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Tém tit

Nghién ciiu phan tich cdc nhdn 16 dnh hudng dén su hai long cia khdch hang dot voi chdt
liugng dich vu ctta khdch sqn 2-3 sao trén dia ban TP. HS Chi Minh. Két qud nghwn citue dd chi
ra 3 nhén 16 dnh hmmg, gdm: Sy dim bdo; S nhiét tinh va Sy cdm théng. Két qua nghién cttu
phit hop vdi thite 18 chét lugng dich vu tai khdch san 2-3 sao trén dia ban TP. Hé Chi Minh.

Tt khéa: sy hai long, chdl lugng dich vy, khich san 2-3 sao TP. Hé6 Chi Minh

Summary

This study aims 1o analyze factors affecting customer satisfaction with service quality of two-
and three-star hotels in Ho Chi Minh City. Research result reveals three influential factors
including Assurance, Enthusiasm and Empathy. This finding ure consistent with the reality of
service qualiry at two- and three-star hotels in the Ciry.
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GIGI THIEU

K& tir cudi nam 2019, dai dich Covid-19 da tac dong
rit 19n dén nén kinh t€ toan ciu, Viét Nam néi chung,
TP. H6 Chi Minh néi riéng ciing khdng niim trong ngoai
1& d6. Bé chong dich, cdc gidi phap han ch& di lai va cde
quy dinh vé glan céch xd hoi da duge dp dung. Diéu nay
khién nén kinh t& chiu tic dong rat 16n, trong d6 finh vuc
khdch san, nha hang chiu nhiéu tdn thﬁ’t Iémn.

Pimng tritdc nhing thdch thifc d6, cic doanh nghiép
hoat déng trong Iinh vye luw trd, khach san trén dia ban
TP. HS Chi Minh phal ty thay doi minh, ty danh gla day
di moi mit dé€ ¢& ging vuon 1én vé ning hyc quén 1y,
chién hrge dAu tr va kinh doanh, cdi thién chit lugng san
pham dich vu, quan_ hé d6i tic va cong tdc G€p thi, nhiim
hdi phuc vi phit trién sau khi dich bénh dugc klem SOit.

Trong bdi cdnh dé, viéc nghién citu cdc y€u 18 tic
déng dén sur hai long clia khdch hing vé chit lugng
dich vu clia ¢ sG luu tri tif 2-3 sao trén dia ban TP.
H3 Chi Minh cin dugc thitc hién mét cach kip thdi, cin
trong vi khoa hoc.

CO SOLY THUYET VA MO HINH NGHIEN cOU
M#t s¢ khdi niém

Dich vu trong kinh doanh khdch sgn. Theo Kortler
vit Keller (2016), “dich vu trong kinh doanh khach san”

*Céng ty C& phan du lich Pha Tho, Phu Tho Tourist

la nhimg thit ¢6 gié tri {khéng phdi I sdn
phim vit Lhcll) ma nhin vién cla khéch
san cung cap cho nerng ngudi hoic 8
chidc khac (khdch clia khdch san) nhim
ddp tng nhu cAu ngl nghi, 4n udng, gidi
tri clia khich. Khach san sé thu dude 1gi
phudn tif viéc cung cip nhitng tht c6 gid
trj d6, k€ tir khi ho lién hé véi khach san
14n ddu tién d€ dang ky budng cho dén khi
tiéu ding, rosi khéi khdch san.

Chat lipng dich vu: Theo Faroogi
(2021), chit lugng 13 mdt qud trinh
chuyén d8i theo phuong thdc ching ta
suy nghi vd lam viéc cling nhau, theo
phuong thiic ma ching ta ddnh gia va ban
ting va theo phudng thifc ma chiing ta do
ludng sy thanh c6ng. Yousapronpaiboon
(2014) cho ring: Dich vu 1a mot sy do
ludng mic do dich vi duge dua dén khach
hang tudng xding v&i mong dgi cia khach
hang 15t d€n dau. Viéc tao ra mdt dich vy
chat lugng nghia 1a ddp ng mong dgi cia
khéch hang mot céch dong nhit.

M6i quan hé giita chat lwgng dich
vy va sy hai long trong Kinh doanh
Kkhich san

Thong thudng cdc nhd kinh doanh

Ngay nhdn bai; 27/12/2021; Ngay phdn bién: 08/01/2022; Ngav duyér ddng: 16/01/2022
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dich vy thutng cho riing, chat Iugng dich
vu chinh 1a mitc d6 théa man cta khich
hang. Tuy nhién, nhiéu nhi nghién cdu
cho thdy, sy hai long clia khach hang va
chat lugng dich vu 14 hai khdi niém phin
biét, nhing lai ¢6 moi quan hé gin v6i
nhau. Chét lugng dich vy 13 khdi niém
khich quan, mang tinh lugng gid vi nhéin
thitc; trong khi dé, sif hii long 1a su két
hdp clia cdc thinh phin chd quan, dya
vao cdm gidc v cdm xidc (Muhammad
vi cdng su, 2021).

Zeithaml va Bitner (2010) cho riing,
gid cd cda dich vu ¢6 thé dnh hudng rat
16n d&n nhén thic vé chit lugng dich vu,
sy hii 1ong va gid tri.

Phit tri€n gid thuy&t nghién ciu

Phiigng tign hitu hinh thé hién ré nhit
v cu thé nhit vé& chit luong dich vu. Pai
véi dich vu khdch san né thé hién & chat
lugng ndi thit, tién nghi phong ngd, hay
vi tri toa lac clia khdch san, hinh thiic cia
nhan vién... Hién nhién nhimg y&u t8 hitu
hinh nay s& tdc dong tryc €p dén sy hai
tong khach hang. Vi vy, nghién cu nay
dua ra gi3 thuyét:

HI: Cé sy dnh hudng giita yéu 16
Phutong tign hitu hinh 1én Sy hai long ciia
khdch hang.

Su tin cdy vé dich vu khich san duge
thé hién théng qua viéc cung c4p dich vu
khdéng sai s6t. Tinh tin cdy cda dich vy
s& tao ra sy tin twdng cda khich hing,
hay néi cdch khic né phit di théng tin vé
dich vy c6 chit lugng t61. Vi viy, tdc gid
dé xudt gia thuyét:

H2: Co sy anh hudng gita véu 16 Su
iin cdy lén Suw hai long cia khdch hang.

Su nhiét tinh trong cong tic phuc vy
khich hiang 13 mdt y€u td quan trong dnh
hudng dén su hai long cda khach hang
bdi sy nhiét tinh 13 théng tin bén ngoai
vé chit lugng (Kaura va cdng sy, 2015).
Nhiéu nghién citu khdc nhau cho thdy
méi lién hé giita sy nhiét tinh trong qud
trinh cung cAp dich vy vdi sy hai ldong
khdch hiang (Kaura va cdng su, 2015),
trong d6 c¢idm nhin 6t v& sy nhiét tinh
s€ tao ra sy hai 1ong khdch hang. Vi viy,
nghién ctu nay dua ra gid thuyét sau:

H3: C6 sy dnh hudng gida yéu 16’ Sy
nhiét tink (én S hai long cia khdch hang.

Su ddm bdo thé hién thai d6 phuc vu,
su tén trong khdch hang, kha ning lam
hai 1ong khdch hang vé nhitng nhu ciu
cla ho. Nhiéu nghién citu da kiém chiing
mdi guan hé dnh hudng tich cuc gifta
nhin t6 sy bdo ddm cita nhd cung cip
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HINH: MO HINH NGHIEN C{d BE XUAT
Phuong tién hiru hinh

H!

Su tin cay H2

H3 Sy hai 1omg cia
Su nhiét tinh #  khich hang vé&
chiit lrgng dich vu
H4 +
1
JR R SRR,
H5 L6 e, tinh reang haw i

svdn, thu nhép

Su ddm bao

Su cam thing

Ngudn: D& xuat cla tac gia

téi sy hai long khach hiang, nhu: gido duc (Petrovicova
vii cOng sit, 2013; Tan v ¢dng su, 2016), dich vu nha
hiang (Khan vii Shaikh, 2011) vA nhiéu linh vuc khdc.
Vi viy, nghién ctfu nay dua ra gid thuyét:

H4: Cé sy dnh hitdng gitta yéu 15 Sy dém béo lén Sy
hat long ciia khdch hang.

S cdm thong thé sy quan tdm, thiu hiu khidch
hang. Pit sy hai Iong clia khdch hang 1&n hing dau,
nhu vy chiic chin s& tdc dong tich cuc tdi sy hai l1ong
khdch hang. Vi viy, nghién cifu ndy dua ra gid thuyét:

H5: C6 sut dnh hudng gifta yéu 16 St cdm théng lén
Su hai long cia khdch hang.

M5 hinh nghién ¢ifu

Pé& thirc hién muc tiéu di dit ra, trong nghién ciu
niy, tdc gid quyét dinh st dung thang do SERVPERF
vilL khdi niém sy hai 1ong cda Zeithaml va Bitner (2010)
nhu trong Hinh.

Phuong phap nghién ciiu

- Nghién cttu dinh tinh dugc ti€n hanh théng qua
k§ thuit thio ludn nhém tip trung nhiim khdm phd,
dién chinh, bé sung nhitng tdc ddng d&n sy hai long clda
khach hang da ting sit dung dich vu lun tni tai khich
san vifa vd nhé trén dia ban TP. H& Chi Minh vi phit
trién thang do.

- Sau khi xidy dung bing khio sit, tic gid tién hianh
thiye hién nghién cfu dinh lugng biang phudng phdp
phéng van tryc 1iép k&t hgp véi khao sdt online 149
khach hang d3 tirng luu trd tai cdc khach san 2-3 sao
trén dia ban TP, Ho Chi Minh. Nghién citu dudc thuc
hién trong niim 2021 (Bai viét sit dung cdch viét s6 thap
phén theo chudn quéc té).

KET QUA NGHIEN CUU

Phén tich 49 tin ciy thang do

K&t qua Bdng | cho thy, trir quan sat PTH3, thi cdc
thang do con lai déu c6 hé s& Cronbach’s Alpha kh4
cao (> 0.6). Tuy nhién, néu loai quan sdt ndy s& lam
cho gid tri Cronbach’s Alpha t8ng ting tir 0,749 1én
0.758, nhung mifc ting nay khong ding ké (chi 1.2%)
va quan st ndy c¢6 hé s6 twdng quan téng 13 0.354
> 0.3 vi ndi dung ciu hdi ctia quan sit nay vé “Pia
diém, vi trf toa lac cla khich san” lai ¢ ¥ nghia quan
trong déng g6p vao ndi dung chung ctia bién doc 1ap vé
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BANG 1: KET QUA PANH GIA BO TIN CAY CdA THANG BO

Trung binh | Phuvngsai | Tueng | Cronbach’s
thang do nfu{thang do néu| quan | Alpha nfu | K& ludn
loai bith logi bi€n _ |bifn ténp| , loai bi€n
Thang do “Dé tin cdv”: Cronbach's Alpha = 0,739
DIC! 9.63 5018 567 6611 Bién phi hap
RTC2 9.48 L 6,765 609 6821 Bi€n phd hap
DTC3 9.56 r 5032 557 .669] Bi€n phi hap
DTC4 10.0] 1. 5.662 489 .705] Bi€n phit hap
Thang do "Phutomg ti¢n ki hinh "™ Cronbach's Alpha = .749
PTHI 13.81 19,171 496 .711] Bién phi hap
PTH2 13.67 r 9047 497 .710] Bi€n phd hap
PTH3 13.54 + O8R5 354 .758| Bi€n phi hap
PTH4 13.99 < §.189 645 .655] Bi€n phi hap
PTHS 13.75 = 7.891 588 .675]| Bi€n phiy hap
Thang do “Su nhidt tinh™: Cronbach's Alpha = 0759
SNTI 10,74 = 5397 561 .700] Bi€n phi hap
SNT2 10,29 5355 529 .718| Bi€n phis hep
SNTJ 10.24 = 5.076 589 684| Bi€n phid hap
SNT4 9951 v 5.518 549 707/ Bi€n phii hap
Thang dp “"Sw Pdm bdoe™: Cronbach's Alpha = 0.787
SDBI 9.21 u: 5.454 575 .747| Bi€n phi_hap
SDB2 9.79 = 5,288 620 .716| Bifn phi hap
SDR3J 9.77 u 5532 637 .712| Bi€n phd hap
SDBR4 9.30 6,618 S6l) .157| Bidn phi hap
Thang do “Sw cdm thing”: Cronbach’s Alpha = 0.779
SCT1 12,43 0,436 577 .730| Bi&n phi hap |
SCT2 12.91 = 9.526 561 .736| Bifn_phid hop
SCT3 13.62 1+ 9968 568 _734| Bi&n phil hap
SCT4 12.38 10211 657 .714| Bifn _phid hgp
SCTS 13.52 + 0981 447 .778| Bi€n phil hdp
Thane do S hdi long " Cronbach’s Alpha = 0.779
SHLI 6.60 =. 1,998 558 .763] Bifn phi hop
SHL?2 6,26 2 | 786 633 683 Bifn phi hap
SHI3 6.26 x| 786 660 .652] Bifin phil hop
f
BANG 2: KET QUA PHAN TiCH EFA CAC BIEN BOC LAP LAN 2
Hé <8 KMO - 774
Kiém dinh Bartleu = |Chi-Square 1070.757
df 210
Sig. i 000
| T T K& qua ma trin xeay '"
| “ v Nhin 1
1 2 3 4 5
SCT4 .793
SCTI 779
S8CT3 135
SCT2 696
SCTS 505
PTH4 " R00)
PTH3 692
PTHI " .664
PTHS == 649
PTH2 u 560
SNT4 == 761
SNTI a3 142
SNT3 nr 7
SNT2 L 667
SDB2 == .R47
SDB3 n 799
SDB1 1n 691
SDhd i 576
DTC3 o .185
DTCL i 629
DTCA4 L 545
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Naudn: K&t qua x Iy s& litu trén phdn mém SPSS

“Phuong tién hitu hinh™, Vi viiy, téc gid
quyét dinh vin gif lai quan s4t ndy trong
mé hinh nghién cifu,

Do tat ¢ céic bi€n quan st cla thang
do ndy déu c6 hé s wong quan bién
téng > 0.3, nén ching déu duge sit dung
cho phiin tich nhiin t& kham phd (EFA)
tiép theo.

Phiin tich EFA

Sau khi chay EFA lan 1 cho thiy, bién
quan sit DTC2 dugce di 1&n 2 nhém nhin
t0 khdc nhau v c6 h¢ s6 (di khong céch
biét nhau 13 0.526 va 0.552, nhu viy bién
quan sdt ndy khong thdéa min tinh “Phin
biét” trong phén tich nhin 138, V1 vy, tdc
gid loai bién ndy v chay EFA 1in 2. Thye
hi¢n phin tich EFA cho cdc bién doc lap
lin 2. c6 két qud nhu Bing 2.

Tir két qud phin tich EFA lin 2 cho
thiy: (1) 0.5 < KMO = 0.774 < 1, phin
tich nhiin 8 dugc chip nhin v6i tp
dit liée nghién cifu: (2) Sig. = 0.000 <
0.05. phin tich nhin 16 13 phi hgp v6i
tiip dir li¢u ndy: (3) Gi4 1ri Eigenvalue =
1.364 > | va trich duge 5 nhidn 18 mang
¥ nghia t6m t4t thong tin 6t nhat: vi (4)
Téng phuong sai trich = 59.876 > 50%
cho thdy mé hinh EFA 13 phi hgp. Nhu
viy. 5 nhin td dudgc trich ¢d dong dugc
59.876% bién thién cdc bifn quan sat.

Phiin tich hdi quy da hién

K&t qua Bang 3 cho thiy: (1) Gif tri
R? hiéu chinh bling 0.622, cho bi€t bi€n
doc lap dua vdo chay hdi quy dnh hudng
62.2% sy thay d6i clia bi€én phu thuge, cdn
lai 37.8% 13 do céc bi€n ngodi md hinh
vi sai s8 nglu nhién; vi (2) HE 6 Durbin
- Watson = 2.045. nAm trong khodng 1.5
d€n 2.5, nén khong ¢6 hién tugng tu tuong
quan chubi bic nhat xdy ra.

Tir két qud ki€m dinh ANOVA cho
thdy, gid tri Sig. ki€m dinh F bing 0.00
< 0.05, nhir vy, md hinh hdi quy wyn
tinh bdi phit hgp véi (ip dif lidu va c6 thé
s dung dugce.

K&t qui phén tich héi quy da bién
(Bdng 4) cho thiy: (1) Sig. ki€m dinh
hé s6 hdi quy ciia céc bién ddc 1Gp SNT,
SDB vi SCT déu < 0.05, do dé cic bicn
d6c 1ap ndy déu cé ¥ nghia gidi thich cho
bién phy thude SHL. Cdc bién doc lip
DTC vA PTH c6 gi4 tri Sig kiém dinh t >
0.05, nén bi loai khdi mé hinh; (2) Hé s6
VIF ¢lia c4c bi€n ddc 1dp déu < 2, do vy
khong c6 hién wong da cdng twy€n xdy
ra; (3) Cdc h¢ s6 hoi quy déu > 0. Nhy
viiy, tit cd cfc biCn doc 1ap SNT, SDB
vd SCT dua vio phin tich héi quy déu
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tde dong ctng chilu t6i bi¢n phu thudc - ;BANG 3 BANG DANH GlA: Do Pna qu ct‘m mb HIHH meo R? HIEU CHINH

SHL. Dya vao d6 Idn clia h¢ s6 hdi quy ~ Ty T o 5 R “Sai o chufin

" Durbin-
Watson

Lhudl’l héa Beta, thi¥ tw midc d(} tic dﬁngr_ himh [ | " s | giduchinb _| ciin wdc Wtyng
tir- manh nhitdi yéu nhﬁ't ctlia ¢dc bicn UL o] w796 o e 634y ey 1622 m 39774

2.045

dbe Iap téi bier phu thug¢ SHL Iil SBD *|a. Bién'dbe igp: (H-’mg $6). SCT, DTG, SDB: PTH, SNT ~ vt &

(0.462);:tiCp d€n 12 SNT (0. 275) cubi  |b.Bifn phy thude: SHI.

cong1a SCT {0: ...67) T Y SR - }’i - e o s Nl ‘-‘\I aan ey
£ Phudng trinh-md 14 sy ble’n dbhgecha  ® - - BANG 4. KET GUA PHAN Tich HOI.QAY DmBlEN
chc nhin 6 tic d()ng dcn Slf hdi l(’mg N T He'so ; THESG,
clia khéch hang khi st dung dich vii tai | Ao minh  {f chara chusin héa »fchufin héa =t {Sig. 'l'hﬁng ké chng L'.l)p i
khéch san 2-3 sao trén dja ban TP.: H& "7 U B [Snistchufinf "Beta | H¢ s6 chfip ohgn| B |
Chl Mmh nhu sau: v - (Constant) | .115 224 515}1.608

‘SHL = 0.462 SBD + 0.275 SNT + DTC 067 043 090]1.548].124 .758]1.320
0.267 SCT | PTH 021 051 024] 414].680}.. 7781 1.285
. | {sNT 240 2051 .275]4.735].000 261]1.314
KET LUAN IsbB.__ | .388 048 462]8.126].000 79011266
SCT 226 048] .267]4.738}.000]. 808]1.238

Tai nghi€n citu ndy, t4¢ gid ¢i titng  {8.-Bi€n phy thuge: SHL

budc 1am rd cdc¢ nhin 1§ dnh hudng dén
suf hdi 1dng cda khdch hang d6i v8i dich
vt cia cfc khdch san 2-3 sao trén dig ban ngh‘ién <itu lién quan, sorig né phd hgp vdi-dic di€ém
TP. H Chi Minh. K&t qui nghiéncitu dd  cida khdch san 2-3 sao trén dia bAn TP. H4 Chf Minh,
chi ra 3 nhén (6 dnh hudng gbm: Sy ddm  adng thasi phin dnh trung thyc chit lwgng dich vii la:
bdo: Sy nhiét tinh; Si ¢cdm théng. cdc khdch san ndy cdn nhiéu han ché. Tir 46, cung cfip

T4c gid clng nhfin thiy, vi¢c khim  thém lhong tin cho cdc nha quin 1§ khéch trén dia-ban,
phd cdc nhin (6 ndy c6 nhitmg diém khic  nhim néing cao chit lugng dich vu, ciing nhif nfing cao
nhit dinh so v8i m{t s6-¢dc cbng trinh sy hai Idng cia khéch hing trong thdi gian 14i.00
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