
Cele ye"u t6 anh huOng de"n dt! djnh 
chia se trt1c tuye"n cUa khcich hang 
v~ d!ch Vl} homestay 

DO XOAN TRUONG. 

Tom t~t 
Thang qua khdo Sal 716 du khach homestay, nghien cau nay cho thi{y, Sf:( hai Long cua khach 
hang; Si! moi f 9 ciia homestay va Cdc tac nhan dot voi chia se la cdc yeu tif tac d¢ng dang ki 
dtn di! cljnh chia se trl!C tuyen cua du khdch. Ben cc,mh d6, tac d<Jng cua s1,i ~ai long din di! 
djnh chia se trf:(C tuytn cua du khach C(J dg,ng htnh chil U: Cac du khdch hai lOng va bat man 
thuang hay chia se cdm nhq,n cua h9 !um. Kit qua nghien cau cung cho thay, cdc tac nhan 
khOng lam thay ddi tac d9ng cua SI,( hai long cua du khdch din di! kiln chia se tnjc tuyen. Cdc 
nha cung clip djch V¥ homestay tru:tJc Mt cdn lam hai long khdch llang, d<jc bi?t cdn tg.o cho 
h9 mqt trdi n§hi?m nuJi l<;i. Ben c<;inh do, cdc du khdch khOng hiii long c&n clu(/c quan tam, s<Jm 
pluit hi~n bieu hi~n khOng hlli long di c6 giai phap truoc khi fu) chia se nhilng danh gia tieu 
qtc tren m<ii tntifng tqtc tuytn. 

Tu kh6a: homestay, SI/ hai long, Slj mtJi /f,1, tac nhan, dt! djnh chia se lrl,(c luyen 

Summar y 
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. Jn 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. Jn 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, intention to share online 

GIOI TH l~U 

Homestay la m()t lo:;i.i hlnh du q ch mdi va dang phat 
tri€n nhanh, vl co th~ mang den cho du khach nhung 
di~u khac l:;t so voi cac Jo? i hinh du lich truy~n th6ng. 
Voi lO<iti h1nh du ljch nay, du khach d €n hru tru t:;i. i nha 
CU a ngltoi dan dja phu<Jng, thltdng th ((C m6n a n ban dja, 
tham dlf cac ho:;i. t d()ng san xua't, doi sO'ng, I~ h()i van 
h6a , ton giao, tam linh. NhCTng trai nghi~m nay c6 tinh 
cba't d~c hi~t. ri e ng c6 voi du khach. Vi~t Nam la m()t 
da't nuoc c6 pbong canh d~p. giau truy~n th6ng van 
h6a, ngu C:li dan hie u kbach, ne n c6 ti€m nang ldn cho 
pbat tri€n du ljch homestay. Cac d!a phudng c6 ti~m 
nang du Heh homestay cao d mtoc ta, nbu: Lao Cai, 
Ha Giang, Da L?t, C~n T hd, Quang Ninh, Quang Nam. 
M~c du tang trudng n6ng, nhll'ng homestay thtrC1ng 

chi do cac h() kinh doanh ca th~ dja phudng dy dl;ffig 
v(Ji ngu6n v6n t~( c6 thu'C1ng fa h?n h~p. Do v~y. cac 
ho?t d(mg qua ng cao, quang ba cho du ljch homestay 
tren cac phtwng ti9n thong tin d?i chUng thtrClng ra't it. 

• TnJCing f)Qi h9c Kinh te, f)Qi hQc Quoc gia Ha N¢i 

Thay vao d6, hlnh thuc quang ba chU yeu 
cung ca'p thong tin den khach hang la chia 
se tr\]'.c tuyen cua khach, qua d6 thong tin 
va quan di€m V~ dich VI) OU'<;jC Chia Se den 
cac khach ha ng ti~m nang. Vai Sl;l' phat 
tri~n cua internet, thi hlnh thuc chia se 
tnfc tuyen dang trd nen m(>t kenh thong 
tin qua ng ba ra't ph6 bie n va hi~u qua. 

Vl v~y, vi~c nghie n c(tu cac ye u t6 
anh huang de n dlf d jnh chia se tr \]'.c tuy€n 
cua du khach v€ du lich homestay (J Vi~t 
Nam la d n thiet. 

ca so L v THUYET v A PHlfcJNG 
PHAP NGHIEN CW 

Cd sd ly thuytt 
Du l!ch homestay du'(jc djnh nghia 

la mQt tra i nghi~m thUc dff y Slf tU'cmg 
tac gii'i'a gia dlnh va du lich nb~m nllJC 

Nglly nlu'jn blii: 221612020; Ngay phdn bi?n: 141712020; Ngay duy?t diing: 221712020 
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dich trao d6i van hoa va trny6n tho'ng. 
D6 Ja m()t chuye'n di, ma khach thue m()t 

. phOng (j cua chu nha ~ia phu'Cing, d~ thn 
hi.€u v~ van h6a, t~p quan, lo'i so'ng va 
ngon ngu dia phttong. Chu nha cung ca'p 
ch6 CJ, dich V~I phong va an uo'ng Cho 
khach. B~c di~m quan tr9ng cua ctu Heh 
homestay la khach Cs trong nha cua m()t 
gia dlnh ngltoi dia phttcrng va tlteing tac, 
giao lu'u voi c()ng d6ng cna phu'Cing. Ml,lC 
dich chinh cua du ijch homestay Ia trii 
nghi¢m moi l<:t, dem l:;ti sv thich thu cho 
du kMch, thOng qua d6 md r()ng Sl/ hi~u 
bie't, lam giau kinh nghi~m s6ng va giup 
thay dcSi quan di~m, thai d() ca nhan theo 
httong tfch eve. 

Chia se tnfc tuye'n du'QC xac djnh la 
ta't ca cac hlnh thuc cung ca'p th6ng tin 
va chia se quan di~m v€ hang h6a, djch 
V~l th6ng qua m:;tng xa hQi, cac di~n dan, 
blog va caC website danh gia dich Vl,l . 

Day la hlnh thuc truy6n thong trvc tie'p 
gifi'a khach hang v6 hang h6a Va dich Vl,J. 

Dl/dinh chia se tn/c tuye'n la.kha nang 
CUa ngltoi da Slt dl,lng hang h6a, dich VI,! 

se tie'n hanh cac hanh vi cung ca'p thong 
tin va chia se quan di~m v6 hang h6a, 
djch Vl,I. Kha nang nay ph\l thUQC vao Sl/ 
san sang, cac ye"u to' chU quan va khach 
quan thuc diy hanh vi di~n ra. Nghien 
CUU cho thff y , d\l' dtnh va hanh vi thl/C te' 
di~n ra co Slf tlteing quan cao. 

Mo hlnh nghien cuu 
Dl,l'a tren cac mo hlnh cua Mazzarol 

va c()ng Sl/ (2007); Jalilvand va CQng 
Slf (2017); Ladhari va Michaud (2015), 
tac gia de xua't mo hlnh nghien cU'U nhll' 
Hlnh. Theo d6 , bie'n ph1,1 thu()c cl'1a mo 
hlnh la 0\( dinh chia se trlfc tuye'n; hai 
bien doc l~p la: S\t hai long cua khach 
hang va St! moi 1? cua homestay. 

Cac gia thuye't nghien ct1u bao g6m: 
HI: Slf hai !Ong cua khach hang c6 

mo'i quan h~ hlnh chu U vdi d\}' dinh chia 
se tnfc tuye'n. 

H2A: Cac tac nhan di€u tie't m6i quan 
h~ giua sv hai !Ong cua khach hang vdi 
dlf diiih chia se tr~rc tuye'n. 

H2B: Cac tac nhlin c6 anh htt&ng 
thu~n chi~u dang k~ de'n dlf d!nh chia se 
tr1,l'c tuye'n. 

H3: St,J' moi l~ Cl.la homestay c6 anh 
htfdng thu~n chi€u dang k~ de'n d\l' djnh 
chia se tnfc tuye'n. 

Phti<1ng phap nghien cuu 
Trong· giai do?n nghien cuu dinh tinh, 

5 chuyen gia dli<;1c phong va'n d~ tham 
khao y kie'n. HQ la nhung nha chuyen 

Economy <tn<.l Forecast Review 

HiNH: MO HINH NGHIEN CU<J 

S11 hiti long cua kh:ich 
hitng 

S11 nl&i )<i ci1a )\omestay 

'-r-~~~~""'""<.------H28 

H3 

Dir dinh cbia sc tr1rc 
cu yen 

.__ ___ ___j 

Ngu6n: D~ xua:t drn tac gia 

mon v~ du lich ho~c chU doanh nghi~p homestay. 
Th6ng tin hQ cung ca'.'p dU'Qc sti' d9ng d~ xay dl,l'ng thang 
do Dlf d!nh chia se trl,l'c tuye'n va hoan thi~n bang hoi 
tntoc khi duQc sti' d1:111g d~ khao sat chfnh thli'c. 

Khao sat b~ng bang hoi duQc thlfc hi~n voi 153 
ngll'C5i la nhung nguoi da di du lich homestay, nhttng 
chi c6 116 phieu c1fi y du co th~ slJ' d1,mg dttQc. Ty I~ 
nam tham gia khao sat la 60% va nu Ia 40%; C6 39% 
so nguoi dtt<1c khao sat co thu nMp duoi 10 tri~u d6ng/ 
thang, 30% c6 thu nMp tU' 11 de'n 30 tri~u/thang va 
31 % c6 thu nMp tren 30 tri~u d6ng/thang; C6 41 % so' 
ngttai ctuqc hoi y kie'n duoi 30 tu6i, 50,9% c6 tu6i tu 31 
de'n 45 va 8, 1 % c6 tu6i tren 45. 

S6 li~u sau kbi OL(Qc lam s~ch du'\jc nh~p va xii' ly 
b~ng ph§n m~m SPSS. 

KET QUA NGHIEN cuu vA THAO LU~N 

Kiim dinh thang do 
Chi s6 Cronbach's Alpha duQc stl' dl,lng d~ danh gia 

m((c d() tin c?y cua thang do. Chi s6 nay dtrQc cho la 
cha'p nMn du'<;fc khi Ion hein ho~c b~ng 0,7. Ke't qua 
Ch?Y Cronbacb's Alpha cho tha'y, cac thang do sii' dt.mg 
trong nghien cU'U nay d6u dap U'ng di6u ki~n tren. C1:1 
th~ Cronbacb's Alpha cua Slf hai long cua khach hang 
la 0,93; Slf mdi 1? cua homestay Ia 0,9; DI! dinh chia se 
trlfc tuye'n Ia 0,91; Tac nMn fa 0,89. 

Phan tfch nhlin t6 kham pM (EFA) giup trfch xua't 
nhan to t\r cac thang do. Ki~m djnh KMO Coeficient 
danh gia tinh phu hQp cua phan tich EFA voi KMO 
phai d~lt 0,5 tra len, thl t~p s6 li~u dtt<1c coi la phu hQp. 
Ke't qua phan tich cho t~p du li~u thu th?p du<1c c6 
KMO la 0,83 - dap U'ng di6u ki~n cua ki~m djnh nay. 

Ki~m djnh Bait]ett (Bartlett test of spheridty) du<;fc 
sii' d1,1ng d~ xem cac bie'n so c6 ttMng quan voi nhau 
khOng, vi di~u ki~n dti thvc hj~n phan tich nhan s6 
kham pha la c;fo bie'n s6 c6 m6i quan h~ voi nhau, m~c 
du m6i bie'n phan anh m()t khia qnh rieng. Ke't qua 
kitim djnh cho tha'y, cac bie'n so c6 m9t tu'ong quan vdi 
nhau (vdi d() tin c?y < 0,5) nhu th~ hi~n trong Bang I. 

Chi s6 EFA (factor loading) la s6 do v6 muc d() 
tu'Cing quan giua cac bie'n so va nhan t6. Ke't qua Ch?Y 
phan tich EFA du'Qc trlnh bay trong Bang 2. Ta't ca cac 
bie'n s6 d~u hQi t1,1 vao m()t nhlin t6 va co gia tri cao, 
VU'Qt muc tieu chuffn. Bi€u nay cho tha'y' cac bi en quan 
sat dam bao d9 tin c~y v~ th6ng ke va cac nhan t6 c6 
Sl/ th6ng nha't vdi t~p dCr li~u. 
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BANG I : KET QUA KIEM DINH KMO vA KIEM DJNH BARTLETT'S 

Kigrn dinh KMO va ki~m djnh Banletc's 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0,83 

Approx. Chi-Square 1.7 l 0.6 

Bartle tt's Test of Sphericity df 153 
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BANG 2: KET QOA KIEM DJNH EFA 

NMn to' lli 

i .. 2 3 4 

0,76 

0,80 
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0,86 

0,86 

0,75 
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BANG 3: KET QUA HOI QUY DA BIEN 

H~s6 
chtta chuin boa 

H~so' 
cbulfn h6a 

" ' ' Tho'ngk~ 
t Sig. da d)ng tuye'n 

B Std. Error Beta J:)q chap nh~n VlF 

3,093 ,737 4.195 ,000 

-1,167 ,363 -1,160 -3,218 ,002 .036 27,569 

,408 ,078 ,439 5,240 .000 ,672 l,488 

,257 ,082 ,246 3,119 ,002 ,759 1.317 

,166 ,058 l ,093 2,868 ,005 ,032 30,854 

BANG 4: PHAN TiCH BIEN DIEO TIET 

coeff se t p ' LLCI ULCJ 
] ,6795 ,8198 2.0487 ,0428 ,0552 3,3039 

-,0565 ,2404 -,2348 ,8148 -,5328 ,4199 

,5763 ,2083 2,7672 ,0066 ,1637 ,9890 

-,0005 ,0584 -,0078 ,9938 -,1162 .1153 

Nguen: Tinh toan cua tac gia 

Ki~m djnh cac gia thuy~t 
Kilm djnh giii thuyet HJ, H2B va H3 
Gia thuye't H 1 cho ding, co mO'i quan M tuye'n tinh 

hlnh chu U (U-shape) giua Slf hai lOng cua khach hang 
va Dlf djnh chia se trlfc tuyen. Mei quan h~ nay duqc 
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bi~u thi dU'oi d~ng mt)t ham h6i quy b'inh 
phu'dng. Gia thuyet H2B gia d!nh c6 moi 
quan M thu~n chi~u giua Tac nhan va 
Olf djnh chia se tr~(C tuyen va Gia thuye't 
H3 dlf doan moi quan h~ thu~n chi~u 
giii'a Slf mCli I~ cua homestay vdi Dt! dinh 
chia se tn,tc tuyen. 

Cac m6i quan M trong cac gia rhuye't 
H 1, H2B va H3 c6 th€ dude bi€u thi 
duoi d~ng m¢t ham h6i quy d~ bien blnh 
phlWng nhU' sau: 

I= a*CS2 - b*CS + c*T + d*N 
Trong d6: I la Dl! dinh chi a se tn/c 

tuyen; cs Ia St! bAi long cua khach 
hang; T la Tac nhan; N la Slf m6'i l~ ciia 
homestay; a , b, c, ct la cac M s6b6l quy. 

Ket qua h6i quy cta bie'n du'<;ic trlnh 
bay trong Bang 3. 

Ket qua h6i quy eta bien blnh phucing 
cho tha'y, cac gia thuye't Hl , H2B va H3 
ct~u duqc khing djnh vdi mtrc ct() tin c~y 
ct~u nho hcin 0,05. Voi cac h~ s6Beta thu 
duqc ham h6i quy eta bien blnh phttcing 
c6 th€ viet l ~ i nhtl' sau: 

I= J,093*CS2 - 1, 16*CS + 0,439*T + 
0,246*N 

Kiim dtnh gid thuyet H2A 
Gia thuyet H2A dlf doan cac tac nhan 

c6 tac d<)ng di~u tier '1am thay ctdi anh 
hudng thu~n chi~u cua Slf hai long cua 
khach hang de'n Dt! ctinh chia se trlfC 
tuyen. Gia thuye't H2A duqc ki€m djnh 
b~ng thU thu~t Process do Hayes (20) 3) 
ct€ xu!t d€ phan tlch bien Di~u tie't. Anh 
hlJ'Cing cua bie'n d(lc J~p de'n bien ph1:1 
thu(k se thay d6i do bien Di~u tiet. Ne'u 
muc Sig. < 0,05, ta c6 th~ ke't lu~n, bien 
Bi€u tie't.lam thay d6i tac d()ng cua bie'n 
d(k l~p de'n bie'n ph\I thu<)c. 

Ke't qua ch~y thu thu~t Process du<;1c 
trinh bay trong Bang 4. Ke't qua nay cho 
tha'y, h~ sop-value la 0,066 > 0,05, nen 
co th€ n6i chtta <!ii b~ng chtrng 0€ khhg 
djnh gia thuye't H2A. 

MQT SO HAM Y CHiNH SA.CH 

Ke't qua phan tfoh s6 Ji¢u giup dua ra 
m<?t s6 pbat hi~n quan trqng, c6 nhi~u y 
nghia voi cac nha cung ca'p djch v1:1 du 
ljch homestay. 

Thu nhttt, $1.f Mi long ciia khach hang 
du<;ic kh~ng d!nh c6 tac dong den Dt! 
dinh chia se tn,tc tuyen theo hlnh chi! u 
(Gia thuye't HJ). Khach hang hai Jong 
hol/.c Mfr man v~ trai nghi~m se ch ia se 
trlfc tuyen nhi~u hdn so vai tntong h<;1p 
hQ nh~n duqc m()t dich v1:1 (J muc trung 
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blnh. Day la m9t d~c tntng di€n hinh ctia 
du khach homestay, khi Sl/ hai long cua 
·h9 ph~t thu(>c nhi~u vao cam xuc. Phat 
hi~n nay cho tha'y, nhil. cung ca'p djch VlJ 
du ljch home stay, trud'c het, dn t<;to ra slf 
Mi long cho khach hang bang nhU'ng gia 
tri khach mong d<Ji. Du kMch hil.i long se 
chia se nhung thong tin, quan di~m tich 
clfc. Nha cung ca'p djch V\J ding phai chu 
y den nhftng khach khong hai long, vi 
nhung ngttoi nay se chia se thong tin tieu 
ClfC. Tu d6, co bi~n phap giai toa nhung 
bU'c xuc cua hQ, chhg h?n giai thlch ly 
do khach quan lam anh hlidng den cha't 
lttQng djch v1:1 ho~c th~m chi chl ch thl!a 
nh~n nhii'ng thieu sot vC!i du kMch. 

Thii hat, cac tac nhan kMng lam 
thay d6i tac d(}ng cua St! hai long cua 
du khach den Dt! djnh chia se trlfc tuyen 
cua hQ (Gia thuyet H2A). Di~u nay co 
nghia Ia voi nhung du khach Mi long 
ho~c ba't man vi~c c6 hay khong m9t 
tac nhan ding khOng lam thay d6i dlf 
clinh chia se tnfc tuyen cua he). Khi du 
khach hai long, hQ se tlf d9ng chia se, 
ma khong dn phai kich thich ho4c tac 
d()ng gl. Tuy nhien, nhii'ng tac nMin lt;ti 
c6 tac d9ng tn,tc tie'p lam tang kba nang 
du khach chia se tnfc tuye'n (H2B). Khi 
c6 tac nhan, nhii'ng du khach khOng co 
a'n ttt<;Jng d~c bi~t v€ tnli nghi~m se 
chia se vdi nguoi khac. Di€u nay c6 y 
nghia lOn do'i vdi nha cung ca'p d!ch VlJ 
homestay: Ne'u ffil;IC dich cua hQ la cung 
ca'p th6ng tin rt)ng rai de'n du .khach, thl 
nen tang ct.tong sll' d1:1ng tac nhan; con 

ne'u m9c dich la thuye't pht)C du khach ti€m nang, thl 
khong nen sti' dt;mg tac nhan. 

Thu ba, sv mC!i l<;t dia homesty c6 tac dqng dang 
k€ de'n dlf dinh chia se tn;tc tuyen cua du khach (Gia 
thuyet H3). Ben q.nh nhung ngttoi hai long (ho~c bfft 
man), cac du khach tha'y nhung di€u moi l<). t<).i dicim 
de'n cilng nhi~u kha nang chia se tn,tc tuye'n hem. V(5i 
trao lttu check-in hi~n nay, vi~c c6 nhung di€rn nha'n 
mdi l<:t la ra't can thiet d6i vdi cac homestay. Vi~c Chl;lp 
anh, quay phim dtta Ien m<;tng xa h()i da tr& thanh thong 
l~, th6i quen cua nhi€u ngu'(Ji, nhung nhung chi tie't moi 
l<,t se t(,l.O dU'QC hi~u ung lan toa m<;tnh me. MU'c d9 mdi 
l<;t se giam di theo thoi gian va xu huong sao chep Ifo 
nhau cua cac homestay. Do v~y, cac homestay dn tt,f 
lam mdi mlnh; thay a6i a€ luon dem de'n nhung cli~u 
mdi l<;t cho du khach. 

KET LU~N v A KHUYEN NGHI 

Dt!a tren ke't qua khao sat thlfc te, nghien CUu nay 
cho tha'y, St! bai long cua khach bang Va St! mdi l<;t 
cua homestay la cac yeu t6 tac d(>ng dang k€ de'n dlf 
dtnh chia se tnfc tuyen cua du khach. Do v~y, dgu tien 
d n lam cho khach hang hai long, d4c bi~t la dap ling 
nhung nhu c~u cam XUC cua hQ, ma Sl,I' moi l~ c1.ia trai 
nghi~m la m<?t ph~n quan tr9ng. C~n d~c bi~t chti y 
dci som phat hi~n va co giai phap vdi cac khach hang 
khOng hai long, vl nhi~u kba nang, nhung nguoi nay se 
chia se trl,l'c tuyen v€ quan di€m tieu ClfC cua h9. Co sCi 
homestay dn t<).o duqc cam xuc mdi l<).. cho du kbach, 
cling nhli dn c6 kha nang dinh ky thay o6i, tlf Jam moi. 

Cu6i cling, nha cung cff p dich VlJ can Ste d9ng nhung 
tac nhan d€ kich thich du khach chia se tn;tc tuyen, neu 
muon nhi~u ngttoi bi~t hon v~ co sO' cua mlnh nhlfng 
c6 the phai Om each thlic khac, ne'u muon thuyet phl;IC 
he,> sir d1Jng dich v1:1.D 
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