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TOM T A T : 

Nghidn cffu gdp phan khdm phd tiln di va k^t qua eua sff gan kd't Ihffdng hidu trong bo'i cdnh 
kinh doanh dich vu khdch san tai Nha Trang. Cu th^, nhdm nhdn to' lidn quan dd'n doanh nghiep 
g6m sff tffdng tdc va chat Iffdng thffdng hidu vd nhdm nhan td'lidn quan de'n ngffdi tieu dung g6m 
sff tham gia vd sff tff tffdng hdp dffdc gia thuye't cd tdc dpng den sff gan kd't thu'dng hidu. Sff gdn 
ke't Ihffdng hidu cung dffdc gia thuye't ed lae ddng dd'n long trung thanh thffdng hidu. Kd't qua 
kiem dinh gid thuyd't bang PLS-SEM trenmpt mau 247 du khdch quoc te cho thâ y ede gid thuyd't 
diu dffdc ung ho. Cud'i eung, nghidn effu dffa ra mgt so ham y hpc Ihudt va thffc lidn. 

Tuf khda: Tffdng tdc va ehd'i Iffdng thffdng hidu, sff gan kd'l thffdng hidu, long trung Ihdnh 
thffdng hidu. 

l .D^tvS'nde 

Ngay nay, marketing hien dai quan tam nhieu 

de'n sff gdn ke't thirdng hidu (Kumar, 2019; 

Pansari & Kumar, 2016). Vide khdm pha cde 

nhdn Id' tae dpng dd'n sff gan ke't Ihffdng hidu cd 

vai tro quan trpng ve mat hpc Ihuat lan thffc tidn 

(Kumar, 2019; So, 2016). Cac nghidn cffu trffdc 

day lap trung vdo vide tranh luan ea'u tnic quan 

nidm cua bid'n sd'nay (Dwivedi, 2015: Hollebeek. 

201 lb; Hollebeek, 2014; So, 2016). Ket qua la 

cae nghidn cffu thffc nghiem vdn cdn han ehe', dae 

biet la cde nghien effu kid'm djnh cae bien sd 

ddng vai tro lien de vd ke'l qud cua sff gdn ke'l 

(Dwivedi, 2015; France, 2016; Hollebeek, 2014), 

Mgt vai nghien cffu thffc nghiem trffdc day 

thffdng tap trung vao cae nhan Id' lidn quan de'n 

ngffdi tieu dung de giai ihich sff gan kd'l thffdng 

hieu (De Vries & Carlson. 2014; Dwivedi, 2015; 

Hollebeek, 2014). Tuy nhien. van Doom (2010) 

lap luan sff gan ke't ihffdng hieu khdng ehi chiu 

Idc dpng cua ede bie'n so' lidn quan den ngffdi 

dung (vi du, sff tham gia thffdng hidu - brand 

involvement va su" iff tffdng hdp brand 

self-eongruity). ma eon chiu tdc dpng Iff edc bid'n 
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so' lien quan dd'n doanh nghidp (vi du, sff tffdng 
tdc thffdng hidu - brand interactivity va ehd't Iffdng 
thffdng hidu - brand quality). Vide xem xet d6ng 
thdi ea hai nhdm nhan id' nham khdm phd md'i 
quan he giffa chie'n Iffdc ihffdng hieu cua doanh 
nghiep, cam nhan cua ngffdi lieu diing ve thffdng 
hidu va sff gan kd't thffdng hidu hau nhffbi bo qua 
(France, 2016). 

Vi vdy, nghien cffu nay ddng gdp bdng each 
xem xet tdc dgng dong ihdi cua cde bie'n so' lidn 
quan de'n doanh nghiep gom iffdng tac ihffdng 
hidu va chd't Iffdng thffdng hieu cung cde bid'n sd' 
lidn quan dd'n ca nhdn gom sff tham gia thffdng 
hidu vd sff Iff tffdng hdp dd'n sff gdn kd'l thffdng 
hieu. Mpt vai nghidn effu da gdi y ve mo'i quan 
he giffa hai bien so' nay (van Doom, 2010; Vivek, 
2012), long quan nghidn effu cho tha'y ehi mgt so' 
it nghidn effu kiem dinh md'i quan he nay 
(Dwivedi, 2015; France, 2016), nhffng ehira tdp 
trung vao linh vffc dich vu. Do do, can ed mdl 
nghidn effu ddng gdp vdo hieu bid't cbung ve vai 
tro quan trpng cua sff gan kd'l Ihffdng hidu vd sff 
trung ihdnh thffdng hieu thdng qua vide kiem dinh 
md'i quan he nay Irong bd'i eanh dieh vu khdch 
san tai Nha Trang, Vidt Nam. 

2. Tdng quan nghidn cd'u 

2.1. Cdsd ly thuye't vd mo hinh nghien cdu 
(Hinh 1) 

2.1.1. Su gdn kel thuang hieu vd trung thdnh 
thuang hieu 

Nghidn cffu nay dinh nghla sff gan kd't la trang 
thdi tdm ly bao g6m niem Iff hao va dam md dd'i 

vdi thifdng hidu, hinh thanh tff sffe manh moi quan 
he giffa khach hang va thffdng hieu (Brodie, 
2011). Trong khi dd, long tiling thanh thffdng hi$u 
dffdc dinh nghia iff khia eanh hanh vi (Oliver, 
1999) la mffe dd ngffdi tieu dung cam kd't tid'p tue 
sff dung tiiffdng hidu (Carroll & Ahuvia, 2006). 
Cde md Mnh nghien effu thffc nghidm ciia 
Hollebeek (2014) va Dwivedi (2015) cho Ihd'y kd'l 
qua cua sff gan kd't thffdng hidu la y dinh sff dung 
thffdng hidu va trung thanh thffdng hidu. Bijmoll 
(2010) xdc dinh sff trung thanh thffdng hidu la ke'l 
qua cua sff gan kd't thffdng hidu. Do do, nghien 
cffu ndy gia thuyd't: 

HI: Sff gan ke't thffdng hidu cd tdc dpng tich 
cffc de'n sff trung thdnh thffdng hieu. 

2.1.2. Mdi quan he gida su tham gia va sU tu 
tuang hop vdi gdn ke't thuang hieu 

Sff tham gia thffdng hidu phan dnh mtfe do 
quan tdm va cam nhdn ve sff thieh dang eiia mpi 
thffdng hieu dira tren nhu eau, gia tri va sd thich 
(Zaichkowsky, 1985). Ve mat Iy thuye't, sff tham 
gia thffdng hieu dffdc thffa nh|n rpng rdi la cd tde 
ddng dd'n sff gdn kd't thffdng hieu (De Vries & 
Carlson, 2014; Hollebeek, 2011a; Hollebeek. 
2011b). Wi mat thffe nghidm, Hollebeek (2014), 
De Vries & Carlson (2014) vd Dwivedi (2015) 
chffng minh sff tham gia thffdng hidu cd tdc dgng y 
nghia de'n sff gan kd't thffdng hidu. Vi vdy, nghien 
cffu nay gia thuyd't: 

H2: Sff tham gia thffdng hidu ed tde dgng tich 
cffe dd'n sff gan ke'l ihffdng hidu. 

Theo Sirgy (1985), sff tffdng hdp phan dnh sff 

Hinh 1: Mo hinh nghien ct?U 

fchat Iffpng thuong hieu 1 (s\J tif tuong hgpj—H3 
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phu hdp giffa tinh edeh ca nhan cua ngffdi tidu 
dung va tinh edeh ea nhdn cua thffdng hidu. 
Ngffdi tieu diing tham gia va ddng gdp vdo 
thffdng hidu nham de th^ hidn ban than (Lloyd, 
2013; Wirtz, 2013). Ve mdt thffc nghiem, 
De Vries & Carlson (2014) chffng minh sff Iff 
Iffdng hdp cd tae dpng tieh cffc de'n sir gan kd't 
thffdng hieu. Do dd, nghidn effu nay gia thuye't 

H3: Sff tff tffdng hdp vdi thffdng hieu co ldc 
dgng tich effc dd'n sff gan kd't thffdng hieu 

2.1.3. Mdi quan he gida tuang ldc, chdt luang 
va su gdn ket thuang hieu 

Tffdng tdc thffdng hidu dffdc dinh nghia la cam 
nhan eua ngffdi lieu diing, Ihffdng hidu sdn sang 
va cd mong mud'n dffde hoa hdp vdi khach hang 
(France, 2016). Sff tffdng tde ngdy eang gia tang 
vdi thffdng hieu se co tac ddng lieh effe dd'n md'i 
quan hd giffa khdeh hang vd Ihffdng hieu (Jee & 
Lee, 2002), tff do hinh thanh sff gan kd't vdi 
thffdng hieu. Do do, nghien cffu nay gia thuye't: 

H4: Sff tffdng tac thu'dng hidu cd tae dpng lich 
ctfc dd'n sff gan ke't Ihffdng hieu. 

Zeithaml (1988) dmh nghla chd't Iffdng thffdng 
hidu Id ddnh gid long the eua ngffdi tidu dung ve 
sff xud'l sde hay tuydt vdi cua ihffdng hieu. Tdc 
dgng cHa ehd't Iffdng ihffdng hidu dd'n mo'i quan 
he giffa ngffdi lieu diing - thffdng hidu dffdc thffa 
nhan rdng rdi (Cronin, 2000). Do dd, nghien cffu 
nay gia thuyd't: 

H5: Cha't Iffdng Ihffdng hidu cd tac ddng tich 
cffc dd'n sff gan ke't thffdng hieu. 

3. Phif<mg phap nghidn cu'u 

3.1. Thang do lUdng 

Nghidn effu sff dung thang do Iffdng dffde ke' 
thffa tff eae nghidn effu trffdc ddy. Thang do Iffdng 
sir gan kd't thffdng hieu dffde sff dung tff nghidn 
ctfu cua France (2016) gom 7 mue hdi. Thang do 
itfdng sff tham gia thirdng hidu (5 muc hdi) vd sff 
ttf ttfdng hdp (4 mue hdi) dffde kd' thffa iff De 
Vries & Carlson (2014) tffdng Iff nhff France 
(2016). Thang do cha't Iffdng ihffdng hieu (3 mue 
hdi) dffde sff dung tff nghien effu cua Cronin 

(2000) va thang do sff tffdng lac ihffdng hidu (5 
mue hoi) dffde la'y tff France (2016). Cud'i cung, 
thang do trung thanh thi/dng hieu dtfde mffdn tff 
nghien effu eua Yi & Gong (2013). 

3.2. DU lieu nghien cdu 

Nghien effu tap trung vao sff gdn ke't thu'dng 
hidu vd irung thanh thffdng hieu do'i vdi dich vu 
khdch san Iiru tru tai Nha Trang, mot irong nhffng 
Ihdnh phd' cd td'c dp phat trien dich vu du lieh 
hang dau Viel Nam. Dff lieu nghien etfu dtfde thu 
thap theo phffdng phap mdu thuan lien. Dd'i 
Iffdng thu mdu la du khach qud'c td'g6m du khdeh 
de'n tff My, chdu Au, Uc de'n Nha Trang trong 
khoang ihdi gian Ihang 4 va 5 ndm 2019. Mdu 
dffde thu thdp tai cde dia diem du khdch ihirdng 
xuydn qua lai nhff Thdp bd Ponagar, Quang 
trifdng 2/4, dffdng Nguyen Thien Thudt, Hung 
Vffdng, Biet Thff. 

Tong cgng cd 260 du khdch dong y tham gia 
tra ldi bang khao sdt. So'bang hoi phatra vd thu 
ve la 260. Trong dd, cd 13 bang hdi bi loai bd do 
nhieu dff lidu bi bd trong, edn lai 247 bang hoi 
dffde sff dung cho phan tieh. Dae diem ciia mdu 
thu thap dffdc nhff sau: so' ngffdi dffdc hoi la nff 
chie'm ly Id 55,47%; dp ludi Iff 30 dd'n 44 chie'm 
46,15%, da ke't hdn chie'm 49,39%, nhdn vidn 
chid'm 34,01%, doanh nhan chie'm 16,19%, con 
lai la cac thdnh phan khac. 

4. Kd't qua va thao luSn 

4.1. DQ tin cqy vd dq gid tri cua thang do Id&ng 

Nghien cffu ndy sff dung he so' Cronbach's 
Alpha vd do tin cay tdng hdp de danh gid do tm 
eay thang do. Ben eanh dd, he so' lai va phffdng 
sai irieh du'dc sff dung de danh gid dp hdi lu cua 
thang do Iffdng. Ke'l qua eho tha'y he sd 
Cronbach's Alpha va do iin cdy eua Ihang do deu 
Idn hdn 0,7. Do dd, cde thang do deu dai dffdc do 
tin cdy. Hdn nffa. cde he so' tai deu Idn hdn 0,7 
va phffdng sai U-ich deu Idn hdn 0,5. Do dd. cde 
thang do deu dat dtfde do gid tri hdi tu. 

Tid'p theo, lieu chuan Fornell & Larcker 
(1981) dffdc ap dung de kid'm djnh dp gia Iri phan 
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biet cua cde ca'u true khai nidm. Kd'l qua eho 
Ihd'y, can bae hai eua mgt bie'n so' Idn hdn gid tri 
tffdng quan Idn nha'l cua bid'n so' ndy vd vdi edc 
bid'n so' khac. Do dd, ede ea'u true khdi nidm dai 
dffdc dp gid tri phan bidt. 

4.2. Kiem dinh gid thuydt nghiin cdu vdi 
PLS-SEM 

PLS-SEM dffdc sff dung de kiem dinh gia 
thuye'l nghidn effu. Kd't qua cho thd'y cae gia 
thuyd't deu dffdc ung hp bdi dff lidu. Bdn eanh dd, 
R^ eiia hai bid'n so' gdn kd'l va Irung thanh khd eao 
eho thd'y cde bie'n so' dpc lap cd the gidi thich to't 
cho cde bie'n phu thude. Hdn nfla, ehi so' Q- eua 
hai bid'n so' ndy ciing deu Idn hdn 0. eho thd'y md 
hinh phu hdp vdi dff lidu thu ihdp (Bang 1). 

Cu th^ hdn, tffdng tae thffdng hidu (p = 0.16), 
ehd't Iffdng thffdng hieu (p = 0,18). sff tham gia 
thffdng hieu (p = 0,31) vd sff Iff tffdng hdp 
(P = 0,32) deu ed tde dpng lieh effc dd'n sff gan 
kd't thffdng hidu. Cud'i ciang, sff gan ke't thffdng 
hieu cd tdc dgng manh de'n sff trung thanh thffdng 
hidu (P = 0,68). Tid'p theo, thu tue bootstrap dffdc 

sff dung de kiem dinh lai mdt lan nffa eae he so' 
dffdng dan cd y nghia. Kd't qua cho thd'y cac he sd' 
dtfdng ddn cd y nghia d mffc 5% dffdc kid'm dinh 
lai thdng qua thu tuc bootstrap deu khae 0. Nhtf 
vay, ta ke't ludn, ke't qua kie'm dinh gia thuyd't Id 
ddng tin cdy. 

5. Ket ludn 

Nghien cffu thffe nghiem nay kiem dinh Ide 
ddng eua sff gan ke't thffdng hidu dd'n sff trung 
thanh ihffdng hidu, mdt bid'n so' ed vai tro quan 
trpng do'i vdi boat dpng marketing cua doanh 
nghiep. Ke'l qua kiem dinh cho tha'y eae gia 
thuyd't deu dirdc ling hd bdi dff lidu. Do dd, 
nghien cffu cd mdt so'ddng gdp ve mat hgc thudt 
va thiTe tiln. 

5.1. Hdm y ly thuyet 

Ke't qua nghien cffu cho thd'y traeh nhidm ciia 
doanh nghidp trong vide xdy dffng chd't Iffdng cdm 
nhdn bdn trong ngffdi tidu dung va nhi?ng hdnh 
dgng ban dau irong vide lao dffng sff tffdng tde 
vdi hg cd vai tro quan irpng dd'i vdi vide hinh 
thanh va eung co'sff gdn kd't vdi thffdng hieu. Ben 

Bang 1: Ket qua kiem djnh mo hinh 

Dtfdng dan 

Tuang tac -> Gan ket 

ChSt luong -> Gan ket 

Tham gia -> Gan ket 

SM tLl tL/ong hqp -> Gan ket 

Gin ket -> Trung ttianh 

06 I6n tac dpng (f̂ ) 

Gia 

thuyel 

H1 

H2 

H3 

H4 

H5 

VIF 

2.50 

2.22 

2.14 

2.93 

1.00 

Std. p 

0.16 

0.18 

0.31 

0 32 

0 68 

Hratue 

2.59* 

1.9* 

3 66*" 

3.47" 

14 6 * " 

Bootstrap 

[0.06; 0.26] 

[0.03; 0.36] 

[0.17,0.45] 

[0.18; 0.48] 

[0 59; 0.75] 

Kellu$n 

Ung ho 

Ung hO 

Ung ho 

Unghp 

Unghd 

Î Tuong tac -» GSn ket ~ 0.03; 

f^Ctal luong ^ GAn ket = 0-05; 

f^Ttiam9ia-.Ganket" ^•^^'< 

f^Ty tuong hop-.GSnkgt = 0,12, 

^Gan hSt - • Tmng tlianti = 0,87 

Chi so md hinh 

R'Gink5t = 0,70; 

R\mnsti»* =0,47 

Q'GS„k« = 0,44; 

Q^mn,tnant, = 0,36 

Ghi chu: ***p < 0.001: **p < 0.01: 'p < 0.05: 'p<O.I 
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canhdd, edc bien so'ngffdi lieu dung cungcd tdc 
dgng tieh effc de'n sff gdn kd't ihffdng hieu. Vi vay, 
nghien cffu ddng gdp bang vide ihffc hien kiem 

dinh tae dpng thffc nghiem, dong thdi ddng gdp 
mpt bid'n sd' mdi ma eae nghien cffu trffdc day 
chffa Ihao ludn la sff tff tffdng hdp. 

Cud'i cilng, ke't qua nghien effu gdi y sff gan 
kd'l Ihffdng hieu ddng vai tro trung tdm trong sff 
thanh cong cua qud trinh xay dffng thffdng hieu 
cho doanh nghiep vd tdc dong de'n hanh vi ngirdi 
[ieu diing. Tuy nhidn, nghien cffu mdi chi kham 
pha lac ddng cua sff gan kd̂ t dd'n trung thanh 
thffdng hieu trong khi md'i quan he giffa bid'n so' 
nay vd hdng loat cac bie'n so'quan trpng khdc nhif 
Iruyen mieng, mua hang lap lai, khuye'n nghi vdn 
chffa dffde kiem dinh. Vi vdy, cac nghien effu 
tffdng lai can thffc hidn kiem dinh cde md'i quan 
h$ nay nham khang dinh vai trd quan Irgng cua sff 
gan kd'l thffdng hidu. 

5.2. Hdm y qudn tri 

Nghien cffu cho thd'y sff itfdng ldc thffdng hieu 
va chS'l Iffdng thffdng hidu ed tae ddng dd'n sff gan 
kS'l Ihffdng hieu cua ngffdi lieu dung. Dieu nay 
gdi y cho cae nha quan tri ihffdng hidu khaeh san 

nen hinh thdnh edc chie'n Iffdc vd ke hoaeh 
marketing thiie day sff gan ke't vdi thffdng hidu. 
Trong thdi dai eong nghiep 4.0, cde nha quan tri 
Ihffdng hieu khdeh san ndn sff dung edng cu 
truyen thong xa hgi nhff Facebook vd tham gia 
vao ede nhdm cgng ddng du lieh tren edc mang 
xa hpi khde d^ truyen thdng va lid'p nhdn phan 
hoi nham eai thien eha't Iffdng dich vu cung nhff 
giai quye'i cac va'n de phdt sinh giffa ngifdi tieu 
dung vd doanh nghiep. 

Kel qua nghien effu eung eho ihd'y nha quan 
tri thtfdng hidu can tap trung vdo thuc day sff 
tham gia thu'dng hidu vd sff iff iffdng hdp eua 
ngffdi lieu dung dd'i vdi ihffdng hieu. Bang hoal 
dong truyen thdng vd qua trinh khdch hdng trai 
nghidm dieh vu, cde khdch san ndn Iam cho hp 
gia tdng sff tffdng hdp va sff tham gia do'i vdi 
Ihffdng hieu de' khdch hang cd the cam nhdn gid 
tri ca nhdn trong qua trinh sff dung dich vu. Cud'i 
cijng, nha quan tri thifdng hidu cd the tap trung 
gia tang sff liT hao va siT dam me vdi thirdng hieu 
eua ngffdi tieu dung bdng vide xay dffng hinh anh 
Ihffdng hidu tieh effc Ihong qua hoat dong xa hdi, 
vi du nhff thffe hidn traeh nhidm xa hgi ciia 
doanh nghidp • 
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ABSTRACT: 
This study contributes to explore the premise and results of brand engagement In the hotel 

industry in Nha Trang City. More specifically, firm-led related factors thai includes brand 
interaction and brand quality and consumer-related factors that include the brand involvement 
and the brand self-congruity are hypothesized to have influences on the brand engagement. 
The brand engagement is hypothesized to have impacts on the brand loyalty. The testing 
results on a sample of 247 intemational tourists with the PLS-SEM indicate that all the 
proposed hypotheses are supported. This study proposes some theoretical and practical 
implications. 
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