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TOM TAT:

Nghién cttu nhim khdm ph4 va do ludng cdc nhan t& 4nh hudng dé€n sy hai long cda du
khach ndi dia (SHL) vé chi't lugng phuc vu clia bd phan 1€ tin (CLPV) tai cdc khdch san 3 sao
trd 1én trén dia ban TP. Quy Nhon. K&t qui c¢6 4 nhin td 4nh huéng SHL vé CLPV dugc sip
x&p theo miic dd quan trong tir cao xudng thap nhu sau: kha ning dip tng (PU), do tin cay
(TC), ning luc phuc vu (NL) va sy ddng cam (PC). Chua di diéu kién dé€ khing dinh nhéan t&
Phuong tién hitu hinh (HH) 4nh huéng d€n SHL vé CLPV. Tir d6, bai viét dé xuat mot sd ki€n
nghi nhim nang cao CLPV tai cdc khdch san trén dia ban TP. Quy Nhon.

Tw khéa: sy hai long, du khach, chit lugng phuc vu, bd phan 1& tin, khdch san 3 sao, TP.

Quy Nhon.

1. Dit van dé

Trén thé€ gidi, nghién cttu vé chat lugng dich
vu di c6 mot qua trinh k€ thira va phat trién khd
dai, dudc sy quan tAim clia nhiéu nha nghién ctu.
Cidc nghién cttu trudc diy di tap trung tim hi€u vé
céc khia canh, cdu tric cia chat lugng dich vu [8,
16]; khoang céch giita nhdn thic cia khach hang
va nhan thitc clda ban quin 1y vé cdc thudc tinh
clia khdch san [22]; y€u t6 4nh hudng dén chat
lugng dich vu [11, 13]. Cdc nghién ctu vé cédc
nhin t§ 4nh hudng d&€n SHL nhu [3], [7], [15],
[21]; Nghién ctu ctia Minh va cdng su (2015)
ciing khing dinh tAm quan trong cda yé&u td vo
hinh déng vai trd quan trong dnh huéng dén SHL
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ctia khdach hang [17]. Tai Viét Nam, cling c6 mdt
s6 nghién cifu vé chit lugng dich vu nhu [1], [4].
Tuy nhién, chua c6 nghién ctu nao dugc thyc hién
tai tinh Binh Pinh nén bai nghién cttu ti€n hanh
thuc hién tai tinh Binh Pinh va khdo sit hé thong
khéch san tir 3 sao tré 1én tai TP. Quy Nhon nhim
¢6 cdi nhin o hon vé céc nhan t& 4nh hudng d&n
SHL vé CLPV tai cdc khdch san trén dia ban TP.
Quy Nhon.

2. M6 hinh nghién ciu

Téng hdp tir cac nghién ctu trudc d6 va muc
tiéu clia nghién ctfu, bai viét dé xuit cdc nhin to
4nh hudng d&n SHL vé CLPV, gbm:

Sy ddng cam: Theo [18], su ddng cdm thé hién
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st quan tAm chim séc khdch hang, ling nghe va
ti€p thu ¥ ki€n khdch hang ciing nhu viéc nhan
vién hi€u 16 nhu ciu cta khiach hang [22]. Su
ddng cam doi hdi phdi dim bdo ring thdi gian
hoat dong cua khdch san 1a phit hgp va thuin 1gi
cho du khéich [9, 15, 20]. Piéu nay lam cho bd
phan 1€ tdn c6 cdi nhin thién cdm hon trong méit du
khdch, c6 4nh hudng d&€n SHL. Nhu vay, bai viét
dé xuat gia thuyét:

HI: S dong cam tdc dong tich cuc dén SHL.

Do tin cay: Phan dnh kha ning clia nha cung cip
dich vu trong viéc thuc hién dich vu mot cach ddng
tin cay va chinh xdc, gdm: “lam ding ngay 1in diu
tién” d6i v6i khach hang [19], tao cho du khach
cam gidc an toan va tin tudng khi giao ti€p v4i nhan
vién 1€ tan [12, 18, 22], khdch hang thich lam viéc
Vi cdc td chifc ludn ddm bao vé két qua dich vu
[10]. Do vay, bai viét dé xuat gia thuyét:

H2: Bé tin cdy tdc dong tich cuc véi dén SHL.

Kh4 ning dip tng: Thé hién nhan vién sin
sang gitip d& khédch [6] cling nhu viéc bo phan 1&
tan thong bao chinh xdc thdi gian cdc dich vu dugc
ti€n hanh [19]. Nhan vién 1& tan trong khich san
phdi dugc ddo tao t6t ciing nhu phdi phdn tGng
nhanh vé6i khiach hang [10]. Vi vay, bai viét dé
xuat gid thuy€t sau:

H3: Kha ndng ddp iing tdc dong tich cuc dén
SHL.

Néng luc phuc vu: Thé hién trinh do chuyén
mon clia nhan vién, ¢ ki€n thic vé sdn phim
khdch san va kién thitc vé dia phuong [17]. Nhian
vién c6 kha ning giao ti€p, c6 thé tra 15i cic cau
hdi ctia khach hang [9, 15]. Du khach sé danh gia
cao hon v& CLPV khi c6 d6i ngii nhan vién lanh
nghé, c6 trinh d6 cao, phuc vu ho tan tinh va chu
ddo[15,22]. Tir day, bai vi€t dé xuat gia thuyét:

H4: Ndng lyc phuc vu ciia by phdn ¢ tan tdc
dong tich cuc dén SHL.

Phuong tién hitu hinh: Khich hing méi c6 thé
ddnh gid chat lugng thong qua phuong tién hitu
hinh: nhu trang thiét bi tai quay 1& tin, ngoai hinh
nhan vién [10]. Co s& vat chit tai quay 1€ tan bao
gdm trang thi€t bi khu vurc hién dai, co s§ vat chat
bit mit ciing 12 yéu t6 4nh huéng d&€n SHL [14, 15,
22]. Cd s& vat chat phit hdp véi loai hinh dich vu,
sach &nh phuc vu du khidch dudc thi€t k&€ dep mit

va trang phuc cia nhan vién gon gang, lich su [18,
22-23]. Gia thuy&t dé xui't nhu sau:

HS5: Phuong tién hitu hinh tdc dong tich cuc dén
SHL.

Nhu vay, mo hinh nghién citu dé xuit nhu sau:
(Hinh 1)

Hinh 1: Mé hinh nghién ciu

(Su déng cam H

(90 tin cay Suhai long
clia khach ndi

(Khé nang dap tng jL dja vé chit

lugng phuc vu
clia bd phan
létan

(Néng luc phuc vu

(Phuong tien hiiu hinh

3. Phuong phap nghién citu

Bai viét st dung phuong phdp nghién cttu hdn
hgp la nghién ctu dinh tinh va dinh lugng:

Nghién cttu dinh tinh dudc ti€n hanh bing cich
phdéng van sdu véi 3 gidng vién phu trach hoc phan
Quan tri bd phan 1€ tan tai Trudng Pai hoc Quy
Nhon va 2 chuyén gia dang lam viéc tai bd phan 1&
tan tai cdc khich san trén dia ban TP. Quy Nhon va
10 khach du lich ndi dia.

Nghién cttu dinh lugng st dung phén tich hoi
quy tuy€n tinh bdi thong qua cac budc:

+ Thu thap dit liéu nghién cttu bing bang ciu
héi va k§ thuat phdng van céc du khdch noi dia dén
luu trd tai cac khach san tir 3 sao trg 1€n tai TP. Quy
Nhon theo phuong phap 14y miu thuan tién.

+ St dung phan mém thong ké SPSS 26.0 dé xi
ly dir liéu: Thong ké mod ti, kiém tra do tin cay
Cronbachs Alpha va phan tich nhan t6 khdm pha
EFA nhim d4nh gid do tin cay clia c4c thang do,
qua d6 loai bd cdc bi€n quan sit khong dat do tin
cdy; Phan tich hdi quy xdc dinh cdc nhin t& dnh
huéng dén SHL vé CLPV trén phuong dién du
khach ndi dia.

4. Két qua

Viéc ki€m dinh dd tin cay cho thiy tit ca cic
thang do déu c6 hé so tin ciy 16n hon 0,6, dat yéu
cAu. Tuy nhién, thang do Su ddng cdm (DC) c6 mdt
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chi bao bi loai (Thai gian phuc vu phtt hgp va thuian
1gi cho khiach hang) va thang do Phuong ti€én hitu
hinh ¢6 mdt chi bdo bi loai (Nhan vién 1€ tin ¢
ngoai hinh vu nhin, trang phuc gon gang, lich su) vi
¢6 hé s6 tuong quan bién tdng nhd hon 0,3. Khi loai
2 chi bdo trén, gid tri Cronbachs Alpha ting 1én
dang ké (Bang 1).

Phan tich EFA bi&n doc 1ap cho thdy, c¢6 5 nhan
t6 dugc it ra & ngay lan phan tich kham phd dau
tién d6 la: (1) Su dﬁng cam, (2) B0 tin ciy, (3)
Néng luc phuc vu, (4) Phuong tién hitu hinh va (5)
Khé ning ddp Gng. TAt ca cac dicu kién vé phan
tich kham ph4 déu d4p tng, hé s6 KMO 0,782 > 0,5
v6i Sig. 0,000 < 0,05 chitng té phan tich nhan t& dé
nhém céc bién lai v6i nhau Ia thich hop va dit liéu
phl hdp cho viéc phan tich nhin t5. V&i phuong
phdp trich Principal components va phép quay
Varimax, c6 5 nhan t& dudc rit trich tir ra tir 20 bién
quan sét tai di€ém dirng Eigenvalues 1a 1,784 > 1 v6i
tong phuong sai trich 1a 83,286% > 50%. Piéu nay
cho chiing ta thdy 5 nhan t& rit trich ra thé hién
dugc kha ning gidi thich dugc 83,286% su thay ddi
clia bi€n phu thudc.

Phan tich EFA cho bi€n phu thudc cho thdy chi
s6 KMO = 0,831 chitng té dit liéu diing d€ phan
tich 12 hoan toan hgp ly. Kiém dinh Bartletts =
1.044,312 véi Sig. < 0,05. Cdc hé s6 tdi nhan t§
déu 16n hon 0,5 nén cdc nhin t§ ddm bio dudc gid
tri hdi tu va phan biét. Gid tri téng phuong sai trich
12 84,948% diéu nay cho bi€t 5 nhan t6 rit trich vé
1 nhan t6 c6 Eigenvalues biang 3,398 va phuong
sai trich 12 84,948% > 50% dat yéu cau (Bing 2).

K&t qua phin tich tuong quan Pearson, hé s&
tuong quan déu nhd hon 0,85 diéu nay cho thay
ddm bdo gi4 tri phdn biét giita cdc bi€n. Phan tich
hdi quy cho thdy R? hiéu chinh = 0,70, diéu nay
c6 nghia la cdc bi€n doc 1ap trong md hinh gidi
thich dugc 70% sy thay ddi cia bién phu thudc,
phin con lai dugc gidi thich bdi cdc y&u td khong
dugc xem xét trong md hinh. Kiém dinh F ¢6 y
nghia thdng ké véi gid tri Sig ,000 (< 0,05), ching
t6 mo6 hinh hdi quy xay dung 12 phu hdp véi dit
liéu thu thap dugc va c6 thé suy rong ra tdng thé.
K&t qud phan tich hdi quy da bi€n cho thdy cdc
gid tri Sig. cda cdc nhan t6: PC, TC, BPU, NL déu
rat nhé (< 0,05). Vi vay c6 thé khing dinh cic
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BAng 1. K&t qud hé sé tin cdly
Cronbach’s Alpha sau logi chibdo

sTr | s | et | HosGumonun
1 bC 0,951 0,838
2 TC 0,936 0,740
3 puU 0,917 0,778
4 NL 0,929 0,749
5 HH 0,924 0,747

Nguon: Két qua xit Iy tir dit liéu khdio sdt

BAng 2. Phan tich EFA cho bién doc lap

Hé s6 KMO ,782
Chi-Square 5472,789
Kiém tra
Bartlett af 190
Sig. ,000

Ngubn: Két qud xit ¥ tir dit liéu khdo sdt

Bdng 3. Phan tich EFA cho bién phu thuéc

Hé s6 KMO ,831
Chi-Square 1.044,312
Kiém tra
Bartlett of 6
Sig. .000

Nguon: Két qua xit Iy tir dit liéu khdio sdt

nhan t6 ndy c6 y nghia trong mo6 hinh. Yéu t6 HH
c6 gid tri Sig. 1a 0,488 > 0,05 nén khong dat yéu
cau. (Bing 4).

Kiém tra cac khuy&t tit cia md hinh cho k&t qua
nhu sau: Hé s6 Durbin-Watson (DW) bing 2,099
nén khong c6 ty tuong quan bac 1 hinh, hay néi
cich khac gia dinh vé tinh doc 1ap clia sai s6 dugc
chap nhan. Hé s& phdng dai phuong sai VIF clia cic
bi€n déu nhé hon 2 nén khong cé hién tugng da
cong tuyé&n hay cic bi€n doc 1ap trong mo hinh hdi
quy bdi khdong tuong quan hoan toan véi nhau.

Do vay, phuong trinh hdi quy theo hé s da
chudn héa (Beta):

SHL =0,143*DC + 0,177*TC

+0,798*DU + 0,147*NL
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BAng 4. K&t qud phén tich héi quy

Mo hin Hé s6 chua chudn héa 1 Hé s6 chudn héa t o Théng k& da cong tuyén
Beta Sai s6 chuan Tolerance VIF
Hang s& -1.559E- 16 0,034 0,000 1,000
DC 0,143 0,034 0,143 4,231 0,000 1,000 1,000
TC 0,177 0,034 0,177 5,234 0,000 1,000 1,000
DU 0,798 0,034 0,798 23,653 0,000 1,000 1,000
NL 0,147 0,034 0,147 4,363 0,000 1,000 1,000
HH 0,023 0,034 0,023 0,694 0,488 1,000 1,000

C6 thé thay, kha ning ddp tng 4nh huéng manh
nhat d&n SHL vé CLPV (B = 0,798), ti&p theo 12 P
tin cay (B = 0,177). K&t qua nay tuong ddng véi két
qud ctia [13, 15-17]. Nhan t8 Phuong tién hitu hinh
khong anh huéng dé€n SHL vé CLPV, két qua nay
tuong ddng vdi nghién citu cia [2, 4, 17].

5. K&t luan va ki€n nghi

Trén co s& 1y thuyét clia cic nghién ciu trudc,
céc y ki€n ciia chuyén gia va khach ndi dia luu tri
tai cdc khach san 3 sao trg 1én trén dia ban TP. Quy
Nhon ciing v6i sy tim hi€u va quan sit, nhém tic
gid da xay dung 5 gid thuyé&t nghién citu. K&t qua
nghién citu c¢6 y nghia cd vé 1y luan 14n thuc tién
cho cac khach san trén dia TP. Quy Nhon, vi cho
dé&n nay hau nhu chua c¢6 nghién cttu danh gid vé
cdc nhin t6 4nh hudng d&én SHL vé CLPV tai Quy
Nhon. Tir két qua nghién citu, nhém téc gia dé xudt
mot s6 ki€n nghi nhim nang cao CLPV, nhu sau:

Mot la, chd trong ning cao kha nang ddp dng
clia bd phan I& tin. Lanh dao khach san phdi
nghién cttu kinh nghiém cla cic nudc, cla cic dia
phuong khdc d€ hoc hdi vé phong cich phuc vu,
kh4 ning ddp Gng clia ddi ngii# I1& tin & nhitng
khéich san nay dé 4p dung va ning cao kha ning
dép tng cho d6i ngli nhan vién clia khich san minh
tir viéc thuc hién dich vu nhanh chéng, luén sin
sang ddp ng yéu cAu clia khach, dong thdi ludn
bi€t phdi hdp vé6i cdc bd phan khac trong khach san
dé hd trg phuc vu khach.

Hai la, xay dung va ludn ddm bdo d tin ciy vdi
du khéch. P& tao dugc do tin cdy trong giao dich véi
du khich ngay trong 1an du tién giao dich, linh

Nguodn: Két qud xit Iy tiv dit liéu khdo sdt

dao khach san can dau tu hon nita vé cdc mdy méc,
thi€t bi nhu may vi tinh, mdy in, mdy scan, dong
thdi can thudng xuyén ki€ém tra tinh chinh xdc va
kip thdi thay th& khi thi€t bi phdt sinh nhitng hu
hdng hay 13i d€ trdnh dudc nhitng sai sét, dm bdo
dugc tinh chinh xdc va bdo mat khi tinh tién trong
qué trinh giao dich v6i khach hang.

Ba la, nang cao ning lyc phuc vu ctia b phan 1&
tan. Céc cip linh dao trong hé thong khach san
phdi c6 cdi nhin ding din vé tAm quan trong clia
ngudn nhin luc trong phat trién doanh nghiép, luon
duy tri dao tao, bdi dudng nhan lyc theo yéu cau
clia thi trudng. Pdng thdi, vira dao tao kién thic
chuyén mon chuyén siu, ning lyc giao ti€p bai ban
ddng thdi phai truyén Itra d€ mdi thanh vién trong
bd phan 1€ tin ra sifc phan dau va hoan thanh tot
cong viéc dugc giao. Linh dao khich san cin c6
céc chinh sach hd tro cho ngudi lao dong dugc hoc
tAp dé cai thién chuyén mon, ning cao ning luc.
Ngoai ra, nhan vién b phin 1€ tn cling can tv trau
ddi kién thiic cho ban than biing cdch tham gia cdc
khoéa hoc dao tao ngén han va dai han dé nang cao
trinh do ciing nhu cAp nhat kién thifc.

Bon la, nang cao sy dong cdm v6i du khdch.
Lianh dao khich san va cdc co sd gido duc cian
thong nhat tiéu chuin dio tao, chi trong cic k¥
ning mém nhu k§ ning giao ti€p, k§ ning dam
phén, dong thdi chi y do tao ca vé EQ dé nhan
vién luon biét 1ing nghe, quan tim va dong cam
v6i du khach. Nhin vién hiéu rd nhu ciu ctia khach
hang s& d& dang dong cAm va phuc vu khich chu
ddohon m
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Loi cam on:
Nghién citu nay duoc thuc hi¢n trong khuén khé dé tai khoa hoc cong nghé cép co sé ciia Truong Pai
hoc Quy Nhon véi ma sé: T2022.775.31.
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ABSTRACT:

This study explores and measures the factors affecting domestic visitor’s satisfaction with the
front desk department’s service quality of 3-star hotels in Quy Nhon city. The study finds out that
there are four factors affecting the satisfaction of domestic visitors with the front desk
department’s service quality. These factors listed in the descending order of importance are
responsiveness, reliability, service capacity, and empathy. In addition, it is not able to confirm
the impact of the tangible factor on the satisfaction of domestic visitors with the front desk
department’s service quality. Based on the study’s findings, some solutions are proposed to
improve the front desk department’s service quality of 3-star hotels in Quy Nhon city.

Keywords: satisfaction, tourist, service quality, front office department, 3-star hotel, Quy
Nhon city.
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