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ABSTRACT

The study aims to build a formal scale of servicescape in the resort
environment. Besides, the study also develops the theoretical basis
of the relationship between “Servicescape”, “Perceived Value”,
“Satisfaction” and “Loyalty”; from there, propose research models
and hypotheses. Research is carried out through qualitative research
methods . Qualitative research is conducted to ensure that the scale
is consistent with theory and reality. Qualitative research was
achieved through the group discussion technique (in-depth
interviews with 5 experts, 5 tourism business managers, and 10
tourists) in 2 groups. Group 1 includes 10 people (05 experts and 05
tourism business managers), and group 2 consists of 10 tourists. The
results of the study are the theoretical foundation for conducting
further studies by how to collect, analyze data, test models and
research hypotheses.

TOM TAT

Nghién ceu nhim xdy dung thang do chinh thirc vé khong gian dich
vu trong moi truong resort. Bén canh do, nghién ciu phdt trién co
6 Iy thuyét vé moi quan hé gitta “Khong gian dichvu”, “Gid tri cam
nhdn”, “Sw hai long” va “Long trung thanh’; tir do, aé xudt mo hinh
va gia thuyét nghién ciu. Nghién cieu dwoc thuce hién thong qua
phwong phdp dinh tinh nhdm kiém tra @6 phit hop va diéu chinh mé
hinh Iy thuyét, dong thoi gitip khdm phd, diéu chinh va bé sung cdc
bién quan sdt dimg dé do heong cdc khdi niém nghién cveu, dam bao
thang do xdy dung phit hop voi Iy thuyét. Nghién cieu dinh tinh dwoc
thye hién thong qua ky thudt thao ludn nhom (05 chuyén gia, 05 nha
quan Iy doanh nghiép du lich va 10 khéach du lich). Két qua ciia nghién
ciru I nén tang Iy thuyét @ thue hién cdc nghién cieu sau hon bang
cach thu thdp, phan tich dix liéu, kiém dinh mé hinh va cdc gia thuyét
nghién curu.

1. Giéi thiéu

linh vu dich vu nhu: nha hang (Kim, 2009,

Khoéng gian dich vu 1a mot md hinh dugc
phat trién boi Bitner (1992) dé nhan manh tac
dong cia moi truong vat ly trong d6 qua trinh
dich vu dién ra. Muc dich cia m6 hinh khong
gian dich vu la giai thich hanh vi cua nhiing
nguoi trong moi truong dich vu tu do gitp
thiét ké mot moi truong dé dat muyc tiéu cia
t6 chic. Trén co so ly thuyét ciia Bitner
(1992), rat nhiéu nghién ciru dugc phat trién
trong cac loai hinh dich vu cu thé, cac thang
do dan duoc xay dung va phat trién trong cac
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Ryu, 2007; Ryu, 2008; Han, 2009; Ozdemir-
Giizel, 2018), ca phé (Gyu-Sam, 2016,
Davaasuren Samdan, 2018; Xiangdong Shen,
2018; Marso, 2020), casino (Lucas, 2008),
may bay (Kim, 2016), san bong (Jin, 2020),
bai bién (Syafrizal Helmi Situmorang, 2017).
Tuy nhién hién nay van chua c6 mot thang do
chinh thtic trong linh vuc kinh doanh resort,
day la mot trong nhiing khoang trong nghién
ctu; dé tir do, nghién clru cua tac gia sé xay
dung thang do so bd vé khong gian dich vu



trong mi truong resort, dong gop vé mit ly
thuyét quan trong cho cac nghién ciru trong
tuong lai.

Ngoai ra, hién nay c6 rat it nghién ciru vé
moi quan hé gitta 4 yéu t6: “Khong gian dich
vu”, “Gia tri cam nhan”, “Su hai long” va
“Long trung thanh” (Klm, 2016; Ozdemir-
Giizel, 2018; Jin, 2020). Pa phan cic nghién
ctu chi tap trung phan tich anh hudng ctua
khong gian dich vu dén su hai long hoic long
trung thanh cua khach hang (Fornell, 1996;
Ravald, 1996; Eggert, 2002; Petric, 2002;
Yang, 2004; Schiffman, 2004). Vi goc do
nay, nghién ctu cua tac gia tap trung phan
tich co so' ly thuyet va mbi quan hé cua 4 yéu
t6 nay, nham bo sung khodng trong cua cac
nghién cuu trudc.

Tom lai, nghién ctru duoc thuc hién dé dat
cac muc tiéu sau:

(1) Dé xuat mo hinh nghién ciru vé méi quan
hé gitta “Khong gian dich vu”, “Gia tri cam
nhan”, “Su hai long” va “Long trung thanh”
trong boi canh cac resort.

(2) Phat trién thang do so bo vé “Khong gian
dich vu” trong bdi canh cac resort.

2. Co s¢ Iy thuyét va phwong phap nghién
ciru

2.1. Co'sé' Iy thuyét

2.1.1. Khong gian dich vu

Vao ndm 1992, 1an dau tién Bitner dé xuét
khai niém “Servicescape — Khong gian dich
vu” 6 lién quan dén cac kich thudc cua moi
truong dich vu do to chuc dich vu thiét ké
nham tang chat luong dich vu dugc cung cép
cho khach hang (Hinh 1). Theo Bitner (1992),
“Servicescape” dugc dinh nghia 1a “Thiét ké
ctia moi truong vat chat va cac pham chét cua
nhan vién phuc vu dic trung cho bdi canh ma
dich vu gap phai, diéu nay gy ra phan ng
noi bo tir khach hang dan dén viéc hién thi
cac hanh vi tlep can hoac né tranh”. Bitner
(1992) da xac dinh ba thanh phan cua khong
gian dich vu bao gom “Piéu kién méi truong
xung quanh”, “Bo cuc khong gian va chiic
nang”, “Dau hiéu, biéu tuong va hién vat”.
M0 hinh “Servicescape” duoc coi la nén tang
co ban cho cac nghién ctu lién quan dén mbi
quan hé giita moi truong vat chat xung quanh
va hanh vi khach hang.

Ngoai cac khai niém trén, khong gian
dich vu con duoc mo ta boi thuat ngl
“Economic environment” (Arnold, 1996).

ER A

Cac hoc gia nay da mo ta “Economic
environment 1a noi mot san pham hoac dich
vu duoc trao doi dé cac té chuc duoc khen
thuong vi d4 kiém soat hiéu qua qua trinh lam
viéc”. Bén canh do, Turley (2000) da su dung
thuat nglr “Marketing environment” dé diéu
tra cac yéu to quyét dinh moi truong ban lé;
trong d6 ho xac dinh nhém nim yéu té bao
gém “Ngoai that”, “Noi that chung”, “Cach
b6 tri cira hang”, “Noi that trung bay” va
“Con nguoi”. Trong bdi canh twong ty, Roy
(2003) da kham pha tac dong cua “Store
atmosphere” d6i voi phan ung cam xtc va y
dinh hanh vi cta nhiing nguoi mua sim khi
ghé tham cac cua hang ban 1é. Trong khi
Tombs (2003) dé xuat thuat ngir “Social-
servicescape” bao gom “Cac yéu to ngir
canh”, “Vat ly” va “Xa ho1” khi xem xét cac
tac dong cuia moi trudong dich vu di voi hanh
vi cta khach hang. Ho chi ra rang “Social-
servicescape” khong chi duoc giai thich boi
cac kich thich vat 1y bén ngoai ma con boi cac
trang thai x4 hoi bén trong. Hanh vi ctia khach
hang duoc dinh hinh béi cac thanh phan hitu
hinh ciia mo6i truong dich vu va cac y nghia
x4 hoi cua hoat dong tiéu dung.

Tom lai, cac nghién ctru truoc day da chi
ra cac quan diém khac nhau vé khai niém
khong gian dich vu. Nhiing khac biét nay chu
yéu xuét phat tir (1) cac bbi canh khac nhau
nhu trong linh vuc ban 1é (Physical
environment, Store atmosphere, Marketing
environment) hoac Ilinh wvuc dich wvu
(Servicescape, Service atmosphere) va (2)
cac cach tiép can khac nhau ddi véi cac thanh
phan ctia méi truong dich vu. Vi du, khai
niém “Social-servicescape” xem xét ca thanh
phan vat chat va thanh phan x3 hoi trong moi
truong dich vu (Tombs, 2003), trong khi
“Servicescape” hoac “Service atmosphere”
tap trung vao cac dac diém vat ly ctia moi
truong dich vu tir moi truong xung quanh dén
bd cuc va thim my (Baker, 1986; Bitner,
1992). Trong nghién ciru nay tac gia chi tap
trung xem xét anh hudng cia cac thude tinh
vat ly cua moi truong dich vu, yéu to x4 hoi
duoc tach roi khoi moi truong dich vu. Chinh
vi vay, thuat nglt “Servicescape — Khong gian
dich vu” do Bitner dé xuat (1992) s& la thuat
nglt chinh thuc cho khai niém khong gian
dich vu trong nghién ctru nay.

Trong nghién ctiu nay, tac gia xay dung
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cac thanh phan khong gian dich vu dua trén
nén tang ly thuyét cua Bitner (1992) bao gom
cac yéu to: “Méi truong xung quanh”, “Bo
cuc khong gian”, “Dau hiéu, biéu tuong va
hién vat” (Hinh 1). Dong thoi dua trén cac
nghién cuu cua Quynh, 2019; Mehrabian,
1974; Donovan, 1994; Mattila, 1999; Han,
2009; Liu, 2009; Ryu, 2012; Durna, 2015;
“Dau hiéu, biéu tuong va hién vat” sé duoc
tach thanh hai yéu t6 1a “Bién bao va hinh anh
chi ddn” va “Tinh thAm m§¥ ctia co s6” dé phu
hop voi bbi canh nghién ciru 1 cac Resort.

Bén canh d6 yéu t6 “Su sach s&” dugc khuyén
nghi thém vao cac thanh phan cua khong gian
dich vu do tinh chét quan trong ctia n6 doi véi
cac dich vu khi khach hang thuong danh mét
khoang thoi gian kha lau trong cac co so dich
vu sach s& (Wakefield, Blodgett; 1996). Cudi
cung, “Khong gian dich vu - Servicescap”
trong nghién ctu cla tac gia s& bao gém 5
thanh phan: “Méi truong xung quanh”, “ Bé
cuc khéong gian”, “Bién bdo va hinh anh chi
dan”, “Tinh thim my ciia co' s6”, “Sw sach
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Hinh 1. Khung ly thuyét khong gian dich vu (Bltner, 1992)

2.1.2. Moi quan hé giita khong gian dich vu
va gid tri cam nhdn cua khach hang

Theo cac nghién ciru cua Bitner (1992),
khong gian dich vu c¢6 anh huong dén gia tri
cam nhan cua khach hang bao gém cac thanh
phan: méi truong xung quanh; b6 cuc khong
gian; ddu hiéu, biéu twong va hién vdt. Thém
vao do, cac nghién ciru lién quan ciing khang
dinh “Khong gian dich vu bao gém: mdi
truong xung quanh, tinh thdm my ciia co so,
sw sach s€ bién bdo va hinh anh chi ddn ¢
tac dong cung chiéu dén gia tri cam nhan cua
khach hang” (Quynh, 2019; Mehrabian,
1974; Donovan, 1994; Mattila, 1999; Han,
2009; Liu, 2009; Ryu, 2012; Durna, 2015;
Wakefield, Blodgett, 1996). Mattila (1999)
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cho rang khong gian dich vu cua khach san 1a
mot bién s6 quan trong trong viéc tao ra gia
tri cam nhan cta du khach. Durna (2015)
nhan thy rang khong gian dich vu c¢6 anh
huong dang ké dén gia tri cam nhan vé cac
doanh nghlep khach san. Han (2009) cho
rang c6 mdi quan hé cung chiéu giita khong
gian dich vu cua nha hang va gia tri cam
nhan; cu thé la khong gian dich vu cua nha
hang anh hudng tich cuc dén cam nhan vé gia
ca; trong do cach trang tri va kién trac cia
nha hang dic biét c6 anh hudng dén gia tri
cam nhan nay. Cac nghién ctu ciing cho thay
rang moi truong thuc té cia cac co so dich vu
cung cip goi y vé ky vong va gia tri cam nhan
cta nhitng khach hang trong lan st dung dich



vu dau tién (Ryu, 2012). Liu (2009) trong
nghién ctru vé cac nha hang Trung Qudc, cho
thay rang khong khi am thuc hay noi cach
khac 1a bau khong khi co tac dong dang ké
dén gia tri cdm nhan cua khach hang.

Trong nhiing nghién clu nay, tac gia ciing
xem xét khong gian dich vu c6 tac dong dang
ké dén gia tri cam nhan cta khach hang. Tur
do, tac gia dé xuat gia thuyét nghién ciru nhu
sau:

H1: Khong gian dich vu co tdac dong ciung
chiéu (+) dén gia tri cam nhdn ciia khach
hang

Hla: Moi truong xung quanh co tdac
2.1.3. Moi quan hé giita gia tri cam nhdn, sw
hai long va long trung thanh cua khdach hang

Nhiéu nghién ciru da dugc thuc hién dé
ching minh méi quan hé giita gia tri cam
nhan, su hai long va long trung thanh cua
khach hang Mic du c6 mdi quan hé truc tiép
gitta gia tri cam nhan va su hai long cua
khach hang, nhung ciing c6 mdi quan hé gitia
gia tri cam nhan va long trung thanh mét cach
truc tiép hoic thong qua sy hai long
(Patterson, 1997, Gallarza, 2006; Lee, 2007,
Ryu, 2010; Ryu, 2012; Ha, 2010; Hanzaee,
2011; Durna, 2015). Ha (2010) nham do
luong mdi quan hé gilia gia tri cam nhan, su
hai long va long trung thanh da két luan rang
c6 mdi quan hé truc tiép giira gia tri cam nhan
- su hai long, gia tri nhan thic - xu hudng
hanh vi va su hai long - long trung thanh. Ryu
(2012) cho rang gia tri cam nhan la yéu t6
quyét dinh dén su hai long ctia khach hang va
su hai long cta khach hang anh hudng dén
long trung thanh.

Két qua phan tich cac nghién ciu lién
quan dén mdi quan hé giita gia tri cam nhan,
su hai long va long trung thanh; nghién ctiru
nay lap luan ring gia tri cam nhan bj anh
hudng boi khong gian dich vu s€ co tac dong
cung chiéu dén su hai long va long trung
thanh. Theo hudng nay, cac gia thuyét nghién
ctru duoc dé xuit nhu sau:

H?2: Gia tri cam nhdn cua khdch hang co tac
dong cimg chiéu (+) dén sw hai long cua
khdach hang

H3: Gid tri cam nhdn cua khdach hang co tdac
dong cimg chiéu (+) dén long trung thanh
cua khdach hang

dong ciing chiéu (+) dén gid tri cam nhdn ciia
khdach hang

H1b: Bo cuc khong gian cé tac dong
cimg chiéu (+) dén gid tri cam nhdn cia
khdch hang

Hlc: Tinh tham my ciia co s6 co tdc
dong ciing chiéu (+) dén gid tri cam nhdn ciia
khach hang

H1d: Bién bdo va hinh anh chi ddn c6
tac dong ciing chiéu (+) dén gid tri cam nhdn
ctia khach hang

Hle: Sw sach sé co tdac dong cing
chiéu (+) dén gia tri cam nhdn ciia khach
hang
2.1.4. M6i quan hé giita sw hai long va long
trung thanh cua khdach hang

Trong phan 16n cac nghién ctru, méi quan
hé cuing chiéu duoc tim thay giita su hai long
va long trung thanh cua khach hang (Fornell,
1996; Oh, 1999; Han, 2009; Ha, 2010; Ryu,
2011; Ryu, 2012; Ismail, 2016; Jalil, 2016).
Boi vi mot khach hang hai long voéi trai
nghiém trong qua khu cua minh s€ c6 xu
hudng trung thanh cao hon so véi khach hang
khong hai long (Kotler, Bowen, 20006). Tuy
nhién, ciing co y kién cho rang khach hang
hai long khong phai luc nao ciing 1a khach
hang trung thanh (Kivela, 1999, 2000; Chow,
2007).

Dua trén nhiing phat hién trong cac nghién
ctu lién quan vé moi quan hé gitia su hai long
va long trung thanh cua khach hang, tac gia
dé xuat gia thuyét nghién ciru nhu sau:

HA4: Su hai long cua khach hang co tac dong
cimg chiéu (+) den long trung thanh cia
khdach hang

2.2. Phwong phap nghién ciru

Nghién ciru duoc thuc hién thong qua
phuong phap dinh tinh nham kiém tra d¢ phu
hop va diéu chinh mé hinh ly thuyét dong
thoi gitip kham pha, diéu chinh va bb sung
cac bién quan sat dung dé do luong cac khai
niém nghién ctu, dam bao thang do xay
dung phu hop véi ly thuyét va duoc cu thé
hoa b?mg thuc té. Nghién ctru dinh tinh duoc
thuc hién thong qua k§ thuat thao luan nhom
(05 chuyén gia, 05 nha quan ly doanh nghiép
du lich va 10 khach du lich) theo 02 nhom.
Nhom 01 gdbm 10 nguoi (05 chuyén gia va
05 nha quan ly doanh nghiép du lich), nhom
02 gdbm 10 khach du lich. Hai budi thao luan
nhém tap trung dugc tién hanh 02 budi khac
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nhau, trudc khi thao luan cac d6i tuong duoc
goi y tham do kha nang tham gia, sau d6 ho
nhan duogc gidy moi chinh thirc kém theo thu
ngd cho biét tinh than co ban cua budi thao
luan nhom. Cac thanh vién tham gia nhom
khong can phai chuan bi trudc diéu gi ma chi
can tra 1oi hay thdo luan ding nhiing gi ho
dang suy nghi tai budi thao luan. Toan bo
qua trinh thao luan dugc ghi chép thanh vian
ban boi tac gia. Mdi budi thao luan keéo dai
trong vong 1,5 dén 2 gio. Két qua thao luan
nhom duoc tac gia tong hop, két hop co so

Khong gian
dich vu

Moi truong
xung quanh

B6 cuc
khong gian

Tinh thaim
my cua co s¢

DAu hiéu va
hinh anh

chi din

Gid tri

cam nhan

ly thuyét ciia cac nghién ctu trude day s&
gitip dé xuat mo hinh nghién ctu va xay
dung thang do so bo.
3. Két qua nghién ciru
3.1. M6 hinh nghién ciru va gia thuyét
nghién ciru

Tu viéc phan tich co so 1y luan va tong
quan ly thuyét ciia cac nghién ctru lién quan
trudc day. Trong nghién cliu nay, tac gia xin
dé xuat mo hinh va cac gia thuyét nghién
cu nhu sau:

Sw hai long
cua khach

hang

Long trung
thanh cia
khach hang

Hinh 2. M6 hinh nghién ciru

Cic gia thuyét nghién ciru:

78



H1: Khong gian dich vu co tdac dong ciung
chiéu (+) dén gia tri cam nhdn ciia khach
hang

Hla: Moi truong xung quanh co tdac
dong ciing chiéu (+) dén gid tri cam nhdn ciia
khdch hang

H1b: Bo cuc khong gian cé tac dong
cimg chiéu (+) dén gid tri cam nhdn cia
khdach hang

HIc: Tinh tham my ctia co so co tdc
dong ciing chiéu (+) dén gid tri cam nhdn ciia
khach hang

H1d: Ddu hiéu va hinh anh chi dan c6
3.2. Thang do nghién ciru

Thang do dung dé do luong cac khai niém

nghién ctru dugc ké thira tir cac nghién ciru

tdc dong ciing chiéu (+) dén gid tri cam nhdn
cua khach hang
Hle: Swsach sé co tac dong cung

H?2: Gia tri cam nhdn cua khdch hang co tdac
dong cimg chiéu (+) dén sw hai long cia
khdach hang

H3: Gia tri cam nhdn cua khdch hang co tac
dong ciing chiéu (+) dén long trung thanh
cua khdach hang

H4: Su hai long cua khach hang co tac dong
cimg chiéu (+) dén long trung thanh ciia
khach hang

trudce, sau do dieéu chinh cho phu hop voi boi
canh nghién ciru va van hoa cia nguoi Viét
Nam duoc tac gia tom tat ¢ bang sau

Tong hop cic thang do

Thang do BIEN Mo ta Tac gia
AMI1 Khong khi ¢ resort nay thi trong lanh Quynh Tran Xuan
(2020)
AM?2 Nhiét do ¢ resort nay that dé chiu Kim, Moon (2009)
Moi truong — — - — :
xung quanh AM3 Mtrc do anh sang tong the trong resort nay la phu hop Kim, Moon (2009)
(AM) AM4 Am nhac téng thé trong resort nay 1a phu hop Ryu, Jang (2008)
AMS5 Mau sic duoc str dung trong resort nay tao ra mot bau Ryu, Jang (2008)
khong khi 4m ap
AM6 Mui thom & resort nay that dé chiu Kim, Moon (2009)
LAl Khu vuc 1€ tn tao cho khach cam giac thoai mai khi lam B6 sung sau khi thao
thu tuc check in, check out luAinnhom
Bb cuc LA2 Dé dang di chuyén xung quanh resort va tiép can cac dich | Kim & Moon (2009)
khong gian vu
LA) LA3 B cuc khong gian trong phong luu tri dem lai cam giac B6 sung sau khi thao
thoai mai ludn nhom
LA4 Khong gian tai khu vue nha hang dwoc bd tri hop 1y Wakefield, Blodgett
(1996)
LAS Khéng gian tai khu vire spa va stc khoe duoc b tri hop B6 sung sau khi thao
ly ludn nhom
LAG Khoéng gian tai khu vue giai tri duge bo tri hop 1y B6 sung sau khi thao
ludn nhom
LA7 Khéng gian tai khu vuc hé boi duoc bé tri hop Iy B6 sung sau khi thao
luAinnhom
LAS Khong gian tai khu vue mua sim dugc bd tri hop 1y B0 sung sau khi théo
luinnhom
FA1 Kién tric cua resort doc dio Wakefield, Blodgett
(1996)
FA2 Tuong, trin nha, san nha duoc thiét ké an tuong Han, Ryu, 2009
Tinh thim my | FA3 Resort duoc trang tri dep mat Wakefield, Blodgett
cua co s¢ (1996)
(FA) FA4 Cay xanh trong resort nay dem lai cam giac dé chiu Ryu, Jang (2008)
SI1 Resort nay co day du bién bao va hinh anh chi dan Quynh Tran Xuan
(2020)
SI2 Bién bao va hinh anh chi dan duoc b tri hop ly Quynh Tran Xuan
Bién bio va (2020)
hinh anh SI3 Bién bao va hinh anh chi dan co kich ¢& hop 1y, d& dang Quynh Tran Xuan
chi dan quan sat (2020)
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Tong hop cac thang do
Thang do BIEN M5 ta Tic gia
(SD SI4 Bién bao va hinh anh chi dan dé hiéu Quynh Tran Xuan
(2020)
SI5 Bién b4o va hinh anh chi dan giup ich cho du khach Quynh Tran Xuan
(2020)
CL1 Mt tién cua resort nay ludén duoc gitt sach s& Bo sung sau khi thao
luan nhém
CL2 Khuon vién trong resort nay ludén duoc gitt sach s& Wakefield, Blodgett
Sw sach sé (1996)
(CLh) CL3 LAi di trong resort nay luén duge gitt sach s& Wakefield, Blodgett
(1996)
CL4 Co s6 vét chat trong resort nay ludn dugc lau don sach s& Quynh Tran Xuan
(2020)
CL5 Phong khach luu tri duge lau don moi ngay BG sung sau khi thao
luAn nhém
CL6 Resort ludn duy tri cac phong vé sinh sach sé& Bb sung sau khi thao
lugn nhoém
Gia tri PEI Resort nay la thuong hiéu duoc nhiéu khach hang biét Ozdemir-Guzel
cim nhin dén (2018)
(PE) PE2 Gia ca cua resort nay twong xung voi chét luong Ozdemir-Guzel
(2018)
PE3 T6i rat thich ky nghi & resort nay hon cac resort khac Jin (2020)
PE4 Nhin chung, trai nghiém tai resort nay dem lai cam nhan BG sung sau khi thao
tuyét voi luAn nhém
Sw hai long SAl Str dung dich vu tai resort nay la lva chon dung din Oliver (1980)
GA) SA2 Dich vu cua resort nay ludn dap tng duoc mong doi cua Ryu, Han (2011)
to1
SA3 Nhin chung, to1 hai long voi chat luwong dich vu cua resort | Ryu, Han (2011)
nay
Long trung LO1 T6i s& noi tot vé resort nay véi nguoi khac Bloemer, cong su
thanh (1999)
(LO) LO2 To1 s€ gioi thiéu resort nay cho ban be cua to61 Ryu, Han (2011)
1L.0O3 T6i mudn quay tro lai resort nay trong tuong lai Ryu, Han (2011)
LO4 Trong lan to1i, resort nay s& la su lwa chon dau tién cua toi Quynh Tran Xuan
(2020)

4. Két luan

Khong gian dich vu bao gom méi truong
xung quanh, bd cuc khong gian, tinh thim m¥
cta co so, dau hiéu va hinh anh chi dan, su
sach s& tac dong cung chiéu dén gia tri cam
nhan. Tu d6 anh huong dén su hai long va
long trung thanh cua khach hang. M6 hinh
nghién ctru anh huong cua khong gian dich
vu dén gia tri cam nhén, su hai long va long
trung thanh cua khach hang 1a co s 1y thuyét
dé ap dung vao nghién ctu thuc tién cac
resort & Khanh Hoa.
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