
TAP CHJ CONG THII0NG 

CHAT LlTONG DICH VU, HINH ANH 
DOANH NGHIEP ANH HlTOfNG DEN 

MOI QUAN HE GICTA SlT HAI LONG VA 
DÛ  DINH QUAY LAI CUA KHACH HANG: 

TRir6fNG HOP NGHIEN ClTU TAI KHACH SAN 
REX THANH PHO HO CHI MINH, VIET NAM 

• DINH PHI HO 
NGUYIN VIET BANG - PHAN THANH LONG - D 6 THI THANH THAO 

TOM TAT: 

Hau het cac khach san dang doi mat voi gii? vijng khach hang va mof rpng thi phan. Nghien 
ciiu ve moi quan he giCra hai long ve chat luong dich vu, hinh anh va du djnh quay lai ciia khach 
hang chua duac quan tam diing mirc, dac biet la hinh anh thuong hieu ciia khach san. Day \k van 
de thach thirc cho cac nha quan ly. Nghien cim nay sir dung dir lieu khao sat 400 khach hang 
va ap dung mo hmh cau tnic tuyen tinh trong phan tich ve chat lugng dich vu, hinh anh doanh 
nghiep anh huang den moi quan he giila su hai long va du dinh quay lai ciia khach hang: Truang 
hap nghien ciiu tai khach san Rex Thanh pho Ho Chi Minh. Ket qua cho biet co moi quan h? 
tuy8n tinh duong giiia hai long, hinh anh vai du dinh quay lai khach hang. Cac yeu to anh huang 
den du dinh quay lai khach hang bao gom: (i) hai long ve chat luong dich vu; (ii) hinh anh thuang 
hieu cua khach san. 

Tir Idioa: Hai long, hinh anh thuang hieu, du djnh quay lai, mo hinh SEM, Khach san Rex, 
TP. H6 Chi Mmh, Viet Nam. 

1. Gioi thieu 

Su hai long khach hang va hinh anh cua cong t; 
la ket qua quan trong nhat trong marketing nham thu 
hilt khach hang va quan Irong hon nCra la giii dugc 
khach hang tro lai tham khach san. Trong thai gian 
qua, CO rat nhieu nghien cuu ve moi quan he giira su 
hai long doi vm chat lugng dich vu nhung xem xet 
moi quan he qua lai giira hai long, hinh anh va du 
djnh quay lai chua dupe quan tam diing mirc. Day 
ciing la van de thach thirc cho cac nha nghien ciiu \ a 
quan ly irong boi canh Viet Nam hoa nhap the giai. 
nhat la trong ITnh vuc kinh doanh khach san dang 
CO su canh tranh gay gat \ e khach hang \ a thi phan. 

Nghien cim nay tap trung vao: (i) Xac dinh moi quan 
he giCra hai long, hinh anh va du djnh quay lai ciia 
khach hang; (ii) Xay dung mo hinh dinh lupng ve 
moi quan he giiia hai long, hinh anh va du dinh quay 
lai ciia khach hang. Nghien ciiu tien hanh khao sal 
400 khach hang lai khach san Rex TP. H6 Chi Minh 
nham tao ca so thuc tien cho mo hinh do lucmg. 
Khach san Rextpa lac tren dai lp Nguyen Hue - Le 
Lgi, ngay tai irung lam TP Ho Chi Minh, la chimg 
nhan hch sii cho bao thay doi cua Sai Gon - TP. Ho 
Chi Minh. Vai hem 80 nam hinh ihanh va phai iri^n, 
khach san Rex la khach san sang irpng hang dau, 
biau tugng ciia long hi^u khach Viel \ain. Vai 286 
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phong ngu cao cap, 5 nha hang va bar, cimg chu6i 8 
phong hpi nghi da chiic nang dam bao cung cSp cac 
dich vu lien ich t6t nhdt cho khach hang trong va 
ngoai nude. 

2. Tdng quan ly thuyet 

2.1. Chat luffng dich vu 
^ Chat lupng dich vu (service quality) la viec cung 

cap dich vu ma dap ung day dii nhung yeu cfiu, mong 
dpi ya hai long khach hang. Khach hang dong vai tro 
quyet dinh doi vai viec xem xel chat luang dich vu 
dugc cung ckp (Gan va cpng su, 2006; Oyenigy va 
Joachim, 2008). Trong 4 thap nien qua, nhieu nghien 
ciiu da khang dinh vai Iro cua ch§t lupng dich vu anh 
huong den kit qua kinh doanh, kha nang sinh lai, hai 
long khach hang va du dinh mua lai san phdm cua 
khach hang (Cronin va Taylor, 1992; Ranaweera va 
Neely, 2003; Seth va cpng su, 2005; Sultan va Wong, 
2013). Lan dau tren thg giai, Goronroos (1984) dua 
ra each do luong chat lugng dich theo 2 chi^u: chSi 
lugng ve ky thuat va chuc nang. Parasuramen va cpng 
s,u (1985) phat trien each do luong chdt luong dich 
vu theo 10 chieu thong qua mo hinh GAP. Phii hgp 
vcri Ihuc tiln hon, Parasuramen va cpng su (1988) 
dua ra 5 chieu (tin cay, dap ling, dam bao, cam ihong 
va phuang lien hii"u hinh) do luang chdt lugng dich 
vu. Mo hinh do luong nay con ggi la cong cu do 
luong SERVQUAL cho nganh dich vu. Mac dii co 
nhieu tranh luan khac nhau ve cac thanh phan ciia 
SERVQUAL, nhmig pho bien hien nay trong nghien 
cim tren the giai vin sii dung thang do SERVQUAL 
va ling dung cho nhieu nganh khac nhau (Kwan va 
Hee, 1994; Shemwell va Yuvas, 1999; Dabholkar, 
cgng sir, 2000; Mishra, 2009; Ladhari va cpng su, 
2010; Shefali, 2010; Hussem va Hapsaiy, 2015). 
Doi voi nganh Du lich - Khach san, co nhieu nghien 
Clin img dung thang do SERVQUAL vao do luong 
chat luong dich vu (Getty va Thompson, 1994; Mei 
va cpng sir, 1999; Alexandris va cgng su, 2002; 
Howatva cgng su, 2002, Brotherton va Wood, 2008; 
Markovic va Raspor, 2010; Baker va Crompton, 
2000; Faizan, 2015). 

2.2. Hdi long ciia khdch hdng 
Theo Oliver (1980), sir hai long (Satisfaction) ia 

phan ling ve mat tinh cam cua khach hang lien quan 
den sy khac biel giiia mong dgi tarac khi sir dung va 
cam nhan no sau khi su dung san pham hoac dich vu. 
Theo Tse va Willon (1988); Hardy (2001); Kotler va 
Amstrong (2012), sir hai long ciia khach hang la miic 
dp mong muon cua khach hang voi n6 lire dap img 

cua mpt doanh nghiep ve san phdm hoac dich vy nao 
do. Su hai long la ket qua quan trpng nhdt Irong tiep 
Ihl, phuc vu cho viec danh gia thai dp khach hang 
tir liic mua san pham hoac djch vu k^t ndi din dich 
vu hau mai (Jamal va Naser, 2003; Mishra, 2009). 
McDougal va Levesque (2000); Ranaweera vaNeely 
(2003); Hu va cgng su (2009) nhdn manh rdng, hai 
long cua khach hang la kk qua t6ng hgp ma khach 
hang danh gia chat lugng ciia dich vu cung cdp. 

2.3. Hinh dnh cong ty 
Theo Keller (1993), Aaker (1996), hinh anh 

thuang hieu la nhung quan sat xung quanh mpt 
thuang hieu cong ty dupe phan anh trong tam h-i 
nguai tieu diing, ciing co ihi xem la tinh cam va suy 
nghT cua nguoi tieu diing lien quan din thucmg hieu. 
Hsiang-Ming va cpng sy (2011), Erfan va Kwek 
(2013) cho rang hinh anh thuong hieu con dugc the 
hien ve moi quan he nhan dien ihuang hieu, dac 
diem thuang hieu trong lam iri ciia nguoi mua sdm. 
Theo Jin va cpng su (2015); Jing-qing Chi va cpng 
sy (2016), hinh anh thuong hieu dugc thi hien qua 
cac chieu: hinh anh cong ly (corporate image), hinh 
anh dich vy, hinh anh con nguai ciia dan vj djch vy. 

2.4. Du dinh quay Igi 
Oliver (1993); Zeithaml va Bitner (1996) cho 

rang y dinh hanh vi (Behavioural Intention) la dau 
hieu cho thay khach hang hoac gan ket hoac lir bo 
san pham/dich vu cung cap boi mpl cong ty. Y dinh 
hanh vi the hien each cu xu ciia khach hang ua thich 
vai mpt san pham/dich vu cy the. Theo Han va Kim 
(2009), y dinh hanh M co tir trai nghiem qua san 
pham/dich vu, khach hang ihe hien thai dp mu6n 
mua lap lai san pham/dich vy do Ali va Amin (2014) 
nhan manh tam quan trpng ciia y dinh hanh vi vi bao 
hieu dugc hanh vi thyc te ciia khach hang. Trong 
lmh vyc du hch - khach san, Chen va Tsai (2007) 
cho rang hanh vi ciia du khach bao gom nhan xet ve 
chuyen vieng tham, danh gia irai nghiem va du dinh 
sap toi CO nen tiep tue vieng Iham lai hay khong. 
Ahubakar va cpng sy (2016) cho rang, du dinh quay 
lai (Intention to return) la sy san long vieng iham 
diem den lan niia. 

2.5. Quan he giira chdt lutmg dich vu, hdi long, 
hinh dnh cong ty vd du dinh quay lgi 

Rat nhieu nghien cim cho ihay moi quan he duang 
giua chat lugng dich \u ^a hai long khach hang 
(ParasuramenI va cgng su. 1988: Gronroos, 1990; 
Cronilva Taylor, 1992;Kandampully va Suharlanto. 
2000; Ueltschy va cpng sy. 2009; Dominici \a 
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Guzzo, 2010; Ali va Amin, 2014; Faizan, 2015). 
Ngoai cac yeu to chat lugng dich vy, trong ba thap 
nien gan day, cac nghien ciiu thuc nghiem nhan dien 
hinh anh cong ty (corporate images) cung la yeu to 
anh huong den su hin long ciia khach hang (Hu va 
cgng sy, 2009; Wu va cpng sy, 2011; Ah va Amin, 
2014; Faizan, 2015). Quan he cimg chieu giiia hai 
long, hinh anh va dy dinh quay lai dugc tim thay 
irong cac nghien ciru tren the gioi (Hemandez-
Lobato va cgng su, 2006; Chen va Tsai, 2007; Kao 
va cgng su, 2008; Wu va cgng sy, 2011; Hutter va 
cpng sy, 2013; Yang va Wu, 2013; Luo va Hsieh, 
2013). Tuang tu, trong nganh Du lich - Khach san 
cung CO nhieu nghien ciin khang dinh moi quan he 
nay (Oh, 1999; Kandampully va Suhartanto, 2000; 
Howat va cpng su, 2002; Han va Ryu, 2007; Yoo va 
Park, 2007; Bai va cgng sy, 2008; Wang va cpng su, 
2009; Kim, 2011; Ryu va cpng sy, 2012; Wu, 2013; 
Cheng va Rashid, 2013; Liat, 2014; Faizan, 2015; 
Hussein va Hapsari, 2015). 

3. Thiet ke nghi§n cu'u 

3.1. Md hinh nghien cuu 
Dya vao tham khao cac nghien ciiu tren trong 4 

thap nien gan day, nhom nghien ciai lya chpn mo 
hinh nghien ciiu cho khach san Rex - TP. Ho Chi 
Minh nhu sau: (Hinh 1) 

3.2. Gid thuyet nghien cim 
HI: Phuang lien him hinh tac dpng den sy hai 

long; H2: Tin cay tac dpng den su hai long. 
H3: Dam bao tac dpng den sy hai long; H4: Dap 

ling tac dgng den sy hai long. 
H5: Cam thong tac dpng d^n sy hai long; H6: 

Hinh anh tac dgng den su hai long. 
H7: Hinh anh tac dgng din du dinh quay lai; H8: 

Hai long lac dpng din dy dinh quay lai. 
Mo hinh khai quat: 
SAT = f (TAN, REL, ASS, RES, EMP, IMA) (1) 
RIN = f(SAT,IMA) 2) 
Tat ca cac bien trong mo hinh dupe do luang 

bang Ihang do Likert 5 miic dp. (Bang I) 
3.3. Dir lieu vd quy trinh phan tich 
Dir Heu dugc thu thap thong qua phong van true 

tiep 400 khach hang giao dich voi khach san tir thang 
II den thang 12 nam 2019 theo phuang phap idy 
mdu phi xac suat, thuan tien bang bang cau hoi chi 
tiet de kiem dinh mo hinh va cae gia Ihuyet nghien 
ciiu. 

Do mo hinh ly thuyet voi mpt tap hgp cac quan 
he dan xen, mo hinh cau iriic tuyen tinh (Stmctural 
Equation Model, SEM) dugc six dung de kiem djnh 
cac gia thuyet tren (Lorence va Mortimer, 1985. 
Anderson va Gerbing, 1988). Theo Theo Hair va 
cpng sy (2006); Kline (2011); Tabachnik va Fidell 
(2011), phan tich nhan to va cau triic tuyen linh 
dugc thyc hien theo quy Irinh bao gom 4 hucrc: (i) 
Kiem dinh tin cay thang do (Reliability test); (ii) 
Phan tich nhan to kham pha (Exploratory Factor 
Analysis -EFA); (iii) Phan tich nhan to khang dinh 
(Confirmatory Factor Analysis - CFA) va (iv) 
Mo hinh cau true tuyen linh (Slructural Equalion 
Modeling- SEM). 

H/n/T 7: Mo hmh nghien cihi 

SERQ (Service Quality, Chai 
lugng djch vu 

TAN (Tangibility, Phuang tien 
huu hinh) 

-> REL (Rehabihty, Tin cay) 

ASS (Assurance, Dam bao) 

-> RES (Responsiveness, Dap ung) 

^ EMP (EmpaUiize, Cam thong) 
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Bang 1. Thang do vd cac bien quan sat 

STT 

1 

1 

2 

3 

4 

II 

5 

6 

7 

8 

9 

III 

10 

11 

12 

13 

IV 

14 

15 

16 

17 

V 

18 

19 

20 

21 

22 

Thang 6o va thanh ph5n 

PhifCTng t i in hifu hinh 

Khach san co trang thiet bj hien dai 

Van phdng, tm sd giao dich khang trang, tao sir tin tudng cho lihach hang 

Nhan vien khach san co trang phuc gon gang va dep 

Cac dich vy cua khach san luon dap ung yeu cau 

Dd tin cay 

Khach san hCra thuc hien mpt diSu gi do (nhy thiSt iap dich vu cham soc khach 
hang, hau mai) vao khoang thai gian cu the, digu do se duoc thu'c hien. 

Khi khach hang gap su co vg djch vu thi khach san luon dap ung giai quy4t v i n d§ 
kip thoi. 

Cac djch vu cua khach san thi luon on dmh va dang tin cay. 

Khach san cung c§p oac dich vu dung thai diem khach hang c§n. 

Khach san thong bao cho khach hang khi nao dich vu se duoc thuc hien. 

Tinh dap u'ng 

Nhan vien khach san thyc hien nhanh chong cac yeu c i u cua khach hang ve thay 
doi dich vu nhu' thay doi thong tin tren hoa dan, dich vu cung irng internet, v.v.. 

Nhan vien khach san luon c6 mat theo yeu c§u cua khach hang. 

Nhan vien khach san khong bao gio to ra qua ban ron de khong dap ung yeu cau 
cua khach hang. 

Khach hang luon nhan duoc h6 trg dich vy tu phia nhan vien khach san. 

Tinh dam bao 

Khi khach san hua giu cho cho khach hang, hp thuc hien dung nhu cam ket 

Web dap ung duoc cac yeu c§u cua khach hang vb dich vu tai khach san. 

Tho-i gian xu ly thong tin va tra iai nhung yeu cau cua khach hang nhanh chong. 

Nhung giao dich va thong tin ca nhan khach hang luon duac bao mat tren web. 

SIP dong cam 

Nhan vien khach san the hien su quan tam d§n tung khach hang. 

Nhan vien khach san the hien su quan tam d i n khach hang ion tuoi va tre em. 

Nhan vien khach san hieu duoc nhu c i u dac biet cua khach hang. 

Nhan vien khach san chu y d i n nhiing van dg ma ban hoac doanh nghiep quan tam 

nhi iu nhi t . 

Nhan vien khach san luon co nhu'ng khoang thai gian thuan tien de phuc vu nhu cau 
cua khach hang. 

Ky hieu 

TAN 

TAN1 

TAN2 

TAN3 

TAN4 

REL 

REL1 

REL2 

RELS 

REL4 

REL5 

RES 

RES1 

RES2 

RES3 

RES4 

ASS 

ASS1 

ASS2 

ASS3 

ASS4 

EMP 

EMP1 

EMP2 

EMP3 

EMP4 

EMP5 
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VI 

23 

24 

25 

VII 

26 

27 

28 

VIII 

29 

30 

31 

Hinh anh Rex 

Rex iuon x i p hang top khach san a Viet Nam 

Phong each phyc vy than thien, hien dai va tien iai cho khach hang 

Khach hang d i n a khach sach khong can quan tam d i n b i in dpng 

Su' hai long 

Toi hai long each thuc quan ly va ch i t lugng djch vu cua khach san Rex. 

Toi hai long thai dp phyc vy va lam viec cua nhan vien khach san Rex. 

Toi hai long quy trinh quan ly va thu tyc check In va check out cua khach san Rex. 

D y djnh quay lai 

Toi du djnh t i i p tyc quay lai khach san Rex m i i khi d i n TP. HCM 

Toi quay lai khach san Rex nhu la lua chgn tot nh i t trong tuang lai 

Toi se gioi thieu khach san Rex d i n ban be, d6ng nghiep, ba con toi 

IMA 

IMAl 

IMA2 

IMA3 

SAT 

SATl 

SAT2 

SATS 

RIN 

RIN1 

RIN2 

RIN3 

4. K t̂ qua va thao luan 

4.1. Mo td dgc diem khdch hdng 
- Gioi tinh va do tuoi: Trong 400 khach hang khao 

sat, giai tinh nu' chiem 53%. Dp tuoi chii yeu cua 
khach hang la tren 30 tu6i (75%). (Hinh 2, Hinh 3) 

- Trinh do hoc vdn vd nghe nghiep (Hinh 4, 
Hinh 5) 

Khach hang co trinh do hoc van cao, 41% khdch 
hang CO trinh do dai hpc va sau dai hpc. Nghe nghiep 
chii yeu la cong chiic, nha quan ly cua eac cong ty va 
nha noi trp (63%). 

- Tinh trgng viec lam va ihu nhdp (Hinh 6, Hinh 7) 
Phan Ion khach hang dang lam viec (75%i). Thu 

nhap khach hang hi 500 - 1000 USD/ thang chiem 
chu yeu (40%) 

Hinh 2: Gidi tinh cua khach hang (%) Hinh 3: Dp tuoi (nam) 

Hinh 4: Trinh dp hpc van (%) Hinh 5: Nghe nghiep cua khach hang (%) 

60 1 
5 0 

4 0 

3 0 

2 0 

1 0 

o 

4 1 

OH - SE>H 

5 9 

Khac 
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Hinh 6: Tinh trgng viec lam (%) Hinh 7: Thu nhap (USD/ thang) 

=•1000-2000 
U S D 
2 5 % 

1 5 % 

•1 

k . 

rj 

209a 

^ 500-1000 
USD 

Hinh 8: Quoc tjch cua khach hang (%) Hinh 9: Cti cau khach hang ntfdc ngoai (%) 

Nuoc ngoai 

•r̂  
50 100 

KilSc 

Han quoc 

HoaKy 

Uc 

l l 6 

fllO 

(15 

0 10 20 30 40 

Bang 2. Tin cqy thang do vd bien quan sat bj loai 

Thang do 

TAN 

REL 

RES 

ASS 

ElVIP 

SAT 

RIN 

Bien quan sat 

Kh6ng 

Khong 

Khong 

Khong 

Khong 

Khong 

Khong 

He so Alpha Ket qua 

0,802 Ch i t luang tot 

0,864 Chi t luong tot 

0,840 Chat luang t i t 

0,836 : Chat luong tot 

0,841 Ch i t luang tot 

0,833 Chat lugng tot 

0,844 Ch i t luang t i t 

- Quoc tjch vd ca cdu khdch nirac ngodi (Hinh 8, 
Hinh 9) 

Khach hang ciia Rex ehu yeu la nguai nuac ngoai 
(70%), qu6c tich Uc, Nhat Ban va Hoa Ky chiem da 
s6 (74%). 

4.2. Kit qud phdn tich dp tin cay 
Kit qua thi hien trong Bang 2 cho thay: Tat ca cac 

bi^n quan sat deu thoa man cac dieu kien trong phan 

tich do tin cay ciia thang do thong qua he so Alpha 
> 0,6 va tuang quan bien - long > 0,3 (Nunnally and 
Burnstein, 1994). 

4.3. Kit qud phan tich nhan to khdmphd 
Kdt qua dugc trinh bay trong Bang 3 cho thay: 

Cac yiu t6 tac dpng din su hai long dug'c trich thanh 
6 y^u t6 tuong ling vai cac bien do lucmg cua mo 
hinh ly thuy6t vcri tong phucmg sai trich la 66,5% tai 
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Bang 3. Ma trqn nhan to 

REL3 

REL5 

REL2 

REL1 

REL4 

EMP4 

EMP2 

EMP5 

EMP3 

EMP1 

RES3 

RES4 

RES2 

RES1 

ASS4 

ASS2 

ASS3 

ASS1 

TAN4 

TAN2 

TAN3 

TAN1 

llylA2 

IMA3 

IMA1 

SAT3 

SATl 

SAT2 

RIN2 

RIN3 

RIN1 

Component (Nhan t6) 

1 

0,838 

0,831 

0,811 

0,794 

0,732 

2 3 4 5 

1 

0,815 

0,789 

0,786 

0,768 

0,748 

0,845 

0,823 

0,797 

0,794 

0,859 

0,831 

0,801 

0,755 

' 

0,834 

0,793 

0,769 

0,754 

' 
' 

1 !, 
1 ! 

1 
: 

Kaiser-IVIeyer-Oikin M easure (Thuac do KMO) 

6 7 

0,849 

0,830 

0,827 

0,877 

0,877 

0,867 

0,844 

0,719 

8 

0,897 

0,862 

0,859 

0,718 

Bartlett's Test (Sig.) (Kiem djnh Bartlett) 

Eigenvalues (Gia tri Eigen) 

% of Variance (Phu'orig sai trich) 

0,000 

1,10 

66,6 

0,000 

2,25 

75,0 

0,000 

2,29 

76.20 
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Hinh 10: Mo hinh do It/dng 

Bang 4. Ket qua gia trj cac thi/dc do 

STT 

1 

2 

3 

4 

Thw&c do 

Chi binh phtcang dieu 
chinh theo bac ty do 
(Cmin/df) 

Chi so TLI (Tucker-Lewis 
Index) 

Chi s6 thich hap so sanh 
CFI (Comparative Fit 
Index), 

Chi so RMSEA (Root 
Mean Square Error Ap
proximation). 

Gia trj tieu chuan | Gia trj mo hinh 

' < 2 ' ^ - ' " = 1 1296 
Bentierva Bonett, 1980 ! 

TLI > 0,90 
(Garver va Mentzer, 1999; Hair va cong 
sy, 2006). 

CFI > 0,90; 0<CFI <1, Cang tlSn ve 1 
cang phu hap. (Bentierva Bonett, 1980; 
Huva Bentler, 1995) 

RMSEA < 0,05; Mo hinh phii hap tot; 

RMSEA <0.08 Ch ip nhan; Cang nho 

cang t6t. (Garver va Mentzer, 1999; Hy 

va Bentler, 1995. 

0,973 

0,977 

0,029 

Ket qua 

Phil hap 

Phil hgp 

Phu hap 

Phil hap 

Eigenvalue la 1,10; EFA ciia su hai long dugc trich 
thanh 03 bien quan sat vdi phuang sai trich la 75% 
tai Eigenvalue la 2,25. EFA cua Irung thanh duac 
hich thanh 3 bien quan sal vai phuong sai trich la 
76,20%) tai Eigenvalue la 2,29; Kat qua EFA dugc 
sii dung bang phuang phap xoay Promax. 

Ghi chii: Theo Hair va cgng su (2006), 0,5 < 

KMO < I; kiim dinh Bartlett c6 miic y nghTa nho 

han 0,05; he so tai nhan to cua cac bien quan sat 

(Factor Loading) > 0.5; phuang sai trich > 50% va 

Eigenvalue > 1. 
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4.4. Ket qud phan tich nhan to khdng dinh 
Phan tich nhan to khang dinh (Confirmatory 

Factor Analysis, CFA) dugc sii dung nham kiem 
dinh mo hinh do luang (Measurement model) phu 
hgp voi dii lieu thuc te (Browm, 2006). Theo Smith 
va McMilan (2001), mo hinh do luang phii hgp voi 
dli lieu thuc te phai dam bao phu hgp vai 4 thuoc do: 
(i) Cmin/df; (ii) TLI, (iii) CFI, (iv) RMSEA. 

Ket qua dugc trinh bay trong Hinh 10 cho thay: 
mo hinh co Cmm/df = 1,296; TL! = 0,973, CFI = 
0,977 va RMSEA-0,029. 

Bang 4 cho thay, mo hinh do luang phu hgp vai 
diJ lieu thuc te. 

4.5. Kit qud phdn tich cdu triic tuyen tinh (SE.\l) 
KSt qua dugc trinh bay trong Hinh 11 cho thay: 

Mo hinh c6 gik tn Cmin/df = 2,074; TLI = 0.904; 
CFI = 0,912 va RMSEA = 0,055. Diiu nay cho thSy 
rao hinh cau tnic (structural model) phii hgp \ 6i du 
lieu thuc te. 

Ket qua dugc trinh bay trong Bang 5 cho thay: 
Toan bg cac gia thuyet deu dugc chap nhan a mijc 
tin cay hi [94%, 99%]. 

Cac yeu to tac dgng den "Hai long" theo thii tir 
anh huang: REL, IMA, RES, TAN, ASS, EMP. 

Cac yiu t6 tac dong den "Du dinh quay lai" theo 
thii tu anh huang: SAT, IMA. 

Hinh / J; Ket qua ciia phan tich cau true tuyen tinh 

Chl-square=883-386; df=426; CMIN/df=2.074; 
TLI=_904, CFI=-912; RMSEA=.055 
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Bang 5. Ket qua gia thuyet 

SAT 
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RIN 
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<-
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H3 chiip nhan 

HI ch§p nhan 
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Bang 6. Mufc do tac dong 

Mii'c do tac dong den SAT 

SAT = f(REL, EMP, RES, ASS, TAN, IMA) 
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5. Thao luan ket qua nghien cuu 

Su voi hai long ciia khach hang chju tac dgng 
true tiep bai 6 thanh phan: Su tin cay, hinh anh, dap 
ling, phuang tien hu'u hinh, dam bao va cam thong. 
Nhu vay, gia thuya H2, H6, H4, H1, H3 va H5 dugc 
chap nhan. Dieu nay co nghTa la: khi khach hang 
danh gia tot cac yeu to nay se lam cho hg cam thay 
hai long voi dich vu ciia khach san Rex. 

Moi quan he hai long, hinh anh va du dinh quay 
lai CO tuong quan vai nhau theo huong: Hai long va 
hinh anh tac dgng den du dinh quay lai cua khach 
hang. Nhu vay, gia thuyet H7, H8 dugc chap nhan. 

6. Ket luSn \h ham y quan tri 

Muc tieu ciia nghien ciiu xac dinh moi quan he 
chdt lugng dich vy, su hai long, hinli anh va dy dinh 
quay lai khach hang tai khach san Rex - Sai Gon -

TR H6 Chi Minh. Dae biet trong boi canh su canh 
tranh manh me de giii viing va mo rpng thi phan, hai 
long ve chkt lugng dich \ u va hinh anh thucmg hieu 
Rex la chia khoa cho khach san hang sang (Luxury 
hotels) phat trien ben viing. 

Dya tren khao sat 400 khach hang va su dung mo 
hinh cSu tnic tuyen tinh. nghien cuu cho thay co moi 
quan he tuyen tinh ducmg giiia hai long va hinh anh 
thuang hieu vai dy dinh quay lai khach hang. Cac 
yiu ti anh huong den sy hai long bao gom: (i) Sy tin 
cay, (ii) hinh anh, (iii) dap img, (iv) phuang tien huu 
hinh, (v) dam bao va (vi) cam thong, dac biet la vai 
tro quan trgng ciia ''Hai long doi voi chat lugng dich 
vu". Kit qua nghien cuu cung cap co so cho khoa 
hgc cho cac nha quan ly muon ma rong \ a giii viing 
thi truang c^n phai quan tam den su hai long, hinh 
anh va du dinh qua\ lai« 
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ABSTRACT: 

Most hotels are facing challenges in expanding their businesses and retaining their guests. 
The reciprocal relationship among quality of services, brand image and return intention of 
guests has not been given adequate attention. This is a challenging issue for hotel managers. 
By analyzing data collected from 400 customers and using a Strucuiral Equation Model, this 
study is to examine how the quality of services and brand image factors affect the satisfaction 
and return intention of guests at Rex Hotel in Ho Chi Minh City. The study's results show that 
there is a positive linear relationship among the satisfaction and brand image with the return 
intention of guests. Factors affecting the return intention of guests include (i) the satisfaction 
with services and (ii) brand image of the hotel. 

Keywords; Satisfaction, brand image, return intention; the Structural Equation Model, Rex 
Hotel, Ho Chi Minh City, Vietnam. 
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