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CAC YEU TO ANH HUONG
PEN DU PINH QUAY LALI:
TRUONG HQP NGHIEN CUU
TAT KHACH SAN REX
THANH PHO HO CHI MINH, VIET NAM

® DINH PHI HG - PHAN THANH LONG

TOMTAT:

Trong | thip nién gan ddy, c6 nhidu nghién citu vé sy hai ldng d6) vdi chat lugng dich vy
khdch san cao cip. Tuy nhién, chi dirng lai & sif hai 1dng thi chia dd mé phai quan tim dén yéu 1§
cudi chng 13 khdch hang ti€p tuc rd lai v6i khach san, Pdy cling ta vin dé thach thitc cho cdc nhi
nghién clfu v quan Iy trong b&i cdnh Vigt Nam hda nhap (thé gidi, nhat 1a wrong Finh vyc kinh
doanh khich san dang c6 sif canh tranh gay gdt vé khach hang va thi phan. Nghién cifu nay sit
dung dir li¢u khdo sét 400 khich hiing v dp dung mé hinh hdi quy Binary Logistic. Kétqua im
thiy cdc y€u 13 dnh huding d&n dy dinh quay lai khdch san bao gom: (i) View tif khich san: (ii)
Trinh d§ hoc van khdch hing; (iii) Vi tri thudn tién cho dy hi nghi. tham quan va shopping: (iv)
Hinh dnh thyong hiéu khéch san; (v) HAi [dng vé chat lugng dich vy khdch san: (vi) Thu nhap;

(vii) Tudi; va (viii) Gidi tinh khéch hang.

T khéa: Dy dinh quay lai, md hinh hdi quy Binary Logistic. khach san REX, TP. H& Chi

Miah, Viét Nam.

1.Gii thigu

Theo T6 chife Du lich the gi6i (UNWTO). khich
Qb 1€ 5& 13 tue chuyén dich dén khu vite chin A
“ Thii Binh Duong. rong d6 c6 Vit Nam. Khich
dulich di vdi muc dich tham quan, nghi dudng. vui
chal. gidi i se chigm 54%: 1ham viéng. chita
Bm linh s¢ chiém 31%: cong vigc va nghé nghiép
<hiém 15% t3ng lvgng khich du lich (Téng cuc Du
lich. 2019). Thanh phd H& Chi Minh (TP. HCM)
dége xemrung tim i chinh - kinh t& tai Viét Nam

(VN). Noi diy ciing 1a ch nha VN 16 chite cic hoi
nghi quéc 1€ - quéc gia v cdc su kién vin hda - lich
sit. dong 1hai 12 mot diém den gidi iri vOi nhiéu bio
1ang. trung 1am mua sim vi cic khu am thyc dic
sén 3 mién cda c& nudc. Cong ty Jones Lang
LaSalle (JLL) Viét Nam vifa cong b bio cio diém
dén diu tr khéch san tai 26 thanh phd thu hit du
Khich trén toin cdu. trong d6 Viet Nam ¢6 TP
HCM vi Ha Ngi lot vio danh sdch niy. Riéng TP.
HCM edy 40 twgng manh vi sif ting trudng nguon
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cung vé lugng lin v& chil. Nam 2019, TP, HCM
d6n hon 6 tricu lugt khich qudc (€, cmém \ip \i
30 Iwgng khich quac 1&¢ dén Viét Nam «TTNVN.
2019). Dip Ung nhu ciu phittrién du lich.
cic thuang héu khich san quéce & cao cdp v ~1n;_
trong di ¢6 miat tai TP. HCM nhu THG (Inter
Conunental Hotels Graups). Accor. Maiarr v
Hyutt. Suf phit tnén nhanh cde khdch san néi dia
cao ¢ip i sang trong tar diy nhu khich san
Reverie. khich san Caravelle. Khiich san Majestic,
The Myst Dong Khoi. Mar House Saigon v Khich
«an Rex gop phan tng sifc canh tranh cho nginh
hsan tai TP HCM. Trong 1 thip nién gan day.
¢ nhicu nghién cu vé sy hiii 1ong d&i v chit
Itgng dich vu khich san cuo cdp. Tuy ahién. chi
ding 1ai & sif hai long i chua 9§ ma cin quan tdm
Q€N v€u 1§ vudi cling 13 khach hang Hép we wrd lai
v Khich san. cting la viin ¢& thich thife cho
cie vhit nghién etu v quin 1Y 1rong bai cinh Viét
Nam hoa nhip thé gidi. nhat 13 1rong linh vige kinh
doanh khich san dang ¢6 sif canh tranh gay gdt vé
Khiich hang v thi phin, } n ctu niy 14p trung
vi: (i) Xiie dinh cic y&u 1@ dnh hwding ¢&n du dinh
quiny lai cda Khidch hing: (i) dung mé hinh
dinh ltging cde y&utd dnh hudng dén dy dinh quay
liti cdat Khich hang. Nghién cttu ién hanh khio sdt
400 khidch hing tai khidch san REX TP. Ho Chi
Minh nhiim o ¢o @ the tién cho md hinh do
luting. Klrich spn REX 1oa lac trén dai 16 Neuvén
Hug¢ - i.ngay L trung tim TP, HOL khich
~in Rex 1a chimg nhén lich st cho bao thay d8i cita
Siti Gon - TP Ho Chi Minh. Vi han 80 nim hinh
thinh 3 phit rién. khich san Rex ngay nay la
Khiich san sang trong hing diu. bidu wigng cia long
hidu khdeh Viet Nam. \ i 286 phong ngii cao cip.
S nhit hing va bar ciing chudi X phong hoi nghi da
G0 cung ciap cie dich vy tién ich (8t
nh )uhu Khich hang
2. Téng quani§ thuy&t vii m hinh nghién ciu

2.1, Tang guan I¥ thuyét
T nhitng nim 90 Jén nav. wén (hé gidi vi Viey
Nam 6 nhidu nghién i dinh cic V€U (G dnh
igng d&n dur dinh quay lai khich san di v 16
(repeat v isttation / intennon to return ). Cé thé 6ng
hotp bao @dm 3 nhom v Eutd” () dde diém kinh (& -
i 2 i) thu nhip ¢d nhin: (i)

tnh réng bict cha hhiach san: (o su hid Tong &
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chdt lugng dich vy v (v) hinh duh turong higu
khich san,

- Theo Zimmer vii cdng sy (1993). Lundtorpand
Walhill (2001): Nicolau and \Mas (2005): Chen vi
Txai (2007); Moniz (2012). Faizan (2015): Faizan
(2015): Hung-chi Wu (2015). dic diém kinh (& - \a
hoi cha Kikich hang thd hién trén cdv mit: wai. gidi
tinh, trinh dd hoc thie A Ginh trang viée lum cia
khich hing.

- Theo Zimmer va cdng sy (1995); Nicolau and
Max (2005). Moniz (2012): Faizan (2015): Hung-
chi Wu (2013). y&u 18 thu uhdp cd nhin dnh hudng
quan trong dén Iya clign luu i tai khich san cao
cip - hang sang.

- Theo Lundtorp va Walhill (2001): Chi v Qu
(2008): Moniz (2012): Faizan (2015): Hung-chi Wu
(2015). tinh riéng chia khach san (hé hién:
View tif Khich san (101 véi trung tam thinh phd;
khdch san c6 vi tri thudn tién cho tham dif hoi nghi,
tham quan vi shopping.

- Theo Barsky va Labagh (1992): Allen va Rao
(2000): Niininen vi cdng su (2004); Chen va Tsai
(2007): Hui va cong sy (2007); Moniz (2012);
Fuizan (2015): Hung-chi Wu (2015). Dinh Phi Ho
vi cOng s (2018). si hai long vé chat lugng dich
vu I tién dé cho quy&t dinh quay lai khdch san lin
nifa. Chift lugng dich vy khdch san thé hién wén cée
mit: ki€n trée v cdu tric cda khieh san: cam két
véi khich hang: phong cich chuyén nghiép ciia
nhdn vién phuc vu va 18 1an; cim thong véi khdch
hing v tién ich cha he thang thong tin lién lac va
bdo mit cho khiach hang.

- Theo Lundtorp and Walhill (2001); Hu va céng
sU(2009); Moniz (2012): Hung-Chi vA cong sy
(2015) va Faizan (2015), hinh inh thugng hién cia
khdch san inh Gng d€n sy hai long va du dinh
quay lai khdch san clia khach hang.

2.2. Mb hinh nghién citu (Bing 1,2)

Bi€n haj long va hinh dnh dude do luong biing
thang do Liken vdi 5 mce do khic biét.

Dua vao tham khio cic nahén clfu trén trong
bin thip nién gén diy. nhon, 1izhién cdu lya chon

mo hinh nghién cttu cho khich san REX - TP. HCM
nhu sau: (Hinh 1)

Giil thuyét nghién ciru:
H1 Thu nhap khich hao
dudinh quay lai.

- dong duang dén



- - QUAN TRI - QUAN LY

88ng 1. Cac y&u 16 anh hudng dén dy dinh quay lai khéch san

: T Ky hidu Noi dung | Boludng | Gatwyd
[ B phytde 1 Y Quyét dinh quay lai Khach hang khang dmh Jinh quay lar = lar=1;Khac=0
r’—T__dotﬂél’ o | | I
L nhap ca nhan X1 Thu nhap khach hang 1000 USD / thang
- X2 | Tudi | Nam T
X3 Gidi tinh Nam =1; N =2 +-
Dac diém kinh (& - N Paihoc-Sau BH =1;
h o xahdi X4 Trinh d6 hoc vén Khac =0 +
X5 | Tinhtrang viecam Deng Kimwee=2, o
khac=1 J
"ﬂ ] g | Viewtrkhach san divoitrung | Tréinghiem voi view ciia N I
" ' Tiah riéng biét cta BmTP khach san =1, Khong =0 , '
| khach san. X7 Vi tri thun tién cho tham quan [ Céthuantién=1, - ii N
. va dy h¢i nghy, shopping khac =0 |
» Hai long vé chat luang dich vy |~ o
[ IV | Haildng X8 khach san. Thang do Likert ‘ + |
b .
"V [ Hiohnn X9 l Hinh anh thuong higu REX Thang do Likert | + |

Bdng 2. Thang do hai 16ng va hinh anh thudng hiéu
| ST I Thang do

1| Vanphong, try 6 giao dich clia khach san (KS) khang trang, tao sy tin tuong cho khach hang
Khach san hia thyc hién mot digu gi do (nhu thiét Iap dich vu cham séc khach hang. hau mai) vao khoang thor
gian cy thé, diéu d6 sé dugc thuc hién. [

3 Nhan vién khach san thyc hién nhanh chéng cac yéu ciu cua khach Réng vé thay ddi dich vu nhu thay a6 lhﬁr@r
tintrén héa dan, dich vu cung dng internet, v.v

J Web dap ung dugc cac yéu cdu clia khach hang vé dich vu tai khach san ]
§ ‘ Nhan vién khach san chi y dén nhiing vén dé ma ban hoac doanh nghiép quan tam nhueu nhal 7 |
Hinh dnh thuong higu B
Khéch hang dén & khach san khong can quan tam dén bign dong gia
| REX lutn x&p hang top khach san & Viét Nam
Phong cach phyc vy than thién, hién dai, tién loi va bao mat cho khach hang

H2: Tudi khéch hiing téc dong ducng dén dy HS: Tinh trang viéc lam khiich hing tic dong
dinh quay ki, duong dén du dinh quay lai.

HJ: Gidi tinh khach hang tic dang dudng hoiic H6: View tif khich san ddi vdi trung tam TP tic
lmdendudmh quay lai. dong dudng dén dur dinh quay lai.

HY Trnh do hoe vin khich hiing tic déng H7: Vi tri thun tién cho tham quan. shopping +3
duong dén dydinh quay lai. dif hén nghi tic ddng ducng dén durdinh quay lai.
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Hinh 1: M6 hinh nghién cdu

(" eas )

X3 (Giéi tinh)

X4 (Trinh d hoc van)

H&: Hai long v & chat lvong dich vy KS tic dong
ditgng dén dy dinh quay lai.

H9: Hinh dnh vé chat hidng dich vu KS tdc dong
dusng dén dy dinh quay lai.

MO hinh khii quin:

Y = (X1 N2.X3 X4.X5, X6 X7. X8.X9) (1)

2.3. M6 hinh dinh litgng

Dang khii quit ciia md hinh hdi quy tuy &€n tinh:

Y= BO+Y,_ hiXi + 1

Xi: Ciic bign ddc 1ap: Y: bign phu thuée: u: phin
du.

Trong nghién cifu niy. bigh phy thude 13 bién
LI (Y=1:Y=0).

Theo Cox (1970). md hinh thich hap 1a hdi quy
Binary Logisti

wf " J SBABN BN+ B b 4B X,

Trong Ja:

P(Y=1) = PO Nic wuit Khich hing dy dinh quay
lai.

P(Y = 0) = 1- PO: Niic it khich hang ¢6 du
dinh khie

Nt cde bigh doe 1dp i W 1 dén 9): Ln: Log cta
coae e =271

He £ Odds (00

P, Prdulichquaylai) .
m— = T (He
=TTy = ~Ftdulichhac) . M€ >0 Odds)

The O vido phuong trinh (1):

InO,=b,+8,X +..+b X\, [}

Phucng trinh (2) ¢6 dang ham Logi. udc lusng
cae hé w0 hdi quy biing phuong phap Musimum
Likchihood.
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[ X1 (Thu nhap khach hang)

<

X6 (View tir khach san d6i vor trung tam TP)

X7 (V) tri thuan tién cho tham quan,
shopping va dy hdi ngh| 8 TRHCM)

X8 (Hai long vé chat lugng dich vy KS)

X9 (Hinh anh thuong hiéu REX)

2.4. Xdc dinh cd méu
Theo Yamane (1967). cd mau i thiéu cin c6:
A 2]
p=
(1.96)* 0.5(1-0,5)
ek =384,16

Trong d6:

Z: Chon do tin ciiy ta 95%, gid tri tra biing phin
phdi Z=1,96

P: TY 1& u6c lugng n thianh cong véi P=0,5

€. Sai s6 miu (sampling error) cho phép v6i
+-0,05 (5%).

C8 miu 15i thi€u 12 385 quan sit. Ciin cif vio
khd ning ngudn Iyc cdng tic vién khio sdt va i
chinh cho phép, nhém nghién citu chon n = 400
quan sét, phuong phdp thu thip miu theo thuin
tién. ti khdch san REX trong nam 2019,

3. K&t qua va thio luan

3.1. M6 1d dic digm khdch hang

- Gidi tinh va do wdi: Trong 400 khdch hing
khdo sdt. gi6i tinh nir chi€m 53%. D wéi chd yéu
cla khich hang la trén 30 wai (75%). (Hinh 2. 3)

- Trinh d hoc viln vii nghé nghiép: (Hinh 4, 5)

Khdch hing ¢6 trinh d6 hoc van cao, 41% khich
hitng ¢6 trinh do dar hoc va saw dai hoc. Nghé
nghiép chil yEu la cong chite. nhi qudn ly ciia cdc
cong Ly v nha nditrg (6347

- ﬁnh trang vi¢e lam visthu nhip: (Hinh 6,7

Phin 18n khach hang dang lam \ i€c (75%). Thu

nhip khich hang w500 - 201 | 5D/ thing chi€m
chil y¢U(65%).
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Hioh 2: Gidi tinh clio khach hang (%) Hinh 3: 66 tuéi (ndm)
", Nam
‘ N 47% >45
i 53% 3045 ] (%) So voi téng
! 56 khach hang
‘ <30
‘ 0 50
Hinh 4 Trinh dé hoc van (%) Hinh 5: Nghé nghiép cda khach hang (%)

70 59 ‘

60 Khic |i— 0

w0 | — 10

0 Sy quanQp-CA | s

0 — 1

20 Cong chirc 33

15
lg Sinh vién -NCS | SEEEE.S 1) J J
OH - SDH Khic 0 10 20 30 40
: Hinh &: Tinh frang viéc 1am (%) Hinh 7: Thu nhgp (USD/ théng)
>2000 <500 USD
—~
usD 0%
Dang lam 15%
o viéc
>1000-
OKhong tam 2000 USD _—
_75 viéc (nghi 25% '
- huu...) /SOO 1000
usb
40%

- Quéc tich va cd eiu khdch mréc ngoai: (Hinh 8.9) Bién X5 ¢6 Sig. > 0.05 (mifc tin cdy trén 95%). Diy

- Khich hing cia Rex chd yél a ngudi nude  cda cde hé 58 héi quy phii hop voi gid lhu)’i_f‘- R2
needi (70%). quéc tich Uc. Nhat Ban vi Hoa Ky Nagelkerke = 0.806. nhu vdy 80.6% thay dor cia
chidm da s (74%). bi€n pha thude duge eidi thich bdi cac bien dac lap

3.2, Kéi qud héi guy (Bing 3. 4) cia md hinh. Kiém dinh Omnjbus vdi Sig. < 0.05.

Kiém dinh Wald cho thi'y c6 8 bién: X2. X3. X4, vé 1ng thé. cic bign doc Iip nfdng quan tuy&n tinh
N6.X7.X8.X9.¢6 Sig. < 0,05 (mic un cay > 956). Vi bién ph thude
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Hinh 8: Quéc tich cda khach hang (%)

Hinh 9: Cd ciu khach hang nudc ngodi (%)

Khac 16
Nuéc ngoai 0 Han quéc 10
Hoa Ky 15
Viét nam 30 Nhat 9
e 40
0 50 100 (I) 10 20 30 40
BAng 3. Hé s8 hdi quy
R e R A 95% C.Lfor EXP(B) |
B | SE | Wad df Se | Bo® | e
i Xt | 24537 | 1000 | 0000 | 1568 | 1313 | 1874
x2 "23'@ iR 17.0607{71’,0'007—1.7577—.0W' 1224
X3 0690 ' 11855 | 1000 | 0001 | 0093 | 0024 | 0360
Xa 4509 | 0849 29363 | 1000 | 0000 | 99,365 | 18,829 | 524,362
%5 0950 - 0665 ' 2044 | 1000 | 0153 | 2586 | 0703 | 8517
X6 ] sase | 1389 | 15822 | 1000 | 0000 | 242010 | 15912 | 3680807
X7 | 3088 | 0889 12068 | 1000 | 0001 | 21,026 | 3841 | 125189
T X8| 2283 | 0835 | 12020 | 1000 | 0000 | 9809 | 2824 | 34087
8 0000 | 10462 | 2999 | 36492
Hg s6 Al bung tung | fo,ooo 0,000
Kiém dinh Omnibus B ‘
Chusquare 270.698 |
Significance " 0000 J‘
Nagelkerke R Square 0.806 ’;

Gid ~f xdc swit ban diu khich hing dy dinh
quay lai 13 (POY. do tac dong cia bién Ni. xdc sudt
khiclr hang d6 dur dinh quay laiJa P). Theo Agresli
(2007). Pl duge \ac Jinh

P = Pyxe®

1-Pyl-e)

Bing 4 cho bict vi tn tic dong cla cic véu &
thew thit iy manh ohit dén y&u nhit coa mé hinh:
View 1 khdeh san don vai trung tim TP: Trinh do
hoe vim: Vi thudn tién cho tham quan v di hoj
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nghi. shopping: Hinh anh thuong hiéu REX; Hai
long v¢ chill lugng dich vy KS; Thu nhip: Tudi:
Gidi tinh khich hang.

(X1) Thu nhip khich hang:
haing dy dinh quay lus han diy
hin

Xdc sudt khdch
4 10%, néu khich
d6 ¢6 thu nhiip tang them 1000 USD/ théng.
Xdc suit khich hiang d6 du dinh quay laj la 14.8%.
Nhu vy, so vdi xdc suilt bun diy 10%  kha nane dy
dinh quay lui tang 1én 4.5/ T

(X2) Tudi khich hiang

hiich hing dy
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8ang 4. MUc 36 tac déng cla cée yéu 16 dnh hudng

T Xéc sud ban ddu PO = 10% 7*:( .

8 \ ¢ PICK) | ThayoSosusl(Gamuyies, ) Vititic déng

w045 1568 us 8 s

o oM 115 e | RV

@ awe | 000 0| 90 - s T

w4599 | 99,365 a7 | T

% 5480 | 24201 964 [ Y

v 308 | 2106 | 709 o9 3 ‘
WE e e o S

628 | 98 522 422 5

X 28 | 10462 538 | 438 B - 4

dinh quay lai ban ddu 13 10%, néu khdch hang dé
¢6 09 wGi ting thém 1 wéi. xdc suat khach hing
46 dut dinh quay taila 11,4%. Nhu vy, so véi xidc
suit ban ddu 10%. khd nang dy dinh quay lai ting
lén 1.4,

(\3) Gidi tinh khdch hang: X4c sust khach hiing
di dinh quay lai ban ddu 13 10%, n€u khéich hing
48 c6 gidi tinh th nir, xdc suit khdch hing d6 dy
dih quay Iai 12 1%. Nhu vy, so vdi xic suit ban
diu 10%. kb ning dy dinh quay lai gidm di 9%.

(X4) Trinh d6 hoc viin: X4c sudt khdch hing dy
dinh quay kai ban ddu 12 10%, néu khdch hang d6 ¢6
winh 4§ DH-SPH. xdc suil khich hiing d6 du dinh
quay fai 12 91.7%. Nhu vay, so vdi xdc sudt ban diu
10%. khd ning du dinh quay lai ting 1&n 81,7%.

(X6) View 1if khdch san d6i vdi trung tam TP:
¢ wil khdch hing dy dinh quay lai ban diu 13
10%. néw khich hing d6 c6 trdi nghiém view R
$hich san, xdc suilt khdch hing d6 dit dinh quay lai
13 96.4%. Nhif viy. so v6i xdc suiit ban ddu 10%.
ki nang di dinh quay lai tang 1én 86.4%.

N7V Vit thudm tién cho tham quan - mua sim
MLy hgi nghi: Xic suat khich hing du dinh quay
i ban ddu 13 10%. n&u khich hiing d6 c6 wdi
nhiém thoin tién cda vi iri khdch san. xdc sul
Ehichhang dé dyt dinh quay lai 12 70.9%. Nhut vay.
0301 xdc suit ban diu 10%, khi nang du dinh
quay laiting 1én 60.9%.

INS) Hai long vé chat lwgng dich vu KS: Xdc
sudl khich hing dy dinh quay tai ban diu 13 10%.

néu khich hiing dé dénh gid mitc do hi long vé
chdt lugng dich vy ting thém | didm. xde suit
khéch hing dd duv dinh quay lai 12 52.2%. Nhu viy.
so v@i xidc sual ban diu 10%. khd ning di dinh
quay larting [én 42.2%,

(X9) Hinh anh thudng hiéu REX: Xidc suit
khdch hing dy dinh quay lai ban diu 1 10%, néu
khdch hing d6 dinh gid hinh dnh REX ting thém |
diém. xic suit Khdch hang d6 dy dinh quay lui 1
53,8%. Nhu viy. so vdi xic suit ban diu 10%., kha
ning dy dinh quay lai ting 1én 43.8%.

4, K&t luan va ham § quan tri

Muyc tiéu clia ngién clu xic dinh cic y&u 1o dah
hudng dén dy dinh quay lai khich san. Bic biét
trong bdi cinh syt canh tranh manh mé d€ gitr vimg
va md réng thi phin. cde y&u 18 nay s& 12 chia khoa
cho cic khich san cao cip - hang sang phat wrién
bén virng.

Dua trén khao sit 400 khich hing va s dyng
mé hinh hdi quy Binary Logistic. nghién cu cho
thay cAc yéu 18 tic ddng dén dy dinh quay fai khich
san theo tht nf manh nhit én yéu nhal, bao gom:
(1) View tif khich san; (i) Trinh dd hoc van; (iii) Vi
tri thudn tién cho tham quan, shopping va du hoi

ohi: (iv) Hinh dnh thuong hi¢u khdch san. (v) Hai
Jong vé chit luong dich vu KS: (vi) Thu nhép: (vi)
Tudi: vi (viti) Gidi tinh khdch hang. KEl qua
nghién cifu cung cap ¢d & khoa hoc cho cic nha
quin Iy muon md rong va i vifng |h1 nudn& cho
Khich san cin phii quan 1am dén 8 yEulsIrén
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ABSTRACT:

In the last decade, there have been many studies on satisfaction of guesus with high quality
hotel services. However. studying the satisfaction is not enough as the guest’s intention to return
is more important than the guest's satisfaction. The guest's intention to retumn is alsv a
challenging issue for researchers and managers in the context of Vietnam's integration into the
world. especially in the hotel business sector which is facing fierce competition in customers
and market share. This study was carried out with 400 customer survey daia and by using the
Binury Logislic regression model, The results find that the factors affecting the intention to
reum including: (i) View from the hotel: (ii) Customer education level: (i) Convenient
location for sightseeing, shopping and conferences: (iv) Hotel brand image: (v) Satisfaction with
the quality of hotel services; (vi) Income; (vii) Age: and (viii) Custorner gender.

Keywords: Intention to return, Binary Logistic regression model. Rex Hotel Saigon. Ho Chi
Minh City, Viemam.
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