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TOM TAT: 
Nghien cffu xac dinh md'i quan he giffa châ t lUdng dich vu vk long trung thanh cua kh^ch du 

lich Iffu tru tai hd thd'ng khdch san Liberty, TP. Ho Chi Minh. Ke't qua nghidn eti^ cho thay, cdc 
nhdn td' yl̂ u to' hifu hinh, sU tin cay, tUdng tdc ca nhan, gidi quye't v^n dl va chinh sdch dIu cd 
Idc ddng tich cffc dd'n long trung thanh cua khdch du lich dd'i vdi cd sd lUu tru. Tff dd, tac gid dffa 
ra ede hdm y quan tri va kie'n nghi de'n nha quan tri doanh nghiep. 

Tit khoa: Cha't lUdng dich vu, long trung thanh, khdch hdng, khach san Liberty, thanh phd' 
Ho Chi Minh. 

1. D^t vSn de 
Viet Nam la mdt trong nhffng qud'c gia cd thi 

trffdng du lich dang ngdy cang phat trien nhanh 
chdng va thu hut nhilu cdng ty du Hch khach san 
trong cac thdi gian qua. Ke' Iff cud'i nam 2010, rd't 
nhieu ten tuoi khach san hien dai nhff New Worl, 
Sheraton, Marriol, Caravelle,... da tham gia vao 
thi trUdng khach san Viet Nam. Tai TP. Ho Chi 
Minh, Iffdng khdch qud'c le' va trong nffdc ngay 
cang gia lang da keo theo nhu cau sff dung khach 
san tang, nha't la phan khuc cao ca'p. Dieu nay da 
giup thi trffdng khach san cao cap ciia TP. Ho Chi 
Minh thu hut nhieu nhd ddu lU trong thdi gian gan 
day Theo thd'ng ke, doanh thu ciia nganh Du lich 
(gom khach Iff hdnh, khach san, nha hang) dat 
khoang 51.650 ty dong vao ndm 2018, lang 15% 
so vdi cung ky. 

Nganh Du lich thdnh phd' da va dang gdp phan 
tang trudng kinh te', thuc day sff phdt triin cua eac 
linh vUe khac, ddng gdp quan trgng vao muc tieu 
GDP ehung eiia TP. Ho Chi Minh noi rieng, cd 
nffdc ndi ehung. Dong thdi lao nen sffc hiit vdi cdc 
nhd dau tff trong vide md rdng he Ihd'ng cd sd vdt 
cha't, cac dff an du lich vd khach san quy md Idn 
nhdm dap ffng nhu cau Iffu tni cua khach du lich. 
Hidn nay, Thanh phd' dang khuye'n khich cac 
doanh nghiep tap trung ddu tU vao loai hinh cd scl 
Iffu trii cao ca'p. 

Trffde nhffng cd hdi vd thdeh thffc nay, cdc 
khach san thudc he thd'ng khach san Liberty can 
khai thdc td'i da diem manh ciia minh de khac phuc 
nhffng diem ye'u so vdi dd'i thu canh tranh va vffdt 
qua cac trd ngai trUdc mat. De lam 6d(ic diiu do, 
chat Iffdng dich vu (CLDV) la mdt trong nhffng yeu 
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td'hang dau da va dang dUde cdc khdch san ciia he 
thdng khach san Liberty ndi ridng va cdc doanh 
nghiep kinh doanh dich vu khach san ndi chung 
quan tdm. DSy dUdc xem la yd'u to' lidn quyd't ddn 
de'n sU hai long cua khdch hdng (SHL), sff trung 
thanh cua khdch hdng (LTT), vd mang de'n ldi 
nhuan ben vffng cho doanh nghidp. Hidn nay, md 
hinh ddnh gid CLDV SERVQUAL dffdc sff dung 
khd phd bid'n trong nhieu linh vffc boat ddng kinh 
doanh khde nhau (ngan hang, bdo hiem, du lich, 
dich vu sffa chffa, dich vu gidt Id ). Thang do ciia 
md hinh dUde thid't kd' dUa trdn 5 yd̂ u id' cd'u thdnh 
CLDV, gdm: Phffdng dien hffu hinh. Tin cay. Dap 
ffng, Ndng lffc phuc vu vd Dong cam. Trong linh 
vffe dich vu khach san, md hinh RSQS phdt trien 
dffa trdn md hinh SERVQUAL dffdc sff dung phi 
bid'n vd dffdc ddnh gid la phu hdp nha't dd' danh gia 
cam nhan eua khdch hang ve CLDV. Trffde sffc ep 
canh tranh gay gat trong thi trUdng du lich khach 
san hidn nay, duy in LTT la viec lam ca'p thie't vd 
la dich de'n ciia ede doanh nghidp khdch san. Khd 
nhilu nghien cffu da chi ra rang cd md'i quan he 
trffc tid'p giffa CLDV vd LTT va sff hdi long ciia 
khdch hang Id mot trong nhffng tiin dl d l duy tri 
LTT. Ke thffa md hinh SERVQUAL va RSQS, bdi 
vid't nghidn cffu vl CLDV khach san va LTT d cdc 
khach san thudc he thdng khach san Liberty. 

2. Tong quan cac nghidn eu'u vl CLDV 
vaLTT 

2.1. Chdt luang dich vif 
Ke tff thdp nien 1990, CLDV la linh vffe nhdn 

dffde nhieu quan tdm cua cdc nha khoa hpc cung 
nhff nha quan in to chffc bdi dich vu ngay cang ed 
vi tri quan trpng ttong ed cd'u nin kinh te' qud'c dSn, 
ddng gdp khdng nhd vao GDP eua mdi qud'c gia 
trdn the' gidi. Ddc biet, sU hdi tu vl cdng nghe da 
ddn dd'n vide doanh nghiep khdng chi canh tranh 
bang san pha'm vat chd't, ma cdn phdi canh tranh 
bang dich vu, ddc biet Id dich vu quang ba va dich 
vu cham sdc khdch hdng. Parasuraman vd cdng sff 
(1985) cho rang "CLDV Id khoang each giffa sff 
mong ddi (ky vgng) ciia khdch hang va nhdn thffc 
(cam nhan) cua ho khi da sff dung qua dich vu". 
Dinh nghia nay da dffdc gidi hoc gia va quan tri 
chd'p nhan, sff dung rdng rai vdo nghidn cffu, ciJng 
nhu ffng dung ihUc id'. 

2.2. Mo hinh ddnh gid CLDV 
Ke tff thdp nidn 1980, cdc nha khoa hgc da bat 

ddu nghien cffu cd sd ly thuye't vd de xua't mdt so' 

md hinh thffc chffng ve ddnh gid CLDV. Sau nam 
1990 va trong thdp ky ddu tidn eiia the'ky XXI, cdc 
nha khoa hpc nhff Cronin vd Taylor (1992), 
Dabholkar vd cdng sU (1996) da phat trid'n cdc 
khung phdn tich ddnh gid CLDV vdi nhieu yd'u id 
cd'u thanh khac nhau, ffng dung trong eac linh vUe 
CLDV khde nhau. Trong linh vffc dich vu khdch 
san, md hinh RSQS phat trie'n dUa trdn md hinh 
SERVQUAL dffdc sff dung pho bie'n vd dffde ddnh 
gid la phu hdp nha't de' ddnh gid cam nhdn cua 
khach hang ve CLDV. 

2.3. Mdi quan hf gida CLDV vd LTT 
Nhilu nghidn cffu gin day da hen ke't CLDV 

vdi sff hdi long cua khdch hdng. Nghidn cffu ciia 
Curry va Sinclak (2002) cung chi ra nd'u dich vu 
cung ed'p dap ffng mong dpi cua khach hdng, dieu 
nay se dan de'n SHL vd ngffdc lai se dan dd'n sff 
khdng hai long cua khach hang. Wicks vd 
Roelhlein (2009) cho tha'y, gia tang SHL se lam 
lang LTT vd sU gia tdng LTT din dd'n sff gia tang 
sd' idn quay trd lai Iffu iru va giam khdch hang 
chuyen doi tdi ede ddn vi dich vu khdch san khac. 
Theo Al-Wugayan va cdng sU (2008), ngdy cang 
cd nhieu nghien eiJu eho rang SHL khdng phai la 
mdt ye'u Id' dff bdo ciia LTT, mdt khdch hdng ed the 
hai long vdi mdt dich vu nhUng khdng trung thdnh. 
Do do, LTT Id diiu cdn thie't cho td chffc vi giff 
chan khach hang cu eiia minh se tid'l kidm chi phi 
hdn so vdi di tim kid'm khach hang mdi. Ngoai ra, 
vide duy tri khach hdng se hdn quan tdi ldi nhudn 
ciia cdng ty. 

3. CLDV va LTT - Trffdng hdp h$ thd'ng 
khach san Liberty 

3.1. Md hinh nghien cdu vd cdc gid thuyet 
Dua tren vide kd' thffa md hinh RSQS vd 

SERVQUAL ed dilu chinh bd sung de phu hdp vdi 
mdi trUdng kinh doanh dich vu lai Vidt Nam, bai 
vid't dua ra md hinh danh gia CLDV d cac khach 
san thudc he thd'ng khdch san Liberty nhff sau: 

(1) Yeu tdhdu hinh de cdp den ca sd vdt chdt 
thiet bi vd cdch trUng bdy ben trong khdch san. 

(2) St/ tin cay de cap den khd ndng thUc hien 
dich vu phii hap vd dung cam ket nhu dd cdng bd. 

(3) Tuang tdc cd nhdn di cap den trinh do 
chuyen mon vd cung cdch phuc vu lich sUvdi khdch 
lUu trii, tao sU tin tudng cho khdch hdng. 

(4) Gidi quyet vdn de di cap den nhdn vien 
khdch san cd khd ndng xd ly cdc vdn de khi khdch 
phdn ndn. 
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(5) Chinh sdch de cap de'n chinh sdch cua khdch 
san ve dich vu lim trii, cho dau xe, thdi gian phiic vu 
vd the tin diing. 

5 ye'u td'ca'u thanh CLDV tren dffdc kd'thffa tff 
md hinh ddnh gid CLDV RSQS. Tuy nhien, thang 
do CLDV khdch san sff dung trong nghidn cffu 
ndy dUdc bd' sung them 8 thang do mdi so vdi 
thang do gd'c cua md hinh RSQS. Cu ihl, nghidn 
cffu dd bd sung 2 thang do mdi trong yd'u td' Yd'u 
Id' hffu hinh, I thang do mdi trong ye'u to' SU tin 
cdy, 1 thang do mdi trong ye'u to' TUdng tdc cd 
nhan, 3 thang do mdi trong yd'u to' Chinh sdch. 
Yd'u td' LTT dffdc ca'u thdnh dffa trdn sff kd' thffa 
ke't qua nghidn cffu ciia cac cdng trinh trffde dd. 

Cdc gia thuye't nghidn cffu: 
Gia thuyd't HI: Ye'u id' hffu hinh cd lac ddng 

tich cffc tdi LTT. 
Gia thuye't H2: Sff tin cay cd tdc ddng tich cffc 

ldi LTT. 
Gia thuye't H3: TUdng tac cd nhan ed tdc ddng 

lich cue ldi LTT. 
Gia thuye't H4: Giai quyd't va'n de cd lac dgng 

lich cue tdi LTT. 
Gia thuyd't H5: Chinh sdch cd tdc ddng tich 

Cffc tdi LTT. 

Hinh 2: fVId hinh nghien cdu 

Chat Iffdng d|ch vu 

1. Yeu td hffu hinh (HH) 

2. Si,(tincdu(TT) 

3. Tudng tac ca nhan (IP) 

4. Giai quyet v^n de (GQ) 

5. Chinh sach (PO) 

Nguon: Dabliolkar vd cong sU (1996) 

3.2. Phuang phdp nghien cdu 
Nghien cffu sff dung bang khao sat gom 32 

bid'n quan sdt, trong dd 30 bie'n quan sat diing de 
danh gid CLDV eua khdch hang vl 5 ye'u id' cd'u 
thanh CLDV va 2 bie'n quan sat dung de do ludng 
LTT vdi he Ihd'ng khach san Liberty, Thang diem 
Likert tff 1 de'n 5 dffdc sff dung de do Iffdng eae 
bid'n nay. Thdng tin dff lieu dffdc thu thdp thdng 
qua dieu tra cdc khach lifu tru tai he thd'ng khach 
san Liberty thdng qua phdng van trffc dien. Mdu 
dffdc chgn theo phUdng phap thuan lien. 

Tdng so bang cau hdi dUdc phat ra la 500 
bang, thu v l Id 486 bang, cd 22 bang khdng hdp 
Id do bi thie'u nhilu thdng tin. Ke'l qua la 464 
bang cau hdi hdp le dffdc sff dung lam dff lieu cho 
nghien cffu; cac dff lidu dUdc ma hda, lam sach va 
xii ly tren phan mem SPSS 20.0. 

3.3. Ket qud nghien cdu 
3.3.1. Do tin cdy cua thang do 
Ke't qua phan tich danh gia dd tin cdy eho thd̂ y 

6 thang do deu dat do dn cay vdi gid tri 
Cronbach's Alpha > 0,6. Tat ca cac bid'n trong 6 
thang do deu cd he so' lUdng quan bie'n tdng Idn 
hdn 0,3 nen thang do cua md hinh ndy dat dd tin 
cay. (Bang 1) 

3.3.2. Ddnh gid thang do bdng phdn tich nhan 
td khdng dinh CFA 

Phan lich nhan to' ddi vdi thang do CLDV, 
kiem dinh KMO vd Bartlett's trong phan lich 
nhan id' cho thd'y hd sd' KMO khd cao, dao dgng 
tff 0,70 - 0,88 (> 0,5) vdi Sig = 0,000 cho thay 
phdn tich nhdn Id' CFA ra't thich hdp. 

Gia tri Eigen eiia tffng thang do dIu Idn hdn 1 
vd tdng phffdng sai rut trich dIu cho gid tri tff 
48,92 - 74,88% (> 50%) cho thay dat ydu cdu. 
(Bang^2) 

Kidm dinh KMO va Bartlett's trong phdn lich 
nhdn id' cho thay he sd KMO = 0,50 vdi Sig = 
0,000 cho thay phan tich nhan td' CFA rat thich 
hdp. 

Gid tri Eigen ciia thang do LTT la 1,66 (> 1) 
va tdng phffdng sai rut trich = 83% (> 50%) cho 
thd'y dat yeu cau, dieu nay eho bie't 2 nhdn td'nay 
giai thich dffdc 83% LTT. (Bang 3) 

Bdng 3. Phan tich nhan t6' dd'i v6i 
thang do LTT 

Ma trSn nhan lo 

CL1 

CL2 

KMO 

Gia fri Eigen 

Phuang sai rut tricii 

Nhan to 

1 

0,91 

0,91 

0,60 

1,66 

83,00 

Ngudn: Tdc gid xd ly bdng SPSS 
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Bang 1. Phan tich dp tin c6y cho cac 
thang do CLDV tgi cac l<hach sgn 

Bdng 2. Phan tich nhan td ddi vdi 
thong do CLDV 

Bien 
H$sS 

tuang quan 
t^ng bi^n 

Cront}ach's 
Alpha neu 
xoabien 

YSu tohOu hinh (HH) Cronbadi's Alpha = 0,«6 

HH1 

HH2 

HH3 

HH4 

HH6 

HH6 

HH7 

HH8 

HH9 

0,61 

0,62 

0,59 

0,60 

0,64 

0,64 

0,60 

0,56 

0,52 

0,85 

0,85 

0,85 

0,86 

0,84 

0,84 

0,85 

0,85 

0,86 

Sit Hn c$y (TC): Ctvnbach's Alpha = 0,76 

TCI 

TC2 

TC3 

TC4 

0,55 

0,57 

0,52 

0,61 

0,71 

0,70 

0,73 

0,68 

7i/cJng tac ca nhati (IP): Crotibach's Alpha = 0.89 

IP1 

IP2 

"1PT" 

IP4 

IPS 

IP6 

0,68 

0,77 

0,72 

0,72 

0,72 

0,63 

0,87 

0,86 

0,87 

0,87 

0,87 

0,88 

Giai quyei khie'u nai (GQ): 
Cronbach's Alpha = 0,83 

GQ1 

GQ2 

GQ3 

0,61 

0,74 

0,71 

0,83 

0,71 

0,74 

Chinh sach (PO): Cwntiach's Alpha = 0,85 

P01 

P02 

P03 

P04 

P05 

P06 

P07 

P08 

0,57 

0,50 

0,63 

0,63 

0,58 

0,67 

0,62 

0,65 

0,83 

0,84 

0,83 

0,83 

0,83 

0,82 

0,83 

0,84 

LTT(n): Civnbach's Alpha = 0,79 

TTl 

TT2 

0,66 

0,66 

Ma ii#n nhan to Ichang djnh 

Bien 

HH1 

HH2 

HH3 

HH4 

HH5 

HH6 

HH7 

HH8 

HH9 

TCI 

TC2 

TC3 

TC4 

IPI 

IP2 

IP3 

IP4 

IP5 

IP6 

GQ1 

GQ2 

GQ3 

P01 

P02 

P03 

P04 

P06 

P06 

P07 

P08 

KMO 

Gia tn 
Eigen 

Tong 
phuong 
sai rut 

trich (%) 

Tiianh phan 

TC 

0,70 

0,72 

0,69 

0,70 

0,73 

0,74 

0,70 

0,65 

0,62 

0,88 

4,40 

48,92 

IP 

0,75 

0,77 

0,73 

0,80 

0,75 

2,34 

58,70 

GO 

0,78 

0,85 

0,81 

0,81 

0,81 

0,74 

0,87 

3,89 

64,98 

PO 

0,81 

0,89 

0,88 

0,70 

2,24 

74,88 

HH 

0,67 

0,62 

0,74 

0,74 

0,69 

0,77 

0,72 

0,65 

0,88 

3,99 

49,93 

Nguon: Tdc gid xd ly bang SPSS Nguon Tdc gid xd ly bang SPSS 
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3.3.3. Do tuang quan gida cdc yeu td cdu thdnh 
CLDV vd LTT 

Nghidn cffu tid'p tuc phan tich md'i tffdng quan 
giffa 6 thang do CLDV cua tffng khdch san. Ke't 
qua phan tich eho thd'y he sd'Pearson Correlation 
eua cd 6 thang do trong Idioang 0,59 - 0,73. Vi vay, 
kiem dinh hien tffdng da cdng tuye'n can dffdc thffc 
hien trong phdn tich hoi quy bdi. (Bang 4) 

HH 

TC 

IP 

GQ 

PO 

TT 

Bang 4 

HH 

1 

Mdi taong quan giuTo c d c thong d o 

TC 

0,71" 

1 

IP 

0,71" 

0,73" 

1 

GQ 

0,67" 

0,68" 

0,73" 

1 

PO 

0,67" 

0,66" 

0,68" 

0,69" 

1 

TT 

0,66" 

0,69" 

0,62" 

0,57" 

0,59" 

1 

3.3.4. Phdn tich hoi quy boi 
He so'R^ hidu chinh = 0,514 cho thd'y 5 yd'u Id' 

cd'u thanh CLDV cd thd'giai thich 51,4% sff bid'n 
thidn trong mffc dp trung thanh ciia khach Iffu trii. 
He sd' phdng dai phffdng sai VIF ra't nhd (< 4) 
eho thd'y cdc bie'n ddc lap nay khdng cd quan hd 
chat che vdi nhau ndn khdng cd hien tffdng da 
cdng tuyd'n xay ra. Do do, md'i quan he giffa cdc 
bie'n ddc lap khdng anh hffdng dang ke dd'n ket 
qua giai thich ciia md hinh h^i quy. (Bang 5) 

Ke't qua eho thd'y, ye'u td' TC cd hd sd' Beta 
chuan = 0,05 vd Sig. = 0,30 (> 0,05), do do gia 
thuyd't H2 khdng dffdc chd'p nhdn. Ye'u to GQ cd he 
so' Beta chuan = 0,07 va Sig. = 0,08 (> 0,05), do dd 
gia thuyd't H4 khdng dffdc cha'p nhan. Cdn 3 gid 
thuye't HI, H3, H5 deu dffdc chd'p nhan do cd mffc 
y nghia nhd hdn 0,05. 

Nhff vdy, phffdng tnnh hoi quy tuyen tinh dffdc 
xay dffng nhff sau: 

TT = 0,30 + 0,37*HH + 0,18*PO + 0,17*IP 
Trong dd, ye'u to' HH la yd'u id cd anh hffdng 

Idn nhd't dd'n LTT vdi he sdBeta chuan cao nhat 
0,37. Tie'p dd'n la cac ye'u td' PO vd IP. 

3.4. Kiem dinh cdc gid thuyet vd mo hinh 
H3 va H5 dffdc cha'p nhan, cd nghia la khi 

khach hang danh gid 
cang cao ve yê u td'HH, 
PO vd IP ciia cdc khdch 
san thi mffc dd trung 
thdnh chung eiia khach 
lim tru vdi cac khach 
san cang cao. 

Ke'l qud phan tich hoi 
quy cho tha'y LTT phu 
thudc dang ke vao ye'u 
Id TC. Dieu nay cd the 
dffdc gia I thich la do 
theo quan diem ciia 
khdch hang, vide cdc 
khach san cung cap cdc 
dich vu cd ban phu hdp 
dong thdi theo diing cam 
kd't vdi cdc khach hang 
la vide lam td't ye'u va 
bdt budc. Hoat dong cai 

tid'n, nang cao chd't Iffdng cua ye'u to' ndy tuy 
khdng dem lai sff ndng cao dang ke' tdi LTT, luy 
nhidn nd'u khdng duy tri va lam giam siit mffc 
cha't Iffdng dich vu ciia yd'u td'nay cd the ddn de'n 
sff suy giam mffc do trung thdnh cua khach hang 
dd'i vdi ede khdch san ciia hd thd'ng. Tffdng Iff vdi 
gidi thich d ye'u id' TC, yd'u to' IP khdng the' hidn 
tdc ddng tich cffc tdi LTT bdi theo quan did'm cua 
khach hang, vide cdc nhan vien cua cdc khach 
san xu" ly cdc vd'̂ n de phan nan ciia khach Iffu trii 
Id viec lam ta't ye'u va bat bude. Vi vdy, ne'u cac 
khach san khdng duy tri td't cha't Iffdng cua ye'u id' 
nay cung se 1dm dnh hffdng tdi LTT. 

4. Ham y cho nghidn ciJu va kid'̂ n nghi cho 
cac nha quan tri 

Qua ke'l qua nghien cffu cho thd'y, cac yd'u id' 
chat Iffdng dich vu deu cd md'i quan he cung 

Nguon: Tdc gid xd ly bdng SPSS 
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Bang 5. Phdn tich hdi quy bdi 

Sai so chuin 

Cac hf so 

Mo hinh 

1 

(Const.) 

HH 

TC 

IP 

GQ 

PO 

H$s£r hoi quy chua 
chuan hoa 

B 

0,30 

0,37 

0,06 

0,17 

0,07 

0,18 

Sal so 
chuan 

0,13 

0,06 

0,05 

0,05 

0,04 

0,05 

H$ so hoi quy 
chuin hoa 

Beta 

0,30 

0,04 

0,16 

0,07 

0,15 

t 

2,281 

6,605 

1,024 

3,237 

1,730 

3,812 

Sig. 

0,02 

0,00 

0,30 

0,00 

0,08 

0,00 

Da cOng tuyen 

Tolerance 

0,34 

0,34 

0,30 

0,39 

0,43 

H$so 
phong dai 
phudng sai 

2,925 

2,940 

3,251 

2,645 

2,301 

Ngudn: Tdc gid xd ly bdng SPSS 

chieu vdi LTT d cac khach san thudc he thd'ng 
khach san Liberty. Dieu nay the' hien rang, khi 
eac khdch san nang cao chd't Iffdng dich vu, LTT 
se dffdc duy tri va trd nen khang khit hdn. Cu 
the, dffa tren kd't qua phan lich hoi quy bdi ve 
md'i quan he giffa cdc yd'u id cha't Iffdng djch vu 
vdi LTT, ye'u td HH, PO va IC la 3 ye'u Id' cd'u 
thdnh cha't Iffdng dich vu cd tac ddng tich cffc 
tdi LTT. Tuy nhien, trong 3 yd'u to' nay, hien 
nay, cac khdch hdng chffa hai long vdi ye'u td 
IP, cu the la ve nhan vien phuc vu trong cac 
khach san. 

Dffng d gde do nghien cffu, nghien cffu eho 
thay, thang do RSQS vd thang do SERVQUAL 

cd thd' dffdc dp dung trong mdi trffdng dich vu du 
lich tai Vidt Nam ndi ehung vd lai cac khdch san 
ndi rieng. Tuy nhidn, can mdt so' dieu ehinh, bd' 
sung de' thang do cd thd' phu hdp vdi mdi trffdng 
kinh doanh cung nhff phu hdp vdi khdch hdng tai 
Viet Nam. Ke'l qua nghidn cffu da chi ra 3 ye'u 
td IP, HH vd PO cd lac ddng tich cffc tdi LTT d 
eae khdch san trong he thd'ng. 

Dffng d gde do quan tri, kd't qud nghien cffu 
eho tha'y, de' nang cao chd't Iffdng dich vu, ede 
nha quan ly khdch san trong he thd'ng khach san 
Liberty can chu trpng dd'n ddi ngii nhan sff, dac 
biet la cac nhan vien tuye'n dau, nhffng ngffdi 
trffc tid'p giao tid'p, tff va'n, gidi thieu vd cung ca'p 
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dich vu cho khach hdng, dem lai nhiing cdm nghidp vd cdc kid'n thffc v^ ky nang giao tid'p, 
nhan dau tien ve chd't Iffdng dich vu eho khach ffng xff vdi khach Iffu tru. Ngoai ra, cac nha quan 
hang. Cae nhd quan ly khdch san thudc hd thd'ng ly ciing cd the dffa ra cac chinh sach khuye'n 
cd ede khda ddo tao ndi bd de cung ca'p nhffng khich nhff qud tang, tien thffdng hay danh hidu 
kie'n thffc chuydn mdn hay tao mdi trffdng dd' cac "Nhdn vien xud't sa'c eiia thdng/nam" nhdm tao 
nhdn vidn trao dd'i Idn nhau ve kie'n thffc ngh^ dpng lffc lam vide cho nhan vien • 
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ABSTRACT: 
The study identifies the relationship between service quality and loyalty of tourists staying at 

Liberty hotel 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 
reconunendations to business administrators. 
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