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Tom tit: Nghién citu phan tich anh huong ciia chat hrong dich vu d‘en sw hai long cua khach hang tai Khach san Dé
Nhat, TP. Ho Chl Minh, da trén mé hinh SERVQUAL mé réng véi yéu t6 img dung cong nghé. Sir dungphmmgphap dinh
tinh (phong vin chuyén gia) va dinh lwong (khao sat 293 khdch hang), nghién civu xdc dinh sau yéu to chat lwong dich vu:
dé tin cdy, s ddp ieng, sw dam bao, sw dong cam, yéu té hitu hinh va img dung cong nghé. Két qua phan tich hoi quy cho
thdy mé hinh gidi thich 61,2% sw bién thién cia sw hai long, trong do sw dong cam (B = 0,278) va dé tin cdy (B = 0,255)
c6 tae ddng manh nhdt. Nghién civu dé xudt cdi thién dich vu cd nhan héa, dam bdo cam két va tich hop cong nghé dé ning
cao sw hai long, gép phan vao sw phdt trién bén viing ciia nganh khdach san.

Tir khod: Chat lwong dich vu, sy hai long, khdach san Dé Nhat, SER VOQUAL, vng dung cong nghé.
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Abstract: This study examines the impact of service quality on customer satisfaction at De Nhat Hotel, Ho Chi Minh
City, using an extended SERVQUAL model incorporating technology application. Employing a mixed-method approach,
the research includes qualitative interviews with experts and a quantitative survey of 293 customers. Six service quality
factors are identified: reliability, responsiveness, assurance, empathy, tangibles, and technology application. Multiple
regression analysis reveals that the model explains 61.2% of the variance in customer satisfaction, with empathy (f =
0.278) and reliability (f = 0.255) being the most influential factors. The findings suggest that enhancing personalized
services, ensuring reliability, and integrating technology can significantly improve customer satisfaction, contributing to

the sustainable development of the hospitality industry.
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I. PAT VAN PE

Theo cic bao cdo gan day tir Tong cuc Du lich
Viét Nam, linh vyc Iuu tra khong chi 13 yéu td cbt
151 trong chudi gia tri du lich ma con quyét dinh su
hai long tong thé cua du khach, tir d6 anh huong
dén kha nang quay lai va quang ba miéng truyén
miéng. Tuy nhién, trong boi canh canh tranh gay
gat tir cac chu01 khach san qudc té va su thay doi
nhanh chéng vé ky vong cta khach hang — dic
biét sau dai dich COVID-19 — viéc duy tri va nang
cao chét luong dich vu tré thanh thach thire 16n
dbi v6i cac co sé luu tra trong nude, bao gom ca
nhiing khéach san 4 sao nhu Khach san B¢ Nhit. La
mot nhan vién dang lam viéc truc tiép tai Khach
san Dé Nhit, chét lugng dich vu khong chi dung
lai & co s& vat chat hay tién nghi hiru hinh, ma
con phu thude vao cac yéu t6 vo hinh nhu thai do
phuc vy, tde do phan hoi va su déng cam cua nhan
vién. Du khéch san da dat dugc mot sd thanh tyu
trong viéc duy tri doanh thu 6n dinh, nhung cac
phan hdi tir khach hang qua khao sat noi bo va cac
nén tang danh gia truc tuyen nhu TripAdvisor hay
Booking.com cho thay van ton tai nhirng khoang
cach giita ky vong va trai nghiém thuyc té.

Phan bi¢n: 11/07/2025

Duyét dang: 15/07/2025

Cac nghién cu’u trudc day, ca trong nudc Va
quoc té, da chi ra rang chat lugng dich vu 13 yéu
t6 then chdt quyét dinh su hai 1ong cta khach
hang trong nganh khach san. Chang han, mé hinh
SERVQUAL ciia Parasuraman et al. (1988) nhan
manh nam thanh phan chinh: d9 tin cdy, su dap
g, sy dam bao, su ddng cam va yéu té hiru hinh.
Tuy nhién, tai Viét Nam, cac cong trinh nhu cia
Ly Qudc Huy (2024) vé Khach san New World
Saigon hay D3 Vin Ly et al. (2023) vé Khach
san Sunny Ninh Thuan chu yéu tap trung vao céac
khach san cao cap khac, chua c6 nghién ciru sau
sdc vé Khach san Bé Nhat — mot co sé thude Tap
doan Saigontourist voi lich sir 1au doi va ddi tugng
khach hang da dang. Hon nita, trong thoi dai so
hoa, viéc tich hgp cong ngh¢ vao dich vy (nhu img
dung dit phong tryc tuyén hay hé thong phan hoi
thoi gian thuc) dang tr¢ thanh xu hudng, nhung
chua duoc kham pha day du trong bdi canh cuy thé
nay. T nhitng nhan dinh trén, nghién ctru nham
lam rd anh hudng cia chét lugng dich vu dén sy
hai long cua khéach hang tai Khach san B¢ Nhét,
thong qua viéc mé rdng mo hinh SERVQUAL véi

TAM LY - GIAO DUC | 61



TAP CHI TAM LY - GIAO DUC

yéu té tmg dung céng nghé. Muc tiéu chinh 1a xac
dinh cac nhan t6 quyét dinh, danh gia mirc d¢ tac
dong cua chung dya trén dir 1i€u khao sat thuc té,
va dé xuat cac giai phap cai thién phu hop. Két
quéa khong chi gop phan nang cao hidu qua quan
tri tai khach san ma con cung cép co sO tham khao
cho céc co s¢ luu tra twong ty tai Thanh phd Ho
Chi Minh, huéng t6i su phét trién bén vimg ctia
nganh du lich.

II. NOI DUNG NGHIEN CUU

2.1. Phuong phap nghién ctiru

2.1.1. Thiét ké nghién ciru

Nghién ctru dugc thyc hién theo hai giai doan
chinh: nghién ctru so b (dinh tinh) va nghién ctru
chinh thue (dinh lugng). Giai doan so bd nham
xay dung va hoan thién thang do, dua trén phong
van chuyén gia va khao sat thir nghiém nho. Giai
doan chinh thirc tap trung vao thu thap dir li¢u 16n
dé phan tich thong ké. Pham vi nghién ciru gidi
han tai Khach san Pé Nhit (TP. Hb Chi Minh),
v6i d6i tuong 1a khach hang da hodc dang sir dung
dich vu luu tra, thoi gian khao sat tir thang 4 dén
thang 6 nam 2025.

2.1.2. Phuwong phap thu thap dir liéu

Dit lidu so cdp duoc thu thap qua hai hinh
thirc chinh:

Phong van dinh tinh: Phong van béan céu triic
v6i 6 chuyén gia trong nganh khach san, bao gom
giam dbc diéu hanh, truong bo phan 1€ tan, buéng
phong, quan Iy nhan sy, ¢b van van hanh va giang
vién du lich. M&i cudc phong van kéo dai khoang
20-30 phut, tap trung vao cic yéu td chit lugng
dich vu va sy hai long ctua khich hang. Danh
sach dbi tugng dugc chon dua trén kinh nghi¢ém
chuyén mon va lién quan tryc tiép dén hoat dong
cua khach san.

Khao sat dinh luong: Bang cau hoi duge thiét
ké dya trén thang do Likert 5 mirc d6 (tir 1: Hoan
toan khong dong y dén 5: Hoan toan dong ¥), bao
gdm 29 bién quan sat cho 6 yéu té chat lugng dich
vu (P9 tin cdy, Su dép ung, Sy dam bao, Su déng
cam, Yéu t6 hiru hinh, Ung dung céng nghé) va
5 bién do ludong su hai long. MAu khao sat dugc
chon theo phuong phap co chu dich, phan phdi
truc tiép va truc tuyen (Google Form) cho khéch
hang tai khach san. Tong s6 phiéu phat ra 1a 300,
sau khi loai bo phiéu khong hop 1€, con lai 293
mau (ty 18 hop 18 97,7%). Vé dic diém mau, c6
132 nam (chiém 45%) va 161 nir (55%); do tudi
chu yéu tir 25-45 (chiém 70%); nghé nghiép da
dang, v6i nhan vién van phong va kinh doanh

62 | Tap 316 09ki 1 (thang 09/2025)

chiém ty 1& cao (khoang 60%). Tan suét luu tri
trung binh 13 3-4 1an/nam, chu yéu vi cong tac
hoac du lich.

2.2. Két qua khao sat

2.2.1 Bdc diém mau khdo sat

Mau khdo sat chi yéu la khach hang da
tung hodc dang st dung dich vy luu tra tai
Khach san Dé Nhat, v6i su phan bd kha da
dang vé nhan khau hoc. V& gidi tinh, c6 132
nam (chiém khoang 45%) va sb con lai 12 ni,
cho thiy ty 1é nam nit kha cén bang, phu hop
voi dac thu khach san @6 thi noi thu huat ca
khach doanh nhan va du lich gia dinh. Do tudi
tap trung & nhom 25-45 tudi (hon 60%), phan
anh dbi tugng khach hang ning dong, thuong
xuyén di chuyén vi cong viéc hodc nghi dudng
ngin ngay. Vé nghé nghiép, phan 16n 1a nhan
vién van phong va kinh doanh (khoang 70%),
trong khi gido vién va cac nganh khac chiém
ty 18 nho hon. Tan suit luu tra cho thidy hon
ntra s6 ngudi tham gia khao sat quay lai tir
3-6 lan/nam, ching to mot lugng khach trung
thanh dang ké. Nhitng dic diém nay gitp dir
liéu phan anh kha sat voi co cdu khach hang
thuc té tai khach san, di mau c6 thé hoi thién
vé nhom khach noi dia do thoi gian khéo sat
trung v&i mua du lich trong nudec.

2.2.2 Két qua dinh tinh tir phéng van chuyén gia

Qua phong véan ban cau tric v6i 6 chuyén gia
(bao gom quan 1y khach san, giang vién du hch
va ¢ van van hanh), nhiéu géc nhin sau sic vé
chit lugng dich vu. Cac chuyén gia déu nhén
manh rang sy dong cam va d¢ tin cdy 1a hai yéu
t6 then chét, vi khach hang thuong danh gia cao
su chan thanh tir nhan vién hon 1a co s& vat chét.
Mot quan Iy bo phan 1& tan chia sé: “Khach khong
chi can phong sach, ma con can cam giac dugc
quan tdm ca nhan hda, nhu nhd tén hoac goi y
dich vu dua trén 1an luu tra trude.” Tuy nhién, ho
cling chi ra han ché & su dap tng linh hoat, dac
biét trong gid cao diém, khi nhan vién d6i khi
bi qua tai dan dén phan hoi cham. V& mg dung
cong nghé, cac y kién ddng thuan riang viéc tich
hop QR code va hé théng CRM di cai thién trai
nghiém, nhung can dao tao thém dé nhan vién
khai thac hiéu qua. Nhing phan hdi nay khong
chi xac nhan mo6 hinh SERVQUAL m¢ rong ma
con goi ¥ hudng cai thién thuc tién, nhu ting
cuong dao tao k¥ nang mém dé nang cao su hai
10ng tong thé.

2.2.3 Két qua dinh luong
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Bang 1: Két qua kiém dinh do tin cdy thang do (Cronbach’s Alpha)

Nhém yéu t6 S6 bién quan sat Cronbach’s Alpha Ghi chu
Do tin cay 5 0.85 Dang tin cay
Su dap tng 5 0.79 Dang tin cay
Su dam bao 5 0.82 Dang tin cay
Su dong cam 5 0.89 Dang tin cay
Yéu t6 hitu hinh 5 0.78 Dang tin cay
Ung dung cong nghé 3 0.75 Pang tin cay
Su hai long 5 0.87 Pang tin cay

(Nguon: Tdac gid phan tich tir div liéu khdo sat)

Bang 1 trinh bay hé s Cronbach’s Alpha cta
bay nhom thang do, bao gdm sau yéu t6 chat
luong dich vu (P90 tin cay, Su dap ung, Su dam
bao, Sy doéng cam, Yéu t6 hitu hinh, Ung dung
cong nghé) va thang do Su hai long. Tat ca cac
thang do déu dat gia tri Cronbach’s Alpha tir 0.75
dén 0.89, vuot ngudng tdi thiéu 0.7, cho théy do
tin cdy cao va phu hop dé st dung trong phan tich
tiép theo. Trong d6, thang do “Su dong cam” dat
gia tri cao nhat (0.89), phan anh ring cac cau hoi
vé su quan tdm ca nhan hoéa, thai d¢ than thién,
va sy thdu hiéu nhu cau khach hang dugc thiét ké
chit ché, dong nhét, va phan anh dng trai nghiém
thuce té ctia khach. Diéu nay phu hop véi thuc tién
tai Khach san Dé Nhat, noi khach hang thuong
danh gia cao cac twong tac mang tinh cd nhan,
nhu nhan vién nhé sé thich hodc giai quyét yéu
cau dic biét. Thang do ¢ Ung dung cong nghé” co
Cronbach S Alpha thip nhat (0 75) nhung van dat
yeu cau, cho thdy mic du yéu t6 ndy méi duoc
bd sung vao mod hinh SERVQUAL, cac cau hoi
vé cong nghé (nhu smart room, ty dong hoa dich
vu) van du do tin cay dé do luong Thang do “Su
hai long” (0.87) cling cho thay su nhit quan trong
viéc danh gid cam nhan tong thé cta khach hang,
tir murc d6 thoai mai dén y dinh quay lai. Két qua
nay khang dinh rang bang cau hoi duoc thiét ké
can than, phu hop véi bdi canh khach san 4 sao tai
Viét Nam, va c6 thé st dung dé phan tich sau hon
vé mbi quan h¢ gitra chét lugng dich vu va sy hai
16ng. So v&i nghién ctru cia Ly Qudc Huy (2024)
tai Khach san New World Saigon, noi cac thang
do cting dat Cronbach’s Alpha trén 0.7, nghién
clru ndy c6 diém nhan khi bd sung yéu t6 “Ung
dung cong nghé”, phan anh xu huéng sé hoa trong
nganh khéch san.

Két qua phén tich nhan t6 kham pha (EFA), v6i
hé s6 KMO = 0.82 (trong khoang 0.5-1.0) va kiém
dinh Bartlett dat ¥ nghia thong ké (Sig. = 0.000),

cho thay dir liéu phu hop dé thuc hién EFA. Sau
nhom yéu td chat luong dich vu dugc rut ra, giai
thich tong cong 68% phuong sai, mot mirc do giai
thich hop ly trong nghién ctru xa hoi hoc va quén
tri dich vu. Trong sb cac yéu t6, “Su dong cam”
co phuong sai giai thich cao nhat (14. 2%) V01 hé
s6 tai nhan t6 tir 0.74 dén 0.89, cho thay yéu tb
nay dong vai trd quan trong trong viéc dinh hinh
trai nghlem khach hang. Diéu nay c6 thé ly g1a1
boi nhu cau ngay cang cao cua khach hang veé su
cham soéc ca nhan hoéa, dac biét trong bdi canh
khach san 4 sao, noi khach ky vong dich vu vuot
trén muc co ban. “DJ tin cay” (12.5%) va “Su
dam bao” (11.7%) cling c6 murc giai thich dang
ké, nhan manh vai tro cia su chinh x4c, ding cam
két, va tinh chuyén nghiép cua nhin vién trong
viéc tao niém tin. Nguoc lai, “Ung dung cong
nghé” c6 phuong sai giai thich thdp nhét (8.8%),
v6i hé sb tai tir 0.62 dén 0.77, cho thiy yéu td
nay tuy quan trong nhung chwa phai 13 yéu t6 chu
dao trong nhan thurc cua khach hang tai Khach san
Dé Nhit. Piéu nay c6 thé do viéc trién khai cong
ngh¢ (nhu QR code, CRM) con ¢ giai doan so
khai, chua dugc tich hop sau vao toan bo chudi
dich vu. Két qua EFA nay cing cd cdu tric méd
hinh nghién ciru, xac nhan rang sau yéu t6 duogc
lga chon (dua trén khao sat so by voi 10 chuyén
gia va khach hang) 1a hop 1y va phan anh duang
céc khia canh chat luong dich vu tai khach san.
So véi nghién ctru cia S Vin Ly et al. (2023) tai
Khach san Sunny Ninh Thuén, noi ciling xac dinh
sau yéu tb twong tu (bao gdbm Gié ca thay vi Ung
dung cong nghé), nghién ctru ndy ndi bat khi dua
cong nghé vao moé hinh, phan anh xu hudéng hién
dai hoa trong nganh khach san.

Két qua phén tich hdi quy tuyén tinh da bién,
v6i R? diéu chinh = 0.612, cho thiy mé hinh giai
thich duoc 61.2% su bién thién trong su hai long
cua khach hang, mét muc do phu hop cao trong
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nghién cuu dich vu. Gia tri F = 78.45 (Sig. =
0.000) va VIF < 2 x4c nhan mo hinh khong cé
hién tugng da cong tuyén, dam bdo tinh viing chic
cua két qua. Két qua cho thiy ca sau yéu t6 déu
c6 anh hudng tich cuc va y nghia thong ké (Sig. <
0.05) dén sy hai long ctia khach hang. Trong do,
“Su déng cam” ¢6 hé sd Beta cao nhét (0.278),
dung dau vé mic do anh huong, nhin manh rang
khéach hang tai Khach san B¢ Nhét dic biét tran
trong sy quan tdm cd nhan hoéa, nhu nhan vién
lang nghe nhu cau hodc diéu chinh dich vy theo
yéu cau riéng. “Do tin cay” (Beta = 0.255) dimg
thir hai, cho thiy viéc thuc hién dl’lng cam két
(V1 du nhéan phong dung gio, dlCh vu on dlnh) la
yéu t6 quan trong dé xay dung niém tin. “Yéu té
hiru hinh” (Beta = 0.244) va “Su dam bao” (Beta
=0.232) ciing c6 tac dong manh, phan anh rang
co s& vat chat hién dai va thai 6 chuyén nghiép
ctia nhan vién gop phan dang ké vao trai nghiém
khéch hang. “Sy dap ung” (Beta = 0.198) va
“Ung dung cong ngh¢” (Beta = 0.142) c6 anh
hudéng thap hon, nhung vin mang ¥ nghia thong
ké, cho thay khéach hang danh gia tich cuc vé toc
d6 phan hoi va tién ich cong nghé, du cac yéu to
nay chua phai 1a diém nhéan chinh. So v6i nghién
cuu cua Ali et al. (2021), noi “Su d@)ng cam” va
“Syr dam bao” ciing dugc xac dinh 14 yéu t hang
dau, nghién cru ndy c6 diém khac biét khi “Ung
dung cong nghé” tuy xép cudi nhung vin c6 anh
hudng dang ké (Sig. = 0.002), cho thiy tiém ning
ctia viéc tich hop cong nghé trong tuong lai. Két

qua nay goi y rang Khach san Dé Nhat nén tap
trung cai thién sy dong cam va d¢ tin cay dé t6i
wru hoa sy hai long, dong thoi ¢y manh tng dung
cong nghé dé bat kip xu hudéng hién dai héa. Tuy
nhién, viéc cong ngh¢ c6 Beta thép hon so voi cac
yéu td truyén théng nhu dong cam hay tin ciy co
thé phan anh thyc té ring khach hang Viét Nam van
uu tién yéu t6 con nguoi trong dich vu khach san.

1. KET LUAN

Nghién ctru tai Khéach san D¢ Nhéat, TP.HCM
cho théy cac yéu t chat luong dich vu nhu d¢ tin
cay, sy dap tng, sy dam bdo, sy déng cam, yéu td
hiru hinh va ting dung céng nghé déu anh huong
tich cyc dén sy hai long cua khach hang. Phén tich
hoi quy chi ra ring mo hinh giai thich dwoc 61.2%
sy bién thién ciia su hai long, trong do “su dong
cam” va “do tin cay” 1a hai yéu t6 tac dong manh
nhat. Két qua nhan manh tim quan trong cua viéc
xay dung trai nghi¢m dich vu cd nhan héa, minh
bach trong cam két, va cung cap co s& vat chat
hién dai. Su dam bao va yéu td hiru hinh cling
gop phan duy tri sy tin twéng va 4n tuong tot dep
tir khach hang. Khi céc yéu td chat lugong dich vu
dugc cai thién, khach hang c6 xu hudng quay lai
thuong xuyén hon, gép phan ting doanh thu 6n
dinh, giam chi phi marketing va nang cao vi thé
canh tranh. Nghlen ctru dé xuét cac nha quan ly ap
dung céch tiép can toan dién, két hop yéu té con
nguoi va cong nghe de tang cuong sy hai long,
huéng dén sy phat trién bén viing trong nganh
khach san du lich.
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