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TOM TAT:

Tac dong clia dai dich Covid-19 dén nganh du lich néi chung va du lich noi dia néi riéng, trong d6
¢6 du lich TP. H5 Chi Minh (TP. HCM) di 1am cho nhiéu doanh nghiép phai thay ddi hinh thitc hoat
dong va quy md. Dic biét, nhitng kh4ch san tai TP. HCM dang phai ddi dién vdi tinh trang thi€u hut
khéch du lich c4 trong nuéc 1An quoc t€ va nhitng riii ro do dich bénh d€ lai. Bén canh d6, hién nay,
céc khach san ciing phai d6i mit vdi nhiéu thich thic tir cdc du 4n méi dudc trién khai. Vi vay, ban
quan tri ctia khach san can phai tim hiéu va tap trung vao ding nhu ciu ctia khich hang dé dua ra
nhitng gidi phdp tot nhat, ddng thdi nAng cao chat lugng dich vu dé thu hit va giif chan khach hang.
Biing phuong phap lugc khdo cic nghién cttu trudc day va céc 1y thuyét lién quan dé€n md hinh chap
nhin, tic gid dé xuit mo hinh cic y&u t& 4nh hudng d&n 1ong trung thanh ctia khich hang ddi véi cic
khéch san 5 sao tai TP. H6 Chi Minh. M hinh d& xuat gdm céc bi€n gia tri cAm nhan, chit lugng
phuc vu, trdch nhiém xa hi, hinh 4nh thuong hiéu, sy hai 1ong, su cam k&t va 1ong trung thanh.

T khéa: chit lugng phuc vu, trach nhiém xa hoi, sy hai 1ong, du lich, sy cam ké&t, long trung

thanh, khach san 5 sao, TP. H Chi Minh.

1. Dit van dé

Sau khi dich Covid-19 dugc khéng ché tai
nhiéu qudc gia va trén toan thé gidi, Viét Nam da
thong bdo s€ cho phép khach du lich nudc ngoai
trd lai, déng gép vao viéc phuc hdéi nganh Du lich
dang gdp khé khian (Michael Boonshoft (2021).
Pau nam 2021, Bo6 Vin héa, Thé thao va Du lich
phat dong chi€n dich méi mang tén "Viét Nam: Di
dé€ yéu!" sau khi ra mit tng dung va chién dich
nim 2020 mang tén “Du lich Viét Nam - di€m dé&n
an toan va hap din” biing ci ti€ng Viét va ti€ng
Anh, dugc tao ra dé cap nhat cho khich du lich vé
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tinh trang an toan cla cdc dia di€m luu trd, vui
choi gidi tri va cdc thong tin lién quan khac nhu da
gtti cho cdc cd quan c¢é thim quyén. T d6, mot
lugng ddng ké khiach nudc ngoai quay trd lai Viét
Nam va ho c6 cung ky vong chat lugng dich vu
ti€p tuc tot nhu trude day da tirng trdi nghiém.
Quan trong hon, vé mit thé cha't1an tam 1y, khach
hang nim bit dudc nhiéu tin tifc va nhitng thay
ddi cta cdc khdch san qua nhitng phuong tién
thong tin dai ching. Pong thdi, sy canh tranh
trong nganh trd nén khdc liét hon nhu cdc du 4n
méi sip dugc trién khai khi€n cho thi trudng
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khdch san TP.HCM dang d6i mit v6i nhiéu 4p luc
trong viéc xay dung va gilt vitng 10ng trung thanh
ctia khach hang. Do d6, viéc phan tich va lam ro
cidc yé&u td tdc dong dén long trung thanh cda
khach hang d6i véi khdch san, dic biét phan khiic
khdch san 5 sao la rat can thi€t ddi véi cdc nha
quén tri & thdi di€m hién tai va trong tuong lai.

2. Co's6 1y thuyét va tdng quan nghién ciu

Chaudhuri va Holbrook (2001) néi vé "long
trung thanh cda khdch hang 1a viéc cta khach
hing mua va st dung sin phim/dich vu clia
thuong hiéu nao dé trong mot tap cac thuong hiéu
canh tranh cé mit trén thi trudng va hanh vi nay
dugc 1dp lai tuong ty". Caruana (2002) gidi thich,
"long trung thanh la viéc khach hang thyc hién
hanh vi mua lai tf mot nha cung ciAp khi c¢é phat
sinh nhu cau". Aaker (1991) nhin dinh "long
trung thanh dugc xem nhu mdt hinh thitc lién két
b& sung cho khich hang c6 trong mot sin
ph?fm/djch vu"; Keller (1998) xem long trung
thanh nhu mifc do ma khach hang nghi dén khi
mudn dong hanh chung véi thuong hiéu sin
ph?fm/djch vy; Oliver (1993) tin vao "long trung
thanh dugc hi€u 1a biéu thi thdi d6 hay hanh vi
hop tdc véi nha cung cip dich vu clia khdch
hang". Kabiraj and Shanmugan (2011) nhdn dinh
"long trung thanh cda khdach hang dic biét hitu
ich bdi chic chdn s& hd trg gép thém Igi nhuan
cho doanh nghiép" va dudgc Tho va cdng sy
(2011) xem "long trung thanh 1a mot thudc tinh c6
gid tri clia toan bo hé thdng cdc thuong hiéu".
Long trung thanh ctia khdch hang nén c6 thé ti€p
cén theo tirng géc do nhu géc dd hanh vi va géc
dd thdi d6 cta khidch hang (Chaudhuri va
Holbrook, 2001; Kabiraj va Shanmugan, 2011) va
géc do k&t hgp (Backman va Crompton, 1991;
Yoon va Uysal, 2005). VGi nghién cdu nay, tic
gid ti€p can long trung thanh clia khdch hang
dudi goéc d6 thdi do, tic la xem xét y dinh cta
khdch hang st dung trd lai dich vu/sin phim tai
hé thdng khdch san 5-sao tai TP.HCM.

Theo TCVN 4391:2015 vé phan hang khéch
san, "khach san 1a cd s& luu trd du lich phdi c6 quy
md trén 10 phong ngt trd 1én, ddp Gng chat lugng
ddi véi co s§ vat chat, trang thiét bi cing dich vu
thi€t y&u, phuc vu khich luu tri va st dung dich
vu. Khéch san 1a loai hinh ¢ s& luu tri du lich véi

tinh dic thu, duge xay dung ddm bdo tinh chuyén
nghiép, bai ban, dip ng ddy du tiéu chuin chat
lugng cling tién nghi t3i thi€u phuc vu nhu cau luu
trd, 4n uéng va nhiéu nhu ciu khic ctia khich
theo thdi han luu trd d€ thu lai 1gi nhuan". Tiéu
chuin cho khéch san 5 sao cin phai thi€t k& trén
100 budng (phong), c6 ki€u thiét k& kién tric 4n
tugng, thi€t k€ nodi that cao cip, hién dai va tién
nghi, c6 phong suite, phuc vu dich vu 24/24 d6n
khach vé6i da dang phan khic déi tugng khach du
lich Au, Uc, A.

Nguyén Vin Manh vd Hoang Thi Lan Huong
(2008) dinh nghia "kinh doanh khach san la hoat
dong kinh doanh trén cd s§ cung cAp mot s6 dich vu
luu trd, an udng cting nhidu dich vu bd sung dén
khéch hang @€ ddp ng nhu cAu in, § va gidi tri cla
ho tai cdc diém du lich nhim muc dich sinh 14i va
san phim cta khach san 13 tit cd nhitng dich vu
hang héa ma khach san cung cap, nhim ddp tng
nhu cau ctia khach k€ tir khi ho lién hé véi khach
san 1an dau d€ ding ky phong cho t6i khi st dung
xong va r&i khdi khach san”.

3. Gia thuyét nghién cfu va mé hinh
nghién citu

3.1. Gid thuyét nghién ciiu

Tir “Gid tri cAm nhan” 14 thuat ngit vé Gi4 tri
khdch hang, dugc Gng dung trong nghién citu vé
quan ly khach hang ctda cac doanh nghiép, chinh
viéc tao ra trdi nghiém t6t cho khach hang tai moi
diém ti&p xtdc da cling déng gbép vao viéc tich liy
su hai 1ong va duy tri gia tri khach hang, ca vé 1gi
ich cho khéach hang va cho doanh nghi€p trong dai
han. Zeithaml (1988) ciing nhan manh tim quan
trong ctia chit lugng dich vu trong viéc xay dung
gié tri khach hang. Theo nghién ctu méi nhat ctia
Nguyén Hitu Khdi (2022), c6 thé nhan thdy, gid tri
cam nhan cta khach hang c6 tic dong cling chiéu
dén sy hai long ctia ho. Pic biét, trong linh vuc
khach san, dic biét la & phan khic 5 sao, khiach
hang thudng c6 ki€n thic siu rong vé sin
phﬁm/dich vu ctia khdch san vi ho da thudng xuyén
st dung. Gi4 tri cdm nhan clia khdch hang d6i véi
chat lugng dich vu tai khich san 12 yéu t6 quan
trong dinh hinh sy hai 1ong ctia ho. Né&u gi4 tri cdm
nhan khdng ddp ng k¥ vong hay khong tdt, ho sé
khong hai long va viéc dua ho trd lai 1a rit kho
khidn. Do d6, ddp tng gid tri cdm nhén cla khach
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hang 1 diéu cin thi€t va quan trong d€ ddm bio su
hai long va su phat trién bén virng. Tir d6, tic gia
dé xuat gia thuyét:

HI: Gid tri cdm nhdn ciia khdch hang tdc dong
ciing chiéu dén su hai long ciia khdch hang.

Parasuraman & cdng su (1988) da chi ra “chat
lugng dich vu va sy hai 1ong tuy 1a hai khai niém
khac nhau nhung chiing c6 mdi lién hé chit ché véi
nhau trong nghién citu vé dich vu”. Rousan va cong
st (2010) st dung md hinh SERVQUAL k&t hgp
SERPEREF trong do Iudng sy tic dong cia mot s
thanh phin chat lugng dich vu: sy hitu hinh, sy tin
ciy, su ddm bao, su ddp tng dén long trung thanh
ctia khdch hang tai khdch san 5 sao tai Jordan. Kofi
va cong su (2013) st dung phudng phap nghién ctu
dinh lugng thong qua khdo sit 97 bi€n quan sat sit
dung dich vu & hé thong khach san tir 2 - 4 sao tai
Ghana. Saleem va Raja (2014) nghién cttu vé su
hai long clia khach hang d6i vdi chat luong dich vu
va hinh dnh thuong hiéu clia hé thong khich san 3
dén 5 sao tai Pakistan. K&t qua nghién cttu cho thiy
long trung thanh chiu tic dong truc ti€p bdi chat
lugng dich vu, hinh dnh thuong hiéu va sy hai 1ong.
Nguyén Thi Bich Pao va Nguyén Hi€u Tin (2015)
thuc hién nghién cttu nhim danh gid su tdc dong
clia chat lugng dich vu, sy hai 1ong dén 1ong trung
thanh cta khach hang ddi véi dich vu tai 3 nha
hang trén dia ban TP.HCM. Mai Ngoc Khuong va
cong su (2015) dé xuit md hinh nghién ctru: 1ong
trung thanh ctia khdach hang chiu tic dong bdi sy hai
long va cédc thanh phan clia chit luong dich vu
(ddng cam, dap ng, phuong tién hitu hinh, do tin
cdy, dam bdo), hinh dnh khach san va gia. Tu do,
tdc gia dé xuit gia thuyét:

H2: Chdt lugng dich vu clia khdch san tdc dong
ciing chiéu dén su hai long ciia khdch hang.

Nhan t6 tic dong dén 1ong trung thanh da dudc
nhiéu nghién cifu dé cip va nhin thiy ring, trich
nhiém xa hoi ciia doanh nghiép 1a mot trong nhitng
nhan 8 c6 tdic dong manh va mang ¥ nghia dén
long trung thanh ctia khach hang, bao gdm su trung
thanh va thdi do trung thanh. Nhitng nghién ctu
gan diy, bao gom Hakseung Shin (2021) va
Nguyén Thi Dudc (2018), da chi ra mdi quan hé
trurc ti€p gifta trach nhiém x4 hdi ctia doanh nghiép
va long trung thanh ctia khach hang. Trach nhiém
x4 hdi clia doanh nghiép di trd thanh mot chi dé
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dugc tranh luan va quan tAm nhiéu trong thdi gian
gian day. 0 Viét Nam hi€n nay, cdc khéch san, dic
biét Ia cac khach san 5 sao da thuc hién cac hoat
dong trach nhiém x4 hoi va dat dudc nhiéu thanh
cong thong qua cdc nghién ctru nhu phan tich tic
dong cac hoat dong c6 gid tri cong dong d&n long
trung thanh ctia khach hang, bing cich xay dung
niém tin, nhin dang khich hang va dat dugc sy hai
long (Martinez and Del Bosque, 2013); tic dong
clia nhan thidc vé trach nhiém xa hoi clia khach
hang dén s§ thich va 1ong trung thanh thuong hiéu
cta ho (Liu et al., 2014); hodc tdc dong cia nhian
thitc ctia khdch hang vé cdc hoat dong trach nhiém
x4 hoi clia khich san dén gid tri thuong hiéu cia
khach san (Martinez and Nishiyama., 2019). Trong
bdi canh dich bénh Covid-19 dién ra trong thdi gian
vira qua, hoat dong cong ddng trd nén quan trong
hon bao gid hét va sy tham gia clia cdc doanh
nghiép trong céc hoat dong nhu gidi quyét cong in
viéc lam va cédc hoat dong thién nguyén dugc ddnh
gid la cuc ky tich cuc. Sy quan tim va tham gia cta
céc doanh nghiép trong viéc tao ra 4n tugng thién
cam cua khach hang véi thuong hiéu ctia ho s€ gép
phin ting cudng long trung thanh cta khach hang
ddi v6i thuong hiéu khich san, ting ning luc cla
doanh nghiép trong ton tai va canh tranh trén thi
trudng. Tir d6, tac gid dé xult gid thuyét:

H3: Trdach nhi¢m xd hoi tdc dong cing chiéu dén
sy hai long ctia khdach hang.

H4: Trdch nhi¢m xd hoi tdac dong ciing chiéu dén
long trung thanh ciia khdch hang.

HS5: Trdch nhiém xd hoi tdc dong cing chiéu dén
hinh dnh thuong hiéu ciia khdch hang.

Hinh 4nh thuong hi€éu 1a mét khai niém quan
trong trong viéc xay dung danh ti€ng cong ty trudc
mit cong ching (Barich va Kotler 1991). Lassar
va ddng nghiép (2005) cho thdy, “mdt thuong hiéu
dugc nang cao sé tao ra 1¢i th€ canh tranh vi sy tin
nhiém clia khach hang ddi vdi thuong hiéu d6 sé
cao hon so vdi d6i thl canh tranh”. Vi vay, hinh
anh thuong hiéu déng vai trd quan trong trong
viéc Iva chon san pham hoic dich vu ctia mot
cong ty. Nghién citu cia Hakseung Shin (2021)
cho thay, hinh 4nh thuong hiéu c¢6 4nh hudng truc
ti€p dén sy Ivu trd clia khdch hang, hinh thanh
long trung thanh va vai tro trung gian ca cong ty.
Do d6, @€ tao ra gia tri cho khach hang va ddi tac
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kinh doanh ciing nhu giit chAn nhan vién va thiét
1ap m&i quan hé tSt v6i cdc t6 chife chinh phi, cic
cong ty can quan tAm dé€n hoat dong c6 gia tri vé
trach nhiém xa hoi d€ xay dung hinh dnh thuong
hiéu t6t hon. Thyc t€ tai TP. HCM cho thay, cdc
khdch san 5 sao dic biét chi trong va ddu tunhiéu
ngin sich d€ xay dung va phdt trién hinh dnh
thuong hiéu trén cd mang Iudi online va offline.
T d6, tac gia dé xuat gid thuyét:

HG6: hinh dnh thuong hiéu tdc déng ciing chiéu
dén long trung thanh ciia khdch hang

Sy hai long ctiia khach hang dugc coi la tiéu chi
quan trong nhit d€ danh gid chat lugng dich vu
ctia doanh nghiép, 1a cdm gidc thda man khi ky
vong clia ho dugc ddp tng bdi nha cung cip dich
vu. Theo Raouf Ahmad Rather va Jyoti Sharma
(2017), su hai 1ong ctia khach hang cang cao thi
kha ning dat dugc 1¢i nhudn 16n trong tudng lai
clia doanh nghiép cing nhiu. Piéu nay bit buoc
cdc doanh nghiép phdi ddnh gid chat lugng dich
vu clia minh dé€ thu hit va giit chan
khach hang. Cdc nghién cdu trudc day

trién moi quan hé, tao ra gia tri va Idi ich vé tinh
than va tinh cAm (Tiikej va cong su, 2013). Viéc
khdch hang c6 cdm nhan tich cuc va hai long vé
dich vu s& gitip @iy manh sy gin két v6i khich san
(Raouf Ahmad Rather va Jyoti Sharma, 2017).
Theo két luan cla cic tic gid, sy cam k&t dnh
huéng tich cuc dén long trung thanh cta khach
hang. Tuy nhién, vdi sy canh tranh ngdy cang khoc
liét nhu vay, viéc xay dung mdi quan hé khich
hang 1au dai va bén vitng ludn 13 mdi quan tAm
hang diu ddi v6i ban quan tri khach san. Do dé, gia
thuy&t dugc dé xuat:

HY: Su cam két ciia khdch hang tdc dong cing
chiéu dén long trung thanh ciia khdch hang.

3.2. M6 hinh dé xudt

Cin cf vao muc tiéu nghién cttu ban dau ctia dé
tai v dua trén cdc gid thuy€t nghién cttu trén, tic
gi4 dé xuat mo hinh vé sy tdc dong cic y&u to dén
long trung thanh clia khach hang d6i véi cac khach
san 5 sao tai TP.HCM. (Xem Mo hinh)

Mé hinh nghién ciu dé xudt

cho thdy mdi quan hé tich cuc giita su

Hi+ Su hai long - SHL

hai 10ng va sy trung thanh lau dai cta

‘ Gié trj cAm nhén - GTCN

H2+ H7i

khdch hang. Nghién citu cia Mai Ngoc

‘ Chét luong dich vu- CLDV |/ H34

Su cam két - SCK

Khuong va cdng sy (2015) tai TP. HCM

cho thdy sy hai long cla khdch hang 1a

Tréach nhiém xa hoi — TNXH Har

Long trung
thanh - LTT

y&u t6 quan trong nhit dé gidi thich
long trung thanh, trong khi d6 nghién

Hinh anh thuong hiéu -
HATH

‘ H6+

ctu cia Nguyén Hitu Khoi (2022) cho
thay su tuong tdc gitta sy hai long va su
c6 kha ndng chiu trach nhiém ctia doanh nghiép
(su cam két) c6 tdc dong tich cuc d&€n 1ong trung
thanh cda khdch hang. Tém lai, ddnh gid va cai
thién chat lugng dich vu dé ting su hai long cta
khdch hang 1a y&u td quan trong trong chién lugc
kinh doanh ctda cdc doanh nghiép. Do d6, cdc gia
thuyé&t sau day dugc dé xuat:

H7: Su hai long cia khdch hang tdc dong ciing
chiéu dén sw cam két ciia khdch hang.

HS: Su hai long cua khdch hang tdc dong cung
chiéu dén long trung thanh ciia khdch hang.

Sy cam két ctia khach hang 1a sy trdi nghiém c4
nhian vé mit hang hoic dich vu, xem xét tir yéu
cAu, gid tri v mic do tin tudng clia ngudi tiéu diing
(Zaichkowsky, 1985). Su cam két cling dugc hiéu
12 niém tin twdng clia khach hang trong viéc phat

Nguébn: Tdc gid dé xudt

4. K&t luan

Viét Nam dugc ca ngdi vi kiém sodt dudc su
lay lan ctia dai dich k& tir khi dich bénh xuat hién
vao nam 2020, nhung an todn van 12 mdi quan tim
hang dau do mdc dd Covid-19 & cdc nudc ldng
giéng. S6 lugng cdc chuyén du lich trong nudc gia
ting c6 diu hiéu tich cuc va din hodi phuc. Viéc
nghién citu khdm ph4 cdc yé&u t6 4nh hudng long
trung thanh ctia khach hang ddi v6i khdch san 1a
hét strc cAn thiét, gitip cdc nghién cttu khic c6 thé
ddnh gid dugc hanh vi va mic d6 trung thanh cia
khdch hang di thay ddi ra sao trong thdi gian vira
qua. Viéc xAy dung md hinh dé xuat clia tic gid 1a
cong tac chuin bi rat quan trong cho bai nghién
clfu cla tdc gid trong thGi gian t6i, cling nhu tinh
chinh x4c va khd niing 4p dung vao thyc tién ®
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ABSTRACT:

The COVID-19 pandemic has forced many tourism companies to change their operational
practices and reduce the number of staff to overcome an economic crisis. Hotels in Ho Chi Minh
City in particular are suffering a shortage of local and foreign guests, and also the impact of
COVID-19 pandemic. However, thanks to the control of COVID-19 pandemic around the world,
the tourism industry witnessed a steady rebound in 2021. Hotels now also face many challenges
from new projects. Hence, the hotel managers have to adopt appropriate solutions to improve the
service quality and increase the guest’s loyalty. By reviewing previous studies and theories
related to the acceptance model, this study proposes a research model of factors affecting the
guest loyalty towards 5-star hotels in Ho Chi Minh City. This research model consists of variables
of perceived value, service quality, social responsibility, brand image, satisfaction, commitment
and loyalty.

Keywords: service quality, corporate social responsibility, satisfaction, commitment, loyalty,
5-star hotel, Ho Chi Minh City.
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