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Nghién ctru nham xac dinh cac yéu t6 anh huong dén quyét dinh Iya chon dich vu dit phong khach

san tryc tuyén ctia khach hang trén dia ban thanh ph6 Da Ning. Tir d6 dé xuét cac giai phap nham nang

cao quyét dinh lua chon va gia ting nang luc canh tranh cho doanh nghiép trong linh vyc dai Iy du lich

truc tuyén (OTA). Nghién ciru sir dung phuong phap dinh lwong voi mau khao sat gdm 213 khach hang

da va dang st dung dich vu dit phong khach san truc tuyén. Két qua nghién ctru d 1am rd 3 yéu t6 then

chdt c6 anh hudng tich cuc dén quyét dinh lya chon dich vu dat phong khach san truc tuyén cua khach
hang, bao gom: (1) Panh gié tryc tuyén, (2) Nhan thtrc vé tinh hitu ich va (3) Gia ca. Trong d6, danh gia

truc tuyén 1a yéu t6 c6 tac dong manh nhét.

Tw khoa: quyét dinh lua chon, chat luwong dich vu truc tuyén, danh gia truc tuyén, nhan thire tinh

hiru ich, gi4 ca, dat phong khach san truc tuyén.

1. Pit véan dé

Nhitng nam gin day, cing véi sy phat trién manh
mé cua cong nghé s6 va thuong mai dién tir, xu
hudng tiéu ding dich vu tryc tuyén ngdy cang gia
tang. Trong d6, dich vu dat phong khach san truc
tuyén tro thanh lua chon phé bién cua khach du lich
nho sy tién 191, nhanh chong va kha nang so sanh da
dang céc loai hinh luu trt (Pinto & Castro, 2019). Cac
nén tang dai 1y du lich tryc tuyén (Online Travel
OTA) nhu Booking.com, Agoda,
Traveloka di thay dbi can ban hanh vi tiéu ding,

Agency -

khién quyét dinh Iya chon cia khach hang chiu anh

huong boi nhiéu yéu t6 nhu gia ca, danh gia truc
tuyén, chit lwong théng tin va trai nghiém nguoi
dung (Filieri, 2016).

Miat khéc, cung voi dinh hudng phat trién chuyén
d6i s6 québc gia va xdy dung du lich thong minh ma
nha nudce dang khuyén khich, viéc ddy manh tng
dung cong ngh¢ vao dich vu du lich néi chung va dich
vu dat phong khach san truc tuyén noi riéng ngay
cang tré nén can thiét. Trong diéu kién canh tranh
ngay cang gay git trong linh vuc kinh doanh dich vu
va du lich, doi hoi cac cong ty du lich phai dau tu
nghién ctru, trién khai va khong ngimg gia ting cac
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tién ich trong dich vu dat phong truc tuyén, dé dap
(g nhu cau ngay cang gia ting cta khach hang.

Nghién ctru dugce thyc hién nhidm tra 101 3 cau hoi:
Céc yéu t6 nao anh hudng dén quyét dinh lya chon
dich vu dat phong truc tuyén? Muic d6 anh hudng cua
timg yéu t ra sao? Can c6 nhimg giai phap nao dé
nang cao quyét dinh lira chon ciia khach hang?

2. Tong quan tai liéu nghién ciru

2.1. Khai niém dich vu ddt phong truc tuyén

Dich vu dat phong khach san truc tuyén la mot
hinh thirc thuong mai dién tir, trong d6 khach hang st
dung cac nén tang tryc tuyén (website, ing dung di
dong) dé tim kiém, so sanh, lya chon va thuc hién
giao dich dat phong luu tra tai cac khach san, resort,
homestay hogc cac co s¢ luu tra khac ma khong can
dén truc tiép (Buhalis & Law, 2008).

Theo Luat Thuong mai dién tir Viét Nam, day la
hoat dong cung cip dich vu luu tri théng qua moéi
truong dién tu, trong d6 cac bén tham gia giao dich
khong tiép xtic truc tiép v6i nhau. Cac nén tang cung
cép dich vu nay thuong duoc goi la Pai ly du lich truc
tuyén (Online Travel Agency - OTA), dién hinh nhur
Booking.com, Agoda, Traveloka, Expedia.

Pinto & Castro (2019) dinh nghia dich vy dat
phong tryc tuyén 1a mot kénh phan phdi hién dai cho
phép khach hang tiép can thong tin vé gia ca, tinh
trang phong, tién nghi va danh gia cua nguoi dung
trudc do, tir d6 dua ra quyét dinh dat phong mot cach
nhanh chong va tién loi.

Toém lai, dich vu dat phong truc tuyén khong
chi don thuan 1a cong cu dat chd, ma con 1a mot hé
sinh thai tich hop nhiéu chirc ning: tim kiém, so
sanh, thanh toan, danh gia va hd tro khach hang sau
ban hang.

2.2. M6 hinh Iy thuyét nén ting

Nghién ctru dwoc dan dit boi 3 khung 1y thuyét
chinh. Tht nh4t, mdé hinh S-O-R (Stimulus -
Organism - Response) cua Mehrabian & Russell
(1974) giai thich cac kich thich tor méi truong tac
dong dén trang thai tim ly bén trong ciia chu thé, tir
d6 dan dén phan tmg hanh vi. Trong bdi canh dat
phong tryc tuyén, cac yéu td nhu gia ca, hinh anh,
danh gia tryc tuyén dong vai trod kich thich, trong khi
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nhén thirc vé tinh hiru ich va tinh dé st dung la trang
thai trung gian, va quyét dinh lya chon 1a phan tmg
cudi cung. Thir hai, mé hinh chap nhan c6ng nghé
(TAM) ciia Davis (1989) chi ra 2 yéu t6 cdt 15i tac
dong dén thai d6 va hanh vi sir dung cong nghé: cam
nhan sy hitu ich va cam nhan tinh dé sir dung. Thir ba,
Iy thuyét hanh vi hoach dinh (TPB) cua Ajzen (1991)
b6 sung yéu t6 kiém soat hanh vi nhan thirc, cho thay
¥ dinh hanh vi dugc dan dét boi thai do, chudn chu
quan va nhén thirc kiém soét.

2.3. Cdc nghién ctvu dién hinh trén thé gidi va
Viét Nam

Trén thé gidi, nghién ctru ciia Pinto & Castro
(2019) cho thdy gi4 ca, danh gia tryc tuyén va khuyén
méi anh hudng dén quyét dinh mua qua OTA. Syed
& Suroso (2018) khang dinh, ca 3 nhom yéu t6 (chat
luong website, san phém, quan h¢ khach hang) déu
c6 tac dong, trong d6 quan hé khach hang la quan
trong nhat. Chubchuwong (2022) chi ra 10 yéu t6 anh
hudng dén dat phong truc tuyén tai Bangkok, ndi bat
la thanh toan an toan, gia canh tranh va chinh sach
hay linh hoat.

Tai Viét Nam, VO Thi Ngan va Pham Dinh Khang
(2024) két luan, danh gia tryc tuyén (e-WOM) tac
dong manh nhat dén quyét dinh dat phong trén
Booking.com tai Hué. Ngoc Lan va Danh Nam
(2025) xac dinh s thich ca nhan, nhan thirc tinh hitru
ich va danh gi tryc tuyén 1a 3 yéu t6 hang dau thuc
déy y dinh dit phong cua Gen Z tai Ha Noi. Trong khi
d6, Quyét Thang va Lé Thuy (2019) lai tim thy gia
ca c6 tac dong manh nhat déi véi khach du lich noi
dia tai Da Nang.

2.4. M6 hinh nghién civu dé xudt

Téng quan cac nghién ctru thyc nghiém trong va
ngoai nudc (Pinto & Castro, 2019; Syed & Suroso,
2018; V& Thi Ngan va Pham Dinh Khang, 2024;
Ngoc Lan va Danh Nam, 2025) cho thdy, 5 yéu t&
thuong dugc xem xét: Gia ca, Hinh anh, Panh gia
truc tuyén, Nhan thirc vé tinh d& st dung va Nhan
thirc vé tinh hiru ich. Tir d6, tac gia dé xuit mo hinh
nghién ctru voi cac gia thuyét sau:

H1: Gia ca ¢6 anh huong tich cuc dén quyét dinh
Iwa chon.
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H2: Hinh anh c6 anh hudng tich cuc

Hinh 1: M6 hinh nghién ciu dé xudt

dén quyét dinh lya chon.
H3: Panh gia tryc tuyén c6 anh hudng [ Giaca
tich cuc dén quyét dinh Iya chon. Quyét dinh
H4: Nhan thic vé tinh d& st dung [ Hinh anh \ Iwa chon
¢6 anh huong tich cuc dén quyét dinh dich vu d,ét
lua chon. ‘ [ Danh gia trwe tuyén }—> I::z‘:gé‘:]h:g:
H5: Nhan '[hl'l”C vé tiflh htru ich c6 anh —— — / tang trwc
hudng tich cuc dén quyet dinh Iya chon. [ M e i B b el tuyén
3. Ket qua nghién ctu [ Nhan thirc vé tinh hivu ich
3.1. Mau nghién cvu .

Trong tong sb 213 phiéu hop 18,
khach hang nit chiém 56,81% (111 mAiu), nam
chiém 43,19% (102 mau). V& do6 tudi, nhom tir 18-
25 tudi chiém ty 1& cao nhit véi 50,23% (107 mau),
tiép dén 1a nhom 36-50 tudi voi 35,68% (76 mau),
nhém trén 50 tudi chiém 14,08% (30 mau). V& thu
nhap, nhom tir 7-15 triéu ddng/thang chiém ty 18 cao
nhit véi 43,19% (92 mau).

3.2. Phan tich hé sé Cronbach's Alpha

Két qua kiém dinh Cronbach’s Alpha tai Bang 1
cho th'?iy, tat ca cac thang do déu dat do tin cay cao voi
hé sb a tir 0,878 dén 0,945. 2 bién quan sat GC2
(thudc thang do Gia ca) va HI2 (thugc thang do Nhan
thirc vé tinh hitu ich) bi loai do hé sé twong quan bién-
tong lan luot 14 0,292 va 0,328 (<0,3). Sau khi loai,
thang do Gia ca con 3 bién (a = 0,884) va thang do
Nhan thirc vé tinh hitu ich con 3 bién (o= 0,888).

3.3. Phéan tich phéan tich nhin t6 khdm
pha - EFA

3.3.1. Phdn tich nhan t6 kham pha cdc thang do
thuéc cd nhan t6 doc lap

Két qua phan tich EFA tai Bang 2 cho thay, hé s6
KMO = 0,803 (> 0,5) va kiém dinh Bartlett c6 Sig. =
0,000 (< 0,05), chiing t6 dit liéu phtt hgp dé phan tich
nhén t6. 18 bién quan sat duoc rut trich thanh 5 nhan
t6 véi tong phuong sai trich dat 78,521% (> 50%). Hé
sd tai nhan t6 (factor loading) ctia tat ca cac bién quan
sat déu 16n hon 0,5, dao dong tir 0,839 dén 0,896,
dam bao gia tri hoi tu va phan biét tot.

3.3.2. Phdn tich nhan t6 kham pha cdc thang do
thuéc cd nhan t6 phu thuoc

Dua vao két qua kiém dinh tai Bang 3 vcho théy,
hé s6 KMO = 0.872 > 0.5 va kiém dinh Barlett véi

Béng 1. K&t qua phan tich Cronbach’s Alpha

Scale Mean Scale Variance Corrected ltem Cronbach's Alpha
if tem Deleted if tem Deleted -Total Correlation if tem Deleted
DGTT1 9.00 14.896 .813 .899
DGTT2 9.00 14.708 .836 .891
DGTT3 9.00 15.189 779 910
DGTT4 9.00 14.660 .842 .889
HA1 9.00 13.632 741 .843
HA2 9.00 13.585 147 .841
HA3 9.00 13.849 714 .853
HA4 9.00 13.575 .748 .840
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Scale Mean Scale Variance Corrected ltem Cronbach's Alpha
if tem Deleted if tem Deleted -Total Correlation if tem Deleted

GC1 9.00 11.057 707 690

GC2 9.00 14.547 292 .884

GC3 9.00 10.698 757 .663

GC4 9.00 11.019 712 687

HI1 9.00 11.226 734 .702

HI2 9.00 14.632 .328 .888

HI3 9.00 11.113 .750 .694

Hi4 9.00 11.311 723 .708

SD1 9.00 13.849 .780 .853

SD2 9.00 13.736 794 .848

SD3 9.00 14.142 744 .867

SD4 9.00 14.292 .726 873

Béng 2. Két quﬁ phan tich EFA Bang 3. Két q‘ué phan tich EFA
nhan 16 doc lap nhan t6 phu thuéc
Kaiser-Meyer-Olkin Measure 803 Kaiser-Meyer-Olkin Measure 872
of Sampling Adequacy. of Sampling Adequacy.
Bartlett's Approx. Chi-Square 2343.896 Bartlett's Approx. Chi-Square 790.973
Test of df 153 Test of df 6

Sphericity Sig. 000 Sphericity Sig. < 001

Sig=0.001 < 0.05 thoa mén cac yéu cau dé tién hanh
phén tich nhan t6 EFA.

3.4. Phan tich twong quan Pearson

Két qua trong quan cho thy, 3 bién Panh gia tryc
tuyén (DGTT), Gia ca (GC) va Nhan thirc vé tinh hitu
ich (HI) c6 tuong quan c6 y nghia théng ké véi bién
phu thudc Quyét dinh lya chon (QDLC) véi Sig. <
0,01. Trong khi d6, Hinh anh (HA) va Nhén thtic vé
tinh d& st dung (SD) khong ¢6 twong quan (Sig. lan
lugt 1a 0,780 va 0,998 > 0,05), do d6 bi loai khéi mo
hinh hdi quy. Hé sb twong quan gitra cac bién doc lap
déu 6 muc thip dén trung binh (r < 0,6), khong ¢ déu
hiéu da cong tuyén nghiém trong.

3.5. Phén tich héi quy tuyén tinh

M& hinh héi quy véi 3 bién doc 1ap (DGTT, GC,
HI) cho thdy, hé s6 R? hiéu chinh = 0,600, nghia la
cac bién doc 1ap giai thich duoc 60,0% sy bién thién
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ctia bién phy thudc. Kiém dinh ANOVA c6 F =
106,842 va Sig. = 0,000, chimng t6 mo hinh hdi quy
phut hop. Hé sé Durbin-Watson = 2,030 nim trong
khoang chip nhan (1,5-2,5), khéng co hién tuong tu
tuong quan. Hé sb VIF cta cac nhan t6 déu nho hon
2, cho théy khong c6 hién tugng da cong tuyén.

Két qua hdi quy tai Bang 5 cho thiy, ca 3 nhén td
déu ¢o tac dong tich cuc dén quyét dinh Iva chon:
Panh gi4 truc tuyén (DGTT) c¢6 hé sb Beta = 0,405
(Sig. = 0,000), khang dinh H3 duoc chip nhan. Nhan
thirc vé tinh hitu ich (HI) c6 hé sé Beta = 0,392 (Sig.
= 0,000), khing dinh H5 duoc chip nhan. Gia ca
(GC) ¢6 hé sb Beta = 0,292 (Sig. = 0,000), khing
dinh H1 duoc chép nhan.

2 gia thuyét H2 (Hinh anh) va H4 (Nhan thic vé
tinh d& sir dung) bi bac bo do khong c6 y nghia théng
ké trong phan tich tuong quan.
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Béng 4. Két qua tuong quan Pearson

Correlations

QDLC DGTT HA GC HI SD
Pearson Correlation 1 .594** -.019 437 .605** .000
QDLC | Sig. (2-tailed) .000 .780 .000 .000 .998
N 213 213 213 213 213 213
Pearson Correlation .594** 1 -.011 .149* 371 -.008
DGTT | Sig. (2-tailed) .000 .878 .030 .000 910
N 213 213 213 213 213 213
Pearson Correlation -.019 -.011 1 .039 -.047 .104
HA Sig. (2-tailed) .780 .878 567 495 131
N 213 213 213 213 213 213
Pearson Correlation 437 .149* .039 1 .216** .040
GC Sig. (2-tailed) .000 .030 .567 .001 .558
N 213 213 213 213 213 213
Pearson Correlation .605** 371 -.047 .216** 1 -.003
HI Sig. (2-tailed) .000 .000 495 .001 .965
N 213 213 213 213 213 213
Pearson Correlation .000 -.008 .104 .040 -.003 1
SD Sig. (2-tailed) .998 910 131 .558 .965
N 213 213 213 213 213 213

** Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).

Bdng 5. K&t qué hoi quy tuyén tinh

Model Summary®

Model

R

R Square

Adjusted R Square

Std. Error of the Estimate

Durbin-Watson

1

7782

.605

.600

.82682

2.030

Phuong trinh héi quy chuin hoa c6 dang:
QDLC=0,405 x DGTT
+0,392 x HI + 0,292 x GC

Nhu vy, trong 3 yéu té duge xac dinh, Panh gia
truc tuyén ¢6 tac dong manh nhat d&én quyét dinh lya
chon dich vu dat phong khach san truc tuyén, tiép dén
1a Nhan thirc vé tinh hiru ich va cubi cing 1a Gié ca.

4. Két ludn va giai phap dé xuét

Két qua nghién ciru cho thiy, quyét dinh lya chon
dich vu dat phong khach san truc tuyén cua khach

hang tai thanh phé Pa Néng chiu tac dong tich cuc
boi cac yéu td gdm: danh gid truc tuyén, nhan thirc vé
tinh hiru ich va gia ca, trong d6 danh gia truc tuyén 1a
yéu t6 c6 anh huéng manh nhédt. Trén co so do,
nghién ciru dé xuit mot sb giai phap nhim nang cao
kha nang thu hit khach hang va nang luc canh tranh
trén thi truong du lich tryc myén.

Gidi phdp 1: trién khai hé théng thu thap danh gia
chii dong va da kénh. Thiét 1ap hé théng ty dong guri
email hodc tin nhan Zalo dén khach hang trong vong
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1-2 ngay sau khi két thic chuyén di, kém dudng link
truc tiép dén trang danh gia trén Google, TripAdvisor
va Fanpage Facebook. Dong thoi, dua ra wu ddi nho
(ma giam gia 5-10% cho lan dit tiép theo) nhu mot
101 cam on khach hang da chia s¢ trai nghiém, voi
diéu kién truyén thong rd rang rang wu dii danh cho
viéc “chia sé trai nghiém” chir khong phai cho viéc
“danh gia 5 sao”.

Giai phap 2: tan dung danh gia tich cyc nhu cong
cu marketing xa hoi. Str dung widget hién thi danh
gid mai nhét. Thiét ké d6 hoa chuyén nghiép dé trinh
bay céc trich din danh gia 4n twong va ding tai
thuong xuyén 1én cic nén tang mang xa hoi. Sir dung
danh gia tich cuc lam ndi dung cho cac chién dich
quang c4o tra phi dé ting do tin cdy va giam chi phi
chuyén doi.

Gidi phap 3. cai thién trai nghiém nguoi dung va
chire nang c6t 16i. Pon gian hoa quy trinh tim kiém va
dat phong véi cac bd loc thong minh, rat gon cac
budc khong can thiét dé giam ty 1 tir bo. Cung cap
thong tin day du, chinh x4c va minh bach vé khach
san, dich vu, chinh sach. Téi wu héa trai nghiém trén
thiét bi di dong - noi phan 16n khach hang thuc hién
dat phong

TAI LIEU THAM KHAO:

Gidi phdp 4: ¢4 nhan hoa trai nghiém dé ting mirc
d6 lién quan. Str dung thuat toan va dir liéu hanh vi
ngudi ding dé dua ra goi ¥ théng minh vé khach san,
diém dén hodc goi dich vu phut hop. Hién thi chuong
trinh khuyén mai va thong diép dugc c4 nhan hoa dua
trén phan khiic khach hang (khach méi, khach than
thiét, khach gia dinh).

Gidi phdp 5: tang cuong hd trg khach hang da
kénh va kip thoi. Duy tri doi ngii tu van vién riéng
cho nhom khéch hang doanh nghiép va khach doan.
Dao tao nhan vién k¥ ning xtr 1y tinh hudng linh hoat
(thay ddi gio check-in, hd tro hoan huy, dbi phong
khi khach khong hai long). Xay dung chinh sach hau
mai linh hoat, bao gém tang voucher giam gia cho
lan dat tiép theo va wu dai dac biét cho khach hang
than thiét.

Gidi phdp 6: minh bach tuyét dbi vé gia. Hién
thi ddy du thué, phi dich vu ngay tir budc dau tién,
khong dé dén budc cudi cung moi xuét hién. Su
minh bach tao niém tin. Thay vi chi dua ra con $0,
hay liét ké rd nhitng loi ich kém theo (hd tro 24/7,
hoan tién néu c6 van dé, tu van mién phi) ngay
tai trang thanh toan. Khach hang s& cam thiy hai
long hon m
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FACTORS INFLUENCING CUSTOMERS’ CHOICE
OF ONLINE HOTEL BOOKING SERVICES:
EVIDENCE FROM DA NANG CITY

® TRAN THANH HAI
Duy Tan University

ABSTRACT:

This study identifies the factors influencing customers’ decisions to use online hotel booking
services in Da Nang City. It also proposes solutions to support customer decision-making and
enhance the competitiveness of businesses in the online travel agency (OTA) sector. The study
employs a quantitative research method based on survey data collected from 213 customers who have
used or are currently using online hotel booking services. The findings reveal three key factors that
positively affect customers’ decisions to choose online hotel booking services: online reviews,
perceived usefulness, and price. Among these factors, online reviews exert the strongest influence on
customer choice.

Keywords: decision-making, online service quality, online reviews, perceived usefulness, price,
online hotel booking.
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