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Tom tiit:
uc tiéu chinh ciia nghién ciru nham do heong cdc yéu t6 anh hwong dén
M chdt lwong dich vu leu trii ciia hé thong khéach san 3-5 sao tai TP.HCM
(TP.HCM). M6 hinh ddnh gla chdt heong dich vu ciia Parasuraman va
cong sw (1988) diege sir dung dé gidi quyet muyc tiéu ciia nghién ciru. Nghién cieu duoc
thuwe hién bang phwong phap phong van truc tiép 375 khach leu trii qua Bang cau hoi,
van dung phirong phap kiém tra dg tin cdy Cronbach 5 Alpha, phan t|ch nhan 76 kham
pha (EFA) va phan tich mé hinh hoi quy tuyen tinh thong qua phan mém phan tich div
liéu SPSS 20.0. Két qua nghién civu cho thdy ba yéu to anh hwong chat lwong dich vu
luw tra cuia hé thang khach san 3-5 sao tai TP.HCM la Phwong tién hiru hinh, Sw tin cdy
va Sy dam bao. Trong dé, yéu t6 Phirong tién hitu hinh anh hwéng nhiéu nhat va yéu té
S dam bao anh hwéng it nhat. Tir d6, nghién cieu dé xudt cdc giai phap ndng cao chdt
lwong dich vu luu tru cua hé théng khach san 3-5 sao tai TP.HCM.
Tir khoa: Phwong tién hitu hinh, sw tin cdy, sw dam bdo, sw cam thong, sw ddp
teng, chit lwong dich vu luu trii, hé thong khdch san.

Abstract:

The main objective of the study was to measure the factors affecting the quality
accommodation services of 3-5 star hotel system HCM City. Model quality assessment
services Parasuraman et al (1988) used to address the study s objectives. 350 guests
were interviewed directly by questionnaires. The Cronbach s Alpha reliability test, the
Exploratory Factor Analysis (EFA) and the multiple regression model were applied in
the article through the statistical analysis software SPSS 20.0. The results showed that
there are three main components of the quality accommodation services of 3-5 star
hotel system in HCMC, arranged by the descending importance including “Tangible”,
“Reliability” and “Assurance”. Thence, propose solutions to improve high quality
accommodation service of 3-5 star hotel system in HCMC.
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