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CHUONG 1: TONG QUAN
1.1. Ly do hinh thanh dé tai

Qua tim htu tai Pa Ning, tac gi duoc biét cac nghién eu e
dich w, chit luong dch wi va sr hai long ¥ chit luong dch aia
khach du ich tai khach an chra c6 gi, chding ki ¢ cip d6 céac
khach an riéng k trongdo c6 khach an Green Plazaé thim do y
kién caa khach duith & chit lugng dch w ma khach an da cung
trng, nheng phin 16n ding ch dirng ki & mac tham ko y kién dé
rat kinh nghém. Vi vy, viéc nghién ¢u xacdinh cac nhandtva
thiét 1ap mé hinh thangto ar hai long @a khach duith W chit
lwong dch w 3 ¢6 y nghia ft quan tong trong véc hach dinh
chién lrgc phat trén bén vitng cHit lvong dch wi du lich néi chung
va dch w khach sn ndi riéng i Da Ning trong thi gian 6i. Day
ciing 1& muc dich chinh @a tAc gi nhim nghién ¢u cac nhand tac
dongdén ar hai long @a khach duith qubc t déi vai chat lugng dch
vu cia khach sn Green Plaza&)a Ning, quadd xay drmg mé hinh ly
thuyét tng ding thrc tién haic cé tit phuc wi cho cac nghiént
chuyén sau sau nay.

1.2. Muc tiéu va pham vi nghién aru
1.2.1. Muc tiéu nghién @u

- Xacdinh cac nhandt(bao @m cac bin tiém an, bién quan sat)
cua chit luong dch wi tai khach an.

- Nghién ¢u va kham pha ¢t lugng dch w khéach sn déi véi
s hai 1ong @a khach duith qubc .

- Kiém dinh cac nhanjtbang thangto bién thé SERVPERF.

- bua ra mé hinh nghiénta, o tién d& cho cac nghiéntw
chuyén sau ép theo.

- Dé xuit gép y nfim cii thién hon nita cHit lvong dch w tai
khach an Green Plaza noi riéng va thong khach sn tréndia ban
thanh pld Ba Ning néi chungtap ang Ht nhit nhu du va lam hai
long céc du khéach g .
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1.2.2.Déi twpng va ptum vi nghién aru

Dé tai duoc thrc hién v6i cac dbi tuong la cac khach dudh
qudc ¥ co th chia ra lam cac khuue sau: khachién tir Chau Au,
Chau A, Chau NI, Chaubai Duong, Chau Phié tién hanhdiéu tra
nghién cru va kho sat.
1.3. Phwong phap nghién au

Co s Iy M8 hinh 1y Nghién &u Nghién &u Keét qus
luan thuyet  va o bo chinh thic
thangdo

Hinh 1.1: Tién trinh nghién gu
1.4. Y nghia thuc tién cia dé tai

- Thtr nhat, dich wi rat kho do luong, nHin ra cac yu to chét
lwong dic trang aia mot dich wi do khach hangianh gia, nht 1a
dich w khach gn ladiéu cn thiét.

- Tht hai: mirc do chit lugng aia dch w cung ép va mic do
anh hrong aia ndédén sy hai long @a khach géc % gidp nha gén
ly khach an c6 @ hoi nhin ki minh tr mot gécdd khach hang.

- Thir ba: Kt qua nghién &u gitp qun ly khach sn nhin thy
thuc trang diém manh, yéu Vé chit luong dch wi khach gn hién nay
tai don vi minh,déng thoi nhin nHin raduoc tim quan tong aia chit
lwong dch w trong viéc 1am tH naodé khach hang hai long atP

- Sau cung, & qua nghién ¢u < |a tai liéu tham kio cho cac
nghién @u sau ¢ xacdinh cac nhanéttacdong dén sr hai long @a
khach hangtdi vai chat lugng dch w khach sn.

1.5. B6 cuc dé tai
Két cdu caa luan vin dugc chia thanh 05 atong:
Chuong 1: Gbi thiéu ting quan
Chuong 2: Cac 6 so ly thuyét.
Chuong 3: Trinh bay plong phap nghiéni kham phadinh tinh)
va nghién ¢u chinh tlic (dinh krong).
Chuong 4: Trinh bay cacé qua phan tich nghiénuw chinh ttic.
Chuong 5: Két luan.
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CHUONG 2: CO SO LY THUY ET

2.1. Co si ly luén vé chit lwong dich vu
2.1.1.Khai nigm \é dich vu

Dich w |& qué trinh hat dong bao ¢m cac nhandtkhdng hén
hitu, giai quyét cac mdi quan I§ giira ngroi cung @p voi khach hang
hoic tai sin aia khach hang ma khong o thayddi quyén sy hitu.
2.1.2.Ddgc diém aia dich w

a. Tinhddng thyi: dich w duoc tiéu thr cung lic changtugc
tao ra va tinh Bng @ ban trong qun ly dich w 1a khéng tié luu tri.

b. Tinh mau bBng: dch w 1a mot déi twong & bi he hong haic
hang héa maudmg, vi nhu u cia khach hang ludn thaipi.

c. Tinh vé hinh: Bch w 1& nhing niém tin, nhing khai ném va
hang héa la vt chi thé.

d. Tinh khéngddng nHit: Dich w bi anh hréng tnrc tiép dén
tinh cach aa nmdi ca nhan thc hién né.
2.2. Chit lweng dich vu
2.2.1.Dinh nghia

Theo Russell (1999)chdt lwong dch w thé hién sr virot
tréi cia hang hoa vaidh w, dac biét dat dén mic do ma naeoi ta co
thé théa man mi nhu eiu va lam hai long khach hang”.
2.2.2.Céc khaing céch trong clit lueng dich wu
Khoang cach ma & pheong phap SERVQUAL cdéanh

huong 1a khang cach 5. Cit luong dch w dugc khach hang rim
dinh phu thuc vao quy md va ptong hréng aia Gap 5, ¢ thé:

GAP 5 =f (GAP 1, GAP 2, GAP 3, GAP 4, GAP 6, GAP 7
2.2.3.P0 lwong chit lweng dich v
2.2.3.1.Po luong chit lwong dich w

Chét lvgng dch w huéng dén cac qué trinh g ly dé dam bao
sy hai lIong 6ng hoadén khach hang trén cacumdo (bén trong va
bén ngoai). Trong y tft d6, nha gén ly dich wi tim mjt “su can
bang gira yéu t con ngroi va cdng ngh, giza cac chi phi vad
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nhuin, sau cling gia chit ligng va ring suit" (Gummesson, 1993).
2.2.3.2.P0 lwong chit liong dich w trong nganh khachgs:

Trong $ cac md hinh/u tric thangio khac nhau & chit lugng
dich wu trong cac tai Bu hién c6, mé hinh SERVQUAL va
SERVPERF @a Parasuraman &og sr (1988), Cronin & Taylor
(1992, 1994)4 hréng din nhiéu nghién ¢u trong tnh wc dich w
nhu khach an, du kch, cac ich wu nha khoa, cacémh vién,...

2.2.4. G¥i thigu thangdo SERVQUAL va hén thé SERVPERF

2.2.4.1. Thanglo SERVQUAL

Thangdo SERVQUAL duoc dea trén nking diém khac bét
giita sy ky vong aia ngroi tiéu ding ¥ dich wi va Géim nhin cia hp
sau khi & dung dch w. Bandau, Parasuraman, Zeithaml & Berry
(1985) &p trung vao 10 §u td cua chit lugng dch w. Dén 1988, b
rat gon con 5 yu td caa chit lugng dch w theo thir tr quan tong:
do tin cdy, sr an toan, ptiong tién hiru hinh, & ddpung va & cam
thong; ko chang minh thangdo c6 d6 tin ciy 0,92. Khi do, chit
lwong dch w la khaing cach gka cim nhin va ky vong aia khach
hangddi véi chit luong dch wi: SQ-= Z(pu E)
2.2.4.2. Thango bién thé SERVPERF

Cronin & Taylor (1992)da cho #&ng cHit lwong dch w duoc
phan anh 6t nhit boi chat Iuong ém nhin ma khéng 4n c6 chit
lwong ky vong, danh gia tong $ cia 5 thanh pin va héu ning
thangdo SERVPERF ¢a hy 1a mdt phwong phép &t hon dé do
luong cHit luong dch wi. Do tin iy cia thangdo nay @m trong
khoang gita 0,884 va 0,964. Do c6 auxir tir thangdo SERVQUAL,
cac nhand va bén quan sati@a thangdo nay gir nguyén nix thang
do SERVQUAL vaduoc goi 1a md hinh ém nhin oy thé: SQ= ZP.,
2.2.5.Cac md hinh nghién éu chdt lwgng dich vu va 3¢ hai Iong
2.2.5.1. Md hinh cft luong dch w cia Parasuraman, Zeithaml &
Berry (1988)
(1), (2) Wiz - SQila clit lugng dch w cia trong hyp thir i;

- k la & cau ki/thudc tinh aia dch w;

-Plawcam nhfarj déi véi truong hyp thir i coa doanh pgl@'p thec hién thupe tinh thi j;
- E la ky vong cthit lugng dch w caa the tinh thir j doi vai truong hyp thar i.
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- S hitu hinh (Tangibles) Dich w ky vong

(Expected Service)

- Sy tin tugng (Reliability) Chét lugng dich wi cam nHin

- Sy phan hoi (Responsivenes) (Perceived Service Quality)

- Su bao dam (Assurance)

Dich wi cam nhin

- Sy cam thong (Empathy) (Perceived Servic

Hinh 2.3: M6 hinh cldt lizong dch w - SERVQUAL
2.2.5.2. Md hinh dft luong dch w, gia tri khach hang vas hai
long aia khach hang (Oh, 1999)

Gia &am ntan

Gia tii khach
hang ém nhin

y
Y dinh M_’I Truyén miéng
v Y

A A

A 4

Chét lugng dch
vu cam nkan

Su hai long
khach han

Cac @am ntan |

Hinh 2.4: Md hinh clat lwong dich w, gia ti khach hang vaushai long aia khach hang
2.2.5.3. M6 hinh @i quan I# giiza chit lirong dch w va ¢ hai l1ong
cua Zeithaml & Bitner (2000)

Chét lugng dich wi | Nhiing nhané tinh hiéng (Situation factors) |
(Service quality) ¢

Chét lugng sin phim

(Product quality) Su hai long @a khach hang (Customer satlsfactlorl\)

v

Nhitna nhan ca nhan (Personal factc |

Gi4 (Price) |

Hinh 2.5: M6 hinh mdi quan K giza chit lirong dich w va s hai ldng khach hang
2.2.5.4. M6 hinh nghiénio cia Kara, Lonial & @ng s (2005)
|

SERVICE QUALITY H1
Sy hitu hinh (Tangibility) SU HAI LONG
Sy tin cy (Reliability) (SATISFACTION)
Sy phan hoi (Responsiveness)
Su bao dam (Assurance) SU TRUNG THANH
Su cim théng (Empathy) " (LOYALTY)
Sy nha nlin (Courtesy) H2

[
Hinh 2.6: M6 hinh clat luong dch w, sr hai long va g trung thanh
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2.2.6.Sw dnh hueng aiza gia eim nhgn
2.2.6.1.4nh heéng aia gid eim nhin chung

Theo Cronin & Taylor (1992) thi khach hang khongitrihiét
mua dch wi ¢c6 chit lwong ©t nhit ma kb co tié mua dch w nao
cung @p cho by mirc d6 hai long ton. Khach hangdscim nhin gia
ca trén 02 quadiém: chi phi king tién phai tra va chi phi o hoi do
phai tir bo sir dung € tién d6 dé mua an ptim dich w khac.
2.2.6.2. Trong nganh khachrs

Nghién dtu trong nganh khactas cho thy gia c6 vai trd quan
trong trong @m nhin cia du khach fong dén gia ti va chit luong
cia sin phim khach sn hp dang mua (Mattila & éng sr, 2003). Du
khachdon gian mong mén nhin duoc mjt mirc do dich w cao fon
khi ho phai tra nhiéu hon cho dch w (Matzler & dng sr, 2006).
2.3. Sy hai Iong aia khach hang

Theo Oliver, 1997!Sy hai long la plan #ng dap li cua ngroi
tiéu dang. N6 la @t sy danh gia ngt tinh ning aia sin phim haic
dich w haic dich w cia sin phim @6 dwoc cung @p (haic dang
cung @p) mpt mizc d¢ mang &i niém vui aia viéc thiec hién lién quan
dén tiéu thy, bao gm ai cac aip dé thuc hién dwdi hodc trén". Sy
hai longduoc xacdinh hing cach xadinh cac ém nhin cia khach
hang @ chit luong, cac k vong va caaru dai (Barsky, 1995).
2.4. Chét lwgng dich vu va ar hai long aia khach hang
2.4.1.Méi quan h¢ giira chit lugng dich w va se hai long khach hang

Sy hai long va cht luong dch w ¢6 quan B véi nhau. Clat
lwong dch w thicdiy sr hai l1ong, kich thich ginh quay té lai,
khuyén khich céac dfii thiéu cia khach hang.8hai long giaing loi
nhuan, thi phan va bi tac dau tr (Hackl & Westlund, 2000).
2.42.Mgt si nghién aru #ng dung, S¢ dung thang do
SERVQUAL i Viét Nam

Lé Hiru Trang (2007): Nghiénuw ar hai long @a khach hang
vé dich w khach sn cia cdng ty 6 phan du ich An Giang.

Ha Th Hon Tuoi (2008):Danh gia cht lvong dch wi tiéc ardi
cua cong ty ich wi du lich Phu Th.

Cac nghién gu trén kting dinh cac nhandtchit lugng dch wi
khdngén dinh, tly théc vao tnh wrc va th truong nghién ¢u.
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. < N A ~ , Nhan vién khacha cung ép dich wi diing nhr | Thi Cam/ Van

CHUONG 3: PHUONG PHAP VA MO HINH NGHIEN C UU 5 ES cam Kt (nhr chit lugng d& quydinh) Thi Kiéu/ L&
3.1. Thi é't ké nghlén aku 6 E6 Nhan vién khachis c6 tit giao tép wi khach Thay My,
" E7 Nhan vién khachus hidu cac yéu du cia khach Phar,‘vl;'*‘ ra

3.1.1.Qui trinh nghién aru

Co i ly thuyét: Chét legng dch wi, cac
md hinh, thango SERVQUAL,
SERVPERF, 8§ hai long @a khach hang.

- Phong nghi: chit lwong phong nghvéi sy lién tréng aa
khach hangtdi vai cac the tinh bén trong phong ngh
Bdng 3.3.Thangdo nhan & “Phong ngh”

Nghién d¢ru kham phadinh tinh):
Phrong phéap lan (thio luén
nhém, tho ludn tay doi, céac
nghién «u di truoc).

Thangdo ban
dan

Thangdo v Bién tiém 4n Bién quan o s
~hinh thre 4_| Piéu ctinh thanaio St (Factors) sét (Items) Chi bao Céc téc gi
v 1 R1 Phong nghyén thh .
—— - 2 R2 Phong nghsach S/vé sinh Ray Chu/Thanika
Nghién cu dinh kigng (n = 400 ) 3 R3 Grong/remigh] thoa ma Devi
P A Juwaheer/Vincent
— - - 4 Room R4 Nhét d6 phong co ciit lugng cao C.S. Heung/Al-
v (o cde l;:;x;s:g o EFA nfo. 5 (Phong R5 Khach sn co phongam sich &, thaiimai | oo Aves o
z - Cl uocC. X " 0y N .
- Phan tich nhf’lrﬁlkhém ptua - EFA ' - Kiém tra phrong sai trichtuoc. 6 nghi) R6 T_f]lct bi nghe thln) trong phong (ahrVv, Badaruddin
- Banh qid & b thanado kanq k¢ <o Cronbach’s Alph - Loai céc bén ¢6 1§ s6 twong quan kin tong nho. dle;H thc?" ) tot S - Mohamed/\én Thi
¢ - Kiém tra I 5 Cronbach’s Alpha. Thict bl khac _trong phongtam IEBO, hm,t Kiéu, Lé Thay My,
7 R7 dong ©t, dang tin @y (nhu: ti lanh, may say|  phan ThTra My
toc, dicu hoa nhit 49, két sit...) )

- Phan tich nharbtkhingdinh — CFA
- Loai bo cac bén c6 tong $ CFA nho
- Tinh k¢ 0 tin cdy tong hyp, tng phrong sai trich

- P an/thic ubng: phuc wu chuyén nghiip vé am thec, dam

- Kiém dinh mé hinh.

dugc. - Kiémdinh ga thuyét. 3 ¥ 3 i 3 htai 3
- Kiém tra tinhdon hudng, gia ti hoi tu va gia ti baO ac kh)e khl khaCh nghtal khaCh an.
phan bit. Bdng 3.4.Thangdo nhan & “ Do an/Thic uong”
¢ - Kidm trado thich hyp oia mo hinh, stt B'(EF”atc'fgr’s‘;‘” ?;f’(‘n‘i‘:]f;‘) Chi bao Cactac i
. . - T . I - Két luan caairée hrona aia mé hink Khach anda cung Qp mién phi (ira, ca ] -
- Xay drng mé hinh &u trc tugn tinh SEM 6t nhit. : 1 EB1 phé, mwéc wng, Am pha tra,...) ;r:vz:’\glhk:egg\gy
- BOOTSTRAP (n=1.00( > Kién ngh nang cao trong phong ngh A
chit lugng dch w khach an 2 FB2 Do an/thac Wng da cang Chu/Vincent C.S.
N N . 3 Food and FB3 Do an/thic wsng hop chit lugn Heung/Amir
Hinh 3.1: Quv trinh nahiéniu i beverage®o Fea i RS uéng h}p o 9 Ahmad
anfthirc wng Khach an cung ébpd*y du thyc don v Mohamad/n
a , . L fpe . ] Ay du thuc do o
3.1.2.Nghién aru kham pha @inh tinh) 5 FB5 chb d5 an kiéng oho khich ml _P?lr;ué/ll;/t&n
3.1.2.1Nghién @&u kham pha 6 FB6 g‘fﬁ&f” cung @p thye don dam bio Thi Cam

Thao luan tay d6i v6i nhan vién, gan ly khach sn nhim tim ra
nhitng nhan tacdongdén ar hai long @a khach duith quc €.
3.1.2.2Xay drng thangio

- Céac dich vu gia tri gia ting: mai la, hap din gitp cho khach
hang caiugc nhirng tri nghiém, cim nhan é cac lai hinh dch w.
Bdng 3.5.Thangdo nhan & “Céac dich w: gia tri gia ting”

- Nhan vién: cung cach pic wu caa nhan vién la gt bien $ su | P [ B i cactio g
anh hrongdén sr hai long hoan toanie khach hang. N VASL | Knu vui chui giai trf trong Khach an c6 clt |  Al-Rousan,
) R ~ lugng Bt M.Ramzi,
Bdng 3.2.Thangdo nhéan & “Nhan vién” 2 VAS2 Cuwc gi béo thic ladang tin @y Badaruddin
Bién tiem an Bi#n quan 3] Value Added VAS3 Dich wi giat/ii dam bao tot Mohamed/Ray
St | (Factors) st (1ems) Chi bdo Céctéca 4| sevices (Cac g, 15w bubng phong phc vi tot Chu/Vincent
1 Employees E1 Nhan vién & tanding ky ntin phong/ ti phong Ray Chu/ s t(:!icgr}ami;glg) VASS Cac ding a1 thé duc dam bio V& tidu chan | C.S. Heung/Lé
(Nhan vién) cho khéach nhanh chéng Vincent C.S. : (nhu: may chy bd, ta, dung a1 boi 16i,...) Thuay My, Ngb
2 E2 Nhan vién khachs lich sr Heung/Amir Ban thong tin cungép day du cac thong tin| DiNa, Van Thi
3 E3 Nhan vién khachis than thin/nhiet tinh Ahmad 6 VAS6 theo nhu &u cia khach Kidu
4 E4 Nhan vién khachaa in mic lich sr Mohamad/ Lé
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- Sy tién lgi: vi tri thuan loi, nhiéu tién ich wrot troi la didu kién
ly tuéng gir chan khach hangel trd nhéu lan hon.
Bdng 3.6.Thangdo nhan & “Su tién loi”

Stt | Biéntiéman | Biénquan o s
(Factors) sat (Itqems) Chi bao Cac tac gi
1 CO1l Khachan cé b boi hoat dong 6t Lau Pei Mey, Abdolali
Céac tén ich chim so6c ca nhan Khatibi, Akbar and David
2 Sy tién loi C0o2 ludn €in c6 (nhr: massage,im Yong Gun Fie/Vincent
(Convenience) hoi va cau 4c b sic khoe,...) C.S. Heung/Amir Ahmad
3 co3 Vi tri cua khach sn thuin loi, dé Mohamad/Lé Thay NV

dang di chugn

Phan ThTra My

- An ninh: céc thét bi b4o chay, an nintivoc bio dam va not
moi tredng di lai tr do thha mai, khach hangim thiy duoc an toan.
Bdng 3.7.Thangdo nhan & “An ninh”

Bién tiém 4n

Bién quan

st (Factors) sat (Items) Chi bao Cac tac gi
SE1 Khéch an cung ép mdi tirong thva Ray Chu/Amir
Security (An mai va an toan Ahmad
2 ninh) SE2 An ninh c& nhan &ng tin @y Mohamad/Lé
3 SE3 Chudng béo chéayr ladang tin @y Thay My

- Gid cam nhan: gia & cam nhin la danh gia éa chinh ngoi
mua & nhitng gi ma minkitanhddi, so sanh i gia $ c6 duoc.
Bdng 3.8.Thangdo nhan & “Gia cam nhin”

Bién tiém an

Bién quan

Stt (Factors) sét (Items) Chi bao Cac tac gi
1 PR1 Gia phong nglinop ly Ray Chu/Hesham Z.Al-
2 percived PR2 Do an/thirc wng phu lop voi gia Sabbahy/ Yuksel EKinci/
price (Gia Michael Riley/Lé Thay
3 | camntan) PR3 Gia cacigh w khach phi bp P'\"rzr’nfhgr‘iﬁﬂéjhg‘&:‘ﬁ
) Thi Hoang Van )

- Sy hai long: 1a bién s cubi cling trong mé hinh va mang tinh

quyét dinh dén sr ton vong @a doanh nglip trong trong lai.
Bding 3.9.Thangdo nhan & “Sy hai long ¢ia khach hang”

Biéntiém an | Bién quan L s
St | “(Factors) | sat (itoms) Chi bdo Cactacgi
[ Ban hanh phuc i cac dch w cia Al-Rousan/ M.Ramzi/
1 ?:]u;ahz;]g)cnhg SAL khach an Badaruddin Mohameq/D.Selpe
2 hang SA2 Céc I:y vong gla an tr mot khach | O.Aykac/Serkan Aydln/_Metln
(Customer san da dugc dapung . Atgs/ l/;\yseATan,seI Cetln@n
3 Satisfaction) SA3 Céc dch w cia khach sn ©t hon Thi Kiéu/Lé Thay My/ Amir

nhitng roi khac

Ahmad Mohamad

3.1.3.Nghién aru chinh thic (dinh luweng)
3.1.3.1.Thiét ké bang cau lai
PHin |: Thong tindanh gia cac nhaw tacdong dén ar hai long;
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Phan II: Théng tin \& d6i tugng phong van.
3.1.3.2Mdu
a. Tong thé nghién @u

Duoc tién hanh 4i Khach an Green Plazaddi tuong 1a it ca
khach duich qubc t dén heu trd va ding cacidh w caa khéch sn.

b. Phrong phap chn miu thuin tién

Kich thedc méu: v6i 38 biéén quan sat, kich thbc mau i thicu
la 190 = (38 x 5). Gn kich thr6c mau n = 400, nting & dat duoc
kich thrgc méu, $ phiéu di diéu tra thrc t 500 phéu.
3.1.3.3T6 chic thu thip di lidu

Phrong phap pbng van tryc tiép qua ling cau bi.
3.1.3.4Kiém tra va ¥ ly di liu

367 king cau bi dat yéu du, co gia tr dé phan tich.
3.1.3.5. Cac hdc phan tich & liéu danh gia thangio
a. Phan tich nhanstkham ph& — EFA (Exploratory Factor Analysis)

Nhiam tém it cac d liéu, xacdinh cac 4p hop bién quan satim
thiét va tim ra cac Bi quan I¢ giira cac bin quan séat& nhau.

Tri s KMO (Kaiser - Meyer — Olkin) > 0,5, phan tich phep
(Hair & cong sr, 2006); Plrong sai trich > 0,5 (50%) va Eigenvalue
<1 £ bi loai khéi md hinh nghiénieu (Gerbing & Anderson, 1988).
b. Phan tich A ss tin cigy Cronbach’s Alpha

Thangdo cddé tin ciy khi Cronbach’s Alphadn hon 0,6 va &
o twong quan kin tong > 0,3 theo Nunnally & Burnstein (1994).

c. Phan tich nharvtkhing dinh — CFA (Confirmatory Factor Analysis)
M6 hinh thich kp voi dir liéu thi truong khi Chi-square cé P-

value > 0,05; cac giaitiGFI, TLI, CFl> 0,9 (Bentler & Bonett,

1980); CMIN/df< 2, bt sb truong hyp CMIN/Af < 3 (Carmines &

Mclver, 1981);: RMSEAS 0,08duoc xem |a fit tot (Steiger, 1990).

d. Panh giads phu lop aia mé hinh nghiénia bing mé hinh 4u trdc tuygn

tinh (SEM) va km dinh Bootstrap &i s lirong miu kip lai n = 1.000
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Chénh éch gira gia ti trung binhudc lwong Boostrap varéc
lwong miu bandau cang nb, két luan wéc lwong md hinh tin gy.
3.2. Md hinh nghién d¢u va cac ga thuyét

Tir co s cac bén & do lwong, md hinh nghiénu duoc dé
nghi nhe Hinh 3.2 va i cac gh thuyét nghién &u oy thé:

e H1(+)

% Nhan vién (Employees)
Z 3 - : H2 (+)
% £ Phong nghi (Room) l
b >
g- g Do dn/thirc udng H3 (+) e ) X
> 2 TEorere] 21| FEETEnT L__» Suhailong aia khach hang
5 % —p (Customer Satisfactior
8 g Céac dich vu gia tri gia ting

3 i u 1
% § (Value added service Ha (+) H7 (4)
.-
- 5{_), An ninh (Security) HS ()
[
<
6 H6 (+) (Perceived Price J

Su tién lgi (Convenience

Hinh 3.2: M6 hinh nghién#u Iy thuyt cac nhand tacdsngdén s hai long cia
khach dujich quc t¢

Gia thuyét H1: Cung céch pic vu cia nhan vién khachas
cung ang dch w cho khach hangét hay »iu thi mic do hai
long aia khach hangbi véi dich wi d6 ting hay gim:

Gia thuyét H2: Chit lugng aia phong nghtét hay »iu thi mrc
dd hai long @a khach handéi véi dich w d6 ting hay gim:;
Gia thuyét H3: b6 an/thiac udng ngon hay él, ¢am bao sirc khoe thi
muc do hai 1ong @a khach handéi véi dich w d6 ting hay gim;
Gia thuyét H4: Cac dch w gia ti gia ting, ting hay gim thi mic
d6 hai long @a khach hangéi véi cac dch wi d6 ting hay gim;
Gia thuyét H5: An ninh trong khachas an toan hay khéng thitra
d6 hai long @a khach hangdi véi dich wi d6 ting hay gim;

Gia thuyét H6: S tién loi caa khach sn ting hay gim thi mic do
hai long @a khach hangdi vai dich wi d6 ting hay gim;

Gia thuyét H7: Gia am nhan hop ly thi mic d6 hai long @a khach
hangdbi véi dich w cang phu bp.

14

CHUONG 4: KET QUA NGHIEN CUU
4.1. Théng tin mau nghién aru

Céac thhng ké mé 4 bandau cho thy miu khao sat nhin chung
c6 caadic diém gidng Wi téng thé khach hang #t caa khach sn.
4.2. Thong ké mo &
4.2.1.Pdgc diém nhan khiu hec
4.2.2.Thangdo chit lweng dich vu

Vi 32 ch bao va & dung thangdo Likert 5diém dé danh gia
cho thiy khach duich quic & chra hoan toan hai long\chit luong
dich w tai khach an Green Plazadi diém trung binhi 3,8dén 4,4.
4.2.3.Thangdo gia aim nhgn

Vi gia tri trung binh 3,84 thi giaia cac ¢ch wi khac i khach
san chra thrc ar phu hyp, trong khi i gia tri trung binh 3,9 va 4,08
da cho thy khach duich pHin naoda ddng tinh i gia aia dd an/
thirc udng va gia phongi@ khach sn.
4.2.4.Thangdo sr hai long

Pugc khach duith quc € danh gids mac thyc ar hai long i
gia tri trung binh thp nhit 1a 3,78 va cao rith 4,22 (trong khang
binh throng va hai long).

4.3. Panh gia céc thangdo
4.3.1.Phan tich nhan 6 kham pha EFA
4.3.1.1Thangdo chit luong dich w.

Muc y ngha kiém dinh Barlett i Sig =0,000< 0,05, nén céc
bién quan sat carbng quan i nhau tréndng thé. Téng phrong sai
trich bing 66,614% (> 50%) c6 Ngn66,614% kin thién @a dr li¢u
duoc giai thich i 6 nhan é. KMO = 0,933, néniliéu phu lop dé
phan tich nharbt
4.3.1.2 Thangdo gia e¢im nhin

KMO = 0,698, nén @ liéu phu hyp dé thyc hién phan tich nhan
t6. Mirc y ngha kiém dinh Barlett Wi Sig = 0,000 < 0,05, nén cac
bién quan séat carbng quan i nhau tréndng thé. Tong phrong sai
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trich bing 75,852% (> 50%) c6 nn75,852% liin thién @a d li¢u
duoc giai thich i 1 nhan é “Gia cam nhan”.
4.3.1.3Thangdo sr hai ldng ¢ia khach duith quic

KMO = 0,673, nén  liéu phu fwp dé thuc hién phan tich nhan
t6. Mirc y ngha kiém dinh Barlett Wi Sig = 0,000 < 0,05, nén cac
bién quan sat carbng quan i nhau tréndng thé. Téng phrong sai
trich bing 71,358% (> 50%) c6 nign71,358% léin thién @a d li¢u
duoc giai thich i 1 nhan é “Sy hai long”.
4.3.2.Kiém dinh thang do dia cac nhan 6 bang h¢ sb tin cay
Cronbach’s Alpha

Két qua kiém dinh Cronbach’s Alpha cho i cac nhand lan
lwot = 0,902; 0,900; 0,868; 0,829; 0,770; 0,814; 0;81@93 (>0,6)
va k¢ sb twong quan kin-tong déu > 0,3 nén cac thantp déu dat
dugc do tin ciy dé tiép tuc dwa vao phan tich caarbe tiép theo.
4.4. Phan tich nhan 6 khing dinh (CFA)

S0

Nhan vian

o = Lo

Fhong nghi

T4
(] b 61

76 /e

e sa 2

An ninh G

3im cam nhan

Hinh 4.1: M6 hinh &t qui phan tich CFAdn 1
Tir Hinh 4.1 cho thy Chi-square/df = 2,686 (<3) (Camines &
Mclver, 1981); TLI = 0.866; CFI = 0,880 (>0,9); RE& = 0,068

16

(<0,08) => c6 mt sH tiéu chi clva dat TLI = 0.866; CFl = 0,880
(<0,9) nén m6 hinh efa thrc ar phu kyp, tac g dua vao tiéu chi Ml
dé cai thién Chi-square cho mé hinlgivcac ¢p sai 6 e (hinh 4.2)

- Panh gia mic d@é phu hep: két qua phan tich CFAdn 02
(Hinh 4.2) mé hinh c6é 5514b tr do; Chi-square: 1.139,129; Chi-
square/df (hay CMIN/df) = 2,067 (<3); TLI = 0,916F1 = 0,926;
RMSEA = 0,054 (<0,08) nén md hinh phaphvoi dir liéu thi truong.

- Gié tri héi tu: cac tong $ (chuin héa) @a thangdo déu cao
(> 0,5) va cac tmg $ (chra chuin héa)déu co y nghia thbng ké
(P<0,05) theo Gerbring & Anderson (1988) nén c&m ljuan sat
dungdé do lwong sy hai 1ong @a khachtéu dat duoc gia ti hoi tu.

- Tinh don huweng: mé hinhdo ludng nay phu bp voi dir liéu thi
truong va khéng couong quan dgia cac sai&do lrong nén nadat
dugc tinhdon hudng.

- Pé tin cdy: muc 4.3.2 xadlinh cac nhandtdéu dat do tin ciy.

- Giad tri phan biet: n=367; TINV (0,05, 365) = 1,966 (1)

Chi-square= 1139.129; df= 551; P=_

Chi-square/df= 2.
GFiI= .847: TLI= .
RMSEA:

Cac dich vu
gia tri gia tang

Hinh 4.2: M& hinh Kt qui phan tich CFAdn 2
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Két qua phan tich cho #y, P-valuedéu <0,05 nén & sb tuong
guan @a trng cip khai ném khac bét so Wbi 1 ¢ d6 tin ciy 95% fir
d6 suy ra B sd twong quan < 1 va cac nhahdat gia ti phan bit.
4.5. Hiéu chinh mé hinh nghién aru

H1 (+
<Zt Nhan vién (Employees) ®
T
zZ3 i : H2 (+)
s £ Phong ngh (Room)
Zs i
= CE'? Db an/thic uéng H3 (+) Sir hai Ina Gia khach ha
; s (Food and beveraa —» Swhailong aia khach hang
S o —P (Crnistomer Saticfactin)
= 0
8 T Cécdch vy gia tri gia ting Ha () 4
g n
%. 3 (Value added service H7 (+)
- O
ey An ninh (Security) H5 (1)
'_
g
5 Su tién loi (Convenience HE (1) (Perceived Price J

Hinh 4.3: M6 hinh nghiénaau Iy thuyt cac nhand tacdsngdén sr hai long cia
khach dujich quc t dwoc dieu chinh phu lap hon Wi thuc t€ nghién ¢u

« Céc gii thuyét nghién atu:
Gia thuyét H1: Cung céch pic vu cia nhan vién khachas
cung ang dch w cho khach hangét hay »iu thi mic do hai
long aia khach hangbi véi dich wi d6 ting hay gim:
Gia thuyét H2: Chat lugng aia phong nghtét hay iu thi mrc
dd hai long @a khach handéi véi dich w d6 ting hay gim:;
Gia thuyét H3: b6 an/thac udng ngon hay él, ¢am bao sirc khoe thi
muc do hai 1ong @a khach hangdéi véi dich w d6 ting hay gim;
Gia thuyét H4: CAc dch w gia ti gia ting, ting hay gim thi mic
d6 hai long @a khach hangéi véi cac dch wi d6 ting hay gim;
Gia thuyét H5: An ninh trong khachas an toan hay khéng thitra
d6 hai long @a khach hangdi véi dich wi d6 ting hay gim;
Gia thuyét H6: Su tién loi caa khach sn ting hay gim thi mic do
hai long @a khach hangdi vai dich wi d6 ting hay gim;
Gia thuyét H7: Gia am nhan hop ly thi mic d6 hai long @a khach
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hangddi véi dich w cang phu bp.
4.6. Panh giadé phu hop ciia mé hinh nghién du ly thuyét bing
mo hinh diu trac tuy én tinh (SEM)

&1

==
G T>—e={ E5 | g
T E T
o> = Ev 1 oo
<=z ET
CEE— e FES .
== ... o=
e e
EID—w—{FEC] .W =
=T w—{FEs1=% a 3 e
=>—=—(Enit— . o E
i E - 72 \ e
&3 = a
T ey e N/ =
=i SO e
P = P G R
S ZD> ASST &
& MAST) i 3
= ASE] Sac dich v
Pt A=) QU= T g - S
=== ESi=tcn B T

Hinh 4.4: Phan tich mé hinhau tric tuyn tinh (SEM)dn 1
Két qua udc lugng dau tién (hinh 4.4) cho #ly Chi-square/df =
2,927(<3); TLI = 0.863; CFI = 0,877(>0,9); RMSEA0:070 (<0,08)
=> TLI = 0.863; CFIl = 0,877 (<0,9)nén md hinh aa phu kp;
phan tich tsng $ hoi quy chra chuin héa cho thy nhan & “Nhan
vién” khéng cé y ngta thbng kés do tin ciy 90% vi P-value > 0,1

Vvéi gia tri 0,78, nén lai nhan 6 trén, chy lai mé hinh SEMin 2.
.

S To—e={R5 ] 74
Ga>—— T - Phong nghi .22

T =7 ] 7o 28
=
=
=
=
=
2
=2
=
o8
3
=
3.
3.

B4

Tac dich v 4 34

ia tri gia tan, et a1

a1 =

Su tien loi

s
An ninh
71 =

Gia cam nhan

72

Hinh 4.5: Phan tich mé hinhau tric tuyn tinh (SEM)dn 2
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Két qua phan tich mé hinh SEMi 2 cho tly P-value aa cac
nhan & tréndéu < 0,05 nénféu anh hrong dén ar hai long @a khach
du lich guic &. Tuy \ay, cac chtiéu (hinh 4.5) §m: Chi-square/df
= 3,030(>3); TLI = 0,880; CFI = 0,895 (<9) Vin chra dat véi cac
didu kién (<3) va (>9) nén tac gidya vao tiéu chi Midé cai thién
cho md hinh #ng viéc chpn nhiing cip sai $ e cé Ml bn nhit.

* Phan tich md hinh SEM (&n 3):

Chi-square= 828.331; df= 343; P= .000;
Chi-square/df= 2.415;

GFI=.867; TLI=.916; CFI=.929;
RMSEA= .060

T phan tich mé hinh SEMah 3) Hinh 4.6 cac dhiéu danh
gia mrc d6 phu lvp caa mé hinhduge ai thién hoan toan phudp
v6i dit ligu thi truong: 6 343 Be ty do Wi cAc gia ti théng ké Chi-
square 13828,331 (P = 0,000); TLI = 0,916, CFI = 0,929 (>9);
RMSEA = 0,060 (< 0,08).

4.7. Kiém dinh Bootstrap (n = 1.000)
Két qua u6c luong ti tuyét d6i CR nho so \6i 2 néndd
chéch nhd, khdng cé y ngia thing kéd do tin ciy 95%. Nén kt luan
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cacudce luong (Hinh 4.6) c6 thtin ciy duoc.
4.8. Kiém dinh gia thuyét

Qué trinh phan tich mé hinfiwctric tuyn tinh SEM,danh gia
mirc d6 phu lyp chung éa md hinh, tac gida loai bo 01 gh thuyét
vi khong cé y ngta thbing kéd do tin ciy 90% vi P-value > 0,1 5mn:
Gia thuyét H1: Cung céch pic vu cia nhan vién khachas
cung tng dch w cho khach hangbt hay »du thi mrc do hai
long aia khach hangddi véi dich w d6 ting hay gim;

Nhu vay tir bang phan tich mé hinhia trac tugn tinh SEM
(1an 3), mé hinh ly thudt chi con ki 06 gia thuyét duoc chip nhin:
Gia thuyét H2: Chat luong aia phong nghtbt hay >du thi mrc
dd hai long @a khach handéi véi dich w d6 ting hay gim:;
=2 Két qua wdc lwong cho thy mdi quan I gira nhan & “Phong
ngh” va “Sy hai long” dia khach duith qubc t la 0,212 va than
chiéu voi mic y ngha thing ké P-value = 0,003 <0,05. Viw tac
gia co th két luan gia thuyét H2 duoc chip nhin.

Gia thuyét H3: D6 an/thic udng ngon hay él, dam bio sic khoe thi
muc do hai 1ong @a khach hangdéi véi dich w d6 ting hay gim;

= Két qua udc lugng cho thy mdi quan I gita nhan & “Bd an/
Thirc ubng” va “Sr hai long” aia khach duith qubc t la 0,182 va
thuan chiéu v6i mirc y ngha thbng ké P-value = 0,025 <0,05. VAW
tac gh co the két luan gia thuyét H3 duoc chip nhan.

Gia thuyét H4: Céac dch w gia ti gia &ing, ting hay gim thi mrc
d6 hai long @a khach hangéi véi cac dch wi d6 ting hay gim;

= Két qua uéc lrong cho tlly mdi quan I8 gitta nhan & “Céac dch
vu gia ti gia &ing” va “Sy hai long” @a khach duith quc & 1a -
0,359 va ngtch chéu véi mic y ngha thdng ké P-value = 0,002 <
0,05. Vi \y, tac gi cO the két luan gia thuyét H4 dugc chip nhan.
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Nhung cac bin quan séat trong nhah tCac dch wi gia ti gia &ing”

van chra Hip din khach duith va c6 nhiu phan nantt khach du
lich V& cac i dung trong cac bn quan satia nhané nay nén khi
phan tich mii c6 hién tugng nghich chéu (-) wi sy hai long @a
khach. Vi vy, khach sn cin phai tap trung nang 4p cac h ting @

sd, cac dch wi gié ti gia &ing nhr dich w giat/ui, khu vui choi giai

tri, dich w budng phong, cac whg ai thé duc, cung ép thong
tin,...nKam phuc wu tét nhit nhu éu aia khach.

Gia thuyét H5: An ninh trong khachas an toan hay khéng thitra
d6 hai long @a khach hangéi vai dich w d6 ting hay gim;

= Két qua udc lwong cho thy mdi quan 1§ gitta nhan & “An ninh”

va “Sr hai long” @ia khach duith qubc # 14 0,332 va thin chiéu

v6i mic y ngha thdng ké P-value = 0,000 <0,05. VA tac gi co
thé két luan gia thuyét H5 dugc chip nhan.

Gia thuyét H6: S tién loi caa khach sn ting hay gim thi mic do

hai long @a khach hangéi vai dich w d6 ting hay gim;

= Két qua udc lwong cho thy mdi quan k& gita nhan & “Su tién

loi” va “Su hai long” @ia khach duith quic # la 0,334 va thin

chiéu v6i muc y ngha thdng ké P-value = 0,000 <0,05. Vi tac
gia co th két luan gia thuyét H6 duoc chip nhan.

Gia thuyét H7: Gia am nhan hop ly thi mic d6 hai long @a khach
hangddi véi dich w cang phu bp.

= Két qua uoc luong cho tily mbi quan ¢ gitta nhan ¢ “Gia cam

nhan” va “Sy hai 1ong” @ia khach duith quc t 1a 0,283 va thin

chiéu vsi mirc y ngha thdng k& P-value = 0,000 < 0,05. VA tac
gia co thé két luan gia thuyét H7 duoc chip nhan.
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CHUONG 5: KET LUAN
5.1. Két luan

Nghién aru dd do luong chit luong dch w tai khach an Green
Plaza,ba Ning, cho phép dun ly c6 @ hoi dé ngay hp tic diéu
chinh cac nic do dich w va gin phim dé téi da hoa kp thoi sy hai
long aia khach duith quic #. Cung ép mot hé thdng giam sét lién
tuc dé theo ddi cac ric do hai 1ong @a khach hang cac [ phan
khac nhau ¢a khach sn. Tang ardng danh gia cht lugng dch wi
d6i vai toan  nhan vién bng cach phat th mot chrong trinh nian
thac phan anh trung thrc vi tri caa khach sn véi sy hai long @a
khach hang nim quadé gia ting th phén va cac gia trct 16i.

5.2. Két qua chinh vadéng gop da nghién atu

Muc dich chinh éa tac gi la nghién ¢u cac nhand tac dong
dén ar hai long @a khach duith quc #, xem xét cac i quan &
gita cAc nhandtva tr d6 diéu chinh cac nhandtdo phu kp voi dix
lisu cia th truong. K&t qua nghién ¢u gdm 02 rdi dung chinh:
Phrong phap nghiénia va md hinh Iy thust.

- V& phrong phap nghiénuw, nghién ¢u nayda déng gép vao
thangdo sr hai 1ong @a khach duith qubc t tai khach an Green
Plaza néi riéng vadthdng khach sn ciaba Ning néi chung.

- Vé md hinh ly thugt, bandau mé hinh ly thugt dugc dua ra
sau khi & dung 02 plrong phapdinh tinh vadinh rong dé xacdinh
v6i 7 nhan 6. Nhung khi tién hanh nghiénia phan tich nhant
kham phé, & sb tin ciy Cronbach’s Alpha, phan tich nh&nkhing
dinh, nhan & bi loai bo 1a: nhan & “Nhan vién”. Tr d6 cho raduoc
két qua nghién &u clbi ciing dm 6 nhand: (1) Cac dch wi gia ti
gia ting; (2) Phong ngh (3) Gia @am nhan (4) Sr tién lgi; (5) An
ninh va (6)bd an/ Thic ubng Wi 26 bién quan sat tc sr tacdong
dén ar hai long @a khach duith qubc t#. Nghién gu ding cho thy
nhan & “Sy tién loi” dugc khach duith quic t quan tam handau
nén nhand nay tacdong thuin chidu va tadcdong manh nhit dén sar
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hai long @a khach vi uéc luong mbi quan 1§ 1a: 0,334; tp dén 1a
nhan & “An ninh” véi woc leong mdi quan K& thuan chiéu 0,332;
nhan 6 “Gia cam nhin” véi woc lwong mbi quan 1 thuan chidu
0,283; nhan& “Phong ngli’ véi uéc lwong mdi quan & thuan chidu
0,212; nhand “Bo an/Thirc udng” voi udc lugng mbi quan I thuan
chiéu 0,182 va cbi cuing 1a nhan& “Céc dch w gié ti gia ting” Véi
woc lugng mdi quan k¢ nghich chéu -0,359. Tr két qua nghién cu
c6 thé cho thy duoc khach duith quc # khi ¢én ngh dudng va s
dung dch w tai khdch an Green Plaza quan tadit biét dén céac
nhan &: Sr tién loi, An ninh, Gia ém nhin, Phong ngh D6 an/
Thirc ubng va Céc tth wi gia ti gia ting. Con nhandtbi loai nhu da
phan tiché chrong 4, nhan& “Nhan vién” khéng cé y ngh thdng
ké & do tin ciy 90% vi P-value >0,1 c6 &tdo nhan vién khachas
chra phuc w tét tir cung cach plrc vy, o chi chodén 1oi 4n tiéng
nai, ar lich thigp, cac K nang mém cia nhan vién da thrc ar tét,
khéng mangdi 4n trong Ht ngay fr dau khi khachdén leu trd nén
khach duich danh gia #t thip. B&n anh d6, nhan é “Cac dch w
gia ti gia &ing” tuy dugc khach duith quan tdm nimg cac éch w
cia nhan é nay chra thrc sr dugc khach hai long, Zh dén sr tac
dung ngroc lam cho kt qua uéc leong mdi quan I gitta nhané nay
v6i sy hai long b am. Vi \ay, khach sn cin phii ¢6 nhing chinh
sachdiéu chinh a1 thé & nang gia trcaa cac nhandtnay I&n trong
thoi gian ©i va i thién hon nira cac nhandtcon hi da dugc khach
du lich quéc t# danh gia trong nghiénic nay.
5.3. Ham y cho nha gén tri

Nghién d¢u nay vd clng quandng, né @i y va cung ép cho
nha qun tri khach sn Green Plaza ndi riéng v& théng khach sn
tai DA Ning ndi chung Kiu sau bn V¢ thai do va aim nhin cia
khach duich qubc t dbi voi chat lugng dch wi ma khach an dang
c6, ting arong sr hai long @a khach duith quc t 5 gip cho

24

khach an cdduoc lwong khachon dinh tir nhitng khach quayal 1an
2, 3 hac nhirng ngroi than va lan bé da hy.

Nghién aru d& xuat mot s dinh hréng ap thé:
5.3.1. Tang arong dao o ky nang va aii thién thai dé ciia nhan
vién khach gn

Tuyén dung nhan vién cé chuyén mén, tay Agtao tronginhh
vuc khach sn, nha hang, cac nhan vién céahky nang mém nhim
tao moi tnrong than thén, lich sr, nha nkin, $in sang gitptd khach
khi can, b phan I& tAn ding éin phii chuyén nghip hoa, gim thiéu
t6i da thyi gian chy cua khach khidén nhin phong va & phong
khach an, tao dugc 4n trong Ht bandau khi khach duith dén khach
san ngh dudng.
5.3.2. Gii thign chdt lweng dé an/ thikc uéng

Theo danh gia éa khach duith qubc € ddi veéi db an/ thic
udng aia khach sn chra dugc tt cu thé 1a ch sd wéc lrgng khong
cao, c6 th khiu vi cia cac moérin chra thrc sr phu hop W6i ting
khach duich gubc & nén khach s cin phai nghién ¢u cac thrc
don A — Au phong phidam chit van héaim thyc dia trng chauhc
vi c6 the khach gdc € an chra quen cac moéan truyen thing aia
dia phrong, Viét Nam nén khachas cin phii nghién du tim hiéu
ky so thich \& am thyc cia tirng qubc gia, chaudc vira dam biao sic
khoe, dong thyi co thre don riéng cho khachn kiéng ntim phuc wu
d6i da cac nhuau cia khach, vi sau éhlugng phong nghthi nhan
t6 d6 an/thac udng ddi véi khach du ich khi ngh dudng ti khach
san 1a fét cin thiét nhim kéo dai s lvu trd @ia khach duith ti
khach an nhéu hon.
5.3.3.Pa dgng hda cac lei hinh dich w gia trj gia tang co chit
lwong cao

Tuy dugc khach duith nhin nfan céc lai hinh dch w trong
nhan 6 “Cac dch w gia ti gia ing” nhung theo Kt qua phan tich
chi 5 woc lugng mbi quan k¢ giira nhan & nay \6i sy hai long @a
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khach duich b @m, la do Hin nay céc tth w gia ti gia ing aia
khach an con u, thiéu, chra dam bao chit luong nén khach hang
chra quan tam nBii. Vi vay, khach sn cin phii dau tr nang ép céac
ha ting @ so, cac dch wi gia ti gia &ing nhr dich wi giat/ai, khu vui
choi giai tri, dich w bung phong, cacuhg ar thé duc, cung ép
thong tin,..dang tiéu chén chit lvong c6 té dapung i da cac nhu
chu aia khach duith.
5.3.4.Pwa ra mic gia phu hp déi véi cam nhdn cia khach

Gia & dbi vsi phong nghva cac ith w cia khach sn ¢4 duoc
khach duich quan tamai khach an Green Plaza, khach dich o
ban danh gia 6t cam nhin cia hy vé gia phong va gia caciah w

nheng khéng vi iy ma khach en chi quan va tim cach nang gia

phong, gia cacidh w khac Ién, ma ngyc lai khach an cin phii duy
tri mot mac gia hyp ly, phi lop Vi cac tiéu chan dich w hién c6
cua khach sn. Bén anh dd, khach sn luén o cho khachis mai la,
hip din va @am nhin duoc gia @ phu hp khi dén ngh dudng ti
khach an nay. Khach g ding nén tim im va n rong thém céac
mbi quan & voi cac nha cungip thec phim, cac nhu §u phim
khac bn, c6 uy tin chao ban casmsphim cho khach s ¢ muc gia
t6t nhat dé khach sn cé ti¢ tiét kiem chi phidau ra, gitp cho gia
thanh @a phong ngh d6 an/ thirc udng va cac tth wi gia ti gia ting
séat i gia thec # caa th truong, tranh e nang gia khéngdp ly
anh hrong dén viéc leu tra aia khach duith.
5.3.5. Tang arong cdng tac an ninh

Tuy duoc danh gia cao tin 2 so Wi cac nhand khac nhleng khach
san Van tiép tuc duy tri va khéng neng ting ardng coéng tac an ninh,
khong cli bio \¢ tai sin, tinh mang, sr an toan tugt ddi cho du khach.
Bén anh d6, nhan vién an ninh con §fcé thaidé niém no, an én,
lich thigp, sin san gitptd khach hang khian thiét. Cac thét bi phong
chay, baalong cn phii thuong xuyén kém tra. Ngoai ra, khachas
nén co niing chrong trinh gi dinh & danh gia tinh 1du qui cua cac
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hé thong nay, 40 cho khéch duidh ludn cé Mt cam giac thba mai va
an toan nh dangé trong chinh ngéi nhaia minh.
5.3.6. Chl tpng dén céac tién ich trong phong ngli

Nhan 6 nayduoc khach duithdéanh gia tong déi nhung khach
san Van dn tiép tuc ci thién, dac biét cha tong dén cdng tac ¢ sinh
phong, girong/rém/gdi thoai mai, nhist d6 phong phi dam bao thich
hop, phong 4m luén ach €, thaii mai va cac thit bi nghe, nhin
ludn dam bao haat dong Bt nhim giam thiéu nhitng phin ha cho du
khach. &o cho du khach gt khdng gian nghngoi that sy mot khi
khach duich hréc vao ft ci phong nghnao @a khach sn.

Ngoai ra, “Sr tién loi” duoc khach duith qubc # danh gia 6t
nht trong cac nhanstnhung khach sn ding cin phai tiép tuc duy
tri, ndng cao cAc tiéu cinichit lugng hign c6 va khdng ning aing
cb dé cac trang thit bi, dich w thiét yéu d6i véi khach duich qubc
té dugc dau tu, nang ép throng xuyéndam bio hat dong it va cé
tinh héu qua cao @ thé nhr hd boi, cac tén ich cA nhan nh
massageatn hoi, cau hc by sic khoe, ...

5.4. Han ché va hwéng nghién aku tiép theo

Nghién ¢u con ¢gp han ché vé mau nghién ¢u bao gm
phuong phap 4y miu, kich & miu va pham vi nghién éu (ch
nghién ¢ru mot khach sn 04 sao tiéu Bu va ap dng Wi cac khach
hang la khach dudh quic # dang sr dung dch wi caa khach sn).

Nghién aru chon miu theo plrong phap thén tién nén tinhdai
dién con thp, khi nang ng quat héa chéamdong chra cao.

Nghién au tiép theo néning $ luong miu, sr dung phrong
phéap clon miu xac sét va mo rong ptam vi diéu tra tr khach sn
dat chuin 3 — 5 saaié két qua mang tinh khai quat vdat hiéu qui
thong ké nhéu hon. Bdng thyi, nghién ¢u mo rong thém cac nham t
khacdé tim ra mé hinhd wu nhit phuc wu cho visc do lrong sr hai
long a1a khach (bao &m ci khach i dia va qic #) dbi véi chat
lugng dch w caa khach an.



