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TOMTAT:

Muc ti€u ciia nghién citu 12 xdc dinh va do ludng mic 46 dnh hudng ciia cdc y&u 18 dén sy
hai long clia khdch hiang d6i vdi chit lugng dich vu (CLDV) tai cdc khdch san trén dia ban
thanh phd Sa Déc (TP. Sa Péc). K&t qua nghién cifu cho thAy c6 4 nhin (5, bao gdm: (1) suf
tin cdy, (2) sy ddp éng, (3) nang luc phuc vy, (4) phudng tién hitu hinh thé hién nh hudng cing
chiéu dén nhén t& sy hai long cda khdch hang d6i véi CLDV tai cic khéch san trén dia ban
TP. Sa Déc. Trén cd sd k&t qua nghién citu dé xudt mdt s6 ham ¥ quin trj nhiim néng cao hon
nita sy hai 1ong cua khach hang ddi véi CLDV tai cdc khdch san trén dia ban TP. Sa Péc

trong thdi gian tdi.

Tw khéa: Sy hai Idng cla khéch hang, chét lugng dich vu, khich san, thanh phd Sa Déc.

1. Co 56 Iy thuyét

L1. Chat lugng dich vu

Hién nay c6 nhiéu dinh nghia khdc nhau vé
chat lugng dich vu, nhung nhin chung ngudi ta dinh
nghta CLDYV la nhifng gl ma khach hing cim nhin
dugc. Mdi khdch hiing ¢6 nhan thitc va nhu ciu ca
nhin khdc nhau nén c¢cdm nhin vé CLDV ciing
khdc nhau,

Theo Advardsson va cong su (1994) cho riing,
CLDV la dich vu ddp wng duge sy mong dgi clia
khdch hang va la nhin thitc cda ho khi da sir dung
dich vu. Lewis & Mitchell (1990) vi Dotchin &
Qakland (1994) cho ring, CLDV lién quan dén kha
ning dich vu d6 ddp dng nhu ciu hodc k¥ vong cla
khach hang.

Con theo Feigenbaum (1968) “chit lugng 13
quy€t dinh clia khich hang dya trén kinh nghiém
thuc t€ d6i véi sén phim hoic dich vy, duge do
lutng dua trén nhitng yéu cau cla khich hang -
nhitng yéu ciu ndy ¢6 thé duge néu ra hoic khong
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néu ra, dugc y thic hodc don gidn chila cAm nhin,
hoén toan chi quan hodc mang tinh chuyén mén
va luén dai dién cho muc tiéu dong trong mat thi
trudng canh tranh”,

Theo American Society for Quality (ASQ),
“Chat lugng thé hién su vidt trdi cda hiang héa va
dich vu, dac biét dat d€n mifc ¢6 ma ngudi ta cé
thé thda min moi nhu cdu va 1am hai 1dng khich
hang ™.

Theo Parasuraman va cdng su (1985), CLDV
12 mitc 46 khidc nhau giita sut mong dgi cla ngudi
tiéu diing dich vu v nhin thdc ¢ba ho khi di st
dung qua dich vu. M6t cdch cu thé va chi tiét, cic
tic gid dd dua ra md hinh CLDV dya vio nim
khdc bi¢t hay con dude goi 1a ndm khodng cich.

1.2. Khdi niém sw hai long ciia khdch hang

Su hai long cda khdach hang chinh 1a trang
thdi/cdm nhdn cia khdch hang 461 véi nha cung
cdp dich vu sau khi dd si dung dich vu d6
{Levesque va McDougall, 1996).
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Cu th€ hon, sy hii 1o1g cia khdch hing 13 sy
phdn hoi tinh cdm/ioan B0 cdm nhin cla khich
hing 61 vdi nha cung cdp dich vy trén ed 50 5o
sanh sy khdc biét giita nijitng gi ho nhin dugc so
vdi mong ddi trude d6 (Qliver, 1999 va Zineldin,
2000). Cing trén quan di€m nay, Kotler (2000)
cho ring sy hai long dudc xdc dinh trén cg sd so
sdnh gitta k€t qua nhdn dudc it dich vu va mong
dgi ctia khich hang dugg xem xét dy trén 3 muiic
do sau ddy:

+ Khdng hai long: khi
hing nho hon mong doi.

+ Hai 1ong: khi mic ¢ cdm nhén cia khdch
hang bing mong dgi.

+Rathai 1ong: khi mitg @6 cdm nhidn cha khich
hang 16n hon mong ddi.

Sir hailong 13 him s8 clla mong ddi, cdm nhan
ciing vdi khodng céch giffa cAm nhdn vi mong dgi
(Oliver, 1980, din theo King, 2000).

Theo Philip Kotler (2007), sy hai 1dng cla
khédch hang 13 mifc d0 trapg thdi cdm gidc cia mot
ngudi bit ngudn tir viée $o sinh k&t qud thu dude
tif viéc tiéu diing sdn phm/dich vu vdi nhitng k¥
vong cla anh ta. Mdc df hai long phu thude sy
khic biét giita k€t qud nhan duge va ky vong.

Jamal vi cong sy (2002) dd md ta su hai long
clia khdch hang nhu 13 $u ddp ng day dd nhit
mong ddi cia khdach hing. Thém nita, Jamal va
Kamal (2002) cho ring sy hai long clia khich hang
12 cAm nhéin hodc thii 4§ cha khdch hang sau khi
stf dung mot san pham hoic dich vy.

1.3. M6i quan hé giitachdt lugng dich vu va sy
hai long cia khdch han

Nhin thic CLDV 1 k&€t qud ctia khodng cich
giita dich vu mong dgi v dich vu cdm nhén, va sy
hai long cling 13 sy so|sdnh 2 gid tri nay. Khi
khodng cich giffa dich vu/mong dgi va dich vu cdm
nhin vé& CLDV dugc thu hep bing khdng thi dugce
xem li khdch hing hai|ldng. CLDV li nguyén
nhiin (ngudn géc) tao nén sy hai long khdch hang.
Hién vin chua ¢6 duge sif théng nhat gitta cdc nha
nghién ciu v& cdc khéi nfém, nhung da s6 cdc nha
nghién citu cho riing giital CLDV va hai long khdch
hang cé mdi lién hé v4i nhau (Cronin and Taylor,
1992; Spereng, 1996).

Cha' lugng dich vu L3 nhin t6 tdc dong dén sy
hailong cia khdch hang|(Cronin va Taylor, 1992;
Yavas va cong sy, 1997; |Ahmad va Kamal, 2002).
Né&u nha cung cdp dich| vu dem dén cho khdch
hang nhitng sdn phim cdchi't lugng thda min nhu

{tc 36 cdm nhin khich

cAu cha ho thi doanh nghiép dé di bude ddu lam
cho khdch hang hai long.

1.4. Cae nghién ety tre ed lign guan

' ’ 7

Chat lugng dich vu 13 mdt yeu t6 quan trong
tdc dong dén su hai long cla khdch hang trong
nhiéu linh vue, nhiéu nghién cifu di nhan manh,
cdc t8 chic, doanh nghiép cin nd lyc duy tri va
cii ti€n CLDV nhim tao ra sy hdi long va gid
chdn khdch hang.

Qua tham khio nhitng nghién cifu clia Nguyén
Son Tung (2019), Phan Vin Viét va Phan Vin
Toan (2018), L& Hiru Trang (2017). Ngb Nguyén
Quy vi Nguyén Vin Ngoc (2015), Lé Van Huy va
Nguy&n Duy Quang (2012), Nguyén Qudc Nghi va
Phan Vin Phiing (2012) ¢6 lién quan dén dé tii,
thc gid nhdn thdy di c6 nhiéu nghién cifu vé cha
dé cdc y&u t& dnh hudng dé€n sy hai long cha khich
hang d6i véi CLDV cla khdch san duge thyc hién.
Tuy nhién, hién nay, chua ¢6 nghién ciu nio trién
khai ddnh gia mitc d6 tdc déng ciia cdc y&u t8 dén
s hai 1ong cda khach hang d6i véi CLDV ciia céc
khdch san trén dia ban TP. Sa Péc. K&t qua nghién
cifu clia dé tai gitip cho cdc nha quén 1y khich san
nhin dién duge cdc y&u t& dnh hudng dé&n sy hai
1ong clia khdch hang ddi vdi CLDV cia céc khdch
san tai dia ban TP. Sa Béc. Dya trén cdc ham y
quan tri dugc dé xuat tir k€t qud nghién cifu ciia
dé tai s& 12 tai lidu tham khdo cho cdc nha qudn ly
khach san tai TP. Sa Péc nghién ciiu phat trién cdc
gidi phép thich hgp nhiim ning cao hon nita CLDV
ctia khdch san d€ co6 thé thda min nhitng ddi hoi
ngdy cang cao clia khich hang trong thdi gian tdi.

2. Mé hinh va gid thuyé&t nghién ciu

Dua trén md hinh chit lugng dich vu ctia Cronin
va Taylor (1992) bao gdm 5 y€u t6 € do ludng sy
hii 1ong clia khdch hang, d6 1a: (1) sy tin ciy: (2)
st ddp tng; (3) niing Iy phyc vu; (4) sy ddng cam;
(5) phuong tién hitu hinh. Cdc y&u t6 ndy dudc st
dung trong cdc nghién citu vé sy hdi long clia
khéch hang d&i v8i chét lugng dich vy khédch san
v@i nhiéu bSi cinh khdc nhau cla cdc tdc gid nhr:
Nguyén Sdn Tung (2019), Phan Vin Viét va Phan
Vin Todn (2018), Ngé Nguyén Quy va Nguyén
Viin Ngoc (2015), Lé Hitu Trang (2017). Bén canh
d6, tic gid bd sung thém vio md hinh nghién cifu
dé xud't y&u to (6) gid tri cdm nhan (L& Vin Huy
va Nguyén Duy Quang, 2012).

Qua ludc khio cdc y€u t& dnh hudng dén sy hai
long ctia khdch hang d&i véi CLDV cda céc khéch
san tif cdc nghién cifu trude, tdc gid tién hanh xay
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dung mo hinh nghi€n ctiu d€ xudt bao gom 06 yeu
to sau: {1) Su'tin cdy, (2) Su dap itng, (3) Ning lue
phuc vu, (4) Sy dong ¢am, (5) Phuong tién hitu
hinh, (6) Gi4 tri cdm nhin. (Hinh 1)

HL =p0 + BITC + p2DU + f3NL

+ B4DC + p5HH + B6CN

Trong dé:

HL: Sy hai long ctia khdch hing déi véi CLDV
cta cdc khdch san trén dia ban TP. Sa Péc

TC: Su tin ciy

DU: Sy dip itng

NL: Ning luc phuc vu

DC: Sy dong cdm

HH: Phudng tién hitu hinh

CN: Gia tri cdm nhéin

Hinh 1: Mé hinh nghién citu dé xudt

[ Sutin cay H
(Sydap ing L Sy hai long
clia khach
&éng lyc phuc vy H, hang doi
vdi CLDV
oo o Hy clia cac
(‘54 aeng cam j—/ khéch san
. trén dja ban
[ Phuong tién hiu hinh " 8 S B
Hy

[Gié try cam nhan

Ngudn: Tong hap cia tdc gid tir cde
nghién citu lién quan

3. Phudng phap nghién cifu

Nghién eifu sif dung k&t hyp ¢d hai phuong phip
nghién cttu la: nghién cu dinh tinh vi nghién ciu
dinh lugng. Phudng phdp nghién ciu dinh tinh: Thye
hién téng k&t cd s8 1y thuyé&t vi cdc mo hinh nghién
cttu trude li€n quan, tir d6 xdy dung mé hinh nghién
citu dé xudt; Ti€n hinh thdo ludn nhém dé xay dung
bang cdu héi khdo sit. Phuong phap nghién citu dinh
lugng: Nghién ctfu dude thuc hién théng qua khio
sdt tryc ti€p cdc khdch hing dang sit dung dich vu
Iuu trd tai cdc khdch san trén dia ban TP. Sa Péc
nhim thu thip dit liéu khio sdt. Dit liéu thu thip sé
duge xit Iy biing phin mém SPSS 22, nhiim dinh
gid dé tin ciy cla cdc thang do thdng qua hé s&
Cronbach’s Alpha, phédn tich nhin t6 khim ph4
EFA, phan tich hdi quy tuyén tinh v cudi ciing tién
hianh kiém dinh md hinh nghién cifu dé xuit.
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4. Ket qua nghién ciu v thdo ludn

4.1. Phéin tich thing ké mb 18 dit ligu nghién cin

Bé thu thap dif li€u so cap phuc vu cho nghién
cltu, tdc gid di phdtra 300 bdng khdo st ban ddu.
S0 lugng bing khdo st thu vé 1 271 bing, trong
d6 cé 14 bdng khdo sdt khéng hgp 1¢é do thi€u
thong tin va ddnh gid khong trung thie, K&t qué 13
257 bang khio sat hgp 1é dude st dung 1am dit lidu
cho nghién citu. Dir liéu dudc nhap, mi héa, lim
sach va phan tich théng qua phdn mém SPSS 22.

V& gidi tinh, ¢6 54 nam va 203 ni chiém ty 1&
twong ¥ng 1a 21% va 79% trong 257 ngudi hdi ddp
hgp €. V& d6 tudi, c6 44 ngudi duge phéng van co
a6 twdi dusi 18 tbi (chi€m 17.1%), ti 18 d&n 22
tudi 1a 114 ngudi (chi€m 44.4%), 67 ngudi tir 23
tudi d&n 30 tudi (chi€m 26.1%), 26 ngudi tir 31 wdi
d€n 40 tudi (chi€m 10.1% ) v 6 ngudi trén 40 twdi
(chi€m 2.3%) trong 257 ngudi hoi dép hop 16. VE
thu nhép, cd 106 ngudi cé thu nhip dudi 5 triéu
ddng/thing (41.2%), 27 ngudi cé thu nhip tir 5 dén
10 triéu déng/thing (10.5%), 92 ngudi cé thu nhip
tr 10 d&n 15 triéu dong/thing (35.8%), 32 ngudi
¢6 thu nhdp tr trén 15 triéu dong/thing (12.5%)
trong 257 ngudi hoi ddp hdp 1&. V& trinh d6 hoc
vin, ¢6 51 ngudi ¢6 trinh 46 Dai hoc (19.8%), 169
ngudi ¢6 trinh d6 Cao ding (65.8%), va 37 ngudi
¢6 trinh do THPT, THCS (14.4%) trong mau 257
phi€u khao s4t hgp 1é.

4.2. Két quad ddnh gid d§ tin cdy thang do

Téng s6 bién quan st ban du 1a 29 bién (trong
d6 ¢6 26 bi€n quan sdt cla thang do thinh phin
cdc bi€n doc 14p, 03 bién quan sét clia thang do
thanh phin bi€n phy thudc), sau khi danh gid dé tin
cdy thang do v6i hé s Cronbach’s alpha téng 56
bién quan sdt con lai la 28 bi€n quan sat (trong d6
¢é 25 bi€n quan sit cla thang do thanh phdn céc
bi€n doc 14p, va 03 bién quan sit cla thang do
thanh phin bi€n phu thudc). Sau khi ki€m dinh
xong cdc thang do, cdc thang do dat yéu ciu sé
dugc thye hién phén tich nhdn t6 kham pha vdi
phuong phdp rit trich Principal compenents va
phép xoay Varimax. (Bing 1)

4.3. Két qud phan tich nhédn t6' khdm phd EFA

K&t qui phan tich nhin t& khim phd EFA d6i
vdi bien doc lap

Béng 2 cho thiy két qua kiém dinh Barlett v6i
sig = 0.000 vd KMO = 0.763 > 0.5 cho thiy phin
tich nhén 5 13 thich hgp.

Tai cdc mutc gid tri eigenvalues >1, phin tich
nhén 16 da trich dudc 06 nhan t6 tir 25 bién quan



KINH DOANH

Bérlg 1. T8ng hgp két qud phan tich dé tin cdy thang do

Yéu to S48 biéh quan satban ddu | S bién quan sat con lai Cronbach's Alpha |
Sy tin cay 5 5 0.906
Su dap ung 4 4 0.811
‘ Nang luc phyc vy 4 4 : 0.862
" Sy déng cam 5 4 | 0.915
Phugng tién hiiu hinh 4 4 0.837
Gid tr) cdm nhan 4 4 0.722
Sy hai long clia khdch hang 3 3 0.680
Tong : 29 28 |

Bdng 2. K&t qud kiém dinh Barleit va chi sé
KMO cla cdc bién déc lap

Gia tr] KMO 0.763
| Approx. CHi-Square 3393.408
Kiém dinh
Barlett's B 291 R
Sig. 0.000

Ngupn: Téng hop cia tde gid e
két qud phan rich 56 liéu

sét vGi tdng phuong sai trich 1a 73% (> 50%}) dat
yéu cAu. Sau khi sif dung phép xoay Varimax, két
qu phén tich cdc y&u 18 £6 dugc cho thi'y hé s0 tai
nhan t6 cla cdc bién nay déu 16n hon 0.5 dat yéu
cu. Dya vio k&t qui ma trin xoay cdc nhén 8,
1énh nhém trung binh céic bién duge st dung dé
nhém cdc bién dat yéu cfiu vdi hé s4 tdi nhan t6 >
0.5 thanh 6 nhén 4.

K&t qud phin tich nhin t6 khim phd EFA d6i
vdi bi€n phu thudc

K&t qua ki€m dinh Barlett véi sig = 0.000 va
chi s6 KMO = 0.621 > 0.5 cho th&y phén tich nhin
t& 1 thich hop. (Béng 3

Bdng 3. K&t qud kiém dinh Barlett va chi s6
KMO cla bi€n phy thudc

Gia tn KMO 0.621
| Approx. Chi-Square 384.165
Kiém dinh
Barlett's O .
Sig. 0.000

Ngion: Tong hop cua tic gid i
két qud phan tich s6'li¢u

Nguén: Téng hop ciia tic gid tit két qud phdn tich sé'liéu

Tai mitc gid tri Eigenvalues = 2.256, phin tich
nhdn t& di rdt trich dudc mot nhdn t6 tr 3 bién
quan sat vdi phudng sai trich Ia 56.402 (>50%) dat
véu ciu.

TAtca hé s6 tai nhan t6 déu 16n hon 0.5 dat yéu
cAu. Dita vao k€t qua phén tich nhén 16 kham phd
cho thiy thang do su hai 1dng cGa khéch hang dat
gid tri hoi tu. Lénh nhém trung binh dugc sit dung
d& nhém 3 bi&n (HL1, HL2, HL3) thanh mdt bi€n
mdi 1a sy hii 1ong cida khdch hang, ky hiéu 1a HL.
(Bing 4)

Bdng 4. Phan tich nhan t6 kham pha EFA

doi vai bién phu thue

Nhén t& trich
Nhén t§ Bién quan sat
1
! HL1 0.613
. 8u hailéng cua
khach hang HL2 ) i
" HL3 0.895

Neuédn: Téng hop ciia tdc gid it
két qud phdn tich sd lidu

4.4. Két qud hoi quy

Vdi két qud phin tich hdi qui tai Bing 5, cic
gid tri Sig tudng dng vdi cdc bién TC, DU, NL, PT
déu nhd hon 0.05. Piéu nay ddng nghia ring, cdc
bi&n TC, DU, NL, PT ¢é 4nh hudng ciing chiéu dén
bi&n phu thudc HL trong mé hinh. Bén canh d6,
02 bi€n DC va CN c¢o6 gia tri Sig > 0.05, do vay,
cdc bi€n DC va CN chua thé hién dnh hudng d&n
bi€n phy thudc HL trong mé hinh.
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Bang 5. K&t qud héi quy

nstandardi ndardized " ; j
— ‘ - ;:ﬁd;:ted Scta ficients ; sig. Collinearity Statistics

B Ste. Error Beta Tolerance VIF

| Constant 0505 0.246 B 2052 0.041

TC | 0.156 0.031 0.227 5.068 0.000 0.941 1.063

‘ L DU ] 0.352 0.036 0.435 9.789 0.000 0.958 1.044
| 1 NL | 0.172 0.037 0.201 4.408 0.000 0914 1.095—
i' D0: 0.130 0.039 0156 1.345 0117 0869 | 1._151_
‘ \ PT . 0.135_ 0.035 0.168 4.728 0.016 0873 1.19L

; CN . 0.135_ 0.034 0.213 . 1.519 | 0.204 0.851 ‘ 1.175
Ngudn: Téng hop cia tdc gid tir két qud phén tich sé liéu
5. K&t luin Niang lue phuc vy, va cudi cing la y&u t8 Phudng

Két qui nghién cifu di cho thdy ¢6 4 y&u t& dnh
hudng d€n mic d hai long ctia khdch hang doi
vdi CLDV cla cdc khdch san trén dia ban TP. Sa
béc la: (i) Sy ddp dng, (ii) Su' tin cdy, (iii) Nang lyc
phuc vu, (iv) Phuong tién hitu hinh, K&t qué nghién
ctfu cling cho thiy mife do quan trong d6i vdi cdc
y€u t6 dnh hudng 1én sy hii long cla khach hing
d6i véi CLDV tai cdc khdch san trén dia ban TP.
Sa Béc 14 khdc nhau. Cy thé: y&u t6 Sy dép itng c6
anh hudng 16n nhAt, ti€p theo 1a yéu t& S tin cay,

TAILIEU THAM KHAO:

tién hitu hinh.

Dua trén két qua nghién citu vé mitc dé tdc
ddng cia cdc nhin & 4nh hudng d€n sy hii long
cia khach hang ddi véi CLDV tai cdc khich san
trén dia ban TP. Sa Déc, tdc gid dé xuit mot s6
him ¥ qudn tri twong ¢ng nhim hé trg cho nha
quan Iy cia cdc khdch san trong viéc xiy dung cic
gidi phédp thich hgp nhim ning cao hon nita sy hai
long cita khdch hang d6i véi CLDV tai cdc khach
san trén dia ban TP. Sa Péc trong thdi gian i |
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KACTORS AFFECTING THE CUSTOMER
SATESFACTION WITH THE SERVICE QUALITY
OF HOTELS IN SA DEC CITY
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ABSTRACT:
This study is td identify and measure the impacts of some factors on the satisfaction of

customers with the] service quality of hotels in Sa Dec City. This study’s findings reveal that
there are 04 factdrs, including (1) reliability, (2) responsiveness, (3) service capacity, (4)
tangible means which have positive correlations with the customer satisfaction in the service
quality of hotels in|Sa Dec City. Based on the study’s results, some administrative implications
are proposed to furfher improve the customer satisfaction with the service quality of hotels in Sa
Dec City in the neay future.

Keywords: Cusgomer satisfaction, service quality, hotel, Sa Dec City.
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