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Tom tat

Thwong mai dién tir hién nay da tré nén quen thudc va la méi truong kinh doanh khéng thé thiéu
trong doi song kinh té xd héi, gép phan thay déi sau sdc nhu cau va hanh vi tiéu ding cia khéch
hang. Pé dap ing tot nhu cau cia khdch hang, cdc doanh nghiép kinh doanh du lich néi chung va
cac khach san noi riéng phdi thiét Idp cho minh cdc website phuc vu cho hoat dong kinh doanh va
tao dung loi thé canh tranh. Trén co sé t(fng hop li thuyét va thuc hién nghién cuu dinh luong, két
qua nghién ciru thuc tién tai cdac khach san 4-5 sao tai Hoi An cho théy ¢6 7 bién s6 bao gém: (1)
Bdc tinh thiét ké; (2) Thong tin trén website; (3) Tinh an toan/bdo mdt; (4) D¢ tin cdy; (5) Tién loi
qua trinh giao dich, (6) Dich vu hé tro khach hang; va (7) Thong tin dich vu khdch san co moi quan
hé véi su hai long ciia khdch hang triee tuyén. Tie do, nghién ciru duwa ra cdc khuyén nghi cho cdc
doanh nghiép kinh doanh khéch san nham gia tang sw hai long ciia khdch hang.

Tir khéa: Chét luong website, khach hang truc tuyén, su hai long ciia khach hang truc tuyén.

Abstract

E-commerce has become a familiar and indispensable part in a developing society, contributing
substantially to changes in the customer behaviors and demand. In order to meet customer needs,
tourism companies in general and enterprises of the hospitality industry in particular must establish
their own websites at the service of their business and competition. In this paper, through
aggregation of existing theories in the world and quantitative research, the authors conduct an
empirical research for the case of four- and five-starred hotels in Hoi An City and identify seven
factors that affect the satisfaction of online customers (or e-satisfaction): (1) Website design, (2)
Website information, (3) Website security, (4) Trust, (5) Transaction convenience, (6) Customer
services, and (7) Hotel services information. Those results allow authors to offer some suggestions
for hospitality enterprises to enhance their customer satisfaction.

Keywords: Website quality, online customers, e-satisfaction.

Tap chi Phat trién kinh 6 273 (07/2013) 39-50



40 | Lé Vin Huy & Nguyén Thi Hoai An

1. Giéi thiéu

Su phat trién nhanh chong ctia cong nghé thong tin néi chung va Internet néi riéng da tao nén
mdt “san choi phang” va tao ra mot mdi truong canh tranh binh dang hon cho moi doanh nghiép.
Thép nién vira qua, nhimg nd lyc day manh thwong mai dién tir cia VN da mang lai nhiéu két
qua nhat dinh, mua ban tryc tuyén thong qua cac website da trd nén phd bién hon, tir vé may
bay, mua sach, dia nhac, cac thiét b dién tt, dat phong khach san v.v.. Cung véi sy tién bo cua
khoa hoc ki thuit trong thoi gian qua, cac doanh nghiép kinh doanh khach san tai VN néi chung
va tai thanh ph6 Hoi An (Quang Nam) néi riéng da tmg dung thuong mai dién tir trong viéc trién
khai phuong an kinh doanh nhdm gia tang thong tin vé diém dén, su Iya chon cua khach hang
dbi vé&i dich vu luu tra, tham quan v.v..

Gidng nhu trong kinh doanh truyén thng, dé gia ting su hai long cua khach hang d6i voi
mot cira hang thi doanh nghiép can phai dép img mot cach t6t nhét chat lwong dich vu tai cira
hang d6. Ddi voi kinh doanh tryc tuyén dich vu khach san nham tim kiém thong tin, dat khach
san truc tuyén (online) thong qua website thi chét lugng cua website dong mdt vai tro rat 16n
trong viéc xay dung hinh anh doanh nghiép, tao ra sy khac biét, sy hai long va long trung thanh
cua khach du lich. Do vay, viéc nghién ctru mbi quan h¢ gitra chét luwong website dén sy hai long
cuia khach hang trong linh vuc khach san 1a thyc su hitu dung trong nhiing nd luc cai thién nhan
thirc tir phia doanh nghiép. Nghién ctru s€ gitip cac doanh nghiép khach san tai VN néi chung va
thanh phé Hoi An néi riéng trong cong tac hoach dinh chién lugc, cai thién chét luong dich vy
s6 hoa, gia tang sy hai long cua khach hang ddi véi khach san noi chung va website noi riéng.

2. Méi quan hé giira chit lwong website va si hai long ciia khach hang truc tuyén
2.1. Chit lwgng website

Trong khoang hon 3 thap nién gan day, nhidu nha khoa hoc da tap trung nghién ciru mdi quan
hé giita chat lugng dich vu va sy hai 10ng cua khach hang trong kinh doanh. Khi Internet xuét
hién va dong vai trd quan trong trong hoat dong kinh doanh ctia doanh nghiép thi chét luong
dich vu tryc tuyén thong qua chat luong website 13 mot trong nhiing chu dé trung tdm cua cac
nha nghién ctru hanh vi. Theo Carlson (2003), chit lugng ctia mot website khong chi gidi han &
chat luong dich vy website duoc cung cip ma con xét dén nhiéu khia canh khac nhu céu trac hé
thong, chat luong thong tin trén website. .., Zhong & Ying (2008) cho rang chit luong website
(WEBQUAL) chinh 14 chat lugng cac dich vu duoc cung cap boi hé théng website d6. Chairparit
& cong su (2011) cho ring 3 chirc ning chinh ciia mot website 13: (1) Cung cép thong tin, cung
cép cac san pham, dich vy; (2) Giao dich truc tuyén; va (3) Xay dung mbi quan hé véi khach
hang trén co so nghién ctru nhitng mong doi cta khach du lich dbi v6i cac website du lich. Trong
khi d6, Yang (2008) dé xuat mé hinh su hai long ctia khach hang truc tuyén xét trén 3 khia canh
chét luong truc tuyén 1a chat luong hé théng, chét luong thong tin va chét lugng dich vy, trong
d6: (1) Chit luong hé thong miéu ta sy do ludng vé hé théng xur li thong tin (information
processing system) bao gdm tinh d& sir dung va su twong tic v6i hé théng; (2) Chit lugng thong
tin thé hién sy do ludng vé chét luong thong tin du ra ctia hé thong bao gdm tinh phong phu va
tinh giai tri ciia thong tin; va (3) Chat lwong dich vu dugc do ludng bai cac khia canh cua thang
do chat luong dich vu truc tuyén. Trén co s& nhitng nghién ciru trudc, tac gia luge khao Kkét hop
v6i nghién cru dinh tinh nham dé xut cac khai niém nghién ctru va thang do.
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2.2. Cic nhén té trong mé hinh méi quan h¢ giita chit lwong website va sw hai long ciia

khdch hang truc tuyén (e-satisfaction)

Trén co s& khao ctru cac khai niém tur li thuyét chét lugng dich vu website va su hai long cia

khach hang truc tuyén dé co duge khai niém va thang do so lugc, nghién ctru dinh tinh dugc

thue hién thong qua trao ddi truc tiép ctia cic hudng dan vién du lich v6i 4 nhom goém 15 khach

du lich vé thang do, sau khi thong nhét, thang do chinh thirc duoc st dung tuong tng Vi cac

khai niém dugc gidi thi€u tai Bang 1.

Béang 1. Céc khai niém va chi bao

Khai niém  Ki hiéu Chi bao Tac gia
TKEl B cuc 16 rang
. Aladwani & Palvia (2002),
o TKE2 ~ Mau séc hai hoa, than thién adwani & Palvia (2002)
Pic tinh ) o Nusair & Kandampully
thiét ké TKE3  Toc d6 tai dir liéu nhanh (2007),
TKEA Dé dang tim théy website khach san trén  Kim (2005)
céc cong cu tim kiém
Website c6 cac hinh thirc bao mat khi cap
ATO1 A
nhat thong tin
Tin tudéng v6i cac hinh thiic bdo mat cua
. ATO2 bsi Aladwani & Palvia (2002),
An toan website
. Chaiprasit & cng su (2011)
ATO3 Tin rang thong tin ca nhan dugc giit kin
ATO4 C.:Slm giéc.an toan khi thyc hién giao dich
trén website
DTCI T%n rér.lg hAé, thdng tryc tuyén cua khach san
dang tin cay
Su DIC2 Tin tudng vao uy tin, danh tiéng ctia khach  Kim (2005), Mohamed &
tin cay san Moradi (2011)
DTC3 Khon.g lo l.ang hé thong tryc tuyén trong va
sau giao dich
TDN1 D¢ dang dang nhap vao website
Thuin tién TDN2 EE ;;Iéi;“ifhua hodic cap nhat lai thong . 5005). Mohamed &
dang nhap g Moradi (2011)
C6 cac huéng dan khic phuc sy cb xay ra
TDN3 . R
khi dang nhép
TGDI Dé’démg st dung cac chirc nang dat phong
Thuan tién khach san Chaiprasit & cong su
giao dich TGpy  Tién loi khi dat phong khach san trén (2011), Kim (2005)

website
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C6 thé chon ngdn ngit website phu hop

TGD3 R o
ngdn nglt quoc gia
TGD4 V\./ebsi.te dujqc thiét ké giup tiét kiém thoi
gian giao dich
HKHI We‘bsite cung cép céc dich vu thiét yéu (dat
Dich vu phong, thanh todn..) Schaupp & Bélanger (2005),
ho tro HKHD Website cung cép cac dich vu hd trg (cau Nusair & Kandampully
khach héi thuong gap —-FAQ, hoi dap) (2007),
hang s €O duoe (tin s& o duge) hd trg hop 1 ddi Kim (2005)
v6i nhitng yéu cau, thic mic
TTw, [hong tin gi6i thidu vé diém dén (thanh
Thong tin phé Hoi An) luén sin co Aladwani & Palvia (2002),
trén Chaiprasit & cong sy

TTW2 B cuc trinh bay thong tin dich vy rd ra
website © cuc T bay TONg Hil AICh VUTOTANE  1011), Kim (2005)

TTW3  Théng tin don gian, d& hiéu

Théng tin gidi thiéu 16 rang vé (dic diém)

TKSI1
khach san
Thong tin TKS2  C6 thong tin vé loai phong va mirc gia Jeong & Lambert (2001),
dich vu o ) ) Chaiprasit & cdng su
khach san TKS3  Co6 thong tin vé cac dich vu gia ting (2011), Kim (2005)

Thoéng tin dich vy khach san phu hop véi
TKS4 ) o
khach hang tim kiém

Pic tinh thiét ké: Dic tinh thiét ké website c6 mot vai trd quan trong trong viéc thu hut
khach dén tham va dat hang trén website, nhitng trang dugc thiét ké nghéo nan s& danh mat hon
50% doanh thu tiém nang boi vi nguoi diung khong thé tim thiy cai ho mudn hay mat hon 40%
lwong khach tiém ning viéng tham lai website chi boi vi nhitng trai nghiém lan diu tai website
nghéo nan. Do d6 cac khach san can quan tim dén cac yéu t6 nhu bd cuc website rd rang, than
thién, mau sic hai hoa, d& dang tim théy trén cac cong cy tim kiém, toc d6 tai dit liéu trén website
nhanh... (Schaupp & Bélanger, 2005; Kim, 2005) va cac tac gia nay khang dinh dic tinh thiét
ké trén website c6 tac dong tich cuc dén sy hai 10ng cua khach hang truc tuyén.

An toan: Sy an toan cua website dugc xem la kha nang ctia doanh nghi€p mang dén cho mot
ngudi trong viée kiém soat sy hién dién ciia cac yéu td méi trudng trong qué trinh thyc hién giao
dich va sy an toan 1a mot trong nhimng yéu té quan trong trong viéc kich thich ing dung thuong
mai dién tr trong hoat ddng kinh doanh. Trong qua trinh st dung, khach hang luén xem xét cac
website c6 st dung cac hinh thiic bado mat thong tin hay khong (Chaiprasit & cong su, 2011) va
c4c hinh thirc bao mat d6 phai mang lai cam giac an toan cho ngudi sir dung, cac yéu t nay co
tac dong tich cuc dén tAm i khach hang, tao nén cam giac c6 sy bao vé trong va sau qua trinh
giao dich. P4i v6i mot nuée dang phat trién nhur VN, cong tc sir dung cac gidi phap an toan ddi
v6i cac doanh nghiép kinh doanh thuong mai dién tir con thap, luat thuong mai dién tir chua ra
doi nén khach hang thuong e ngai trong giao dich truc tuyén trén cac website ctia doanh nghiép.
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S tin cdy: La tip hop nhitng niém tin ctia nguoi tiéu ding tryc tuyén ddi voi nha cung cip
dich vu (Kim, 2005). Dé c6 giao dich truc tuyén, khach hang thudng c6 cam giac tin tudng vao
uy tin, danh tiéng ctia doanh nghiép, tin vao hé thdng truc tuyén, it hodc khong lo ling trong va
sau giao dich. Trén thyc té, yéu t6 nay c6 tac dong tich cuc dén sy hai long ctia khach hang dic
biét trong nhitng giao dich truc tuyén khong co su tuong tac truc tiép giita con ngudi véi con
ngudi ma tat ca déu thue hién théng qua phuong tién dién tir (Internet).

Sw thuén tién diang nhap: Theo Kim (2005), Mohamed & Moradi (2011), d6i véi mot san
pham mang dic diém “cong nghé méi’’ (innovation technologies), sy tién loi dugc dinh nghia
nhu 13 sy thuén tién, thodi mai cla ca nhan trong qua trinh thyc hién hay bat ki thu gi lam gia
tang su thoai mai, tiét kiém cong sirc trong khoang thoi gian hop li. Trong céc twong tac truc
tuyén, su tién loi chinh 1a viéc d& dang thuc hién ding nhap, c6 cac hudéng dan khic phuc cac su
cb c6 thé xay ra nham tiét kiém thdi gian, chi phi & mot khach hang thuc hién tai moi thoi diém
trong ngay.

Sw thuén tién giao dich: Theo Schaupp & Bélanger (2005), Chaiprasit & cong su (2011),
Kim (2005), su thuan tién giao dich dugc xem xét trén khia canh tao su thoai mai, tiét kiém thoi
gian trong qua trinh st dung chirc nang va thyc hién viéc dat phong, thanh toan truc tuyén...
Website duoc thiét ké hop 1i, tiét kiém thoi gian tim kiém thong tin va ngon ngir trén website
phtt hop véi ngdn ngir ciia khach hang nham tao ra cam giac thuan tién, thoai mai trong qua trinh
giao dich.

Dich vu hd tro khach hang: Schaupp & Bélanger (2005), Kim (2005) cho rang thong tin hd
tro khach hang co vai tro quan trong trong viéc kich thich st dung thuong mai dién tir, gitp cho
khach hang ¢6 dugc thong tin nhiéu hon va tao 1ong tin trong qué trinh st dung dich vu. Ciing
theo cac tac gia trén, dich vu hd trg khach hang dugc do luong thong qua viéc: Website cung
cap cac dich vu thiét yéu (dat phong, thanh toan..), website cung cép cac dich vu hd tro (cau hoi
thuong gip — FAQ, hoi dap); da co duoc (hoic tin s& co duoc) hd tro hop li dbi véi nhing yéu
cAu, thic mic.

Théng tin trén website va théng tin dich vu khach san: Trong kinh doanh, dé ra quyét dinh
mua, khach hang can phai c6 day du nhiing thong tin lién quan dén san pham dich vu. Déi véi
mot san pham dic thi nhu san pham du lich, khach hang can phai tim hiéu thong tin trudc khi
Ira chon diém dén va Iya chon co sé luu tra phi hop cho chuyén di. Ca Chaiprasit & cong su
(2011), Kim (2005) déu cho ring thong tin trén website va thong tin dich vu khach san 14 hai
khai niém phan biét, trong khi thong tin trén website dugc do luong bdi thong tin diém dén,
thong tin don gian, dé hiéu va nhitng cim nhan vé cach thirc trinh bay thong tin thi khai niém
thong tin dich vu khach san duoc do luong boi nhitng thong tin lién quan cu thé dén khach san
nhu gidi thiéu rd rang vé dic diém khach san, loai phong, mrc gia va cac dich vu gia tri gia tang.
Bén canh d06, cam nhan vé thong tin san pham va dich vu trén website 14 yéu t6 thiét yéu trong
du doan viéc ra quyét dinh cta ngudi tiéu dung (Kim, 2005) va cac tac gia khang dinh ton tai
mdi quan hé dong bién giira hai khi niém nay va sy hai long cua khach hang tryc tuyén cua
khach hang.

Su hai 1ong ciia khach hang tryc tuyén

C6 nhiéu dinh nghia khac nhau vé su hai long cta khach hang, theo Kotler (1994), su thoa
min duoc dinh nghia theo cach thirc danh gia tong quat hay tinh trang cam nhén giac quan, theo
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Oliver (1997) “sy hai long 14 phan tng cua khach hang khi duoc dép ng cac mong mubn”.
Nghién ctru Hernon & Whitwan (2001) cho rang “su hai long ctia khach hang truc tuyén 1a phan
ung cua khach hang ma ho nhan duogc khi st dung cac dich vu truc tuyén”. Nhiéu nghién ctru da
khang dinh méi quan hé giita cac yéu t6 vé chat luong website gdm dic tinh thiét ké (site design);
thong tin trén website (site information) va thong tin dich vu khach san (hotel information); dich
vu hd tro khach hang; sy thuan tién dang nhap (log-in convenience); sy an toan; tin cy... ddi
v6i su hai 1ong cua khach hang truc tuyén. Trén co s& hop tuyén 1i thuyét va cac khai niém lién
quan, Kkét hop v6i nghién ciru chuyén sau (15 khach du lich da thuc hién dit hang trén website),
nghién ciru dé xuat mo hinh nghién ctru (Hinh 1).

2.3. Phuwong phdp nghién ciru

Trén co s& vin dé va muc tiéu nghién ctru da duoc xac dinh, vdi cac khai niém va thang do
duoc téng hop, nghién ctru tién hanh phong van chuyén siu v6i 15 khach hang (do cac huéng
din vién du lich thuc hién gém khach Viét (2 nguoi), My, Anh, Uc (8 nguoi), Phap (3 nguoi),
Nhat (2 ngudi) va nghién ciru dinh lugng thong qua khao sat truc tiép va truc tuyén (giri truc
tuyén qua dia chi nhimg ngudi da thyc hién dat phong qua website) duoc thiét ké voi 4 ngon ngi
(Viét, Anh, Phap, Nhét). Trén co sé thong tin khach du lich dén véi cac khach san 4-5 sao tai
thanh phé Hoi An, nghién ctru tién hanh thuc hién diéu tra thue té voi 150 phiéu phong vén truc
tiép va 1.500 phiéu phong vén truc tuyén, sau khi tién hanh thu thap dit liéu c6 523 phiéu hop 1¢
(trong d6 127 phiéu phong van truc tiép va 396 phiéu phong vén truc tuyén) sir dung phén tich
bang phan mém SPSS 16 va AMOS 18.

-~ s H1 (%)
j Dic tinh thiét ké web
=) H2 (+)
g Thong tin trén trang web
=
E 2 Thong tin dich vy khach hang _ H3 ()
= T
S Chas o . 5 | £
;a é) Théng tin hd trg khach hang L _,m)y Sw hai 1ong ciia khach hang truc tuyén
[
=S L | H5 (+) A
= § Su thuén tién dang nhap
9 = H6 (+)
%- ~ Su thuén tién giao dich
=)
— . H7 (+)
[ Su an toan
é HS (+)
O Su tin cay

Hinh 1. M6 hinh yéu t6 chit lugng website tic ddng dén s hai 1ong ciia khach hang truc tuyén

2.4. Két qud phan tich

Théng tin chung vé miu diéu tra

Vi 523 khach hang duoc thuc hién phong vén c6 68,6% 1a nam va 31,3% la nit, da s6 dbi
tugng khao sat nam trong do tudi tir 18 dén 45 (chiém gan 70%) chii yéu dén tir cac qudc gia
thudc khu vuc chau A va chau Au v6i myc dich tham quan du lich (87%).
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Béang 2. Pac diém cia dap vién

Gigi | Nam 359 | 68,6% Chau A 202 | 38,7%
tinh | Ny 164 | 31,3% ) Chau Au 183 | 34,9%
- Quoc tich -
Tir 18-35 tudi 201 | 384% Béc My 124 | 23,8%
| Tir36-45 twéi 146 | 28,0% Nam My 13| 2,5%
D) tuoi -
Tir 46-60 tudi 90 | 17,3% Tham quan, du lich 455 | 87,0%
- Muc dich
Trén 60 tudi 85 16,3% Cong tac, nghi dudng 68 68,0%

Phén tich nhén t6 kham pha (EFA) va kiém dinh Cronbach’s Alpha

Thang do chét lugng website (WEBQUAL): Phén tich nhan t6 voi KMO = 0,817>0,5 va Sig.
= 0,000 < 0,05 nén khang dinh dir liéu phit hop phén tich nhan t. Sau khi rut trich tir 28 bién
quan sat ctia thang do chit lugng website, c6 2 chi bao bi loai gdm: (1) C6 duoc (tin s& c¢6 duoc)
hd tro hop 1i dbi v6i nhimg yéu cau, thic mic (HKH3); va (2) D& dang sira chira hoic cap nhép
lai thong tin da dang ki (TDN2) do hé s6 tai nhan t6 < 0,3 (v6i d6 16n ciia mau n = 523) nén bj
loai. Sau khi loai 2 chi bao trén, thong tin tir két qua tong phwong sai trich (Total Variance
Explained) cho thay c6 8 nhén té c6 Eigenvalue 16n hon 1 va phuong sai trich tich liy bang
67,515% (> 50%) mirc bién thién ctia dir liéu. TAt ca cac hé sb Cronbach’s Alpha cho 8 thang
do déu 16n hon 0,6 nén khing dinh cac thang do dam bao tinh nhit quan ndi tai (Internal
Consistency).

Bang 3. Két qua phan tich nhan t6 EFA va kiém dinh Cronbach’s Alpha
cac khai niém trong mé hinh

Chi bao 1 2 3 4 5 6 7 8

ATO2 0,932
ATO4 0,924
ATO3 0,920
ATOl1 0,889

TKE3 0,921
TKE2 0,915
TKEIL 0,878
TKE4 0,876

TGD3 0,885
TGD3 0,856
TGD4 0,824
TGD1 0,820

TKS2 0,844
TKS4 0,836
TKS3 0,831
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TKS1 0,801

DTClI 0,887
DTC3 0,886
DTC2 0,880

TTW2 0,883
TTW3 0,844
TTW1 0,838

HKH1 0,834
HKH2 0,775

DNI1 0,833
DN3 0,819

Eigenvalue 5,156 3,316 2,950 2,720 2,294 1,722 1,574 1,532
Phuong sai trich (%) 18,413 11,844 10,537 9,715 8,193 6,152 5,623 5,472
Phuong sai trich tich liiy (%) 18,413 30,257 40,794 50,508 58,702 64,853 70,477 75,949
Cronbach’s Alpha 0,876 0,761 0,882 0,867 0,820 0,812 0,761 0,771

Thang do su hai 1ong ctia khach hang truc tuyén c6 hé s6 KMO = 0,815 va Sig. = 0,000 <
0,05 nén dir liéu phtt hop phan tich nhan td, c6 mot nhan t6 dwoc rut trich voi tong phuong sai
trich bang 62,216% (>50%) c6 nghia nhan t6 “su hai long” giai thich 62,216% mirc do bién thién
cta dit liéu voi hé sé Cronbach’s Alpha = 0,812 nén dam bao tinh nhét quéan ndi tai cua thang
do.

Phin tich két qua nghién ciru

Nghién ctru sir dung mé hinh ciu trac tuyén tinh SEM dé danh gia mtrc do phu hop ciia mo
hinh nghién ctru va kiém dinh cic mbi quan hé trong mo hinh. Két qua phan tich voi 428 bac tu
do (df = 428), Chi-square = 642,362 va Chi-square/df = 1,501 < 2 nén khang dinh mé hinh phu
hop vai dir liu thi truong (cac gia tri TLI = 0,968, CFI = 0,974 > 0,9 va RMSEA = 0,03011
(<0,05)). Dong thoi nghién ctru khing dinh 7 bién s bao gdm: (1) Pic tinh thiét ké; (2) Thong
tin trén website; (3) Tinh an toan/bao mat; (4) D9 tin cay; (5) Tién lgi qua trinh giao dich; (6)
Dich vu hd trg khach hang; va (7) Thong tin dich vu khach san c6 moi quan h¢ véi sy hai long
ctia khach hang truc tuyén. Két qua nghién ctru cho thiy chua du co s dé khing dinh rang su
tién loi trong qua trinh dang nhap website khach san c6 tic dong dén su hai long cua khach hang
truc tuyén. Két qua phan tich kiém dinh cac mdi quan h¢ giita cac khai niém dugc thé hién tai
Bang 4.

Bang 4. Kiém dinh moi quan hé giita cac khai niém trong moé hinh nghién ciru

Mobi quan hé B Do léch chudn  Mikc ¥ nghia
<--  Dic tinh thiét ké (TKE) 0,299 0,068 ok
Ei‘ < Théng tin trén website (TTW) 0,363 0,143 0,011
¢ <---  Tinh an toan (ATO) 0,266 0,061 oAk
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truc’ <--- D0 tin cady (DTC) 0,254 0,061 *k*
tuyén
<---  Thudn tién qua trinh dang nhdp (TDN) 0,064 0,054 0,232
<---  Thuén tién qua trinh giao dich (TGD) 0,217 0,068 0,002
<---  Dich vy hd trg khach hang (HKH) 0,154 0,052 0,003
<---  Thong tin dich vu khach san (TKS) 0,214 0,067 0,001

Thong qua két qua phan tich cho thdy 7 nhan t6 déu c6 mdi quan hé duong véi su hai long
ctia khach hang truc tuyén, diéu nay da ung ho véi nhitng két qua nghién ctru cua cac tac gia di
truée dugce tom luge & Bang 5. Trong d6, nhan t6 “thong tin trén website’” c¢6 tac dong 16n nhét
(B=0,363) véi sy hai 1ong ctia khach hang, diéu nay c6 thé giai thich khi khach du lich c¢6 nhiing
dy dinh di tham quan, ho lu6n c¢6 nhu cdu tim kiém nhimng thong tin vé diém dén; tuy nhién,
nhimg thong tin thiét ké trén website can phai don gian, dé hiéu, trinh bay rd rang dé khach hang
dé dang tim kiém, theo doi thong tin. Nguoc lai, dich vu hd trg khach hang co tac dong nho nhét
(B =0,154), diéu nay c6 thé cho thay rang khi website trinh bay 5 rang, khach hang cam nhan
vé sy an toan, d9 tin cdy thi nhitng thong tin hd trg trong giai doan hién tai khong dic biét quan
trong v&i khach hang. Mdi quan hé dwong gitta nhan t6 nay véi voi sy hai long ciia khach hang
d3 ung ho két qua nghién ctiru ciia Aladwani & Palvia (2002), Nusair & Kandampully (2007) va
Kim (2005).

Béng 5. So sanh két qua nghién ctru véi cac nghién ciru trwée

Chi bao

Jeong & Lambert (2001)
Chaiprasit & cong su (2011)
Mohamed & Moradi (2011)

+ | Két qua nghién ctru
+ | Aladwani & Palvia (2002)
+ | Nusair & Kandampully (2007)

+ | Kim (2005)

Dic tinh thiét ké (TKE)

Thong tin trén website (TTW) +

+
+
+

Tinh an toan (ATO) + + +

Su tin cdy (DTC) + +

Thuan tién dang nhap (TDN) n.s + +

Thuén tién giao dich (TGD) + + +

Dich vu hd tro khach hang (HKH) + + +

Thong tin dich vu khach san (TKS) + + + +

Ghi chit: (+) Mdi quan hé duong, (n.s): khéng c6 mbi quan hé
Két qua nghién ctru ciing di cho thdy chwa c6 du co sé dé khang dinh rang su tién loi dang
nhap website khach san c¢6 tic dong dén su hai 1ong ciia khach hang truc tuyén. Két qua nay
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khong tung ho két luan cia Kim (2005), Mohamed & Moradi (2011), diéu nay c6 thé giai thich
cung véi sy phat trién ctia cong nghé thong tin n6i chung va Internet noi riéng, da sé khach hang
da st dung mot cach thuan thuc Internet thi nhitng thong tin lién quan dén hudng dan, hd trg vé
k¥ thuat s& khong thuc su quan trong. Pong thoi, cing vai thoi gian, qué trinh thiét ké website
1udn tao ra sy thuan lgi cho khach hang trong qué trinh dang nhap, it cic su cb xay ra trong quéa
trinh str dung nén khach hang it nhan thay sy thun tién trong qué trinh ding nhap anh hudéng
dén su hai long cua hang tryc tuyén.

3. Mt s6 goi y chinh sach cho cac nha quan li

Thong qua két qua phan tich, nghién ciru goi ¥ mot sé chinh sach nhim giup cho cac nha
quan tri c6 dugc cai nhin siu sdc hon vé sy hai long cua khach hang dbi véi cac dich vu truc
tuyén, trén co so nam bat dugc hanh vi ciia khach hang s& hd trg cac nha quan li ¢6 nhitng chinh
sach nham ting cudng 10ng trung thanh déi véi khach san.

3.1. Ting cwong chit lwong ddic tinh thiét ké website

Céc dac tinh ki thuat lién quan dén thiét ké website c6 anh hudng 16n dén sy hai long cua
khach hang, mot website co thé 16i cudn dugc khach hang néu ¢6 bd cuc hop li, mau sic hai hoa,
phtt hop véi ton chi phat trién cua khach san, toc do tai dir 1iéu nhanh chong va d& dang tim kiém
trén cac thanh cong cu. Dé lam duoc diéu do, cac khach san can quan tdm hon dén khia canh céc
tir ngit trong “bg loc” tim kiém (meta name, meta tag, title...) sao cho that don gian, phu hop ma
khach hang d& nghi dén nhét, dong thoi, can quan tim hon dén cac yéu t6 giao dién website nhu
gi6i thigu san pham that sinh dong t6i khach hang thong qua hinh dnh, 4m thanh, cic doan phim
ngan, diéu nay s& khién cac khach hang tiém nang s& dén voi website nhidu hon. Dic biét ddi
v6i cac website khach san, khach hang luén da dang vé quéc tich, ngdn ngit... do d6 lya chon
nhimg mau sic, hinh anh, ngdn ngit cin phu hop, can xiy dung bd cuc don gian nhung rd rang,
dé quan sat 13 tranh gay r6i mat ngudi dung.

3.2. Gia ting tinh an toan/bdo mdt va ting cwong sw tin cdy ciia khdch hang doi véi website

Vén dé an toan luén 13 mot trong nhitng rao can ddi voi cac doanh nghiép kinh doanh dién tir
tai VN. Chting ta c6 nhiéu doi ngii hoat dong trong linh vuc thiét ké, my thuat cia website kha
hoan thién nhung vAn dé bao mat thong tin ludn 1a mot diém yéu. Bén canh d6, van dé phap li
lién quan dén thuong mai dién tir chua dugc hoan chinh lam cho khach hang e ngai khi thyc hién
giao dich. Bén canh d6, mic dau hién nay hau nhu cac doanh nghiép déu yéu cau mat khau, ma
bao vé trong ding nhdp va thyuc hién giao dich khach hang, tuy nhién vé co ban, tinh an toan/bao
mat trong giao dich truc tuyén van chua duoc doanh nghiép quan tam. Do d6, khach san nén
kiém tra tinh ding dén va chan thyc cia thong tin trong giao dich, luu trit dit liéu nhidu noi véi
nhiéu hinh thirc. Cac khach san can huéng dan khach hang cac bién phap phong tranh riii ro nhu
ma PIN, mat khau truy cép... dé gia ting sy hiéu biét va thong tin lién quan dén van dé bao mat
cua khach hang.

Theo thdng ké ctia Bo Cong thuong, c6 98% cac website thuong mai dién tir chwa cung cp
day du cac thong tin co ban vé chii website nhu tén, dia chi, s6 dién thoai, email va gidy phép
dang ki kinh doanh cuia doanh nghiép. Pic biét, 48% sb website khong cong bd bt cir thong tin
gi vé céc diéu khoan giao dich (Bao cdao Bo Cong thuong nam 2010), tir thyc trang d6, khach
san nén ¢6 sy thay doi gia ting niém tin ciia khach hang nhu: Xay dung co ché kinh doanh 5
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rang, chinh sach ban hang truc tuyén va ho tro khach hang tot, quan tam dén loi ich hién tai
va tuong lai cta khach hang, chinh sach bao vé quyén lgi khach hang ludn rd rang va dam
bao viéc thuc thi cac chinh sach.

3.3. Tiang cwong chit lwong thong tin dich vu va cdc dich vu hé tro khdch hang dwoc cung
cdp tai website

Bén canh viéc cung c:?ip cac dich vu can thiét cho khach hang thi cac dich vu hd tro nhu tra
16i cac thic mic, dua ra cac phan hdi hop li d6i véi nhimg than phién ciia khach hang vé dich vu
khach san thi cang 1am ting sy hai 1ong ctia khach hang truc tuyén. Ddi voi hau hét cac website
thwong mai dién tir cia VN hién nay chi hoat dong véi chirc nang chinh 1a cung cap thong tin,
tuong ty dbi voi khach hang VN chi truy cép vao website tim kiém thong tin 1a myc dich chinh.
Do d6, cin c6 su dau tu phi hop vao chat luong thong tin duogc cung cdp trén website. Ngoai
viée tim hiéu va cung cdp cac thong tin ma khach hang thuc sy can, cach bé tri thong tin trén
website sao cho rd rang, dé hiéu nhung phai tao duoc 4n tuong 16i cuén nguoi xem. Bén canh
d6 viéc thudong xuyén cap nhat sy thay ddi trong thong tin mirc gia phong hay cac géi dich vu
dic biét cua khach san ciing 1a diéu can chi ¥ trong cong tac truyén théng cho khach hang dé c6
thé co nhimg quyét dinh hop 1i trong viéc lya chon thoi diém du lich. Theo mong doi tir phia
khach hang dugc khao sat, cac khach san trén dia ban thanh phé Ho6i An nén quan tdm hon dén
viéc thuong xuyén cap nhat thong tin vé cac chuong trinh, ddc biét 1a cac chwong trinh khuyén
mai, tri an khéach hang, cac chinh sach gia cho cac dip cao diém du lich nham tao ra co hoi t6t
trong viéc lwa chon thoi gian, dia diém luu tra phu hop véi timg c4 nhan.

4. Két luan va nhirng han ché vé két qua nghién ciru

Bai viét da giéi thiéu két qua nghién ctru mdi quan hé chit luong website va su hai 1ong cua
khéch hang truc tuyén stt dung dich vu cua khach san 4-5 sao tai thanh phé Hoi An, két qua
nghién ctru trén 523 khach hang da cho phép khang dinh 7 bién s6: (1) Pic tinh thiét ké, (2)
Thong tin trén website, (3) Tinh an toan/bao mat, (4) P4 tin cay, (5) Tién loi qué trinh giao dich,
(6) Dich vu hd trg khach hang, va (7) Thong tin dich vu khach san c6 mbi quan h¢ voi sy hai
1ong cuia khach hang truc tuyén. Nghién ctru da xay dung moé hinh sy hai 1ong ciia khach hang
truc tuyén ddi véi chat lugng website cac khach san la co s cho phép cac nha hoach dinh,
céc nha nghién ciru ¢6 dugc cai nhin chung nhat trong viéc xét xem va khang dinh 7 yéu tb
ctia chat luong website trong moi quan hé v6i su hai 1ong ctia khach hang truc tuyén, tir d6
1am co s& cho viéc dé xuét cac chinh sach hop 1i nham khuyén khich ca nhén, t6 chirc sir
dung dich vu truc tuyén cua khach san. Déng thoi, két qua nghién ctru s& tao didu kién thuin
loi va cho phép cac nha quan trj co duge cai nhin sau sic hon vé khach hang, trén co sé nam bat
duogc suy nghi ciia khach hang, nham c6 giai phap ting cudng 10ng trung thanh ddi véi cac dich
vu khach san trong thoi gian toi.

Tuy nhién, nghién ctru van ton tai mot sé han ché gdm: (1) Viéc chon mau ngau nhién don
gidin trong danh muyc cac khach hang da giao dich truc tuyén voi khach san thyc hién song song
phong vén truc tiép va phong van qua mail phan nao d6 di anh huong dén tinh dong nhat cua
mau; (2) Nghién ctru chi tap trung vao 8 nhan t6 ctia chat lugng dich vy, cé thé con mot s6 nhan
t6 khéc trong tiép can chat lugng website ma nghién ctru chua hop tuyén, néu mé rong cac bién
quan sat pht hop hon trong do ludng chét lugng cac nhan t6 dé xuét thi chit lwong mé hinh s&
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mang tinh toan dién hon; va (3) Chi tap trung vao khach san 4-5 sao, trong thoi gian dén sé tiép
tuc mo rong hang sao, dia ban nghién ctru hodc mé rdng nghién ctru trong cac linh vuc khac
(nhu ngén hang, website thuong mai...) timg budc tién dén x4y dung chi sé hai 1ong tryc tuyénm
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