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https://dominos.vn/vn

• https://www.facebook.com/DominosPiz
zaVietnam/

• https://www.instagram.com/dominospiz
za_vietnam/?hl=en

• https://www.youtube.com/channel/UCX
EFL8s7j_5hPdMyJK_HY7w

• https://twitter.com/DominosPizzaVN

https://pizzahut.vn/

• https://www.facebook.com/VietnamP
izzaHut/

• https://www.instagram.com/pizzahut
vietnam/

• https://www.youtube.com/channel/U
CyqyAPpM7hbYhrRKi1kv0vg

• https://play.google.com/store/apps/de
tails?id=com.pizzahut.app.vn&hl=en&
gl=US

2 pizza category brands in Vietnam. Which brand is demonstrating a better performance?
Pizza Hut vs Domino’s Pizza 

Entered Vn in 2007

Entered Vn in 2010

Main Brand

Br
an

d 
Ch

oi
ce

Competing Brand

97,71%

98,65%

website audience 
are Vietnamese

website audience 
are Vietnamese

Source: Similar Web 2021 – Overview
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Search Engine Performance
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SEO Overview & Performance Analysis
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Both brands show a fluctuating 
trend in search interest

Pizza Hut search interest 
increased significantly at some 
point in time with promotions or 
campaigns in the past 3 months. 

Technically, Pizza Hut entered the 
Vietnamese market 3 years earlier 
than Domino’s. Furthermore, 
Pizza Hut is more active in 
running CSR campaign for Public 
Relation.

Hence, the brand promotions 
generally has a better level of 
customer awareness.

Comparing the performances of two 
keywords “Pizza Hut” and “Domino Pizza”

Search Engine Performance
Domino’s 

Promotion
Pizza Hut’s 
Promotion

Pizza Hut’s CSR 
Campaign

Source: Google trends 2021
Dominos' Facebook 2021
Pizza Hut’s Facebook 2021
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In terms of brand recognition in the search bar, 
Pizza Hut won the top spot. 86% of Pizza Hut’s 
traffic is branded, which means most people 
searching already know the brand to a certain 
extent. Thus, Pizza Hut has a higher brand-
awareness.

Whereas for Dominos, only around 59% of 
searches are branded, the rest are internet 
wanderers randomly search for questions of the 
same topic related to "Pizza”. 

Search Engine Performance

This is an Opportunity for Pizza Hut to acquire Domino’s 
potential customer due to having higher brand-awareness

Source: Similar Web 2021 - Branded traffic
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Pizza Hut and Dominos top non-branded keywords are about specific company promotion and product 
like “buy one get one free“ è People actively search for information about company offerings, meaning they 
are more likely to buy products while searching those keywords.

However, Pizza Hut Top non-branded keywords has a higher volume and traffic share compared to Domino’s 
Pizza. è This means the number of people searching for brand offerings and intending to buy Pizza Hut’s 
product are higher than Domino’s Pizza

In certain aspects, Pizza Hut wins Search Engines.

Search Engine - Analysis (Non branded Keywords) 

Source: Similar Web 2021 – Non branded keywords
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Website Analysis
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Website Overview & Website Performance Analysis
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WEBSITE OVERVIEW – PIZZA HUT WEBSITE
Pizza Hut website’s main purpose is for customers to order delivery or pick-up food

§ Pizza Hut website delivers consistent user experience from desktop to 
mobile devices.

§ Promotions are displayed across the whole website, which makes the 
website attract visitors at first glance. 

§ The website allows delivery and carryout services that provides seamless 
shopping journey to customers.

Desktop version

Mobile version

Pizza Hut’s dedicated a seperate 
promotion section and requires 
visitors to enter delivery information 
to view the entire menu, acting as 
“call to action” which encourage 
customers to order

Source: Pizza Hut’s Website 2021
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WEBSITE OVERVIEW – DOMINO’S PIZZA WEBSITE 

Desktop version

Mobile verson

Source: Dominos’ website 2021

●However, Dominos website has many different 
sections, including an “E-voucher code” section that is 
only applicable to online shopping, which intended to 
stimulate visitors retain on the website longer. 

Overall, Domino’s Pizza website delivers similar 
set-up and features to Pizza Hut website, with 
consistent content display from desktop to mobile 
devices. 
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WEBSITE PERORMANCE - WEBSITE SPEED INDEX
Pizza Hut

Desktop

Mobile

Domino’s Pizza

Pizza Hut website speed is way underperformed, with the web speed index of 14,7s and 4,2s (> 3s) on mobile and 
desktop respectively, customers will very likely to leave the brand’s website. 

Since Domino’s Pizza website speed on desktop is 1,3s (less than 3s), visitors may stay on the website to explore 
more information. Meanwhile, its website visitors on mobile have a higher possibility of leaving the site. However, 
the website generally would cause less frustration to customers in terms of website loading speed. 

è Pizza Hut has a higher rate of losing website audiences to Domino’s Pizza due to low website speed. 
è This may may leads to a decrease in customers online purchases from Pizza Hut and even customer 

loyalty. 

40% of website visitors will leave a page that takes over 3 seconds to load 
(An & Meenan, 2016) 

Speed index

Speed index

Speed index

Speed index

6,1 seconds

1,3 seconds

14,7 seconds

4,2 seconds

Source: Google Developer 2021 – Page speed
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OVERVIEW - WEBSITE PERFORMANCE

Overall, Pizza Hut website is relatively 
underperforming than Domino’s. in 
the pizza category.  

For both brands, website traffics are 
mostly driven from Organic Search, 
Paid Search and Direct drives 

Source: Similar Web 2021 – Website ranking
Similar Web 2021 – Channel overview
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WEBSITE PERFORMANCE
Channel traffic & engagement

Pizza Hut website traffic is relatively 
underperforming, with approximately 100K less 
website’s audiences than Domino’s Pizza. 

The Average Visit Duration on Pizza Hut’s 
website is vastly lower, vistors on its website 
spend approximately 150 seconds less than 
those of the competitor. 

Total Visits

Visit Duration

è Domino’s Pizza website is doing better in 
retaining its visitors attention

è Pizza Hut website audiences has less intention to 
purchase the product

è Pizza Hut website (specifically landing page) 
provides less relevant information that encourage 
customers staying on the site.

Source: Similar Web 2021 – Website ‘s Total visit
Similar Web 2021 – Website’s visit duration
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WEBSITE PERFORMANCE
Channel traffic & engagement

Pages/ Visits

Bounce Rate

è Visitors to Pizza Hut’s website are less engaging 
and willing to explore more of the brand’s website

è Customers are less likely to visit more than the 
landing page of the Pizza Hut website.

è Pizza Hut’s website features are inadequate to 
appeal visitors. 

• Each visitors merely goes through an average 
of 4 clicks on Pizza Hut’s website whereas the 
figure for that of Domino’s Pizza is nearly 10 
clicks.

• A relatively good bounce rate is between 26% 
and 40%, a higher number could lead to website 
underperforming (SEMrush 2020). 

• Pizza Hut website’s bounce rate is on the high 
side with 46.41% and nearly 60% of its web 
audiences exit the landing page immediately 
after visiting compared to Domino’s Pizza. 

Source: Similar Web 2021 – Website’s pages/visits
Similar Web 2021 – Website’s bounce rate

14



• Pizza Hut website is lack of different sections on top of the 
webpage about Menu, Order Tracking, code,… compared to 
Domino’s Pizza website. Especially, the process to the menu is 
complex which makes it hard for customers to order.

• The speed index of the website is also significantly low. 

Relevant 
promotion 
contents

“Call to action” desgin

Low visit duration and page per visits as well as high bounce rate.
Pizza Hut lose potential customers to Domino’s Pizza as the competitor’s website provides better website 

performance. 

lack of different sections

WHY IS PIZZA HUT WEBSITE UNDERPERFORMING?

Source: Pizza Hut’s Website 2021

• Pizza hut has relevant promotions with “Call to 
action” design to encourage customer purchase food.

However

• Uninformative website can make customers find it difficult to look for more information 
on the site which would lead to a loss of interest in staying on the site longer.

• Slow website speed index leads to customers leaving the website because of frustration
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WHAT IS THE 
CONSEQUENCES OF 
A POOR WEBSITE 
PERFORMANCE?
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47%

31%

60%

23%

13%
36%

Pizza Hut has more website’s audience
who make successful purchases
through E-Wallet than Domino's Pizza.
Hence, loyal customers of Pizza Hut
website have more intention to purchase
than Domino.

Website performance
Website’s top destination

Due to poor website design and slow loading speed, Pizza 
Hut’s website audiences would lose patience staying on the 
site and consider choosing another brand. Hence, the top 
destination of Pizza Hut is their direct competitor website. This 
reflect that Domino uses their advantage of website 
performing to acquire Pizza Hut customers.

There is a threat that 79% of customers who are dissatisfied 
with website performance are less likely to purchase from the 
same site again and become brand criticism (An & Meenan, 
2016). Thus, Pizza Hut would lose customers to their 
competitors and have a bad impression on potential 
customers.

However

Source: SEMrush 2021 – Top Destination
Think With Google
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Social Media Analysis
03

Social Media Performance
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99,98%

0,02%

~0%

~0%

Facebook

YouTube

Instagram

Twitter 

98,67% 

0,9%

0%

0,43%

Facebook

YouTube

Instagram

Twitter 

OVERVIEW - Social Media Performance
Platform Distribution

Source: Advertising Viet Nam 2021 – supported business from Tiktok
Rivalia 2021 – social media platform distribution
Hootsuite 2021 – Digital in Vietnam 2021

Tiktok is a potential communication channel for Pizza Hut 
to acquire potential customer due to rapid development in 

the market (Advertising Vietnam 2021)

YouTube and Facebook is the leading active social 
media platforms In Vietnam (Hootsuite, 2021). However, 
both brands' main social media is Facebook. 
Nonetheless, both brands use YouTube to upload TVC
and promotions as well, but the platform's contents are 
less attractive and have low engagement. This is why 
YouTube contributes under 1% of both brands' social 
media’s audiences.

Instagram is an inefficient platform as it does not 
facilitate consumer's demand for comprehensive 
information searching. Additionally, Twitter is used by a 
different customer segment and country.
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SOCIAL MEDIA – You Tube

Pizza Hut outperformed competitors 
on You Tube channel with a total of 
11.1k subscribers compared to just 60 of 
Domino’s Pizza.

The reason behind this is Pizza Hut 
entered the Vietnamese market 3 
years before Dominos and has a 
YouTube channel with attractive 
contents about promotions, 
campaigns and product launches. 
Meanwhile, Dominos' YouTube 
channel is merely opened a year ago 
with less attractive content like 
distribution announcements.

However, this is not an effective 
channel due to the small 
contribution to Pizza Hut's total 
social media's audience

Source: Rivalia 2021 – You Tube engagement 
You Tube 2021 – Pizza Hut’s Channel
You Tube 2021 – Domino’s Channel
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SOCIAL MEDIA -
Facebook

Pizza Hut is underperforming on 
Facebook with a total engagement rate of 
7.33K compared to 22.4K of Dominos Pizza. 

Pizza Hut’s engagement on social media is 
lower than Dominos. Due to attractive 
contents about trending pizza products: 
“Pizza sữa tươi trân châu đường đen”, pizza 
choco, etc. and the use of influencers/ KOLs 
such as Schanels, Cris Devil Gamer, etc. 
which brings trending and entertaining 
contents, Dominos is able to create a two-
way communication with customers -
reacting and sharing the contents from the 
Millennials and Gen Z. Meanwhile,  Pizza 
Hut focuses more on uploading 
promotions and store event layout which 
are less likely to attract customers.

Source: Rivalia 2021 – Facebook engagement
Rivalia 2021 – Social media engagement
Dominos’ Facebook 2021 – Product launch and promotion
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Online Activities
04

●Product Launch, Promotion & Campaign. 
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PRODUCT LAUNCH
Social Media

Both brands offer new and seasonal 
products with exclusives launches, this 
would attract customer attention and 
increase their willingness to try out the 
product.

However, Domino's performs better 
with new creative food products that 
are appeal to their target customers -
Generation Z and Millennial who love 
sweet and "exotic" products. This creates 
a viral effect through customer 
interactions on social media who share 
the new pizza flavor.
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PROMOTION
Website

Source: Pizza Hut’s Website 2021 – Promotion
Dominos’ Website 2021 - Promotion

Special promotion are displayed on top of both brands’ websites to attract
visitors immediately. There is also a separated section dedicated for promotions 

to retain customers on the both brands’ websites longer. 
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PROMOTION
Social Media

Both brands have year-round and 
occasional promotions.

To attract customer effectively, Pizza 
Hut and Domino’s Pizza upload 
promotional posts nearly daily. 

Overall, both brands understand 
customers’ price sensitivity and 
offer numerous promotions to attract 
current and potential customers.

However, Domino performs better by 
applying KOLs advertising while Pizza 
Hut only uses product image to 
promote

Source: Pizza Hut’s Social Media 2021 – Promotion
Dominos’ Social Media 2021 - Promotion
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PROMOTION
Pizza Hut Vietnam’s application - Strength

Notably, Pizza hut has an exclusive 
app for Vietnamese customers for 
easier promotions update and to offer 
a better customer experience.

Specifically, the app displays 
promotions to remind customers and 
has a number of features: mailboxes, 
memberships, special coupons, 
store locations, customer surveys 
and hotline numbers to order pizza.
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PROMOTION
Pizza Hut Vietnam’s application - Weakness

However, according to customer 
feedback, Pizza Hut's application 
performance is considered poor. 

Specifically, customers must register 
as a member to see the whole menu 
and order, nevertheless, the platform 
refers customers to its official website, 
which is complex and hard to use for 
customers. Particularly, there are 
some cases where customers have to 
wait 1-2 hours for delivery and cases 
where customers' orders are not 
processed. 

è Dissatisfy the customer 
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Promotion on cooperate application – DELIVERY APPLICATION
Both brands promote their coporation with food delivery apps via social media

With the explosive 
development of food 
delivery app during 
COVID-19, both Pizza Hut 
and Domino’s Pizza have 
corporated with big 
delivery apps to sell their 
food products

Source: Pizza Hut’s Social Media 2021 – Cooperate Promotion
Dominos’ Social Media 2021 – Cooperate Promotion
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Promotion on cooperate application – DELIVERY APPLICATION

Grab Food Now GoFood Baemin

However, Pizza Hut’s corporates with less food delivery applications compared to Domino’s Pizza

Pizza Hut

Domino’s Pizza
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DELIVERY APPLICATION

GrabFood, Now, GoFood and Baemin are 
currently the four biggest food delivery 
apps in Vietnam (Statista, 2020). 

Nonetheless, Pizza Hut’s promotions are not 
appearing on all big food delivery apps. 
Dominos merely does not appear on 
GoFood, however, it appears on Baemin - a 
new food delivery application to Vietnam 
from 2019 which has quickly caught up with 
GoFood and is likely to surpass GoFood in 
near future (VnExpress, 2021).

è Hence, Domino’s Pizza has an 
opportunity to acquire Pizza Hut’s 
consumers on Now and Baemin

Source: Statista 2021 – Top delivery application in Vietnam
Vietnam Express 2021 – food delivery battle
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CAMPAIGN
Campaigns are high promoted via social media (Facebook)

Domino’s last 
campagin was 7 
months ago

Domino’s Pizza’s last campaign was 7 months ago, 
the brand has not exercised any campaign activities 
in the past 3 months, indicating a lack of campaign 
promotion. 

On the other hand, following the charity programs in 
2020, Pizza Hut organized a CSR campaign - "An 
Equal Slice for Everyone" last February with Coca Cola 
to convey the message of support for children in the 
SOS village as well as all miserable children in 
Vietnam.

Pizza Hut is more active in promoting 
campaign, this would create better brand 
image and brand awareness compared to 
Domino’s Pizza (Maheshwari & Kumar 2014).

Source: Pizza Hut’s Social Media 2021 – Public relation campaign
Dominos’ Social Media 2021 – Public relation campaign
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Online Consumer Behavior
05

Customer Overview, Comment Analysis & Customer Insights
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OVERVIEW - CUSTOMER DEMOGRAPHICS

Pizza Hut and Domino’s Pizza customer 
demographics primarily includes 2 
customer segments of generation Z and 
Millennials:
• College student 18-24
• Single working people or married 

25-34

Source: Similar Web 2021 – Website’s audience Demographic
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Overall, both brands promotions match with their targeted customers with relevant and 
attractive content. Specifically, Dominos focuses on a consumer trends by utilizing KOLs 

advertisement while Pizza Hut focuses on Public Relations through exercising in CSR campaign. 



OVERVIEW – CUSTOMER SENTIMENTS
Customers sentiment on Facebook is considered since both brands promote predominantly on this social 
media platform

61%20%

19%

Pizza Hut's Customer 
Sentiment 

Neutral Positive Negative

59%28%

13%

Domino's Pizza 
Customer Sentiment 

Neutral Positive Negative

Based on total customer’s comments over the last 3 months, Pizza Hut generally received 
more negative comments compared to Domino’s Pizza, unsolved complaints may induce 
customers negative reaction towards the brand in the long run. 

Customer services – delivery/ message reply

Website features/ orders

Indoor services Type of 
negative 
comments

Source: Social Searcher 2021 – Social listening
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CUSTOMER COMMENTS – PIZZA HUT
Neutral Positive Negative 

Source: Pizza Hut’s Facebook 2021 – Facebook Comment
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CUSTOMER COMMENTS – PIZZA HUT
Pizza Hut customers generally show interest in 
promotions and special deals from the brand. Regarding 
customers comments on Pizza Hut’s Facebook over the 
last 3 months, the brand has succeeded in providing and 
improving promotions to attract more customers.

However, there are many negative comments about Pizza 
Hut’s online services.

Moreover, customers usually complain about the brand’s 
website features making it hard to look for more 
information and they frequently have to capture the 
promotions display on the website to ask for the price.

è Poor online customer services and website performance 
may cause Pizza Hut’s customers to shift to another 
brand due to high competition in the pizza category. 

Source: Pizza Hut’s Facebook 2021 – Facebook  Comment
Dominos’ Facebook 2021 – Facebook Comment
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CUSTOMER KEY INSIGHTS – PIZZA HUT
Pizza Hut recieved many complaints about online services that may discourage online customers from 
interacting with brands online.

The ordering process from Pizza 
Hut is slow and not consistent –
my text and calls are often 
received no response.

Pizza Hut’s pizza is delicious
and suitable for my taste.

Pizza Hut’s promotions are 
bargain as I can receive movie 
tickets, shirts,… when buying 
pizza as well

I often intend to buy Pizza Hut’s 
food when seeing the 
promotions on social media

The website features make it 
hard for me to find information 
and order 

Why do I have to send message 
to see the menu and food price? 

Positive Negative
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CUSTOMER COMMENTS – DOMINO’S PIZZA
Neutral Positive Negative 

Source: Dominos’ Facebook 2021 – Facebook Comment
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CUSTOMER COMMENTS – DOMINO’S PIZZA
Domino’s Pizza food quality and promotions (using 
special deals and KOLs) received numerous positive 
feedback from customers. 

The brand’s strategy on creating new and unique pizza 
flavors attracts curiousness from customers which also 
successfully encourages them to buy more. 

Compared to Pizza Hut, Domino’s Pizza frequently 
received negative comments about in-store services 
rather than online services. The brand overall does not 
receive any complaints about its online services. 

è Domino’s Pizza understands the customers trends i.e. 
interested in KOLs and trying creative food, and developing 
its marketing and food products accordingly

Source: Dominos’ Social Media 2021 – Social Comment
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CUSTOMER KEY INSIGHTS – DOMINO’S PIZZA 
Unsolved complaints on indoor services and hygiene may make Domino’s Pizza lose 

brand loyalty in the long-term

Domino’s pizza is delicious & high 
quality

Entertaining and trending contents 
collaborating with influencers on 
Domino’s social media attracts me to 
the brand

I find Domino's employees at the 
store often have a bad attitude

There are so many new and 
intersting pizza flavour from 
Domino’s Pizza which I want to try 
out

Domino’s stores quality are not 
consistent and needs 
improvement in terms of 
hygiene

There are many great promotions
from Domino’s Pizza that make 
me want to buy food from them
with affordable price

Positive Negative
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WHAT IS THE 
CONSEUQUENCES OF 
POOR ONINE 
CUSTOMER SERVICES?
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WHAT IS THE CONSEQUENCES OF POOR ONLINE CUSTOMER SERVICES?

49% of Vietnamese audience unfollow brands on 
social media due to poor customer services 
(CMetric 2021)

Based on customer comments towards Pizza Hut 
on Facebook above, it is certainly that Pizza Hut has 
more poor online services than Dominos. 

Pizza Hut has a high risk of losing followers on 
its Facebook. This is a threat as the brand 
promotes predominantly on this social media 
platform.

This threat not only affects Pizza Hut’s social 
media performance but also creates an 
opportunity for Dominos and other Pizza Hut’s 
competitors to acquire their customers 

Negative Customer Insights

Source: CMetric 2021 – Top reasons why audience unfollow brand on social media
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06

Executive Summary & SWOT Analysis
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EXECUTIVE SUMMARY
Search Engine 
Performance

-Pizza Hut dominates Domino's Pizza in search engines due to having higher brand 
awareness and more active in exercising CSR campaign. 

Website Analysis
- Attractive promotion design which acts as “call to action” are displayed on Pizza Hut and 

Domino’s Pizza website’s landing page
- Pizza Hut may lose potential customers to Domino’s due to poor website performance

Social Media 
Analysis

- Facebook is the main and most effective communication channels for both brands in the 
pizza category.

- Dominos dominates Pizza Hut over social media for attractive contents.

Online Activities

- Both brands perform well in product launch, promotion on website, social media and 
delivery application.

- However, Pizza Hut is more active in doing campaign and has an application to announce 
brand’s activities. 

Online Customer 
Behaviour

- Customers generally are attracted to promotions and special deals from both brands
- However, Pizza Hut received more negative comments due to poor online services and 

website performance. 
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SWOT Analysis on Pizza Hut

STRENGTH
- Better brand 

awareness and brand 
image

- Have delivery 
application and high 
audience on CH Play 
and Apple Store

- More active in 
running CSR 
campaign and has 
better offline services.

- Better performance in 
You Tube channel 

WEAKNESS

Poor website design 

and performance

(slow speed index and 

complicated to get 

price list) as well as 

poor online customer 

services which leads 

to slow purchasing 

process.

OPPRTUNITIES

- Customers that do not 
acquire an evoke set of 
pizza brand. This is an 
opportunity to acquire 
potential customer on 
potential platform: 
Beamin, Now, Tiktok

- Website Changes 
through marketer's 
research about new 
content and design
contributed to a 
company is the main 
reason for the 
company's success 
(Metric 2021).

THREATS

- Customers may 
unfollow Pizza Hut on 
social media due to 
poor online services. 

- Potential website 
audiences leave Pizza 
Hut website for 
Domino's website 
because of poor 
website performance.

- Negative feed back 
about application with 
poor service
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SWOT Strategy For Pizza Hut
SO STRATEGY

(Attacking strategy)

WO STRATEGY
(Build strength for 
Attacking strategy)

(S) Better brand awareness

(O) Customers that do not acquire an evoke 
set of Pizza Hut on potential platform

Objective: Convert that number of customer to Pizza Hut

Recommendation: Cooperate with Tik Tok and more delivery app: 
Now (2nd rank) and Beamin (4th rank)

(W) Poor website performance: poor design (no separate sections with complex 
process to menu), slow speed & poor design 
(O) Website Changes through marketer's research about new content and 
design contributed to a company is the main reason for the company's 
success (Metric 2021)

Objective: provide better online experiences

Recommendation: Redesign website with separated section and include price 
menu, invest more on website to increase its speed

Source: Cmetric 2021 – Factors B2B marketer contribute to their organization content marketing success
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WT STRATEGY
(Build strength for 
Defensive strategy)

(W) Poor application performance: direct link back too website for ordering, does 
not have price list, hard to use and no chatting box

(T) 49% of Vietnamese customer unfollow the brand due to the poor service, and do not 
want to have complicated process. Customers may unfollow Pizza Hut on social media 
due and leave the brand due to poor online services and website performance. 

Objective: Improve customer’s satisfaction and engagement. 

Recommendation: provide different sections including a price list section for 
customer easier to choose product with “call to action” call the nearest store for 
ordering or direct order from the app. Furthermore, have a chat box to engage 
with customer.

ST STRATEGY
(Defend Strategy)

(S) Have delivery application and high audience on CH Play and Apple Store
(T)  Negative feed back about application 
with poor service

Objective: announce new feature which 
provide better online experience 
Recommendation: announce menu, call to 
action & chatting features on CH Play, Apple 
Store and social media

SWOT Strategy For Pizza Hut 47
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