
Cac ye'u t6 tac d{>ng de'n 
SI/ hai long cua du khach n{>i dja 
v@ cha't lu'Qng djch Vl} lu'u tru 
t~i TP. Quy Nhon 

NGUYEN Dile rtt1EN rttu'· 

T6m ti\t 
Nghitn cUu nay nhl:im ddnh gid cdc y{/u ti{ tdc dQng ae'n Slf hili !Ong cUa du khdch n(Ji dia v8 
chd't !U(fng dfch V{l luu trU tr;ii TP. Quy Nhun (tlnh Binh Djnh). Kt't qud nghiCn ctlu cho thll'y, 
c6 6 yt'u tf/ tdc dQng tdi slf hiii !Ong cila du khdch nQi dja dO'i vrfi chttt [lfl;lng djch V(-t lttu trU 
tt;1i Thi'lnh phO'. vJi mUc di} tdc dl}ng dtt(fc sdp xC"p theo thtl !If gidm ddn IQ: ( l) SI/ ddp U'ng; (2) 
SI/ ddnt bdo; (3) Phuong tifn hilu hlnh; (4) S{t tin ct;iy: (5) Gid; (6) SI/ cdm thbng. TrCn co sJ 
kt't qud nghitn cUu, tdc giii dE xud't cdc gidi phdp nhlim g6p phlin ndng cao SI/ hiii !Ong cUa 
du khdch nQi dja v€ chd't lur;ng d,ich V{l lllU trU f(li TP. Quy Nhun. 

TU kh6a: slf hiii !Ong, du khdch nQi dja, ch5t llf(fng d,ich V(J lttu trU, TP. Quy Nhan 

Summary 
This study aims to evaluate factors affecting domestic tourists' satisfaction with the quality 
of accommodation services in Quy Nhon city, Binh Dinh province. The outcome reveal six 
deter1ninants, sorted in in descending order o.f impact, ivhich are (I) Responsiveness; (2) 
Assurance; (3) Tangible; (4) ReliabiliTy; (5) Price; (6) EmJJathy. Based on the finding, the 
author proposes solutions for improving doniestic tourists' satic,,faction with the quality of 
accommodation services in the city. 

Keywords: satic,,faction, domestic tourists, quality of acco1nmodation services, Quy Nhon city 

GIOI THl~U 

Quy Nhefn Ia thilnh ph6 c6 nhitu l<;Ji 
the' v€ di€u Iden tl1 nhien va xii h6i cho 
ph<it tri€n du I!ch bi€n. Ho<:it dt)ng kinh 
doanh 111u tn.i du lich t<:ii Thanh ph6 hi(!n 
d<:tl d11<;1c nhii'ng ke't qui d<ing khich 1¢, 
nhl1ng v:ln bj chi ph6i bdi ye'u t6 thO"i 
V\l, cbn x<ly ra tlnh tr<:J.ng C<:J.nh tranh v€ 
gia, nen Unh h11dng de'n uy tin va cha't 
l11<;1ng chung. Ngoai ra, ho<).t dt)ng kinh 
doanh dich vu lu'u trU du lich tai Thilnh 
ph6 cling bt)~ IQ mt)t s6 h.<:in ch.€ kh<lc, 
nhu': djch vv b6 sung trong c<ic cd sd 
J11u trU chu'a phong phU, chlfa d:ip Ung 
yeu cii.u n¥ay cilng cao cUa du kh:ich; 
mt)t s6 diCm kinh doanh ph<it tri€n tl,f 
phtit, d:ln dc"n tinh tr<:ing cung vlfl.1t cii.u; 
ngu6n nhil.n 11,fc c6 chuyen m6n, nghi(!p 
VIJ trong c:ic cd sd l11U trU cOn thie'u so 
vdi yeu cii.u (trlnh dt), cha't 111<;1ng gilla 

cac cd sd c6 slf chi:nh 1€:ch kh:i cao, nhi8u di€m kinh 
doanh cOn sii' dvng nhil.~ vien theo h<;Jp d6ng thUi vv, 
ho~c t~n dvng lao dQng trong gia dlnh, nen cha't llf<;lng 
phvc vv chua cao); ho<:it dt)ng qu<fng h:i, xi.le tie'n san 
pba"m, djch V\l phii.n ldn cOn mang tlnh hlnh thli'c, 
thie'u chuyen m6n, nen chua mang l<:ii hi~u quii; chu'a 
chU d()ng tim kh:ich hang th6ng qua c:ic phuong ti¢n 
truy€n th6ng hi¢n d<J.i ... 

D<J.i ht)i d<:ti bi6u Diing bt) TP. Quy Nhdn lfin thll 
XIV, n'1ii¢m k)' 2020-2025, cta x:ic djnh mt)t trong ba 
khil.u dt)t pha dt1 t<J.o dt)ng li,tc yh<it tri€n trong nhiem 
k)' nay Ia: "T~p trung phat trien cOng nghi¢p, thtfdng 
111<.J.i, d!ch V\l, du ljch, trong d6, x:ic dinh djch v1,1, du 
ljch ta ngllnh kinh te' miii nh9n cUa Thilnh ph6". Df 
hi¢n thl,fc h6a m1,1c tieu nay, thOi gian tOi cfrn tri€n khai 
nhi6u giiii ph<ip d6ng bQ, sang t~o, hi(!u quii. nhhn1 th Uc 
da"y ph:it tri€n djch vv du ljch bi€n TP. Quy Nhon dUng 
httOng, d;:tt hi¢u qua cao. Dil.y 1a lY do t:ic gi<'i ch9n d8 
tili nghien cli'u kh:im ph:i c<ic ye'u t6 t:ic dt)ng de'n SI/ 
hai lOng cUa du kh<ich nt)i dja v6 cha't lu'<;lng djch vv 
lu'u trU t<:ii TP. Quy Nhon. 

• Khoa Du ljch vii Am th\[c, TrUClng D;;ii h9c C6ng nghi~p Thl,(c ph~m TP. HO Chi Minh 
Ngily nh4n bili: 2711212022; Ngily phdn bi{jn: 1610212022: Ngil.y duy{!t diing: 2410212022 
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HiNH: M6 HiNH NGHIEN cUa DE xaAT 
Phuong ti~n hfru hinh 

STT 

I 

2 

3 

4 

5 

6 

7 

S\!' tin c~y 

S\!' llili IOng 
S\!' d!\p irng 

S\!'dim bAo 

S\I citm thOng 

Giii cB 

Ngu6n: Tac giii de xu6t 

BANG 1: KET QaA KJEM D!NH DQ TIN cAv 
CcJA THANG DO BANG CRONBACH'S ALPHA 

BiCn quan s!it Cronbach's Alpha 

Phtrdng tio$n hi1u hinh 0.887 

Slf tin c?y 0,895 

Slf d<i.p Ung 0,886 

Su Uol.111 hol.o 0,874 

Slf cam th6ng 0,879 

Gia ca 0.883 

Slf hil.i IOng 0,867 

Ngu6n: Ph<ln tich tU dO' li~u khi:\o silt ci.ia tac gi<l 

CO SO LY THUYET VA PHUONG PHAP 
NGHIEN c(lu 

Cd sd IY thuye't 
D!ch vv Ja nhil'ng ho(:lt di)ng ho(tc Ia chu6i ho<:tt 

di)ng. Tuy nhien, <'1 cac ho<:tt dQng d6 kh6ng nhit thie't 
x3y ra Slf t3.c dQng qua I<:ti giG'a mQt ben JU kh3.ch hang 
va mQt ben Ia nglfbi cun~ cip dfch v1,1, hoi;ic tifm life 
v€ mi;it v~t I)' ciia s<ln phiim hoi;ic h~ tho'ng ngLfUi cung 
ca'p inU n6 dtf~1c cung cflp nhlf Ia nhG'ng gi3i ph3.p cho 
vin ct€ cUa ngubi tieu dUng (GrOnroos, 1990). 

Tren thVc tc' c6 nhi&u c6ng trinh nghien cUu v€ chfit 
Iu\1ng djch Vl,I trong c<ic llnh VlfC, nhlf: ngiin hang, b~nh 
vi¢n. siCu thi (Nguy6n Thi Mai Trang, 2006) ... Rieng 
d6i vd'i ITnh vvc du ljch, cGng da c6 nhi€u nghien cUu 
v€ cha't ltfc;fng djch vv ciia: nha hang, kh<lch s<,1n ... 
(Lu'u Thanh Dile Hlii va Nguy@n H6ng Giang, 2011; 
Nguy~n Qu6c Nghi va Phan Van PhUng, 2011) ... Tuy 
nhien, ph5n !On c<ic nghien cilu chi dUng l;:ti CJ khiio s<it 
y kie'n cUa du khach bhng each thfing ke n16 tii, c6 ft 
nghien cilu v€ do \LfUng va sii d1,1ng thang do. 

MO hinh nghien cti'u 
Qua h.rqc khiio cac nghien cilu trong va ngoai ntfd'c, 

tac giii ae xufit m6 hlnh nghien cilu nhlf Hinh. 
C<lc giii thuye't nghien cilu dlf<;fc dtfa ra nhtf sau: 
HI: Phtfdng ti~n hG'u hlnh c6 tac d(lng tich clfc de'n 

Slf hUi lclng cUa du kh<lch. 
H2: Slf tin c~y c6 tac d(ing tich clfc d6i vdi Slf hlli 

IOng cUa du kh3ch. 
H3: Si;r dap Ung c6 tac dQng tich clfc de'n Slf hai 

!Ong cU.a du khach. 
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H4: Slf diim biio c6 tac dQng tich clfc 
d6i vd'i S\f hai \Ong cUa du kh{ich. 

HS: S\f ciim thOng c6 tac dQng tfch 
c\fc de'n SV hlli lc)ng cUa du kh<ich. 

H6: Gia cii c6 tac dQng tich clfc d6i 
vd'i SV h<li lOng ciia du khach. 

Phtidng ph3p nghien cti'u 
Nghien cilu thlfc hi$n khiio s<it slf hai 

JOng cUa du kh3ch v~ chfit Iuqng djch Vl,I 
lu'u trU t~i TP. Quy Nhon b?ing b<lng cau 
hOi dlf<;i'c so<:1n s:ln, vd'i s6 mii.u kh3o sat 
Ia 300 phic'u va thOi gian th\l'c hi~n kh?to 
sat tit ngay 01/10/2021de'n15/10/2021. 
Vd'i 225 phic'u thu ve h<;fp It;:, tac giU dii 
dlfa vao phiin tich, xU \)' s6 lit;:u vdi slf h6 
tr<;i' cUa phftn m€m SPSS 26.0. 

~ 'I " , 

KET QUA NGHIEN CUU 

Ki€m djnh d(i tin cl'.ly cUa thang do 
b~ng Cronbach's Alpha 

Biing I cho tha'y, ta't ca c<ic thang do 
d~u c6 ht;: s6 Cronbach's Alpha ldn hon 
0,7, nCn c<ic thang do df:u phU h<;p d€ thl,l'c 
hi~n phan ti ch nhan t6 kh<im ph<i (EF A). 

Phlin tich EFA 
cac bic'n thanh phftn ciia thang do 

d&u c6 h¢ s6 tlfOng quan bie'n t6ng ldn 
hon 0,3 (Biing 2). Nhlf v~y, sau khi thlfc 
hit';:n phfin tich EFA, c6 6 yc'u t6 :lnh 
htfdng de'n SI/ hai IOng ciia du khach nQi 
d~a v6 cha't llf<;i'ng djch Vl,I lu'u trU t<.ti TP. 
Quy Nhon. 

Ph;ln tlch ttidng quan 
MOi quan h¢ tlfOng guan giG'a 6 bie'n 

dQc l*p vd'i bie'n ph1,1 thuQc dtfc;fc thE hit;n 
qua B:lng 3. Theo ma tr~n ttfrlng guan, 
tfit ca cac ht;: s6 tlfdng quan gilla cac bie'n 
dQc J~p vdi bie'n ph1,1 thui)c d8u c6 mile 
Y nghTa 1 o/o (Sig. cUa cac bie'n d~u nhO 
hdn 0,0.1). Nhlf v~y, cac bie'n dQc l*p c6 
the sii d1,1ng ae phan tich h6i guy, danh 
gia n1Uc dQ gi3i thich cUa titng bie'n dQc 
l*p d6i vd'i bie'n phl,I thuQc. Ht;: s6 ttfdng 
guan giG'a cac bie'n d()c l~p dao d{)ng tit 
0,235 de'n 0,574. Do d6, nghien cUu c6 
tht1 c5.n xem xet vai trO ciia cac bie'n dQc 
l*p trong tn6 hlnh h6i quy tuye'n tinh. xet 
m6i quan h~ tlfOng quan tuye'n tlnh gilfa 
c<ic bie'n dQc l~p, ht;: s6 Sig. giil'a cac bie'n 
d(ic l~p cteu < 0,05 cho thfiy, cac bie'n c6 
ttfdng quan tuye'n tinh vdi nhau. 

Ke't qua ph§n tich h6i quy 
C{ic bie'n dLfc;fC dlfa vUo phfin tich h6i 

quy gc1n1 6 bie'n d{)c l~p: (i) Slf d<lp Ung; 
(ii) Slf tin c*y; (iii) Slf cam th6ng; (iv) 
Phuong tit';:n hG'u hlnh; (v) Gia cii; (vi) 
St;r diim b:lo. Ke't guii phiin tfch h6i guy 

Kinh tf' va Olf btlo 



(B<ing 4) d<ip Ung du\lc yeu cdu khi c<ic 
ye'u tO d@u c6 h~ sO Sig. < 0,05 va h~ 
sO ph6ng d<).i phttd'ng sai (VJF) deu < 
I 0, nen m6 h1nh kh6ng c6 hi~n tlf<;fng da 
cQng tuye'n. 

Kiim tra di) phU hQp clla mO hinh 
Bftng 5 cha tha'y, h~ sO R2 hii;u chinh 

bfing 0,836, nghia Ja c<ic bie'n d(lc l~p 
trong m6 hlnh nghien cUu ftnh huOng 
de'n 83,6o/o slf thay d6i clia bie'n ph9 
thu(lc, cbn h.li 13. 16,4% do iinh httOng 
clia c:ic bie'n ngoi'ti m6 hlnh hoi_ic do sai 
sO ngftu nhien. ANOV A c6 gi<i tri Sig. = 
0,000 (nen 1n6 hinh h6i guy phll h<;fp vOi 
t~p dU li~u), chUng tO giii thuye't HO da 
bj bac bO. Nhu' v~y, c6 t6n t<J.i m6i quan 
h~ tuye'n tlnh giii'a bie'n ph9 thut)c vdi it 
nha't mQt trong c:ic bie'n dQc l~p. xet tac 
dQng clla titng bie'n dQc l~p Jen bie'n phi) 
thuQc, th1 cac bie'n nay c6 y nghia trong 
vi~c gi:li thich cho bie'n Y (vdi mile dQ 
tin c~y 95%). ca 6 ye'u tO c6 h~ s6 Sig. 
nhO hdn 0,05 (m6 hlnh phll hqp vdi mile 
y nghTa 0,05). Ye'u tO dQc J~p c6 ht; sO 
Beta chuifn h6a ci'tng lOn, thl cang ii.oh 
httOng de'n ye'u tO phi) thuQc. Ngttqc 
lq.i, ye'u tO dt)c l~p c6 hi; sO Beta ci'tng 
nhO, thi cang it iinh httOng de'n ye'u t6 
ph9 thut)c. MO hinh cho thffy, 3 y€u tO 
g6m: (1) Slf d{ip Ung; (2) Slf d3m bio; 
(3) Phttdng tit;n hii'u hlnh c6 h~ s6 Beta 
chuii'n h6a ldn nhfrt, nen 3 ye'u t6 nay c6 
tac d(lng nhi@u nhfrt de"n slf hai lbng cl1a 
du kh<i.ch nQi dja v6 cha't ltt<;fng djch vv 
lu'u trU t<).i TP. Quy Nhd'n. 

KET LU~N VA HAM Y QUAN TR! 

Ke't lu@n 
Ke't quii nghien cllu cho thii'y, c6 6 ye'u 

t6 t<ic dt)ng tOi slf h3i lbng ci'ia du kh:ich 
nQi d!a d6i vdi cha't hi<;fng djch Vl,l h.tu trll 
tq.i TP. Quy Nhd'n, vOi mile dQ t<ic dQng 
du'<;1c sap xe'p theo thll tlf gii'tm ddn Ja: (I) 
Slf d<ip Ung; (2) Slf diim bio; (3) Phttd'ng 
ti~n hii'u hlnh slf; (4) St! tin c~y; (5) Gia; 
(6) Slf ci'tm th6ng. Nhlrng cii.i thien theo 
ham y quiin tr! ve 6 ye'u t6 nay, c6 th€ 
giUp gia tiing slf hLl.i !Ong ci'ia du kh<ich 
d6i vdi djch v9 htu trU t<).i TP. Quy Nh<1n. 

H3m Y qu3n tri 
E>€ nftng cao s~r hUi !Ong cUa du kh<ich 

trong thCfi gian tdi, tU ke't qua nghien 
cllu, cling nhu' lien h~ vdi thlfc ti~n, h~ 
th6ng kh{tch S<).11, Cd' sd" lU'l.i tn1 a TP. Quy 
Nhd'n cdn thlfc hien d6ng bQ mQt s6 hi'tm 
y quJn trj theo mUc dQ U'l.i tien va ca'p 
thie't nhu' sau: 
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BANG 2· KET QUA PHAN TicH EFA 
·- -

Bil'i'n cuan sat 1 2 3 4 5 6 

GCJ 0,785 

GC2 0.762 
GC3 0,753 

GC4 0,748 

DUJ 0,865 

DU2 0,851 

DU3 0,837 
DU4 0,826 

DUS 0,819 
DU6 0,813 

DU7 0,809 
DUS 0.804 
DU9 0,798 

PTHHl 0,873 

PTHH2 0,865 

PTHH3 0,854 

PTHH4 0,842 

PTHH5 0,796 

TCJ 0,798 

TC2 0,785 

TC4 0,781 

TC3 0,763 

TC5 0,756 

CTl 0,854 

CT2 0,841 

CT3 0,794 
CT4 0,787 

CT5 0,756 

OBJ 0,875 

DB2 0,842 

DB4 0.796 

DB3 0,759 

DBS 0,753 

BANG 3: MA TR,;.N TUONG QUAN GI<1A cAc BIEN EJQC ~p 
VA BIEN PHC,I THUQC 

- - -
SHL GC DU PTHH TC CT DB 

Ht; sf) ltlClng quan 1 . 391"' ,286'" . 368 .. ,235'" ,361" .574 .. 
SHL 

.000 Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 

He s6 tttClng quan ,391'" 1 .102 -,036 ,001 ,018 .020 
GC 

Sig. (2-tailed) .ooo ,071 ,458 .970 ,807 ,875 

Ht; sfi ll!Clng quan ,286'" .112 I ,024 -,206"" ,010 -,007 
DU 

Sig. (2-tailed) ,000 ,071 .695 ,00 1 ,870 ,915 

H~ sO tu'Clng quan .368 .. -,046 ,024 1 ,070 ,167" ,342 .. 
PTHH 

,258 ,007 Sig. (2-tailed) ,000 ,458 ,695 .ooo 
He s6 tu'Clng quan ,235" ,002 -,206"" ,070 1 -, 105 -,049 

TC 
Sig. (2-tailcd) ,000 ,970 .001 .258 ,090 ,428 

H~ s6 tu'Clng quan .361"' ,015 ,010 .167"' -.105 1 ,280 .. 
CT 

Sig. (2-tailed) ,000 ,807 ,870 ,007 ,090 ,000 

Ht; st) hfllng quan ,574"" .010 -.007 .342 .. -,049 ,280" 1 

DB Sig. (2-tailcd) .000 ,875 ,915 ,000 ,428 ,000 

H~ stl ltldng quan 255 255 255 255 255 255 255 

**.Tuong quan (;6 y nghia d m(rc 0,01 (2 phia) 

Ngu6n: Phan tich tU dU li~u khiio sat cUa tac giil 
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l\16 h1nh 

.... 

H~ng s6 

GC 

DU 

I PTHH 

TC 

CT 

DB 

BANG 4· KET QUA MO HlNH H61 QUY 
. .... --- -··-·· ···-···-

llC- s6 chu'a HC- stf t1ii Kilm trn 
chuA'n h6n chulfn h6n t Sig. dn c(lng tuy(n 

II J)(I ICch chu!l'n Beta UO chll'p nh{ln \'IF 

-.498 .205 -2.306 ,022 

.158 .026 .299 4,277 .000 ,863 2.158 

,279 ,031 ,397 7.390 ,000 .941 1.602 

.268 .030 .359 8,284 ,000 • 829 1.217 

.292 ,018 ,331 7,704 ,000 .934 1.671 

.368 .026 .275 6,229 ,000 ,905 1.136 

.248 .029 ,386 9.128 ,000 ,983 1.107 

thiC'u nh!in llfc khiCn cho du kh3.ch ph:li 
xe'p hflng ch<':! dqi lfiu). 11¢ 1h6ng ki61n 
Ira thC ra \'ao biii d6. d~u xc cdn ti¢n lqi. 
nhanh ch6ng, tr3.nh !Um n1a't thCli gian 
clla du kh3.ch . 

(2) D:im b:io tuy~t d6i an tolln cho du 
kh3.ch \'ll tlli s:in clla h9. Khu vlfc qu:in 
IY tll dlfng hhnh IY clla du kh3.ch ph:ii c6 
can1era gi3.m s3.t. tr3.nh tlnh trl,lng d0 d<.tc 
bj nhAn11lin, mUt c:1p . 

(3) Khi c6 nhU'ng tlnh hu6ng khfi'n 
ca'p. thi cd sO lll'll trU cdn d:ltn b:lo an 
tolln cho du kh3.ch. tfch clfc hll'dng dlin 
rO rllng gillp du kh:ich tho3.t khOi slf cf). 

a, BiCn ph1,1 thu(lc: SHL 
(4) Nhf1n vit!n khi dll'a kh3.ch vao nh~n 

phOng nghi, thi ph:li lU'U y nh~ nhllng vll 
hu'Ong dlin kh3.ch gill kh6ng gian yCn linh, 
trUnh IU111 On, :lnh hu'C1ng tdi slf riCng tu' 
clla nhl?ng khUch dang nghi. 

BANG 5• Ht s6 xAc DJNH PHU H(JP cUA MO HINH 

l\16 h1nh HCs6R llC s6 R 1 JIC s6 R2 Sni s6 chud'n Durhln· 
• hifu chinh cUn u'itc lu'l;fng \Vntson 

.. .... -· .... ... 
I 0.884' 0,845 0,836 0.27648 l .6fJ7 

a. BiCn d(lc l#p: (H~ng s6), GC, DU, PTHH. TC. CT, DB 

Cdi thifn )'i?l1 t6'Ph1ttlng tifn h17u hinh 
f)~ cD.i thi~n ye'u 16 Phu'dng tif;n hU'u 

hlnh nh~m gia U\ng slf hlli !Ong cUa du 
kh3.ch lll'll trU t::ii TP. Quy Nhdn, c3.c ddn 
vj kinh doanh djch Vl,l lu'U trU cdn quan 
tftn1 dCn nhU'ng vfin dC: (l) Phu'dng ti~n, 
Cd sC1 v~t chft't ph:li 161. aay dU va tif;n 
nghi, d::it cha't lll'Qng dUng tiCu chufi'n, 
rnang dCn cho du kh3.ch Slf tho:li m3.i. 
bQ ph~n b:io du'cJng va b:io trl lu6n quan 
t!i1n va c6 m~t kjp thCJi khi cftn; (2) C:lnh 
quan t::ii c3.c cd sCJ IU'U trU nt:n chU Y 1hie't 
kc' theo Y tll'Ong tr6ng nhit'.!u c!iy xanh. 
mang dCn kh6ng gian xanh th!in thi{:n 
vdi m6i trll'<':lng, t:;io slf thll' giiin cho du 
kh3.ch; (3) Slf SJ,!.ch sC ph:ii d4t ICn hllng 
dau. chflt lll'Qng phbng ph<i.i luOn s<,tch 
sC, thdm, nhflt Ill phOng 1:1111 vfl. phbng 
vf; sinh (day ill nhU'ng di~n1 rfit nhiCu du 
kh3.ch phlln nlln, d~c bi¢t JU c3.c kh3.ch 
sq.n, homcstay nhO c6 tiCu chuffn tha'p); 
(4) Nh!in viCn lu6n m~c trang phl;lc chin 
chu. ljch Slf, di,-:p n1:1t dd du kh3.ch c:lm 
nh~n minh du'i;fc d6n tie'p trftn tr9ng.D 

b. Bie"n ph\l thuQc: SHL 

Ngu6n: Ph&n Uch tU' dU' 11eu khlio s6t cU11 l6c glA 

Cdi tl1ifn ;·el, tfi Stt ddp Ung 
YCu t6 nlly c6 mite dQ 13.c dQng tfch clfc ldn nha't 

de'n slf hlli IOng cUa du kh3.ch vf: ch!i't IU'Qng d!ch v1:1 
lU'U trU, nCn ciin du'(,fc tiC'p t1:1c c&i 1hi{:n.thco hll'dng: (i) 
Bllo t:;io n!ing cao kiCn thll'c. ky nling. kh& nl'l.ng h6 trQ 
du kh3.ch. ph1:1c v1:1 chu d3.o ngay ca gi<':I cao diCrn cho 
d(li ngU nh!in viCn cUa c3.c ddn vj kinh doanh djch V\J 
hJu trU (kh3.ch s:;in, homcstay. nhll nghi. .. ); (ii) ThiCt kC 
c3.c ddn vj h.tu trU vdi nhi~u lo:;ii h1nh d!ch V\J phong 
phU. d:i1n b:lo dll'qc slf riCng Ill', yCn tinh cho du kh3.ch. 

Cdi thifn yel1 tU' Stt ddm bdo 
BG gia tang ye'u t6 Slf d:ln1 b:lo clla kh3.ch s::in. Cd scr 

lu'U trU. thi qu:ln 15' va nhfin viCn kh3.ch s:;in can Iuu Y: 
(I) Bfii dt'l. d~u xc CJ kh3.ch s::in. nhll nghi. homestay ... 

can b6 tri thu~n ti¢n. r(lng riii, tho3.ng n13.t, an ninh, c6 
1:1p can1era va c6 b:lo vt; trOng gill' xc (1n'.inh 1lnh trq.ng 
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