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Théng tin bai bao TOM TAT
Nhan bai: 7/2023 D¢ tai nghién ciru nhim 1am rd mdi quan hé giita cic chi s danh gia ciia khach hang trén nén tang du lich truc
Chép nhan: 10/2023 tuyén TripAdvior.com gdm chi s6 danh gia vé vi tri, danh gia vé su sach s&, danh gia vé dich vy, ddnh gia vé gia

Xukt ban online: 11/2023 tri cam nhan va danh gia tong quan ctia khach hang vé khach san. Dit li¢u thir cip thu thap dugc tir 130 khach
san 5 sao doc khip Viét Nam dugc dung dé tién hanh phan tich cho so d6 duong (path analysis) trong SEM. Két
qua phan tich cho théy chi s6 danh gia vé& dich vu va su sach s& c6 tac dong tich cuc toi gia tri cam nhan va danh

gia tong quan cua khach hang vé khach san.

This research aims to clarify potential relationships among different online rating indicators that are available on
TripAdvisor.com such as overall rating, rating on location, rating on cleanliness, rating on service, and rating on
value from travelers. Secondary data collected from 130 5-star hotels in Vietnam had been ultilized to conduct
path analysis in SEM. Findings confirm that rating on service and rating on cleanliness have possitive impacts

on both rating on value and overall rating from consumers.

Keywords: danh gid triec tuyén, gid tri cam nhén, TripAdvisor, khdch san 5 sao, quan tri khdach san, SEM

1. GIOI THIEU

Cung v6i sy phat trién chung ctia nganh du lich Viét Nam, kinh doanh co s6 luu tra tré nén kha hap dan trong mét nha dau
tu. Hang loat khach san c6 quy md 16n cung nhiéu nha nghi, va cac loai hinh co s¢ luu tra khac dugc dau tu moéi, dua vao
str dung trong nhirg ndm gan day da lam ti 1 ting trudng s6 luong co so luu tra binh quén cia ca nude dén 12%/nam, ti
1 tang truong sb lugng phong ciling vuot con sb 15%/nim trong giai doan tir 2015-2019 (Vietnam National Administration
of Tourism, 2019). Bén canh cac hé thong khach san truyén thong véi bé day kinh nghiém kinh doanh, dwgc van hanh boi
cac tap doan quéc té hung manbh, toa lac & cac vi tri déc dia, c6 loi thé 16n vé uy tin thuong hi¢u va chuén muc chét luong
chung cuia nganh nhu InterContinental, Marriott, Sofitel,... thi trudng con cé sy gop mit ciia cac chudi khach san méi doc
khip lanh thd Viét Nam tir mot sd tap doan trong nude 16n nhu VinGroup, Mudng Thanh, FLC,... da 1am bai toan canh
tranh trong nganh kinh doanh dich vu luu tra & Viét Nam tré nén dic biét tha vi. Hién tai s6 lugng cac co s& luu tri c6 liét
ké thong tin trén nén tang TripAdvisor dang kinh doanh & thi truong Viét Nam dé 1én dén 21,500 co sé, trong d6 phan khuc
khéch san 5 sao hién c6 hon 130 khach san doc kha“ip Viét Nam, chiém 5.93% trong téng s6 2,192 khach san tir 1 sao trd 1én
trong ca nudc va nhan dugc 144,720 luot nhan xét trén hé théng cua TripAdvisor (sé liéu tinh dén hét thang 1 nam 2021).

Khach du lich thuong tham khao cac trang thong tin huéng dan du lich tryc tuyén phd bién nhu TripAdvisor.com (Hinh
1), Booking.com,... dé lya chon va cung c¢b quyét dinh dat phong. Két qua danh gia ciia khach hang trén cac nén tang nay
ludn 1a mot ngudn tham khao gia tri dbi voi ca khach hang va nha quan 1y khach san. Hiéu duoc y nghia va mdi lién quan
giita cac chi s6 do nguoi dung (timg trai nghiém dich vu luu trd) truc tiép danh gia s& gitp khach hang tiém ning cung
c¢b quyét dinh dat phong, gitip nha quan 1y khach hang cai tién cong tic van hanh, nang vi thé canh tranh cta khéach san.

* Corresponding author.

Email: thang.phanvominh@hoasen.edu.vn
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Hinh 1: Goi ¥ ctia TripAdvisor v& mot sé co s6 luu trii & thanh phé HO Chi Minh

TripAdvisor c6 thé duoc coi 1a nén tang 16n nhét hién tai vé thong tin du lich v&i luong truy cp rat cao (dat trung binh 463
triéu luot khach mdi thang). Hé thong nay hién dang ghi nhan gan 900 ngan triéu thong tin nhan xét, danh gia (reviews)
tir khach hang vé 2.3 triéu co s luu tra ciing rat nhiéu nhimg thong tin huéng dan du lich khéc trén khip thé giéi nhu cac
nha hang, dia diém vui choi giai tri, cac hoat dong du lich,...(TripAdvisor, 2021). Tai Viét Nam, hién c6 dén 8 ngan khach
san cung hang chuc ngan céc co so luu tri khac c6 thong tin va duge khach hang khép noi chia sé rat nhidu nhan xét va
danh gi4 hitu ich. Dic biét, nén ting nay ghi nhan va cong khai y kién ctia khach hang da truc tiép str dung céac dich vu
duéi dang vin ban bao gom ca cac nhan xét bang 10i kém thong tin danh gia vé cac tiéu chi dugc cho 1a quan trong nhit
v6i khach san nhu vi tri (location), su sach sé€ (cleanliness), dich vu (service), gia tri cdm nhén cua khach hang (value),
danh gia tong quan (overall rating) vé khach san.

Phan 16n cac cong trinh nghién ctru khai thac dit liéu trén nén tang TripAdvisor gan ddy tap trung vao phan tich ndi dung
phan nhan xét (review content) ciia khach hang bé’mg cac k¥ thuat phan tich dir li¢u van ban (text mining) nhu xac dinh chu
dé nhan xét (topic modeling), x4c dinh thai d¢ ciia khach hang (sentiment analysis), hay két hgp xem xét cach phan hoi
cua khach san, danh gia do tin cdy va tinh httu ich cta thong tin,... Tuy nhién, viéc xem xét mébi lién quan gitta cac chi )
dugc khach hang danh gia van chua dugc 1am rd & timg phéan khic, timg thi truong. Dan dén mot s cau hoi thi vi ¢6 lién
quan nhu: Khach san ¢ khu trung tim liéu c¢6 dwoc danh gia chung t6t hon cac khach san & xa hon? Khach san dwoc danh
gia vé dich vu tét hon liéu c6 1am khach hang cam nhan dugc gia tri tdt hon cac khach san khac? Trong cung mot phan
khiic khach san, liéu sach s& hon mot chut c6 mang lai két qua danh gia chung tir khach hang cao hon?... van con duoc bo
ngo va can duoc 1am sang to hon.

Nghién ctru nay sé tap trung 1am rd mdi quan hé giita mot s6 yéu té gdm danh gia tong quan ctia khach hang vé khach san,

danh gia vé vi tri, su sach s&, dich vy, va gia tri cam nhan cua khach hang. Cy thé, nghién ctru s¢€ tra 101 cac cau hdi sau:

= Céc yéu t6 vi tri, sy sach s&, dich vu anh huéng thé nao ti gia tri cam nhan cta khach hang vé khach san?

= Cac yéu td vi tri, sy sach s&, dich vu va gia tri cam nhan anh huéng thé nao t6i danh gia chung cia khach hang vé
khach san?

22



Phan V6 Minh Thing

2. TONG QUAN TAI LIEU NGHIEN CUU

Céc nén tang hudng dan du lich tryc tuyén nhu TripAdvisor.
com, Booking.com,... dugc t6 chire hoat dong nhu mot cong
dong trén Internet dé ghi nhan va chia sé thong tin, y kién
nhan xét ciing nhu két qua danh gia ciia khach hang vé cac
san phém du lich nhu dich vu luu tri ctia cac khach san, cac
tu diém va hoat dong vui choi giai tri,... & nhitng diém dén
du lich. Nhiéu dic diém cua khach san nhu vi tri, dich vu,
su sach sg&,... dugc trai nghi¢m, danh gia, ghi nhan va sau dé
dugc chia sé cong khai dé cac khach hang khac cting tham
khao. Pay 1a ngudn thong tin rat hitu ich véi cac ddi tuong
nguoi dung cua cac trang nay nhu khach hang va ban than
cac don vi luu tra. Mdi khi khach hang goi nhan xét, dua
trén cdm nhén tu trai nghiém thyc té cua chinh khach hang,
céc trang danh gia truc tuyén déu s& moi khach hang cho
diém danh gia tong quan vé khach san twong tmg. Trén thyc
té, két qua danh gia tong quan nay c6 tac dong manh dén
gia phong va két qua kinh doanh (Hu, Yang, & Park, 2019).

Gid tri cam nhan (perceived value) 1a danh gia chung cua
ngudi tiéu dung vé su ¢ ich cua san pham (hay dich vu)
dua trén cam nhén cua ho vé cai dugc nhan va cai chi tra
(Zeithaml, 1988). Chiu tac dong tir trai nghiém chat lugng,
yéu tb nay tac dong tryc tiép t6i du dinh hanh vi va muc
d6 hai long cta khach hang (Chen & Chen, 2010). Trong
nganh khach san, néu khach hang chi tra mot khoan tién
16n dé c6 mot trai nghiém khong tdt & mot khach san nao
d6, khach hang sé danh gia gia tri ma ho cam nhan dwoc tu
khach san nay thap, diéu nay lam anh huong dén danh gia
chung cua khach hang vé khach san nay va thong tin nay ¢
thé lan truyén nhanh chong trong cong dong lam anh hudng
t61 hinh anh va két qua kinh doanh ctia khach san.

Vi tri cua khach san (location), noi khach san dugc thanh
lap va toa lat, co thé mang lai nhiéu thuén loi cho khach
hang nhu g?m cho, gén khu 4m thuc, khu vui choi giai tri,
két ndi giao thong thuén tién,... Tir bo dir liéu gom 243
khach san & New York trén trang TripAdvior.com vao nam
2009, chét lugng phong va vi tri khach san dd duwoc xac
dinh 1a cac yéu té quan trong anh huong t6i gia phong
(Zhang, Ye, & Law, 2011). Cu thé, mot khach san nim &
khu trung tdm ctia thanh phd hodc gan bién, gan chg thuong
¢6 gia phong cao hon khach san ndm xa hon (Espinet, Saez,
Coenders, & Fluvia, 2003; Shoval, 2006). Voi sb tién phai
b6 ra nhiéu hon, ky vong cua khach hang vé gié tri nhén lai
tir 1o thé vé vi tri cia khach san cling s€ cao hon. Vi vay,
chi s6 danh gia vé vi tri ctia khach san trén TripAdvisor co
thé anh huong toi gia tri cam nhan va danh gia chung cua
khach hang vé khéach san.
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Nhu cdu vé sy sach sé& khi phai luu tri & mot khach san 1a
rat thiét yéu v6i hau hét khach du lich. Ho tham chi con san
sang chi tra nhiéu hon dé ting cuong thém murc sach s& can
thiét (Zemke, Neal, Shoemaker, & Kirsch, 2015). Khach
san, phong dc, ciing tat ca cac khong gian tién ich khac néu
duogc gilr sach s€ hon ¢ thé lam tang gia tri cdm nhan va két
qua danh gia chung cta khach hang vé khach san.

Két qua phan tich dir li¢u tir 442 khach san & Malaysia co
trén TripAdvisor nhim xac dinh cac di khang dinh chat
lugng dich vu (service) la yéu t6 tac dong manh nhét dén
hanh vi du dinh cua khach hang (Ho, Withanage, & Khong,
2020). Yéu t6 nay phan anh mot phan chat luong dich vu
khéach san nhu chét luong phong, chit lwong gidc ngu,
va su nhanh nhen, than thién va sin 10ng ciia nhan vién
khach san (Kim, 2014). V&i mot lwong khach san it hon
(192 khach san tir 3 dén 5 sao, ciing & Malaysia), Wong,
Rasoolimanesh, & Pahlevan Sharif (2020) ciing két luan
chét lugng dich vu cé tac dong tich cuc tdi sy hai long va
gia tri cam nhan cua khach hang. Ngoai ra, nghién ctru nay
cling khéng dinh gia tri cdm nhén c6 tac dong tich cuc toi su
hai 1ong ctia khach hang, dong thoi yéu té nay ciing ¢6 vai
tro trung gian trong mdi twong quan gitra chét lugng dich
vu va sy hai long cua khach hang.

Trén co s¢ cdac y thuyét ¢é lién quan, cdc gid thuyét nghién
cleu cing mé hinh nghién ciru dwoc dé xudt nhuw sau:

= H,:Chi s6 danh gid vé vi tri (Location) c6 tac dong tich
cuc toi gia tri cam nhan (Value) cua khach hang.

H,: Chi s6 danh gia vé sy sach s& (Cleanliness) cia
khach san co tac dong tich cyc tdi gia tri cam nhan cia
khach hang.

H,: Chi s6 danh gia vé dich vu (Service) cua khach san
c6 tac dong tich cuc toi gia tri cdm nhan cua khach hang.
H,: Chi s6 dénh gid vé vi tri ¢6 tac dong tich cuc toi két
qua danh gi4 tong quan (Overall Rating) cua khach hang
vé khach san.

H,: Chi b danh gia vé su sach s€ cua khach san c¢6 tac
dong tinh cuc t6i két qua danh gia tong quan cua khach
hang vé khach san.

H,: Chi s6 danh gia vé dich vu ciia khach san co tac
dong tich cuc toi két qua danh gia tong quan cta khach
hang vé khach san.

H.: Gid tri cam nhan cta khach hang c6 tac dong tich
cuc t6i két qua danh gia tong quan cua khach hang vé
khach san.
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[ Location

[ Cleanliness

Overall Rating ]

[ Service

Hinh 2. M5 hinh nghién ciru dé xuét

3. PHUONG PHAP NGHIEN CUU

Dir liéu nghién ctru dugc thu thap dugce tir thong tin gidi thigu v tt ca cac khach san 5 sao & Viét Nam do TripAdvisor.
com dang cong khai nhu Hinh 3 6 thoi diém 14y thong tin (thang 1 ndm 2021). Dit lidu tho tir 132 khach san thu thap dugc
sau d6 dugc 1am sach va luu trit theo cdu tric bang gdm céac cot nhu sau:

= Hotel name: tén khach san (dit liéu dang van ban ngén)

= Rating on Cleanliness: danh gia vé sy sach sé& cia khach san

= Rating on Location: danh gia vé vi tri cuia khach san

=  Rating on Service: danh gia vé dich vu ciia khach san

= Rating on Value: danh gia vé gi4 tri cam nhan cta khach hang

= Overall rating: danh gia tong quan ciia khach hang vé khach san

Céc chi s6 danh gia dung thang do Likert tir 10 dén 50 (trong d6 10 1a kém nhat va 50 1a tot nhat). Riéng chi s6 danh gia
téng quan dung thang do Likert tir 1.0 d&én 5.0 (trong d6 1.0 1a kém nhét va 5.0 1a tot nhat). C6 thé do méi thanh 1ap, chua
¢ day du thong tin danh gia vé tat ca cac yéu t6 nhu cac khach san khac, nén c6 hai khach san trong tong sd 132 khach
san thu thap dugc s& bi loai khoi bo dir lidu. Bo dir liéu mau cudi cung dung trong cac phan tich sau ctia nghién ctru nay
s& gdm 130 khéch san 5 sao cia Viét Nam co day du cac thong tin danh gia theo cAu tric néu trén c6 mot s thong tin mo
ta thong ké so bd nhu sau:

Bang 1: Mo ta bo dit liéu miu ctia nghién ctru

Std Skewness Kurtosis
N Min Max Mean L Std. Std.
Deviation  Statistic Statistic
Error Error
rating on_cleanliness 132 3.0 50 4519 .3878 -1.062 211 2.583 419
rating_on_cleanliness 131 35 50 46.49 3.082 -.686 212 1.517 420
rating_on_location 130 35 50 44.58 3.685 -.337 212 -.038 422
rating_on_service 132 25 50 45.38 3.635 -1.448 211 6.694 419

Valid N (listwise) 130
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< See all 1375 hotels in Ho Chi Minh City

Mia Saigon Luxury Boutique Hotel About

About
Excellent

405 Q0000 105 cviews

#83 of 1,375 hotels in Ho Chi Minh City

Location
Cleanliness
Service

Value

Set on the banks of the tranquil Saigon River in the
trendy District 2. Mia Saigon - Luxury Boutique
Hotel is just minutes from Ho Chi Minh City's
dynamic downtown. Mia Saigon's 35 spacious
rooms and 17 sumptuous suites with private
balcony overlooking the serene Saigon River. In
this hotel, you will find a fine dining restaurant, a
brasserie, cigar lounge, a spa and swimming pool.

Location

# tripadvisor.com

Reviews

Property amenities

() Free parking

= Pool

Y Bor/lounge
& Airport transportation

Show more

Room features

B Soundproof rooms
¢ Air conditioning
B Housekeeping

® Cable/satellite TV

Show more

Room types
A Pool view

B Suites

Good to know

HOTELCLASS @

L0208 8 4

/m
\Sgy MIA SAIGON LU

)

Free High Speed
Internet (WiFi)

t& Fitness Center with
Gym / Workout Room

= Kids pool

«¢ Meeting rooms

Bathrobes
Desk

Coffee / tea maker

F % D D

Bidet

A& Non-smoking rooms

Family rooms

LANGUAGES SPOKEN
English, Vietnamese

rating_on_location

T

rating_on_cleanliness

43

rating_on_service

.53
rating_on_value
v 62
overall rating )

T

Hinh 4: Két qua xir Iy dwoc chuin hoa theo md hinh nghién ctru dé xuat (két xudt boi phin mém IBM SPSS AMOS)
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Do mb hinh nghién ctru d& xuét (Hinh 2) c¢6 mdi quan hé giira cc yéu td phirc tap, nhiéu bién phu thudc, nén nghién ctru
str dung k¥ thuat SEM dé tién hanh kiém tra cac gia thuyét. Dit liéu nghién ctru dugc lién két véi mé hinh dudng (path
model) thiét 1ap twong tmg v6i mo hinh nghién ctru dé xuit ban dau sir dung phdn mém IBM SPSS AMOS phién béan 26.
Céc phan tich thong ké can thiét di duoc thuc hién va thu nhan dugc két qua tra vé nhu sau:

Bang 2: Két qua trong s6 hdi quy chuén hoa

Bién déc lap Bién phu thudc Beta chuén hoa
rating_on_location rating_on_value 125+
rating_on_cleanliness rating_on_value 289 ***
rating_on_service rating_on_value 457 FHE
rating_on_service overall rating 495 HHx*
rating_on_cleanliness overall rating 252 FH*
rating_on_location overall rating .094
rating on_value overall rating .096

Muec y nghia wéc luong: *** p < 0.001; **p < 0.010; *p < 0.050; + p < 0.100

Bang 3: Cac chi s6 danh gia mtrc d6 phu hop ctia mé hinh dé xuét

bo do Gia tri wéc lwgng Ngudng chip nhan Két qua
CMIN 0.000 - -
DF 0.000 - -
CMIN/DF Vo cuc Tur 1 dén 3 Xau
CFI 1.000 >0.95 Rét t6t
SRMR 0.000 <0.08 Rt t6t
RMSEA 0.472 <0.06 Xau
PClose 0.000 >0.05 Chua tinh duoc

Vi bo dir liéu nghién ctru hién tai, chua thé khang dinh gia thuyét H7 nén tac gia dé nghi loai gia thuyét nay khoi mo hinh

.53

rating_on_value )

nghién ctru ban dau va chay lai mé hinh méi nhu Hinh 5 nhu sau:

rating_on_location

rating_on_cleanliness

43

.62
overall rating )

T

Hinh 5: Két qua xir Iy dugc chuan ho theo mo hinh nghién ctiru méi (két xuat bai phan mém IBM SPSS AMOS)

rating_on_service
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Bang 4: Két qua trong s6 hdi quy chuin hoa trén mé hinh méi

Bién doc 1ap Bién phu thugc Beta chuin ho4
rating_on_location rating_on_value 125 +
rating_on_cleanliness rating on_value 289 *w*
rating_on_service rating_on_value AST HE*
rating_on_service overall rating 538 #Hk
rating_on_cleanliness overall rating 279 FA*
rating_on_location overall rating .006+

Mike y nghia woc luong:*** p < 0.001; **p < 0.010; *p < 0.050; + p < 0.100

Bing 5: Cac chi s6 danh gia mirc d6 pht hop ctia mo hinh méi

bo do Gia tri woc lwong Nguwdng chip nhian Két qua
CMIN 1.466 - -
DF 1.000 - -
CMIN/DF 1.466 Tir 1 dén 3 Rét tot
CFI 0.998 >0.95 Rét tot
SRMR 0.014 <0.08 Rét t6t
RMSEA 0.060 <0.06 Chap nhan dugc
PClose 0.298 >0.05 Rét tot

Két qua phan tich (Bang 5) cho thdy mé hinh méi diéu chinh ¢ Hinh 5 khép véi bo dit liéu nghién ciru tot hon, dong thoi
cac gia thuyét H2, H3, H5, H6 da duoc khang dinh voi mire y nghia p < 0.001 (Bang 4) trong d6 chi sé danh gia vé dich
vu ¢6 tic dong manh nhat dén ca danh gi tong quan va gia tri cam nhan cta khach hang, tiép theo sau 1 anh huong cua sy
sach s& t&i ca cam nhan vé gia tri va danh gia chung ctia khach. Bo dir li¢u hién tai chua du co sé dé khéng dinh mdi quan
hé gitra chi s6 danh gia vé vi tri ciia khach san dén két qua danh gia tong quan va gia tri cam nhéan ciia khach hang ciing
nhu anh huéng cua chi sb danh gia vé vi tri dén ca gia tri cam nhan va dénh gia tong quan cua khach hang vé khach san.

5. KET LUAN

Cuing v6i cac nghién ctru trude ¢ lién quan, két qua tir nghién ctru ndy dd mé rong thém hiéu biét ctia chung ta vé linh vyc kinh
doanh dich vu Iuu trt trong bdi canh ngay cang canh tranh gay gét. Két qua phan tich SEM trén tap dir liéu gdm 130 khach san
5 sao cua Viét Nam da cho théy yéu t6 dich vu va su sach s& o tac dong manh t6i gia tri cam nhan va danh gia chung ctia khach
hang trén céc nén tang tryc tuyén. Khing dinh nay, c6 ¥ nghia kha quan trong véi cac nha quéan 1y khach san. Cu thé, khi mot
khéch san di di vao van hanh, that 1a kho néu nhu khong mudn néi 1a khong thé thay d6i dugc yéu td vi tri (dic biét 1a dbi voi
khach san c6 quy md 16n nhu cac khach san 5 sao trong phan khuc dé tai dang quan tam). Do vy, dé canh tranh vdi cac déi thu
khac trong cting phan khuc thi dau tu nang cao chit lugng dich vy, giir cho khach san ludn sach s& chinh 1a cac yéu to then chét
quyét dinh thanh cong cua khach san. Dbi v6i khach du lich, ¢6 thé vi tri khach san ¢6 tc dong dén quyét dinh Iya chon khach
san, nhung khi d4 dén ¢ thi chét lugng dich vu trai nghiém s& quyét dinh cam nhan vé gi trj dong tién da chi tra va danh gia chung
ctia ho danh cho khéch san. Nghién ctru nay ciing cho ciing két qua véi mot sé nghién ciru trude & cac thi trudng khac (Ho et
al., 2020; Wong et al., 2020) nén cang cling ¢d thém ly thuyét vé dich vu lu tré. Tac dong cua vi tri khach san téi ca cam nhan vé
gié tri va danh gia chung ctia khach hang trong ngit canh ctia nghién ctru ndy ¢6 y nghia théng ké & muc trén 90% (Béang 4), du
chua di manh nhung ciing c¢6 thé coi 1a phit hop véi cc nghién ctru trude (Kim, 2014). Tuy nhién, nghién ctru hién tai chua thé
khéng dinh méi quan hé giita gia tri cam nhén va d4nh gia chung ctia khach hang vé khach san nhu nghién ciru ctia Kim (2014).

Viéc giéi han phan tich dit liéu thu thap tir mot phan khuc khach san 5 sao & mot qudc gia duy nhit 1a Viét Nam c6 thé lam
gi6i han kha niang tong quat hoa cho két qua nghién ctru. Nhung dong thoi ciing 14 goi ¥ tét cho dinh hudng phat trién cho
nghién ctru nay. Néu c6 thé ddi sanh két qua nghién ctru véi cac qudc gia trong va ngoai khu vue, birc tranh toan canh vé
nganh kinh doanh dich vu luu tra c6 thé s& dugc thé hién rd rang, toan dién hon.
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