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Tém tit:

Muc dich ciia nghién ciru nham xdc dinh anh huéng cia sw san sang cong nghé dén gid tri cam
nhdn va sw hai long cia khdach hang tai cac khéch san cao cap & Khanh Hoa. Thong qua viéc
dp dung mé hinh cdu triic tuyén tinh (SEM) trong viéc phdn tich mau gom 368 du khéch luu
tril tai cde khdch san cao cdp, két qud nghién cieu chi ra rang cé sw anh hieong vé moi quan hé
nay. Cu thé, su lac quan va tinh doéi méi déu cé anh huong dwong dén gia tri cam nhan va sy
hai long cua khach hang, ddc biét sw lac quan c6 anh hwong cao nhat. Sw khé chiu va su bat an
déu khéng c6 anh hwong dén gid tri cam nhdn va sw hai long ciia khdach hang. Ngodi ra, nghién
ciru nay con chitng minh rdang cé sw anh hwong giita gid tri cam nhén dén sw hai long ciia khdch
hang. Két qud nghién ciru gép phan bé sung mé hinh Iy thuyét vé quan hé giita sw san sang cong
nghé, gia tri cam nhdn va sy hai long cua khach hang ma cac nghién cuu trudc day chwa dwoc
de cap.

Tir khéa: Gia tri cam nhan, Khanh Hoa, khach san cao cap, sy hai long, su san sang cong nghé.

Evaluating the impact of technology readiness on perceived value and customers’
satisfaction with luxurious hotels in Khanh Hoa

Abstract:

The study aims at evaluating the impact of technology readiness on perceived value and
customer satisfaction with luxury hotels in Khanh Hoa province. Based on SEM analysis with
368 customers staying in luxury hotels in this province, the results show that optimism and
innovativeness dimensions of technology readiness influence positively on perceived value
and customer satisfaction, and optimism has the highest influence. However, discomfort and
insecurity dimensions of technology readiness do not have any significant impact on perceived
value and customer satisfaction. In addition, the research also finds that there is an effect of
perceived value on customer satisfaction. Finally, the conceptual framework of the relationship
between technology readiness, perceived value and customer satisfaction is proposed, which has
not been mentioned in the previous studies yet.

Keywords: Customers’ perceived value, Khanh Hoa, luxury hotels, satisfaction, technology
readiness.
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1. Giéi thiéu

Nha Trang — Khanh Hoa 1a mét trong muoi trung
tam dich vu, du lich 16n nhét ca nude va 1a mot trong
ba dia phuong c6 s6 luong khach san 16n nhat ca
nudc. Theo bao cdo cua S du lich tinh Khanh Hoa,
nam 2016, toan tinh Khanh Hoa c6 638 co so luu
tra v&i hon 23.693 phong, trong d6 hién cé trén 20
khach san cao cip v6i hon 6.796 phong.

Ngay nay, dé bét kip tdc do phat trién cta cong
nghé va sy thay ddi nhu cu cua khach luu tra, cac
nha quan 1y khach san phai dau tu, nang cap, d6i mai
cac dich vu dua theo tién ich cua cong nghé nham
nang cao cac trai nghiém cua khach hang. Khach
hang cang timg trai thi ho cang c6 nhidu yéu cau va
mong doi hon vé cac cong nghé ky thuét cao trong
khach san (Leung & cong su, 2013). Do vay, vai
tro cia cong nghé trong viéc cung cép dich vu cho
khach hang dd mang lai sy thay d6i 16n cho khach
san va khach hang.

Cong nghé mang nhiéu loi ich cho khach hang,
nhung chinh né cling gay ra cho khach hang su
that vong ngay cang 16n khi ho giao dich véi cac
hé thong duya trén cong nghé (Parasuraman, 2000),
vi c6 su khac biét giita sy cam nhéan va sy san sang
cong nghé cta mdi khach hang khi ho twong tac voi
cong ngh¢ (Mick & Fournier, 1998; Parasuraman,
2000). Néu khach hang gip phai cac van dé khi sir
dung cac dich vu dua vao cong nghé thi ho co thé
thay dbi cac trang thai tim ly khac nhau tuy thudc
vao su cam nhan cta hg va c¢6 nhiing cam nhan tiéu
cuc vé chat lugng dich vu cta khach san va s€ khong
hai 10ng vé khach san.

Dé danh gia su sin sang cong nghé ciia khach
hang trong xu thé phat trién cong nghé hién nay,
cac nghién cuu trudc da su dung thang do TRI
ctia Parasuraman (2000) trong cac bdi canh khac
nhau nhu cdng ngh¢ tu phuc vu (Liljander & cong
su, 2006), dich vu truc tuyén (Massey & cong su,
2007), khach san (Verma, 2007), ngudn nhan luc
(Waiczuch & cong su, 2007), du lich (Wang & cong
su, 2016),...Tuy nhién, viéc st dung thang do TRI
dé nghién ctru sy san sang cong nghé trong linh vuc
khach san hién nay rat han ché va dic biét thang
do TRI 2.0 cta Parasuraman & Colby (2014) chua
dugc sir dung nhidu trong cac nghién ctru trudc day.
Trén co so tiép can va tich hop cac 1y thuyét lién
quan dén su sin sang cong nghé, tac gia thao luan,
danh gia anh hudng cua su sin sang cong nghé dén
gia tri cam nhan va sy hai long cua khach hang tai

cac khach san cao cdp & Khanh Hoa. Nghién ctru
tap trung vao cac ly thuyét lién quan dén sy sin
sang cong nghé, gia tri cam nhén, sy hai long cta
khach hang va danh gid sy anh hudng cua cac khai
niém do6. Ngoai ra, tac gia xay dung mo hinh va cac
gia thuyét nghién ciru, tom tit phuong phap nghién
ctru va trinh bay két qua nghién ctru. Cudi cing, tac
gia s€ thao luan y nghia cua nghién ctru, dua ra cac
khuyén nghi va han ché ciia nghién ctru.

2. Co sé Iy thuyét, mé hinh nghién ciru va
phuong phap nghién ciru

2.1. Co 56 Iy thuyét

2.1.1. S sdn sang cong nghé

Su sén sang la trang thai tinh than ctia con ngudi
lién quan dén xu hudéng dbi mai hay hoan canh méi
(Fishbein & Ajen, 1975). Theo Parasuraman (2000),
su san sang cong nghé 1a xu huéng con nguoi duoc
nam léy va st dung cac cong nghé maoi dé dat duogc
muc tiéu trong cudc sdng tai gia dinh va ciing nhu
tai noi lam viéc cua ho. Lién quan dén su sdn sang
cong nghé 1a mo hinh chip nhan céng nghé, cic
nghich 1y vé cong nghé, ciing nhu ndi lo ling vé
cong nghé. Davis & cong su (1989) da phat trién mod
hinh chip nhan c6ng nghé nhim nhdn manh dén vai
tro cia khach hang trong qué trinh st dung va tiéu
dung cac san pham va dich vu dua vao cong nghé.
Mb hinh nay mé ta mdi quan hé nhan qué giira cam
nhén sy hitu ich va cam nhan dé sir dung va thai do
clia ngudi st dung ddi véi cong nghé do. Mick &
Fournier (1998) da nghién ctru vé phan (g ciia con
nguoi khi twong tac véi cong nghé va xac dinh tam
nghich 1y vé& cong nghé c6 thé gy ra nhimg cam
xuc tich cuc va tiéu cuc ma khach hang phai d6i pho
gdm (i) sy kiém soat/ su hdn loan, (ii) su tw do/sy 1&
thudc, (iii) sy ddi méi/ su 181 thoi, (iv) ¢6 nang luc/
kém nang luc, (v) su hi¢u qua/ sy kém hi€u qua, (vi)
su dap tmg nhu cau/ sy tao ra nhu cau, (vii) sy déng
hoéa/ su co lap, (viii) su 161 kéo/ sy rat lui. Ngoai ra,
lién quan dén ndi lo ling vé cong nghé, Parasuraman
(2000) nghién ctru vé niém tin cta con ngudi vé
cong nghé va phan loai thanh bén thanh phén sau:

Sir lac quan: 14 quan diém tich cuc ciia con nguoi
vé cong nghé (Parasuraman, 2000). Ho tin ring
cong nghé gitp con ngudi tang cuong kha nang
kiém soat, tinh linh hoat va hiéu qua. Nguoi c6 su
lac quan thudng c6 nhiing trai nghiém tot hon trong
cudc séng (Walczuch & cong su, 2007). Do do, ho
1a nhirng ngudi sin sang hon trong viéc tmg dung va
su dung cong ngh¢ mai.
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S doi méi: dé cap dén mot khuynh hudng tién
phong, dan dau vé cong nghé (Parasuraman, 2000).
Ho thich theo kip v6i su phat trién cong nghé méi
nhit va rat thich nhitng thach thirc trong viéc tim ra
nhiing tién ich cao vé cong nghé. Nguoi ¢é tinh d6i
méi sé 1a nguoi dau tién sé hitu duge cong nghé méi
khi né vira xuét hién (Tsikriktsis, 2004).

S khé chiu: 1 cam giac thiéu nhan thirc trong
viéc kiém soat cong nghé va bi choang ngop vé nd
(Parasuraman, 2000). Nguoi sir dung cong ngh¢ ma
¢6 diém sb cao trong thanh phan sy khé chiu thi tin
rang kién thirc vé cong nghé ctia ho khong dii va vi
vay ho cam thdy chan nan (Parasuraman, 2000). Ho
¢6 mdt chut tinh da nghi vé céc san phém va dich vu
dia vao cong nghé va cho riang cong nghé di can
trd ho.

S bdt an: d& cap dén su mat long tin vao cong
nghé va hoai nghi vé kha ning ctia minh khi thao tac
cac tinh nang cta cong nghé (Parsuraman, 2000). Do
do, ho ludn né tranh sur dung cac thiét bi lién quan
dén cong nghé hodc khong ty tin thao tac ching.

Trong bdn thanh phan trén, hai thanh phan gom
su lac quan va su ddi mai theo khuynh hudng ung
ho cong nghé. Hai thanh phan con lai gdm su kho
chiu va su bat an theo khuynh huéng ddi khang véi
cong nghé (Parasuraman, 2000).

2.1.2. Gia tri cam nhdn cua khach hang

Gia tri cam nhan 13 sy danh gia tong thé cia nguoi
tiéu dung vé tién ich cua mot san pham hay dich vu
dya vao nhén thirc ciia ho vé nhitng gi nhan dugc va
nhiing gi phai bo ra (Zeithaml, 1988). Parasuraman
& Colby (1997) da chi ra rang gia tri cam nhan cta
khach hang 12 mot nhan t6 dy bao déng tin cay cia ¥
dinh mua hang va hanh vi tiéu dung.

Ngay nay, do cong nghé lién tuc phat trién da anh
huong dén viéc ung dung cia né trong cude sdng
va lam thay d6i hanh vi tiéu dung ciia khach hang.
Su sin sang cong nghé 1a yéu t& quan trong quyét
dinh dén thai do, y dinh va hanh vi cta khach hang
(Yieh & cong su, 2012). Gia tri cam nhan cua khach
hang cang cao thi y dinh mua hang cua khach hang
cang cao (Zeithaml, 1988). Va mdi khach hang sé&
¢6 dic diém khac nhau khi twong tic v6i cong nghé
(Parasuraman, 2000), tr d6 ho s€ c6 nhiing cam
nhan khéac nhau. Do d6 trong nghién ctru nay, tac gia
dé nghi cac gia thuyét sau:

H,: Su lac quan ¢6 anh hudng cung chiéu dén gia
tri cdm nhan cua khach hang.

H,: Su d6i méi c6 anh huong cung chiéu dén gia
tri cam nhén cua khach hang.

H,: Su kho chiu c6 anh hudng nguoc chidu dén
gia tri cdm nhan cua khach hang.

H,: Su bat an c6 anh hudng nguoc chiéu dén gia
tri cam nhén cua khach hang.

2.1.3. Su hai long

Theo Westbrook (1980), su hai long cua khach
hang dugc do luong dya trén sy danh gid khach
quan cta khach hang vé& nhimg trai nghiém cua ho
va két qua hanh vi mua. Sy hai 1ong ctia khach hang
tang khi cac trai nghiém vé giao dich ctia vuot qua
su mong dgi cia ho (Westbrook & Oliver, 1991).
Ngay nay, cong nghé 1a mot yéu td quyét dinh dén
su hai long ctua khach hang (Singh & Kasavana,
2005; Van & cong su, 1997) va sy lua chon khach
san (Cobanoglu, 2001). Cong nghé sé gitp khach
san doi méi va nang cép cac dich vu cho khach
hang, cai thién mbi quan hé v6i khach hang va phat
trién sy trung thanh cua khach hang (Lee & cong
sw, 2003). Tuy nhién, ndi lo ling vé cong nghé cia
ngudi tiéu dung c6 lién quan dén sy hai 1ong cua ho
(Meuter & cong su , 2000). Khi khach hang gép phai
cac van dé khi sir dung va tuong tac v6i cong nghé,
ho ¢6 thé thay ddi cac trang thai tim 1y khac nhau
tuy thudc vao sy cam nhén ctua ho (Lin, 2007). Do
d6, su san sang cong nghé cua khach hang c6 anh
hudng dén sy hai long cia ho (Lin & Hsieh, 2007;
Chen & Chen, 2009; Abdullah, 2012; Wang & cong
su, 2016). Vi vay, tac gia d& xuét gia thiét sau:

H,: Sy lac quan ¢6 anh hudng cung chiéu dén sy
hai long cta khach hang vé khach san.

H,: Su d6i méi c6 anh hudng cing chidu dén su
hai long cta khach hang veé khach san.

H,: Sy kho chiu c6 anh hudng nguoc chiéu su hai
long ciia khach hang vé khéch san.

H,: Sy bt an ¢ anh huong nguogc chiéu dén su
hai 10ng cua khach hang vé khach san.

2.1.4. Moi quan hé giita gid tri cam nhdn va sw
hai long

Nghién ctru mdi quan hé giira gia tri cam nhén
va su hai long cua khach hang, Keng & cong su
(2007) cho rang dudi goc do 1a khach hang, viéc
dat duoc gia tri va su hai long 1a két qua tiéu dung
thiét yéu lam anh hudng dén hanh vi mua hang va
hanh vi mua sdm sau nay cta khach hang. Sy hai
long ctua khach hang co thé duoc xac dinh khi su
dap tng dich vu mang lai hi¢u qua cho khach hang
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sau khi ho trai nghiém (Ziethaml, 1988). Mot sé ¥
kién cho réng su cam nhan vé chit Iugng dich vu
tdt s& dan dén su hai long va gia tri cam nhan cua
khach hang duoc cai thién. Do do, gia tri cam nhan
tich cuc s& anh hudng truc tiép dén sy hai 1ong cta
khach hang (Cronin & cdng su, 2000). Theo quan
diém hoc thuat, gia tri cdm nhan cua khach hang va
su hai 1ong cua khach hang 1a tién dé quan trong vé
y dinh quay lai ctia khach hang va git chan dugc
khach hang (Eid, 2015). Khach hang cam thdy sy
hai 1ong ctia ho cao c6 thé tir higu tmg hao quang
(Halo effect) vé gia tri cam nhan cua ho (Petrick &
Backman, 2002). Gia tri cam nhan cua khach hang
anh huong tich cuc dén sy hai 10ng cta khach hang
trong nhiéu linh vuc khac nhau (Wang, 2004; Chen
& Tsai, 2008). Vi vy, gia thuyét nghién ciru dugc
dé xuét nhu sau:

H,: Gia tri cam nhan cua khach hang s€ anh huéng
dén sy hai long ctia khach hang vé khach san.

2.2. M6 hinh nghién cvuu

Duya trén nhimng ban luan va cac gia thuyét nghién
ctru duogc trinh bay trén, mo hinh nghién ciu dugc
dé xuét nhu Hinh 1.

3. Phwong phap nghién ctru

3.1. Péi twong nghién ciru

Do khach luu tra tai cac khach san cao cép 0
Khanh Hoa dén tir nhiéu qudc gia khac nhau. Bén
canh lugng khach chu yéu dén tir Nga va Trung
Qudc, con c6 mdt s6 thi truong khach khong sir dung
tiéng Anh. P& két qua thu mang tinh chinh x4c cao,
tac gia Iya chon phuong phap phi xac xuit dé phong

vén tryc tiép khach hang, str dung bang cau hoi bang
nhiéu ngdn ngit chu yéu nhu tiéng Viét, tiéng Anh,
tiéng Nga, tiéng Trung Qudc, tiéng Phap va tuong
ddng vé ndi dung va ngir nghia. Bén canh do, tac gia
moi thém mot sd hudng dan vién giodi cac ngdn ngir
trén cung tham gia phong vén. Viéc giai thich, cung
cép thong tin rit quan trong trong qua trinh diéu tra.
Do d6, dé huéng dan vién c6 sy am hiéu sau vé noi
dung bang hoi va cac théng tin co lién quan dén dé
tai, tac gia da huén luyén ho trudc hai tuan trude khi
bat dau thuc hién diéu tra.

Tac gia da phong van 430 khach hang dang luu
tri & cac khach san cao cap tai Khanh Hoa (cha yéu
tai Nha Trang) va thu duoc miu gom 368 quan sat
du chuan phuc vu cho nghién ctru. Thoi gian thu
thap mau nghién ctru vao thang 03 nam 2017. Mau
nghién ctru dugc mo ta trong Bang 1.

3.2. Do luong cdc khdi niém

Dé do luong sy sin sang cong nghé, Parasuraman
(2000) da xdy dung va phat trién thang do ban
dau TRI (TRI 1.0) c6 36 bién gdom: su lac quan
(Optimism — 10 bién), su ddi méi (Innovativeness
-7 bién), su kho chiu (Discomfort — 10 bién), su
bat an (Insecure — 9 bién). Tuy nhién, do cong nghé
phat trién nhanh chong va qua qua trinh Gng dung
thang do TRI 1.0, cac nha nghién ctru déu lo ngai
vé chiéu dai cua thang do. Do vdy, Parasuraman &
Colby (2014) da nghién ctru va cong bd thang do
TRI 2.0 ngan gon hon gom 16 bién. Bai viét nay,
tac gia sir dung cac thang do TRI 2.0 ban quyén cua
Parasuraman & Colby (2014) (dd duogc cip phép sir
dung) vé6i 16 bién, thang do gia tri cam nhan cua

Hinh 1: Md hinh dnh huéng ciia sur sin sang cong nghé (TRI), gia tri cim nhan (CPV) va sy hai
long ciia khach hang (SAT)

/Sl_l’ san sang cong ngh@\

Su lac quan

H1

Sy doi méi

Su khoé chiu

Su bét an

N /

Nguon: Két qua nghién cieu tac gia (2017).

Gia tri cAm nhén

v

Sw hai long
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Bing 1: Pic diém miu nghién ctu

Mau nghién ciru

Dac dieém

S6 lwong Ti 18 (%)

Nam 169 45,9

Gié6i tinh Nit 199 54,1
Tong 368 100

Chau A 221 60,1

Chéau Au 93 253

. Chau Mi 27 7.3
Chau lye Chau Uc 21 5,7
Chau Phi 6 1,6

Tong 368 100

Tir 18 - 20 25 6,8

Tir 20 - 30 95 25,8

Tir31 - 40 131 35,6

Do tudi Tir 41 dén 50 64 17,4
51 to 60 32 8,7

Trén 60 21 5,7

Tong 368 100

Trung hoc pho thong 78 21,2

. R £ Cao dang, dai hoc 223 60,6
Trinh 43 hoc van Sau dai hoc 67 18,2
Tong 368 100

Nguon: Nghién cieu ciia tac gia (2017).

Levesque & McDougall (1996) véi 4 bién quan sat
va 4 bién thang do sy hai 1ong cua Lin (2007) va
Makanyeza & Mumiriki (2016) da dugc chinh stra
cho phu hop véi thi truong nghién cuu. Cac khai
niém nay duoc do luong bang thang do Likert tir 1
(hoan toan khong dong ¥) dén 5 (hoan toan dong v).

3.3. Ky thudt phdn tich

Trudc tién, nghién ctru phan tich hé s tin cay
Cronbach’s Alpha dé kiém dinh mirc d6 chit ché cua
thang do trong mo6 hinh va sit dung phuong phéap
phan tich nhan t6 kham pha EFA (Exploratory factor
analysis) nham danh gia cac thang do luong dam
bao vé gia tri hoi tu va phan biét. Sau do, sir dung
k¥ thuét phan tich nhén t6 xac dinh CFA dé xac dinh
gia tri hoi ty, phan biét va kiém tra do phu hop cua
c4c cau triic trong mo hinh nghién ciru. Bén canh do,
tinh toan d¢ tin cdy tong hop (Composite reliability)
va phuong sai trich (Variance extracted). Cudi cung,
st dung phuong phap mé hinh héa phuong trinh
chu tric (SEM) dé kiém dinh céac gia thuyét. Tat ca
thao tac trén déu dung phan mém SPSS 21.0 va phan
mém AMOS 21.0.

4. Két qua nghién ciru
4.1. Két qua ddnh gia dp tin cdy cdc thang do
Thang do TRI 2.0 gom 4 thanh phan: (i) sy lac

quan (OPT), (i) su d6i m&i (OPT), (iii) sy kho chiu
(DIS), (iv) su bat an (INS). Mdi thanh phan gém
4 bién quan sat. Két qua danh gia thang do TRI
2.0 déu co hé s6 Cronbach’s alpha dat yéu cau. Cu
thé, hé s Cronbach’s alpha cua thanh phﬁn OPT =
0,810, INN = 0,808, DIS = 0,822, INS = 0,805 déu
16n hon 0,6. Cac hé sb twong quan bién tong trong
céc thanh phan thang do déu 16n hon 0,3. Tuong
tu, két qua danh gia do tin cdy thang do gi tri cam
nhan cta khach hang (CPV) cho hé s6 Cronbach’s
alpha 12 0,704 > 0,6, cac h¢ sé tuong quan bién tong
CPV1, CPV2, CPV3 déu 16n hon 0,3, nhung CPV4
14 0,105 < 0,3 nén khong dat yéu cau. Vi vay, loai
b6 bién réc CPV4. Sau khi loai bo bién CPV4, hé sb
Cronbach’s alpha 12 0,836 > 0,6 va cac hé sb twong
quan bién téng déu ting va 16n hon 0,3. Két qua
danh gia d6 tin cdy thang do su hai long (SAT) cho
thiy h¢ sé Cronbach’s alpha 1a 0,811 > 0,6. Cac hé
) tuong quan bién téng déu 16n hon 0,3. Vi vay,
céc bién do luong trong cac thang do TRI 2.0, CPV,
SAT déu dat yéu cau dé phan tich EFA (Nunnally &
Bernstein, 1994).

4.2. Két qud danh gia EFA cdac thang do mé hinh
nghién ciru

Két qua phan tich EFA cho cac khéi niém thang do
mb hinh nghién ctru cho thdy hé s6 KMO 12 0,836 va
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mirc y nghia cua Bartlett’s test nho hon mirc y nghia
5% (Sig. = 0,000), Eigenvalues 1a 1,194 (16n hon 1)
va hé sd tai nhan tb cua cc bién quan sat 16n hon
0,5. Két qua phén tich EFA cho tit ca cac bién quan
sat trong cac thang do trong mé hinh nghién ctru hoi
tu va dat yéu cau.

4.3. Két qud danh gid nhan t khang dinh CFA

Két qua danh gia sy phi hop chung ctia mé hinh:
c4c thdng ké Chi-square/df =1,593 nhé hon 3 v6i P
= 0,000 chung t6 rang gia tri co ¥ nghia théng ké.
Ngoai ra, RMSEA= 0,040 nho6 hon 0,08 va cac gia
tri GFI = 0,926; TLI = 0,953; CFI = 0,960 cao hon
muc dé nghi 1a 0,9 (Browne & Cudek, 1993). Két
qua nay ham y rang mé hinh do ludng phu hop voi
dir liu thi truong nghién ctru.

Trong Béng 2, tit ca cic hé s twong quan nho
hon 0,61, trung binh cta hé s trong quan cao nhét
1a 0,32 nhd hon gia tri trung binh cia phuong sai
trich rat nhiéu (0,65). Két qua phan tich da chi ra
réng ddi véi tit ca cac cap, mo hinh CFA hai nhan tb
déu tot hon mé hinh CFA mét nhén t6, va cac théng
ké sai biét chi-binh phuong déu c6 y nghia thong ké
o muc 0,00. Tom lai, cac thang do luong st dung
déu dat do tin cay va do gia tri cao, thich hgp cho
phan tich xa hon.

Bang 2 cho théy, tit ca cac hé sb twong quan nho
hon 0,62. Két qua kiém dinh thang do bang CFA cho
thay hé s6 hoi quy chudn hoa cac bién quan sat déu
16n hon 0,50 (nho nhét 13 0,599), d6 tin cay tong hop
p, déu 16n hon 0,80 (nh¢ nhat 0,811) cho thdy thang
do c6 do tin cay rat cao. Ngoai ra, cac gia tri phuong
sai trich p, déu 16n hon 0,5 (nho nhét la 0,511)
chung t6 sy thay ddi ciia cac bién quan sat giai thich
duoc trén 50% sy thay d6i bién tiém an. Do dé, cac
bién quan sat dat gia tri hi tu va gia tri phan biét.

4.4. Kiém dinh dnh hwéng ciia sw sin sang
cong nghé dén gid tri cam nhdn va sw hai long ciia
khdch hang

Dua vao két qua mo hinh SEM trong Hinh 2, ta
¢6 két qua danh gia nhu sau: Bon thanh phan trong
thang do TRI 2.0 gdm OPT, INN, DIS, INS c¢6 mbi
quan hé chit ch€ vdi nhau. M6 hinh phan anh mbi
quan h¢ phu thudc gitra bbn thanh ph?m clia su san
sang cong nghé (TRI), gia tri cam nhéan cua khach
hang (CPV) va sy hai long (SAT). Trong d6, bon
thanh phdn cua sy sin sang cong nghé 1a bién doc
lap va gia tri cam nhan cta khach hang (CPV) va su
hai 1ong (SAT) 1a cac bién phu thudc. Két qua phan
tich mo hinh tuyén tinh cho thay cac chi sé Chi-
square/df =1,566 nho hon 0,3 vai gia tri P = 0,000
ching t6 rang gia tri ¢ ¥ nghia thong ké. Ngoai ra,
gia tri RMSEA= 0,039 nhd hon 0,08 va cac gia tri
GFI=0,926; TLI=0,955; CFI=0,961 cao hon muc
dé nghi 12 0,9 (Browne & Cudek, 1992) va véi mirc
¥ nghia 5% (d9 tin cay 95%) cho thiy mé hinh hoan
toan pht hop véi dit li¢u nghién ctru. Tir két qua nay,
ta thiy 5 mdi quan hé ton tai va ¢ ¥ nghia thong ké
(p< 0,05). Cu thé:

Mbi quan hé giita sw san sang cong nghé va gid
tri cam nhdn cia khdch hang: Cac gia thuyét H H,
déu tac dong duong dén gia tri cam nhén cua khach
hang, c6 nghia 1a chi c6 hai thanh phﬁn la su lac
quan va si d6i méi c6 anh huong dang ké gia tri cam
nhan cia khach hang. Céc gia thuyét H; H,khong
ton tai vi khong tim thay moi quan hé gitra su kho
chiu va sy bat an anh huong dén gia tri cam nhén
cua khach hang.

Mbi quan hé giita si sdn sang cong nghé va su
hai long: Cac gia thuyét d& xudt H,, H, tdc dong
duong dén su hai long cua khach hang. Biéu nay co
nghia 14 hai thanh phan sy lac quan, sy d6i mdi c6
anh huong dén sy hai long cta khach hang, trong

Bang 2: Gia tri trung binh, d 1éch chuin va hé s twong quan giira cac khai niém nghién ciru

Cac khai Trung DG léch HEé sb twong quan
niém binh  chuin 1 2 3 4 5 6
OPT 3,88 0,91 -
INN 3,77 1,06 0,27 -
DIS 2,68 1,09 024 -0,16 -
INS 2,60 1,13 033 -0,15 0729 -
CPV 3,81 1,20 061 040 -0,14  -0,18 -
SAT 3,69 1,07 049 031  -0,10  -0,07 0,49 -

Ghi chii: Tét cd cdc hé sé tiwong quan cé y nghia thong ké tai p < 0,001.

Nguon: Két qua nghién ciru ciia tac gia (2017).
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Hinh 2: Phén tich ciu tric tuyén tinh SEM
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Nguon: Két qua nghién ciru cia tac gia (2017).

Chi-square=342.961; df=219; P=.000;
Chi-square/df=1_.566;

GFI1=.926 ; TLI=.955; CF|=.961;
RMSEA=.039
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Bang 3: Két qua kiém dinh cac khai niém trong mé hinh nghién ciru

Moi quan hé Hgsohoi  Sailgch  Gidtritéi  Gid tri P ]
quy chuan han (C.R)) Keét ludn
(S.E)

CPV <--- OPT 0,914 0,124 7,396 Hokok Ung ho
CPV <--- INN 0,309 0,068 4,543 ok Ung ho
CPV <--- INS 0,046 0,073 0,634 0,526 Khéng ung ho
CPV <--- DIS 0,025 0,065 0,378 0,705 Khoéng ung ho
SAT <--- CPV 0,166 0,058 2,890 0,004 Ung ho
SAT <--- OPT 0,375 0,099 3,787 ok Ung ho
SAT <--- INN 0,105 0,052 2,035 0,042 Ung ho
SAT <--- DIS 0,000 0,047 0,000 1,000 Khoéng ung hd
SAT <--- INS 0,087 0,053 1,645 0,100 Khong ung ho

Nguon: Két qua nghién ciru cia tac gia (2017).

d6 thanh phan sy lac quan tac dong dang ké nhét
dén sy hai long cua khach hang. Gia thuyét H,, Hy
khong ton tai vi khong tim thay moi quan h¢ gitra su
khé chiu va sy bat an anh huong dén sy hai long cta
khach hang. Diéu nay c6 thé 1y giai néu khach hang
¢6 su lac quan va tinh ddi méi cang cao thi sy hai
1ong cua khach hang vé khach san cang cao.

Moi quan hé gitka gia tri cam nhdn va sy hai long
ctia khéch hang: gia thuyét dé xuét Hy c6 tic dong
duong dén sy hai long cua khach hang. Piéu nay co
nghia rang c6 sy ton tai mbi quan hé giira gid trj cim

nhan va sy hai long cua khach hang.

5. Két luan va khuyén nghi

Bai viét da danh gia anh hudng cua sy sin sang
cong nghé dén gid tri cam nhan va su hai long cta
khach hang & cac khach san cao cap tai Khanh Hoa.
Két qua nghién ciru da chig minh c6 sy ton tai cua
cac moi quan h¢ nay. Cu thé, hai thanh phén su lac
quan va tinh d6i méi c6 anh hudng tryc tiép dén gia
tri cam nhan cua khach hang. Trong do, su lac quan
¢6 anh huong cao nhit dén gia tri cam nhan cta
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khach hang. Két qua nghién ctru ciing phit hop voi
két qua nghién ctru ctia Yieh & cong sy (2012). Tuy
nhién, diém khac ctia nghién ctru v6i nghién ciru cia
Yieh & cong sy (2012) 12 hai thanh phan sy khé chiu
va sy bit an déu khong co anh huéng dén gia tri
cam nhan cua khach hang. V& méi quan hé gitra su
san sang cong nghé va sy hai long ciia khach hang,
nghién ciru di chi ra rang chi c6 hai thanh phan sy
lac quan va tinh d6i m&i c6 anh huong truc tiép dén
su hai long cta khach hang. Trong d6, su lac quan
¢6 anh huong truc tiép cao nhat dén sy hai long cua
khach hang. Hai thanh phan sy kho chiu va su bt
an déu khong c6 anh huong dén gia tri cam nhéan
ctia khach hang. Két qua nay phu hop véi cac két
qua nghién cuu trudc day cua Chen & Chen (2009),
Abdullah (2012), Wang & cong su (2016). Diéu nay
chung t6 ring khach hang ludn lac quan khi ho 4p
dung cac cong nghé mai va viée st dung cong nghé
moi da lam tang gia tri cam nhan va sy hai long cia
ho. Néu khach hang c6 sy lac quan va sy doi méi
cao thi gia tri cdm nhén va sy hai long cua khach
hang cang cao va tr d6 s€ phat sinh y dinh hanh vi
tiép tuc st dung dich vy cua khach san. Ngoai ra,
nghién clru con ching minh c6 sy ton tai truc tiép
gilta gia tri cam nhan va sy hai long cta khach hang.
Két qua nay chwa duoc nghién ciru trong cac mod
hinh nghién ctru trudce day.

Nghién ctru ¢6 dong gbp moi vé mit 1y thuyét,
d6 1a xay dung dugc mo hinh anh hudéng ciia sy san
sang cong nghé dén gia tri cam nhan va sy hai long
trong linh vuc kinh doanh khach san. Ngoai ra, Kkét
qua nghién ctru gop phan khing dinh cac két qua
clia cac nghién ciru trude dy vé su sin sang cong
nghg, gia tri cdm nhan va sy hai long ctia khach
hang. Khach hang c6 su lac quan va sy d6i méi cao
vé cong nghé thi s& c6 nhimg cam nhan tich cuc vé
cong ngh¢ maéi. Do vay, su lac quan va su ddi méi
la mot thanh phan quan trong trong viéc ning cao
gia tri cam nhan va tang sy hai long cta khach hang
vé khach san. Két qua nghién ctru nay 1a mot diém

Tai liéu tham khao

nhin trong xu thé ing dung cong nghé mdi trong cac
khach san cao cép tai Khanh Hoa.

Tac gia dé xudt mot s khuyén nghi sau: Thir
nhat, v6i nhirng khach hang co sy lac quan va sy doi
m&i cao, khach san nén dau tu, nang cép cac dich vu
theo xu hudng phat trién méi cia cong nghé dé lam
gia tang gia tri cam nhan va sy hai long cia khach
hang. Viéc tao ra gia tri cam nhan la mdt phuong
thire tao loi thé canh tranh cho khéach san. Tur do,
khach hang s€ lya chon khéch san khi ho nhén théy
gia tri ho nhén 1a cao nhét. Tht hai, nhitng khach
hang c6 su bat an va sy kho chiu cao, ho ludn co
tinh da nghi vé cac san phém va dich vu dua vao
cong nghé cua khach san, ho s€ né tranh su dung
c4c thiét bi lién quan dén cong nghé hodc khong tu
tin thao tac chung. Do vy, khach san can quan tim
chu trong dén cong tac chiam soc khach hang dé lam
gia ting sy cam nhan va sy hai long cta khach. Dé
lam duogc diu nay, khach san nén tim hiéu sy sin
sang cong nghé cua khach hang trude khi khach dén
khach san dé c6 chién luoc, chinh sach chim séc
khach phu hop.

Nghién cttu c6 mot s6 han ché sau: Tht nhat,
quy md mau nghién ciru nho so vai sb lwong khach
luwu tréi tai cac khach san cao cip hién nay. Thir hai,
nghién ctru sir dung phuong phap 1ay mau thudn tién
nén chua mang tinh khai quat chung cho thi truong
khach hang dang Iuu tra tai Khanh Hoa. Trong
tuong lai, chiing t6i s& nghién ciru v6i quy mo mau
16n hon dé két qua nghién ctru mang tinh khai quat
va toan dién. Thur ba, nghién ctru chi tap trung vao
cac khach san cao cép & Khanh Hoa nén kho c6 su
so sanh. Céc nghién ciru tiép nén tap trung cho tit ca
cac khach san tai Khanh Hoa. Thtr tu, nhém nghién
ctru nén tap trung kham pha thém nhiéu mdi quan
hé giita cac khai niém trong nhidu mé hinh nghién
ctru khac. Cudi ciing, can nghién ctru thém méi quan
hé nay trong nhiéu bdi canh khac nhau dé ¢ co so
dong gop vé mat hoc thuat 1an thuc tién nhiam khiang
dinh thém vé& mbi quan hé nay.

Abdullah, N.A. (2012), ‘Technology readiness and users satisfaction towards self-service technology at Malaysian
airport’, Information Management and Business Review, 4(8), 453-460.

Browne, M.W. & Cudeck, R. (1993), ‘Alternative ways of assessing model fit’, in Testing structural equation models,
Bollen, K.A. & Long, J.S. (eds.), Newbury Park, CA: Sage, 136-162.

Chen, C.F. & Tsai, M.H. (2008), ‘Perceived value, satisfaction, and loyalty of TV travel product shopping: involvement
as a moderator’, Tourism management, 29(6), 1166-1171.

86 240(T1) thing 6/2017 58 Kinh téPhat trién




Chen, S.C. & Chen, H.H. (2009), ‘The empirical study of customer satisfaction and continued behavioral intention
towards self-service banking: technology readiness as antecedents’, International journal of electronic Finance,
3(1), 64-76.

Cobanoglu, C. (2001), Analysis of business travelers’ hotel selection and satisfaction, Oklahoma State University,
Stillwater.

Cronin, J.J., Brady, M.K. & Hult, G.T.M. (2000), ‘Assessing the effects of quality, value, and customer satisfaction on
consumer behavioral intentions in service environments’, Journal of Retailing, 76(2), 193-218.

Davis, F.D., Bagozzi, R.P. & Warshaw, P.R. (1989), ‘User acceptance of computer technology: A comparison of two
theoretical models’, Management science, 35(8), 982-1003.

Eid, R. (2015), ‘Integrating Muslim customer perceived value, satisfaction, loyalty and retention in the tourism
industry: An empirical study’, International Journal of Tourism Research, 17(3), 249-260.

Fishbein, M. & Ajen, 1. (1975), Belief, attitude, intention, and behavior: An introduction to theory and research,
Reading, MA: Addison-Wesley.

Keng, C.J., Huang, T.L. & Zheng, L.J. (2007), ‘Modeling service encounters and customer experiential value in
retailing’, International journal of service industry management, 18(4), 349-367.

Lee-Kelley, L., Gilbert, D. & Mannicom, R. (2003), ‘How e-CRM can enhance customer loyalty’, Marketing
Intelligence & Planning, 21(4), 239-48.

Leung, D., Fong, L.H.N. & Law, R. (2013), ‘Assessing the visibility of hotels on smartphones: A case study of hotels in
Hong Kong’, in Information and communication technologies in tourism 2014, Xiang, Z. & Tussyadiah, I. (Eds.),
Springer International Publishing, 841-854.

Levesque, T. & McDougall, G.H.G. (1996), ‘Determinants of customer satisfaction in retail banking’, International
Jjournal of bank marketing, 14, 12-20.

Liljander, V., Gummerus, J., Gillberg, F. & Riel, A. (2006), ‘Technology readiness and the evaluation and adoption of
self-service technologies’, Journal of retailing and consumer service, 13(3), 177-191.

Lin, J.C. & Hsieh, P.L. (2007), ‘The influence of technology readiness on satisfaction and behavioral intentions toward
self-service technologies’, Computers in human behavior, 23, 1597-615.

Makanyeza, C. & Mumiriki, D. (2016), ‘Are all customers really the same? Comparing service quality and satisfaction
between residential and business telecommunications customers’, Acta Commercii, 16(1), 1-10, from <htp://
dx.doi.org/10.4102/ac.v16i1.348>.

Massey, A.P., Khatri, V. & Montoya-Weiss, M.M. (2007), ‘Usability of online services: The role of technology readiness
and context’, Decision Sciences, 38(2), 277-308.

Meuter, M.L., Ostrom, A.L., Roundtree, R.I. & Bitner, M.J. (2000), ‘Self-service technologies: Understanding customer
satisfaction with technology-based service encounters’, Journal of Marketing, 64(3), 50-64.

Mick, D.G. & Fournier, S. (1998), ‘Paradoxes of technology: Consumer cognizance, emotions, and coping strategies’,
Journal of consumer research, 25(2), 123-143.

Nunnally, J.C. & Bernstein, I.H. (1994), Psychometric theory, 3" edition, McGraw-Hill, Inc, New York.

Parasuraman, A. (2000), ‘Technology readiness index (TRI) a multiple — item scale to measure readiness to embrace
new technologies’, Journal of service research, 2(4), 307-320.

Parasuraman, A. & Colby, C.L. (1997), ‘Correlates and consequences of consumer attitudes toward new technologies:
implications for marketing technology’based service’, presentation at The 1997 Frontiers in Services Conference,
Nashville, TN, October.

Parasuraman, A. & Colby, C.L. (2014), ‘An updated and streamlined technology readiness index: TRI 2.0°, Journal of
Service Research, 18(1), 59-74.

Petrick, J.F. & Backman, S.J. (2002), ‘An examination of the construct of perceived value for the prediction of golf
travelers’ intentions to revisit’, Journal of Travel Research, 41(1), 38-45.

Singh, A. & Kasavana, M. (2005), ‘The impact of information technology on future management of lodging operations:

86 240(T1) thing 6/2017 59 Kinh téPhat trién




A Delphi study to predict key technological events in 2007 and 2027°, Tourism & Hospitality Research, 6(1),
24-37.

Tsikriktsis, N. (2004), ‘A technology readiness-based taxonomy of customers: A replication and extension’, Journal of
Service Research, 7(1), 42-52.

Van, H.B.V.H., Combrink, E.T. & Verbeeten, J.M. (1997), ‘Technology vendors and lodging managers view support
they receive’, FIU Hospitality Review, 15, 103-111.

Verma, R., Victorino, L., Karniouchina, K. & Feickert, J. (2007), ‘Segmenting hotel customers based on technology
readiness index’, Cornell Hospitality Report, 7(13), 6-13.

Walczuch, R., Lemmink, J. & Streukens, S. (2007), ‘The effect of service employees’ technology readiness on
technology acceptance’, Information & Management, 44(2), 206-215.

Wang, Y., Po Lo, H., Chi, R. & Yang, Y. (2004), ‘An integrated framework for customer value and customer-
relationship-management performance: a customer-based perspective from China’, Managing service quality:
An international journal, 14, 169-182.

Wang, Y., So, K.K.F. & Sparks, B.A. (2016), ‘Technology readiness and customer satisfaction with travel technologies:
A cross-country investigation’, Journal of Travel Research, 56, 563-577.

Westbrook, R.A. (1980), ‘Interpersonal influences on customer satisfaction with products’, Journal of Consumer
Research, 7, 49-53.

Westbrook, R.A. & Oliver, R.L. (1991), ‘The dimensionality of consumption emotion patterns and consumer
satisfaction’, Journal of consumer research, 18(1), 84-91.

Yieh, K., Chen, J.S. & Wei, M.B. (2012), ‘The effects of technology readiness on customer perceived value: An
empirical analysis’, Journal of family and economic issues, 33(2), 177-183.

Zeithaml, V.A. (1988), ‘Consumer perceptions of price, quality, and value: A means-end model and synthesis of
evidence’, Journal of Marketing, 52(3), 2-22.

86 240(T1) thing 6/2017 60 Kinh téPhat trién




