOM TAT KY YEU HOI THAO KHOA HOC - QUAN TR| TRAI NGHIEM KHACH HANG TRONG KY NGUYEN SO VA HOI NHAP QUOC TE...

' NGHIEN CUU VAI TRO CUA KOLS
TRONG CHIEN LUQC QUAN LY KHUNG HOANG TRUYEN THONG DU LICH:
QUAN PIEM TU TO CHUC QUAN LY PIEM DEN (DMOS)
RESEARCHING THE ROLE OF KOLS IN TOURISM CRISIS COMMUNICATION MANAGEMENT
STRATEGIES: A PERSPECTIVE FROM DESTINATION MANAGEMENT ORGANIZATIONS (DMOS)
Ta Twong Vi'*, Phan Vin Siva 2, Nguyén Cuwong Huyén Lam 3, D6 Thi Hong Hanh'

1234 Khoa Thirong mai - Du lich, Pai hoc Cong nghiép Thanh phd Ho Chi Minh
*Tac gia lién hé: Ta Tuong Vi (email: tatuongvi@iuh.edu.vn)

Tém tat - Nghién ciru nay phan tich vai tro cua
KOLs trong chién luoc quan 1y khung hoang truyén
thong du lich tir goc nhin cia cac t6 chic quan 1y diém
dén (DMOs). Théng qua phuong phap dinh tinh két
hop phan tich ndi dung, phong van sau véi 15 nha quan
Iy DMOs va thio luan nhom véi 9 KOLs, két hop khao
sat truc tuyén véi 87 du khach ndi dia, nghién cuu da
xac dinh bdn vai tro then chdt cia KOLs: (1) Truyén
thong khung hoang nhanh chéng va hi¢u qud; (2) Tao
do tin cay cho thong diép; (3) Tiép can dbi twong muc
tiéu chinh xac; va (4) HG trg phuc hdi hinh anh diém
dén. Pac biét, nghién ctru phat hién dac trung tiép nhan
thong tin cua nguoi ding Viét Nam, thé hién qua viéc
uu tién tinh chan thyc (73%), tin tudng ndi dung tu
quay va dé cao vai tro cia KOLs dia phuwong. Tur két
qua nghién ctru, bai viét dé xudt mo hinh tich hop ba
giai doan (chuén bj - tng pho - phuc hdi) nhim tdi wu
hoéa vai tro cua KOLs trong quan ly khing hoang
truyén thong du lich, bao gdbm: xay dung co so dir liéu
KOLs chuyén nghiép, thiét 1ap quy trinh phdi hop, dao
tao KOLs vé quan ly khung hoang, va phat trién co ché

danh gia hi€u qua.

Tir khéa: nguoi cé tam anh huéng (KOLs); qudn Iy
khiing hodng truyén théng; t6 chirc quan 1y diém dén
(DMOs),; mé hinh tich hop ba giai doan

Abstract - This study analyzes the role of Key
(KOLs) in

strategies

crisis
the

perspective of Destination Management Organizations

Opinion  Leaders tourism

communication management from
(DMOs). Using a qualitative approach that combines
content analysis, in-depth interviews with 15 DMO
managers, focus group discussions with 9 KOLs, and
an online survey of 87 domestic tourists, the research
identifies four key roles of KOLs: (1) Rapid and
effective crisis communication; (2) Enhancing message
credibility; (3) Accurately targeting key audiences; and
(4) Supporting destination image recovery. Notably,
the study reveals specific characteristics of information
reception among Vietnamese audiences, who prioritize
authenticity (73%), trust self-produced content, and
value the role of local KOLs. Based on these findings,
the paper proposes an integrated three-phase model
(preparation — response — recovery) to optimize the role
of KOLs in tourism crisis communication management.
This includes building a professional KOLs database,
establishing coordination protocols, training KOLs in
crisis management, and developing mechanisms for
performance evaluation.

Crisis

leaders (KOLs),;

communication management, destination management

Keywords: key opinion

organizations (DMQOs), integrated three-phase model
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NANG CAO CHAT LUQNG TRAI NGHIEM DU LICH TAI PIEM PEN HUE

ENHANCING TOURIST EXPERIENCE QUALITY AT THE HUE DESTINATION
Nguyén Cwong Huyén Lam™, Ta Twong Vi, Phan Vin Siva’

1:23pgi hoc Cong Nghiép Thanh phé H6 Chi Minh
“Tac gia lién hé Nguyen Cuong Huyén Lam (email: 2107032 1.lam@student.iuh.edu.vn)

Tém tit - Hué 1 diém dén ndi tiéng voi ngudn tai
nguyén du lich van hoa phong pht, thu hat dong dao
du khéch trong va ngoai nudc. Nghién ciru nay tap
trung vao viéc nang cao chat lugng trai nghiém du lich
tai Hué, tr d6 gép phan thuc ddy su phat trién bén
vitng cho nganh du lich va kinh té dia phuong. Nghién
ctru sir dung phuong phap phong van siu voi 7 chuyén
gia (gdm quan ly di san, doanh nghiép lit hanh va
chuyén gia céng nghé du lich) két hop phan tich tai
liéu tir cac ngudn dang tin cdy, bao gdm cac bao céo va
nghién ctru qudc té vé chét luong trai nghiém du lich.
Két qua cho thdy c6 siu nhan t& anh huéng dén chat
luong trai nghiém du lich, bao gf‘)m: trdi nghi€ém chan
thyc, trai nghiém cam xuc, trai nghiém giai tri, trai
nghiém gio duc, trai nghiém thim my va trai nghiém
thoat ly. Dua trén cac phan tich nay, tic gia di dé xuét
nhing giai phap thiét thuc cho cac co quan quan Iy nha
nudc vé du lich va nha quan 1y diém dén nhiam nang
cao chit luong trai nghiém cua du khach khi dén voi
Hué.

Tir khéa: trdai nghiém du lich; ning cao chat heong;

chat lwong trai nghiém du lich; du lich van hoa; Hué.

Abstract - Hue is a well-known destination with
rich cultural tourism resources, attracting a large
number of domestic and international tourists. This
study focuses on enhancing the quality of tourist
experiences in Hue, thereby contributing to the
sustainable development of the local tourism industry
and economy. The research in-depth
with 7

managers, travel businesses, and tourism technology

employs
interviews experts—including  heritage
specialists - combined with document analysis from
reliable sources, including international reports and
studies on tourist experience quality. The findings
identify six key factors affecting the quality of tourist
emotional experience,

experiences: authenticity,

entertainment, educational value, aesthetics, and
escapism. Based on these analyses, the authors propose
practical solutions for state tourism authorities and
destination managers to improve tourist experience

quality in Hue.

Keywords: tourist experience; quality enhancement;

tourist experience quality, cultural tourism; Hue

54


mailto:21070321.lam@student.iuh.edu.vn

TOM TAT KY YEU HOI THAO KHOA HOC - QUAN TR| TRAI NGHIEM KHACH HANG TRONG KY NGUYEN SO VA HOI NHAP QUOC TE...

CHUYEN POI SO TRONG PHAT TRIEN SAN PHAM DU LICH PHU QUOC:
TIEP CAN TiCH HQP PA CHIEU

DIGITAL TRANSFORMATION IN TOURISM PRODUCT DEVELOPMENT IN PHU QUOC:
A MULTIDIMENSIONAL INTEGRATED APPROACH
Phan Van Sira*, Ta Twong Vi?, Nguyén Cuong Huyén Lim?

1.2.3Khoa Thirong mai va Du lich, Pai hoc Céng Nghiép Thanh phé Ho Chi Minh
*Tac gia lién hé: Phan Van Stra (email: suaphan2722@gmail.com)

Tém tit - Nghién ciru nay tap trung phn tich vai
tro ctia chuyén ddi s trong phat trién va da dang héa
san phim du lich tai Phu Quéc. Thong qua phuong
phap phan tich ndi dung c6 hé thong tir 15 bai bao chat
luong cao (duoc chon loc tr 58 bai) trong giai doan
2018-2025 trén hé thong tai liéu hoc thuat uy tin tir
Scopus va phuong phap VOS viewer, két hop voi cac
trao ddi chuyén sau cing chuyén gia dia phuong nham
kiém chung tinh kha thi tai thyc dia, nghién ciru da xac
dinh céac xu hudéng cong nghé dang dinh hinh lai canh
quan du lich dao. Két qua nghién ctru cho thiy su hoi
tu ciia cac nén tang cong nghé sb tién tién (IoT, Big
Data, Al, Blockchain, Metaverse) da kién tao mot mod
thitc van hanh va cung ung dich vu du lich hoan toan
moi tai Phu Quéc. Viée tich hop hé thong cong nghé sd
lam gia tdng gid tri trdi nghi¢ém cho du khach ma con
tao ra budc dot pha trong quan tri diém dén thong minh
va phan bd nguf”)n lyc du lich mgt cach hi€u qua.
Nghién ciru dé xuat mot khung giai phap tich hop cho
Pht Quéc, tap trung vao bdn tru cot: phat trién hé sinh
thai du lich s, d6i méi san phdm qua céng nghé, ting
cudng ning luc s6 cho doanh nghiép va cong dong, va

xay dung co sé dir liéu du lich thong minh.

Tir khéa: chuyén doi so du lich; phdt trién san pham
du lich; quan tri diém dén théng minh; cong nghé du
lich; Phii Quéc.

Abstract - This study focuses on analyzing the role
of digital transformation in the development and
diversification of tourism products in Phu Quoc. By
employing a systematic content analysis of 15 high-
quality scholarly articles (selected from 58 publications)
published between 2018 and 2025 on reputable
academic databases such as Scopus, along with the
VOSviewer bibliometric mapping method, combined
with in-depth consultations with local experts to
validate the feasibility of proposed solutions in real-
the

technological trends shaping the island’s tourism

world contexts, the research identifies key
landscape. The findings reveal that the convergence of
advanced digital platforms—including the Internet of
Things (IoT), Big Data, Artificial Intelligence (Al),
Blockchain, and the Metaverse—has given rise to a
new paradigm of tourism operation and service
delivery in Phu Quoc. The integration of digital
systems not only enhances tourists’ experience value
but also introduces breakthroughs in smart destination
governance and the efficient allocation of tourism
resources. The study proposes an integrated framework
Phu Quoc, the

development of a digital tourism ecosystem, innovation

for focusing on four pillars:
of products through technology, enhancement of digital
capabilities for businesses and communities, and the

construction of a smart tourism data infrastructure.

Keywords: digital tourism transformation; tourism
product development; smart destination governance;

tourism technology; Phu Quoc.
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UNG DUNG QUAN TRI NGUON NHAN LUC XANH TRONG DU LICH TAI
THANH PHO PA NANG: THUC TRANG VA GIAI PHAP

THE APPLICATION OF GREEN HUMAN RESOURCE MANAGEMENT IN DA NANG CITY’S
TOURISM SECTOR: CURRENT SITUATION AND RECOMMENDATIONS
Trin Hoang Uyén Thio'
Truong Dai‘hoc Kinh Té - Pai hoc Pd Na:ng, Viét Nam
*Tac gia lién hé: Tran Hoang Uyén Thao (email: thaothu@due.edu.vn)

Tém tit - Bai viét tong quan cac khai niém va vai
trd clia quan tri ngudén nhan lyc xanh trong phat trién
du lich bén viing, théng qua truong hop nghién ciru tai
thanh phd Pa Ning. Trén co s& phan tich 1y thuyét tir
céc cong trinh nghién ctru trong va ngoai nudce, két hop
véi ra soat cac chinh sach nhan lyc hién hanh va tiém
nang cua cac co sé dao tao trén dia ban thanh phé, bai
viét cho thay khai niém QTNNLX van chua dugc thé
hién rd rang trong chién lugc phét trién nhan luc nganh
du lich. Tt d6, nghién ctru d& xuat hai nhoém giai phap
trong tam: (1) thé ché hoa khai niém QTNNLX trong
chinh sach phat trién nhén lyc, va (2) tich hop noi dung

nay vao chuong trinh dao tao tai cac co sé gido duc.

Tir khéa: quan tri nguon nhan lyc xanh, phat trién bén

vitng; thanh phé Pa Nang; dao tao nhén e

Abstract - This paper provides an overview of the
concept and role of green human resource management
(GHRM) in
development, using the case of Da Nang City. Drawing

promoting  sustainable  tourism

on theoretical insights from both domestic and
international research, alongside a review of current
HR policies and the potential of local training
institutions, the study reveals that the concept of
GHRM has yet to be clearly articulated within human
resource development strategies for the tourism sector.
Based on this analysis, the paper proposes two key
recommendations: (1) institutionalizing the concept of
GHRM within HR development policies, and (2)
integrating GHRM content into educational curricula at

relevant training institutions

Keywords: green human resource management,

sustainable development;, Da Nang city; human

resource training
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UNG DUNG KHUNG NANG LUC TRONG PAO TAO NHAN LUC CHAT LUQONG
CAO NGANH DU LICH TRONG KY NGUYEN SO

APPLYING COMPETENCY FRAMEWORKS IN TRAINING HIGH-QUALITY HUMAN
RESOURCE FOR TOURISM SECTOR IN THE DIGITAL ERA
Nguyén Quynh Nga'*, Nguyén Ping Yén Nhi?, Tran Nguyén Thuy Khué’, Pao Duy Ting’

123 4Hoc vién Hang khong Viét Nam, Viét Nam
*Tac gia lién hé: Nguyén Quynh Nga (email: *nganq@vaa.edu.vn)

Tém tit - Trong bdi canh chuyén d6i s6 manh mg,
viéc ung dung khung nang lyc vao dao tao nhan lyc
chét luong cao cho nganh du lich tré nén dac biét cép
thiét. Bai viét su dung tai liéu “Tiéu chuin nang luc
nghé mau cip khu vuc: Nganh Du lich” nghién ctru dic
biét cho khu vuc Chau A — Théi Binh Duong do Td
chtic lao dong qudc té (ILO) ban hanh dua ra hé théng
tiéu chuén ning lyc toan dién, gitp chuin hoa yéu cau
nghé nghiép va dinh hudng dao tao theo thuc tién cia
thi truong lao dong. Bai viét tap trung phan tich mot sd
diém dic biét cua khung ning lyc nghé nganh du lich
dé tién hanh thao luan, déng thoi dua ra mot sd giai
phap cho cac bén lién quan nham ap dung dugc Khung
nang luc nghé du lich, dap tmg duoc cac yéu cau phic

tap cua boi canh chuyén doi so.

Tir khéa: Khung nang hec nghé du lich; ky nguyén so;

dao tao nhan lyc; nhan luc chat lwong cao

Abstract -

transformation,

In the context of rapid digital
the

frameworks to the training of high-quality human

application of competency

resources for the tourism industry has become
especially imperative. This article draws on the
Model

Standards: Tourism Sector, developed specifically for

document titled Regional Competency
the Asia-Pacific region by the International Labour
Organization (ILO). The

comprehensive framework

document outlines a
that

requirements and aligns training with the realities of

standardizes job
the labor market. The article analyzes key features of
the tourism competency framework and proposes
solutions to help stakeholders apply it effectively amid

the challenges of digital transformation era.

Keywords: Tourism competency framework; digital era;

workforce training; high-quality human resources
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TAC PONG CUA NHAN THU'C VE TINH THONG TIN VA MUC PO LIEN QUAN
TRONG HE THONG GQ1Y DEN Y PINH PAT DICH VU DU LICH TRUC TUYEN
CUA THE HE Z TAI VIET NAM

THE IMPACT OF PERCEIVED INFORMATIVENESS AND PERCEIVED RELEVANCE OF
RECOMMENDER SYSTEMS ON GEN Z’S ONLINE BOOKING INTENTION IN VIETNAM

Phan Thu Trang"™

Truong dai hoc Cong nghiép Ha Noi, Viét Nam
*Tac gia lién hé: Phan Thu Trang (email: trang.phan@haui.edu.vn)

Tém tit - Nghién ctru nay khao sat tac dong cua
hai yéu t6 cam nhan chii quan trong hé théng goi y —
tinh thong tin va mic d6 lién quan — dén y dinh dat
dich vu du lich tryc tuyén ctia ngudi dung thudc thé hé
Z tai Viét Nam. Dya trén hai nén tang 1y thuyét chinh
12 M6 hinh chap nhan céng nghé (TAM) va Quan tri
trai nghiém khéach hang (CEM), nghién ctru da thu thap
dir liéu tr 131 nguoi dung Gen Z cé kinh nghiém st
dung nén tang OTA théng qua khao sat truc tuyén.
Phén tich hdi quy cho thy cé hai yéu t§ déu anh huong
tich cuc dén y dinh dat dich vy, trong d6 muc d6 lién
quan c6 tac dong manh hon 13 rét. Piéu nay phan anh
xu huéng tiéu dung sé cia Gen Z — uu tién trai nghiém
mang tinh ca nhan hoa cao thay vi chi cung cap thong
tin day du. Két qua mang lai ham y thyc tién cho cac
nén tang OTA trong viéc thiét ké giao dién va thuat
toan goi y theo huéng lay khach hang lam trung tam.
Pong thoi, nghién ctiru dé xuét tich hop dao tao UX/UI,
phan tich hanh vi s va cong nghé c4 nhan hoéa vao
chuong trinh giang day nganh du lich nhim chuin bi
ngudn nhén lyc chit lugng cao trong bdi canh hoi nhap

quoc té va chuyén doi so toan dién.

Tir khéa: hé thong goi y, thé hé Z, dat dich vu du lich
triec tuyén, ca nhdan héa, qudn tri trai nghiém khdch

hang.

Abstract -This study examines the impact of
perceived informativeness and perceived relevance in
recommender systems on the online travel booking
intention of Generation Z users in Vietnam. Grounded
in the Technology Acceptance Model (TAM) and
(CEM), the
research collected data from 131 Gen Z respondents

Customer Experience Management
with OTA usage experience via an online survey.
that

significantly predict booking intention, with perceived

Regression analysis shows both variables
relevance exerting a stronger influence. This finding
highlights Gen Z’s

context-aware content over mere information quantity.

preference for personalized,

The results provide actionable insights for OTA
platforms seeking to enhance user engagement through
customer-centric recommendation algorithms and
UX/UI design. Additionally, the study recommends
incorporating UX design, behavioral analytics, and
personalization technologies into tourism education
curricula, aiming to prepare a digitally competent
workforce aligned with the global trends of customer
experience management and digital transformation in

the tourism sector.

Keywords: recommender systems, generation Z, online
travel booking, personalization, customer experience

management.
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HANH TRINH KHACH HANG TRONG MOI TRUONG SO HOA
VA TOAN CAU HOA: NGHIEN CUU TRUONG HOP NGANH DU LICH
TAI VIET NAM, THAI LAN VA HAN QUOC

THE CUSTOMER JOURNEY IN A DIGITIZED AND GLOBALIZED ENVIRONMENT: CASE
STUDIES OF THE TOURISM SECTOR IN VIETNAM, THAILAND, AND SOUTH KOREA
Pham Trin Thing Long", Tran Viin Quyén’
!Khoa Du lich, truong Pai hoc Thang Long, Viét Nam
’Vién Nghién ciru Nhdn thirc va Gido duc Thang Long (TICES), truong Pai hoc Thing Long, Viét Nam
*Tdc gid lién hé: Pham Tran Thang Long (email: longptt@thanglong.edu.vn)

Tém tit - Nghién ctu nay lam 13 tac dong cua
cong nghé sé dén hanh trinh khach hang trong nganh
du lich tai ba quéc gia chau A v6i chién luge s6 hoa
khéac biét: Viét Nam, Thai Lan va Han Qudc. Ap dung
phuong phap nghién ciru tinh hudng dinh tinh, nghién
ctru str dyung dir liéu thir cap tir website t6 chirc quan ly
diém dén, kénh mang xa hdi, ing dung di dong va
danh gia du khach trén nén tang nhu TripAdvisor. Muc
tiéu bao gém xéac dinh diém cham ky thuat s6, danh gia
tuong tac khach hang qua cac giai doan trudc, trong va
sau chuyén di, dong thoi so sanh sy twong dong va
khac biét trong ung dung cong nghé sb giita ba nudc.
Két qua cho thiy sy khac biét trong tmg dung diém
cham s6: Viét Nam tép trung vao ndi dung ngudi ding,
Thai Lan wu tién trai nghiém lién mach qua tmg dung,
trong khi Han Qudc ap dung coéng nghé cao nhu
AR/VR. Qua d6 vai tro ctia cong nghé dugc nhan manh
dé thuc day tuong tac da chiéu va dong sang tao gia tri.
Nghién ctru gop phan mé rong khung hanh trinh khach
hang va tuong tac trong bdi canh du lich chau A ciing
nhu dé xuit hudng phat trién chién lugc s6 cho cac bén
lién quan; mac du phan tich con co thé han ché do phu

thudc vao dit liéu thur cip.

Tir khéa : hanh trinh khach hang, chuyén déi sé, du
lich, Viet Nam, Thai Lan, Han Quéc.

Abstract - This study elucidates the impact of
digital technologies on customer journeys in the
tourism sector across three Asian countries with
distinct digitalization strategies: Vietnam, Thailand,
and South Korea. Employing a qualitative case study
methodology, the research analyzes secondary data
from destination management organizations' websites,
social media channels, mobile applications, and tourist
reviews on platforms like TripAdvisor. The objectives
include identifying digital touchpoints, evaluating
customer interactions across pre-trip, during-trip, and
post-trip phases, and comparing similarities and
differences in digital technology adoption among the
three nations. Findings reveal divergent approaches:
Vietnam emphasizes user-generated content, Thailand
prioritizes seamless app-based experiences, while
South Korea integrates advanced technologies like
AR/VR. The study underscores technology's role in
fostering multidimensional engagement and value co-
creation. Theoretically, it extends customer journey
and interaction frameworks within the Asian tourism
context. Practically, it proposes strategic digital
development pathways for stakeholders, though the
analysis may be constrained by its reliance on

secondary data.

Keywords: customer journey, digital transformation,

tourism, Vietnam, Thailand, Korea
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NANG CAO TRAI NGHIEM KHACH HANG TAI CHUOI NHA HANG
ZUMWHERE THONG QUA CHUYEN POI VA UNG DUNG CONG NGHE SO

IMPROVING CUSTOMER EXPERIENCE AT THE ZUMWHERE RESTAURANT CHAIN
THROUGH DIGITAL TRANSFORMATION AND THE APPLICATION OF DIGITAL TECHNOLOGIES
Biii Nguyén Quynh Anh™, Vii Thi Thu Huwong’
fHoc vién Hang khong Viét Nam
*Tac gia lién hé: Bui Nguyén Quynh Anh (email: quynhanhbuinguyen2005@gmail.com)

Tém tit - Trong bdi canh nganh dich vy an ubng
(F&B) tai Viét Nam dang chiu tac dong manh mé tir
chuyén d6i s6 va hoi nhap qudc té, trai nghiém khach
hang tro thanh yéu té then chdt dé nang cao ning luc
canh tranh va duy tri long trung thanh. Nghién ctru nay
tap trung danh gia thyc trang va dé xuét giai phap nang
cao chit luong cham soéc khach hang tai chudi nha
hang Zumwhere thong qua tmg dung cong nghé sd. Dit
liéu dugce thu thap tir khao sat 50 khach hang thyuc té va
phong van siu 5 khach hang than thiét, két hop véi
phan tich hé¢ thong CRM dang trién khai tai doanh
nghiép. Két qua cho thly Zumwhere c6 nhiéu diém
manh vé khong gian, d¢ tin cay va kha nang xu ly phan
hdi nhanh chéng, nhung van con han ché trong thoi
gian cho doi phuc vy, mirc d§ ca nhan héa va tinh chu
dong ciia nhan vién. Trén co s& d6, nghién ctru dé xuat
ba nhom giai phap chinh: (1) t6i vu quy trinh phuc vu
béng hé théng goi mon dién ti; (2) phat trién chuong
trinh cham s6c khach hang c4 nhan hoa dua trén dir
liéu; (3) dao tao nang cao tinh chi dong cho nhén vién
théng qua mentor ndi bo va co ché khen thuéng theo
hiéu suét. Két qua ky vong gdm ting ty 1& hai 1ong, kha
ndng quay lai va gidi thi¢u tr khach hang, qua d6 gop
phan nang cao gia tri thwong hiéu va ting truong bén

ving.

Tir khéa: Trai nghiém khach hang; chuyén déi so;

CRM; ca nhdan hoa; Zumwhere.

Abstract - In the context of Vietnam’s food and
beverage (F&B) sector being heavily influenced by
digital transformation and international integration,
customer experience has become a key factor for
competitive advantage and loyalty building. This study
aims to assess the current state of customer service and
propose digital technology—driven solutions to enhance
customer experience at the Zumwhere restaurant chain.
Data were collected from a survey of 50 actual
customers and in-depth interviews with 5 loyal patrons,
combined with analysis of the company’s CRM system.
Results reveal that Zumwhere possesses significant
strengths in spatial design, service reliability, and
feedback handling, but shows limitations in service
waiting time, personalization, and employee
proactivity. Accordingly, three main solution groups
are proposed: (1) optimizing service processes through
electronic (2) developing a

ordering systems;

personalized customer care program based on

behavioral data; and (3) training and incentivizing
proactive behavior among staff through internal
mentorship and performance-based rewards. Expected
outcomes include improvements in customer
satisfaction, repurchase intention, and word-of-mouth
referral, contributing to enhanced brand value and

sustainable business growth.

Keywords: Customer experience; digital

transformation;, CRM; personalization; Zumwhere.
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PHAT TRIEN NGUON LU'C HUONG VIEN DU LICH DAN TQC CHAM PHUC VU
KHACH DU LICH HOI GIAO HIEN NAY O THANH PHO HO CHi MINH

DEVELOPING CHAM ETHNIC TOUR GUIDE RESOURCES TO SERVE CURRENT MUSLIM
TOURISTS IN HO CHI MINH CITY
Hé6 Lwu Phic', Vi Thi Thu Huong?

!Truong Dai hoc Tién Giang, ‘Viét Nam, *Hoc vién Hang khong Viét Nam, Viét Nam
"Tac gia lién hé: Ho Luu Phiic (email: phucluuho@gmail.com)

Tém tit - Du lich Halal hay Du lich than thién Hoi
gido hién nay dang nhan duoc nhidu sy quan tim tir
céc co quan, ban nganh dén cac doanh nghiép va nguoi
lao dong du lich tai cac dia phuong. Du béo tuong lai,
nhiéu khéach du lich quéc té Hoi gido chon Viét Nam la
diém dén 1y tuong, wu tién néu Viét Nam quan tim dén
cac quy dinh vé Halal, chirng nhén Halal tai ca dich vu
du lich. Boi ngii hudéng dan vién du lich phuc vu khéach
Hoi giao ciing 12 mot by phan can duoc quan tam, boi
dudng vé kién thirc, k¥ ning, nghiép vu phuc vu khach
du lich Hbi giao, gop phan tao sy an tam, tin tuéng clia
khach du lich Hoi gido khi dén du lich tai Viét Nam.
Bai viét gop phan qua phwong phap thu thap, tong hop
va phan tich tai li€u vé Halal, du lich than thién Halal
ddng thoi két hop phuong phap dinh tinh qua viéc
phong vin mot s chuyén gia, don vi lir hanh va hudng
dan vién du lich dang tham gia hoat dong hudng dan
du lich & Viét Nam gop phan danh gia thuc trang hoat
dong hién nay cta doi ngii huéng dan vién phuc vu
nhém khach du lich Hdi gido tai Viét Nam, nhiing
thuan loi va han ché. Df”)ng thoi, dua ra mot sé nhan
dinh, dong gop trong viéc dau tu cho doi ngii hudng
dan vién nay trong thoi gian téi gbp phan ning cao
chét lugng ddi ngii huéng dan vién du lich dam bao su
uy tin, tin twdng va chit luong phuc vu cao cho khach

du lich Hoi gio.

Tir khéa: du lich Halal: du lich than thién Hoi gido;
Halal huéng dan vién Halal

Abstract - Halal tourism or Muslim-friendly
tourism is currently receiving much attention from
government agencies to tourism management levels,
It is

forecasted that in the future, many international

businesses and tourism workers in localities.

Muslim tourists will choose Vietnam as an ideal and
priority destination if Vietnam increasingly invests and
pays to Halal and Halal

certification at tourist service points. The team of tour

attention regulations
guides serving Muslim tourists is also a part that needs
attention, investment and training in knowledge, skills
and expertise to serve Muslim tourists, contributing to
creating peace of mind and trust for Muslim tourists
when visiting and traveling in Vietnam. The article
the method of

synthesizing and analyzing documents on Halal, Halal-

contributes  through collecting,
friendly tourism, and combining qualitative methods
through interviews with a number of experts, travel
agencies and tour guides participating in tour guiding
activities in Vietnam, contributing to assessing the
current status of tour guide teams serving Muslim
tourists in Vietnam, the advantages and limitations. At
the same time, it provides some comments and
contributions to investing in this tour guide team in the
coming time, contributing to improving the quality of
tour guide teams to ensure prestige, trust and high

quality of service for Muslim tourists.

Keywords: Halal tourism; Muslim-friendly tourism;
Halal, Halal tour guide
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TAC PONG CUA NOI DUNG TRUYEN THONG XA HOI PEN Y PINH THAM GIA
SU KIEN AM NHAC CUA THE HE Z

THE IMPACT OF SOCIAL MEDIA CONTENT ON GENERATION Z’S INTENTION TO ATTEND
MUSIC EVENTS
Nguyén Thi My Hanh'*, Pham Thi Thanh Nguyén?, P6 Anh Dwong’, Tran Thi Thity Ngin*
1234 Dai hoc Kinh té Quéc dan, Viét Nam
*Tac gia lién hé: Nguyén Thi My Hanh (email: hanhntm@neu.edu.vn)

Tém tit - Nghién ctru nay nhim lam rd tic dong cia noi
dung truyén thong xa hoi dén thai do va y dinh tham gia su kién
am nhac cta thé hé Z tai Viét Nam, déng thoi dé& xudt cac
khuyén nghi thiét thuc cho nganh du lich — dich vu trong ky
nguyén s. Nghién ciru st dung phuong phép hdn hop: khéo sat
dinh lwong v&i 202 mau hop 18 va phén tich PLS — SEM dé
kiém chimg nam gia thuyét vé mbi quan hé giita ndi dung do
nguoi dung tao (NGD), ndi dung do nha td chtre tao (NTC), thai
dd (TP) va ¥y dinh tham gia (YD); két hop phong van siu 10
ngudi tham gia dé 1am 15 co ché tac dong. Két qua cho thiy ca
NGD va NTC déu tac dong thuan chidu dén thai d6 thé hé Z (hé
s6 14n luot 0,544 va 0,245), trong d6 NGD c¢6 anh hudng manh
hon, va thai d§ déng vai tro trung gian quan trong trong viéc
truyén tai tac dong nay dén ¥ dinh tham gia (hé s6 trung gian
0,374 va 0,168). Két qua phong van sdu giai thich thém rang,
NGD khoi goi cam xtc va mang tinh ¢4 nhan cao, con NTC
dam bao do tin cdy va tinh hé théng cua thong tin — hai nguén
ndi dung nay b trg 1an nhau trong viéc hinh thanh niém tin va
két ndi cong ddng. Trén co s¢ do, nghién ciru khuyén nghi cac
doanh nghiép sy kién va du lich — dich vy nén dAu tu ca nhan
héa ndi dung s dua trén Al/Big Data, thuc ddy UGC théng qua
hop tac voi KOLs va livestream, ddng thoi phat trién hé théng
tuong tac tryc tuyén (chatbot, dién dan) dé gia ting trai nghiém
va long trung thanh cua thé hé Z.

Tir khéa: su kién aGm nhac, SOR, thé hé Z, ndi dung truyén
thong xa hoi, y dinh tham gia.

Abstract - This study investigates the influence of social
media content on generationZ’s attitudes and participation
intentions in music events within Vietnam’s tourism and service
sector. A mixed-methods approach was adopted, comprising a
quantitative survey of 202 valid responses and subsequent
PLS-SEM analysis to evaluate five hypothesised relationships
(UGO),
content (OGC), attitude, and intention to participate. In addition,

among usergenerated content organisergenerated
ten indepth interviews were conducted to elucidate the
underlying psychological mechanisms.
indicate that both UGC and OGC exert significant positive
effects on GenerationZ’s attitudes toward music events
(B=0.544 and B=0.245, respectively), with UGC showing a

comparatively stronger impact. Attitude was found to mediate

Quantitative results

the relationship between each content type and participation
intention, yielding indirect effects of 0.374 for UGC and 0.168
for OGC. Qualitative findings further reveal that UGC heightens
emotional engagement and conveys authentic experiential
narratives, whereas OGC ensures informational reliability and
logistical clarity. Together, these complementary content forms
foster trust, enhance community cohesion, and ultimately drive
attendance intentions. Practical implications include the need for
event organisers and tourismservice providers to employ Al and
big data techniques for content personalisation, to collaborate
with influencers and livestream platforms to amplify UGC, and
to develop responsive online interaction channels (for example,
chatbots and discussion forums). These strategies are intended to
optimise user experience, strengthen brand loyalty, and sustain
competitive advantage in the digitally driven hospitality and

event management landscape.

Keywords: Music event, SOR, generation Z, social media

content, attending intention
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UNG DUNG PHAN MEM MO PHONG ANYLOGIC NHAM TOI UU HOA HOAT
PONG NHA HANG: TRUONG HQP NGHIEN CUU

APPLICATION OF ANYLOGIC SIMULATION SOFTWARE FOR OPTIMIZING RESTAURANT
OPERATIONS: A CASE STUDY
Pham Cao Vin'*, Tra Thanh Tric?, Pham Hong Nhung’
'Hoc vién Hang khong Viét Nam, Viét Nam
23Truong Pai hoc Binh Duong, Viét Nam
"Tac gia lién hé: Pham Cao Vin(email: vanpc@vaa.edu.vin)

Tém tit - Nganh dich vu dn udng ngdy cang canh
tranh khdc liét, viéc xac dinh ngudn luc hop 1y ngay tir
giai doan thiét k& nha hang 1a yéu t6 then chét giup
nang cao hiéu qua hoat dong, tiét kiém chi phi va ting
cudng trai nghiém khach hang. Bang viéc khao sat va
du bao s lugng khach hang dén nha hang, thoi gian
g0i moén n, thoi gian ddu bép niu mén an va thoi gian
thudng thirc moén an cua khach hang. Nghién cuu da st
dung phian mém AnyLogic thiét ké va dua ra phuong
an toi wu cho hoat dong van hanh cua mot chi nhanh
nha hang chuén bi dugc thanh lap. Két qua nghién ctru
cho thay, nha hang nén thiét ké mit bang gdm 10 ban
an, thué 1 nhan vién phuc vu va 1 dau bép s 1a phuong
an tdi wu. Ngoai ra, nghién cru con gop phan khing
dinh hiéu qua va tinh Gng dung cao cia mé phong

trong linh vyc nha hang - dich vu.

Tir khoa: anyLogic, dich vu nha hang, mé phong;

toi uu hoa.

Abstract - As the food service industry becomes
increasingly competitive, determining appropriate
resource allocation during the restaurant design phase
is a critical factor in enhancing operational efficiency,
reducing costs, and improving the customer experience.
This study employed survey and forecasting methods
to estimate customer volume, ordering time, cooking
time, and eating time. The collected data were used to
develop a simulation model in AnyLogic, through
which an optimal resource was proposed for a new
restaurant branch under development. The simulation
results suggest that the optimal resource includes 10
dining tables, one service staff member, and one chef.
Additionally, the study underscores the effectiveness
and strong applicability of simulation in the restaurant

and service industry.

Keywords: anylogic; restaurant  service;

optimization; simulation
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TAM LY HANH KHACH VA CAM NHAN AN TOAN SAU TAI NAN HANG
KHONG: TAC PONG PEN HANH VI DU LICH

PASSENGER PSYCHOLOGY AND SAFETY PERCEPTION AFTER AVIATION ACCIDENTS:
IMPACT ON TRAVEL BEHAVIOR
Nguyén Thi Lan Phwong'", Nguyén Thi Thu Huwong’

!:?Hoc vién Hing khong Viét Nam, Viét Nam
*Tac gia lién hé: Nguyen Thi Lan Phuong (email: phuongntl@vaa.edu.vn)

Tém tit - Tai nan hang khong, du hiém khi xay ra,
c6 thé gy ra cac phan tmg tdm 1y nghiém trong dbi voi
hanh khach va anh huéng truc tiép dén hanh vi tiéu
dung du lich. Bai viét nay tong quan cac nghién ciru tir
nam 2015 dén 2025 dé phan tich anh huong cua cac tai
nan hang khoéng dén cam nhan rdi ro, niém tin vao
hang bay, va xu hudng thay d6i hanh vi di lai ciia hanh
khach. Két qua chi ra ring yéu t6 truyén thong, trai
nghiém ca nhan va phan ung cua hang hang khong la
ba yéu t6 chinh hinh thanh phan Gmg tdm 1y sau tai nan.
Ngoai ra, nghién ctru con ghi nhan su gia tang hanh vi
né tranh di lai bing dudng hang khong trong thoi gian
ngén sau cac tai nan nghiém trong, dic biét & nhom
hanh khach c6 nhan thie rii ro cao. Bai viét dé& xuét
cac ham ¥ quan 1y nhdm phyc hdi niém tin vao hang
khong va giam thiéu ton that cho nganh du lich théng
qua truyén thong minh bach, cai thién dich vu va hd trg

tam 1y kip thoi.

Keywords: aviation safety, psychology, tourism

Abstract - Aviation accidents, although rare, can

cause serious psychological reactions among
passengers and directly affect tourism consumption
behavior. This article reviews research from 2015 to
2025 to analyze the impact of aviation accidents on
risk perception, trust in airlines, and changing trends in
passenger travel behavior. The results indicate that
media factors, personal and airline
the

psychological reactions after accidents. Additionally,

experience,

responses  are three main factors shaping
the study documents an increase in avoidance behavior
regarding air travel in the short term following serious
accidents, particularly among passenger groups with
high risk perception. The article proposes management
implications aimed at restoring confidence in aviation
and minimizing losses to the tourism industry through
transparent communication, service improvement, and

timely psychological support.

Tir khod: an toan hang khong, tdm Iy, du lich
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PHAN TiCH CHAT LUOQNG DICH VU HANG KHONG: GOC NHIN TU
PANH GIA CUA HANH KHACH
ANALYSIS OF AIRLINES SERVICE QUALITY: A PERSPECTIVE FROM PASSENGER REVIEWS

Nguyén Anh Loi', Ao Thu Hoai?, Nguyén Thi Lan Vinh’, Luu Hoéng Phdt', Nguyén Thi Diém Thity’, Nguyén Quéc Vinh®,
Nguyén Ngoc Mai Hin’

'Hoc vién Hang khong Viét Nam, Viét Nam
*Tac gia lién hé: Nguyén Anh Loi (email: loina@vaa.edu.vn)

Tém tit - Nghién ctu nay phan tich chat luong
dich vu hang khong tir géc nhin cua hanh khéach, dua
trén dir liéu danh gia truc tuyén vé Vietlet Air. Su
dung cac khung ly thuyét nhu SERVQUAL va
AIRQUAL, nghién ciru mé rong dé xac dinh cac yéu t6
anh huong dén sy khong hai long cua hanh khach, bao
gém thai @0 nhan vién, dich vu téng thé, va sy tri hodn
chuyén bay. Két qua hdi quy cho thiy thai do nhan
vién (B = 0.53894) 1a yéu t& quan trong nhat din dén su
khéng hai 1ong, tiép theo 1a chat luong dich vu tong thé
(B = 0.53729) va lich trinh chuyén bay (B = 0.50279).
Nghién ctru nhan manh vai tro cta trai nghiém cam xtic
va dich vu khach hang trong viéc cai thién sy hai long
ctia hanh khéach, dong thoi cung cdp ham y quan tri
nham nang cao chat lwong dich vu hang khong.

Tir khéa: dich vu hang khéng, danh gid truec tuyén,
chdt heong dich vu, AIRQUAL, SERVQUAL

Abstract - This study analyzes the quality of airline
services from the perspective of passengers, based on
online review data about VietJet Air. Using theoretical
frameworks such as SERVQUAL and AIRQUAL, the
study expands to identify factors influencing passenger
dissatisfaction, including staff attitude, overall service
quality, and flight delays. Regression results show that
staff attitude (B = 0.53894) is the most significant
factor leading to dissatisfaction, followed by overall
service quality (B = 0.53729) and flight schedules ( =
0.50279). The study emphasizes the role of emotional
experiences and customer service in improving
passenger satisfaction while providing managerial

implications to enhance the quality of airline services.

Keywords: airline services, online reviews, service
quality, AIRQUAL, SERVQUAL
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THE SUCCESSFUL APPLICATION OF BIG DATA AND AI IN NIGHT TOURISM
AT CULTURAL HERITAGE SITES IN XI’AN, CHINA AND KYOTO, JAPAN:
IMPLICATIONS FOR HANOI AND HO CHI MINH CITY

UNG DUNG THANH CONG CUA DU LIEU LON VA TRINH TU' NHAN TAO TRONG DU LICH
DEM TAI CAC DI TICH VAN HOA O TAY AN, TRUNG QUOC VA KYOTO, NHAT BAN: HAM Y
CHO HA NOI VA THANH PHO HO CHI MINH

Nguyen Thi Xuyen® %"

East Asia University of Technology, Vietnam
2PhD student at University of Social Sciences and Humanities, VNU
*Corresponding author: Nguyen Thi Xuyen (email: xuyennt@eaut.edu.vn )

Abstract - In recent years, night tourism has gained
increasing attention as a means of extending visitor engagement,
revitalizing urban spaces, and promoting local culture beyond
daylight hours. This study examines the successful application
of Big Data and Artificial Intelligence (Al) in enhancing night
tourism at cultural heritage sites in Xi’an, China and Kyoto,
Japan - two leading cities that have pioneered smart tourism
strategies while preserving historical identity. In Xi’an,
technologies such as Al-driven light shows, real-time crowd
monitoring, and personalized digital guides have transformed
iconic landmarks like the Ancient City Wall into interactive
nighttime experiences. Kyoto, in contrast, has applied Big Data
and Al more subtly, using sentiment analysis, Al-assisted route
planning, and smart lighting to support serene, culturally
immersive night walks across temples and heritage streets. The
study analyzes these strategies through case study methodology
and explores how similar innovations can be applied in Hanoi
and Ho Chi Minh City, Vietnam -two urban centers with rich
cultural heritage but limited development in night tourism. Key
recommendations include investing in smart infrastructure,
leveraging local data sources for visitor analytics, and promoting
collaboration between public authorities, private sectors, and
cultural institutions. The research concludes that when culturally
sensitive and sustainably implemented, Big Data and Al can
significantly contribute to developing vibrant, immersive, and
well-managed night tourism experiences in heritage-rich
Vietnamese cities.

Keywords: night tourism; cultural heritage; big data; artificial
intelligence; Hanoi; Ho Chi Minh City.

Tém tit - Trong nhitng nim gan day, du lich dém ngay cang
dugc quan tim nhu mt phuong tién kéo dai sy tham gia cua du
khach, tai sinh khong gian d6 thi va quang ba van hoa dia
phuong ngoai gid ban ngay. Nghién ctru nady xem xét viéc ung
dung thanh cong Dir liéu 16n va Tri tué nhan tao (Al) trong viéc
nang cao du lich dém tai cac di tich vin hoa ¢ Tay An, Trung
Qudc va Kyoto, Nhit Ban - hai thanh phd hang dau da tién
phong trong cac chién lwgc du lich théng minh dong thoi bao
tdn ban séc lich str. Tai Tay An, cac cong nghé nhu chuong trinh
anh sang dugc didu khién bai Al, giam sat dam déng theo thoi
gian thuc va hudng din vién s c nhan hoa di bién dbi cac dia
danh mang tinh biéu tuong nhu Tuong thanh ¢ thanh nhiing
trai nghiém tuong tac vao ban dém. Nguoc lai, Kyoto da ung
dung Dir li¢u 16n va Al mét cach tinh té hon, st dung phan tich
cam xuc, 1ap ké hoach tuyén duong hd tro boi Al va hé théng
chiéu sang thong minh dé hd trg nhimg chuyén di bo dém yén
tinh, ddm chit vin hoa qua céc ngdi chua va phd cb di san.
Nghién ctru phén tich céc chién lwgc nay théng qua phuong
phap nghién ciru tinh hudng va kham phé cach thirc nhimg dbi
mai tuong tu ¢ thé duoc ap dung tai Ha No6i va Thanh phé HO
Chi Minh, Viét Nam - hai trung tdm d6 thi c6 di san van héa
phong pht nhung phat trién han ché trong du lich dém. Cac
khuyén nghi chinh bao gdm diu tu vao co s& ha ting thong
minh, tin dung cic ngudn dit lidu dija phuong dé phan tich du
khach, va thuc ddy hop tac giita cac co quan coéng quyén, khu
vuc tu nhin va cac t6 chirc vin hoa. Nghién ctru két luan ring
khi dugc thyc hién mot cach nhay cam v& mat van hoa va bén
vimg, Dit liéu 16n va Al c6 thé dong gop dang ké vao viéc phat
trién nhiig trai nghiém du lich dém s6i dong, ddm chim va
duogc quan ly tdt tai cac thanh phd Viét Nam giau di san.

T khoa: du lich dém; di san van hoa; dir liéu lon; tri tué nhdin
tao; Ha Néi; Thanh phé Hé Chi Minh.
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UNG DUNG CONG NGHE THONG MINH TRONG CHU TRINH KHACH
TAI KHACH SAN 5 SAO

SMART TECHNOLOGY APPLICATIONS IN 5-STAR HOTEL GUEST CYCLE
Vii Thi Thu Huyén'*

Truong dai hoc Ttho‘ng mai, Viét Nam
*Tac gia lién hé: Vii Thi Thu Huyén (email: huyen.vtt@tmu.edu.vn)

Abstract - Today's information technology is
changing people's modern lives. Like many other
industries, technological advancements significantly
impact business in the hospitality industry. Technology
is improving hotel guests' service experience and
management efficiency. Technological and automation
innovations are transforming all aspects of the hotel
industry, including online booking applications,
artificial intelligence, big data, chatbots, robots, hotel
management software, virtual reality, revenue
management, customer relationship management, etc. 5
— star hotels are currently in the early stages of a
change, technology that will allow hotels to redefine
how they interact with customers at every touchpoint.
This article introduces the technologies hotels use
hotel

when applying technologies

throughout the lifecycle and some
difficulties

management.

guest

in hotel

Keywords: hotel business;, smart technology, smart
hotel; Al

Tém tit - Cong nghé thong tin ngay nay dang thay
d6i cudc sdng hién dai ciia con nguoi. Gidng nhu nhidu
nganh cong nghiép khac, nhimg tién bo cong nghé tac
dong dang ké dén hoat dong kinh doanh cua nganh
khich san. Cong nghé dang goép phan cai thién trai
nghiém dich vu ctia khach hang va nang cao hiéu qua
quan 1y cho cac nha quan tri khach san. Nhimg d6i moi
vé cong nghé va tw dong hoéa dang chuyén doi moi khia
canh ctia nganh khach san, bao gém: cac ung dung dat
phong truc tuyén, tri tué nhan tao, dir liéu 16n, chatbot,
16 bét, phﬁn mém quan ly khach san, thyc té a0, quan
ly doanh thu, quan ly quan hé khach hang, v.v. Céc
khach san 5 sao hién dang tién phong cho thay ddi,
cong nghé s€ cho phép cac khach san xac dinh lai cach
ho tuong tac voi khach hang tai moi diém tiép xtc cua
dich vu. Bai viét nay giéi thidu cac céng nghé ma
khach san st dung trong suét chu trinh phuc vu khach
hang va mot s6 kho khan khi 4p dung cong nghé vao
quan 1y khach san.

Tiw khoa: kinh doanh khdach san;, cong nghé thong
minh; khach san thong minh; AL
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IMPROVING CUSTOMER EXPERIENCE THROUGH ENHANCING THE
OPERATIONAL EFFICIENCY OF VIETNAMESE ONLINE TRAVEL AGENCIES
(OTAS)

CAI TIEN TRAI NGHIEM KHACH HANG QUA VIEC NANG CAO HIEU QUA HOAT PONG CUA
CAC PAILY DU LICH TRUC TUYEN (OTAS) TAI VIET NAM
Lam Bao Anh'*

!Industrial University of Ho Chi Minh City, Vietnam
*Corresponding author: Lam Bao Anh (email: lambaoanh@jiuh.edu.vn)

Abstract- The COVID-19 pandemic has severely
disrupted global tourism, with Vietnam’s tourism sector
being no exception. In the post-pandemic recovery phase,
Online Travel Agencies (OTAs) have emerged as pivotal
intermediaries that connect customers with diverse travel
service providers through digital platforms. This paper
investigates the role of OTAs in facilitating the recovery
of Vietnam’s tourism industry by analyzing their
operational models, service mechanisms, and impacts on
consumer behavior and business partners. The research
highlights that OTAs not only improve accessibility and
convenience for travelers by integrating booking services
such as flights, accommodation, and tours but also help
tourism providers reach broader markets, particularly in a
digital-first environment. The study further discusses
challenges such as the need for robust regulatory
stakeholder

collaboration to maximize OTA effectiveness. Drawing

frameworks, digital infrastructure, and
on domestic data and global best practices, this study
offers recommendations for policymakers and industry
stakeholders to foster an enabling environment that
promotes OTA growth. These include enhancing digital
transformation efforts, streamlining legal frameworks,
and investing in human resources development to build a
capable workforce adept in digital tourism services. By
leveraging the advantages of OTAs and addressing
existing barriers, Vietnam can accelerate its tourism
sector’s sustainable revival, ensuring competitiveness in
the increasingly digital and integrated global travel

market.

Keywords: digital transformation; online travel agency
(OTA); post-COVID-19 recovery; sustainable tourism;

Vietnam.

Tém tit - Dai dich COVID-19 di gay ra su gian doan
nghiém trong d6i véi nganh du lich toan cau, trong d6 co
nganh du lich Viét Nam. Trong giai doan phuc hoi hau dai
dich, cac dai 1y du lich tryc tuyén (OTAs) da ndi 1én nhu
nhitng trung gian quan trong két ndi khach hang véi cac
nha cung cép dich vu du lich thong qua cic nén tang k¥
thuat s6. Bai bao nay nghién ctru vai trd cia OTAs trong
viéc hd trg phuc hoi nganh du lich Viét Nam béng cach
phén tich cac mo6 hinh hoat dong, co ché dich vu va tac
dong ctia OTAs d6i voi hanh vi nguoi tiéu dung va cac
dbi tac kinh doanh. Nghién ctru chi ra raing OTAs khong
chi nang cao kha nang tiép can va tién loi cho du khach
thong qua viéc tich hop cac dich vu dit chd nhu vé may
bay, chd & va tour du lich, ma con gitp céc nha cung cip
dich vu du lich tiép can thi truong rong 16n hon, dic biét
trong moi trudng s6 hoéa. Bai bio ciing thao luan vé cac
thach thirc nhu nhu cau xdy dung khung phéap 1y viing
manh, co so ha tang k¥ thut sé va su hop tac giira cac
bén lién quan dé t6i da hoa hiéu qua cua OTAs. Dya trén
dir liéu trong nuéc va cac thuc tién tdt nhit toan cau,
nghién ciru dua ra cac khuyén nghi cho cic nha hoach
dinh chinh sach va cac bén lién quan trong nganh dé tao
ra mdt moi truong thudn lgi thic déy su phat trién cua
OTAs, bao gdm viéc ting cuong nd luc chuyén doi sb,
hoan thién khung phép 1y va du tu vao phat trién ngudn
nhan luc dé xay dung lyc luong lao dong cd nang luc
trong dich vu du lich s6. Viéc tan dung céac uu thé cua
OTAs va giai quyét cac rao can hién co s& gitp Viét Nam
déay nhanh su phuc hdi bén vimng cta nganh du lich, dam
bao kha ning canh tranh trong thi truong du lich toan ciu

ngay cang s hoa va hoi nhép.

Tir khéa: du lich bén vitng, khoi phuc hgu COVID-19;
chuyén doi sé; dai Iy du lich truc tuyén (OTA); Viét Nam.
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