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HANG DEN LONG TRUNG THANH
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%ay nay, trai nghiém khdch hang (CX) dang la chi dé quan trong dugc nhiéu nha nghién ciru
a quan Iy doanh nghiép quan tam. CX déng vai tro quyét dinh hanh vi sau su dyng cua khach

hang thong qua mirc do hai long voi san phdm, dich vu. Nhitng trai nghiém tich cuwc vé dich vu sé lam hinh
anh cua doanh nghiép dan phat trlen tac dong dén long trung thanh cua khach hang. Pong thoi, lam cho
khach hang tin tuong, san sang truyén thong san pham dich vu va thirong hiéu di xa hon va sir dung lai ¢
nhitng lan sau.

Muc tiéu cua nghién ciru nham xdc dinh tac dong ciia CX den long trung thanh tai cac khach san o Viét
Nam. Bai viét dwoc thiee hién diea trén viéc ké thira dit liéu thit cdp, cong trinh nghién civu ciia mot s6 chuyén
gia, nha quan tri. Dir liéu cua nghién cuu dwoc thu thdp tir 420 khdach hang da va dang sw dung dich vu tai
phan khiic khach san 4 va 5 sao. Cac phwong phap kiém dinh Cronbach’s Alpha, phdn tich nhdn 16 khdam
phd (EFA), phén tich nhén t6 khdng dinh (CFA), phan tich cdu triic tuyen tinh (SEM) da dwoc s dung trong
nghién ciru nay. Két qua nghién ciru chira 3 yeu to c6 anh hwong dén sy hai long cua khach hang trong do
nhan té mé trwong dich vu manh nhdt, sau dé dén nhan to ngum cung cap dich vu va cudi ciing la san pham
dich vu, sw hai long ciing tdc dong cing chiéu va thie sw cé y nghia dén long trung thanh ciia khdch hang.

Ngay nhdn lai:

Tir khoa: Trai nghiém khdach hang, sw hai long, long trung thanh.

1. it van dé

Su xuét hién va bung nd cua cac md hinh luu tra
mai trong thoi gian gan day di co su thay doi 16 rét
trong quan diém va hanh vi tiéu dung cua khach
hang ddi voi viée lua chon co so luu tra. Vi vay, su
canh tranh khong chi dung & mure d¢ gitta cac khach
san v&i nhau ma con gitra khach san va nhitng su lya
chon khac. Hién tai, khach hang dang két ndi véi cac
thuong hiéu thong qua nhiéu kénh khac nhau, tir ca
hai phia khach san va céc trang web dat phong true
tuyén (OTA). Chinh vi thé ma dich vu cé nhén hoa
1a muc tiéu cudi cung ma mdi khach san nhim t6i.
Doi ngii marketing cua khach san can phai khai thac
nhitng hiéu biét c6 thé bién thanh hanh déng tir
nhiéu kénh dit lidu dé tao ra giao tiép hip dan va phu
hop v6i khach hang. Khi cac trai nghiém cang duoc
ca nhan hoda, khach hang s€ cang hai long, khach
hang hai long khong chi mua nhiéu hon ma ho con

la khach hang trung thanh va cé 1& quan trong hon
ca do 1a tro thanh mdt nguoi ing h thuong hi¢u cua
khach san.

Ddi voi nganh khach san ¢ Viét Nam, sy canh
tranh gifra cac khach san khong chi dimg lai ¢ gia ca
va chat lugng ma dang dan chuyén sang canh tranh vé
trai nghiém tur trudc, trong va sau qua trinh st dung
dich vu. Pé dat duge thanh cong trong canh tranh,
ban lanh dao khach san can tu duy theo huéng ban
trai nghiém thay vi ban phong. Néu lam dugc diéu do
s€ giup khach san tré nén khac bigt va ndi bat so voi
dbi thu canh tranh. Viéc ca nhan hoéa trai nghi€ém cua
khach hang trong timg dich vu s& gop phén ting mirc
d6 hai long va quay tr¢ lai cua du khach.

Khong c6 mdt cau tra 161 chung cho su thanh
cong trong kinh doanh khach san. Tt ca phu thudc
Vao su sang tao, ddi tuong khach hang va mé hinh
kinh doanh ctia mdi khach san. Mudn 1am dugc diéu
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d6 doi hai cac khach san phai hiéu duge su tac dong
clia trai nghiém dich vu dén long trung thanh cua
khach hang, tr d6 c6 nhiing chinh sach xay dung
trai nghiém dich vu tdt hon nham thu hat va gilr
chan khach hang.

Tir nhitng phan tich trén cho thiy, bai viét
“Nghién citu tac dong cua trdi nghiém khdach hang
dén long trung thanh tai cac khach san o Viét Nam”
1a thyc sy can thiét. Nghién ctru ndy nhim xem xét
cac tac dong cua cac yéu td trude va trong khi sir
dung dich vu dén hanh vi sau khi sir dung thong qua
su hai long ctia khach hang. Tt d6, cac khach san s€
¢6 nhiing thong tin hiru ich, nhim t&i wu héa trai
nghiém dich vu, tao sy gén b6 giita khach hang va
khach san. Khi d6 khach hang cing la dbi tuong
dugc huong loi ich tryc tiép tir van dé nay.

2. Tong quan va md hinh nghién ciru tic dong
cia trdi nghi¢m khach hang dén long trung thanh

2.1. Tong quan nghién ciru

CX hién dang déng vai tro rit quan trong, thim
chi 12 quan trong nhat trong thanh céng cta bét ci
mot doanh nghiép nao. P c6 rat nhidu nghién ciru
dé cép dén nhitng kién thirc vé CX, dén vai tro cua
n6 nhu thé nao trong kinh doanh va ai s& la ngudi
dam nhan nhiém vu xay dung trai nghiém.

Trén thé gidi, cic nha nghién ctru da khing dinh
rﬁng su khac biét vé gia, san phém va dich vy khong
con 14 chién luge canh tranh bén viing cua cac
doanh nghiép ma “trdai nghiém khach hang” moi la
chién lugc moi trong viéc tao ra “sw khac biet”
(Shaw & Ivens, 2002). CX da tro thanh xu hudng
mai trong nén kinh té dich vu va 1a mot su ddi méi
quan trong trong kinh doanh (Voss & Fellow, 2004).
CX da tro thanh mdt phan trong kinh doanh, viéc sir
dung trai nghiém cia khach hang dé tao ra gia tri
dugc goi 1a “nén kinh té kinh nghiém” (Pine &
Gilmore, 1999). Pau tu vao CX sé& gitp cong ty tao
ra va duy tri dugc khach hang trung thanh, nhiing
khach hang trung thanh nay sé tré thanh nguoi ing
ho cho cong ty va tao ra doanh thu hang nam cho
cong ty (Responsetek, 2010).

Theo Erna Andajani (2015), “Understanding
Customer Experience Management in Retailing”,
Universitas Surabaya, Raya Kalirungkut street,
Surabaya, Indonesia. Trong nghién ciru nay, tc gia
da chi ra rang: Trai nghiém ctia ngudi tiéu dung véi
cong ty 1a tu nhién va da chidu, trai nghiém cua
ngudi tiéu ding lién quan dén mot nguoi & cac cap

d6 khac nhau ca vé thé chit va tam ly, trai nghiém
ctia ngudi tiéu dung lién quan dén mot thuong hiéu
1a ca nhan va duy nhat. Nghién ctru da xay dung b
tiéu chi danh gia trai nghiém cua khach hang anh
huong dén sy hai long, 1ong trung thanh bao gom:
modi truong dich vy, lgi ich cua san phém, dich vu,
vi tri thuan tién, kha nang tiép can, cac tién ich va
thai do nhan vién. Két qua cua nghién ciru cho thay
c6 su tac dong thuan chiéu cua cac tiéu chi trong trai
nghi¢ém cua khach hang ca trude, trong va sau khi
mua dén sy hai 1ong va trung thanh ctia khach hang
v6i thuong hiéu ctia doanh nghiép.

Imran Khana, Ruchi Jain Gargb, Zillur Rahmanc
(2015),“Customer Service Experience in Hotel
Operations: An Empirical Analysis”, India. Nghién
cru nay mang dén sy hiéu biét vé chét lugng trai
nghi¢m cua khach hang trong hoat dong cta khach
san. Cac nha nghién ctru da thyc hién thong qua viéc
tim hiéu vé kinh nghiém khéach hang va kiém tra anh
hudng cia né d6i voi sy hai long cua khach hang,
long trung thanh cua thuong hiéu va truyén miéng
trong nganh khach san. Cac nhan t6 dugc nhom tac
gia dé xuat do luong bao gdbm: su yén tim trong st
dung dich vy, su that trong thoi diém cung cép dich
vy, két qua dich vu va chét luong trai nghi¢ém san
pham. Cac két qua cho thay c6 sy anh huong dang
ké ctua CX dén sy hai long ciia khach hang. Su hai
long cuia khach hang anh huong dén ca hai long
trung thanh thwong hiéu va truyén miéng, va anh
huéng gian tiép cua sy hai long cuia khach hang d6i
v6i truyén miéng thong qua 1ong trung thanh thuong
hiéu la manh m& hon. Nhin chung, nghién ciru nay
mé rong kha ning 4p dung thang do chét lugng trai
nghiém cua khach hang trong hoat dong cua khach
san, trong do6 lam cho cac nha marketing suy nght vé
cac diém tiép xuc khac nhau trong qué trinh twong
tac cua khach hang véi thuong hiéu khach san.

O thi truong Viét Nam ciing c6 nhiéu tac gia, nha
nghién ctru ciing nhu cac hoi thao duge to chirc dé
nghién ctru nén tang vé phat trién quan ly CX. Dién
hinh vao thang 11/2018, Coéng ty TNHH Dich vu
Trién 1am SES Viét Nam phdi hop cung Hiép hoi
Khach san Viét Nam t6 chirc Hoi thao “Qudn Iy trdi
nghiém khach hang trong dich vu khach san”. Day la
su kién nam trong khuon kho Trién 1am va Hoi thao
lan thir nhat vé thyc pham, khach san, nha hang, d6
ubng va cung tng dich vu dién ra tai Ha Noi. Tai hoi
théo, cac nha nghién ctru da chi ra rang bdi canh kinh
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doanh khach san Viét Nam hién dang c6 su thay ddi
16n tir bén trong 1dn bén ngoai, doi hoi cac nha quan
1y khach san khong ngimg thay d6i va d6i moi dé
nang cao chét luong dich vu, quan tam, thau hiéu
khach hang, nham nang cao nang luc canh tranh ciia
chinh doanh nghiép minh. Céac dién gia dén tir cac
tap doan khach san 16n trén thé gioi da ciing chia sé
va trao d6i vé quan 1y CX trong kinh doanh khach
san, quan 1y CX tir thau hiéu dir lidu khach hang, va
ung dung cong ngh¢ trong quan ly CX.

Gan day nhat, thang 4/2019, VSMCamp (Dai hoi
Sales & Marketing Toan qudc) va CSMOSummit
(Hoi nghi Cép cao cac Giam ddc Sales &
Marketing) da to chirc hoi thao véi chii dé& “MIRA-
CLE X - trai nghiém khach hang trong ky nguyén
$6”. Hoi thao da cap nhat cac sang kién, quan diém
méi va cac goc nhin khac nhau vé CX thong qua
tham luan, thao luan va nhiéu man trinh dién cong
nghé. Péc biét hon nira trong hoi thao da co6 sy tham
du cua hon 40 dién gia 1a giam déc kinh doanh va
marketing dén tir cac Tap doan da qudc gia, cac
cong ty hang diu Viét Nam. Ho da dem dén nhiing
bai hoc quy bau vé CX nhu: CX dudi lang kinh
RCC; Xay dung CX theo triét 1y Omotenashi cua
Nhat Ban; Sy bt tay gilra cac nén tang mang xa hoi
va thuong mai dién tu de cd nhan hoa CX; Xay dung
vin hoa doanh nghiép gin véi CX hay su gap g6 cua
tu duy chién luoc va tu duy thiét ké trong cudc dua
hudng téi tao dung CX.

Céc cong trinh nghién ciru trén da dé cap dén
mot vai khia canh 1y luén cling nhu thyc tién vé CX.
Tuy nhién, ¢ thi truong kinh doanh khach san tai
Viét Nam, cac nghién ctru méi chi dung lai ¢ viée
nghién ctru vai tro va tim quan trong cta CX d6i voi
hoat dong kinh doanh cua khach san. Vi vy nghién
clru tac dong cua CX chinh 1a khoang tréng ma cac
nghién clru trude chua dé cap dén, cho nén van dé
nghién ctru cta bai viét cang tré nén c6 tinh cép thiét
trong 1y luan va thuc tién.

2.2. M6 hinh nghién cuu tic dpng cua trdi
nghié¢m khdch hang dén long trung thanh

2.2.1. Cac khai niém lién quan

Khdi niém vé trdi nghiém khach hang

Dua trén nghién ctru tong quan tai liéu, khai
niém vé CX duoc xem xét véi nhidu goc do khac
nhau. Cu thé la:

- bing trén goc dg trai nghiém la su tuong tac
giita khach hang va nha cung cap, Pine va Gilmore

Ao s o

(1999) cho rang: “CX la tong thé tat ca nhimg trdi
nghiém ma mot khéach hang c6 dwge trong moi quan
hé véi nha cung g hang héa va dich vu trong sudt
qud trinh ma hai bén ¢6 méi quan hé mua ban hang
héa véi nhaw’. Ung ho quan diém nay, Shaw va
Ivens (2002) cho rang, “CX la su tiwong tdc truc tiép
gitta mot ca nhan va mot 16 chire. CX la trang thai
cam xiic ¢6 duge do két qua ciia nhitng tuwong tdc
trén va dwoc do leong lién tuc trong suot thoi gian
tuong tac”.

Mot quan diém khic vé CX cho rang “CX la
khoang cach mong doi giita mirc do “trai nghiém”
ma khach hang nghi la ho dat dwoc voi mirc do ma
ho dat duwgc”, (Millar, 2006). Respnstek (2010)
cling cung quan diém véi Millar (2006) khi dua ra
quan diém quéan Iy CX “la thu hep khodng cich giita
cai ma khach hang nhdn duwoc va sw mong doi cua
khach hang”.

- bung trén géc @6 CX la n tuong, Carbone va
Haeckel (1994) da dinh nghia “trai nghiém nhuw la
mét an twong diege hinh thanh khi khach hang tiép
xtic voi sdn phcfm, dich vu hodac doanh nghiép, do
cing la mot logi nhan thire cua con nguoi”.

Nhu vy, mdi mot goc d6 khac nhau vé CX s& co
nhitng quan diém khac nhau nhung tyu chung lai,
CX dugc dac trung boi su tuong tac, sy tham gia, sy
hoa nhap hoan toan vao su viéc nao d6 cua nha cung
cap. O cing mot mirc d6 tham gia nhung nhiing
khach hang c6 ¥ thirc hon vé nhing gi ho tham gia,
ho s& c6 nhirng trai nghiém tot hon nguoi khac. Khi
d6 CX duoc hiéu 1a trang thai cam xuc tich cuc hoac
tiéu cuc ma khach hang dat dugc khi khach hang
tuong tac voi san pham, dich vu, con ngudi ciia nha
cung cip.

Khdi niém vé sw hai long

Theo Kotler (2000), “su hai long dwoc xdc dinh
trén co so so sanh giita mong doi cua khdach hang
voi nhitng gi ma khach hang nhan dwoc tir nha cung
cdp”. Su so sanh dugc xem xét dya trén ba mure do:
néu két qua nhan dugc it hon mong doi thi khach
hang s& cam thay khong hai 1ong; néu két qua nhan
dugc gidng mong doi thi khach hang s& hai long;
néu két qua nhan dugc nhiéu hon mong doi thi
khach hang s& rat hai long va thich tha.

Zeithaml & Bitner (2000) cho rang “su hai long
cua khdach hang bi tac dong boi nhiéu yéu té nhu:
chdt lwong san pham, chat lwong dich vu, gid cd,
Yéu té tinh hudng, yéu té cd nhan”.

khoa hoc =

S6 140/2020

thuong mai 35



Khai niém long trung thanh

Long trung thanh dwoc dinh nghia boi Chaudhuri
(1999) nhu “ld mét sw cam két vé viéc sé mua hodc
sw dung lai san pham/d;ch vu wa thich” va “sé wu
tién tim mua san pham ciia mét thiwong hiéu nao dé
trong trong lai” (Yoo va ctv., 2000).

Phian 16n cac nha nghién ctru chap nhan 1ong trung
thanh dugc chia thanh hai phﬁn, d6 1a hanh vi va thai
d6 (Jacoby va Chesnet, 1978). Trong nghién ctru nay,

hang. Nghién ciu vé CX duoc phat trién ¢ cac
nganh khac nhau, nhung nhing nghién ctru vé CX
trong nganh dich vu 1a phat trién hon ca. Cac doanh
nghiép, t6 chirc va khach hang dong vai trd quan
trong trong viéc tao ra trai nghiém cho khach hang
trong dich vu. Do d6, do luong CX 1a mot chu dé
duoc rat nhidu cac tac gia nghién ciru, cac bién do
luong CX clia mot s6 tac gia duge mo ta trong bang
1 dudi day:

Bang 1: Tong hop cdc yéu t6 do lwong trai nghiém ciia khdach hang

STT Phwong phap Tac gia/ Noi dung Thang do s
do lwong nam i ] dung
Phat trién khai niém thang do chi so
trai nghiém khach hang (CEI) bang | Mdi  truong
phuong phap nghién ctru dinh tinh va | X4ng fluanh,
CEI( Customer | Kim va cong | dinh lugng, thang do CEI duoc dua loi nhuan, su
: : A LA A A g ,. | thuan tién, kha
1 experience su, 2011 trén hé thong cung cap dich vu noi ning tiép can
index) chung, khong gin v6i moét nganh su hitu ich sﬁli
cong nghi¢p hay mot nganh kinh | phdm dich vy,
doanh cu thé nao su kich thich.
Cho rang, nhiing trai nghiém khach | Giac quan,
Gentile va hang duogc tao ra nhu 1a sy dong gép | nhan thire,
2 CE (Customer . cua gia tri khach hang va ban than | thuc hanh,
. cong su, A S, \ ,
experience) cong ty. Gid tri khach hang duoc | phong  cach
2007 g SN £ s eae . A ia %.
nhac dén 1a gia tri kinh té va giai tri. nhan vién, moi
quan hé.
Cho ring, trai nghiém marketing
(I_EAM) ma k’}1achvhan4g, cod dugcﬂla Y thie, cam
viéc kich thich ndm giac quan (cam nha
A . N an, suy
EM . nhan, tu duy sang tao, hoat dong, N X
Ny Schmitt, X - . iy 20 | nghi, hanh
3 (Experiential hanh vi va tuong tac vd&i nguoi | .2 %
. 1999 , z. o~ 1A . dong, moi
Marrketing) khéc, moi quan hé xa hoi) thong A
~ x A quan hé trong
qua nhitng no lyc trong hoat dong d&i xir
marketing truéc va sau khi mua ’
hang cua doanh nghiép.

Nguon: Tong hop ciia tic gid

tac gia dya trén dinh nghia cua Bloemer va cong su
(1998) trong linh vyc dich vu: Trung thanh 1a “y dinh
(khong phai ngau nhién), hanh vi dap vmg (tro lai lan
nita), thé hién suot mt thoi gian khi dwa ra mot s6
quyet dinh déi véi mot NH trong mot hé thong cac
NH. D6 la mét chire nang ciia tam Iy (ra quyét dinh
va déanh gid) dan dén cam két thiwong hiéu”.

2.2.2. Po luong trai nghiém khdch hang

CX la toan bo trai nghiém cua khach hang trong
qué trinh mua hang cling nhu trudc va sau khi mua

2.2.3. Pé xudt mé hinh nghién ciru tac dong ciia
CX dén long trung thanh cia khach hang trong kinh
doanh khach san

B&i canh kinh doanh khach san Viét Nam hién
dang c6 sy thay d6i 16n tir bén trong 1dn bén ngoai,
doi hoi cac nha quan ly khach san khong ngung thay
d6i va d6i méi dé nang cao chét lwong dich vu, quan
tam, thau hiéu khach hang, nhim nang cao nang luc
canh tranh cua chinh doanh nghiép minh. Bén canh
d6, khach hang c¢6 nhitng doi héi mang tinh chit ca
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nhan héa nhu cau ddi véi cac hoat dong trong nganh
du lich néi chung va d6i véi cac linh vuc luu tria noi
riéng. Céac co sé luu tri khong chi dung lai ¢ viéc
dam bao tiéu chuan cao nhét vé phong cach ma con
phai c6 kha nang dap tng dugc nhu cau trai nghiém
riéng biét cuia khach hang bang cach dng nhat & tit
ca cac quy trinh. Chinh vi vy, trai nghiém khach
hang trong dich vu khach san dugc xem la chia khoa
quyét dinh ning luc canh tranh ctia mdi khach san
trén thi truong kinh doanh.

Qua viéc tong quan tai liéu, nghién ctru va luoc
khao mét s bai nghién ctru va thang do danh gia ¢
bang 1, md hinh nghién ctru dé xuét tic dong cua
CX ddi voi long trung thanh khach hang trong kinh
doanh khach san dugc xay dung theo Hinh 1 va mo
ta & Bang 2 dudi day:

( N\

San pham dich vu

Moi truong dich vu

Nguoi cung cap dich vu

A J

Hinh 1: M6 hinh nghién ciru tac dong cuia CX dén long trung thanh khdach hang

Trong cac nghién ctu vé dich vu khach san,
nhimg thanh phan ve san pham dich vu nhu sy da
dang vé san pham dich vy, sy sin sang Ve ngudn cung
cap, gia ca... duoc coi 1a nhiing tlen t6 anh huong
gian tiép dén trung thanh thong qua yéu td trung gian
1a hai long (Bloemer, 1998; Osman Mahamad va cong
su, 2010). Bén canh do, sy hai long ciing dong vai tro
1a bién trung gian trong moi quan hé giita yéu t6 moi
truong va hanh vi, thai d§ cua nhan vién véi long
trung thanh (Bloemer, 1998). Phan 16n cac nghién
ctru hién nay tap trung vao nhiing tién dé hai long dan
dén trung thanh. Dya trén co' s¢ do, nghién ctru nay
clng de xudt mo hinh ma sy hai long déng vai tro 1a
yéu td trung gian giita san pham dich vy, moi truong
xung quanh va nguoi cung cap dich vu voi long trung
thanh. Pdng thoi, sy hai long tién t6 anh huong
tryc tiép dén trung thanh.

Ao s o

sau cac nghién ctru vé sy hai 1ong - trung thanh l1a
nguoi tiéu dung dugce hai long thi trung thanh hon
nguodi tiéu dung khong duoc hai long (Oliver, 1997)

3. Phwong phap nghién ciru

3.1. Phwong phap thu thdp dir liéu

- Ngudn dir liéu thtr cdp duoc thu thap bao gom
sach chuyén khao, dé tai nghién ctru khoa hoc, cac
bai bao khoa hoc, tap chi ¢6 lién quan dén kién thirc
vé trai nghiém khach hang. Ngudn s liéu thong ké
duoc tong hop tir S& Vin hoa Thé thao va Du lich Ha
Noi, Téng cuc Du lich, bao céo khao sat nganh dich
vu khach san ctia Grant Thornton 2018 va 2019.

- Ngudn dit liéu so cdp duoc thuc hién théng qua
phuong phép khao sat. Nghién ctu thyc hién
phuong phép chon mau phi xdc suét theo kiéu thuan
tién két hop ldy miu theo mam. Dt liéu dugc thu
thap bang khao sat thong
qua bang cau hoi voi
420 nguodi la nhling
khach hang da tung su
dung dich vu cua cac
khach san 4 -5 sao.

Trong EFA, kich
thudc mau thuong gap 5
lan sb bién quan sat (theo
Hair va ctv.,, 20006).
Trong nghién ciru ndy, sb lugng bién quan sat 1a 17.
Do d6 kich thuéc mau ti thiéu dé tién hanh phan
tich EFA phai bang 85, s6 quan sat cang nhiéu do
chinh x4c ciia mé hinh cang cao. Phuong phéap phan
tich dir liéu chinh dugc st dung cho nghién ctru nay
12 mé hinh SEM. Theo Barret (2007) thi ¢& mau
ding cho SEM it nhat 1 200 quan sat. Do d6, c& mau
420 quan sat dugc chon la phu hop véi cac phuong
phap phan tich dugc str dung trong nghién cuu.

Bang hoi dugc khao sat sudi 2 hinh thuec:

- Khao sat tryc tiép ctia tic gia va thong qua sy hd
trg cia cac em sinh vién khoa Khach san - Du lich
dang thyc tap va lam viéc tai cac khach san 4 - 5 sao.

- Khao sat thong qua bang hoi dugc thiét ké dudi
dang google docs va guri dén khach hang.

Bang 3: Bang mé ta mau khdo sat

Quan h¢ gitra sy hai long va sy trung thanh:

Bloemer (1998) phat hién ra ring mirc do hai

long cua khach hang khi tuong tac tai khach san

doi khi “tay trong tay” véi sy roi bo khach san

Tiéu chuén khach san | S6 phiéu phatra | S6 phiéu thu vé
4 sao 180 173
5 sao 240 227
Téng 420 400

ctia khach hang. Du vy, quan diém chinh dimg
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Bang 2: Thanh phan cdc thang do trong mé hinh nghién ciru

STT Tiéu

chi

Ky
hi¢u

Thang do

Nguén trich din

San
pham
dich vu

PS1

Su da dang san phém dich vu

Imran Khana, Ruchi Jain Gargb, Zillur Rahmanc
(2015), Kim va cong su, (2011), Carbone va
Haeckel (1994)

PS2

Su san sang v€ ngudn cung

Gentile va cong su, (2007), Imran Khana, Ruchi
Jain Gargb, Zillur Rahmanc (2015), Pine va
Gilmore (1999)

PS3

Gia ca san phém, dich vu

Kim va cong su, (2011), Gilmore, J.H. & Pine,
B.J. (2002), Carbone va Haeckel (1994)

PS4

Cac chuong trinh khuyén
mai, giam gia

Gilmore, J.H. & Pine, B.J. (2002), Puccinelli,
M.N., Goodstein, C.R., Grewal, D., Price, R.,
Raghubir, P. & Stewart, D. (2009), Luu Tién
Thuén va Trin Thu Van (2014)

Moi
truong
dich vu

EN1

Khong gian thiét ké moi
truong xung quanh khach san

Kim va cdng su, (2011), Gentile va cdng su,
(2007), Schmitt, (1999), Pine va Gilmore
(1999), Luu Tién Thuan va TrAn Thu Van
(2014)

EN2

Tién ich co s¢ vat chat

Yuan, Y.-H. E. & Wu, C.K. (2008), Kim va
coéng su, (2011), Tran Thi Hiéu Nghia, Nguyén
Thi Ngoc Anh, Trin vin Trong (2019)

EN3

Dau hi¢u, biéu tugng truyén
dat thong tin

Kim va céng su, (2011), Gentile va cong su,
(2007), Schmitt, (1999)

Nguoi
cung
cép dich
vu

PP1

Su dap trng nhanh chong

Kim va cong su, (2011), Gentile va cong su,
(2007), Schmitt, (1999),

PP2

Kha ning xtr 1y tinh hudng

Kim va cong su, (2011), Schmitt, (1999), Erna
Andajani (2015), Luu Tién Thuan va Tran Thu
Van (2014), Tran Thi Hiéu Nghia, Nguy&n Thi
Ngoc Anh, Trén vin Trong (2019)

PP3

Su cam thong véi khach hang

Schmitt, (1999), Gentile va_cong su, (2007),
Tran Thi Hiéu Nghia, Nguyén Thi Ngoc Anh,
Tran van Trong (2019)

PP4

Thai d6 than thién, lich su

Schmitt, (1999), Gentile va cong su, (2007),
Tran Thi Hiéu Nghia, Nguyén Thi Ngoc Anh,
Trén vin Trong (2019)

Su hai
long

ST1

Mirc d¢ hai long chung

Kim va céng su, (2011), Gentile va cdng su,
(2007), Schmitt, (1999), Erna Andajani (2015)

ST2

Hai 1ong so v6i dbi thu
canh tranh

Kotler (2000), Imran Khana, Ruchi Jain Gargb,
Zillur Rahmanc (2015), Schmitt, (1999), Yuan,
Y.-H. E. & Wu, C.K. (2008), Tran Thi Hiéu
Nghia, Nguyén Thi Ngoc Anh, Trin vin Trong
(2019)

ST3

Xem Vjéc Iya chon khach san
1a quyét dinh dang

Imran Khana, Ruchi Jain Gargb, Zillur Rahmanc
(2015), Schmitt, (1999), Yuan, Y.-H. E. & Wu,
C.K. (2008), Berry, Leonard L., Carbone, Lewis
P. & Haeckel, Stephan H. ( 2002), Luu Tién
Thuén va Trin Thu Van (2014)

Long
trung
thanh

LY1

Y dinh mua lap lai

Berry, Leonard L., Carbone, Lewis P. &
Haeckel, Stephan H. ( 2002), Erna Andajani
(2015), Luu Tién Thuan va Tran Thu Van
(2014), Tran Thi Hiéu Nghia, Nguy&n Thi Ngoc
Anh, Trin vin Trong (2019)

LY2

Sén sang gidi thiéu cho
nguoi khac

Chaudhuri (1999), Yoo va ctv., (2000).Berry,
Leonard L., Carbone, Lewis P. & Haeckel,
Stephan H. ( 2002), Tran Thi Hiéu Nghia,
Nguy&n Thi Ngoc Anh, Trin vin Trong (2019)

LY3

Xem xét khé,ch san la luya
chon duy nhat

Imran Khana, Ruchi Jain Gargb, Zillur Rahmanc
(2015), Schmitt, (1999), Yuan, Y.-H. E. & Wu,
C.K. (2008).
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Két qua: Véi tong s6 420 phiéu phat ra, thu vé
400 phiéu dat ty 1& 95,2% v&i co cau 173 phiéu cia
khach san 4 sao va khach san 5 sao 227 phiéu.

Dic diém mau diéu tra: Pap vién trong nghién
clru co do tudi tir 26 dén 60 (trung binh khoang 33
tudi), 1a nhitng ngudi trong d6 tudi lao dong. Ty 1&
nam va nit 1an luot 1a 46,1% va 53,9%, khach hang
su dung dich vu héu nhu khong c6 su chénh 1éch vé
mit gidi tinh. V& thu nhap, nhom dép vién cé thu
nhap tir 15 - 20 triéu chiém hon 55%, ké dén thu
nhap 16n hon 20 triéu vai ty 1€ 24,8% .

3.2. Phwong phdp phdn tich dii liéu

Nghién ctru st dung k¥ thuat phan tich mé hinh
chu triic tuyén tinh (SEM) ding dé udc lwong cac hé
s0 hdi quy va kiém dinh cac gia thuyét nghién ciru
dit ra ban dau.

San phém dich vu

Moi truong dich vu

Ngudi cung cap dich vu

(. J

Hinh 2: M6 hinh tac dong ciia CX dén long trung thanh khach hang
tai cac khach san o Viét Nam

Gia thuyét H1: C6 su tac dong cung chiéu va co
¥ nghia thong ké cta san pham dich vu dén sy hai
long cua khach hang.

Gia thuyét H2: C6 su tac dong cung chiéu va co
¥ nghia thong ké cua moéi truong dich vu dén su hai
long cta khach hang.

Gia thuyét H3: C6 su tac dong cung chiéu va co
¥ nghia thong ké cua ngudi cung cap dich vu dén sy
hai long cua khach hang.

Gia thuyét H4: C6 sy tac dong cung chiéu va co
¥ nghia thong ké cua sy hai 1ong dich vu dén long
trung thanh cia khach hang.

4. Két qua nghién ctru tic dong cia trai
nghiém Kkhach hang dén 1ong trung thanh cia
khach hang tai cac khach san 4 -5 sao trén dia
ban Ha Néi

4.1. Téng quan vé thi trwong khdch san 4 - 5
sao tai Viét Nam

Theo két qua khao sat nganh Dich vy Khach san
nam 2019 cta Grant Thornton Viét Nam, nganh du
lich Viét Nam tiép tuc da ting truong trong nim

Ao s o

2018 nhung c6 xu hudng cham lai so véi nam 2017.
Luong khach quéc té dén dat 15,5 triéu luot khach,
tuong duong voi muc tang truong 1a 19,9% cham
hon so véi murc tang 29,1% nam 2017. Luong khach
du lich ndi dia c6 muc tang 9,3% va dat 80 tri¢u luot
khach trong nam 2018.

Theo s6 liéu théng ké cua Téng cuc Du lich,
nam 2018 ca nudc co thém 2.400 co so luu trd mai
duogc dua vao hoat dong, trong d6 co 83 co sd luu
tra dang ky xép hang tir 3 dén 5 sao. Trong 83 co s&
dang ky moi, tuong duong 22.419 phong, c6 17
khach san 5 sao (17.366 phong) va 15 khach san 4
sao, tuong duong 2.990 phong. Nhitng khach san
méi duge dua vao hoat dong nay cd ca nhitng nhan
hiéu da dang hoat dong tai Viét Nam, nhitng nhan
hiéu moi hodc tham chi ca nhitng nha quan ly méi
trén thi truong.

Phan khuc thi truong
khéach san 4-5 sao dang la
phan khuc hoat dong tét v6i
cong suat dat 82%, Gia
phong binh quan (RevPAR -
Revenue Per Available
Room) 142 USD mdt phong
mdi dém.

Theo bdo cao khao sat
nganh Dich vy Khach san
Bang 4: Thong ké s6 heong co s6 luu trii du lich

4 -5 sao o Viét Nam

Nam 4 sao 5 sao
2016 230 784
2017 261 882
2018 276 965

Ngu(fn: Vu Khach san - T(fng cuc Du lich

nam 2019 vé gia phong khéach san, gia phong khach
san 5 Sao tiép tuc ting ¢ muc 4,1%, gia phong
khach san 4 Sao giam ¢ muc 2,3%. Gia phong khu
vuc mién Bic va mién Nam tiép tuc tang, tuy nhién
& muc thip hon nim 2017, véi mién Nam c6 mirc
tang cao nhat 14 2,7%, theo sau la mién Bic ¢ mirc
1,7%. Gia phong khu vuc mién Trung, nguoc lai
giam nhe 6 muc 1,0%.

Nguyén nhan RevPAR cua khach san 5 Sao tang
nhiéu hon chu yéu do gi4 phong 5 Sao ting manh
hon. Ngugc lai, RevPAR cua khach san 4 Sao giam
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QUAN TRI KINH DOANH

2018

2M7

2018

Bé La My

5550 m®4Sao

Déi véi hoat dong ca nhan hoéa trai nghiém
ctia khach hang, cac khach san 4 -5 sao da trién
khai dya trén trng dung cong ngh¢ vao cac hoat
dong cua khach san.

Nhin chung khach san 5 sao c6 muc do ting
dung cong nghé s6 cao hon khéach san 4 Sao, &
ca 4 ndi dung khéo sat. Quang cao qua mang xa
hoi nhu Facebook, Twitter hay cac trang mang
tuong tu tiép tuc duoc cac khach san wu tién,
chii yéu do khach du lich st dung ngay mot
nhiéu mang xa hoi. Gan 100% khach san tham

Nguon bao cao khao sat nganh Dich vu Khach san nam 2019 gja khang dinh ho sir dung kénh nay dé thu hat

Biéu d6 1: Gid phong binh qudn theo hang sao

& mirc 3,6% so v6i nam 2017. Khu vyc mién Nam
ndm nay dat muc tang trudng cao nhat trong ca ba
khu vue 13 5,5%. Khu vuc mién Bic va mién Trung
theo sau voi cac miic giam 1an luot 12 0,5% va 2,7%.

Cong suat phong cua khach san 5 sao ting nhe &
murc 0,5% trong khi cong suit phong
khach san 4 sao giam 1,0%.

Theo Khu vue, trong khi khach san
tai mién Bac va mién Trung c6 cong
sut phong giam lan luot & muc 2,6%
va 1,4%, cong sudt phong cia cac
khach san khu vuc mién Nam tiép tuc

2018

m7

su chu ¥ tir nguoi dung mang xa hoi. Lam tha

tuc truc tuyén va c4 nhan hoda trai nghiém
khach hang thong qua ing dung di dong con it dugc
quan tdm hon, khi chi c6 dudi 50% cac khach san
tham gia khao sat str dung.

75,5%

75.2%

tang nhe & murc 1,7%.

Tuy nhién, theo nhan dinh cua
Savills (tap doan cung cép cac dich vu
bat dong san hang dau trén thé gidi)
cho thdy, mic du gia phong va cong
suat ciia phan khic 5 sao ting cao hon
nhung loi nhuén gdp cua phan khuc khach san 5 sao
lai thip hon nhém 4 sao. Pidu nay duogc giai thich
do cac chi phi phan bd cua khach san 5 sao cao hon.

Tdnghopva phdntich diFligu

Ca nhan hoatrdi nghiém cia khach qua Ffng
dung

Lam thi tuc phang trec tuyén

‘ mCAngsudt phong 5 Sao
Nguo”n_; bdg cao khao sd’t nganh Dich vu Khach san nam 2019
Biéu do 2: Cong suat phong binh quan theo hang sao

66% 68% T4% T6% T8%

wCAng suat phing 4 Sao

Panh gia vé tuong lai thi truong khach san Viét
Nam, 6ng Robert Mcintosh, Gidm déc chuyén trach
Chau A - Thai Binh Duong ciia Cong ty CBRE duy

85,5%

Qudnag caoqua manaxd hdi(nhy Facebook, 100,0%
Instagram, Twitter,...) %, 3%
m5 Sa0 4 Bao
Nguon: béo cdo khdo sat nganh Dich vu Khach san nam 2019
Bicu do 3: Ung dung cong nghé vio cdc hoat dong cia khdach san
khoa hoc =
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bao thi truong khach san Viét Nam s€ chiing kién su
s6i dong ciia mang khach san va resort cao cip voi
mirc ting trudng nhay vot. Dan chimg vé nhitng du
hi€u tich cyc trén, 6ng Robert Mcintosh chi ra rﬁng,
tai TP.HCM dang nhdn nhip véi cac giao dich mua
ban khach san va sy gia nhap cua mét vai nha dAu tu
moi. Bén canh d6, Nha Trang ciing ching kién giai
doan 2 ctia du an Cam Ranh Riviera Beach & Resort
di vao khoi cong, dong thoi don chao 1,2 triéu luot
khach du lich, ting 17% theo nim ddi voi lugng
khach ndi dia va ting 39% theo nam dbi voi luong
khach quéc té. Con tai Ha Noi, mang khach san 5 sao
van tiép tuc hoat dong on dinh sau khi dat cong sudt
phong trung binh 75%, 14 sy ting trudng an tugng so
véi cach day vai nam. Trong khi do, viéc Novotel
Suites Hanoi di vao hoat dong lam ting tong cung
ctia mang khach san 4 sao 1én 6,1% theo quy. O Pa
Ning, chi s§ gia phong binh quan ADR trong qiiy 2
cta khach san 4 sao va 5 sao tang twong tng 14,8%
va 2,9 % theo nam. Cong suit cua hai mang nay ciing
tang tuong ung 2,1% va 1,4% trong quy.

4.2. Két qud nghién ciru dinh luong vé tic dong
ciia trdi nghiém khdch hang dén long trung thanh
tai cdac khach san 4 -5 sao o Viét Nam

Phan tich nhén té kham phd EFA

~ Muc dich ctia phéan tich nhéan t6 kham pha EFA 1a
dé xem xét tir tap hop cac bién quan sat ban dau thi rat
ra duoc bao nhiéu nhan
t6, phuong phap ma bai
bao st dung 1a phuong
phap principal axis fac-
toring voi phép xoay la
Promax bdi  theo
Gerbing thi phuong
phép nay phan anh ciu
trac dir liu chinh xac
hon  phuong phap
truyén thong, hé s6 tai
nhén t 1 0.4 boi mau
quan sat la 400, tiéu
chuain KMO phai 16n
hon 0.5 va gia tri riéng
Eigenvalue phai 16n
hon 1. Sau 2 lan chay
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Pattern Matrix"

Factor
1 2 3 4 5

PP3 .848
PpP2 .824
PP1 768
PP4 .660
EN1 921
EN2 129
EN4 .636
EN3 .597
LYl 922
LY2 798
LY3 776
ST2 .808
ST1 155
ST3 .586
PS2 575
PS1 489

Phwong phadp khai thac: phwong phdp principal axis factoring
Phwong phdp xoay vong: Promax voi Kaiser binh thuong hoa.

a. Xoay vong hi tu trong 6 lan lap

Phan tich cau tric tuyén tinh

thi ¢6 bién PS3, PS4 Chi-square= 280.000 ; df= 93 ; P=.000 ;

khong dat yéu cau do h¢
sO tai 1én thap hon 0.4,

Chi-square/df = 3.011 ;

GFI=.921 ; TLI= .917 ; CFl= .936 ;

RMSEA= 071

két qua phén tich EFA: Hinh 3: M6 hinh cau triic tuyén tinh SEM
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M6 hinh cau triic tuyén tinh & trén véi cc gia tri
GFI=0.921, TLI = 0.917, CFI = 0.936 déu cao hon
0.9, RMSEA = 0.071 thap hon 0.08, cho thay chi sb
phit hop véi dit liéu - Nhu vay md hinh co thé su
dung duoc.

Trong sé hoi quy: (Nhém 1 - M6 hinh méc dinh)

5. Két luan va khuyén nghi

Nhu vay nghién ctru da khing dinh rang ca 4 gia
thuyet dat ra ban dau déu duoc chap nhan, trong sb
3 yéu t6 c6 anh hudng dén sy hai 1ong cua khach
hang thi nhan t6 méi truong dich vu manh nhét, sau
d6 dén nhan t(‘)‘ ngudi cung cap dich vu va cudi
cung 1a san pham dich vu, sy hai long cling tac

Estimate S.E. C.R. P Label | dong cing chiéu va thuc sy co ¥ nghia dén long
ST <--- PP 393 074 5319 k** trung thanh cia khéach hang.
ST <-- EN 402 .072 5.583 ki Tir két qua nghién ctru cho thiy, chat luong
ST <--- PS 303 .102 2.965 .003 trai nghiém khach hang thyc su 1a mét yéu t6 quan
LY <— ST 597 078 7.694 ‘tkk trong, quyét dinh sy thanh cong cta cac khach san

Tiép theo két qua udc luong cac hé sb hdi quy cua
md hinh déu mang du dwong gia tri P-value cua 2 hé
s6 hdi quy déu thdp hon 0.05 diéu nay khing dinh ring
ca 4 gia thuyét dat ra ban diu déu dugc chap nhan.

Trong lwong héi quy chuin héa: (Nhém 1 - Mo
hinh mdc dinh)

Estimate
ST <--- PP 415
ST <--- EN 444
ST <-- PS 158
LY <--- ST 541

Bang trong s6 hdi quy dd chuin héa & trén cho
thdy yéu té méi truong dich vu (ma hoa EN) co tac
dong manh nhat vé6i gia tri cua hé so hdi quy da
chuan hoa dat 0.444, tiép dén 1a yéu t6 ngudi cung
cap dich vu (PP) v&i gia tri 1a 0.415 va cudi cung
nhan t6 anh huong dén sy hai 1ong ctia khach hang
1a san pham dich vu (PS) v&i gia tri hdi quy chi dat
0.158. Su hai long cling anh huong rat 16n dén long
trung thanh cua khach hang vai gia tri hoi quy da
chuén hoa dat 0.541.

Binh phwong nhiéu twong quan: (Nhém 1 -
Mé hinh mdc dinh)

Estimate
ST .625
LY .293

3 yéu t6 dugc s dung trong m6 hinh gém moi
truong dich vy, ngudi cung cap dich vu va san phdm
dich vu da giai thich duoc 62,5% bién thién phuong
sai thay d6i sy hai 1ong ctia khach hang, trong khi do
su hai long cua khach hang gidi thich duoc gan 30%
su thay doi ctia long trung thanh khach hang

khi tac dong truc tiép dén su hai long khach hang,
1a nén tang cua 1ong trung thanh va nhiing 161 gidi
thiéu tich cuc vé td chuc hodc doanh nghiép. Chinh vi
véy, doanh nghiép can quan tdm cai thién chét luong
trai nghiém khach hang thong qua nhiing thanh phén,
va nhén to chinh anh hudng dén no. Trén co so d6
nghién ciru ¢6 mot s6 khuyén nghi nhu sau:

- Tao su déng cam tir khach hang: Céc khach san
can phai chi dong tao ra cac trai nghiém déi véi
khach hang thong qua san pham, hinh dnh va cam
nhan cua logo, bang hi¢u, bao bi, moéi truong, cac
chuong trinh quang cao, cac tai liéu marketing va
cac thong tin truc tuyén. Bén canh do, didu quan
trong khong thé thiéu d6 14 sy sang tao trong cac trai
nghiém, kéo dai theo qua trinh phét trién san phim
méi. Cac sy kién marketing phai dugc lién tuc didu
chinh dé giup khach hang cé dugc trai nghiém & moi
noi ho tuong tac vaoi khach san.

- Céc tién nghi co ban bao gdm: gbi, ga trai
giudng, khin tim, d6 udng trong phong. .. Trong linh
vuce kinh doanh khéch san, nhimg thtr co' ban nay anh
huong rat 16n t6i trai nghiém cua khach hang. Do
nhimg khach hang cao cap c6 yéu cdu rat cao nén
khach san can thuong xuyén kiém tra va ning cp
nhiing tién nghi nay dé dap tmg ky vong cua ho.

- V& ngudi cung cép dich vu: Trude day, mot tha
tuc check-in, check-out... nhanh chong, chinh xac sé&
1a mot diém cong trong kinh doanh khach san cao
cap. Tuy nhién, trong thoi dai tén lira ngay nay, day
1a mot diéu bt budc. Khong co gi khién khach hang
cam théy buc minh va khoé chiu hon 1a viéc phai cho
doi qua lau dé 1am tha tuc check-in, check-out... bac
biét 1a dbi véi ddi twong khach hang cao cap, von rat
coi trong thoi gian. Do d6, dé lam hai long dbi twong
khach hang nay, cac khach san can nhanh chong dau
tu mot phan mém quan 1y khach san. Phan mém nay
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s€ giup nhan vién 18 tan thyc hién thao tac check-in,
check-out... nhanh chong va chinh xac hon, mang
lai su hai 1ong cho khach hang, ddng thoi gitip nang
cao hinh anh chuyén nghiép ctua khach san.

Bén canh d6, khich san cin khuyén khich nhan
vién khong ngung tuong tac voi khach hang. Do co
thé 1a sy tuong tac truc tiép trong khau phuc vu &
quéy lam thu tuc ctia khach san, hay thong qua cong
cu mua ban truc tuyén cua mot trang web. Poi khi
trong giao tiép phan hdi véi mot khach hang khong
hai 1ong, can s dung ngén ngir dé biéu hién cho
thdy rang khach san hiéu va quan tam dén ho.

Nhu vay, su khac biét gilra cac khach san tré nén
kho khan hon khi ma cac san phém, dich vu c6 chét
luong tuong tu nhau voi mirc gia tuong tu nhau.
Lam thé nao dé tao ra su khac biét dang 1a thach thirc
v6i cac nha kinh doanh khach san? Su khéc biét xuét
hién trong tim tri khach hang dua trén viéc cung cép
trai nghiém tich cuc kho quén cho khach hang. Cac
nha kinh doanh khach san phai nim bét dwoc trai
nghi¢ém cia khach hang thi s c6 dugc chia khoa
thanh cong trong nén kinh té trai nghiém ngay nay.

Bén canh nhimg dong gép c6 y nghia, nghién
clru van con ton tai mot s6 han ché nhat dinh nhu
quy mo6 mau nghién ctru khong 16n, nghién ctru tiép
theo c¢6 thé mo rong quy mod mau. Ngoai ra, nghién
ctru nay chi phan tich cac thanh phan trai nghiém
trudc va trong qua trinh st dung dich vy ma chua
xem xét dén tac dong cua cac yéu to trai nghiém sau
qué trinh su dung dich vy. Vi vay, day co thé 1a
hudng nghién ciru tiép theo cho cac dé tai sau nay. @
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Summary

Customer experience (CX) is a key topic attract-
ing the attention of a score of researchers and busi-
ness managers. CS dominates the after-use behavior
of customer through their satisfaction with the prod-
ucts or services. Positive experience with the servic-
es helps the company to promote its image, making
positive impacts on customer loyalty. As well, this
creates customer belief so that they would be willing
to communicate the products and services and re-
select them in other times.

The study aims to identify the influence of CS on
customer loyalty at hotels in Vietnam. The work is done
on the basis of secondary data and research by several
experts and business managers. The data for research
were collected from 420 customers who have been
using services of 4- and S-star hotels. Methods of
Cronbach’s Alpha, EFA, CFA, and SEM are used in
research. The research results show that there are 3 fac-
tors having influence on customer satisfaction, of which
the service environment is the strongest followed by
service provider, and the factor with the least impact is
product and service. Customer satisfaction also has pos-
itive and meaningful impacts on customer loyalty.
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