Cac yéu to anh huéng dén dy dinh
chia sé tryc tuyén cta khach hang

vé dich vu homestay
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Tém tit

Théng qua khéo sat 116 du khdch homestay, nghién citu nay cho thdy, Su hai long ciia khdch
hang; Su mdi lg ciia homestay va Cdc tdc nhan déi véi chia sé la cde yéu 16 tdc dong dang ké
dén du dinh chia sé truc tuyén cia du khdch. Bén canh dé, tdc dong cia su hai long dén du
dinh chia sé truc tuyén cia du khdch ¢6 dang hinh chi U: Cdc du khdch hai long va bdt man
thuong hay chia sé cam nhan cia ho hon. Két qud nghién citu ciing cho thdy, cdc tdc nhin
khong lam thay doi tdc dong ciia sy hai long cia du khdch dén du kién chia sé truc tuyén. Cdc
nha cung cdp dich vu homestay tridc hét cdn lam hai long khdch hang, ddc biét can tao cho
ho mét trii nghiém mdi la. Bén canh do, cdc du khdch khéng hai long cdn dugc quan tam, som
phat hién biéu hi¢n khéng hai long dé c6 gidi phdp trude khi ho chia sé nhitng ddnh gid tiéu
cuc trén moi truong tric tuyén.

Tw khéa: homestay, sy hai long, sy mdi lg, tdc nhén, du dinh chia sé tric tuyén

Summary

Based on a survey of 116 homestay travellers, this study indicates that Customer satisfaction,
Novelty of the homestay and Triggers of the sharing create a significant impact on their intention
to share online. In addition, the influence of customer satisfaction on intention to share has an
U-shape: Those who are satisfied or unsatisfied tend to share online more often. This study also
found that triggers do not mediate the relationship between customer satisfaction and intention to
share. Homestay service providers should first ensure that their customers are happy. In addtion,
they need to pay attention to detect unhappy customers early so that appropriate measures can

be taken before the unhappy share their negative feelings to other online users.

Keywords: homestay, customer satisfaction, novelty, triggers, infention to share online

G101 THIEU

Homestay 1a mot loai hinh du lich méi va dang phét
trién nhanh, vi ¢6 thé mang dén cho du khédch nhitng
diéu khic la so véi cdc loai hinh du lich truyén théng.
Vi loai hinh du lich nay, du khdch dén luu trd tai nha
ctia ngudi dan dia phuong, thudng thifc mén an bdn dia,
tham du cdc hoat dong sin xudt, ddi song, 1€ hdi vin
héa, ton gido, tim linh. Nhiing trai nghiém nay cd tinh
chét dic biét, riéng ¢6 vdi du khdch. Viét Nam 14 mot
ddt nude ¢6 phong cdnh dep, gidu truyén thong vin
héa, ngudi din hi€u khédch, nén ¢6 tiém ning 16n cho
phét trién du lich homestay. Cdc dia phudng c6 tiém
ndng du lich homestay cao & nudc ta, nhu: Lao Cai,
Ha Giang, Pa Lat, Can Thd, Quang Ninh, Quing Nam.

Mic di taing trudng néng, nhung homestay thudng
chi do cdc ho kinh doanh c4 thé dia phudng xdy ding
v&i ngudn vén ty c6 thudng 1a han hep. Do vay, céc
hoat dong quing cdo, quing bé cho du lich homestay
trén cdc phuong tién thong tin dai ching thudng rit it.

*Trudng Pai hoc Kinh té, Dai hoc Quéc gia Ha Néi

Thay vao d6, hinh thitc quing ba chii yéu
cung cdp thong tin dé€n khdch hang 1a chia
sé tric tuy€n ctia khdch, qua dé thong tin
va quan di€m vé& dich vu dugc chia sé dén
cdc khach hang tiém nidng. Vi su phét
tri€én cta internet, thi hinh thitc chia sé
truc tuyén dang trd nén mot kénh thong
tin quing b rat pho bién va hiéu qud.

Vi vily, viéc nghién citu cdc yéu (6
4nh hugng dén du dinh chia sé truc tuyén
ctia du khach vé du lich homestay & Viét
Nam 12 cin thiét.

CO SO LY THUYET VA PHUONG
PHAP NGHIEN CUU

Co s6 1y thuyét

Du lich homestay dudc dinh nghia
la mot trdi nghiém thic diy sy tuong
tdc gitta gia dinh vi du lich nhim muc
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dich trao d6i vin héa va truyén thong.
b6 14 mot chuye’n di, ma khdch thué mét
phong § clia chil nha dia phu’dng, de tim
hi€u vé vin hoéa, tap quén, 181 séng va
ngon ngit dia phuong. Chl nha cung cip
chd &, dich vu phong va #n uéng cho
khdch. Piac di€ém quan trong cla du lich
homestay 1a khdch & trong nha ctia mét
gia dinh ngudi dia phuong va twong tic,
giao Ivu véi cong dong dia phuong. Muc
dich chinh clia du lich homestay 13 trdi
nghiém méi la, dem lai su thich thu cho
du khéch, thong qua d6 md rong su hi€u
bi€t, l[am gidu kinh nghiém séng va gidp
thay dsi quan di€m, thdi d6 cd nhan theo
huténg tich cuc.

Chia sé truc tuyén duge xéac dinh 12
tit cd cdc hinh thifc cung cip thong tin
va chia sé quan di€ém vé hang héa, dich
vu thong qua mang xd hdi, cdc dién dan,
blog va cidc website danh gid dich vu.
Pay 14 hinh thic truyén théng truc tiép
giffa khdch hiing vé hang héa vi dich vu.

Du dinh chia sé tryc tuyé€n 13 kha niing
clia ngudi da st dung hang héa, dich vu
s& tién hanh c4c hanh vi cung cip thong
tin vi chia sé quan diém vé hing héa,
dich vy. Kha nang niy phy thudc vao sy
sin sang, cdc y€u t0 chii quan va khach
quan thic diy hanh vi dién ra. Nghién
ciu cho thdy, dy dinh va hanh vi thyc t€
dién ra co sy twdng quan cao.

Mo hinh nghién ciu

Dva trén cdc md hinh cla Mazzarol
vi cbng su (2007); Jalilvand va cbng
su (2017); Ladhari va Michaud (20135),
tic gid dé xuit mo hinh nghién ciu nhu
Hinh. Theo d6, bi€n phy thudc cia md
hinh 13 Dy dinh chia sé truc tuyén; hai
bién dbc lap 1a: Sy hai long cia khdch
hing va Su mdi la cia homestay.

Céc gid thuyét nghién cttu bao gom:

HI: Su hai long cda khdch hang cé
mdi quan hé hinh chit U véi du dinh chia
sé truc tuyén,

H2A: Céc tic nhin diéu ti€t méi quan
hé gitta su hai long cda khach hang véi
dy dinh chia sé tryc tuyén.

H2B: Cdc tac nhdn c6 dnh hudng
thuin chiéu ddng k€ dén dv dinh chia sé
truc tuyén.,

H3: Sy mdi la clia homestay c6 dnh
huéng thudn chiéu ddng ké dén dy dinh
chia s truc tuyén.

Phuong phap nghién ctiu

Trong giai doan nghién citu dinh tinh,
5 chuyén gia dugc phéng vén dé tham
khdo ¥ kién. Ho 12 nhitng nha chuyén
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HiNH: MO HIHH NGH[EN C(f(l

Tac nhin (emml nhéc

| Khuyén mai, quang cio) ‘
Sie hai long cha khich H2A ¥ HHARE

o / T :

LI Dur ditih chia sé tryge
tuyén

Syt méi la clia homestay

Nguén: Bé xuat cia tac gia
mén vé du lich hoic chi doanh nghiép homestay.
Théng tin ho cung cap dude st dung d€ xay dung thang
do Du dinh chia sé truc tuy€n va hoan thién bing héi
trude khi duge st dung d€ khdo sét chinh thifc.

Khdo sit bing bing héi dudc thyc hién vdi 153
ngudi la nhitng ngudi dd di du lich homestay, nhung
chi ¢6 116 phiéu diy di c6 thé st dung dudc. Ty 1€
nam tham gia khdo sdt 12 60% va ni 12 40%; C6 39%
s ngudi duge khdo sdt ¢6 thu nhap dudi 10 triéu dong/
thdng, 30% c6 thu nhip tr 11 dén 30 triéu/thdng va
31% c6 thu nhap trén 30 triéu dong/thang; C6 41% so
ngudi duge héi y ki€n dudi 30 tudi, 50,9% c6 tudi tir 31
dén 45 va 8,1% c6 tudi trén 45.

S& liéu sau khi duge 1am sach duge nhip va xi 1§
bing phan mém SPSS.

KET QUA NGHIEN cUU VA THAO LUAN

Ki€m dinh thang do

Chf s6 Cronbach’s Alpha dugc sit dung dé danh gid
mifc dé tin cdy ctda thang do, Chi s6 nay duge cho 1a
chap nhin dugc khi 16n hon hodc biang 0,7. K&t qua
chay Cronbach’s Alpha cho thdy, cdc thang do stt dung
trong nghién cdu nay déu dip ing diéu kién trén. Cu
thé€ Cronbach’s Alpha ctia Sy hai long ctia khach hang
12 0,93; Sw mdi la cia homestay 1a 0,9; Dy dinh chia sé
truc tuyén 12 0,91; Téc nhin 12 0,89.

Phin tich nhin t6 kham phd (EFA) gitp trich xuat
nhén t6 tir cdc thang do. Kiém dinh KMO Coeficient
dénh gid tinh pht hdp clia phan tich EFA vdi KMO
phéi dat 0,5 trd 1&n, thi tép s6 liéu dude coi 12 phit hgp.
K&t qua phén tich cho t&p dif liéu thu thip dudc cé
KMO 1a 0,83 - ddp tng diéu kién ctia ki€m dinh nay.

Kiém dinh Bartlett (Bartlett test of sphericity) dugc
stt dung d€ xem cédc bi€n s6 ¢6 twdng quan véi nhau
khong, vi diéu kién d€ thuc hién phan tich nhan s&
khdm phd 12 cdc bién s6 ¢6 moi quan hé véi nhau, mic
db mdi bi€n phan dnh mot khia canh riéng. K&t qua
ki€m dinh cho thdy, cdc bién s6 ¢6 mdt tuong quan vdi
nhau (v6i d6 tin ciy < 0,5) nhu thé hién trong Bing 1.

Chi s6 EFA (factor loading) 1a s6 do vé mitc do
tdng quan giffa cdc bi€n s va nhan t6. K&t qua chay
phén tich EFA dugc trinh bay trong Bang 2. TAt ca cdc
bi€n s& déu hoi tu vio mdt nhéan t8 va ¢6 gid tri cao,
viigt mide tiéu chudn. Piéu nay cho thiy, cdc bién quan
s4t ddm bdo d6 tin cdy vé thdng ké va cdc nhén td ¢
sy théng nhét véi tép dit liéu,
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BANG 1: KET QUA KIEM PINH KMO VA KIEM BINH BARTLETT'S

Kiém dinh KMO va ki€m dinh Bartlett’s
Kaiser-Meyer-Olkin Measure of Sampling Adequacy, 0,83
Approx. Chi-Square 1.710,6
Bartlett’s Test of Sphericity df 153
Sig. 0,00
BANG 2: KET QUA KIEM BINH EFA
2Nl 4
11
12 0,80
I3 0,72
14 0,86
I5 0,86
16 0.75
N1 0,80
N2 0,80
N3 0,87
N4 0,79
N5 0,75
Tl 0,67
T2 0,84
T3 0,86
T4 0,85
CS1 0,90
CS2 0.93
CS3 0,90
BANG 3: KET QUA HOI QUY PA BIEN
Hesy
~|chuan hoa
B |Std Beta |
Hing s&| 3.093 137 4.195/.000
CS -1,167 363 -1,160(-3,218/,002 ,036|27,569
ik 408 078 A39| 5.240(.000 672 1.488
N 25T 082 ,246| 3,119],002 L7159 1,317
CSS 166 58 1,093] 2,868,005 ,032] 30,854
BANG 4: PHAN TICH BIEN PIEU TIET
e i LCI | ULCI
constant 1.6795 8198 2,0487 L0428 0552 3,3039
(8 -, 0365 2404 -,2348 8148 -,5328 4199
T 5763 ,2083 2,7672 0066 L1637 9890
Int_1 - 0005 L0584 -0078 9938 - 1162 L1353
Mguén: Tinh toén cua tac gia

Ki€m dinh cic gia thuy&t
Kiém dinh gid thuyét H1, H2B va H3
Gia thuyét H1 cho riing, c6 m&i quan hé tuyén tinh
hinh chit U (U-shape) gitta Su hai 1ong ctia khach hang
va Dy dinh chia sé tryc tuy&n. M&i quan hé niy duge
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bi€u thi dudi dang mot ham hdi quy binh
phuong. Gid thuy&t H2B gid dinh c6 moi
quan hé thuén chiéu gitta Tdc nhan va
Du dinh chia sé tryc tuy€n va Gid thuyét
H3 dy dodn m6i quan hé thuin chiéu
gitta Sumdi la ctia homestay v4i Du dinh
chia sé truc tuyén.

Cédc moi quan hé trong cdc gid thuyét
H1, H2B va H3 c6 th€ dugdc bi€u thi
dui dang mdt ham hdi quy da bién binh
phuong nhu sau:

I =a*C§* - b*CS + ¢*T + d*N

Trong d6: I 1a Dy dinh chia sé truc
tuyén; CS 1a Su hai Iong cua khdch
hang; T 1a Tdc nhin; N la Su mdi la cida
homestay; a, b, ¢, d 14 cdc hé s6 hdi quy.

K&t qui hodi quy da bién duge trinh
bay trong Bing 3.

Két qua hoi quy da bi€n binh phuong
cho thdy, c4c gia thuyét H1, H2B va H3
déu dudge khing dinh véi mitc do tin cdy
déu nhd hon 0,05, Vi cic hé sd Beta thu
duge ham hdi quy da bién binh phudng
¢6 thé viét lai nhu sau:

I=1,093%C§*- 1,16*CS + 0,439*T +
0,246*N

Kiém dinh gid thuyét H2A

Gia thuy€t H2A du dodn céc tic nhin
¢6 tic dong diéu ti€t 1am thay ddi dnh
hudng thuin chiéu cda Sy hai long cia
khdch hang dén Du dinh chia sé truc
tuyén. Gia thuyét H2A duge ki€m dinh
bing thi thudt Process do Hayes (2013)
dé xudt dé phén tich bién Diéu tiét. Anh
huéng ctia bién déc lap dén bién phu
thudc sé thay déi do bién Piéu tiét. N&u
mifc Sig. < 0,05, ta ¢6 thé két luin, bién
Diéu tiét lam thay ddi tic dong ciia bién
ddc 1ap dén bién phu thudc.

K&t qud chay thi thuét Process dudc
trinh bay trong Béng 4. K&t qua nay cho
thdy, hé s6 p-value 1a 0,066 > 0,05, nén
6 thé néi chua di bing ching dé khing
dinh gi4 thuy&t H2A.

MOT SO HAM Y CHINH SACH

Két qua phién tich s liéu gitp dua ra
mot s& phat hién quan trong, c6 nhiéu ¢
nghia v6i cdc nhi cung cdp dich vy du
lich homestay.

That nhat, Sy hai long ctia khach hang
duge khing dinh cé tic déng dén Dy
dinh chia sé tryc tuyén theo hinh chit U
(Gia thuyét H1). Khach hang hai long
hodc bat min vé trdi nghiém s& chia sé
tryc tuyén nhiéu hon so vdi trudng hop
ho nhén dugc mét dich vu ¢ mic trung
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binh. Pay 12 mét ddc trung dién hinh clia
du khach homestay, khi sy hai long cta
ho phu thudc nhiéu vao c¢dm xic. Phat
hién nay cho thdy, nha cung cdp dich vu
du lich homestay, trudc hét, can tao ra su
hai long cho khdch hang biing nhitng gid
tri khach mong dgi. Du khach hai long sé
chia sé nhifng thong tin, quan diém tich
cuc. Nha cung cAp dich vu ciing phdi chi
y dén nhitng khéch khéng hai long, vi
nhifng ngudi ndy sé chia sé thong tin tiéu
cue. Tur d6, cd bién phdp gidi téa nhiing
bifc xuc ctia ho, ching han gidi thich 1y
do khdch quan lam dnh hu8ng d€n chat
lwong dich vu hodc tham chi chi c¢dn thira
nhin nhitng thi€u sét vdi du khach.

Thit hai, cdc tdc nhian khéng lam
thay ddi tdc dong clia Sy hai long cla
du khdch dén Dy dinh chia sé truc tuyén
ctia ho (Gid thuyét H2A). Diéu nay ¢6
nghia 12 v&i nhitng du khdch hai long
hodc bit midn viéc ¢6 hay khong mot
tdc nhan cing khong lam thay déi du
dinh chia sé truc tuyén clia ho. Khi du
khdch hai long, ho sé ty dong chia sé,
ma khong cin phdi kich thich hoic tdc
dong gi. Tuy nhién, nhiig tic nhan lai
c6 tac dong tryc ti€p lam ting khd ning
du khdch chia sé tryc tuyén (H2B). Khi
¢6 tdc nhdn, nhitng du khdach khong cé
in twong dic biét vé trdi nghiém sé
chia sé vdi ngudi khdc. Piéu nay c6 ¥
nghia 16n d6i vdi nha cung cip dich vu
homestay: Néu muc dich ciia ho 14 cung
cip thdng tin rong rdi dén du khach, thi
nén tang cuong st dung tdc nhin; con

TAI LIEU THAM KHAO

néu muc dich 12 thuyét phuc du khdch tiém niing, thi
khéng nén st dung tdc nhin.

Thit ba, Su mdi la cha homesty cé tac ddng dang
ké dén du dinh chia sé tryc tuyén ciia du khdch (Gid
thuy€t H3). Bén canh nhitng ngudi hai 1ong (hodc bit
min), cdc du khich thdy nhimg didu méi la tai diém
dén ciing nhiéu kha ning chia sé truc tuyén hon. V§i
trao luu check-in hién nay, viéc ¢6 nhifng di€m nhan
mdi la la rat cin thié€t d6i véi cdc homestay. Viéc chup
anh, quay phim dva 1én mang x4 hoi da trd thanh thong
18, th6i quen clia nhiéu ngudi, nhung nhitng chi tiét méi
la s& tao dudc hiéu ng lan tba manh mé&. Mdc d6 mdi
la s& gidm di theo thdi gian vA xu hudng sao chép lan
nhau ctia cdc homestay. Do vily, cdc homestay can tu
lam mdi minh; thay doi d€ ludn dem dén nhitng diéu
moi la cho du khach.

KET LUAN VA KHUYEN NGH]I

Dua trén két qué khéo sdt thuc &, nghién citu nay
cho thdy, su hai long cla khach hang va s mdi la
ctia homestay 12 cic yé&u to tic dong ding ké dén du
dinh chia sé truc tuyén cda du khach. Do vy, ddu tién
céin lam cho khdch hang hai long, dic biét ia dép tng
nhitng nhu cau cdm xdc ctia ho, ma su mdi la ctia trdi
nghiém 13 mo6t phan quan trong. Can dic biét chd ¥
d€ sdm phat hién va c6 gidi phdp véi cac khach hing
khong hai long, vi nhiéu khé ning, nhitng ngudi niy sé
chia sé truc tuy€n vé quan di€m tiéu cyc clia ho. Co s6
homestay cin tao dudc cdm xic mdi la cho du khach,
ciing nhu cin ¢6 kha ning dinh k¥ thay d6i, tu 1am mdi.

Cudi ciing, nha cung cip dich vu cin sit dung nhitng
tdc nhan dé kich thich du kh4ch chia sé tryc tuyé&n, néu
mudn nhiéu ngudi biét hon vé ¢d s& clia minh nhung
¢6 thé phdi tim cdch thiic khac, né€u muén thuyét phuc
ho st dung dich vu.ld
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