Tac dong ctia chat lugng website dén
su’ hai long cua khach du lich noi dia
tai cac khach san 4-5 sao trén dia ban

Ha Noi

TRAN THI TUYET"
va THI HAI LY "

Tém tit

Nghién citu tién hanh diéu tra 150 khdch du lich néi dia nhdm tim ra tdc déng ciia chdt lugng
website dén sy hai long khdch du lich khi ddt phong truc tuyén tai cdc khdch san 4-5 sao
trén dia ban Ha Néi. Két qud cho thdy, cé 6 nhan té thudc chdt luong website khdch san cé
tdc déng tich cuc dén Su hai long ciia khdch du lich, dé la: (i) Thiét k& (ii) Tuong tdc; (iii)
Théng tin; (iv) Bdo mat; (v) Phdn héi; (vi) Niém tin. Tix d6, nhom tdc gid dua ra mot s6 goi y
cho cdc nha kinh doanh khdch san khi thiét ké website nhdm tang sy hai long ciia khdch ddt
dich vu tric tuyén.

Tu khéa: website, sy hai long, khdch du lich ndi dia, khdch san 4-5 sao, Ha Noi

Summary

This study conducted a survey of 150 domestic tourists to find out the impact of website quality
on satisfaction of tourist when booking online 4- and 5-star hotels in Hanoi. The result points
out 6 factors of hotel website quality creating positive impacts on tourist satisfaction, which
are (i) Design, (ii) Interaction; (iii) Information; (iv) Security; (v) Feedback; (vi) Trust. From
this finding, the authors give hotel businesses some suggestions for designing websites so as

to increase the satisfaction of customers when booking online services.

Keywords: website, satisfaction, domestic tourists, 4- and 5-star hotels, Hanoi

GIOI THIEU

Internet dd c¢6 d4nh hudng siu sic d&én nganh khéch
san du lich, ddc biét internet hién nay dudc coi nhu la
mot kénh phan phoi hiéu qua (Buhalis va Law, 2008).
Website khich san va website dai 1y du lich tryc tuyén
(OTA) 1a hai kénh dit phong tryc tuyén chinh ciia cdc
khach san. Viéc stf dung cac kénh phan phdi truc tuyén
gitp ting doanh thu, 1gi nhuan cho cic nha kinh doanh
khach san.

Chinh vi vy, v6i sy phat trién biing nd ctia cdc
kénh dit phong tryc tuyén hién nay, cdc khach san
cAn phai hiu khi nio khiach hang st dung va dit dich
vu trén website ctia ho (Morosan va Jeong, 2008) va
céc nhan t& nao dnh hudng dén viéc lya chon kénh dit
phong tryc tuyén (Liu va Zhang, 2014). Hon nita, cic
nha qudn ly khdch san ciing cAn nhiéu thdi gian hon
nifa trong viéc xay dung, thi€t k&, ddnh gid chat lugng
website ctia khdach san minh nhim gidp viéc dit dich
vu clia khdch hang tré nén nhanh chéng, dé dang va
thudn tién hon. Vi viy, viéc nghién ctu dé tai “Nghién

*, ", Trudng Dai hoc Thuong mai

cifu tdc dong clia website dén sy hai long
ctia khach du lich noi dia tai cdc khédch
san 4-5 sao trén dia ban Ha No6i” 1a can
thi€t va c6 y nghia thyc tién cao.

CO SO LY THUYET VA PHUOGNG
PHAP NGHIEN CUU

Co s6 1y thuyét va mo hinh nghién ciu

Mot s& nghién citu trude day da chi
ra ring c6 moi quan hé giita chit lugng
website dén sy hai long khdch du lich
v6i cdc website du lich. Abbaspour va
HazarinaHashim (2015) tim ra chit
lugng website, sy tuong tdc, thong tin,
bdo mat, sy ddp tng c6 mdi tuong quan
v6i sy hai long khach du lich, trong khi
dé sy cdm thong (thdu cdm) khong cé
dnh hudng dén sy hai long ctia khach du
lich khi dit dich vu truc tuyén. Trong khi
dé, k&t qua cla Ajay Kaushik va Potti
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Srinivasa (2017) cho thay, c¢é chat lugng
thong tin, chat lugng hé thong, chit lugng
dich vu, va thiét k& website c6 tdc dong
tich cyc dén sy hai long va y dinh dit vé
tryc tuyén ctia khach du lich.

Tai Viét Nam, L€ Vin Huy va
Nguyén Thi Hoai An (2013) trén cd s&
tong hdp 1y thuyét va thuc hién nghién
cttu dinh lugng, két qua nghién cttu thuc
tién tai cdc khach san 4-5 sao tai Ho6i An
cho th4y, c6 7 nhén t& bao gébm: (1) Pic
tinh thiét k&; (2) Thong tin trén website;
(3) Tinh an toan/bdo mit; (4) P6 tin ciy;
(5) Tién lgi qua trinh giao dich; (6) Dich
vu hd trg khdch hang; (7) Thong tin dich
vu khéch san ¢6 mdi quan hé véi Su hai
long clia khdch hang tryc tuyén. T do,
nghién cifu dua ra cdc khuyén nghi cho
céc doanh nghiép kinh doanh khach san
nhim gia ting sy hai 1ong cta khdch.
Trong khi d6, Ngd Thi Huyén Trin
(2019) ciing chi ra 6 nhan t6 cla chat
lugng website ¢6 tdc dong dén sy hai
long va y dinh diat phong cla khach hang
gdm: Thiét k€&; Miic do tuong tic; Thong
tin; Bdo mat; Su phan hdi; Niém tin.

T cdc ly thuyét va md hinh tham
khdo trudc day, mo hinh cdc nhan t6 cla
chat lugng website 4nh hudng dén sy hai
Iong khach du lich ndi dia tai cac khach
san 4-5 sao trén dia ban Ha NOi trong
nghién ctfu ndy dugc dé xuat nhu Hinh.

Céc gid thuyét nghién citu dugce dua
ra nhu sau:

HI: Thiét k& website khiach san
c6 4nh hudng tich cuc dén Su hai long
khach du lich

H2: Mdc d6 tuong tdc cia website
khach san c¢6 dnh hudng tich cuc dén Sy
hai long khéch du lich

H3: Thong tin trén website khich san
c6 4nh hudng dén Sy hai 1ong ctia khach
du lich

H5: Sy phin hdi cia mot website
khach san cé tdc dong tich cuc dén Sy
hai long khéch du lich

H6: Niém tin v6i website khich san
c6 tic dong tich cyc dén Sy hai long
khach du lich

Phuong phap nghién citu

Dir liéu khdo sdt cia nghién ciru dugc
14y theo phuong phép thuan tién, phi xdc
sudt trngay 01/11-15/11/2020. Qu4 trinh
thuc hién nghién cttu da cé 150 bang cau
héi khdo sdt theo hinh thifc truc tuyén
dugc phét ra t6i cac doi tugng 13 khich
du lich noi dia dit phong truc tuyén qua
cac website khach san 4-5 sao trén dia
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BANG 1: KIEM BINH PO TIN CAY CRONBACH’S ALPHA

Bicn Tu’o’pg quan Cronbach’s A!pha néu| Cronbach’s
bién tong loai bién Alpha
Thiét ké& (TK)
TK1 ,640 ,829
TK2 ,496 ,852
TK3 679 ,824
TK4 536 ,844
TK5 593 ,836 ,835
TK6 630 .831
TK7 758 813
Tuong tic (TT)
TT1 548 ,743
TT2 680 594
TT3 581 713 167
Théng tin (IF)
IF1 719 ,870
1F2 674 .879
1F3 659 ,884
1F4 784 855 890
1F5 833 .843
Bao mat (BM)
BM1 683 ,720
BM2 707 ,692 310
BM3 599 .810 i
Phin héi (PH)
PH1 642 ,791
PH2 724 712
PH3 670 764 823
Niém tin (NT)
NTI1 ,570 ,682
NT2 544 .690
NT3 492 ,719 ,749
NT4 579 ,670
Su hai long (HL)
HL1 .7138 ,866
HL2 791 818
HL3 797 814 883
BANG 2: KET QUA PHAN TiCH EFA
o 142 Hé s6 tai nhan to
Nhan to 1 > 3 4 G 6
IF5 | .824
IF4 | ,805
IF1 | ,768
Théng tin IF2 | .662
IF3 | .554
TK1 782
TKS5 762
TK3 ,710
TK2 ,649
TK6 ,595
Thiét k& TK4 ,547
TK7 ,531
NT2 ,667
NT4 .664
Nidm ti NT1 ,649
iém tin NT3 617
TT2 ,760
Tuong tac TT1 159
TT3 ,756
BM2 823
Bdo mat BM3 730
: BMI ,567
PH3 ,746
- Ao PH2 710
Phan hoi PHI 683
Téng phuong sai trich 68,902

Gia tri KMO =,883 |

Bartlett’s test Sig. = 0,000

Nguén: Phan tich tu di lieu nghién ctu
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HINH: MO HINH NGHIEN cdu BE XUAT

Thiét ké \
Tuong tac [~ H1
H2
Thoéng tin —— 3 ]
Sy hai long
Bao mat — H4
HS
R H6
Phan hoi 7
Niém tin

BANG 3: KIEM PINH HE SO TUONG QUAN

IF TK TT NT BM PH | HL
Pearson Correlation 39777 ,3877| ,2517| ,325™| ,4727| ,530™ 1
HL ([Sig. (2-tailed) ,000{ ,000{ ,000] ,000[ ,000{ ,000
N 150 150 150 150 150 150] 150
BANG 4: KET QUA PHAN TiCH HOI QUY
Hé so Hé so Théng ké
Mo hinh |<hU2 Chu?fl.l hA(”)a chuén héa ¢ |sig|— til’a c(f)rAlg l:,uyé'fl :
B Sai s0 Beta Do chap|Hé s6 phong .dal
chuan nhin phuong sai
(Hing s0)| -,744 410 -1,816/,072
TK ,281 116 ,189] 2,431,016 ,563 1,775
NT 235 131 ,196] 3,033,008 ,393 1,545
1|TT ,192 ,188 ,115] 2,049,030 S17 1,933
IF ,123 116 ,102] 2,003],045 ,394 1,541
BM ,163 ,110 ,145| 1,991],047 ,439 1,277
PH ,439 ,197 ,373| 4,545(,000 ,502 1,992
Hai long
R=0,718 R2=0,515 R?hiéu chinh = 0,495
Durbin-Watson = 1,803 F = 25,347 Sig. = 0,000

ban Ha Noi. Nhém tdc gid thu dudc 150 bdng trd 15i
hgp 1& dugc thuc hién x& 1y trén phan mém SPSS 24.

KET QUA NGHIEN cUU

Phan tich dd tin ciy thang do

Kétqua 6 Bang 1 cho thdy, c4 6 bi€n doc 1ap va bién
phu thudc Sy hai 1ong déu c6 hé sd Cronbach’s Alpha
tir 0,749 dén 0,890, thdéa min diéu kién Cronbach’s
Alpha > 0,6. Vi, hé so tuong quan bién tdng tir 0,594
dén 0,879, thda man diéu kién > 0,3. Sau khi phan tich
chinh thic, thang do dat do tin cdy thda min cic diéu
kién va c6 ¥ nghia thong ké, d€ dwa vao phan tich nhan
t6 khdm pha (EFA).

Phan tich EFA

6 nhan td ban dau (gdm 25 bi€n) dwa vao phan tich
nhan t6 Principal Component vdi phép xoay Varimax,
ta c6, hé s6 KMO = 0,883 > 0,5 thé hién phan tich
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nhin t& phit hop; Ki€m dinh Bartlett’s
Test ¢6 Sig. = 0,000 < 0,05 ching tb cac
bi€n quan sit ¢é tuong quan vdéi nhau
trong tng thé; Eigenvalue = 1,071 > 1
dai dién cho phin bién thién dugc gidi
thich bdi mdi nhan to, thi nhin td rut
ra ¢6 y nghia tém tit thong tin tot nhat.
T&ng phuong sai trich = 68,902% > 50%,
chitng td 68,902% bién thién clia dit liéu
dudc gidi thich bdi nhan t6 dugc trich ra.

K&t qud phan tich nhan t6 cho cic
bi€n ddc 14p cla ma trin xoay nhin t&
trén cho thay, hé s& tdi nhan td cla cic
bién quan sit déu thda méan diéu kién khi
phan tich nhan t& 12 hé s§ > 0,5.

Tuong quan Pearson

K&t qud phan tich tuong quan Pearson
& Bang 3 cho thdy, tit c4 6 bién doc lap
déu c6 tuong quan vdi bién phu thudc &
muc y nghia 1% (tuong duong véi do tin
ciy 12 99%). Mdi tuong quan giita cdc
yéu t& doc lap ciing chit ché véi nhau.
Ngoai ra, két qud phan tich ciing cho
thay, nhan t& Phan hdi (PH) c6 tuong
quan manh nhat vé6i bién phu thudc (HL)
v6i hé s6 Pearson = 0,330, sau d6 12 Bdo
mat (BM) vdi hé s6 Pearson = 0,472 va
cudi cling tuong quan yé&u nhat 1a bién
Thong tin (IF) véi hé sd Pearson = 0,251.

Phan tich hdi quy

K&t qua phan tich hdi quy tai Bing 4
cho thiy, hé s6 R = 0,718 ¢ mdi quan
chiit ché twong quan trong md hinh. Két
quéd hdi quy ctia mo hinh cho thdy, R? =
0,515 diéu nay néi 1én do thich hop cia
mo hinh 13 51,5%. Kiém dinh “F thay
ddi” 6 Sig. < 0,05 c6 ¥ nghia tdn tai mo
hinh hdi quy tuyén tinh giita bié€n phu
thudc va 6 bién doc 1ap.

Ta c6 phuong trinh hdi quy chuin héa
nhu sau:

HL = (0,189*TK) + (0,196*NT) +
(0,115*TT) + (0,102*IF) + (0,145*BM)
+ (0,373*PH)

K&t qud cho thdy, Thi€t k& (B, =
0,189); Tuong tiac (B,= 0,115); Thong
tin ([33:\ 0,102); Bdo mat (\B4= 0,145);
Phén h@i\ (B = 0,373); Ni€ém tin ,(Be =
0,196) déu c6 tac dong tich cuc dén Sy
hai long khdch du lich khi ddt dich vu
phong truc tuyén tai cdc khdch san 4-5
sao tai Ha Noi.

KET LUAN VA MOT SO KIEN NGHI
Ké&t luan

Két qua cho thiy, c6 6 nhin td cda
chat Iugng website c6 tdc dong tich cuc
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dén sy hai 1ong cta khach du lich khi dit
phong truc tuyén tai cdc khdch san 4-5
sao & Ha Noi gdm: Thiét k&; Tuong tac;
Thong tin; Bdo mat; Phan hdi; Niém tin.
Trong d6, nhan t& Phan hdi c6 tic dong
manh nhit, con nhan t6 Thong tin c6 tdc
dong thap nhat.

Mot s6 kién nghi

Do viy, dé ting su hai 1ong ctia khach
du lich khi dit dich vu phong truc tuyén,
theo ching toi, cdc khach san can ning
cao chat lugng website thong qua viéc:

Thit nhdt, thiét k&, giao dién cilia
website phai dugc thi€t k& dé giy 4n
tugng cho khdch hang nhim mang lai sy
kich thich to mo ngay 14ap tdc cho khach
hang. Pong thdi, cAn tip trung vio viéc
gitp khdch hang tim ki€m nhanh nhAt
thong tin ma ho cin, ndi dung trinh bay
dep va khoa hoc méi c6 thé tao ra dugc
mot website dep.

TAI LIEU THAM KHAO

Thit hai, cic website khi dugc xay dung can chi y dén
kha ning tuong tic, toc do phan hdi nhanh nhiing thic mic
ctia khich hang vé dich vy, cin ddm bio cung cAp nhicu
su lua chon, ddp ting nhu cAu da dang ctia khach du lich.

Thit ba, thong tin trén website khich san can ddm
bao tinh chinh xdc, ludn cdp nhat nhitng thong tin mdéi
nhat va cdc thong tin khuyé&n mai.

Thit tu, can duy tri viéc thyc hién cdc quy trinh ma
héa va xéc thyc thong tin thong qua cac dich vu an
ninh mang, dich vu bdo mat dé c6 thé bio vé hé thong
website cua khéch san.

Thit ndm, cidc website khach san can c6 dich vu hd
trg tric tuyén, gidi ddp nhitng thic mic hay tu van cu
th€ cho khach hang, nhu: dich vu 24/24 hoic hotline
trd 13i thic mic khdch hang 24/7.

Cudi cing, d€ xay dung niém tin trong 1ong khach
hang, céc t8 chitc kinh doanh cin cung cap ding dich
vu nhu cam két. V6i dich vu dit phong khach san truc
tuyén, cdc chi thé kinh doanh khach san cin ddm bio
cung cAp hinh 4nh ndi that, cdc diéu kién sinh hoat, cic
g6i dich vu... phdn 4nh ding véi thuc t&€.Q
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