TAP CHi CONG THUONG

MOI QUAN HE GITA
CHAT LUGNG DICH VU VA
LONG TRUNG THANH CUA KHACH LUU TRU
TAIHE THONG KHA CH SAN LIBERTY,
THANH PHO HO CHi MINH

® NGUYEN SON TUNG

TOM TXT:

Nghién cifu xac dinh mdi quan hé giita chat lugng dich vu va 1dng trung thanh cia khdch du
lich Ivu trG tai hé thdng khach san Liberty, TP. HS Chf Minh. K&t qué nghién cttu cho thdy, cic
nhén t8 y€u t& hitu hinh, su tin cily, twong tdc c4 nhén, gidi quy&t vAn dé va chinh sich déu cé
tdc ddog tich cyc dén 1dng trung thanh cla khach du lich d6i v6i co s& lwu tri. Tir 46, (Ac gid dua
ra cdc ham y qudn tri va ki&n nghj d€n nha qudn ui doanh nghi¢p.

TV khéa: Chét lugng dich vu, 1dng trung thanh, khach hang, khéch san Liberty, thinh ph&

Hé Chi Minh.

1. Dt vin a8

Viét Nam 12 mét trong nhitng qudc gia c6 thi
truding du lich dang ngay cang phat tri€n nhanh
chéng va the hdt nhiéu cdng ty du lich khdch san
trong cic thai gian qua. K&t cudi ndm 2010, rat
nhiéu tén twdi khich san hién dai nhu New Worl,
Sheraton. Marriot, Caravelle,.. di tham gia vao
thi trudng khdch san Viét Nam. Tai TP. H§ Chi
Minh, lugng khdch qudc t& va rong nudc ngiy
cang gia ting da kéo theo nhu cdu sit dung khéch
santing, nh4t 1 phin khdc cao cip. Didu nay di
ilp thi trudng khich san cao cip cia TP. H3 Chi
Minh thu hiit nhiéu nha ddu v trong thi gian gan
diy Theo thong ké, doanh thu cia nganh Du lich
(g8m khdch 1i hanh, khdch san, nhd hang) dat
khodng 51.650 ty déng vao ndm 2018. ting 15%
so vdicing ky.
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Nginh Du lich thinh ph& da va dang g6p phin
ting trudng kinh &, thic day sy phét trién cia cdc
linh vyc khic, d6ng gép quan trong vao muc tiéu
GDP chung cda TP. H3 Chi Minh néi riéng, c&
nu§e n6i chung. D&ng thisi tao nén sitc hiit véi céc
nha diu 1 trong viéc md rong hé thdng cd s& vat
chit, cdc dy 4n du lich va khach san quy md 16n
nhim dép (ing nhu cdu luu trd ciia khach du lich.
Hién nay, Thianh phé dang khuyén khich cdc
doanh nghiép tap trung dau tv vio loai hinh cd sd
lvu trii cao cdp.

Truéc nhitng co hdi va thdch thic nay, cic
khdch san thudc hé thdng khich san Liberty cin
khai thic t8i da diém manh cia minh d€ khic phuc
nhitng diém y&u so v6i d8i thi canh tranh va vugt
qua cdc (rd ngai trube mit. DE 1lam duge didu d6,
chitlugng dich vu (CLDV) 13 mét trong nhitng yéu
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t6' hiing ddu 03 va dang duoc c4c khich san cila hé
thdng khdch san Liberty néi riéng va cdc doanh
nghiép kinh doanh dich vu khéch san n6i chung
quan tim. DAy dugc xem 12 y&u t8 tién quyét din
@€n sy hai 1ong cda khdch hang (SHL), sy trung
thanh cda khach hing (LTT), vd mang dén Igi
nhuan bén viing cho doanh nghiép. Hién nay, mé
hinh d4nh gid CLDV SERVQUAL duge sit dung
kh4 ph8 bién rong nhiéu linh vite hoat déng kinh
doanh khdc nhau (ngdn hing, bdo hiém, du lich,
dich vu sira chita, dich vy giiit 13 ). Thang do clia
mé hinh dudc thigt k€ dua wén 5 y&u t8 cau thanh
CLDV, g8m: Phudng dién hiu hinh, Tin cay, Bdp
{ng, Nang lyc phuc vy vd P8ng cim. Trong linh
vyc dich vy khich san, md hinh RSQS phit trién
dua rén mo hinh SERVQUAL dudgc st dung ph()7
b1€n vi dugc danh gi4 13 phi hgp nh4t dé dinh gid
c4m nhén ca khich hiang vé CLDV. Trudc sic ép
canh tranh gay gAt trong thi trudng du lich khdch
san hién nay, duy td LTT 12 viéc 1am c4p thi€t va
14 dich d&n clia cdc doanh nghiép khéch san. Kh4
nhiéu nghién ciiu di chi ra riing ¢c6 m&1 quan hé
tryc t€p giita CLDV va LTT va sy hdi 1dng cda
khéch hang 12 mot trong nhitng tién dé d€ duy tri
LTT. K€ thita md hinh SERVQUAL va RSQS, bai
vi€t nghién cu v& CLDV khéch san va LTT & c4c
kh4ch san thuc hé thdng khach san Liberty.

2. Téng quan cée nghidn cdu vé CLDV
vd LTT

2.1. Chat ligng dich vu

K& ¥ thap nién 1990, CLDV Ia linh vyc nhén
duge nhiéu quan 1dm cda cdc nha khoa hoc ciing
nhu nha quén tri 8 chde bdi dich vu ngay cang 6
vi tri quan trong trong cd cAu nén kinh & quéc dan,
d6ng g6p khong nhé vio GDP ciia mb1 qudc gia
trén thé gidi. Dic biét, su hoi tu vé cong nghe da
dan d&n viéc doanh nghiép khong chi canh tranh
bing sin phdm vaL chdl, ma con phéi canh tranh
biing dich vu, dic biét 12 dich vu quéng b4 va dich
v chiim s6¢ khdch hiang. Parasuraman va cgog sy
(1985) cho cing “CLDV la khodng c&ch giifa sut
mong ddi (ky vong) cda khdch hiing va nhin thifc
(cdm phén) ca ho khi 43 sir dung qua dich vu”.
Pinh nghia ndy da dugc gidi hoc gid va quén tri
chap nhan, si dung rong rdi vao nghién citu, eiing
nht éng dung thyc €.

2.2. M6 hinh ddnh gid CLDV

K& ti¥ thap nién 1980, cdc nha khoa hoc di bat
ddu nghién citu cd 58 19 thuy€t va dé xudl mdt s§

mé hinh thie chitng vé& danh gi4 CLDV. Sau n¥m
1990 va trong thap ky ddu tién cia thé k§ XXI, cdc
nha khoa hoc nhu Cronin vd Taylor (1992),
Dabholkar va cdng su (1996) da phat trién cdc
khung phan tich danh gid CLDV v6i nhiéu yéu 8
c&u thanh khéc nhau, @ng dyng trong céc linh vyc
CLDV khdc nhau. Trong linh vite dich vu khach
san, md hinh RSQS phét ién dya wén md hinh
SERVQUAL dudc st dung phd bi€n va dugc dinh
2i4 1 phil hp nhat A€ ddnh gid cdm phin cla
khich hang vé CLDV.

2.3. Méi quan h¢ giga CLDV va LTT

Nhiéu nghién citu gin ddy di bén k&t CLDV
vér su hin ldng cOa khdch hiang. Nghién ctfu cila
Curry va Sinclair (2002) ciing chi ra néu dich vu
cung cAp d4p (mg mong da1 clia khich hang, diéu
nay sé din d&o SHL va ngudc lai sé din dén sy
khéng hai long cda khich hang. Wicks va
Roethlein (2009) cho thay, gia ting SHL s& lam
tang LTT va sy gia tang LTT din dén sy gia tang
8 1dn quay trd lai luu trd vd gidm khédch bang
chuyén d8i tdi cdc don vi dich vy khich san khdc.
Theo Al-Wugayan va cdng sir (2008), ngay cang
c6 nhiéu nghién cttu cho ring SHL khong phai 12
mot y€u t6 dy bio ciia LTT, mdt khach hing c6 thé
hai ldng véi mot dich vu nhung khéng trung thanh.
Do d6, LTT Ix diéu can thiél cho (& chife vi gif
chan khéch hang cii ciia minh sé i€l kiém chi phf
hon so v6i di tim ki€m khdch hang mé. Ngoai ra,
viéc duy tri khdch hang sé li€n quan t6i 1¢i nhuin
cia congly.

3. CLDV v LTT - Tru¥og hgp hé theng
khéch san Liberty

3.1. M6 hinh nghién citu vi cde gid thuyét

Duwa trén viéc k€ thita mé hinh RSQS va
SERVQUAL c6 didu chinh b sung d€ phd hop véi
méj trung kinh doanh dich vu tai Viét Nam, bai
vi€t dira ra m6 hinh dinh gif CLDV & c4c khdch
san thudc hé theng khach san Liberty nhy sau:

(1) Yéu 16 hitu hinh dé cdp dén co sé vdt chdt
thié’t by va cdch trimg bay bén trong khdch san.

(2) Sut tin cdy dé cdp dén khd ning thuc hén
dich vu phit hop vé diing cam k€t whu da céng bo.

(3) Tuong téc cd nhén dé cdp dén trinh A6
chuyén mén va cung cdch phuc vy lich sy voi khdch
luew tri, tao su tin tedng cho khdch hang.

(4) Gidi quyét vén dé dé cdp dén nhén vién
khdch san c6 khd ndng xit ly cdc van dé kin khich
phan nan.
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(5) Chinh sdch dé clp dén chinh sdch ciia khdch
san vé dich vu hau i, chd déu xe, thdi gian phuc vy
va thé 1in dung.

5 y&u 16 cAu thanh CLDV trén dugc k€ thira ny
md hinh ddnh gid CLDV RSQS. Tuy nhi€n, thang
do CLDV khdch san st dung trong nghién cifu
nay duge b§ sung thém 8 thang do mdi so v4i
thang do g&c ciia m6 hinh RSQS. Cu thé, nghién
cifu da b sung 2 thang do m&i trong yéu 18 Y&u
t6 hitu hinh, | thang do m61 trong y&u & Su tin
cdy, | thang do mdi trong y&u t8 Tudng téc cd
nhén, 3 thang do mdi trong y€u (& Chinh sdch.
Y&u 6 LTT dudc cdu thanh dya trén sy k€ thira
k€t qua nghién cfu cha cse cdng trinh trude do.

Céc gid thuy&l nghién cifu;

Gid thuyét Hl: YEu t8 hitu hinh cé tic déng
tich cuc 161 LTT.

Gi4 thuyé&t H2: Sy tn cdy c6 tic dang tich cye
161 LTT.

Gi thuy&1 H3: Tudng téc cd nhan c6 tic dong
tich cyc t6i LTT.

Gid thuy€t H4: Gidi quy&l vin dé c6 14c dong
tich cyc t8i LTT.

Gid thuyét H5: Chinh sdch cé tic déng tich
e 16i LTT.

Hinh 2: Mé hinh nghién cuu
a i — N
Chat lugng dich vu

1. Y&u 16 hitu hinh (HH)
2.8y tin cau (TT)

3. Tuong tac c¢a nhan (IP)
4. Giai quyét van dé (GQ)
5. Chinh sach (PO)

,/ Long )
I trung thanh |
i cha khach

\ hang (TF) /
\ R\ //

A
Nguén: Dabholkar va céng su (1996)

3.2. Phuong phdp nghién citu

Nghién cttu si dung bing khio sdt gdm 32
bi€n quan sit, trong d6 30 bién quan sdt diing 48
dénh gid CLDV cia khdch hang vé S yéu 1§ cdu
thanh CLDV va 2 bi€n quan sit dung d€ do luing
LTT véi hé théng khdch san Liberty. Thang diém
Likert tr 1 d&n 5 dudc st dung dé do ludng cic
bi€n nay. Théng tin dif liéu dudc thu thip théng
qua diéu tra cdc khdch tuu tri tai hé thdng khich
san Liberty théng qua phdng van tryc dién. Mau
dugc chon theo phucng phdp thuan tign.
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Téng s6 bang ciu hé1 dude phat ra 1a 500
bang, thu vé 13 486 bang, cé 22 biang khdong hap
1¢ do bj thi€u nhiéu théng tin. K&t qué 12 464
bang ciu héi hgp 1& duge sif dung lam dF liéu cho
nghién citu; cdce dif liéu duge mi héa, lam sach va
Xt 1y trén phdn mém SPSS 20.0.

3.3. Két qua nghién citu

3.3.1. B tin cdy cua thang do

K&\ qua phan tich dénh gié dé tin cay cho thay
6 thang do déu dat dd tin cdy vdi gid i
Cronbach’s Alpha > 0,6. T4t ci c4c bi€n rong 6
thang do déu c6 hé s8 wong quan bi€n t8ng Ién
hon 0,3 nén thang do cda mé hinh ndy dat 4§ tin
ciy. (Bing 1)

3.3.2. Pdnh gid thang do bing phén tich nhin
16'khdng dinh CFA

Phan tich nhan t6 d6i vdi thang do CLDV,
ki€m dinh KMO va Bartlew’s trong phén tich
nhin t§ cho thiy hé s KMO kh4 cao, dao déng
tir 0,70 - 0,88 (> 0.5) v6i Sig = 0,000 cho thdy
phén tich nhin t& CFA ral thich hgp.

Gi4 tr Eigen cia tifng thang do déu 16n hon 1
va 18ng phudng sai nit trich déu cho gid tr tir
48,92 - 74,88% (> S0%) cho thdy dat yéu cau.
(Bing 2)

Ki€m dinh KMO v Bartlett's trong phén tich
nhin t& cho thiy hé s KMO = 0,50 véi Sig =
0,000 cho thd'y phén tich nhin t§ CFA rit thich
hgp.

Gid tri Eigen cda thang do LTT 13 1,66 (> 1)
va 8ng phuang sai rit trich = 83% (> 50%) cho
thay dat yéu cdu, diéu ndy cho bi€t 2 nhén & ndy
gidi thich dugc 83% LTT. (Bing 3)

Bdng 3. Phan fich nhan 16 déli vél

thang do LTT
‘ Ma fréin nhén t& Nhan t5 ]
~ 1
T cL1 091
7 CL2 091
KMO 0,50
Gia tn Eigen 1,66 4‘
TV V-F;)-\;Jcng sai rat trich 83,00

Ngubn: Tdc gid xit Iy bing SPSS
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BAng 1. Phan tich d6 fin cdy cho cac Bdng 2. Phan tich nhén t& d&i vai
thang do CLDV tai cac kh@ch san thang do CLDV
’7 H§ 88 Cronbach's Ma trén nhan 8 khing dinh
Bién tuong quan Alpha néu Thanh phan
18ng bién x6a bign Bign TC P GO PO A
Yéu 16 hiu hinh (HH) Cronbach’s Alpha = 0,86 HRT | 070
HHA1 0,61 0,85 W2 | 072
HH2 062 0,85 W | 069
HH3 0,59 0,85 HHe T 070
HH4 0,60 0.85 s 073
HH7 0,60 0.85 HH7 | 070
HH8 0,56 085 HHG ] ‘0.9
HHO 0,52 0,86 HHO | 062
Sy tin cdy (TC): Cronbach's Alpha = 0,76 TC1 0.75
TC1 0.55 0.71 TC2 0.77
TC2 0,57 0.70 TC3 0.73
TC3 0,52 0.73 TC4 0.80
TC4 0,61 0,68 1P1 0.78
Tuong thc c4 nhén (IP): Cronbach’s Alpha = 0,89 1P2 0.85
P1 |7 068 0,87 IP3 081
P2 0,77 0,86 1P4 081
e " o072 0,87 IP5 0,81
P4 T on 0,87 IP6 074
iP5 0.72 087 Gat 081
iP6 0.63 0.88 6Q2 0,89
Gidt quyét khiéu nai (GQ): GQ3 0,88
Cronbach'’s Alpha = 0,83 PO1 0,67
Gat 0,61 083 PO2 0.62
GQ2 0,74 0,71 PO3 0,74
Ga3 0.71 074 PO4 0.74
Chinh séch (PO): Cronbach’s Aipha = 0,85 PO5 j 0,69
PO1 057 0.83 P06 ( 077
PO2 0.50 0.84 pO7 ‘ 072
PO3 063 0,83 708 0.65
PO4 063 083 KMO | 088 | 075 | 087 | 070 | 088
POS5 0,58 0,83 pev
PO6 0,67 082 Figen | 440 | 234 | 389 | 224 | 3%
PO7 0,62 083
POB 0.55 0,84 Tong
LTT (TT): Cronbach’s Alpha = 0,79 PRUONG | 4agr | 5870 | 6498 | 74,88 | 4993
™ [ 06 I:Car"’(‘;/‘)
T2 | 0,66 5
Nguén: Tdic gid xit Iy biing SPSS Ngubn Tic gid xit Iy bing SPSS
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3.3.3. D¢ wong quan gida cic yéu té c8u thanh
CLDVva LTT

Nghién cifu i€p e phan tich m&i wong quan
giita 6 thang do CLDV ciia titng khdch san. K&t
qua phan tich cho thi'y hé s8 Pearson Correlation
ciia cd 6 thang do trong khodng 0,59 - 0,73. Vi viy,
ki€m dinh hién wigng da cdng tuyé€n cin dugce thue
hién trong phan tich héi quy bdi. (Bdng 4)

BAng 4. Méi tudng quan gitfo céc thang do

Nhu viy, phucng rinh hdi quy tuy&n tinh duge
xay dung nhu sau:

TT = 0,30 + 0,37*HH + 0,18*PO + 0,17*IP

Trong d6, y&u 16 HH 1a y&u 18 ¢6 dnh hudng
16n nhat d€n LTT vdi hé s8 Beta chufn cao nht
0,37. Ti€p d€n 1a cdc y&u 18 PO va IP.

3.4. Kiém dinh cdc gid thuyét va mé hinh

H3 va HS5 dugce chdp nhdn, ¢ nghia la khi
khdch hang ddnh gi4
cang cao vé yéu 16 HH,

PO va IP cia cdc khich

HH } TC P GQ PO TT san thi mdc d§ trung

thinh chung cda khidch

HH 1 0,71 0,71 0,67 0,67** 0,66 Itu trd véi cdc Khdch
$an cing cao.

TC 1 073" | 068" | 065" | 059" K&t qud phan tich héi

quy cho thiy LTT phu

P 1 073" 0,68 0,62+ thugc ddng ké vio y&u

' ' ' 16 TC. Piéu nay ¢6 thé

6a 1 059" 057 duge gid1 lhif:il 1a do

theo quan diém cla

” khdch hang, viée cdc

! 0,58 khdch san cung cip cdc

dich vu co ban phd hgp

™ 1 déng thyi theo ddng cam

Nguon: Tdc gid xit I bing SPSS

3.3.4. Phan tich héi quy boi

H¢ 56 R2 hiéu chinh = 0,514 cho thiy 5 y&u 16
cdu thanh CLDV ¢6 thé gid1 thich 51,4% sif bién
thién trong mifc dd trung thinh cda khdch luu trd.
Hé s6 phéng dai phuong sai VIF rdt nhé (< 4)
cho thdy cdc bién ddc lap nay khdng cé quan hé
chidt ché véi nhau nén khdng ¢6 hién rgng da
cong tuyén x3y ra. Do d6, méi quan hé gidra cic
bi€n doc 1ap khéng dnh hudng ding k€ d€n két
qué gidi thich ciia mé hinh héi quy. (Bing 5)

K&t qué cho thy, y&u 1§ TC ¢d hé s6 Beta
chuin = 0.05 va Sig. = 0,30 (> 0,05), do d6 gid
thuyét H2 khéng dude chip nhin. Yéu 18 GQ ¢6 hé
50 Beta chudn = 0,07 va Sig. = 0,08 (> 0,05), do d6
gid thuyét H4 khéng dude chip nhin. Con 3 gid
thuy&t H1, H3, HS déu duge chap nhin do c6 mite
¥ nghia nho hon 0.05.
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k&t vdi cdc khéch hing
14 viéc lam tal yé’u va
bt budc. Hoat dong ci
1i€n, ndng cao chi't lugng cda y&u (6 ndy tuy
khdng dem lai sy ning cao déng k& 16i LTT, tuy
nhién né€u khéng duy tri va 1am gidm st méc
cha't lugng dich vy cia y&u 18 nay c6 thé din dén
sy suy gidm mitc dd trung thanh cia khéch hang
d8i vdi cic khdch san cha hé th&ng. Tuong ty voi
gidi thich & y&u t8 TC, y&€u 18 1P khéng (hé hién
tdc ddng tich cyc 16i LTT bdi theo quan di€m ciia
khéch hing, viéc cdc nhdn vién cda cdc khdch
san xt Iy cdc van dé phin nin cda khdch Ivu trd
12 viéc 1am tdt y€u va bdt bube. Vi viy, néu cic
khéch san khang duy tri t8t chat Iugng cia y&utd
ndy ciing sé 1lam doh hudng (8i LTT.

4. Ham y cho nghién cifu va ki€n nghi cho
cdc nha quan tri

Qua két qué nghién cttu cho thd'y, cac yéu t§
chdt lugng dich vu déu c6 mdi quan hé ciing
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BAng 5. Phan tich hdi quy boi

Ma hinh ’ R R diéu chinh Sai 88 chudn
1 ‘ 0,717 0514 0,509 0,55210
r Céc hé s6
Hé 85 hdi quy chua | H8 s5 hdi quy
chudn héa chuén héa Ba cing tuyén
M hinh t Sig.
Hé 85’
B Sel 66 Beta Tolerance phéng dai
chudn
phuang sai 4
(Const.) 030 0,13 2,281 0,02
HH 0,37 0,05 0,30 6,605 0,00 0,34 2,925
TC 0,05 0,05 0,04 1,024 0,30 0,34 2,940
1
P 0,17 0,05 0,15 3,237 0,00 0,30 3,251
GQ 0,07 0,04 0,07 1,730 0,08 039 2,545
PO 0,18 0,05 0,15 3,812 0,00 043 2,301

chidu v3i LTT & cdc khdch san thudce hé thdng
khdch san Liberty. Diéu nay thé hién ring. khi
cdc khdch san nang cao chat luong dich vu, LTT
s€ dugc duy trl va tré nén khaing khit hon. Cy
thé, dya rén k€1 qui phan tich hdi quy béi vé
m&i quan hé gidta cdc y&u 18 chit lugng dich vu
vdi LTT, y€u t6 HH, PO vi IC 1a 3 y&u 1§ cfu
thanh chat lugng dich vy ¢6 tdc ddng tich cyc
16i LTT. Tuy nhién, trong 3 y€u 18 nay. hién
nay, cdc khach hing chua hai long véi y&u 16
IP, cy thé 14 vé€ nhan vién phuc vu trong cic
khidch san.

Dung & géc d6 nghién citu, nghién cidu cho
thy. thang do RSQS va thang do SERVQUAL

Nguéon: Tic gid xit ly biing SPSS

¢6 thé dugc 4p dung trong méi trdng dich vu du
lich tai Viét Nam ndi chung va 1at cic khdch san
néi riéng. Tuy nhién, cin mgt s§ diéu chinh, bg
sung dé thang do ¢6 thé phd hgp v8i mdi truisng
kinh doanh ciing nhuf phi hgp v6i khdch hang tau
Viét Nam. K&t qud nghién cifu dd chira 3 y&u
18 1P, HH va PO c6 t4c déng tich cye 16i LTT &
cic khdch san trong hé théng.

Pitng & géc do quan tri. két qué nghién cdu
cho thdy, a€ ning cao chat lvong dich vy, cdc
nha quédn Iy khdch san trong hé théng khdch san
Liberty cdn chi trong d€n d8i ngii nhan sy, dic
biét 12 cdc nhdn vién tuy&n diu. nhitng ngudi
tryc 1i€p giao ti€p, o van, gidi thi€u vi cung cip
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dich vu cho khdch hang, dem lai nhitng cdm
nhin diu tién vé chdt lugng dich vy cho khdch
hiang. C4c nhi quén Iy khdch san thuge bé thong
¢6 cdc khéa dio tao ndi bd d€ cung cdp nhitng
ki€n thiic chuyén mén hay tao méi trudng d€ céc
nhén vién trao dé1 14n nhau vé ki€n thitc nghé

nghiép vi cdc ki€n thic vé ky niing giao tiép,
ing xf vdi khdch luu trd. Ngoaira, cdc nhd quin
1y cing c6 thé dua ra cdc chinh sdch khuyé&n
khich nhu qua ting, tién thudng hay danh hiéu
“Nhin vién xuit sic cia thdng/nim” nhim tao
ddng lyc ldm viéc cho nhdn vién ®
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RELATIONSHIP BETWEEN SERVICE QUALITY
AND LOYALTY OF GUESTS STAYING AT LIBERTY
HOTEL SYSTEM, HO CHI MINH CITY
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Faculty of Business Administration
Ho Chi Minh City Industry and Trade College

ABSTRACT:

The study identifies the relationship between service quality and loyalty of tourists staying at
Liberty hote] system in Ho Chi Minh City. Research results show that the factors of tangibility,
reliability, personal interaction, problem solving and policy all have a positive impact on tourist
loyalty for accommodation. From there, the author gives the management implications and
recommendations (o business administrators.

Keywords: Quality of service, loyalty, customers, Liberty Hotel, Ho Chi Minh City.
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