
qUANIII-QUANlV 

CAC YEU TO ANH Hl/dNG 
DEN DlT DINH QUAY LAI: 

TRl/CfNG H0P NGHIEN Cl/U 
TAIKHACH SAN REX 

THANH PHO HO CHI MINH, VIET NAM 

• DINH PHI HO - PHAN THANH LONG 

T 6 M TAT: 
Trong 1 th$p nien gin dSy, c6 nhieu nghien cd'u vl sir hai long doi vdi chat Itrong dich vu 

khiieh san cao c2'p. Tuy nhiSn, chi difng lai 5 sir hai 16ng thi chi/a du ma phai quan tSm den yeu to 
cû i cClng la khiieh h^ng tiep tuc tr6 lai vSi khiieh san. Day eung la va'n de dilch thdc cho cac nhh 
nghidn ciju vS quSn ly trong boi c^nh Viet Nam hoa nhap the gidi, nhat la trong ITnh viTc kinh 
doanh khdch san dang cd su* c^nh tranh gay gat ve khach bang va thi phan. Nghien cii'u nay sur 
dung diT h?u khdo sit 400 khach hang va dp dung mo hinh hoi quy Binary Logistic. Ket qua tim 
tĥ y cdc yd'u to dnh hudng dd'n diT dinh quay lai khach san bao gom: (i) View tir khach san; (ii) 
Ttinh dp hpc van khdch hang; (iii) Vi tri thuan tien cho dif hoi nghi, diam quan va shopping; (iv) 
Hinh dnh thifdng hieu khdch san; (v) Hai long ve chat lifOng dich vu khach san; (vi) Thu nhap; 
(vii)Tudi; vd (viii) Gidi U'nh khdch hang. 

TiK khoa: Dijf dinh quay lai, mo hinh h6i quy Binary Logistic, khach san REX, TP. H 6 Chi 
Minh, Viet Nam. 

I.Gldithi^o 
Then To chifc Du lich the'gidi (UNWTO). khach 

qoK le se tie'p tuc chuyen djch de'n khu vifc chau A 
• Thai Binh Di/dng, U'ong dd cd Viet Nam. Khach 
il« lich di vdi muc dich tham quan, nghi difdng, vui 
Choi, gidi Iri se chie'm 54%; tham vie'ng, chBa benh, 
lim linh se chie'm 3I»; cong viec va nghe nghiep 
ckifm 15% long ltfdng khach du lich (Tong cue Du 
W. 2019), Thanh pho Ho Chi Minh (TP. HCM) 
**:ilem trung tam tiii chinh - kinh tetai Viet Nam 

(VN). Ndi day cung la chu nha VN to chdc cac hoi 
nghi quo'e te- quoe aia \ a cac sif kien van hda - lich 
sit, dong thdi lii mot diem de'n gidi U'l vdi nhieu bao 
tan2, trung tiim mua sdm va cac khu am Ihife diic 
sdn 3 mien cua ea nifde. Cdng Iy Jones Lang 
LaSalle IJLL) Viet Nam vifa cong bo bao cdo diem 
de'n dau tif khach san Iai 26 dianh pho thu hiit du 
khach tren loan cau. trong do Viet Nam co TP. 
HCM va Ha Npi lot vao danh sdch nay. Rieng TP. 
HCM gay an tifdng manh \i sif Iang trifdng nguon 
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cung ve liTdng ian \ e chat. Nam 2019, TP. HCM 
(ton hdn 6 trieu lu'dt khach quoc te. chieni \ap \i 
50 f̂ lu'dng khach quoc te den Viet Nam iTT.WN. 
2019). Dap u'ng nhu cau phat trien dulich. hang loat 
cac thu'dng hieu khach san quo'c te cao cap va sang 
trgng da c6 mat tai TP. HCM nhif IHG (Inter 
Contmenial Hotels Groups). Accor. Marriott \a 
H>ali. Sir phat tnen nhanh cac khdch san ngi dia 
cao cap \a sang trpng tai day nhif khach san 
Reverie, khach san Caravelle. khach san Majeslic, 
The Myst Dong Khoi. Mai House Saigon \'a khach 
san Rex gop phan tang siJc canh tranh cho nganh 
khach san tai TP HCM. Trong 1 thap nien gan day, 
CO nhieu nghien cu'u \e si/ hii long do'i \di cha'l 
lu'dng dich vu khach san cao cap. Tuy nhien, chi 
diTng lai cf si/hai long thi chu'a du ma can quan tarn 
den yeu to cuo'i cung la khach hang tie'p tuc trd lai 
\('ii khdch san. Da\ cung la van de thach thu'c cho 
Llic nha nghien ci/u va quan ly trong boi canh Viet 
Nam hoa nhap the gidi. nhat la trong ITnh vi/c kinh 
doanh khdch san dang c6 st/ canh tranh gay gat vl 
khach hang va thi phan. Nghien cû i na> tap trung 
viio: (i) Xiic djnh cac yeu lo anh hifcing den dydjnh 
L]ua\ lai cua khach hang; (ii) Xay di/ng mo hinh 
dinh lifdng cac ye'u to' anh hifcing de'n di/ dinh quay 
lai cua khach hang. Nghien ci/u tien hanh khao sat 
400 khach hang tai khach .san REX TP. Ho Chi 
Minh nhhm lao cd st'l ihifc tien cho mo hlnh do 
lu'ting. Khach san REX toa lac U"en dai Ig NgLivC-n 
Hue - Le Ldi. ngay ui trung tam TP. HCM. khach 
san Rex la chu'ng nhan lich siif cho bao thay doi cua 
Sai Gon - TP Ho Chi Minh. Vdi hdn 80 nam hinh 
thanh \a phat trien. khach san Rex ngay nay la 
khach san sang trong hang dau. bieu tifdng cua long 
hieu khach Vict Nam. \\ii 286 phong ngii cao ca'p, 
5 nha hang \a bar ciing chufii S phong hgi nghi da 
ehii'e nang dam bao cung cap cac dich vu tien ich to't 
nha't cho khach hang. 

2. T6iig quan ly thuyet va mo hinh nghien cu'u 
2.1. Td'ng quan ly thuye't 
Tif nhifng nam 90 de'n nay. tren the gidi \a Viel 

Nam CO nhieu nghien xac dinh cac \e'u to anh 
hifdng de'n di/ dinh quay lai khach san da liAi tru 
(repeal \ isitation / intention to return). Co the tong 
hdp bao gom 5 nhom >eu to- (i) dac diem kinh te -
xii hoi ciia khach hang: (ii) thu nhap ca nhan; (iii) 
tinh rieng biet cua khach san: (i\ 1 su' hai long ve 

chat iifdng dich vu \a (v) hinh anh thu'dng hieu 
khdch san. 

- Theo Zimmer va c6ng si/ (1995): Lundtorp and 
Walhill (2001); Nicoiau a'nd Mas (2005); Chen \-i 
Tsai (2007); Moniz (2012). Faizan (2015); Faizan 
(2015); Hung-chi Wu (2015). dac diem kinh te - \a 
hgi cua khach hang the hien tren cac mat: tudi, gidi 
tinh, ttinh do hgc thii'e \a tinh trang vi^c lam ciia 
khach hang. 

- Theo Zimmer va cpng sif (1995); Nicolau and 
Mas (2005). Moniz (2012); Faizan (2015); Hung-
chi Wu (2015). ye'u to'thu nhap cd nhan anh hifdng 
quan trpng de'n li/a chpn ltfu tru tai khach san cao 
ca'p-hang sang. 

- Theo Lundtorp va Walhill (2001); Chi va Qu 
(2008); Moniz (2012): Faizan (2015); Hung-chi Wu 
(2015). tinh rieng biet ciaa khdch san the hien: 
View lii klidch san d6'i vdi trung tam thiinh pho'; 
khach san co vi tri thuan den cho diam di/ h6i nghi, 
tham quan va shopping. 

- Theo Barsky va Labagh (1992); Allen vil Rao 
(2000); Niininen va cgng sif (2004); Chen vd Tsai 
(2007); Hui va cpng si/ (2007); Moniz (2012); 
Faizan (2015); Hung-chi Wu (2015), Dinh Phi Ho 
va cgng sif (2018), su" hai long ve chat lifdng djch 
vu la tien de cho quye't dinh quay Iai khach san lan 
nffa. Cha'l lu'dng d|ch vu khach san the hien tren cdc 
mat: kie'n true va ca'u true cua khdch san; cam kel 
vdi khach hang; phong each chuyen nghiep cua 
nhan vien phue vu va 1§ tan; cam th6ng vdi khach 
hang va tien ich cua he thong thong tin lien lac v̂  
bao mat cho khach hang. 

- Theo Lundtorp and Walhill (2001); Hu va c6ng 
sir (2009); Moniz (2012); Hung-Chi va cpng .sif 
(2015) va Faizan (2015), hinh anh thifdng hien cua 
khach san anh hi/dng den .sif hai long va dif djnh 
quay lai khach san cua khdch hang. 

2.2. Mo hinh nghien cdu (Bdng 1,2) 
Bie'n hai long va hinh anh difdc do lifdng bdng 

thang do Likert vdi 5 mu'c do khac biet. 
^ Difa vao tham khao cac 'Kihien ctfu tren trong 

bon thap nien gdn day. nhom nghien ciJu lifa chon 
mo hinh nghien cu'u cho khach san REX - TP HCM 
nhirsau:(Hinh 1) 

Gia thuyel nghien ci/u: 
HI Thu nhap khach han. i i ,df t„ , ,d^y( ,^-„ 

aifdinh quay lai. 
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Bang 1. Cdc ye'u to onh hadng den dif djnh quay Iqi khach son 

BW 
HShphgthuOc 

f'iftidoci$p 

~~r' 
" 

Ttiu nhap ca nhan 

: 1 
0 ^ diem kinh te-

xa hOi 

Tinh ri&ng biet cua 

IV 

V 

kh^chsgn. 

Hal IfHig 

HInhSnh 

Kyhl$u 

Y 

XI 

X2 

X3 

X4 

X5 

X6 

X7 

X8 

X9 

N$idung 

Quyet dmh quay lai 

Do luang Gia thuyet 

Khach hang khang dmh quay lai =1; Khac = 0 ' 

1 
Thu nhap khach hang 

Tudi 

Gidi tinh 

Trinh do hgc van 

Tinh trang viec lam 

View to khach san doi v6i tmng 

timTP 

Vj tri thuan tien cho tham quan 

vady hdi nghl, shopping 

Hal long ve chat lifdng djch vy 

khach s?n. 

Hinh anh thuong hi6u REX 

1000 USD/thang 

Nam 

Nam =1; NO =2 

Daihoc-SauDH=1; 

Khac=0 

Dang lam viec = 2; 

khac = 1 

Trai nghiem vdi view cua 

khach san =1, Khdng = 0 

Cd thuan tien = 1; 

khac = 0 

Thang do Likert 

Thang do Likert 

1 
+ 

* I 

+/-

-
+ 

+ 

* 

* 
_. 1 . 

Bang 2. Thang d o hdi long v a hinh dnh thaong hieu 

TTiangdo 

S^ hat idng 

van phong, Iru sd giao dich cua khach s?n (KS) khang trang, tao siJtIn ti/Sng cho khach hang 

Khach san hila thilc hien mot dieu gi 66 (nhu thiet lap dKh vu cham s6c khach hang, hau mai) vao khoang thdi 

gian cy the, dieu do se duoc thuc hien. 

Nhan vien khach san thuc hien nhanh chong cac yeu cau cua khach hang ve thay dS dich vu nhu thay doi Ihong 

tin tren hoa ddn, dich vu cung Ling Internet, v,v 

Web dap iing dupe cac yeu cau cua khach hang ve dich vu tai khach san 

Nhan vien khach san chu y den nhiing van de ma ban hoae doanh nghiep quan lam nhieu nhat 

Hlnh 4nh thuang hi$u 

Khach hang dSn 6 khach san khong can quan lam den bien dgng gla 

REX iudn xgp hang top khach san ci Viet Nam 

Phong each phue vu than thien. hISn dai, tien lgi va bao mat cho khach hang 

H2: Tu6i khdch hitng tde dgng dtfdng den dif 

djnh quay iai, 

H3: Gidi tinh khach hang tac dgng ditclng hoae 

amden dtf dinh quay lai. 

H4 Trinh do hgc vii'n khach hiing tac dong 

diWilg den dtf dinh quay lai. 

H5: Tinh trang viec lam khach hiing tac dong 

dudng den dif dinh quay lai. 

H6: View ttt khach san doi vdi irung tam TP tac 

dong dtfdng de'n dtt dinh quay lai. 

H7; Vi tri thuan lien cho iham quan. shopping vii 

dtt hgi nghi tac dong dttdng de'n dtt dinh quay lai. 
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Hmh 1: Mo hinh nghien c(/u 

r X4 (Trinh (50 hoc van) 

[ X5 {Tinh trgng vide lam) 

X6 (View to kh§ch sgn doi voi tmng tSm TP) 

X7 (Vl tn thu$n ti$n cho tham quan, 

shopping va dy hoi nghi 6 TP.HCM) 

X8 (Hal long v§ chat lUpng djch vy KS) 1 

X9 (Hinh anh thuang hifiu REX) 

H8; Hai long \e cha'l lu'dng djch vu KS tac dong 
du'dng de'n diTdinh quay lai. 

H9: Hlnh anh ve cha't li/dng dich vu KS idc dong 
du'dng de'n dydjnh quay lai. 

Mo hmh khai quai: 
Y = f (XI, X:. X3. X4.X5. X6. X7. X8, X9) (1) 
2.3. Md hinh dinh lii^ng 
Dang khai quai cua mo hlnh hoi quy tu\ en tinh: 
Y = BO+t,^^biXl + a 
Xi: Cdc bien doc lap: Y: bie'n phu thugc: u: phan 

dl/. 
Trong nghien cu'u nay. bien phu thuoc la bien 

gia(Y=l;Y=0). 
Theo Cov (1970). mo hlnh thich hdp la hoi quy 

Binary Logistic. 
rP()'=l)i 
Lp()' 

Trong dd; 
P(Y=I) = PO- .\ac suii'i khach hiing dtf dinh quay 

lai. 
P(Y = 0) = 1- PO: .\ac .suS't khach hang c6 dtf 

dinh khac 
\ i cic bien dgc lap (i: ttt 1 de'n 9): Ln: Log ciia 

cOM"i'ele = 2.714). 
He so Odds (OO): 

P„ PIdttllchqtiaylal) .. 
"" = -rp;,' Pldttllchkltac) <"?•«> 0=ld,s) 
The 0() viio phtfdng trinb (1): 
/ji()., = /i„ + S,-V,+...+ M . . I2l 
Phiidng trinh (2) co dang ham Logii, tfdc itfdng 

cac he so hoi quy biing phtfdng phap Maximum 
Likelihood. 

2.4. Xdcdinh cdmau 
Theo Yamane (1967), c3 mSu toi thieu c^n c6: 

_ g p ( l - p ) 

rP()'=l)i 
i j i l -pTj^^ =So+B,.V,+B_J(,+fi,X,+ ..+B^,^ 

(L96)-0,5(1-0,5) 
0,05' 

384,16 

Trong do: 

Z: Chgn di? tin cay la 95%, gid tri tra bang phiin 
pho'i Z= 1,96 

P: Ty le tfdc Itfdng n thanh cong vdi P = 0,5 
e. Sai so miu (sampling error) cho ph^p vdi 

+ -0,05(5%). 
ca mSu toi thieu la 385 quan sat. Can ctt vao 

ktta. nang nguon Itfc cgng tac vi6n khao sat va till 
chinh cho phep, nhdm nghien cttu chgn n = 400 
quan sdt, phttdng phap thu thap miu theo thuan 
tien, tai khaeh san m£X trong nam 2019. 

3. Ke't qim va thao luSn 
3.1. Mo td dac diem khdch hdng 
- Gidi tinh va do tuoi: Trong 400 khach hiing 

khao sal, gidi tinh ntt chie'm 53%. Do tuoi ehii ye'u 
ciia khach hang la tren 30 tudi (75%). (Hlnh 2.3) 

- Trinh dg hgc van va nghg nghiep: (Hinh 4,5) 
Khdch hiing cd trinh do hoc van cao, 41 % khdch 

hang cd trinh do dai hoc va sau dai hgc. Nghe 
nghiep chil ye'u la cong cbttc. nhii quan ly cia edc 
cong ty va nha noi tf-g (63̂ /̂̂  j . 

- Tinh trang viec iam vii thu nhap: (Hinh 6,7) 
Phdn ldn khach hiing dang liim viec (75%) Thu 

nhiip khach hang ttt 500 - 2000 l,SD/ thang chi^m 
chi ye'u (65%). 
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lliiti Gidl Unh cua khach hang (%) 

r 
Hinh 3: Do tuoi (nam) 

Hinh 4: Tnnh dp hgc van (%) Hinh 5: Nghe nghiep cua khach hang (%) 

Khac 1 

Sy quan QO-CA 

Cdng chirc 

Sinh viSn -NCS 

^ 5 

^^< 

10 

10 

^ 15 

^ 15 

"̂J ^ (' 

Mnh 6: Tmh ttgng viec lam (%) 

y ^ Dang lam 

D Khong iam 
y5 viec (nghi 

"̂  hiru...) 

Hinh 7: Thu nhqp (USD/ Ihang) 

>2000 1 — ^ ^<500USD 

USD 

15% 

AN 
>1000- \ , , 

• ^ 20% 

^ 
l ^ " ' 

2000 USD • / /•'^ 

25% \ / ' ,500-1000 

\ / / y ^ USD 
"" - - 40% 

-(Ju&tich vl cdcau khdch nttdc ngoiii: (Hinh 8.9) 
Khach hang cua Rex chi ye'u la ngttdi nttdc 

ngt̂ i (70%), quoc tich IJc, Nhat Ban va Hoa Ky 
*fmdaso(747c). 

3.2. Ket qud hSi quy (Bang 3.4) 
Kî m dmh Wald cho tha'y c6 8 bie'n: X2.X3. X4. 

W. X7. X8, X9 CO Sig. < 0,05 (mu'c tin cay > 95%). 

Bie'n X5 cd Sig. > 0.05 (mttc tin cay tren 95%). Dau 
cua cac he so hoi quy phii hdp vdi gii thuye't. R2 
Nagelkcrke = 0.806. nhtt vay 80.6% thay doi cia 
bie î phu thuoc dtfdc giai thich bdi cac bie'n doc lap 
cia mo hinh. Kiem dinh Omnibus vdi Sig. < 0.05. 
ve long the. cdc bien doc lap tttdng quan luycn tinh 
vdi bien phu thuoc. 
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Hmh 8: Quoc tich cua khach hang (%) Htnh 9: Ccf cau khach hang nddc ngoai (%) 

Nifcrc ngoat 

Viet nam 

/ 

• 

U 
• 30 

^ / 

• 7 0 

f 

Bangs. H0 SO hol quy 

I ""' X2 

X3 

X4 

X5 

X6 

X7 

X8 

X9 

H§ sfi c3t trung tung 

Ki^mdinh Omnibus 

Chi-square 

Significance 

Nagelkeike R Square 

B 

0.450 

0,144 

-2,374 

4,599 

0.950 

5,489 

3,088 

2,283 

2,348 

-28,558 

270.698 

0.000 

0,806 

S.E. 

0,091 

0,030 

0,690 

0,849 

0.665 

1,389 

0,889 

0,635 

0,637 

4,994 

WaM 

24,537 

23,501 

11,855 

29,363 

2,044 

15,622 

12,068 

12,920 

13,564 

32,705 

df 

1,000 

1,000 

1,000 

1,000 

1,000 

1,000 

1,000 

1,000 

1,000 

1,000 

Sig. 

0,000 

0,000 

0,001 

0,000 

0,153 

0,000 

0,001 

0,000 

0,000 

0,000 

Exp(B) 

1,568 

1,155 

0,093 

99,365 

2,586 

242,010 

21,926 

9,809 

10,462 

0,000 

95%C.l.forEXP(B) 

Lower 

1,313 

1,090 

0,024 

18,829 

0,703 

15,912 

3,841 

2,824 

2,999 

1 i 

Upper 

1,874 

1,224 

0,360 

524,362 

9,517 

3680,807 

125,169 

34,067 

36,492 

Gia Mf .\ac suat ban dau khach hang diT dinh 
quay Iai la (PO). do tac dpng cua bien Xi. xac sua'l 
khach hang do dy dinh quay lai ia PI. Theo Agresti 
(2007(,Pt du'de\acdmh. 

P,= P^.xc' 
1 - P„f 1 - e^) 

Bang 4 cho biet vi tri tac dong cua cac yeu to 
theo ihij' tiT manh nha't de'n >cu nhat cua mo hlnh: 
\'icu lir khach san doi vdi Uaing tam TP; Trinh do 
hoc van; ^ i tri thuan tien cho tham quan \a di/ hoi 

nghi, shopping; Hlnh anh thifdng hiSu REX; Hal 
• long vk chal lifdng djchvu KS; Thu nhap; Tuoi; 

Gidi tinh khach hang. 
(XI) Thu nhap khach hang: Xac sua't khdch 

hang dif dinh quay lai ban diu la 10%, n6'u khach 
hang do cd Ihu nhap tiing them 1000 USD/ thang, 
xac suat khach hang do dif dinh quay lai ia 14 8%. 
Nhir vay, so vdi xac suat ban diu ] iVf}, kha nang dif 
dinh quay lai iang len 4.S' -

(X2)Tu6i khach hany i i, - ,,- M 
^ S.luich hangdtf 
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Bang 4. MCtc do tde dpng cua cac yeu to dnh hiJdng 

B 

0,45 

0,144 

•2,374 

4,599 

5,489 

3,088 

2,283 

2,348 

e" 

1,568 

1,155 

0,093 

99,365 

242,01 

21,926 

9,809 

10,462 

Xac suat ban dau PO = 10% 

P1(%) 

14,8 

11,4 

1,0 

91,7 

96,4 

70,9 

52,2 

53,8 

Tbay dS xac suit (Gia In tuy^ doi, %) 

4,8 

1,4 

9,0 

81,7 

86.4 

60,9 

42,2 

43,8 

V|liftacd«ng 

6 

7 

8 

2 

1 

3 

5 

4 

dmh quay lai ban dau la 10%, ne'u khdch hang do 
c6 dg tu5i t3ng them 1 tud'i, xac sua't khach hang 
d6 dif dinh quay la ila 11,4%. Nhif vay, so vdi xac 
suat ban d̂ u 10%, khd nang dif dinh quay lai tang 
lcnl,4''r, 

lX3) Gidi tinh khdch hang; Xac sua't khach hang 
dtt djnh quay lai ban dau la 10%, ne'u khach hang 
diS cfi gidi tinh la niJ, xdc sua't khach hang do du" 
dinh quay lai la 1%. Nhif vay, so vdi xac sua't ban 
dau 10%, kha nang dif dinh quay lai giam di 9%. 

(X4) Trinh do hoc va'n: Xac sua't khach hang dif 
dmh quay lai ban dau 1̂  10%, ne'u khach hang do co 
trinh do DH-SDH, xdc sua't khdch hang do dif dinh 
quay lai \ii 91,7%. Nhu' vay, so vdi xac suat ban dau 
10%. kh3 niing diT dinh quay lai tang len 81,7%. 

(X6) View tif khdch san doi vdi tmng tam TP: 
Xac suai khdch hang dif dinh quay lai ban dau la 
iO%. neu khach hang do co trai nghiem view tif 
Unich san, xdc suat khach hang dd dif dinh quay lai 
li 96.4%. Nhif vay, so vdi xac sua't ban dau 10%, 
iJd n5ng dif dinh quay lai tang len 86,4%. 

'X"?! Vi tri thuan lien cTio tham quan - mua sdm 
vidif hOi nghi: Xac suat khach hang dd dinh quay 
ki ban dau la 10%, neu khach hang do cd trai 
nghi?m thuan tiSn cua vi tri khach san. xac suat 
thich hing do dif dinh quay lai la 70.9%. Nhu'vay. 
so vdi xdc sua't ban dau 10%. kha nans dif dinh 
1wylaitiJngl6n60.9%. 

JX8) Hai long \e chat lifdng dich vu KS: Xac 
^ t khdch hang dif dinh quay lai ban dau la 10%. 

neu khdch hang dd danh gia mu'c do h&i long ve 
cha't lu'dng dich vu tang them 1 diem, xdc sua'l 
khach hang do du" dinh quay lai la 52,2%. Nhif vay, 
so vdi xac sua't ban dau 10%, kha nang dif dinh 
quay lai tang len 42.2%. 

(X9) Hlnh anh thu'dng hieu REX: Xdc sua'l 
khach hang dif dinh quay lai ban dau la 10%, ne'u 
khach hang dd danh gia hlnh anh REX lang them 1 
diem, xac sua'l khdch hang dd dif dinh quay lai la 
53,8%. Nhif vay. so vdi xac sua't ban dau 10%, kha 
nang dif dinh quay lai tang len 43,8%. 

4. Ke't Iu3n va ham y quan trj 
Muc tieu cua ngien cu'u xdc dinh cac yeu to' anh 

hifcfng den dif dinh quay lai khdch san. Dac biet 
trong bd'i canh si/ canh iranh manh me de giu" vii'ng 
va md rdng thi phan. cac yeu to' nay se la chia khda 
cho cac khach san cao cap - hang sang phat trien 
ben viTng. 

Dtfa tren khao sat 400 khdch hang va su' dyng 
mo hlnh hoi quy Binary Logistic, nghien cu'u cho 
thay cac ye'u Id' lac ddng den dif dinh quay lai khach 
san theo thti' lif manh nhat de'n yeu nhat, bao gom: 
(0 View tif khdch san; (li) Trinh do hoc van; (iii) Vl 
tri thuan tien cho tham quan. shopping va dif hoi 
nghj; (iv) Hlnh anh thifdng hieu khdch san. (v) Hai 
long ve chat lifdng dich vu KS; (vi) Thu nhap; (vii) 
Tuoi: va (viii) Gidi tinh khach hang. Ket qua 
nghien ci?u cung cap cd s6 khoa hoc cho cdc nha 
quan ly muo'n md rgng va giC vCng thi trifdng cho 
khach san can phai quan tam de'n 8 yeu to' tren • 
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THE GUEST'S INTENTION TO RETURN: 

CASE STUDY AT REX HOTEL SAIGON 

IN HO CHI MINH CITY, VIETNAM 

• Assoc. Prof. Dr. DINH PHI HO 
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• Dr. PHAN THANH LONG 

Rex Hotel Saigon 

ABSTRACT: 
In the last decade, there have been many studies on satisfaction of guestts with high quality 

hotel services. However, studying the satisfaction is not enough as the guest's intention to return 
is more imponant than the guest's satisfaction. The guest's intention to return is also 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 cuslomers 
and market share. This study was canied oul with 400 customer survey data and by using lhe 
Binary Logistic regression model. The results find that the factors affecting the intention to 
retum including: (i) View from the hotel; (ii) Customer education level; (iii) 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) Customer gender. 

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