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SOCIAL MEDIA MARKETING APPLICATION IN ORDER TO
ATTRACT VISITORS TO 4-STAR HOTELS IN QUANG BINH

UNG DUNG SOCIAL MEDIA MARKETING NHAM THU HUT
DU KHACH DEN VOI CAC KHACH SAN 4 SAO TAI QUANG BINH

Dwong Hai Long
Truong Pai hoc Quang Binh

ABSTRACT: Social Media Marketing (SMM) is marketing activities performed on
channels on social networks in order to gain certain effects such as interaction with users,
increasing user awareness about services and products, especially to promote users’
purchasing behavior and product ownership through social networks. SMM plays a very
important role for the development and existence of accommodation and travel service
businesses, etc. has a direct influence on the business performance of the businesses and
the success of the business. development of the tourism industry in general, including 4-
star hotels in Quang Binh. Within the scope of this article, the author refers to the
application of Social Media Marketing to attract visitors to 4-star hotels based on the main
groups of factors, then conduct customer surveys of the business and use SPSS software
makes statistics, describes, analyzes the collected data, then proposes solutions to improve
SMM to help these hotels attract more tourists to book and stay at the hotel.

Keywords: Social Media Marketing, Marketing tools, 4-star hotels.

TOM TAT: Social Media Marketing (SMM) la cac hoat dong Marketing duwoc thuc
hién trén cac kénh mang xa hoi nham thu vé cdc hiéu qua nhat dinh nhuw luot twong tdc voi
nguoi diing, gia tang nhdn thire ciia nguoi dimg vé dich vy, san pham, dic biét la thiic ddy
hanh vi mua hang va sé hitu san pham ciia nguwoi diing théng qua mang xa hdi. SMM déng
vai tro rat quan trong déivéisw phdat trién, ton tai cia cde doanh nghiép kinh doanh dich vu
Dew trii, TiF hanh... ¢6 anh hiong, tée dong truec tiép t&i hiéu qua hoat dong kinh doanh ciia
cdc doanh nghiép va sw phdt trién ciia nganh du lich néi chung trong dé cé cdc khdch san 4
sao tai Quang Binh. Trong pham vi bai viét nay, tdc gia dé cdp dén iing dung Social Media
Marketing nham thu hit du khdach dén véi cdce khdch san 4 sao dua trén cdc nhém yéu 16
chinh, sau dé tién hanh khado sat khdch hang ciia doanh nghiép va sit dung phan mém SPSS
théng ké, mo ta, phan tich dit liéu dwoc thu thap dwoc tur do dé xudt cdc giai phap cai thién
SMM giup cac khach san nay thu hut thém du khach ddt phong, luu trii tai khach san.

Tir khoa: Social Media Marketing, cong cu Marketing, khach san 4 sao.

1.MOPAU biét 1a tiém nang du lich bién, Quang Binh

Quang Binh duoc biét dén véi nhidu  dang dan tré thanh mot trong nhing diém
diém tham quan du lich ndi tiéng nhu:  dén hap din dbi v6i khach du lich trong va
Pong Thién DPuong, dong Phong Nha, bién  ngoai nude. Quang Binh dang trién khai
Nhat L&, mo Dai tuéng Vo Nguyén Giap...  thuc hién dong bo nhiéu giai phap phit hop,
Véi nhitng tiém ning du lich to 16n ma dac  trong d6 cong tac quang ba xuc tién du lich
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ludn dugce cht trong. Nganh Du lich Quéang
Binh da duy tri duoc su két ndi thudong
xuyén, lién tuc véi cac thi truong khach du
lich trong diém trong nude va qudc té; phdi
hop véi co quan thong tin, bao chi trung
wong va dia phuong cung cip thong tin,
hinh anh diém dén du lich Quang Binh; t&
chutrc cac hoat dong quang ba du lich qua
cac hoi cho, sy kién du lich 16n; phdi hop
vGi cac hang truyén thong, truyén hinh
hang dau thé giéi nham gi6i thiéu du lich
Quéng Binh dén cac thi truong trong diém
trong nudc va quéc té; thuc hién hiéu qua
hoat dong quang ba du lich qua cac nén
tang s6, cong tac hd trg, cung cap thong tin
cho du khach thong qua duong day nong,
mang xa hdi facebook Visit Quang Binh,
website quangbinhtourism.gov.vn va truc
tiép tai tru s, dam bao kip thoi, nhanh
chéng... Tinh ciing da ban hanh Ké hoach
quang ba xtic tién, thu hat khach du lich va
thue hién cac hoat dong truyén thong vé
cac chuong trinh kich cau du lich Quang
Binh theo ting nam dé thu hat khach du
lich d@&n Quang Binh.

Social Media Marketing 1a mot hinh
thirc st dung truyén thong dé marketing ma
cu thé cong cu phat trién dang duoc sir dung
dé 1a mang xa hdi, gitp cac doanh nghiép
thyc hién nhirng chién dich digital
marketing. Thong qua viéc s dung mién
phi va do phu song rong rdi ma doanh
nghiép s€ nhan dugc nhiéu loi ich va tiét
kiém dugc chi phi nhan sy cling nhu thoi
gian tiép thi thong qua cac kénh social
media marketing. Khong ngoai xu hudéng
do, cac khach san 4 sao co dﬁy du tiém luc
tai chinh, nhan lyc va chién luoc kinh
doanh 10 rang da tung budc ap dung cac
cong cu Social Media Marketing dé thu hut
du khach dat phong, luu tru tai khach san.
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Mic du da dat duge mot sb két qua nhét
dinh, nhung hoat dong Social Media
Marketing ctua cac khach san 4 sao tai
Quang Binh van con nhiéu han ché: nhan
luc, tai chinh, mirc d6 hiéu qua,... Xuat phat
tir thuc tién d6 t6i di chon nghién ciru:
“Ung dung Social Media Marketing
nham thu hiit du khdch dén véi cdc khdch
san khdch san 4 sao tai Qudng Binh”.
2.NOIDUNG
2.1.Co'sélyluian

SMM dugc tng dung trong doanh
nghiép bao gdm céc yéu td sau:

1. Cong cu tim kiém (Search Engines)

2. Mang xa hoi va trng dung dét phong
truc tuyén

3. Website cua khach san

4. Email Marketing

e Cong cu timkiém

Cong cu tim kiém (Search Engines) 14
mot cong cu phan mém dung dé tim kiém
cac dia chi trang web theo nhitng chu dé x4c
dinh. Khi sir cong cu tim kiém va nhap vao
d6 mot tir khoa hay mot cdu vé cha dé can
tim kiém. Cong cu tim kiém s& liét ké mot
danh séch céc trang web thich hop nhat véi
tirkhod da nhap. Cong cu tim kiém dugc coi
1a su Iya chon dau tién dé truy nhap tin tirc
hay thong tin vé mot san pham va dich vu
nao d6 cho nhing nguoi tim kiém thong tin
trén mang. Vi vay, doanh nghi¢p cé thé st
dung cong cu nay dé phuc vu cho qué trinh
kinh doanh. Hinh thirc tiép thi thong qua
cac cd may tim kiém nhu Google, Yahoo,
Bing... goi 1a Search Engine Marketing. C6
hai hinh thirc tiép thi tim kiém chinh, d6 1a:
lam cho trang web ctia doanh nghiép xuét
hién mot cach tu nhién trong trang két qua
tim kiém (T4i wu héa cong cu tim kiém -
Search Engine Optimization - SEO) va tra
tién cho cong cu tim kiém dé quang cio c6



thé xuat hi¢n. Ca hai hinh thic déu c6
nhitng vu diém va nhuoc diém riéng, tuy
theo diéu kién cu thé ma doanh nghiép c6
thé lya chon cac hinh thtrc pht hop dé mang
lai mot két qua marketing tét.

e Mang x4 h§i va ing dung dat
phong truc tuyén

Mang xa hoi (social network) 1a dich
vu ndi két cac thanh vién cling s thich trén
Internet lai v&i nhidu muc dich khac nhau
khong phan biét khong gian va thoi gian.
Gia tri cdt 161 cua mot mang xa hoi la su
tham gia cua cac thanh vién. Viéc thanh 1ap
nhiing cong dong a0 moi va sy hoan d6i
ngdi vi cua nhitng mang dan dau dang dién
ra tng ngay voi tbe d6 chong mat. Bénh
canh d6 1a xu huéng hinh thanh nhiing cong
ddng truc tuyén gin voi nhimg nhom nghé
nghi¢p va lgi ich dac thu.

Hién nay, trén thé gidi c6 cac mang xa
hoi hang dau nhu MySpace, Facebook,
YouTube, LinkedIn, Pinterest... déu chira
dung nhitng diém dic thi hay nhitng cong
cu riéng c6 ma tiy theo chién dich cac nha
1am Marketing c6 thé tan dung t6i da.

Uu diém cta mang x3 hoi 1a: (1) do
tuong tac cao; (2) doanh nghiép c6 thé c6
két qua tich cuc tir viée quang ba trén mang
x3 hoi va dic biét day 1a cac cong cu tiét
kiém chi phi; (3) thiét 1ap mdi quan hé voi
s6 dong khach hang muc tiéu; (4) kha nang
lan truyén thong tin nhanh chéng; (5) cac
hoat dong truc tuyén sé truyén cam hing
cho cic cudc hoi thoai trong “thé giGi
thuc”; (6) thong tin cd nhan khé chan thuc
vé nguoi ding; (7) gia ting trai nghiém cta
nguoidung.

e Website ciia khach san

Hinh thuc gidi thidu san pham, dich vu
cua doanh nghiép trén mang thong qua
website ctia doanh nghiép nhim cung cip
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thong tin, ¢y nhanh tién d6 giao dich giita
nguoi mua va nguoi ban, gitp khach hang
c6 thé tuong tac thuén tién hon véi doanh
nghiép. Website cia doanh nghiép ngoai
hinh thic bén ngoai nhu am thanh, hinh
anh, thiét ké dep can phai tich hop thém cac
tinh nang khac nhu tinh nang dat phong truc
tuyén tai website (Booking Engine) hay cac
tmg dung twong tac tryc tiép voi khach
hang ngay trén website. Didu nay tao su
thuén tién cho khach hang c6 thé dat phong
ngay khi xem thong tin trén website cua
khéach san hay c6 cau hdi gi thi twong tac
ngay trén Webite thay vi phai lién hé truc
tiép dén khach san hay cong ty lit hanh hay
strdung g dung khac dé lién hé.

e Email Marketing

Marketing bang email 1a mot hinh thirc
ma doanh nghiép sir dung email dé guri dén
cho khach hang thong diép, sach dién tu
hay catalogue dién tur, cac thong tin lién
quan nhim cung cap thong tin, thuc day va
dua khach hang dén quyét dinh thyc hién
viéc mua sim cac san phém cua ho. Hoat
dong marketing qua email rat phd bién boi
céc loi ich cuia né: tiét kiém rat nhiéu thoi
gian; chi phi rat thp - tao ra loi ich 16n; dem
lai nhitng don dat hang bat ngd.

Hoat dong Marketing bang email gom
2 hinh thtre:

- Email marketing cho phép hay
duogc su cho phép cua ngudinhén (Solicited
Commercial Email), day 1a hinh thuc hiéu
quéa nhat.

Email marketing khong dugc su cho
phép cua nguoi nhan (Unsolicited Email
Marketing hay Unsolicited Commercial
Email - UCE) con goi la Spam. Khi thuc

- hién theo hinh thuc nay doanh
nghi€p thuc hién dung ludt Cong nghé
thong tin va cac van ban phap luat khac cua
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Viét Nam vé chéng SPAM.

2.2. Thue trang trién khai cac ing dung
2.2.1. Thuwe trang trién khai iing dung
cong cu fim kiém ciia khdch san 4 sao tai
Qudng Binh

Véi khach san 4 sao tai Quang Binh,
website cta cac khach san da c6 nd luc dé
t61 wru hoa ma ngudn trang web thong qua
mot sb cong cu tim kiém phé bién nhu
Google, Youtube, Yahoo... nén da giup
website than thién hon va dugc hién thi kha
nhanh trang két qua tim kiém. Vi du, khi
mot nguoi dung danh tir khoda “Khach san 4
sao tai Quang Binh” trén Google search thi
thong tin trang web va mot s6 ndi dung noi
bat dugc hién thi ngay & nhitng két qua dau
tién cua trang két qua tim kiém. Bén canh
d6, con 6 cac thong tin bd sung nhu: danh
gia clia ngudi dung (guest review), sd sao
nguoi dung danh gid, gid, thong tin tac gia,
vitri,... Day thuc sy la nhitng két quamadu
khach ky vong khi tim kiém trén cac cong
cu tim kiém dé c6 dugc nhing thong tin
cho viéc ra quyét dinh Iva chon khach san
cuaminh.

Tuy nhién, thong thuong du khach
chua thé biét chinh x4c tén cta khach san —
nhét 1 du khach 1in ddu dén Quang Binh.
Nhu vay, tir khoa tim kiém c6 thé 1a “khach
san 4 sao Quang Binh” hay “4 stars hotels in
Quéang Binh” (néu 13 nguoi ding tiéng
Anh), chir khong phai 1a dich danh tén cua
khéch san. Theo ludn gidi nay, néu tim kiém
trén Google vai tir khoa “khach san 4 sao tai
Quang Binh”, két qua tim kiém xuét hién
tén mot sd khach san cung hang sao khac
trong thanh phd la: Khach san Muong
Thanh Luxury Nhat Lé, Sai Gon Quang
Binh, Vinh Hoang, Royal,... ngoai ra, con
rat nhiéu khach san khac chua dugc cép
ching nhan 4 sao nhung tu danh gia, treo 4
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sao gdy nham 1an cho khach hang. Nhu vay,
khi khach hang tim kiém khach san thong
qua nhiing tir khéa tim kiém do thi tén
nhimg khach san 4 sao dung chuan van
chua nam & top dau cua Google. Khach san
van chua thyc su nd lyc tip trung vao viéc
phat trién cong cu SEO, khach san can tim
t6i wu hoa cong cu tim kiém, tir khoa dé
nang cao tht hang cua minh so vi céac
khach san déng hang sao khac trén dia ban
tinh Quang Binh.

2.2.2. Thuee trang trién khai ieng dung cdc
mang xd hdi va cdc wng dung ddt phong
trie tuyén ciia cdc khdch san 4 sao

Céc doanh nghiép du lich hién nay dac
biét la cac khach san dang ngay cang chu
trong va quan tam dén cac loai hinh
marketing bang Facebook, thay vi str dung
cac loai hinh marketing truyén thong nhu
trude day. Cac khach san 4 sao cting khong
nam ngoai xu huéng dé. Hién tai khach san
dang str dung trang fanpage chinh thure trén
mang xa hoi Facebook 1a “Sai Gon Quang
Binh hotel, Muong Thanh..., Vinh
Hoang...” v6i lugt nguoi thich trang va
nguoi theo doi khé cao va nhan dugc danh
gia cua khach hang tur 4 - 4,8/5 sao. Cac
khach san thuong ding tai cac bai viét 1én
trang Facebook voi tan suét binh quéan 1-3
bai dang trén thang. Thoi gian cdp nhat nhu
vay 1a twong ddi thap dé khach hang c6 thé
cap nhat theo doi.

Hién tai, trang c4 nhan cta céc khach
san duogc khao sat trén Facebook chi nhan
duoc rat it danh gia tir khach hang. Mot sd
cac y kién phan hoi nay phan anh nhiing van
dé chua tot 1am khach hang chwa hai long.
Déng 1& dy 1a ngudn thong tin quy gia dé
khéach san c6 thé hoan thién dich vu cua
minh ciing nhu phai phan hoi tro lai dé thé
hién ton trong khach hang vi nhiing dong



g6p cua ho. Tuy nhién, cac khach san do
thiéu nhan luc 1am cong tac chuyén trach
Social marketing cling nhu van héa dich vu
chua hoan thién, nén viéc phan hdi tro lai
chua dugc quan tam dung mure.

Dbi voi cac tmg dung dat phong truc
tuyén. Hién nay khach san c6 dang tai thong
tin va lién két véi cac tng dung nhu:
Tripadvisor, Booking.com, Agoda,
Traveloka, Vntrip.vn va mot sd cac tng
dung khac.

2.2.3. Thuc trang trién khai tmg dung
Website ciia cdac Khdach san 4 sao

Ddi v6i cac khach san 4 sao duoc khao
sat, viéc xay dung website da dugc khach
san thuc hién hinh thic dep, kha chuyén
nghiép. Bén canh do, trén website cua cac
khéch san da tich hop tinh ndng dat phong
truc tuyén tai website (Booking Engine).
Diéu nay thun tién cho khach hang c6 thé
dat phong ngay khi xem thong tin trén
website cia cac khach san thay vi phai lién
hé truc tiép dén khach san hay cong ty lix
hanh. Diéu nay ciing gitip cho khach san
tang doanh thu.

Mot trong nhimng han ché 1a website
ctia cac khach san chi hd trg ngon ngir bang
tiéng Anh, c6 khach san chi c6 ngon ngir
tiéng Viét didu nay gay ra mot s6 khé khin
nhat dinh déi véi du khach dén tir cac nuée
khac khi mudn dat phong tai khach san. Bén
canh d6, mot sd khach san mac du ngon ngir
chu dao cua website khach san la tiéng Anh,
nhung nhiing hinh 4nh quang cdo trén
website van thé hién la tiéng Viét, tao nén
hinh anh chua thét su chuyén nghiép cua
cac khachsan 4 sao.

2.2.4. Thuc trang trién khai itng dung thw
dién tir (Email Marketing) ciia cdc khdch
san 4 sao

Hién nay, khach san 4 sao dang thuc
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hién cac gui thu dién tir cho khach hang qua
cac budc nhu sau: (1) thu thap dir licu: Khi
khach nhan phong, tra phong khéach san, 1
tan s€ xin thong tin thu dién tir cuia khach.
Tur d6 nhap dit liéu nay vao co so dit lidu;
(2) thoi diém giri thu dién tur: khi khach tra
phong tir mot dén 2 ngay hodc khi ¢ thong
tin ctia khach chudn bi nhan phong; (3) bd
cuc, ndi dung cia thu dién tir: Cac thu dién
tir nay thuong ngan gon, khong mang tinh
ga gam va mang tinh ca nhan hoa. Céc buc
thu mang tinh ¢4 nhan hod nay thuong co ty
1¢ hoi 4m cao hon vi moi nguoi déu c6 thién
hudng thich doc va tra 101 cac buc thu bat
dau bﬁng tén cua ho hoac bfmg 161 hoi tham
ca nhan; (4)thong di¢p cua thu dién tur: Noi
dung tiéu dé duoc khach san gui khong
dugc qué 65 ky tu trén mot dong va phai
ngin gon, stc tich.

2.2.5. Pdnh gid chung vé hoat dong Social
Media Marketing tai Khdach san Khdch
san 4 sao

Thong qua qua trinh nghién ctru, c6 thé
nhian thdy hoat dong Social Media
Marketing cua cac khach san 4 sao dang
duoc quan tim vai viée sir dung két hop cua
mdt s6 cong cu chinh. Diéu nay minh chimg
& viée du khach danh gia kha cao voi nhiéu
chi tiéu tr mdi cong cu Social Media
Marketing cua khach san, trong dé vé sb
luong va mirc d¢ danh gia céac chi ti€u cao
nhat thudc vé cong cu tim kiém, trang mang
xa hoi, ing dung dat phong tryc tuyén.

Hoat dong Social Media Marketing
ctia khach san van dang dugc chi y dau tu
va timg budc mang lai nhitng két qua kha
tdt. Mac du vay, cong tac Social Media
Marketing tai cac Khach san 4 sao van con
mot sb han ché nhur sau:

Thir nht, thong tin vé khach san van
chua thuong xuyén duoc cdp nhat trén cac
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trang mang khi c6 thay doi vé dich vu, gia
¢4, vé cac chuong trinh khuyén mai.

Thtr hai, su twong tac véi khach hang
chua thuc sy cao, viéc tuong tac thong qua
binh ludn va phan hdi van chua thyc su phat
huy hiéu qua.

Thir ba, khach san van chua phat huy
dugc hiéu qua ctua kénh Email Marketing,
khi ma khach hang hau nhu khong danh gia
cao ddi véi céc tiéu chi duge dua ra ddi voi
cOng cunay.

Tho tu, ngébn ngli trong cac kénh
Media (Website, Facebook...) VD céc
khach san chii yéu 1a du khach Trung Qudc,
Han Qudc, Nhat Ban thi nén c6 phan ngon
ngir ndy dé du khach dé tiép can, vi khach
nude ngoai du lich & Viét Nam thi s& co
nhiéu ngudi véi trinh 6 khac nhau, ¢ khi
tiéng Anh khong t6t thi s& kho khan trong
tiép can thong tin.

Tht ndm, co quan quan ly nhu S&
Thong tin va Truyén thong, S¢ Du lich. ..
can phéi hop dua ra cic giai phap manh
trong viéc cong bd thong tin vé hang sao ctia
cac khach san va ctia cac trang Web truc tiép
thong tin vé khach san; co quan chirc ning
can cong khai thong tin tiéu chuan, hang sao
cua céc khach san tai Quang Binh trén trang
Web chinh cua cac co quan chirc nang.

2.3. Giai phap nhim hoan thién hoat
dong Social Media Marketing tai cac

Khach san 4 sao
2.3.1. Thay déi nhan thirc vé Social Media
Marketing

Viéc thay doi nhan thic c6 thé duoc
thuc hién bang mot s6 giai phap bao gdom su
thay doi vé triét ly Marketing cua doanh
nghiép, tiép can trao doi chuyén gia, tao co
hoi thuc tap thyc té, dong thoi két hop voi
céc giai phap dio tao nguon nhan lyc va cac
chinh sach khuyén khich khac dé tao su
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thay ddi vé nhan thirc va déng thuan trong
thuc thi cac hoat dong Social Media
Marketing cua khach san.

2.3.2. Xdy dwng va ndng cao trinh dj doi
ngiilam cong tdac Social Media Marketing

Khach san phai thuc su coi trong viéc
dao tao chuyén mén va k§ ning vé cong
nghé thong tin, mang Internet va ngoai ngir
cho nhan vién cia minh bang nhiéu cach
nhu: mo cac 16p dao tao, tap huén tai chd,
guii di ddo tao, ho tro vé mat thoi gian hoac
kinh phi cho nhén vién di hoc céc 16p nang
caok¥ynang...

2.3.3. Tang cwong sw twong tdc voi du
khdch trén cdc cong cu Social Media
Marketing ciia khdch san

Thuc té, qua qua trinh phan tich tinh

hinh ung dung cong cu Social Media
Marketing cua khach san, cé thé théy muc
d6 twong tac va phan hoi ctia du khach vai
cac khach san 4 sao 1a kha thap. Pé giai
quyét van dé nay cac khach san can tng
dung CRM trong viéc cham séc khach
hang.
2.3.4. Ting cwong sw lan téa truyén
miéng trén Internet, dong thoi cé nhirng
bién phdp phit hop kiém sodt cdc théong
tintiéu cuc

Dé phat huy hiéu Gng truyén miéng
tich cuc va han ché cac trudng hop tiéu cuc
thi viéc thiét ké va sir dung cac cong cu
Social Media Marketing v6i tinh tuong tac
va su sang tao, chu dong xac dinh nhém
nguoi c6 anh hudng 1a nguoi ung hd cho
thuong hiéu va san phém, vi du nhu nhiing
khéach hang trung thanh.

Do vy, viéc bd tri nhan vién chiam séc
khach hang online 14 rat quan trong va do
phai 1a ngudi thue sy kién nhan, c6 chuyén
mon nghiép vu cao va c6 dao duc nghé
nghiép.



3.KETLUAN

Trong bdi canh ngay nay, Internet
ngay cang phat trién va khang dinh nhiing
uu thé vuot troi so véi cac phuong thic
truyén thong khéac va dic biét voi su hd tro
dac lyc cia tién bo vé cong nghé thong tin
va truyén thong, thi viéc nghién ctru van
dung cac cong cu Social Media Marketing
mot cach hop ly s€ tao cho cdc doanh
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