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~iu rO nhu cJu cuq khQch hang ai nang Cao chat lu:(Yflg dtch V~l du /jch llU:(lC xem la m9t _picfi 
~hap quan tr<Jng nhiim cai thi?f! hi?u qua du lfch Vi?t Nam, lam tang tY l? khach du lich quoc d 

quay tra !t;1i Vi?t Nam. Bai Mo trinh bay ket qua nghien cuu pluin tich hanh vi khach hang trai nghi?m djch 
~ tq.i cac khtiqh S<;tn 4 sa~ tqi Qucil?,g Ninh trong nam 2019 SU di,mg CO' sa dft liiu Ctta nh~ cung cJp. 
Booking.com tong hf(P y kie1~ph~n h6i cua cac khach du l{ch trong va ngoai mr&c i!anh gia ve.cac yiu to 
djch V¥ khach St;ln gom cac yeu to: spch se, wifi, tlang gia tien, vj tri, ti?n nghi va ~I! thoai mai. Ket qua p}uin, 
tich CUQ bai bcio chi ';a cac aijc ifiem trong hanh vi khach h{mg VO cam nhfjn Ve djch ll¥ ~hfich S<;tn, CO th~ 
sif d~ng lam cq sa ile cac doanh nghi?p hoan thi?n cac chien lu(lc marketing djch V¥ nhiim ming cao chat 
lu(!ng djch v~ hu&ng t6i sr,t hai long cita khach hang. 

Tu khOa: Hanh vi ngu&i tieu dung, Chdt hwng dfch V¥ khtich sq.n, Marketing djch \!¥, Booking.com . 

1. GiOi thieu 
Thi truemg dich w d\l lich Vi~t Nam hi~n nay r~t 

soi d<)ng va con nhi~u tiem nang chua khai thac d~n 
hua h~n m9t tucmg lai du Heh Vi~t Nam phat trien 
m~ me hon, chuyen nghi~p hon mang_ l~i lQ'i ich cho 
quoc gia noi Chung Va Cai thi~n CUQC Song Cua nguQi 
dan noi ri~ng; T~eo s6 li~u thong ke nam 2019, lw;mg 
khach quoc te den Vi~t Nam trong thang I 0/2019 uoc 
d~t 1.618.337 luqt; rang 3,7% so v6i thang 912019 va 
tang 34,3% so voi ~Ung kY nam 2018.- , , -

Quang Ninh noi l~n nhu m9t diem den hap dan 
cho du khach lien tiep trong nhiing nam gAn day. 
lf 6c ti,nh l 0 thang dAu nam 2019, tong s6 khach du 
lich den Quang Ninh dS1t khoang 14 tri~u luqt, tang 
14% so voi cup.g ky. Tong doanh thu tu du ljch u-&c 
ditt 29.500 ti, dong- tang 24,8% s_o v6i c~ng,ky, VUQ't 
ke ,ho~ch (ke ho~ch 27.000 FY dong). D~u an.ro net 
nttat cua Quang Ninh con the hi~n 6 h~ tang dong b9 
ve giao thong du ca 3 lo~i hinh, duemg cao t6c; cang 
hang khong qu6c t€ va cang tau khach qu6c te 
chuyen bi~t t?i Vi~t 1:-Jam~ D~c bi~~' si,r ra doi cua 
cang hang khong quoc t~ Van Don - cang hang 
!<hong do tu nhan dAu tu dau tien t~i Vi~t Nam da the 

hi~n S\I quy8t tam cua tinh Qu~ng Ninh va nha d§u 
tu trong vi~c. th\'.ic d~y phitt trien nganh du lich n6i 
rieng, kinh te - xa Mi Qm\ng Njnh noi chung. M~t 
khac, t~i Quang Ninh c{m rat nhieu "mo vang den du 
!ich", tuy nhien cac tiem nang chua thi,r~ S\f dUQ'C 
khai thac. S\T da d?np ru di san, ky quan den ru vinh 
Cira L\,lC, dja hinh doi nui~ rung thu6ng xanh nui da 
tren vinh va. tren bO, h~ thong 6 con song va d~c bi~t 
·1a khu bao ton cong vien n'mg 15:000 ha con nguyen 
so, co gia tri sinh thai r~t Um de khai thac va phat 
trien du !jch. Chinh vl nh~n thl!c duqc du lie~ chinh 
la nganh mang l~i gia tri kinh te cao va t~o dieu ki~n 
cho nguoi dan dia phuong co cong an yi~c lru;n, tang 
t~u nh~p, Quang Ninh dang chuyen doi co cau kinh 
te m khai thac khoang san sang cijch \'\l, trong d6 c6 
du lich. M1,1c tieu trong nfun 2020 Quang Ninh se 
don 15 - )6 ,tri~u hrqt khach, trong d6 c6 7 tri~u 
khach quoc te, va don 3Q tri~u luqt khach, trong do 
c6 15 tri~u kha~h qu6c te~ vao nam 2030. 

Truac nhu cau ehat trie~ nganh du Jich t~i Quang 
Ninh hi~9 nay ca ve m~t chat lm;mg cac san pham du 
ljch va so luqng khach du lich, vai tro cua cac doanh 
nghi?p du lich la tit quan tn;mg. Cac doanh nghi~p 

Nghie11 cm1 nay dtr(Tc tai tr(Y Mi Quy Phiit tridn khoa hpc va cong ngM Quac gia (NAFOSTED) trong ti~ tai mo s6 502.02 - 2019.16 
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I GUAN TRI KINH DO.AMI Iii------------
din hoa.ch dinh chi~n luQ'c n6i chung va cbi~n Luqc 
marketing n6i rieng phu hqp v6i rung t~p khach bang 
ffi\lC tieu, bu6ng t6i S\l' bai long cua du khach va duy 
tri long trung thanh cua cac du khach. Do d6, vi~c 
ng_hien Clru, va phan tich ha~ vi ngu(ri tieu gling, tirn 
hieu nhu, cau v~ mong muon cua hQ, cac yeu to anh 
hu6ng den quyet dinh trai nghi~m san ppam/dich V\l 
cua ho La rat quan tr<;>ng, la can cu de cac doanh 
nghi~p xay dl,l'ng 9hi~n hrQ'C marJ<eting di~h V\l hi~u 
qua, d~t bi~t CJ Chien luQ'C phat !rien San pham Va djch 
Vl,l, chien luQ'C gia va ph,an phOi dich V\). • 

Trong nhiing nam gan, day, m?c du tren th? gi6i 
va trong nu6c c6 kha nhieu cac nghien cuu ve chAt 
luQ'!lg dich V\l khach sa.n va S\l' hJH long cua cac du 
khach nhung ta.i Vi~t Nam ~hu yeu la nhil'ng nghi~n 
cl'.ru chung ma chua c6 nhieu de tai nghien c(ru den 
tung t~p khach hang ffi\lC tieu CUa cac doanh ,nghi~p 
hay nghien cl'.ru du6i g6c do ti~p c~n la chien hrqc 
marketing h6n h<l,P hay su _di,mg phuang phap thu 
tMp du Li~u v6i so luQ'!lg mau 16n de du khach tren 
Booking.com, Agoda.com, Hotels.col1).... , 

Bai nghien Clru di sau vao tim hieu va dieu tra 
phan tich cac y€u t6 ~nh hu&ng d~n Mnh vi cua tilng 
nh6m khach hang doi v6i .cac khach sa.n 4 sao ta.i 
Quang Ni,nh t~eo g6c do tiep c~n cua Booking.COl}'l. 
Qua d6 de xuat cac nh6m giai phap hoan thi~n chien 
luqc marketing b6n hop thco dinh hu6ng khach hang 
nl\!C tieu, huqng t6i S\l' hai long Cua khach bang, g6p 
phan pbat trien hoa.t dong kinh doanh cua de khach 
sa.n n6i chung va cua tinh Quang ninh n6i rieng. 

2. CO' s6' ly lu~n 
Z.l. Hanh vi ngu·?Yi tieu dung . 
Thu~t ngu "hanh vi nguoi tieu dung" duqc hieu 

la hanb vi 111a nhiing nguOi tieu dung tien hanh tro_ng 
vi~c tim kiem, danh gia, mua, trai nghi~qi san pham 
d!ch v1,1 sau khi mua, va lo~i b6 san pham dich Y\l 
khong thoa man ky v9ng ctia hQ. "Hanh vi nguoi 
tieu dung la si,r mang tac khong ngting bi~q db~ giua 
SI,! cam th\l va nb~n thuc, hanh vi va cac yeu to moi 
tmcmg tq6ng qua d6 con nguoi thi,rc hi~n cac hanb 
vi trao d6i" (Hi~p bQi Marketing My -AMA). 

Hanh vi nguoi tieu dung la mot qua trinh ~Qt ca 
nhan hay m9t nh6m nguoi l.l!a ch9n, mua sam, si'r 
d\lng hay loa.i bo cac san phaqi d!ch v1,1, nhiing s1;1y 
nghi, kinh nghi~m qua kht'.r nham thoa man nhu cau 
hay u6c mu6n ~ua ~9 (Solomon,2016; Kotler va 
Keller, 2015). Thau hieu hanh vi cua ngum tieu dui:g 
se giup cho doanh nghi~p xay dtJng nhiing chien 
luqc Markering n6i rieng va chi~n lm;rc kinh doanh 
n6i chung phu hqp va hi~u qua. Thgc v~y, nghien 
cl'.ru hanh vi neyoi tieu,dung se giup cho cac doanh 
nghi~p nh~ biet nhu cau, so thich va th6i quen cua 
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khach hang, l:Y, do ,hQ ra ql!y~t djnb mu~ san ph!m 
dich Vl,l, cac yeu to thuc d~y hQ ra quyet d!Jlh tieu 
dung san pharn dich Y\l de boa.ch dinh ~hien luqc 
marketing thuc d!y nguoi tieu dung mua sam dich V\l 
va duy tri SIJ trung thanh cua hQ doi voi cOng ty. 

Nghien cl'.ru hanh vi nguoi tieu dlin_g la nghien 
cuu toan b9 ca~ ho~t d()ng xuyen ~uot qua trinh 
tru6c ~hi mua siim, trong khi mua sam va sau khi 
mua sam (Solomon, 2016; Kotler va Annstrong, 
2917). Thu nh&t, nghien cl'.ru hanh vi tnr!7c k!ii mua 
sam d6 ~a vi~c cac doanh nghi~p tim hiel! ve .(i) sv 
nMn biet npu d u cua khach hang,_ cac yeu to kich 
thich nhu cau; (ii) hoa.t d()ng tim kiem thOng tin c,ua 
khach hang (ngu6n, thOn_g tin, muc d9 tim ki~m 
thOng tin, cac yeu to quyet dinh qua trinh tim kiem 
thong .tin). Thil· hai, nghien c(ru hanh vi tr9ng )<hi 
mua sam d6 I.a vi~c cac doanh nghi~p ti~ hieu ve (j) 
cac tieu chuan 4anh gia; (ii) cac quy tac ra quret 
dinh mua san pham die~ v1,1; (iii) hoa.t do!Jg mua sam 
cua khach hang ( cac yeu to tac dong den vi~c mua 
s~m, each tht'.rc thi,rc hi~n vi~c mua s~m). T~u ba, 
nghien cuu banh vi khach hang ~au ~hi mua sam d6 
la vi~c de doanb nghiep tim hieu ve danb giaJcam 
nh~n ctia khach hang khi sau khi trai nghi~,m san 
pham/djch Y\J, S\l' hai long hay hanh vi mua sam l~p 
la.i cua khach hang. Trong nghien cw nay, tac gia 
~,P trung P.han tich hanb vi khach hang sau kbi mua 
sam, c1,1 the phan tich cam nh~n cua khach bang sau 
khi trai nghi~m dich Y\l ta.i pac kha?h s~n 4 sao ta.i 
Quang Ninh, d~c bi~t tim hieu s~u ve yam ,nh~n theo 
t:Ung nhom khach bang dS c,6 the Ia tien de giup cac 
khach s~n boa.ch dinh chien luqc Marketing hi~u 
qua theo djnh hu6ng kM9h ha~g m1,1c tieu. , 

, Ta.i Vi~t Nam, dii c6 rat nhieu cac nghien cuu ve 
chat lm;mg djch V\l va S\l' Mi long 9ua cac du khach 
trong thoi gian qua (Nguyen Q,uoc Nghi va Phan 
Van PhUng, 2011 ; Le Thi 1\tyet va cac cong si,r, 
2014; Ngo Nguyen Quy va Nguy€n Van Ng9c, 
2015; Nguy€n Thu Ha va c~c c<)ng si,r, 2018). Trong 
nghien Clru ctia Le Thi Tuyet va 9ac c9ng S\f (2014) 
cho th~y cac y8u t6 \ac 49ng den si,r hai long c.ila 
kbach hang n9i dia ve chat h.fqng djch v1,1 ta.i diem 
du lich lang co Du0ng Lam gom ti~n nghi, van hS>a, 
cung dp djch VI,!, dap trng, tin c~y,_gia Cua san pham 
va dich V\1. Nghieµ ctru cua Nguyen Thu Fa ';'a c~c 
CQng SI,! (2018) Ve anh ,hu&ng CUa CaC yeu to chat 
luqng djch V\J du li_ch .den S\J' hai long CUa d\! khach 
ta.i diem du ljch p~o co t~i H~ N<)i da chi ra rang trai 
nghi~m ?ich Vl,l COt loi,,Sl,l l}icu khach, dang gia tien, 
th\l'c pham la nbung yeu to co tac d9ng den sv hili 
long cua cac du khach. 
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2.2. Chi~n lu(1C 
Nghien cliu cua 

dinh nghia Marketi 
ngu:oi hu6ng t6i S\ 
mu6n thong qua cal 
giup cho cac doanh 
viing ma.nh tren thi 
kha nang thich Uni 
tl}IOng va moi truan 
cap cac. ho~t d~ng t 
va truyen tin. ve doa 
Clru ph~t trien san 
cung cap djch. V\l 
sang t~o ra nhiel.! Joi 
th6a man nhu cau · 
kbach hang, th~m cl 

_ V 6i d~c trung cu 
hon hqp cho s_an phi 
luqc san pham d1 
(Place), gia (Pric 
(Promotion). Ben c 
phAm dich V\J con 
nguoi (People), quy 
v~t chat (Physical 
2015; Luu Van Ngl 
va Hoang Thi Lan l 

- Chien luqc San 
g6i san phfun djch 
s6ng ctia san ph~m 
phfun djch vy m6i. I 
s~n duqc the hi~n < 
cua cac kbu vuc cua 
duang truy~n· Inten 
( djch Y\l an ubng, sp 
du ljch ... ). Chinh/ 
Booking.coll\, chat 
khach san the hien < 

- Ch.ien luqc · Gzi 
phl;fcrng phap din!i g 
pbam dich VV.· Doi ' 
khach s~n the hi~n 1 

cac m(rc gia nhu gi 
muc chi€t kh~u gia 
Dang gia tiin.duqc 1 

khach hang ve gia c 
nhan duac. 

· - Chi~n luge Ph 
kenh phiin phBi, nha 
chuyen, da.i l:Y. ban 
khach s~n . chien luQ 
khach s~, si,r thu~n 
di chuyen tu khach 1 
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1inh mu~ san ph~m 
) ra quyet di,nh tieu 
1ch dinh chien lucre 
mg mua s~m djch ~ 
doi v&i c0ng ty. 
tieu dun_g la nghien 
1yen ~uot qua trlnh 
nua sam va sau khi 
1tler va Annstrong, 
nh vi tru6c khi mua 
p tim hi~~ v6 ,(i) sµ 
Ing,, cac yeu to kich 
i kiem thong tin cua 
muc do tim ki~m 

1 qua trinh tim kiSm 
u hanh vi trong khi 
ghi~p ti~ hi€u v~ CD 
ac quy tac ra quret 
I ho~t do!1g mua sam 
cl()ng gen vi~c mua 
mua sam). Thu ba, 
sau khi mua s~m d6 
l~u vs danh gia/cam 
khi trai nghi~!11 san 
tanh vi mua sam l~p 
ien Clru nay, tac gia 
:h hang sau khi mua 
cua khach hang sau 
khach san 4 sao tai 

au v~ cam nhan theo 
~ la ti6n d6 giup cac 
U'Q"C Marketing hi~u 
.g m1,1c tieu. . 
;u cac nghien CUu ve 
ng pla cac du khach 
Quoc Nghi va Phan 
{et va cac CQng Sl!, 
Nguy~n Van NgQC, 
~ng S\l', 2018). Trong 
a ~ac CQng S\l' (2014) 
den S\l' Mi long ~ua 
mg dich V1,1 t?i diem 
'l1. ti~n nghi, van 119a, 
l~y,__gia cua san pham 
:uyen Thu ff a ':'a c~c 
cua cac yeu to chat 

ai long cua du khach 
~Qi da chi ra rfing trai 
khach, dang gia ti&n, 
tac dong den sµ hai 
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2.2. Cliiin lu·{)'c Marketittg hJn ht;p 
Ngbien c(ru cua Kotler va Armstrong (2017) 

djnh nghia Marketing la cac ho~t dQng cua con 
ngu,cri hu6ng t6i S\l' t~oa man nhu C?Au va mong 
muon thong qua cac tien trinh ti:ao. doi. Marketing 
giup cho cac doanh nghi~p c6 the ton t~i lau dai va 
vfrng m~nh tren thi truong do Marketing. cung dp 
kha nang thlch frng v6i 11.lrfrng thay doi cua thi 
~c'rng va moi truc'rng ben ngoai. Marketing da cung 
cap cac. ho~t de;mg tiin ki~m thOng tin tU thj truang 
va truyen tin. ve doanh.nghi~p ra thi tnrang, ngb_ien 
cliu pbat trien san pham m6i, tieu th\l san pbam, 
cung dp djch. V1,1 khach hang... Marketing gi\1P. 
sang tSto ra nhie~ lo~i va chUng l~~i hang h6a c6 the 
thoa man nhu cau va ~ong muon cua t\.rng nh6m 
khach hang, th~m chi den rung khach hang. 

_ V 6i d~c trung cu.a san ph!m djch yl,l, Marketit}g 
hon hqp cho sfan pham dich v1,1 bao gom 7Ps: chi~n 
luqc san pham dich V\l (Product}, ph~n phoi 
(Place), gia (Price), va xt)c tien hon hqp 
(Pr,omotion). Ben q11!h 4Ps ke tren, v6i cac san 
pham dich vµ con bo sung them cac ~ nhu con 
nguoi (People), quy trinh (Process), va bang chung 
v?t chat (Physical evidences) (Kotler va Keller, 
2015; Luu Van Nghiem, 2008; Nguyen Van M~h 
va Hoang Thi Lan HuO'l)g, 2013). , 

- Chien Juqc San phtim pf ch V¥ lien quan den cac 
g9i san pham djcp Vl,1, chat luqng djch Vl,1, shu kY 
so11g cua san pham ya nghien cifu pbat trien sim 
pham d!ch \/\' m&i. Doi v6! san pham djch V1,1 khach 
s~n dugc the hi~n .qua chat lUQ'T}g cua pho;tg 6 va 
cua cac khu ,V\l'C Cua khach S~, toe do Va chat ltr%,g 
duc'rng truye~ Internet, cac g6i dich V1,1 cung cap 
( djch V1,1 an uong, spa & cham s6c sue kh9e, di ch V1,1 

du lich ... ). Chinb, vi v?y, theo g6c. dQ tiep c~n cua 
Booking.con:, chat luqng san pham dich Vl,l cua 
khach s~ the hi~n a Sq.ch se va W,ifi. 

- Chien luge Gia lien quan den ,vi~c xay d1,rng 
phl;T<Yng pbap dinp gia va muc gia doi v6i tlmg san 
phiim <lich V\!· Doi voi chiSn luge gia trong dich V1,1 
khach S?n the hi~n 6 vi~c cac doanh nghi~p dua ra 
cac muc. gia r}lm gia phOng, cac lo?i phi di cg "\I.< 
muc cbiet khau gia, ... Theo Booking.com, yeu to 
Dang gia ti~n.dugc dung d~ phan tich cam nh~n ci1a 
khach hang ve gia cua cac dich V1,1 so v6i lqi ich hQ 
nhan dugc . 

. - Chi Sn lu9c Phan ph6i lien quan qSn cac lo~i 
kenb phan pb6i, nha trung gian, vi tri diem ban, v~n 
chuyen, d~i l:Y, ban hang ... Tr9ng !Tnh V\l'C djch V\l 
khach Sl;ln, Chien lUQ'C phan phoi the hi~n av( tri Cua 
khach s~m, S\l' thu~n ti~n cho khach l~ang trong vi~c 
di chuyen ru khach s~ t6i cac dia diem du !ich, cac 

khu vui choi, mua s~m ... Quan diSm nay cling da 
dugc Booking.com Slr dvng dS khao sat ~am nh~n 
clia khac~ hang qua thang do ff trf/dfa diem. 

- Chien luge Xue tien hon h<;rp n6i ~hung va 
trong lTnh vµc ~ach s~n n6i rieng duqc the hi~n qua 
ho~t ~Qng truxen thong, cac chien djch quang cao, 
khuyen m~i, co dong ban hang. 

- Y~u t6 Con nguili dB c~p d~n cac nhan vien 
(trinh d9, ki6n thirc, ky nang; .. ) ya cac khach hang. 
Trong djch V\l khach s~n. yeu to con ngucri khong 
chi lien 51uan t6i trinh d9, ky nang giao tiep, kY nang 
XU ly van d~, ... c,ua cac nhan vien, Mc bi~t la c*c 
nhan vien tuy€n dau - nhfrng nguai tiep xuc tf\l'c tiep 
v6i kbac~ h~ng ma con phai cung cap cho nhan vien 
y thUC Ve ta~ quan trQllg Cua djcr V\I cham SOC 
khach hang, Ve thai OQ ph\IC V\l nham t~O Sl,l' thoai 
mai cho khach hang, hu6ng t6i nang cao sµ hai long 
va duy,tri S\I trung thanh cu~ kh*ch hang. Nh?n thuc 
duqc tam quan tr9ng clia yeu to con ngum nen khi 
khao sat trai nghi~rµ ci!a khach hang, B9oking.com 
ding ~a sif d\mg yeu to Sv thoai mai de thOng qua 
d6 hieu ve cam nh?n cua khach v6i nhan vien t~ 
khach san. 

-y~~ t6 Qua trinh bao g6m cac lu6ng ho~t dong, 
cac giai do~n cong vi~c, muc dQ lien quan cua kbach 
hang, va thoi gian dap ilng; Qua trinh t,rong dich V1,1 
khach s~n c6 thS duqc ~ieu la M thOng cac ho?t 
dong ".a nghi~p v9 cung cap djch V\l cho khach hang 
bao gom: quy trinh checkin/check out cqo kha,ch 
hang, cac quy trinh nghi~p V\l. ban/ bar/ buong/ bep, 
quy trinh tu van ban san phamld!ch Vl,1, quy trinh 
phµc V\J kh~ch_luu tru t?i ~ach s~n~·· 

- Yeu to Bang chiqzg ve vqt chat trong ,d!ch V1,1 
khach s~n. lien quan den ti?n nghi, trang th~et bj, cq 
so v?t. chat cua kha~h s~n. Day ci:ing la yeu to the 
hi~n dang c~p va chat luqng cua cac khach s~n va vi 
v?y cling da duqc B9oking.com ~Ii dyng trong khung 
nghien cliu dugc the hi~n qua yeu to Ti?n nghi. 

2.3. Mbi quan hi giiia nghien cU-u hanh vi 
ngtdri tieu dung va chiett lu'!fC marketing 

Nghien cuu cua Hawkins va cac cong Sl,l' (1992) 
v~ Ha-.ykins, va Mothersbaugh (2015) thua nh~n 
rang thau hieu hanh vi nguc'ri tieu dung duq~ xem la 
chla kh6a cho S\f thaph cong ctia chien luq~ 
Marketing. Thl,!c v~y, de cac doanh nghi~p ~6 the 
dua ra san pham djch V\l thich Ut:tg v6i thi hieu cua 
nguoi tieu dung, dinh gia san pham djch V1,1 hqp ly, 
t~<? S\l' thu~~ tien cho khach hang tr~mg vi~c tim 
kiem s~n pham hay xay dl,Ing duqc <;:hien djch quang 
cao, c~ dong ban hang hi~u qua deu phai d\fa tren 
vi~c nam bat hanh vi nguoi tieu dung, d~c bi~t la 
nh6m khach hang ffil,lC tieu cua doanh nghi~p. Ngoai 
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ra, hi~u bi~t v~ nguOi tieu dung se giup cho cac nha 
quan tri _giai dap nhung v!n d~ co ban khi ho~ch 
djnh chien luge Marketing cho tU:ng thi tnrong C\J 
th~, rung nh6m !<Jlach hang C\I the va cO fha nang 
cuµg \ln,g s~ pbam djch V\I thoa man nhu cau d6. S\I' 
hieu biet ve hanh yi nguoi tieu dung dong vai tro 
quan trQng trong tat ca cac giai do(ln cua qua trinb 
bo~ch dinh cbien luqc Marketing n6i chung va 
Mark~ting h.6n ~QI> I]6i rieng. 

Be c6 the thiiu hieu hanb vi nguoi tieu dWig, yi~c 
ph_iin do~ thi tru0ng dong vai tro quan trong de c~ 
the giup doanh nghi~p chia,nho tl?.i tru0ng tong the 
tharm rung nh6m tuang dong ve nhung d~c tinh 
trong harm vi va qua d6 h,ra ch<;m duqc thi tru0ng 
ffi\IC tieu phu hQ",P - do~n thj truong ma 6 d6 doanh 
nghi~p c6 uu the han so voi cac doi thU qmh tranh 
(Kotler va Armstrong, 2017; Kotler va Keller, 
2015). Can cu vao cac d~c tinh hanh vi cua.nh6m 
khach hang nwc ~ieu, doanh nghi~p m&i c6 the, cung 
l'.rng cac s~n pham/djch V\I thOa m~n nhu cau va 
mong muon cua ngucri tieu dting de thu duqc lqi 
nhu?n va S\l hai long cua khach hang. 

Chinh vi v~y, hanh,vi ·nguoi tieu dWig duqc coi 
la mQt. trong cac xua~ 
phat diem quan trong de 
lam. can cu xay d\l'ng 
chien luge va dong thoi 
ph1,1c V\I tn,rc ti~p c~o 
vi~c xay dvng cac chien 
luqc marketing h6n hQp 
ciia cac doanh nghi~p. 

[ 
l 
( 

S<).ch se 

Wifi mi~n phi 

E>ang gia ti~n 

) ( 
J ( 
) ( 

d9ng tich Cl,CC t6i. danh gia tf>ng quat Cua khach hang 
doi voi cac, kh~ch S(ln. Trong d6: 

Hla. Yeu to s~ch ,se tac d<}ng tich C\fc toi danh 
gia Cua kh~ch l}ang doi ~oi cac khach S?n 

H lb. Yeu to wifi mien phi tac d()ng ti ch c1,1c t6i 
danh gia cua khach hang doi v6i cac khach S?Il 

Hlc. Y~u t6 dang gia ti,Sn tac dQng tich ci,rc t&i 
danb gia cqa Iqiach hang doi v&i cac khach S?n 

H l d. Yeu to vi tri tac d()ng ti ch c\fc toi danh gia 
cua khach ~ang doi v6i cac khach S(ln 

Hle. Yeu to ti~n np,hi tac dQng tich eve t&i danh 
gia Cua kh~ch ~ang doi vOi cac khach S?Il 

Hlf. Yeu to S\I' thoai ~ai tac dong tich C\l'c toi 
danb gia cua khach ~ang doi voi cac khach s~m • 

, - Nh6m gia thuyet H2: C6 S\l khac bi~t dang ~e 
v~ danh gia cua nam nh6m khach hang v6i cac yeu 
to s~ch se, wifi mi~n. phf, dang gia ti en, vi tri, ti~n 
nghi, S\I' thoai mai doi voi cac khach S?n 4 sao t~i 
Quang Ninh. 

4. Phtr<Yng pbap nghiCn cll'u 
Pl!uO'l!g phap thu tlr§.p du ,U?u: 
Be kiem djn.h cac giai thuyet, tac gia SU d\lllg du 

li~u thu th~p ru Cong ty Booking Holding ( doanh 

HI 
Vi tri/ dia di~m ) .. Elanh gia cua 

" khach hang 

Si,r thoai mai ) H2 Nh6m khach hang ... 
) Ti~nghi , 

3. Khung phan tich 
ciia tlfohi~n·c,uu , , Hinh 1: Khung pha.n tich cua nghien cuu 

Ke thua ly thuyet ve Trong do: 
banh vi nguoi tieu dung -.---- ----.-------------------- - --- -
k~t hQ'p voi cac thang do Ticp qn Thanh phan dicb KhAi ni~m 

theo vy thco ti~p tjn 
danh gia dugc SU d\lng Marketing cua Booking.com 
tren Booking.com da -===:c...._-=-====="---li-.e-11-qu_a_n-de~n-d-an_h_g-ia_c_ua_k_h_ac_h_h-an_g_v~a -m-irc_d_(l_s-11c-h-se_c_u_a -ph-61-1g_o_c. 

duqc pban ~ich t~eo ti Sp ~tc~p~m Sqch se va cac khu \f\l'C Cua khach s~n (khu quiy bar, b~ bai, khuOn vien, sanh, 

c~ ly thuyet chien luqc -----------'h=a=nh"""la=n,..g,"'"n""'ha"""'h=an""g"" .. ""'".)----~-----.-----~ 
Marketing h6n hrtp di.ch Wifi mifn ph£ lifo quao den vi~c khach s~n cung cap dich V\l wifi mi~n phi v6i chat 

y ru<Jllg m2ng t6t. . 
V\l duqc trinh bay 6 ---- - --- ---l-ic..._n ... qu_a..._n ..... de,_n ...... c-h1,...· p"'"h-i k...,.h...,..ac..,..h...,.h_an_g_c_,hi-tr~a-v_A.....,gi,_a-tr-i ca...,..-m-n,....h~,...n-c-ua-:k...,-h..,...ac.,-h 

Gia djch V\I Dang gia tiin 
tren, khung phiin ti ch va -::-:-.,--_,..,- ---- - -....:h.::::a:.;:;;ngz..;.k::.;ch1;,..;;' tr':'!~'-'i n""g""hi":':~n;.;-1 d;;;.i.ic=h....:V\l~·,...,...,---:-!---:--:,---,:----:-:--:----,---
cac gia thuy~t cua PMn phoi Vi tri lieo quan d~n dja diilm cua khach S1IO de ~o S\f thu~ ti~n trong di cbuyen 

h · ~ , d , h djch vy cho khach hang. ng ten cuu UQ'C tnn -=:.;..;..."'"'---------,=ic"""n =qu=a-n-k-..ien""'th---lrc-, -,h-ai-d-(l,-k-Y-n-an_g_c_ua_n_h_an-v-ie_n_,,d~e -t;i-o-s11_th_o_a,....i m- a.,,-i 
bay nhu hinh l : Con nguai Stt thodi mai cho cac khach hang khi trai nghiem cac dich v\1 khach san cung dp. 

Gia thuySt nghien c(ru: Bing chlrng lien quan den cac djch V\l khach s;in cung dip cho khilch hang bao g&m: 
- Nh6m gia thuy~t v~t chb Tiifi nghi h6 bai, xe dua d6n s~ bay, truog tam th~ d\lc, ph6ng Spa & cMm soc sire 

' kh6e, cha da xe mien phi, guiy bar. 
HI : Chat luQ'Ilg djch V\I ---- -D-a-nh-gi-·a-, ,~0n_g_q-ua-n--'l.:.;.;ic.=..:n ;L..qu=an"'"d'""'e;...;n""ca""'· m;;;.;n""h""'~n=t""an"'g""q....:ua=n""""c-ua-k-ha_c_h _ha_n_g _v€~c-h~it-l11-Q11-g-d-ic_h_vu-. 
(S9ch se, Wifi, Dang gia cua kh6ch hang cua khach s~n 
tien, Vj tr£, Ti~n nghi va -----P""h"""a=,, ,=,h=o,--"11"'-kh-"d'--ch--c=·ii"-n '"""cu_v_a_o '"'"m--~c-d_ic_h-ch-u-ye,..., n....,d..,..i, -ch-ia_n_h..,..6m--,-,kh,....il-ch-h-a-ng-t-,ha-nl:-1 -nli_m_n..,..h6,-m-, 

S11 thoai mal) c6 titc Mng bao g6m di du lich c~p doi, di du lich mqt minh, gia dinh c6 Ire nho, gia 
dinh c6 thanh nicn. du lich doWnh6m. 
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nghiep d~t ch6 toan 
tren trang web WV\ 
dtrQ"c xem la nha di< 
chau Au, cbo phep 
ph9ng t?i 148.000 d 
quoc gia va viing lfu 
th~ gi6i M8i ngay, 
dem phOng duqc 
www.booking.com 
nay dugc xem la co 
CUa khliCh dU liCh I 

hang sau khi hru tr 
S?n ( duqc d~t qua I! 
nhan duac email di 
v~ · dich ~u khach s 
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c6 th~ biet duqc car 
tlrng khach S(IO. 

Do gi6i h?n thoi 
cac tac gia, sir d\lng 
thing 11 den thing 
bao g5m duqc 3. 798 
20 khach S?n 4 sao t 

Phuong phap ph~ 
danh gia gia tri trung 
ra danh gia nhin nh~r 
h~g. Tiep theo, tac t 
tien hanh phan tich ct 
P~an tich tlfong qu: 
tien hanh de xem x1 
ph§n: s<;1ch se, ti~'! n! 
mqz~ tlang gia pen ' 
phan v&i yeu to aan 
khach hang. Sau d6 
xem xet c6 S\I' khac 
khach hang theo_m\lc 
gia cac thanh phan dt 
cung, phan tich ha 
Analysis) d~ tim S\I' I 
l~p va biSn phy thu{ 
lien M gifra bien ph1 
khach hang) Va bien I 
wifi mi&n phi, S\I' tho 

So 141/2020 



1at cua khach hang 

tich eve t&i danh 
iach s~ 
: dQng tich C\fC toi 
cac khach S\ffi 
dQng tich eve t&i 

cac .khach s~n 
h ci,rc t6i danh gia 
t s~n 

~ tich C\J'C toi danh 
lach s~ 
d9ng tich C\l'C t&i 
cac khach san 
khac biet u~rig ~~ 

l. hang v6i cac yeu 
;ia tien, vi tri, ti~n 
bach s~n 4 sao t~i 

iu.· 
tac gia sir dt,mg du 
lg Holding ( doanh 

Danh gia cua 
kMchhang 

Nhom khach hang 

dQ s~ch se cua phong oc . 
1~ boi, khuon vien, sanh, 

1 wifi mi~n phi v6i chat 

1 ttj cim nh~n cua khitch 

bu~n ti~n trong di chuyen 

vien d~ ~o su t~oai mai 
thach s~n cung dip. 
:ho khach hang bao gom: 
~ong Spa & cham soc sire 

ing v~ chat luqng dich vu 

~h bang thanh nam nh6m, 
i, gja dinh c6 trc nho, gia 

~ 

So 141/2020 

nghi~p d?t ch6 toan du) duqc cong b6 cong khai 5. Kit qua phan tich va thao lu~n 
tren trang web www.booking.som: Cong ,ty ~ay 5.1. Danh gia cua khach hang ilJi vOi cac hrptg 
dtrqc ~em la nha dich V\l d?t chO xep thi phan so 1 mf!c dich V{l t9i khach S!J.n 4 sao Quang Ninh 
ch~u Au'. cho phep .1ibac1\_ han~ d~t B,iin2 1: Gia tri trung binh vJ aanh gia cua khach hang 
ph<;mg t~u 148.000 diem ~en t~1 228 doi voi cac thang do tai khach san 4 sao tai Quang Ninh 
qu~c gia va _yung Hinh th6 tren toan .. , . . . , . . . , . 
the gi&i. Moi ngay, hon 1.550.000 Gia tn, Gia tri Gia tri 
dem phong du9c d?t tru&c tren nho nhat l&n nhat trung blnh 

Bo !~ch 
chu~n 
0,90 
0,95 
0,91 
1,10 
1,11 
~,00 
1~07 

www.booking.com vii trang. w<?b Banh gia cua khach hang 6.60 8.70 7.73 
nay du9c xem la cong, C\l ph6 bien S~ch se ~ 6.1 o 9.30 7,95 
cua khach du lich quoc te. Khach Wifi mien ~hi 6.70 8.90 7.98 
hang sau khi luu trU t~i cac khach Dang gia tien 6.20 8.80 7,43 
s~n (dUQ'C d?t qua ~ooking.com) se Vjtri 6.20 9.-10 7.53 
n{l~n duqc email de nghi danh gia Ti~n nghi 6.50 8.60 7.57 
ve dich V\l J<Mch ~~n !heo 7 ~~mg Sv thoai mai . 6.80 9.20 7,89 
m\}c, bao gom 6 yeu to chi tiet ve Ngu6n: Kh qua pluin tich cua cac tac gia 
cac h~ng ID\lC dich V\l s~ch se, ti~n 
n~hi, vi tr~, wifi mi~n phi, sv .thoai mai,, dang gia 
tien va C~Oi Cung la uanh gia tong quat Ve djch V\}. 
T~ang diein dan9 gia duqc, sir d\lnK co gia tri ti! 1 
de!1 lo diem: 9rnm 1-3 (Rat t~) •. diem 3-5 (Kem), 
di~m 5-7 (Chap nMn duqc), diem 7-9 (Tot), va 
diem 9-10 (Tuy~t ~ao). Cac phan h6i cua khach 
hang sau d6 duqc tong hqp va trii:h bay cong khai 
tren t~ang web cua booking.com de nguoi tieu,dung 
co the biet duqc cam nMn cua khach hang aoi v&i 
tirng khach s~n. , 

Do gi6i h~n tMi gian va nguon h,rc nghien c(ru, 
cac tac giii,su di.mg m~u dfr li~u duqc thu th~p tU 
thang ,11 den thang 12/2~ 19 tir trang Booking.com 
bao gom duqc 3.798 y kien cua khich hang doi v&i 
20 khach s~n 4 sao t~i Quang Ninh. , 

Phuong phil.p phan tich du U?u: Dau tiep, tac gia 
daub gia gia tri trung biph CUa cac thanh phan a€ dua 
ra danh gia nhin nh~n ve muc d9 caip. nh~n cua khacq 
h~ng. Tiep theo, tac gia su d\,lng phan mem SPSS de 
tien hanh phan tich dinh luqng dfr li~u thu th?p duqc. 
Pl}.an tich tqong quan (Gorrelation Analysis) duqc 
tie~ hanh de xem xet moi quan h~ giua cac thclnh 
phan: sr,zch se, ti~n nghi, vt tri, wifi mien phi, SI! thoai 
m4i, aang gia fiin va m6i guan M g*a cac thanh 
ph§.n VOi yeu to acmh gia tong quat Ve djch V¥ CUCf 
khach hang. Sau d6, phfin tich One-way Anova de 
xem xet c6 sg khac bi~t hay kl).ong giua cac nh6m 
khach bang theo,m\l~ dich chuyen di trong viec danh 
gia cac thclnh phan qoi v6i cac kp.ach s~n 4 sao. Cu6i 
cling, phan. tich Mi quy tuyen tffi!i (~egryssion 
Analysis),de tim sv lien M giua h~i bien so: bien d9,c 
l?p vii bien phv thu9c, qua d6 kiem dil}h Uln,YC moi 
lien h~ giua bi en phl,l thu9c ( danh gia tong quat cua 
khach h}ng) Va bien dQC l?p (s~ch Se, ti~n nghi, vi tri, 
wifi mien phi, sg thoai mai, dang gia tien). 

K~t qua t6ng hqp trlnh bay tren Bang 1 ch9 th~y 
nhin chung cac kp.ach hang danh gia t,trong doi c~o 
va CO S\I' tm:mg dong trong danh gia doi v6i de yeu 
t6 S~cJ:i se, wifi, dang gia ti~n, vj tri, tien nghi Va Sl,l' 
thoai mai t{li cac l\hac~ S?n 4 sao ~i Quang Ninh. 
Trong do, nh6m yeu to S~ch se va Wifi hj~n !itrQ'C 
khach bang danh gia cao han so v6i de yeu to con 
l?i v&i gia tr! l~n .luqt Iii 7 ,95 va 7 ,98. 

Khi tiSn hanh phan tich danh gia theo phan nh6m 
du khach nhu duQ'c trinh bay tren Hinh 2 (5 nh6m: 
du lich c?p doi, du ljch m9t, minh, gia dinh c6 tre 
nh6, gia, dinh co t~anh, thieu i;iien, du lich doan 
nh6m) doi v6i cac yeu to cho thay: 

- Nh6m khach du lich c?p doi danh gia cac khach 
S\ill 4 sao t?i Quang Ninh cao hon cac bon nh9m con 
l?i v&i gia tri dao d9ng trong khoang tir 7,84 den 8,41; 

- Nh61)1 gia dinh co tre nh6 va nh6IT? gia dinh co 
thanh thieu nien co danh gia tucmg dong nhau va 
danh gia cac khach s~ 4 sao t~ti Quang Ninh 6 muc 
th~p hon ,so v6i cac nh6m, v&i gia tri trong khoang 
tir7,20 den 7,73; 

- Dang &ia ti~9- la y~u, t6 hi~ry 5 nh6m khach hang 
aaiyi gia thap nhat, ke den la yeu t6 Vi tri,; (~) Wifi 
mien phi, S~ch se va Sv thoai mai la cac yeu to duqc 
cac nhom khach hang danh gia cao. 

5.2. Phan tich tirung, quan cac h[Jng ntf!<; diclt V{I 
Bang 2 trinh bay ke,t qua p,han tich moi tuang 

quan gifr<I; bay thanh phan va ket qua phan tich cl}.O 
t~Ay M so Pearson Correlation c~a 7 thang do deu 
nam trong d,ai gia tri tt:r 0,144 den 0,571 (nh6 hon 
0,5); cho thay muc d9 tuang quan giUa bay thanh 
phfin nay 6 mire trun_g binh. - . = 

5.3. Phan tlch IJOi quy , 
Danh gi.a cac yeu to anh huO-ng den tlanh gi.a ciia 

khach hizng ct6i v6i cac khilch srpt 4 sao t(Ji Quang Ninh. 

-:-=.====================khoa hoc so 14112020 thlionu·m~i 
G' 

43 



I QUAN Tiii Kl ... DOAft91 1-I ----------

8A 

8 

Hinh 2: Danh gia cua tfrng nh6m khach hang 
v&i cac y€u t6 tt;zi cac khach sqn 4 sao tqi Quang Ninh 

- Du licheapd6i 

-nu lirh mor mln~ 

-Gfadlo.tlc6trenh6 

gii ti8n, Vi tri, Ti~n nghi va 
S\l' thoai mai giai thich 
duqc 57% da~h gia ctia 
khach hang doi v6i cac 
kbach s~n 4 sao t~i Quang 
Ninh. Trong Bang 3 cac M 
s6 ph6n,g d~i phuang sai 
(VIF) deu nh6 ho·n 2 nen 

-G•a 11tn11 c61Jo~nh L'116u n·en 

. kh6 xay r,a hi~n tuqng da 
c9ng tu yen. V 6i ml!'c y 
nghla (Sig.) cua cac yeu to 
S{lch se, Wifi, Dang gia 
tien, Vi tri, ,Ti~n nghi va SI! 
thoai mai deu nh6 hon 0,05; 
t11~ hi~n ca sau ysu t6 nay 
deu c6 anh huong t6i Danh 

- ou nch qo,;.., rU-¢m 

I' 

'U'-"!li.\. ~ch ~l W•~mi~n Oanggi;I \~trf lifr. r.gl\1 ~11hc:J1 
r1j;i ~" ohl tt'ti;t mai 

Ngu6n: Kit qua phan tich cua cac tac gia 
Ban2 2: Kit qua phan tich tucrng quan 

Danh gia ct'.ta SiJ.Ch se WlFI Dang 
kMch hang mi~n phi gia tiSn 

Danh gia cua khach hang I 
S~ch se 0,35s'' 1 
WIFI mi~n phf 0,505 0,144 
Dang gia ti~n 0,565" 0,287° 
Vjtri 0,391" 0,197" 
Ti~n nghi 0,404 0,380 
S\l' thoai rnai 0,443" 0,542" 0,417° 
**.Correlation is significant at the 0.01 level (2-tailed). 

NguJn: Kit qua phan tich cua cac tac gia 

Vi tri Ti~n 
nghi 

0,440 1 
0455° 0,571'" 

s" thoai 
mai 

Mo hlnh h6i quy .dm1,c sfr d\lflg de dinh gia muc d9 gia t6ng qu~t cua cac khach hang. I:rong d6, ySu t6 
it.nh hu&ng cua cac ye4 to den dinh gia cua khach hang. Dang gia tien c6 anh hm'mg)6n ,nh~t den Danh gia 

Trong bang t9m tat mo ~in~, h~ s6 R2 hieu chinh t6ng quat ,cua khach hang, tiep den Hin lu<,rt la nh6m 
la Q,57; duqc hieu la sau yeu to S?ch se, Wifi, Dang cac yeu to S?ch se, S\l' thoai mai, Ti~n nghi, Wifi, 

Ban2 3: Phan tich h6i quy 1 

Unstandardized Standardized 

Model Coefficients Coefficients 

B Std. Error Beta 
(Constant) 

S?ch se 

WIFI 

1,043 0,142 

0,167 0,081 

0,163 0,076 

Dang gia ti~n 0,175 0,062 

Vi tri 

Ti~n nghi 

0,159 0,069 

0,165 0,078 

Sµ thoai mai 0, 166 0,060 

Ngu6n: Kit qua phdn tfch cua cac tac gia 
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0,175 

0, 165 

0,215 

0,197 

0,184 

0,199 

t 

3.018 

2.087 

2.447 

1.927 

3.007 

1.681 

1.093 

Sig. 

0,003 

0,000 

0,000 

0,000 

0,000 

0,000 

0,000 

Collinearity 
Statistics 

Tolerance VIF 

0,992 1.8·14 

0,995 l.737 

0,967 1.892 

.0,971 1.320 

0,967 1.999 

0,994 1.478 

c::? 
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va Vi trf. Chinh vi v 
H l f ciau duqc chaP, n 

Danh gia cac yeu 
tirng nhom kluich ha1 
tq.i Quang Ninh. 

Mo hlnh 

(Constant 
S?ch se 
WIFI 

l Dang gia 
Vi trf 
Ti~n nghi 
Sv thoai r 
(Constant 
S~ch se 
WIFI 

2 Dang gia 
Vi tri 
Ti~n nghi 
S\T thoai r 
(Constant 
S~ch se 
WIFI 

3 Dang gia 
Vj tri 
Ti~n nghi 
Sv thoai r 
(Constan1 
S?ch se 
WJFJ 

4 Dang gia 
Vi tri 
Ti~n nghi 
S\l' thoai 1 

(Constan1 
S~ch se 
WIFI 

5 Dang gia 
Vi tri 
Ti~n nghi 
Sµ thoai 1 

Ngu6n: Kit qua, 

so 14172020 



Vi tri, Ti~n nghi va 
ti mai giai thich 
7% da$ gia ctia 
tang doi voi cac 
m 4 sao t~i Quang 
ong Bang 3 cac h~ 
g d~i phuong sai 
~u nh6 hon 2 ncn 
rfi hi~n tuqng da 

yen. v oi muc y 
ig.) cua cac ysu t6 
, Wifi, Dang gia 
:ri,,Ti~n nghi va St,r 
i deu nh6 hem 0,05; 
ca sau y€u t6 nay 

nh hu6ng t6i Danh 

~n Sv thoai 
:hi mai 

71 

g. i:ron~ d6, y~u tb 
,nh~t den Danh gia 
en Ian luqt la nh6m 
ai, Ti~n nghi, Wifi, 

Collinearity 
Statistics 

1lerance I VIF 

0,992 1. 8·14 
0,995 1.737 

0,967 1.892 
0,971 1.320 

0,967 1.999 
0,994 1.478 

i;z:. 

So 141/2020 

l 

---------...-i[~.v. n111<1.t·;noAllt I 
va Vi .crL Chinh yl v~y, cac gia thuy~t t\r H l a d~n 
H 1 f deu duqc chaP. nh~n. , 

Danh gia cac yeu to an;h hu<Yng den aanh gia cua 
tung nhom khach hang aoi v&f CClc khach S(ln 4 SaO 
t(li Quang Ninh. 

Bang 4 trinh bay k~t qua phan tich h6i quy d~ 
danh gia cac y~u t6 anh hu(mg d~n danh gia cua 
nh6m di du lich c~p doi (Mo hlnh 1), nh6m di du 
!!ch m9t minh (Mo hinh 2), nh6m gia dinh c6 tre nh6 

Bang 4: Phan tich h6i quy 2 

Unstandardized Standardized t Sig. Collinearity 
Mo hinh Coefficients Coefficients Statistics 

B Std. Error Beta Tolerance VIF 
(Constant) 1,011 0, 132 3,021 0,0 12 
S~ch se 0,125 0,063 0,142 2,068 0,010 0,993 1,824 
WIFI 0,162 0,066 0,166 2,436 0,000 0,997 1,982 

1 Dang gia ti~n 0,193 0,072 0,213 1,837 0,000 0,957 1,873 
Vi trf 0,156 0,079 0,246 1,097 0,040 .0,982 1,231 
Ti~n nghi 0, 180 0,064 0,204 1,983 0,000 0,972 1,996 
Sv thoai mai 0,191 0,071 0,225 1,196 0 000 0,985 1,568 
(Constant) 1,043 0,143 3,109 0,003 
S?ch se 0,141 0,072 0, 125 2,026 0,020 0,991 1,828 
WIFI 0,162 0,065 0,136 2,318 0,0 10 0,976 1,687 

2 Dang gia ti6n 0,186 0,07 1 0,248 1,943 0,000 0,968 1,881 
Vi tri 0,154 0,079 0,187 1,026 0,000 .0,992 1,230 
Ti~n nghi 0,144 0,066 0,189 1,572 0,0 15 0,973 1,879 
St,r thoai mai 0,193 0,062 0,240 1,182 0,000 0,990 1, 173 
(Constant) 1,043 0,139 3,318 0,001 
S?ch se 0,152 0,072 0,171 1,024 0,010 0,982 1,928 
WIFI 0,178 0,066 0,206 2,217 0,000 0,997 1,686 

3 Dang gia ti~n 0,150 0,065 0,164 1,843 0,000 0,968 1,891 
Vi tr( 0, 161 0,067 0,212 1,926 0,003 .0,991 1,280 
Ti~n nghi 0,165 0,079 0,185 1,574 0,016 0,987 1,877 
Sµ thoai mai 0, 151 0,071 0,170 2,184 0,021 0,995 1,573 
-(Constant) 1,092 0,141 3,018 0,002 
s~ch se 0, 151 0,072 0,170 1,097 0,010 0,994 1,917 
WIFI 0,112 0,069 0, 131 2,445 0,061 0,991 1,678 

4 Dang gia ti€n 0,138 0,068 0,146 1,939 0,000 0,977 1,882 
Vi trf 0,187 0,072 0,185 2,018 0,000 0,975 1,383 
Ti~n nghi 0,225 0,071 0,174 3,183 0,000 0,987 1,878 
Sv thoai mai 0,202 0,075 0,194 1,193 0,012 0,990 1,675 
(Constant) 2,018 0,182 2,487 0,019 
S?ch se 0,158 0,071 0,198 2,956 0,001 0,997 1,913 
WIFI 0,140 0,063 0,148 2,834 0,004 0,985 1,947 

5 Dang gia ti&n 0,166 0,071 0,217 1,049 0,001 0,987 1,124 
V! tri 0,175 0,075 0,184 3,184 0,000 .0,992 . 1,229 
Ti~n nghi 0,176 0,067 0,203 1,203 0,000 0,986 1,795 
Sv thoai mai 0,177 0,070 0,231 1,231 0,0 10 0,995 1,881 

Ngu6n: Kit qua phan tich cua cac tac gia 
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(Mo hinh 3), nh6m gia dinh c6 thanh nien (Mo hinh One-way ANOVA da duqc trinh bay 6 tren c6 th~ 
4), va nh6m du lich doan/nh6m (Mo hinh 5) ct6i v&i kSt lu?n ring: 
cac kMch s~n 4 sao t~i Quang Ninh. Thu nhAt, cac y~u t6 s~ch se, dang gia ti€n, vi tri, 

Qua Bang 4 cho th~y cac ySu t6 S~ch se, Wifi, ti~n nghi va S\f thoai mai d€u c6 tac dong t6i danh 
E>ang gia ti~n, Vi tri, Tien nghi va S\f thoai mai d~u gia cua cac khach hang dBi v6i cac khach s~n 4 sao 
c6 imh hu6ng t&i danh gia cua cac nh6m khach hang ~i Quang Ninh. 
trong mo hinh l, mo hinh 2, mo hinh 3, va mo hinh Thu hai, c6 S\l' khac bi~t dang k~ trong danh gia 
5 (Sig.< 0.05) d6i v6i cac khach s~n 4 sao t~i Quang cac y~u t6 tren giua cac nh6m phan lo~i theo m\lc 
Ninh. Rieng mo hinh 4, chi c6 cac ySu t6 S~cb se, dich chuy~n di. 
Bang gia ti~n, Vi tri, Ti~n nghi, va S\f thoai mai c6 Thu ba, muc ct<) anh hu6'ng cua cac y~u t6 t&i 
anh hu6ng quan tn;mg t6i danh gia cua nh6m gia danh gia cua khach hang ct6i v&i cac khach s~n 4 sao 
dinh c6 thanh nien dBi v&i cac khach s~n 4 sao, y~u t<;ii Quang Ninh theo t\:rng nh6m khach la khac nhau. 
t6 WIFI c6 muc y nghia l6n hon 0,06 > 0,05 nen KSt qua nghien cfru cta c6 nhfrng d6ng g6p v~ 
khong th~ hien anh hu&ng. M~t khac, mt'.rc do anh m~t ly lu~n 6 khia c~nh nghien cuu hanh vi ngueri 
hu6ng cua cac ySu t6 t&i danh gia cua khach bang tieu dung, c6 thB duqc xem nhu la mot minh chlrng 
theo rung mo hinh (tuong trng theo rung nh6m Cho XU hu6ng hanh vi Cua nguoi tieu dung Ja khac 
khach hang) la khac nhau. nhau theo tung ct6i tuqng khach hang va theo rung 

5.4. Phan tich One-way ANO VA di kiim iljnh lo~i san ph~nv'dich V\l tieu dung. M~t khac, tinh m6i 
S{l' k/uic bi~t giira cac nhom Cua nghien CUu SO v6i mot SB nghien CUU tru6c day 

Ban2 5: Kit qua phan tich ANO VA (Nguyan QuBc 
Nghi va Phan Van 
Phung, 201 1; 
Nguy~n Hu~ 

F Sig. Ket qua Post-hoc test 
S~ch se 1.725 0.043 C6 S\I' khac bi~t giua nMm (2,4,5) vs nh6m ( 1,3) 
W!F[ mi~n phi 

1.710 0.017 
C6 si,r khac bi~t gifra nh6m (2,3) vs nh6m (I); nh6m (2,3) 
vs nh6m 5; nh6m (l,2 3,5) vs nh6m 4 

Dang gia ticn 
1.489 0.014 

C6 S\I' khac bi~tgifra nh6m (1,2) vs nh6m (5); nh6m (1 ,2) 
vs nh6m (3,4); nh6m (3 4) vs nh6m (5) 

Vi tri 
0.375 0.026 

C6 si,r khac bi~t gifra nh6m (1,3) vs nh6m (2,4); nh6m 
(l,3) vs nh6m 5; nh6m (2 4) vs nh6m 5 

Ti~n nghi 
0.945 0.043 

C6 S\f khac bi~t gifra nb6m (3 ,4,5) vs nh6m 1; nh6m I vs . nh6m 2; nh6m (3,4,5) vs nh6m2 
S1r thoai mai 1.235 0.030 C6 sir khac bi~t gifra nh6m (l,2,3,4) vs nh6m 5 

Minh va cac cong 
sl,f, 2014; Ngo 
Nguyen Quy va 
Nguy~n · Van 
Ng9c, 2015) con 
duqc th~ hi~n 6 2 
di~m: Thu nhiit, 
nghien cuu khong 

Ghi chu: Nh6m I: du Lich c(rp iloi; Nhom 2: du ljch mpt minh: Nh6m 3: gia ctinh co tre 11ho; Nh6m chi tap trung phiin 
4: gia dinh co thanh nien; Nh6m 5: du lich doanlnh6m. f h · ~ · h • 

Ngu6n: Kit qua phan tich cua ~ac tac gia 1~~ ITI~ l qu~n r 
gma cac yeu to 

Qua Bang 5 trinh bay k~t qua phan tich One-way 
ANOVA cho thiy c6 S\l' khac bi~t dang k€ giua cac 
nh6m (nh6m ai du lfch c(ip tfoi, nh~m tli du Itch m<;)t 
minh, nh6m gia dinh co tre nho, nh6m gia tfinh c6 
thanh nien, va nh6m du Itch iloanlnhom) trong vi~c 
cianh gia cac y~u t6 s~ch se, wifi miSn phi, dang gia 
tiBn, vi tri, ti~n nghi, va S\T thoai mai d6i v6i cac 
kbach s~n 4 sao t~i Quang Ninh (Sig. < 0.05). Do 
v?y, gia thuy6t H2 duqc chAp nh?n. 

6 D~ "t ' k" I A . e xua va et u~n 
Dga trcn k~t qua phan tich gia tri trung binh, 

phan tich tuong quan, phan tich hbi quy va phan tich 

khoa hoc 
thlfdng · m~i 

chtt lUQ'tlg djch V\l d~ll danh gia CUa khach hang ma 
con Jam ro hon tac d<)ng Ctla tung nh6m y~u tB ci~n 
tt'rng nh6m khach hang khac nhau, lam ti~n d6 cho 
viec xay d\mg cac chiSn luqc Marketing djch Vt,! 

hi~u qua; Thu hai, phuong phap thu th?p du li~u cua 
nghien c\ru d\fa tren s6 luqng mfiu 16n la 3.798 cac 
y kiBn danh gia cua khach hang - nhfrng nguoi co 
trai nghi~m dich V\l t~i 20 khach s~n 4 sao t~i Quang 
Ninh, va du li~u duqc cong b6 cong khai va kbach 
quan tren trang Booking.com. 

Ben c~nh d6, kBt qua nghien cuu ciing da c6 
nhi'mg d6ng g6p v€ m~t thvc ti~n kha 16n cho cac 

So 141/2020 

nha quan tr! trong vi~ 
hu6ng cai thi~n ho~t 
t&i dem l~i S\T th6a 
tieu ctia cac khach sa 
xu~t dua ra duqc xay 
qua phan tich ctia ng 
tich gia tri trung binh 
quy (Bang 4) duqc ti 

Bar 

Khach s~n/ 
Nh6m khach hang 
Du Iich c~p doi 
Du lich mQt minh 
Gia dinh c6 tre nh6 
Gia dinh c6 thanh thie 
nien 
Du Ijch doan nh6m 

Ghi chu: * ._> ** 
' ) , 

Nguon: EJe xw1t c 

Qua Bang 6 cho t 
4 sao t~i Quang Nin1 
luqc marketing djch 
kbach hang mµc tieu 
Tht'r nh&t, dBi v&i c; 

hang m1,1c tieu la nhc 
m9t minh: ck t?p tru 

ngm'.ri - nhan vien khE 
khach hang va y~u ti 
dang gia ti~n cita 1 
reviews cua cac kb: 
thu6ng thu 3% phi c 
toan qua the VISA rr 
khach hang, hay phi 
d6n 2 chi~u cua khac 
du sir d1;1ng dich \1 
trong thOi gian t&i, ci 
djch V\l cung dp, xe1 
V\l eta c6 tha dem 
nghi~m dich V\l hoa 
khach hang khi su dv 
hai, d6i vcri cac khact 

S6 141/2020 



h bay a tren c6 th~ 

dang gia ti~n, vi tr!, 
6 tac d(mg t&i danh 
cac k.hach s~n 4 sao 

1g kS trong danh gii 
phan lo~i theo m1,1c 

i cua cac y€u t6 t&i 
cac khach s~m 4 sao 
khach la k.hac nhau. 
)hung dong g6p va 
. c(ru hanh vi nguoi 
' la m()t minh ch\rng 
]i tieu dung la khac 
1 hang va theo tirng 
, M~t khac, tinh mcri 
ghien ci'.lu tnroc day 
(Nguy~n Qu6c 
Nghi va Phan Van 
Phung, 2011; 
Nguy~n Hu~ 
Minh va cic CQng 
S\l, 2014; Ngo 
Nguyen Quy va 
Nguy~n Van 
Ng<;>c, 2015) con 
duqc th~ hi~n & 2 
diSm: ThU nhdt, 
nghien cl:tu khOng 

~1 chi t~p trung phan 
tlch m6i qu~n h~ 
gifra cac yeu to 

cua khach hang ma 
1g nh6m y€u t6 dan 
au, lam ti€n d€ cho 
Marketing dich V\t 

thu tMp du li~u ci'.ta 
1~u 16n la 3.798 cac 
~ - nhfrng nguoi c6 
s~n 4 sao t~i Quang 
cong khai va khach 

~n cuu ciing da c6 
€n khi l<'m cho cic 

c::::r 

So 141/2020 

nha quan tri trong vi~c dua ra nhung da xuit phuong 
hu6ng cai thi~n ho~t d9ng marketing djch Vl,l, hu6ng 
t6i dem l~i S\I th6a man cho cac khach hang m1,1c 
tieu cua cac khach s~n 4 sao t~i Quang Ninh. Cac da 
xu~t dua ra ch.rqc xay d\ffig tren ccr so kSt hqp cac kSt 
qua phan tich cua nghien cuu bao g6m k€t qua phan 
tich gia tri trung binh (Hinh 2), kSt qua phan tich h6i 
quy (Bang 4) duqc trinh bay chi tiSt sau day: 

Bang 6: Tom tdt d€ xudt cai thi~n hoc.it d9ng Marketing 
tqi khrich s(ln 4 sao tc.ii Quang Ninh 

San pham dich V\l Gia 

Ghi chu: * ~> ****: Muc il9 cai thi?n tu th&p din cao 
Ngu6n: D€ xudt cua cac tac gia 

Qua Bang 6 cho thiy cac nha quan tri khach s~n 
4 sao t~i Quang Ninh nen c6 nhiing cii.i thi~n chiSn 
luqc marketing dich V1,l linh ho~t theo rung nh6m 
khach hang m\}c tieu cua khach s~n, C\l th~ nhu sau: 
Thu nh&t, d6i v6i cic khach s~n c6 nh6m khach 
hang ID\IC tieu la nb6m du lfch cij.p doi va du If ch 
m9t minh: d.n t~p trung uu tien cai thi~n y~u t6 Con 
nguai - nhan vien khach s~n dS t~o sµ thoai mai cho 
khach hang va y6u t6 Gia lien quan d~n cam nh~ 
dang gia ti~n cua khach hang. Th\IC v~y, theo 
reviews cua cac khach hang, m9t s6 khach s~n 
thu(mg thu 3% phi dich V1,l khi khach hang thanh 
toan qua the VISA ma khong thOng bao tru6c cho 
khach hang, hay phi d6 u6ng tinh gia cao, tinh phi 
d6n 2 chi~u cua khach trong khi khach chi c6 nhu 
d.u sir d\lng dich V1,l dua d6n 1 chi~u ... Do <16, 
trong thoi gian t&i, cac khach s~n nen cai thi~n cac 
dich V\l cung dp, xem l~i phuong an tinh phi dich 
V\l da c6 tha dem l~i cho cic khach hang trai 
nghi~tn dich Vl,l hoim Mo, t~o S\f thoai mai cho 
khach hang khi su d\lllg dich V\l t?i khach s~n. Thu: 
hai, d6i v&i cac k.hach S~ll CO nh6m khach hang ffil,IC 

Phan 
ph6i 

Vi tri 

** 
*** 
** 

Bang 
chi'.rn& 

vat chat 
Ti~n nghi 

*** 
** 

**** 

Con 
nguoi 

Sµ 
thoai mai 

**** 
**** 

* 
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[GUAN TRI KILWI DOAMt. lii------------
nh&t, ph~m vi nghien cuu cua bai chi n5m trong 
ph~m vi la cac khach s~ 4 sao tren dia ban tinh 
Quang Ninh nen c6 th~ anh hu6ng tcri tinh t6ng quat 
h6a cua bai. Nhirng bai nghien cliu v~ sau c6 th~ 
ma r9ng them cac dia ph?n Ian c~ va cac khach s~n 
3 sao va s sao as dem l~i nhfrng cai nhin t6ng quan 
han. Thu hai, khung phan tich cua nghien cuu OUQ'C 

k~ thUa tu thang danh gia cua Booking.com nen 
m6i chi ti~m c?n d~n de y~u t6 San phfim dich v1,1, 
Gia, Phan ph6i, Con nguoi, B~ng chling v?t ch~t 
theo ti~p c?n cua chi~n luge Marketing h6n hqp 
dich ~1. bai nghien cuu ti~p theo di! ki~n se phuc 
t~p h6a khung phan tich cua nghien cliu b~ng vi~c 
bb sung them thang danh gia lien quan d~n y~u t6 
Quy trinh va Xt1c ti~n h6n hqp t~i cac khach s~n. + 
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Summary 

Understanding the needs of customers to 
improve the quality of tourism services is consid
ered an important solution to improve the perform
ance of Vietnam tourism, increasing the proportion 
of international visitors returning to Vietnam. The 
study presents the analysis of the behavior of cus
tomers who had experienced services at 4-star hotels 
in Quang Ninh in 20 19 using the database of the 
Booking.com that collected feedbacks from domes
tic and foreign tourists on hotel service quality fac-

. tors including cleanliness, wifi, value for money, 
location, facilities and comfort. The analysis indi
cated the characteristics of consumer behavior and 
the perception of hotel services which can be used 
as a basis for managers to adjust their service mar
keting strategies to improve service quality for cus
tomer satisfaction. 
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