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DPE XUAT MO HINH PANH GIA CAC YEU TO ANH HUONG PEN CHAT LUQNG
DICH VU BUONG PHONG TAI FLAMINGO PAI LAI RESORT: CACH TIEP CAN
TU MO HINH SERVQUAL

Lé Thi Hué
Thac sy, Khoa Dai cwong - Ngoai ngir Truong Pai hoec Sw pham ky thuit Vinh

Tom tiit: Nghién ciru nay dé xudt mé hinh danh gid cac yéu té anh huéng dén chit hrong dich vu (CLDV) buong phong
tai Flamingo Dai Lai Resort dya trén thang do SERVQUAL, trong béi canh canh tranh khéc liét ciia nganh du lich nghi
dwong hau dai dich. Muc tiéu trong tam la xac dinh murc do tac dong cua 5 thanh ph&n cot 16i: S hitu hinh, Sw tin cdy, Su
dap tng, Sy dam bdo va Sw dong cam doi voi sw hai long ciia khdch hang. Két qud nghién ciru khéng chi ciing c6 co s6
Iy ludn vé quan tri CLDV trong mé hinh resort sinh thdi ma con cung cdp bang chirng thwe nghiém quan trong vé khoang
cdch giita ky vong va cam nhdn thye té ciia du khéch.

Tir khéa: Chat lwong dich vu, buong phong, mé hinh SERVQUAL, Flamingo Pai Lai Resorst.

PROPOSAL FOR A MODEL TO EVALUATE FACTORS AFFECTING ROOM
SERVICE QUALITY AT FLAMINGO DAI LAI RESORT: AN APPROACH FROM
THE SERVQUAL MODEL

Abstract: In the highly competitive landscape of the post-pandemic hospitality industry, service quality has become a
pivotal determinant of customer satisfaction. This study aims to propose a comprehensive model for evaluating the factors
influencing housekeeping service quality at Flamingo Dai Lai Resort, utilizing the SERVQUAL framework as the theoretical
basis. Specifically, the research assesses the impact of five core dimensions—Tangibles, Reliability, Responsiveness,
Assurance, and Empathy—on overall customer satisfaction. The findings not only reinforce the theoretical foundation of
service quality management within the specific context of eco-resorts but also provide critical empirical evidence regarding

the gap between visitor expectations and their actual perceived experiences.
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I. PAT VAN PE

Budc sang nam 2026, nganh du lich Viét Nam
d4 ghi ddu 4n manh m& trong ndm vira qua khi dén
gan 21,2 triéu luot khach quc té, ting hon 20,4%
so voi nim 2024 (Téng cuc Thong ké, 2026). Day
1a 56 liéu ky luc cao nhat tir trudc dén nay, chimg
minh cho sy phuc hoi day an tuong va but pha caa
toan nganh trong niam 2025. Sy ting trudng an
tuong vé lugng khach cing doanh thu du lich da
tao dong lyc quan trong, gop phén thac déy manh
mé khu vuc dich vu va hd tro tich cuc cho su phat
trién chung ctia nén kinh té quéc gia. Su bung nd
cuia nhom khach ndi dia va quéc té d3 thac déy su
phat trién s6i dong cua thi trudng luu tra, din dén
cudc canh tranh gay gét vé thi phﬁn, dac biét &
phan khuc nghi dudng cao cap 4-5 sao.

Trong bdi canh canh tranh khdc liét do, dé
tao ra loi thé khac biét, cc doanh nghiép luu tra
khong thé chi dwa vao vi tri dia 1y hay kién trac,
ma phai tap trung vao CLDV c6t 16i. Néu L& tan
la "guong mat" cuia khach san, thi bo phan Buéng
phong (Housekeeping) chinh la "trai tim" cua trai
nghi¢m nghi dudng. Du hoat dong tham lang, bo
phan nay chiu trach nhiém tryc tiép cho su sach
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s€, tién nghi va an toan ctua khong gian nghi ngoi
— yéu tb tién quyét anh huong dén su hai long
cua du khéach (Raghubalan & Raghubalan, 2015).
Cac nghién ctru thyc tién (Trang, 2006; Giao &
Duy, 2012; Tuan, 2015) chi ra ring, sy xuat sic
trong dich vu budng phong c6 mdi twong quan
thuan véi ty 1€ khach quay lai va kha nang lan toa
thuong hiéu tich cuc.

Flamingo Pai Lai Resort, toa lac tai Vinh
Phuc, duoc biét dén 1a mot trong nhitng quan
thé nghi dudng xanh hang dau mién Bic vé§i
hang loat giai thuong danh gid nhu "Top 10
Green Projects" hay "Resort gia dinh sang
trong hang dau thé gi¢i". Tuy nhién, véi
su gia nhap thi truong cua hang tram dy an
khach san méi trong giai doan 2025-2030,
ap luc duy tri tiéu chudn 5 sao quéc té ngay
cang lon. Viéc danh gid dinh lugng CLDV
budng phong dé kip thoi phat hién nhitng "16
héng" trong quy trinh phuc vu khong con 1a
lya chon, ma la yéu cau cép thiét dé Flamingo
Dai Lai giit vitng vi thé dan dau. Pay chinh
la 1y do nghién ctru nay dugc thyc hién.
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II. CO SO LY THUYET

2.1. Chit lwong dich vu budng phong

Trong tong thé ctia mot khu nghi dudng cao
cp nhu Flamingo Pai Lai, CLDV budng phong
khong don thuan 1a hoat dong vé sinh ma duoc
xem 14 "san pham c6t 161" anh hudng truc tiép dén
trai nghiém luu tra. Theo quan diém truyén thong
cua Raghubalan & Raghubalan (2015), dich vu
budng phong duoc dinh nghia 1 viée cung cap
mot moi truong sach s€, tién nghi, an toan va tham
my, dap tmg nhu ciu nghi ngoi co ban cta khach
hang. Tuy nhién, trong bdi canh canh tranh méi,
khai niém nay dd dwoc mé rong, CLDV budng
phong hién dai con bao ham ca vi¢c ca nhan hoa
trai nghiém va dam bao cac tiéu chuan an toan sirc
khée nghiém ngat (Shin & Kang, 2020)

Pic diém cua dich vu budng phong tai cic
Resort 5 sao mang tinh dic thu cao, bao gdm bdn
yéu tb tru cot: Tinh sach s& va vé sinh, theo Barber
va Scarcelli (2010), su sach s€ la thudc do hiru hinh
quan trong nhit ma khach hang dung dé danh gia
chat luong. Sy tién nghi va thAm my, khong gian
phong nghi phai duoc bai tri tinh té, trang thiét bi
véan hanh tot va mang lai cam giac thu thai (Manh,
2018). An toan va riéng tu, khach hang tai cac khu
nghi dudng bi¢t 1ap nhu Flamingo Dai Lai dac biét
dé cao sy riéng tu va bao mat tai san trong sudt qua
trinh nhan vién lam phong. Thai do phuc vu, su
trung thuc, than thién va ton trong khong gian riéng
ctia khach 13 yéu t6 "v6 hinh" nhung quyét dinh
cam xuc cua khach hang (Pizam & Tasci, 2019).

2.2. M6 hinh SERVQUAL

Pé hiéu dugc CLDV - mét khai niém vén
triru twong, mé hinh SERVQUAL do Parasura-
man va cong sy phat trién (1988) dugc xem la
cong cu do luong kinh dién va phd bién nhéat.
Nguyén 1y cbt 18i cia mé hinh nay dya trén
1y thuyét vé "khoang cach": CLDV la khoang
cach gitra Su ky vong cua khach hang trudc khi
st dung dich vu va Cam nhan thuc té sau khi
trai nghiém. Mac du da trai qua nhiéu sy diéu
chinh dé phu hop vé6i nganh khach san (nhu
m6 hinh HOLSERV hoidc HOLSAT), céu trac
5 thanh phan co ban cuia SERVQUAL van giir
nguyén gia tri va dugc ap dung cu thé vao bdi
canh budng phong tai Flamingo Pai Lai Resort
nhu sau:

Sir hitu hinh: Pay 14 yéu 6 d& nhan biét nhit, dic
bi¢t quan trong tai mot "Resort xanh" nhu Flamingo.

Sy hiru hinh trong dich vu budng phong khong
chi 14 sy hién dai cua trang thiét bi noi thét,
chét lugng cta hang vai (chan, ga, gdi) hay su
sach s€ cua san nha, ma con bao gém dién mao
chin chu, dong phuc chuyén nghiép ctia nhan
vién budng (Trang, 2006). Péi voi Flamingo
Pai Lai, sy hitu hinh con thé hién qua viéc duy
tri canh quan xanh tai cic ban cong va bé boi
riéng tai biét thu.

Sy tin cay: Yéu t6 nay do luong kha ning
cung cip dich vu "dung ngay tir lan dau tién"
va thuc hién dang cam két. Trong nghiép vu
buéng, su tin cay thé hi¢n qua viéc phong dugc
lam sach dung gio khach yéu cau, cac vét dung
(amenities) duoc bd sung day du khong thiéu
sot, va quy trinh check-in/check-out phong
dién ra chinh x4c (Mei et al., 1999). Mot sai sot
nho nhu quén thay khan tim ciing c6 thé pha
v su tin cdy cia khach hang ddi véi ding cép
5 sao cua Resort.

Su dap Gng: Sy dap Gng phan anh tinh than
san sang hd tro va tbe do phuc vu. Do dic thu dia
hinh rong 16n cuia Flamingo Pai Lai, thoi gian di
chuyén ctia nhan vién 1a mot thach thirc. Do do,
yéu td nay danh gia xem nhan vién budng c6 mat
kip thoi khi khach goi yéu cdu don phong dot
Xuét hay khong, va thai d§ ctuia ho c6 nhiét tinh
khi giai quyét cac phan nan cta khach hay khong
(Dan & Han, 2014).

Su dam bao: Trong bdi canh du lich hau
dai dich, sy dam bdo tré nén quan trong hon
bao gid hét. Yéu t6 nay bao gdom kién thirc
chuyén moén, k¥ ndng nghiép vu thanh thao
va kha ning tao dung niém tin. Khach hang
can cam thdy an tdm ring tai san ciia ho duoc
bao v¢, quy trinh v¢ sinh tuan thu cac chuén
muc khtr khudn an toan, va nhan vién ludn
cu xu lich thiép, ton trong khach (Shin &
Kang, 2020).

Su dong cam: Pay 1a cip do cao nhat cua dich
vu 5 sao — su quan tam cham séc mang tinh cé
nhan hoéa. Tai Flamingo Pai Lai, sy déng cam
ctia bd phan budng phong thé hién qua viéc nhan
vién nim bat duoc thoi quen cua khach (vi du:
loai gbi wa thich, thoi gian don phong mong
mudn) hodc nhiing cir chi tinh t& nhu gp khan
hinh thi, viét thu tay chao ming, hay chuan bi
nodi cho gia dinh c6 tré nho (Parasuraman et al.,
1988; Hoa, 2020)

TAM LY - GIAO DUC | 209



TAP CHI TAM LY - GIAO DUC

Bdang 1. So sanh SERVQUAL vdi cac mo hinh do lwong CLDV trong khdch san

Tiéu chi

SERVQUAL
(Parasuraman et
al., 1988)

SERVPERF
(Cronin &
Taylor, 1992)

HOLSERV
(Mei et al., 1999)

HOLSAT (Tribe
& Snaith, 1998)

Muc tiéu do luong

CLDV dua trén
khoang cach gitra
ky vong va cam
nhan

CLDV duya trén
hiéu suat cam
nhan

CLDV toan dién
trong khéach san

Muc do hai long
tong thé véi trai
nghiém du lich/
luu tra

Cach tiép can

Expectation — Per-
ception Gap

Performance-only

Diéu chinh
SERVQUAL cho
khach san

Satisfaction-based

thuc té- HO tro ra

vong

. , Moi loai hinh dich | Moi loai hinh dich | . | Diém dén, khich
boi tuong ap dung Khach san, resort )
vu vu san, khu du lich
\ A 1T o A . | 5thanh phan tuong
S‘thanh'phaAn. Huu G{u nguyén cau tr SERVQUAL. |Cac thuée tinh
L, hinh, Tin cay, Pap | traic SERVQUAL |, "« . n
Cau trtc thang do |, \ \ , ., _|bién quan sat|{dich vu + moi
ung, DPam bdo, [ nhung chi do cdm . . \ . ,
A . . chuyén biét cho |truong + cam xtic
Pong cam nhan ,
khach san
Kha ning phat | R4t cao — xac dinh £ n
hién “khoang | rd diém chua dap Tpap — khong do Trung binh Thap
A 2 b 7 Al ky VQng
trong” dich vu ung ky vong
e . . , Trung binh — thién X n A
Gié tri cho quan tri | Cao — dinh huéng | ' & Thap — thién vé
A 1x re X . vé danh gia két|Cao \ .
van hanh cai tién quy trinh qua cam nhan
Muc dQAchuan hoa Ra‘t cag —pho bién Cao Trung binh Trung binh
hoc thuéat toan cau
Tinh linh hoat |R4t cao — d& tuy . 2
diéu chinh bién theo béi canh | “2° Trung binh Thap
- Nhan dién
khoang trong chat |- Pon gian, dé
R R luong- So sanh|khao sat- Giam |- Phi hop bdicanh |- Po trai nghiém
Uu diem noi bat dugc ky vong —|sai I¢ch do do ky [ khach san tong thé

budng phong tai
resort 5 sao

quyét dinh quan tri
- bo ky vong c6 R ,
Iy thé gy thién 1éch- | | Khongi chi raj_ ft chudn hoéa|- Khong phan tich
Han ché chinh Lo, . duoc thiéu hut so oL \ :
Bi phé phan trung | ~, 7", quoc té quy trinh dich vu
. N vo1 ky vong
1ap voi su hai long
Muc d6 phu hop
cho nghién ctu Rét phu hop Phu hop mot phan | Phu hop ft phu hop

III. KET QUA NGHIEN CUU

H1: Yéu t6 Su hitu hinh c6 tac dong tich cuc
(+) &én CLDV budng phong.

Tai mot khu nghi dudng chi trong vao kién
tric xanh va trai nghiém thi gidc nhu Flamingo
Dai Lai, sy htru hinh khong chi dung lai & mic
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d6 "du". Khach hang ky vong trang thiét bi trong
phong phai hién dai, déng bo va hoat dong tdt.
Bén canh d6, cac yéu td nhu sy tinh twom cia
hang vai trong phong, mui huong dé chiu, hay su
chin chu trong dong phuc va ngoai hinh ctia nhan
vién budng phong déng vai tro 13 "bang chung
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song" vé chit luong (Barber & Scarcelli, 2010).
Do d6, gia thuyét H1 ky vong rang sy dau tu cang
cao vao yéu t6 hiru hinh, cam nhan vé CLDV cua
khach hang cang tang.

H2: Yéu t6 Su tin cdy c6 tac dong tich cuc (+)
dén CLDV budng phong.

Sy tin cdy dugc xem 1a "xuong séng" cua uy
tin thuong hiéu. Ddi voi dich vu budng phong,
diéu nay ddng nghia véi viéc cung cap dich vu
dung cam két ngay tir 1an dau tién: phong phai
sach s& hoan hao khi khach nhén phong, cac
yéu cau dic biét (nhu ké thém giudong phuy, loai
bo tac nhan gy di ung) phai dugc thyc hién
chinh x4c (Parasuraman et al., 1988). Mot sai
sot nho trong viéc thuc hién cam két cling co
thé 1am sut giam nghiém trong danh gia cia
khach hang. Vi vay, gia thuyét H2 cho rang kha
nang thyc hién dich vu dang tin cay s& tac dong
thuan chiéu dén CLDV chung.

H3: Yéu té Sy dap tmg c6 tac dong tich cuc (+)
dén CLDV budng phong.

Vi dac thu dia hinh trai rong cua Flamingo
Dai Lai, thoi gian di chuyén ctia nhan vién giira
cac khu vuc (khu ddi, khu ho) 12 mot thach thuc.
Tuy nhién, khach hang 5 sao luén mong mudn sy
phuc vu ttrc thoi. Sy dép ing & day duoc do luong
bang toc d6 phan hoi khi khach goi don phong dot
xuat hodc yéu cau thém vat dung, cling nhu thai
do sin sang, khong ngai kho cuia nhan vién (Dan
& Han, 2014). Gia thuyét H3 dit ra 13 sy nhanh
nhay va nhiét tinh trong qua trinh phuc vu s€ nang
cao dang ké cam nhan chét luong ctia du khach.

Sy hi¥u hinh

Sutin cay

\

H4: Yéu t6 Sy dam béo c¢6 tac dong tich cuc
(+) &én CLDV budng phong.

Trong bdi canh du lich hién dai, "an toan"
l1a tir khoa hang dau. Sy dam bao trong dich vu
budng phong khong chi 1a an ninh, an toan tai
san ca nhan khi nhan vién vao don phong, ma
con 14 kién thire chuyén mon va k¥ ning nghiép
vu cua nhan vién (Shin & Kang, 2020). Khéch
hang s& danh gia cao CLDV khi ho cam thay
tin tuéng vio sy trung thyc, tay nghé va thai
do lich thi€p cua doi ngli nhan vién. Do do, gia
thuyét H4 du bao mbi quan h¢ tich cyuc gitta su
dam bao va CLDV.

H5: Yéu t6 Su déng cam co tac dong tich cuc
(+) dén CLDV buong phong.

bay 1a yéu t6 tao nén sy khac biét dang cap
Su dong cam thé hién qua viéc nhan vién budng
phong thau hiéu va quan tim dén nhu ciu riéng
biét cua timg dbi twong khach (vi du: gia dinh co
tré nho, nguoi cao tudi, cap doi trang mat). Nhﬁ’ng
hanh dong cham soc tinh té, ca nhan hoa (nhu gap
khan nghé thuat, viét thu chao mu’ng, sap xép dd
dung cta khach gon gang nhung van ton trong thoi
quen st dung) s& cham dén cam xuc cta khach
hang (Trang, 2006). Gia thuyét H5 cho rang mtrc
dd thau hiéu va quan tdm cang cao, CLDV duoc
cam nhan cang tot.

Duya trén co s cia 1y thuyét SERVQUAL
va 5 gia thuyét da bién luan ¢ trén, tac gia dé
xuat mo hinh danh gia cac yéu té anh huong dén
CLDV budng phong tai Flamingo Dai Lai Resort
nhu hinh 2:

Chét lugng dich vu

Sy dap u'ng

Sy dam bao

Sy dong cam

budng phong

Hinh 2. M6 hinh nghién civu (tdc gid dé xudt)

IV. KET LUAN

Qua viéc tong hop cac phan tich 1y thuyét va
thyc tién trén day, c6 thé thay rang CLDV budng
phong tai cac khu nghi dudng sinh thai nhu Fla-
mingo Pai Lai dong vai trd tién quyét trong viée
dinh hinh trai nghiém khach hang va khang dinh
dang cdp thuong hiéu, dic biét trong bdi canh

nganh du lich ndm 2026 dang ching kién sy canh
tranh khdc liét vé tiéu chuin phuc vu. Céc ng-
hién ctru cdp nhat chi ra rang 5 yéu t6 cdt 16i cua
mo hinh SERVQUAL gbm: Sy hitu hinh, Sy tin
cay, Su dap ung, Sy dam bao va Su déng cam
khong chi tac dong truc tiép dén sy hai long ma
con 14 chia khoa dé giir chan du khach quay lai.
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Tac dong cua cac yéu to nay tai Flamingo Dai
Lai mang tinh ddc thu cao do anh hudng ctia kién
tric xanh va khong gian rong 16n, doi hoi sy két
hop chat ché gitra ti€n nghi hién dai va sy tinh
té trong thai do phuc vu cia nhan vién. Nghién
ciru ndy mang ¥ nghia 1y luan quan trong, bod
sung vao khung 1y thuyét vé quan tri CLDV
trong linh vuc Resort tai Viét Nam thong qua
viéc kiém dinh thang do SERVQUAL trong boi
canh cy thé cua bo phan budng phong. Dong

thoi, két qua nghién ciru duoc ky vong s& cung
cip co so thuc tién viing chic dé Ban quan Iy
Flamingo Pai Lai Resort hoach dinh chién lugc
van hanh. M6 hinh nghién ctru véi 5 yéu té dé
xuat s& 1a nén tang dinh luong dé trién khai cac
budc khao sat va phan tich tiép theo, hd tro
resort nhan dién chinh xéac cac "khoang tréng"
chét lwong va diéu chinh chinh sach nhim dat
hiéu qua cao nhat trong viéc ning cao sy hai
long cua khach luu tru.
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