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LOI CAM POAN
T6i xin cam doan ludgn an nay la cong trinh nghién cizu khoa hoc déc ldp cua
riéng t6i. Tat ca cac sé liéu va nhaing trich dan trong ludn an déu c6 nguon géc
chinh x&c va rd rang. Nhing phan tich cia ludn an ciing chua tirng duwoc cdng bo

¢ mgt cong trinh nao.

Toi xin hoan toan chju trach nhiém vé loi cam doan nay.

T&c gia luan an

Phi Hai Long



LO1 CAM ON

Truéc hét, tac gia xin chuyén 1oi tri an sau sac nhat dén giang vién hudng dan,
PGS.TS Pham Hong Long. Su hudng dan tan tinh, tdm huyét va rat trach nhiém cua

thay da giup tac gia hoan thanh luan &n caa minh.

Téc gia chan thanh biét on Truong Pai hoc Khoa hoc X4 hoi va Nhan vin, Dai
hoc Quédc gia Ha Noi, Khoa Du lich hoc ciing quy thay c6 tham gia giang day chuong
trinh nghién cau sinh. Chinh nhitng kién thirc, phwong phap méi duoc tiép thu tir qua
trinh nghién ctru tai Truong la hanh trang quan trong gitp tac gia hoan thanh luan an.

Téc gia xin gui 10i cam on chan thanh dén lanh dao Truong Pai hoc Khanh
Hoa, ldnh dao Khoa Du lich d3 luén quan tim va tao moi diéu kién trong qua trinh

hoc tap ciing nhu thuc hién luan &n tién si.

Téc gia tran trong nhiing chia sé, dong gop cua ban be, ddng nghiép va dic
biét 1a chuyén gia, cac nha quan ly du lich; cling nhu sinh vién Khoa Du lich — Truong
Dai hoc Khanh Hoa d3 hd trg thu thap dit lidu; cting quy du khach da hd tro tra loi
ban cau hoi giup tac gia hoan thanh luan an.

Cudi cung, xin giri tang két qua luan an cho nguoi than, cha me va ngudi Vo
yéu dau. Chinh tinh yéu thwong va sy quan tdm cua gia dinh 1a dong lyc to Ié6n cho
tac gia hoan thanh luan an.

Trén trong cam on!

Ha Néi, 8/2023

Phi Hai Long
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MO PAU

1. Sw can thiét caa nghién ciu

Khong gian dich vu Ia mot mé hinh dugc phét trién boi Bitner (1992) dé nhan
manh anh huéng ciia moi trudng vat Iy trong dé qua trinh dich vu dién ra. Muc dich
caa mo hinh khong gian dich vu la giai thich hanh vi cua nhitng nguoi trong moi
treong dich vu tir d6 giup thiét ké mot moi trudng dé dat muc tiéu cua to chuc. Trén
co so ly thuyét caa Bitner (1992), rat nhiéu nghién ctru duoc phét trién trong cac loai
hinh dich vu cu thé, cac thanh phan do ludng dan dugc xay dung va phat trién trong
cac linh vuc dich vu nhu: nha hang (Kim & Moon, 2009; Ryu & Jang, 2007; Ryu &
Jang, 2008; Han & Ryu, 2009; Ozdemir-Giizel & cong su, 2018), ca phé (Gyu-Sam
Hwang & cong su, 2016; Davaasuren Samdan & cong su, 2018; Xiangdong Shen &
Byung-Ryul Bae, 2018; Marso & cong su, 2020), casino (Lucas, 2008), may bay
(Kim & cong sy, 2016), san bong (Jin & cong sy, 2020), bai bién (Syafrizal Helmi
Situmorang, 2017)...; diéu d6 cho thay dugc tdm quan trong cua yéu té khong gian
dich vu trong nhiéu linh vuc khac nhau. Tuy nhién hién nay van chua cé thanh phan

do ludng chinh thac vé khong gian dich vu trong linh vuc kinh doanh resort.

Bén canh do6, hién nay ¢4 rét it nghién ctru vé méi quan hé giita cac thanh phan cua
khong gian dich vu dén gia tri cam nhan, sy hai long va Iong trung thanh caa khach
hang. Pa phan cac nghién ciru tap trung phén tich anh huong cua khéng gian dich vu
dén su hai 1ong hoac 10ng trung thanh cia khach hang; trong khi d6 gia tri cam nhan,
su hai long va long trung thanh c6 méi quan hé chit ché véi nhau duoc thé hién qua
nhiéu nghién cau (Fornell & cong su, 1996; Ravald & Gronroos, 1996; Eggert &
Ulaga, 2002; Petrick & Backman, 2002; Yang & Peterson, 2004; Schiffman &
Kanuk, 2004).

Véi khi hau 6n hoa, nang 4m quanh nam cung b bién dai voi hang tram hon dao
I6n nho, tinh Khanh Hoa c6 rat nhiéu loi thé dé phét trién du lich, thu hit du khéach
trong va ngoai nuéc. Thanh phd Nha Trang tho mong bén bo vinh Nha Trang duoc
vinh danh 12 mét trong nhiing vinh bién dep nhat thé giéi, 1a diém dirng chan 1y tuong

cta du khach trong va ngoai nude khi dén voi Khanh Hoa. Thanh phd cd vo sé bai
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bién dep, trong d6 khong thé khdng nhic t6i bai bién chay doc duong Tran Phi song
&m, bai cat trang trai dai, cung nhiéu khach san, khu nghi dudng va nha hang hoat
dong sdi ndi vé dém. Ngoai vé dep nén tho cua vinh Nha Trang, Khanh Hoa con s¢
hitu hai vinh Cam Ranh va Van Phong, déu Ia nhiing tuyét tac thién nhién wu ai ban
ting. Nha Trang - Khanh Hoa tir 14u da tro thanh diém dén yéu thich cua du khéch
trong va ngoai nudc. Hoat dong du lich ¢ thanh phd bién c6 nhiéu budc phat trién
theo ting nam. Nganh du lich Khanh Hoa ludn ghi nhan con sé tang truong cao. Theo
bao co thuong nién du lich Khanh Hoa nam 2019, tong s6 du khach dén Khanh Hoa
luu tra dat hon 7 triéu luot, tang 13,3% so v&i ndm 2018, trong do6 khach quéc té dat
3,5 triéu luot, ting 27,5%; doanh thu du lich dat 27.100 ty dong, ting 24.2% so véi
2018; téng ngay khach luu tra dat 16,2 triéu ngay khach, ting 20,9%, trong d6 ngay
Iuru tra cua du khach quéc té dat 10,3 triéu ngay khach, ting 29,1%, ngay khéach noi
dia dat 5,9 triéu ngay khach, tang 18,1% so véi nam 2018 (Phi Hai Long, 2021).
Cung véi d6 1a sy quan tAm dau tu cua nganh du lich Khanh Hoa, trong 10 nim qua,
nhét 13 tir ndm 2010 dén nay, viéc dau tu xay dung co s& vat chat ki thuat phuc vu du
lich d3 ting manh ca vé sb luong va chat luong. Trong d6 déng ké 1a céc dur &n phéat
trién khu du lich sinh thai, nghi dudng, vui choi giai tri, cac trung tam hoi nghi, hoi
thao, cac to hop phuc vu sy kién mang tam quéc gia, khu vuc va qudc té. Tinh dén hét
nam 2020, toan tinh ¢6 hon 773 co s¢ luu trt du lich vai khoang 42.475 phong trong
do, co so hang 5 sao 1a 26 véi 12.307 phong, co s hang 4 sao 1a 23 véi 3.702 phong,
co s& hang 3 sao la 37 vai 2.911 phong, co sé hang 2 sao la 55 co s vai 1.670 phong,
co 86 hang 1 sao 13 46 co s¢ véi 813 phong va co so chua xép hang theo quy dinh cia
Luat Du lich 1a 586 co s& vai 21.072 phong (Béao cao thuong nién du lich Khanh Hoa
2020). Trong céc co sé luu tri cao cap hién nay thi resort 1a loai hinh co sé luu tra dang
duoc Khanh Hoa dau tu phét trién manh véi hon 20 resort dang hoat dong va nhiéu
resort dang trong qué trinh dau tu xay dung; day loai hinh Iuu tri dac biét, dich vy phuc
hop va dang cap, dap ang nhu cau luu tra cao cap cta du khach trong va ngoai nuéc,

dong gop doanh thu du lich dang ké cho ngan sach tinh Khanh Hoa.
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Cac resort & Khanh Hoa la mét trong nhitng yéu té quan trong giup thu hat dbi
tugng khach cao cip dén, & lai, cam nhan, hai long va quay tré lai Khanh Hoa. Hién
nay, dé nang cao ning luc canh tranh, c4c resort & Khanh Hoa luén cé gang dam bao
chét lugng dich vu & mirc cao nhat, nang cao gié tri cam nhan, dem dén sy hai long
va 1ong trung thanh t6i da cho du khach. Ciing nhu céc loai hinh kinh doanh khac,
khach hang trung thanh van 1a yéu tb then chét va ciing 1a don bay tao nén s thanh
cdng cho céc resort, cung cap doanh thu gilip cAc resort ton tai va phat trién bén viing.
Trong nhitng ndm gan day, anh huéng cua khong gian dich vu da tré nén quan trong
dbi vai cac doanh nghiép; nd 1a yéu té quyét dinh hiéu qua trong viéc tao su khac biét
cua doanh nghiép va giao tiép voi khach hang (Ozdemir-Giizel & cong su, 2018).
Bén canh d6, khong gian dich vu 6 thé gilp cac doanh nghiép tao ra mét hinh anh
hap dan va cung cap cac dich vu tét hon (Barich & Kotler, 1991); 1a mét trong nhitng
yéu té quan trong c6 anh huang manh mé Ién gia tri cam nhan, sy hai long va long
trung thanh cua khach hang (Harris va Ezeh, 2008; Kotler, 1973; Babin & cong su,
2005; Bitner, 1992). Trong linh vuc kinh doanh Iuu trG néi chung va resort ndi riéng
thi yéu té khéng gian dich vu lai cang 1a mot yéu té quyét dinh c6 anh hudng dén gia
tri cam nhan, su hai 1ong va 1ong trung thanh cta du khach, gop phan nang cao ning

luc canh tranh cho cac resort tai Khanh Hoa.

Chinh vi nhiing ly do trén, tac gia chon nghién cttu “Anh hweng ciia khdng gian
dich vu dén gia tri cam nhgn, sw hai long va 1ong trung thanh cia du khach tai cac
resort ¢ Khanh Hoa” 1a dé tai luan an.

2. Poi twong, khach thé va pham vi nghién ciéu
2.1. Péi tweng nghién ciru

Anh huang caa khong gian dich vy dén gia tri cam nhan, su hai 1ong va long trung

thanh cua du khéach.
2.2. Khach thé nghién ciru

Khach hang da va dang luu tra tai 27 resort tai Khanh Hoa.

2.3. Pham vi nghién ciru

- Vé khong gian: cac resort trén dia ban tinh Khanh Hoa.
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- Vé thoi gian:

Busc | D2ng | Phuomg | Kythuatthu | Thot o g,
nghién cau phap thap dir liu gian :
Dbinh tinh Thao luan nhom | 11/2021 |Khanh Hoa
1 So bd Pinh lwvong | Khaosatbang | 12/2021 |Khéanh Hoa
ban hoi
2 Chinh thirc| Dinh luong Khao sat bang 1- 4/2022| Khanh Hoa
ban hoi

- V& ndi dung: luan an giai quyét noi dung trong 5 muc tiéu dé ra & muc 3.1.
3. Muc tiéu nghién cwu va cau héi nghién ciu
3.1. Muc tiéu nghién ctru
- Muc tiéu chung: phat trién co s& ly thuyét vé khong gian dich vu trong méi truong
resort; phan tich anh huéng cua khong gian dich vy dén gia tri cam nhan, sy hai long
va 10ng trung thanh cua du khach tai cac resort dé tir d6 dé& xuat ham y quan tri gip
nang cao nang luc canh tranh cho cac resort tai Khanh Hoa.
- Muc tiéu cu thé:
(1) Xac dinh cac thanh phan cua khdng gian dich vu trong méi trudng resort.
(2) Phan tich anh huang caa khdng gian dich vu dén gia tri cam nhan cua du khach.
(3) Phan tich anh huéng caa khdng gian dich vu dén sy hai 1ong caa du khach
thong qua yéu té trung gian gia tri cam nhan.
(4) Phan tich anh huéng cua gid tri cam nhan dén long trung thanh cua du khach
thong qua yéu té trung gian su hai long.
(5) Phan tich méi quan hé giira gia tri cam nhan, su hai 16ng va long trung thanh
cua du khach.
(6) Bé xuat ham y quan tri gitp céc resort & Khanh Hoa nang cao sy hai long va
long trung thanh cuaa du khach.
3.2. Cau héi nghién ciru
(1) Khdng gian dich vu trong méi truong resort bao gom nhing thanh phan nao?
(2) Cac thanh phan caa khong gian dich vu anh hudng nhu thé nao dén gia tri cam

nhan cua du khach?
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(3) Cac thanh phan caa khdng gian dich vu anh huéng nhu thé nao dén sy hai long
cua du khach?

(4) Gia tri cam nhan, sy hai 1ong va long trung thanh cua du khach c6 méi quan hé
v6i nhau nhu thé nao?
4. Phwong phap nghién ctiru

Nghién ciru dugc thuc hién thdong qua hai budc chinh la nghién ctiru so bd va nghién
ctu chinh thire véi su két hop ctia phuong phap nghién ctru dinh tinh va phuong phap
nghién ciru dinh lwong. Cac ky thuat thu thap dir liéu bao gom: phong van chuyén gia,

thao luan nhdm, khao sat bang ban hoi.

Quy trinh, phuong phap nghién ctru va cac budc thuc hién s€ dugce trinh bay chi
tiét trong chwong 2 (Phuong phap nghién ctru va dia ban nghién ciru).
5. 'Y nghia cia nghién ciu
5.1. Péng gép vé mit Iy thuyét va phwong phap nghién ciru

Mgt 1, dong gép vé mat ly thuyét caa nghién ciu nay la phan tich méi quan hé
gitra khdng gian dich vu vai gia tri cam nhan, sy hai long va long trung thanh caa
khach hang. Hién tai, theo hiéu biét cua tac gia thi c6 rat it nghién ctu kiém dinh cac
thanh phan khac nhau cia khéng gian dich vu anh hudng dong thoi 1én gia tri cam
nhan, sy hai 1ong va long trung thanh cia khach hang. Da phan cac nghién ctu trudc
day chi tap trung phan tich anh huong cia yéu té doc lap khong gian dich vu dén mot
hozc hai yéu t6 phu thuoc. Vi vay, két qua cua nghién cau nay sé 1a dong gop quan
trong vé mat Iy thuyét lién quan dén khdng gian dich vu.

Hai 1a, nghién ctru da xay dyng thanh phan do luong chinh thic vé khéng gian
dich vu trong méi truong resort. Pong gop vé mit ly thuyét nay s& gidp tao céng cu
do luong dbi véi khdng gian dich vu trong méi truong resort ndi riéng va luu tra du
lich ndi chung.

5.2. Péng gop vé mit thuc tién

Két qua nghién ctu gidp cac nha quan ly resort & Khanh Hoa thau hiéu tam quan

trong va mirc do anh huong cua cac thanh phan khong gian dich vu dén gia tri cam

nhan, sy hai 16ng va 1ong trung thanh caa du khach; déng thoi nghién ciru ciing dé
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Xuit nhitng giai phap va chién luoc phi hop gilp cai thién chat lwgng khong gian
dich vu cua resort, gia tang sy hai 1ong va long trung thanh caa du khéach, gép phan
nang cao nang luc canh tranh cho cac resort tai Khanh Hoa.

6. Két cau cia luan an

Két cau luan 4n duoc chia thanh 4 chuong.

Chuong 1 trinh bay téng quan vé tinh hinh nghién cau va co s ly thuyét vé resort,
khéng gian dich vu, gia tri cam nhan, sy hai long va long trung thanh ciaa khach hang;
phan tich mdi quan hé giira cac yéu t6; tir d6 tim ra khoang trong nghién ciu, dé xuat
md hinh va céc gia thuyét nghién ctu.

Chuong 2 trinh bay hai ngi dung chinh la phuong phap nghién ctru va dia ban
nghién ctu. Cac ndi dung trinh bay trong chuong nay dong vai tro hét sirc quan trong,
1a co sé dé tac gia thyc hién quy trinh nghién citu mot cach logic, chat ché nham gidp
dua ra cac két qua nghién ciru chuan xac va tin cay nhat.

Chuong 3 trinh bay cac két qua nghién ctru lién quan dén: (1) Cac dic diém lién
quan dén nhan khau hoc ciia mau nghién cau; (2) Két qua tir phan tich T- test va
ANOVA nham kiém dinh sy khéc biét vé c4c gia tri trung binh theo cac dic diém
nhan khau hoc (gidi tinh, d6 tudi, nghé nghiép, tan suat, trinh do, thu nhap, hén nhan,
qudc tich); (3) Két qua phan tich do tin cay va phan tich nhan té kham pha cua thanh
phan do luong; (4) Két qua kiém dinh cac thanh phan trong md hinh dé xuat.

Chuong 4 thao luan céc két qua nghién cau chinh cua luan an, tir d6 dé xuat ham
y quan tri gidp nang cao su hai long va long trung thanh caa du khéch tai céc resort
tai Khanh Hoa; dong thoi dé xuat mot sé khuyén nghi dén cac co quan quan ly du
lich tai Khanh Hoa nham thu hat du khéch, gop phan gian tiép hd tro cho hoat dong

kinh doanh resort tai Khanh Hoa.
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Chuong 1
TONG QUAN VE TINH HINH NGHIEN CUU VA COSO LY THUYET
LIEN QUAN PEN KHONG GIAN DICH VU, GIA TRI CAM NHAN,
SU HAI LONG VA LONG TRUNG THANH CUA KHACH HANG

1.1. Téng quan vé tinh hinh nghién céu

Dau tién, dé thuc hién tong quan vé tinh hinh nghién cttu mét cach chit ché va phu
hop, nham lya chon duoc nhitng dit liéu dang tin cay c6 lién quan gan nhat dén dé tai
nghién cau, gop phan xay dyng nén mong viing chac cho luan &n, tac gia da thuc hién

mat quy trinh sang loc va lra chon dix liéu tong quan tai liéu cé hé thong.

Quy trinh sang loc dit liéu duoc thuc hién ki ludng qua bon budc: xdc dinh va thu
thdp diz liéu, kiém tra do phu hop, di diéu kién sang loc, va lya chon. Noi dung dau
tién trude khi tién hanh sang loc dit lidu d6 1a can phai xac dinh dwgc muc tiéu nghién
ctru, cau hoi nghién ciru dé tir d6 giup tac gia xac dinh dugc cac tir khda tim kiém.
Dit liéu duoc tim kiém trén nhiéu ngudn tai liéu co uy tin khac nhau nhu researchgate,
sciencedirect, googlescholar, openlibrary, wileyonlinelibrary; trong d6 c6 cac nghién
ctru thudéc danh muc Scopus hoic 1SI. Két qua tim kiém ban dau la 392 tai liéu; sau
d6 tac gia tiép tuc loai bé nhitng nghién ciu tring tén, nhitng nghién ctu xuat ban
dudi cac hinh thirc nhu luan van, luan an, bao cdo héi thao, tham luan, nghi luan, bai
viét dang thuc hién, bai tom tat ..., cac nghién ctru khong lién quan dén “gia tri cam
nhan”, “su hai 1ong”, “long trung thanh”; cudi cling tac gia da chon loc ra dugc 14

nghién ctiu tiéu biéu co lién quan gan nhat dén dé tai luan an (Hinh 1.1).
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Hinh 1.1. Quy trinh sang loc va lwa chen dir liéu téng quan tai liéu c6 hé théng

Nguon: Tac gid
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Tiép theo, tac gia tién hanh phan tich tong quan 14 nghién ctu tiéu biéu duoc lya
chon. Viéc phan tich tong quan vé tinh hinh nghién ctru néi riéng va nghién ctiu khoa
hoc néi chung c6 nhiéu cach tiép can khac nhau nhu: dién dich, quy nap, song hanh. ..
Trong luan an nay, tac gia tiép can tong quan tai liéu theo cach quy nap. Céch tiép
can nay s& gilp tac gia d& dang danh gia va nhin nhan vé tinh hinh nghién cu lién
quan maot cach sau sic, tudng tan va chi tiét; qua d6 1am ndi bat 1én nhiing ndi dung
quan trong cua cac cdng trinh trén bao gom: thoi gian nghién cizu, dia ban nghién
ciu, doi trong nghién ciu, phicong phdp nghién ciu, co sé 1y thuyét, mé hinh va gid
thuyét nghién cizu, sé liéu nghién cizu, két qua nghién cizu, tinh méi va han ché cua
nghién cizu. Tur do, tac gia c6 mot cai nhin bao quat vé khdng gian dich vy, gia dich
cam nhan, su hai long va long trung thanh ctaa khach hang; phat hién duoc cac khoang
trong nghién cau; xay dung huéng nghién ciu ¢6 tinh maéi, dong gop vé mat ly thuyét
lan thuc tién.

Nghién ciru dau tién I1a nghién cau “Tac dong caa khong gian dich vu ddi véi
chat hrong dich vu va y dinh hanh vi khach hang — Nghién ciru tai cac chudi cira
hang ca phé & Viét Nam” cua Nguyén Vin Anh & Nguyén Thi Phuong Thao (2020)
nham danh gia vai trd cua khdng gian dich vu dbi véi chat lwong dich vu va cac y
dinh hanh vi ciia khach hang trong béi canh nganh dich vu kinh doanh chudi cira hang
ca phé tai thi truong Viét Nam. Nghién ciru duoc tién hanh thong qua hai giai doan:
nghién ctru so bo vai ki thuat thao ludn nhom dé hiéu chinh cac thang do; nghién ctiu
chinh thtrc thdng qua phuong phéap dinh lugng dé danh gia thang do va kiém dinh cac
gia thuyét dua trén dit liéu thu thap. Nghién ctu st dung phuong phap chon mau
thuan tién, 326 mau duoc tién hanh thu thap théng qua ban cau hoi khao sat online
va phong van tryc tiép khach hang da va dang sir dung dich vu tai cira hang ca phé
v6i nhiéu thuong hiéu khac nhau nhu Highlands, Phiic Long, Starbucks, The coffee
house trén dia ban cac thanh phé Ién nhuw HO Chi Minh, Nha Trang, Quy Nhon va Pa
Lat trong khoang thoi gian tir thang 10/2019 dén thang 02/2020. M6 hinh nghién ciu

va thang do duogc phat trién trén nén tang ly thuyét vé mé hinh khéng gian dich vu
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cua Bitner (1992) va mét sé nghién ctu lién quan (Wakefeld & Blodgett, 1996,1999;
Hopper & cong su, 2013; Reimer & Kuehn, 2005, Hightower & cong su, 2002).

Trong nghién ctru ndy, c4c tac gia da st dung md hinh cAu tric tuyén tinh SEM dé
kiém dinh mé hinh va cac gia thuyét nghién ctru. Két qua cho thay, khai niém khong
gian dich vu 1a mét khai niém da bién gébm 5 thanh phan phan anh vé khdng gian dich
vu cua cira hang ca phé tai thi truong Viét Nam, d6 1a “Thiét ké”, “Moéi trudong”, “Vé
sinh”, “Khéng gian” va cudi cung 1a “Thiét bi”. Ngoai ra khong gian dich vy 1a mot
khai niém riéng biét, dong vai tro tién dé quan trong cho chat lugng dich vu va ¥ dinh
hanh vi cua khach hang, dong thoi chat lwong phuc vu ciia nhan vién ciing dong vai
tro quan trong trong viéc nang cao chat lwgng dich vu tong thé.

Nghién ctru nay da c6 nhitng dong gop vao nén tang ly thuyét ciing nhu thuc tién
trong hoat dong cung cap dich vu tai cac chudi cira hang ca phé ¢ thi truong Viét
Nam. Thir nhat, cac nha quan ly can nhan thirc tim anh hudéng cia khéng gian dich
vu nhu mot cong cu tiép thi boi vai tro doc 1ap cua né ddi véi chat luong dich vu. Tha
hai, nghién ctru da chi ra rang cac danh gia vé khdng gian dich vu anh huong tryc tiép
dén y dinh hanh vi. Do vay, nha quan ly can xem tim quan trong cta nhitng yéu té
hiru hinh nhu 13 muc tiéu chién lugc. Tht ba, nguoi tiéu ding nhan thay chét lugng
phuc vu duoc cung cap tir nhin vién ciing nhu cac khia canh vat ly caa khong gian
dich vu déu c6 anh hudng truc tiép dén nhan thac vé chat luong dich vu tong thé. Do
vay mudn cung cap cho khéach hang nhitng trai nghiém vé chat luong dich vu tot nhat
can phai quan tdm dén ca khia canh khéng gian cua dich vu ciing nhu chat luong phuc
vu cua d6i ngili nhan vién tai Cc cura hang ca phé.

Nghién ctru ciing dua ra mot s6 ham y cho cac nha quan tri d6i véi cac thanh phan
cua khdng gian dich vu. Tht nhat, vé sinh: tat ca cac khoang khong gian bén trong,
bén ngoai nhu ban, ghé, 16i di, nha vé sinh, twdng, cira kinh, va san nha... phai luén
luoén duogc gitt sach s€, nguoi quan ly phai luoén thuong xuyén gidm sat viéc vé sinh
moi trudng. Thi hai, khdng gian: can phai khién cho khach hang ¢ cam giac td mo,
thich tha khi thiy céac thiét ké trong cira hang mang phong cach dic biét. Thir ba, moi

truong Xung quanh: can tap trung vao yéu té nhu am nhac, 12 mot thanh phan khéng
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thé thiéu trong khdng gian cua moi ctra hang ca phé, ludn duoc khach hang dic biét
quan tam. Tht tu, Thiét ké: dé thanh cong trong viéc thu hat va giit chan khach hang,
thiét ké 1a mot khau can phai duoc dau tu k§ cang ngay tir ban dau 1am sao phai tao
duoc su thoai mai, thu gidn va c6 su hoa hop gitra moi tht, tir mau sic dén thiét ké
noi that. Viéc stra sang, ddi mai lai khéng gian trong ctra hang nhu son lai mau nudc
méi, hodc trang tri thém d6 noi that, cac vat dung khac néu thuc hién duoc s& lam cho
moi trudng trong cira hang twoi moi hon, cho phép duy tri duoc sy 16i cudn, hap din
d6i véi khach hang. Cubi cling, thiét bi: nha quan ly phai dam bao rang tat ca céc thiét
bi déu hoat dong tt va khdng xay ra tinh trang bi hu hong. Nhin chung, can phai lién
tuc quan 1y va chi y dén khong gian dich vy, dén nhitng doi mai va nhiing céch thuc
dé cai tién.

Mic du day 1a mot trong sd it nhitng nghién ctu vé vai tro caa khong gian dich vu
d6i voi chat lwong dich vy tong thé tai thi treong Viét Nam va két qua da chiang minh
duoc vai tro doc 1ap cua khdng gian dich vu so véi chat lwong dich vu néi chung,
cling nhu anh hudng cta né dén chat lugng phuc vu, chat luong dich vu tong thé va
¥ dinh hanh vi. Tuy vay, van con mét s6 han ché nhu miu duoc chon theo phuwong
phap thuan tién nén tinh dai dién cd thé chua cao cho thi truong Viét Nam dau rang
nhom tac gia da nd luc thu thap dit liéu sao cho mang tinh da dang nhat trong kha
nang c6 thé vé thoi gian va tai chinh. Do vay trong tuong lai can thyc hién cac nghién
ctru khac bang cac hinh thirc chon mau mang tinh dai dién hon & nhiéu hé thong cira
hang ca phé trén cac thanh phé Ién cua Viét Nam, dac biét 1a cac thanh phé & khu
vuc phia Bac. Bong thoi, nghién ciru nay ciing can dugc kiém chang lai ¢ cac linh
vuc dich vu khac nhu nha hang, khach san, nganh bén 1¢... dé qua d6 c6 thém nhiing
bang chang vé vai tro doc 1ap, riéng biét cua khdng gian dich vu déi voi chat luong
dich vu va y dinh hanh vi.

Tiép theo la nghién ctu vé “Vai tro caa khdng gian dich vu va twong tac xa hdi
ddi véi trai nghiém dich vu cia khach hang trong cac cira hang ca phé tai Viét

Nam” cta Tran Xu&n Quynh & cong su (2020) nham phan tich anh huéng caa khdng
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gian dich vu di véi su hai 16ng va 1ong trung thanh caa khéch hang - tap trung vao
tuong tac xa hoi va trai nghiém dich vu trong khéng gian ctra hang ca phé.

Nghién ctru duoc thuc hién voi 3 muc tiéu co ban nhu sau: Thir nhat, phan tich anh
huong cua khdng gian dich vu cc cira hang ca phé dén cac tuong tac xa hoi duoc
cam nhan bai khach hang (Bao gém tuwong tac giita khach hang véi nhan vién va
tuwong tac gitta khach hang véi khach hang). Tha hai, phan tich anh huong cua khong
gian dich vu cira hang ca phé va cac tuong tac xa hoi dén trai nghiém dich vu cua
khach hang. Thir ba, phan tich mbi quan hé nhan qua giira trai nghiém dich vu, su hai
Iong va long trung thanh cua khach hang trong cac cira hang ca phé.

Nghién ciru sir dung phuong phap chon mau ngau nhién voi ¢& mau la 2100 chia
déu cho 210 ctra hang tai ba thanh phé 16n nhat Viét Nam (thu do Ha Nai, thanh phd
Pa Ning va thanh phé H6 Chi Minh), mdi thanh phé sé c6 70 ctra hang ca phé duoc
chon dé tién hanh thu thap dit liéu. Mdi cira hang ca phé s& c6 ngau nhién 10 khach
hang tra 1oi ban cau hoi. Cac ban ciu hoi trude khi phét ra duoc sang loc va diéu
chinh théng qua céc cudc phong van sau véi cac chuyén gia va gido su marketing tai
Dbai hoc Nice, Sophia Antipolis, Phap; sau d6 nghién ctru dinh lugng so bd dugc thuc
hién voi 20 két qua khao st tir khach hang dé kiém tra do tin cay va tinh hop Ié cua
ban cau hoi trudc khi tién hanh khao sat dai tra. Két qua thu vé 1779 phiéu tra loi hop
1& duwoc dua vao phan tich. Trong nghién ctru ndy, phan mém SPSS 22.0 duoc sir dung
dé phan tich théng ké mé ta va phan mém AMOS 24.0 duoc sir dung dé phan tich mo
hinh nghién ciu (Anderson va Gerbing, 1988) .

Vé mit thang do, tat ca thang do di duoc tom tat va diéu chinh tir c4c nghién cau
truée d6. Thang do khong gian dich vu cua khach hang duogc ké thira tir Iy thuyét
khong gian dich vu cia Bitner (1992) bao gém moi trudng xung quanh; bé cuc khdng
gian va chtrc nang, dau hiéu va biéu tuong, tinh thim my co s, su sach s&. Ngoai ra
thang do nay ciing bo sung va diéu chinh mot s6 thanh phan duya trén cac nghién cau
lién quan, cu thé 1a: thanh phan maéi trudng xung quanh, bé cuc khdng gian va chic
nang duoc phét trién bai Bitner (1992), dau hiéu va biéu trong duoc do ludng theo

Bitner (1992) va Siu & cong sy (2012), tinh tham m§ ciia co s& dura trén thang do cua
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Bitner (1992) va Wakefield & Blodgett (1996) vai 4 muc, su sach sé vai 5 muc duoc
ké thira tir thang do cua Siu & cong sy (2012). Thang do trai nghiém dich vu khach
hang dugc mo6 phong theo Kim va Choi (2016) véi 3 muc. Thang do cam nhan tuong
tac gitra khach hang vaéi nhén vién dua trén thang do ctia Gremler va Gwinner (2000)
cd su diéu chinh sau khi phong van sau véi cac chuyén gia va gido su marketing bao
gom 11 muc. Thang do cam nhan tuong tac gitta khach hang véi khach hang dugc do
ludng bang 4 muc tir thang do cua Lemke & cong sy (2011). Thang do sy hai 1ong
cta khach hang dugc diéu chinh tir thang do cta Yoo & cong sy (2013) véi 5 muc.
Cubi cung, thang do 10ng trung thanh ctia khach hang dugc do luong theo Zeithaml
& cong su (1996), bao gém 5 muc. T4t ca cac muc duge do luong theo thang Likert
nam diém tir 1 = rat khong dong y dén 5 = rat dong y.

Két qua nghién ciru da cung cdp mot sé dong gép quan trong nhu sau: Pong gop
quan trong nhat 1a phat trién va mo rong md hinh khdng gian dich vu caa Bitner
(1992) bang cé4ch phan tich anh huong caa cac thanh phan khong gian dich vu Ién
cam nhan tuong tac x4 hoi trong cac cira hang ca phé. Céc phat hién cho thay rang
danh gia tich cuc cua khach hang ddi véi khdng gian dich vu cua cira hang ca phé c6
anh huang tich cuc vao viéc nang cao cam nhan tuong tac xa hoi (bao gom tuong tac
gitra khach hang véi khach hang, tuong tac giita khach hang véi nhan vién). Diéu nay
cung cap mat cai nhin sau sac vé vai trd quan trong caa khong gian dich vu trong viéc
tao ra cac trai nghiém tuong tac xa hoi trong bdi canh cira hang ca phé. Thi hai,
nghién cau nay cung cap nhiing hiéu biét nhat dinh vé tam quan trong cta tuong tac
x& hoi trong moi truong dich vy, dac biét 1a tuong tac gitra khach hang véi khach
hang. Két qua cho thay rang danh gia caa khach hang ddi véi cac tuong tac xa hoi la
mot chi sé quan trong dé danh gia chat luong trai nghiém dich vy, su hai long va long
trung thanh cua khach hang dbi véi dich vu ¢ cira hang ca phé. Ngoai ra, twong tac
gitra khach hang vai khach hang cung véi teong tac gitra nhan vién vai khach hang
thé hién vai tro trung gian dang ké doi voi anh huong cua khong gian dich vy cta
hang ca phé dén chat luong trai nghiém dich vu. Thtr ba, nghién ctu giGp nang cao

Kién thtrc vé trai nghiém dich vu cta khach hang trong méi trudng dich vu. Két qua
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nghién ciu gop phan xac dinh céac yéu t quyét dinh trai nghiém dich vu, bao gém
khong gian dich vu va cac tuong tac xa hoi. Khéng gian dich vu trong moi truong
ctra hang ca phé duoc xac dinh dua trén 5 thanh phan chinh bao gdm méi truong xung
quanh, bd cyc khdng gian, tinh thAm m¥ co sd, dau hiéu va biéu tuong, su sach sé.
Céc tuong tac x4 hoi ma khach hang cam nhan nén dugc danh gia mot cach tong thé
thong qua tuong tac gitta khach hang vai nhan vién va tuong tac gitra khach hang vaéi
khach hang. Pong gop cudi cing la viéc kham phéa cac mdi quan hé giira trai nghiém
dich vy, su hai long va long trung thanh cua khach hang trong moi trueong dich vu.
Céc phat hién cho thay rang nhan thtc tich cuc cia khach hang ddi vai cac hoat dong
trai nghiém tai c4c cira hang ca phé cé anh huong truc tiép dén viéc nang cao su hai
Iong va long trung thanh cua khach hang. Hon nita, sy hai 10ng ctia khach hang dugc
xac dinh 12 mot bién trung gian trong anh huéng cia cac twong tac xa hoi va trai
nghiém dich vy dén long trung thanh caa khach hang.

Mic di nghién ctru ndy da c6 nhiéu dong gop vé mat ly thuyét 13n thuc tién, tuy
nhién nghién ctu van con mot s6 han ché nhat dinh. Tha nhét, nghién cau chi tap
trung vao 3 thanh phé I6n cua Viét Nam 1a thia d6 Ha Noi, thanh phd Da Nang va
thanh phé H6 Chi Minh nén chua bao quat duoc dic diém dich vy trén ca nudc boi
mdi tinh thanh s& c¢6 van hoa tiéu dung va dic diém dich vu khac nhau. Tht hai,
nghién ctru duoc thuc hién trong ndm 2020, 1a mot thoi diém bat thudng khi dai dich
covid-19 dang bung nd, viéc gidn cach x& hoi da han ché cac hoat dong mua béan va
str dung cac dich vu tryc tiép; do do, két qua nghién ctiu trong thoi diém nay cé thé
c6 nhiéu khac biét so véi giai doan ma cac hoat dong x& hoi dién ra binh thuong. Nhu
vay, dé két qua nghién ctru tinh khai quat hoa cao hon, cac nghién ctru trong twong
lai nén m¢ rong dia ban nghién cru va thuc hién nghién ctru trong giai doan cac hoat
dong xa hoi dién ra binh thuong.

Tiép theo la nghién ciu “Anh hwéng cia khong gian dich vu vat chat va x& hai
trén chuyén bay d@éi véi gia tri cam nhan, sy hai l1ong va long trung thanh cia
khach hang” cua Kim, Cho, Jeong (2016), trong nghién cttu nay khéng gian dich vu

duoc xac dinh bao gdm khong gian dich vu vat chat va khdng gian dich vu xa hoi.
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Phuong phap nghién ctru dinh tinh va dinh luong dugc thuc hién véi cach chon mau
phi x4c suat, dir liéu duoc thu thap tir 206 khach hang trong thang 8 nam 2015 d3 co
kinh nghiém di may bay trong vong hai nam tré lai day, tap trung vao san bay Quéc
té Incheon. Pé phan tich thdng ké dit liéu thu thap duoc, dau tién, phan tich tan sé
duoc thuc hién dé xac nhan cac dic diém nhan khau hoc cia mau tra loi ban cau hoi
bang phan mém SPSS 21.0. Thir hai, né duoc do luong théng qua phan tich nhan tb
khing dinh (CFA) bang phan mém AMOS 21.0. Do tin cay va tinh hop Ié cua cong
cu da dugc danh gia va thuc hién kiém dinh gia thuyét cua nghién cau nay. Trong
nghién ciru ndy, tac gia di xac dinh khong gian dich vu bao gdm: khong gian dich vu
vat chat va khong gian dich vu xa hoi. Co so ly thuyét vé khdng gian dich vu vat chat
duogc ké thura tir nhiéu nghién ctu trude day (Kotler, 1973; Bitner, 1992; Reimer &
Kuehn, 2005; Ryu & Jang, 2007; Seunghoon Jeong, 2010; Han, 2013; Fernandes &
Neves, 2014; Ryu & cong su, 2015; Mihwa & cong su, 2016) va chiu anh huong
nhiéu nhat bai nghién ctu cia Kim Hwa-jin (2012). Theo d6, khong gian dich vu vat
chat gom 6 yéu t6: sy thoai mai, sach sg&, tam nhin, bang chi dan trén may bay, giai
tri, sy thuan tién khi str dung chd ngdi; khong bao gém khia canh tiép vién, trong sé
7 yéu to rit ra tir nghién cau cia Kim Hwa- jin (2012). Co sé ly thuyét vé khong gian
dich vu xa hoi duoc ké thira tir nghién cau (Baker, 1986; Martin, 1996; Turley &
Milliman, 2000; Berry & cong su, 2002; Hightower, 2003; Tombs & McColl-
Kennedy, 2003; Rosenbaum & Massiah, 2011); theo d6 khong gian dich vu bao gom
2 yéu t6: yéu té thudc vé nhan vién, yéu tb thudc vé khach hang.

Két qua phan tich cia nghién ctu cho thay, khdng gian dich vu vat chat c6 anh
huong dang ké dén gié tri chire ning, gia tri x4 hoi va gié tri cam xuc cua khach hang:
trong d6 gia tri cam xUc 1a yéu té chiu anh huong 16n nhat. Diéu nay phd hop vai két
qua nghién ciru ciia Yoo Kwang-min (2014) vé khdng gian dich vu cho cac khu cim
trai. Khong c6 méi quan hé gitra khdng gian dich vu x& hoi do cac khach hang khac
tao ra véi gia tri chitc ning va cam xic ma chi c6 méi quan hé vai gia tri xa hoi. Bén
canh d6, két qua nghién ciru cho thay gid tri xa hoi va gia tri cam xdc cua gia tri cam

nhan ¢ anh huéng ddng ké dén sy hai long dbi véi hang hang khong, gia tri chuc
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ning khong c6 su anh hudng dén sy hai long. Trong d6, gia tri cam x(c ¢6 anh hudng
I6n hon, diéu nay c6 nghia 1a yéu té cam xuc dong mét vai trd quan trong trong su
hai long cua khach hang ddi vai hdng hang khong; vi vay, cé thé néi rang su hai long
I6n nhét 12 khi cam nhan duogc nhitng cam x(c tot, va do d6 cac hang hang khong can
cb gang hét stc dé tao cho khach hang nhirng cam x(c tét trong mot méi trudng cabin
chat hep. Nghién ctru ciing chi ra rang, gia tri cam xdc cua gia tri cam nhan c6 anh
hudng dang ké dén 1ong trung thanh d6i voi cac hang hang khong. Didu nay co thé
duogc giai thich cing véi két qua rang gia tri cam xuc ¢ anh huong 16n nhat trong
mdi quan hé gitra gia tri cam nhan va su hai long da phén tich trude d6. Khach hang
c6 gid tri cam xUc cang cao thi mirc do hai long d6i vai hang hang khéng cang 16n,
day 1a yéu t6 c6 anh huang I6n nhat dén 10ng trung thanh, chang han nhu viéc st
dung lai dich vu ciia hang hang khéng. Vi vay, diém quan trong nhat can chi y vé gia
tri cam nhan cta khach hang chinh la gia tri cam xuc. Ciing trong nghién ctru ndy cho
thdy, khach hang bi anh hudéng bai khong gian dich vu vat Iy nhiéu hon khong gian
dich vy x& hoi trong méi trudng trén may bay. Vi vay, xét vé mat khéng gian dich vy
x4 hoi, can duy tri mot mac d6 nhat dinh, nhung c6 thé danh gia rang viéc phat huy
t6i da khia canh cua khdng gian dich vu vat chat 1a mét trong nhirng chién lugc hoat
d6ng hiéu qua cua cac hang hang khdng. Cudi ciing, gisi tinh dong vai tro diéu tiét
trong mdi quan hé gitra khdng gian dich vu trén chuyén bay va gia tri cam nhan.
Trong nghién ciru ndy, tac gia da thé hién duoc nhiéu diém méi so vai cac nghién
ctru trude day. Thir nhat, tac gia da st dung khai niém khong gian dich vu xa hoi két
hop vé&i khong gian dich vy vat chat; anh huong dén gia tri cam nhan, su hai long va
long trung thanh cua khach hang trén chuyén bay. Thi hai, bién “gi6i tinh” dugc dua
vao dé kiém tra xem c6 anh huong diéu tiét trong méi quan hé giira khéng gian dich
vu trén chuyén bay, gia tri cam nhan va sy hai long hay khong. Thi ba, nghién ctu
da phat hién ra rang, khong gian dich vu vat chat ¢6 anh huéng manh hon khong gian
dich vu xa hoi trong mdi quan hé véi gia tri cam nhan, su hai 16ng va long trung thanh

cua khach hang.
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Tuy nhién, nghién ciru nay van con méot sé mat han ché nhat dinh. Tha nhat, viéc
chon mau chua duoc hoan toan khach quan, khach hang dugc khao sét chu yéu st
dung dich vu cua cac hdng hang khdng ni dia; do méi trudng cung cap dich vu cua
moi hdng hang khong 1a khac nhau, nén viéc nghién cau cac hang hang khong néi dia
va quéc té theo mot ty 1& can ddi 1a rat can thiét. Th hai, kich thuéc mau duoc st
dung so v&i vé md hinh va tinh hinh nghién ciu con kha khiém tén. D6 ciing chinh
la nhitng khoang tréng nghién ctu, goi mé hudng nghién ciu cho nhitng nghién ciu
tiép theo.

Nghién cttu “Anh hwéng caa khong gian dich vu nha hang d6i véi gia tri cam
nhan, sy hai long va long trung thanh cia khach hang: Trwong hep cia
Istanbul” cua Ozdemir-Guzel, S. & Dinger, M. Z. (2018) duoc thuc hién tai cac nha
hang hang nhat cua tha d6 Istanbul. Dir liéu dugc thu thap théng qua 425 ban cau hoi
danh cho khach hang cua 23 nha hang hang nhat tai Istanbul da dugc phan tich bang
md hinh cau trdc tuyén tinh (SEM). Phuong phéap nghién ctru dinh luong di duogc sir
dung. Ban cau hoi dugc sir dung trong nghién ctru bao gom 38 muc véi thang diém
Likert 7 diém (1 = Rdt khéng dong Y, 7 = Rdt dong Y), tiy chon “0 = Khéng lua chon”
da duoc thém vao dé tang do tin ctia ban cau hoi. Cac muc hoi vé khdng gian dich vu,
gia tri cam nhan, sy hai 10ng ciia khach hang va long trung thanh da duoc ké thira va
diéu chinh tir thang do ctia Oliver (1980); Parasuman & cong su (1994); Ryu & Jang
(2008), Haris & Ezeh (2008); Hutchinson Lai & Jang (2009); Kim & Moon
(2009); Ryu, Han & Jang (2010); Ha & Jang (2010); Ryu & Han (2011). Ban céu hoi
dugc chinh sira hoan chinh sau khi tham khao y kién cua cac chuyén gia va cac nha
quan ly nha hang.

Trong nghién ctru ndy, cac thanh phan cau thanh khéng gian dich vu dugc ké thira
tir ly thuyét caa Bitner (1992), Ryu & Jang (2008) bao gém: tinh thAm my cua co sd,
moi trudng xung quanh, anh sang, sap xép ban an, khong gian bai tri, nhan vién, am
nhac.

Theo két qua nghién cau, khdng gian dich vu c6 anh huéng cung chiéu dén gia tri

cam nhan. Trong d6, yéu t6 &m nhac va nhan vién ¢ anh huong manh dén gia tri cam
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nhan cam tinh, lam thay d6i tam trang caa khach hang tro nén tich cuc hon. Bén canh
d6, yéu t6 khong gian bai tri, nhan vién, tinh tham my cua co s ¢6 anh huang manh
dén gié tri cam nhan ly tinh cua khach hang. Két qua nghién ciru ciing cho thay gia
tri cam nhan cd anh huéng cuing chiéu dén sy hai 16ng va 1ong trung thanh caa khéch
hang; tuy nhién chi c6 gié tri cam nhan Iy tinh méi ¢6 anh hudng clng chiéu dén long
trung thanh cua khach hang. Ngoai ra, su hai 16ng c6 anh hudng clng chiéu dén long
trung thanh cua khach hang.

Diém mai trong nghién ctiiu nay do 1a viéc do luong cac anh hudng cia khéng gian
dich vu dén gia tri cam nhan cua khéach hang theo cach tiép can cu thé chia gia tri cam
nhan thanh gia tri cam nhan ly tinh va gia tri cam nhan cam tinh. Mac du vay, nghién
ctru ndy van c6 nhitng han ché nhat dinh. Tha nhat, yéu tb gigi tinh khach hang van
chua dugc dé cap, nam hay nit s& bi anh huong nhiéu hon bai yéu té canh quan dich
vu. Thir hai, day 1 nghién ciru dau tién phan tich anh hudong cia khong gian dich vu
dén gia tri cam nhan, sy hai long, 10ng trung thanh caa khach hang trong linh vuc nha
hang nén chua c6 sy so sanh va thao luan két qua véi cac nghién ciru tuong tu.

Nghién ctu “Anh hwéng cia khéng gian dich vu san béng da chuyén nghiép
dén gia tri cam, sw hai 1ong va 1ong trung thanh caa khan gia” cua Jin, Cho, Kim
(2020) nham phan tich mi quan h¢ giita khéng gian dich vu cua cac san bong da
chuyén nghiép trong nudc véi gia tri cam nhan, su hai long va long trung thanh caa
khan gia Han Qudc, tir d6 thiét 1ap cac chién lugc Marketing giup duy tri va ting
lwong khéan gia. Déi twong nghién cau 1a khan gia tai cac san bong da chuyén nghiép
& Busan, Ulsan, Changwon va Pohang trong thoi gian tir ngay 3 thang 11 dén 9 thang
12 nam 2019. Nghién ciru khao sat 320 khan gia bang phuong phap 14y mau thuan
tién trong d6 c6 305 dit liéu duoc sir dung dé phan tich. Cac thanh phan caa khong
gian dich vu duoc xay dung bang cach sira dbi va bo sung tir cac nghién ctu lién quan
(Wakefield & Blodgett, 1996; Cho Seong-sik & cong su, 2013; Kim Min-jeong &
cong su, 2014; Cho Won-deuk, 2015...); ¢dng thoi tham khao y kién cac chuyén gia
va nha quan ly thé thao nham kiém tra sy hop ly vé mat ndi dung. Khong gian dich

vy trong nghién ctru nay duoc cu thanh tir 5 yéu té: thiét ké, sy sach s&, nhan vién,
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kha ning tiép can, thong tin tran dau. Trong ban cau hoi, khong gian dich vu (19
bién), gia tri cam nhan (5 bién), mic d6 hai long khi xem (4 bién) va 1ong trung thanh
(4 bién) duoc do ludng trén thang do Likert 5 diém. Ngoai ra, trong 37 bién c6 5 bién
do luong dic diém nhan khau hoc da dugc dwa vao phan cudi caa ban cau hoi. Di
liéu dwoc xu Iy bang phan mém SPSS 25.0 nhiam phén tich dic diém nhan khau, phan
tich nhan té kham pha (EFA), phén tich twong quan va hdi quy dé kiém tra cac gia
thuyét nghién ctu.

Két qua phan tich caa nghién cau nay cho thay, dau tién, khong gian dich vu c6
anh huong clng chiéu dén gid tri cam nhan theo thtr tu cac yéu td: thiét ké, su sach
s&, nhan vién, kha nang tiép can va thdng tin tran dau. Tha hai, khdng gian dich vu
¢ anh hudong cing chiéu dén su hai 10ng caa khan gia trong d6 cac yéu to thiét ké,
kha nang tiép cap va nhan vién cé anh huéng Ion nhat. Tha ba, khdng gian dich vu
c6 anh huong cing chiéu dén 1ong trung thanh, diéu nay s& gilp khan gia tiép tuc st
dung dich vu caa cac san van dong; trong d6 sy sach s&, kha ning tiép can va thiét ké
dugc phat hién c6 anh huang cling chiéu dén long trung thanh. Thi tu, gia tri cam
nhan c6 anh hudng cing chiéu dén sy hai 1ong cua khan gia. Thar nam, gia tri cam
nhan c¢6 anh huong cing chiéu dén long trung thanh. Thi sau, sy hai long caa khan
gia c6 anh huong cung chiéu dén 1ong trung thanh; do d6 nang cao gia tri cam nhan
va su hai l1ong cua khan gia 1a hét sirc can thiét dé duy tri long trung thanh cua khan
gia.

Két qua nghién ciru cling cho thdy c6 mot sé han ché nhit dinh, thi nhat, nghién
ctru thiéu sy bao quat véi tat ca cac mon thé thao khi chi tap trung vao loai hinh thé
thao 12 bong da chuyén nghiép. Thir hai, nghién cu ndy nhim muc tiéu dén cac san
bong chuyén nghiép & Busan, Ulsan, Changwon va Pohang nén viéc lay mau c6 xu
huéng thién vé khu vure; do d6, néu céc nghién ctu tiép theo nén thue hién bang céch
mé rong muc tiéu diéu tra trén toan qudc, s& cd thé thu duoc két qua tong quat va dua
gia cac giai phap hiéu qua hon trong viéc cai thién khéng gian dich vu.

Nghién ctru “Vai tro cua khong gian dich vu, cam nhan gia ca va sw hai long

trong viéc xac dinh long trung thanh cia khach hang trong nganh nha hang”
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cua Heesup Han & Kisang Ryu (2009) nham muc dich kiém tra méi quan hé giira
khong gian dich vu (phong cach trang tri va d6 tao tac, b cuc khong gian va moi
treong xung quanh), cam nhan vé gia ca, su hai 10ng va 1ong trung thanh cua khéch
hang trong nganh nha hang. Nghién ctu st dung phuong phap dinh tinh va dinh
lwong. Dit lidu duoc thu thap bang phuong phap 14y mau thuan tién tir cac khach hang
tai 3 nha hang day du dich vu ¢ cac bang phia Tay bic va Dong Nam Hoa Ky. Tong
cong cbd 475 ban cau hoi da duoc phat cho khach hang, sau khi loai bo cac ban tra loi
khong hoan chinh, 279 phiéu tra loi hop 1é duge ma hoa dé phan tich dit liéu, chiém
ty 18 58,74%. Ban cau hoi duoc xay dung dua trén su ké thira va bo sung tir cac nghién
ctru trude do (Bitner, 1992; Garbarino & Johnson, 1999; Mehrabian & Russel, 1974;
Nguyen & Leblanc, 2002; Oh, 2000; Wakefield & Blodgett, 1996; Zeithaml, Berry,
& Parasuraman, 1996). Ba thanh phan cua khdng gian dich vu duoc do véi 17 bién
(phong cach trang tri va d6 tao tac bao gom 8 bién: tranh/anh, cay/hoa, trang tri tran
nhd, trang tri twong, mau sic, chat luong d6 noi that, chat luong san, khan trai
giudng/bo do an; bd cuc khdng gian bao gom 3 bién: bé cuc tong thé, sap xép ban/chd
ngdi, su thoai mai cia chd ngdi; moi trudng xung quanh bao gdm 6 bién: anh sang,
nhac nén, chat lugng khong khi, nhiét d6, mui thom, tiéng 6n). Cam nhan vé gia duoc
do luong vai hai bién, sy hai 10ng ciia khach hang va long trung thanh duoc do luong
v6i 3 bién cho mdi yéu td. Nghién cau sir dung thang do Likert 7 dé do luong. Di
lieu thu thap duoc phan tich bang phan mém SPSS 11.0 va AMOS 5.0. Theo quy
trinh do Anderson & Gerbing (1988) dé xuat, mot mé hinh do ludng dugc udce lwong
truéc md hinh cau tric. Phan tich nhan t xac nhan (CFA) duoc str dung dé danh gia
mo6 hinh do ludng va kiém tra chat lwong dit liéu, bao gdm ca dd tin cay va xay dung
kiém tra tinh hop 18. M6 hinh cau trdc tuyén tinh (SEM) duoc thuc hién dé danh gia
su phi hop téng thé ciia mo hinh dé& xuét va kiém tra cac gia thuyét. Vai tro trung
gian mot phan/toan bo cua cam nhan vé gia va sy hai 1ong cua khach hang da duoc
kiém tra théng qua so sanh v&i mé hinh do Baron & Kenny (1986) dé xuat.

Két qua phan tich cia nghién ciru nay cho thay, ba yéu té caa khéng gian dich vu

anh huong manh mé dén cam nhan vé gia caa khach hang, va cam nhan vé giéa nay,
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dén luot nd, nang cao su hai 1ong cua khach hang va anh huong truc tiép/gian tiép
dén 10ng trung thanh cua khach hang. Tuy nhién trong 9 gia thuyét dua ra chi c6 7
gia thuyét duoc ung ho (gia thuyét 1, 2, 3, 4, 7, 8 va 9), gia thuyét 5 va 6 khong dugc
ung ho; do d6 trong khi phong cach trang tri va d6 tao tac c6 anh hudng dang ké dén
sur hai long cua khach hang, thi b6 cuc khong gian va méi trudng xung quanh khong
anh huang truc tiép dén su hai 10ng. Vé dic diém nhan khau hoc caa 279 khach hang,
khach hang nam chiém 40,6%; phu nir chiém 59,4%; 39,8% dudi 30 tudi, 34,6% tur
31 dén 50 tudi va 25,6% trén 51 tudi; do tudi trung binh 1a 38,61 tudi. Vé mat thyuc
tién, nghién ctru da cung cap goi y giai phap dé cac chu nha hang ting long trung
thanh cua khéach hang bang cach nang cao hiéu biét cua ho vé vai trd cua khong gian
dich vu, nhan thirc vé gia ca va su hai long cua khéach hang.

Nghién citu ndy mo rong va vuot xa nghién ctru trude do theo mot s cach. Pau
tién, nghién ciru nay da xem xét su hinh thanh 10ng trung thanh caa khach hang bang
cach ap dung cai nhin da chiéu vé khdng gian dich vu va bang cach tich hop cam
nhan vé gia ca. Mac di mot s6 nghién ctru da xem xét vai tro cua khéng gian dich vu
va cam nhan vé gia ca trong viéc giai thich hanh vi ciia nguoi tiéu dang (Hamaker,
2000; Kim, Lee, & Yoo, 2006; Oh, 2000; Varki & Colgate, 2001; Wakefield &
Blodgett, 1996), tuy nhién cac nghién ctru nay da khong xac minh méi quan hé cam
nhan vé gia ca va khéng gian dich vu ciing nhu kham pha anh huéng c6 thé cé caa
mdi quan hé d6 ddi vai cac hanh vi tiéu dung tiép theo. Cac phat hién nhan manh tam
quan trong cua khong gian dich vu, cam nhan vé gia ca va su hai 10ng cua khéach hang
trong viéc hiéu duoc 1ong trung thanh caa khach hang. Thi hai, khéng giéng nhu
nhiéu nghién ctru trude day, nghién ciru nay da kiém tra anh huong cua cac bién trung
gian bang cach str dung so sanh mo hinh ciu trac, theo cac budc dé xuat cua Baron
& Kenny (1986); trong nghién citu ndy, anh huéng gian tiép caa khong gian dich vu
dén cac bién két qua 1a rd rang trong béi canh nha hang. Két qua nay vuot xa cac
nghién ctru trudc day chii yéu tap trung vao anh huong tryc tiép caa khéng gian dich

vu Ién cac bién két qua.
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Nghién ctru nay ciing cho thdy c6 mot sé mit han ché, thir nhat, dit liéu duoc thu
thap bang phuong phap 1dy mau thuan tién tai mot s khu vuc nhat dinh. Do d6, ké
qua nghién ctu nay cd thé chwa khai quat hoa cho tong thé nganh nha hang tai Hoa
Ky; cac nghién ciru tiép theo nén ldy mau nhiéu khach hang hon ¢ cac vi tri dia ly
khac nhau. Thi hai, cac bién c6 thé dugc do luong chinh xac hon khi nhirng ngudi
tham gia tra 10i ban hoi dwgce huéng dan cu thé dudi sy gidm sét cua ngudi nghién
ctru. Thar ba, & mau duoc st dung dé phan tich trong nghién cau hién tai 1a 279 1a
dat yéu cau nhung néu mau nghién ciu 16n hon s& giup ting mirc do khach quan va
khai quat cia nghién ctru; do do, viée ting c& mau dugc khuyén nghi cho nghién ciu
trong tuong lai dé wéc tinh mo hinh nghién ciru mot cach phi hop hon. Thir tu, nghién
ctru ndy chi tap trung vao cac mdi quan hé giira khdng gian dich vu, cam nhan vé gia
c4, su hai long cua khach hang va 10ng trung thanh; mé hinh dé xuét c6 thé dugc mo
rong dé bao gom ly thuyét twong tac xa hoi va cac phan ang noi bo khac nhau cua
khach hang (Bennett & Bennett, 1970; Bitner, 1992). Thir nim, vai trd diéu tiét cua
c4c yéu t6 ca nhan va tinh hudng trong viéc hinh thanh 1ong trung thanh cua khach
hang khong dugc xem xét trong nghién ciru nay; nhiéu nha nghién ctu vé hanh vi cua
nguoi tiéu ding da chi ra rang, trong tat ca cac méi quan hé hanh vi, sic manh cua
méi quan hé gitta cac bién bj anh huong boi cac dic diém ca nhan (tinh cach ca nhan,
giéi tinh, nén tang dan toc, thu nhap va gido duc) va cac dic diém tinh hudng
(Evanschitzky & Wunderlich, 2006; Mehrabian & Russel, 1974); do d6, ddi véi
nghién ctu trong twong lai, viéc xem xét cac anh huang tiém tang cua cac yéu to ca
nhan va tinh hudng s& cung cap thém cai nhin sau sic vé méi quan hé giira cac cau
trdc nghién ctru va sé tao ra mot phan mé rong hap dan cho nghién ciu nay.

Nghién ctru “Khong gian dich vu, sy hai long va long trung thanh caa khach
hang trong cac khach san & Ghana” cua Paulina Nillie Adzoyi & Comfort Mawuse
Klutse (2015) nham diéu tra nhan thirc cia khach hang vé khdng gian dich vu khach
san dé xac dinh muc do hai 1ong va long trung thanh cua ho. Nghién cau sir dung
phuong phap dinh tinh va dinh luong, phuong phéap diéu tra cit ngang va ky thuat lay

mau thuan tién. 150 ban cau hoi dugc phét ra tai 15 khach san 1-3 sao tai Ghana va
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120 phiéu tra 1oi hop 1& dugc thu vé cho viéc phan tich dir liéu. Thang do Liker 7
diém duoc sir dung dé do ludng. Dir liéu duoc phan tich bang cach si dung thong ké
md ta va phan tich hdi quy. Trong nghién ctru ndy, tac gia ké thira md hinh Iy thuyét
vé khéng gian dich vu cua Bitner (1992), Hans & Ryu (2009), Dong & Siu (2013);
tir 46 dé xuét khong gian dich vu bao gém 11 yéu td: &m nhac, sy sach s&, nhiét do,
anh sang, mui, thiét ké, trang thiét bi, trang tri noi that, con ngudi, nhan vién, dich vu
khéach hang.

Két qua nghién ctru chi ra rang, khdng gian dich vu khach san ¢ anh hudng cling
chiéu dén su hai 1ong, diéu nay phd hop voi két qua nghién ciu cia Hans & Ryu
(2009), tuy nhién cac yéu té trong khong gian dich vu duoc khach hang cam nhan
khac nhau khi xét vé murc d6 hai long. Trang thiét bi 1 yéu té duoc khach hang danh
gia hai 1ong nhat. Yéu té quan trong thir hai 1a mui trong va xung quanh khéch san.
Xép thir ba 1a hé théng chiéu sang cua khach san, diéu nay cho thay céc loai dén chiéu
sang dugc sur dung trong khach san ¢ vai trd quan trong trong viéc anh huong dén
su hai 10ng va 1ong trung thanh cua khach hang; diéu nay phi hop véi cac nghién ctu
trong linh vuc nha hang (Knez & Kers, 2000; Ryu & Han, 2011). Ba yéu t6 duoc
khach hang cam nhan it hai long nhat Ia nhiét do, trang tri noi that va &m nhac; diéu
nay phu hop vai nghién cuu cua Petzer & Mackay (2014). Bén canh d6, nghién cau
cling cho thay rang khong gian dich vu khach san c6 anh hudéng cling chiéu dén long
trung thanh cua khéach hang, hau hét nhiing ngudi dugc hoi trong nghién ciru nay déu
dong y va xép hang la khach hang trung thanh caa khach san (diém trung binh 5,85);
theo Ramzy va Mohammad (2010), nganh cong nghiép khach san can tap trung vao
viéc duy tri long trung thanh caa khach hang vi hoat dong kinh doanh phu thugc vao
xay dung mbi quan hé lau dai vai khach hang, khach hang trung thanh s& gisi thiéu
cho ban bé va ngudi than caa ho. Cudi ciing, két qua nghién ctru ciing cho thay sy hai
long ¢6 anh huong ciing chiéu dén long trung thanh cua khach hang. C6 thé két luan
rang, cac khach san & Ghana dang dugc danh gia cao vdi cac yéu té khong gian dich
vu. Vi dy, khach hang hai 1ong véi trang thiét bi, hé thong hit mui va anh séng tai

cac khach san. Céc khéch san can cai thién chat lugng am nhac, noi that, sach sé va
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dich vu khach hang dé dap ing mong doi cua khach hang. Nhirng phat hién tir nghién
clru nay ciing cung cap cho cac nha quan 1y va chi so hitu khach san nhing thang tin
va hiéu biét cd gia tri dé thiét ké moi truong dich vy, cai thién sy hai 1ong va long
trung thanh cuaa khach hang, nang cao kha nang canh tranh ctaa ho trong nganh khach
san ¢ Ghana.

Nghién ciu nay gap phai mot s han ché nhét dinh, thir nhat, viéc 1y miu thuan
tién phi xac suat dé thu thap dir liéu c6 xu huéng sai léch lua chon (Saunders & cong
sy, 2012). Thu hai, nghién cau sir dung ¢ mau nho, dir liéu chi dugc thu thap tir 15
khach san va 150 khach hang. Cac nghién ctru twong tu st dung ¢& mau Ién hon nhiéu
(Harris & Ezeh, 2008), c6 nghia 13, két qua nay c6 thé khdng tong quat hoa cho dai
dién tat ca cac khach san ¢ Ghana. Tuy nhién, nghién ciru ndy c6 thé tao co s& cho
cac nghién ciu chuyén sau lién quan dén khong gian dich vu.

Ngoai ra con c6 nghién cau “Phan tich mdi quan hé nhan qua giira khong gian
dich vu cira hang ca phé nhwong quyén, kha ning cung cap dich vu véi sy hai
Iong va long trung thanh ciaa khach hang” cia Gyu-Sam Hwang, Hye-Sook Kim &
Sang-Youn Lee (2016). Nghién cttu nay su dung phuong phap nghién ciru dinh tinh va
dinh luong. Phuong phéap 1dy mau phan doan nham dén muc tiéu 1a khach hang cua cac
ctra hang ca phé nhuong quyén tai Seoul vao thang 2 nim 2016, 400 ban cau hoi dugc
phét ra, thu vé 398 phiéu tra loi hop 1&. Phan tich tan suat duoc tién hanh dé kiém tra
xu huéng trong nhan khau hoc. Dé kiém tra d tin cay va tinh hop Ié cua thang do, 1a
khéng gian dich vu, kha ning cung cap dich vy, su hai 1ong va long trung thanh cia
khéch hang; phan tich nhan t va phan tich do tin cay ciing duoc tién hanh. Dé tim ra
méi tuong quan gitra cac bién, phan tich twong quan dwoc thuc hién trong khi phan tich
hdi quy dugc thuc hién dé danh gid cac gia thuyét. Dit lidu dugc xt ly bang phan mém
SPSS 19.0. M6 hinh va cac gia thuyét nghién ctru dugc ké thira tir céc nghién cau cua
Bitner (1992), Jeon & Jo (2011) & Ko & Lee (2012) trong d6 khong gian dich vu duoc
cau thanh tir 3 yéu t6: ndi that, su sach s&, su 4m cung. Céc gia thuyét, lién quan dén
kha ning cung cap dich vu, dugc dit ra bang cach tham khao nghién ciu cua Han &

Lee (2016). CAc gia thuyét vé sy hai long cua khach hang dua trén nghién cau cua
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Oliver (1996), Kim (2012) & Kim & cong su (2012). Cac nghién ctru cua Jin (2011),
Kim (2012) & Joo (2013) duoc coi 1a dat ra gia thuyét vé 10ng trung thanh cta khéach
hang.

Két qua nghién cau cho thay, dau tién, khong gian dich vu c6 anh huong dén su
hai 1ong caa khach hang bao gém cac bién noi that, su sach s& va 4m cing. Tiép theo,
kha ning cung cap dich vu anh hudéng dén sy hai 1ong cua khach hang. Thi ba, khdng
gian dich vu c6 anh huéng dén 1ong trung thanh caa khach hang gom cac bién 1a sy
sach s& va am cling. Thu tu, kha nang cung cap dich vy dugc xac dinh 1a ¢6 anh huong
dén 1ong trung thanh cua khéach hang. Cubi cuing, su hai long dugc chieng minh 1a ¢6
anh hugng cuing chiéu dén 1ong trung thanh cua khach hang.

Nghién ctru nay ciing c6 mot s6 han ché nhat dinh, thir nhat, viéc chon mau nghién
Clru Ny tap trung vao Seoul; do d6, khong thé xem xét cac han ché khu vuc va sy
khac biét van hoa. Thir hai, nhitng ngudi tra 1i khao sét chi yéu 1a nhitng nguoi trong
d6 tudi tir 20 - 30, diéu nay c6 thé ¢ han ché trong viéc phan anh tat ca cac loai khach
hang. P4i vai cac nghién ciru sau hon, nghién ciru ndy khuyén nghi nén dé cap dén
nhitng han ché caa khu vuc va sy khac biét vé van hoa.

Mot nghién cau lién quan tiép theo 13, nghién cau “Anh hwéng cia khong gian
dich vu, sy hai 1ong, WOM va phwong tién truyén thong x& hai dén long trung
thanh ciia nguoi tiéu dung (nghién ciu tredong hop bai bién Bali)” cua Syafrizal
Helmi Situmorang (2017). Nghién ctru sir dung phuong phap dinh tinh va dinh lugng
vé6i 100 dit liéu da dugc thu thap bang phuong phap 14y mau thuan tién ddi voi nhiing
khéch hang c6 st dung phuong tién truyén théng xa hoi. Thang do va mé hinh nghién
ctru duoc ké thira va phat huy tir cac nghién ciru trude d6 (Bitner MLJ, 1992; Sernovizt
, 2009; Kaplan & Haenlein, 2010; Oliver R. L, 1997, 1999). Ly thuyét vé khong gian
dich vu duoc ké thira tir Bitner M.J (1992) trong d6 yéu té khong gian dich vu duoc
cau thanh tir méi truong xung quanh, bd cuc khong gian, dau hiéu/biéu tuong. Thang
do Likert 5 diém duoc sir dung dé do luong. Dit liéu da duoc phan tich bang cach st
dung théng ké md ta, o léch chuan va phén tich duong dan. Phén tich duong dan dwoc

sir dung dé phan tich méi quan hé giira khdng gian dich vy, su hai long, truyén miéng,
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truyén thong x& hoi va 1ong trung thanh caa khach hang. Théng ké nhan khau hoc cho
thdy; vé gigi tinh, nam gioi 13 60 ngudi va phu nit 1a 40; vé nhém tudi, 17-21 tudi
(19%), 22-30 tudi (34%), 31-40 (23%), 41-50 nam (16%), trén 50 ndm (8%); vé nhom
nghé nghiép, sinh vién (22%), nhan vién chinh pha (14%), nhan vién tr nhan (24%),
doanh nhan (23%), ndi tro (11%), nhitng nghé khac (6%); vé nhém sir dung phuong
tién truyén thong xa hoi, Facebook (92%), Instagram (65%), What Apps ( 80%), Line
(42%), Path (22%).

Két qua nghién ctru cho thay, khdng gian dich vu ¢ anh hudéng cling chiéu va quan
trong ddi véi truyén miéng, két qua nay phu hop véi nghién ciu cia Durna & cong
su (2015). Bén canh d6, khong gian dich vu ciing ¢6 anh huang cing chiéu va co y
nghia ddi voi phuong tién truyén thong xa hoi, két qua nay cho thiy nha cung cap
dich vy nén nhan ra rang khéng gian dich vu c6 thé tro thanh mot thanh phan quan
trong cua chién lugc Marketing. Ngoai ra, khdng gian dich vu ciing ¢6 anh huang
cuing chiéu va dang ké dén sy hai 1ong va long trung thanh cua khach hang, khach
hang hai 1ong vi thoi gian va sé tién ho bo ra it hon gia tri va trai nghiém ma ho nhan
dugc. Nghién ciru nay ciing cho thay sy hai long caa khach hang ¢ anh huong cing
chiéu va c6 ¥ nghia déi véi 10ng trung thanh cua khach hang; khi sy hai long cua
khach hang ting, 10ng trung thanh cta khach hang c6 xu hudng ting, diéu nay phl
hop vé&i quan diém ciia mot s nha nghién ctru trude d6 nhu Bloemer & Poiesz (1989),
Dick & Basu (1994). Néu khach hang trung thanh, ho s& dén tham lai bai bién Bali,
gidi thiéu cho nhitng nguoi khac thdng qua hinh thic truyén miéng va phuong tién
truyén thong xa hoi. Su hai 10ng cia khach hang ciing c¢6 anh huéng ciing chiéu va
¢6 ¥ nghia ddi véi truyén miéng, mirc 6 hai 10ng cia khach hang tang thi xu hudéng
truyén thong trén mang xa hoi cang ting. Cudi cling, phuong tién truyén thong xa hoi
cling ¢6 anh huong cing chiéu dang ké dén 1ong trung thanh cua khach hang.

Nghién ciru ndy nham muc dich nang cao mitc d6 hiéu biét ly thuyét hién tai vé
vai trd quan trong ctia khong gian dich vu ddi véi su hai 1ong va long trung thanh cua
khach hang, dong thoi néu bat nhiing loi ich thiét thuc ciia phuong tién truyén thong

x4 hoi va truyén miéng. Nghién ctru dugc thyuc hién dé dong gop vé mat phuong phap
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luan va y nghia thyc tién cho viéc phat trién du lich bai bién Bali. Tuy nhién, nghién
ctru ciing c6 mot s6 han ché nhat dinh. Tha nhat, nghién ctu véi quy mé mau nho tai
mét khu vuc nhit dinh nay cung cidp mét phan tich han ché, khé cé thé khai quat hoa
trén quy mo rong ddi véi cac bai bién cua Indonesia. Thir hai, nghién ciru chua phan
tich dwgc méi quan hé giira sy hai long cua khach hang va truyén miéng. Nhitng han
ché trong nghién ctru nay chinh 1a co s& va huéng nghién ciu cho ¢6 nghién ctu lién
quan trong tuong lai.

Nghién ciau “Anh hwéng cia khong gian dich vu cira hang nhweng quyén ca
phé toan cau déi véi s hai 1ong va long trung thanh caa khach hang: nghién
ciru trwong hep ciia cong ty nhwong quyén 'C' & Mdng Co6” cua Davaasuren
Samdan, Young-Wee Han (2018) da st dung co sd ly thuyét vé khdng gian dich vu
cua Kotler (1973), Baker (1987), Bitner (1992), Ryu & Kim (2012); trong d6 khong
gian dich vu bao gém 4 thanh phan: sy thoai mai vé chd ngoi, tinh thAm my cua co
S0, su sach s&, moi truong xung quanh. Di liéu duoc thu thap tir nhitng khach hang
d3 ghé tham céc cira hang ca phé cua cong ty C & thi 6 Ulaanbaatar, Méng Cb. 435
ban cau hoi hop 1é dugc thu thap théng qua khao sét truc tuyén duoc ma hoa va phan
tich dix liéu bao gém phan tich tan suat, phan tich nhan t6 khang dinh (CFA), phan
tich twong quan va mé hinh hoéa cau tric tuyén tinh véi SPSS 24 va Smart PLS 3.0.

Két qua nghién cau cho thay, thir nhét, su thoai mai vé chd ngdi, tinh tham my cua
co s, sy sach s&, moi trudng xung quanh caa khong gian dich vy anh hudng dén sy
hai long caa khach hang. Thi hai, khéng gian dich vu khdng anh hudng truc tiép dén
long trung thanh. Thi ba, su hai long caa khach hang c¢é anh huang cing chiéu dén
long trung thanh. Thi tu, sy sach s& dugc xép hang thap hon & Han Qudc c6 anh
huong l6n dén su hai 10ng cua khach hang & Méng Co. Tht nam, IPMA (Phén tich
ban do hiéu suat quan trong) cho thiy tim quan trong cua khéng gian dich vu déi véi
phu nit cao hon déi véi nam gidi, trong d6 tinh tham my cua co s& quan trong ddi voi
phu nit hon va su sach s& 12 quan trong hon d6i véi nam gidi.

Nghién ctru ciing cho thidy mot s6 han ché nhat dinh, tha nhat, pham vi caa nghién

ctru nay chi gidi han trong cong ty C tai thu d6 Ulaanbaatar nén tinh khai quat van
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chua cao, dong thoi thiéu su so sanh gitra cac cong ty khac nhau, nghién ctu trong
tuong lai s& can phai ma rong pham vi nghién ctu cho toan bé thi truong Méng Ca.
Thi hai, khong gian dich vu chi bao gém 4 bién Ia su thoai mai vé chd ngdi, tinh
tham my cua co s, su sach &, moi trudng xung quanh; chua dua vao cac bién lién
quan dén céc yéu td vin hoa dija phuong dé ph hop véi dic diém dia ly cua nghién
ctru. Thtr ba, khai niém vé 1ong trung thanh dugc phan tich nhu mot chiéu don 18,
khong du do luong thai do cua khach hang nhu ¥ dinh quay lai, ¥ dinh truyén
miéng,... Nhitng han ché nay chinh 1a nhitng dé xuét cho cac nghién ctu lién quan
tiép theo.

Mot nghién ciu lién quan khac 1a nghién ciu “Anh hwéng cia khong gian dich
vu Cira hang ca phé d6i véi 10ng trung thanh caa khach hang - Khu vire Jeonju”
cua Xiangdong Shen & Byung-Ryul Bae (2018). Muc tiéu cua nghién ctru nay dugc
chia thanh 3 diém chinh. Pau tién la phan tich anh huéng cua khéng gian dich vu d6i
véi su hai 1ong cua khach hang, gié tri dich vu va long trung thanh cua khéach hang.
Thi hai 1a phan tich anh huong trung gian cia sy hai 10ng va gia tri dich vy trong méi
quan hé gitra khéng gian dich vu va long trung thanh cua khach hang. Thir ba, phéan
tich anh huong diéu tiét cua yéu té sy twong tac gitra khach hang va nhan vién va yéu
t6 hinh anh thuong hiéu d6i voi mdi quan hé giira khéng gian dich vu, sy hai long,
gia tri dich vy va long trung thanh caa khach hang. Co sd ly thuyét vé khéng gian
dich vu dugc ké thira tir cc nghién ciu caa Bitner (1992), Lucas (2000), Ryu (2005),
Um & Y.H (2010), Hwang & cong su (2016), tir d6 tac gia da xac dinh khdng gian
dich vu trong nghién ctru duoc cau thanh tir 4 thanh phan sau: diéu kién, chirc ning,
sur sach s&, tinh thAm my. Dit liéu caa nghién ciru duoc thu thap tir 285 mau caa ban
cau hoi ddi véi khach hang sir dung dich vu tai c4c cira hang ca phé tai khu vuc Jeonju
— Han Quéc va duoc phan tich boi phan mém SPSS 24.0 va AMOS 24.0.

Nghién ctru nay da cho thiy mot s6 két qua nhu sau, trudc tién, cac thanh phan cua
khéng gian dich vu c6 anh huéng dang ké dén su hai 1ong cua khach hang va gia tri
dich vu. Thi hai, sy hai 10ng ciia khach hang dugc xac dinh 1a mot yéu té anh huong

dén gia tri dich vu. Th ba, su hai 1ong cua khach hang va gia tri dich vu duoc xac
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dinh c6 méi quan hé nhan qua véi 10ng trung thanh cua khéach hang. Thi tu, su trong
tac gitra khach hang va nhan vién, hinh anh thuong hiéu c6 anh huong nhu mét bién
diéu tiét trong méi quan hé giira khong gian dich vu, su hai long, gié tri dich vu va
long trung thanh cuaa khach hang.

So vai cac nghién ctru trude day, nghién ctiru nay c6 nhitng dong gbp quan trong
vé mit ly luan va thyc tién. V& mat ly luan nghién ctiru di c6 hai dong gbp quan trong:
Tha nhat, nghién ciru ndy phan tich vai tro cua yéu td gié tri dich vu trong méi quan
hé gitta khéng gian dich vu va long trung thanh; Thr hai, nghién ctru da phan tich
anh huong diéu tiét cua yéu td sy twong tac gitta khach hang va nhan vién va yéu tb
hinh anh thuong hiéu d6i véi méi quan hé gitra khong gian dich vy, sy hai long, gia
tri dich vu va 16ng trung thanh cuaa khéach hang. VVé mat thuc tién, nghién cau da chi
ra dwoc tim quan trong cua khong gian dich vu trong viéc nang cao su hai long va
long trung thanh cua khach hang; dé tir d6 gitp nang cao ning luc canh tranh cho céc
ctra hang ca phé tai khu vuc Jeonju.

Bén canh nhitng dong gop da dat dugc, qua trinh thuc hién nghién ctru nay ciing
c6 mot s6 han ché nhu sau. Thir nhat, nghién cau chi tap trung vao cac ctra hang ca
phé tai Jeonju, va ddi tuong nghién ctu chi yéu duoc lya chon 13 nhiing sinh vién c6
thu nhap thip; do do, tinh khai quat cua nghién ciru cho mét tap hop da dang khéch
hang 1a chua cao. Thir hai, dic diém nhan khau hoc chua duoc dua vao xem xét nhu
mot bién diéu tiét ddi voi cac mbi quan hé trong nghién ctru nay. Nhiing han ché trong
nghién ctru ndy sé 1a co so dé tiép ndi va hoan thién ¢ cac nghién ciru trong tuong lai.

Nghién cttu “Anh hwéng khong gian dich vu nha hang dén chat lwgng dich vu
tong thé, su hai 1ong va long trung thanh” cua Raghavendra G & cong su (2019)
dugc thyc hién tai thi trin Manipal, quan Udupi, bang Karnataka, An Do. Day 1a mot
trong nhitng thi trin quéc té & An D9, thi tran thu hat sinh vién tir hon 60 quéc gia,
noi dat tru s¢ cia tap doan gido duc danh tiéng - Hoc vién Giéo duc Pai hoc Manipal.
Nghién cttu nay sir dung phwong phép khao sat thuc dia va phwong phap chon mau
thuan tién dé thu thap dir liéu tir mudi nha hang hang dau do TripAdvisor xép hang,

c& mau da xac dinh 13 340. Sinh vién duoc chon 1am d6i twong nghién ctu vi nhiing

39



nha hang nay c6 mot luong Ion khach hang la sinh vién va sinh vién la nhirng khach
dén tir khap noi trén thé gisi, dam bao su da dang trong nghién ciu. Tong sé nguoi
tra loi trong nghién ctru nay 1a 340 nguoi, trong do6 162 nguoi (47,6%) la nam gidi va
178 ngudi (52,4%) la nit gioi. Ngudi tra 101 ¢ d6 tudi thap nhat 12 18 va cao nhat 1a
30. D tudi trung binh cua ngudi duoc hoi 1a 21. Nghién ctu nay sir dung mét thang
do da duoc thir nghiém trude day ddi véi cam nhan cua khach hang vé khdng gian
dich vu ciia nha hang do Han va Ryu (2009) phét trién, thang do nay duoc chap nhan
vi tinh hop 1& va do tin cay mang tinh xay dung cua nd. Ba thanh phan thuoc khong
gian dich vu dugc dua vao thang do nay 1 phong cach trang tri va d6 tao tac (6 bién),
b cuc khéng gian (3 bién) va moi trudng xung quanh (4 hang bién). Cam nhan cua
sinh vién vé chit luong dich vy tong thé cua cac nha hang duoc do luong bang 2 bién.
Mtc d6 hai long caa sinh vién va 1ong trung thanh ciia ho déi véi nha hang duoc do
luong bang cach sir dung 3 bién cho mdi yéu té (Ryu, Lee & Kim, 2012). Nghién cuu
sir dung thang do Likert 5 diém va md hinh céu tric tuyén tinh (SEM) dé phan tich
di liéu.

Két qua nghién ciu nay cho thay, trong sb ba thanh phan cua khéng gian dich vy,
moi trudng xung quanh duoc xem Ia ¢6 anh huong déng ké nhat dén chat lugng dich
vu tong thé cua cac nha hang. N6i cach khac &m nhac, nhiét d6 trong nha hang, mui
thom va anh sang t6t c6 anh huong dang ké dén chat lwong dich vy cam nhan chung
ciaa khach hang. Phat hién nay phu hgp véi nghién ciu duoc thuc hién baoi
Mahalingam & cong su (2016). Phong cach trang tri va do tao tac (trang tri tran nha,
ciy va hoa, tranh, d6 noi that,...) c6 anh huéng thir hai dén chat luong dich vu téng
thé. Phat hién nay phu hop véi cac nghién ciru dugc thuc hién bai Celikoz (2001),
Emir (2016) va Chebat & Morrin (2000). Cudi cung, bd cuc khéng gian (cach sap
xép ban ghé va b cuc tong thé trong nha hang) c6 anh hudng it nhit dén chat luong
dich vu tong thé cua khach hang. Phat hién nay phu hop véi nghién ctru duogc thuc
hién boi Han va Hyun (2017). Nhitng phat hién trong nghién ctu nay cho thay chat
luong dich vu tong thé c6 anh huong dang ké dén sy hai 10ng, phii hop véi cac nghién
ctru da thyc hién trudc day (Ryu, Lee, & Kim, 2012, Petzer & Mackay, 2014,
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Supanun & Sornsaruht, 2019, Tefera & Govende, 2017, Dhurup & Mokoena, 2017).
Hon nira, nghién citu nay cung cap bang chizng cho méi quan hé dang ké giita su hai
long va long trung thanh cua khach hang. Nhitng phat hién nay phu hop véi cac
nghién ctru da thyc hién trong qua khit nham xac dinh vai trd caa khong gian dich vu
di vai chat luong (Parasuraman & cong su, 1988; Reimer & Kuehn, 2005; Wall &
Berry, 2007). Tém lai, khéng gian dich vu va chét lugng dich vu tong thé cua nha
hang c6 anh huong quan trong d6i véi sy hai 10ng cia khach hang, va do d6 dan dén
long trung thanh caa khach hang. Nhiing dong gop 1y thuyét va ham y quan tri trong
nghién ctu ndy s& gilp cac nha quan ly nang cao chat lwgng dich vu, su hai long va
Iong trung thanh cua khach hang.

Nghién ctru nay ciing c6 mot s6 mat han ché nhat dinh, thir nhat, khéng gian dich
vu chi dugc do ludng bang 3 thanh phan (phong cach trang tri va d tao tac, bb cuc
khong gian, mdi trudng xung quanh). Do d6, nghién ciru ndy khuyén nghi rang bat
ky nghién ctru nao trong twong lai nén bo sung cac yéu td khac cau thanh khong gian
dich vu nha hang nhu bién hiéu, thiét ké noi that, trang thiét bi, d6 dung, su thoai mai
cua chd ngdi,... Thtr hai, nghién ciu nay sir dung phuwong phap 1dy mau thuan tién
nén murc 46 khai quét hoa chua dugc cao. Nhitng han ché trong nghién ctru nay ciing
chinh 1a nhitng goi ¥ cho cac hudng nghién ciru lién quan trong tuong lai.

Nghién ctu “Anh hwéng cia khong gian dich vu dén long trung thanh cia
khach hang, véi sw hai 1ong nhu mdt bién trung gian” cua Arief Adhy Kurniawan
& ¢cong su (2019) nham muc dich xac dinh anh huong caa khong gian dich vu di voi
su hai long va long trung thanh cua khach hang, xac dinh anh huong cua sy hai long
ctia khach hang ddi véi long trung thanh va xac dinh vai trd caa su hai long cua khach
hang trong viéc 1am trung gian anh huong caa khong gian dich vu d6i véi 1ong trung
thanh cua khach hang. Nghién ctru dugc thuc hién trén 150 nguoi tra 161 da mua 1ap
lai tai cac nha hang ¢ thanh phé Purwokert, Indonesia voi phuong phap 1y mau ngau
nhién c6 hé thong. K¥ thuat phan tich di liéu dugc thuc hién bang phan tich duong
dan trong mé hinh cau tric tuyén tinh (SEM) véi phan mém AMOS 22.0. Phan tich

trung gian gitra cac bién nghién ctiru duoc thuc hién bang kiém dinh Sobel. Nghién
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ctru ké thira co sé ly thuyét vé khong gian dich vu tir cc nghién ctu cua Kotler
(1973), Bitner (1992), Ryu & cong su (2012), Jeon & Kim (2012). Khong gian dich
vu duogc do ludng bang cac bién: méi trudng, thiét ké ndi va ngoai that, cac khia canh
x& hoi. Mirc d6 hai long cua khach hang dugc do ludng bang cac chi s danh gia mirc
d6 hai 10ng chung d6i v6i nha hang ring nha hang luén dap tng duoc ky vong cua
khach hang, nhirng trai nghiém thu vi va khéng bao gio quén. Muc do trung thanh
duoc do ludng bang céc chi sé cu thé 1a ludn st dung san pham/dich vu cuaa ho, san
sang mua nhiéu lan va giéi thiéu cho nhitng khach hang khac.

Két qua nghién ctru cho thay, khong gian dich vu c6 anh huéng cing chiéu dén su
hai long cua khach hang, dong thoi khéng gian dich vu ciing anh hudng dén long
trung thanh caa khach hang. Su hai long cua khach hang c6 anh hudng cing chiéu
dén long trung thanh va sy hai long cia khach hang 1a trung gian anh hudng cua
khong gian dich vu dén long trung thanh caa khach hang. Vi vay, sy ton tai cua su
hai 10ng 12 mot bién sb quan trong dé nhan ra khach hang trung thanh. Nghién cau
trong tuong lai c6 thé duoc thuc hién bang cach thém cac bién diéu tiét. Bién diéu
tiét co thé dugc thém vao trong nghién ctu tai cac nha hang 1a gio an ma cu thé 1a
bita trua va bita ti. Nghién ctru trong twong lai ciing c6 thé bo sung cac bién diéu tiét
trong hinh thitcc nha hang truyén théng hoic hién dai.

Nghién ctru “Anh hwéng ciia khong gian dich vu cira hang ca phé cao cap doi
véi sy hai long va y dinh trung thanh” cta Marso, Rafiq Idris & Lydia Ari
Widyarini (2020) nhiam muc dich kiém tra mdi quan hé giira khéng gian dich vu, su
hai long va ¥ dinh trung thanh trong ctra hang ca phé cao cap. Nghién ciu st dung
phuong phap chon mau phi xé&c suat, 250 ban cau hoi duoc guri dén khéach hang cua
5 cira hang ca phé cao cap o thanh phd Tarakan, Indonesia, vao thang 8 nam 2019.
Két qua thu vé 186 ban cau hoi hop 1& dugc dua vao xir ly dix liéu. C6 ba bién sé duoc
su dung trong nghién ctru nay, d6 la khong gian dich vy, su hai long va y dinh trung
thanh. Viéc do luong khong gian dich vu da duoc ké thira tir nghién ctu cia Voon
(2011) vai céc yéu tb cau thanh nén khong gian dich vu bao gom: co s vat chat, chd

dau xe, sy sach s&, &m nhac, mau sic, mui huong, thiét ké va bd cuc. Sy hai 1ong dugc
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do luong bang nam chi sé dwgc ké thira tir Cronin & cong su. (2000), Jani & Han
(2011). Y dinh trung thanh cta khach hang dwgc do ludng thdng qua bon chi sé duoc
ké thira tir Shin & cong su, 2015. Thang do Likert 5 diém duoc sir dung dé do luong.
M6 hinh nghién ctru va gia thuyét nghién ciru duoc kiém tra bang md hinh cau tric
tuyén tinh (SEM) va xu ly bang phan mém Smart PLS 3.0 Professional. PLS 1a mét
cach tiép can SEM dua trén dé quy cua cac thanh phan chinh va héi quy dé mé ta
phuong sai ctia cac cau tric mé hinh (Chin, 1998), cho phép céc nha nghién ciu tranh
su sai léch va cac tham s6 wdc tinh khdng nhat quan. Do d6, nd dong vai trd nhu mot
cdng cu phan tich hitu ich giita cac bién va phan tich cho cac mau nho (Chin & cong
su, 2003; Echambadi & cong su, 2006).

Gia thuyét dau tién duoc dé xuat trong nghién ciru nay da dwoc chang minh, c6
mot méi quan hé truc tiép va dang ké gitra khong gian dich vu va sy hai long. Phat
hién nay cho thay rang khong gian dich vu ctra hang café cang tot thi mac do hai long
cua khach hang cang cao. Két qua caa nghién cau nay phi hop vai két qua caa Suhud
& Wibowo (2018) & Wahab & cong su (2018), nhung mau thuan véi nhitng phéat
hign caa Voon (2011).

Gia thuyét thir hai da bi bac bo, dong nghia véi viéc khong c6 mdi quan hé truc
tiép va dang ké gitra khéng gian dich vu va y dinh trung thanh. Phét hién nay phi hop
Vvéi két qua cua Voon (2011) va Suhud & Wibowo (2016), nhung trai ngugc Voi
nghién ctru cua Wahab & cong su (2018).

Gia thuyét thar ba, cu thé 13 “Co mot mdi quan hé truc tiép va dang ké gitra sy hai
long va ¥ dinh trung thanh” duoc dir liéu tng ho va chap nhan. Do d6, két qua cua
nghién cttu ndy cang ¢ nhitng phét hién thuc nghiém trude day cho thay rang su hai
long 1a tién dé cua 1ong trung thanh (Suhud & Wibowo, 2016; Cibro & Hudransyah,
2017; Wahab & cong su, 2018; Sitinjak & cong su, 2019).

Vé mit ly thuyét, két qua ciia nghién ciru nay dong goép vao sy phat trién caa mo
hinh 10ng trung thanh, dién hinh la cing ¢ dinh dé vé mé hinh trung thanh bén giai
doan (Oliver, 1997). V& mit thyc tién, nhitng phat hién cua nghién ciu nay co thé

duogc coi 13 co sé dé phét trién mot ké hoach chién luoc Marketing. Trong trudng hop
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nay, giam déc Marketing cua cac ctra hang ca phé cao cip phai tao ra mot khdng gian
dich vu tét hon so voi cac dbi tha canh tranh. Khéng gian dich vu cua cta hang ca
phé cang tdt thi sy hai 1ong cua khéch hang cang cao. Cudi cuing, nhitng khach hang
hai 10ng sé& trung thanh véi cira hang va sb luong khach hang trung thanh ngay cang

tang s& gilp ctra hang dé& dang dat duoc thi phan muc tiéu.

Bén canh d6, nghién ctru nay ciing c6 mot s miat han ché nhat dinh, thi nhat, nghién
ctru nay chi tap trung vao cac cira hang ca phé cao cap, trong khi d6 céc loai hinh ca
phé & Malaysia rat da dang vé dang cap va phong céch phuc vu; Thu hai, kich thudc
mau 186 1a twong ddi nhé so véi cac nghién ctru twong ty. Do d6, tinh khai quat hoa
ctia nghién ctru nay 1a chua cao, cac nghién ctru trong tuong lai ¢ thé phét trién
nghién cau nay voéi kich thuéc mau Ién hon trong mot maéi trudng céac loai hinh ca
phé khac nhau dé lam phong pht thém cho yéu té khong gian dich vu trong méi
trrdng Cac cira hang ca phé.

Cudi cuing, sau khi phan tich tong quan 14 cdng trinh tiéu biéu, tac gia tién hanh
t6ng hop va so sanh céac nghién cau théng qua bang tom tat vé tinh hinh nghién ciu
dé 1am ndi bat 1én nhitng noi dung chinh va su khac biét gitta cac nghién ciu lién

quan (Bang 1.1).
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Bang 1.1. TOm tat tong quan vé tinh hinh nghién céu

Thanh phan Linh C ] ,
STT Tac gia khong gian Dia ban x Khung ly thuyet Ket luian
. vue mau
dich vu i
Nguyén Vin Anh & | - Thiét bi Caphé |-Ho6 ChiMinh |326 |- Bitner (1992) Khéng gian dich vu c6 anh
Nguyén Thi | - Thiét ké - Nha Trang - Wakefeld & Blodgett | huong tich cuc dén chét
1 Phuong Thao | - Khdng Gian - Quy Nhon (1996,1999) lugng phuc vu cta nhan vién,
(2020) - Méi truong - ba Lat - Hopper & cong su (2013) chat lugng dich vu tong the,
Xung quanh - Reimer & Kuehn (2005) y dinh hanh vi
- V& sinh - Hightower & cdng su (2002)
Tran Xuan Quynh | - Mbi trudong | Caphé | 210 cira hang ca | 2100 | - Bitner (1992) - Khong gian dich vy anh
& cong su (2020) | xung quanh phé tai HO Chi - Wakefield & Blodgett (1996) | huong tich cyc dén sy tuong
- B&  cuc Minh, Ha Noi, - Siu & cong su (2012) tac gitra khach hang v6i nhan
khong gian DPa Néng vién, sy tuong tic gita cic
2 - Dé4u hiéu va khach hang, chat luong trai
biéu tugng nghiém cua khach hang.
- Tinh thim - Su hai long c¢6 anh hudng
my co s¢ cung chiéu dén 1ong trung
- Su sach sé thanh cua khach hang
Kim, Cho, Jeong |- Khong gian | Hang | Sanbay Quédcté | 206 | - Kim Hwa- jin (2012) - Khong gian dich vu vat chat
(2016) dich vu vat|khong | Incheon — Han - Kotler (1973) c6 anh huéng dang ké dén
chat Quédc - Bitner (1992) gi4 tri chirc nang, gia tri xa
- Khong gian - Reimer & Kuehn (2005) hdi va gia tri cam xuc cua
3 dich vu xa hoi - Ryu & Jang (2007) khach hang; trong d6 gia tri

- Seunghoon Jeong (2010)

- Han (2013)

- Fernandes & Neves (2014)
- Ryu & cong su (2015)

cam xuc la y€u to6 chiu anh
hudng 16n nhat
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- Mihwa & cong su (2016)

- Su hai long c6 anh huong
cung chiéu dén long trung
thanh cua khach hang

Ozdemir-Giizel, S. |- Tinh tham | Nha 23 nha hang | 425 - Ryu & Han (2011) - Khéng gian dich vu c6 anh
& Dinger, M. Z. | myciacosd |hang hang nhét tai - Ryu, Han & Jang (2010) hudng cing chiéu dén gia tri
(2018) - Méi truong Istanbul — Thd - Kim & Moon (2009) cam nhan. Trong do, yéu tb
Xung quanh Nhi Ky - Ryu & Jang (2008) am nhac va nhan vién c6 anh
- Anh séng - Oliver (1980) huéng manh dén gia tri cam
- Sép xép ban nhan cam tinh, 1lam thay di
an tam trang cuia khach hang tré
- Khong gian nén tich cuc hon. Bén canh
bai tri d6, yéu t6 khong gian bai tri,
- Nhan vién nhan vién, tinh thAm my cua
- Am nhac co s& cO anh huong manh
dén gia tri cam nhén 1y tinh
cua khach hang.
- Su hai long c¢6 anh hudng
cung chiéu dén long trung
thanh cua khach hang
Jin, Cho, Kim |- Thiétké San Cacsanbong da | 320 | - Wakefield & Blodgett (1996) | - Khong gian dich vu ¢6 anh
(2020) - Su sach sé bong chuyén nghiép - Cho Seong-sik & cong su | huong cing chiéu dén gia tri
- Nhan vién da o Busan, Ulsan, (2013) cam nhan theo thir tu cac
- Kha nang Changwon, - Kim Min-jeong & cdng sy | thanh phﬁn: thiét ké, su sach
tiép can Pohang — Han (2014) s&, nhan vién, kha nang tiép
- Thong tin Quodc - Cho Won-deuk (2015) can va thong tin tran dau
tran dau - Khong gian dich vu c6 anh

huong cung chiéu dén sy hai
long cua khan gia trong do
céc yéu t thiét ké, kha ning
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tiép cap va nhan vién c6 anh
huong 16n nhat

- Khéng gian dich vu c6 anh
hudng cung chiéu dén long
trung thanh bao gém sy sach
s&, kha ning tiép can va thiét
ké

- (G14 tri cam nhan c6 anh
huong cung chiéu dén sy hai
Iong va long trung thanh cta
khan gia

- Su hai long c6 anh huong
cing chiéu dén 1ong trung
thanh cua khach hang

Heesup Han

&

Kisang Ryu (2009)

- Phong céch
trang tri va do
tao tac

-B6 cuc
khong gian

- Méi truong
Xung quanh

Nha
hang

3 nha hang hang
sang tai Tay béc
va Pbong Nam
Hoa Ky

279

- Bitner (1992)

- Garbarino & Johnson (1999)
- Mehrabian & Russel (1974)
- Nguyen & Leblanc (2002)

- Oh (2000)

- Wakefield & Blodgett (1996)

- Khong gian dich vu anh
huéng cung chiéu dén cam
nhan vé gia ciia khach hang

- Cam nhan vé gi4 anh hudng
cung chiéu dén sy hai long
cua khiach hang va danh
hudng truc tiép/gian tiép dén
long trung thanh cua khach
hang

- B6 cuc khong gian va méi
truong xung quanh khong co
anh huong truyc tiép dén su
hai long cua khach hang
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- Su hai long c6 anh huong
cung chiéu dén long trung
thanh cua khach hang

Paulina Nillie | - Am nhac Khach | 15 khach san 1- | 120 - Bitner (1992) - Khong gian dich vy khach
Adzoyi & Comfort | - Su sach sé san 3 sao tai Ghana - Hans & Ryu (2009) san c6 anh hudng cung chiéu
Mawuse  Klutse | - Nhiét do - Dong & Siu (2013) dén su hai long va 10ng trung
(2015) - Anh séng thanh cta khach hang.

- Mui - Su hai long c6 anh huong

- Thiét ké cung chiéu dén 10ng trung

- Trang thiét thanh cta khach hang

bi trang tri ndi

thét

- Khéch hang

- Nhan vién

- Dich wvu

khéch hang
Gyu-Sam Hwang, | - Noi that Caphé | Seoul — Han| 398 - Bitner (1992) - Khong gian dich vu c¢6 anh
Hye-Sook Kim & |- Sy sach sé& Quéc - Jeon & Jo (2011) huéng dén sy hai long cua
Sang-Youn  Lee | - Su 4m cling - Ko & Lee (2012) khach hang bao gdm céc bién

(2016)

ndi thit, sy sach s& va 4m
cang.

- Kha nang cung cép dich vu
anh huéng dén sy hai long
cua khach hang.

- Khong gian dich vu c6 anh
hudng dén 1ong trung thanh
ctia khach hang gom cac bién
1a su sach s& va am cung.
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- Kha ning cung cap dich vu
duoc xac dinh la co6 anh
hudng dén 1ong trung thanh
cua khach hang.

- Su hai long dugc ching
minh 1a c6 anh hudng cung
chiéu dén 10ng trung thanh
cua khach hang.

Syafrizal Helmi | - Moéi truong | Béi Bali — Indonesia | 100 - Bitner (1992) - Khéng gian dich vu c6 anh
Situmorang (2017) | xung quanh | bién - Sernovizt (2009) huéng cung chidu dén su
- B6 cuc - Kaplan & Haenlein (2010) truyén miéng
khong gian - Oliver R. L (1997, 1999) - Khéng gian dich vu c6 anh
- Dau hiéu va huéng cung chidu dén
biéu tuong phuong tién truyén thong xa
9 hoi
- Khong gian dich vy c6 anh
hudng cung chidu dén s hai
long va long trung thanh cua
khéch hang
- Sy hai long c¢6 anh hudng
cung chiéu dén long trung
thanh cua khach hang
Davaasuren - Sy thoai mai | Caphé | Ulaanbaatar — | 435 | - Bitner (1992) - Su thoai méi vé chd ngoi,
Samdan,  Young- | vé chd ngoi Moéng Co - Kotler (1973) tinh tham my cua co sd, su
Wee Han (2018) - Tinh thim - Baker (1987) sach s&, moi truong xung
10 my cua co sd - Ryu & Kim (2012) quanh cua khong gian dich
- Su sach sé& vu anh hudng dén su hai long
- Méi truong cua khach hang
Xung quanh
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- Khong gian dich vu khong
anh hudng truc tiép dén long
trung thanh ctia khach hang
- Su hai long c¢6 anh huodng
cung chiéu dén 1ong trung
thanh cua khach hang

Xiangdong Shen & | - Piéu kién Caphé |Jeonju — Han | 285 - Bitner (1992) - Khéng gian dich vu ¢6 anh
Byung-Ryul  Bae | - Chiic ning Qudc - Lucas (2000) hudng cung chiéu dén s hai

11 (2018) - Su Sach s& - Ryu (2005) long ctia khach hang
- Tinh Tham -Um & Y.H (2010) - Sy hai long c6 anh hudng
my - Hwang & cong su (2016) cung chiéu dén 10ng trung

thanh cua khach hang

Raghavendra G & |- Phong cach | Nha Thi tran | 340 | - Han va Ryu (2009) - Trong ba thanh phan cua
cong su (2019) trang tri va do | hang Manipal, quéan - Ryu, Lee & Kim (2012) khong gian dich vu, moi
tao tac Udupi, bang truong xung quanh dugc
- Bb  cuc Karnataka, An xem la c6 anh hudng dang ké
khéng gian bo nhit dén chat luong dich vu
12 - Moi truong t(z)ng’thé cua cac nha hang
Xung quanh - Chat lugng dich vu tong thé

¢6 anh huong dang ké dén su
hai long

- Sy hai long c¢6 anh hudng
dang ké dén 1ong trung thanh
cua khéach hang
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Arief Adhy | - M6i truong | Nha Purwokert  — | 150 - Kotler (1973) - Khéng gian dich vu c¢6 anh
Kurniawan & cong | - Thiét ké noi | hang | Indonesia - Bitner (1992) hudng cung chiéu dén sy hai
su (2019) va ngoai that - Ryu & cong su (2012) long va long trung thanh ctia
- Cac khia - Jeon & Kim (2012) khach hang
canh xa hoi - Su hai long c¢6 anh hudng
13 cung chiéu dén 1ong trung
thanh cua khach hang
- Su hai long lam trung gian
cho anh huodng cua khong
gian dich vu dén long trung
thanh cua khach hang
Marso, Rafiq Idris |- Co so vat | Caphé |5 ctra hang ca | 250 Voon (2011) - C6 mot mbi quan hé truc
& Lydia  Ari | chat phé cao cip & tiép va dang ké gitra khong
Widyarini (2020) - Chd dau xe thanh phd gian dich vu va su hai long
- Su sach sé Tarakan, cua khach hang
- Am nhac Indonesia - Khong c6 moi quan hé truc
14 - Mau sic tiép va dang ké giira khong
- Mui huong gian dich vu va y dinh trung
- Thiét ké va thanh
bd cuc - C6 mot mdi quan h¢ truc

tiép va dang ké gitra su hai
long va y dinh trung thanh

Nguon: T4c gid tong hop
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Nhin chung, sau khi phan tich téng quan tinh hinh nghién cru, tc gia nhan thay

c6 mot sé dic diém chung nhu sau:

Co s& ly thuyét vé khdng gian dich vu déu dugc ké thira tir cac nghién ctru dién
hinh va c6 tam anh hwong (Kotler, 1973; Bitner, 1992; Wakefield & Blodgett,
1996; Zeithaml, Berry & Parasuraman, 1996; Ryu & Jang, 2007; Hans & Ryu
(2009).

Trong céc linh vuc dich vu khac nhau, cac thanh phan ciu thanh nén yéu t6 khong
gian dich vu khéng gidng nhau.

Phuong phép chon mau caa cac nghién ctru da phan chon mau thuan tién (Phi xac
suat) véi su gisi han cua khong gian nghién ctu.

Hau hét két qua cua cac nghién ciu cho thay, khdng gian dich vu ¢ anh hudng
cuing chiéu dén gia tri cam nhan, dong thoi gia tri cam nhan nhu mot bién trung
gian 1am cho khdng gian dich vy anh huong gian tiép 1én sy hai long va 1ong trung
thanh cua khéch hang. Su hai 16ng c6 anh huéng cing chiéu dén long trung thanh
cua khach hang.

C6 sy mau thuan vé két qua nghién ctru trong méi quan hé giira khéng gian dich
vy va 1ong trung thanh cua khach hang. Mot sé két qua nghién ciu cho rang
“Khéng gian dich vy c6 anh hudng truc tiép dén 10ng trung thanh caa khach hang”
(Gyu-Sam Hwang & cong su, 2016; Syafrizal Helmi Situmorang, 2017; Arief
Adhy Kurniawan & cong su, 2019; Jin & cong su, 2020), nhung mot s6 nghién
ctu khac lai két luan rang “Khoéng gian dich vu khong anh huong truc tiép dén
long trung thanh cia khach hang ma chi anh huéng gian tiép thong qua sy hai
long” (Heesup Han & cong su, 2009; Kim & cong su, 2016; Davaasuren Samdan
& cong su, 2018; Ozdemir-Guzel & cong sy, 2018; Xiangdong Shen & Byung-
Ryul Bae, 2018; Raghavendra G & cong su, 2019; Marso & cong su, 2020).

Pa phan cé4c nghién ciru tap trung phén tich cac méi quan hé giita hai hoic ba yéu
t6: khong gian dich vy, su hai 16ng va long trung thanh caa khach hang; ¢ rat it
nghién ctu phan tich anh huong cua khéng gian dich vu dén gia tri cam nhan, su

hai long va long trung thanh caa khach hang.
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Béi canh dich vu cia cac nghién ciu chu yéu 1a ctra hang ca phé, nha hang, may
bay, san bong, bai bién; chua tim thdy nghién ctru nao duoc thyc hién trong linh
vue luu tra 13 resort. Bén canh do, ciing chua tim thdy nghién ctru nao dugc thyuc
hién tai Viét Nam ndi chung va tinh Khanh Hoa noi riéng.

Hau hét cac nghién ciru sir dung ca phwong phép dinh tinh va dinh lurong. M hinh
c4u trac tuyén tinh (SEM) duoc dung dé mé ta mdi quan hé gitra cac bién quan sat
véi muc tiéu co ban 1a kiém dinh cac gia thuyét théng ké. Phan mém xu ly di liéu
la SPSS va AMOS.

Tir cac két qua phan tich trén, tac gia duc két dugc mot s6 khoang tréng nghién

ctiu lién quan dén dé tai nghién ctu:

Hién nay chua c6 thanh phan do ludong chinh thirc vé khong gian dich vu trong béi
canh resort.

Phuong phap chon mau cia cac nghién ciru da phan chon mau thuan tién (Phi xac
suat) véi su gidi han caa khéng gian nghién ctu.

Chua c6 sy thong nhat trong gia thuyét nghién ctu va két qua nghién cau vé moi
quan hé gitra khdng gian dich vu va long trung thanh cua khach hang.

Chua c6 nghién ctru nao phan tich méi quan hé gitra cac thanh phan cua khong
gian dich vu véi gié tri cam nhan, su hai long va long trung thanh cua khach hang
trong linh vuc resort trén thé gisi n6i chung va tai Khanh Hoa — Viét Nam noi
riéng.

Nhiing khoang trong nghién ctru trén chinh 1a co s& dé tac gia xay dyng hudng

nghién ctru trong tuong lai véi nhiéu tinh méi va hoan thién hon.

1.2. Co sé ly thuyét va mé hinh nghién cieu

1.2.1. Téng quan vé resort

1.2.1.1. Khai niém resort

X& hoi cang phat trién thi nhu cau doi séng tinh than cia con ngudi cang duoc

nang cao. Nhung su phét trién ciing lam gia tang ap luc cudc séng va vi vay cé duoc

mot khoang thoi gian, mot khong gian dé nghi ngoi, thu gidn va 1y lai can bang trong

cudc sdng tré thanh nhu cau buc thiét. Sy ra doi cua resort da dap @ng nhu cau nay
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ctia con ngudi (H6 Huy Tuu & L& Chi Cong, 2015). Hién nay chua c6 mot khai niém
théng nhat chung vé resort trén thé gii, mdi hoc gia khac nhau dua ra cac khai niém
khéc nhau vé resort.

Theo Gee (1996), “Resort la noi cung cdp ché ¢ chdt lwong, dé dan va thirc uéng,
dich vu gidi tri va cham séc sirc khoe, cac trang thiét bj tién nghi, méi trirong xung
quanh dé chju va thie thdi va quan trong nhdt 1a mite do dich vu cuc ky cao cdp duwoc
cung cap mét cach than thién va cd nhédn héa”.

Con theo Huffadine (1999), “Theo truyén thong, resort la noi dé giao luu xd hoi,
tham du cac hoar déng xa héi, cdi thién sirc khoe va thé chat”.

Ciing trong nghién citu Vé resort, hai nha du lich hoc nguoi Uc Ernst & Young
(2003) di cho rang “Mot resort 1 ché ¢ du lich chi yéu phuc vu cho khach du lich
gidi tri, cung cdp mét loat cdc phirong tién gidi tri va dwoc phan biét bang chat lirong
trai nghiém trong béi canh cia mét diém dén cu thé trong khu viee ™.

Bén canh d6 Peter Murphy (2008), trong mét nghién ctzu vé nganh giai tri va khoa
hoc xa hoi, cho rang “Resort la mét doanh nghiép duoc thiét ké dé thu hit, té chirc
va lam théa man nhizng ky nghi c6 ké hoach ciia du khach khién ho quay tre lgi hogc
tré thanh dai sir t6t cho resort. Pé dat duroc nhieng muc tiéu nay doi hoi mot sy quan
ly chién lwoc véi thi trirong muc tiéu rd rang va quan trong nhdt resort phdi tao ra
dwoc nhirng trai nghiém khac biét cho du khach”.

Tuy c6 nhiéu khai niém khac nhau, nhung hién nay trong giang day va nghién cau
vé du lich tai Viét Nam, thi khai niém resort theo Luat Du lich Viét Nam (2017),
“Resort la co s6 lwu trit du lich dwoc xay dung thanh khéi hogc thanh quan thé
cac biét ther, nha thdp tdng, can hé, thwong ¢ khu veec ¢6 canh quan thién nhién
dep, khong khi trong lanh, thwong gan bién, gan song, gdn nii, dam bdo chat
lwong Vé co sé Vit chat, trang thiét bj va dich vu can thiét, phuc v nhu cdu nghi
dwong, gidi tri, tham quan... cia khdch” duoc sir dung chinh thizc va phé bién nhat.
Trong luan &n nay, tac gia ciing van dung khai niém resort theo Luat Du lich Viét

Nam (2017) lam khai ni¢m nghién ciu chinh thuec.
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Tai Viét Nam, resort di bat dau xuat hién tir gitra thap nién 1990 cua thé ky XX &
tinh Binh Thuan, sau hién tegng Nhat Thuc toan phan nam 1995. Tur 6 d&én nay, loai
hinh luu tra ndy da xuat hién khip céc tinh mién Trung, noi duoc thién nhién ban
tang nhitng bai cat vang vo tan, bién xanh, ning 4m va khong khi trong lanh. Pac biét
md hinh resort rat duoc phat trién ¢ cac diém dén du lich ndi tiéng nhu Quang Nam,
Da Ning, Nha Trang, Ninh Thuan, Miii Né va Viing Tau, mot trong s6 d6 1a Miii Né
dugc ménh danh 12 thu d6 resort ciia Viét Nam (Son Hong Puc, 2012).
1.2.1.2. Pic diém caa resort
< Pic diém veé vi tri

Theo Son Hong Puc (2012), “Yéu té nghi duwéng la myc tiéu chinh, nén khdng khi
trong lanh va yén tinh la sy lya chon hang dau cua khach. Do vdy, resort thuong
duwoc xay dung ¢ nhitng noi xa khu dan cu, hoa minh véi thién nhién, cé khong gian
va canh quan réng, thoang. Khong ai xay dung resort ¢ trong thanh phé, hodc cdn
ké thanh phé hay khu cong nghiép .

Hién nay, mot s6 bang ¢ Malaysia, muén xin phép xay dung resort, phai chon noi
cach xa cac trung tim dan cu, ngu cang, cho ca... toi thiéu 6km. Muc dich 1a dé co
dugc bau khdng khi trong lanh cho khach nghi dudng va xa tam bay cua rudi ciing
nhu mui khé chiu dén tir cac co sé d6. Nhitng noi giau tai nguyén du lich tu nhién
nhu bién, sdng, hd, ndi thudng dugc chon 1am noi “ding chan” cua resort. 70% resort
cua Viét Nam tap trung ¢ khu vuc bo bién, hai d¢ao dai tir Quang Ninh dén Pha Quéc.
Diéu kién khi hau ciing 1a mot yéu té quan trong quyét dinh dén chat lwong ky nghi.
Vi thé, noi xay dung resort phai c6 khi hau hoa thuan, phi hop vai nghi dudng. Miii
Né 12 mot minh ching dién hinh. Vi tri cia Mili Né dugc thién nhién wu dai, quanh
nam bién xanh, cat trang, nang vang trong khi hau én hoa ciia mién nhiét dsi. Piéu
do 1i gial tai sao, Miii Né nhanh chong trd thanh “Thu do resort” cua Viét Nam.
< Pic diém veé kién truc

Theo H6 Huy Tyu & L& Chi Céng (2015), “Resort thirong dwoc xay dung trén
dién tich mat bang kha réng nhing chi xdy 40% dén 50% dién tich mat bang. Phan

con lgi danh cho cay xanh, bai cd, ao, ho, dwong di dao bai bién, sinh hogt ngoai
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troi... Viéc xay dung resort phdi lua theo dia hinh nhung nhat thiét khéng dwoc tan
phé thién nhién ma phdi hoa minh vao thién nhién. Cdy xanh dwoc yéu cau gii lai toi
da khi xay dung resort”.

Resort thuong dugc xay dung thanh 3 khu vuc: khu vuc luu tra cua khach, khu
vuc vui choi giai tri va khu vuc phuc vu. Trong do, khu vuc luu tra ctia khach thuong
la mot quan thé cac khu biét thy, nha khéi nhiéu phong (nhung tdi da 1a 3 tang), con
lai 14 céc bungalow xen Ian san vuon dé dap ung sy riéng tu, thoai mai caa khéach.
Tén phong, bungalow thuong dugc dat theo cac loai hoa, trai, chim chéc. Khu vyc
vui choi giai tri 13 khu vuc chiém dién tich Ion nhat trong ba khu vuc & resort. N6
thuong dugc bé tri cach biét so véi khu vuc luu tri cia khach va thuong c6 bé boi,
san tennis, bdi bién, vuon cay... Khu vuc phuc vu cung cap nhiéu dich vu da dang
phong phu va duoc bb tri thanh khu vyc riéng véi cac dich vu: an ubng, thuong mai,
hoi truong, bai dau xe, massage, vil trudng, casino... (Son Hong Puc, 2012).

Thiét ké resort phai tao ra mot khong gian dé ngudi séng trong dé duogc thu gidn
t6i da. Khong gian nghi trong resort thuong hién dai nhung mang ban sic vin hoa,
ky thuat dia phwong (H6 Huy Tuu & L& Chi Céng, 2015). Bé c6 mét gia tri dong bo,
tuong tac tot dén cam xuc thu gidn cua khach, ngoai thiét ké kién tric va noi that,
resort con can dén nha thiét ké canh quan, chuyén gia phong cach, nghé thuat sap dit
va chac chin khong thé thiéu duoc vai trd ¢ van vé van hoa truyén thong dia phuong.
Nhiéu resort thudong huéng dén kién trlic co xua dé dua khach vé gan véi thién nhién,
bang céach bé tri nhitng ngdi nha c6 véi mai ngdi, tudong gach, cot, kéo bang go va co
gam mau t6i mang vé co kinh. Vat dung sap dat trong resort ciing tu nhién, moc mac
nhu cai lu, gio nuéc, gach thd nung, tau Ia chudi... dé ting hiéu qua téi da cho kién
trdc cua resort.
 Pic diém vé san pham

Theo Peter Murphy (2008), “San pham cua resort rdat da dang va phong phd.
Trong resort 1a ca mét thé gigi thu nhé dé khdach leu trii khéng phdi di ra ngodi tim

tha vui khac. Resort khac Vi cdc co so leu trii thong thuong baéi hé theng dich vy
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lien hoan, tong hop, ¢6 thé ddp 1tng moi nhu cau cia khdach nhw heu trii, an uong,
dich vu gidi tri, cham séc sirc khée, lam dep, luyén tdp thé thao...”.

Do khdng gian rong l6n, nén resort con co thé té chirc nhitng loai hinh sinh hoat
ngoai troi nhu dt lira trai, bong chuyén trén bo bién, boi thuyén, cau ca va nhiéu tro
vui nhon hap dan. San pham cua resort thudng duoc ban theo hinh thic tron goi. Tuc
1a khach dén nghi dudng & resort s& duoc st dung tit ca hodc phan Ion cac dich vu
trong resort. VV6i hinh thac ban nay, cong vai chat lugng dich vu vuot tréi nén mac
gid o cac resort thuong kha cao. Nhin chung chat luong dich vu cua resort thuong
tuong duong véi khach san cao cap (tir 3 sao tro 1én) (H6 Huy Tuu & Lé Chi Cong,
2015).

San pham cua resort thuong duoc ban theo chinh sach gia phan biét. Mdi sé tién
khach hang bo ra sé tuong xing voi san pham dich vy ho nhan dugc (H6 Huy Tyu &
Lé Chi Céng, 2015). Vi du khach thué loai hinh luu tr biét thy thi ¢ ngudi phuc vu
riéng, trong khi khach thué phong thuong khdng co. Hay khach thué biét thy lam thu
tuc nhan phong tai biét thy, con khach thué phong thi 1am tha tuc ngay quay & tan.
Sy phan biét con duoc thé hién qua céch gidi thiéu dich vu, chang han véi khach ¢
biét thu hoac bungalow thi dugc gidi thi¢u “cac mon ruou dac biét”, con khach
thuong thi chi dugc gidi thiéu “ruou thuong”.
< Pic diém veé té chirc lao dong

Theo Son Hong Buc (2012), “Tuy thudc vao thé logi, quy md resort ma qua trinh
t6 chite lao ddng ¢ cac resort co nhitng déic diém khac nhau. Nhin chung vé co ban
co cdu té chire, c&c bg phdn hay méi quan hé giira cac bé phdn trong resort tiwong tie
nhu trong khdch san ¢6 quy md lén. Do sdan phdm cua resort rdt da dang vé mire do
nén viéc huan luyén nhan vién trong resort ciing khé hon rat nhiéu cdc co sé luu trii
khdc”. Vi du ngudi hau ban & phong an dai tra c6 nhirng cir chi, hiéu biét va cung
cach don gian. Nhung nguoi hau ban cho khach an tai biét thu phai c6 cung cach cao
hon va su hiéu biét sau hon. Pac biét véi nguoi hau riéng, ho phai biét nim bat tam

ly ciia khach siu sic dé cham séc tan tdm va ti mi.
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Hé thng dich vu cong sinh trong resort rat phong phd. Do vy bén canh d6i ngii
nhan vién phuc vu, trong resort con ¢ nhiéu chuyén vién khac, nhu chuyén gia day
niu n, chuyén gia vé ché do dinh dudng, chuyén vién tam ly, ky thuat vién vat ly tri
liéu, chuyén vién luyén tap Yoga... (H6 Huy Tuu & L& Chi Cong, 2015)

Dé thé hién khong khi nghi duong thoai mai, nhan vién thuong duogc thiét ké dong
phuc nhiéu mau, 10e loet. Tham chi nhan vién con dwgc mic quan sooc, di gidy thé
thao... (H6 Huy Tuu & L& Chi Cong, 2015)
1.2.1.3. Phan loai resort

Theo gido trinh “Pai cuong quan tri resort” cia Ho6 Huy Tuu & L& Chi Cong
(2015), resort dugc phan loai theo cac ti€u chi sau day:
++ Phan loai theo vi tri cta resort
e Resort gan noi & thwong xuyén ciaa khach

Loai hinh resort nay c6 thé nam & ving bién, ving ndi, ao ho, ven soéng, dong
qué... biéu quan trong Ia resort phai c6 canh quan dep, khéng khi trong lanh, tao
dugc cam giac thanh binh va sy hap din vé mit nao dé nhung khong qua xa vai noi
& cuia khach. Khach cua cac resort nay da s6 1a khach cudi tuan (dén vao ngay thir sau
va di vao chiéu chu nhat).

e Resort ¢ vung xa

Day 1a loai hinh resort nam ¢ rat xa noi ¢ thuong xuyén cua khach, thuong ¢ ving
mién ndi xa x0i hoic d6ng bang héo lanh. Khéach chon noi day 1a vi mot 1y do dac
biét nao d6, mudn xa lanh cudc sdng bé bon thuong ngay, sdng tinh lang mot thoi
gian.

e Resort canh bién

Loai hinh resort nay khéa phé bién trén thé gisi va Viét Nam, liy phong canh va
bau khdng khi trong lanh cua bién 1am nén tang xay dung. Tuy nhién khong phai noi
nao c6 bién déu c6 thé xay dung resort, ma bai bién phai thich hop cho boi 16i, choi
dugc cac mdn thé thao nudc, khong cé da ngam, khong bi 6 nhidm, khi hau phai am
&p trong sudt moa du lich, khéng séng to va gi6 1on.

e Resort gan song, ho
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Diéu can thiét dé xay dung resort kiéu nay 1a canh quan dep, khong khi trong lanh
va ha tang giao thong thuan loi. Mat hd hoic séng phai rong, ¢ tam nhin thoang dé
cd thé té chirc duoc mot sb hoat dong thé thao nhu trugt nude, bay luon, thuyén
budm,.... So vdi c4c resort & bién thi resort gan séng hd c6 gia tri tu nhién thap hon.
Do vay dé thu hat duoc khach, cac resort ndy thudng bién céc tiém ning du lich dia
phuong thanh san pham lién két cua resort.

e Resort & mién nui

Loai hinh resort nay c6 thé coi 1a mét phan cua resort ¢ ving xa. Khach dén véi
resort & mién ndi 1a nhitng nguoi ¢6 nhu cau nghi dudng thyuc su hozc thich tim hiéu
vé mot moi trudng mai la. Ho cd thé 1a dan thanh thi song trong bau khong khi 6
nhiém, bui bam, muén tim mot noi c6 khong khi trong lanh, khong on a0. Ho ciing
cd thé 1a nhirng ngudi chuyén sdng & ddng bang, thich 1én nui dé thay doi khong khi.
Mot bo phan khong nho khéch tim vé resort & mién nui 1a giGi tré, wa thich hoat dong
thé thao. Nti non 14 noi thich hop véi nhiéu mén thé thao mao hiém (leo nui, bing
ring, kham pha hang dong, cudi ngua,...) va thuéng thic am thuc mién nai. Piéu
dic biét cua cac resort & mién ndi 1a luén cé sy hién dién nhirng nét vin héa dia
phuong ctia dan toc it ngudi. N6 duoc thé hién qua cac hoa vin trang tri, canh vat bai
tri, thuc don dic san va san vat duoc bay béan trong resort. Do vay, cac resort can xay
dung duoc céc tuyén, diém du lich nham gidi thiéu tai nguyén vin héa, cac nét sinh
hoat doc dao cho khach.

e Resort trén sa mac

Day 1a loai hinh it pho bién nhat trong hé thdng resort do tinh dic thi cia nd. Cac
resort kiéu nay phai dugc xay dung trén cac 6¢ dao hodc ving sa mac toan cat. Diéu
kién nghi dudng & day khong duoc nhu cac loai hinh resort khac do bi han ché vé
nuéc sinh hoat, thuc pham,... Nhung bu lai, noi day c6 canh quan doc ddo, cay trai
khac la, cac tuyén du lich trong sa mac, thé thao cudi lac da va truot doi cat. D6 1a
nhitng trai nghiém khong noi nao c6 dugc.

% Phan loai theo mirc d9 dau tu

e Resort cé quy md nhé

60



Quy m0 loai resort nay nho (trén dudi khoang 30 phong), thuong do cac gia dinh
dia phwong s& hiru va diéu hanh. Han ché cuaa loai hinh nay 1a thiéu vén dé phét trién,
nén chia yéu chi kinh doanh méang luu tra va an uéng, néu co cac hoat dong khac ciing
chi 1a thir yéu hoic lién két. Ho thuong khong ¢ cac hoat dong vui choi giai tri va
chim séc stuc khoe da dang nhu trong resort ¢6 quy méd 16n. Tuy nhién, wu thé cua
loai hinh nay 1a gia ca twong dbi thap, lai c6 thé thuong luong dugc. Hon nira, thai
d6 chiam séc cta ho rat an can nhu chim séc ngudi than tir xa trd vé&. Thém vao do,
cac san pham am thuc ludn dugc ché bién theo khau vi caa tirng khach, phi hop véi
nhitng khach hang kho an nhat.

e Resort c6 quy mé trung binh

La loai hinh resort cd tir 30 dén 100 phong, thudng thudc s hitu cia cac cong ty.
O Viét Nam, loai hinh nay rong tir 10 d&én 30 hecta, phuong tién phuc vy luu tra khong
qua sang trong, dang cip nén phuc vy dugc nhiéu tang 16p du khach. Ngoai 16i kién
truc thong thuong (tda nha ba tang, bungalow va cac biét thy riéng 1¢), trong resort
trung binh con c6 loai phong tap thé danh cho cac doan khach du lich dong nguoi,
khong can tién nghi cao cap. Loai phong nay c6 sic chira tir 10dén 15 khach, thuong
chi trang bi quat may.

e Resort c6é quy mo lén

Pay 1a nhitng khu nghi dudng c6 tir 100 phong tré 18n. G Viét Nam, no thuong
thudc quyén sé hitu cua cac cong ty c¢o phan, cong ty trach nhiém hitu han mot thanh
vién, cdng ty trach nhiém hiru han ¢ vén dau tu nude ngoai. Nhd vay, nhiing tap
doan chuyén kinh doanh resort c6 thé dem toi kinh nghiém quan ly, 1am cho chat
lwong hoat dong cua cac resort ngay cang chuyén nghiép hon. San pham chinh bao
gom cac co s& luu tra, kinh doanh an udng, cac dich vu cung cip phuong tién van
chuyén va giai tri thong thuong. Doanh thu caia ho ciing ¢6 duoc tir viéc to chuc cac
sir kién, cham séc strc khoe, sic dep cho phu nit, ban hang lwu niém hay cho thué cac
“Shop” trong khuon vién resort.

e Resort mang tinh phwc hop
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Loai hinh resort nay thuong thiy & cac cuong qudc du lich nhe My, Y, Tay Ban
Nha, Uc... Néi tiéng thé gidi 1a ¢ Las Vegas, Palm Spring, Hawai. O Viét Nam c6
khu nghi dudng phuc hop nhu: Hoiana hotel & Suite, Topas Ecolodge, SixSenses Con
Pao... Pay 1a cac co sd nghi dudng c6 quy md rat Ion. Ho cé bai bién dai gan ca ki
16 mét, khudn vién rong hang chuc hecta véi canh quan dep va nhirng cong vién
chuyén dé&. Muc dich cua nhitng resort nay 1a phuc vu nhiéu dbi trong khéach khac
nhau bang céac géi dich vu khac nhau. Cac goi dich vu nay duoc thiét kétir cac loai
hinh Tuu trd, an uéng va dich vy giai tri da dang trong resort, thich hop cho moi tui tién.
+¢ Phan loai theo tiéu chi méi trwong
e Resort di tng dung “Hé thong quan 1y mdi truwong”

Trén thé gisi, d6 1a cac resort dugc quan ly theo tiéu chuan 1SO 14000, hay “Quan
ly mdi truong”. Cac resort ndy dugc van hanh dudi su hudng dan, kiém tra va danh
gia cua hé thong EMAS. Néu 1am day du nghia vu theo quy ché mai truong, cac resort
s& dugc gan “Nhén hiéu xanh” (Green Label), & chau Au goi 12 “La c& xanh” (Green
Flag), & Bac Au goi 1a “Anh sang mién Bac” (Nordic Light), & Théi Lan goi 1 “Chiéc
14 xanh” (Green Leaf). Con & Viét Nam, céc resort dugc xép vao loai nay khi tham
gia day du “Quy ché bao vé méi trudong trong linh vuc du lich” va dugc tong cuc du
lich gan nhan “Bong sen xanh” (Green Lotus). Cai loi 16n nhat khi resort c6 “Nhéan
hiéu” bao vé méi truong 1a su hip dan nhitng du khéach cé khuynh huéng than thién
v6i moi truong ngay cang nhiéu trén thé gioi.

e Resort chwa wng dung “Hé thong quan 1y méi truwong”

Cac resort nay chu yéu hoat dong duai hinh thirc truyén thong. Do vay, chua quan
tam dén khia canh méi truong trong hoat dong kinh doanh.
% Phan loai theo di twong khach phuc vu
e Resort truyén thong

La nhiing khu nghi dudng phuc vu nhu cau nghi ngoi, an udng, vui choi giai tri
binh thuong cua khach.

e Resort c6 casino
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La loai hinh resort trong d6 khach dén véi muc dich choi danh bai 1a chinh. Con
c4c san pham Iluu tra, an udng chi phuc vu viée an, nghi cua khach khi tam ngung
Viéc choi.

e Resort nam trong quan thé di san vin héa

Khach dén voi nhitng khu nghi dudng nay chu yéu 1a dé thim quan, nghién cau
c4c san pham van hoa.
e Resort bénh vién

Ngoai viéc cung cap cé4c dich vu luu tra, an udng, vui choi giai trf, resort bénh vién
con c6 cac dich vu lién quan dén stc khoe nhu tri bénh, diéu dudng, thay lidu ké, phau
thuat tham my... C6 mot s6 khach dén day dé cai nghién (ma tdy, thudc 14...). Nhung
cling c6 khach dinh ky hang nim dén day maot tuan, vira dékiém tra sic khoe tong
quat, vira nghi dudng. Ngoai nhan vién phuc vu, mot b phan 16n lao dong trong resort
Ia nhitng bac si ¢6 trinh @6 chuyén mon cao.

e Resort an lanh

L& cé4c resort nam & rat xa thanh phé trong mot vung dia 1y dic thu. Ddi twong
khach 1a nhitng ngudi can xa lanh gia dinh, cong viéc mot thoi gian dé giam &p luc
cong viéc, dé suy nghi cho mét quyét dinh quan trong hay chi don gian la tam lang
quén thuc tai. Loai khach nay rat thich vuon canh, trang vién, cac mén thé thao nhu
cudi ngua, boi thuyén. Dac biét cac budi tap Yoga, thién dinh ludn cd sirchap dan vi
gilp ho cung ¢ tinh than. Vi nam ¢ qué xa khu dan cu nén khach khong cé bat ky su
lra chon nao khac ngoai ché d6 “Full Board” (phuc vu 4 bita in trong ngay) ma resort
cung cap.

e Resort am thuc

La loai hinh resort tan dung loi thé cua san vat dia phuong, day manh viéc kinh
doanh an udng trong resort. Resort tu xay dung thuc don véi nhitng mén an hoan toan
khac la, méi mé ma khong noi dau co duoc, hoac cac mon an théng thuong dugc cac
dau bép ché bién theo mot huong vi va céach trinh bay riéng. Vi vay, doanh thu dén
tir cac san pham am thuc rat 16n, khoang 30 — 40% tong doanh thu.

% Phan loai theo thai gian hoat dong
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e Resort mua he

La nhiing khu nghi dudng chi hoat dong vao cac thang mua hé va thang dau cua
mua thu. Con lai cac mua khac hoat dong kiéu duy tri hoic tham chi dong cira.
e Resort mua dong

Nhitng khu nghi dudng nay chi phuc vu vao mua dong khi co tuyét, hap dan khéch
boi c4c loai hinh thé thao lién quan dén tuyét. Va duong nhién né s& tam dirng hoat
dong khi tuyét khong con day. Ngay nay, véi su ra doi cia may phun tuyét nhan tao,
da cho phép resort mua dong kéo dai thoi gian hoat dong thém mot thang vao mua
xuan. Nhung dén khi nhiét 6 cao Ién nira, s& khdng thé duy tri duoc tuyét nhan tao,
c4c resort nay lai hoat dong cam ching hoic déng ctra chd mua déng nam sau.
¢ Resort hoat dong toan theoi gian

D6 1a trudng hop cua cé4c resort nam trong mién khi hau nhiét dgi ¢é khi hauam ap
quanh nam. Mic du dic trung cia mién nhiét déi 1a mua mua kéo dai nhung nho ¢6
cac hoat dong trong nha nén han ché anh hudng caa mua rat nhidu. Mot hé thong mai
che t6t trong resort s& gitip duy tri lién tuc cac hoat dong ngoai troi.

e Resort chi hoat ddng vao cudi tuan va ngay 1& Ién

Phan Ion cac resort ndy mang tinh gia dinh hay cua mot cong dong dan cu nho. Khi
khach co diéu kién vé thoi gian, ho ty dén day dé nghi ngoi, an udng va t6 chic hoat
dong giai tri. Khi vé, khu resort lai dong cira, khong dit van dé kinh doanh sinh loi.
1.2.1.4. Phéan biét gitra khach san va resort

Theo giao trinh “Pai cuong quan tri resort” cia Ho6 Huy Tuu & L& Chi Cong
(2015), khéch san va resort c6 cac diém giéng va khac nhau nhu sau:

Xét vé diém giong nhau, ca khach san va resort déu 1a co s& Iuu tra. Tac 1 cing
thuc hién nhiém vu cung cép chd & cho du khach trong mot khoang thoi gian ngén,
tir mot vai ngay dén mat vai tuan. Cac trang thiét bi va tién nghi trong phong cua hai
loai hinh luu tri ndy dem lai sy thoai mai vuot troi cho khéch. Ty Ié va tiéu chuan
phong 6c trong ca khach san va resort déu dugc xéac dinh boi s6 sao ma co s¢ da danh
dugc trong mot khoang thoi gian, sé sao thé hién dang cip cia co so va dugc dua

trén danh gia cua bén thir ba c6 tham quyen.
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Con dung trén khia canh khac nhau, c6 thé phan biét resort va khéach san dwa trén
Mot vai ti€u chi co ban:

(1) V& mit vi tri: khach san thuong duoc dat ¢ bat cir noi nao phat sinh nhu cau
luu tra ctia khach, luén hudng téi sy thuan tién trong viéc nghi ngoi cua khach. Do
vay khach san duoc xay dung & khu trung tdm, khu thuong mai hay nim gan san
bay... Con resort bt budc phai nim & xa khu dan cu va gan nhitng noi giau tai nguyén
thién nhién: bai bién dep, khi hau 6n hoa, canh quan tho mong... Hay ndi cach khac,
diéu kién can va du dé xay dung resort 1a canh quan tu nhién va bau khong khi trong
lanh.

(2) Vé mat thiét ké: khach san thuong duoc xay cao tang, cac phong ¢ cua khach
duogc bé tri sat nhau. Con resort 1a mot quan thé thap tang, ludn ludn coi trong tinh
riéng tu va doc 1ap cia khach nén cac phong thuong cé khoang cach nhat dinh, duoc
ngan cach bang hang cay, bui cay dé giam tiéng 6n va tam nhin sang nhau.

(3) Vé muc dich luu tri cua khach: khach & khach san thuong dé tham duw hoi nghi
hodc di du lich. Do vay thoi gian ho ¢ tai khach san thuong it. Ngoai 8 gio dé ngu,
ho chi danh mét sb thoi gian dé dn uéng, vé sinh c& nhan... trong khach san. Sé gio
con lai ho ra ngoai di choi, mua sam... Nhung khach luu tra tai resort can mot khoang
thoi gian nghi dudng thuc su & mot thanh phé hoic mot qubc gia nao do. Vi thé da
dat chan dén resort, khach s& danh toan bo thoi gian trong ngay ¢ day ma khong tim
thu vui bén ngoai nira.

(4) Vé kha nang cung ung dich vu. Khéch san chii yéu cung cap nhiing dich vy
thiét yéu cho nhu cau ¢ tam thoi caa khach nhu dich vy luu tra, dich vu dn udng, dich
vu giit 1a... Trong khi d6 dich vu trong resort mang tinh téng hop, lién hoan va dap
rng moi nhu cau caa khach. Vi Ii do ndy nén mot resort ¢d thé cung cap moi tha ma
mét khach san c6 thé cung cip. Nhung nguoc lai, mot khach san khong thé cung cap
moi thir ma mat resort ¢6 thé, chang han nhu: canh quan tir phong ngu, cac dich vu
giai tri, cac phuong tién thu gian...
1.2.1.5. Khong gian dich vu resort

+¢ Bai tri khéng gian
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Dic trung d& thiy nhat cta cac resort d6 1a khong gian rat rong 16n, gan giii va hoa
minh véi thién nhién. Chinh vi ddc trung nay ma cac resort thuong duoc xay dung
nam cach xa trung tdm thanh phd. Khdng gian rong rii, thoang dang va nhiéu mau
xanh ciia cac resort thuong dem dén cho du khach mot bau khdng khi trong lanh va
thu thai. Ngoai ra, can phai b tri hai hoa giita cac khdi khong gian cua resort nhur
khu vure luu tra, khu vue dn udng, khu vuc giai tri, khu vuc cay xanh va khu vuc canh
quan thién nhién nhu bién, ndi, hd, séng, subi...; trong d6 khong gian cho khu vuc
cay xanh va canh quan thién nhién chiém phan I6n dién tich.

% Phong céch thiét ké

Resort 1a mot loai hinh luu tra du lich cao cap dap ung day di moi nhu cau cia du
khach. Véi tinh chat 12 khach san nghi dudng nén resort rat chd trong dén khong gian,
tao cam giac thoai mai, ty nhién nhat cho du khach. Chinh vi vay, khuynh huéng thiét
ké theo phong cach co xua, gan giii v6i thién nhién 1a kiéu kién trac duoc quan tam
hang dau. Véi tiéu chuan cung cap dich vu nghi dudng, kién tric cua cac resort
thudng mang du khach dén gan vai ty nhién, tan huong mot khong gian riéng tu day
yén binh véi nhiing can ho biét Iap, thiét ké hai hoa véi thién nhién. Kién trac cua
resort khong don gian chi 12 phong ngit ma né duoc thiét ké gibng nhu mot cin nha
riéng biét véi day di khong gian: phong khach, ban céng, méi hién...va dugc trang
bi ddy du cac thiét bi hién dai va tién nghi nhat.

Viéc x@y dung cac resort khong don gian nhu xay dung mot khach san thong
thuong. Kién trdc cua resort khdng chi bao gom viéc sap dat vi tri cia cac cin biét
thu, bungalow, nha hang, khu vui choi giai tri... ma con phai dap tng duoc yéu cau
dong bo, bé tri hai hoa voi canh sic thién nhién va mang dam nhimng dic trung van
hoa dia phuong. Do d6, viéc thiét ké resort thuong dua vao nhirng nét dic trung cia
dia phuong noi xay dung resort véi nhitng cay bonsai, nhitng vat dung, d6 ding dan
toc: chum, lu nuéc, hay cac vat dung bang tre, may dan...; dong thoi cac vat liéu ty
nhién than thién véi méi truong 1 chat liéu cha dao khi thiét ké va xay dung resort;

d6 c6 thé 12 nhitng ngdi nha mai ngoéi do twoi voi twong gach, cot, kéo bang gd, ciing
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cd thé 1a nhitg cin nha mai 14, vach tre don so, moc mac. .., tit ca nhirng diéu dé tao
nén stc hat riéng cho mdi khu nghi dudng.

Bén canh dé, canh quan ndi that, canh quan dich vy, budng phong, khu tiép dén. . .1a
nhitng khdng gian can cé bai tri dep, khoa hoc va than thién véi moi trudong. Day 1a
nhitng noi ma du khach c6 ci nhin va danh gia nhiéu nhat, anh huéng tryc tiép dén
chat luong dich vu cua khu nghi dudng. Néu c6 mét thiét ké tien dung, dep va chuyén
nghiép sé& gilp resort phat trién nhanh chéng trudc sy canh tranh caa nhiéu co so luu
tra khac.

Viéc thiét ké canh quan phai duoc chl y véi nhitng khdng gian ngoai canh dé tao
ra c4c tiéu canh co view dep, hoa hop véi thién nhién. Cac khdng gian méi che ngoai
troi ¢6 thé tan dung 1a khu phuc vu an hoic giai khét, cac khu vuc hd boi hay cong
vién nén co thém cay xanh mang lai sy hoa hop véi thién nhién. Thém vao do, khu
vuc & tan, phong cho va tiép khach can dugc trang tri bai ban, trang trong thé hién
su chuyén nghiép cua resort. DSi véi khu vuce luu tra trong resort bao gdm cac phong
khach san, villa hay bungalow... nhat thiét phai cd hé cira thong thoang, ¢ ban cong
rong va khong gian mé tao cac goc view dep va tai ddy ciing phai dugc bd tri trang
thiét bi noi that chat lugng, day du, tién dung. Nhitng khong gian 1ang man ngoai troi
1a diém sang ma cac resort can phai khai thac, noi day du khach co thé hen ho, to
chuc cac buodi tiéc; do do, viec bd tri nhitng anh dén hay nén lung linh, &m nhac nhe
nhang gitra canh troi dém huyén ao sé cang tao dugc dau an trong long du khach.

Cudi cung 1a khu vyuc dich vu nhu nha hang, quan bar, hd boi, spa, khu vui choi
giai tri... phai duoc thiét ké mot cach khoa hoc, sang tao va gay an twong véi du
khach vi day 13 nhirng noi thudong xuyén duoc du khéch sir dung, dem dén doanh thu
cha yéu cho resort.

« Am thanh, anh sang va mui hwong

Ngoai ra cac yéu té nhu am thanh, anh sang va mui huong ciing can duoc quan
tam. Am thanh trong resort can dugc bé tri pht hop ddi vai tirng khu vuc va muc dich
sir dung. Di voi khu vuc giai tri 4m thanh thudng to hon mirc binh thuong dé tao sy

vui vé, phan khich nhung ciing Iuu y khong lam anh huong dén khu vye khach luu
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trd, nghi ngoi. Ngoai ra cac khu vuc nhu tap yoga, thién dinh hay spa... cling can
phéi c6 Am thanh nhung loai hinh va 4m lugng s& nhe nhang dé tao sy dé chiu va thu
gian cho du khach.

Bén canh d6, hé théng chiéu sang trong resort ciing rat quan trong. Hé thdng anh
séng trong resort vira c¢6 cdng dung chiéu sang va vira c6 cong dung trang tri, diém to
thém s lung linh huyén 4o cua resort. Hé thong chiéu sang tai resort phai dam bao
s6 luong va cudng do phd hop véi tirng khu vuc dich vu. Ngoai ra, khi ldp dit hé
théng chiéu sang tai resort phai dam bao an toan tuyét ddi; cac dong bong trang tri
resort phai 1a loai bong sir dung dién 4p & muc an toan dé tranh nhing sy cb xay ra;
cac bo dén ngoai troi phai duge dam bao kin nuéc, kin bui, c6 kha nang chéng duoc
mua ning.

Bén canh 4m thanh va anh sang thi mui hwong c¢6 anh huang rat lon dén cam xdc
cua du khéch. Vi vay néu khong gian resort co mui huong dé chiu s& khién du khach
hai long va c6 xu huéng quay tro lai. Bé c6 mot mui hwong dé chiu thi viéc dau tién
can 1am 1a loai bo mui hoi trude khi tao mui huong. Resort ¢6 lwgng nguoi dén va di
dong dao s& dé lai cac mui co thé khac nhau, do d6 resort phai ludn duoc vé sinh ki
ludng va thuong xuyén, dac biét la khu vue phong khach luu trt va khu vuc vé sinh
chung. Bén canh d6, resort nén lya chon hda chat phi hop, tranh cac loai hda chét
qua nong hoac gay di ang cho du khach.

Tiép dén 1a tao mui huong dic trung cho resort. Pé tao hwong thom, resort c6 thé
sir dung nhiéu cach khac nhau nhu nén thém, huong vo tréi cay, qué, tinh dau... Trong
d6, viéc str dung tinh dau sé& gitp huong thom lan toéa nhanh, rong va giit duoc mui
huong 14u hon; ngoai ra, tinh ddu con gidp tao su thu gian cho du khach. Bén canh
d6, viéc bé tri cac loai cay hoa co hwong thom 1a mét y tuong rat hay. Cay hoa khong
nhitng gitp khdng gian resort thém phéan thoang dat, twoi mat ma con gitp thanh loc
khong khi va mang dén huong thom. Tuy nhién, viéc lya chon mui huong phai phu
hop voi chil dé cua resort va dem dén cam giac dé chiu cho du khéch.

% D4u hiéu va biéu twong
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Vi resort ¢ khong gian rong 16n va nhiéu khu vuc khac nhau, nén viéc cung cap
théng tin cho du khach théng qua cac dau hiéu va biéu tuong nhu bién thong béo,
bién chi dan, to théng tin, hinh anh. .. 1a hét sic can thiét. Trong mét khdng gian dich
vu rong lén nhu resort thi cac dau hiéu va biéu tugng can duoc bé tri hop 1y va day
du, thong tin cung cap phai rd rang va dé hiéu. Khong gian ngoai troi cua resort dugc
bd tri, ldp dat cac bién cung cap thong tin chung va gio gidc hoat dong cua cac dich
vu. Khu vuc 16i di, hanh lang duoc bé tri cac bién chi duong kém véi thong tin céc
khu vuc dich vy. Céac khu vuc dich vu nhu nha hang, quan bar, ho boi, spa, khu vui
choi giai tri... dwgc bd tri cac bién hiéu va bién cung cap thong tin dich vy kém gio
giac hoat dong. Khu vuc luu tra ciia khach can dugc gan bién sé villa, sé bungalow,
s phong véi kich thude phi hop bén ngoai; trong phong can gan cac bién/to/hinh
anh huéng dan va cung cap thdng tin chi tiét tir phong ngu dén phong tim nhu: to
thong tin cac trang thiét bi trong phong, to théng tin cac dich vy, to huéng dan sir
dung trang thiét bi, bién cdm hut thudc, to thong tin tiét kiém nudc dé bao vé moi
truong...

1.2.2. Ly thuyét vé khong gian dich vu
1.2.2.1. Céc khéi niém lién quan dén khong gian dich vu

Khai niém dau tién dugc dé xuat boi Kotler (1973) théng qua thuat ngi
“Atmosphere” dé mo ta moi trudng tai mot diém ban hang. “Atmosphere” c6 thé
duogc hiéu 1a “thiét ké khdng gian co y thirc dé tao ra cac hiéu tng cam x(c cu thé ¢
ngudi mua nham nang cao xac suat mua hang caa ho” (Kotler, 1973). Theo 6ng, méi
truong 1a yéu té da chiéu va né bao gdbm cac yéu té cam tinh twong (ng véi nhan thic
ctia nguoi tiéu dung. Kotler (1973) tuyén b rang trong mot méi tredng dich vu nhat
dinh, khach hang thuong cam nhan duoc nhiéu kich thich khac nhau tir bau khong
khi ctra hang bao gdom “Thi giac (mau sac, anh sang, tham my, thiét ké)”, “Thinh giac
(&m nhac va am thanh)”, “Khtru giac (mui, hwong thom)”, “Xuc giac (sy sach s¢)”.
Baker (1986) sau d6 da mo ta khong gian dich vu bang thuat ngit “Physical
environment” trong linh vuc ban 1¢ nhu mét tap hop ba thanh phan bao gom “Yéu tb

cam quan”, “Yéu t6 thiét ké” va “Yéu t6 xa hoi”. Trong d6, yéu té thiét ké dé cap dén
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khia canh thim my va chirc ning cta d6 ndi thit va bd cuc: yéu té xa hoi phan &nh
anh hudng cia cac twong tac xa hoi dbi Vi cac ca nhan trong moi trudng dich vu.

Vao ndm 1992, lan dau tién Bitner dé& xuat khai niém “Servicescape” c6 lién quan
dén céc kich thudc ciia méi trudng dich vu do t6 chire dich vu thiét ké nham tang chat
lwong dich vu duoc cung cip cho khach hang. Theo Bitner (1992), “Servicescape”
duoc dinh nghia 13 “Thiét ké ctia méi trudng vat chit dic trung cho bdi canh ma dich
vu dién ra, diéu ndy gay ra phan ang tir khach hang dan dén viéc hién thi cac hanh vi
tiép can hodc né tranh”. Bitner (1992) d xac dinh ba thanh phan caa khong gian dich
vu bao gém “Mdi trudng xung quanh”, “Bb cuc khong gian va chirc ning”, “DAau
hiéu, biéu tuwong va hién vat”. M6 hinh “Servicescape” duoc coi 1a nén tang co ban
cho cac nghién ctru lién quan dén méi quan hé gitra moi truong vat chat xung quanh
va hanh vi khach hang.

Ngoai cac khai niém trén, khong gian dich vu con dugc mo ta boi thuat ngi
“Economic environment” (Arnold & cong su, 1996). C&c hoc gia nay da mo ta
“Economic environment 1a noi méot san pham hoic dich vu dugc trao ddi dé cac to
chic duge khen thudng vi di kiém soat hiéu qua qué trinh 1am viéc”. Bén canh do,
Turley & Milliman (2000) da sir dung thuat ngir “Marketing environment” dé diéu
tra cac yéu té quyét dinh méi truong béan 1¢; trong d6 ho xac dinh nhém nim yéu té
bao gom “Ngoai that”, “Noi that chung”, “Cach bo tri cira hang”, “Noi that trung
bay” va “Con ngudi”. Trong bdi canh twong tu, Roy & Tai (2003) di kham pha anh
huong caa “Store atmosphere” ddi véi phan (g cam xtic va ¥ dinh hanh vi cua nhitng
ngudi mua sam khi ghé tham céc cira hang ban lé. Trong khi Tombs & McColl-
Kennedy (2003) d& xuét thuat ngit “Social-servicescape” bao gdm “Céc yéu tb ngit
canh”, “Vat Iy” va “Xa hoi” khi xem xét cac anh huéng ciia moi truong dich vu doi
vé6i hanh vi caa khach hang. Ho chi ra rang “Social-servicescape” khong chi duoc
giai thich bai cac kich thich vat ly bén ngoai ma con baoi cac trang thai xa hoi bén
trong. Hanh vi ciia khach hang duoc dinh hinh bai cac thanh phan hitu hinh cia méi

treong dich vu va cac y nghia xa hoi cia hoat dong tiéu dung.

70



Bang 1.2. Cac khai niém lién quan dén khong gian dich vu

Tac gia Thuat ngir Linh vuc
Kotler (1973) Atmosphere Dich vu
Baker & Julie (1986) Physical environment Ban I¢
Bitner & Mary Jo (1992) Servicescape Dich vu
Arnold, Handelman & Tigertt Economic environment Ban l¢
(1996)

Turley &Milliman (2000) Marketing environment Ban I¢
Roy & Tai (2003) Store atmosphere Ban lé
Cronin Jr (2003) Service atmosphere Dich vu
Tombs & McColl-Kennedy (2003) | Social-servicescape Dich vu

Nguon: T&c gid tong hop

T6m lai, cac nghién ciru trude day da chi ra cac quan diém khac nhau vé khai niém
khdng gian dich vu. Nhitng khac biét ndy chu yéu xuat phat tir (1) cac bdi canh khéc
nhau nhu trong linh vuc ban 1¢ (Physical environment, Store atmosphere, Marketing
environment) hoac linh vuc dich vu (Servicescape, Service atmosphere) va (2) cac
cach tiép can khac nhau ddi véi cac thanh phan caa méi treong dich vu. Vi du, khéi
niém “Social-servicescape” xem xét ca thanh phan vat chat va thanh phan xa hoi trong
moi truong dich vu (Tombs & Mc Coll-Kennedy, 2003), trong khi “Servicescape”
hoic “Service atmosphere” tip trung vao cac dic diém vat ly cia moi trudng dich vu
tir moi trudng xung quanh dén b cuc va tham my (Baker, 1986; Bitner, 1992).

Trong nghién ciu nay tac gia chi tap trung xem xét anh hudéng cua cac thugc tinh
vat Iy ciia méi truong dich vu, yéu té x& hoi dugc tach roi khoi méi truong dich vu.
Chinh vi vay, thuat ngit “Servicescape — Khong gian dich vu” do Bitner d& xuat
(1992) s& la thuat ngir chinh thirc va khai niém “Khang gian dich v l1a thiét ké cia
méoi trwong vat chét dic trung cho boi canh ma dich vu dién ra, diéu nay gay ra
phdn #ng tir khach hang dédn dén vige hién thi cac hanh vi tiép cgn hogc né tranh
(Bitner, 1992)” cling chinh la khai niém chinh thic cho nghién ctru nay.

1.2.2.2. Mét s6 mé hinh ly thuyét dién hinh vé khéng gian dich vu
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%+ M6 hinh caa Kotler (1973)

Ly cam hing tir nghién ciu vé tam 1y hoc méi trudng trong nhitng nim 1960,
Kotler (1973) da dé xuat mot md hinh méi truong vat Iy véi khai niém “Atmosphere”
(Hinh 1.2), duoc dinh nghia 12 “Xay dyng c6 y thirc cia mot khong gian dé tao ra
nhitng hiéu tng nhat dinh ddi v6i ngudi mua”. Kotler (1973) cho rang méi trudng 1a
su xay dung chat luong cam giac duoc thiét ké boi cac cong ty dé thay dbi cam xdc
ctia ngudi tiéu dung. Mai trudng kinh doanh duoc dic trung bai bon thanh phan: “Thi
giac (mau sic, do sang, kich thuéc va hinh dang)”, “Khiu gidc (mui va do tuoi)”,
“Xuc giac (nhiét do va do mém)” va “Thinh giac (dm lwong va giai diéu)”, trong khi
giac quan tha nam (vi giac) khong dugc cong nhan véi anh huong truc tiép dén bau
khong khi. M6 hinh nay cho thay ngudi tiéu ding phan tng véi cac kich thich méi
truong thong qua ba loai phan &ng bao géom phan wng cam xdc, phan (ng nhan thac
va phan tng hanh vi. Trong mé hinh nay, Kotler (1973) da tich hgp cac phan tng
cam xuc va nhan thire voi tu cach 13 bién trung gian cua cac phan ang kich thich moi
truong. Theo md hinh nay, mdi khéng gian mua sam dwoc mo ta bai mot sé cam nhan
giac quan cu thé. Nhiing kich thich nay c6 thé 1a ndi tai hoic cd thé duoc cung cap
boi céc t6 chuc. Khi buéc vao nhiing khong gian nay, ngudi tiéu ding s& cam nhan
duoc san pham cua mot moi truong nhit dinh. Cau luu y rang, nhan thic s& phai chiu
“Su chii ¥ ¢ chon loc”, “Bop mép” va “Duy tri”. Nhitng pham chat nhan thirc cua
bau khong khi sau d6 anh huong dén cac trang thai tinh cam va théng tin caa con
ngudi. Cubi cing, phan ttng cam xdc va nhan thic tich cuc cua khach hang di voi
chat lugng mai truong dan dén viéc gia ting xac suat mua hang (Kotler, 1973).

Kotler (1973) cho rang chit lwong bau khong khi c6 kha ning anh hudng dén hanh
vi mua hang theo ba cach. Thir nhat, bau khong khi co thé 1a “Mot phuong tién tao ra
su cha y”. Trong truong hop nay, mot sé tin hiéu nhu mau sic, a&m thanh hoic
chuyén dong c6 thé dugc st dung bai mot to chire dich vu dé 1am cho co sé cia ho noi
bat hon cac ddi thu canh tranh khac. Thi hai, bau khong khi cé thé 1a “Mot phuong
tién tao thong diép” dé cap dén viéc cac t chuc truyén tai nhiéu thong diép vé t6

chuc caa ho dén khach hang tiém niang va hién tai. Bau khong khi gop phan cung cap
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c4c tin hiéu riéng biét cho khach hang cho phép ho phan biét t chuc véi cac dbi thu
canh tranh khac. Cudi cing, bau khi quyén c6 thé hoat dong nhu mot “Phuong tién
tao anh hudng”. Céc yéu té cuia bau khong khi nhw mau sic, am thanh va anh sang c6
thé truc tiép kich thich trang thai cam x(c bén trong cta khach hang 1am ting xac
suit mua hang. V& van dé nay, bau khéng khi ¢ vai tro quan trong trong viéc chuyén

d6i y dinh hanh vi thanh hanh vi mua thuc té.

1) ) @) (4)
Nhan
thuc caa . ic do i
U Anh huéng cua Tac dong cua
Chat1 nguol cac chat luon thong tin 43
by UQng mua ve cam nhan diro% Sira 401 va
cam guan cua chat x| trang thai tinh
khéng gian » doi vadi viéc sua .
lwong Rega ol cam cua
Xung quanh ; doi thong tin va s
dbi t cam trang thai tinh nguol mua
mua hang qlan cim Gia ngus len xac suat
ua hang cua i g mua hang cua
khong ho
gian

Hinh 1.2. M hinh ctia chudi nhan qua két néi bau khong khi va xac suat
mua hang
Nguon: Kotler (1973)
¢+ M6 hinh cia Mehrabian & Russell (1974)

Trong cac nghién ciru vé anh hudéng cua méi truong dich vu ddi véi hanh vi cua
khach hang, md hinh ciia Mehrabian & Russell (1974) duoc danh gia 1a nén tang
vitng chic cho hau hét cac nghién ctru lién quan dén vai tro cua kich thich khi quyén
d6i v&i phan ung tinh cam va hanh vi cua khach hang. Mac do mé hinh nay khéng
duoc phat trién trong bdi canh tiéu dung, nhung su lién quan cia né da dugc xac minh
dé giai thich anh hudng cua cac diéu kién méi trudng doi véi hanh vi cia nguoi tiéu
ding trong céac bdi canh khac nhau (Baker & Cameron, 1996; Turley & Milliman,
2000; Ryu & Jang, 2007). Mehrabian & Russell (1974) da dé& xuat mé hinh phan tng
kich thich sinh vat (S-O-R) gia dinh rang kich thich méi truong (S) gay ra nhitng thay
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d6i ddi voi trang thai cam xdc bén trong caa moi ngudi (O), sau d6 dan dén hanh vi
tiép can hodc né tranh (R) (Hinh 1.3).

Theo Mehrabian & Russell (1974), kich thich méi truong dé cip dén hai thanh
phan bao gom “Bién phuong thirc cam gidc” va “Ty 18 thong tin”. Trong khi cac khia
canh quan trong cia phuong thirc cam giac d6i voi cam xic bao gom mau sic, nhiét
d6, anh sang, am thanh, hwong vi va mui. Khéi niém vé ty 18 thong tin duoc xem 12
“Cac mdi quan hé khdng gian va thoi gian giira cac thanh phan kich thich cua mot
moi truong”. Mehrabian & Russell (1974) da giai thich rang hau hét cac twong tac
trong méi trudong 1a su két hop phtc tap va dong thoi caa nhiéu phwong thirc cam
giac ciing nhu mét s6 chiéu kich thich trong mdi phuong thirc. Va nhiing twong tac
nay ciing thay doi theo thoi gian. Hon nita, su két hop cua cac thanh phan khac nhau
dan dén cac mau khac nhau, sau d6 tao ra cac muc thong tin khac nhau. Toc do thong
tin ¢6 lién quan dén mot sé khai niém nhu “Phirc tap, ngau nhién, dir doi, choi tai,
khong ddng nhat, khdng lién tuc, hiém, méi la, ddng ngac nhién, vo nghia, khong dbi

xang, gan, dong duc hodc day dac”.

Phan &ng cam
xuc chinh (O) Phén @ng hanh
vi Tiep can — Neé

Moi trwong (S)

. Cac bhién

v
\ 4

* Vui vé

phuong  thuc tranh (R)

cam giac * Kich thich (Bao gom
(vi du: mau sic « Théng tri phuong  phap
va nhiét do) 'y tiép can vat ly,

tham do, lién két,
hiéu suat hoac
cac giao tiép
bang i noi va

« Ty 1€ thong tin
(Pac trung cho
cac mdi quan hé
khong gian va

thoi gian gitra ph', ngdn ngit
cac thanh phan Cam xtic dic khic dugc uu
kich thich cua trung gan lién tién)

mot moi vai tinh cach

truong)

Hinh 1.3. M6 hinh ly thuyét S-O-R
Nguon: Mehrabian & Russell (1974)
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Trong md hinh S-O-R ban dau, Mehrabian & Russel (1974) céng nhan rang mai
truong anh hudng dén phan (ng hanh vi cia ca nhan thong qua céc trang thai cam
xuc. D& xuit nay di dwgc mot sé nha nghién ciru kiém dinh (Bagozzi & cong su,
1999). Theo ho, cam xtc dong mét vai tro trung gian gitra moi truong va hanh vi caa
ca nhan va cam xuc co thé dugc dic trung théng qua ba thanh phan bao gém “Niém
vui”, “Kich thich” va “Sy théng tri” (PAD). “Niém vui” lién quan dén “Mirc do ma
mot nguoi cam thay tdt, hanh phdc hozc hai 10ng trong mét tinh hudng”. “Kich thich”
mo ta “Murc d6 ma mot ngudi cam thay thich tha, bi kich thich hoac hoat dong trong
mot tinh hudng”. Va “Sy thong tri” dién giai “Mirc d6 ma mot ngudi cam thay rang
minh c6 quyén Kiém so4t tinh hinh”.

Thanh phan cudi cung I cac phan ¢ng hanh vi bao gom phan tng “Tiép can” hoic
“Né tranh” (R). Cac phan hoi vé phuong phap tiép can bao géom tat ca cac phan ng
tich cuc bao gom nhu cau kham pha méi trudong hoic & trong mot bau khéng khi cu
thé hodc nhu cau lién két voi nhitng nguoi khac va sy gia ting mirc d6 hai long cua
cac nhiém vu da hoan thanh hoic hiéu suat trong méi trudng. Nguoc lai, phan hoi né
tranh dé cap dén nhitng nd luc tron tranh viéc & lai hodc kham pha méi trudng, xu
huéng tranh giao tiép hoac bo qua nhitng nd hyc tiép xuc do nguoi khac khéi xudng,
su giam muc d6 hai 1ong caa cac nhiém vu d3 hoan thanh hoac hiéu suat trong moi
truong.

% M6 hinh caa Bitner (1992)

Dua trén mé hinh kich thich-sinh vat-phan ing (SOR) (Mehrabian & Russell,
1974), Bitner (1992) dé xuat mot mo hinh “Servicescape” gia dinh rang cac thudc
tinh cua “Servicescape” anh hudng dén nhan thic cua khach hang va nhan vién ma
sau d6 gy ra cac phan ung vé cam x(c, nhan thic va sinh Iy cua ho dén mai truong
ctra hang. Nhitng phan ¢ng noi bé nhu vay anh huong dén twong tac xa hoi gitra
khach hang va nha cung cap dich vu va dan dén nhiing thay di trong phan tng hanh
vi bao gém ca “Tiép can va né tranh” (Mehrabian & Russell, 1974) (Hinh 1.4).
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Céc thanh phan Mai truong Céc bién Céc phan hdi Céac
moi truong toan dién dieu tiet noi bo hanh vi
. Nljan t[n’rc
Mdi truong * gﬁm IX,UC
xung quanh * y
*Nhiét d
+Chat lugng I o Tiép
khong khi Phan hdi can
*Tiéng 6n bidu tiét phan | __| cuanhan « Ne
*Am nhac hdi cua vién tranh
Khong gian / nhén vién
chirc nan
mg Kh(‘?ng gian Tuop_g t.éic xa
*Trang thict bi qlCh vu h9| gitra
« Db dac cam nhan khach hang
twong va hién vat hoi cua | cia khach . Tiép
-+ Bién chi dan khach hang hana can
: « Né
« Dd tao tac ca nhan | tranh
* Phong cach « Nhén thuc
. » Cam xuc
trang tri « Sinh ly

Hinh 1.4. M6 hinh ly thuyét Servicescape
Nguén: Bitner (1992)

Trong md hinh “Servicescape”, Bitner (1992) di xac dinh ba thanh phan chinh cia
khong gian dich vy bao gom “Mai truong xung quanh”; “Bé cuc khong gian va chirc
nang”; “DAu hiéu, biéu twong va hién vat”. Mbi truong xung quanh dé cip dén céc
dic diém vo hinh ciia méi truong dich vu nhu anh sang, nhiét o, &m nhac va mui
huong. Cach bé tri khéng gian va chirc nang dé cap dén vi tri, cach sap xép may mac,
thiét bi va d6 dac trong khéng gian ctra hang. DAu hiéu, biéu trong va hién vat phan
anh huéng dan, hé théng nhan dang dé gilp cac nha cung cap dich vu két ndi voi
khach hang cuaa ho.

Sau khi nhan dugc kich thich tir moéi troedng phuc vy, cac ca nhan phan ng lai cac
kich thich ttir m6i truong thong qua “Phan tng nhan thac, cam xtc va sinh 1y” cua ho;
cac phan hdi nhan thuc lién quan dén niém tin cua ca nhan vé san pham, dich vu va
dia diém. Khong gian dich vu dugc cam nhan gitip khach hang xac dinh mét to chirc

thdng qua phan loai cta no, dugc dinh nghia 1a “Qua trinh ma moi ngudi gan nhén
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cho mot d6i tuong”. Hon nita, trong mét s tinh hudng, ngudi tiéu ding va nhan vién
¢6 xu hudng sir dung cac dau hiéu bén ngoai va biéu twong dé suy ra chat lugng.
Trong khi do, cac phan itng cam xuc ghi lai tdm trang va thai ¢ cia mét ca nhan dua
trén hai khia canh bao gom niém vui va su kich thich. Cudi ciing, cac phan tng sinh
1y d& cap dén sy thoai mai hodc kho chiu vé thé chat. Tuy nhién, cudng do va xu
huéng caa mdi quan hé gitra cac tin hiéu méi treong va phan g ca nhan duoc quy
dinh boi “Cac yéu t ca nhan va tinh huéng” trong dé ghi lai “Cac khuynh huéng tim
kiém su kich thich, kha ning sang loc céac kich thich méi trudng, ky vong, tam trang
nhat thoi, ké hoach va muc dich dich vy”.

Trong phan cubi ciia mo hinh, Bitner (1992) dé xuat rang cac phan tng bén trong
d6i vai cac tin hiéu moi trudng sau d6 s& anh huong dén hanh vi cua khach hang va
nhan vién trong cung cap dich vu va anh huong dén cac tuong tac xa hoi giira khach
hang va nhan vién. Trong khi d6, hanh vi c4 nhan ton tai duéi hai hinh thuc: tiép can
va né tranh. Trong mdi trudng dich vu, cac phan ¢ng tiép can bao gom tat ca cac phan
trng tich cuc: nhu cau khdam pha moéi trudng hoic & trong mot bau khong khi cy thé
hoac nhu cau lién két véi nhitng ngudi khac. Nguoc lai, phan tmg né tranh dé cap dén
nhitng nd lyc tron tranh & lai hodc kham pha méi truong hodc phét 16 twong tac véi
nhirng nguoi khidc (Mehrabian & Russell, 1974). Theo Bitner (1992), ngoai anh
huong dén hanh vi ca nhan, khong gian dich vy con anh huéng dén chét luong tuong
tac gitra khach hang va nhéan vién. Cac hinh thirc tuong tac xa hoi trong moi trueong
dich vu bao gom tuwong tac gitra khach hang véi nhan vién, twong tac gitta khach hang
v&i khach hang va tuong tac gitra nhan vién vai nhan vién.
1.2.2.3. Céc thanh phan caa khong gian dich vu

Trong nhiéu nghién ctu lién quan, cac nha nghién ctiru da do luong cac thanh phan
khac nhau cua khdng gian dich vu twong tng véi cac bdi canh va quan diém khac
nhau. Tuy nhién, cac hoc gia dong Y rang bat ké thanh phan nao cua khéng gian dich
vu dugc sir dung, tat ca ching déu duoc thiét ké nham dem lai sy hai 10ng cho khéch
hang. Trong phan nay, mot danh gia ngan gon vé cac nghién ciru lién quan dén céac

thugc tinh cia khdng gian dich vu di dugc tong hop trong bang 1.3.
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Bang 1.3. C4c thanh phan cia khéng gian dich vu

Téac gia Thanh phan Thugc tinh Linh
vurc
1. Thi giac Mau sic, anh sang, tam nhin
2. Thinh giac Loai nhac, am lugng
Kotler (1973)3. XUlc giac Sach sé Dich vu
4. Khiru giac Mui, huong thom
1. Yéu t6 méi truong xung| Mui huong, 4m nhac, &nh séng
Baker (1986) |quanh Cac khia canh tham m¥ va chuc
2. Yéu tcf) thiét ké nang cua bd cuc BAN lé
3. Yéu to xa hoi Nhan vién va khach hang
1. Moi trudng xung quanh | Nhiét do, chat lwong khéng
khi, tiéng 6n, am nhac va mui
Bitner (1992)[2. Khong gian/chirc ning | B tri, thiét bi va do dac 2
£ . . 2 5 . 2 ; . 2 X T6 chuc
3. Dau hiéu, biéu twong va | Bién bao, bi¢u tugng, d6 tao di
SRR , , n . ich vu
hién vat tdc c& nhan, phong cach
trang tri
1. Kha ning tiép can bb cuc B tri 16i ra va 16i vao, trang
bi noi that, trang thiét bi Dich vu
2. Tinh tham m¥ cua co s¢| Thiét ké kién tric, mau sic va| giai tri
Wakefield thiét ké noi that (Céac
& 3. Chd ngoi thoai mai Dic diém vat ly cua chd ngdi  san
Blodgett va khéng gian ngoi bong
(1996) 4. Thiét bi dién va man DAu hiéu, biéu tuong va dd tao chay to
hinh tac cho trai nghiém giai tri chuc
Co s& Vat chat sach s& Cac giai
5. Su sach s& dau lon)
1. Thiét ké va trang tri toa | Hinh thiac bén ngoai, Dich vi
Wakefield  nha thiét ké noi that, b tri giai tri
& va chd ngoi (Tro
Blodgett 2. Thiét bi Thiét bi dién choi
(1999) 3. Mo6i treong xung quanh | Sach s&, nhiét do, khic con
ngoai hinh twom tat cau, rap
ctia nhan vién chiéu
phim)
1. Ngoai that chung Bii dau xe, vi tri, thiét ké,cira
2. Noi that chung 56
3. B cuc va thiét ké Moi truong noi that néi chung
Hoffman & 4. Trang tri Kién thuc vé bd cuc
Turley Khong gian k¢, trung bay san Dich vu
(2002) 5. Lién h¢ vai nhan vién | pham, phong céch trang tri : '

Ngoai hinh va sé luong nhan

6. Cac khach hang khac

vién, giai tinh

7

8




Mat do

Lucas (2003)

N

. bidu huéng b cuc

. Su §ach‘ S€
. Cho ngoi thoai mai

. Trang tri noi that

. Méi trrong xung quanh

Kién trac, thiét ké noi that va b
cuc khong gian

San may danh bac sach sé
bém, tua lung va vai/tan
nhiét, chd ngdi khong dong
dac

Anh sang, mau sic, trang tri san
nha

Khoéng khi bén trong, &m nhac
va hinh anh d6 hoa

Casino

Kottasz (2006)

. Yéu t6 ngoai canh

. Méi truong xung quanh
. B4 cuc va thiét ké

. b6 trang tri

. Yéu t6 con nguoi

Kich thudc, hinh dang cua toa
nha, bai dau xe

Nhiét do, do sach, anh sang,
mui huong

Vi tri @6 vat, ludng giao thong,
vi tri mat cat

Bién b&o va thé, hién thi cac
muc tiéu

Pic diém cua nhan vién, déng
phuc, su dong duc

Bao tang

. Khéng gian
. Phat hi¢n 16i di

Thict ke khong gian
Tinh dé hiéu cua thiét ké bén

Newman trong nhu 16i di trung tim v
(2007) cac khu vuc hoi hop trong séan| Dich vu
bay, bénh vién va truong dai
hoc
1. Tham my co s& Thiét ké kién tric, mau sic va
thiét ké noi that
Ryu & JangR. Chiéu sang Loai 4nh sang va do sang.
(2007) 3. Moi truong xung quanh | Am nhac, nhiét d6 va mui X
e Nha
4. BO cuc huong. ’ ’ hang
May mdc, thiét bi, noi that va h
< A ; N ang
5. Dung cu an uong cach bai tri san
Dung cu inox, sanh s, thuy| g
tinh va vai lanh chit lugng cao.
1. Cac yéu to6 moi truongl Mui, &m thanh, anh séng
Kwortnik xung quanh
(2008) 2. Yéu to thiét ké B6 tri tau, trang tri, kich thudc,[Tau thay
co s& VAt chat luu tra
3. Yéu td xa hoi Nhan vién, khach hang khac | du lich
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1. M6i truong xung quanh

Anh sang, nhiét do, huong
thom, am nhac

Kim & Moon2. Tinh tham my cia co s| Kién tric, trang tri, mau sic
(2009) 3. B4 cuc D4u hiéu, chuyén dong, 16i di
gitra cac ban Nha
A. C4c thiét bi dién tu May am thanh/video hang
5. Chd ngodi thoai mai Ghé, chd ngdi, khéng gian
1. Phong cach trang tri va Tranh, anh, trong, mau sic, do
dd tao tac noi that
Han & RyuR. Bb cuc khdng gian Sip xép ban/chd ngdi, bb cuc
(2009) téng thé Nha
3. Mbi truong xung quanh | Anh sang, am nhac, nhiét o6, hang
huong thom
1. Yéu to vat ly Moi truong, khdng gian, dau
Rosenbaum & hiéu, biéu twong, d6 tao tac
Massiah 2. Yéu td xa hoi Nhan vién, khach hang, mat d¢
(2011) x4 hoi
3. Tinh biéu twong xa hoi | DAu hiéu dan toc, muc tiéu/hién| .
e AR 4 A Dich vu
vat dan toc
4. Yéu td tuy nhién Di xa, mé hoac, twong thich
1. Yéu té vat ly Thiét ké, bao quan tai san, moi
Walls (2013) trrong xung quanh .
C N A .. | Khach
2. Tuwong tac cua con Quan tam, chuyén nghiép, dang san
nguoi tin cay :
1. M6i trudng xung quanh | Chat luong khdng khi, nhiét d,[Cac hang
Han (2013) mui, tiéng on hang
2. Khéng gian va chuc B4 tri, thiét bi / tién nghi khong
nang giaré
1. Cai dat vat ly Anh sang, mau sic, biéu tuong,
Wang & dd tao tac
Mattila (2015) 2. C4c nha cung cap dich | Pac diém nhan chang hoc cual Nha
vVu nhan vién hang dan
Pic diém nhan chung hoc cud  toc
3. Khach hang khéac nhitng khach hang khéac
1. Kha ning tiép can b6 | Chuyén dong, tiép nhan céc
cuc loai dich vu
Moon & cong2. Tinh thim my cia co s¢| Mau sic, tuong, san, kién tric,
su (2016) trang tri
3. Chirc ning Sap xép chd ngdi, man hinh| Céc san
dién tir bay
4. Su sach sé Phong vé sinh, khu dich vu an|

uéng, 16i di, hién hitu
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1. Thiét ké B cuc, chuyén dong, thiét ké
2. Thiét bi t6t
Cap nhat, da dang, diéu kién suiCéc cong
Wu, Li and Li3. Moi truong xung quanh | dung vién chu
(2018) 4. Yéu t6 x& hoi Khong khi dé
Céc khach hang khéac

Nguon: Tac gid tong hop

Pau tién, Kotler (1973) d3 mo ta khdng gian dich vu théng qua cac dic diém vo
hinh caa mdi trudng xung quanh nhu thi gidc (mau séc, anh sang), thinh giac (loai
nhac, mic d6 am thanh), xac giac (d6 sach) va khiru giac (mui, huong thom). Sau do,
Baker (1986) d3 phan loai cac dic diém cua khong gian dich vu thanh ba thanh phan
bao gom “Yéu td thiét ké:, “Yéu té moi truong” va “Yéu td xa hoi”. Yéu té thiét ké
tuong (ng Véi kich thudc truc quan cua moi trudng bén ngoai hoic bén trong. Yéu
t6 moi truong lién quan dén céc thudc tinh gidc quan (Kotler, 1973) nhu thi giac,
khtru giac, thinh giac va xtc giac. Yéu té xa hoi mo ta s6 lwgng, su hién dién va hanh
Vi Cua cac ca nhan trong moi truong.

Pé thay thé cho viéc phan loai cac thanh phan khdng gian dich vu dya trén bon
giac quan con ngudi cia Kotler (1973), Bitner (1992) da cong nhan khai niém mai
vé moi trudng dich vy - “Servicescape” - vai ba thanh phan chinh bao gom “Cac yéu
t6 xung quanh”, “Khéng gian va chirc nang”, “Dau hiéu , biéu twong va hién vat .
Trong khi mdi trudng xung quanh dé cap dén cac dic diém vo hinh ciia moi trudng
dich vu nhu anh sang, nhiét 46, &m nhac va mui huong. Cach bé tri khdng gian va
cong ning dé cap dén vi tri, cach sap xép may mac, thiét bi va do dac trong khong
gian ctra hang. Dau hiéu, biéu twong va hién vat phan anh hudéng dan, hé thong nhan
dang dé gitp cac nha cung cap dich vu két ndi véi khach hang cua ho (Bitner, 1992).

Trong nghién cau vé bbi canh dich vu giai tri 1a cac san bong chay to chuc céc giai
dau lon, Wakefield & Blogett (1996) d3 xem xét khong gian dich vy nhu mot khéi
niém bao gém niam thanh phan: “Kha ning tiép can b cuc (b tri 15i ra va vao, trang
tri noi that, b tri thiét bi)”, “Tham my cua co sé (thiét ké kién tric, mau séc, thiét ké
noi that)”, “Su thoai mai khi ngdi (dac diém vat Iy caa chd ngdi va khéng gian ngdi)”,

“Thiét bi dién va man hinh hién thi (dau hiéu, biéu tuong va do tao tac cho trai nghiém
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giai tri)” “Su sach s& (su sach s& cua co sd vat chat nhu phong vé sinh...)”. Tuy nhién,
cac thuoc tinh ctia méi treong xung quanh (Kotler, 1973; Baker, 1986; Bitner, 1992)
va cac yéu t6 xa hoi (Baker, 1986) khong duoc xem xét trong nghién ctu ndy; thay
vao d6, Wakefield & Blogett dé xuat ma rong khuén khé caa Bitner bang cach thém
yéu té “Su sach s&”, duoc coi 12 yéu t quan trong cua méi truong vat ly. Ho tuyén
bd rang yéu té nay 1a can thiét cho céc dich vu ma khéach hang c6 thé danh vai gio tai
mét noi lam dich vy. Trong mot nghién ctu vé su hai 1ong cua khach hang dbi véi
bdi canh song bac, Lucas (2003) da xéac dinh su sach s& la mot thanh phan quan trong
ctia moi truong vat chat. Trong khi sy sach s& duoc hiéu 1a “Cam giac gon gang, ngin
nap hoic trat ty trong co s6” (Vilnai-Yavetz & Gilboa, 2010).

Arnould, Price & Tierney (1998) goi khdng gian dich vu 12 “Nhitng dia diém duoc
thiét ké co y thirc, duoc tinh toan dé tao ra cac hanh dong quan trong vé mit thuong
mai”. Trong mot nghién ciu khac vé thiét 1ap dich vu giai tri, vi du nhu rap chiéu
phim va trd choi khic c6n cau, Wakefield & Blodgett (1999) di cb gang danh gia
khong gian dich vy duéi ba thanh phan: “Thiét ké va trang tri toa nha (hinh thizc bén
ngoai, thiét ké noi that, bé tri va chd ngdi)”, “Thiét bi (thiét bi dién)” va “Moi truong
xung quanh (su sach s&, nhiét do va ngoai hinh tuom tat ctia nhan vién)”. Hoffman
& Turley (2002) dé xuat rang khéng gian dich vu nhin manh vai trod ca cac phuong
tién gitp khach hang dua ra nhitng danh gia chu quan vé dich vu duoc cung cap. N6
bao gom cac thanh phan khac nhau nhu: “Ngoai that chung”, “Noi that chung”, “Bb
tri va thiét ké”, “Piém mua hang va trang tri”, “Nhan vién lién h¢”, “Khach hang
khac”. Trong boi canh song bac, Lucas (2003) d3 minh hoa rang khdng gian dich vu
dé cap dén cac thanh phan nhu: “Piéu huéng b cuc (kién tric, thiét ké noi that va
bd cuc khong gian)”, “Sy sach s& (san may danh bac sach s&)”, “Su thoai mai cua
chd ngdi (dém, twa lung va vai/tan nhiét, chd ngdi khong dong dac)”, “Phong cach
trang tri noi that (anh sang, mau sic, trang tri san nha) va “Moi truong xung quanh
(khi hau bén trong, &m nhac va hinh anh d6 hoa)”.

Trong cac bdi canh dic biét nhu san bay, bénh vién va truong dai hoc; theo

Newman (2007), “Thiét ké khong gian” va “Phat hién 16i di (16i di trung tdm va khu
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vuc hop)” duoc nhan manh nhu nhitng yéu té quan trong cua khong gian dich vu.
Ryu & Jang (2007) d3 nghién ciru sdu hon vé anh huéng caa cac thanh phan khong
gian dich vu trong cac nha hang hang sang bang cach tip trung vao cac yéu t nhu
“Tinh thAm m¥ cua co sé (thiét ké kién tric, mau sac va thiét ké noi that)”, “Anh sang
(loai anh sang va d9 sang)”, “Mo6i truong xung quanh (am nhac, nhiét do, mui
huong)”, “Bé cuc (may moc, thiét bi, noi that va cach bai tri)” va “Dung cu dn udng
(dung cu Inox, sanh s, thuy tinh va vai lanh chat lugng cao)”. Kwortnik (2008) 1ap
luan rang khdng gian dich vu bao gém: “Yéu té méi truong xung quanh”, “Yéu t6
thiét ké” va “Yéu té x4 hoi”. Trong khi d6, Rosenbaum & Massiah (2011) dua ra dinh
nghia vé khdng gian dich vy bao gdém: “Yéu t6 vat 1y”, “Yéu té xa hoi”, “Tinh biéu
tuong xa hoi”, “Yéu td tu nhién”; c6 thé gitp 1am gia ting hodc han ché cac quyét
dinh tiép can/né tranh ciia nhan vién va khach hang va cac hanh vi tuong tac xa hoi.
Bowie & Buttle (2017) xem xét khdng gian dich vu tap trung vao cac thanh phan nhu:
“Moi truong bén ngoai”, “Moi truong bén trong”, “Nhan vién” va “Khach hang”.
Trong khi d6, Walls (2013) chi xem xét hai thanh phan caa khong gian dich vu bao
gom “Mbi trudng vat chat” va “Tuong tac gitta con ngudi V6i nhau”.

Trong nghién ciiu ndy, tac gia xay dung cac thanh phan khéng gian dich vu dya
trén nén tang ly thuyét cua Bitner (1992) bao gém céc yéu té: “Mai truong xung
quanh”, “B cuc khong gian”, “DAau hiéu, biéu tuong va hién vat” (Hinh 1.4). Bong
thoi dua trén co sé ly thuyét cua cac nghién ciu truée (Quynh, 2019; Mehrabian &
Russell, 1974; Bitner, 1992; Donovan & cong su, 1994; Mattila, 1999; Han & Ryu,
2009; Liu & Jang, 2009; Ryu & cong su, 2012; Durna & cong su, 2015); “Dau hiéu,
biéu twong va hién vat” s& duoc tach thanh hai yéu té 1a “DAu hiéu va biéu twong” va
“Tinh tham my cta co s&” dé phd hop vai bdi canh nghién ciu 1a céc resort. Bén
canh dé yéu té “Sy sach s&” duoc khuyén nghi thém vao cac thanh phan cua khong
gian dich vy do tinh chat quan trong cta n6 ddi véi cac dich vu khi khach hang thuong
danh mot khoang thoi gian kha 1au trong cac co so dich vu sach sé (Wakefield &

Blodgett, 1996). Cubi cung, “Khong gian dich vu - Servicescap” trong nghién ciru
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cua tac gia bao gom 5 thanh phan sau: “Méi trwwong xung quanh”, “ Bé cuc khong
gian”, “Ddu higu va biéu twreng”, “Tinh tham my ciia co s¢”, “Sw sach sé”.

Thanh phan dau tién caa khdng gian dich vu da thu hat duoc nhiéu sy quan tam tir
c4c hoc gia 1a “Moi trudong xung quanh”. Thanh phan nay chu yéu bao gom nhiét do,
anh sang, mau sic, am thanh (&m nhac, tiéng 6n), mui va chat lugng khéng khi lién
quan dén bén giac quan cia con ngudi nhu thi gidc, thinh giac, khiru gidc va xdc giac
(Kotler, 1973). Theo Verhoef & cong su (2009), bau khong khi ban I¢ bao gédm mui
huong, nhiét d6 va &m nhac 1a nhitng thanh phan quan trong cua trai nghiém khéch
hang trong méi trudng ban Ié ciing vai cac yéu té xa hoi, gia ca va hoat dong khuyén
mai. Wu & cong su (2018) tuyén bd rang khdng khi, mot trong nam dic diém moi
truong vat chat, co lién quan dén chét luong trai nghiém cua du khéch trong bdi canh
cong vién giai tri. Anh sang dugc cdng nhan 1a dong luc quan trong cia cam xdc cé
nhan va ciing anh hudng dén cach con nguoi giai quyét van dé, xac suat nhé lai ky
trc trong ngan han hoic dai han (Knez & Kers, 2000). Cam nhan vé chat lugng san
pham bi anh huong boi nhiéu mau sic khac nhau, khach hang thudng cam nhan tich
cuc hon khi twong tic v6i mau &m hon 13 mau lanh (Chebat & Michon, 2003). Vé
chat luong khéng khi, c6 anh huong sau siac dén mic do hai 1ong cua khéach hang
trong bdi canh khéach san, anh huéng manh m& dén hanh vi caa khéach trong khéch
san (Kuo & cong su, 2008).

Thanh phan thir hai ciia khdng gian dich vu 1a “Bé cuc khong gian”. B6 cuc khong
gian dé cap dén “Cach sip xép may mac, thiét bj va dd dac; kich thuéc va hinh dang
cua nhitng vat dung d6 va méi quan hé khong gian gitta chiing” (Bitner, 1992). B6
cuc khong gian dugc cdng nhan 1a yéu té quyét dinh chat luong trai nghiém dich vu
cua du khach trong cong vién giai tri (Wu & cong sy, 2018). Bitner (1992) ciing dong
y rang bd cuc khdng gian anh huong dén trai nghiém tha vi cua khach hang. Siu &
cong su (2012) tiét 16 rang mot b cuc tét phai dam bao tiép can mot céch thich hop
16i vao, 16i ra va cac co so trong méi truong dich vu. Nhitng bé cuc tot nhu vay c6
kha ning nang cao nhan thic chuyén nghiép va hiéu qua cua khach hang vé co so

dich vu cling nhu cai thién chét lugng cua toan bo trai nghiém dich vu. Trong cac
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nghién cau vé trién 13m, khong gian trién 1dm duoc danh gia 1a tiéu chi quan trong
nhat cho mét co so hap dan va 16i cudn (DiPietro & cong su, 2008).

Thanh phan tht ba cia khdng gian dich vu 14 “D4u hiéu va biéu tuong”. Dau hiéu
va biéu twong 1a nhitng thudc tinh quan trong ddi vai viéc thiét ké moi truong vat chat
xung quanh nhung ching it duoc cac hoc gia nghién ciru. DAu hiéu va biéu tuong 1a
nhitng vat phdm trong méi trudng xung quanh duoc st dung dé truyén dat thong tin
va huéng dan cho khach hang mot cach hiéu qua hon (Carlsson & cong su, 1997).
Nhitng diéu nay thuong duoc quan sat thong qua hudng dan vao hoic ra, huéng dan
cac phong nghi, cac thong bao can than nhu san nha tron truot, cac bién béo cu thé
nhu cdm hit thudc, phong thay db... (Rosenbaum & Massiah, 2011). Choi & Kim
(2015) cho rang mét khéach du lich ¢ thé c6 mot trai nghiém kinh hoang tai san bay
vi ho cam thay kho khan khi di theo cac bién chi dan dén cong duoc chi dinh. Theo
Kirk (1996), thiét bj va man hinh dién tir 1a diu hiéu hoic biéu tuong c6 thé duoc st
dung dé cai thién trai nghiém tha vi va thac day viéc cung cap dich vu chinh trong
bdi canh san bong d4 va song bac. Hon nita, Nguyen & Leblanc (2002) da minh hoa
rang céc biéu tuong tric quan 1a mot phan anh hudng caa khong gian dich vu dén két
qua cam xuc va hanh vi khach hang. Két qua nghién ctru cho thay cac dau hiéu vij tri,
16i thoat hiém va 16i di dudng nhu duoc nhitng nguoi tham gia hoi nghi quan tam
dang ké (Robinson & Callan, 2005). Ngoai ra, Siu (2012) ciing tiét 16 rang tam trang
ctia khach hang c6 lién quan dén an tuong vé cac dau hiéu va biéu tugng trong co s
dich vy, sau d6 anh huéng dén trai nghiém dich vu cam nhan chung cua ho.

Thanh phan thi tu caa khdng gian dich vy 13 “Tinh thAm m¥ caa co s¢”. Tinh tham
my caa co sd duoc xem 1a “Mot chirc ning cua thiét ké kién tric cling nhu thiét ké
noi that va trang tri, gop phan tao nén suc hap dan cua khong gian dich vu” (Kirk &
Jeffrey, 1996). Kirk & Jeffrey da chi ra rang cac dic diém bén ngoai va bén trong cua
co so dich vy déu thu hit sy danh gia cua khach hang. Khi tiép can bén ngoai, cac
thiét ké bén ngoai khuyén khich khach hang buéc vao bén trong va tao an tuong dau
tién trong tam tri ho. Khi vao bén trong, nhiéu thoi gian hon da dugc danh dé quan

sat va thuong thire cac thiét ké noi that cua co so dich vu. Do d6, nhitng dénh gia nay
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van dong mot vai trd quan trong trong thai ¢, cam xdc va nhan thuc caa khach hang
dbi véi té chire dich vu (Kerin, Jain & Howard, 1992). Két qua nghién ctu cho thay
cach phdi mau cua tuong, thiét ké tran nha, tim trai san, tdc pham nghé thuat,
tranh/anh, cay/hoa..., 12 mét phan quan trong trong viéc cung cap hinh anh 4n tuong
vé co sé dich vy va danh gia trai nghiém dich vu tong thé cua khach hang (Han va
Ryu, 2009).

Thanh phan thtr nim cua khong gian dich vu 13 “Su sach s&”. Pay 1a thanh phan
chua dugc dua vao khung 1y thuyét vé khdng gian dich vu caa Bitner (1992). Tuy
nhién, nhiéu hoc gia di khang dinh vai tro caa né trong viéc tao ra trai nghiém dich
vy khach hang. Su sach s& duoc chli y nhiéu trong nhiing giai doan gan day khi chiing
t6 tac dung cua no ddi véi cam xdc va cam nhan cua khéach hang trong qué trinh tiép
XUc Voi cac co sé kinh doanh dich vu. Sy sach s& duogc hiéu 1a “Cam giac gon gang,
ngan nap hoic trat tu trong co s¢” (Vilnai-Yavetz & Gilboa, 2010). Piéu nay duoc
cho 14 dic biét quan trong ddi véi cac co sé giai tri va méi trudong thwong mai, noi
khach hang thuong phai danh vai gio bén trong, su sach s& dugc khuyén nghi nhu
mot yéu cau bat budc vi n6 anh huéng manh mé va tryc tiép dén trang thai cam xuc
va gi4 tri cam nhan dich vu cua khach hang, tir ¢6 ning cao kha nang tiép can dich
vu cua ho (Siu, 2012). Vilnai-Yavetz & Gilboa (2010) ciing xac nhan rang khach
hang thuong ¢ niém tin 16n hon va c6 hanh vi tiép can cao hon véi mot co so sach
s& hon 1a mot co so ban.

1.2.3. Gia tri cam nhin cia khach hang
1.2.3.1. Céc quan diém lién quan dén gia tri cam nhan cia khach hang

Gia tri cam nhan 1a mot khai niém nhan dwoc rat nhiéu sy quan tam cua cac nha
nghién ctu trong nhiéu linh vuc khac nhau, dic biét 1a linh vuc Marketing; va hién
nay ciing c6 kha nhiéu khai niém khac nhau vé gia tri cam nhan. VVé mat ly thuyét,
gia tri cam nhan thudng dugc dinh nghia nhu “Panh gia tong thé caa khach hang vé
cac tién ich caa mot san pham hay dich vu dua trén nhan thic vé nhiing gi nhan dugc
va nhitng gi phai danh ddi” (Zeithaml, 1988). “Gi4 tri cam nhan 13 su dénh gi4 cta

khach hang vé gia tri ma nha cung cap tao ra cho ho va sy danh doi giira tat ca cac
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loi ich va sy hy sinh c6 lién quan trong mét tinh hudng cu thé” (Ulaga va Chacour,
2001; Woodall, 2003). Ngoai ra, “Gia tri cam nhan cua khach hang la gia tri duoc
cam nhan tinh theo don vi tién té cua loi ich vé mat k thuat, kinh té, dich vy va xa
hoi ma khach hang c6 thé nhan dugc so vai gia ma ho phai tra cho mot san pham”
(Anderson & cong su, 1993). Ciing c6 quan diém cho ring, “Gia tri cam nhan cua
khach hang 1a mdi quan hé cam xuc dugc thiét 1ap gitra khach hang va nha cung cap
sau khi khach hang da st dung san pham hay dich vu caa nha cung cap va thay rang
san pham hay dich vu d6 tao ra gié tri gia ting” (Butz & Goodstein, 1996).

Nhiéu nha nghién ctu ciing dong y rang gia tri cam nhan caa khach hang 1a mot
khai niém da chiéu (Gallarza & Gil, 2006; Sanchez & cong su, 2006; Cronin & cong
su, 2000) c6 thé duoc xac dinh tir quan diém hop Iy va tinh cam (Sanchez & cong
su, 2006). Woodruff (1997) xac dinh gia tri cam nhan cua khach hang la: (a) Nhirng
gi vén co trong mot san pham, (b) Pugc xac dinh boi khach hang, (c) Mot su danh
d6i gitta nhitng gi khach hang nhan duoc (tién ich) tir san pham va nhitng gi anh ta
phai hy sinh (tai nguyén) dé c6 duoc san pham. Yang & Peterson (2004) thi cho rang
gia tri cam nhan cua khach hang bat ngudn tir Iy thuyét céng bang — mot ly thuyét dé
cap dén su cong bang trong cudc trao doi voi nha cung cap. Kotler & Keller (2006)
xem gia tri danh cho khach hang Ia khoan chénh Iéch gitta nhirng gié tri ma khéach
hang nhan dugc tir viéc s hitu va sir dung san pham véi chi phi bo ra dé c6 duoc san
pham. Khach hang khong xét doan nhirng gia tri san pham va chi phi bo ra nay mot
cach hoan toan vé mit dinh lwong ma ho xét doan theo “Cam nhan”. Trong do, téng
gia tri nhan duoc 1a nhitng loi ich ma khach hang mong doi & mot san pham hay dich
vu. Tong chi phi 12 tat ca nhitng chi phi ma khach hang phai tra trong viéc so sanh,
mua va str dung san pham, dich vu. Khi néi dén gia tri nhan duoc thi nguoi ta ludn
ham y d6 chinh 1a gia tri cam nhan. Khach hang luén chon mua nhitng san pham va
dich vu mang lai gia tri cam nhan cao nhat. Piéu nay c6 nghia 1a ho ludn suy xét gitra
nhitng loi ich nhan dugc va chi phi ma ho phai tra cho tirng san pham hoac dich vu.

Ho khdng hoan toan chon san pham hoic dich vu ¢6 gia ca thap nhat khi nhitng loi
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ich nd mang lai khong nhiéu. Nguoc lai, ho vui 10ng chdp nhan mét gia cao dé dugc
sir dung nhitng san pham uy tin.

T6m lai, c6 rat nhiéu khai niém khéac nhau vé gia tri cam nhan caa khach hang, né
phu thudc vao cac bdi canh khac nhau, gitta c4c nén vin hoa khac nhau (Parasurama,
1997; Sanchez & cong su, 2006; Maiyaki & cong su, 2012). Tuy nhién, cac khai
niém déu c6 diém chung khi cho rang: “Gid tri cam nhdn ciia khach hang 1a s can
doi giira nhieng gi khach hang nhdn dwoc (lgi ich) va nhiing gi he phdi bé ra (sw
hy sinh) dé cé dwoc san pham hay dich va”; day ciing chinh 1a khai niém chinh thuc
duoc tac gia s dung cho nghién ciru nay. Su hy sinh & day khong chi la gia ca bang
tién té ma con bao gém nhiing chi phi co hoi phi tién té duoc goi 1a gia ca hanh vi:
thoi gian, cong sic, nd luc. .. bo ra dé co dugc san pham hoac dich vu.
1.2.3.2. Méi quan hé giira khong gian dich vu va gia tri cam nhan caa khach
hang

Nghién ctru caa Bitner (1992) di ching minh rang khéng gian dich vu s& dan dén
phan tng bén trong va bén ngoai cho ca khach hang va nhén vién. Ellen & Zhang
(2014) cho rang phan ung bén trong dya trén nhan thirc, cam xuc va su hai l1ong; va
phan ang bén ngoai la chuyén di, mua lai va & lai méi truong. Céch thirc ma khdng
gian dich vu dinh hinh gia tri cho khach hang da tré nén quan trong trong thi truong
canh tranh ngay cang gay gat.

Khong gian dich vu ¢6 anh hudng dén gié tri cam nhan cua khach hang bao gém
suy nghi va nhan thic (Bitner, 1992). Thém vao do, cac nghién ctru lién quan ciling
khang dinh lai mot 1an nita “Khoéng gian dich vy ¢6 anh huong cling chiéu dén gia tri
cam nhan cta khach hang” (Mehrabian & Russell, 1974; Bitner, 1992; Donovan &
cong su, 1994; Mattila, 1999; Han & Ryu, 2009; Liu & Jang, 2009; Ryu & cdng su,
2012: Durna & cong sy, 2015). Mattila (1999) cho riang khdng gian dich vu ctia khach
san 1a mot bién sé quan trong trong Viéc tao ra gié tri cam nhan caa du khach. Durna
& cong su (2015) nhan thay rang khong gian dich vu ¢6 anh hudng dang ké dén gia
tri cam nhan vé cac doanh nghiép khach san. Han & Ryu (2009) cho rang c6 mdi

quan hé cuing chiéu gitra khdng gian dich vy ciia nha hang va gié tri cam nhan; cy thé
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la khdng gian dich vu caa nha hang anh huéng tich cuc dén gia tri cam nhan; dic biét
la cach trang tri va kién tric caa nha hang. Cac nghién ctru ciing cho thay rang moi
treong thuc té cua cac co sd dich vu cung cap goi y vé ky vong va gié tri cam nhén
cua nhirng khach hang trong lan st dung dich vu dau tién (Ryu & cong sy, 2012). Liu
& Jang (2009) trong nghién ctru vé cac nha hang Trung Qudc, cho thiy rang khong
khi am thuc hay néi cach khac 1a bau khéng khi c6 anh huong dang ké dén gia tri
cam nhan cua khach hang.

Dua trén co sé ly thuyét cua cac nghién ciru trude day, tac gia xem xét khong gian
dich vu ¢ anh huong dang ké dén gia tri cam nhan caa khach hang. Tur do, tac gia dé
XUt c4c gia thuyét nghién ctru nhu sau:

H1: Khéng gian dich vu c6 danh hwong cing chiéu (+) dén gia tri cam nhdn cua
khach hang

Hla: Méi trirong xung quanh c6 danh hweéng ciing chiéu (+) dén gia tri cam nhdn
cua khach hang

H1b: Bé cuc khdng gian c6 dnh hweng cling chiéu (+) dén gia tri cam nhdn cua
khach hang

Hic: Tinh thdm my cia co sé ¢6 anh huéng cung chiéu (+) dén gia tri cam nhdn
cua khach hang

H1d: Ddu hiéu va biéu firong c6 anh hwong cung chiéu (+) dén gia tri cam nhdn
cua khach hang

Hle: Su sach sé ¢d dnh hwong cing chiéu (+) dén gia tri cam nhdn cua khach
hang
1.2.4. Sw hai long cia khach hang
1.2.4.1. Céac quan diém lién quan dén sy hai 1ong ciaa khéach hang

Trong mdi trudng canh tranh, cac nha cung cip dich vu c6 thé duy tri loi thé canh
tranh clia ho bang cach cung cip céac dich vu chat lugng cao cho khach hang cia ho
(Hu & cong sy, 2009). Sy hai 1ong cta khach hang c6 thé mang lai rat nhiéu loi ich
khac cho cac nha cung cap dich vu nhu: trung thanh véi nha cung cép dich vy, tham

gia hoat dong truyén miéng tich cuc. Co6 kha nhiéu khai niém khéac nhau vé su hai
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long cua khéach hang. Theo Kotler (1991) thi “Su hai long 1a tuong quan gitta nhan
thirc cua khach hang ddi voi san phém/dich vu nhan dugc va mong doi cua khach
hang d6i véi cac san pham/dich vu nay”. Theo dé, sy hai long 1a mirc d6 dap tng yéu
cau khach hang (Oliver, 1980). Su hai 1ong cua khach hang 13 sy danh gia cta khach
hang vé mot san phém hay mdt dich vu da dép img nhu clu va su mong doi cua ho,
su khong dap tng dugce nhu cau va mong doi lam khach hang khong hai 1ong véi san
pham hay dich vu d6 (Zeithalm & Bitner, 2000). Theo Bachelet (1995), sy hai long
cua khach hang 1a mét phan ing mang tinh cdm xuc cua khach hang dap lai véi trai
nghiém cda ho vd1 mot san phém hay dich vu. Nhu vay sy hai long cua khach hang
xay ra khi khach hang da c6 trai nghiém mua va sit dung mot san pham hay dich vu.
Anderson & Srinivasan (2003) cling da dinh nghia su hai long cua khach hang nhu 1a
su vira y cua khach hang voi trai nghiém mua hang truéc d6 cta minh ddi véi mot
cong ty dich vu xac dinh.

Sy hai 1ong cua khach hang 1a viéc khach hang cin ¢ vao nhitng hiéu biét cua
minh d6i v&i mot san pham hay dich vu ma hinh thanh nén nhitng danh gia hoac phéan
doan chu quan. D6 1a mot dang cam giac vé tdm Iy sau khi nhu cau caa khach hang
dugc dap tng (Oliver, 1980). Su hai long cta khach hang dugc hinh thanh trén co s&
nhitng kinh nghiém, dic biét duoc tich liy khi mua sdm va sir dung san pham hay
dich vy. Sau khi mua va sir dung san pham, khach hang sé& cd su so sanh giira hién
thuc va ky vong, tir d6 danh gia dugc hai long hay khéng hai long (Fornell, 1995).
Nhu vay, viéc khach hang hai Iong hay khéng sau khi mua hang phu thudc vao viéc
ho so sanh gitra nhitng loi ich thuc té ciia san pham va nhiing ky vong cua ho trudc
khi mua (Hansemark & Albinsson, 2004). Khai niém san phim ¢ day duoc hiéu
khong chi 12 mot vat thé vat chat thong thudng ma né bao gom ca dich vu.

Tuy c6 nhiéu khai niém khac nhau, nhung tém lai cac khéi niém déu c6 diém chung
khi cho rang: “Sw hai long chinh 1a su so sanh giéa lgi ich thuc té cam nhén dwoc
va nhieng kp veng. Néu lei ich thuc té khéng nhw ky vong thi khach hang sé that
vong. COn néu lgi ich thuec té ddp iig vdi kp veng da ddt ra thi khach hang sé hai

long. Néu lgi ich thuc té cao hon ky vong ciia khach hang thi sé tao ra hién twong
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hai long cao hon hodc la hai long vwot qua mong doi”. Va day 1a khai niém chinh
thire duoc tac gia s dung trong luan an.
1.2.4.2. Cac md hinh nghién ciu vé sw hai 1ong caa khéach hang
+»» M6 hinh ACSI

M6 hinh chi sb hai 1ong caa My (ACSI), gia tri cam nhan chju anh huéng boi chat
lugng cam nhan va su mong doi cia khach hang. Khi d6, sy mong doi cua khach
hang c6 anh hudng truc tiép dén chat luwong cam nhan. Trén thuc té, khi mong doi
cang cao, cd thé tiéu chuan vé chat luong cam nhan caa khach hang d6i véi san pham
cang cao hodc nguoc lai. Do vay, yéu cau vé chat luong san pham va dich vu cung
cap cho khéach hang can phai dam bao va duoc hai long trén co s sy hai 1ong cua ho.
Sy hai long cta khach hang dugc tao thanh trén co sé chat luwong cam nhan, su mong
doi va gia tri cam nhan, néu chat luong va gid tri cam nhan cao hon sy mong doi &
tao nén long trung thanh ddi voi khach hang, trudng hop nguoc lai, ddy 1a su phan

nan hay su than phién vé san pham ma ho tiéu dung.

Sw mong doi
(Expectations)

Sw than phién
(Complaint)

Giatri
cam nhan
(Perceived
value)

Sw hai
Iong caa
khéch
hang (SI)

\

Sw trung thanh
(Loyalty)

Chit lwgng cam nhén
(Perceived quality)

Hinh 1.5. Mb hinh chi s6 hai 16ng khéach hang cia My
Nguon: Fornell & cgng sw, 1996
¢ M6 hinh ECSI
M6 hinh chi sé hai long ctia chau Au (ECSI) c6 mét sé khac biét nhat dinh. So Vi
ACSI, hinh anh cua san pham, thuong hiéu c6 anh huéng truc tiép dén su mong doi
ctia khach hang. Khi d6, sy hai 1ong cia khach hang 1a sy anh huong tong hoa cua 4

nhan t6 hinh anh, gia tri cam nhan, chat luwong cam nhan vé ca san pham hitu hinh va
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v6 hinh. Théng thuong, chi s ACSI thudng ap dung cho linh virc cdng con chi s6

ECSI thuong ung dung do luong cac san pham, cac nganh.

( N\

Hinh anh (Image)

\§ ¢ J
4 ] N
Sw mong doi
(Expectations)
_ J Gia tri ..
cam nhan I(ﬁsr:gr::z%la Sw trung thanh
(Perceived cu (Loyalty)
value) khach
hang (SI)

/Chz‘it lwong cam nhzjn\
vé —san pham
(Perceved quality-

Y Prod) )
. N
Chat lwgng cam nhan

vé —dichvu
\_ (Perceved quality— )

Hinh 1.6. M6 hinh chi sé hai 1ong khach hang cac quéc gia chau Au
Nguaon: EkI6f, 2000

1.2.5. Long trung thanh caa khéach hang
1.2.5.1. Cac quan diém lién quan dén long trung thanh caa khach hang

Long trung thanh cta khach hang, dugc dinh nghia 4 “Mot cam két sdu sac vé viéc
mua l3p lai mot san pham wa thich trong twong lai, bat chap nhitng anh huong tinh
hudng va nd luc Marketing c¢6 kha ning gy ra chuyén doi hanh vi” (Oliver, 1997).
Do d6, khach hang quyét tdm nhiéu lan mua l3p lai mot san pham hoic dich vu va it
c6 kha ning chuyén sang thuong hiéu cua ddi thu canh tranh bat chap nhitng nd luc
marketing hap dan dé thu hat khach hang mai. Trong céc nghién ctu lién quan, 1ong
trung thanh cua khach hang chu yéu duoc nhin nhan dudi ba gbc d6 chinh: thai do,
hanh vi, ca thai do 1an hanh vi (Fullerton, 2005; Jones & Taylor, 2007; Bove & cong
su, 2009; Kumar & Reinartz, 2006). Long trung thanh thai do cua khach hang thé
hién quan diém rang 10ng trung thanh 1a mot trang thai cua tam tri (Dick & Basu
1994), hoic cach khach hang nghi. Néi cach khéc, 1ong trung thanh thuc chét 1a mot
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cam két vé mat tdm 1y hoic tinh cam ddi véi thuong hiéu va do ludng long trung
thanh dya trén muac do tinh cam cia ngudi tiéu dung déi véi thuong higu (Petrick,
2004; Brunner & cong su, 2008). Murc @6 trung thanh dua trén cach thirc hanh dong
cua khach hang (Dick & Basu, 1994; Brunner & cong su, 2008; Oliver, 1997, 1999).
Mt khéc, 10ng trung thanh vé& mit hanh vi dua trén nhitng gi nguoi tiéu ding hanh
dong (Dick & Basu 1994), trai nguwoc véi suy nghi ctia khach hang. Long trung thanh
hanh vi caa khach hang thé hién qua viéc tiéu dung thuc té, mua hang lap lai, thoi
luong, tan suat, ty 18 thi phan va cac khuyén nghi truyén miéng (Jones, 1996; Yoo &
Bai, 2013). Géc dd tong hop coi 1ong trung thanh 1a su két hop cua ca bién sé hanh
vi va thai d6. Piéu nay ngu y rang 1ong trung thanh khong thé dugc mé ta bang céach
chi xem xét 1ong trung thanh theo hanh vi hoac thai do (Dick & Basu, 1994; Petrick,
2004; Yoo & Bai, 2013). Theo goc do nay, long trung thanh dugc do ludng bang céch
xem xét su wa thich ctia khach hang d6i véi mot san pham, tan suat mua hang, tong
s6 lwong mua hang va xu hudng chuyén dbi thuong hiéu (Yoo & Bai, 2013). Tuy
nhién, Reichheld (2003) lap luan rang long trung thanh cé thé duoc do luong chi bang
mot chi s6 - murc d6 thién chi da dugc dé cap.

Long trung thanh dong vai trd vo cung quan trong ddi vai lgi nhuan cia mot to
chtc. Khach hang trung thanh it ¢6 xu huéng chuyén sang thuong hiéu caa ddi thu
canh tranh chi vi gid ca va cac chuong trinh khuyén mai dic biét khac, long trung
thanh gilp mang lai khach hang méi théng qua hinh thirc truyén miéng tich cuc va
cac doanh nghiép it ton kém hon dé duy tri (Yoo & Bai, 2013). Long trung thanh cua
khach hang ciing di dugc xac dinh 1a mot loi thé canh tranh chinh ¢ anh huong déng
ké dén hiéu qua hoat dong. Luong khach hang trung thanh ting 1én mot chit c6 thé
dan dén su cai thién dang ké vé loi nhuan cua doanh nghiép (Reichheld & Sasser,
1990). Vi du, Reichheld & Sasser (1990) da phat hién ra trong nghién ctru cua ho
trong nganh dich vu rang ty 18 giit chan khach hang ting 5% din dén lgi nhuan ting
125%. Do d6, diéu quan trong I cac té chirc phai thuc hién cac bude dé xac dinh cac
yéu td duge khach hang danh gia cao nhat va phan bo ngudn luc cho pht hop dé nang

cao long trung thanh caa khach hang (Sayani, 2014).
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Cac nghién cau vé 10ng trung thanh cua khach hang d3 xac dinh nhiéu yéu té anh
huong dén 1ong trung thanh caa khach hang (Dick & Basu, 1994; Petrick, 2004; Yang
& Peterson, 2004). Tuy nhién, Yoo va Bai (2013) d4 phan loai cac yéu t6 anh huong
dén 1ong trung thanh caa khach hang thanh hai nhém chinh: yéu té bén trong va yéu
t6 bén ngoai. Cac yéu t bén trong bao gom: céc san pham (thuong hiéu), chit luong
dich vy, két hop khuyén mai va chi phi. M6t san pham hoic thuong hiéu tao ra gié tri
hoac trai nghiém dac biét cho khach hang sé tré thanh mot thuong hiéu mang lai long
trung thanh (Yoo & Bai, 2013). Chi phi dé cap dén sy hy sinh ma khach hang phai
thuc hién dé c6 duge mot san pham hoic dich vu. Cac yéu té bén ngoai bao gom: chi
phi chuyén d6i, cac yéu té tinh hudng, gia tri cam nhan, sy hai long, cam két va su
tin twong (Yoo & Bai, 2013). Cac yéu té anh huong khac dén long trung thanh duoc
xac dinh trong cac nghién ctu lién quan vé 1ong trung thanh cua khach hang 1a van
hoa (Schouten & McAlexander 1995) va xa hoi (Olsen, 1993).

Trong luan &n nay tac gia st dung khai niém cua Oliver (1997), “Long trung thanh
la mgt cam két sau sac vé vigc mua lap lgi mét san pham wa thich trong twong lai,
bdt chdp nhiing dnh hweng tinh huéng va né lwc Marketing c6 khd nding gdy ra
chuyén doi hanh vi” 1a khai niém nghién cau chinh thic.
1.2.5.2. Méi quan h¢ giira gia tri cam nhan véi sw hai long va long trung thanh
caa khach hang

Gia tri cam nhan 1a sy danh gia duoc tao ra tir két qua cua viéc so sanh sy hy sinh
va loi ich cua khach hang ddi véi mot san pham hoic dich vu. Theo Odabasi (2004),
gia tri cam nhan 1a yéu té quyét dinh su hai long caa khach hang. Pong thoi, chat
luwgng cam nhan, rai ro cam nhan, cam nhan gia ca, lgi ich cam nhan va sy hy sinh cé
lién quan mat thiét dén sy hai 1ong. Piéu quan trong 1a cac yéu to tao nén gié tri cam
nhan nay phai dap ung duoc ky vong cua khach hang. Tom lai, sy hai long cua khach
hang lién quan truc tiép dén gi4 tri cam nhan, nhung lai ty 1é thuan voi nhan thic
dung vé mong doi ctia khach hang tir doanh nghiép. Fornell & cong su (1996) da giai
thich méi quan hé gitra gia tri cam nhan, su hai long va long trung thanh ciaa khach

hang véi mot mo hinh va dong gdp rat nhiéu vé mat ly thuyét, da néi rang chét luong
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cam nhan, ky vong cua khach hang va méi quan hé gia tri cam nhan anh huéng dén
su hai 1ong caa khach hang. Ong ciing nhdn manh rang c6 méi quan hé tiéu cuc gitra
sur hai 1ong va khiéu nai cua khach hang va méi quan hé tich cuc giira sy hai long va
long trung thanh. Nhiéu nghién cau da duoc thuc hién dé ching minh méi quan hé
gitra gia tri cam nhan, sy hai long va long trung thanh cua khach hang. Mac du co
méi quan hé tryc tiép gitra gia tri cam nhan va su hai l1ong cua khach hang, nhung
cling c6 mdi quan hé gitra gia tri cam nhan va long trung thanh maot cach truc tiép
hoac thong qua su hai long (Patterson & Spreng, 1997; Gallarza & Gil Saura, 2006;
Lee & cong su, 2007; Ryu & cong su, 2010; Ryu & cong su, 2012; Ha & Jang , 2010;
Hanzaee & Khonsari, 2011; Durna & cong sy, 2015). Ha & Jang (2010) nham do
ludng méi quan hé giira gia tri cam nhan, sy hai 10ng va long trung thanh da két luan
rang c6 moi quan hé truc tiép gitra gia tri cam nhan - su hai long, gia tri nhan thic -
xu huéng hanh vi va su hai 1ong - long trung thanh. Ryu & cong sy (2012) cho rang
gia tri cam nhan 1a yéu t6 quyét dinh dén sy hai long cua khéch hang va su hai long
cua khach hang anh hudéng dén long trung thanh. Hanzaee & Khonsari (2011) xac
dinh rang gié tri cam nhan c6 méi quan hé chit ché va co y nghia ddi vai sy hai long.
Mbi quan hé gitra gi tri cam nhan, sy hai long va long trung thanh ciing 1a nhitng két
qua dau ra song song trong nganh thuc pham va do udng. Patterson & Spreng (1997)
nhan manh vai tro cua gia tri cam nhan déi voi dich vu cia ngudi tiéu dung trong linh
vuc dich vu. Trong nghién ciu ndy, ho da két luan rang gia tri cam nhan cua khach
hang anh huang cuing chiéu va truc tiép dén sy hai 1ong caa khach hang. Liu & Jang
(2009) nghién ciru trong béi canh cac nha hang Trung Qudc, gia tri cam nhan anh
hudng dén xu hudng hanh vi an udng trong twong lai cia khach hang. Ryu & cong
su (2010) nham muyc dich do ludng anh huéng cua gia tri cam nhan d6i véi sy hai
long ciia khach hang va xu huéng hanh vi trong cac nha hang thirc an nhanh. Két qua
1, gia tri cam nhan c6 anh huong Ion dén ca sy hai long va xu huéng hanh vi cua
khach hang. Ho ciing nhan thay rang sy hai 10ng anh huong rat nhiéu dén 1ong trung

thanh trong hanh vi.
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Tir viéc phan tich cac nghién ciru lién quan dén mdi quan hé giira gia tri cam nhan,
su hai 1ong va 1ong trung thanh; nghién ctru nay Iap luan riang gié tri cam nhan bi anh
huong boi khdng gian dich vu s& c6 anh huong cung chiéu dén sy hai long va long
trung thanh. Theo hudng nay, cac gia thuyét nghién ciru duge dé xuat nhu sau:

H2: Gia tri cam nhdn cia khach hang cd dnh huéng cung chiéu (+) dén sy hai
long cua khach hang

H3: Gia tri cam nhdn cua khach hang c6 dnh hieong ciing chiéu (+) dén long trung
thanh cua khach hang
1.2.5.3. Méi quan hé giira sw hai 10ng va 1ong trung thanh cia khéach hang

Trong phan 16n cac nghién ciru, méi quan hé cing chiéu dugc tim thay giita su hai
Iong va long trung thanh cua khach hang (Fornell & cong su, 1996; Oh, 1999; Han &
Ryu, 2009; Ha & Jang, 2010; Ryu & Han, 2011; Ryu & cong su, 2012; Ismail &
Yunan, 2016; Jalil & cong su, 2016). Bai vi mot khach hang hai 1ong véi trai nghiém
trong qué khir ctia minh sé ¢6 xu hudng trung thanh cao hon so véi khach hang khéng
hai 1ong (Kotler, Bowen & Makens, 2006). Tuy nhién, ciing c¢6 y kién cho rang khéch
hang hai long khong phai lac nao ciling la khach hang trung thanh (Kivela & cong su,
1999, 2000; Chow & cdng su, 2007). Nghién cttu cua Oh (1999) tai cac co so Kinh
doanh nha hang cho thiy rang xu hudng mua lai va gidi thiéu lai thuong dén tir nhitng
khach hang hai long. Trong mot nghién ciru dugc thyc hién boi Babin & cong su
(2005) ddi voi cac doanh nghiép nha hang, méi quan hé cing chiéu duoc tim thay
gitra murc do hai long cua khach hang va nhitng 16i gidgi thiéu tich cuc. Han & Ryu
(2009) cho rang long trung thanh cia khach hang dugc tao ra thong qua khdng gian
dich vu cua nha hang, cam nhan vé gia ca va su hai 10ng caa khach hang. Weiss &
cong su (2004) thu dugc mot két qua twong tu, ho két luan rang chat luong thuc pham
va bau khdng khi anh hudng dén sy hai 10ng va sy hai 10ng anh huong dén xu hudng
quay tré lai. Ryu & Han (2011) cho rang sy hai long cua khach hang dong mét vai
tro quan trong trong viéc udc tinh 1ong trung thanh cua khach hang trong cac co sé

kinh doanh nha hang dn udng cao cap.

96



Dua trén nhitng phét hién trong cac nghién ciru lién quan vé méi quan hé giita su
hai long va long trung thanh caa khach hang, tac gia dé xuat gia thuyét nghién ctu
nhu sau:

H4: Sy hai long cua khach hang c6 danh hwong cing chiéu (+) dén 1ong trung
thanh cua khach hang
1.2.6. Pé xuit md hinh va céac gia thuyét nghién cieu

Tir viéc phan tich co s 1y luan va tong quan Iy thuyét cua cac nghién ctu lién
quan. Trong nghién citu nay, tac gia xin dé xuat mo hinh va cac gia thuyét nghién cau

nhu sau:

Khéng gian
dich vu

MGéi truwong
xung
quanh

Sw hai long
cua khach
hang

Bo cuc
khong gian

Gia tri cam
nhan ciaa
khéch hang

Tinh thAm
my caa
co SO

Long trung
thanh caa
khéach hang

DAau higu
va
biéu twong

Hinh 1.7. M hinh nghién ctru dé xuat

Nguon: Tac gid
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Cé4c gia thuyét nghién ciu:
H1: Khéng gian dich vu c6 dnh hwong cing chiéu (+) dén gia tri cam nhdn cua
khach hang
Hla: Méi trwong xung quanh ¢ dnh hwong cung chiéu (+) dén gia tri cam
nhan cua khach hang
H1b: Bo cuc khdng gian c6 anh hwong cung chiéu (+) dén gia tri cam nhdn cua
khéach hang
H1c: Tinh tham my ciia co sé €6 anh hweng cung chiéu (+) dén gia tri cam nhdn
cua khach hang
H1d: Ddu hiéu va biéu tiong c6 danh hiéng cung chiéu (+) dén gia tri cam nhdn
cua khach hang
Hle: Sw sach sé c6 dnh hwéng cling chiéu (+) dén gia tri cam nhdn cua khach
hang
H2: Gia tri cam nhdn cua khach hang c6 danh huéng cung chiéu (+) dén su hai
long cua khach hang
H3: Gia tri cam nhdn cua khach hang c6 dnh hirong ciing chiéu (+) dén long trung
thanh cua khach hang
H4: Sir hai 1ong cua khach hang c6 dnh hwéng cung chiéu (+) dén long trung
thanh cua khach hang

% Tom tit cac khai niém trong md hinh nghién ciru dé xuat:

e Khéng gian dich vu: 1a thiét ké ciia méi truong vét chdt déic trung cho béi canh
ma dich vu dién ra, diéu nay gay ra phan ing tir khach hang ddn dén viéc hién thj
cac hanh vi tiép can hogc né tranh (Bitner, 1992).

e Moi trwdong xung quanh: dé cdp dén cdc déic diém vo hinh cia méi truong
dich vu nhu anh sang, nhiét do, am nhac va mui hwong (Kotler, 1973).

e B cuc khong gian: dé cdp dén vi tri, cach sdp xép may méc, thiét bj va do
dac trong khéng gian cia hang (Kotler, 1973).

e Tinh thAm my¥ ciia co sé: bao gom yéu to thiét ké kién trlic, mau sdc va thiét
ké néi that gilp tao sw thu hat tr phia khach hang (Wakefield & Blodgett, 1996).
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e Déu hiéu va biéu tweng: phdn dnh huéng dan, hé thang nhdn dang dé gidp
cac nha cung cap dich vu két néi véi khach hang cia ho (Kotler, 1973).

e Swsach sé&: duwoc hiéu 1a cam giac gon gang, ngan ndp hodc trét tu trong co
so (Vilnai-Yavetz & Gilboa, 2010).

Gia tri cam nhan caa khach hang: 1a si cdn déi giiza nhieng gi khach hang nhdn
duoc (lpi ich) va nhing gi ho phdi bé ra (su hy sinh) dé cé dwoc san pham hay
dich vu (Parasurama, 1997; Sanchez & cgng sur, 2006; Maiyaki & cong su, 2012).
Sw hai long cia khach hang: chinh 14 sy so sanh gida loi ich thyc té cam nhdn
dwoc va nhitng ky vong (Kotler, 1991; Oliver, 1980; Fornell, 1995; Hasemark &
Albiinssion, 2004).

Long trung thanh cia khach hang: 1a mét cam két sau sdac vé viéc mua lap lai
mét san phdam wa thich trong twong lai, bat chdp nhiing anh hwéng tinh husng va

né luc Marketing ¢ kha ndng gdy ra chuyén déi hanh vi (Oliver, 1997).
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Tiéu két chwong 1

Trong chuong ndy luan an di phan tich tong quan vé tinh hinh nghién ciu, trinh
bay co sé ly thuyét vé resort, khdng gian dich vy, gi& tri cam nhan, sy hai long va
long trung thanh cua khach hang; dic biét chuong 1 da tap trung vao céc ly thuyét
lién quan dén khong gian dich vu trong linh vuc dich vu néi chung va kinh doanh
resort ni riéng. Cu thé, luan an da xem xét cic quan diém khac nhau lién quan dén
khai niém khéng gian dich vu ciing nhu cac thanh phan cau thanh nén khéng gian
dich vu. Thém vao dé, luan an d lam rd cac moi quan hé anh huong dugce dé xuat va
kiém dinh bai cac nghién cau trén thé gidi cling nhu cac khoang tréng tir cac méi
quan hé. Viéc dé xuat cac mdi quan hé anh huang duoc xem xét dua trén khung ly
thuyét chung d6 1a: khong gian dich vu, gia tri cam nhan, sy hai 10ng, long trung
thanh; trong d6 khong gian dich vu duoc phét trién dya trén khung ly thuyét cua
Bitner (1992). Cubi cuing, luan an dé xuat mé hinh va cac giai thuyét nghién cau lam

co s& cho viéc kiém dinh ¢ chuong tiép theo.
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Chuong 2
PHUONG PHAP NGHIEN CUU VA PIA BAN NGHIEN CUU
2.1. Phwong phap nghién ciru

Nghién ciru nay duoc thuc hién bao gém hai budc chinh: (1) Nghién ciu so bo va
(2) Nghién ctru chinh thuec.

Nghién ciru so' bo dwoc thuc hién thong qua phwong phap dinh tinh va phwong
phap nghién ciru dinh lwgng (so bd).

Nghién ciu dinh tinh duoc tién hanh truéc nham kiém tra d6 phu hop va diéu
chinh mé hinh ly thuyét, ddng thoi giup kham pha va bd sung cac bién quan séat dung
dé do luong cac khai niém nghién cttu, dam bao thanh phan do luong xay dung phu
hop véi ly thuyét va duoc cu thé hod bang thuc té. Thém nita, nghién cau dinh tinh
dugc thyc hién théng qua ky thuat thao luan nhdm (nhom 05 chuyén gia, 05 nha quan
ly doanh nghiép du lich va 10 khach du lich) theo 02 nhém. Nhém 1 gom 10 nguoi
(05 chuyén gia va 05 nha quan ly doanh nghiép du lich) (Phu luc 2), nhém 2 gém 10
khéch du lich. Hai cugc phong van tap trung duogc tién hanh 02 budi khac nhau, trude
khi phong van cac dbi tuong duoc goi y thim do kha nang tham gia, sau d6 ho nhan
duogc gidy moi chinh thirc kém theo thu ngé cho biét tinh than co ban ciia cudc phong
van. Cac thanh vién tham gia thao luan nhém khéng can phai chuan bj trudc diéu gi ma
chi can tra 10i hay thao luan ding nhiing gi ho dang suy nghi tai cudc phong van. Moi
cudc phong van keo dai trong vong 1 dén 1,5 gio. Cac cau hoi phong van xoay quanh
cac noi dung xay dung thanh phan do ludng cho yéu té khéng gian dich vu, gia tri
cam nhan, su hai long va long trung thanh ctaa du khéch.

Cac thanh phan do ludng trong ndi dung phong van chuyén gia va thao luan nhom
duogc phét trién dya trén co so ly thuyét caa cac nghién ctru lién quan trude d6. Thanh
phan do luong khéng gian dich vu trong nghién ciru dinh tinh dugc dé xuat bao gom
5 thanh phan: méi trudng xung quanh (6 muc hoi dé xuat va 1 muc khac), bé cuc
khong gian (7 muc hoi dé xuat va 1 myc khac), tinh thAm my cta co so (4 muc hoi
dé xuét va 1 muc khac), dau hiéu va biéu trong (5 muc hoi dé xuat va 1 muc khéc),

su sach s& (5 muc hoi dé xuat va 1 muc khac); thanh phan do luong gia tri cam nhan
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vé6i 6 muc hoi dé xuét va 1 muc khéc; thanh phan do luong sy hai 1ong vai 3 muc héi
dé xuat va 1 muc khéc; thanh phan do luong 10ng trung thanh véi 4 muc hoi dé xuat
va 1 muc khéc. Két qua sau khi thao luan cho thay, c6 4 muc héi duoc dua vao dya
trén dé xuat cua cac chuyén gia va khach du lich vai 3 muc hoi thudc yéu té khong
gian dich vu va 1 muc hoi thudc yéu té gié tri cam nhan cua khach hang. Két qua
nghién ctru dinh tinh duoc sir dung l1am tién dé cho viéc thiét ké ban cau hoi so bd
trong nghién ctru dinh luong so bo va lam tién dé cho nghién ciru dinh lwong chinh
thuc.

Nghién ciru dinh lwgng (so bd) duoc thuc hién véi ¢ mau 1a 100, cac phan tich
cronbach’alpha nham loai nhitng bién c6 hé s6 tuong quan véi bién tong nho va phan
tich EFA nham loai nhirng bién c6 trong sé nho, kiém tra yéu t6 trich dugc, kiém tra
phuong sai trich duoc; tir d6 tac gia xay dung dugc cac thanh phan do luong hoan
chinh va ban cau hoi chinh thuec.

Nghién cttu chinh thite dwoc thuc hién biang phwong phap nghién ctu dinh
lwgng.

Nghién ctu dinh lugng chinh thire duoc thuc hién thong qua phwong phap phong
van bang ban hoi d6i véi 450 du khach da va dang luu tra tai 27 resort trén dia ban tinh
Khénh Hoa. Ban cau hoi duoc thu thap thdng qua 2 hinh thic 1a truc tuyén (225 ban
hoi) va truc tiép (225 ban hoi) trong thoi gian tir thang 1 dén thang 4 nam 2022. Viéc
thu thap mau nghién cau chinh thie duoc su hd tro cia nhdém sinh vién khoa Du lich
truong Pai hoc Khanh Hoa. Céc ban cau hoi thu vé duoc xir Iy bang phan mém SPSS
26.0 va AMOS 26.0 voi cac phan tich Cronbach’alpha nham loai nhitng bién c6 hé sb
turong quan véi bién tong nho; phan tich EFA nham loai nhiing bién c6 trong sé nho,
kiém tra yéu té trich duoc, Kiém tra phuong sai trich dugc; phan tich CFA nham loai
bién c6 trong s6 CFA nho, kiém tra do thich hop cia mé hinh, kiém tra gia tri hoi tu
Vva gia tri phan biét, tinh hé sé tin cay téng hop va phuong sai trich dugc; phan tich

SEM nham kiém tra do thich hop ciia mé hinh va gia tri lién hé ly thuyét.
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Bang 2.1. Tién do thuc hién cac nghién ciu

Buéc Dang Phuong K§ thuat thu Thoi Pia diém
nghién phap thap dir gian
cwu liu
Dinh tinh Phong van 11/2021 | Khanh Hoa
1 So bo chuyén gia
Thao luan
nhom
Dinh luong | Khao satbang | 12/2021 |Khéanh Hoa
ban hoi
2 Chinh thuc| Binh lwong | Khao sat bang 1- 4/2022 | Khanh Hoa
ban hoi

Nguén: Tac gid

2.1.1. Quy trinh nghién ctru

Dua trén co so ly thuyét vé khong gian dich vu, gia tri cam nhan, su hai long va

Iong trung thanh cung nhitng nghién ciru trude day, tac gia da xay dung nén cac thanh

phan do ludng nhép 1. Sau khi da hoan thanh nén céc thanh phan do luong nhap 1,

nghién ctru dinh tinh duoc thuc hién théng qua ky thuat thao luan nhém: nhém gom

20 nguoi; trong d6 gdm 05 nha quan ly nganh du lich, 05 nha quan ly resort va 10 du

khach. Sau ky thuat thao luan nhém, viéc thuc hién diéu chinh va xay dung nén céc

thanh phan do ludng nhap 2 nham phuc vy cho muc tiéu nghién ciru dinh luong so

bo. Tiép d6, mot sb ki thuat nghién ctru duoc sir dung nham phan tich hé sé Crobach’s

alpha va phan tich nhan t6 kham pha. Nhiing chi bao dap &g cac tiéu chuan s& duoc

gitt lai nham hoan thanh ban cau hoi chinh thuc va thuc hién nghién ciu dinh luong

chinh thirc. Quy trinh nghién ctru duoc trinh bay cu thé trong so d6 2.1.
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M© hinh

Co sd ly thuyét va mé hinh nghién ciu

A\ 4

ly thuyét

\4

Thao luan nhdm tap trung, xay dung ban
cau hoi so bd

L Ban cau hoi s@
\ I

v
Nghién ctru dinh lugng
so bo (n = 100)

v

+ Loai bién c6 hé s twong quan véi bién tong

\ 4

Cronbach’s alpha

nho, kiém tra hé sé6 Cronbach’s Alpha

+ Loai bién c6 trong s6 nho;

v

Thanh p®

+ Kiém tra yéu té trich duoc;
+ Kiém tra phuong sai trich dugc.

lurdng hoan chinh

@ cau hoi chinh ﬂD

Nghién ctru dinh lugng
chinh thic (n = 419)
+

Cronbach’s alpha

+ Loai bién cd hé sé twong quan véi bién

> tdng nho, kiém tra hé sé Cronbach’s Alpha

+ Loai bién c6 trong s6 nho:
+ Kiém tra yéu to trich duoc;

+ Kiém tra phuong sai trich dugc.

+ Loai bien co trong so CFA nho;

+ Kiém tra do thich hop caa mo hinh;

+ Kiém tra gia tri hoi tu, gia tri phan biét;
+ Tinh hé so tin cay tong hgp, phuong sai trich duoc.

A 4
+ Kiém tra d6 thich hop cua mé hinh va gia tri
SEM A A £
lién hé ly thuyeét

So @6 2.1: Quy trinh nghién ciru
Nguon: Thiét ké lai tir Tho & Trang (2007)
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Buéc 1: Hé thong lai co sé Iy thuyét

Nghién ctru duoc thyc hién théng qua viéc hé thong lai cac ly thuyét lién quan dén
4 yéu t6: khong gian dich vu, gia tri cam nhan, sy hai long va 1ong trung thanh cua
khach hang. Thém vao d6, nghién ciru s& phan tich méi quan hé gitra cac yéu té nay
tir cac nghién ciru trude day. Ngoai ra, thong qua qua trinh nghién ciru co sé 1y thuyét,
luan &n trinh bay téng quan nghién ciu trén thé giGi c6 lién quan va nhitng mé hinh
nghién ctru trude day 1am tién dé cho viéc hinh thanh khung ly thuyét va dinh huéng
mo hinh nghién ctu.

Buéc 2: Xay duwng cac thanh phan do lwong nhap

Céc thanh phan do luong dugc xay dung trén co sd Iy thuyét vé khong gian dich
vu, gia tri cam nhan, su hai 1ong va long trung thanh. Trén co s& ndy mot tap bién
quan sat (thanh phan do luong nhap 1) dugc xay dung dé do luong cac khai niém
tiém an (Tho & Trang, 2007). Thao luan nhém tap trung dé xay dung ban cau hoi so
bo.

Buoéc 3: Nghién curu so bo

Theo quan diém cta Tho & Trang (2007) trong nghién ciru khoa hoc marketing néi
chung va hanh vi tiéu ding néi riéng, do c6 sy khac nhau vé mit van hoa va mic do
phét trién kinh té nén c6 thé cac thanh phan do ludong da duoc thiét 1ap tai cac nudc
phét trién chua thuc su phd hop véi thi truong Viét Nam. Vi thé, tap hop céc thanh
phan do luong can duoc diéu chinh va bo sung théng qua thao luan nhdm tap trung
(nghién ctu so bo dinh tinh), tir day thanh phan do luong nhép 1 dwoc diéu chinh va
xay dyng thanh phan do luong 2 nham phuc vu cho muc dich nghién ciu dinh luong.
Thanh phan do luong 2 duoc danh gia thdng qua nghién ctu so bd dinh luong véi ¢
mau c6 kich thirc n = 100.

Trong budc nghién ciu so bo, tac gia tién hanh danh gia gia tri va do tin cay
cua cac khai niém nghién ctu. Theo do, gia tri la khéi niém ding dé danh gia muc
hoi hoac cac muc hoi dai dién chinh xéac cho cac khai niém an duoc quan tam (Hair
& cong sy, 1998). C6 hai loai kiém dinh gié tri 1a kiém dinh gia tri cac muc hoi va

gia tri cac thanh phan do luong. Bé dam bao hiéu lyc va gia tri cia cac muc hoi, viéc
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kiém dinh thdng qua kiém tra trudc (pre-test) va nghién ciru so bo (pilot test) dd duoc
tién hanh. Cu thé, kiém tra trudc duoc sir dung bang cach nghién cau 20 ddi twong
(05 chuyén gia, 05 nha quan ly doanh nghiép du lich va 10 khach du lich) dugc yéu
cau danh gia sy phd hop caa cac muc hoi trong méi thanh phan do ludng, dinh dang
cua thanh phan do ludong va do dai caa ban cau hoi. Mot vai cac muc hoi va thanh
phan do luong da duoc didu chinh sau budc nay.

Thanh phan do luong 1a khai niém dung dé danh gia khai niém Iy thuyét. Cac nha
nghién ciru c6 thé thiét lap gia tri do ludng thdng qua xem xét mdi twong quan giita
mot thanh phan do luong cua mot khéi niém an véi mot s cac thanh phan do luong
cua nhitng bién an khéc (hiéu luc hoi tu) (Trong & Ngoc, 2008). Thanh phan do ludng
dugc st dung trong nghién ctru nay di duoc phét trién tir cac thanh phan do luong
hién c6 trong cac nghién ctu trudc & cac linh vuc dich vu. Gia tri hoi tu ton tai khi
c4c thanh phan do ludng duoc dé xuat boi cac nha nghién ciru c¢6 trong quan véi mot
thanh phan do luong. Trong sé chuan hoa va binh phwong cac hé sé twong quan
(SMC) cho do luong cac chi bao va bién an dugce xem nhu 1a mot sy khang dinh hiéu
luc gid tri hoi tu. Trong sé chuan hda 16n cho mot bién an cu thé 12 bang chiing thanh
phan do ludng c6 gia tri hoi tu, chitng minh rang cac chi bao dé do luong bién an c6
lién quan chat ché vai nhau.

Theo Hair & cong su (1998), do tin cay cua thanh phan do luong thi dugc danh
gia thdng qua muc d6 nhat quan cua cac do ludng gitra cac bién quan séat. Bai vi cac
do luong duoc phét trién tir cac nghién ciru trude nén can thiét phai danh gia do tin
cay va gia tri cac thanh phan do luong théng qua nghién ciru so bd. Muc dich cua
nghién ctru so bo 1a: (1) Panh gia d6 tin cay cua cac thanh phan do ludng va (2) Kiém
dinh gia tri hoi tu cua céc chi bao.

Buoc 4: Nghién cuu dinh luong chinh thuic

Nghién ctru dinh luong chinh thirc duoc thuc hién nham kiém dinh cac gia thuyét

nghién caru. Dé lam duogc didu ndy, kiém dinh do tin cay, gia tri phan biét, gia tri hoi

tu caa c4c thanh phan do luong thong qua phuong phap phén tich nhan t6 khang dinh
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(CFA). Sau d6 phuong phap phan tich ciu tric tuyén tinh (SEM véi phan mém
AMOS 26.0) s€ duogc thuc hién.
2.1.2. Chon mau nghién ciu

Pé xac dinh kich thudc mau, hién nay ¢ nhiéu quan diém va phuong phéap khac
nhau. Theo phuong phap uwéc lwong ML3 thi kich thudc mau téi thiéu phai tir 100
dén 150 mau (Hair & cong su, 1998) hay it nhat 12 200 mau (Hoelter, 1983). Hay theo
Comrey va Lee (1992) duoc trich trong Nguyén Pinh Tho (2011) thi khong dua ra
mat con s6 ¢d dinh ma dua ra cac con sé khac nhau véi nhan dinh twong tng 100 14
t&, 200 1a kha, 300 la tét, 500 la rat tét, 1000 hodc hon 14 tuyét voi.

Hair & cong sy (2008) cho rang c& mau tbi thiéu nén theo ty 18 5:1, tirc 12 5 quan
sat cho mot muc hoi. Nhu vay, néu cé 4 bién doc 1ap tham gia vao hdi quy, c& mau
t6i thiéu s& 1a 5 x 4 = 20. Tuy nhién, 5:1 chi 1a ¢c& mau téi thiéu can dat, dé két qua
hdi quy c6 ¥ nghia thong ké cao hon, ¢& mau Iy tuong nén theo ty I¢ 10:1. Tir do, tac
gia da sir dung phuong phap nay trong viéc tinh kich thudc mau cho nghién cau cua
minh, véi sé lugng bién quan sat duoc str dung trong nghién ctu nay la 40 bién thi
kich thuéc mau can dat 1a 400 mau. Dé dat kich ¢c& mau 400 sau khi loai trir nhitng
mau khong dat yéu cau thi s lugng ban cau hoi duoc phat ra 1a 450 ban.

DPé méu thu duoc mang tinh khach quan va dai dién cho tong thé khach luu tra tai
cac resort & Khanh Hoa, 450 ban hoi dugc phan bd déu cho 27 resort 4-5 sao. Doi
ngii sinh vién hd tro da thuc hién viéc thu thap mau dudi 2 hinh thac 1a truc tiép (225
ban hoi) va truc tuyén (225 ban hoi) trong thoi gian tir thang 1 dén thang 4 nam 2022.
Viéc thu thap mau truc tiép duoc sinh vién thyc hién bang céch tiép can ngau nhién
du khach ¢ cac khu vuc chung cua resort (Khu vuc 18 tan, bai bién, khudn vién, khu
vui choi, nha hang, quay bar...), dua ra ban cau hoi theo cac ngdn ngit phii hop, danh
thoi gian cho khach tra loi va sau d6 thu hoi két qua, mdi du khach hoan thanh s&
nhan dugc phan qua 1a mét cay bat. Viéc thu thap mau truc tuyén dugc sinh vién thuc
hién bang cach vao trang fanpage cua cac resort, tiép can dén khach hang dé giri link
khao st truc tuyén va sau d6 thu hoi két qua.

2.1.3. Xay dwng thanh phan do lwong
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2.1.3.1. Thanh phan do lwong khong gian dich vu

Thanh phan do luong khéng gian dich vy dugc ké thira tir cac nghién ctu lién quan
(Bitner, 1992; Wakefield & Blodgett, 1996; Ryu & Jang, 2008; Kim & Moon, 2009;
Quynh Tran Xuan, 2020), dng thoi tiép nhan y kién déng gop cuia cac chuyén gia va

du khéach sau khi thao luan nhém. Thanh phan do luong gém 5 thanh phan véi 29
bién quan sat: nhan té moi truong vai 6 bién (AM1, AM2, AM3, AM4, AM5, AM6),
bé cuc khong gian vai 8 bién (LAL, LA2, LA3, LA4, LA5, LAG6, LA7, LAS8), tinh
tham my cua co sd vai 4 bién (FAL, FA2, FA3, FA4), dau hiéu va biéu twong gom 5
bién (SI1, SI2, SI3, SI4, SI5), su sach s& véi 6 bién (CL1, CL2, CL3, CL4, CL5,
CL6). Bugc trinh bay ¢ bang 2.2.

Bang 2.2. Thanh phéan do lwong khéng gian dich vu

Thanh phan | Bién M@ ta thanh phén do lrong Téc gia
AM1 Khong khi ¢ resort nay thi trong lanh Bitner (1992)
AM?2 Nhiét ¢ ¢ resort nay that dé chiu Bitner (1992)
AM3 Mtc do anh sang tong thé trong resort nay la Kotler (1973)
N pht hop
Moi tr“’ﬁng AM4 /Am nhac tong thé trong resort nay la phu hgpBitner (1992)
xung quan AM5 Mau s‘e‘w duoc str dung trong resort nay tao raKotler (1973)
mot bau khdng khi am ap
AM6 Mui thom & resort nay that dé chiu Bitner (1992)
LA1 Khu vuc I€ tan tao cho khach cam giac thoai .
] mai khi lam thu tuc check in, check out \é\{ggzzald &
e i
ong gia LA2 D& dang di chuyén xung quanh resort va tiép Newman
can cac dich vu (2007)
LA3 B6 cuc khong gian trong phong luu tra dem  [Bitner (1992)
lai cam giac thoai mai ,
LA4 Khoéng gian tai khu vue nha hang duoc bo tri |Bitner (1992)
hop ly
LAS Khong gian tai khu vuc spa va suc khoe Bitner (1992)
duoc bo tri hop ly
LAG6 Khoéng gian tai khu vuc giai tri dugc b tri  [Bitner (1992)
hop ly
LA7 Khéng gian tai khu vuc hd boi duoc bd tri  [Bitner (1992)
hop ly
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LAS Khéng gian tai khu vic mua sim duogc bd tri [Bitner (1992)
hop ly
FAl Kién trdc cua resort doc ddo \Wakefield &
Blodgett (1996)
. FA2 Tudng, tran nha, san nha duoc thiétké 4n |Han & Ryu,
Tinh tham my tuong 2009
Cua co' so FA3 Resort dugc trang tri dep mét Kim & Moon
(2009)
FA4 Cay xanh trong resort nay dem lai cam giac [B6 sung sau khi
dé chiu thao luan nhom
SI1 Resort nay c6 day du dau hiéu va hinh anh  [Bitner (1992)
chi dan
SI2 Bién bo va hinh anh chi dan duoc b tri hop [Kottasz (2006)
Dau hién va ly
biéu twong SI3 Bién béo va hinh anh chi dan c6 kich c& hop Wakefield &
ly, dé dang quan sat Blodgett (1996)
Sl4 Bién béo va hinh anh chi dan dé hiéu Quynh Tran
Xuan (2020)
SI5 Bién bao va hinh anh chi dan gitp ich cho du|Quynh Tran
khach Xuan (2020)
CL1 Mt tién cua resort nay luén dugc gitr sach s& B4 sung sau khi
thao luan nhém
Sur sach sé CL2 Khudn vién trong resort nay luén duogc gitt  Wakefield &
c e sach s€ Blodgett (1999)
CL3 L4i di trong resort nay luén dugc giir sach s& Moon & cong
su (2016)
CL4 Co s& vat chat trong resort nay luon duoc lau[Wakefield &
don sach sé Blodgett (1996)
CL5 Phong khach luu tra duoc lau don mdi ngay [Bo sung sau khi
thao luan nhém
CL6 Resort lubn duy tri cac phong vé sinh sach sé Moon & cong

su (2016)

Nguon: Tac gid

2.1.3.2. Thanh phan do hrong gié tri cam nhan

Thanh phan do ludng gia tri cam nhan duoc ké thira tir cc nghién ctu lién quan

(Ozdemir-Giizel & cong sy, 2018; Jin & cong s, 2020), ddng thoi tiép nhan y kién

dong gop cua cac chuyén gia va du khach sau khi thao luan nhém. Thanh phan do
ludng Vi 4 bién quan sat: PE1, PE2, PE3, PE4. Puoc trinh bay ¢ bang 2.3.

Bang 2.3. Thanh phan do lwong gia tri cam nhan cia khach hang

Bién

M0 ta thanh phan do lwong

Tac gia
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PE1 |Resort nay la thuong hiéu duoc nhiéu khach hang Ozdemir-Giizel & cong su (2018)
biét dén Y

PE2 |Gi4 ca cua resort nay twong xung vai chat lugng Ozdemir-Giizel & cong sy (2018)

PE3 [T6i rat thich ky nghi & resort nay hon cac resort Jin & cong su (2020)
khac R

PE4  INhin chung, trai nghiém tai resort nay dem lai cam [B6 sung sau khi thao luan nhém
nhan tuyét voi

Nguon: Tac gid

2.1.3.3. Thanh phan do lwong sw hai long

Thanh phan do luong su hai long duoc ké thira tir cac nghién ctu lién quan (Oliver,
1980; Ryu & Han, 2011), bao gom 3 bién quan sat: SA1, SA2, SA3. Pugc trinh bay
& bang 2.4.

Bang 2.4. Thanh phan do lwong sy hai long

Bién

M0 ta thanh phan do lwong

Tac gia

SAl

Str dung dich vu tai resort nay la lua chon dung dan

Oliver (1980)

SA2

Dich vu cua resort nay luén dap img dugc mong doi cua tdi  [Ryu and Han (2011)

SA3

Nhin chung, tdi hai Idng véi chat luong dich vu ¢

nay

ua resort Ryu and Han (2011)

Nguon: Tac gid

2.1.3.4. Thanh phan do lwong long trung thanh

Thanh phan do ludng long trung thanh dugc ké thira tir cac nghién ciu lién quan
(Bloemer & cong sy, 1999; Ryu & Han, 2011; Quynh Tran Xuan, 2020) bao gom 4
bién quan sat: LO1, LO2, LO3, LO4. Puoc trinh bay & bang 2.5.

Bang 2.5. Thanh phan do lwéng 10ng trung thanh

Bién | M0 ta thanh phan do lwong Téac gia
LO1 [T6i s€ ndi tot vé resort nay véi ngudi khac Bloemer & cong su (1999)
LO2 ([T6i s€ gidi thiéu resort nay cho ban bé cua toi Ryu & Han (2011)
LO3 [T6i mudn quay tro lai resort nay trong tuong lai Ryu & Han (2011)
LO4 [Trong lan t&i, resort nay s& | su lva chon dau tién cua téi |Quynh Tran Xuan (2020)

Nguon: Tac gid

Ngoai ra, tat ca cac bién quan sat déu dugc do ludng bang thang do Likert 5 mirc

d6, day 1a thang do pho bién nhét trong nghién cau thyc nghiém (Lé Thé Giéi & cong
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sir, 2006), cu thé nhu sau: (1) Hoan toan khong dong y, (2) Khong ddng y, (3) Trung

lap, (4) Bong y, (5) Hoan toan dong y.

2.1.4. Phan mém xit ly théng tin

2.1.4.1. Phan mém SPSS 26.0

Str dung phan mém SPSS 26.0 dé phén tich Cronbach’s Alpha nham loai bién c6
hé sb trong quan véi bién tdng nho dong thoi kiém tra hé sé Cronbach’s Alpha . Hé
s6 Cronbach’s Alpha 13 mot phép kiém dinh thong ké vé mutic do chat ché ma céac
muc héi trong thanh phan do ludng c6 twong quan véi nhau. Hé s6 nay t6i thiéu hon
0,6, trén 0,8 la thanh phan do luong tét (néu Ion hon 0,95 khéng tdt vi cac bién do
luong hau nhu 14 mot). Trong khi d6, hé sé tuong quan giira bién va tong phai 16n
hon 0,3 (néu nho hon 0,3 dugc xem 12 bién rac, can loai bo ra khoi thanh phan do
luong) (Trong & Ngoc, 2008).

Thém vao d6, phan mém SPSS 26.0 ciing s& dugc s dung dé phan tich nhan t6
kham pha (EFA). Viéc loai cac bién c6 trong s6 nhan té nho (FL) nho hon 0,4 trong
phan tich EFA s& tiép tuc dugc thuc hién va kiém tra tong phuong sai trich duoc (I16n
hon hoic biang 50%). Theo tac gia Pallant (2001), viéc phan tich nhan t6 kham pha
(EFA) bao gom cac buéc nhu sau:

(1) Strdung phuong phap trich Principal Axis Factoring vai phép xoay Promax. Theo
Anderson & Gerbing (1988), phuong phap trich Principal Axis Factoring voi
phép xoay Promax (Oblique) s& phan anh cau tric dix liéu chinh xac hon phuong
phép trich Principal Components vai phép xoay Varimax (Orthogonal);

(2) Hé s6 tuong quan 16n hon hodc bang 0,3 trong ma tran tuong quan (Cu thé, tai
mdi Item, chénh léch |Factor Loading| 16n nhat va |Factor Loading| bat ky
phai > 0,3 (Jabnoun va Al-Tamimi, 2003).

(3) Quan tdm dén tiéu chuan: |Factor Loading| 16n nhat caa mdi Item > 0,5. Theo
Hair & cong su (1998), Factor loading la chi tiéu dé dam bao muc ¥ nghia cta
EFA (Ensuring Practical Significance). Factor loading > 0,3 dugc xem la dat mirc
t6i thiéu, Factor loading > 0,4 dwoc xem 14 quan trong, > 0,5 dugc xem la co y

nghia thyc tién. Hair & cong su (1998) ciing khuyén cac nha nghién ctu rang:

111



néu chon tiéu chuan Factor loading > 0,3 thi ¢& mau caa nghién ciru phai 16n hon
350, néu c& mau khoang 100 thi nén chon tiéu chuan Factor loading > 0,55, néu
c& mau cua ban khoang 50 thi Factor loading phai > 0,75.

(4) Kiém dinh gi4 tri Bartlett (thdng qua viéc kiém dinh gi4 tri Chi-binh phwong voi
murc v nghia thong k& (p < 0,05); Kiém dinh Bartlett xem xét gia thuyét vé do
tuong quan gitra cac bién quan sat biang khong trong tong thé. Néu kiém dinh nay
c6 ¥ nghia thong ké (Sig < 0,05) thi cac bién quan sat c6 twong quan vai nhau
trong tong thé.

(5) Po ludong chi s6 KMO. KMO 1a mét chi tiéu dung dé xem xét su thich hop cua
EFA, 0,5 < KMO < 1 thi phan tich nhan t4 1a thich hop.

(6) Tong phuong sai trich >=50% (Anderson & Gerbing, 1993).

Céc bién con lai (thanh phan do ludng hoan chinh) sé dugc dua vao phan tich CFA.

Duéi day 1a bang tong hop céc ky thuat, chic ning va thong sb yéu cau qua phan tich

phan mém SPSS 26.0:
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Bang 2 6. Ky thuat, chitc niing va théng sé yéu ciu qua phan tich phan mém

SPSS 26.0

Ky thuat

Chirc nang

Thong s6 yéu cau

Cronbach’s
Alpha

- Kiém tra do tin cay
cia thanh phan do
lvong, do gia tri hoi
tu.

- Loai bo bién rac c6
thé gay ra cac nhan t6
khéac trong phén tich
nhan to.

- Hé s6 Cronbach t6i thiéu hon 0,6, trén 0,8
la thanh phan do luong tét (néu 16n hon
0,95 khdng tét vi cac bién do ludng hau
nhu 1la mot).

- Hé s twong quan véi bién tong phai 16n
hon 0,3 (néu nho hon 0,3 dugc xem 12 bién
rac, can loai bo ra khoi thanh phan do
luong) (Hair & cong sy, 1998).

Phéan ’ tich
nhan t6 kham
pha (EFA)

- Loai c4c bién c6 he
SO tai nhan t6 nho.
- Kiém tra yéu t6
trich duoc.
- Kiém tra phuong sai
trich duoc.
- Kiém tra gia tri phan
biét cua thanh phan do
luong .

- Loai céc bien c6 hé sb tai nhan to nho
(Faptor loading > 0,3 dwroc xem dat muc toi
thiéu, > 0,4 duwoc xem la quan trong, > 0,5
dwroc xem la co y nghia thuc tién, do lon cua
hé so nay con phu hop véi kich thuwoc mau).
- Chénh léch hé s6 tai cia mot bién ¢ cac
nhan to phai Ién hon 0,3.

- Kiém dinh Barlett phai c6 y nghia théng ké
(c6 nghia cac bien c6 twong quan khac 0).

- Hé s6 KMO: phai Ién hon 0,5 (c6 nghiaviéc
str dung phén tich nhan to la phu hop).

- Phuong sai trich dugc phai 1on hon 0,5.
- Nén dung phuong phap quay Promax dé

dat cau tric di liéu chinh x&c hon.

Nguon: Tac gid

2.1.4.2. Phan mém AMOS 26.0
Str dung phan mém AMOS 26.0 dé phan tich nhan té khiang dinh (CFA) duoc sir

dung dé danh gia thanh phan do luong trudc khi dua vao phan tich mé hinh can bang

cau tric (SEM). Trong kiém dinh thanh phan do luong, phuong phap CFA trong phan

tich md hinh cau tric tuyén tinh ¢ nhiéu wu diém hon so v6i phuong phap truyén

thdng nhu phuong phap hé s6 twong quan, phuong phap phan tich nhan t5 kham pha

EFA. Ly do la CFA cho phép ching ta kiém dinh cu tric ly thuyét cua céc thanh

phan do lwdng nhu mdi quan hé giira mot khai niém nghién ciu véi cac khai niém
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khac ma khong bi chéch do sai s6 do luong. Hon nita phwong phap nay con gitp kiém
dinh gi4 tri hoi tu va gié tri phan biét caa thanh phan do luong ma khong can ding
nhiéu nghién ctiru nhu phuong phéap truyén théng MTMM (Multitrait - Multimethod).
Duéi ddy, tic gia xin trinh bay chi tiét quy trinh phan tich bang phan mém AMOS
26.0
< Panh gia do tin cay, gia tri hi tu, gia tri phan biét caa cac thanh phan do

lwong

(1) Panh gia do tin cay cua thanh phan do luong trong phan tich CFA bao gom
mét sb chi tiéu nhu sau: (1) Trong s6 nhan té phai 16n hon 0,5; (2) P tin ciy tong
hop 16n hon 0,7; va (3) Phuong sai trich phai l6n hon 0,5. Theo Hair & cong su
(1998): “Phuong sai trich (Variance Extracted) ctia mdi khai niém nén vuot qua
0,507, va phuong sai trich cling 1a mot chi tiéu do luwong do tin cay. NO phan anh
lugng bién thién chung cua céc bién quan sat duoc tinh todn boi bién tiém an.
Schumacker va Lomax (1996) lai cho rang trong phan tich CFA, mét van dé quan
trong can phai quan tim 1a d tin cay cua tap hop cac bién quan sat do luong mot khai
niém (Yéu td); va vé mat truyén thong, hé sé Cronbach’s Alpha van thuong xuyén
duogc sir dung. N6 do ludng tinh kién dinh noi tai xuyén sudt tap hop cac bién quan
sat cua Ccac cAu tra 1oi. Thuc té chi ra rang trong kiém dinh Cronbach’s Alpha, c4c
bién quan sat c6 hé s6 tuong quan bién téng (item-total correlation) nhé hon 0,30 s&
bi loai va tiéu chuan chon thanh phan do luong khi hé sé Cronbach’s Alpha tir 0,60
trg 18n (Nunnally & Burnstein, 1994). Tuy nhién, ciing can luu ¥ rang néu Cronbach’s
Alpha qué cao (>0,95) thi c6 kha ning xuat hién bién quan sét thira (Redundant item)
& trong thanh phan do ludng, bién quan sét thira 1 bién do ludng mot khai niém hau
nhu tring vai bién do luong khac, twong ty nhu trudng hop cong tuyén (collinearity)
trong hoi quy, khi d6 bién thira nén duoc loai bo.

(2) Tinh don hudéng/ don nguyén (Unidimensionality). Theo Steenkamp & Van
Trijp (1991), muc d6 phu hgp cta mé hinh vai dit liéu thu thap duoc cho ching ta
diéu kién can va da dé cho tap bién quan sat dat duoc tinh don hudéng, trir truong hop

cé4c sai s6 cuia Cac bién quan sat co twong quan véi nhau.
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(3) Giatrihoitu (Convergent validity). Theo Anderson & Gerbring (1988), thanh
phan do ludng dat duoc gié tri hoi tu khi cac trong s6 chuan héa cua thanh phan do
ludng déu cao (>0,50) va c6 ¥ nghia thong ké (P<0,05).

(4) Giatri phan biét (Discriminant validity). C6 thé kiém dinh gia tri phan biét cua
cac khai niém trong mo hinh téi han (Saturated model), mo hinh ma cac khai niém
nghién ctru dugc ty do quan hé véi nhau. Co thé thuc hién kiém dinh hé sé tuong
quan xét trén pham vi tong thé gitra cac khai niém c6 thuc su khac biét so véi 1 hay
khdng. Néu né thuc su khac biét thi cac thanh phan do ludng dat gia tri phan biét.

(5) Giéa tri lién hé ly thuyét (Nomological validity). Cac van dé tir 1 dén 4 duoc
danh gia thong qua mo hinh do luong. Riéng gia tri lién hé Iy thuyét duoc danh gia
thong qua md hinh Iy thuyét (Anderson & Gerbring, 1988). Cu thé, khi cac van dé
trén thoa man thi mo hinh do ludng 1a tét. Tuy nhién, rat hiém mo hinh do luong nao
dat duogc tat ca cac van dé trén.
¢ Do lwong mire d§ phu hep cia moé hinh véi dir liéu nghién cau

Pé do luong mixc do phit hop caa md hinh vai dit liéu nghién ctu, nghién ctu nay
str dung cac chi tiéu Chi - binh phuong, Chi - binh phuwong hiéu chinh theo bac tu do
(CMIN/df); Chi s6 pht hop (GFI); Chi sé thich hop so sanh (CFI); Chi s6 (TLI); va
Chi s6 (RMSEA). M6 hinh dugc goi 1a thich hop khi phép kiém dinh Chi - binh
phuong c6 gia tri p > 5%. Tuy nhién, do gia tri Chi - binh phuong c6 nhuoc diém la
phu thudc vao kich thuéc mau (Chi - binh phuwong = (n-1)*Fml: trong d6 Fml 1a ham
twong thich khi dung phép udc lugng ml va n 1a kich thuéc mau. Nhu vay khi n cang
I6n thi gia tri thong ké Chi-binh phuong cang 16n. Piéu nay lam giam mic d6 phu
hop ctia mo hinh. Nghia 1a n6 khéng phan anh dung mirc d6 phu hgp thuc sy cua mo
hinh khi kich thudc mau 16n (Hair & cong su, 1998). Vi thé, néu mot md hinh nhan
duoc gia tri GFI, TLI va CFI tir 0,9 dén 1, CMIN/df c6 gia tri < 2, RMSEA ¢ gié tri
<0,80 thi md hinh nay duoc xem l1a phil hop (twong thich) véi dit li¢u diéu tra.

(1) Gia tri Chi - binh phuong: Chi s6 phll hop tuyét ddi co ban nhat 1a (Chi - binh
phuong ). Day ciing 1a cong cu do mirc do phi hop 6 tinh théng ké duy nhat dya trén

SEM. Théng ké Chi - binh phuong ¢6 2 thudc tinh toan hoc kho giai quyét trong céch
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sir dung ctia né nhu 1a mot thude do do thich hop cua md hinh. Thi nhat, xem lai rang
théng ké Chi - binh phuong 13 mot ham toan hoc cua kich thuéc mau (N) va su chénh
Iéch cua hai ma tran hiép phuong sai. Khi N tang Ién thi gia tri Chi - binh phuong
tang 1én. Th hai thong ké Chi - binh phuong ciing dudong nhu tré nén 16n hon khi s6
c4c bién dbi tuong ting 1én. Do do, gia dinh c4c nhan t6 khac khong d6i, chi thém céc
chi bao vao mo hinh sé lam cho gia tri Chi - binh phuong tang Ién. Vi ly do do,
phan tich Chi — binh phuong rat khé dé sir dung nhu 13 chi dan duy nhat cua sy phu
hop SEM. Nhitng nha nghién ctru da phat trién nhiéu thudc do sy phi hop ¢d thé thay
thé cho Chi - binh phuong dé diéu chinh thién léch cuia chi s6 nay dbi véi cac mau
I6n va phuc tap.

(2) Chi s6 phi hop (Goodness of Fit Index - GFI): Chi s6 nay dua ra dé kiém tra
sy phtt hgp mé hinh ma it chiu anh huéng cia kich thuéc mau. Mic du N khong duoc
tinh dén trong cong thic, chi s6 thong ké nay van bi anh huong béi kich thuéc mau
mot cach gian tiép do N anh huong 18n phan phdi mau. Trong day gia tri cua GFI tir
0 dén 1 cé4c gia tri 16n hon cho ta sy phi hop tét hon. Gia tri GFI Ién hon 0,90 dugc
coi la tét (Hair, 2006).

(3) Chi s6 do phu hop tuong doi (Comparative Fit Index - CFI) bang d (mé hinh
thue té) — d (mo hinh dé xuéat)/d (mé hinh thyuc té). Gia tri CFI cang gan 1 cang tét,
trong d6 néu CFI 16n hén 0,9 duoc coi 1a mé hinh ¢6 sy phi hop cao.

(4) Chi s6 TLI (Tucker & Lewis Index). Gia tri TLI cang gan 1 cang tot, trong d6
néu TLI 16n hén 0,9 duoc coi 1a mé hinh ¢6 su phi hop cao.

(5) Xap xi trung binh cin sai s6 RMSEA (Root Mean Square Error of
Approximation) RMSEA. Mot thudc do khac dua ra dé bd sung cho Chi - binh
phuong 1a RMSEA, chi s6 nay phan anh mot mé hinh c6 phu hop thuc té hay khong.
Gia tri RMSEA thap hon cho thay su phll hgp cao hon. Do vay déy 1a chi s6 dénh gia
sur “khong phu hop”. Cau hoi can dit ra 1a dau 1a chi s6 RMSEA tét. Céc nghién ciu
trude day chi ra gia tri dudi 0,10 cho tit ca cAc md hinh duoc chap nhan. Kinh nghiém
chi ra ring RMSEA la pht hop nhat dé do sy phi hop cia mé hinh khi kich thudc

mau tré nén lon hon. Kich thudc mau trén 500 tra 161 dugc coi 13 16n. Hoelter Index
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chi sb nay chi nén sir dung néu Chi — binh phuong nhé hon 0,05. Trong d6 df 1a do

tu do caa md hinh. Chi s6 nay chi ra ¢& mau tai d6 Chi - binh phuong s& khdng c6 y

nghia. Hoelter d& xuat hé sé nay thap nhat 200, tuy nhién c6 nguoi lai chap nhan muc
150 (Denny, 2006). Gié tri nhé hon 75 chi ramé hinh ¢é su phit hop rat kém.

Tom lai, viéc st dung 3 hoic 4 chi s cho ta chung ct xé4c thuc vé md hinh phu

hop. Nghién ciru ndy goi y dua ra 1 bd chi s6 chung cho hau hét cac truong hop 1a
GFI, CFI, TLI va RMSEA.

Dudi day la bang tong hop cac ki thuat, chic nang va théng sé yéu cau qua phan tich
phan mém AMOS 26.0:

Bang 2.7. Ky thuat, chirc ning va théng s6 yéu cau qua phan tich pham mém

AMOS 26.0
Ky thuat Chirc ning Théng s6 yéu cau
Phan tich Do luong muac d6 phu hop cua | -  Chi-square cé P-value > 0,05 (bi
nhan 6 md hinh (c6 phu hop véi dir anh huong bai qui mé mau), GFI,
khang dinh licu nghién cuu). TLI, CFI > 0,9, CMIN/If < 3,
CFA Kiém tra do gia tri hoi tu,do gid|  RMSEA < 0,08, RMSEA <0,05.
(phan tich tri phan biét va tinh don huéng. | - Loai bién c6 hé s tai nho hon
dwa  trén Tinh d6 tin cay cua thanh phan 0,5 (dé dat gia tri hoi tu) c6 y nghia
phuong do luwong (d6 tin cay tong hop thdng ké nho hon 5%, hé sb tuong
phdp  an va phuong sai trich). quan gitra hai khai niém khéac 1 c6
Maximum Kiém tra phuong sai trich y nghia thong ké.
Likelihood) duoc
Kiém tra d6 thich hop cua méd |- Chi-Square c6 P-value > 0,05 (bi
Phén tich hinh va gia tri lién hé ly thuyét. anh huéng bai qui mé mau), GFl,
SEM Kiém dinh gia thuyét, udc TLI, CFI > 0,9, CMIN/df < 5,

luong boostrap dé danh gia do
tin cay cua cac udc luong.

RMSEA <0,08, RMSEA <

0,05.

Kiém tra lién hé tuyén tinh giira
cac cap khai niém trong mé hinh
(phéi ¢ y nghia thong ké).

Nguon: Tac gid

% Kiém dinh céc gia thuyét nghién ciru trong mé hinh dé xuat

Xac dinh md hinh do ludng (vi du chi dinh cac bién chi sb cho cac xay dung ma

n6 dai dién) 1a mot buéc quyét dinh trong viéc phat trién mot mod hinh SEM. Viéc nay

da dugc hoan thanh trong phan tich CFA va phan tich do phu hop cia mod hinh. Cu
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thé, viéc xac dinh md hinh cau tric (SEM) biang cach dinh ra méi quan hé caa mét
bién tiém an vai mot sb bién tiém an khac dua trén md hinh Iy thuyét dé xuat. Su xéac
dinh md hinh c4u trlc tap trung vao sir dung kiéu lién hé trong md hinh dé miéu ta
gia thuyét cau tric caa md hinh nghién cttu. N6i cach khéac, méi lién hé phu thuoc
nao ton tai gitra cac xay dung? Mdi gia thuyét md ta cho mét méi twong quan riéng
can phai duoc xéc dinh.

2.1.5. Két qua nghién ciru dinh hrong so bd

Nghién ctru so bo dinh luong dugc thuc hién véi c& mau la 100, mau duoc phan
bd déu tai 4 resort thudc 4 khu vuc cua tinh Khanh Hoa 12 Duyen Ha Resort tiéu
chuan 5 sao (TP Cam Ranh), Mia Resort tiéu chuan 5 sao (H. Cam Lam), MerPerle
Hon Tam Resort tiéu chuan 4 sao (TP Nha Trang), GM Doc Let Beach Resort & Spa
tiéu chuan 4 sao (H. Ninh Hoa). Bdn resort nay (2 resort 5 sao va 2 resort 4 sao) la
nhitng resort dugc dua vao hoat dong tir kha sém, véi luong khach du lich 6n dinh,
da dang bao gom du khéch noi dia va du khach quéc té dén tir nhiéu qudc gia khac
nhau. Viéc phan bé mau so bd nhu trén véi myc dich ting tinh khach quan va tinh
dai dién cua tong thé, gitip dem lai két qua chinh x4c nhét trong cac budc dau tién cua
nghién cuu.

Muc tiéu chinh caa nghién ctiru dinh lwong so b 1a tién hanh phan tich phan tich
nhan t6, d6 tin cay caa thanh phan do ludng théng qua viéc sir dung hai ky thuat phan
tich (Crobach’s Alpha va nhan t6 kham pha) tir ban cau hoi nghién ciru so bo. Sau
d6, nghién ciru s& @& xuét ban cau hoi mai phuc vu cho viéc nghién ciru dinh lwong
chinh thac. Cac bién bi loai bo do ¢6 trong tai nhan t6 nho (FL<0,30) va hé sb tuong
quan bién tong thap (<0,30). Két qua xtr Iy so bo dugc trinh bay trong bang 2.8.

Bang 2.8. Tong hop két qua danh gia so b thanh phan do lwong

(nghién ciru dinh luwgng so bg)

Thanh . 5 . v hié
ohan | Bién | Mo ta thanh phin do luong Két luan Ki’nt‘,;f“
AM1 | Khéng khi ¢ resort nay thi trong lanh Tiép tuc AM1
AM2 | Nhiét do & resort nay that dé chiju Tiép tuc AM?2

AM3 | Mirc d6 anh séng tong thé trong resort | Tiéptuc | AM3
nay la phu hop
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Moi AM4 | Am nhac tong thé trong resort nay 1a | Tiéptuc | AM4
treong phu hqp .
xung AMS5 | Mau sédc dugc su dung trong resort nay | Tiep tuc AM5
quanh tao ra mot bau khong khi ém~ép ,
AM6 | Mui thom ¢ resort nay that dé chiu Ticp tuc AM6
LAl | Khu vuc I& tan tao cho khach cam giac | Tiép tuc LAl
thoai mai khi lam thu tuc check in,
check out
LA2 | Dé&dang di chuyén xung quanh resort | Tiép tuc LA2
va tiép can cac dich vu
LA3 | B6 cuc khong gian trong phong luu tra | Tiép tuc LA3
B cuc dem lai cam giac thoai mai
khong | LA4 | Khéng gian tai khu vuc nha hang dugc | Tiép tuc LA4
gian bé tri hop ly
LAS Khoéng gian tai khu vic spa va sirc khoe | Logi bo
dwroc bé tri hop Iy
LA6 | Khong gian tai khu vuc giai tri dugc bd | Tiép tuc LA5
tri hop ly
LA7 | Khong gian tai khu viec hé boi dioc bé | Loai bé
tri hop ly
LA8 | Khdng gian tai khu vuc mua sam dugc | Tiép tuc LA6
bd tri hop ly
FA1l | Kién tric caa resort doc dao Tiép tuc FAL
FA2 | Twong, tran nha, san nha dwoc thiét ké | Loai bo
Tinh dn twong
tham m§ | FA3 | Resort duoc trang tri dep mét Tiép tuc FA2
cia co FA4 | Cay xanh trong resort nay dem lai cam | Tiép tuc FA3
Sy giac dé chiu
SI1 Resort nay c6 day dia dau hiéu va hinh | Tiép tuc SI1
anh chi dan
SI2 Bién bao va hinh anh chi dan duoc bd | Tiép tuc SI2
Dau hiéu tri hop ly
vabiéu [SI3 | Bién bao va hinh anh chi dincé kich | Tiép tuc SI3
tuong ¢ hop ly, dé dang quan sét
Sl4 Bién béo va hinh anh chi dan dé hiéu | Tiép tuc Sl4
SI5 Bién bao va hinh anh chi dan giap ich | Tiép tuc SI5
cho du khéch
CL1 | Mit tién cua resort nay ludn duoc gitt | Tiép tuc cL1
sach sé
Swsach | CL2 Khubn vién trong resort nay luén duoc | Tiép tuc CL2
S€ gitr sach s¢
CL3 | Ldi di trong resort nay luon dugc gitt | Tiép tuc CL3

sach s¢€
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chon dau tién cua toi

CL4 | Co s& vat chit trong resort nay ludn Tiép tuc CL4
duoc lau don sach sé
CL5 | Phong khach luu tri duoc lau don mdi | Tiép tuc CL5
ngay
CL6 | Resort ludn duy tri cac phong vé sinh | Tiép tuc CL6
sach sé
Giatri |PE1 | Resort nay la thwong hiéu dugc nhiéu | Tiép tuc PE1
cam khach hang biét dén
nhan PE2 | Gia ca cua resort nay twong xung vi | Tiép tuc PE2
chat lugng
PE3 | T6i rat thich ky nghi & resort nay hon | Tiép tuc PE3
cac resort khac
PE4 Nhin chung, trai nghiém tai resort ndy | Tiép tuc PE4
dem lai cam nhan tuyét voi
Swhai |[SAl | Sudung dich vu tai resort nay Ia lua Tiép tuc SA1
long chon ding dan
SA2 Dich vu cua resort nay luon dap ang Tiép tuc SA2
duoc mong doi cua toi
SA3 | Nhin chung, t6i hai long véi chat luong | Tiép tuc SA3
dich vu cua resort nay
Long LO1 | T6i s& noi tot vé resort ndy voi ngudi | Tiép tuc LO1
trung khac
thanh LO2 | T6i s& gioi thiéu resort nay cho ban bé | Tiép tuc LO2
cua toi
LO3 | T6i mudn quay tro lai resort nay trong | Tiép tuc LO3
tuong lai
LO4 | Trong lan toi, resort nay sé la su lua Tiép tuc LO4

2.2. Pia ban nghién ctru
2.2.1.Tiém niing va loi thé phat trién du lich tinh Khanh Hoa
2.2.1.1. Tiém ning du lich

Véi khi hau 6n hoa, nang 4m quanh nam, bo bién dai cung hang trim hon dao Ion

Nguon: Két qua nghién cizu cia tac gid, 2022

nho, s& hitu tai nguyén du lich da dang va phong ph, cac danh lam thing canh, diém

vui choi giai tri noi tiéng cung hé théng co sé luu tra da dang, ¢d chat luong cao; hé

théng san bay, bén cang dat chat lwong quédc té phuc vu hang triéu luot khach méi

nam cung hé thong co s& ha tang dugc dau tu dong bd va quy mo; Khanh Hoa dang

dugc biét dén nhu mot trong nhitng diém dén du lich ndi tiéng nhét cua ca nudce.
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Trong giai doan hién nay, cung véi cac nganh nghé khac, nganh du lich Khéanh
Hoa di va dang phat trién, chiém ty trong cao trong chuyén dich co cau kinh té, dem
lai ngudn thu nhap 16n cho tinh, tao céng an viéc 1lam cho ngudi dan, gép phan dam
bao an sinh xa hoi, gitr viing an ninh, quéc phong; du lich con déng vai trd quan trong
kéo theo su phat trién cac nganh dich vu va ha tang k¥ thuat; 1 nhan tb thuc day hoi
nhap qudc té va toan cau hda; tao ra dién mao, hinh anh dep, an tuong cua ving dat,

con nguoi noi day.

Khanh Hoa la mot tinh duyén hai Nam Trung bd duoc danh gia 1a mot trong
nhitng dia phuong c6 ving bién dep nhat Viét Nam, véi bo bién dai 385km c6 gan
200 d4o 16n nho ven bo va cac dam, vinh 16n 1a Vinh Van Phong, dAm Nha Phu, vinh

Nha Trang va vinh Cam Ranh.

Van Phong la vinh bién 16n nhat tinh Khanh Hoa, viing vinh Van Phong cing voi
bai bién Dai Lanh, ving nti Son Tap — Trai Thom, bai bién D¢ Lét 1a noi ¢6 tiém
nang du lich tong hop bién — rirng — ndi 16n nhét tinh Khanh Hoa va ca nudc. Day 1a
mét Ky quan thién nhién c6 méi truong 1y twdng véi khi hau dn hoa, bai bién dep, ddi
nti hung vi bao quanh cting véi nhitng canh ring nhiét déi hau nhu con nguyén ven,
nhitng ran san ho da sic, ¢4 dau tich sinh tén caa mot khu rirng ngap man, hang trim
sinh canh, mudng thu dac chang va hang chuc ngan loai thuy, hai san quy. Van Phong
cling duoc Hiép hoi Bién thé gii xép vao danh sach 4 vi tri du lich bién Iy tuéng nhat

hién nay.

Vinh Nha Trang Ia vinh bién Ion tha hai sau vinh Van Phong cua tinh Khanh Hoa.
Phia Ang va phia Nam vinh duoc gigi han bang mot vong cung cac dao, 16n nhit 1a
dao Hon Tre, c6 nhiéu bai tim dep nhu bai Tril, bii Tre, Bich Pam, c6 khu du lich
Hon Ngoc Viét (Vinpearl Land) 1a khu du lich, nghi mét sang trong bac nhat & Viét
Nam. Dao Hon Mun 1a noi thiét 1ap khu bao ton bién dau tién ¢ Viét Nam c6 nhiing
ran san hd véi mot quan thé sinh vat bién con nguyén so, gan nhu doc nhat vo nhi

khdng chi cia Viét Nam ma con caa ca Pong Nam A. Nam 2003, vinh Nha Trang da
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dugc cdng nhan 1a thanh vién chinh thac cia Cau lac bd cac vinh bién dep nhat thé

gidi, mé ra mot co hoi 16n dé quang bé hinh anh Nha Trang — Khanh Hoa.

Vinh Cam Ranh tir lau mai chi dugc biét dén 1a mot hai cang quan su hon 1a mot
noi c6 tiém nang du lich. Trong khi thuc té, thién nhién vinh Cam Ranh rat dep, ly
tuong cho viéc xay dung mot khu du lich bién tam c¢& thé gigi. Nhirng béi cat tring
trai dai, nhitng ghénh d4 granit véi nhiéu hinh thu dep mat va nhiéu bai tim hoang so
nhu bai Nom, bai Chudéng, bdi Bd P&, bdi Hon Co, bai tim Ngoc Swong, bii Miii

Hoi... ¢6 thé 1am hai 1ong moi du khéch.

Dam Nha Phu duoc bao boc boi ban dao Hon Héo thudce huyén Ninh Hoa, c6 dién
tich khoang 100km2. Giira dam c6 mot s6 dao, 16n nhat 1a Hon Thi c6 dinh cao 220m.
Cum dao Hon Thi, Hon Lao, va Khu Du lich sudi Hoa Lan (Hon Héo) tao thanh quan
thé du lich dao phia bic Nha Trang.

Ngoai ra, con c6 rat nhiéu hang dong, sudi, thac nhu suéi Ba H6, sudi khoang nong
Truong Xuén, subi Tién, Hon Ba, Thac Yang Bay... nam trén nhiéu dia phuong khac
nhau ¢ tinh Khanh Hoa. Cac hang dong, sudi, thac van con giit nét hoang so thich
hop dé phét trién du lich sinh thai vai céc loai hinh tham quan, nghién ciru, vui choi

giai trf, thé thao...

Bén canh tiém niang vé du lich bién dao, Khanh Hoa con 1a ving dat gan lién voi
vin hoa Cham pa va thira ké cic nét van hoa cta cac dan toc nhu E dé, Raglai hinh
thanh nén loi thé vé du lich van hoa — I8 hoi. Hé thdng céc di tich van hoa, lich st bao
gom Théap Ba Ponagar, chiia Long Son, Vién Hai Duong hoc, Thanh c¢6 Dién Khanh,
khu tuéng niém bac si Alexande Yersin, Pan d4 Khanh Son... tao nén mét quan thé
diém tham quan du lich van hoa doc dao.
2.2.1.2. Loi thé phat trién du lich
* Loi thé vé vi tri dia Iy: Nam & ving cyc Dong cua Viét Nam, Khanh Hoa c6 dia
hinh rat da dang, 6 rimg nui, déng bang, mién ven bién, hai dao; khi hau 6n hoa mat
mé quanh nim, chi c6 2 mua mua va ning dic biét mua mua chi kéo dai tir 2-3 thang

rat thuan loi dé phét trién du lich. Mat khéc, véi vi tri ¢ gitta hai thanh phé 16n va
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cling 1a trung tam du lich ndi tiéng cua ca nudce 1a Pa Ning va Thanh phd H6 Chi
Minh, 1 cira ngd 18n Tay Nguyén, cach thanh phd Da Lat chi 140 km s& 1a loi thé dé
Nha Trang — Khanh Hoa két hop véi Pa Lat cua Lam Pdng, Viing Tau, thanh phd
HG6 Chi Minh tao thanh mét ta giac du lich ¢ trién vong nhat cua Viét Nam trong
thoi gian toi.

% Loi thé vé co sé ha tang: Khanh Hoa nam trén truc giao théng Bac Nam, thuan loi
ca vé duong bo, duong sat, dudng hang khong va duong bién. Quéc 16 1A chay sudt
chiéu dai caa tinh, Qudc 16 26 ndi lién vai Paklak va cac tinh Tay Nguyén, tuyén duong
Khénh Lé — Lam Pong la tuyén duong ngan nhat néi Thanh phé Nha Trang voi Da Lat
nham phét trién dinh huéng du lich bién dao gan voi ndi ring. Cac tuyén duong
Nguyén T4t Thanh ndi san bay Cam Ranh véi TP.Nha Trang, duong Pham Van Pong
ndi dudng Tran Phi ra Quéc 16 1A, duong Khanh Binh — Ninh Xuan néi tir Qudc 16
26 vé Khanh Vinh... da tao duoc cac tuyén giao thdng théng sudt trong tinh. Puong
1&n khu du lich Hon Ba, duong ra khu du lich Bam M6n va nhiing tuyén duong giao
thong khac da va dang dugc hoan thién. Tuyén duong sit Bac — Nam chay qua thanh
phd Nha Trang va hau hét cac huyén trong tinh. Ga Nha Trang la ga chinh, c6 quy md
I6n 1am nhiém vu trung chuyén hanh khéch va hang héa tir Lam Bdng, Budn Ma Thuot
t6i cac tinh phia Bac va phia Nam. Cang hang khéng quéc té Cam Ranh chinh thirc di
vao hoat dong tir ddu nam 2004, don gan 2 triéu khach vao nim 2019 dé dap ung yéu
cau phét trién kinh té — x& hoi cua ca khu vuc Nam Trung b, dic biét dbi véi phat trién
du lich. Khanh Hoa cd 6 cang bién, trong d6 c6 3 cang 16n 1a Cam Ranh, NhaTrang
vavan Phong. Trong quy hoach phét trién hé thdng cang bién Nam Trung b, cang
Cam Ranh dugc xac dinh 12 cang da ning, phuc vu truc tiép cho phét trién kinh té — x&
hoi cua tinh Khanh Hoa va vang phu can. Cang Nha Trang hién duoc sir dung phuc vu
du lich, van tai hanh khéch va chuyén tai hang hoa cac loai. Cang Van Phong la cang

trung chuyén qudc té 16n nhat Viét Nam.

% Loi thé vé ngudn nhan lyc: Khanh Hoa c6 dan s6 nam 2019 1a 1.231.107 ngudi
(Theo téng diéu tra dan sé va nha ¢ Viét Nam 2019) va 1a mét trong nhitng dia phuong

c6 ngudn nhan lyc doi dao, d6i ngii khoa hoc manh cua ca nuéc véi hon 20 nghin
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ngudi c6 trinh d6 cao ding, dai hoc va trén dai hoc. Ty 18 lao dong dugc dao tao nghé
chiém khoang 53%. C6 nhiéu co s& dao tao nhan lyc cho nganh du lich tir trinh d6
trung cp dén dai hoc, c6 kha ning cung cap khoag hon 4.000 nhan luc dd qua dao
ta0 mdi nim cho nganh du lich cua tinh va céc tinh 1an can. Giai doan tir nim 2015 —
2020 ngudn nhan lyc du lich tinh Khanh Hoa cd nhirng buéc phat trién vuot bac voi

nhiéu két qua dat duoc:

Mot 14, ngudn nhan lyc nganh du lich ¢é su tang truong nhanh chéng vé s luong,
cling véi d6 chat lugng nhan lyc ciing dugc nang cao dang ké. Ty Ié lao dong duoc
dao tao méi, ty 1& lao dong dugc dao tao lai, lao dong cé kinh nghiém nghé nghiép,
c6 trinh d6 ngoai ngir c6 xu hudng ting. Ngudn nhan luc du lich nhin chung da phan
con rét tré, lao dong c6 do tuoi tir 40 tro xudng chiém hon 78% tong sb lao dong cua

nganh, pht hop véi dic diém caa nganh du lich.

Hai 13, ngay cang cd nhiéu doanh nghiép p dung mé hinh quan tri nguén nhan lyc
tién tién, 1am tdt cac khau tuyén chon, dao tao bdi dudng, sir dung va duy tri nguon
nhan luc. Bac biét, cac don vi lién doanh nudc ngoai va cac céng ty I hanh I6n, doi
ngl lao dong co chat lugng kha cao, cling nhu xét trén cac mat phong cach, thai do
nghé nghiép, k¥ niang thuc hanh, kién thic va trinh d6 giao tiép bang tiéng nudc
ngoai.

Ba 13, hé thng cac co s& dao tao nhan luc nganh du lich di c6 su phat trién nhanh
chéng véi co ciu da dang vé cip dao tao va nganh nghé dao tao. Co s& vat chat phuc
vu dao tao di dugc quan tdm dau tu nang cap va dau tu mdi. Poi ngil gido vién ting

vé s6 luong va timg bude duoc chuan hoa.

Bon 13, nhan thic cua cic co quan, ban nganh va cac doanh nghiép du lich vé tam
quan trong cua ngudn nhan lyc ddi véi hiéu qua hoat dong kinh doanh ndi riéng va
su phét trién ciia nganh noéi chung di c6 su chuyén bién rd rét. Cac doanh nghiép kinh
doanh dich vu du lich dic biét 1a cac co s luu tri ¢ chét lugng cao da quan tam dau
tu phat trién ngudn nhan luc caa doanh nghiép minh véi nhiéu hinh thirc phong pha

va hiéu qua.
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Nam 13, ¢ong tac quan 1y nha nudce d6i véi phat trién nguon nhan luc nganh du lich
duogc ting cudng, doi ngil 1am cong tac quan ly phét trién ngudn nhan lyc nganh du
lich trong cac co quan quan Iy dang dan dugc bo sung. Chuong trinh phat trién nhan

luc cho nganh du lich da duoc xay dung va dang trong thoi gian trién khai thyc hién.
2.2.2. Hé théng san pham du lich

Khanh Hoa 13 dia phuong c6 sy quan tdm khé sém vé viéc phat trién hé thong san
pham du lich. Piéu nay duogc thé hién rd tir Chuwong trinh hanh déng nganh Du lich
Khadnh Hoa giai doan 2012-2015 va dinh huéng 2020, tinh da tap trung vao cac noi
dung: nghién ctu thi hiéu, tam ly khach du lich tir cac thi truong truyén thong va tiém
nang 1am co sé dinh hudng phat trién cac san pham du lich; xay dung céc khu am
thuc; phat trién cac diém vui choi, van héa vin nghé; hinh thanh cac khu mua sam
chuyén phuc vu khach du lich; nghién ciru phét trién cac san pham thu cong my nghé;
t6 chuc cudc thi sang tac san pham luu niém dic thu; danh gia cac chuong trinh tham
quan hién c6 va xay dung cac chuong trinh tham quan méi; phat trién san pham du
lich cao cap; xay dung cic chuong trinh tham quan véi hinh thic khuyén mai nham
thu hat du khach vao mua thap diém. Trong Quy hogach téng thé phat trién du lich
tinh Khanh Hoa dén nam 2010 va dinh hiréng dén 2020 dé cap dén céc loai hinh du
lich: du lich nghi dudng bién; du lich vin hoa; du lich sac khoe; du lich tham quan,

giai tri trén bién va cac dao; du lich MICE.

Bang 2.9. Cac san pham du lich tiéu biéu tinh Khanh Hoa dén nim 2020

Hinh anh San pham du lich

g1 | Tham quan va trai nghiém canh quan bién, dao, trai nghiém

hé sinh thai bién tai cac diém dén tiéu biéu: vinh Van

Fas | Phong, ddm Nha Phu, vinh Nha Trang, ban dao Cam Ranh,
s | Vinh Cam Ranh.

Tham quan thanh phé Nha Trang: di tich ton giao, trung
& % | tam nghién cuu, lang nghé truyén thong (lang gom Lu
®8.&f| Cam, lang chieu Ngoc Hiép).
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Trai nghiém, phuc héi stic khoe qua dich vu tam bun
khoéang: Subi khoang néng Thap Ba, 1-Resort, Tram Tring,
™ | Khu tam bun trong khach san Galina, Khu tim bun trén

= | 340 hon Tam.

Tham quan, trai nghiém hang yén thién nhién trén dao véi
| diem den la Hon Noi va Hon Ngoai.

% | Vui choi giai tri trén dao, trén bien tai khu vui choi giai tri
52| hién dai bac nhat Vigt Nam; tai Vinpearland, Hon Tam.

B | Nghi dudng bicn véi hé thong resort cao cap trai dai tur
4% Cam Ranh den Van Ninh.

Tham gia cé4c 18 hoi: Festival bién (2 ndm mét lan), 18 hoi
Théap Ba Ponagar (la su giao thoa gitra 1 hoi ton vinh me
™ | xtr s ctia ngudi Cham va 18 hoi thanh Mau Thién Y A Na
i |cua nguoi Viét).

Du lich gan véi su kién (MICE): tir nim 2006 Nha Trang da
duogc chon 1am noi t6 chirc hang loat cudc thi nhan sic (Hoa
hau thé gisi nguoi Viét, Hoa hau Viét Nam, Hoa hau Hoan
vii thé gioi, Hoa hau Trai dat, Hoa hau Hoan vii Viét
Nam...).

Nguon: P

han Th; Hdi Yén & D6 Phirong Quyén (2020)

Tinh dén nam 2020, tinh Khanh Hoa d xay dung duoc thwong hiéu du lich “Nha

Trang - Khanh Hoa” va la vi tri trung tdm caa vung du lich Duyén hai Nam Trung bo

V6i su phat trién manh mé vé co so vat chat ki thuat du lich, thu hat nhiéu doanh

nghiép du lich ndi tiéng dén dau tu. Tuy nhién, hé théng san pham du lich chu yéu

dwa vao viéc khai thac ngudn tai nguyén du lich ty nhién. Nhom san pham du lich

phd bién nhat Ia tham quan bién dao, dic biét Ia canh quan bién dao vinh Nha Trang,

vinh Van Phong, ddm Nha Phu, két hop hoat dong vui choi giai tri trén bién va kham
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pha thé gigi trong long bién nhu: tau day kinh, du lurgn, mé to nuéc, lin bién, di bo
duéi bién, flyboard...cung véi dé 1a thudng thire dac san bién.
2.2.3. Cac resort tai tinh Khanh Hoa

Khanh Hoa 1a mot tinh Duyén hai Nam Trung Bo véi diéu kién tu nhién va khi
hau thuan loi cho viéc phat trién du lich ndi chung va kinh doanh resort néi riéng.
Hién nay, Khanh Hoa c6 hon 30 resort dang hoat dong (Phi Hai Long, 2021), dap
rng nhu cau luu tri va nghi dudng cua d6i twong khach ¢ thu nhap cao. CAc resort
& Khanh Hoa da phan Ia resort quy mo 16n tir 4-5 sao (27 resort) nam ven bién Bai
Dai thuoc dia phan huyén Cam Lam, thanh phdé Cam Ranh va nim ven bién d4o tai
thanh phé Nha Trang.

Theo diéu tra thuc té cua tac gia trong nhitng 1an dan sinh vién di thuc té - thuc tap
tai cAc resort, nhitng nam gan day doi twong du khach cua cac resort tai Khanh Hoa
dén tir nhiéu qudc gia khac nhau nhu Han Quéc, Uc, Chau Au, Bic My, Nhat Ban va
du khach noi dia,... Ngoai sy thuan loi vé diéu kién ty nhién va vi tri dia ly thi cac
resort & Khanh Hoa ciing dang tich cuc dau tu nhiéu vé mit kién trdc xay dung va hé
thdng cdy xanh, dién hinh Ia nhiing resort xanh mudt duoc xay dung trén nhiing doi
cat voi 161 Kién triac doc dao, an twong nhu Mdvenpick Cam Ranh Resort, Radisson
Blu Resort, Swandor Cam Ranh Resort,... Chinh nhitng nét riéng nay da gitap thu hat
du khach dén véi Khanh Hoa va nghi dudng tai cac resort ¢ day.

Tuy nhién trong mot vai nim gan day, hoat dong kinh doanh resort tai Khanh Hoa
d3 c6 su chirng lai khi c6 su canh tranh vé diém dén du lich; dién hinh 1a trong nam
2022 du khach ¢6 xu huéng dén véi Pa Nang, Quy Nhon va dic biét 1a Phi Qudc
ngay cang nhiéu, vi nhitng noi day ciing c6 diéu kién khi hau thuan loi, canh quan
thién nhién dep va cac resort hip dan nam ven bién twong tu nhu cac resort tai Khanh
Hoa. Chinh vi vay, dé tao diém nhan cho cac resort & Khanh Hoa thi can phai quan
tam hon nita dén yéu té khdng gian dich vu, diéu nay sé gilp cac resort & Khanh Hoa
c6 diém nhan riéng, tao sy hap dan gitip thu hiit du khach trong va ngoai nurdc.

Dudi day 1a danh sach cac resort ma tac gia tién hanh nghién ctu (Bang 2.10) va

tong quan dic trung cua tirng resort s& dugc trinh bay trong phu lyc 1:
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Bang 2.10. Danh sach 27 resort trén dia ban tinh Khanh Hoa niam 2022

STT | Resort Xép Hang | Pia Chi

1 Movenpick Resort Cam Ranh 5 sao Tp. Cam Ranh
2 Radisson Blu Resort Cam Ranh 5 sao Tp. Cam Ranh
3 Swandor Cam Ranh Resort 5 sao Tp. Cam Ranh
4 Duyen Ha Resort 5 sao Tp. Cam Ranh
5 Fusion Resort Cam Ranh 5 sao Tp. Cam Ranh
6 Wyndham Grand KN Paradise Cam Ranh 5 sao Tp. Cam Ranh
7 The Escalade Cam Ranh 4 sao Tp. Cam Ranh
8 Mia resort Nha Trang 5 sao H. Cam Lam
9 The Anam Cam Ranh 5 sao H. Cam Lam
10 | Selectum Noa Resort Cam Ranh 5 sao H. Cam Lam
11 | Vinpearl Resort & Spa Long Beach Nha Trang 5 sao H. Cam Lam
12 | Cam Ranh Riviera Beach Resort & Spa 5 sao H. Cam Lam
13 | ALMA Resort 5 sao H. Cam Lam
14 Diamond Bay Resort & Spa Nha Trang 4 sao Tp. Nha Trang
15 | Diamond Bay Condotel - Resort 4 sao Tp. Nha Trang
16 | Champa Island Nha Trang - Resort Hotel & Spa 4 sao Tp. Nha Trang
17 Evason Ana Mandara Nha Trang Resort 5 sao Tp. Nha Trang
18 | Vinpearl Resort Nha Trang 5 sao Tp. Nha Trang
19 | Vinpearl Resort & Spa Nha Trang Bay 5 sao Tp. Nha Trang
20 | Vinpearl Discovery Nha Trang 5 sao Tp. Nha Trang
21 | Boma Resort Nha Trang 5 sao Tp. Nha Trang
22 | Amiana Resort Nha Trang 5 sao Tp. Nha Trang
23 | MerPerle Hon Tam Resort 4 sao Tp. Nha Trang
24 | Six Senses Ninh Van Bay 5 sao Tp. Nha Trang
25 | An Lam Retreats Ninh Van Bay 5 sao H. Ninh Hoa
26 | GM Doc Let Beach Resort & Spa 4 sao H. Ninh Hoa
27 | L'Alya Ninh Van Bay 4 sao H. Ninh Hoa

Nguon: Tac gid tong hop

2.2.4. Tinh hinh hoat dong kinh doanh caa nganh du lich Khanh Hoa giai doan
2015 - 2021
Trong giai doan 2015 — 2021, nganh du lich Khanh Hoa da c6 nhitng bude dot pha.

Cu thé 12 bén canh viéc dau tu, nang cao chit lwong san pham, cai thién méi truong

kinh doanh, nganh du lich d3 nd luc trong viéc da dang hoa cac san pham, dich vu

thu hat khach du lich va phét trién bén viing trong twong lai. Tinh dén nay, toan tinh

¢6 hang tram tai nguyén du lich dugc dua vao khai thac phuc vu du lich, cdc khu,
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diém dén du lich da duoc dau tu tich cuc vé co s vat chat, ki thuat, ha ting va da
dang hda cac san pham du lich nham phuc vu nhu cau tham quan, giai tri cho khach
du lich (Phi Hai Long, 2021).

Trong giai doan 2015 — 2021, c&c doanh nghi¢p kinh doanh I hanh da tich cuc
khao sét, xay dung va trién khai nhiéu loai hinh du lich phong phu va da dang, cha
dong lién két voi cac doanh nghiép trong va ngoai nude dé mé rong thi trueong, khai
thac ngudn khach da dang; to chirc don tiép, phuc vy hang triéu luot khach trong nuéc
va quédc té. Hoat dong van tai hanh khach cling c6 nhiéu cai tién; cac tuyén van tai
duong bién nhu cang Nha Trang, cang qudc té Cam Ranh; dudng hang khdng véi san
bay québc té Cam Ranh c6 cdng suat phuc vu 4 triéu luot khach/nam, dudng sat va
duong bo luén duge quan tAm dau tu nang cap trang thiét bi va chat lugng dich vy da
tao diéu kién thuan loi, rit ngan thoi gian cho khach du lich khi dén véi Khanh Hoa.
Bén canh nhitng san pham du lich mang thé manh nhu tham quan, nghi dudng bién;
du lich MICE..., nganh du lich tinh Khanh Hoa d3 va dang budc dau xay dung, dau
tu phat trién nhiéu loai san pham du lich méi, doc ddo nham thu hat hon nira khéch
du lich.

Nho san pham du lich da dang, phong phi va dic trung, luong khach du lich dén
v61 Khanh Hoa c6 xu hudng ting, trong ndm 2019 Khanh Hoa don 7,2 tri¢u luot
khach, ting 13,3% so vé&i clng Ky 2018; trong d6 khach quéc té dat 3,56 tricu luot,
tang 28,4% so v&i ciing ky nam 2018. Thi trudong khach qudc té dén Khanh Hoa chii
yéu tir Trung Qudc, Nga, Han Quéc, Malaysia; trong do, thi truong khach Trung
Qudc va Nga chiém trén 80% tong luong khach qudc té dén Khanh Hoa. Tuy nhién,
trong hai nim 2020 va 2021 lwong khach du lich &én Khanh Hoa giam manh do tinh
hinh chung cua dai dich Covid-19 toan cau. Trong nam 2020, dich Covid-19 kéo dai
va dién bién phtc tap da khién hoat dong kinh doanh du lich trén dia ban tinh sut
giam nghiém trong; toan tinh don 1.240.372 luot khach luu tra, bang 16,8% so voi
ké hoach va giam gan 82,3% so véi nam 2019; trong d6 khach quéc té dat 434.881
luot, giam 87,78%, khach noi dia 805.491 luot, giam 76,6%; tong thu tir khach du
lich trén dia ban tinh khoang 6.946 ty dong, giam gan 82,7% so v4i naim 2019. Trong
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nam 2021, toan tinh chi dén hon 600.000 luot khach luu tra, bang 12% so vai ké
hoach dat ra tir diu nam, giam gan 52% so véi nam 2020; trong d6 khach quéc té dat
hon 27 nghin luot, giam 93,8% véi so nam 2020, dat 1,8% so véi ké hoach; doanh
thu du lich dat hon 2.400 ty dong, giam 52,8% so V4i nam trudc. Sau hon hai nim
hoat dong du lich Khanh Hoa bi “déng bang” do anh hudng cua dich Covid-19, thi
dén dau nam 2022 tinh hinh du lich tai Khanh Hoa d3 bét dau khai sic tré lai, luong
khach du lich dén véi Khanh Hoa ting manh trong 6 thang dau nim 2022 (Béo co
thuong nién du lich Khanh Hoa 2019, 2020, 2021, 2022).

Bang 2.11. Théng ké lweng khach du lich dén Khanh Hoa giai doan 2015-2021

Nim Khéach ndi dia Khéach quéc té Tong
S6 Tylé | S6lwot Ty 1 (%)
lwot (%0)
2015 3.096.560 76.1% 974.550 23,9% 4.071.110
2016 3.349.181 74% 1.178.142 26% 4,527.323
2017 3.420464 62,7% 2.030.291 37,3% 5.450.755
2018 3.527.819 56% 2.773.111 44% 6.299.930
2019 3.640.464 50,6% 3.560.675 49,4% 7.201.139
2020 805.491 64,9% 434,881 35,1% 1.240.372
2021 590.882 95,6% 27.394 4,4% 618.276

Nguén: S¢ Du lich Khanh Hoa, 2015 — 2021

Dé dap ung nhu cau cua khach du lich, hé thong cac co so luu tra cling dugc cac
dia phuong trong tinh quan tim dau tu phat trién véi tée d6 nhanh: tinh dén hét nim
2021, toan tinh c¢6 hon 773 co s6 luu tra du lich véi khoang 42.475 phong trong do,
co so hang 5 sao 1a 26 v4i 12.307 phong, co s& hang 4 sao la 23 véi 3.702 phong, co
so hang 3 sao 1a 37 vai 2.911 phong, co s hang 2 sao 1a 55 co so vai 1.670 phong,
co so hang 1 sao 13 46 co so V6i 813 phong va co sd chua xép hang theo quy dinh
cua Luat Du lich 1a 586 co s& vai 21.072 phong (So Du lich Khanh Hoa, 2021). Nhin
chung, hau hét co sé luu tra trong tinh ¢d chat lugng kha tot, dap ang nhu cau luu
trd cua khach du lich ngay trong mua cao diém hoac nhirng ngay dién ra cac sy kién
I6m vao cac nam. Ngay luu tra binh quan dat 3,97 ngay dbi véi khach quéc té va 2,04

ngay dbi vai khach noi dia.
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V& dau tu du lich, theo béo co cua Ban chi dao phat trién du lich tinh Khanh Hoa,
tinh dén dau ndm 2021, trén dia ban tinh ¢6 153 du 4n dau tu vé du lich véi tong vén
dau tu khoang 85.314 ty déng. Trong s6 153 du 4n dau tu vé du lich, phan Ion 1a céc
du 4n dau tu vé co so luu tri du lich, nghi dudng, can ho két hop trung tim thuong
mai — dich vy, trong d6 c6 14 du &n vé vui choi giai tri v6i tong von dau tu 2.106 ty
ddng, chiém 2,4% tong von dau tu. Ngoai ra, nhiéu cong trinh dau tu két ciu ha ting
thiét yéu phuc vu cho phat trién du lich duoc hoan thanh va da dua vao khai thac nhu
hé théng cap nudc, khu xir ly rac thai, nudc thai...; cac cong trinh dau tu két ciu ha
tang tai cac khu, diém du lich da va dang trién khai dau tu.

Hiéu qua kinh té cua du lich, tong doanh thu tir du lich naim 2021 cua Khanh Hoa
dat 22.500 ty dong, trong d6 phan 16n 1a doanh thu tir cac dich vu phuc vy hoic nhitng
dich vu kéo theo tir du lich chiém 95,05% va doanh thu cua cac diém dén, cac khu
du lich chiém 4,95%, téc do tang truang doanh thu ludn duy tri & mic 6n dinh qua
cac nam.

Bang 2.12. Doanh thu tir du lich tinh Khanh Hoa giai doan 2015 — 2021
(Pon vi tinh: ty dong)

Nim Doanh thu (Ty déng) Toc dd ting trudng
(%0)

2015 7.000 15,71

2016 8.000 14,34

2017 17.300 116,25

2018 21.500 24,28

2019 22.500 4,65

2020 6.946 - 69,1

2021 2.498 - 64

Nguon: S¢ Du lich Khanh Hoa, 2015 — 2021
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Tiéu két chwong 2

Trong chuong nay ludn an da lam rd hai noi dung chinh 1a phuong phép nghién
ctru va dia ban nghién cau. Vé phiong phdp nghién ciru: thir nhat, luan an da trinh
bay chi tiét toan bo quy trinh thyuc hién cac nghién ciu; thez hai, luan 4n da dé cap dén
viéc xay dung thanh phan do lvong théng qua tdng hop dé thanh phan do ludng boi
cac nghién ctru trude d6 két hop véi viéc thao luan nhdm tap trung, thi ba, luan &n
d3 xac dinh cac phuong phap cha dao nham gidp tac gia xu 1y cac thong tin so cap
va thtr cap bao gom: phan tich théng ké, tong hop so sanh, phan tich dinh lugng; thi
tr, luan an ciing dé cap dén 2 phan mém chuyén dung SPSS 26.0 va AMOS 26.0 va
cac k¥ thuat phan tich co ban; thiz 5, luan an da budc dau van dung cac phuong phap
nghién ctru dinh tinh va dinh lugng thich hop dé hinh thanh thanh phan do ludng va
danh gia cac thanh phan do luong thong qua xem xét két qua nghién cau dinh luong
so bo. Vé dia ban nghién cizu: ther nhdt, luan an da trinh bay dac diém du lich va tinh
hinh hoat ¢ong kinh doanh du lich tai Khanh Hoa; thiz hai, luan 4n di phan tich tong
quan cac resort va hoat dong kinh doanh resort tai Khanh Hoa. Cac néi dung trinh
bay trong chuong nay dong vai trd hét sirc quan trong, 13 co sd dé tac gia thuc hién
quy trinh nghién citu mot cach logic, chit ché nham gitp dua ra cac két qua nghién

clru chuan xac va tin cay nhat.
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Chuong 3
KET QUA NGHIEN CUU CHINH THUC

3.1. Phén tich mé ta chung vé miu nghién ciru chinh thirc

Nghién ciru ndy thu thap mau dua trén viéc tiép can ngau nhién du khach da va
dang luu tra tai 27 resort 4 — 5 sao trén dia ban tinh Khanh Hoa trong thoi gian tur
thang 1 dén thang 4 nam 2022. Mdi du khach mat khoang 20 phat cho viéc tra 16i ban
cau hoi; mdi ban cau hoi diéu tra bao géom nhiéu muc hoi bao phu cac dic diém khac
nhau caa khach hang nhu: gi6i tinh, ndm sinh, nghé nghiép, tan suét luu trd, trinh do
hoc van, thu nhap, tinh trang hén nhan, giéi tinh va cac danh gia vé dic diém cua
khdng gian dich vu, gia tri cam nhan, su hai 10ng, 10ng trung thanh. Két qua thu vé
450 phiéu tra loi tir khach hang trong d6 c6 419 phiéu tra 11 dat yéu cau va 31 phiéu
tra 10i bi loai (nhitng phiéu tra 16i bo trong hodc dién chua day du thong tin). Ty 18
phiéu dua vao phan tich 12 93,11% dam bao cac diéu kién chon mau cho phép. Cac phiéu
tra 10i hop 1é duoc dua vao phan tich bang phan mém SPSS 26.0 dé tién hanh mo ta
mau nghién ciru.

Bang 3.1. Phan bd miu diéu tra

Phan bé miu theo dia ban S6 mau | S6 mau | S6 miu dua
thu thap | bi loai vao
phan tich

Movenpick Resort Cam Ranh 17 2 15
Radisson Blu Resort Cam Ranh 17 0 17
Swandor Cam Ranh Resort 16 1 15
Duyen Ha Resort 17 1 16
Fusion Resort Cam Ranh 17 3 14
Wyndham Grand KN Paradise Cam Ranh 16 1 15
The Escalade Cam Ranh 17 1 16
Mia resort Nha Trang 16 2 14
The Anam Cam Ranh 17 0 17
Selectum Noa Resort Cam Ranh 17 1 16
Vinpearl Resort & Spa Long Beach Nha Trang 17 1 16
Cam Ranh Riviera Beach Resort & Spa 16 1 15
ALMA Resort 17 1 16
Diamond Bay Resort & Spa Nha Trang 17 1 16
Diamond Bay Condotel - Resort 17 1 16
Champa Island Nha Trang - Resort Hotel & Spa 17 1 16
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https://www.duyenharesorts.com/
https://www.booking.com/hotel/vn/fusion-resort-nha-trang.vi.html?aid=318615;label=New_Vietnamese_VI_VN_27026981425-iJXPhL18Yc0D0xSADe0ubgS102063658945%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi9755895196%3Atidsa-64415862745%3Alp9074068%3Ali%3Adec%3Adm;sid=ad360ebe9b621dfc134155ddd62b7fa2
https://www.booking.com/hotel/vn/vinpearl-nha-trang-long-beach-villas.vi.html?aid=318615;label=New_Vietnamese_VI_VN_27026981425-iJXPhL18Yc0D0xSADe0ubgS102063658945%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi9755895196%3Atidsa-64415862745%3Alp9074068%3Ali%3Adec%3Adm;sid=ad360ebe9b621dfc134155ddd62b7fa2
http://www.rivieraresortspa.com/
https://alma.vn/alma-resort/
http://www.diamondbayresort.vn/
http://diamondbaycondotelresort.vn/
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwiSmcHa1OnzAhWGOnAKHRyGDu4QFnoECAQQAQ&url=https%3A%2F%2Fchampaislandresort.vn%2F&usg=AOvVaw3ibffZXpQOmUttF71U3OVp

Evason Ana Mandara Nha Trang Resort 16 1 15
Vinpearl Resort Nha Trang 16 3 13
Vinpearl Resort & Spa Nha Trang Bay 17 1 16
Vinpearl Discovery Nha Trang 17 0 17
Boma Resort Nha Trang 16 1 15
Amiana Resort Nha Trang 17 1 16
MerPerle Hon Tam Resort 17 1 16
Six Senses Ninh Van Bay 16 1 15
An Lam Retreats Ninh VVan Bay 16 1 15
GM Doc Let Beach Resort & Spa 17 2 15
L'Alya Ninh Van Bay 17 1 16

Nguon: Két qud nghién citu cuia tac gid, 2022

Bang 3.2. Cac dic diém nhan khau hoc ciia d6i tweng nghién cieu

Pic diém Mau nghién ciru
S6 lwong Ty 18 (%)

Nam 194 46,30
Gigi tinh N 181 43,20
Khac 44 10,50

Tong 419 100

< 20 tudi 21 5,01
20 - < 30 tudi 112 27,73
P tuoi 30 - < 40 tudi 131 31,26
40 - < 50 tudi 87 20,47

50 - < 60 tuoi 41 9,09

>= 60 tudi 27 6,44

Tong 419 100
Sinh vién 42 10,02

Gi4o vién 41 9,79
Cbng chic 44 10,50

. Nhan vién 35 8,35
Nghé nghi¢p Co6ng nhan 12 2,86
Kinh doanh 143 34,13
Nghé nghiép chuyén mén 48 11,45

Noi trg 20 4,78

Huu tri 20 4,78

Hoc sinh 14 3,34

Tong 419 100
Lan dau 233 55,61
Lan thi 2 146 34,84

TAan suét lwu tri Lan the 3 37 8,83

134



https://khachsan.chudu24.com/ks.376.evason-ana-mandara-nha-trang-resort.html
https://vinpearl.com/vi/hotels/vinpearl-resort-spa-nha-trang-bay
https://www.agoda.com/vi-vn/vinpearl-discovery-1-nha-trang/hotel/nha-trang-vn.html
http://www.amianaresort.com/
http://www.amianaresort.com/
https://www.hontamresort.vn/vi/
https://www.sixsenses.com/vn/resorts/ninh-van-bay
https://www.google.com/aclk?sa=l&ai=DChcSEwjIodL7pejzAhWKVmAKHeRHCrQYABAJGgJ0bQ&sig=AOD64_0ojPXF6UXtk-_oGtERfRNRd3_HXQ&rct=j&q&adurl&ved=2ahUKEwjAnsn7pejzAhVTwosBHUJaCV0Q0Qx6BAgEEAE
http://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwic5qCapujzAhURq5QKHV92DsIQFnoECAIQAQ&url=http%3A%2F%2Flalya.com%2F%3Flang%3Dvi&usg=AOvVaw1zRZKbhtJlEQ5m2_Z9imMR

Lan tht 4 tro 1én 3 0,72
Tong 419 100
Trinh d$ hoc van Trung hoc 18 4,29
Trung cép, cao dang 48 11,47
Pai hoc 264 63,00
Sau dai hoc 89 21,24
Tong 419 100
Con phu thudc, chua c6 thu 37 8,83
nhap
Duéi 200 USD 17 4,06
Tir 200 USD - 500 USD 91 21,7
Trén 500 USD - 1000 USD 109 26,01
o Trén 1000 USD - 3000 USD 111 26,49
Thu nhap/thang 1243000 USD - 5000 USD 34 8,11
Trén 5000 USD - 10.000 USD 10 2,40
Trén 10.000 USD 10 2,40
Tong 419 100
Di lap gia dinh 254 60,62
Tinh trang hdn Doc than 147 35,08
nhéan Khac 18 4,3
Tong 419 100
Viét Nam 304 72,55
Quac tich My 6 1,43
Uc 7 1,67
Anh 10 2,39
Trung Québc 28 6,68
Phap 6 1,43
Nhat Ban 18 43
Nga 16 3,82
Han Quéc 13 3,1
Pai Loan 11 2,63
Tong 419 100

Két qua phan tich nhan khau hoc (Bang 3.2) cho thay:

Thet nhdt, co cau gidi tinh trong mau diéu tra 1a kha hop 1y. Theo d6 trong tong sb
419 phiéu dua vao phan tich sé lwong nam giéi chiém 46,3%, nit giGi chiém 43,2%,
gi6i tinh khac chiém 10,5%. Piéu nay ciing phan &nh thuc hién xa hoi hién nay khi

nam giGi van 1a d6i tugng tham gia nhiéu hon cac hoat dong ngoai xa hoi trong do6 co

hoat dong du lich.

Nguon: Két quda nghién ciru cia tac gid, 2022
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Thit hai, da phan du khach trong d6 tudi 20-50 (79,46%), trong d¢6 nhom khéach
hang ¢ d6 tudi 30 dén dudi 40 tudi chiém ty 1& cao nhat (31,26%). Diéu nay hoan toan
phu hop véi thyuc té, boi ddy 1a nhom déi twong khach c6 nhu cau di lai, du lich cao
nhét va ciing 12 nhom d6i twong khach cé thu nhap 6n dinh dé c6 thé luu tra trong céc
resort cao cap.

Thet ba, nghé nghiép chu yéu cua du khach 1a kinh doanh (34,13%), nghé nghiép
chuyén mén (11,45%), cong chic (10,5%). Nhom d6i twong khach kinh doanh
thuong c6 nhu cau di lai véi muc dich du lich thuan tdy hoac két hop cong viéc, bén
canh d6 nghé nghiép nay thudng ¢6 mirc thu nhip cao; do dé, ho thuong chon céac co
s& luu tra cao cap.

Thit fur, da phan du khach Iuu tri tai cac resort & Khanh Hoa la tién (55,61%), diéu
nay phl hop véi thuc té 1a hau hét cac resort tai Khanh Hoa chi méi duge dau tu xay
dung trong vong 5 nam trd lai diy. Nhom du khach luu tra 1an tha 2 chiém ty lé
34,84%, con s nay thé hién mot dau hiéu tich cuc cho su quay tré lai cua du khach
tai cac resort. Tuy nhién, ty 1& du khach Iuu tra 1an 3 va lan 4 tro 1én con kha thap,
chiém ty 18 8,83% va 0,72%.

Thiz ndm, vé trinh do hoc van cta du khach. Nhém du khach c6 trinh @9 dai hoc
chiém ty I& 16n nhét (63%). Biéu nay gilp tao su thuan tién cho viéc tra 1oi ban cau
hoi boi noi dung ban cau hoi mang tinh hoc thuat va c6 mot sé thuat ngix chuyén
nganh. Két qua thu dugc 12 s6 lugng phiéu tra 1i hop 18 chiém ty Ié rat cao (93,11%).

Thet séu, thu nhap binh quan dau nguoi hang thang cia du khach tuong d6i cao,
trong d6 nhom thu nhap chiém ty I¢ 16n nhat 13 trén 500 USD dén 300 USD (52,5%).
Muc thu nhap nay hoan toan phu hgp cho cac cac chi tiéu tai co sé luu tru 4-5 sao
Vi gia phong va gia cac dich vu khdng hé re.

Thet bdy, co cau trinh trang hén nhan gia dinh thé hién du khach d3 1ap gia dinh
chiém ty 18 cao nhat (60,62%). Két qua nay ham y rang thong thuong khi budc vao
d6 tudi da co gia dinh nhiéu ngudi s& c6 diéu kién hon dé tham gia cac hoat dong
du lich.
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Thit tam, vé quéc tich khach. Khach Viét Nam chiém 72,55% va khach nuéc ngoai
chiém 27,45%, trong d6 d6i twong khach Trung Qudc va khach Nga chiém ty 1¢ cao
nhét. Biéu nay phi hop véi thuc trang du lich hién tai cia Khanh Hoa trong giai doan
hau Covid-19 khi lugng khéch du lich quéc té ¢én Khanh Hoa van con kha han ché.
3.2. Phén tich mé ta chung vé cac dic diém ciia khai niém nghién ciru
3.2.1. Khong gian dich vu

Bang 3.3. Piém trung binh caa thanh phan do lwong khong gian dich vu

Bién quan sat Khong gian dich vu
(Ty 1& % s6 du khach tra 1oi)
1 2 3 4 5 Piém trung binh
AM1 4,3 16,2 36,5| 35,8 7,2 3,25
AM?2 0,0 1,0 19,8| 67,5 | 11,7 3,90
AM3 2,6 12,2 42,0 37,9 5,3 3,31
AM4 3,8 16,5 37,9] 33,9 7,9 3,26
AMS 2,6 14,6 39,6 | 36,8 6,4 3,30
AM6 3,1 14,1 40,6 | 36,3 6,0 3,28
LAl 3,1 6,9 16,5| 31,5 | 42,0 4,02
LA2 1,7 8,1 17,41 279 | 449 4,06
LA3 2,1 6,7 19,1] 30,1 | 42,0 4,03
LA4 1,7 6,7 19.6| 315 | 40,6 4,03
LAS 3,8 4,5 18,4 27,7 | 45,6 4,07
LAG6 2,6 9,3 17,2 28,4 | 425 3,99
FAl 0,5 6,2 17,9 30,5 | 449 4,13
FA2 0,5 7,4 18,4| 30,3 | 43,4 4,09
FA3 8,4 13,1 16,2 31,0 | 31,3 3,64
Sl1 1,7 6,9 16,7 | 27,7 | 47,0 411
SI2 1,7 7,6 13,4| 33,2 | 44,2 411
SI3 1,7 55 205| 27,2 | 45,1 4,09
Sl4 2,4 6,0 155] 31,0 | 45,1 411
SI5 1,0 5,7 18,1 34,1 | 41,1 4,09
CL1 1,9 8,1 15,8| 29,6 | 44,6 4,07
CL2 2,1 8,1 14,6 29,4 | 45,8 4,09
CL3 8,8 10,5 196 22,9 | 38,2 3,71
CL4 7,9 11,9 16,9| 22,9 | 40,3 3,76
CL5 1,7 7,6 17,21 29,6 | 439 4,06
CL6 0,2 6,9 17,4) 30,1 | 45,3 4,13

Nguon: Két qua nghién cizu cia tac gidg, 2022
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Khong gian dich vu duoc xem xét bao gédm 5 thanh phan khac nhau: méi truong
xung quanh, bé cuc khdng gian, tinh tham my cia co sé, ddu hiéu va biéu twong, sie
sach sé dugc do ludng boi 26 bién quan sat. Két qua khao sét trén thanh phan do luong
khéng gian dich vu cho thay diém sé trung binh ciia khdng gian dich vy trong 26 bién dao
dong trong khoang tir 3,25 dén 4,13. Nhin chung ty 1¢ du khach duoc hoi tra 1oi diém sb
& mic 4 va 5 diém 1 nhiéu nhit (dao dong trong khoang 66%). Trong khi do, ty 1¢ du
khéch tra o1 & muac diém 1 va 2 chi chiém khoang 11%.

3.2.2. Gia tri cam nhan ciaa du khach

Gia tri cam nhan cua du khach duoc do luong bai 4 bién quan sat. Két qua khao sat
trén thanh phan do luong gid tri cam nhan cho thay diém sé trung binh caa gia tri cam
nhan trong 4 bién dao dong trong khoang tir 3,98 dén 4,03. Nhin chung ty 1 du khach
duoc hoi tra 10i diém s6 & mac 4 va 5 diém la nhiéu nhat (dao dong trong khoang 76%).
Trong khi do, ty 18 du khach tra loi & mic diém 1 va 2 chi chiém khoang 3%.

Bang 3.4. Piém trung binh caa thanh phan do lwong gia tri cam nhan

Bién quan sat Gia tri cam nhén cia du khach
(Ty 1€ % so du khéch tra loi)
1 2 3 4 5 Piém trung binh
PE1 0,0 4,1 20,3| 49,2 26,5 3,98
PE2 0,2 1,7 22,4| 51,1 24,6 3,98
PE3 0,0 2,6 20,0| 52,3 25,1 4,00
PE4 0,0 3,3 18,4| 50,6 27,7 4,03

Nguon: Két qua nghién citu cuia tac gid, 2022

3.2.3. Sw hai long ciaa du khach

Sy hai 16ng cua du khach duoc do luong bai 3 bién quan sat. Két qua khao sét trén
thanh phan do Iuong su hai 10ng cho thay diém s6 trung binh cua sy hai long trong 3 bién
dao dong trong khoang tir 4,03 dén 4,11. Nhin chung ty 1& du khach dwoc hoi tra 1oi diém
s6 & mic 4 va 5 diém 1a nhiéu nhat (dao dong trong khoang 77%). Trong khi d6, ty 18 du
khach tra 10i & muc diém 1 va 2 chi chiém khoang 4%.

Bang 3.5. Piém trung binh ciia thanh phan do lwong sy hai long
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Bién quan sat Sw hai long ciaa du khéch
(T 18 % s du khach tra loi)
1 2 3 4 5 piém
trung binh
SAl 0,2 4,1 20,3 | 37,2 38,2 4,09
SA2 0,7 2,9 205 | 444 | 315 4,03
SA3 0,5 3,6 155 | 458 | 34,6 411

Nguon: Két qua nghién cizu cuia tac gid, 2022

3.2.4. Long trung thanh cia du khach

Long trung thanh caa du khach duogc do luong bai 4 bién quan sat. Két qua khao sét
trén thanh phan do luong long trung thanh cho thay diém sé trung binh caa long trung
thanh trong 4 bién dao dong trong khoang tir 3,78 dén 3,82. Nhin chung ty 1é du khach
duoc hoi tra 10i diém s6 & mac 3 va 4 diém la nhiéu nhat (dao dong trong khoang 82%).
Trong khi do, ty 1é du khach tra 161 & mic diém 1 va 2 chi chiém khoang 3%. Cudc cuing,
két qua cho thay long trung thanh caa du khach c6 diém trung binh thap hon so véi su
hai long va gia tri cam nhan cua du khach.

Bang 3.6. Piém trung binh cia thanh phan do lwéng 1ong trung thanh

Bién quan sat Long trung thanh caa du khach
(Ty 18 % s6 du khach tra loi)
1 2 3 4 5 Piém trung binh
LO1 0,2 2,1 282 | 54,7 14,8 3,82
LO2 0,2 2,1 289 | 53,0 15,8 3,82
LO3 0,7 31 29,1 | 51,6 15,5 3,78
LO4 0,5 2,1 29,8 | 53,2 14,3 3,79

Nguon: Két qua nghién cizu cia tac gid, 2022

3.2.5. K'iém dinh T-test gia tri khac biét cho long trung thanh cia du khach lién
quan den dac diem nhan khau hoc (quoc tich)

Nghién ciu nay sir dung phép kiém dinh (T-test) gia tri khac biét cho long trung
thanh ciia nhém khach Viét Nam va khach nudc ngoai. Bang 3.11 cho thay gia tri sig
Levene's Test = 0,612 > 0,05 nén phuong sai gitra nhom khach Viét Nam va khach
nuéc ngoai 1a khong khac nhau; dong thoi gid trj sig T-Test = 0,393 > 0,05; do do,
khong co su khac biét c6 y nghia thdng ké vé long trung thanh gitra nhém khach Viét

Nam va nhém khach nuéc ngoai.
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Bang 3.7. Két qua kiém dinh T-test vé 10ng trung thanh theo quéc tich caa

du khéch
Levene’s
Test cho binh
dang phuong
sai t-test cho binh ding cua cAc gié tri trung binh
Sig. 95% Khoang tin
(2- Khéc biet  [cay
F Sig. |T Df duéi) | Khac biét | vai sai sb Cao
¢6 ¥ nghia | chuén Thip hon |hon
LO Phuong 023
sai dong | 0,258 (0,612 |0,856 |417 0,393 (0,07140 0,08343 -0,09260 5‘39
nhat
Phuong
sal 0,24
khong 0,825 [191.692 |0,410 |0,07140 0,08653 -0,09929 268
dong
nhat

Nguon: Két qua nghién cizu cuia tac gid, 2022

3.2.6. Kiém dinh phwong sai (ANOVA) gia tri khac biét cho long trung thanh
ciia du khach lién quan dén diic diém nhan khau hoc (giéi tinh, dd tudi, nghé

nghiép, tan suat luu tra, trinh @9, thu nhap, hon nhan)

Trong phan nay tac gia thuc hién phén tich phuong sai mot chiéu dé kiém dinh c6
su khac biét cua cac yéu té nhan khau hoc: gisi tinh, do tudi, nghé nghiép, tan suat
Iuu trd, trinh d6, thu nhap, hén nhan dén 1ong trung thanh cia du khach hay khdng?
3.2.6.1. Long trung thanh caa du khach theo giai tinh

Dé so sanh 1ong trung thanh gitra cac nhém du khéch theo gidi tinh khac nhau c6
khac nhau khong, kiém dinh vé su bang nhau cta phuong sai bang Levene Test duoc
thuc hién trude khi phéan tich ANOVA.

Tiéu chuan Levene véi thong ké F cho thay gi4 tri Sig = 0,289 > 0,05 nén khong
c6 su khac nhau vé phuong sai long trung thanh cua du khach theo giéi tinh. Vay

phéan tich ANOVA trong truong hop nay la phu hop.
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Két qua phan tich ANOVA cho thiy: gi4 tri F ung véi sig = 0,311 > 0,05. biéu
nay cho phép khing dinh khong cé khéc biét vé long trung thanh cua du khach theo
gici tinh. (Phu luc 7).
3.2.6.2. Long trung thanh caa du khach theo dd tudi

Dé so sanh 10ng trung thanh giira cac nhém du khach theo d6 tudi khac nhau cé
khac nhau khdng, kiém dinh vé sir bang nhau cta phuong sai bang Levene Test duoc
thuc hién trude khi phan tich ANOVA.

Tiéu chuan Levene vai théng ké F cho thay gia tri Sig = 0,950 > 0,05 nén khéng
c6 su khac nhau vé phuong sai long trung thanh cua du khach theo giéi tinh. Vay
phan tich ANOVA trong trueong hop nay la phu hop.

Két qua phan tich ANOVA cho thay: gia tri F ang voi sig = 0,074 > 0,05. Piéu
nay cho phép khang dinh khong cé khéc biét vé long trung thanh cua du khach theo
d6 tudi. (Phu luc 7).
3.2.6.3. Long trung thanh ciaa du khach theo nghé nghiép

Pé so sanh 1ong trung thanh giira cac nhdm du khéach theo nghé nghiép khac nhau
¢ khac nhau khong, kiém dinh vé su bing nhau cua phuong sai bang Levene Test
duogc thuc hién trude khi phan tich ANOVA.

Tiéu chuan Levene véi thong ké F cho thay gi4 tri Sig = 0,404 > 0,05 nén khang
c6 su khéc nhau vé phuong sai 1ong trung thanh cua du khach theo nghé nghiép. Vay
phéan tich ANOVA trong trueong hop nay la phu hop.

Két qua phan tich ANOVA cho thiy: gi4 tri F ang voi sig = 0,862 > 0,05. Biéu
nay cho phép khang dinh khong cé khéc biét vé long trung thanh cua du khach theo
d6 tudi. (Phu luc 7).
3.2.6.4. Long trung thanh caa du khéch theo tan suat luu tru

Dé so sanh sy hai 1ong gitra cac nhom du khéach theo tan suét luu tra khac nhau ¢
khac nhau khdng, kiém dinh vé su bang nhau cta phuong sai bang Levene Test duoc
thuc hién trude khi phan tich ANOVA.

144



Tiéu chuan Levene véi théng ké F cho thay muc ¥ nghia 0,750 > 0,05 nén khong
c6 sy khéac nhau vé phuong sai long trung thanh cta du khéach theo tan suét luu tro.
Vay phan tich ANOVA trong trurong hop nay la phu hop.

Két qua phan tich ANOVA cho thay: gia tri F (ing voi muic ¥ nghia 0,024 < 0,05.
Diéu nay cho phép khing dinh c6 khéc biét vé long trung thanh gitta s 1an luu tra
khac nhau cua du khach. Do d6, tac gia da lam mdt phan tich chuyén sau ANOVA
bang céch sir dung kiém dinh Post-Hoc nham tim ra chd khac biét. Két qua kiém dinh
Post-Hoc cho thay c6 khéc biét vé 1ong trung thanh caa 4 nhém du khach véi sé lan
luwu tra khac nhau. Db thi Means Plots cho thay s6 lan luu tra caa du khach cang nhiéu
thi mae d6 trung thanh cang lon. (Phu luc 7).
3.2.6.5. Long trung thanh cia du khach theo trinh d§ hoc van

Pé so sanh long trung thanh giita cac nhom du khach theo trinh do hoc van khac
nhau c6 khac nhau khdng, kiém dinh vé sy bang nhau cua phuong sai bang Levene
Test dugc thuc hién trude khi phan tich ANOVA.

Tiéu chuan Levene véi thong ké F cho thay gi4 tri Sig = 0,404 > 0,05 nén khong
c6 sy khac nhau vé phuong sai long trung thanh ctia du khach theo trinh do hoc van.
Vay phan tich ANOVA trong truong hop nay la phu hop.

Két qua phan tich ANOVA cho thay: gi4 tri F ang voi sig = 0,862 > 0,05. Biéu
nay cho phép khang dinh khong cé khéc biét vé long trung thanh cua du khach theo
trinh d6 hoc van. (Phu luc 7).
3.2.6.6. Long trung thanh caa du khach theo thu nhap

Pé so sanh 10ng trung thanh giita cac nhdm du khach theo thu nhap khéac nhau cé
khac nhau khdng, kiém dinh vé sir bang nhau cta phuong sai bang Levene Test duoc
thuc hién trude khi phan tich ANOVA.

Tiéu chuan Levene véi thdng ké F cho thay gié tri Sig = 0,566 > 0,05 nén khang
c6 su khac nhau vé phuong sai long trung thanh ciia du khach theo thu nhap. Vay

phéan tich ANOVA trong truong hop nay la phu hop.
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Két qua phan tich ANOVA cho thiy: gi4 tri F ung vdi sig = 0,442 > 0,05. biéu
nay cho phép khing dinh khong cé khéc biét vé long trung thanh cua du khach theo
trinh d6 hoc van. (Phu luc 7).
3.2.6.7. Long trung thanh caa du khéch theo tinh trang hén nhan

Dé so sanh 10ng trung thanh gitra cac nhém du khéch theo tinh trang hén nhan khac
nhau c6 khac nhau khdng, kiém dinh vé sy bang nhau cua phuong sai bang Levene
Test dugc thuc hién trude khi phan tich ANOVA.

Tiéu chuan Levene vai thong ké F cho thay gia tri Sig = 0,734 > 0,05 nén khéng
¢ su khac nhau vé phuong sai 1ong trung thanh cta du khach theo tinh trang hén
nhéan. Vay phan tich ANOVA trong truong hop nay la phu hop.

Két qua phan tich ANOVA cho thay: gia tri F ang voi sig = 0,627 > 0,05. Piéu
nay cho phép khang dinh khong cé khéc biét vé long trung thanh cua du khach theo
tinh trang hon nhan. (Phu luc 7).

3.3. Két qua nghién ctru dinh lwong mé hinh céu tric
3.3.1. Panh gia so bd thanh phan do lwong bang Cronbach’s Alpha

Cac thanh phan do ludng dugc sir dung trong nghién ciru dinh lwogng chinh thirc bao
gom 8 thanh phan véi 37 bién quan séat. Viéc tinh toan do tin cay cho cac thanh phan
do luong bang hé s6 Cronbach’s Alpha véi thu tuc loai bo bién va céc gia tri “missing”
cling bi loai bé trong qua trinh phén tich cho phép ching ta danh gia dugc do tt cua
c4c thanh phan do luong bude dau, ciing nhu dénh gia sy dong gop cua ting bién vao
thanh phan do luong dé 1a c6 dang ké hay khong. Céac bién c6 hé sé twong quan bién-
tong (item-total correction) nho hon 0,3 sé& bi loai va tiéu chuan chon thanh phan do
luong khi no ¢6 do tin cay Cronbach’s Alpha tir 0,6 tro 1én (Nunnally & Burnstein
1994). Két qua phan tich dugc tong hop trong bang 3.8.

Bang 3.8. Két qua danh gia so b thanh phan do lwdong bing Cronbach’s Alpha

.z s Phwong sai caa
Bien Trung binh \ A A A Cronbach’s
guan cua thang do thz‘anh pDan do He S(?f“’(m:g quan Alpha néu
. X e lwong neu loai bien - tong g
sat neu loai bien bién loai bien
“Moi troeong xung quanh” Cronbach’s Alpha = (0,852
AM1 | 17,04 | 10,319 | 0,676 | 0,820
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AM?2 16,40 12,929 0,503 0,851
AM3 16,99 10,962 0,660 0,823
AM4 17,04 10,374 0,670 0,821
AM5 17,00 10,720 0,668 0,821
AM6 17,02 10,749 0,662 0,822
“Bo cuc khong gian” Cronbach’s Alpha = 0,870

LAl 20,17 17,331 0,661 0,849
LA2 20,14 17,333 0,680 0,846
LA3 20,17 17,522 0,665 0,848
LA4 20,17 17,645 0,671 0,847
LA5 20,13 17,196 0,671 0,847
LAG 20,21 17,118 0,663 0,849
“Tinh thAim my ciia co s6” Cronbach’s Alpha = 0,582

FAl 7,73 3,157 0,480 0,368
FA2 7,77 3,083 0,481 0,360
FA3 8,22 2,923 0,261 0,731

“Tinh tham my ciia co s6”(Sau khi logi bién FA3)Cronbach’s Alpha = 0,731

FAl 4,09 0,952 0,576

FA2 4,13 0,904 0,576

“Déau hiéu va biéu twong” Cronbach’s Alpha = 0,844

SI1 16,38 10,433 0,612 0,823
SI2 16,39 10,210 0,667 0,807
SI3 16,41 10,142 0,680 0,804
Sl4 16,39 10,153 0,664 0,808
S15 16,41 10,740 0,627 0,818
“Sw sach s&” Cronbach’s Alpha = 0,736

CL1 19,75 14,109 0,565 0,673
CL2 19,74 13,711 0,617 0,658
CL3 20,11 15,215 0,267 0,766
CL4 20,06 15,099 0,281 0,761
CL5 19,76 14,054 0,586 0,668
CL6 19,69 14,052 0,656 0,654
“Swr sach s&”(Sau khi logi bién CL3, CL4) Cronbach’s Alpha = 0,815

CL1 12,28 6,362 0,626 0,771
CL2 12,27 6,273 0,638 0,765
CL5 12,29 6,440 0,623 0,772
CL6 12,22 6,655 0,651 0,761
“Gia tri cam nhan” Cronbach’s Alpha = 0,819

PE1 12,00 3,569 0,623 0,781
PE2 12,00 3,612 0,668 0,759
PE3 11,99 3,749 0,611 0,785
PE4 11,96 3,556 0,660 0,763
“Sw hai long” Cronbach’s Alpha = 0,819

SAl 8,14 2,170 0,694 0,730
SA2 8,20 2,320 0,665 0,759
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SA3 | 8,12 | 2,366 | 0,661 | 0,764
“Long trung thanh” Cronbach’s Alpha = (0,847

LO1 11,39 3,515 0,695 0,802
LO2 11,38 3,491 0,688 0,804
LO3 11,42 3,369 0,680 0,809
LO4 11,42 3,507 0,676 0,809

Nguon: Két qud nghién cizu cua tac gid, 2022

Nhin vao bang 3.8 ta thay, tt ca cac thanh phan do luong déu c6 hé sb Cronbach’s
Alpha 16n hon 0,6 (tir 0,736 dén 0,870), vuot qua muc dé nghi dbi vai nghién ctu
kiém dinh ly thuyét (Nunnally & Bernstein, 1994). Tuy nhién, van con nhitng bién
c6 dong gop rat it vao cac thanh phan do luong ma ching tham gia. Vi day 13 mot
nghién ciu khdm pha nén bang viéc xem xét hé sé twong quan bién - téng, cac bién
rac sé bi loai.

“Tinh thAm my cua co s&” c6 bién FA3 (Cay xanh trong resort nay dem lai
cam giac dé chiu) c6 hé so tuong quan bién - tong 1a 0,261 < 0,3 nén bién nay bi loai
dé cai thién thanh phan do ludng. Bang thoi, khi loai bo bién nay thi hé s6 Cronbach’s
Alpha da tang tir 0,582 1&n 0,731.

“Sur sach $&” c6 bién CL3 (L4i di trong resort nay luén duoc gitr sach s&) va
CL4 (Co sd vat chat trong resort nay ludn dugc lau don sach s&) ¢ hé sb twong quan
bién - tong lan luot 1a 0,267 va 0,281 déu < 0,3; vi vay c4c bién nay ciing bi loai.
Pang thoi, khi loai bo bién nay thi hé sé Cronbach’s Alpha di ting tir 0,736 1én dén
0,815.

Céc bién quan sat con lai tiép tuc dugc dua vao phan tich nhan t6 kham pha (EFA).
3.3.2. Phan tich nhan té6 kham pha (EFA)

Sau khi kiém tra d6 tin cay cta cac thanh phan do ludng, phan tich nhan té kham
pha duoc tién hanh, phuong phép it trich duoc chon dé phan tich nhan té 1a phuong
phap Principal Axis Factoring (PAF) véi phép xoay Promax. Khi phan tich nhan t6
kham pha ching ta can xem xét dén céc tieu chuan: Hé s6 KMO (Kaiser-Mayer-
Olkin) > 0,5; muc Y nghia Sig. cia kiém dinh Bartlett < 0,05 (Hoang Trong & Chu
Nguy2n Mong Ngoc, NXB Théong ké 2005); hé sb tai nhan t6 (factor loading) > 0,5;

phuong sai trich phai dat tir 50% tro 18n va hé sb Eigenvalue > 1.
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Thanh phan do luong trong dé tai sir dung gém 37 bién quan sat, sau khi kiém tra
d6 tin cay bang hé sé Cronbach’s Alpha c6 3 bién bi loai 1a FA3, CL3 va CL4, 34
bién con lai tiép tuc duoc dua vao phan tich nhan t6 kham pha. Ngoai ra, dé thuan
tién cho viéc doc két qua phan tich, cac trong sé nhan té duoc sap xép theo thu tu
giam dan va nhitng gia tri duéi 0,3 s& khong duoc thé hién trén bang bao cdo. Két
qua phan tich dugc trinh bay & cac bang 3.9.

Bang 3.9. Két qua phan tich nhan té6 kham pha lan 1

Pattern Matrix?(Ma tran)
Nhan to

Bién |1 2 3 4 5 6 7 8
LA4 0,746
LA2 0,741
LAl 0,737
LA3 |0,724
LA6 0,710
LA5 0,702
AM5 0,784
AM4 0,752
AM1 0,747
AM3 0,738
AM6 0,725
Sl4 0,736
SI5 0,714
SI3 0,706
SI2 0,703
SI1 0,673
LO1 0,780
LO3 0,778
LO4 0,736
LO2 0,732
CL5 0,725
CL6 0,724
CL2 0,723
CL1 0,687
SA2 0,841
SAl 0,820
SA3 0,720
PE4 0,732
PE2 0,727
PE1 0,614
PE3 0,581
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FA2 0,819
FAl 0,780
AM2 0,426 0,480
Extraction Method: Principal Axis Factoring.

Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

Két qua phan tich nhan té kham pha lan 1 cho thay chi s6 KMO 1a 0,905 thudc

pham vi dugc xem 14 thich hop va céc bién quan sat c6 twong quan véi nhau trong
téng thé (Sig. = 0,000). Két qua ciing chi ra rang c6 8 nhan té duoc trich ra véi téng
phuong sai dugc giai thich bai 8 nhan té nay 13 56,619% > 50% 1a dat yéu cau (Hair
& cong su,1998). Bén canh do, bién AM2 c6 thanh phan 1a 0,426 < 0,50 s& bi loai
khoi phan tich nhan té kham pha (Hair & cong su, 1998). Téc gia tién hanh phan tich
EFA lan 2. Két qua phan tich dugc trinh by ¢ cac bang 3.10.

Bang 3.10. Két qua phan tich nhan té kham pha lan 2

Pattern Matrix?(Ma tran)

Bién

Nhan t6

1

LA4

0,747

LA2

0,741

LAl

0,737

LA3

0,724

LAG

0,710

LAS

0,703

Sl4

0,742

SI5

0,720

SI3

0,709

SI2

0,703

Si1

0,686

AMS

0,772

AM3

0,743

AM4

0,735

AMG6

0,717

AM1

0,704

LO1

0,773

LO3

0,773

LO4

0,735

LO2

0,727
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CL5 0,731
CL6 0,729
CL2 0,725
CL1 0,692
SA2 0,781
SAl 0,762
SA3 0,720
PE4 0,760
PE2 0,741
PE1 0,630
PE3 0,578
FA2 0,743
FAl 0,742
Extraction Method: Principal Axis Factoring.
Rotation Method: Promax with Kaiser Normalization.
a. Rotation converged in 6 iterations.

Nguon: Két qua nghién cizu cua tac gid, 2022

Két qua phan tich nhan té kham phé 1an 2 cho thiy c6 8 nhan té duoc trich dya vao
tiéu chi eigenvalue 1,000 > 1. Tam nhan t6 nay tom tat thdng tin cta 33 bién quan sat
dua vao EFA mot cach tot nhat. Ngoai ra, tong phuong sai cac nhan t6 nay trich duoc
14 55,777% > 50%; do d6 8, nhan t dugc trich giai thich dugc 55,777% bién thién di
lieu cua 33 bién quan séat tham gia vao EFA. Tom lai, ngoai trir bién AM2 bi loai vi
c6 hé sé tai < 0,5 (Hair & cong su, 1998):; cac bién con lai déu c6 hé sd tai > 0,5, nhur
vy C4c bién quan sat ndy déu c6 ¥ nghia dong gbp vao mé hinh. Céc bién nay tiép
tuc duoc dua vao phan tich nhan té khang dinh (CFA) nhiam chiing minh gia tri cua
c4c thanh phan do Iuong mot cach nghiém ngat hon dong thoi dam bao tinh don nghia,
gia tri hoi tu va gié tri phan biét cua cac thanh phan do luong.

3.3.3. Kiém dinh thanh phan do lwong biang phan tich nhan té khang dinh (CFA)

Két qua phan tich nhan t4 khang dinh cho thay tat ca cac chi s6 Model Fit déu nam
trong ngudng chép nhan: Chi-squared = 501,3, df =467, CMIN/DF = 1,073 < 3, GFI
=0,934>0,9, CFI1 =0,994 > 0,9, AGFI =0,921>0,9, TLI =0,993 > 0,9, RMSEA =
0,013 < 0,08, PCLOSE = 1,000 > 0,05. Nhu vay c6 thé két luan mo hinh dat d6 pho
hop tot (Hair & cong sy, 1998). (Phu luc 10).
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Két qua tir bang Regression Weights cho thay cac gia tri p-value déu < 0,05 nén tat
ca c4c bién quan sat déu c6 ¥ nghia trong mé hinh. Ngoai ra, cac trong sé chuan hoé
trong bang Standardized Regression Weights déu > 0,5 (tir 0,669 dén 0,813); do do,
c4c bién quan sat déu c6 muac do phi hop cao (Hair & cong su, 1998). (Phu luc 10).

- Gi tri hpi tu

Két qua phan tich do tin cy téng hop va phuong sai trich cac nhan t6 (Bang 3.11)
cho thay céc chi s6 phuong sai trich trung binh (AVE) déu > 0,5 (tir 0,520 dén 0,576)
va chi s tin cay tong hop (CR) déu > 0,7 (tr 0,731 dén 0,870). Két qua nay giup
nghién ctu két luan rang cac thanh phan do luong sir dung trong luan an déu dat do
tin cay, do hiéu luc hoi tu (Fornell & Larcker 1981; Hu, L., Bentler, P.M.,1999).

Bang 3.11. Pd tin cdy tong hep va phwong sai trich cic nhan t6

CR | AVE | MSV | AM LA Si CL PE FA

AM|0,852|0,535 |0,128 |0,731

LA |0,870|0,527 |0,128 |0,358***|0,726

Sl |0,844(0,520 (0,381 |0,100F |0,186** |0,721

CL {0,815(0,525 (0,312 {0,068 0,046 0,422*** 10,725

PE |0,820|0,533 |0,426 |0,283***|0,303***|0,617***|0,558*** | 0,730

FA |0,731|0,576 |0,336 |0,129* |0,269***|0,446***|0,373***|0,580*** | 0,759

Nguon: Két qua nghién cizu cuia tac gid, 2022

 Gia tri phan biét

Két qua phan tich do tin cay téng hop va phuong sai trich cac nhan t6 (Bang 3.11)
cling cho thay can bac hai cuia AVE (cac s6 boi dam) Ién hon cic twong quan gitra
c4c bién tiém an voi nhau (hé s6 tuong quan nam & phan duéi duong chéo in dam),
gid tri MSV < AVE, do vay gia tri phan biét gitra cac khai niém nghién ctru trong mé
hinh dugc dam bao (Fornell & Larcker 1981; Hu, L., Bentler, P.M.,1999).
3.3.4. Kiém dinh md hinh ly thuyét chinh thirc

M6 hinh Iy thuyét chinh thiic sau khi thuc hién phan tich EFA, CFA s& dugc kiém
dinh nham phan tich mi quan hé giira cac thanh phan caa khong gian dich vy, gia tri

cam nhan, su hai long va long trung thanh cua du khach. Cé tam khai niém nghién ctu
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trong md hinh: (1) Méi treong xung quanh; (2) Bé cuc khong gian; (3) Tinh thAim my

cta co so; (4) Dau hiéu va biéu tuong; (5) Su sach s&; (6) Gia tri cam nhan; (7) Su hai

Iong; (8) Long trung thanh va tdm gia thuyét nghién ciu s& duoc kiém dinh. Két qua kiém

dinh duoc trinh bay trong bang 3.12.

3.3.4.1. Phan tich md hinh céu tric tuyén tinh (SEM)

Két qua phan tich cau trac tuyén tinh (Bang 3.12) cho thidy md hinh c6 477 bac ty
do, cac chi sb déu dat gia tri tét: Chi-binh phwong = 516,817, CMIN / DF = 1,083 <
3, GFI =0,933 > 0,9, CFI = 0,993 > 0,9, AGFI = 0,921 > 0,9, TLI1 =0,992 > 0,9,
RMSEA = 0,018 < 0,08, PCLOSE = 1.000 > 0,05, gia tri p = 0,00 < 0,01. Do do, ¢c6

thé két luan rang mé hinh nghién ctru dé xuat phi hop véi di liéu thu thap duoc (Hair

& cong su, 1998). Budc tiép theo 1a kiém dinh cac gia thuyét nghién ciru dé xuat.
Bang 3.12. Tong hop cac tiéu chuan kiém dinh SEM

Chiic Théng sé tiéu chuan | Két qua
nang
- Kiém tra d6 thich hop cua - Chi-squared 516,817:
mo hinh va gi tri lién h¢ ly Sig. = 0,000
thuyét. DF 477
- Kiém dinh gia thuyét. CMIN/DF < 3 1,083
GFI1>0,90 0,933
CFI>0,90 0,993
AGFI > 0,90 0,921
TLI>0,90 0,992
RMSEA <0,08 0,018
PCLOSE > 0,05 1,000
p-value < 0,01 0,000

Nguon: Két qua nghién cizu cia tac gid, 2022

3.3.4.2. Kiém dinh céc gia thuyét nghién ciru

e Anh huéng cia khong gian dich vu dén gia tri cam nhan

Sau khi tién hanh kiém dinh céc gia thuyét bang mé hinh ciu trac tuyén tinh, tac

gia c6 duoc két qua nhu bang 3.13.
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Bang 3.13. Két qua kiém dinh méi quan hé giita khong gian dich vu va gia tri
cam nhan caa du khach

Trong sb X Tuwong quan binh|
N X hoi  quy ChAap ., [phuong
Céc gia thuyeét : . SE. CR. P nhan gia
chuan hoba thuyét
® R2
Hla. AM > PE | 0,169 0,037 3590 ***  Co PE 0,647
Hlb LA > PE 0,092 0,032 1,926 0,054 Khong
Hic FA > PE 0,271 0,043 4,469 *** Co
Hild SI - PE 0,356 0,040 6,157 *** Cé
Hle CL -> PE 0,311 0,040 5,592 *** Cé

Nguon: Két qua nghién ciu cua tac gid, 2022

Két qua phan tich cu tric tuyén tinh cho thay, thanh phan “méi truong xung quanh
(AM)” (B1a = 0,169, p1a <0,001), thanh phan “tinh tham m§y cta co s& (FA)” (Bic =
0,272, pis <0,001), thanh phin “d4u higu va biéu twong (ST)” (B = 0,356, p1a <0,001)
va thanh phan “sy sach s& (CL)” (Bie = 0,311; p1e <0,001) ) dwoc ching minh 1a c6
anh huang ciing chiéu dén “gia tri cam nhan cia du khach (PE)” trong d6 thanh phan
“dau hiéu va biéu tuong” 13 c6 anh huong manh nhat dén “gia tri cam nhan cua du
khach”. Riéng thanh phan “b6 cuc khéng gian (LA)” khong anh huéng dén “gia tri
cam nhan caa du khach (PE)” vi p1p = 0,054 > 0.05 (Cohen, 1988). Nhu vay, cac gia
thuyét Hla, Hlc, H1d, Hle dugc chap nhan. Bong thoi bon thanh phan nay giai thich
dugc 64,7% phuong sai trong gia tri cam nhan cua du khéch tai cac resort (R2 =
0,647).
e Anh hwéng ciia gia tri cam nhan dén sw hai 1ong va 1ong trung thanh ciaa du

khach

Sau khi tién hanh kiém dinh céc gia thuyét bang mé hinh cau tric tuyén tinh, tac

gia c6 duoc két qua nhu bang 3.14.
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Bang 3.14. Két qua kiém dinh méi quan hé giira gia tri cam nhan, su hai long
va long trung thanh caa khach hang

Trong sb Chép Tuong quan binh
Cac gia thuyét ot au e | cRr | P nhan gia phuong

chuan hda X

®) thuyet R?
H2 |PE > | SA 0,652 0,080 | 9,866 | *** | Co SA 0,426
H3 |[(PE > | LO 0,489 0,083 | 6,540 | *** | CO LO 0,497
H4 |[SA > | LO 0,281 0,065 | 3,989 | *** | CO

Nguon: Két qua nghién citu cua tac gid, 2022

Tha nhat, yéu té “gia tri cam nhan caa du khach (PE)” duoc chi ra 1a c6 anh huéng
cuing chiéu dén “su hai 16ng caa du khach (SA)” (B2 = 0,652, p2<0,001). Do do, gia
thuyét H2 duoc chap nhan. Két qua ciing chi ra rang gi tri cam nhan caa du khach
gop phan giai thich dugc 42,6 % phuong sai vé mirc d6 hai 10ng cua du khach (SA)
tai cac resort (R2 = 0,426).

Tha hai, yéu té “gia tri cam nhan caa du khach (PE)” ddng thoi ciing c6 anh huong
cuing chiéu dén “su long trung thanh cua du khach (LO)” (Bs = 0,489, ps <0,001). Do
d6, gia thuyét H3 duoc chap nhan.

Thi ba, nhu mong doi trong md hinh nghién ciru dé xuat, yéu té “su hai long cua
du khach (SA)” duoc chi ra 1a ¢6 anh huéng cung chiéu dén “long trung thanh cta du
khach (LO)” (Bs = 0,281, p2<0,001). Do d6, gia thuyét H4 duoc chap nhan. Két qua
cling chi ra rang céc bién doc 1ap (gié tri cam nhan cua du khach, sy hai 1ong cua du
khéch) gop phan giai thich dugc 49,7 % phuong sai vé mic do trung thanh caa du
khach (LO) tai cac resort (R2 = 0,497).

Bén canh d6, dé kham pha sau hon vai trd trung gian ctia “gia tri cam nhan cua du
khach (PE)” trong mdi quan hé giira “khong gian dich vu” va “sy hai l1ong cua du
khach (SA)”, nghién ctru di str dung kiém dinh Sobel va phuwong phap bias-corrected
bootstrapping (Preacher & Hayes, 2008).

Bang 3.15. Két qua kiém dinh vai tro trung gian

“Gia tri cam nhan”
95% Bootstrap
Méi quan hé trung Hé s6 anh hwéng Hé s6 Two Co6 vai tro
gian gian tiep Tailed trung gian
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Significance
(BC)
AM = PE- SA 0,110 0,03 Céo
FA 2> PE 2> SA 0,177 0,01 Céo
SI 2> PE 2 SA 0,232 0,01 Co
CL > PE 2> SA 0,203 0,02 Céo

Nguon: Két qud nghién cizu cuia tac gid, 2022

Két qua tir bang 3.15 cho thay “gia trj cam nhan cta du khach (PE)” dong vai trd
trung gian dang ké trong anh hudéng cua “khong gian dich vu (AM, FA, SI, CL)” dén
“su hai long cua du khach (SA)”: (AM - PE-> SA: 0,110, sig = 0,03 < 0,05; FA >
PE - SA: 0,177, sig = 0,01 <0,05; SI > PE - SA: 0,232, sig = 0,01 <0,05; CL >
PE - SA: 0,203, sig = 0,183 < 0,05) (Preacher & Hayes, 2008).

Tuong tu, dé kham pha sau hon vai tro trung gian cta “su hai 10ng cua du khach
(SA)” trong mbi quan hé gitra “gia tri cam nhan (PE)” va “long trung thanh cta du
khach (LO)”, nghién ciru di sir dung kiém dinh Sobel va phuong phap bias-corrected
bootstrapping (Preacher & Hayes, 2008).

Bang 3.16. Két qua kiém dinh vai tro trung gian “Sw hai l1ong”

95% Bootstrap
M&i anh huéng Truc tiép Gian tiép Loai
Hé so Sig Heé so Sig | trung gian
anh hwdéng anh hwéng
PE > SA> LO 0,489 0,000 0,197 0,001 | Mat phan

Nguon: Két qua nghién cizu cia tac gid, 2022

Két qua tir bang 3.16 cho thay “su hai 1ong cta du khach (SA)” déng vai tro trung
gian trong anh huéng cua “gia trj cam nhan cua du khach (PE)” dén “long trung thanh
cta du khach (LO)”: (PE & SA-> LO: 0,197, sig = 0,001 < 0,05). Ngoai ra, két qua
tir bang 3.16 ciing cho thdy “gia tri cam nhan cta du khach (PE)” ¢6 anh huong truc
tiép dén “long trung thanh ciia du khach (LO)”. Tir 46, ta c6 thé két luan dugc rang:
“syr hai 10ng cua du khach (SA)” dong vai tro trung gian mét phan trong anh huong
ctia “gia tri cam nhan caa du khach (PE)” dén “long trung thanh ctia du khach (LO)”
(Preacher & Hayes, 2008).
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Hinh 3.1. Méi quan hé giira cac khai niém trong mé hinh nghién ciru

Nguon: Két qua nghién citu cua tac gid, 2022
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Tiéu két chwong 3

Chuong nay da trinh bay cac két qua cua phan tich dir liéu va kiém dinh cac gia
thuyét nghién ctru. Két qua phan tich ANOVA da chirng minh c6 su khac biét vé gia
trj trung binh theo tan suét luu tra lién quan dén 10ng trung thanh cua du khach. Dong
thoi, qua hai buéc kiém dinh, so bd va khang dinh, cac thanh phan do luong trong mo
hinh d& xuét dam bao d¢ tin cay, gia tri hoi tu va gia tri phan biét. Két qua nghién ctu
cling cho thay mé hinh ly thuyét phu hop véi dit liéu thu thap dugc. Pac biét, 04 thanh
phan cua khong gian dich vu c6 anh huang cing chiéu 1én gia tri cam nhan cia du
khach; gia tri cam nhan c6 anh hudng cing chiéu dong thoi 18n ca sy hai long va long
trung thanh cua du khach; trong khi dé sy hai long ciing c6 anh huéng cing chiéu Ién
long trung thanh caa du khach. Cudi cing, cac phan tich vai tro trung gian dd cho
thay: thir nhat, gia tri cam nhan dong vai tro trung gian déang ké trong méi quan hé
gitra khong gian dich vu va sy hai long cia du khach; tha hai, sy hai long cua du
khach dong vai trd trung gian mét phan trong méi quan hé gitra gia tri cam nhan va
long trung thanh cia du khach. Qua két qua nghién ciru cua chuong nay, tac gia da
tra 1oi duoc tat ca cac cau hoi nghién ctru va hoan thanh mot sé muc tiéu nghién ctu
dé ra. Két qua nghién ctru nay chinh 1a co so gilp tac gia phan tich va dua ra cac ham

y quan tri cho chwong tiép theo.
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Chuong 4
THAO LUAN KET QUA NGHIEN CUU VA HAM Y QUAN TRI GIUP
NANG CAO SU HAI LONG VA LONG TRUNG THANH CUA DU KHACH
TAI CAC RESORT O KHANH HOA

4.1. Céc két qué nghién ciru chinh ciia ludn 4n

4.1.1. Céc thanh phan cia khéng gian dich vu trong méi truong resort

Két qua nghién ctu cua luan 4n da xac dinh duoc “Khéng gian dich vu” trong moi
tredng resort bao géom 5 thanh phan vai 29 bién quan sat bao gom: méi trirong xung
quanh (6 bién quan sat), bo cuc khdng gian (8 bién quan sat), tinh tham my ciia co
s¢ (4 bién quan sat), dau hiéu va biéu nrong (5 bién quan sat), sw sach sé (6 bién
quan sat). Cac thanh phan cua khong gian dich vy trong moi truong resort dugc phéat
trién trén md hinh ly thuyét khéng gian dich cta Bitner (1992), dong thoi ké thira céc
nghién ciu lién quan; két qua nay gitp xay dung duoc nén tang ly thuyét vé khong
gian dich vu trong linh vuc resort, 1a tién dé cho cac nghién ctu vé resort néi riéng
va kinh doanh luu trit néi chung.

4.1.2. Anh hwéng cia khdng gian dich va dén gia tri cam nhan cia du khach

Pau tién 1a két qua danh gia diém trung binh cia du khach d6i véi 5 thanh phan
cua yéu t6 “Khong gian dich vy”. Két qua cho thay diém sé trung binh cia céc bién
quan sat dao dong trong khoang tir 3,25 dén 4,13. Nhin chung ty 1& du khach dugc hoi tra
loi diém s6 & muc 4 va 5 diém la nhiéu nhat (dao dong trong khoang 66%). Trong khi do,
ty 1¢ du khéch tra 161 & muac diém 1 va 2 chi chiém khoang 11%. Vé mit y nghia, cac con
s6 cho thdy du khach danh gia cao cac thanh phan ctia khdng gian dich vy trong céc resort
& Khanh Hoa; nhu vay c6 thé khang dinh yéu té khong gian dich vu trong cac resort &
Khénh Hoa c6 sirc hap dan va doc dao ddi véi du khach.

Sau khi str dung céc k¥ thuat phan tich Cronbach’s Alpha, phén tich nhan t6 kham
pha (EFA), phan tich nhan t6 khang dinh (CFA) dé kiém dinh gia tri tin cay, gia tri
phan biét, hiéu luc va do hoi tu caa cac thanh phan do luong; dong thoi thuc hién phan
tich md hinh cu tric tuyén tinh (SEM) dé kiém dinh gia thuyét nghién ctu. Két qua
cho thay, yéu t6 “Khéng gian dich vu” bao gdm 4 thanh phan (thanh phdn “bé cuc
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khong gian - LA~ bj logi vi khéng ¢6 danh huweng dén “gid tri cam nhdn cua du khach
- PE”, két qud nay trdi ngieoc V6i Két qua cua cac nghién cizu lién quan truede ddy
cua Ozdemir-Giizel & cong sw, 2018; Raghavendra G & céng sw, 2019; Raghavendra
G & cong sw,2019; Tran, Q.X., Dang, M.V., & Tournois, N, 2020) véi 16 bién quan
sat (bién FA3: Cdy xanh trong resort ndy dem lai cam giac dé chiu, bién CL3: Loi di
trong resort nay luén dwoc giir sach sé, CL4: Co sé vdt chat trong resort nay ludn
ot lau don sach sé by logi vi khéng dat dé tin cdy, bién AM2: Nhiét dé & resort nay
that dé chju) c6 anh huéng duong truc tiép dén “gia tri cam nhan cua du khach - PE”.
Trong 4 thanh phan nay thi “dau hiéu va biéu tuong - SI” ¢6 anh huéng manh nhat
dén “gia tri cam nhan cua du khach - PE” véi hé s6 hoi quy 1a 0,356, thanh phan c6
anh huong manh thir hai dén “gia tri cam nhan cua du khéch - PE” 1 “sy sach sé -
CL” véi hé s6 hoi quy 12 0,311, thanh phan c6 anh huéng manh thire ba dén “gia tri
cam nhan cia du khach - PE” 1a “tinh thAm m§ cua co s - FA” véi hé s6 hoi quy 1a
0,271, va thanh phan cé anh huéng manh tht tu dén “gia tri cam nhan cua du khéch
- PE” 1a “mdi truong xung quanh - AM” véi hé s6 hdi quy 13 0,169. Bong thoi bon
thanh phan nay giai thich dugc 64,7% phuong sai trong gia tri cam nhan caa du khéch
tai cac resort (R2 = 0,647).

V& mit ¥ nghia, két qua nghién ciru da thé hién duoc nhiéu théng tin quan trong:

Thi nhat, “dau hiéu va biéu tuong - SI” ¢6 anh huéng Ion d6i véi cam nhan cua
du khéach tai cac resort & Khanh Hoa. Xét vé ban chat, resort 1a méot co s luu tra co
dién tich rat Ion tir vai chuc dén vai traim ha; do d6 viéc b tri day dua va hop ly cac
bién bao, bién chi dan, cac théng tin khu vuc dich vu, cac théng tin dich vy, biéu
tugng va cac théng bao bén trong nha va ngoai troi la hét sac quan trong, gop phan
dem lai su thuan tién va rd rang ddi véi du khach trong viéc tiép can théng tin va st
dung dich vu.

Tht hai, “su sach s€ - CL” ciing ¢6 anh hudng khong nho dén cam nhan cua du
khach. Xét vé muc dich luu trt, khi dat chan dén resort du khach s& danh toan bo thai
gian trong ngay ¢ day ma it tim th vui bén ngoai, ngoai ra du khach thuong lya chon

luu tra dai ngay tai resort hon 1a cac co s¢ luu tra khéc. Trong khi d6, nghién ctru cta
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Wakefield & Blodgett (1996) ting khing dinh khach hang thudng danh mot khoang
thoi gian kha lau trong cac co sé dich vu sach sé. Do vay, mot resort sach s€ bao gio
cling dugc du khach danh gia cao va lya chon Iuu tra trong thoi gian dai.

Thi ba, “tinh thAm m¥ cta co so - FA” ciing ¢6 mot anh huong nhat dinh dén cam
nhan cua du khach. M&i khu vuc, viing mién déu co nhiing dic trung vin hod riéng
biét, va cac resort & Khanh Hoa ciing vay. Cac resort & Khanh Hoa mang nét dac thu
cua resort bién véi 16i kién trac va phong cach trang tri doc ddo, riéng biét, lay bién
1am trung tam da dem dén mot cam nhan tét ddi vai du khach khi luu tra tai day.

Tha tu, “moi truong xung quanh - AM” bao gdm khéng khi trong lanh, &m thanh,
anh sang, mau sic va mui thom c6 mot anh huéng quan trong dén cam nhan cua du
khach. Tat ca cac yéu td trén chinh 1a méi truong dich vu bao quanh du khach, gop
phan dem dén cam nhan thoai mai va thu gian, gidp du khach phuc héi thé chat va
tinh than sau thoi gian nghi dudng tai resort.

Ngoai ra, mot diém méi trong nghién ciru nay d6 chinh 1a “Bb cuc khong gian -
LA” lai khéng c6 anh huéng dén gié tri cam nhan cua du khach. B cuc khong gian
& day chinh 13 viéc sap xép khong gian va d6 dac tai cac khu vyc dich vu. V& ban
chat thi b6 cuc khdng gian cua resort va cac co s& luu trii du lich khac ma dién hinh
la khach san khdng c6 qué nhiéu su khéc biét. Chinh vi Iy do nay, c6 thé hiéu rang,
du khach khong qua quan trong thanh phan nay trong cam nhan cia ho khi sir dung
dich vu tai resort

Cubi cuing, mot 1an nita két qua nghién cau khang dinh can tap trung nang cao cua
4 thanh phan trén cua khong gian dich vy trong dé can dic biét quan tim dén dau hiéu
va biéu tuong trong khong gian céc resort, didu ndy s& gop phan nang cao gia tri cam
nhan caa du khach. Két qua duoc trinh bay tai Bang 4.1.

Bang 4.1. Anh hwéng ciaa khong gian dich vu dén gia tri cam nhan

. 2 biém | Hé sb
Tha}nh Bién Mb ta thanh phan do luong trung | anh
phan N .
binh |hwéng
AM1 | Khong khi ¢ resort nay thi trong lanh 3,25
AM3 | Mirc d6 anh séng tong thé trong resort nay 1a phu hgp | 3,31 | 0,169
AM4 | Am nhac tong thé trong resort nay la phi hop 3,26
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Mbi AMS5 | Mau sic dugc st dung trong resort nay tao ra mot bau
Oi R A 3,30
true khong khi am ap
TWONg "AM6 | Mui thom ¢ t nay that dé chi
Xung ui thom & resort nay that dé chiu 3.8
guanh
TI'[\h FA1l Kién trdc cua resort doc ddo 413 | 0,271
tham my | FA2 | Resort duoc trang tri dep mat 4.09
cua co s& '
SI1 Resort ndy c6 day du dau hiéu va hinh anh chi dan 4,11 | 0,356
) SI2 Bien bao va hinh anh chi dan duoc bo tri hop ly 4,11
Dau hiéu | SI3 | Bién bao va hinh anh chi dan c6 kich ¢& hop ly, dé
N . . 4,09
va biéu dang quan séat
tuong Sl4 Bién bao va hinh anh chi dan dé hiéu 4,11
SI5 Bién bo va hinh anh chi dan gidp ich cho du khach | 4,09
CL1 | Mit tién caa resort nay luén dugc giir sach s& 4,07 |0,311
CL2 | Khudn vién trong resort nay luoén dugc gitr sach sé 4,09
Susach | CL5 | Phong khach luu trii dugc lau don méi ngay 4,06
s¢ CL6 | Resort lubn duy tri cac phong vé sinh sach sé 4,13

Nguon: Két qua nghién cizu cua tac gid, 2022
4.1.3. Anh hwéng cia gia tri cam nhan dén sy hai 10ng va long trung thanh caa
du khach

Gia tri cam nhan cua du khach duoc do ludng boi 4 bién quan sat. Két qua khao sat
trén thanh phan do luong gié tri cam nhan cho thay diém sé trung binh cua gia tri cam
nhan trong 4 bién dao dong trong khoang tir 3,98 (Bién PE1: Resort nay 1a thuong hiéu
duogc nhiéu khach hang biét dén) dén 4,03 (Bién PE2: Gia ca clia resort nay twong xting
Vvé6i chat luong) . Nhin chung ty 1 du khach dugc hoi tra 101 diém sé & mtc 4 va 5 diém
la nhiéu nhét (dao dong trong khoang 76%). Trong khi do, ty 1¢ du khach tra loi & mic
diém 1 va 2 chi chiém khoang 3%.

Sau khi sir dung céc ky thuat phan tich Cronbach’s Alpha, phan tich nhan t6 kham
pha (EFA), phan tich nhan t6 khang dinh (CFA) dé kiém dinh gia tri tin cay, gia tri
phan biét, hiéu luc va do hoi tu cua cac thanh phan do luong; ddng thai thuc hién phan
tich md tinh cau tric tuyén tinh (SEM) dé kiém dinh gia thuyét nghién ctu. Két qua
cho thay, yéu td “Gia tri cam nhan cua du khéach - PE” bao gém 4 bién quan sat c6
anh huong duong truc tiép dén ca “Sy hai 1ong cia du khach — SA” véi hé s6 anh
huong twong d6i cao (0,652) va “long trung thanh ctia du khach — LO” véi hé s6 anh

huong 14 0,489. Két qua ny giéng vai cac nghién ctru lién quan trude day cua Heesup
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Han & Kisang Ryu, 2009; Kim, Cho, Jeong, 2016; Ozdemir-Giizel & cong su, 2018;
Jin, Cho, Kim, 2020. Két qua nay ciing ham y rang can tap trung nang cao gia tri cam
nhan caa du khach, dic biét 1a can phai can ddi gia ca twong xirng véi chat luong dich
vu cua resort; didu nay s& gop phan nang cao hon nita su hai 16ng va 1ong trung thanh
cua du khach. Két qua ciing chi ra rang gia tri cam nhan cua du khéach gop phan giai
thich duoc 42,6 % phuong sai vé mirc d6 hai 10ng cia du khach (SA) tai cac resort
(R2 = 0,426). Két qua duoc trinh bay tai bang 4.2.

Bang 4.2. Anh hwéng ciaa gia tri cam nhan dén sy hai long va 1ong trung thanh

Hé s6
Hé so anh| anh

Thanh | .« X piém hwén hwon
x_ |Bien |[M6 ta thanh phan do lwong trung| ,z g FORR g
phan binh den sy |den long
hai long | trung
thanh
Giatri |PE1 [Resort nay la thuong hiéu duoc nhiéu 0,652 0,489
\ . N L, ok 3,98
cam khach hang biét den
nhan ciaPE2 |Gia ca cta resort ndy tuong xirng vVéi chat 4.00
du khach luong ’
PE3 [T6i rat thich ky nghi ¢ resort nay hon céc
. 4,03
resort khac
PE4 |Nhin chung, trai nghiém tai resort nay 398

dem lai cam nhan tuyét voi
Nguon: Ket qua nghién cizu cua tac gia, 2022

4.1.3. Anh hwéng cia sw hai long dén long trung thanh caa du khéch

Sy hai 1ong cua du khach duge do ludong bai 3 bién quan sat. Két qua khao sét trén
thanh phan do luong su hai 10ng cho thay diém s trung binh caa sy hai long trong 3 bién
dao dong trong khoang tir 4,03 dén 4,11. Nhin chung ty & du khach duoc hoi tra 1oi diém
s6 & mic 4 va 5 diém 1a nhiéu nhat (dao dong trong khoang 77%). Trong khi d6, ty 18 du
khach tra 10i & muc diém 1 va 2 chi chiém khoang 4%.

Sau khi str dung céc k¥ thuat phan tich Cronbach’s Alpha, phén tich nhan t6 kham
pha (EFA), phan tich nhan t6 khang dinh (CFA) dé kiém dinh gia tri tin cay, gia tri
phan biét, hiéu luc va do hoi tu caa cac thanh phan do luong; dong thoi thuc hién phan

tich md tinh ciu tric tuyén tinh (SEM) dé kiém dinh gia thuyét nghién ctu. Két qua
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cho thay, yéu t6 “Su hai long cua du khach — SA” bao gdm 3 bién quan sat c6 anh
huong duong truc tiép dén “Long trung thanh ctia du khach — LO” véi hé sé anh
huong 12 0,281. Két qua nay giéng véi cac nghién ctru lién quan trude day cua Heesup
Han & Kisang Ryu, 2009; Gyu-Sam Hwang, Hye-Sook Kim & Sang-Youn Lee,
2016; Kim, Cho, Jeong, 2016; Syafrizal Helmi Situmorang, 2017; Ozdemir-Giizel &
cong su, 2018; Davaasuren Samdan, Young-Wee Han, 2018; Xiangdong Shen &
Byung-Ryul Bae, 2018; Raghavendra G & cong su, 2019. Két qua nay ciing ham y
rang viéc nang cao sy hai long caa du khach s& 1am cho mirc d6 trung thanh caa ho
gia tang. Két qua cling chi ra rang cac bién doc 1ap (gia tri cam nhan caa du khach,
su hai long cua du khéach) gop phan giai thich dugc 49,7 % phuong sai vé mic do
trung thanh cua du khéach (LO) tai cac resort (R2 = 0,497). Két qua dugc trinh bay tai
bang 4.3.

Bang 4.3. Anh hwéng cia sy hai long dén 1ong trung thanh cia du khach

Hé s6 anh
biém | hwéng

Tr;g;]h h?; M@ ta thanh phan do lwong trung | dén long
P ; binh | trung
thanh
SAl Su dung dich vu tai resort nay la lya chon ding 409 0,281
N dan :
Su hal IongSAZ Dich vu cuta resort nay luén dap tmg dugc mong

cua du AP 4,03

khach dol cua tol . -
SA3 |Nhin chung, t6i hai long vai chat luong dich vu 411

cua resort nay
Nguon: Keét qua nghién cizu cua tac gia, 2022

4.1.4. Phan tich vai trd trung gian caa gia tri cam nhan trong méi quan hé giira
khong gian dich vu va sw hai long caa du khéch

Két qua cho thay “gia tri cam nhan cua du khach (PE)” déng vai tro trung gian
dang ké trong anh huong cua “khong gian dich vu (AM, FA, SI, CL)” dén “sy hai
Iong cua du khach (SA)”: (AM > PE- SA: 0,110, sig = 0,003 < 0,05; FA > PE >
SA: 0,177, sig = 0,001 <0,05; SI - PE - SA: 0,232, sig = 0,001 < 0,05; CL - PE
- SA: 0,203, sig = 0,002 < 0,05) (Preacher & Hayes, 2008). Két qua nay twong dong
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vé6i két qua cia mot sé nghién cau lién quan gan day (Heesup Han & cong su, 2009;
Kim & cong sy, 2016; Davaasuren Samdan & cong su, 2018; Ozdemir-Giizel & cong
su, 2018; Xiangdong Shen & Byung-Ryul Bae, 2018; Raghavendra G & cong su,
2019; Marso & cong su, 2020). Két qua nay ciing ham y rang, cac thanh phan cua
khong gian dich vu duoc khach hang cam nhan tét s& dem dén sy hai long cho du
khach khi luu tra tai cac resort & Khanh Hoa.
4.1.5. Phan tich vai tro trung gian cia sw hai 1ong trong méi quan hé giira gia tri
cam nhan va long trung thanh caa du khach

Két qua cho thay “su hai 1ong cua du khach (SA)” déng vai tro trung gian trong
anh huong cua “gia tri cam nhan cua du khach (PE)” dén “long trung thanh cta du
khach (LO)”: (PE - SA-> LO: 0,197, sig = 0,001 < 0,05). Ngoai ra, “gia tri cam
nhan cua du khach (PE)” ciing ¢6 anh huong truc tiép dén “long trung thanh cua du
khach (LO)”. Tir d6, ta co thé két luan duoc rang: “su hai 10ng caa du khach (SA)”
dong vai tro trung gian mat phan trong anh huong cua “gia tri cam nhan caa du
khach (PE)” dén “long trung thanh cua du khach (LO)” (Preacher & Hayes, 2008).
Két qua nay 1a mot diém méi trong nghién ctru cua tac gia, cho thy gia tri cam nhan
vira ¢6 anh huong truc tiép dén 1ong trung thanh cua du khach, vira ¢d anh huong
gian tiép dén long trung thanh caa du khach thdng qua sy hai long.
4.1.6. Kiém dinh s khac biét cho long trung thanh ciia du khach lién quan dén
diic diém nhan khau hoc

Két qua phan tich ANOVA cho thay: gia tri F ang voi muc y nghia 0,024 < 0,05.
Piéu nay cho phép khang dinh c6 khéc biét vé long trung thanh gitra s6 lan luu tra
khac nhau cua du khach. Do d6, tac gia da lam mdt phan tich chuyén sau ANOVA
bang céch sir dung kiém dinh Post-Hoc nham tim ra chd khac biét. Két qua kiém dinh
Post-Hoc cho thy c6 khac biét vé 1ong trung thanh ctia 4 nhém du khéach véi s 1an
Iuru tri khac nhau. D6 thi Means Plots cho thay s lan luu tri ciia du khach cang nhiéu
thi mae d6 trung thanh cang lon.

Két qua phan tich ANOVA cho thdy c6 sy khac biét co ban trong dic diém nhan

khau hoc cta du khach lién quan dén 10ng trung thanh cua khéch, cu thé: nghién cau
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d3 tim thay su khéc biét co y nghia thong ké & mic (p <0,05) giita giira s6 lan luu tra
khac nhau cua du khach. Theo két qua nay nhitng ngudi ¢6 s6 lan luu tra cang nhiéu
thi mirc do trung thanh cang cao. Didu ndy phan anh mét thuc té 1a khi du khéach cang
trung thanh véi resort thi ho cang c6 nhu cau lwu tra 13p lai tai chinh resort do.

4.2. Mdt s6 ham y quan tri d8i véi nha quan ly resort tai Khanh Hoa

4.2.1. Cai thién yéu té khong gian dich vu

Tir két qua nghién ctru ta thay khong gian dich vu c6 anh huéng cung chiéu dén
gia tri cam nhan cua du khach, gia tri cam nhan cua du khach c6 anh huong cung
chiéu dén sy hai long va long trung thanh cua du khach, ngoai ra sy hai 10ng ¢6 anh
huong cing chiéu dén 1ong trung thanh cia du khach. Do d6, khong gian dich vu
dugce xem 13 mot tién t6 cdt 161 va quan trong trong mbi quan hé ndy. Viéc cai thién
yéu t6 khong gian dich vu s& gitip nang cao gia tri cam nhan, sy hai 1ong va 1ong trung
thanh cta du khéch; tir d6 gitlip gia tdng nang lyc canh tranh cho céc resort tai Khanh
Hoa.

Nhin chung, két qua danh gid cua du khach ddi voi khong gian dich vu tai cac
resort & Khanh Hoa la twong d6i kha quan, v&i gid tri trung binh déu 16n hon 3. Bén
canh d6, két qua phan tich mé hinh ciu trac tuyén tinh cho thay ¢ 4 thanh phan cua
khong gian dich vu c6 &nh hudng cung chiéu dén gia tri cdm nhan cua du khach, dugc
sap xép theo mirc d6 anh huong giam dan nhu sau: ddu hi¢u va biéu twong, sw sach
sé, tinh thim my ciia co s6, moi trwong xung quanh. Sau diy tac gia xin dé xuat
mot s6 ham ¥ quan tri dbi voi 4 thanh phan cua khong gian dich vu:
4.2.1.1. Vé dau hiéu va biéu twong

D4y 1a thanh phan c6 muac do anh huong quan trong nhat dén gid tri cam nhan caa
du khach, vai hé sb hdi quy 1 0,356; dugc thé hién qua cac bién quan séat SI1: Resort
nay cé day di dau hiéu va hinh anh chi dan, SI2: Bién bao va hinh anh chi ddn duroc
bé tri hop 1y, SI3: Bién bao va hinh dnh chi ddn cé kich cé hep 1y, dé dang quan sat,
Sl4: Bién béo va hinh anh chi dan dé hiéu, SI5: Bién bao va hinh anh chi ddn gilp
ich cho du khach.
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Vi day 1a thanh phan then chét c6 anh hudng dén gié tri cam nhan caa du khach
nén cac nha quan ly resort can chu trong cai thién that tét thanh phan nay nham phat
huy hon nira nhirng diém manh di dat duoc va han ché nhitng diéu yéu dang gap phai.
Trong cac bién thudc thanh phan dau hiéu va biéu twgng thi bién quan sat SI11: Resort
nay cé day di bién bao va hinh anh chs dan, SI2: Bién bao va hinh anh chi ddn duroc
bo tri hop Iy, SI4: Bién bao va hinh anh chi dan dé hiéu, dugce du khach danh gia cao
nhat véi cling gié tri trung binh 12 4,11; diéu nay 1a hoan toan ding véi thyc trang cua
c4c resort tai Khanh Hoa khi tat ca cac resort déu lap dat day da bién bao va hinh anh
chi dan, déng thoi cac bién bao va hinh anh chi din nay duoc b tri hop ly va cung
cap thong tin rd rang, dé hiéu dem dén su thuan tién cho du khach khi tiép can cac
dich vu tai day. Bién quan sat SI3: Bién b&o va hinh dnh chi dan cé kich cé hop Iy,
dé dang quan sat, SI5: Bién bao va hinh anh chi dan gidp ich cho du khach, duoc du
khach danh gia thap hon véi gid tri trung binh 13 4,09; do d6, cac nha quan ly resort
can quan tAm hon nita & hoan thién thém cac noi dung nay.

Dua vao két qua phan tich & trén, cing véi thuc trang hién nay tai cac resort ¢
Khanh Hoa, tac gia xin d& xuat mot sé goi y dén cac nha quan Iy resort nham gidp
cai thién chat luong bién bao va hinh anh chi dan:

- Ra soat, bd sung thém céc bién bao va hinh anh chi dan con thiéu tai cac resort.

- B4 tri hé théng bién bao va hinh anh chi dan & vi tri phi hop nham gitp du khach
thuan tién trong viéc nam bat thong tin dé cd thé tiép can céc dich vy trong resort mot
cach nhanh chéng nhat.

- Stra chita, lap dat mgi cac bién bao va hinh anh chi dan bi hu hong, bi phai mo
hoac co kich thudc chua phu hop.

- Hé thdng bién béo va hinh anh chi dan can dugc thdng nhat vé mau sac, chat liéu
dé tao diém nhan va gia tang sy chi y tir phia du khach.

- Hé thdng bién bao va hinh anh chi dan can dugc bd sung thém ngdn ngir ban dia
ctia ddi tuong du khach muc tiéu ma resort dang phuc vu, nham tao sy thuan lgi cho

d6i twong du khéach nay trong viéc nam bat thong tin.
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- Hé thdng bién bao va hinh anh chi din c6 thé duoc tich hop vai truy xut théng
tin (QR Code) nhiam gitp du khach d& dang tim kiém, tra ctu théng tin.
4.2.1.2. \Vé su sach sé

Pay 1a thanh phan ¢6 mirc d6 anh huang thir hai dén gié tri cam nhan cua du khach,
vé6i hé sé hoi quy 12 0,311; duoc thé hién qua cac bién quan sat CL1: Mdt tien cua
resort nay luén dwoc giir sach sé, CL2: Khudn vién trong resort nay luén dwoc Qi
sach sé, CL5: Phong khdch heu trii dwoc lau don méi ngay, CL6: Resort ludn duy tri
cac phong v¢ sinh sach sé. Nhin chung, su sach sé€ cua céc resort & Khanh Hoa dugc
du khach danh gia diém trung binh kha cao, trong d6 bién quan sat CL6: Resort ludn
duy tri cac phong vé sinh sach sé, dugc du khach danh gia cao nhat véi gia tri trung
binh 14 4,13; diéu ndy phan &nh mét thuc té 1a khu vuc vé sinh luén dugc céc resort
quan tam dic biét bai day 1a noi c6 tan suat st dung nhiéu, dé dé lai 4n tugng trong
tam tri khach hang va lién quan dén van dé an toan suc khoe cho du khach. Cac bién
CL2 va CL1 ciing dugc du khach danh gia kha tét vai gia tri trung binh 1an luot 13
4,09 va 4,07. Riéng bién quan sat CL5: Phong khdch lieu trii dwoc lau don mdi ngay,
dugc du khach danh gia thap nhét véi gié tri trung binh 13 4,06; do d6, cac nha quan
ly resort cin quan tdm hon nita d6i vai viéc vé sinh budng phong, bai phong khach
lwu tr 12 khu vuc du khach danh nhiéu thoi gian cho viéc nghi ngoi va sinh hoat,
budng phong sach s& s& dem dén sy an thm va cam giac thoai mai cho du khach.

Dua vao két qua phan tich o trén, cling véi thyuc trang hién nay tai céc resort ¢
Khanh Hoa, tac gia xin d& xuat mot sé goi y dén cac nha quan Iy resort nham gidp
cal thién su sach sé:

- Xay dung bang tiéu chuan va huéng dan cong viéc vé sinh trong resort véi cac
nodi dung cy thé cho ting khu vuc: mat tién, khuén vién, budng phong, khu vuc veé
sinh...

- Huéng dan, huan luyén nhan vién tuan thi quy trinh, thyc hién cong viéc vé sinh
trong resort theo dung tiéu chuan dé ludn ludn duy tri sy sach s& caa resort & mic cao

nhat.
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- Mua sam, trang bi day du cac trang thiét bi vé sinh dé gitp nhan vién thuc hién
tdt nhat cong viéc vé sinh tai resort.

- Tang cudng kiém tra, giam sat, danh gia viéc vé sinh tai cac khu vurc trong resort
dé dam bao rang viéc vé sinh duogc thyc hién dang theo tiéu chuan dé ra.

- Co6 quy dinh khen thuong va xir phat nhan vién thuc hién cong viéc vé sinh trong
resort dé tao dong luc gitp ho ludn duy tri vé sinh & muc tét nhét.
4.2.1.3. Vé tinh thAm my cia co s&

Pay 1a thanh phan c6 muc do anh hudng thir ba dén gié tri cam nhan caa du khach,
véi hé sé hdi quy 1a 0,271; dugc thé hién qua cac bién quan sat FAL: Kién trac cua
resort doc dao v6i diém trung binh 1a 4,13 va FA2: Resort dugc trang tri dep mat véi
diém trung binh 14 4,09. Pay 1 thanh phan duoc du khach danh gia véi diém trung
binh cao. Tinh thAm m¥ ctia co s¢ 1a mot yéu td quan trong gitip tao diém nhan va thu
hat du khach dén véi resort khi khach hang hién nay thuong c6 xu hudéng tim dén
nhirng resort co kién trac dep, doc ddo, méi la va ngoai viéc luu tra thong thuong,
phan nhiéu du khach c6 thém nhu cau “Check-in song a0” khi dén véi cac resort nay.

Dua vao két qua phan tich & trén, cing véi thuc trang hién nay tai cac resort ¢
Khanh Hoa, tac gia xin dé xuat mot sé goi y dén cac nha quan Iy resort nham gidp
cai thién tinh tham m¥ cua co so:

- Tim hiéu nhu cau caa khach hang muc tiéu vé sé thich, nhu cau déi véi kién tric
resort mong muan.

- Tim hiéu vé cac phong céach kién tric méi la, dep va doc dao dang trd thanh xu
hudng hién nay.

- Nang cp, stra chita déi voi nhitng kién tric resort khong con duoc khéach hang
ua thich, hoic xay méi, bo sung thém cac cac cong trinh kién tric dé tao diém nhan
gitip thu hat du khach.

- Thiét ké, trang tri cac khu vuc trong resort dep mét theo cha dé/loai hinh resort
nham dap (ng nhu cau cua khach hang muc tiéu.

- Ludn theo ddi, bo sung, 1am méi co s vat chat dich vy dé luén giir cho phong

cach kién tric va phong céch trang tri cua resort méi mé va dep mat.
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4.2.1.4. \Vé méi tredong xung quanh

Pay 1a thanh phan c6 mic do anh hwong thap nhat dén gia tri cam nhan cua du
khach, véi hé sb hdi quy 12 0,169; duoc thé hién qua cac bién quan sat AM1: Khdng
khi ¢ resort nay thi trong lanh, AM3: Mirc do dnh séng tong thé trong resort nay |a
phit hop, AM4: Am nhac tong thé trong resort nay la phit hop, AMS: Mau sdc dwgc
st dung trong resort ndy tao ra mét bau khéng khi am dp, AM6: Muii thom & resort
nay thdt dé chiu véi diém trung binh 1an luot 12 3,15; 3,21; 3,26; 3,20; 3,28. Pay ciing
1a thanh phan dugc du khach danh gia véi diém trung binh thap nhat trong cac thanh
phan thudc khong gian dich vu. M6i trudng xung quanh lién quan dén cac yéu té bau
khong khi, anh sang, 4m nhac, mau sac, mui thom s& gitp cho du khach c6 mot cam
nhan v6 hinh, mot nét riéng biét, mdt cai “t61” cua tung resort, va 1a thanh phén co
ban hinh thanh nén khong gian dich vu cua resort

Dua vao két qua phan tich ¢ trén, clng véi thuc trang hién nay tai cac resort &
Khanh Hoa, tac gia xin d& xuat mot sé goi y dén cac nha quan Iy resort nham gidp
cai thién moi truong xung quanh:

- Luén duy tri bau khong khi resort trong lanh, sach s& va gan lién véi thién nhién.

- Duy tri mic anh sang trong resort phu hop vai tirng khu vuc dich vu khéc nhau,
dap wng nhu cau cua d6i teong khach hang muc tiéu, phd hop véi cha dé/loai hinh
resort dang kinh doanh.

- Str dyng am thanh trong resort & cuong d6 vira phai, nhe hang két hop véi céc
loai hinh &m nhac tinh té giup dem dén cam giac d& chiu, thu gian cho du khach khi
luu tr tai resort.

- Mau sic trong resort can duoc bay phéi tinh té, theo dung chu dé/loai hinh resort
dang kinh doanh nham dem dén cam giac thu thai cho du khach.

- Mui thom trong resort can duoc sir dung & muc vira phai, diu nhe, tinh té gidp
luén dem lai cam giéc sang trong va thu gian cho du khach.

4.2.2. Nang cao gia tri cam nhan cia du khach
Tir két qua nghién ctu ta thy, gia tri cam nhan 1a mét yéu t6 c6 anh hudng clng

chiéu dén ca sy hai long va long trung thanh ciia du khach. Do d6, viéc nang cao gia
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tri cam nhan sé gilp cai thién sy hai lIong va long trung thanh caa du khach. Gia tri
cam nhan caa du khach thé hién qua 4 bién quan sat PE1: Resort ndy la thuong hiéu
dwoc nhiéu khach hang biér dén, PE2: Gia ca cua resort ndy twong xing véi chat
lirong, PE3: T6i rat thich ky nghi & resort ndy hon cdc resort khac, PE4: Nhin chung,
trai nghiém tai resort nay dem lai cam nhdn tuyét voi. Du khach ngoai viéc danh gia
cam nhén vé chat luong téng thé caa resort ndi chung, thi ho con quan tim dén thuong
hiéu va gia ca cua resort. V& mit thuong hiéu, nd nhu 13 mot sy bao dam cho du khach
khi mua san pham bai vi san pham Iuu tra 1a mot san pham vo hinh; do dé, nhiing
resort da xay dung duoc thuong thiéu s& dem dén sy an tdm cho du khach. Vé mat
gia ca, du khach ludn c6 su so sanh giira mac chat lugng dich vu nhan duoc véi sb
tién ma ho bo ra; do do, viéc nghién ciru, tinh toan, dua ra chién luoc gia hop 1y,
twong x(rng Va&i chat lugng dich vu s& gilp nang cao sy hai 1ong va 1ong trung thanh
cua du khach.

Tir déy, tac gia xin dé xuat mot sé goi y dén céc nha quan Iy resort d6i voi hai noi
dung nay:

% VVé mit thwong hiéu:

- Dinh Vi thwong hiéu resort. Cac nha quan ly resort can xéac dinh vi tri thwong hiéu
ctia minh dé cd sy khac biét va tao cho nd mét hinh anh riéng ddi véi du khach. Bé
dinh vi thuong hiéu, cac nha quan ly resort can phai: nhan dang khach hang muc tiéu,
nghién cau phét trién san pham dich vu, x4c dinh tiéu thirc dinh vi va quyét dinh
phuong an dinh vi.

- Duy tri sw dong bg va nhat quan vé mdt thwong hiéu. Thuong hiéu sau khi dinh
vi can duogc duy tri ddng bo va nhat quan nham tao ra hinh anh chuyén nghiép, dem
lai su quen thuoc va ghi nhé trong tdm tri caa du khéach.

- Xay ding bé nhdn dién thiwong hiéu thé hién vin héa riéng cia resort. Bo nhan
dién thuong hiéu 12 yéu t6 then chét gitp du khach ghi nhé vé hinh anh resort. Resort
can xay dung bo nhan dién thwong thiéu mot cach dong bo bao gom cac yéu to co
ban sau.

+ Tén thuong hi¢u, logo, slogan;
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+ Nhan dién vin phong: danh thiép, héa don, phong bi, con dau, dong phuc nhan
vién van phong...;

+ Nhan dién resort: phong céch thiét ké chung, d6 dac néi that, hinh thac ban chi
dan, cac vat dung trong nha hang (ly, cdc, bat, dia, thia, gidy 4n...) va phong khach
Iuru tra déu duoc in logo (ga trai givong, vo goi, khin tam...);

Céac an pham marketing: profile, brochure, catalogue, poster quang c&o, mau
email marketing resort, website resort... d&u c6 mot chung mot mau thiét ké, dam bao
tinh nhat quan.

- Hudn luyén, nang cao nhdn thic cia nhan vién vé thirong hiéu va phat trién
thwong hiéu. Khi nhan vién resort hiéu duoc tam quan trong ciia thuong hiéu, ho s&
nd luc hon dé gop phan xay dung va phaét trién thuong hiéu, dong thoi mdi nhan vién
la mot dai str thwong hiéu, quang ba hinh anh resort dén khéach hang, ban bé va nguoi
than.

- Tang cuong quang ba hinh anh resort trén cdc phuong tién thong tin dai chung.
Viéc tich cuc quang ba hinh anh resort s& gidp resort dé dang tiép can khach hang
tiém nang, dong thoi nang cao mire d6 nhan biét tir khach hang. Céc resort c6 thé
quang ba hinh anh trén cac phuong tién truyén théng nhu: tivi, tap chi, an pham du
lich, profile, brochure, catalogue, poster quang cao, ... hoac théng qua cac hinh thic
marketing online dang 13 xu huéng phé bién hién nay nhu: facebook, youtube,
intagram, zala, twitter,... hoac théng qua cac OTA.
< VVé mit gia ca:

- Xdc dinh chi phi san pham djch vu. Gia ca dich vu vé co ban duoc xac dinh dua
trén chi phi; do d6, cac nha quan 1y resort can xac dinh cu thé, chi tiét chi phi cho céc
san pham dich vu dé 1am co s& cho viéc tinh toan gia ca.

- So sanh véi san pham va gia ca cia doi thi canh tranh. Khach hang danh gia vé
gia ca va gia tri cia mot san pham thuong dua trén gia ca va gid tri cua nhitng san
pham tuwong duong (Philip Kotler & Kevin Lane Keller, 2006). Do dé, cac nha quan

ly resort can phai so sanh vé mit gia ca va chat luong san pham resort ciia minh véi
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dbi thu canh tranh; tir d6, dwa ra mic gia hop 1y, twong xtng véi chét luong dich vu,
dam bao tinh canh tranh va dem dén sy hai long cho khach hang.

- Thuc hién chién liroc gia cho goi san phdam. Céac nha quan 1y resort nén té hop
mot s6 san pham lai thanh géi va ban véi mirc thip hon téng mic gia cia cac san
pham don 1¢ cong lai vi du nhw g6i san phdm leu trii va dn uéng, goi san phdam leu
tr(i va spa, goi san phdam leu trii va dich vu danh gon, ... hoic c6 thé két hop vai céc
cong ty It hanh, hang hang khong dé dua ra cac gbi san pham nhu g6i san pham leu
tri va vé may bay khi hoi, goi san pham lieu trii va dich vu vui choi gidi tri, goi san
phdm lueu trii va dich vy tham quan du lich. Vi chién lugc gia nay, resort s& dem dén
su chon lya da dang hon cho khach hang, dong thoi gilp resort ting thém doanh sé
ban cac san pham dich vu.

- Thyee hién chién lwoc gia khuyén mai. Cac nha quan ly resort nén dua ra céc
chuong trinh, muc gia khuyén mai; dac biét 1a trong mia thap diém du lich hoac danh
cho ddi twong khach trung thanh véi tan suét sir dung dich vy thuong xuyén. Chién
lugc gid nay sé gitip duy tri lugng khach hang on dinh, dong thoi gia tang long trung
thanh cta khach hang.

4.3. Mot s6 khuyén nghi ddi v6i cac co quan quan 1y du lich tai Khanh Hoa

Véi cac ham y quan tri dua ra, tac gia hy vong cac nha quan ly resort & Khanh Hoa
s& ndm bat va van dung hiéu qua, giup nang cao nang luc canh tranh cho ting resort
ndi riéng va nang cao nang luc canh tranh cho céc resort & Khanh Hoa noi chung so
Vi cac diém dén du lich khéc. Cac phan tich ¢ trén da cho thay khong gian dich vu
la yéu t6 anh huong dén gid tri cam nhan cua du khach, tir d6 anh hudong dén sy hai
long cua ho. Nhirng du khach hai 1ong thuong c6 xu hudng trung thanh va ho sé quay
lai cac resort tai Khanh Hoa & 1an du lich tiép theo, diéu d6 dong nghia véi viéc diém
dén du lich Khanh Hoa s& c6 mét lwong khéach hang trung thanh nhat dinh. Tuy nhién,
xét & mot goc do khac, d6i voi nhimg du khach chua 1an nao dén Khanh Hoa, khi di
du lich ho s& c6 xu huéng lya chon diém dén du lich truéc tién thay vi lya chon co
s& luu tra du lich. Vi vay, viéc quang b4, thu hit du khach dén véi Khanh Hoa 1a mot

cdng viéc hét sic quan trong va cap thiét, tao diéu kién thuan lgi cho hoat dong kinh
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doanh du lich no6i chung va kinh doanh resort néi riéng. Do do, tac gia xin dua ra mot
s6 khuyén nghi dén cac co quan quan ly du lich tai Khanh Hoa nham thu hat du khach,
g6p phan gién tiép hd trg cho hoat dong kinh doanh resort tai Khanh Hoa:

4.3.1. Tang cuwdng cdng tic xic tién quang ba du lich.

- Nang cao nhan thirc vé du lich trong cac cap, cac nganh va nhan dan; tao 1ap va
nang cao hinh anh du lich Khanh Hoa trong khu virc va trén thé gidi dé qua do6 thu
hut khach du lich va ngudn vén dau tu vao du lich.

- Xay dung hé thdng céc trung tdm huéng dan va cung cap thong tin cho khach
du lich & nhirg diu méi giao thong quan trong.

- Tang cuong Gmg dung cong nghé thong tin hién dai, phdi hop véi cac co quan
thong tin dai ching, cac lyc lugng thong tin doi ngoai, ddt cac van phong xuc tién
du lich tai cac thi trudng trong diém; tranh thu hd tro quéc té dé xic tién quang ba
du lich.

- Thue hién cac chuong trinh thong tin tuyén tuyén, cong bd nhitng su kién thé
thao, vin hoa, 1& hoi 16n cua tinh trén pham vi toan quéc; td chure cac chién dich xtc
tién su kién, quang ba, phat dong thi truong theo chuyén dé: to chirc va tham gia hoi
cho, trién 13m, hoi nghi, hoi thao du lich ¢ trong nudc va qudc té dé gisi thidu rong
rdi tiém nang du lich tai diém dén, kich thich nhu cau du lich trong nudc va quéc té.
4.3.2. Cai thién va nang cao chat lwong méi truong du lich.

- Bén canh viéc khai thac ngudn tai nguyén du lich dé phat trién cac san pham du
lich, can c6 ké hoach, chinh sach va nguén ngan sach danh cho viéc cai thién va bao
vé mdi truong du lich, bao ton va phat huy cic ngudn tai nguyén nhan vin. Doi véi
tai nguyén thién nhién nhu bién, dao, hé sinh thai bién,... thuong xuyén c6 cac hoat
dong don dep vé sinh bo bién, khu vuc ven bién; thuc hién cong tac tuyén truyén bao
vé méi trudng bién, ning cao y thirc bao vé mdi trudng va kéu goi su tham gia khong
chi ctia ngudi dan dia phuong ma ca du khach dén Khanh Hoa . P6i v6i nguon tai
nguyén du lich nhan van, c6 ké hoach trung tu dinh ki céc di tich van héa xuéng cap

do anh huong cua thoi tiét, nAng cao nhan thirc cia ngudi dan dia phuong va du khach
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vé viéc bao vé, khong c6 nhitng hanh dong pha hoai ddi véi nhitng di tich van héa
khi tham quan.

- Tuyén truyén, nang cao nhan thirc cia cac co sd doanh nghiép, cac ho ca thé tu
nhan kinh doanh du lich va nguo1 dan dia phuong dé tao mot moi truong du lich van
minh, than thién, an toan tai Khanh Hoa. Déy manh cong tac kiém tra céc co s& kinh
doanh du lich, cac diém tham quan, mua sdm, ngin chin tinh trang ning gia trong
mua cao diém, tinh trang “hét gia”, “chat chém” du khach khi mua sam, chi tiéu tai
diém dén. Bén canh d6, can c6 quy hoach cu thé, chuyén dbi va tim kiém cong viéc
cho nhirng c4 nhan dang hoat dong an xin, budn ban trai phép céac loai sach bdo, van
héa pham xung quanh cac diém tham quan du lich.

4.3.3. Pa dang hoa va nang cao chit lwong sian phiam du lich.

- Khai thac ngudn tai nguyén du lich thién nhién bién dao dé phat trién cac san
pham du lich cao cap tai cac khu du lich quéc gia va cac san pham mang tinh dic thu
nhu khadm pha day bién, tham quan céc dao, du lich bién dém, ciu muc, ciu ca...
Ngoai ra, can thiét phat trién cac san pham du lich sinh thai nti nhu loai hinh du lich
nghi dudng nui, thé thao leo nui, tim bun, tim nudc khoang... gan vai cac khu du
lich.

- Tap trung dau tu bao ton va phat trién cac lang nghé tha céng my nghé truyén
théng tai diém dén. Pay manh khai thac cac tour du lich tham quan cic lang nghé dé
gi6i thiéu véi du khach, dac biét 1a véi du khach quéc té. Bén canh do, viéc thu hut
du khach dén tham quan céc lang nghé s& gop phan quang ba va tiéu thu cac san pham
thu cong, ting thoi gian luu lai va ting chi tiéu cta du khach, gop phan ting doanh
thu du lich. Mt khac, ngoai viéc thu hat du khach dén véi cac lang nghé, can day
manh xuc tién cong tic quiang ba cac san pham truyén thong tir cac lang nghé, tim
kiém déu ra cho cc san pham, tao thém ngudn thu, bao dam mirc sdng cho ngudi dan
tai cac lang nghé tiép tuc duy tri, bao ton va phat huy cac gia tri van hoa truyén thong.

- Phat trién cac san pham du lich vin hoéa gan vdi cac 18 hoi truyén théng, 18 hoi
dan gian ctia nguoi dan dia phuong. Ngoai L& hoi Festival Bién duoc to chire dinh ki

2 nam/lan duge quang ba rong rai va thu hit dugc nhiéu du khach dén véi Khanh
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Hoa, thi hang ndm cac co quan quan 1y, cac cap, ban nganh can dau tu quang ba, phat
trién nhitng 18 hoi truyén thong cua ngudi dan nhu 18 hoi Thap Ba Ponagar, 1& hoi
Nghinh ¢4 Ngu Ong... dén véi du khach trong va ngoai nude.

- Ngoai ra can ddy manh phat trién du lich MICE va du lich tau bién. Déi véi du
lich MICE, cén thiét phai xdy dung cac trung tdm hoi nghi hoi thao 16n két hop véi
cac cong trinh dich vu va vui choi giai tri cao cp... Ddi v6i du lich tau bién, can phat
trién céc tour du lich ngin gan lién vé6i du lich ddng qué thudc khu vuc Nha Trang va
cac vung phu cén.

- Viéc da dang hoa va nang cao chat luong san pham du lich tai Khanh Hoa phai
gén lién véi viée tim kiém va mo rong thi truong du lich.

4.3.4. Pau tw xay dung co sé ha tang, vat chat k§ thuat phuc vu du lich.

- Pau tu xay dung, nang cip hé thong giao thong khu vuc diém dén Nha Trang va
cac ving phu can, dic biét 1a hé théng giao thong duong bo, dudng bién va duong
hang khong, 13 nhitng hé théng giao thong hang nim dén tiép mot lugng 16n khach
du lich trong va ngoai nudc. Can nang cao chat lugng duong sa, cau cang, cac tuyén
duong tinh 16 tao diéu kién thuén tién cho viéc di chuyén an toan va nhanh chéng
giita cac diém dén trong khu vuc.

- Pau tu nang cap ca vé sb luong va chat luong cac phuong tién van chuyén phuc
vu du lich, phuc vu kip thoi nhu cau di chuyén cia du khach dén céac diém tham quan
tai diém dén va giira cac diém dén trong khu vuc.

- Can c6 quy hoach xdy dung cu thé déng bd cac co s¢ ha tang phuc vu du lich.
Bén canh viéc dau tu xay dung thém co s¢ dich vu luu trti va dich vu an uéng dap
g kip thoi sb luong khach dén véi Khanh Hoa ngay cang ting, can chu trong dau
tu xay dung cic co s vui choi giai tri, cic khu mua sam phuc vy nhu cau vui choi
giai tri, ting thoi gian luu tril va ting chi tiéu cta du khach khi dén Khanh Hoa.

- Nang cép hé théng co s¢ dich vu luu tra, co s dich vu an uéng dat tiéu chuéan
qudc té, dap ing nhu ciu ngay cang cao ciia du khach. Tang sé lugng co s6 luu tra

dat tiéu chuén 4 sao tr& 1én, cac khu resort phuc vu loai hinh du lich nghi dudng.
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4.3.5. Pao tao va niang cao chit lwong ngudn nhin hre phuc vu du lich.

- Can ndm dugc tinh hinh nguén nhén lyc va nhu cu nhan luc phuc vu du lich
trong thoi gian toi, dé xay dung dugc ké hoach cu thé cho viéc dao tao nguén nhan
Iuc cho du lich Khanh Hoa. B¢ lam duoc viéc d6, can tién hanh diéu tra phan loai
trinh d6 nghiép vu cua toan bo can by nhan vién va lao dong hién dang cong tac, tham
gia hoat dong kinh doanh, phuc vu trong linh vyc du lich, cling nhu nhu cAu nhan luc
trong thoi gian tdi ciia cac doanh nghi€p hoat dong du lich tai diém dén. Két qua diéu
tra s& cho phép dua ra mot ké hoach ddo tao cu thé cac cap trinh do chuyén nganh,
bao gSm ca dao tao lai va dao tao moi nguén nhan luc lanh nghé va nguén nhan luc
chat luong cao dap ing duoc yéu cau phat trién hién nay cua du lich Khanh Hoa.

- Tiép tuc thyc hién chuong trinh dao tao lai lao dong trong nganh du lich Khéanh
Hoa & cac cap trinh do, chuyén nganh khac nhau. Cir nhan vién dang phuc vu trong
linh vuc du lich di hoc tap, nang cao trinh do tay nghé, k¥ ning quan 1y thong qua cac
khoéa hoc ngén han, cac budi tap huén.

- Tang cuong cong tac dao tao chinh quy vé du lich trinh do dai hoc va trén dai hoc
vé nghiép vu du lich. Pay s& 1a luc lwong can bd quan 1y nong cbt gbp phan quan
trong vao sy nghiép d6i méi theo hudng cong nghiép hoa va hién dai héa nganh du
lich cia Khanh Hoa Hoa trong tuong lai.

- C6 ké hoach ctr cac can bo tré ¢o trinh do va cac sinh vién c6 niang luc sang cac
nuoc phat trién dé dao tao trinh d6 dai hoc va sau dai hoc cling nhu dé thuc tap nang
cao trinh d§ nghi¢p vu chuyén nganh du lich.

Dé thuc hién duoc nhirng cong tac trén can co su quan tam cua cac cép lanh dao,
su tham gia dong bo cua tit ca cac ban nganh dia phuong va ca nguoi dan tai diém
dén, nhim tao mot moi treong du lich van minh, an toan, nang cao nang luc canh

tranh cho diém dén du lich Khanh Hoa
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Tiéu két chwong 4

Chuong nay da trinh bay tom tat nhitng két qua nghién ctiru cua luan an; déng thoi
dua ra mot s6 ham y quan tri gilp cac nha quan ly resort cai thién khong gian dich
vu, gi tri cam nhan dé tir d6 nang cao su hai 1ong va 1ong trung thanh caa du khach.
CAc giai phap cai thién khong gian dich vy tap trung vao 4 thanh phan 1a dau hiéu va
biéu tuong, su sach s&, tinh thAm my¥ caa co sé, mdi trudng xung quanh; cac giai phai
cai thién gié tri cam nhan tap trung vao mat gia ca va thuong hiéu. Cudi ciing, luan
an da dé xuat mot so khuyén nghi dén cac co quan quan ly du lich tai Khanh Hoa
nham thu hat du khach, gop phan gian tiép hd trg cho hoat dong kinh doanh resort tai
Khanh Hoa.
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KET LUAN

Véi loi thé vé vi tri dia 1y, diéu kién khi hau va canh quan thién nhién; Khanh Hoa
luon 1a diém dén du lich hap dan ddi véi du khach trong va ngoai nuée. Cac co s
lwu tra du lich néi chung va cac resort ndi riéng 1a mot phan caa cung du lich, dap
trng nhu cau luu tra cho du khach khi dén tham quan, nghi dudng va du lich tai Khanh
Hoa.

Khi luu tra tai céc resort & Khanh Hoa, du khach khdng chi quan tim dén vi tri,
nhan vién, chat lugng dich vu va gia ca...; ma ho con bi thu hat béi yéu té khong gian
dich vu. Khong gian dich vu - Servicescape 1a mot thuat ngit duoc dinh nghia lan dau
boi Bitner nam 1992, né chinh 1a thiét ké cuia moi truong vat chat dic trung cho boi
canh ma dich vu dién ra, cu thé trong nghién ctru ndy d6 chinh la méi trudng vat chat
trong cac resort & Khanh Hoa ma céac dich vu phuc vu du khach duoc thuc hién.
Khéng gian dich vu tai cac resort ¢ Khanh Hoa dugc chirng minh 1a mét trong nhirng
yéu té quan trong anh huéng dén cam nhan cua du khach. Viéc phan tich anh huong
cua khéng gian dich vu dén gia tri cam nhan, sy hai long va 1ong trung thanh da gidp
nang cao hiéu biét vé mat ly thuyét lién quan dén khong gian dich vy; bén canh do,
vé mit thuc tién nghién ciru da gitp cac nha quan ly resort thau hiéu tam quan trong
cua khdng gian dich vu va nhirng thanh phan caa nd ¢ anh huong dén gia tri cam
nhan caa du khach. Nhitng ham y quan tri dua ra s€ giup cac resort tai Khanh Hoa
nang cao su hai long va 1ong trung thanh cua du khach; gép phan quan trong vao viéc
nang cao ning luc canh tranh, dem dén loi nhuan téi da cho cac resort noi riéng va su
phét trién bén vitng caa nganh du lich Khanh Hoa n6i chung. Ngoai ra, luan an ciing
dua ra mot s6 khuyén nghi dén cac co quan quan 1y du lich tai Khanh Hoa nham thu
hat du khach, gop phan gian tiép hd tro cho hoat dong kinh doanh resort tai Khéanh
Hoa.

Véi muc tiéu ban dau da dé ra, dé tai “Anh huong cua khong gian dich vu dén gia
tri cam nhan, sy hai long va long trung thanh ctia du khach tai cac resort & Khanh
Hoa” d3 hoan thanh cac muc tiéu cu thé nhu sau:

(1) Xéc dinh céc thanh phan caa khong gian dich vu trong méi trudng resort.
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(2) Phan tich anh huong caa khéng gian dich vu dén gié tri cam nhan cua du khéch.
(3) Phan tich anh hudng cua khéng gian dich vu dén su hai 10ng caa du khach théng
qua yéu té trung gian gié tri cam nhan.

(4) Phan tich anh huong cua gid tri cam nhan dén long trung thanh caa du khéach thong
qua yéu té trung gian sy hai long.

(5) Phan tich méi quan hé giira gia tri cam nhan, sy hai 16ng va 1ong trung thanh caa
du khéch.

(6) Bé xuat ham y quan tri gitp céc resort & Khanh Hoa nang cao sy hai long va long
trung thanh cua du khéach.

> Poéng gop vé mit Iy thuyét va phwong phap nghién ciru

Mgt 1, nghién ctru da gdp phan phat trién co so ly thuyét vé khdng gian dich vu
cua Bitner (1992), tir d6 xac dinh cac thanh phan ciu thanh nén yéu té khong gian
dich vu, xay dung dugc thanh phan do Iuong chinh thirc vé khong gian dich vu trong
moi truong resort.

Hai 13, nghién ciru da phan tich anh huong caa khong gian dich vu dén gia tri cam
nhan, sy hai long va 10ng trung thanh cua du khach. Trong d6, yéu té khdng gian dich
vu gom 4 thanh phan khac nhau c6 anh huong truc tiép dén gia tri cam nhan, gia tri
cam nhan anh huaéng truc tiép 18n ca sy hai 10ng va 1ong trung thanh cua du khéach. Xét
vé vai trd trung gian: tha nhat, gi tri cam nhan déng vai tro trung gian trong mdi quan
hé gitra khdng gian dich vu va sy hai long cua du khach; tha hai, sy hai long dong vai
trd trung gian mot phan trong méi quan hé giira gié tri cam nhan va long trung thanh
cua du khach. Hién nay, theo hiéu biét cua tac gia, co rat it nghién cau kiém dinh méi
quan hé cua ca 4 yéu tb nay.

Ba 13, nghién ctu da kiém dinh su khac biét vé 1ong trung thanh caa du khach lién
quan dén dic diém nhan khau hoc (giéi tinh, d6 tudi, nghé nghiép, tan suét, trinh do,
thu nhap, hén nhan, quéc tich). Théng qua kiém dinh T-test va ANOVA, nghién ctu
da két luan c6 su khac biét vé long trung thanh ddi vai cac nhom du khach cé tan suat

luu tra khac nhau.
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> Poéng gop vé mit thue tién

Két qua nghién ctru gitip cac nha quan 1y resort & Khanh Hoa thau thiéu mbi quan
hé gitra khong gian dich vu vdi gia tri cdm nhan, su hai long va long trung thanh cua
du khach. Pong thoi két qua nay cling gitp ho xac dinh nhitng thanh phan va ndi
dung nao trong yéu tb khong gian dich vu can dugc cai thién nhim gia ting gia tri
cam nhan, sy hai long va long trung thanh ctia du khach. Bén canh d6, nghién ctru da
dua ra mot s6 ham ¥ quan tri va khuyén nghi cu thé gitp nang cao ning luc canh
tranh cho cac resort tai Khanh Hoa.
> Nhirng han ché va huéng nghién ciru tiép theo

Mac di nghién ciru nay da cung cap nhiing dong goép quan trong vé mat ly thuyét
Ian thuc tién trong linh vuc kinh doanh resort, tuy nhién né van ton tai mot s6 han
ché nhat dinh.

Pau tién, nghién ctu chi tap trung diéu tra trong linh vuc kinh doanh resort ma
khong dé cap dén cac dich vu khéc. Mdi dich vu ¢ nhiing dic diém khac nhau; do
d6, két qua cua nghién ctiru khong thé khai quat hda cac phat hién cho nganh dich vu
noi chung. T4c gia dé xuat cac nghién ciru trong twong lai co thé dong gop vao tinh
khai quat cua cac phat hién bang cach kham pha céac linh vuc dich vu da dang va so
sanh két qua giira cac loai dich vu.

Thez hai, nghién ctiru chi duoc thuc hién trén dia ban tinh Khanh Hoa, mot lan nira
d3 han ché tinh khai quat va dai dién tong thé; boi vi, mdi khu vuce dia 1y, dia hinh va
bdi canh van héa khac nhau s& c6 cach thiét ké va bé tri khdng gian dich vu resort
khac nhau. Nhu vay, viéc thuc hién mot nghién ciu vé khong gian dich vu resort
trong cac bdi canh vin hoa va khu vuc dia 1y, dia hinh khac nhau 12 mot cha dé nghién
ciru méi mé va hap dan trong twong lai. Tir d6, két qua nghién ctu s& ¢ tinh khai
quat va dai dién cao hon.

Thit ba, di liéu luan an duoc thu thap trong giai doan hau covid-19, 1a mot thoi diém
dic biét khi ma khéch du lich van con tam 1y e ngai dich bénh, diéu ndy c6 thé dan dén
cac dic diém nhan khau hoc va gid tri cam nhan cua du khéach cé nhiéu khéc biét so véi

giai doan trudc thoi diém dai dich dién ra. Nhu vay, dé két qua nghién ciru c6 tinh khéi
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quat hoa cao hon, cac nghién ctru trong twong lai nén dugc thuc hién trong giai doan

cac hoat dong x& hoi dién ra binh thuong.

182



DANH MUC CONG TRINH KHOA HQC CUA TAC GIA LIEN QUAN BEN
LUAN AN

1. Phi Hai Long, Pham Hong Long, Pham Thi Bich Thuy (2022), “The relationship

between servicescape, perceived value, satisfaction, and loyalty of tourists at resorts

in Khanh Hoa”, The 3" International Conference on Human-centered Artificial

Intelligence, IS-VNU, pp 314-328.

2. Phi Hai Long (2022), “The relationship between servicescape, perceived value,

satisfaction of tourists at resorts in Khanh Hoa”, International Conference:

Innovation And Development Of Tourism, University of Khanh Hoa, pp 523-536.

3. Phi Hai Long (2022), “Vai trd trung gian cua gia tri cam nhan trong méi quan

hé gitra khéng gian dich vu va sy hai l0ng cua khach hang: trueong hop cac resort tai

Khanh Hoa”, Tap chi Du lich (11), tr 50-52.

4, Phi Hai Long (2022), “Khung nghién ctru anh huong cua khong gian dich vu

dén gia tri cam nhan, su hai 1ong va 1ong trung thanh caa khach hang tai cac resort”,

Tap chi khoa hoc truong Pai hoc Khanh Hoa (2), tr 74-81.

183



DANH MUC TAI LIEU THAM KHAO

Tiéng Viét

1.

Nguyén Vin Anh & Nguyén Thi Phuong Thao (2020), “Tac dong cua khong
gian dich vu ddi vai chat lugng dich vu va y dinh hanh vi khach hang — Nghién
ctru tai cac chudi quan ca phé ¢ Viét Nam”, Tap chi Phat trién Khoa hoc va
Cong nghé — Kinh té-Ludt va Qudn ly (4), tr. 1093-1103.

Son Hong Biuc (2012), Quadn trj kinh doanh khu nghi diréng (Resort): Ly lugn
va thyee tien, NXB Phuong Pong, Ca Mau.

Lé Thé Gisi & cong su (2006), Nghién cizu Marketing — Ly thuyét va ing
dung, NXB Théng K&, Ha Noi.

Phi Hai Long (2021), “Nang cao ning luc canh tranh cua diém dén”, Tap chi
du lich (4), tr. 50-51.

Qudéc hoi nudc cong hoa XHCN Viét Nam (2017), Lugt Du lich Viét Nam.
S¢ Du lich tinh Khanh Hoa (2015, 2016, 2017, 2018, 2019, 2020, 2021), Bao
cao thuong nién.

Nguyén Dinh Tho, Nguyén Thi Mai Trang (2007), Nghién cizu khoa hoc
marketing, NXB PH quéc gia H6 Chi Minh, HCM.

Hoang Trong, Chu Nguyén Maong Ngoc (2008), Phan tich dé liéu véi SPSS,
NXB Hong Bac, Ha Noi

Ho6 Huy Tuu va Lé Chi Cong (2015), Gido trinh Pai cwong quan tri khu nghi

duwéng - Basic Resort Management, NXB Pai hoc Kinh té Quéc dan, Ha Nai.

10.Phan Thi Hai Yén, P& Phuong Quyén (2020).“Hién trang san pham du lich

tinh Khanh Hoa”. Tap chi cong thuong (14), tr. 26-31.

Tiéng Anh
11. Anderson, J. C., & Gerbing, D. W. (1988), “Structural equation modeling in

practice: A review and recommended two-step approach”, Psychological
Bulletin Vol. 103 (3), pp. 411-423.

12.Anderson, , E. W., & Sullivan, M. W. (1993), “The antecedents and

consequences of cus-tomer satisfaction for the firms”, Marketing Science Vol.

184



12 (1), pp. 125-143.

13. Anderson, R.E. and Srinivasan, S.S. (2003), “E-Satisfaction and E-Loyalty: A
Contingency Framework”, Psychology and Marketing Vol. 23 (20), pp. 123-
138.

14. Arief Adhy Kurniawan, Kartawan, Srimurni Setyawati (2019), “The Effect of
Service Environment on Consumer Loyalty With Consumer Satisfaction As a
Mediation”, International Conference on Rural Development and
Entrepreneurship 2019: Enhancing Small Business and Rural Development
Toward Industrial Revolution 4.0 Vol. 5 (1), pp. 1105-1113.

15. Arnold, S. J., Handelman, J., & Tigert, D. J. (1996),“Organizational legitimacy
and retail store patronage”, Journal of Business Research Vol. 35 (3), pp. 229-
239.

16. Arnould, E. J., Price, L. L., & Tierney, P. (1998), “Communicative staging of
the wilderness servicescape”, Service Industries Journal Vol.18 (3), pp. 90-
115.

17. Athanassopoulos D (2000), “Customer satisfaction cues to support market
segmentation and explain switching behaviour”, Journal of Business Research
Vol. 47 (1), pp. 191-207.

18.Babin, B.J., Lee Y., Kim E., & Griffin M. (2005), “Modeling consumer
satisfaction and word-of-mouth: restaurant patronage in Korea”, Journal of
Services Marketing Vol. 19 (3), pp. 133-139.

19. Bachelet, D. (1995), “Measuring Satisfaction; or the Chain, the Tree, and the
Nest”, Customer Satisfaction Research Vol. 26 (4), pp. 141-152.

20.Bagozzi, R. P., Gopinath, M., & Nyer, P. U. (1999), “The role of emotions in
marketing”, Journal of the academy of marketing science Vol. 27 (2), pp. 184-
206.

21.Baker, J. (1987), “The Role of the Environment in Marketing Services: The
consumer perspective”, The Services Challenge: Integrating for Competitive
Advantage Vol. 11 (2), pp. 79-84.

185



22.Baker, J., & Cameron, M. (1996), “The effects of the service environment on
affect and consumer perception of waiting time: An integrative review and
research propositions”, Journal of the academy of marketing science Vol. 24
(4), pp. 338-349.

23. Bitner, Mary Jo (1986), “Consumer Responses to the Physical Environment in
Service Settings, in Creativity in Services Marketing, M. Venkatesan, Diane
M. Schmalensee, and Claudia Marshall, eds”, Chicago: American Marketing
Association Vol. 32 (3), pp. 89-93.

24.Bitner, M. J. (1992), “Servicescapes: The impact of physical surroundings on
customers and employees”, Journal of Marketing Vol. 56 (2), pp. 57-71.

25.Bloemer, J. M. M., Ruyter, K. & Wetzels, M. (1999), “Linking Perceived
Service Quality and Service Loyalty: A Multi-Dimensional Perspective”,
European Journal of Marketing Vol. 33 (11), pp. 1082-1106.

26.Booms, B. H., & Bitner, M. J. (1982), “Marketing services by managing the
environment”, Cornell Hotel and Restaurant Administration Quarterly Vol.
23(5), pp. 35-39.

27.Bove, L. L., Pervan, S. J., Beatty, S. E., & Shiu, E. (2009), “Service worker
role in encouraging customer organizational citizenship behaviors”, Journal
of Business Research Vol. 62 (1), pp. 698-705.

28.Brady, M.K., Cronin, J.J. & Brand, R. R. (2002), “Performance-only Measures
of Service Quality: A Replication and Extension”, Journal of Business
Research Vol. 55 (1), pp. 17-31.

29.Brunner, T. A., Stocklin, M., & Opwis, K. (2008), “Satisfaction, image and
loyalty: new versus experienced customers”, European Journal of Marketing
Vol. 42 (4), pp. 1095-1105.

30.Butz, H.E. Jr and Goodstein, L.D. (1996), “Measuring customer value: gaining
the strategic advantage”, Organisational Dynamics Vol. 24 (3), pp. 63-77.

31.Carlsson, H., Nilsson, U., Becker, G., & Ostman, C. (1997),

“Organophosphate ester flame retardants and plasticizers in the indoor

186



environment: Analytical methodology and occurrence”, Environmental
Science & Technology Vol. 31(10), pp. 2931-2936.

32.Chebat, J.-C., & Michon, R. (2003), “Impact of ambient odors on mall
shoppers' emotions, cognition, and spending: A test of competitive causal
theories”, Journal of Business Research Vol. 56 (7), pp. 529-539.

33.Choi, B., & Kim, H. S. (2015), “The Impact of Servicescape on Customer
Experience Quality through Employee-to-customer Interaction Quality and
Peer-to-peer Interaction Quality in Hedonic Service Settings”, Asia marketing
journal Vol. 17 (2), pp. 73-96.

34.Chow, I.H., V.P. Lau, T.W. Lo, Z. Sha, H. Yun (2007). “Service quality in
restaurant  operations in China: decisionand experiential-oriented
perspectives”, International Journal of Hospitality Management Vol. 26 (3),
pp. 698-710.

35.Cronin, J. J. & Taylor, S. A. (1992). “Measuring Service Quality: A
Reexamination and Extension”, Journal of Marketing VVol. 56 (7), pp. 55-68 .

36. Cronin, J. Jr., Brady, M., & Hult, T. (2000), “Assessing the effects of quality,
value, and customer satisfaction on consumer behaviourintentions in service
environments”, Journal of Retailing Vol. 76 (2), pp. 193-218.

37.Cronin Jr, J. J. (2003), “Looking back to see forward in services marketing:
some ideas to consider”, Managing Service Quality: An International Journal
Vol. 13 (5), pp. 332-337.

38. Davaasuren Samdan, Young-Wee Han (2018), “The impact of servicescapes
of global coffee franchise store on customer satisfaction and loyalty: the case
study of 'C' franchising company in mongolia”, Korean Journal of Franchise
Management Vol. 8 (2), pp. 19-29.

39.Dick, A. S., & Basu, K. (1994), “Customer loyalty: toward an integrated
conceptual framework”, Journal of the Academy of Marketing Science Vol. 22
(3), pp. 99-113.

40.Dinger, M. Z., & Ozdemir Glizel, S. (2018), “The Effect of Restaurant’s

187



Physical Environment on Perceived Value, Customer Satisfaction and
Loyalty: Case of Istanbul”, Journal of Tourism and Gastronomy Studies Vol.
6 (4), pp. 626-643.

41.DiPietro, R. B., Breiter, D., Rompf, P., & Godlewska, M. (2008), “An
exploratory study of differences among meeting and exhibition planners in
their destination selection criteria”, Journal of Convention & Event Tourism
Vol. 9 (4), pp. 258-276.

42.Donovan, R.J., J. R. Rossiter, G. Marcoolyn, A. Nesdale (1994), “Store
Atmosphere and Purchasing Behavior”, Journal of Retailing Vol. 70 (3), pp.
198-199.

43.Durna, U., B. B. Dedeoglu, S. Balik¢ioglu (2015). “The role of servicescape
and image perceptions of customers on behavioral intentions in the hotel
industry”, International Journal of Contemporary Hospitality Management
Vol. 27 (7), pp. 1728-1748.

44. EKI6f, J. A. (2000), European customer satisfaction index pan-Europeantele
communication sector report based on the pilot studies 1999, European
Organization for Quality and European Foundation for Quality Management,
Stockholm, Sweden.

45.Ellen, T., R. Zhang (2014), “Measuring the Effect of Company R"estaurant
Servicescape on Patron: Emotional States and Behavioral Intentions”. Journal
of Foodservice Business Research Vol. 17 (2), pp. 85-102.

46.Eggert, A. & Ulaga. W. (2002), “Customer perceived value: a substitute for
satisfaction in business market”, Journal of Business and Industrial
Marketing, Vol. 17 (1), pp. 107-118.

47.Ernst & Young (2003), Resorting to Profitability — Making Tourist Resorts
Work in Australia, Report prepared for TTF, Australia.

48.Fornell, C. (1995), “The Quality of Economic Output: Empirical
Generalizations about its Distribution and Relationship to Market Share”,
Marketing Science Vol. 14 (3), pp. 203-210.

188



49.Fornell, C., Johnson, M.D, Anders, E.W., Cha, J., Bryant, B.E. (1996), “The
American customer satisfaction index: nature, purpose, and findings”, Journal
of Marketing, Vol. 60 (2), pp. 7-18.

50. Fullerton, G. (2005), “The impact of brand commitment on loyalty to retail
service brands. Canadian”, Journal of Administrative Sciences/Revue
Canadienne des Sciences de I'Administration Vol. 22 (4), pp. 97-110.

51.Gallarza, M. G., I. Gil Saura (2006), “Value Dimensions, Perceived Value,
Satisfaction and Loyalty: An Investigation of University Students’ Travel
Behaviour”, Tourism Management Vol. 27 (3), pp. 437-452.

52.Gee, C. (1996), Resort development and management, Second Edition,
Educational Institute: East Lansing, MI.

53.Gremler, D.D. and Gwinner, K.P. (2000), “Customer-employee rapport in
service relationships”, Journal of Service Research Vol. 3 (1), pp. 82-104.

54.Ha, J. and Jang, S. (2010), “Perceived Values, Satisfaction and Behavioral
Intentions the Role of Familiarity in Korean Restaurants”, International
Journal of Hospitality Management Vol. 29 (1), pp. 2-13.

55. Hair, J. F., Anderson, R. E., Tatham, R. L., & Black W. C. (1998), Multivariate
data analysis, (5th Ed.) Upper Saddle River, NJ: Prentice Hall.

56.Hair, J., Black, W., Babin, B., Anderson, R. and Tatham, R. (2006).
Multivariate Data Analysis, 6th Edition, Pearson Prentice Hall, Upper Saddle
River

57.Han, H., & Ryu, K. (2009), “The roles of the physical environment, price
perception, and customer satisfaction in determining customer loyalty in the
restaurant industry”, Journal of Hospitality and Tourism Research Vol. 33 (4),
pp. 487-510.

58.Han, H. (2013), “Effects of in-flight ambience and space/function on air
travelers’ decision to select a low-cost airline”, Tourism Management Vol. 37
(1), pp. 125-135.

59.Hansemark, O.C. and Albinsson, M. (2004), “Customer satisfaction and

189


https://www.emerald.com/insight/search?q=Ove%20C.%20Hansemark
https://www.emerald.com/insight/search?q=Marie%20Albinsson

retention: the experiences of individual employees”, Managing Service
Quality: An International Journal Vol. 14 (1), pp. 40-57.

60. Hanzaee, K. H., Y. Khonsari (2011), “A review of the role of hedonic and
utilitarian values on customer’s satisfaction and behavioral intentions”,
Interdisciplinary Journal of Research in Business Vol. 1 (5), pp. 34-45.

61.Harris L.C. va Ezeh C. (2008), “Servicescape and loyalty intentions: an
empirical investigation”, European Journal of Marketing Vol. 42 (3), pp. 390-
422.

62. Hightower R, Brady MK, Baker TL (2002), “Investigating the role of the
physical environment in hedonic service consumption: an exploratory study of
sporting events”, Journal of Business Research Vol. 55 (9), pp 697-707.

63. Hoelter, J. W. (1983), “The Analysis of Covariance Structures: Goodness-of-
Fit Indices”, Sociological Methods & Research Vol. 11 (4), pp. 325-344.

64. Hoffman, K. D., & Turley, L. (2002), “Atmospherics, service encounters and
consumer decision making: An integrative perspective”, Journal of Marketing
Theory and Practice Vol. 10 (3), pp. 33-47.

65. Hooper D, Coughlan JR, Mullen M (2013), “The servicescape as an antecedent
to service quality and behavioral intentions”, Journal of Services Marketing
Vol. 27 (4), pp. 271-280.

66.Hwang, G. S., Kim, H. S., & Lee, S. Y. (2016), “An analysis of a causal
relationship between a franchise coffee shop’s servicescape factors and the
ability to provide service with customer satisfaction and loyalty”, Journal of
Distribution Science Vol. 14 (7), pp. 33-44.

67.Hu, M. L. M., Horng, J. S., & Sun, Y. H. C. (2009), “Hospitality teams:
Knowledge sharing and service innovation performance”, Tourism
management Vol. 30 (1), pp. 41-50.

68. Ismail, A., Y. S. M. Yunan (2016), “Service Quality as a Predictor of Customer
Satisfaction and Customer Loyalty”, Scientific Journal of Logistics Vol. 12
(4), pp. 269-283.

190


https://www.emerald.com/insight/publication/issn/0960-4529
https://www.emerald.com/insight/publication/issn/0960-4529

69.Jalil, N. A. A., A. Fikry, A. Zainuddina (2016), “The Impact of Store
Atmospherics, Perceived Value, and Customer Satisfaction on Behavioural
Intention”, Procedia Economics and Finance Vol. 37 (2), pp. 538 -544.

70.Jabnoun and Al-Tamimi (2003), “Measuring Perceived Service Quality at
UAE Commercial Banks”, International Journal of Quality and Reliability
Management Vol. 36 (1), pp. 47-55.

71.Jin, Cho, Kim. (2020), “The Effect of Professional Soccer Stadium
Servicescape to Spectators’ Perceived Value, Spectator Satisfaction and
Loyalty”, The Korean Journal of Physical Education Vol. 59 (4), pp. 175-190.

72.Jones, T. O. (1996), “Why satisfied customers defect”, Journal of
Management in Engineering Vol. 12 (4), pp. 11-19.

73.Jones, M.A. va Suh, J. (2000), “Transaction-specific satisfaction and overall
satisfaction: an empirical analysis”, Journal of Services Marketing Vol. 14 (2),
pp. 147-159.

74.Jones, T., & Taylor, S. F. (2007), “The conceptual domain of service loyalty:
how many dimensions?”, Journal of Services Marketing Vol. 21 (1), pp. 36-
ol.

75.Joreskog, K. G. (1971), “Simultaneous factor analysis in several populations”,
Psychometrika Vol. 36 (4), pp. 409-426.

76.Kim, W. G., & Moon, Y. J. (2009), “Customers’ cognitive, emotional, and
actionable response to the servicescape: A test of the moderating effect of the
restaurant type”, International Journal of Hospitality Management Vol. 28
(1), pp. 144-156.

77.Kim, Cho, Jeong (2016), “The Effect of In-Flight Physical and Social
Servicescape on a Customer’s Perceived Value, Satisfaction and Loyalty”,
#3819 % Vol. 40 (7), pp. 105-130.

78.Kirk, L. W., & Jeffrey, G. B. (1996), “The effect of the servicescape on
customers’ behavioral intentions in leisure service settings”, Journal of

services marketing Vol. 10 (6), pp. 45-61.

191



79.Kivela, J., R. Inbakaran, J. Reece (1999), “Consumer research in the restaurant
environment, Part 1: A conceptual model of dining satisfaction and return
patronage”, International Journal of Contemporary Hospitality Management
Vol. 11 (5), pp. 205-222.

80. Kivela, J., R. Inbakaran, J. Reece (2000), “Consumer research in the restaurant
environment, Part 3: Analysis, findings and conclusions”, International
Journal of Contemporary Hospitality Management Vol. 12 (1), pp. 13-30.

81. Kotler, Phillip (1973), “Atmospherics as a Marketing Tool”, Journal of
Retailing Vol. 49 (4), pp. 48-64.

82.Kotler, P (1991), Marketing Management: Analysis, Planning,
Implementation and Control, Prentice Hall.

83.Kotler, P., and Keller, K. L. (2006), Marketing Management, 12Th Ed, New
Jersey: Pearson Education Inc, UK.

84.Kotler, P., Bowen, J. T., & Makens, J. C. (2006), Marketing for Hospitality
and Tourism, Prentice Hall.

85.Knez, I., & Kers, C. (2000), “Effects of indoor lighting, gender, and age on
mood and cognitive performance”, Environment and Behavior Vol. 32 (6), pp.
817-831.

86.Kuo, N.-W., Chiang, H.-C., & Chiang, C.-M. (2008), “Development and
application of an integrated indoor air quality audit to an international hotel
building in Taiwan”, Environmental monitoring and assessment Vol. 147(1),
pp. 139-147.

87.Kumar, V., & Reinartz, W. J. (2006), Customer Relationship Management: A
Databased Approach, John Wiley & Sons, Inc.

88. Kwortnik, R. J. (2008), “Shipscape influence on the leisure cruise experience”,
International Journal of Culture, Tourism and Hospitality Research Vol. 2
(4), pp. 289-311.

89.Lee, J., Lee, J. & Feick, L (2001), “The Impact of Switching Cost on the

Customer Satisfaction Loyalty Link: Mobile phone Service in France”,

192



Journal of Service Marketing Vol. 15 (1), pp. 35-48.

90.Lee, C. K., Y. S. Yoon, S. K. Lee (2007), “Investigating the relationships
among perceived value, satisfaction, and recommendations”, Tourism
Management Vol. 28 (1), pp. 204-214.

91.Lemke, F., Clark, M. and Wilson, H. (2011), “Customer experience quality:
an exploration in business and consumer contexts using repertory grid
technique”, Journal of the Academy of Marketing Science Vol. 39 (6), pp. 846-
869.

92.Liu, Y., S. Jang (2009), “The Effect of Dining Atmospherics: An Extended
Mehrabian-Russell Model”, International Journal of Hospitality Management
Vol. 28 (4), pp. 494-503.

93.Lucas, A. F. (2003), “The determinants and effects of slot servicescape
satisfaction in a Las Vegas hotel casino”, UNLV Gaming Research & Review
Journal Vol. 7(1), pp. 1-19.

94. Maiyaki, Ahmed Audu, (2012), “Influence of service quality, corporate image
and perceived value on customer behavioral responses: CFA and measurement
model”, International Journal of Academic Research in Business and Social
Sciences Vol. 2 (1), pp 403-414.

95. Margaret Huffadine (1999), Resort design : planning, architecture and
interiors, First Edition, McGraw-Hill Professional, USA.

96. Marso, Idris, R., & Widyarini, L. A. (2020), “Influence of the Upscale Café
Servicescape on Satisfaction and Loyalty Intention”, Journal of Service
Research Vol. 115 (2), pp. 312-315.

97. Mattila, A.S. (1999). “The role of culture in the service evaluation process”,
Journal of Service Research Vol. 1 (4), pp. 250-261.

98. Mehrabian, A., & Russell, J. A. (1974), “An approach to environmental
psychology”, Journal of Service Research Vol. 1 (3), pp. 50-61.

99.Moon, H., Yoon, H. J., & Han, H. (2016), “Role of airport physical

environments in the satisfaction generation process: Mediating the impact of

193


https://www.worldcat.org/search?q=au%3AHuffadine%2C+Margaret.&qt=hot_author

traveler emotion”, Asia Pacific Journal of Tourism Research Vol.21 (2), pp.
193-211.

100. Murphy, P. (2008), The business of resort management, First Edition,
Linacre House, Jordan Hill, Oxford, UK.

101. Newman, A.J. (2007), “Uncovering dimensionality in the servicescape:
towards legibility”, The Service Industries Journal Vol. 27 (1), pp. 15-28.
102.Nguyen, N., & Leblanc, G. (2002), “Contact personnel, physical
environment and the perceived corporate image of intangible services by new
clients”, International Journal of Service Industry Management Vol. 13 (3),

pp. 242-262.

103. Nunnally, J.C. and Bernstein, 1.H. (1994), “The Assessment of Reliability”,
Psychometric Theory Vol. 3 (1), pp. 248-292.

104. Odabas, F. ve Odabasi, Y. (2004), “Girisimci tiniversitelere dogru”, Cumhu-
riyet Bilim Teknik Dergisi Vol. 18 (2), pp. 20-21.

105.0Oh H. (1999), “Service quality, customer satisfaction, and customer value: A
holistic perspective”, Int. J. Hosp.Management Vol. 18 (1), pp. 67-82.

106. Oliver, R (1980), “A Cognitive Model of the Antecedence and Consequences
of Satisfaction Decisions”, Journal of Marketing Research Vol. 17 (9), pp. 46-
49,

107. Oliver, R. L. (1997), Satisfaction: A Behavioral Perspective on the
Consumer, New York, NY: McGraw-Hill.

108. Oliver, R. L. (1999), “Whence consumer loyalty?”, The Journal of Marketing
Vol. 63 (2), pp. 33-44.

109. Olsen, B. (1993), “Brand loyalty and lineage: Exploring new dimensions
for research”, Advances in Consumer Research Vol. 20 (1), pp. 575-579.
110. Oreskog, K. G., and S6rbom, D. (1993), LISREL 8: Structural equation

modeling with the SIMPLIS command language, Scientific Software

International.

194



111. Ozdemir-Giizel, S. & Dinger, M. Z. (2018), “The Effect of Restaurant’s
Physical Environment on Perceived Value, Customer Satisfaction and
Loyalty: Case of Istanbul”, Journal of Tourism and Gastronomy Studies Vol.
6 (4), pp. 626-643.

112. Parasuraman, A. (1997), “Reflections on gaining competitive advantage
through customer value”, Journal of the Academy of Marketing Science Vol.
25 (2), pp. 154-164.

113. Pallant, J. (2001), SPSS survival manual: A step by step guide to data
analysis using SPSS for Windows version 10, Buckingham: Open University
Press.

114. Patterson, P. G., R. A. Spreng (1997), “Modelling the Relationship Between
Perceived Value, Satisfaction and Repurchase Intentions in a Business-To-
Business, Services Context: An Empirical Examination”, International
Journal of Service Industry Management Vol. 8 (5), pp. 414-434.

115. Paulina Nillie Adzoyi & Comfort Mawuse Klutse (2015), “Servicescape,
Customer Satisfaction and Loyalty in Ghanaian Hotels”, An International
Peer-reviewed Journal Vol. 10 (4), pp 39-55.

116. Petrick, J.F. & Beckman, S.J. (2002), “An examination of the construct of
perceived value for the prediction of golf travelers’ intentions to revisit”,
Journal of Travel Research Vol. 41 (2), pp. 38-45.

117. Petrick, J. F. (2004), “Are loyal visitors desired visitors?”, Tourism
Management Vol. 25 (3), pp. 463-470.

118. Ravald, A., & Gronroos, C. (1996), “The value concept and relationship
marketing”, European Journal of Marketing Vol. 30 (4), pp. 19-30.

119. Raghavendra, G., Mallya, J., & Mukherjee, A. (2019), “The influence of
physical environment factors of multicuisine restaurants on overall service
quality, satisfaction, and loyalty”, African Journal of Hospitality, Tourism and
Leisure Vol. 8 (5), pp. 1-14.

120. Reichheld, F. P., & Sasser, W. E. (1990), “Zero defeciions: Quoliiy comes

195



to services”, Harvard business Review Vol. 68 (5), pp. 105-111.

121. Reichheld, F. F. (2003), “The one number you need to grow”, Harvard
business review Vol. 81 (4), pp. 46-55.

122. Reimer A, Kuehn R (2005), “The impact of servicescape on quality
perception”, European Journal of Marketing Vol. 39 (7), pp. 785-808

123. Robinson, L. S., & Callan, R. J. (2005), “UK conference delegates'
cognizance of the importance of venue selection attributes”, Journal of
Convention & Event Tourism Vol. 7(1), pp. 77-95.

124. Rosenbaum, M. S., & Massiah, C. (2011), “An expanded servicescape
perspective”, Journal of Service Management Vol. 22 (4), pp. 471-490.

125. Roy, A., & Tai, S. T. (2003), “Store environment and shopping behavior:
the role of imagery elaboration and shopping orientation”, Journal of
International Consumer Marketing Vol. 15 (3), pp. 71-99.

126. Ryu, K., & Jang, S. S. (2007), "Perceptions on behavioral intentions
through emotions : the case of upscale restaurants”, In Journal of Hospitality
& Tourism Research Vol. 7 (11), pp. 31-56.

127. Ryu, K., & Jang, S. S. (2007), “The effect of environmental perceptions on
behavioral intentions through emotions: The case of upscale restaurants”,
Journal of Hospitality & Tourism Research Vol. 31 (1), pp. 56-72.

128. Ryu, K., & Jang, S. S. (2008), “Dinescape: A Scale for Customers'
Perception of Dining Environments”, Journal of Foodservice Business
Research Vol. 11 (1), pp. 2-22.

129. Ryu, K., Han, A., S. Jang (2010), “Relationships among hedonic and
utulitarian values- satisfaction and behaviral intentions in quick-casual
restaurants: moderating role of perceived price”, Journal of Hospitality &
Tourism Research Vol. 27 (3), pp. 459-469.

130. Ryu, K. and Han H. (2011), “New or Repeat Customers: How Does
Physical Environment Influence Their Restaurant Experience?”, International
Journal of Hospitality Management Vol. 30 (3), pp. 599-611.

196



131. Ryu, K., H. R. Lee, W. G. Kim (2012), “The influence of the quality of the
physical environment, food, and service on restaurant image, customer
perceived value, customer satisfaction, and behavioral intentions”,
International Journal of Contemporary Hospitality Management Vol. 24 (2),
pp. 200-223.

132. Sanchez, J., Callarisa, L.J., Rodriguez, R.M. & Moliner, M.A. (2006),
“Perceived value of the purchase of a tourism product”, Tourism Management
Vol. 27 (4), pp 23-35.

133. Sayani, H. (2015), “Customer satisfaction and loyalty in the United Arab
Emirates banking industry”, International Journal of Bank Marketing Vol. 33
(2), pp. 351-375.

134. Schiffman, L. & Kanuk, L. L. (2004), Consumer behavior (8th ed.), Upper
Saddle River, NJ: Prentice Hall.

135. Schouten, J. W., & McAlexander, J. H. (1995), “Subcultures of
consumption: An ethnography of the new bikers”, Journal of consumer
research Vol. 22 (4), pp. 43-61.

136. Schumacker, R. E., & Lomax, R. G. (1996), A beginner's guide to structural
equation modeling, Lawrence Erlbaum Associates, Inc.

137. Shen, X., & Bae, B.-R. (2018), “The Effect of Coffee Shop’s Servicescape
on the Customer Loyalty - Focused on Jeonju Area”, Journal of Industrial
Distribution & Business Vol. 9 (3), pp. 89-98.

138. Shostack, G. Lynn (1977), “Breaking Free From Product Marketing”,
Journal of Marketing Vol. 41 (4), pp. 73-80.

139. Situmorang, S. H. (2018), “Influence Of Servicescape, Customer
Satisfaction, WOM, and Social Media to Consumer Loyalty (study case Bali
beach)”, Journal of Marketing Vol. 46 (3), pp. 403-408.

140. Siu, N. Y.-M., Wan, P. Y. K., & Dong, P. (2012), “The impact of the
servicescape on the desire to stay in convention and exhibition centers: The case

of Macao”, International Journal of Hospitality Management Vol. 31 (1), pp.

197



236-246.

141. Steenkamp, J. B. E., & Van Trijp, H. (1991), “The Use of LISREL in
Validating Marketing Constructs”, International Journal of Research in
Marketing Vol. 8 (3), pp. 283-299.

142. Tombs, A., & McColl-Kennedy, J. R. (2003), “Social-servicescape
conceptual model”. Marketing theory Vol. 3 (4), pp. 447-475.

143. Tran, Q.X., Dang, M.V., & Tournois, N. (2020), “The role of servicescape
and social interaction toward customer service experience in coffee stores: The
case of Vietnam”, International Journal of Culture, Tourism and Hospitality
Research Vol. 14 (4), pp. 619-637.

144. Turley, L. W., & Milliman, R. E. (2000), “Atmospheric effects on shopping
behavior: a review of the experimental evidence”, Journal of Business
Research Vol.49 (2), pp. 193-211.

145. Ulaga, W. and Chacour, S. (2001), “Measuring Customer-Perceived Value
in Business Markets: A Prerequisite for Marketing Strategy Development and
Implementation”. Industrial Marketing Management Vol.30 (6), pp. 525-40.

146. Upah, Gregory D. and James N. Fulton (1985), Situation Creation in Services
Marketing, in The Service Encounter, John Czepiel, Michael Solomon, and
Carol Surprenant, eds. Lexington, MA: Lexington Books, pp. 255-64.

147. Verhoef, P. C., Lemon, K. N., Parasuraman, A., Roggeveen, A., Tsiros, M.,
& Schlesinger, L. A. (2009), “Customer Experience Creation: Determinants,
Dynamics and Management Strategies”, Journal of Retailing Vol. 85 (1), pp.
31-41.

148. Vilnai-Yavetz, I.,, & Gilboa, S. (2010), “The effect of servicescape
cleanliness on customer reactions”, Services Marketing Quarterly Vol. 31 (2),
pp. 213-234.

149. Wakefield, K. L. and, & Blodgett, J. G. (1996), “Environmental dimensions
Holistic environment Internal responses Behavior”, In Journal of Hospitality
& Tourism Research Vol. 2 (11), pp. 45-61.

198



150. Wakefield, K. L., & Blodgett, J. G. (1996), “The effect of the servicescape
on customers’ behavioral intentions in leisure service settings”, Journal of
services marketing VVol.10 (6), pp. 42-51.

151. Wakefield, K. L., & Blodgett, J. G. (1999), “Customer response to
intangible and tangible service factors”, Psychology & Marketing VVol.16 (1),
pp. 51-68.

152. Walls, A. R. (2013), “A cross-sectional examination of hotel consumer
experience and relative effects on consumer values”, International Journal of
Hospitality Management Vol. 32 (2), pp. 179-192.

153. Wang, C.-Y., & Mattila, A. S. (2015), “The impact of servicescape cues on
consumer prepurchase authenticity assessment and patronage intentions to
ethnic restaurants”, Journal of Hospitality & Tourism Research Vol. 39 (3),
pp. 346-372.

154. Weiss, R., A. H. Feinstein, M. Dalbor (2004), “Customer Satisfaction of
Theme Restaurant Attributes and Their Influence on Return Intent”, Journal
of Foodservice Business Research Vol. 7 (1), pp. 23-41.

155. Woodall, T., (2003), “Conceptualising ‘Value for the Customer’: An
Attributional, Structural and Dispositional Analysis”, Academy of Marketing
Science Review Vol. 12(2), pp. 1-42.

156. Woodruff, R. B. (1997), “Customer value: The next source of competitive
advantage”, Journal of the Academy of Marketing Science Vol. 25 (1), pp.
139-153.

157. Wu, H.-C., Li, M.-Y., & Li, T. (2018), “A study of experiential quality,
experiential value, experiential satisfaction, theme park image, and revisit
intention”, Journal of Hospitality & Tourism Research Vol. 42 (1), pp. 26-73.

158. Yang, Z., Peterson, R.T. (2004), “Customer Perceived Value, Satisfaction,
and Loyalty: The Role of Switching Costs”, Psychology & Marketing Vol. 21
(3), pp. 799-822.

159. Zeithaml, V.A. (1988), “Consumer Perceptions of Price, Quality, and

199



Value: A Means-end Model and Synthesis of Evidence”, Journal of
Marketing Vol. 52 (3), pp. 2-22.

160. Yoo, M., & Bai, B. (2013), “Customer loyalty marketing research: A
comparative approach between hospitality and business journals”,
International Journal of Hospitality Management Vol. 33 (2), pp. 166-177.

161. Zeithaml, V.A., Berry, L.L. & Parasuraman, A. (1996), “The behavioural
consequences of service quality”, Journal of Marketing Vol. 60 (2), pp. 31-46.

162. Zeithaml, V. A., Bitner, M. J. & Gremler, D. D. (2009), Services Marketing:
Integrating Customer Focus Across the Firm, 5th edition, New York:
McGraw-Hill.

200



PHU LUC

PHU LUC 1
Tong quan vé 27 resort trén dia ban tinh Khanh Hoa nim 2022

1. Movenpick Resort Cam Ranh

Nam cach san bay qudc té Cam Ranh chi 6 km, gan nhu tach biét khoi khung canh
thanh phé, Mévenpick Resort Cam Ranh 13 diém dén 1y tuong cho nhitng du khéch
mudn tam thoi roi xa khoi nhip séng x6 bd on 4. Resort dugc thiét ké véi 500 phong
tryc dién huéng bién; trong d6 c6 250 phong khach hang sang, 132 cin ho dich vu va
118 can c6 ho boi riéng. Véi 16i thiét ké khong gian nay, Mévenpick Resort Cam
Ranh dem dén su lya chon da dang cho moi dbi twong khach hang trong ky nghi dai
ngay ven bién. Trong dé, noi bat nhat chinh 1a chudi 118 villa huéng bién co kich
thude dao dong tir 220 dén 307 m2; véi cac lua chon mét, hai hay ba phong ngu. Tat
ca villa déu c6 ho boi riéng, sala va ban cong 16n, dugc trang bi day du tién nghi nhu
mot can biét thy ¢4 nhan dich thuc voi TV man hinh phing 42 inch, ta lanh 16n, may
giat cira trugc, quay bép, bon tim cung phong thay do riéng.
2. Radisson Blu Resort Cam Ranh

Radisson Blu Resort Cam Ranh nam trén bo bién xinh dep cua vinh Cam Ranh,
cach san bay quéc té Cam Ranh khoang 4,9 km va céch trung tam thanh phé Nha
Trang 31,6 km. Resort duoc chia 1am 2 khu gém khu khéch san va khu biét thu voi
nhiéu tiéu chuan dé khach lua chon. Khu khéach san véi 256 phong duoc thiét ké hién
dai va khu biét thy c6 36 biét thy duoc trang tri noi that nhu mot khéng gian sinh hoat
gia dinh, mang lai cam giac 4m cang, yén binh. Mdi phong déu duoc trang bi day du
C4C tién nghi co ban nhu may diéu hoa, ti lanh, ti quan &o, ban lam viéc, wifi, truyén
hinh cap/vé tinh, két sit. Phong tam riéng di kém tién nghi voi sen, may say toc va
d6 vé sinh ca nhan mién phi. Bén canh d6, Radisson Blu Resort Cam Ranh khéng chi
mang dén khdng gian nghi dudng hoan hao hai hoa véi thién nhién, bién ca ma con
mé ra phong cach nghi dudng dang cap qudc té vai 16i bai tri doc dao 1ay cam hing

tir lang chai, ting chi tiét duoc t6 diém bang hinh anh nhitng con so bién va bién ca,
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¢ sén trong thiét ké cua khu Spa “The Blu Wellness”, hay nhitng vat dung quen
thudc nhu ludi, vo... trong khong gian sang trong cua nha hang buffet Sunrise hoac
Executive Lounge trén ting cao nhat cua tda nha khéch san.

3. Swandor Cam Ranh Resort

Toa lac tai ving ven bién Bii Dai xinh dep, Swandor Cam Resort 12 khu nghi
dudng cao cap 5 sao, tich hop céc dich vu tién ich da dang hip dan. Nam & vi tri duoc
coi 1a déc dia, v6i khung canh thién nhién hién hoa, tho mong, cac dich vu giai tri hap
dan, resort luén mang lai cho du khach trai nghiém du lich dang nhé.

Ngay khi buéc chan vao Swandor Cam Ranh Resort, cam giac dau tién d6 1a mau
xanh cia san vuon, 1a khdng gian mo gan giii véi thién nhién va nu cudi vui vé than
thién cta cac nhan vién don tiép khach I hanh phwong xa. Tat ca cac phong trong
khu resort nay duoc trang tri véi mau sic trung tinh nhung hién dai, sang trong, tam
nhin huéng ra bién. Mdi phong déu c6 may diéu hoa nhiét d6, TV truyén hinh cap
man hinh phang, mini bar. Tién nghi trong phong tam c6 day da: bon tam, voi sen,
4o choang tam, may siy tdc, dé vé sinh ca nhan ciing dugc cung cap mién phi cho
khach hang st dung thoai mai. Ngoai ra, du khach con dugc thu gian, nghi ngoi vai
hd boi ngoai troi, trung tdm Spa, khu choi bong ban, cau lac bo khiéu vii, phong tap
thé duc, nha hang ngay trong khudn vién phuc vu an udng ca ngay va quan bar cung
cap nhiéu loai d6 uéng dia phuong ciing nhu d6 uéng cé con.

4. Duyén Ha Resort Cam Ranh

Duyén Ha Resort Cam Ranh la mot khu nghi dudng 5 sao nam trén vinh Cam
Ranh, cach san bay Cam Ranh chi 8km va céch trung tam thanh phé Nha Trang
khoang 35km. Resort dat tiéu chuan 5 sao vai 387 phong, gan 90 Villa hién dai, dim
minh trong khung canh yén tinh va thanh binh bén bd bién Bai Dai.

Viéc thiét ké resort duoc lay cam hiing tir cudc song ngu dan lang chai ven bién
v6i mot khbi nha trung tdm hién 1én nhu mét canh budém cing gié dang vwon minh
chinh phuc dai duong. Bén canh d6 resort duoc thiét ké theo phong céch hién dai két
hop truyén théng vai noi that déu cd nguyén liéu tir gd tw nhién nén mang dén mot

khong gian vira sang chanh, tinh té nhung khong kém phan gan gili, than thudc.
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5. Fusion Resort Cam Ranh

Fusion Resort Cam Ranh toa lac tai Bai Dai, trén dai 160 Nguyén T4t Thanh thuoc
huyén Cam Lam, tinh Khanh Hoa; cach san bay Cam Ranh 5,4km va cach trung tam
thanh phé Nha Trang tim 30km. Resort di vao hoat dong cudi nam 2015 va dugc
nang cap gan nhat vao cudi nim 2017, do tap doan Fusion quan ly.

Fusion Resort Cam Ranh dugc xay dung trén doi cat cao hon 28 mét vai tim nhin
hudng thang ra bién Bai Dai tuyét dep cia Vinh Cam Ranh. Resort bao gém 122 villa
va phong suite cd thiét ké hién dai va khéng gian mg thoang dang hudng vuon, ho
boi hoic bai bién.

Tai Fusion Resort Cam Ranh, viéc cham soc stc khoe ty nhién bao gom ca viéc
an ubng lanh manh. Bac biét, dich vu “an sang moi lic, moi noi” dic trung chi ¢ tai
Fusion gitp cho du khach tan huéng bita sang & ho boi, trong villa, ngoai bai bién
vao bat ky thoi gian nao trong ngay. Cac mon an kiéu Tay Phuong va chau A duoc
ché bién dya trén y twdng am thyuc hién dai, 1anh manh st dung cac nguyén liéu, rau
cu dia phuong duoc phuc vu ca ngay tai nha hang Fresh huéng bién nam canh ho boi
tran bo.

6. Wyndham Grand KN Paradise Cam Ranh

Wyndham Grand KN Paradise Cam Ranh ndi bat giita B4i Dai, Thanh Ph4 Cam
Ranh, tinh Khanh Hoa. Vi tri dic dia caa khu nghi dudng khién viéc luu thong dé
dang hon khi chi cach san bay quéc té Cam Ranh khoang 10 phut di 6 t6, cach trung
tam thanh phé Nha Trang 35km, thuan tién cho du khach khdm pha nhimg dia diém
tham quan ndi tiéng.

Wyndham Grand KN Paradise Cam Ranh nim trong chudi du 4n khu db thi phirc
hop cua KN Paradise, thuéc sy quan ly cia Wyndham Hotel Group. Ra doi véi st
ménh mang dén khdng gian nghi ngoi dang cap va tién ich bac nhat, Wyndham Grand
KN Paradise Cam Ranh con khang dinh minh khi duoc vinh dy néu tén trong céc
hang muc “Dy &n than thién mai truong nhat”, “Du &n khéch san tét nhat”, “Thiét ké
ndi that khu nghi dudng dep nhat” va “Thiét ké kién tric canh quan khu nghi dudng

dep nhat”.
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Khu nghi dudng dat tiéu chuan 5 sao c6 quy md 16n 1én dén 91 villa va hon 300
phong nghi cac loai tir Deluxe cho dén Suite. Khu vuc nghi ngoi ciing nhu cac khu
vuc tién ich khac déu duoc thiét ké pha tron giira nét moc mac chau A va sang trong
ciia Phuong Tay, md ra mot khong gian hai hoa, mang dam mau sic mai mé.

Du chon bat ky hang phong nao, du khach van cé nhitng trai nghiém tuyét voi nhat
Vvé6i su tinh té trong phong céch kién tric, nhitng dich vu tién ich bac nhat va canh
quan dugc bay tri nhu dang lac vao tién canh. Nhitng ctra s6 thoang dang véi mat
kinh khong chi gitp du khach gan giii hon véi thién nhién ma con dem dén nguon
séng tu nhién cho can phong.

7. Escalade Experience Cam Ranh

Escalade Experience Cam Ranh toa lac tai Binh Lap Cam Ranh — mét vi tri ¢6 tiém
nang vé du lich, boi 18 noi day duoc thién nhién uu i cho canh sic nén tho va giao
thong thuan tién gan véi san bay quéc té Cam Ranh.

Hién tai, do tap trung vao wéc mudn ddm minh vao thién nhién cua nhiéu du khéch
nén khu nghi dudng chi méi dau tu khoang hon 10 phong; trong d6 mot phan ba sb
phong c6 tdm nhin tuyét dep huéng ra bién tir ban cdng c6 san gd va tre, cac phong
con lai nhin ra vudn cdy xanh wom, canh déng va nhiing tang da vé phia vinh Cam
Ranh.

Céc phong cua Resort Escalade kha nho, nhung chung dugc trang bi noi that dep
va chu dao. Phan 16n do noi that va vat liéu xay dung duoc lam bang gd, bao gém
budng tim va thanh vin bang tre, manh nan tre hoat dong bang rong roc, tran dét bén
dudi mai tranh va cira truot tir san dén tran ra ban cong. Bén canh do6, cic phong
bungalow ¢ Escalade c6 thiét ké doc dao 1ay cam hang tir lang qué Viét Nam, hoa
minh vao lang chai dia phuong. The Escalade Experience két ndi du khach vai vé dep
hoang so cua bai bién va cac hon dao cia Vinh Cam Ranh, mang dén nhiing giay
phut nghi dudng that yén binh.

8. Mia Resort Nha Trang

Nam giita san bay Cam Ranh va thanh phé Nha Trang, Mia Resort Nha Trang la

mot khu nghi dudng 5 sao, dugc khai truong vao thang 9 nam 201 1. Khu nghi dudng
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duoc phan bd 6 hai d6 cao khac nhau: khu bén trén nhu duoc tac ra tir trong nui, lung
ching caa cao d6 60 m nhin xudng bai cat yén binh bén bd vinh, khu bén dudi nam
gan bén bai bién tho mong véi mot tim nhin tuyét dep. Mia duoc thiét ké bai kién
truc su Gary Fell va dugc xay dung trén cac nguyén tac than thién véi méi trudng
sinh thai bao gom 50 khoang khéng gian séng duoc 1ong ghép ngoan muc vao hau
canh ndi ring, bo d4 thang tip va nhitng khu vuon dugce cham chut ki ludng, dap
dénh bén bai cat nhé an minh ven vinh bién; trong d6 c6 18 phong duoc xay dung
theo kiéu can ho va 32 biét thu xay dung theo kiéu giat cap tir thap I&n cao, nam cheo
leo trén vach da. Bang viéc sir dung cac vat liéu tu nhién nhu: gd, tre va d4 granite...,
cac cong trinh kién tric ¢ day déu duoc thiét ké trang nhd, mang tinh tham my cao.
Quén bar, nha hang, phong nghi... déu huéng ra bién, tao nén khong gian mé rat ddi
thanh binh, gitp du khach luén ¢ cam giac thu thai khi nghi dudng & noi nay. Dén
véi Mia Nha Trang, du khach nhu lac vao mét khu vuon yén tinh vai tham co duoc
trong ngay trén tran nha, nhitng 16i di duoc lat bang da cudi, nhitng khém truc bao
quanh vuon nha va nhitng bai cat min chay dai 6m Iy mat nuéc xanh tham tao nén
tam guong phan chiéu vé dep hai hoa cua khu nghi dudng c6 cai tén rat Viét nay.
9. The Anam Cam Ranh

Céch san bay quéc té Cam Ranh 11 km, The Anam Cam Ranh - khu nghi dudng
nam trén ving bién Bai Dai véi vé dep hoang so cta vinh Cam Ranh, Khanh Hoa.
Véi vé ngoai an tugng va dich vu cao cap, The Anam Cam Ranh 13 resort duoc binh
chon top cac khu nghi dudng sang trong hang dau thé giéi va c bé boi nam trong top
bé boi vo cuc dep nhat Chau A. Resort bao gom 117 cin biét thy, 96 phong
khach vai thiét ké ding cap dang chuan 5 sao. Toan khu resort duoc bao quanh bai
nhitng khu vuon tuoi tbt va mat mat, ciing véi do 1a bién va ddi nai tho mong.

Ngoai vi tri dia 1y dic dia, The Anam con niu chan du khach bai 16i kién tric dang
cap, doc dao. Do 1a sy két hop tinh té giira 16i kién trdc Phap co dién va nét duyén
dang, moc mac cua Viét Nam. Xen ké nhitng canh sac tuyét dep cua hang dura xanh

la thap thoang nhitng méi ngdi theo kiéu nha Hué, nhitng chiéc deén 16ng, chum vai
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dung nuéc, san gd hay nhitng lat d4 tuyét dep goi 18n mot nét dep truyén thong vinh
clru.

Resort luon dem dén cho du khach mot khdng gian nghi dudng tién nghi, vai phong
¢ rong rai, hién dai cung véi céc dich vu duoc cung cip day di nhu phong tap thé
duc, sn quan vot va bai bién tim. Diéu dic biét va ciing 1 nét dic trung cua khu
nghi dudng nay do 1a noi day so hitu téi 3 bé boi vo cuc vo ciing doc dao va an tuong.

Ngoai ra, Movenpick Resort Cam Ranh ludn quan tdm dén ting chi tiét nho dé
dem dén trai nghiém t6i wu cho du khach. Bién hinh 1a 16i kién trdc xép tang giup tat
ca phong khéch san, can ho va villa déu c6 tam nhin huéng bién; giita khdng gian
sang trong va yén tinh, viéc dugc ngdm minh thanh thoi trong hd boi hay bon tam,
tha 4nh mit vé phia nhitng ngon séng bac dau, moi lo toan thudng nhat duong nhu
tan bién.

10. Selectum Noa Resort Cam Ranh

Selectum Noa Resort Cam Ranh toa lac trén bo bién Bai Dai, Cam Lam, Khanh
Hoa; cach san bay Quéc Té Cam Ranh khoang 7 — 8 km, cach trung tdm thanh phé
khoang tam 30 km va cach cac dia diém du lich noi tiéng khac & Nha Trang ciing
khong qua xa. Resort duoc dau tu boi tap doan Tecco chu dau tu va phdi hop cing
nhitng dbi tac uy tin ¢ linh vuc bt dong san. Selectum Noa duoc tap doan Tecco chu
dau tu va phdi hop ciing nhitng doi tac uy tin & linh vuc bat dong san. Pay 1a khu
nghi dudng mang thwong hiéu Selectum dén tir Thé Nhi Ky dau tién tai Viét Nam,
dugc hoan thién va dua vao sir dung vao nam 2019.

Selectum Noa c6 cau triic gom maot toa chinh va cac cin resort xép xung quanh.
Kién triic xay dung theo phong cach hién dai, voi mau tring I1a tone mau chu dao.
Nhin tur trén cao resort dugc bao phu toan 1a mau xanh caa nhirng hang cay, tham co,
véi thiét ké cac tang thuong mdi can resort déu duoc phi xanh vo cing doc ddo. Tir
d6 du khach s& dugc cam nhan dugc su yén binh, tuoi mat trong tim hon khi & noi
day.

Selectum Noa la khu nghi dudng cao cip 5 sao, ¢d tong cong 506 cin phong va

cac ngdi nha biét thy gom 8 loai nam trong khu dat rong Ion 10.168 m2. Tét ca cac
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can phong déu cd tam nhin hudéng bién, véi hé théng cira kinh duoc lap trong phong,
mé ra mot khong gian rong réi, tran ngap anh nang tao su thoai mai tbi da cho du
khach. Cac phong déu duoc trang bi day du cac tién nghi chic chin s& mang lai cho
du khach mat ky nghi tron ven. Chinh vi vay ma khi dit chan dén day du khach s&
thiy khong khac gi dugc budc chan vao mot ving dat diy yén binh, xanh mét va
trong lanh. Noi day s& 1a dja diém thich hop cho du khach tam lanh xa su 6 nhiém,
dn 40, tap nap noi thanh phd xd bo.

11. Vinpearl Resort & Spa Long Beach Nha Trang

Vinpearl Resort & Spa Long Beach Nha Trang nam nép minh bén bién Bai Dai,
cach san bay qudc té Cam Ranh 12km. Khu nghi dudng dat tiéu chuan 5 sao vai 200
can biét thr sang trong c6 view huéng bién rong rai va thoang mat.

Véi thiét ké mang phong cach kién tric chau Au cung bai bién trai ngat tim mat,
b cét trang min; Vinpearl Resort & Spa Long Beach Nha Trang thuc su trg thanh
diém nghi dudng 1y tuong cho du khach trong va ngoai nuéc. Mdi can biét thy déu
c6 bé boi riéng, hd nuéc xanh trong udn quanh va vuon nhiét doi mat mé mo ra
khoang troi riéng tu. Ngoai ra, khu nghi dudng con mang dén cho du khach mot
khong gian thanh tinh vé&i nhitng bai tri liu Spa tai 8 choi Spa c6 mot khong hai nam
trén mat ho mang tén Akoya.

Bén canh dich vu luu tra va Spa, khu nghi dudng con cung cap cho du khach nhiing
dich vu tién ich dang cap nhu nha hang, quiy bar, phong gym, khu vui choi...; giap
du khach dap tng nhu cau da dang mot cach tét nhat khi luu tré tai khu nghi dudng
nay.

12. Cam Ranh Riviera Beach Resort & Spa

Chi céch san bay quéc té Cam Ranh 15 phut lai xe va cach trung tam thanh phé
Nha Trang 35km, Cam Ranh Riviera Beach Resort & Spa dugc bao quanh bai nhirng
mang xanh cua nhitng khu vuon nhiét déi tuyét dep két hop véi bo bién trai dai.
Resort 12 su két hop hoan hao giira nhu cau nghi dudng, am thyc ndi bat va nhiing
hoat dong vui choi. Noi day 1a dia diém 1y twéng cho cac cip doi va gia dinh dang

tim kiém mot diém ding chan cho ky nghi caa minh.
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Khu nghi dudng sang trong dat tiéu chuan 5 sao duoc bé tri gdm 242 phong nghi
trong d6 c¢6 162 phong thudc khu tda nha 10 tang, 80 biét thu va khu bungalow nam
doc theo bd bién xinh dep va xen k& giita nhirng khu vuon nhiét doi. Véi 16i thiét ké
don gian nhung sang trong duoc lay cam hing tir sy pha tron trang nha gitta nét dep
thién nhién dia phuong véi chit liéu than thién véi moi truong cling voi nét hién dai
tao nén sy hap dan doc dao cho khu nghi dudng tré trung nay. Cac phong déu hudng
tam nhin ra bién, khu biét thu va bungalow déu c6 hd boi riéng va tat ca duogc trang
bi tién nghi hién dai tao nén su thoai mai va tién loi cho mdi du khach khach luu tra
tai day.

13. ALMA Resort

ALMA 12 mét resort tiéu chuan 5 sao toa lac trén dién tich hon 30 ha nam bén bién
B&i Dai, huyén Cam Lam, Khanh Hoa, mét trong nhitng bai bién dep nhat Viét Nam.
Khu nghi dusng ALMA tua nhu mét 6¢ dao xanh yén binh véi nét Kién tric day an
tugng mang Am huang cua mién nhiét déi.

Resort s hitu 384 can ho va 196 biét thy huéng bién bao tron vé dep cua Bai Dai
nén tho. Ngoai ra, khi dén véi ALMA du khach con duoc tan huong day du cac tién
ich tét nhat bao gom hé thdng nha hang sang trong, cong vién nudc thu nho, rap chiéu
phim, nha hat ngoai troi, san golf, trung tdm thé thao, khu vui choi cho tré em, quan
bar ...

Tir ban tay cua nhitng nha thiét ké hang dau thé giéi, ALMA dugc xay dyung thong
minh dé mang dén tam nhin huéng bién ngoan muc tir tit ca cac can ho va biét thu,
cho phép du khach tan hudng 1an gid bién tuoi méi va chiém ngudng vé dep trang I¢
cua Bai Dai ngay tur chinh khdng gian nghi dudng cua minh.

14. Diamond Bay Resort & Spa

Diamond Bay Resort & Spa toa lac trén dudng Nguyén T4t Thanh, phudng Phudc
Pong, thanh phé Nha Trang, tinh Khanh Hoa. Resort cach san bay Cam Ranh chi
khoang 20km va cach trung tam thanh phé Nha Trang 10km.

Diamond Bay Nha Trang Resort & Spa s hitu vi tri dit gia, cling thiét ké theo tiéu

chuan 4 sao qudc té nén dugc du khéach rat hai 1ong va lya chon 13 noi nghi dudng
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sau nhitng ngay mét moi. Resort c6 dién tich 1én dén 14 ha nam bén canh bo vinh
Kim Cuong, vi thé nén né co tén la Diamond Bay Nha Trang Resort & Spa.

Khi buéce chan dén Resort, du khach s& choang ngop bai cach xay dung va thiét
ké doc dao noi day. Khung canh tiép theo s& hién ra Ia nhimng cin Bungalow dugc
bao boc bdi vuon cdy cao rop bong nhu nhitng ngdi nha nhoé trong rieng ram nhiét
d6i. Resort cé tdng cong 342 phong bao gom: 166 bungalow va 176 phong hotel. M&i
phong nghi déu dam bao su riéng tu va doc dao cho du khach an tam nghi dudng va
ngam vé dep yén binh day lang man cua bai bién vinh Kim Cuong.

15. Diamond Bay Condotel Resort

Diamond Bay Condotel Resort thuoc quan thé khu nghi dudng Diamond Bay City,
toa lac bén vinh Kim Cuong, dai 16 Nguyén Tét Thanh, xd Phudc Pong, thanh phd
Nha Trang, tinh Khanh Hoa

Diamond Bay Condotel Resort Nha Trang duoc thiét ké theo tiéu chuan dang cap
qudc té 4 sao gom 1.050 can ho du lich, 376 cin bungalow cao cap xen k& tao nén
quan thé hai hoa, dugc bao quanh bgi cac canh quan cay xanh va dong séng Lo tho
mong.

Khu nghi dudng duoc xem la chuan myc méi cho cac ky nghi dang cap sanh diéu,
mang phong cach chau Au sang trong hoa cung nét dep trong kién tric Viét Nam
duong dai va nhitng chi tiét thiét ké theo xu hudng téi gian cung co sd vat chat hién
dai chinh 14 noi hoan hao dé du khéch tan huong ky nghi dang cap dinh cao.

16. Champa Island Nha Trang - Resort Hotel & Spa

Puoc ménh danh 1a ¢ dao xanh gitra 1ong thanh phd bién, khu nghi dudng Champa
Island Nha Trang mang trong minh nét dep sang trong cua kién tric Cham doc dao
va quyén ril, quy tu day da cac dich vu luu tra, am thye, vui choi, giai tri va bai bién
riéng chic chan s& lam hai long du khéch.

Champa Island Nha Trang mang hinh ddng nhu hai con tau diu nhau ra khoi, day
1a noi tap trung cac dich vu nghi dudng cao cap véi khach san 168 phong, 359 can ho
du lich hién dai duoc thiét ké tir 1 dén 3 phong ngi mdi cin va to hop céc biét thu

sang trong riéng bi¢t. Bén canh d6, Champa Island Nha Trang con c¢6 nha hang hai
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san tuoi séng, khu vui choi riéng cho tré em, khu thé thao ngoai trai, san tap golf, ca
phé thu gidn ven song va trung tdm to chtc sy Kién dap ang chuyén nghiép tir hoi
hop, gala cho dén cac tiéc cudi hoan hao.

Khu lang nghé truyén thdng an tuong vai cac nghé cb truyén Viét Nam cung phé
di b Chandra vdi céac dich vu rap phim ngoai troi, am thuc duong phd va hoat dong
giai trf ngoai troi tai day sé thoéa madn nhu ciu vui choi, giai tri caa du khach.

Tai noi day, du khach khong chi ¢6 co hoi tan hudng khdng gian rong 16n, ménh
mong noi cira bién 40 at séng vo ma con duoc thu gidn, tai tao nang lugng bang nhiing
lieu phép tuyét voi tai 11 phong Spa ngoai troi, trai nghiém 2 hd boi 16n nhat trong
long thanh phé, cling véi quay bar bén hé boi va phong tap thé duc dang cap 1a diém
hap dan cho du khach dén day.

17. Evason Ana Mandara Nha Trang Resort

Evason Ana Mandara Nha Trang Resort 1a mot resort 5 sao sat bién duy nhat toa
lac tai thanh phd Nha Trang, noi s¢ hitu birc tranh thién nhién mo mong, hing vi ciing
vin hoa va con nguoi da dang. Resort nhu mot vién ngoc xanh noi bat trén bai bién
trai dai, tach biét vai thanh phd nhon nhip dong duc.

Evason Ana Mandara Nha Trang Resort dugc xay dung theo phong cach truyén
théng Viét Nam, tua nhu mot khach san ké ngdi lang chai cing ngudi dan ven
bién. Tai day, du khach chang con nhitng lo toan hay phién mugn caa cudc sbng,
duogc thu gidn gitra bién ca diu dang va tan huang su tién nghi dang cap. Chi can vai
budc chin dé dén bo cét traing min, cam nhan nhitg con séng v vao bo cat va tha
hon vao khung canh tuyét voi. Ngoai ra, du khach con dugc tan huang khéng gian
mang dam nét vin hoa truyén thong cua Viét Nam, trai nghiém nhimg mén an ngon
va tham gia nhirng hoat dong kham pha dac biét.

L4y cam hang tir nhitng ngdi lang c6, khu nghi dudng cung cip 74 phong nghi da
dang dugc trang tri bang nhitng nguyén vat liéu truyén théng nhu may tre dan, gém
s, 14 co, go..., goi nhé dén nhitng ngdi nha gian di, thanh binh pha tron vai su tinh

té hién dai tao cam giac gan giii, thoai méi. Mot s6 phong duoc lua chon dit tai khu

210


https://khachsan.chudu24.com/ks.376.evason-ana-mandara-nha-trang-resort.html
https://khachsan.chudu24.com/ks.376.evason-ana-mandara-nha-trang-resort.html
https://khachsan.chudu24.com/ks.376.evason-ana-mandara-nha-trang-resort.html

vuon cay nhiét déi va mot sé nam trén bai bién mang dén nhitng trai nghiém khéc
nhau.

Véi mong mudn dua thién nhién gan lai véi cudc sdng hon, Evason Ana Mandara
d3 két hop rat hai hoa voi khu vuon cay tuoi tot va nhitng ho nuéc hay con subi nho
chay quanh nhitng ngdi nha tao cam giac thu thai véi thién nhién nhe nhang day sic
s6ng.

18. Vinpearl Resort Nha Trang

Nam trén ddo Hon Tre xinh dep giira vinh Nha Trang véi bién xanh, cét trang,
ning vang, Vinpearl Resort Nha Trang duoc biét dén nhu thién dwong du lich cua
Viét Nam. Noi dirng chan 1y tuéng ctia moi Du Khach trong va ngoai nudc.

Vinpearl Resort Nha Trang dugc thiét ké theo phong céch Indochine — mét su két
hop vira tinh té vira noi bat gitra niém hoai ¢6 cua truyén thong A Pong két hop véi
su 1ang man hién dai cua Kién triic Phap. Du khach dén day c6 co hoi duge thu gidn,
tha minh trong 1an nuéc xanh méat cua hd boi nude ngot rong nhat Dong Nam A( trén
5.000m2) va duoc chiém ngudng maot trong nhitng bai bién tu nhién & dao dep tuyét
Vi Vi nhitng trién cat vang ong trii dai hon 1km.

Vinpearl Resort Nha Trang la mot resort 5 sao noi tiéng mang dang cap qubc té
duoc trang bi boi nhitng trang thiét bi hién dai mang dam phong cach phuong Tay,
nhung su hién dai cia noi nay khong hé 1am mat di vé dep hoang so, quyén rii cua
maot hon dao ngoc, thém vao dé 1a mot vé dep mé hon boi nhitng ho boi duoc thiét ké
mét cach dat biét, cong vai rang dira mau xanh ngat, hoa vao d6 1a tiéng song bién v
déu tao nén mot khic nhac du duong. T4t ca nhitng diéu nay cang diém té thém cho
khu nghi dudng mot nét dep quyén rii. Bén canh d6, hé théng biét thu cua resort duoc
thiét ké theo phong cach dwong dai, tan dung téi da wu thé san vuon va bé boi riéng,
dem lai khong gian riéng tu tuyét d6i. Vi tong sb6 57 biét thu ven bién, Vinpearl
Resort Nha Trang 1a xu huéng dang rat dugc wa chudng trén thi trudng nghi dudng
trong nuGe va qudc té.

19. Vinpearl Resort & Spa Nha Trang Bay
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Vinpearl Resort & Spa Nha Trang Bay toa lac trén dao Hon Tre cua vinh Nha
Trang - mot trong nhitng vinh bién dep nhat thé gidi. Vi kién tric canh cung duyén
dang va hién dai, thoai xudng bo bién dai tuyét dep noi cat min tring tinh va nudc
bién trong xanh, Vinpearl Resort & Spa Nha Trang Bay 14 noi c6 thé nhin tir givong
ngu ra toan canh Vinh Nha Trang véi tam nhin my 1é va séng dong nhat.

Vinpearl Resort & Spa Nha Trang Bay dugc xudng tén vinh danh khu nghi dudng
bién hang dau Viét Nam bai giai thuong danh gia World Travel Award vao nam 2018.
7 choi Spa trén mat ho tho mong cing cac lidu trinh thu gidn, cham soc co thé ¢6
ngudn gbc tir Bali 1a mot trong nhitng nét hap dan riéng biét cua khu nghi dudng sang
trong nay.

Khu nghi dudng c6 173 villa va 483 phong khach san cao cip; trong dé cac villa
rong én co tir 2 - 3 - 4 phong nga vira riéng tu, vira gan két dap ung day du moi nhu
cau cua khach hang. Cac villa déu c6 ho boi riéng, internet mién phi, may lanh, dich
vu béo thac va ban 1am viéc, gip du khach dé dang thu gian sau mot ngay dai. Nhiing
tién nghi giai tri khac bao gém bai bién riéng, phong thé duc, phong xong hoi, san
golf trong vong ban kinh 3km, khu Kids Club va cong vién giai tri VinWonders chi
cach 300m. Khu nghi dudng 1 lya chon 1y tuéng cho mot ky nghi day niém vui cia
moi gia dinh.

20. Vinpearl Discovery Nha Trang

Vinpearl Discovery Nha Trang nam céach trung tam thanh phé Nha Trang khoang
4km, trén dao Hon Tre cua tinh Khanh Hoa. Quan thé khu nghi dudng nay so hitu
mot khong gian séng 1y twong va khung canh dep nén tho, yén binh véi 420 phong
khach san tiéu chuin 5 sao cung 397 cin biét thy diang cip c6 view hudng bién va
khu vuc sén golf hién dai. Pugc xay dung ngay trén hon dao Hon Tre, Vinpearl
Discovery Nha Trang thuc su chinh 1a lua chon tuyét voi, hoan hao nhat dac biét 1a
d6i voi gioi thuong luu khi co co hdi dugc thuéng thic, trai nghiém san golf 18 16
noi tiéng Vinpearl Golf Nha Trang duoc cong ty thiét ké san golf hang dau 6 My IMG
xay dung va phét trién. Khdng chi véi nhimg diém doc déo trén, Vinpearl Discovery

Nha Trang con dic biét kién tao nén mot thé gisi nghi dudng riéng biét siéu sang
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trong va dang cap, strng sitng nam ngay trén mot hon dao binh yén véi nhirng tiéu tiét
trang tri lay cam hang tir phong cach Art Deco trong tirng goc nho tir khu vuc cau
thang may ngoai sanh lobby té&i tirng phan gach san nha hay ca nhitng san pham noi
that trong phong nghi.

Dén véi Vinpearl Discovery Nha Trang, du khach s& co dic quyén duoc thuéng
thire tron ven hang loat cac tién ich hién dai, dat chuén 5 sao, dang cap cua gidi thuong
lwu nhu hd boi vo cuc, khu vuc trong tré, khu vui choi tré em, chudi nha hang A Au
5 sa0, quan ca phé tuyét dep, Spa cao cap, BBQ ngoai troi va khu vuc ngam canh
tuyét my. Vinpearl Discovery Nha Trang 1a diém dén du lich va nghi dudng hap dan
bac nhat danh cho bat ki c& nhan nao c6 niém yéu thich kham phé va tan huong cudc
séng chan hoa véi thién nhién.

21. Boma Resort Nha Trang

Boma Nha Trang toa lac trén bo bién phia bac caa Vinh Nha Trang néi tiéng, noi
chi céch trung tdm thanh phé Nha Trang nhon nhip cting nhiing bai bién noi tiéng chi
vai phut. Khu nghi dudng dat tiéu chuan 5 sao géom 28 bungalow ciing véi 72 phong
khéch san mang phong cach boutique vai tim nhin ra bién va duong chan troi tuyét
dep.

Boma Resort Nha Trang 1a mét trong nhitng khu resort bién ding cap, than thién
VGi moi gia dinh, phu hop va can ddi cho ca nhu cau nghi ngoi va vui choi cia du
khach, ciing vai chat lwong phong va dich vu luu tra cao cép. Cac phong déu cd view
nhin ra bién, vuon véi ban cdng riéng nhiéu kich ¢, giup cho khach dé dang tan
huong va trai nghiém ky nghi tuyét voi. Ngoai ra, khu nghi dudng con dugc biét dén
la mot trong nhiing resort ¢ Spa tt nhat véi cac dich vu tri liéu, phong tap thé duc
va cac goi cham soc suc khoe gitp du khach thu gian va phuc hoi sau thoi gian dai
lam viéc mét moi.

22. Amiana Resort Nha Trang

Amiana Resort Nha Trang la khu nghi dudng tiéu chuan 5 sao qudc té toa lac bén

vinh Nha Trang xinh dep, cach san bay quéc té Cam Ranh 45km. M¢ cira dén nhitng

du khach dau tién vao thang 4 nam 2013, Amiana bao gém Amiana Deluxe Collection
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va Amiana Villa Collection véi 95 phong va 153 biét th rong réi voi tam nhin hudng
vuon hodc hudng bién, va ban-cong hoic san hién riéng tu, mot bé boi nudc man ty
nhién réng 2.500m2, 2 hd boi nudc ngot rong 600m2 va 700m2, mot bai bién riéng
Véi 16p cat trang min thoai thoai dan xudng lan nude dai duong trong xanh. Cac phong
va villa dugc thiét ké theo triét ly tw nhién véi ndi that duoc 1am tir vat liéu dia phuong
thAm dAm vin hoa Viét va ti mi dén tirng chi tiét, tir bo 4m tra hay phin ca phé bang
gém Bét Trang, cac san pham tir than va vo dira, tre va da 1y tir ving 1an can.

Amiana Resort Nha Trang ty hao dugc binh chon la mét trong nhitng noi sang
trong nhat Viét Nam nhiéu nam lién. Resort voi mét kién tric khéng gian mé hoa vao
khong gian bién, noi day nhu mét 6c dao xinh dep nép minh thanh binh & mét goc
tinh lang cua Nha Trang. Hoa quyén bdi mau xanh ngoc cua dai duong, chim trong
mau cua cay cdi, ctia dat troi va duoc diém xuyét bai mau sac ruc rd cua cac loai hoa,
Amiana an chira vé dep kin dao va goi cam. Du khach c6 thé thuc giac cing tiéng
s6ng v vai Am thanh xao xac cua I co trong 1an gio bién, thuang thic ly ca phé dudi
anh ning ban mai hay dim minh trong nhitng budi chiéu tdi riéng tu lang man dudi
sao troi noi ban cong. Amiana c6 nha hang Bacaro thanh lich dac trung phong cach
phuc vu “Cicchetti”, quay bar LB’s nhin ra vinh bién xinh dep véi duong chan troi
thang tip va cac dao 16n nho, trung tim hoi nghi Amiana véi khung canh va vi tri dep
c6 sic chta 1én dén 700 nguoi. Pén véi Amiana Resort Nha Trang du khach nhu
cam giac mot dau an kho quén trong hanh trinh cudc séng d6 1a su thoai mai, yén
binh va than thién.
23. MerPerle Hon Tam Resort

Khu nghi dudng cao cap MerPerle Hon Tam Resort s& hitu dia thé doc déo trén
dao Hon Tam, mot trong 4 hon dao dep nhat vinh Nha Trang. Dé dén vai khu nghi
dudng du khéach chi mat 10 phut di cano cao tdc qua dao. MerPerle Hon Tam hoa
minh giita thién nhién tho mng, noi bién troi giao thoa, bao phi boi mot mau xanh
mét bén bo bién ngoc cét tring, ma ra mot khdng gian nghi ngoi dang cap dé tan
huong su thu gidn tuyét voi gitra canh quan ndi ring nguyén so va bién troi xanh

ngat.
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Khu nghi dudng duoc xay dung véi 59 bungalow va 15 cin villa sang trong nam
trén suon ddi 16ng gio, tua lung vao khu rimg nguyén sinh huéng ra bién ngoc, cac
bungalow nhu nhitng dc dao that thanh binh danh riéng cho du khéch.

MerPerle Hon Tam con c6 khu phtic hop tim bun khoang trén dao 16n nhét Viét
Nam véi thiét ké hoa minh cing thién nhién ndi ring va tim nhin hat mét ra vinh
Nha Trang s& mang dén cho du khéach nhiing trai nghiém tuyét voi. Tai ddy, du khach
s& dugc tam bun/tim thao duoc, phuc hdi sic khoé bang liéu phap “on tuyén thay
liu phap”, thu thai tha minh dudi dong thac nude hing vi hay ngdm minh trong ho
khoéng jacuzzi rong dén hon 2000m2. Ngoai ra, khu nghi dudng con mang dén cho
du khach am thuc A dong cling cac mon an dan gian Viét tai nha hang Hon Viét véi
tam nhin ra vinh Nha Trang. Dy chinh 12 diém nhan hoan hao trong lich trinh tham
quan hay nghi dudng cho du khach khi dit chan dén dao Hon Tam.

24. Six Senses Ninh Van Bay Nha Trang

Six Senses Ninh Van Bay Nha Trang nam nép minh bén vinh Ninh Van canh
nhitng ngon nui cao. Cach san bay Cam Ranh 65km, mat khoang 1 gio 13i xe dén bén
tau cua Six Senses va 20 phut di tau 13 dén dwoc véi Six Senses, cach trung tim Nha
Trang khoang 25km.

Six Senses Ninh Van Bay Nha Trang dat tiéu chuan resort 5 sao quéc té va c6
phong canh hitu tinh, 14 noi tuyét voi dé du khéach c6 thé nghi dudng. O noi ddy chu
yéu 1a canh vat hoang d, du khach c6 thé ling nghe tiéng song cua bién, tiéng gio vi
VU Va tiéng chim hot... Bién xanh cét tring niang vang nhu to diém thém nét moc
mac, binh di, dting chat Viét Nam & noi day — mot khong gian yén binh dén la thuong.

Toan bo khu nghi dudng nam trai dai doc theo 2 km bo bién voi 58 villa méi 14
Nam rai rac trén cac vach da, lung chimg doi va doc theo bai bién. Piéu dic biét Ia
toan bo villa déu duoc dung bang g, cac diém ndi véi nhau dugc chét bing tre theo
16i kién tric nha cua nguoi xua, mai nha duoc lop bang 14 dira moc mac, nguyén so.
Khéng gian phong 6¢c 4m clng, nhung khong kém phan sang trong mang dam nét
truyén théng cua dan toc Viét Nam s& dem lai du khach cam giac than quen, thoai

mai va yén binh trong thoi gian nghi dudng tai day.
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Véi hé thdng nha hang dang cip, chét luong phuc vu hoan hao 14 noi du khéach cé
thé kham pha am thuc thé gigi, am thuc Viét Nam va am thuc cua vung bién Nha
Trang xinh dep. Cac mén dn ludén duoc ché bién theo nhirng bi quyét doc ddo mang
dén day du dudng chat. Du khach sé& co co hoi thuong thic buffet sang véi vo s cac
mon in hap din mang dic trung cua nhiéu ving mién. Va tat nhién 1a khdng thé bo
qua thuc don hai san turoi ngon cung nhirng loai rugu tuyét hao. Bac biét cac moén an
dan da dugc ché bién cong phu tir ngudn nguyén liéu sach dugc trong trong khu vuon
cua resort.

Mic di khoAc 1én vé ngoai ddm da nét dan da cua chau A nhung bén trong ctia Six
Senses Ninh Van Bay lai duoc trang hoang nhing thiét bi cuc hién dai va cao cap dé
thue hién st ménh 1am mé hoic du khach mét 1an dit chan dén day.

25. An Lam Retreats Ninh Van Bay

An minh trén ban dao nguyén so cta vinh Ninh Van, noi canh quan thién nhién
tao nén mot khong gian riéng tu va tinh 1ang tuyét dbi, An Lam Retreats Ninh Van
Bay — khu nghi dudng danh cho cac cip doi duy nhat ¢ Viét Nam, 1a dia diém ly
tuong cho nhitng du khach kiém tim cam giac thu thai cing nhitng trai nghiém gan
két doc dao. Mot trong nhitng diém 1am nén nét khéc biét cia An LAm Retreats Ninh
Van Bay nam ¢ sy hoa quyén giira thién nhién va con ngudi, && mdi trai nghiém cua
du khach tai day, 1a mot hanh trinh gan két cia tam tri, co thé, va cam xdc.

L4y cam hing tir nét dep truyén thong Viet Nam, két hop hai hoa véi 16i kién tric
hién dai, 34 can biét thy gd véi bé boi riéng va khong gian xanh bao phu, dugc thiét
ké ma, sir dung cé4c vat liéu bén viing, mang dén cam giac thu thai, than thién véi
thién nhién, ddng thoi van toat I&n nét sang trong, dang cap. Vi sit ménh bao vé moi
trurong, toan bo cac can biét thy tai An Lam Retreats Ninh Van Bay duoc xay dung
hoan toan truyén thong, giam thiéu t6i da anh huong dén moi truong séng cua thién
nhién. Nam & d6 cao 12m so véi mat dat, an minh trong sic xanh bat tan caa ndi ring,
cin biét thu Tree Top Pool Villa nhu nhitng ban hoa ca tuyét mi, dem dén sy két ndi

ki di¢u gitra con nguoi va thién nhién.

216


https://fantasea.vn/an-lam-retreat-ninh-van-bay/
https://fantasea.vn/an-lam-retreat-ninh-van-bay/
https://fantasea.vn/an-lam-retreat-ninh-van-bay/

Toan bo tru d& bang gd duoc dwa vao cac khdi da ty nhién tao nén mot hé két cau
chic chan, d6ng thoi, van dam bao triét Iy xanh cua khu nghi dudng — khéng chat phé
cay cdi tu nhién hay phé v& canh quan xung quanh. Puoc hoan thién vai ki thuat xay
dung cdng phu, trén nén hé khung san viing chai, day 13 noi Iy tuong dé phong tam
mét chiém ngudng canh sic tuyét dep cua troi bién quyén hoa khi binh minh 1én, hay
danh chat thoi gian dé ling dong, két néi vai tm hon qua nhitng pht gidy tinh yén
bén lan nudc trong xanh. Nang tam trai nghiém véi cam giac thu thai tai bé boi riéng
trén khong, giita khung canh ndi rimg hung vi ma hiém noi nao & Viét Nam c6 dugc.
Ngudn nudc sir dung tai khu nghi dudng va cac cin biét thu dén tir ngudn nude sudi
thién nhién trén dao da qua xir 1y, dé mdi vi khach khi toi day co thé trai nghiém
nhitng gi trong lanh va nguyén so nhét cua tu nhién.

An Lam Retreats Ninh Vinh Bay mang dén da dang cac hoat dong, tir trai nghiém
BBQ bén thac nudc, dén di bd duong rimg va chiém ngudng khung canh thién nhién
nén tho. Hay phong tAm mit ra ngoai khoi xa va tan huong vé dep caa vinh Ninh Van
khi hoang hon budng xuéng tai nha hang Sen Deck, va thuong thirc nhitng mén an
mang dam huong vi Viét Nam duogc ché bién tir nhitng loai hai san twoi ngon. Jungle
Spa cung cap da dang cac dich vu chiam séc stc khoe toan dién, cac chuong trinh
Yoga va tam hoi bang nudc khoang khién cho hanh trinh trai nghiém cang trg nén
tron ven va thu thai hon.

Tir chinh nhitng gi nguyén so nhat, An Lam Retreats Ninh VVan Bay tao nén nhiing
khoanh khic gin két ma d6i lac bi lang quén bai bon bé cudc séng. Khai dau ngay
méi voi Yoga Sun Salutations gitra sac xanh bat tan caa ndi ring, va cam nhan vé
dep nén tho cuia thién nhién hién hitu trong tung nhip tha. Tim vé cam giac thu thai
bén dong sudi mat lanh sau cung duong hiking day thir thach; hay ciing ngudi minh
yéu trai nghiém picnic ngay gitra thién nhién httu tinh. An Lam Retreats Ninh Véan
Bay gilip du khach xua tan moi bon bé cua tam tri ¢¢ cam nhan nhiéu hon su ling
dong cua tam hon va su gin két voi cudc séng xung quanh.

26. GM Doc Let Beach Resort & Spa
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GM Doc Let Beach Resort & Spa toa lac tai phia nam vinh Van Phong, cach san
bay Cam Ranh 70 km va thanh phé Nha Trang 35km. Resort s& hitu bai bién riéng
hinh canh cung tuyét dep, nhin ra ban dao Hon Gém - noi diém cyuc déng cua to
qudc, 1a noi d6n anh ning mat troi du tién trén dat nuéc Viet Nam.

Vi 16i kién trc hién dai duoc két hop hai hoa véi thién nhién. GM DocLet Beach
Resort & Spa c6 98 phong nhin ra hudng bién, vudn, hd boi véi trang thiét bi hién
dai, tién nghi, tat ca déu cd ban cong riéng tao khong gian mg. Khudn vién rong voi
mau xanh cta co cay hoa 14 va ho boi rong 350m2 cling véi phong tap thé duc, phong
hoi nghi, Karaoke duoc trang bi hién dai cung véi Spa chuyén nghiép... sé dap ung
moi nhu cau cia du khach khi nghi ngoi tai day.

GM DocLet Beach Resort & Spa con c6 nha hang tiéc cudi 600 chd ngdi co may
lanh va nha hang Ocean View 300 chd ngdi ngay trén bai bién nhin ra vinh Van Phong
13 noi 1y tuong dé dap ung cac nhu cau to chic cac sy kién, hoi nghi, hoi thao. Bic
biét, cac chwong trinh tiéc nuwéng bai bién, tiéc cudi bai bién véi hai san cua vinh Van
Phong dugc cac dau bép chuyén nghiép dam nhiém sé& 1am du khach d¢am chim trong
khdng gian l1ang man cung véi ngudi than va ban be.

27. L'Alya Villas Ninh Van Bay

Toa lac bén vinh bién Ninh Vén xinh dep, L'Alya Villas Ninh Van Bay céch trung
tam thanh phé Nha Trang khoang hon 17 km. L’Alya tu nhién, hoang so va duoc bao
boc boi khung canh dep twa nhu mét bac tranh vé. Tai noi thoi gian bi lang quén, du
khach s& dugc nudng chiéu bai khdng gian cua ndi ring yén tinh, bién xanh ty nhién
va ca khung canh ngoan muc noi anh hoang hon budng xudng ngap tran. Nhiing du
vi am thuc tuyét hao, s dang yéu cua nhitng cu dan ban dia, dich vy hang dau, quyén
rli bude chan du khach vao trong mét ky nghi dudng riéng tu, hoan toan binh yén va
thu thai.

Hoa tron tinh té véi vé don gian, ty nhién, sy cai mé cua kién tric hién dai va
truyén théng tao nén phong cach “semi-closed” doc ddo dac trung cua cac can biét
thu L’ Alya. Mot khong gian hoan toan phong nha mang dam hon Viét véi mai 14, tre,

dam bang gd va san da granite. Nhin bén ngoai c6 vé don gian, tuy nhién noi that lai
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vo cuing thanh lich, thoai mai, hién dai va sang trong. T4t ca cac cin biét thy nam
riéng biét, bao quanh bai thién nhién va khdng gian séng rong 16n véi bé boi ngoai
troi, phong tim va san tim ning riéng biét. Noi bat nhit trong b suu tap biét th cua
L'Alya Villas Ninh Van Bay chinh la Lagoon Pool Villa véi khdng gian rong rai,
thoang mat bao gém phong ngu 16n, phong tim ngoai ¢, bon tim ngoai troi kém voi
sen, hd boi riéng véi ghé phoi ning ciing ban dn ngoai troi.

Bén canh khong gian luu tra, cac tién ich luu tra cling 13 mot trong nhiing yéu to
dugc danh gia cao cua L'Alya Villas Ninh Van Bay. Khu nghi dudng bén bién nay
c6 nha hang phuc vu duoc tich hop ngay trong khudn vién - nha hang chinh The
Pillars véi khong gian 4m ap, don gian nhu sang trong, cuing huwong vi am thuc duoc
cham chut. L'Alya Villas Ninh Van Bay con c6 Beach Bar toa lac bén bo cét, du
khach c6 thé ngdi nhin canh bién, nham nhi mot ly nudc va trd chuyén, thu gian cing
nhau. Ngoai ra, L'Alya Villas Ninh Van Bay ciing c6 dich vy Spa véi nhiéu liéu phap
va chuyén vién chuyén nghiép s& gitp du khach phuc hdi stc khoe va xua tan nhitng

cang thang mét moi cia cudc séng hang ngay.
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PHU LUC 2

Danh sach cac chuyén gia va nha quan ly resort tai Khanh Hoa tham gia

thao luan nhom

DANH SACH CAC CHUYEN GIA THAM GIA THAO LUAN NHOM

STT | HQO VA CHUC VU PON VI CONG PIA CHI
TEN TAC
ABC | Giam dbc so Du S¢ Du Lich Khanh | Dia chi: 61 Yersin,
1 Lich Hoa TP. Nha Trang,
tinh Khanh Hoa
BCD Chanh Thanh Tras¢ | So Du Lich Khanh | bia chi: 61 Yersin,
2 Du Lich Hoa TP. Nha Trang,
tinh Khanh Hoa
CDE Giam Déc Trung S6 Du Lich Khéanh bia chi: 61 Yersin,
3 tam xuc tién du lich | Hoa TP. Nha Trang,
tinh Khanh Hoa
DEF Chu tich Hiép hoi Hiép hoi Du lich bia chi: 61 Yersin,
4 Du lich Khanh Hoa | Khanh Hoa TP. Nha Trang,
tinh Khanh Hoa
EFG | Chutich hoi Khach | Khach san Ariyana | 18 Tran Hung Dao,
5 San Khanh Hoa TP. Nha Trang,
tinh Khanh Hoa
DANH SACH CAC NHA QUAN LY RESORT

1 FGH | Tong quan ly The Anam Resort H. Cam Lam

5 GHK | Tong giam doc Six Senses Ninh Van | H. Ninh Hoa
Bay

3 HKL | Tong quan ly Amiana Resort Nha Tp. Nha Trang
Trang

4 KLM | Tong giam dbc ALMA Resort H. Cam Lam

5 LMN | Truong bo phan 1& tdn | Mia resort Nha Trang | H. Cam Lam
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PHU LUC 3
Dan bai thao luan nhom (Focus Group) trong nghién ciru dinh tinh

Xin kinh chao Quy vi!

Toi la giang vién Truong Pai hoc Khanh Hoa hién dang thuc hién nghién cau
“Mdi quan hé giira khong gian dich vu, gia tri cam nhan, sw hai long va long
trung thanh cia du khéach tai cac resort & Khanh Hoa”.

Truéc tién cho phép tdi gui l6i cam on chan thanh vé sy quan tam va gilp do cia
Quy vi dé thao ludn chu dé nay. Qua day, xin Quy Vi luu y 1a khéng c6 quan diém nao
diing hay sai ca, tat ca cdc quan diém ciia Quy vi déu gilp ich cho viéc hoan thanh dé tai
nghién czzu va gilp cho cac resort ¢ Khdanh Hoa ndang cao nang luc canh tranh trong thoi
gian toi.

Thoi gian du kién cho budi thao luan 1a 1h30 phat. Bé 1am quen véi nhau toi
xin giai thiéu téi la Phi Hai Long.

XinQuy vitugigithi€utén...............oooii

Noi dung chinh:

Nghién cizu méi quan hé giira khéng gian dich vu, gia tri cam nhdn, sy hai
Iong va long trung thanh cua du khéch tai cac resort ¢ Khdnh Hoa. Bay gio tdi xin
ligt ké va dwa ra nhitng thanh phan do lwong va kém theo cac cau hdi. Rat mong Quy
vi bot chdt thoi gian nghién cuzu va tra loi:
1. THANH PHAN PO LUONG KHONG GIAN DICH VU

Theo Quy vi, khdng gian dich vu cua resort duoc thé hién qua nhitng thanh
phan nao? T6i xin dua ra cac phat biéu sau ddy, xin Quy vi cho biét minh cé hiéu cau
hoi khong? Vi sao? Theo Quy vi cac cau hoi ndi 1én diéu gi? Vi sao? Céc cau hoi nay
c6 phi hop véi thuc té caa khong gian dich vu tai cac resort khdng? Tai sao? Quy vi
c6 thé bd sung thém nhiing cau hoi khac dé giai thich rd hon yéu té da néu.
Thanh phan 1: Méi treéng xung quanh

- Khéng khi ¢ resort nay thi trong lanh
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- Nhiét do ¢ resort nay that dé chiu

- Mtrc d6 anh sang tong thé trong resort nay 1a ph hop

- Am nhac tong thé trong resort nay 1a phi hop

- Mau sic dugc sir dung trong resort nay tao ra mot bau khong khi 4m &p

- Mui thom & resort nay that dé chiju

- Khac (VUL IONG NBU I0). ...,
Thanh phan 2: Bé cuc khang gian

- Khu vuc 1€ tan tao cho khach cam giac thoai mai khi 1am thu tuc check in,
check out

- Khach dé dang di chuyén xung quanh resort va tiép can céc dich vu

- B cuc khong gian trong phong luu tri dem lai cam giac thoai mai

- Khéng gian tai khu vie nha hang dugc bd tri hop ly

- Khéng gian tai khu vuc spa va stc khoe dugc bd tri hop ly

- Khong gian tai khu vuc giai tri duoc b tri hop ly

- Khong gian tai khu vuc hé boi dugc bo tri hop ly

- Khong gian tai khu vuc mua saim duoc bé tri hop ly

- Kh&c (VU IONG NBUTG)....eei e,
Thanh phan 3: Tinh thAm my ciaa co sé

- Kién tric cua resort nay doc dao

- Tudng, tran nha, san nha duoc thiét ké an tuong

- Resort dugc trang tri dep mat

- Cay xanh trong resort nay dem lai cam giac dé chiju

- Khac (VU IONG NBU 10). ...,
Thanh phan 4: Dau hiéu va biéu tweng

- Resort ndy c6 day du bién béo va hinh anh chi dan

- Bién bao va hinh anh chi dan duoc bé tri hop Iy

- Bién bao va hinh anh chi dan c6 kich ¢& hop ly, d& dang quan sat

- Bién bao va hinh anh chi dan dé hiéu

- Bién bao va hinh anh chi dan giup ich cho du khach
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- Khac (VUL IONG NBU I0). ...,
Thanh phan 5: Su sach sé

- Mt tién cua resort ndy ludn duoc giir sach s&

- Khuon vién trong resort nay ludn dugc giir sach sé

- L4i di trong resort nay ludn duoc giit sach s&

- Co s& vt chit trong resort ndy luén dugc lau don sach s&

- Phong khéch luu tra duoc lau don mdi ngay

- Resort ludn duy tri cac phong vé sinh sach sé

-Khac (VUL IONG NBU D). ...
2. THANH PHAN PO LUONG GIA TRI CAM NHAN

Mot cach tong quat, khi danh gia vé gia tri cam nhan, Quy vi s& n6i nhu thé
nao? Bay gio t6i s& dua ra nhimng ciu sau day, xin Quy vi cho biét minh c6 hiéu cau
hoi khdng? Vi sao? Theo Quy vi cac cau hoi noi 1én diéu gi? Vi sao? Néu danh gia
vé gia tri cam nhan cua khach hang mét cach téng quat, Quy vi ¢d can thém gi va bét
gi khdng? Vi sao?

- Resort nay 1a thwong hiéu dugc nhiéu khach hang biét dén

- Gi4 ca cua resort nay twong Xung vai chat luong

- T6i rat thich ky nghi & resort nay hon cac resort khac

- Nhin chung, trai nghiém tai resort nay dem lai cam nhan tuyét voi

- Str dung dich vu tai resort nay 12 lya chon dting dan

- Dich vu cua resort nay luon dap ing duoc mong doi cua toi

- Nhin chung, t6i hai long véi chat lugng dich vu cua resort nay

- Khac (VU IONG NBU 10). ...,
3. THANH PHAN PO LUONG SU HAI LONG

Mot cach tong quat, khi danh gia vé su hai 10ng, Quy vi s& néi nhu thé nao?
Bay gio t0i s& dua ra nhiing cau sau day, xin Quy vi cho biét minh c6 hiéu cau hoi
khong? Vi sao? Theo Quy vi cac cau hoi noi 1én diéu gi? Vi sao? Néu danh gia vé sy
hai long cua khach hang mét cach tong quat, Quy vi ¢é can thém gi va b6t gi khdng?

Vi sao?
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- Sr dung dich vu tai resort nay 1a lra chon ding din

- Dich vu cua resort nay luon dap ing duoc mong doi cua toi

- Nhin chung, t6i hai long véi chat lugng dich vu cua resort nay

-Khac (VUL IONG NBU D). ...,
4. THANH PHAN PO LUONG LONG TRUNG THANH

Theo Quy vi, biéu hién trong thuc té cta 10ng trung thanh 1a gi? Téi xin dua
ra cac phét biéu sau day, xin Quy vi cho biét minh c6 hiéu cau hoi khdng? Vi sao?
Theo Quy Vi c4c cau hoi néi 1én diéu gi? Vi sao? Néu danh gia vé long trung thanh
cuia khach hang mét cach tong quat, Quy vi c¢d can thém gi va bét gi khdng? Vi sao?

- T6i & noi tot vé resort nay véi ngudi khéac

- Tdi sé gidi thiéu resort nay cho ban be cua toi

- T6i muén quay tro lai resort nay trong twong lai

- Trong lan tai, resort nay sé 1 su lya chon dau tién cua toi

-Khac (VUL IONG NBU D). ...,

Tran trong cdm on Quy vi da danh thoi gian dé tham gia chwong trinh nghién ciru

nay va cung cap nhaeng y kién quy bau!
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PHU LUC 4

Két qua nghién ctru so bd

1. Phén tich Cronbach’s Alpha
1.1. Thanh phan do lwong khong gian dich vu

Moi trwong xung quanh

Case Processing Summary

N %
Cases Valid 100 100.0
Excluded? 0 .0
Total 1000°123i0 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.952 6
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
AM1 17.377 7.389 .825 .947
AM2 17.430 8.112 712 .958
AM3 17.487 7.557 .924 .935
AM4 17.461 7.756 .824 .946
AMS5 17.465 7.398 .933 .934
AM6 17.422 7.316 .903 .937
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B cuc khong gian

Case Processing Summary

N %
Cases Valid 100 100.0
Excluded? 0 .0
Total 100 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.978 8
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
LAl 29.136 19.965 .957 .973
LA2 29.208 19.978 .857 .978
LA3 29.162 20.170 .932 974
LA4 29.158 19.846 .926 974
LA5 29.169 19.797 917 375
LA6 29.162 19.998 .923 .975
LA7 29.158 19.731 .936 474
LAS8 29.186 19.927 .846 .979

Tinh tham my ciia co s&

Case Processing Summary

N %
Cases Valid 100 100.0
Excluded? 0 0
Total 100 100.0
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a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.900 4
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
FAl 13.005 3.522 919 .814
FA2 13.007 3.543 .938 407
FA3 12.613 5.176 .396 .985
FA4 13.019 3.607 .899 .823

Dau hiéu va biéu twong

Case Processing Summary

N %
Cases Valid 100 100.0
Excluded? 0 .0
Total 100 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.965 5
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
SI1 17.067 5.747 .962 .947
SI2 17.153 6.149 .851 .965
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SI3 17.038 5.936 .905 .956
Sl4 17.148 5.710 .865 .964
SI5 17.103 5.729 .928 .952
Sw sach sé
Case Processing Summary
N %

Cases Valid 100 100.0

Excluded? 0 .0

Total 100 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.689 6
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
CL1 21.470 2.905 .816 .522
CL2 21.430 3.006 167 .542
CL3 22.456 4.009 .030 792
CL4 21.663 4.305 -.048 .798
CL5 21.537 3.005 713 .553
CL6 21.563 3.012 .669 .564
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1.2. Thanh phén do lwdng gia tri cam nhén

Case Processing Summary

N %
Cases Valid 100 100.0
Excluded? 0 .0
Total 100 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
972 4
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
PE1 13.389 4.018 .924 .964
PE2 13.379 3.982 .953 .956
PE3 13.382 4.002 .950 .957
PE4 13.356 4.101 .888 974

1.3. Thanh phan do ludng sy hai long

Case Processing Summary

N %
Cases Valid 100 100.0
Excluded? 0 .0
Total 100 100.0

a. Listwise deletion based on all variables in the

procedure.

229




Reliability Statistics

Cronbach's Alpha | N of Items
973 3
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
SA1l 8.179 1.501 .968 941
SA2 8.198 1.528 .927 .970
SA3 8.191 1.514 .930 .969

1.4. Thanh phan do lwong 10ng trung thanh

Case Processing Summary

N %
Cases Valid 100 100.0
Excluded? 0 0
Total 100 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.987 4
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
LO1 10.325 5.162 .984 977
LO2 10.303 5.221 .965 .983
LO3 10.334 5.357 .944 .988
LO4 10.329 5.245 .969 .981
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2. Phan tich EFA

Total VVariance Explained

231

Rotation
Sums of
Squared
Initial Eigenvalues Extraction Sums of Squared Loadings Loadings®

Factor Total % of Variance | Cumulative % Total % of Variance Cumulative % Total

1 8.383 25.402 25.402 7.949 24,088 24.088 4101

2 3.987 12.081 37.483 3.530 10.697 34.785 4,996

3 2.422 7.338 44.821 1.967 5.962 40.747 3.573

4 1.829 5.542 50.363 1.379 4.180 44.927 5.199

5 1.778 5.387 55.750 1.332 4.037 48.964 4,091

6 1.281 3.881 59.631 862 2.612 51.576 4725

7 1.217 3.687 63.318 814 2.466 54,042 5.993

8 1.000 3.030 66.349 573 1.735 55.777 3.421

9 653 1.978 68.327

10 615 1.862 70.190

11 .606 1.836 72.026

12 569 1.725 73.752

13 558 1.692 75.444

14 547 1.658 77.102

15 521 1.580 78.682

16 504 1.528 80.210

17 486 1.472 81.683

18 483 1.465 83.148

19 456 1.381 84.529

20 441 1.336 85.865

21 435 1.317 87.182

22 426 1.291 88.472

23 416 1.262 89.734

24 401 1.215 90.949

25 .388 1.176 92.125

26 371 1.126 93.251

27 .363 1.101 94.352

28 342 1.037 95.389

29 .329 .996 96.386




30

31

32

33

317

311

.292

273

.959

941

.885

.829

97.345

98.286

99.171

100.000

Extraction Method: Principal Axis Factoring.

a. When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.

Factor Matrix?

Factor

1 2 4 5 6 7
PE1 668
PE2 656
PE4 643
PE3 617
SA1 614
LO3 .602
LO2 600
LO1 598
SI3 584
SA3 583
LO4 573
SI2 570
SA2 543 415
Sl4 531
Si1 504
CL1 494 484
CL3 478
CL4 472
FAL 491 -423
FA3 483
SI5 476 403
FA2 467
LAG .568
LA1 .548
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LA4

LAS5

LA2

LA3

AM1

AM2

AM4

AM6

AM3

AMS

CL5

CL6

CL2

426

454

434

542

531

517

.500

498

.466

496

470

442

443

448

459

480

422

428

465

.506

473

452

Extraction Method: Principal Axis Factoring.

a. 8 factors extracted. 8 iterations required.

Pattern Matrix?

Factor

LA4

LA2

LAl

LA3

LAG

LAS5

Sl4

SI5

SI3

SI2

SI1

AM5

AM3

AM4

AM6

747

741

737

724

710

.703

742

.720

.709

.703

.686

q72

743

135

17
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AM1

AM2

LO1

LO3

LO4

LO2

CL5

CL6

CL3

CL4

CL2

CL1

SA2

SAl

SA3

PE4

PE2

PE1

PE3

FA3

FA2

FA1

.704

733

773

173

735

27

731

729

718

.706

125

.692

781

762

.720

.760

741

.630

578

.749

743

742

Extraction Method: Principal Axis Factoring.
Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

Structure Matrix

Factor

LA2

LA4

LAS5

LAl

LA3

741

731

.730

724

.720
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LA6

SI3

SI12

Sl4

SI5

SI1

AMS5

AM4

AM6

AM1

AM3

LO1

LO2

LO3

LO4

CL6

CL2

CL1

CL5

SAl

SA2

SA3

PE2

PE4

PE1

PE3

FA2

FAl

716

.760

745

741

.688

679

405

412

480

411

436

.748

743

729

726

718

776

.766

.764

754

470

436

454

AT71

493

.500

743

735

719

712

408

454

414

408

474

.504

799

767

.764

472

416

411

425

443

452

422

494

496

480

440

439

486

488

764

.760

721

.681

437

408

423

426

761

.760

Extraction Method: Principal Axis Factoring.

Rotation Method: Promax with Kaiser Normalization.
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Factor Correlation Matrix

Factor 1 3 4 5 6 7 8

1 1.000 A71 .359 221 .043 173 .304 224
2 A71 1.000 .084 431 412 468 .552 426
3 .359 .084 1.000 234 .075 .169 .299 .091
4 221 431 234 1.000 392 .563 .614 .362
5 .043 412 .075 .392 1.000 .397 .505 .352
6 173 .468 169 .563 397 1.000 .564 412
7 .304 .552 .299 .614 .505 .564 1.000 510
8 224 426 .091 .362 .352 412 .510 1.000

Extraction Method: Principal Axis Factoring.

Rotation Method: Promax with Kaiser Normalization.
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PHU LUCS5
BAN CAU HOI KHAO SAT KHACH HANG

Xin kinh chao Quy Anh/Chi.

T6i la giang vién Trudng Pai hoc Khanh Hoa, hién dang thuc hién dé tai “Méi quan
hé gitra khdng gian dich vy, gia tri cam nhan, su hai long va long trung thanh caa du
khach tai resort ¢ tinh Khanh Hoa”. Ban cau hoi sau day 1a mot phan trong dé tai
nghién ciru cua t6i. DE hoan Q thanh nghién ciru nay, t6i rit mong nhan duoc su quan

tam gitp do cuaa Quy Anh (Chi) trong viéc tham gia tra loi ban cau hoi.

Xin chan thanh cdm on vé su givip dé ciia Quy Anh (Chj)!

* % %

PHANA. CAUHOI GAN LQC

Thoi gian gan day nhat, Anh/Chi da luu tra tai resort ndo & Khanh Hoa?

e Néu c6 vui 1ong danh ddu X vao 6 C6 va cho biét tén resort, sau d6 tiép
tuc thuc hién tra loi khao sat;
e Néu khong vui 1ong danh dau X vao 6 Khong va két thuc viéc tra

loi khao sét tai budc nay.

1 C6 Tén Resort:

1 Khong

PHANB. NOQIDUNG NGHIEN CUU

Xin vui 1ong cho biét y kién cia Anh/Chi ddi vai resort trén (Resort gan day nhat Anh/chi
da luu tra & Khanh Hoa) bing cach danh dau X vao 6 trong (L) dua trén thang diém

tir (1) dén (5) voi mdi y kién dugc néu ra dudi day:
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(1) Hoan toan khéng dongy, (2) Khéng dongy, (3) Trung ldp, (4) Péngy, (5) Hoan

toan dongy

1

2

3

4

5

B.1. CAM NHAN CUA QUY KHACH POI VOI KHONG GIAN DICH VU RESORT

MOI TRUONG XUNG QUANH

1. Khong khi ¢ resort nay thi trong lanh O|o|o|o|o
2. Nhiét do o resort nay that dé chiu Ololo|o|O
3. Mt d6 anh sang tong thé trong resort nay 1a phu hop D|lo|o|D| o
4. Am nhac tong thé trong resort nay la pht hop D|o|o|D| O
5. Mau sic duoc sir dung trong resort nay tao ra mot bau khéng khiamap| O | O | O | O | O
6. Mui thom & resort nay that dé chiju O|lo|lo|o|d
BO CUC KHONG GIAN

7. Khu vuc I€ tan tao cho khach cam giac thoai mai khi lam tha tuc checkl O | O | O | O | O
in, check out

8. Khéch d& dang di chuyén xung quanh resort vatiép cancacdichvy | O | O | O | O | O
9. B cuc khong gian trong phong luu tra dem lai cam giac thoai mai O|o|o|o|o
10. Khéng gian tai khu vyc nha hang duoc bé tri hop ly oD|lo|o|D| o
11. Khéng gian tai khu vuyc giai tri duoc bd tri hop ly D|lo|o|D| O
12. Khéng gian tai khu vyc mua sam duoc bd tri hop Iy D|lo|o|D| O
TINH THAM MY CUA CO SO

13. Kién trlic ciia resort nay doc déo Ojo|o|o|d
14. Resort dugc trang tri dep mat O|o|o|0o|d
15. Cay xanh trong resort nay dem lai cam giac dé chiju Ojo|o|o|d

DAU HIEU VA BIEU TUQNG

16. Resort nay co dy du bién bao va hinh anh chi dan Olo|o|o|d
17. Bién bao va hinh anh chi dan duoc bé tri hop ly D|o|o|o|O
18. Bién bao va hinh anh chi din c6 kich c& hop ly, d& dang quan sat olo|o|lo|d
19. Bién bao va hinh anh chi dan dé hiéu D|o|o|lo|o
20. Bién bao va hinh anh chi dan gidp ich cho du khach O|o|lo|o|o
SU SACH SE

21. M3t tién cua resort nay luén dugc gitr sach s€ O|ojo|o|o
22. Khuon vién trong resort nay luén dugc gitr sach sé

23. L4i di trong resort nay ludn duoc giir sach s& O|o|lo|oo
24. Co s& vat chat trong resort ndy ludn duoc lau don sach s& O|(o|o|0|d
25. Phong khach luu tri duoc lau don mdi ngay O|o|o|0|O
26. Resort ludn duy tri cac phong vé sinh sach s¢ O|o|o|0|0
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B.2. PANH GIA VE GIA TRI CAM NHAN

27. Resort nay 1a thuong hiéu duoc nhiéu khach hang biét dén

28. Gi4 ca cua resort ndy twong xing Voi chit luong

29. Tai rat thich ky nghi & resort nay hon cac resort khac

30. Nhin chung, trai nghiém tai resort nay dem lai cam nhan tuyét voi

O|g|jg|d

O|g|g|d

O|g|g|d

O|g|g|d

O|g|g|d

B.3. PANH GIA VE SU HAI LONG

31. Str dung dich vu tai resort nay 1 lua chon dung dén

O

O

O

O

O

32. Dich vu cua resort nay luoén dap ung dugc mong doi cua toi

O

O

O

O

O

33. Nhin chung, ti hai 16ng véi chat luong dich vu cua resort nay

O

]

]

]

]

B.4. DPANH GIA VE LONG TRUNG THANH

34. T6i s& ndi tot vé resort nay véi nguoi khac

35. T6i s giai thiéu resort nay cho ban be cua téi

36. TOi mudn quay tro lai resort nay trong twong lai

37. Trong lan t6i, resort nay sé 1a su lva chon dau tién cua toi

oo g|

O ojg|

O ojg|

O ojg|

O ojg|

PHAN C. THONG TIN CA NHAN

C.1. Giéi tinh caa Anh/Chi?
[J Nam
[ Nir
1 Khac
C.2. Nam sinh ctia Anh/Chj?
C.3. Nghé nghiép hién tai cia Anh/Chj?
(] Sinh vién
[1 Gido vién
[1 Cobng chuc
(1 Nhan vién
[1 C6ng nhan
1 Kinh doanh
] Nghé nghiép chuyén mén
1 NOoi tro
0 Huu tri
[1 Khac
C.4. Tan suat Anh/Chj luu trd tai resort nay?
[ Léan dau
[ Lantht 2
] Lantht 3
[ Lan tha 4 tro 1én
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C.5. Trinh d9 hoc van ctia Anh/Chj?
] Tiéu hoc
[1 Trung hoc
[J Trung cép, cao dang
[ Pai hoc
[ Sau dai hoc
C.6. Thu nhap binh quén hang thang caa Anh/Chi?
[1 Con phu thudc, chua c6 thu nhap
Dudi 200 USD
Tu 200 USD - 500 USD
Trén 500 USD - 1000 USD
Trén 1000 USD - 3000 USD
Trén 3000 USD - 5000 USD
Trén 5000 USD - 10.000 USD
[1 Trén 10.000 USD
C.7. Tinh trang hdn nhéan caa Anh/Chj?
(1 Doc than
(1 Pa lap gia dinh
[1 Khéc
C.8. Anh/Chi dén tir Qudc gia nao?

OooOoQgooggd

Cdm on sw giup déo cua Anh/Chj!

QUESTIONNAIRE FOR CUSTOMERS SURVEY
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Dear Sir/Madam,

| am a lecturer at Khanh Hoa University. Currently, I am carrying out the
project "Research on the relationship between service, space and perceived value,
customer satisfaction and loyalty: The case of resorts in Khanh Hoa province". The
following questionnaire is a part of my research project. In order to complete this

study, your help in participating in answering the questionnaire is appreciated.

Thank you very much for your help!

* %k &

PART A FILTER QUESTION

Most recently, which resort did you stay at in Khanh Hoa?

e |If yes, please mark an X in the Yes box and indicate the name of the

resort, then continue to answer the survey;

e If no, please put an X in the No box and finish answering the survey at
this step.
[ Yes RSOt Name: .....oooin e e e

] No

PART B CONTENTS OF RESEARCH

Please indicate your opinion about the above resort (the last resort you stayed
in Khanh Hoa) by ticking an X in the box ([J) based on a scale from (1) to (5) for

each of the following comments:

(1) Totally disagree, (2) Disagree, (3) Neutral, (4) Agree, (5) Totally agree

1,/2|3|4]5

B.1. CUSTOMERS' FEELINGS FOR RESORT SPACE
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AMBIENT CONDITIONS

1. The air at this resort is fresh

2. The temperature at this resort is pleasant

3. The overall light level in this resort is appropriate

4. The overall music in this resort is appropriate

5. The colors used in this resort create a warm atmosphere

6. The scent at this resort is pleasant

SPATIAL LAYOUT

7. The reception area creates a comfortable feeling for visitors when

checking in and checking out

8. Visitors can easily move around the resort and access services

9. The layout of space in the accommodation room brings a sense of

comfort

10. The space in the restaurant area is arranged reasonably

11. The space in the entertainment area is reasonably arranged

12. The space in the shopping area is arranged reasonably

FACILITY AESTHETICS

13. The architecture of this resort is unique

14. The resort is beautifully decorated

15. Trees in this resort bring a pleasant feeling

SIGNS AND SYMBOLS

16. This resort is full of signboards and instructional images

17. Signboards and instructional images are properly arranged
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18. Signboards and instructional images are of reasonable size, easy to

observe

19. Signboards and instructional images are easy to understand

20. Signboards and instructional images are helpful for visitors

CLEANLINESS

21. The facade of this resort is always kept clean

22. The campus of this resort is always kept clean

23. The walkways in this resort are always kept clean

24. Facilities in this resort are always kept clean

25. Guest rooms are cleaned every day

26. Resort always maintains clean restrooms

B.2. CUSTOMER PERCEIVED VALUE

27. This resort is a brand known by many customers

28. The price of this resort is commensurate with the quality

29. | enjoyed my stay at this resort more than other resorts

30. Overall, the experience at this resort is great

B.3. CUSTOMER SATISFACTION

31. Using the service at this resort is the right choice

32. The service of this resort always meets my expectations

33. Overall, I am satisfied with the service quality of this resort

B.4. CUSTOMER LOYALTY

34. 1 will say nice things about this resort to other people

35. I will recommend this resort to my friends

36. | want to come back to this resort in the future
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37. Next time, this resort will be my first choice O/ojo|o g

PART C PERSONAL INFORMATION

C.1. Your gender
1 Male
(1 Female
[1 Other
C.2. Your year of birth
C.3. Your job
(1 Student
Teacher
Officer
Staff
Worker

Businessman

O O 0o d

O

Professional career

[

Housewife
Retire
[J Other

O

C.4. How often do you stay at this resort?
(1 First time
1 Second time
(1 Third time
(1 Fourth time or more
C.5. Your education level
1 Primary
[1 High school
1 Intermediate, college

[ University
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1 After university

C.6. Your average monthly income

O

O o 0o o o o4O

O

Dependent, no income yet
Under 200 USD

From 200 USD to 500 USD
Over 500 USD - 1000 USD
Over 1000 USD - 3000 USD
Over 3000 USD - 5000 USD
Over 5000 USD - 10.000 USD
Over 10.000 USD

C.7. Your marital status

[1 Single

O

Married

[1 Other

C.8. Which Country are you from?

Thank you for your support!

ZEPRERS
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PHU LUC 6
PHAN TiCH THONG KE MO TA

1. Thong ké dic diém nhan khiu hoc ciia miu

1.1. Gidi tinh

Statistics
GIOITINH
N Valid 419
Missing 0
GIOITINH
Cumulative
Frequency Percent Valid Percent Percent
Valid Nam 181 43.2 43.2 43.2
Nu 194 46.3 46.3 89.5
Khac 44 10.5 10.5 100.0
Total 419 100.0 100.0
1.2. P9 tudi
Statistics
DOTUOI
N Valid 419
Missing 0
DOTUOI
Cumulative
Frequency Percent | Valid Percent Percent
Valid <20 23 5.5 5.5 5.5
20-<30 108 25.8 25.8 31.3
30-<40 131 31.3 313 62.5
40-<50 87 20.8 20.8 83.3
50-<60 42 10.0 10.0 93.3
>=60 28 6.7 6.7 100.0
Total 419 100.0 100.0
1.3. Nghé nghiép
Statistics
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NGHENGHIEP

N Valid 419
Missing 0
NGHENGHIEP
Valid
Frequency Percent | Percent | Cumulative Percent
Valid Sinhvien 42 10.0 10.0 10.0
Giaovien 41 9.8 9.8 19.8
Congchuc 44 105 10.5 30.3
Nhanvien 35 8.4 8.4 38.7
Congnhan 12 2.9 2.9 415
Kinhdoanh 143 34.1 34.1 75.7
Nghenghiepchuyenmon 48 115 115 87.1
Noitro 20 4.8 4.8 91.9
Huutri 20 4.8 4.8 96.7
Hocsinh 14 33 33 100.0
Total 419 100.0 100.0
1.4. Tan suét lwu tria
Statistics
TANSUAT
N Valid 419
Missing 0
TANSUAT
Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 233 55.6 55.6 55.6
2.00 146 34.8 34.8 90.5
3.00 37 8.8 8.8 99.3
4.00 3 4 4 100.0
Total 419 100.0 100.0

1.5. Trinh d$ hoc van

Statistics

HOCVAN2

N Valid

419
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Missing

HOCVAN
Cumulative
Frequency Percent | Valid Percent Percent
Valid  Trunghoc 18 4.3 4.3 4.3
TCCD 48 115 115 15.8
Daihoc 264 63.0 63.0 78.8
Saudaihoc 89 21.2 21.2 100.0
Total 419 100.0 100.0
1.6. Thu nhap
Statistics
THUNHAP2
N Valid 419
Missing 0
THUNHAP
Frequency Percent Valid Percent Cumulative Percent
Valid  Conphuthuoc 37 8.8 8.8 8.8
<200 17 4.1 41 12.9
200-<500 91 21.7 21.7 34.6
>500-1000 109 26.0 26.0 60.6
>1000-3000 111 26.5 26.5 87.1
>3000-5000 34 8.1 8.1 95.2
>5000-10000 10 24 2.4 97.6
>10000 10 24 24 100.0
Total 419 100.0 100.0
1.7. H6n nhan
Statistics
HONNHAN
N Valid 419
Missing 0
HONNHAN
Cumulative
Frequency Percent | Valid Percent Percent
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Valid Lapgiadinh 147 35.1 35.1 35.1

Docthan 254 60.6 60.6 95.7
Khac 18 4.3 4.3 100.0
Total 419 100.0 100.0

1.8. Quadc tich

Statistics
QUOCTICH

N Valid 419

Missing 0
QUOCTICH
Cumulative
Frequency Percent Valid Percent Percent

Valid  American 5 1.2 1.2 1.2
Australia 7 1.7 1.7 2.9
British 10 24 24 5.3
Chinese 28 6.7 6.7 11.9
French 6 1.4 1.4 134
Japanese 18 4.3 4.3 17.7
Russia 16 3.8 3.8 215
South Korean 13 3.1 3.1 24.6
Taiwanese 11 2.6 2.6 27.2
United States 1 2 2 274
Viét Nam 304 72.6 72.6 100.0
Total 419 100.0 100.0

2. Théng ké mé ta chung vé cac dic diém cia khai niém nghién ciéu
2.1. Khong gian dich vu
2.1.1. Méi trwong xung quanh

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
AM1 419 1 5 3.25 .957
AM2 419 2 5 3.90 .587
AM3 419 1 5 3.31 .850
AM4 419 1 5 3.26 .953
AM5 419 1 5 3.30 .888
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AM6 419 1 5 3.28 .889
Valid N (listwise) 419
2.1.2. Bo cuc khong gian
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
LAl 419 1 5 4.02 1.069
LA2 419 1 5 4.06 1.047
LA3 419 1 5 4.03 1.036
LA4 419 1 5 4.03 1.010
LA5 419 1 5 4.07 1.078
LAG6 419 1 5 3.99 1.099
Valid N (listwise) 419
2.1.3. Tinh tham m¥ cta co s¢
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
FA1l 419 1 5 413 951
FA2 419 1 5 4.09 .975
FA3 419 1 5 3.64 1.274
Valid N (listwise) 419
2.1.4. Dau hiéu va biéu twong
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
SI1 419 1 5 411 1.027
SI2 419 1 5 411 1.011
SI3 419 1 5 4.09 1.011
Sl4 419 1 5 411 1.025
SI5 419 1 5 4.09 .950
Valid N (listwise) 419
2.1.5. Sw sach sé
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
CL1 419 1 5 4.07 1.048
CL2 419 1 5 4.09 1.057
CL3 419 1 5 3.71 1.309
CL4 419 1 5 3.76 1.306
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CL5 419 1 5 4.06 1.032
CL6 419 1 5 4.13 .954
Valid N (listwise) 419

2.2. Gia tri cim nhan

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
PE1 419 2 5 3.98 794
PE2 419 1 5 3.98 748
PE3 419 2 5 4.00 47
PE4 419 2 5 4.03 71
Valid N (listwise) 419

2.3. Sw hai long

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
SAl 419 1 5 4.09 .873
SA2 419 1 5 4.03 .837
SA3 419 1 5 411 .823
Valid N (listwise) 419

2.4. Long trung thanh

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
LO1 419 1 5 3.82 710
LO2 419 1 5 3.82 123
LO3 419 1 5 3.78 167
LO4 419 1 5 3.79 126
Valid N (listwise) 419

259



PHU LUC 7
Kiém dinh gia tri khac biét cho 10ng trung thanh cia du khach lién quan dén

diic diém nhan khau hoc

1. Két qua kiém dinh T-test vé long trung thanh theo quéc tich cia du khach
T-Test

Group Statistics

QUOCITICH N Mean Std. Deviation Std. Error Mean
LO 1 304 3.4605 74440 .04269
2 115 3.3891 .80717 .07527
Independent Samples Test
Levene's Test for
Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
_ Mean Difference
Sig. (2- | Differenc | Std. Error
F Sig. t df tailed) e Difference Lower | Upper
LO Equal
variances .258 .612| .856 417 .393 .07140 .08343 | -.09260| .23539
assumed
Equal
variances .825] 191.692 410 .07140 .08653 -.09929 | .24208
not assumed

2. Két qua kiém dinh Anova so sanh long trung thanh caa du khéch theo giéi
tinh

Oneway

Descriptives
LO

95% Confidence Interval for Mean

Std. Std.
N Mean | Deviation | Error | Lower Bound Upper Bound Minimum Maximum

Nam 181 | 3.3757 .70986 | .05276 3.2716 3.4798 1.00 5.00
Nu 194 | 3.4923 .79828 | .05731 3.3792 3.6053 1.00 5.00
Khac 44 3.4830 .80043 | .12067 3.2396 3.7263 1.00 5.00
Total 419 | 3.4409 76183 | .03722 3.3678 3.5141 1.00 5.00

Test of Homogeneity of Variances
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LO

Levene Statistic dfl df2 Sig.
1.246 2 416 .289
ANOVA
LO
Sum of Squares df Mean Square F Sig.
Between Groups 1.359 2 .680 1.172 311
Within Groups 241.241 416 .580
Total 242.601 418
Robust Tests of Equality of Means
LO
Statistic? dfl df2 Sig.
Welch 1.203 2 119.531 .304

a. Asymptotically F distributed.

261



3.507

3487

3467

3447

Mean of LO

3.429

3.404

3.384

1.00 E.IEIEI 3.00
GIOITINH2

3. Két qua kiém dinh Anova so sanh 10ng trung thanh ciia du khach theo dd tudi

Oneway
Descriptives
LO
95% Confidence Interval for
Sid. Mean
N Mean | Deviation | Std. Error | Lower Bound [ Upper Bound | Minimum Maximum

<20 23| 3.1848 .79850 .16650 2.8395 3.5301 1.00 4.00
20-<30 108 | 3.5903 .72864 .07011 3.4513 3.7293 1.00 5.00
30-<40 131| 3.3874 .76599 .06693 3.2550 3.5198 1.00 5.00
40-<50 87| 3.4713 18172 .08381 3.3047 3.6379 1.00 5.00
50-<60 42| 3.4524 .63974 .09871 3.2530 3.6517 2.00 5.00
>=60 28| 3.2143 .86793 .16402 2.8777 3.5508 1.00 4.00
Total 419 | 3.4409 .76183 .03722 3.3678 3.5141 1.00 5.00
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Test of Homogeneity of Variances

LO
Levene Statistic dfl df2 Sig.
229 5 413 .950
ANOVA
LO
Sum of Squares df Mean Square F Sig.
Between Groups 5.817 5 1.163 2.029 .074
Within Groups 236.783 413 573
Total 242.601 418
Robust Tests of Equality of Means
LO
Statistic? dfl df2 Sig.
Welch 1.863 5 106.991 .107

a. Asymptotically F distributed.

263



360+
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DOTUOI2

4. Két qua kiém dinh Anova so sanh long trung thanh ciaa du khach theo nghé

nghiép
Oneway
Descriptives
LO
95% Confidence Interval
for Mean
Std. Upper
N Mean Deviation | Std. Error | Lower Bound Bound Minimum Maximum
Sinhvien 42 3.5000 .74080 11431 3.2692 3.7308 2.00 5.00
Giaovien 41 3.4756 .78223 12216 3.2287 3.7225 1.00 5.00
Congchuc 44 3.5170 63199 .09528 3.3249 3.7092 2.00 5.00
Nhanvien 35 3.3286 .62946 .10640 3.1123 3.5448 1.00 4.00
Congnhan 12 3.3333 565732 .16088 2.9792 3.6874 2.25 4.00
Kinhdoanh 143 34231 .83087 .06948 3.2857 3.5604 1.00 5.00
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Nghenghiepc | - g | 3 4583 84478 12193 32130 3.7036 1.00 5.00
huyenmon
Noitro 20 3.5625 75164 .16807 3.2107 3.9143 2.00 5.00
Huutri 20 3.5125 .59866 .13386 3.2323 3.7927 2.00 4.00
Hocsinh 14 3.1429 .86444 .23103 2.6437 3.6420 1.00 4.00
Total 419 3.4409 .76183 .03722 3.3678 3.5141 1.00 5.00
Test of Homogeneity of Variances
LO
Levene Statistic dfl df2 Sig.
1.045 9 409 404
ANOVA
LO
Sum of Squares df Mean Square F Sig.
Between Groups 2.734 9 .304 518 .862
Within Groups 239.867 409 586
Total 242.601 418
Robust Tests of Equality of Means
LO
Statistic? dfl df2 Sig.
Welch .537 9 94.197 .844

a. Asymptotically F distributed.

265




Mean of LO

3607

3.507

3.40
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3.204

3107

| T I
4.00 5.00 6.00 7.oo g.00
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5. Két qua kiém dinh Anova so sanh long trung thanh ciia du khach theo tan
suat luu tra

Oneway
Descriptives
LO
95% Confidence Interval for
Mean
N Mean Std. Deviation | Std. Error | Lower Bound | Upper Bound | Minimum [ Maximum
1.00 233 3.4109 .74014 .04849 3.3154 3.5065 1.00 5.00
2.00 146 3.4572 .78365 .06486 3.3290 3.5854 1.00 5.00
3.00 37 3.5203 .80013 .13154 3.2535 3.7870 2.00 5.00
4.00 3 4.0000 1.00000 57735 1.5159 6.4841 3.00 5.00
Total 419 3.4409 .76183 .03722 3.3678 3.5141 1.00 5.00
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Test of Homogeneity of Variances

LO
Levene Statistic dfl df2 Sig.
404 3 415 .750
ANOVA
LO
Sum of Squares df Mean Square F Sig.
Between Groups 1.419 3 473 814 .024
Within Groups 241.182 415 581
Total 242.601 418
Robust Tests of Equality of Means
LO
Statistic? dfl df2 Sig.
Welch .508 3 9.556 .686

a. Asymptotically F distributed.
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Post Hoc Tests
Multiple Comparisons
Dependent Variable: LO
Tamhane
) 95% Confidence Interval
) Mean Difference
(I) TANSUAT TANSUAT (1-J) Std. Error Sig. Lower Bound Upper Bound
1.00 2.00 -.04625 .08047 .009 -.2044 1119
3.00 -.10933 13491 .004 -.3745 .1559
4.00 -.58906 44296 .003 -1.4598 .2817
2.00 1.00 .04625 .08047 .009 -.1119 .2044
3.00 -.06308 .14031 .006 -.3389 2127
4.00 -.54281 44461 .007 -1.4168 .3312
3.00 1.00 .10933 .13491 .004 -.1559 .3745
2.00 .06308 .14031 .006 -.2127 .3389
4.00 -.47973 45763 .001 -1.3793 4198
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4.00 1.00 .58906 44296 .003 -.2817 1.4598
2.00 .54281 44464 .007 -.3312 1.4168
3.00 47973 45763 .001 -.4198 1.3793

6. Két qua kiém dinh Anova so sanh long trung thanh caa du khach theo trinh
do hoc van

Oneway
Descriptives
LO
95% Confidence Interval for
Mean Minimum Maximum
Std. Std. Lower
N Mean Deviation | Error Bound Upper Bound
Trunghoc 18 3.2361 .80656 | .19011 2.8350 3.6372 1.00 4.00
TCCD 48 3.3177 .71596 | .10334 3.1098 3.5256 1.00 5.00
Daihoc 264 3.4621 .75268 | .04632 3.3709 3.5533 1.00 5.00
Saudaihoc 89 3.4860 .80248 | .08506 3.3169 3.6550 1.00 5.00
Total 419 3.4409 .76183 | .03722 3.3678 3.5141 1.00 5.00
Test of Homogeneity of Variances
LO
Levene Statistic dfl df2 Sig.
.395 3 415 757
ANOVA
LO
Sum of Squares df Mean Square F Sig.

Between Groups 1.783 3 .594 1.024 .382

Within Groups 240.818 415 580

Total 242.601 418

Robust Tests of Equality of Means
LO
Statistic? dfl df2 Sig.
Welch 1.002 3 63.699 .398

a. Asymptotically F distributed.
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3.507

3.457

3.407

3.357

Mean of LO

3.307

3.257
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HOCVAN2

7. Két qua kiém dinh Anova so sanh long trung thanh ciia du khéch theo trinh
d9 hoc van

Oneway
Descriptives
LO
95% Confidence
Interval for Mean Minimum | Maximum
Lower Upper
N Mean | Std. Deviation | Std. Error Bound Bound
Conphuthuoc 37| 3.2500 .73598 .12099 3.0046 | 3.4954 1.00 4.00
<200 17| 3.6324 .67960 .16483 3.2829 | 3.9818 2.00 5.00
200-<500 91| 3.5549 72534 .07604 3.4039 | 3.7060 1.00 5.00
>500-1000 109 | 3.4220 .69447 .06652 3.2902 | 3.5539 1.00 5.00
>1000-3000 111 3.4122 .84319 .08003 3.2536 | 3.5708 1.00 5.00
>3000-5000 34( 3.3529 77391 13272 3.0829 | 3.6230 2.00 5.00
>5000-10000 10| 3.4000 1.07497 .33993 2.6310| 4.1690 1.00 5.00
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>10000 10| 3.6500 .65828 .20817 3.1791| 4.1209 3.00 5.00
Total 419 3.4409 .76183 .03722 3.3678| 3.5141 1.00 5.00
Test of Homogeneity of Variances
LO
Levene Statistic dfl df2 Sig.
.826 7 411 .566
ANOVA
LO
Sum of Squares df Mean Square F Sig.
Between Groups 4.003 7 572 .985 442
Within Groups 238.598 411 581
Total 242.601 418
Robust Tests of Equality of Means
LO
Statistic? dfl df2 Sig.
Welch 1.039 7 62.681 414

a. Asymptotically F distributed.
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8. Két qua kiém dinh Anova so sanh 1ong trung thanh caa du khéch theo tinh

trang hon nhan

Oneway
Descriptives
LO
95% Confidence Interval for
Mean Minimum | Maximum
Std. Lower
N Mean Deviation | Std. Error Bound Upper Bound
Lapgiadinh 147 3.4337 .80043 .06602 3.3032 3.5641 1.00 5.00
Docthan 254 3.4331 73918 .04638 3.3417 3.5244 1.00 5.00
Khac 18 3.6111 17754 .18327 3.2244 3.9978 2.00 5.00
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| Total | 419 | 3.4409 | .76183 | .03722 | 3.3678 | 3.5141 | 1.00 | 5.00 |
Test of Homogeneity of Variances
LO
Levene Statistic dfl df2 Sig.
.309 2 416 734
ANOVA
LO
Sum of Squares df Mean Square F Sig.
Between Groups .545 2 272 468 .627
Within Groups 242.056 416 582
Total 242.601 418
Robust Tests of Equality of Means
LO
Statistic? dfl df2 Sig.
Welch 445 2 46.145 .644

a. Asymptotically F distributed.
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1. Khong gian dich vu
1.1. Moi truwong xung quanh

PHU LUC 8

Phan tich Cronbach’s Alpha

Case Processing Summary
N %
Valid 419 100.0
Cases
Excluded? 0 .0
Total 419 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.852 6
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
AM1 17.04 10.319 .676 .820
AM2 16.40 12.929 .503 .851
AM3 16.99 10.962 .660 .823
AM4 17.04 10.374 .670 .821
AM5 17.00 10.720 .668 .821
AM6 17.02 10.749 .662 .822

1.2. Bo cuc khong gian

Case Processing Summary

N %
Cases Valid 419 100.0
Excluded? 0 .0
Total 419 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items
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.870

Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
LAl 20.17 17.331 .661 .849
LA2 20.14 17.333 .680 .846
LA3 20.17 17.522 .665 .848
LA4 20.17 17.645 671 .847
LAS5 20.13 17.196 671 .847
LAG 20.21 17.118 .663 .849
1.3. Tinh thim my cia co s¢
Phén tich Cronbach’s Alpha lan 1
Case Processing Summary
N %
Cases Valid 419 100.0
Excluded? 0 .0
Total 419 100.0
a. Listwise deletion based on all variables in the
procedure.
Reliability Statistics
Cronbach's Alpha | N of Items
.582 3
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
FA1l 7.73 3.157 .480 .368
FA2 1.77 3.083 481 .360
FA3 8.22 2.923 .261 731

Phén tich Cronbach’s Alpha lan 2

Case Processing Summary

N %
Valid 419 100.0
Cases
Excluded? 0 .0
Total 419 100.0
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a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
731 2
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
FA1l 4.09 .952 .576
FA2 4.13 .904 576

1.4. Déu hiéu va biéu twong

Case Processing Summary

N %
Cases Valid 419 100.0
Excluded? 0 .0
Total 419 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.818 4
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
SI1 12.30 6.549 .597 791
SI2 12.31 6.371 .656 764
SI3 12.32 6.349 .662 761
Sl4 12.31 6.361 .644 770
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1.5. Su sach sé

Phan tich Cronbach’s Alpha lan 1

Case Processing Summary

N %
Valid 419 100.0
Cases
Excluded? 0 .0
Total 419 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
736 6
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
CL1 19.75 14.109 .565 .673
CL2 19.74 13.711 .617 .658
CL3 20.11 15.215 .267 .766
CL4 20.06 15.099 .281 761
CL5 19.76 14.054 .586 .668
CL6 19.69 14.052 .656 .654

Phan tich Cronbach’s Alpha lan 2

Case Processing Summary

N %
Valid 419 100.0
Cases
Excluded? 0 .0
Total 419 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.815

Item-Total Statistics
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Scale Mean if

Scale Variance if

Corrected Item-

Cronbach's Alpha

Item Deleted Item Deleted Total Correlation if Item Deleted
CL1 12.28 6.362 .626 771
CL2 12.27 6.273 .638 .765
CL5 12.29 6.440 .623 172
CL6 12.22 6.655 .651 761
2. Gia tri cam nhan
Case Processing Summary
N %
Valid 419 100.0
Cases
Excluded? 0 .0
Total 419 100.0
a. Listwise deletion based on all variables in the
procedure.
Reliability Statistics
Cronbach's Alpha | N of Items
.819 4
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
PE1 12.00 3.569 .623 781
PE2 12.00 3.612 .668 759
PE3 11.99 3.749 611 .785
PE4 11.96 3.556 .660 .763

3. Sw hai long

Case Processing Summary

N %
Cases Valid 419 100.0
Excluded? 0 .0
Total 419 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics
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Cronbach's Alpha | N of Items
.819 3
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
SAl 8.14 2.170 .694 .730
SA2 8.20 2.320 .665 .759
SA3 8.12 2.366 .661 .764

4. Long trung thanh

Case Processing Summary

N %
Valid 419 100.0
Cases
Excluded? 0 .0
Total 419 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
847 4
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
LO1 11.39 3.515 .695 .802
LO2 11.38 3.491 .688 .804
LO3 11.42 3.369 .680 .809
LO4 11.42 3.507 .676 .809
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PHU LUC 9
Phan tich EFA

1. Phan tich EFA lan 1

Factor Analysis

Communalities

Initial Extraction
AM1 .559 .558
AM2 .760 .842
AM3 470 519
AM4 492 .559
AM5 493 .557
AM6 483 .528
LAl 491 .530
LA2 501 .558
LA3 467 523
LA4 481 .540
LAS5 501 .547
LAG 474 521
FAl 514 .585
FA2 484 611
SI1 437 472
SI2 518 .563
SI3 525 .587
Sl4 484 .557
SI5 423 478
CL1 475 .530
CL2 472 .559
CL5 431 511
CL6 460 .558
SAl 580 .662
SA2 531 611
SA3 .503 .562
LO1 526 .612
LO2 522 .598
LO3 514 597
LO4 514 .583
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PE1 507 553
PE2 519 591
PE3 464 492
PE4 527 .600
Extraction Method: Principal Axis
Factoring.
Total VVariance Explained
Rotation Sums of
Squared
Initial Eigenvalues Extraction Sums of Squared Loadings Loadings®

Cumulat
Factor Total % of Variance | ive % Total % of Variance | Cumulative % Total
1 8.878 26.111( 26.111 8.462 24.887 24.887 4.198
2 4.014 11.806 | 37.917 3.560 10.471 35.358 4.102
3 2.472 7.270| 45.186 2.024 5.954 41.311 5.033
4 1.829 5.381| 50.567 1.382 4.065 45376 5.495
5 1.794 5.278 | 55.845 1.347 3.961 49.337 4.099
6 1.420 4.177| 60.022 1.047 3.078 52.416 5.512
7 1.223 3.597 | 63.619 820 2.413 54.828 6.086
8 1.030 3.029| 66.648 .609 1.791 56.619 4.492
9 655 1.926 | 68.574
10 625 1.837| 70.411
1 .607 1.786 | 72.197
12 572 1.681| 73.878
13 559 1.643| 75.521
14 547 1.610| 77.131
15 529 1.555 | 78.686
16 515 1.515| 80.200
17 497 1.461| 81.661
18 484 1.423| 83.084
19 459 1.351| 84.436
20 442 1.299 | 85.734
21 435 1.279| 87.013
22 426 1.254| 88.267
23 419 1.231| 89.498
24 402 1.183| 90.681
25 391 1.149| 91.830
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26

27

28

29

30

31

32

33

34

373

.363

346

329

317

312

.298

278

.160

1.098

1.069

1.017

.968

.933

919

.876

.818

472

92.927

93.996

95.013

95.981

96.915

97.834

98.710

99.528

100.000

Extraction Method: Principal Axis Factoring.

a. When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.

Factor Matrix?

Factor
1 3 4 6

AM2 733 -.404
PE1 662

PE2 652

PE4 632

SAl 629

PE3 .608

LO2 599

LO3 593

LO1 593

SA3 587

LO4 571

SI3 567

SI2 556

SA2 555 402
Sl4 519

FA1l .509 -432
St 492

FA2 483 -.425
SIS 464
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LA6
LAl
LA4
LAS5
AM1
AM4
LA2
LA3
AM6
AM3
AM5
CL5
CL1
CL6

CL2

415

483

438

420

.552

.529

521

512

.508

.500

495

479

468

443

442

-.437

-.454

-.402

-.430

.506

493

489

444

Extraction Method: Principal Axis Factoring.

a. 8 factors extracted. 11 iterations required.

Pattern Matrix?

Factor
3 4

LA4 746

LA2 741

LAl 737

LA3 124

LAG 710

LA5 702

AM5 784

AM4 752

AM1 747

AM3 .738

AM6 125

Sl4 736

SI5 714
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SI3

SI2

Si1

LO1

LO3

LO4

LO2

CL5

CL6

CL2

CL1

SA2

SAl

SA3

PE4

PE2

PE1

PE3

FA2

FAl

AM2

.706

.703

673

.780

778

736

732

725

124

723

.687

841

.820

720

426

732

727

.614

.581

.819

.780

.480

Extraction Method: Principal Axis Factoring.

Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

Structure Matrix

Factor

LA2

LA4

LAS5

LAl

LA3

LAG

742

731

.730

724

.720

716
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AM1 741
AMA4 739
AM5 737
AM6 123
AM3 714
SI3 .760 402 447
SI2 744 453
Sl4 741 422
SI5 .687
SI1 677
LO1 776 422 487
LO2 767 .488 488
LO3 763 474
LO4 753 .507 434
CL6 743
CL2 734
CcL1 718 439
CL5 711
SAl AT74 .810 471 423
SA2 439 .768
SA3 457 741 478
PE2 406 A74 402 484 162 437
PE4 476 .495 421 .760 430
PE1 .406 .503 426 719
PE3 432 .400 .450 427 .683 429
AM2 593 502 746 485 762
FA2 761
FAl 423 157
Extraction Method: Principal Axis Factoring.
Rotation Method: Promax with Kaiser Normalization.
Factor Correlation Matrix
Factor 1 2 4 5 6
1 1.000 .369 165 .223 .037 .209 201 271
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2 .369 1.000 .097 274 .085 .309 .300 .287
3 .165 .097 1.000 426 406 452 547 413
4 223 274 426 1.000 .386 584 .608 425
5 .037 .085 406 .386 1.000 .380 501 .338
6 .209 .309 452 584 .380 1.000 557 564
7 291 .300 547 .608 501 557 1.000 518
8 271 287 413 425 .338 564 518 1.000
Extraction Method: Principal Axis Factoring.
Rotation Method: Promax with Kaiser Normalization.
2. Phan tich EFA lan 2
Total Variance Explained
Rotation
Sums of
Squared
Initial Eigenvalues Extraction Sums of Squared Loadings Loadings?
Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total
1 8.383 25.402 25.402 7.949 24.088 24.088 4.101
2 3.987 12.081 37.483 3.530 10.697 34.785 4.996
3 2.422 7.338 44.821 1.967 5.962 40.747 3.573
4 1.829 5.542 50.363 1.379 4.180 44.927 5.199
5 1.778 5.387 55.750 1.332 4,037 48.964 4,091
6 1.281 3.881 59.631 862 2.612 51.576 4,725
7 1.217 3.687 63.318 814 2.466 54.042 5.993
8 1.000 3.030 66.349 573 1.735 55.777 3.421
9 653 1.978 68.327
10 615 1.862 70.190
1 606 1.836 72.026
12 569 1.725 73.752
13 558 1.692 75.444
14 547 1.658 77.102
15 521 1.580 78.682
16 504 1.528 80.210
17 .486 1.472 81.683
18 483 1.465 83.148
19 456 1.381 84.529
20 441 1.336 85.865

287




21 435 1.317 87.182
22 426 1.291 88.472
23 416 1.262 89.734
24 401 1.215 90.949
25 .388 1.176 92.125
26 371 1.126 93.251
27 363 1.101 94.352
28 342 1.037 95.389
29 329 996 96.386
30 317 959 97.345
31 311 941 98.286
32 292 885 99.171
33 273 829 100.000

Extraction Method: Principal Axis Factoring.
a. When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.

Factor Matrix?

Factor
1 2 3 4 5 6 7
PE1 668
PE2 656
PE4 643
PE3 617
SAL 614
LO3 602
LO2 .600
LO1 598
SI3 584
SA3 583
LO4 573
SI2 570
SA2 543 415
Sl4 531
SI1 504
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CL1

FAl1

SI5

FA2

LA6

LAl

LA4

LAS5

LA2

LA3

AM1

AM4

AM6

AM3

AM5

CL5

CL6

CL2

494

491

476

467

426

454

434

.568

.548

542

531

517

.500

498

496

470

442

443

448

480

422

428

465

403

484

.506

AT73

452

-.423

Extraction Method: Principal Axis Factoring.

a. 8 factors extracted. 8 iterations required.

Pattern Matrix?

Factor
1 4 5 6
LA4 747
LA2 741
LAl 737
LA3 724
LAG 710
LAS5 703
Sl4 742
SI5 720
SI3 .709
SI2 703
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Si1

AM5

AM3

AM4

AMG6

AM1

LO1

LO3

LO4

LO2

CL5

CL6

CL2

CL1

SA2

SAl

SA3

PE4

PE2

PE1

PE3

FA2

FA1

.686

q72

743

735

17

.704

773

773

135

127

731

729

125

.692

781

762

.720

.760

741

.630

578

743

142

Extraction Method: Principal Axis Factoring.

Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

Structure Matrix

Factor

LA2

LA4

LAS5

LAl

741

731

.730

724
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LA3

LAG

SI3

SI2

Sl4

SI5

Si1

AM5

AM4

AMG6

AM1

AM3

LO1

LO2

LO3

LO4

CL6

CL2

CL1

CL5

SA1

SA2

SA3

PE2

PE4

PE1

PE3

FA2

FA1

720

716

.760

745

741

.688

679

405

412

480

411

436

.748

743

729

126

718

176

.766

.764

754

470

436

454

471

493

.500

743

735

.719

712

408

454

414

408

474

.504

799

767

764

472

416

411

425

443

452

422

494

496

480

440

439

486

488

.764

.760

721

.681

437

408

423

426

761

.760

Extraction Method: Principal Axis Factoring.

Rotation Method: Promax with Kaiser Normalization.
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Factor Correlation Matrix

Factor 1 3 4 5 6 7 8

1 1.000 A71 .359 221 .043 173 .304 224
2 A71 1.000 .084 431 412 468 .552 426
3 .359 .084 1.000 234 .075 .169 .299 .091
4 221 431 234 1.000 392 .563 .614 .362
5 .043 412 .075 .392 1.000 .397 .505 .352
6 173 .468 169 .563 397 1.000 .564 412
7 .304 .552 .299 .614 .505 .564 1.000 510
8 224 426 .091 .362 .352 412 .510 1.000

Extraction Method: Principal Axis Factoring.

Rotation Method: Promax with Kaiser Normalization.
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PHU LUC 10
Phan tich CFA

Model Fit Summary - CMIN

CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 94  501.315 467 .132 1.073
Saturated model 561 .000 0
Independence model 33 6266.940 528 .000 11.869
RMR, GFI
Model RMR GFI AGFI PGFI
Default model .032 934 921 778
Saturated model .000 1.000
Independence model | .218 .306 .263  .288

Baseline Comparisons

Mode pelad rhol Delt2 rh2 O
Default model 920 .910 994 993 994
Saturated model 1.000 1.000 1.000
Independence model .000 .000 .000 .000 .000

Parsimony-Adjusted Measures

Model PRATIO PNFI PCFI

Default model .884 814 .879

Saturated model .000 .000 .000

Independence model 1.000 .000 .000
NCP
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Model NCP LO 90 HI 90
Default model 34.315 .000 92.374
Saturated model .000 .000 .000
Independence model | 5738.940 5487.302 5997.044
FMIN
Model FMIN FO LO9 HI90
Default model 1.199 .082 .000 221
Saturated model .000 .000 .000 .000
Independence model | 14.993 13.730 13.128 14.347
RMSEA
Model RMSEA LO90 HI9 PCLOSE
Default model .013 .000 .022 1.000
Independence model 161 158  .165 .000
AIC
Model AlC BCC BIC CAIC
Default model 689.315  705.960 1068.874 1162.874
Saturated model 1122.000 1221.344 3387.246 3948.246
Independence model | 6332.940 6338.784 6466.190 6499.190
ECVI
Model ECVI LO9 HI9 MECVI
Default model 1.649 1567 1.788 1.689
Saturated model 2.684 2684 2.684 2.922
Independence model | 15.151 14.549 15.768  15.165

HOELTER
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Model HOELTER HOELTER

.05 .01
Default model 433 452
Independence model 39 41

Scalar Estimates (Group number 1 - Default model)

Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label

LA4 <-- LA 1.000

LA2 <--- LA 1.057 .075 14.107 ***
LAl <-- LA 1.045 .076 13.671 ***
LA3 <--- LA 1.019 .074 13.758 ***
LA6 <--- LA 1.081 .079 13.755 ***
LAS <--- LA 1.077 .077 13.969 ***
Sl4  <-- SI 1.000

SI5 <-- SI 858 .066 12922 ***
SI3  <-- SI 1.032 .071 14523 ***
SI2 <-- SI 1.008 .071 14210 ***
SIl <-- SI 914 072 12731 ***
AM5 <--- AM 1.000

AM3 <--- AM 930 .068 13.626 ***
AM4 <--- AM 1.077 .077 14.040 ***
AM6 <--- AM 991 071 13.860 ***
AM1 <--- AM 1.060 .077 13.776 ***
LO1 <-- LO 1.000

LO3 <-- LO 1.054 .070 15.093 ***
LO4 < LO 995 .066 15.050 ***
LO2 <--- LO 1.017 .066 15.449 ***
CL5 <-- CL 1.000

CL6 <--- CL 984 076 12912 ***
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Estimate S.E. CR. P Label

CL2 <-- CL 1.063 .084 12.670 ***
CL1 <-- CL 1.046 .083 12591 ***
SA2 <-- SA 1.000

SAl <-- SA 1132 076 14972 ***
SA3 <--- SA 1.003 .070 14.354 ***
PE4 <--- PE 1.000

PE2 <--- PE 983 .067 14564 ***
PE1 <--- PE 993 072 13.869 ***
PE3 <--- PE 908 .067 13.497 F**
FA2 <--- FA 1.000

FAlL <--- FA 989 .101 0.772  ***

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
LA4 <--- LA 126
LA2 <--- LA 740
LAl <--- LA 716
LA3 <--- LA 721
LA6 <--- LA 721
LA5 <--- LA 132
Sl4  <-- Sl 134
SI5  <--- SI .680
SI3  <--- SI 768
SI2 <--- S .750
SIl < Sl .669
AMS5 <--- AM 739
AM3 <--- AM 718
AM4 <--- AM 741
AM6 <--- AM 731
AM1 <--- AM q27
LO1l <--- LO A72
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Estimate
LO3 <--- LO 754
LO4 <-- LO 152
LO2 <--- LO 72
CL5 <-- CL 701
CL6 <--- CL Jq47
CL2 <-- CL 128
CL1 <- CL q22
SA2 <-- SA .750
SAl <-- SA 813
SA3 <--- SA 764
PE4 <-- PE 745
PE2 <--- PE 755
PE1 <-- PE 718
PE3 <--- PE .699
FA2 <--- FA 753
FAl <-- FA 764

Covariances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
LA <--> Si 102 .032  3.160 .002
LA <-> AM A72 031 5.614  Fx*
LA <-> LO .089 .024 3.740 ***
LA <-> CL 024 .031 792 428
LA <--> SA .084 .027 3.062 .002
LA <-> PE 127 026 4831  *F**
LA <-> FA 145 035 4111 Fx*
SI <> AM 049 029 1.717 .086
SI <-> LO 187  .028 6.722  *F**
SI <-> CL 229 .037 6.151  ***
SI <> SA 245 034 7.262  *F**
SI <> PE 266 .033 8.108  ***
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Estimate S.E. C.R. P Label
SI <> FA 246 .040 6.129  F**
AM <--> LO .088 .022 4.057 ***
AM <--> CL 032 .028 1.162 .245
AM <--> SA 075 .025 3.039 .002
AM <--> PE 107 .024 4527 F**
AM <--> FA 062 .030 2.054 .040
LO <-> CL A67  .027 6.217  F**
LO <--> SA 206 .025 8.075  ***
LO <-> PE 205 .024 8526  *F**
LO <-> FA 160 .028 5.668 « ***
CL <-> SA 194 031 6.179  F**
CL <--> PE 232 031 7411  A**
CL <-> FA 198 .038 5.222  A**
SA <--> PE 222 027 8.075  *F**
SA <-> FA 199 033 5936  *F**
PE <-> FA 244 034 7.294  Fr*

Correlations: (Group number 1 - Default model)

Estimate
LA <--> S| .186
LA <-> AM .358
LA <> LO 223
LA <> CL .046
LA <--> SA 183
LA <-> PE .303
LA <-> FA .269
SI <> AM .100
SI <-> LO 454
SI <> CL 422
SI <> SA 521
SI <-> PE .617
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Estimate

Sl
AM
AM
AM
AM
AM
LO
LO
LO
LO
CL
CL
CL
SA
SA
PE

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

FA
LO
CL
SA
PE
FA
CL
SA
PE
FA
SA
PE
FA
PE
FA
FA

446
246
068
183
283
129
423
599
652
398
429
558
373
616
432
580

Variances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
LA 536 .066 8.153  ***
Sl 565 .069  8.202 ***
AM 429 .052 8.246  ***
LO 300 .034 8.820 A+
CL 522 .069 7531 ***
SA 393 .047 8.311  ***
PE 330 .039 8.384 A+
FA 539  .077 7.015 ***
el 482 .040 12.094 F**
e2 495 042 11.883 ***
e3 b555 045 12219 Ax*
e4 514 042 12158 ***
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Estimate S.E. C.R. P Label
e5 579 .048 12160 ***
e6 538 .045 11997 ***
e7 484 041 11.680 ***
e8 484 039 12423 F**
e9 418 .038 11.019 ***
el0 446 039 11.387 ***
ell 580 .046 12535 ***
el2 357 .031 11.463 ***
el3 349 030 11.806 ***
eld 408 036 11.415 ***
el5 367 .032 11595 ***
el6 432 037 11.673 ***
el7 203 .018 11.008 ***
el8 253 022 11.384 ***
el9 228 020 11.424 ***
e20 211 019 11.020 ***
e21 540 .047 11.523 ***
e22 402 .038 10.615 ***
e23 524 048 11.023 ***
e24 524 047 11.139 ***
e25 305 .028 10.843 ***
e26 257 .029 8.955  ***
e27 281  .027 10.489 ***
e28 264 023 11512 ***
e29 240 021 11.319 ***
e30 305 .025 11949 x**
e3l 284 023 12214  ***
e32 411 .057 7.260 ***
e33 375 .054  6.896 ***

Squared Multiple Correlations: (Group number 1 - Default model)
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Estimate

FAl
FA2
PE3
PE1
PE2
PE4
SA3
SAl
SA2
CL1
CL2
CL6
CLS5
LO2
LO4
LO3
LO1
AM1
AM6
AM4
AM3
AMS
Sl1
SI2
SI3
SI5
Sl4
LA5
LAG
LA3
LAl

584
567
489
516
570
555
584
662
563
521
530
557
491
595
566
569
596
528
535
550
516
546
448
563
590
462
538
537
520
520
513
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Estimate
LA2 .548
LA4 527

Model Validity Measures

c | AV | MS | MaxRH F

a £ v ) LA sl AM LO cL SA PE A
LA | 0870 | 0527 | 0.128 0.870 0.726
Sl | 0844 | 0520 | 0.381 0848 | 0.186** | 0.721
P loss2| 053 | 0128 | oss2 | “%FT | oa00r | 073
LO | 0847 | 0581 | 0426 | o0gag | 02237 | 04547 | 0.2467 | g6a
CL [0815| 0525 | 0312 0.816 0.046 | 0422 0068 | 0423 0.725
SA [0820| 0603 | 0380 | 0823 | 0.gzex | 0921 | g qggun | 05997 | 04297 | o0
PE [ 0.820 | 0533 | 0.426 oga1 | 0303 | 06177 | 0283+ | 0.652° | 0556+ | 0616 | /o

*k *k Kk Kk Kk * K

FA | 0731 | 0576 | 0.336 0731 | 0269 | 0446%% 1 1oge | 0.3987% | 0.3737% ) 0.4327% | 0.580 ogs
Validity Concerns
No validity concerns here.
References
Significance of Correlations:
¥ p < 0.100
* p < 0050
*x p < 0.010
***p<0.001
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PHU LUC 11
Phan tich SEM

Model Fit Summary

CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 84 516.817 477 .101 1.083
Saturated model 561 .000 0
Independence model 33 6266.940 528 .000 11.869
RMR, GFI
Model RMR GFlI AGFlI PGFI
Default model .034 .933 921 .793
Saturated model .000 1.000
Independence model | .218  .306 263 288

Baseline Comparisons

Mo pelal hol Detz rhoz  C!
Default model 918  .909 993 992 993
Saturated model 1.000 1.000 1.000
Independence model .000 .000 .000 .000 .000

Parsimony-Adjusted Measures

Model PRATIO PNFI PCFI
Default model .903 .829 .897
Saturated model .000 .000 .000
Independence model 1.000 .000 .000

NCP
Model NCP LO 90 HI 90
Default model 39.817 .000 98.914
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Model NCP LO 90 HI 90
Saturated model .000 .000 .000
Independence model | 5738.940 5487.302 5997.044
FMIN
Model FMIN FO LO90 HI9%
Default model 1.236 .095 .000 237
Saturated model .000 .000 .000 .000
Independence model | 14.993 13.730 13.128 14.347
RMSEA
Model RMSEA LO9 HI9% PCLOSE
Default model .014 .000 .022 1.000
Independence model 161 158 .165 .000
AIC
Model AlC BCC BIC CAIC
Default model 684.817  699.692 1023.998 1107.998
Saturated model 1122.000 1221.344 3387.246 3948.246
Independence model | 6332.940 6338.784 6466.190 6499.190
ECVI
Model ECVI LO90 HI 90 MECVI
Default model 1638 1543  1.780 1.674
Saturated model 2.684  2.684 2.684 2.922
Independence model | 15.151 14549 15.768  15.165
HOELTER
Model HOELTER HOELTER
.05 .01
Default model 428 447
Independence model 39 41
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Scalar Estimates (Group number 1 - Default model)

Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label

PE <-- AM 134 .037 3590 ***
PE <-- LA 062 .032 1926 .054
PE <-- FA 192 .043 4469  ***
PE < Sl 246 040  6.157  *x*
PE <-- CL 223 .040 5592  ***
SA <-- PE 786 .080 9.866 ***
LO <—-- PE 544 083  6.540 **x
LO <-- SA 259  .065 3.989  ***
AM5 <--- AM 1.000

AM3 <--- AM 930 .068 13.642 ***
AM1 <--- AM 1.060 .077 13.777  ***
AM4 <--- AM 1.076 .077 14.039 ***
AM6 <--- AM 990 .071 13.856  ***
LA2 <--- LA 1.000

LA6 <-- LA 1.023 .073 14.013 ***
LA3 <--- LA 964 .069 14.017 ***
LA4 <--- LA 946  .067 14.101 ***
LAl <--- LA 989 .071 13.927  ***
LAS5 <--- LA 1.019 .072 14237 ***
Sl4  <-- Sl 1.000

SI3 <--- Sl 1.031 .071 14463  ***
SI5 <--- Sl 861 .067 12937  ***
SI2 <--- Sl 1.010 .071 14.187  ***
SIl1 < Sl 915 072 12721  ***
LO3 <-- LO 1.000

LO2 <--- LO 964 .064 15.077  ***
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Estimate S.E. CR. P Label

LO4 <-- LO 945  .064 14730  ***
LO1 <-- LO 947 063 15.062  ***
CL5 <-- CL 1.000

CL6 <-- CL 983 .076 12919  ***
CL1 <-- CL 1.046 .083 12.610  ***
CL2 <-- CL 1.060 .084 12.654  ***
PE3 <--- PE 1.000

PE4 <--- PE 1.091 .081 13.395  ***
PE1 <--- PE 1.091 .084 13.044  ***
PE2 <--- PE 1.076 .079 13593  ***
SA2 <-- SA 1.000

SAl <-- SA 1134 076 14.873  ***
SA3 <--- SA 1.008 .070 14309 ***
FA2 <--- FA 1.000

FAlL <--- FA 990 .102 9.740  ***

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
PE <-- AM 169
PE <-- LA .092
PE <--- FA 271
PE <--- SI .356
PE <-- CL 311
SA <-- PE .652
LO <-- PE 489
LO <--- SA 281
AMS5 <--- AM 739
AM3 <--- AM 719
AM1 <--- AM 126
AM4 <--- AM 741
AM6 <--- AM 731
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Estimate

LA2 <--
LA6 <--
LA3 <---
LA4 <--
LAl <--
LAS5 <---
Sl4 <---
SI3 <---
SI5  <---
SI2 <---
SI1T <---
LO3 <---
LO2 <---
LO4 <---
LO1l <---
CL5 <---
CL6 <---
CL1 <---
CL2 <---
PE3 <---
PE4 <---
PE1 <---
PE2 <--
SA2 <---
SAl <---
SA3 <---
FA2 <---
FAL <--

.740
721
721
725
717
732
733
767
.682
751
670
754
772
753
771
702
47
723
726
.696
735
713
47
.748
813
.766
753
.765

Covariances: (Group number 1 - Default model)
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Estimate S.E. C.R. P Label
AM <--> LA 182 .032 5.632  ***
AM <--> FA 062 .030 2.057 .040
AM <--> SI .049 029 1.720 .085
AM <--> CL .033 .028 1.168 .243
LA <--> FA 153 .037 4117 x>
LA <--> SI 108 .034 3.163 .002
LA <-> CL .026 .033 Jq97 425
SI <> CL 229  .037 6.149  ***
SI <> FA 246 .040 6.123  ***
CL <-> FA 198 .038 5220 ***

Correlations: (Group number 1 - Default model)

Estimate
AM <--> LA .358
AM <--> FA 129
AM <--> S| .100
AM <--> CL .069
LA <-> FA .269
LA <--> S| .186
LA <-> CL .046
SI <> CL 422
SI <> FA 446
CL <> FA 373

Variances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
AM 430 052  8.251 ***
LA 599 072 8.374 ***
Sl 564 069 8188 ***
CL 523 069  7.541 ***
FA 538 .077  7.001 ***
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Estimate S.E. C.R. P Label
e35 095 015 6.314 ***
e37 225 .031 7.357 ***
e36 168 .022 7537 ***
el 357 .031 11.453 ***
e2 348 029 11.794  F**
e3 432 037 11.674 ***
e4 408 036 11.417  F**
e5 367 .032 11600 ***
e7 495 042 11.884  F**
e8 579 .048 12,158 ***
e9 514 042 12156 ***
el0 482 .040 12.097 ***
ell 555 045 12217  A<**
el? 538 .045 11998 ***
el3 485 .042 11.670 ***
eld 420 .038 11.031 ***
el5 482 039 12386 ***
el6 445 039 11.358 ***
el7 579  .046 12514 F**
el8 253 022 11.375 ***
el9 211 019 11.011 ***
e20 227 020 11.390 ***
e21 204 019 11.029 ***
e22 539 047 11503 F**
e23 402 .038 10.607  ***
e24 523 047  11.114 F**
e25 527 .048 11.049 F**
e26 287 .023 12415 ***
e27 273 023 11.892 ***
e28 309 025 12199 x**
e29 246 021 11.691 ***
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Estimate S.E. C.R. P Label
e30 307 .028 10.836  ***
e3l 258 .029  8.891 ***
e32 279 027 10.385 ***
e33 411 .057 7.249  ***
e34 375 055  6.863 ***

Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
PE .647
SA 426
LO 497
FAl .584
FA2 .567
SA3 .587
SAl .661
SA2 .560
PE2 .559
PE1 .509
PE4 .540
PE3 484
CL2 527
CL1 523
CL6 557
CL5 493
LO1 .594
LO4 .568
LO2 .595
LO3 .569
Si1 449
SI2 .563
SI5 465
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Estimate

SI3
Sl4
LAS
LAl
LA4
LA3
LAG
LA2
AM6
AM4
AM1
AM3
AMS

.588
537
.536
513
.526
.520
520
.548
534
.549
.528
517
.546
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PHU LUC 12

Phéan tich vai tro trung gian

1. Vai tro trung gian cuaa “Gia tri cam nhan caa du khach (PE)”

Standardized Indirect Effects - Two Tailed Significance (BC) (Group number 1 - Default
model)

FA CL Sl LA AM PE SA LO

PE
SA .001 .002 .001 .094 .003

LO .001 .002 .002 .106 .004 .002
FA1
FA2
SA3 | .001 .002 .001 .094 .004 .001
SAl | .001 .002 .002 .097 .003 .002
SA2 | .001 .002 .001 .096 .004 .002
PE2 | .002 .003 .002 .103 .005

PE1 | .002 .003 .001 .106 .005

PE4 | .002 .003 .002 .102 .005

PE3 | .002 .003 .001 .110 .004

CL2
CL1
CL6
CL5
LO1 | .001 .002 .001 .100 .004 .001 .004
LO4 | .001 .003 .001 .108 .004 .002 .004
LO2 | .001 .002 .001 .098 .003 .002 .004
LO3 | .001 .002 .002 .101 .004 .002 .004
SI1
SI2
SI5
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FA CL SI LA AM PE SA LO

SI3
Sl4
LAS
LAl
LA4
LA3
LA6
LA2
AM6
AM4
AM1
AM3
AMS

Standardized Indirect Effects (Group number 1 - Default model)

FA  CL SI LA AM PE SA LO
PE .000 .000 .000 .000 .000 .000 .000 .000
SA A77 208 232 .060 .110 .000 .000 .000
LO 182 209 239 .062 .113 .183 .000 .000
FA1 | .000 .000 .000 .000 .000 .000 .000 .000
FA2 | .000 .000 .000 .000 .000 .000 .000 .000
SA3 | 135 155 178 .046 .084 .500 .000 .000
SAl1 | .144 165 .189 .049 .090 .530 .000 .000
SA2 | 132 152 174 .045 .082 .488 .000 .000
PE2 | .203 .232 .266 .069 .126 .000 .000 .000
PE1 | .193 .222 254 .066 .120 .000 .000 .000
PE4 | .199 229 .262 .068 .124 .000 .000 .000
PE3 | .189 216 .248 .064 .117 .000 .000 .000
CL2 | .000 .000 .000 .000 .000 .000 .000 .000
CL1 | .000 .000 .000 .000 .000 .000 .000 .000
CL6 | .000 .000 .000 .000 .000 .000 .000 .000
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FA CL SI LA AM PE SA LO
CL5 | .000 .000 .000 .000 .000 .000 .000 .000
LO1 | .140 .161 .184 .048 .087 .518 .216 .000
LO4 | .137 .157 .180 .047 .085 506 .212 .000
LO2 | .141 .161 .185 .048 .088 .519 .217 .000
LO3 | .137 .158 .180 .047 .086 .507 .212 .000
SI1 .000 .000 .000 .000 .000 .000 .000 .000
SI2 .000 .000 .000 .000 .000 .000 .000 .000
SI5 .000 .000 .000 .000 .000 .000 .000 .000
SI3 .000 .000 .000 .000 .000 .000 .000 .000
Sl4 .000 .000 .000 .000 .000 .000 .000 .000
LA5 | .000 .000 .000 .000 .000 .000 .000 .000
LA1 | .000 .000 .000 .000 .000 .000 .000 .000
LA4 | .000 .000 .000 .000 .000 .000 .000 .000
LA3 | .000 .000 .000 .000 .000 .000 .000 .000
LA6 | .000 .000 .000 .000 .000 .000 .000 .000
LA2 | .000 .000 .000 .000 .000 .000 .000 .000
AMG6 | .000 .000 .000 .000 .000 .000 .000 .000
AM4 | .000 .000 .000 .000 .000 .000 .000 .000
AM1 | .000 .000 .000 .000 .000 .000 .000 .000
AM3 | .000 .000 .000 .000 .000 .000 .000 .000
AMS5 | .000 .000 .000 .000 .000 .000 .000 .000

2. Vai tro trung gian cuaa “Sw hai lIong ciia du khach (SA)”

Standardized Indirect Effects - Two Tailed Significance (BC) (Group number 1 - Default
model)

PE SA LO
SA
LO .001
SA3 | .002
SA1l | .002
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PE SA LO
SA2 | .002

PE2
PE1
PE4
PE3
LO1 | .002 .002
LO4 | .002 .002
LO2 | .002 .002
LO3 | .002 .002

Standardized Indirect Effects (Group number 1 - Default model)

PE SA LO
SA .000 .000 .000
LO | .197 .000 .000
SA3 | 472 .000 .000
SAl | .,500 .000 .000
SA2 | 462 .000 .000
PE2 | .000 .000 .000
PE1 | .000 .000 .000
PE4 | .000 .000 .000
PE3 | .000 .000 .000
LO1 | .502 .247 .000
LO4 | 492 242 .000
LO2 | .505 .248 .000
LO3 | .489 .240 .000
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