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PO LUONG CHAT LUQNG DICH VU VA SU HAI LONG
CUA KHACH HANG THAM GIA NGHI DUONG
TAI WHITESAND RESORT

7S. Pham Xudn Lan’
TS.Nguyén Hing Hao'

TOM TAT
Nghién cvu nay xde dinh cdc yéfu 16 cau thank nén chdt lugng dich vu resort tai thi
trucng Viet Nam hién nay va kiém dinh moi quan hé giita chdt brong dich vu va sy hai long
cua khdch hang véi mdu nghién ciru thuc hign tai Whitesand Resort. Két qua nghién ctru
dd xdc dinh bon yéu 10 co ban cua chdt fwang dich vu la sy cam thdng, phuong tién hitu
hinh, kha ndng dap wng va sy bao dam cua chat heong dich vu da cau thanh nén su hai
long ciia khdch hang tham gia nghi duong. Tir két qua cuia nghién ciiu nay, tdc gia da rit
ra nhitng goiy hitu ich giup Whitesand resort ciing nhu cdc resort khdc tai Viét Nam, dong
thoi ddy ciing Lo co s¢ dé mo ra nhitng hudng nghién civu 1iép theo trong linh viee khdch

San va resort.

ABSTRACT

This research aims to identify the factors contributing to the services' quality of
resorts in Vietnam. It also seeks to examine the relationship between the quality of the
services and customers’ satisfaction using the survey conducted at Whitesand Resort. The
result of this survey has revealed four determinants which affect the service quality, namely
the empathy, the tangibles, the responsiveness and the assurance. These factors have been
proven to contribute to customers’ satisfaction at the resort. Based on this resull, we have
come up with certain useful suggestions which can promote the development of Whitesand
Resort as well as other resorts in Vietnam. It is also expected that the ideas suggested here
would be of certain help for further research into the holels and resorts industry.

1. Giéi thiéu

Resort ddu tién tai Viét Nam ra doi vao
ndm 1995 tr su kién nhat thyre tai Miii Né
voi 34 bungalow. Dén thang 3 nim 2010,
Viét Nam d4 co hon 98 resort di-vao hoat
déng. Trude nam 2005, nha du tu kinh
doanh resort va khach san chi yéu 1a ce tap
doan chuyén vé du lich nhu Sai Gon Tourist,
Bén Thanh Tourist... Sau do, cac tip doan
tai chinh va cic cong ty xdy dung..... cling
chinh thirc tham nhép thi trudmg nay. Su gia
nhdp nganh cia cac tdp doan nay lam cho
ngudn cung san pham nghi dudng cang tré
nén phong phu va da dang hon. Tuy nhién,
ho ciing d& sém bdc 10 nhitng khiém khuyét
trong qua trinh khai thac va quan ly: chat
luong dich vu mang dén cho khach hang
chua cao, khach chua thuc sy hai long voi

LGV Khoa Quan tri kink doanh, tratmg Dai hoc Kink & Tp. HCM.

nhitng dich vu ma nhitng resort nay mang
lai. Viéc nghién ciru vé dich vu, chat lugng
dich vy, sy hai long vé chdt luong dich vu
clia cdc nha dau fr vira gia nhap nganh thoi
gian qua hiu nhrr chua co gi. Néu ¢, viée
nghién ctru chi dung lai & cap do don I¢ cua
timg resort trong viéc thdm do sy hai long
cua khach hang vé chit lugng dich vu do
minh cung cAp va chua mang lai két qua nhur
mong muoén vi phleu khao sat chura tiép can
diy du cdc théng tin can thiét, thiéu phuong
phdp va chua co ¢dng cu do ludng thich hop.
Dén nay chua co bai nghién ctru nao tai Viét
Nam vé chat lugng dich vy ¢ia resort dugc
cong bd chinh thire dé cac doanh nghiép co6
thé dung tham khao va dinh hudng vé chat
lugng dich vu. D6 1a Iy do tai sao bai nghién
ctrz nay duge thuce hién.
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2. Co s& Iy thuyét va md hinh
nghién ciru

2.1. Thang do chit lugng dich vu va
sy hai long cia khdch hang
. _ Theo Lehtinen & Lehtinen-(1982) thi
. chat luegng dich vu phéi dugc danh gia trén
| hai khia canh. D¢ la: (1) qua trinh cung cap
- dich vu va (2) két qua cua dich vu.
Tac gia Gronoos (1984) ciing dé nghi
- hai linh vuc cha chét lugng dich vu 14 (1)
. chét luong k¥ thudt va (2) chat hrgng chire
" nng. Chat lugng k¥ thuat lién quan dén
.- nhiing 8l phuc vu va chat lrgng chirc nang

ludn dé cap dén viéc chung dugc phuc vu
phur thé nao.

. Theo Zeithaml (1987) giai thich “chét
_ lugng dich vu la su danh gia cua khach hang
" vé tinh sidu viét va sy tuyét voi ndi chung cua
mdt thuc thé, NG 13 mét dang cta thai d6™.
Theo Quinn & ctg (1987), hiu hét cac
nghién ciru déu xem linh vye dich vu bao
gc:‘)m tit ca nhitng hoat dong kinh té tao ra
san phftm khong mang tinh vat chét, dugc
sén xudt va tidu thu déng thoi va mang lai
nhiing gid tri gia tang dudi cac hinh thitc
- (nhur sy tién lgi, su thich thi, su kip thoi, su
ti€n nghi va sy lanh manh) ma céc lgi ich v
hinh nay vé ban chat danh cho khach hang
ddu tién.

Theo Parasuraman & ctg cho rang chit
lugng dich vu 1a sy danh gia toan dién vé
thai d6 huémg dén sy hoan thién ctia dich vu.
Nhiéu nghién ctru sau nay di chimg minh
Parasuraman & ctg (1985, 1988) Ia nhing
ngudi tién phong trong nghién ciru vé chat
lwrong dich vu trong nganh tiép thi mot cach
chi tiét va cu thé nhét. Parasuraman dugc
xem nhur |2 ngudi dau tidn nghién ciru chét
lrgng dich vu mét cach cu thé va chi tiét
trong trong linh virc tiép thi vdi viéc dua ra
md hinh 5 khoang vé chit lugng dich vu. Veé
_ sau, cOng trinh nghién ciru nady da dugc cac

2 Nguon: din theo Nguyén Dink Tho & cdc tdc gia, 2008

nha nghién ciru khdc chip nhén va st dung
nhiéu nhat’.

Thang do SERVQUAL xéc dinh chét
‘lugng dich vu théng qua ca chit luong
cam nhin va chét lugng ky vong. Didu
nay ¢ nghia 1a do luwong SERVQUAL
bao gdm ba phin doan. Hai phan doan
d&u, mbi phan doan la 22 bién quan sat do
ludng chat lugng dich vu ma khach hang
ky vong va thuc té cim nhéan duge. Cac
bién dung thang do Likert 7 diém. Sai biét
(cam nhan trlr ky vong) cta danh gia biéu
thi cht lugng dich vu. M6 hinh do luong
nay dugc goi 1a mé hinh phi khang dinh
(disconfrimation model).

Sau nhiéu nghién ciru kiém dinh cling
nhur (ng dung, SERVQUAL duoc thira
nhén nhu mot thang do ¢co gia tri ly thuyet
cling nhir thue té. Tuy vay, van con nhiéu
tranh ludn, phé phan, dat van dé vé thang
do nay. nhét 1a vé tinh tdng quat va hiéu lyc
do rong chét lwgng. Mot diéu nira cho thay
la thu tuc do luong SERVQUAL kha dai
déng. Do vay da xuvit hién mét bién thé cta
SERVQUAL la SERVPERF.

Thang do nay dugc Cronin & Taylor
(1992) gidi thiéu, x4c dinh chét lrong dich
vu bang cach chi do lrdng chét luong dich
vu cam nhan (thay vi phai do ca chét lrgng
cam nhan va chat Juong ky vong). Hai ong
cho rang chit lrgng dich vu duge phan anh .
tt nhat béi chit Irgng cam nhan ma khong
can phai c6 chat lugng ky vong, ciing nhu
danh gia trong s6 ciia 5 thanh phén. Liuu ¥
rang do co xuét xir tir thang do SERVQUAL
nén cdc bién va cdc quan sat cta thang
do SERVPERF giir nguyén nhu thang do
SERVQUAL. Mé hinh nay dugc goi la mé
hinh cam nhéan.

Theo cdng trinh nghién ciru ciia tién
si Jasmina GrZini¢* hai thang do tin cay
nhét duge 4p dung dé do luomg chit luong
dich vu ciia nganh du lich khach san la

S Nguon: “Concepts of Service Guality Measurement in hotel industry- Cdc mé kink do heong chdt luong dich vu rong nganh

cong nghiép du lich khach sgr™ (July 03, 2007).
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SERVQUAL va SERVPERF. Hay néi céch
khac: dé do ludng chét lugng dich vu, thang
do SERVQUAL cia Parasuraman va bién
thé ciia n6 1a SERVPERF dugc str dung véi
5 thanh phan: (1) Phuong tién hiru hinh, (2)
Su dam bao, (3) D¢ tin cdy, (4) Kha ning
dap ung, (5) Sy cam thong.

Bachelet (1995): su hai long cuia khach
hang chinh 14 m{t phan img mang tinh cam
xuc cua khach hang dap lai vdi kinh nghiém
clia ho véi mot san phidm hay mét dich vu.

Theo Zeithaml & Bitner (2000), su
hai long cia khach hang 1a su danh gia
ctia khach hang vé& mét san phém hay mét
dich vu da dap ‘g dugc nhu ciu va mong
doi cia ho.

Theo Kotler (2001) su hai long la
murc d§ cia trang thai cia mdt ngudi, bt
ngudn tir viée so sanh két qua thu dugc tir
san phdm va nhimg ky vong cia ngudi do.

Véi Shemwell & ctg (1998), su hai
1ong ciia khach hang va chit lugng dich vu [a

Chét lugng dich vu

Chét lugng san phim

Gia

hai khai niém phan biét. Nhung ¢6 méi quan
hé kha g?m v4i nhau. Chit lugng dich vu 13
khai niém khéach quan, mang tinh luong gia
va nhén thirc. Trong khi 6, su hai long 1a sy
két hop gitra cc thanh phén chu quan, dya
vao cam gidc, cam xic.

Cac nha nghién c{ru khac nhu Cronin,
Oliver...cho rang chit lugng dich vu la tién
t6 cho sur hai long ciia khach hang.

Quan diém nao dung thyc su van chua
dugc khing dinh vi tit ca cic quan diém déu
¢ co sd va co két qua nghién cimu chimg
minh rd rang. Thuc té, trong linh vuc dich
vu, hai khéi niém “su théa mén cua khach
hang” va “chit lvgng dich vu” ¢o sy khac
nhau co ban dya trén phan tich nhitng quan
hé nhin qua gitta ching. Sy thoa man cda
khach hang nhir] chung la mot khai niém
rong 1on hon chét lqug dich vy Vai cach
nhin nhan nay, ta c6 thé xem chét lugng dich
vu 12 mot yéu td tac dong dén sy théa man
ctia khach hang. M6 hinh sau day s€ giai
thich r& 1y luan nay:

Nhitng nhén t§ tinh hudng

Sy théa min cia tinh huéng

Nhimg nhan 5 c4 nhan

So dd 2.1: Moi quan hé giita chdt heong dich vy va su hai long ciia khdch hang’

Qua mé hinh trén, ta c6 thé danh gia
dugc sir thoa man cia khach hang & mot
khai ni¢m rong, bao gbm cic yéu tb tac
déng dén n6 nhu: chét luong dich vy, chit
luong san phdm, céc nhan t6 ca nhan va cac
nhan t4 tinh huéng.

2.2. M6 hinh nghién ciru

Dua trén m6 hinh nhén thire cia khach
hang vé chét lrgng va sy thda man, md hinh
nghién ctru chét lugng dich vu resort dugc
hinh thanh. M hinh nay da dugc thay doi
dé& phu hop véi loai hinh dich vu resort va

pham vi nghién ciru; cu thé 1a chét lugng san
phém, céc nhan td tinh huéng, cac nhan té
ca nhan, gia ca khong duge xét dén. Voi mod
hinh nady mirc d6 hai long cda khach hang
tham gia nghi dudng tai resort Whitesand
dugc do ludng thong qua chat lugng dich vu
cua resort Whitesand. .

! Ngudn: Zeithaml & Briter (2000), Services Marketing Mc Graw — Hill
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Phuong tién hiru hinh J

St bac dam

Do tin cdy

 Khinang dip img

[ Su cam théng

. Chit hrgng

[ Sw hai long cia ’
khach hang

—

dich vy >
Resort

So dd 2.2: M6 hinh nghién cteu chat leong dich vu va s hai long cia khdch hang.

Tir md hinh nghién ciru dé nghi nay,
tac gia dua ra cac gia thuyét nghién ciru clia
dé tai nhu sau:

H1: Gia tang phuong ti€n hitu hinh s€
lam ting mirc d0 hai long cia khach hang
tham gia nghi dudmg.

H2: Gia ting sy dam bao s& lam
tdng sy hai Jong cha khach hang tham gia
nghi dudng.

H3: Gia tang d0 tin cdy sé lam tdng
sir hai 1ong caa khach hang tham gia nghi
dudmg.

H4: Gia tang kha ning dap img s€ lam
tang sy hai long cua khach hang tham gia
nghi dudng.

H5: Gia tang su cam thong s€ 1am ting
sir hai 1ong cua khach hang tham gia nghi
dudng.

3. Phwrong phip va két qua nghién ciru

3.1. Nghién ciru dinh tinh

Nehién crru dinh tinh thuc hién thong
qua phuong phap phong van sau véi 2 thanh
phén tham gia. Thanh phan thir nhat gbm 5
khach hang d3 tham pia nghi dudmg it nhét
3 resort dat chudn bdn sao trong vong hai
nim tré lai day. Thanh phén thir hai gém
5 nha diéu hanh tour du lich ciia cac cong
ty du lich 1& hanh ma Whitesand dang hop
tac cdng vdi ho trong viée cung cip ngudn
khach hang du lich va nghi dudmg. Qua
trinh phong vén s& sir dung bién phap két
hop, vira kham phé vira khang dinh. Tiép
theo 14 cho ho danh gia lai cac tiéu chi trong

mé hinh chét lugng dich vu nham tai x4c
dinh ti€éu chi nao la phu hop, ti€u chi nao
la khdng phi hop dbi véi thi trudng Viét
Nam. Cuébi ciing, két hop tt ca cdc tiéu chi
dé duara nhiing két luan nhitng yéu té chu
yéu va can thiét khi xay dyng thang do chét
lugng dich vu nghi dudng tai Viét Nam

Két qud cia thao ludn nhém, khdm pha
va khing dinh nhimg yéu td can thiét va pho
hop cua mot thang do chit lugng dich vy
va thang do vé su hai 1ong cda khach hang
tham gia nghl dudng tai resort ¢ Viét Nam
Thang do chit lugng dich vu resort bao gbm
5 nhan td sau day:

3.1.1. Phuong Tién Hitu Hinh (PT)
gbm 12 bi€n-quan sat:

PT 1: Quang canh, kién trtic clia resort
dep, thu hut va c6 diém nhén.

PT 2: Céc tién nghi ciia resort rét hién
dai va sang trong.

PT 3: C4c tién ich (saunna, massage,
spa, gym, karaoke...) cua resort thue su
mang dén cho ban cam giac thodi mai.

PT 4: Cac vat dung bén trong phong nghi
durdng ludn sach s& va bay tri dep mit.

PT 5: Trang thiét bi va co s vat chét
bén trong resort dé€ dang sir dung.

PT 6: €6 nhiéu loai db 4n va thirc ubng
phi hop voi timg nhu ciu cha khach hang,

PT 7: Cé rét nhidu céc hoat dong
xung quanh resort phit hgp v6i nhu ciu cua
khach hang.


Admin
Textbox
88

Admin
Textbox

Admin
Textbox
TẠP CHÍ KHOA HỌC SỐ 2 (20) 2011

Admin
Textbox
TẠP CHÍ KHOA HỌC TRƯỜNG ĐẠI HỌC MỞ TP.HCM - SỐ 6 (1) 2011


TAP CHi KHOA HOC TRUONG BAI HOC MO TP.HCM - SO 6 (1) 2011 89

PT 8: Dich vu buffet sang va cac bita
An nim trong go1 dich vu dugc phuc vu vao
thai diém thuan loi nhét cho khach hang.

PT 9: Cac dich vu housekeeping don
phong, giao/nhan dé giat tii duoc phye vy vao
thi diém thuan loi nhét cho khach hang.

PT 10: Cac tién ich ddy di va dap ang
duoc nhu cdu mong doi ctia khach hang.

PT 11: Bang chi din trong resort day
du, ré rang va thuén tién.

PT 12: Bai bién dep, an t0dn va yén tinh.

3.1.2. Sw Bdo Dam (BP) vdi 4 bién
quan sat:

BD 1: Nhan vién ludn té ra tu tin
nhung 1& phép trirée khach hang.

BD 2: Khach cam thdy an toan khi sir
dung cac dich vu tir resort.

BD 3: Dgi ngii nhin vién ludn lich su
va nhd nhan,

BD 4: Nhan vién cé day do kién thirc
co bdn cia chuyén nganh va k¥ néng chuyén
nghiép dé tra 101 ciu hoi ctia khich hang.

3.1.3. Bé Tin Cdy (TC) véi 5 bién
quan sat:

TC 1: Khi resort cam két cung cip bat
k¥ dich vu nao trong khoang thii gian cu
thé, ho ludn thuc hién 1o hira cia minh.

TC 2: Nhan vién c6 thé linh déng trong
viée gidi quyét van dé phat sinh.

TC 3: Resort cung ¢ip dich vu chinh
xic va ding ngay tu 1an dau tién.

TC 4: Resort cung cép dich vu diing vao
thoi diém ma ho da cam két thyc hién

3.1.4. Khi Nang Ddp Ung (DU} v6i 5
bién quan sét:

DU 1: Resort théng bao truge cho khach
hang khi nao dich vy s& thuc hién.

PU 2: Resort cung cép dich vu nhanh
chong, ding hen.

DU 3: Nhén vién luén sin sang gip
do khach hang khi khach cén.

PU 4: Nhan vién khong t0 ra qua ban
dé khong dap img ting yéu ciu cia ban.

DU 5: Resort ludn cé dich vu 24/24 dé
ap mg moi nhu cau dic thu cia khach hang,

3.1.5. S Cam Théng (CT) véi 6 bién
quan sat:

CT 1: Resort Judn thé hién su quan tam
dac biét dén khach hang.

CT 2: Nhin vién ludn thé hién su quan
tAm dén ca nhén ban.

CT 3:Nhan vién hiéu duge nhu ciu dic
thut cta khach hang.

CT 4: Resort lay 1oi ich ctia ban la diéu
tdm niém cua ho.

CT 5: Nhan vién quan tdm va phuc vu
cho khach bang trai tim chan thanh.

CT 6: Resort d3 thuc sy chiém dugc tinh
cam cua ban.

Nhrr véy, di v6i thang do SERVPERF
trong finh vire do hrdng chat lrgng dich vu
resort sau khi tién hanh phong van siu, két
qua thu dugce 1a mét thang do 5 thanh phan
vai 31 bién quan sat.

Thang do su hai long (HL) ctta khach
hang vé chét hrong dich vu: sau khi phong
van s, két qua 1a mot thang do vai 3 bién
quan sat:

HL 1: Banthyc sirhai lang vii chat lrong
phong nghi va thirc in (udng) cla resort.

HL 2: Ban hai long voi mite d6 dap tmg
ctia resort d6i vdi yéu cau clia khach hang.

HL. 3: Ban hai long véi cung cach phuc
Vil cua resort.

3.2. Nghién ciru dinh lupng

Nghién ciru dinh lupng, tap trung vao
khao sat, phong van khach tham gia nghi
dudng tai Whitesand Resort tir 2 dém tro

1én trong khoang thoi gian tir ngay 01 thang .

7 dén hét ngiy 10 thing 9 nhim dam bao d6
la doi trrgng ¢ thong tin va san sang cung
cap théng tin cin thiét.
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) Phurong phdp chon mdu, chon miu
.. theo phuong phap phdn ting két hop véi
chon miu ngiu nhién don gian. Mdi phong
chi Iy mdt miu duy nhét, cho dii phong dér
c6 thé c6 tir 2 dén 3 khach hru trii cling mét
lic. P4 voi khach gia dinh: chi chon khdo
sat nhimg khach tryc tiép thanh toan. Céc
khéch di kém sé khong duge chon lam déi
turgng khao sét trong bai nghién clru nay.
Khach dudi 18 tudi va trén 65 tudi khang
duge chon lam dbi tugng khao sat. Phiéu
khio sat chi xem 1a hop 1é khi khach dién
ddy dui thong tin yéu cdu va phéi sir dung tét
cé céc dich vu di kém co6 bén trong Resort.

Kich thuéce du tinh ciia mdu, khao sit
14 200. Pit gid thuyét xéc suat la 1: 2.5 tirc
v6i trén hai ngudi ¢ mot ngudi sé thoa diéu
kién trg thanh dbi tuong nghién ciru. Vi vy,
@& mau dy tinh thu duoc 13 200 thi viée chon
mau dAu tién phai 500 ngudi rdi loai bd din
nhimg miu khong dap img yéu ciu. Két qua
phong vén thu duoc 211 vhify tra 1oi hop 1é
va ¢6 gi trj dé st dung x( 1y, phan tich.

Xur Iy va phdn tich di ligu thu thgp

Céacthang dodugc danh gid quahai cong
cu chinh: Hé sé tin cay (Cronbach Alpha) va
phuong phap phén tich nhin t6 kham pha
EFA (Exploratory Factor Analysis).

DPéi vdi viée kiém tra hé sb tin cay
Cronbach Alpha: cic bién co hé s6 tuong
quan bién — tong (item-total correlation)
nho hon 0,3 s€ bi loai, va tiéu chudn chon
thang do khi né ¢6 hé sb tin cdy alpha tir
0,5 trd 1én (Nunnally & Burnstein 1994)
nhimg khong duge vugt qua 0,95 vi diéu
6 c6 nghia 1a xudt hién bién thira. Sau khi
tién hanh kiém tra, tét ca cic bién déu thoa
man diéu kién vira néu. Téc gia tiép tuc
sang budc kiém tra EFA. Phan tich nhén t6
bing 31 bién cia thang do chét lugng dich
vu. Phan tich nhan t§ dugc xem nhu 14 thich
" hop khi: gia tri hé s6 KMO (Kaiser- Meyer-
Olkin) > 0.5, cc hé sb tai nhan td (Factor
Loading) < 0.5 s& bj loai, diém dimg khi
~ eingenvalue >1 va téng phuong sai trich
- > 50%. Phuong phap phén tich dugc chon

l1a Principal Components véi phép xoay
Varimax. Két qua cho thidy Hé s6 KMO =
0.934, sig =0.000 trong kiém dinh Bartlett.
Nhu vay cdc bién cé tuong quan chit ché
vdi cling mot hay nhiéu nhan t6 va ma trin
trong quan téng thé 13 mot ma trian don vi
bac bo theo két qua kiém dinh Bartlett, thoa
man diéu kién cia phén tich nhan té.

Ni#m nhén t§ duoc rat ra voi phuong
sai trich 64.619% (giai thich dugc 64.619%
bién thién cta dir liéu). Trong d6 hai bién
PT8 va PT12 ¢ hé sé tai nhan t§ (Factor
Loading) <0.5 nén da bi loai ra khoi thang
do. Téc gia tién hanh tiép tuc phan tich lan
2 v6i 29 bién dat yéu cdu. Két qua méi thu
dugc: Hé s6 KMO = 0.932, sig. = 0.000
trong kiém dinh Bartlett. Nhu vay thoa diéu
kién phdn tich nhén t&. Nam nhan t dugc rit
ra vOi phuong sai trich 1a 66.274 (giai thich
duogc 64.619% bién thién cta dir liéu).

Nhu véy, sau khi tién hanh phan tich
nhdn té va kiém dinh thang do, két qua cho
thdy: thang do chit lugng dich vu resort
vin 1a S thanh phdn chinh ban diu (1)
Phuong tién hiru hinh, (2) Sy bdo dam, (3)
P9 tin cdy, (4) Khd ndng dap ung va (5) Su
cam thong.

Sir hai long ciing dugc phén-tich nhan
16, két qua cho thiy: Hé s6 KMO = 0.730, sig
= 0.000 trong kiém dinh Bartlett, tha man
diéu kién ciia phan tich nhan t6. M6t nhén té
duoc rat ra voi phuong sai trich 1a 81.027.

Budc tiép theo 1a xét mdi twong quan
tuyén tinh giira bién dgc 1ap vdi bién phu
thudc va gilra cac bién ddc 1ap véi nhau.
Sau khi kiém tra, két qua cho thdy bién phy’
thudc “Sy Hai Long” véi timg bién déc lap
¢ sur twong quan v&i nhau qua cac hé so
trong quan: phuong tién hiru hinh (0.697),
su ddm bao (0.633), d¢ tin cdy (0.373),
kha ning dap ung (0.576), sy cam thdng
(0.787) duoc kiém dinh T (2 duéi) voi mic
y nghia thdng ké 1%. Nhu vy, cac bién
doc 14p nay cé thé dua vao md hinh dé giai
thich bién phu thudc sur hai long.
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~ Kiém dinh mé hinh sy phii hgp cia
mé hinh: hé sé R? diéu chinh (adjusted
T-square) bang 0.706 c6 nghia la m6 hinh
héi quy tuyen tinh dd xay dung phu hop vai
tap dir lidu dén mirc 70.6%. Két qua kiém
dinh tri théng ké F, véi gia tri sig. = 0.000
cho thdy mé hinh hdi quy tuyén tinh boi
phu hop voi tap dir liéu, sir dung dugc.

Phuong trinh hdi quy tuyén tinh:
Su Hai Long = -0.355 + 0.480 Su Cam
Thoéng + 0.205 Phuong Tién Hiru Hinh
+0.162 Kha Nang Dap Ung + 0.159 Sy
Bao Pam.

Két qua kiém dinh md hinh héi quy
ciing cho thy hién _tugng da cong tuyén
khéng xay ra vi hé sb phong dai phuong sai
(Variance Inflation Factor — VIF) cia cac
bién trong m6 hinh déu rat thap, tir 1.0 dén
2.45 nhé hon 10. -

Kiém tra db thi phan tan gita phin
du chudn héa (Standardized residual) va
gia tri du doan chuin héa (Standardized
predicted value) cho thiy phin du phén tan
ngiu nhién, khdng tao thanh mot hinh dang
nao cu thé. Nhu viy, lién hé tuyén tinh va
phuong sai bing nhau duoc thda mén.

Kiém tra biéu dé tin sd ciia phin du
cho thiy phan phdi phan du xip xi chuin
(trung binh mean=0.00 va do léch chuin
Std. Dev.=0.99 - tirc 12 gin bang 1). Do
d6, c6 thé két luan rang gia thiét phan phéi
chudn khéng bi vi pham.

Nhur vy, phuong trinh hdi quy néu trén
la pht hgp. Nhén td su cam théng véi hé sb
hoi quy 12 0.48 13 thanh phan c6 anh huéng
I6n nhit dén sy hai long clia khach hang.
Tiép theo d6 1a nhin té phuong tién hiru
hinh ¢é anh hudng quan trong dimg hang
thir hai v&i hé sé héi quy 14 0.205. Cac nhén
t6 sau day c6 mirc d6 anh hudng I6n ké tiép
dén sy hai long cua khach hang 1an luot la
kha ning dap (mg véi hé sb hdi quy 14 0.162
va sur bao dam véi hé sé héi quy la 0.159.
Nhan t tin ciy bi loai ra khéi phuong trinh
hdi quy khéng cé nghia la bién nay khong
c6 trong thanh phin céu thanh chit lugng

dich vu resort. C6 thé hiéu r%mg, dbi véi khu
nghi dudng, néi dung nay co ban da duoc
khach hang chidp nhin. Néu chung ta dau
tu vao cai thién ndi dung nay co thé khong
lam gia ting thém sy hai long cia khach
hang. Thay vao do6, ching ta cn phai tip
trung vio cai tién cac ndi dung theo mirc do
quan trong lan luot sau day: su cam thong,
phuong tién hiru hinh, kha ndng dap img va
su bao dam.

Tém lai, Cac gia thuyét ciia mé hinh
nghién ctru HI, H2, H4 va HS dugc chip
nhén va H3 bi bac bo.

Budce tiép theo, tac gia kiém dinh mot
s6 gia thuyét:

H6 : Khang c6 sw khac bigt vé mirc 46
hai long gitra hai giéi tinh.

H7 : Khéng ¢6 sur khac biét vé mirc do
hai long giira cac nhém tudi.

H8 : Khéng co sur khac biét vé mirc dd
hai léng giifa cac nhom quéc tich.

H9 : Khong c6 su khac biét vé mirc do
hai long giira cac muc dich dat phong.

H10 : Khéng ¢6 sy khac biét vé mirc 4o
hai long gifra cac cach thirc dit phong.

Véi gia thuyét H6: ta tién hanh kiém
dinh su bing nhau cia hai phuong sai, két
qua cho thdy sig trong kiém dinh Levene =
0.57 (> 0.05). Diéu nay chimg té phuong
sai gifra hai gidi tinh khong khac nhau, ta
tiép tuc sir dung két qua kiém dinh t & phin
Equal variances assumed. Két qua cho thiy
t = 0.807 (>0.05). Diu nay rut ra két luan:
khéng c6 sy khac biét vé tri trung binh ciia
hai giéi tinh & d6 tin cay 95% (0.05). Gia
thuyét H6 dugc chip nhan.

Véi gia thuyét H7: Bang phan tich
phuong sai Anova cho thdy sig. = 0.000
(<0.05), c6 sur khac biét ¢ y nghia thong ké
vé syr hai long ddi voi chc nhém tudi khéc
nhau & mirc tin cdy ciia phép kiém dinh la
95% (0.05). Tiép tuc thong qua phép kiém
dinh sau (dang kiém dinh Dunnett véi lya
chon mic dinh 12 nhém cudi ciing), két qua
cho thiy gia trj sig. = 0.000 (<0.05). C6 thé
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di dén két ludn: c6 su khic biét co y nghia

 gitta nhém duéi 35 tudi véi nhém trén 50
tudi va nhom tir 35 dén 50 véi nhém trén 50.
Két qua ciia thong ké mé ta cho thiy, khach
hang cang Iém tudi thi mirc 46 hai long cang
cao. Nhur vay, gia thuyét H7 bj bac bo.

Véi gia thuyét H8: Bang phan tich
phwong sai Anova cho thy sig. = 0.000
(<0. 05), c6 su khéc biét c6 y nghia thong
k& v& sy hai long dbi vdi cac nhom qube
gia & mic tin cdy coa phép kiém dinh la
95% (0.05). Tiép tuc thong qua phép kiém
dinh sau (dang kiém dinh Dunnett v&i lya
chon mic dinh 1a nhom cudi cung), két qua
cho thy gia tri sig. = 0.000 (<0.05). Co thé
di dén két ludn: ¢o su khéc biét c6 y nghia
théng ké gita nhoém Viét Nam véi Chéu
A va nhém Chiu A véi nhém Chéu Au &
Chéu My. Két qua cua thdng ké mé ta cho
thiy, mirc do hai long ciia khach Viét Nam
cao nhit va khach hang chau A 14 thép nhét.
Nhur véy, gia thuyét H8 bi bac bo.

V§i gid thuyét H9: vai gid trj sig 0.992
trong kiém dinh théng ké Levene c6 thé n6i
phuong sai cia sy danh gia tAm quan trong
ciia yéu t6 hai long gilta ba nhom “muc
dich thué phong resort” khong khac nhau
mdt cach c6 y nghia théng ké, ta chdp nhan
gia thuyét H9. Ngoai ra, gi trj sig.=0.878
trong bang phéan tich phuong sai ANOVA
nhom muc dich thué phong resort c¢6 thé két
tudn ring khdng c6 su khéc biét c6 y nghia
théng ké vé sy hai long d6i véi cac nhom

“muc dich dit phong”™ & mic tin cdy cuia
phép kiém dinh la 95% (0 05).

Véi gia thuyét H10: Gié tri sig. = 0.135
trong kiém dinh théng ké Levence khing
dinh phuong sai cua su hai 1ong gilra cac
nhom hinh thic dat phong 1a bing nhau,
chip nhan gia thuyét H10. Ngoai ra, gié tri
51g,=0.964 trong bang phéan tich phwong

sai ANOVA c6 thé khing dinh khong c6 sy

khéc biét c6 ¥ nghia théng ké vé su hai long
d6i vdi hinh thirc &3t phong khéc nhau, &
mitc d9 tin ciy 95% (0.05).

Nhu viy, su hai long cua khach hang
tham gia nghi dudng tai resort dugc giai
thich béi c4c nhan t sy cam thdng, phuong
tién hiru hinh, kha ning dap Gng va su bdo
dam. C6 sy khdc nhau vé su hai long giira
cac nhom tudi, va gifra cac nhom quéde tich.
Khéng ¢6 su khac biét v& sy hai long cia
khéch hang tham gia nghi dudng khi phan
theo gidi tinh, hinh thirc dit phong va myc
dich dit phong.

4. Ham y tir nghién ctru

4.1. Nhimmg dong gop cuia nghién ciru

Thir nhdt, két qua nghién ciu ¢o y
nghia trong viéc bd sung vao hé thong Iy
thuyét‘, lién quan dén chét lugng dich vy,
dén su hai long ciia khach hang tham gia
nghi dudng tai resort.

Thir hai, quy trinh nghién ctru trong
chuyén dé nay c6 thé tham khao vé quy
trinh va phuong phap nghién clru xay dung
thang do luong; nghién ciru nay dong vai
tro nhu mdt diém xudt phat cho nghién
ctru vé {inh vyc khéch san va resort. Trén
co s& cia két qua nghién ciru nay, cdc nha
nghién ctru trong Iinh vuc resort ¢4 thé
tlep tuc kham pha diéu chinh, b4 sung cac
yéu 16 khéc cAu thanh nén chit luong dich
vu ciing nhu c4c nhén té khac tic dong
dén s hai 1ong cia khach hang tham gia
nghi dudng tai resort.

Thir ba, két qud nghién ctru gitip ich
cho cdc nha dau nr vica gia nhdp nganh: vi
quy trinh nghién ciru trong chuyén d& nay
c6 thé ding dé tham khéao khi hoach dinh va
thuc hién nhung chién luoe tac nghlep, blet
tdp trung nguon Ire khai thac nhimg yéu t6
trong yéu nham mang dén cho khach hang
mot chét lwgng dich vu cao nhit.

Thir #w, y nghia thuc tién — van dung
két qua _nghién ciru ngay tai Whitesand
resort; tién hanh nhin nhin va danh gia khach
quan thuc trang vé chét lugng dich vu cla
Whitesand va do ludng su hai long ciia khach
hang phéan chia theo timg nhom khach, timg


Admin
Textbox
92

Admin
Textbox

Admin
Textbox
TẠP CHÍ KHOA HỌC SỐ 2 (20) 2011

Admin
Textbox
TẠP CHÍ KHOA HỌC TRƯỜNG ĐẠI HỌC MỞ TP.HCM - SỐ 6 (1) 2011


TAP CHI KHOA HOC TRU’ONG DAIHOC MO’ TP.HCM - SO 6 (1) 2011 93

dﬁ tuéi.. TLr d6, Ban Gidm Dbc Whitesand
sé& dinh hucmg dugc chxen luge sé& phai thyc
hién trong thoi gian sip dén.

4.2. Han ché cia nghién ciru

Dé xdy dung thang do su hai long
khach hang vé chét luwgng dich vu resort
mang tinh tdng quat hon, ¢6 thé diing chung
cho dich vu resort trén pham-vi rong (thanh
phd Nha Trang, cac vuong qudc resort khac
nhir Phan Thiét, Pa Ning, Ving Tau...)
can phai c6 nhimg nghién ctru 1ap lai véi
@i tugng rong hon, thai gian khio sat phai
durge phian bd déu céac thang trong nim.
Trong khodng thdi gian han hgp va kinh
phi thuc hién c¢6 han, nghién ciru chi méi
khao sat anh hudng cia chit luong dich vu
dén sy hai long cia khach hang, c6 thé con
nhiéu yéu t4 khac tac ddng dén su hai long
ctia khich hang ma md hinh chua dé cép
dén nhur chuong trinh cham séc khéch hang
(hau mai), khuyén mai, dic tinh san phim,
dic diém ca nhén, gia ca ... ma ching toi
chura nghién cttu.

TAI LIEU THAM KHAO

Trong nuwdc

1. Tap Poan Xay Dung Whitesand, Bdo cdo
hoat déng cua tdp doan xdy dung cdc
nam 2008,2009.

2. Hoang Trong va Chu Nguyén Méng Ngoc
(2008), Phdn tich dit liéu voi SPSS
quyén 1 véa quyén 2— Nxb. Hong Dirc.

3. Mark Saunders (2010), Phwong phdp
nghién ctru trong kinh doanh, Nxb.
Tai Chinh. |

4. Nguyén Thj Mai Trang (Tap chi phat
trién Khoa hoc & Céng nghé, tdp 9,
$610 -2006) : chdt heong dich vu, su
théa man, va long trung thanh cua
khdch hang siéu thj tai Thanh Phé Ho
Chi Minh.

5. Nguyén Dinh Tho - Nguyén Thi Mai
Trang (2008), Nghién Ciuru Khoa Hoc
Trong Marketing, Nxb. Dai Hoc Québc
Gia TPHCM.

6. Nguyén Dinh Tho (2008) Nghién ciru ludn
van tot nghiép cho nganh quan tri kinh
doanh, Nxb. Van Héa Thong Tin.

7. Nguyén Pinh Tho - Nguyén Thi Mai
Trang (2009), Nghién Ciru Khoa Hoc
Trong Quan Tri Kinh Doanh, Nxb.
Thong Ké.

8. Philip Kotler (2001), Nhitng nguyén ly
tiép thi, Nxb. Thong ké.

O.http://www.vtr.org.vn/index.
php?ml=020&pid=1431

10.http://www.vietnamtourism.gov.vn/
index.php?cat=202035&itemid=7502.

11. http://www.viethamtourism.gov.vn

12. http://www.vietnamtourism.com

13.http://www.agu.edu.vn/general/index.
php?mid=4&pg=rsunjversity
Ngoai nwrorc

14.JasminaGrzini¢ (July 03,2007), Concepts

of Service Quality Measurement in
hotel industry.

15, ANZMAC (2005 Conference: Tourism
Marketing)” Development of A
Customised Scale To Measure Service
Quiality In The Liscury Cruise Liner Indhustry.

16.University Ljubljana, Faculty of Economics,
Slovenia (pp 240- 251 2002) Applying
Statistical Tools to Improve Quality in the
Service Sector.

17.Service Quality in the Business Hotel
Industry (2008), 4 Study in a Business
Hotel in Taiwan.

18.Arash  Shashin, “SERVQUAL and
Model of Service Quality Gaps, A
Framework for Determining and
Prioritizing Critical Factors in
Delivering Quality Services™.

19. www.gmconf.com/Docs/007 7.pdf

20.Guido Mollering (2003), “4 typology of
supplier relations: from determinism
to pluralism in inter-firm empirical
research’, Joumal of purchasing &
supply managemnet 9 (2003) pp 31-41.



Admin
Textbox
93

Admin
Textbox

Admin
Textbox
TẠP CHÍ KHOA HỌC TRƯỜNG ĐẠI HỌC MỞ TP.HCM - SỐ 6 (1) 2011


94

TAP CHi KHOA HOC TRUONG DAl HOC MO TP.HCM - SO 6 (1) 2011

21. Joseph Juran & Frank Gryna; Armand
Feigenbaum: American Society for
Quality; Peter Senge at al.

22.http://web2.concordia.ca/Quality/
definitions.html

18 King, Gerald (2000) <“Causal Loop
Diagramming of the Relationships
among Customer Satisfaction, Customer
Retention, and Profitability”.

www.ftp.infomatik.rwth.aachen.de/
Publications/CEUR-ws/vol-72/

046%20king%20causal. pdf

19.Liana Victorino and Rohit Verma,
{Managing Service Quality, Vol. 15
No. 6, 2005 , pp. 555-576) Service
innovation and customer choices in
the hospitality industry.

20.Parasuraman, Valarie A. Zeithaml, &
LeonardL.Berry{1985),“AConceptual
Model of Service Quality and Its
Implications for Future Research”,
Journal of Marketing vol 49 (Fall
19835), 41-50.

-21.Parasuraman, Valarie A. Zeithaml, VA
& L L. Berry (1986), “SERVQUAL.:
a multiple-item scale for measuring
customer perceptions of service

4

quality, Report No 86-108, Marketing
Science Institute, Cambridge, MA.

22.Parasuraman, A. Zeithaml, VA & L
L. Berry (1988), “SERVQUAL: a
multiple-item scale for measuring
customer perceptions of service
quality”, Journal of Retailing, Vol. 64.
No.l, pp. 12-40.

23.Parasuraman, A. Zeithaml, VA & L
L. Berry (1993), “Research note:
more on improving service quality
measurement, Journal of Retailing,
Vol. 69, no.1, pp 140-147,

24 Pierre & Vacances — The Annual Financial
Report of years 2008 - 2009.

25.Richard Elvins (1993), A simple random
sampling technique: 03 case studies,
Department of Treasury, Victory.

26. http://www.pv-holidays.com

27. http://groupe.pierreetvacances.co.uk

28 .http://www.nbrii.com/Customet
Survey/Customer_satisfaction.pdf

29.http://www.netregistry.com/how-to-
measure-customer-satisfaction-

satisfaction-measurement-and-theory

30.http://www.qualitydigest.com/sept00/
html/satisfaction.html



Admin
Textbox
94

Admin
Textbox

Admin
Textbox
TẠP CHÍ KHOA HỌC SỐ 2 (20) 2011

Admin
Textbox
TẠP CHÍ KHOA HỌC TRƯỜNG ĐẠI HỌC MỞ TP.HCM - SỐ 6 (1) 2011




