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Abstract:

n the context of smart tourism, which is

fundamentally reshaping how travel firms
collect, integrate, analyze, and leverage customer
data, Customer Data Analytics Capability (CDAC)
has increasingly emerged as a strategic capability
for value creation and sustained competitive
advantage. Nevertheless, existing scholarship
remains fragmented across research streams on
big data analytics, dynamic capabilities, digital
transformation, customer relationship management,
and travel-firm performance. More importantly, the
mechanisms through which customer data analytics
capability is translated into superior organizational
performance within smart tourism ecosystems
remain insufficiently integrated and theoretically
articulated.

This study aims to synthesize and systematize
the theoretical foundations of customer data
analytics capability and travel-firm performance
and, consequently, develop an integrated research
model explaining the relationships among data-
related capabilities, innovation capabilities, and
organizational outcomes. Drawing on the Resource-
Based View, Dynamic Capabilities Theory, the
Knowledge-Based View, and perspectives on
digital transformation and smart tourism, the
study conceptualizes CDAC as a multidimensional
capability encompassing data acquisition and
integration, data quality and governance, analytical
and interpretive capability, and the ability to
transform analytical insights into managerial
decisions. The proposed model posits that CDAC
positively influences organizational performance
through such mediating mechanisms as innovation
capability, customer-experience personalization,
and data-driven decision-making capability. The
model further proposes that digital maturity and
smart-tourism technology intensity may moderate
the strength of these relationships.

The study contributes theoretically by integrating
previously fragmented streams of research into a
coherent analytical framework and by clarifying
the capability-based  mechanisms  underlying
data-driven performance in travel firms. From
a methodological perspective, the proposed
framework provides a foundation for construct
operationalization,  scale  development,  and
subsequent empirical validation using structural
equation modeling. From a managerial perspective,
it highlights the strategic importance of moving
beyond data accumulation toward organizational
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capabilities that convert customer data into
actionable intelligence, innovation, personalized
experiences, and superior performance. Overall,
the study offers an integrated theoretical foundation
for understanding how travel firms can strategically
leverage customer analytics to achieve sustainable
performance advantages in increasingly data-
intensive smart tourism ecosystems.

Keywords: Customer Data Analytics Capability,
Travel Firm Performance; Smart Tourism; Dynamic
Capabilities; Big Data Analytics;, Innovation
Capability; Digital Transformation.
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1. bat van dé

Lan song chuyen dbi so va su bung nd cua cac
nén tang ha tang ky thuat s6 dd mo rong dang ké quy
mo cling nhu tan suat dit liéu khach hang ma doanh
nghi¢p co thé tiép can. Bén canh lich st giao dich
truyén thong, dir liéu du khach hién dugc lién tuc
khoi tao tir cac phan hoi trén mang xa hoi, hanh vi
truy cap trang web, cc giao dich qua dai ly du lich
truc tuyén (OTA) h¢ thong quan tri quan hé khach
hang (CRM) va cac diém cham dich vy truc tiép.
Trong bdi canh kinh doanh bién dong, viéc khai thac
dir lidu ngay cang déng vai trd trung tim nham hd
trg phan khuc thi truong, cd nhan hoa trai nghiém va
t6i uu hoa cac quyét dinh tiép thi (Wedel & Kannan,
2016).

Tuy nhién, sy g1a tang vé khdi lugng dir liu
khéng dong nghla Vi sy gia tang trong ing vé chat
luong ra quyet dinh quan tri. Dit liéu trong thuce té
thuong roi vao trang thai phan manh gitta céc bo
phén chuyén mon; cac cong cu phén tich dat tién du
dugce dau tu nhung thuong bi khai thac dudi muc
tiém nang; trong khi cac bao cio thong ké phuc tap
lai thiéu di két ndi tryc tiép véi hanh dong quan tri.
Nhan dién duogc khoang cach nay, cac nghién ctru
Ve phén tich kinh doanh (Business Analytics) va
tiép thi (Marketlng Analytlcs) da dich chuyén trong
tam: tur viéc tap trung vao ha tang cong nghé thuan
tiy sang mo x& nang luc cap to chirc. Trong tdm
cua dong nghién ctru hién dai la lam rd co ché ph01
hop ngudn lyc, chia s¢ tri thac va kha néng tham
thau két qua phan tich vao quy trinh ra quyét dinh
chién lugc (Cao et al., 2015; Germann et al., 2013;
Ghasemaghaei, 2019)

Dua trén nén tang quan diém duya trén ngudn lue
(Resource-Based View - RBV), dong nghién ctru vé
nang lyc phén tich dir liéu lon (Big Data Analytics
Capability - BDAC) di thiét 1ap mot khung Iy luén
quan trong. Gupta va George (2016) chi ra rang gia
tri chién lugc cua dir lidu 16n khong xudt phat tir
mot tai san cong ngh¢ riéng leé, ma duge hinh thanh
tor kha nang tich hop nhuan nhuyen gilita ha tang
ky thuat, dit li¢u, k¥ nang con ngu’m va van hoda to
chirc. Akter et al. (2016) cung c6 thém lugn dlem
nay khi khang dinh BDAC s¢ hitu cau triac da ngudn
luc phire hop va gia tri kinh doanh cua n6 chi duoc
t6i wu hoa khi dat dugc sy dong diéu véi chién lugc

chung cta doanh nghiép. Cac nghién ciru tiép ndi
da tiép tuc xac nhan vai tro trung gian cua nang luc
dong, hi¢u qua quy trinh va tinh linh hoat t0 chirc
trong viée chuyén hoa ning luc phan tich thanh két
qua hoat dong (Aydiner et al., 2019; Corte-Real et
al., 2017; Mikalef et al., 2019, 2020; Wamba et al.,
2017).

Tach ra tir dong nghién ctru rong vé BDAC, mot
nhanh nghién ctru chuyén biét da tap trung lam rd
Nang luc phan tich dit liéu khach hang (Customer
Analytics Capability - CAC). Hossain, Akter va
Yanamandram (2020) d3 hé théng hoa CAC trong
nganh ban I¢ va cau tric nang luc nay quanh ba
mién gia tri cdt 15i: tao gia tri, cung cap gia tri va
quan tri gia tri. Hossain et al. (2024) sau d6 da phat
trién by thang do da giai doan, xac nhan CAC la mot
nang lyc da chiéu béc cao c6 lién hé chit ché vai cac
ket qua lién quan dén khach hang. Ngay cé trong cac
bbi canh 1 ng dung tri tu¢ nhan tao (Al), Hossain et
al. (2022) van kién dinh gitr Vung goc nhin nang luc
t chirc, tranh dong nhat CAC véi mirc d6 ap dung
mot cong nghé don 1é.

Pbi v6i cac doanh nghi¢p I hanh, ciu hoi vé
CAC mang y nghia thuc tién dac biét sdu sic. San
pham 1it hanh mang ban chit trai nghlem dugc cau
thanh tir chudi lién két nhiéu dich vu va s¢ hitu do
linh hoat cao trong viéc tai cdu hinh theo nhu cau
tung phan khuc du khach. Trong khi do, cau du
lich lai chiu sy chi phdi manh mé cua tinh mua vy,
su bién dong thu nhap, truyén thong xa hdi va céc
chinh sach ngoai tmg. Kha néng giai ma cac tin hi¢u
tir dir liu khach hang vi thé dong vai tro then chot,
tac dong truc tiép dén cac quyét dinh vé san pham,
tlep thi va van hanh.

Du vay, phan tich dir licu khong phai 1a mot chu
dé hoan toan mdi trong nghién cuu du lich. Téng
quan vin liéu vé Business Intelligence, B1g Data
va Business Analytics cho thiy linh vuc nay phat
trién nhanh chong nhung con twong d6i phan tan vé
khung 1y thuyét va cap d¢ phan tich (Mariani et al.,
2018; Mariani & Baggio, 2022; Yallop & Seraphln
2020). Jiménez-Partearroyo et al. (2024) da phan
dinh tuong doi rd: Business Intelligence thién vé
tich hgp cong nghé van hanh, trong khi Business
Analytics hu:ong sau vao phan tich du bao hd trg
quyét dinh. O cip d6 doanh nghiép lir hanh, Xie et
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al, (2020) ghi nhan vai tro cua tri thirc khach hang
doi voi doi méi dich vy; Chen et al. (2021) cung
Chen va Huan (2022) chung minh tri thue thi truong
hé trg d6i méi san phdm va quy trinh; Ku (2022,
2024) xem xét mdi quan h¢ gitra nang lyc phan tich,
tri thirc thi truong va nang lyuc hap thy; con Ku va
Chen (2025) tryc tiép lién hé nang luc phan tich dix
liéu véi dich vu khach hang, tinh linh hoat t6 chirc
va két qua thi truong.

Nhu vay, khoang tréng nghién ctru khong nam
¢ cau hoi mo ta lieu doanh nghi¢p 1t hanh da ung
dung phan tich di liéu hay chua. Van d& cbt 13i can
lam sang to la: CAC s¢ hiru ranh gidi khai ni¢ém
nhu thé nao khi dit bén canh BDAC, Data Analytics
capability hay Marketmg Analyncs Capab1hty, bd
thang do CAC von dugc xay dung chu yeu trong
ban 1¢ truc tuyen c6 thyc sy phu h(rp voi bdi canh
1&r hanh; va moi quan h¢ gitta CAC va két qua hoat
dong s& thé hién ra sao trong mot nganh dich vy c6
dir liéu phn manh va muc do s6 hoa khong dong
déu. Pay la khoang trong vé ranh giéi khai niém va
kha ning thich ing theo bdi canh (Context-Sensitive
Application).

Tu cach dat van dé trén, nghién cltu nay tap trung
giai quyét ba cau hoi cdt 16i:

*RQ1: CAC s6 hiru ranh gidi khai niém phan bigt
nhu thé nao so vdi cac nang luc phan tich dit li¢u co
pham vi bao quat hon?

*RQ2: Nhing nhém ngudn lyc nén tang nao dong
vai tro nang d6 CAC nhung khong nén bi dong nhat
1a cac chiéu do tryc tiép ciia CAC?

*RQ3: Co so ly luén nao cho phep ky vong mbi
quan hé tich cuc giita CAC va két qua hoat dong cua
doanh nghiép Iir hanh?

2. Phwong phap nghién ciru

Nghién ctru nay van dung phwong phap tong
quan ly thuyét tich hop (Integrative Theoretical
Rev1ew) dugc hd trg boi quy trinh tim kiém tai lidu
¢6 cau tric. Muc tiéu chinh khong phai la do luong

kich thudc tac dong tong hop (Meta-Analysis) hay
v& ban d6 thu muc (Bibliometric Analysis), ma la
dbi chiéu cac dong van li¢u lién quan nham lam rd
khai niém va phat trién cac 1ap ludn ly thuyet Céch
lya chon nay hoan toan twong thich véi chi dan cua
Snyder (2019), theo d6 mét nghién ciru tong quan
mang tinh tich hop dong vai tro 1a mot phuong phap
khoa hoc doc 1ap khi quy trinh tim kiém va tiéu chi
chon loc tai lidu dugc trinh bay minh bach, nhit
quan voi cau hoi nghién ctu.

Quy trinh thu thap tai lidu duoc tién hanh trong
thang 7 ndm 2026 xoay quanh saunhom chu dé chinh:
(1) CAC va Customer Analytics; (2) BDAC va két
qua hoat dong; (3) Marketing Analytics Capability;
(4) Analytics trong du lich; (5) Analytics, tri thuc
khach hang va tri thirc thi truong trong doanh nghiép
It hanh; va (6) cac nghién ctu v€ nang lyc va két
qud hoat dong & doanh nghiép du lich vira va nhd.
Thoéng tin thu muc va toan van cong trinh dugc xac
minh qua cac co s¢ dir liéu hoc thuat uy tin (Scopus,
Web of Science, ScienceDirect, Emerald, Springer).

Viée chon loc cong trinh dya trén ti€u chi murc
d6 lién quan 1y thuyét (Theoretical Relevance). Mot
nghién ctru duoc dua vao phén tich khi dong gop
truc tiép vao it nhat mot trong bén ndi dung: (i) khai
ni¢ém hodc do luong CAC/nang lyc phan tich; (ii)
nén tang Iy thuyét RBV/RBT; (iii) co ché tao gia tri
kinh doanh tir Analytics; va (iv) bang chimg thuc
chimg tir nganh du lich hodc doanh nghi¢p 1t hanh.
Céc bai nghién ctru thuan tay vé thuét toan ky thuét
hoic kién triic dir 1iéu ma khong gin v6i nang lyc tb
chtic hay gia tri kinh doanh déu bj loai trir.

Sau qua trinh sang loc, 41 cong trinh nghién ctru
bt 16i duoc glu lai dé phan tich dinh tinh chuyén
sau. V&i moi cong trinh, nghlen ctru ghi nhan thong
tin tc gid - ndm, khai niém trung tam, nén tang ly
thuyét, b01 canh thyc ching, phat hi¢n chinh va gioi
han khi ké thira. Két qua phan tich dugc hé thong
hda, trong d6 15 cong trinh dinh dong vai tro dinh
hinh 1ap luan ciia bai viét dugc tong hop tai Bang 1.

Bang 1. Muoi nam nghién ciru c6t 16i dinh hinh 14p ludn cia bai viét

Tac gia Khdiniém | Néntingly | MAu/Bbi [ Phat hién Vaitro | Giéihan
chinh (Con- thuyét canh chinh trong bai khi ké
structs) viéet thira
Barney (1991) | Ngudn luc RBV (Ly Nghién ctru Nguon lyc co | Pat nén Khoéng
doanh ng- thuy€t dua 1y thuyét gia tri, khan | mongly | nghién clu
hiép; Loi thé | trén ngudn hiém, kho thuyét dé | truc tiép vé
canh tranh luc) bat chugc va | nhin nhan | phan tich
bén viing dugc t6 chtic | cong nghé | dir licu.
khai thac s€¢ | phan tich
tao ra lgi thé | dir liéu
canh tranh. nhu mot
ndng luc to
chuc.
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Gupta & BDAC RBV Nghién ctru Ngudn Iyc Ngudn | Khai ni¢m
George (2016) | (Nang luc phat trién | hitu hinh, tham chiéu | BDAC
phan tich thang do; | nhan lyc chinh cho | rong hon
dit ligu 16m); Khdo sat va vo hinh logic xdy | CAC
Két qua hoat cap doanh | két hop tao dung cac | (khong chi
dong (Firm nghiép thanh BDAC; | nén ting tap trung
Performance) BDAC c6 nguodn lyc | vao dir
moi lién h¢ phén tich. | liéu khach
tich cuc voi hang).
két qua hoat
dong.
Akter et al. BDAC; Su RBV; Quan 2 vong BDAC bao Minh Khong
(2016) dong di¢u diém xa hdi - | khao sat gom nang lyc | chirng cho | chuyén biét
chién lugc ky thuat Delphi + quan tri, cong | thay cau cho dit liéu
(Strategy 152 chuyén | ngh¢ va nhan [ trac ndng | khach hang.
Alignment); vién phan | tai; sy dong | luc to chire
Két qua hoat tich kinh di¢u véi chién | dugc cau
dong doanh tai | lugc gitp gia | thanh tir da
My tang hiéu qua. | nguon lyc.
Wamba et al. [ BDAC; Nang | RBV; Quan Khao sat BDAC taora | Ciing cb . | Khong
(2017) luc dong diém nang lyc | cap doanh | gia tri kinh lap ludn vé | nghién ctru
(Dynamic dong nghiép doanh thong | duong dan chuyén séu
Capabilities); qua vigc thuc | tac dong tur | vé CAC.
Két qua hoat day cac nang | nang luc
dong lyc dong cua | phén tich
to churc. den ket
qua kinh
doanh.
Mikalef et al. | BDAC; RBV; Quan Khao sat BDAC lam Chtng Mo hinh
(2020) Nang lyc van | diém nang lyc | cac doanh | ting nang lyc | minh ha nghién ctru
hanh va nang | dong nghiép dong, tur do6 tang cong | dung bien
lyc dong; cdi thién nang | ngh¢ thuan | trung gian
Keét qua canh luc van hanh [ ty khong | va khai
tranh va két qua tw dong niém phan
canh tranh taora ket | tich dir liéu
cua doanh qua kinh | 16n noi
nghiép. doanh. chung.
Hossainetal. | CAC (Nang | RBV- Téng,quan Dé xuit Dit nén Nghién cou
(2020) lyc phan tich | Capability; hé thong + | khung khai mong khai [ dinh tinh/
di li¢u khach | Binh hudng Phan tich | niém CAC niém tryc | 1y thuyet;
hang) thi truong & [ chu dé; theo 3 mien | tiép cho danh riéng
cong nghé¢ Nganh ban | gia tri: Tao CAC trong | cho nganh
1é gia tri, Cung | nghién ctru | ban le.
cap giatriva |nay.
Quan tri gia
tri.
Hossain et al. | CAC; Két Quan diﬁm Nghién Xac nhan Ngudn géc Cén ngi
(2024) qua lién phat trién ctru da CAC la cau chinh yéu | canh hoa
quan dén cong cu do giai doan; | truc da chicu [ dé ke thura | khi dua vao
khach hang [ luong Bén [¢ tryc | bac cao bao | thangdo | nganh dich
(Customer- tuyen & | gom tao gia CAC da vu 1t hanh.
Related Kinh t€ nén | tri, cung cap | chicu.
Outcomes) tang gia tri va quan
tri gia tri.
4 July 2026
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Keramati et al. | Pinh huéng | Ly thuy‘ét b6 | Doanh Pinh huéng | Bing Nghién
(2024) khach hang; [ tro nguon luc | nghiép tai [ khach hang chirng thyc | ctru ngoai
Van hoa (Resource Canada bo tro cho chimg vé | nganh du
dua trén dit | Complemen- van héadya | cac nguon | lich.
ligu; CAC; tarity) trén dir licu luc nén
Keét qua hoat d¢ phat trien | tang va
dong CAC; CAC moi quan
tac dong hé¢ CAC
tich cuc toi - Két qua
két qua hoat | hoat dong.
dong.
Ghasemaghaei | Mutrc dg su KBV (Ly 133 Doanh | Mtrc d6 Tach biét | Bién dﬁy
(2019) dung thuyét dua nghiép tai | st dung r0 gitra "str | ra la chat
Analytics; trén tri thic) | My Analytics chi | dung cong | luong quyet
Nang luc cai thi¢n chat | ngh¢" va | dinh, khong
phan tich; luong quyet | "ndng luc | phai ket
Chat luong dinh khi c6 to chuc". | qua kinh
quyét dinh su chia sé tri doanh.
thirc va nang
luc phan tich
phu hop.
Karaboga et Nang luc DCV (Quan 432 chuyén | Van héa dua | HO tro Khong
al. (2023) quan tri diém nang luc | gia/ 132 trén dir licu 1ap luan chuyén biét
BDA; Van dong) Doanh  |dongvaitro [vévaitro [cho dit li¢u
hoa dya trén nghiép Tho | trung gian cua nhom | khich hang.
dir lidu; Keét Nhi Ky gifta nang nguon luc
qua hoat luc quan tri to chrc.
dong Analytics va
két qua hoat
dong.
Mariani et al. | BI (Tri tué Téng’quan Cosodir | Linh vyc bat hoat Khong
(2018) kinh doanh); | hé thong liéu Scopus | nghién ctru dong phan | tap trung
Big Data (Systematic & Web of | taing nhanh tich dir nghién ciru
trong du lich | Review) Science nhung con liéu vao CAC ¢ cap
- khach san dén 2016 | phan manh boi canh d6 doanh
v€ nén tang nganh du | nghiép.
1y thuyét va lich.
phuong phap.
Xie et al. DPong tao Go6c nhin quan | 182 doi Hoat dong Chung Khoéng do
(2020) 1ap tri thue tri tri thic ban hang; |dongtaolap |minh luong nang
khach hang; 576 nhan | tri thie khach | thong tin | Ivc phan
Do6i mai dich vién doanh | hang thuc day | va tri thirc | tich dir ligu
vu (Service nghiép It | 61 mdi dich | khach hay két qua
Innovation) hanh vu It hanh. hang c6 tai chinh.
gia tri
cao trong
nganh Iir
hanh.
Chen et al. Tri thire KBV; Hoc hoi [ 153 doanh | D¢ séu va Cung ) Khai niém
(2021) thi truong to chtic nghiép It | d0 rong cua dac thu tri thue
(Market hanh tai tri thirc thi "tham thi truong
Knowledge); bai Loan | truong anh dung tri khong dong
D61 moi sang hudng tich thirc" cia | nhat voi
tao cuc dén doi | doanh CAC.
mdi san pham | nghiép i
va quy trinh. | hanh.

Volume 2, Issue 7
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Gupta et al. BDAC; RBV; Quan | 218 don BDAC gitp |Bing Pon vi
(2024) Ning luc diém nang vi thudc cai thién ching phén tich
dong; Két luc dong chuoi hiéu qua hoat | thuc l1a chuoi
qué chudi cung ing | dong cua ching cung ung;
cung ung du du lich An | chudi cung tryc tiép [ khai ni¢ém
lich bo ung du lich. |[vé vai tro | do luong
cua nang |la BDAC.
lyc phan
tich dir
liéu trong
nganh du
lich.
Ku & Chen Nang luc KBV; Ly 236 nha Nang luc Nghién St dung
(2025) phén tich dir | thuyét xu 1y | lanh dao phén tich dit | ctru gén khai niém
liéu; Tinh thong tin to doanh liu lién h¢ nhat voi khac CAC;
linh hoat; chue nghi¢p 1t | v6i doi méi | boi canh | tinh mai
Do6i mai; hanh Bai | va ket qua thuc cua d¢e tai
Két qua thi Loan thi trudong ching It | nadm & viéc
truong qua dich vu | hanh. str dung
khach hang chuan xac
va tinh linh Construct
hoat. CAC.

Nguon: Tac gia tong hop tir Corpus nghién ciru

3. Nang lwe phan tich dir li€u khiach hang:
khai niém va ranh giéi

3.1. Tir di¥ liéu khich hang dén Customer
Analytics Capability

Céc thao luan khoa hoc vé dir liéu khach hang
thuong sir dung nhiéu thuat ngit ¢6 lién quan, nhung
chung dai dién cho céc ting phan tich hoan toan
khéc biét. Dé dam bao tinh chit ch&, can phéan dinh
r0 dit liéu khach hang, hoat dong phan tich, su thau
hiéu trich xuét va ning luc cép t6 chirc.

Dir ligu khach hang (Customer Data) phan anh
cac dir kién phat sinh trong qua trinh tuong tac gitta
du khach va doanh nghiép. Trong kinh doanh i
hanh, dir liéu nay bao gdm thong tin nhan khau hoc,
lich su dat Tour, tuyén diém ua thich, gia tri giao
dich, thoi diém dat dich vu, quy md nhom, nguén
khach, phan hoi trai nghiém va lich s tuong tac
v6i tur van vién. Customer Analytics chi chinh hoat
dong/ky thuat phan tich cac dit liéu d6 nhim tim
kiém cac mé hinh hanh vi. Két qua cua phan tich,
khi duoc dién giai trong ngir canh quan tri, tao thanh
Customer Insight (su thau hiéu khach hang).

6

Vuot 1én trén cac khai ni€ém nay, Customer
Analytics Capability (CAC) dai dién cho mot ning
luc & cip do o chirc: d6 1a kha ning cia doanh
nghiép duy tri mot cach on dinh quy trinh chuyén
dir li¢u tho thanh Insight va lién tuc dua Insight do
vao cac quyét dinh tao gia tri.

Hossain et al. (2020) dit nén moéng khai niém cho
CAC khi cdu tric ning lyc nay quanh ba mién: tao
gia tri, cung cdp gia tri va quan trj gia tri. Hossain
et al. (2024) tiép tuc kiém dinh cau trac d6 va xac
nhén CAC la mdt nang luyc da chiéu béc cao. Cach
tiép can nay khing dinh CAC khong thé bi thu hep
thanh viéc xuit mot bao cao ky thuat, k§ niang thong
ké cua mét cd nhan hay mac do s¢ hitu mét ph?m
mém cu thé.

Trén co s6 d6, CAC duoc hiéu trong nghién ctru
nay 1a kha niang cua doanh nghiép it hanh t6 chic
va trién khai mot cach hé thong cac hoat dong lién
quan dén dir liéu khach hang, tur d6 tao ra su thau
hiéu sau sic va sir dung su thdu hiéu nay vao cac
quyét dinh tao, cung cip va quan trj gia tri khach
hang.

3.2. Phdn biét CAC vdi cac Construct lién quan
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Bang 2. Phan biét CAC vdi cac khai niém Analytics lién quan

Khai niém Péi twong dir lidu Trong tim Cip dd chi yéu

Customer Analytics Dir liéu khach hang Hoat dong/ky thuat Hoat dong

phan tich
Marketing Analytics Dir liéu phuc vu Kha nang dung Chtc nang/cap DN
Capability Marketing Analytics cho quyét

dinh Marketing
Data Analytics Dir liéu doanh nghiép Kha ning khai thac dir | Cép doanh nghiép
Capability ndi chung ligu
Big Data Analytics Big Data da nguon Phéi hop ngudn luc dé | Cép doanh nghiép
Capability khai thac Big Data
Customer Analytics Dir liéu khach hang Bién dir lidu khach hang | Cap doanh nghiép
Capability thanh Insight va gié tri

khach hang

Nguon: Téng hop cua tac gia tir Gupta & George (2016), Hossain et al. (2020, 2024) va cdc nghién ciiu

lién quan.

Phan bi¢t BDAC va CAC dic biét quan trong
khi lya chon thang do. Gupta va George (2016) xay
dyng BDAC quanh cac nguon lyc t6 chire can thict
dé khai thac Big Data va chi ra mdi lién h¢ cua ning
luc nay véi két qua hoat dong. Tuy nhién, Construct
cua ho khong gidi han ¢ dit liéu khach hang Vi vay,
nghién ciru nay rét hitu ich dé giai thich cach ngudn
lyc Analytics duge két hop, nhung khong cung
cap san mot thang CAC. Chi thay cum “Big Data”
bing “Customer Data” s& thay ddi cau chlt ma chua
chtmg minh duoc gid tri ciia Construct van duoc giir
nguyén.

Dong nghién ctru CAC c¢6 trong tdm ri€ng bigt:
gid tri khach hang (Customer Value). Phan 16n thang
do CAC dugc phat trién trong ban I¢ hogc kinh t€
nén tang. Hai dong nghién ctru nay gip nhau & logic
RBV nhung tra 16i hai cau hoi khac nhau. Vi thé,
nghlen clru nay chu dong tach cap do ngudn lyc
nén tang khoi cap dd nang luc ¢bt 161 nham tranh su
nhép nhing gitra diéu kién hinh thanh va ban than
cau trac cua CAC.

4. Quan dlem dua trén nguon Iwe va cac nhém
ngudn lye nén tang cia CAC

4.1. Quan diém dwa trén nguén luc (RBYV)

Theo RBV, loi thé canh tranh cta doanh nghiép
xudt phat tir cach t6 chirc va khai thac tai san chu
khong chi tir viée sd hitu tai san d6 (Barney, 1991).
Lap luan nay dac biét phu h()rp v6i phan tich dir lidu:
CRM, hé thong BI hay cac cong cu Al hién c6 thé
mua hodc thué tuong d6i dé dang. Hai doanh nghiép
It hanh cung su dung mot h¢ thong CRM van sé dat
duogc két qua kinh doanh khac nhau néu chat luong
dir liéu, k¥ ning nhan sy va vin hoa ra quyét dinh
cua ho khac nhau.
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Qua téng quan cong trinh cua Gupta va George
(2016), Akter et al. (2016), Korherr va Kanbach
(2023), ba nhom ngudn lyc ndi 1én nhu nhfmg tru
cot nang d6: Dir li€u - cong ngh¢, con ngudi va moi
truong to chirc. Trong bai vi€t nay, ba nhom do6 duoc
dung dé hé thong hoa cac didu ki¢n tién dé ho tro
CAC, chir khong phai 1a cac chidu do tryc tiép cua
CAC.

4.2. Nguon lwe div ligu - cong nghé

Nguc‘)n lye dit liéu - cong nghé lién quan dén murc
dd san co, chat luong, kha nang tich hop dir ligu
va ha ting cong cu xir Iy. Diém then chdt 1a chirc
nang chu khong phai do hién dai cua cong nghé.
Mot doanh nghlep 1tr hanh nho dung CRM co ban
va Excel van c6 thé c6 nén tang phén tich t6t hon
mot doanh nghlep 16m s¢ hiru nhiéu hé thong nhung
khong két ndi néu hd so khach hang dugc duy tri
nhit quan, dir lidu dwoc tich hop va thuong xuyén
duoc xem xét. Ngugce lai, cong cy hién dai tao rat
it gia tri khi cung mot khach hang xuét hién dudi
nhleu ma khéc nhau, dinh nghia dir liéu khong thong
nhét hodc thong tin khong thé luan chuyén gitra cac
bd phan.

4.3. Nguon luc con nguwoi vé phan tich

Ngudn lyc con nguoi ndi phuong phép phén tich
voi y nghia quan tri. Cong nghé c6 thé tinh ty 1€
chuyén d6i nhung khéng tu quyét dinh mot thay doi
c6 dang quan tdm v¢ mat kinh doanh hay khong,
can kiém tra thém bién nao hodc hanh dong nao
nén dugc thyc hién sau do. Gupta va George (2016)
phan biét k¥ nang k¥ thudt véi k¥ nang quan tri;
Akter et al. (2016) nhan manh ning luc nhan sy; con
Korherr va Kanbach (2023) cho théy qua mdt téng
quan rong rang yeu to6 con nguoi dicu kién hoa gia
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tri kinh doanh ctia Big-Data Analytics. V&1 doanh
nghiép lir hanh, ngudn lyc nay c¢6 thé nim & nha
quan ly, Marketing, san phim hodc Sales chir khong
nhét thiét phai la mot doi Data Science chuyén biét.

4.4. Nguon lic 16 chire duwa trén div ligu

Céc diéu kién t6 chuc quyét dinh viéc két qua
phan tich c6 thyc sy di vao thyc tien quan tri hay
khong. Karaboga et al. (2023) ching minh van hoa

ra quyét dinh duwa trén dit liéu dong vai tro trung
gian giita nang lyc quan trj Analytics v6i két qua
hoat dong. Keramati et al. (2024) cling khéng dinh
van hoa dir liéu bd trg manh mé& cho dinh hudng
khach hang. Cac két qua nay goi ¥ rang gia tri phan
tich khong chi phu thudc vao viéc tao Insight, ma
con ¢ sy chu y cua lanh dao, chia sé lién phong ban
va quy trinh bién Insight thinh hanh dong.

Bang 3. Cac mién ngudn lyc tiém ning hd trg CAC

Nhom nguon lue Noi ham

Biéu hi¢n trong doanh nghiép lir hanh

Dit li€u - cong nghé

Chat lugng, tich hop, truy cap
va cong cy xu ly dir li¢u

Két ndi Booking, CRM, ban hang, Website,
mang xa hoi; cong cu phan tich phu hop

Con nguoi phan tich

Ky néng dat cau hoi, phan
tich, dién giai, chuyén In51ght
thanh hanh dong

Nha quan ly/nhan su nhan dién xu hudng,
doc dit liéu va dé xuét quyét dinh

T6 chire dua trén dir liéu

Van hoa, lanh dao, chia sé,

phdi hop, hoc hoi

Hiéu biét phén tich dugc dua vao quyét
dinh Marketing, san phdm va van hanh

Luwu y: Ba nhom trén la cac nén tang nguon e dwoc tong hop tir dong nghién civu vé ndang lic phan tich
dir liéu; ching khéng phai cdu triic do lwong CAC da dwoc xdc nhan.

5. CAC véi tw cach mdt ning lwc to chirc
hudéng téi gia tri khach hang

Néu ba nhom nguon luyc & Muyc 4 tra 161 cau hoi
"doanh nghiép can nhung diéu kién gi dé phan tich
dir ligu", thi nghién ctru cua Hossain et al. (2020,
2024) lai g1a1 thich "CAC bleu hién ra sao trong qua
trinh tao gia tri". Cac tac gia cau tric CAC thanh ba
mién: tao gia tri, cung cap gia tri va quan tri gia tri.

Hossain et al. (2024) sau d6 xac nhan cac mién
nay trong mot chu triic CAC bac cao. D1eu d6 dan
dén mot ham y phuong phap kha tryc tlep thang
do CAC trong doanh nghi¢p It hanh nén bat dau tur
Literature CAC chuyén biét vé khach hang, trong
khi BDAC va cac nghién ctru li€n quan chu yéu nén
dugc dung de giai thich nguon luc hd trg hodc diéu
ki¢n bién. Neu khong, mo hinh do luong co nguy co
tron tién t6 cua ning lyc voi chinh Construct can do.

Tuy vay, viéc thich nghi theo bbi canh van can
thlet Mot blen quan sat phu hop véi ban le truc
tuyén c6 thé khong phan anh day du cong viéc cua
nganh 1t hanh. Doanh nghi¢p It hanh c6 thé can
dung Insight dé thiét ké lai hanh trinh, két hop dich
vu tir nhiéu nha cung cép, ph01 hop thong tin glu'a
Sales va diéu hanh hodc phuc hdi dich vu khi xay ra
su cb trong chuyen di. Cach lam phu hop 1a gitt 161
khai niém ctia CAC, danh gid ndi dung thang véi
chuyén g1a nganh, khao sat thu phién ban da diéu
chinh va kiém dinh céu tric bang dir li¢u. Ty phat
trién mot Construct moi tur dau vira khong can thiét
vira kém hiéu qua vé mat 1y thuyét.

6. Pac thu cia CAC trong doanh nghiép lit hanh

6.1. Div liéu da diém tiép xiic va phén manh

Hanh trinh du khiach di qua rit nhiéu diém
cham: mang xa hoi, Website, tu van vién, hé théng
Booking, hudéng dan vién trén Tour va phan hdi sau
chuyén di. Dit liéu nim & nhiéu hé thong hodc céc
tai khoan khac nhau. Kha nang tich hop ngudn dir
li¢u phan manh nay chinh la mét biéu hién ning lyc
rat dic trung cia doanh nghiép it hanh.

6.2. San phim trai nghiém va khd nang tdi ciu
hinh cao

San pham lir hanh c¢6 do linh hoat rat cao. Cung
mot hanh trinh, doanh nghiép c6 thé thay doi thoi
lugng, luu tra, nha hang, phuong tién, hoat dong
trai nghiém, huong dan, muc gia va dich vu bo
sung. Piéu nay khién Customer Insight c6 thé dugc
chuyén thanh quyet dinh san pham khéa nhanh. Xie
et al. (2020) cho thay tri thirc khach hang hd tro doi
mdi dich vy, trong khi Chen et al. (2021) va Chen va
Huan (2022) lién h¢ tri thirc thi trudng véi d6i moi
san pham va quy trinh. Cac nghién ctru khong do
CAC, nhung cho thay thong tin khach hang va thi
truong c6 kha niang di truc tiép vao thiét ké dich vu
trong nganh nay

6.3. Nhu cdu bién dpng nhanh va chiva nhiéu
tin higu yéu

Cau du lich nhay cam véi mua vy, thoi tiét, chinh
sach thi thyuc, hang khong va truyén thong. Vi vy,
nha quan 1y can nhidu hon cac bao cao ban hang qua
khir. CAC gitp doanh nghiép lit hanh nhéan biét sém
cac "tin hiéu yéu" (nhu luot hoi Tour ting nhung

July 2026



SCIENCE, EDUCATION AND TECHNOLOGY

ty 1& chot giam, hodc sy suy giam ¢ mot phan khtc
khach quen) dé kip thoi diéu chinh trude khi hau
qua tai chinh xay ra.

6.4. Mikc trwgng thanh so khong dong déu

Muc truong thanh s giira cac doanh nghiép lit
hanh ciing rat khac nhau. Mot sé cong ty s dung
CRM tich hop, kho dir liéu va BI; sb khac dua chu
yéu vao Excel, nén ting quang céo va tng dung
nhin tin. Vi thé, CAC trong nganh du lich phai dugc
do bﬁng nang luc thuc hién cac chirc nang phan tich
phuc vu quyét dinh, chir khéng do bang danh sach
cac cong nghé Big Data dit tién ma doanh nghiép so
htiu (Xue et al., 2023).

7. CAC va két qua hoat dong ciia doanh nghiép
lir hanh

7.1. Khdi nigm két qui hoat dpng (Firm
Performance)

Theo Venkatraman va Ramanujam (1986), két
qua hoat dong ctia doanh nghiép co thé do bang chi
tiéu tai chinh, thi truong hodc van hanh. Véi céac
doanh nghiép 1ir hanh (phan 16n 1a doanh nghiép tur
nhan/SMEs), viéc tiép can sb lidu tai chinh khach
quan thuong ‘rérlt kho khan. Thang do cam nhan
so sanh co6 thé 1a lya chon phu hop khi nha quan
ly danh gia doanh nghiép ciia minh twong ddi so
véi dbi thu chinh hodc muc tiéu ndi bd. Wall et al.
(2004) cung cép bang ching rang thang chii quan
dugc thiét ké can than co6 thé hoi tu dang ké vai chi
bao khach quan. V6i doanh nghi¢p 1t hanh, nhiing
chi bao phit hop c6 thé gdm ting truong doanh thu,

khd nang sinh lgi, ting truéng va duy tri khach
hang, vi th¢ canh tranh va muc d§ hoan thanh muc
tiéu kinh doanh.

7.2. Co so gidi thich quan hé CAC - Firm
Performance

Dudi géc nhin RBVY, CAC thiic dy két qua hoat
dong thong qua cac co ché: nang cao chat lugng
quyét dinh kinh doanh (Cao et al., 2015); ho tro
phan khtc va ca nhan héa chinh xac; phan bo ngan
sach Marketing hi¢u qua hon (Liang et al., 2022);
va ting tinh linh hoat t6 chtrc (Ku & Chen, 2025)

Trong dong nghién cttu CAC, Keramati et al.
(2024) da chimg minh mdi lién hé tryc tiép giita
CAC va Firm Performance. Trong nganh du lich,
Gupta et al. (2024) khéng dinh nang lyc Analytics
cai thién hi¢u qua chudi cung ung du lich; Ku va
Chen (2025) két ndi nang luc phén tich véi két qua
thi truong cua cac cong ty 1r hanh. Nhimg bang
chung nay tao nén tang viing chic dé ky vong ve
mot moi quan hé tich cyuc gitta CAC va két qua hoat
dong trong doanh nghiép 1& hanh.

8. Khung Iy thuyét va mé hinh nghién ciru dé xuét

Téng quan cho thiy can tach bach rd hai cap do
phan tich:

«Cép do nguon Iiyc nén tang: Dir li€u - cong nghé,

con ngudi va mdi truong t6 chire 1a cac diéu kién ho
tro hinh thanh CAC.

«Cép d6 nang lyc t6 chire: CAC 1a bién trung tdm
phan anh kha nang chuyen di liéu khach hang thanh
insight va hanh dong tao gia tri.

NANG LUC PHAN TICH DU LIEU KHAC HANG (CAC)
e Nguén luc dit liéu — cong nghé
e Nguén luc con ngudi vé phén tich dir lidu

e Ning lucté chiee dya trén di licu

[Ménh dé P1]

KET QUA HOAT PONG CUA DOANH NGHIEP LU HANH (PERF)
« Chi s tai chinh (doanh thu, loi nhuén, ting truong)

« Chi s6 phi tai chinh (hai long, thi phan, giit chan)
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Méi quan hé CAC - két qua hoat dong khong
phai 13 mot phat kién nhan qua hoan toan méi. Bang
ching d3 ton tai ngoai bdi canh doanh nghiép lit
hanh. Piéu chua 13 1a liéu CAC c6 giit duoc ¥ nghia
va ciu trac do ludong khi chuyén tir ban 1é va kinh
té nén tang sang mot nganh dich vu trai nghiém hay
khong, va liéu nang luc ndy co duy tri mbi lién hé
dang ké voi két qua trong diéu kién dir liéu phan
manh va muc truong thanh s6 khong dong déu cua
doanh nghiép Iir hanh hay khong. Bai viét d& xuat
ménh dé nghién cttu khoa hoc (Proposition):

Ménh @& P1: Ning luc phan tich dit liéu khach
hang c6 quan hé tich cuc véi két qua hoat dong cua
doanh nghiép It hanh.

9. Péng gop ly thuyét

Dong gop cia nghién ciru tap trung vao viée lam
sach khai niém va nglt canh hoa viéc van dung CAC
vao nganh it hanh, thay vi ¢ ging tuyén bd mot Iy
thuyét hoan toan méi:

«Thir nhdt: Phan biét rd ranh giéi gitta CAC va
BDAC. Khing dinh rang khi do luong CAC, cin
ké thira cac thang do tap trung truc tiép vao gia tri
khach hang (nhu Hossain et al., 2024) chir khong lay

nguyén ven thang do BDAC cia Gupta va George
(2016).

«Thit hai: Tach bach cac ngudn lyc nén tang khoi
ban than cu trac CAC. Diéu nay gitp giam thiéu su
trung 1dp va nhap nhang giita "diéu kién hinh thanh
nang luc" va "chinh céc chiéu cdu thanh ning lyc".

oThir ba: Nglt canh héa CAC vao dac thu kinh
doanh Iit hanh (d@r liéu phan tan, san phém linh hoat,
cAu bién dong, muc do s6 hoa khong déng déu), tao
co s& 1y luan viing chic cho cac nghién ctu thuc
chimg tiép theo.

10. Ham y cho nghién ciru thuc nghiém

Dbi v6i cac nghién ciru thue ching tiép ndi:

*Vé do ludng: Nén ké thira bo thang do CAC cua
Hossain et al. (2024) lam khung gdc, sau dé tién
hanh phong véan chuyén gia/nha quan ly Iit hanh dé
diéu chinh, loai bo cac bién quan sat qua thién vé
ban 1¢ truc tuyén.

*Vé két qua hoat dong: Str dung thang do cam
nhén tuong dbi so v&i ddi thu canh tranh chinh trong
3 nam gan nhat, két hop cac bién kiém soat nhu quy
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mé doanh nghiép, tudi doanh nghiép va loai hinh
gidy phép (Inbound/Outbound/Noi dia).

V& don vi phéan tich: Pon vi phan tich bét budc
1a cAp do Doanh nghiép (Firm-Level); nguoi tra 10
khao sat phai 1a nhan sy cip quan 1y c6 thong tin
toan dién vé ca dir liéu 13n két qua kinh doanh.

11. Ham y quén tri

Dbi voi cac nha quan 1y Ii hanh, thong diép cdt
15i 1a: Pung bat ddu qua trinh chuyén ddi sé bang
ciu hoi "Nén mua phan mém nao?".

Cong nghé chi 1a diéu kién can. Nang luc phan
tich thuc sy khong do bang s6 luong phin mém hay
dd phuc tap cua bdo cdo, ma do béng muc do hiéu
biét tir dir liéu khach hang thuc sy 1am thay di cac
quyét dinh vé san pham tour, gia ban, kénh tiép thi
va chit luong phuc vu.

12. Han ché va hwéng nghién ctru tiép theo

Bai viét c6 ba han ché: (1) Pay 1a nghién ctu
téng quan 1y thuyét tich hop dua trén 41 cong trinh
chon loc, khong phai mét nghién ctiru dinh lugng thu
muc (Bibliometric); (2) Cac nhém nguén lyc moi
chi duoc tong hop ¢ dang dinh tinh; (3) Ménh dé P1
méi dimg & dang dé xuét 1y thuyét.

Huéng nghién ctu tiép theo: Tién hanh kiém
dinh thyc chiing thang do CAC va Ménh dé P1 trén
tap mau cac doanh nghiép lit hanh (vi du tai Ha Noi,
Hai Phong, Quang Ninh), sau d6 m6i md rdng mod
hinh sang cac bién trung gian nhur d6i méi san pham
hay tinh linh hoat t6 chrc.

13. Két luan

Nghién ctru nay da lam rd CAC véi tu cach mot
nang luc cap doanh nghiép hudng t6i gia tri khach
hang, tach biét khoi cac khai niém nhu BDAC hay
Data Analytics Capability. Diém méu chét 1a cac
nguén lyc dir li€u, cong nghé, con nguoi va td chire
chi dong vai tro nang do, khong phai 1a chinh cac
chiéu do ciia CAC.

Doanh nghiép lit hanh 1a bbi canh cyc ky phu hop
dé kiém dinh CAC nhd tinh chét dir liéu phan tan va
san pham linh hoat. Bai bao da giai quyét xong budc
dinh hinh 1y thuyét, m¢ ra con dudng tryc tiép cho
cac nghién ciru thuc chimg tiép theo nhiam do luong
va xac nhan gia tri cia CAC dbi v6i két qua hoat
dong cua cac doanh nghiép I hanh.
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TAP CHI KHOA HQC TRUONG PAI HQC TRUNG VUONG

Toém tit: .
Tong boi canh du lich thong minh dang tai cau
truc sdu sac cach thuc doanh nghiép it hanh
thu thdp, tich hop, phdn tich va khai thac dir liéu
khach hang, nang lyc phan tich div liéu khdach hang
(Customer Data Analytics Capability — CDAC) ngay
cang tro thanh mot nang luc chién luoc quyét dinh
kha nang tao lap gia tri va duy tri loi thé canh tranh
cua cjoanh nghiép. Tuy nhién, cac nghién cteu hién
co van twong doi phan manh giita cdc dong nghién
cuu vé phan tich dir liéu lon, nang lyc dong, chuyen
doi s6, quan tri quan hé khdch hang va hiéu qua
hoat dong doanh nghiép lir hanh; dong thoi, co ché
thong qua do nang luc phan tich dii liéu khach hang
chuyén hoa thanh hiéu qua hoat dong trong hé sinh
thai du lich thong minh chwa dwoc gidai thich mgét
cach tich hop

Nghzen cuitu nay nham tong quan va hé théng
héa nén tang Iy thuyét lién quan dén nang lwc phdn
tich dir liéu khach hang va hiéu qua hoat dong ciia
doanh nghiép It hanh, tir do dé xuat mot mo hinh
nghién curu tich hop co kha nang gidi thich moi quan
hé giita nang lyc dir liéu, nang lyc doi moi va ket
qua hoat dong. Dua trén quan diém dia vao nguon
luc (Resource-Based View), Iy thuyét nang lyc dong
(Dynamic Capabilities Theory), quan diém dua trén
tri thire (Knowledge-Based View) va cac tiep cdn vé
chuyén doi so va du lich thong minh, nghién ciru khai
niém hoa CDAC nhu mot cau triic da chiéu bao gom
kha nang thu thap va tich hop dit liéu, chat lvong va
quan tri dir liéu, nang luc phan tich va dien giai dir
liéu, ciing nhu kha nang chuyen hoa thong tin phan
tich thanh quyet dinh quan tri.

Mo hinh de xudt gza dinh rang CDAC tdc dong
tich cuc dén hiéu qua hoat dong thong qua cdc co
ché trung gian nhie ndng lwe doi méi, ca nhan héa
trdai nghiém khach hang va nang luc ra quyeét dinh
dgra trén dir ligu; dong thdi, mitc do trieong thanh
50 va cu’ong do ap dung cong nghe du lich thong
minh c6 thé dong vai tro diéu tiet, Nghzen curu dong
gop vao Iy ludgn bdng cdch két néi cac dong nghién
cury von_tach biét thanh mot khung phan tich thong
nhat, dong thoi cung cap co so cho viéc phdt trién
thang do, kiém dinh thwc nghiém va thiét ké cdc
chién luoc ndng cao nang lyc phan tich dit liéu cho
doanh nghiép lit hanh trong nén kinh té du lich dwa
trén dir liéu.

Tw khoa: Nang lyc phan tich dir liéu khdach hang;
Hiéu qua hoat dong doanh nghiép lit hanh; Du lich
thong minh; Nang lwc dong; Phan tich dir liéu lon;
Doi maoi sang tao; Chuyén doi so.
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