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nh gid triec tuyén ngdy cang tac dong dén hanh vi cua khéach du lich, ddc biét trong
inh viee lwu tru, noi chat luwong dich vu thuong kho dwoc danh gia day du trudc khi

trai nghiém. Nghién cuu sur dung 59.907 danh gia trug tuyén cua TripAdvisor. Bien phu thugc
dwoc chuan hoa, trong do danh gia truc tuyén tw 1 dén 2 sao duwgc ma hda la nhom tiéu cuc,
danh gig truc tuyén 3, sao la nhom trung tinh va danh gid truc tuyen ti 4 den 5 sao la nhom tich
cuc. Ket qua cho thdy do dai noi dung danh gia ya so lwot danh gia hitu ich co tac dong dm
den murc do danh gia truc tuyen, trong khi thoi diéem dang danh gia co tdac dong dwong. Murc do
danh gia tryc tuyen ciing khdc biét theo ngon ngir danh gia, loai hinh chuyen di va vung dia ly
cua co so luu tru, trong do nhom ngon ngir khdac ngoai tieng Aph va tieng Viét, nhom khach
cong tac va_cac danh gia tryc tuyén tai mien Bac co,xu huong gan voi miec danh gia thap hown.
Kiem tra vé da cong tuyen va do nhay vgi thang diem danh gia truc tuyén goc 5 mirc cho thdy
nhiéu phat hién chinh, co do on dinh nhat dinh. Nghién ciru cung cap bang chung thuc nghiém
ve danh gia truc tuyen, dong thoi goi mo ham y quan tri vé p,%dn hoi truc tuyen, phan doan
khach hang va cai thién trai nghiém luu tri theo vung trong boi canh du lich so tai Viét Nam.

Tir khéa: Pdanh gid truec tuyén, hoi quy logistic thir bic, co sé luu tri, TripAdvisor, Viét Nam.

Keywords: Online reviews, Hierarchical logistic regression, Accommodation, TripAdvisor,

Vietnam.
JEL Classifications: M30, 033, Z32.

DOI: 10.54404/JTS.2026.DB3V.15

1. Pat van dé |

banh gia truc tuyén (DGTT) tré nén quan
trong trong qua trinh ra quy€t dinh cua khach
du lich. Bo1 voi dich yu luu tra, noi chat
lugng khé danh giad day du trude khi trai
nghiem, DPGTT khong chi phan 4&nh muc do
hai long ma con la tin hi¢u gitp khach du lich
giam bat dinh khi lya chon no1 6. Cac nghién
ciu trude day tap trung vao tadc dong cua
DGTT dén y dinE dat phong, niém tin cua
khéch du lich hoac hi€u qua kinh doanh cua
khéch san, thay vi xem BDGTT la mot két qua
can dugc giai thich riéng. Nhiéu cong trinh
nghiéng v¢ phan tich ndi dung phan nan, quan
tr1 phan hoi hodc anh huong cua danh gia tiéu

cyc dén nguoi doc, hon 1a luong hoa cac yéu
to anh huong cia BGTT gitra cdc muc tiéu
cuc, trung tinh va tich cuc (Filieri & cong su,
2015; El-Said, 2020).

. Do,do, nghién ctru tp trung phan tich céc
yéu t0 anh hudng dén muac do DGTT cua
khach du lich tai cac co sé luu tra ¢ Viét Nam
dua trén dir licu TripAdvisor. Bién két qua
duoc chuan hoa theo nguyén taic minh bach
va co thé lap lai, trong d6 DGTT c6 diém tur
1-2 sao dugc ma hoa la nhom tiéu cuc, PGTT
3 sao dugc ma hoda la nhom trung tinh va
DGTT tir 4-5 sao dugc ma hoda la nhom tich
cuyc. B¢ dat myc tiéu nay, bai bao duoc két
cau thanh 5 phan. Phan 1 giéi thi€u va néu
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van dé nghién ctru. Phan 2 trinh bay tong
quan va mo hinh nghién ctru. Phan 3 trinh bay
phuong phdp nghién ctiry. Phan 4 phan tich
két qua nghién ctru. Phjn 5 trinh bay thao
luan, ham y quan tri, két ludn, han ché va
hudng nghién ctru tiép theo.

2. Tong quan va mé hinh nghién ciru

2.1. Danh gia truc tuyén trong du lich

DGTT Ia nhiing phan hoi do nguotl dung
tao ra trén cac nén tang s6 nham chia sé trai
nghiém ti€u dung, nhan xét chat lugng dich
vu va ho trg nhirg ngudi dung khac tron

ud trinh tim kiém thong tin va ra quyét din

Mariani & Borghi, 2021). Trong linh vuc du
lich, DPGTT thuong bao gom diém so, ti€u de¢,
ndi dung nhan xét, mirc do hiru ich va mot so6
thong tin boi ¢anh nhu loai hinh chuyén di
hoac thoi diém trdi nghiém (Sparks &
Browning, 2011). Do dich vu du lich, dic biét
1a Tuu trua, ¢6 tinh vo hinh va khé danh gia day
du truoc khi tiéu dung, BDGTT tréd thanh mot
ngudn thong tin quan trong gitp khach du
lich giam bat dinh va rdi ro cam nhan.

Céc nghién ctru vé DGTT trong du lich tap
trung vao ba hudng chinh. Thir nhat 1a xem
x¢t tac dong ctia BPGTT dén y dinh dat phong,
niém tin cua khach du lich. Thir hai 1a phan
tich mac @6 hiru ich cuia BGTT, trong d6 do
dai ndi dung, mirc do chi tiét va cam xuc. Thu
ba la nghién ctru tac dong cia DGTT dén hi¢u

ua kinh doanh hodc danh tiéng truc tuyén

Han, 2021; Hong, 2023; Nicolau & cdng su,
2025; Hang Vu & Nguyen, 2026). Cac nghién
ctiru trong nudc tap trung phan tich hanh vi du
lich s0, chat luong dich vu hodc tac dong cta
DGTT dén lya chon diém dén, trong khi so
cong trinh s dung dir liéu PGTT quy mo 16n
dé mo hinh hoa danh gia ti€u cuc van con it
(X. Xu, 2020; Nicolau & cong su, 2025).

Vé ndi dung, BDGTT c6 thé dugc phan
thanh dénh gia tich cyc, danh gid trung tinh
va danh gia tiéu cyc. DGTT tich cuc thuong
phan anh sy hai long, nhan manh trai nghiém
thuan loi va c6 xu hudng cing c6 hinh anh
tich cuc cua co so Juu tra. Nguoc lai, DGTT
tiéu cuc co thé hi€u la nhitng phan hoi thé
hién mac do khong hai long ro rét doi voi trai
nghiém luu tra, thuong gan vgi diém so thap
va ndi dung phan nan cu thé vé co s¢ vat chat,
vi tri, gia ca hoac thai d§ phuc vu (Bi & cong
su, 2024). So vo1 BGTT tich cuc, DGTT tiéu
cuc thuong thu hut sy cha y 16n hon tir nguoi

doc vi mang ham lugng canh bdo cao hon doi
voi rui ro dich vu. BDGTT tiéu cuc khong chi
phan anh trai nghi€ém sau tiéu dung ma con
tac dong truc ti€p dén hanh vi tim kiém thong
tin, so sanh lua chon va quyet dinh dat phon
cua khach hang tiém nang. DGTT tr¢ than
mot nguodn tin hi¢u quan trong giup khach du
lich giam bat dinh va rui ro cdm nhan
(Skovoroda & cong su, 2025). Trong linh vuc
luu tra, diéu nay (%z_ic bi¢t quan trong vi mot
trai nghi€ém kém ve v¢ sinh, tiéng on, thai do
nhan yién hodc sy khong tuong xung gifra gia
va chat lugng c¢, thé anh huong truc tiép dén
chat lugng chuyén di (Krey & cong su, 2024;
Nguyen & cdng su, 2024).

2.2. Ly thuyeét tin hiéu

Ly thuyét tin hi€u cho rang trong cac thi
trurong ton tai bat doi xung thong tin, cac bén
tham gia thpong dua vag nhijng tin hiéu quan
sat dugc dé suy luan vé chat lugng cua san
pham hoac dich wvu (Spence, 1973;
Mavlanova & cong su, 2012). P61 vai dich vy
luu tra, khach dp lich thuong khong thé
DGTT day du chat lugng phong ¢, muc do
chuyén nghiép ctia nhan vién hay su phu hop
gilra gid va trai nghiém trudc khi dat dich vu
(Sahadev & cong su, 2025). Tron]g1 boi canh
do, BDGTT tr¢é thanh mot dang tin_hi€u thong
tin quan trong gitip ngudi doc dién gidi chat
luong dich vy thong qua trdi nghiém cua
nhiing khach hang di trude (Connelly & cong
su, 2011). Tt goéc nhin nay, diem DGTT, do
dai ngi1 dung BDGTT, s6 lugt danh gia hiru ich,
ngdn ngir, st dung va ca boi canh chuyén di
deu co6 theé dyoc xem la cac tin hi¢u c6 gia tri
khac nhau doi véi ngudi tieu dung (Joaquino
& cong su, 2025). bac biét, khi ihe,ich ang
khong hai long, ho c§ xu hudng viet DGTT
dai va chi ti€t hon nham truyén tai rd van dé
gap phai, qua do lam gidm bat déi xing thong
tin cho nhiing nguod1 dung dén sau (Sun &
Zhao, 2022). Nhuing DGTT nhu vay clin
thuong duoc cong dong DGTT 1a hitu ic
hon, vi chung khong chi thé hién thai d§ ma
con cung cap thong tin canh bao cu thé vé rui
ro dich vu.

2.3. M6 hinh nghién ciru

. Ly thuyét tin hi¢u cyng cap ¢o s¢ phu hop

de ly gidi yi sao mot so (%IC diém cua BGTT
phu hop boi canh cua khach du lich. Trén nén
tang so0, PGTT cang dai, cang cu thé hoac
cang duogc cong dong danh gid hiru ich thi

=
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cang mang gia tri tin hiéu manh hon. Pong
tho1, céac tin hiéu nay khong ton tai doc 1ap ma
con chiu tac dong boi dac diém nguot vigt,
loai hinh chuyén di va dac diém diém dén.
Day la co s¢ dé xay dung mo hinh nghién ctru
trong bai vi€t nay.

Cac nghién ctu thuong xem DGTT nhu
mot tin hiéu théng tin (Li & cong su, 2025),
nhan manh diém sb trung binh, do “dai noi
dung, mure d§ hiru ich hoac mirc do tich cuc,
tiéu cyc (EI- Said, 2020). Roy (2023) su dung
phan tich cam xtic dé xem xét moi lién hé giira
cac khia canh dich vu véi trang thai cam xuc
tich cuc, ti€u cuc va trung tinh ¢ cac phan
khuc khach san khac nhau. Xu & cong su
(2025) tiep can nhom DG khach san truc
tuyén tiéu cuc bang moé hinh BERT nham
nhén dién bay nhoém nguyén nhan khiéu nai,
bao gom dich yu, co so vat chat, v¢ sinh, gia
ca, vi tri, an udng va tiéng on. Skovoroda &
cong su (2025) tiep tuc di say vao dien bién
cua cac DGTT tiéu cuc, cho thay cac phan nan
c6 thé xuat hién theo nhitng chuoi no1 tiép qua
thoi gian. Phan 1on ¢ac nghién cou xem
DGTT nhu mot bién dau vao dé giai thich y
dinh dat phong, su tin cdy, hi€u suat hodc tin
hiru ich cua DGTT. Tuy nhién, phan 1gn cac
nghién ctu xem DGTT nhu mot bien dau vao
de giai thich y dinh dat phong, sy tin cay, hi¢u
suat hodc tinh hiru ich cua danh gia, hon la
xem muc dd DGTT cua khach du lich 1a mot
két qua can dugc mo hinh hoa truc ti€p. |

Xét vé phuong phap, cac nghién clru gan
day chu yeu st dung bon nhom ti€p,can la
khao sat dinh lugng va moé hinh cau tric
tuyén tinh (SEM) (El-Said, 2020), thuc
nghiém hodc ban thuc nghiém (Yang & W,
2025), khai pha van ban d¢ trich xuat cam
xuc, chil dé va cac thudc tinh khiéu nai tir diy
heu (Le & cong su, 2025) va mo hinh kinh té
lugng véi dir liéu [6n hodc moé hinh dir liéu
bang dé phan tich tic dong cjia DGTT dén
hi€u qué kinh doanh, cong suat phong hoac
muc d§ htru ich cua PG (Xu & cong su,
2025). Cac nghién ctru hién nay khong con
chi dua vao khao sat so cap ma dua nhiéu hon
dir li€u hanh vi s0 tir cac nén tang danh gia,
nhu TripAdvisor, Booking.com, Airbnb, Yelp
hodc cac nén tang du lich tryc tuyén.

Trén co s& Ly thuyét tin hiéu, nghién ctu
nay xem DGTT la két qua phan anh cach
khach du lich ma héa va truyén tai trai

nghiém cua minh trén nén tang s6. Cac DGTT
khong chi phan a&nh mtic do hai long hay
khong hai long, ma con la tin hiép giip nhiing
khéach hang khac suy lpan vé chat lugng dich
vu trong diéu kién bat doi xung thong tin.
Nghién ctru nay tiép cdn DGTT theo hudng
rong hon, bao gom ba trang thai tich cyc,
trung tinh va tiéu cuc. Cu thé, PGTT c6 diém
tor 4-5 sao dugc xép vao nhom danh gia tich
cuc, DPGTT c6 diém 3 sao dugc x&p vao nhom
tryng tinh va BDGTT c6 diém 1-2 sao dugc
x€p vag nhom tiéu cyc. Do bién phu thude co
ban chat thir bac vdi ba myc dg, nghién ciru
dé xuat st dung mo hinh hoi quy logistic thu
bac (ordered logistic regression) dé udc
lugng xac suat mot DPGTT thudc vao cac mirc
DGTT khac nhau. Trén co s6 d6, mo hinh
duoc biéu dién nhu sau:

PY<) \_
In <TY§])) = ij - (ﬁle

+B2X2+. . +ﬁ6X6 + S),j = 1,2

Trong do:

Y la mitc d0 BDGTT cua khéach du lich,
duoc ma héa theo thir ty: Y=1: PGTT tiéu
cuc (1-2 sa0); Y=2: PGTT trung tinh (3 sao);
Y=3: DGTT tich cuc, (4-5 sao);

P (Y sj)la xac suat tich lity dé mot BGTT
thugc mirc danh gia tur bac j tré xudn

P (Y = 0) néu PGTT khéng titu cuc
(rating = 3, 4 hoac 5 sao);

X~ Xg 1a cac bién doc 18p phan anh dic
diém cua ngi dung danh gia, dac diém chuyén
di va dac diém co s¢ luu tru;

oj 1a cac ngudng cat cua mo hinh;

B 1a cac h¢ s0 udc lugng;
(fa sai $O ngau nhién.

Dua trén co so 1y thuyét, dic diém bo dit
liéu va kha nang khai thic thong tin tur
TripAdvisor, nghién ctru lya chon:

- Nhom phan anh déc diém cla DGTT nhu
dd dai ndi dung danh gid, so lugt danh gid hiru
ich, ngén ngir sir dung va thoi diém danh gia;

- Nhém phéan anh dac diém chuyén di nhu
loai hinh chuyén di cua khéch du lich;

- Nhom phan anh dac diém co s¢ luu tra,
nhu vi tri cia co s& luu tri.

Cac PGTT dai hon, chi tiét hon va dugc
cong dong danh gia hitu ich hon thuong mang
gi4 tri thong tin cao hon trén nén tang. Vi vay,
cac bién phan anh dic diém DGTT dugc ky
vong co lién hé dang ké vdi xu huéng BDGTT
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cua khach du lich. Bén canh do, loai, hinh
chuyén di va vi tri co so luu trt c6 thé lam
thay doi, boi canh trai nghiém, to dd anh
huong dén xac suat DGTT nghiéng vé phia
tich cuc, trung tinh hay ti€u cuc.

3. Phuong phap nghién ctiru

3.1. Dit liéu nghién curu

Nghién ctru str dung bo dir licu BDGTT cua
khach du lich trén nén tang TripAdvisor doi
v{i cac co sO luu tra tai Viet Nam. Bo dir ligu
gom hai t€p chinh. Tep thir nhat 13 dir lleu o
cap do danh gia, gom 62.887 BDGTT voi 15
truong thong tin, bao gom méd DGTT, ngdn
ngtr, diém danh gia, ngay tao DGTT, s6 luot
danh gia hiru ich, tiéu c%e ndi dung DGTT ma
dia diem, tén cq s huu tru thoi gian luu tri va
loai hinh chuyén di. T¢p thtr hai 1a dir ligu &
cap do co sé luu tra, gom 3.910 co sé luu tra
véi 6 truong thong tin, bao gom ma dia diém,
tén co s0, toa do dia ly va thong tin khu vuc.

Hai t¢p dir li¢u, duoc ghép ndi thong qua
bién [ocationld nham ket hop dong thoi thong
tin v€ ndi dung déanh gia va déc diém cua co
so_luu tri trong cung mdt mo hinh phan tich,
mau sau khi ghép 1a 60.570 DGTT. Trong s6
nay, 663 danh gia khong c6 day du thong tin
toa do latitude hodc longitude n¢n dugc loai
khéi mau phan tich. Do do, mau han tich
cupi cung gom 59.907 BGTT. Pay 1a cd mau
thong nhat dugc sir dung trong toan b cac
buéc phan tich, bao gom thong ké mo ta, xay
duyng bién, udc lugng md hinh va dién giai
két qua.

Bo dir li¢u Tr1pAdv1sor phu hop vo1 muc
tiéu nghién ctru vi phan énh trai nghiém thyc
té cua khach du lich sau khi sir dung dich vu
luu tri. Khac voi dir liéu khao sat dya trén
nhan thirc ty bao, cdo, dit liéu PGTT cho phép
quan sat tryc tieép phan hoi cua khach Eéng
thong qua diém déanh gia, ndi dung danh gia,
sO luot danh gja hitu ich, ngdn ngtr st dung,
loai hinh chuyén di va vi tri co_s¢ luu tra. Do
do, diy li€u nay co6 kha nang ho trg phan tich
cac y€u t6 anh hudng dén mic do DGTT cua
khach du lich trong boi canh cac co s¢ luu tra
tai Viét Nam.

3.2. Xur Iy va ma héa dir liéu

Trugc khi phén tich, dir liéu dugc lam sach
va chuan héa qua mét so budc.

Trude hét, cac truong ngdy thang nhy
createdDate va stayDate dugc chuyén doi veé
dinh dang thot gian thong nhat dé phuc vu

phan tich theo ndm hodc giai doan danh gia.
Ti€p theo, cac trudong van ban nhu fitle va text
duoc kiém tra, chuan hoa khoang trang va su
dung dé xay dung bién phan anh do dai ti€u dé
va do dai ndi dung danh gia. Cac bién dinh
danh nhu locationld, hotelName va parentGeo
duoc st dung dé xac dinh co s¢ Iuu tri va khu
vuc dia ly tuong tng. Cac bién dinh tinh nhu
language, triplype va Geo_region dugc ma
hoa thaph bien gia dé dua vao mo hinh hoi
quy. Bién phu thudc ctia nghién ctru 1a mic do
DGTT cug khach du lich.

Céc bién doc lap tur ca hai ngudn dir ligy.
Tu tép DGTT, nghién ctru khai thac cac bién
phan anh dac diém cta noi,dung danh gia, bao
gom ngon nglr danh gia, s6 lugt danh gia hiry
ich, do dai ndi dung danh gia, do dai ti€u de
danh gia va thoi diém ding danh gia. Ngoai
ra, loai hinh chuyén di cua khéch du lich cting
dugc st dung d€ phan anh bdi canh trai
nghi¢m luu tra. Tu tép co sé luu tra, nghién
cuu khai thac thong tin vé vi tri dia ly, bao
gom khu vuc hodc dia phuong cua co sé luu
tra (bang 1). |

D061 véi bién vi tri, dia ly, nghién cuu
khong st dung tryc ti€p truong parentGeo
goc trong dir li¢u TripAdvisor do trgong nay
ghén anh cac cap do dia Iy khong dong nhat,

ao gom ca ddo, xa, khu vuc nho, thi tran,
vuon quoc gia va diém dén du lich. Do do,
nghién ctru tai phan nhom cac dia danh trong
parentGeo thanh bién Geo region, gobm ba
vung dia 1y 16n: mién Bac, mién Trung va
mién Nam. Trong mo6 hinh, mién Nam duogc
chon lam nhom tham chiéu do co so Jugong
quan sat 16n va bao gom nhiéu diém dén luu
tril quan trong trong dir lidu.

Miéc du s0 lugt danh gia hiru ich (HELP) ¢6
thé phan anh gia tri tin hiéu va muc do ti€p
nhan cua DGTT trén nén tang, bién nay ciing
c6 kha nang phat sinh sau khi DGTT da duge
dang tai va dygc cong dong nguoi ding phan
hoi. Do d6, dé han ché rui ro ndi sinh do quan
h¢ nhan qua ngugc, nghién ctru khong sir dung
HELP nhu bién giai thich cot 15i trong mo hinh
co s& ma chi dua bién nay vao moé hinh mo
rong nham kiém tra do bén cua két qua.

3.3. Quy trinh phan tich dir li¢u

Quy trinh phén tich gébm bon budc chinh.

Thir nhat, _nghién ciru tién hanh lam sach,
chuan hoa va ghép ndi hai bo dir licu thong
qua bién locationld. Cac quan sat khong lién
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Bang 1: Cdc bién va cich do hrong

Tén bién K hiéu Thang do Nghién ciru
co lién quan
Bién thir bac gom 3 murc: 1 =
Bién DGTT tiéu cuc, tuong tng | El-Said (2020); Bi
Mic do rating 1-2 sao; 2 =DGTT & cong su (2024);
tﬁlﬁlgc bGTT RATING_LEVEL trung tinh, tuong tng rating 3 Xu & cong sy
; sao; 3 =PDGTT tich cuc, (2025)
tuong ng rating 4—5 sao
Bién doc lap
o 1}‘115; HELD $6 luot hitu ich cia DGTT | Filieri (2016); Xie
ich & (helpfulVotes) & cong su (2014)
Bién dinh tinh, ma hoa thanh A
X2 - Ngon bién gia theo ngdn ngir Leung & cong sy
< < A . LANG o (2013); Le & cong
Dac | nglr danh gia bGTT (lar}guage), nhom u (2025)
diém tham chi€u: tiéng Anh 5t
DGTT | X3 - B0 dai 36 tir hodc s6 kv tur tron Filieri (2016);
noi dung REVLEN trirc‘m tgx t' g Mariani & cong su
dénh gid £ (2019)
X4 - Thoi Thoi gian dang DGTT, do tir | Mariani & cOng su
diem  dang CREATED treong createdDate, ma hoa | (2019); Skovoroda
danh gia theo nam & cong su (2025)
Dic Bién dinh tinh, ma hoéa thanh
didm X5 - Loai bien gia theo tripType | Banerjee & Chua
chuvén hinh chuyén TRIP_TYPE (Couples, Family, Friends, (2016); Roy &
d}il di Solo, Bu§iness, None); nhém cong su (2023)
tham chiéu: Couples
Pic Bién dinh tinh, ma héa thanh
di ém X6 - Vi trf co bién gia, phén ’nh(')m‘thanh ba Xie & cong su
coss | s6 luu it GEO_REGION | vung: mién Béac, mién Trung | (2014); Le & cOng
o trd va mién Nam; nhém tham su (2025)
chiéu: mién Nam

(Nguon: Téc gia tong hop)

ket dugc voi di liéu co so luu tri hodc khong
dap ung yéu cau phan tich dugc loai bd. Sau
budc xu ly nay, mau phan tich cudi cung gom
59.907 BGTT. , .

Thiwr hai, thuc hi¢n thong ké mo td nham
khai quat dac diém ctia may nghién cttu. Noi
dung thong ké mo ta bao gom phan bo diém
danh gia, phan bo ba nhom DGTT, dac diém
ng6n ngir danh gia, loai hinh chuyén di, thoi
diém dang danh gia va vung dia ly cta co s¢
luu tra. Budc nay gitp nhan dién dac diém
chung cua dir liéu TripAdvisor.

Thir ba, wéc lugng mo hinh logistic bang
phuong phap cuc dai %c’)a ham hop ly. Phuong
Ehép nay phu hop véi bién phu thude co thr
ac gobm ba muc: ti€u cuc, trung tinh va tich
cuc. Cac bién dinh tinh nhu ngoén ngtr danh
gia, loai hinh chuyén di va vung dia 1y cua co
sO, luu trd dugc dua vao mo hinh dudi dang
bién gid, trong d6 mot nhom dugc lya chon
lam nhém tham chi€u. Do6i yo1 cac bign cod
kha nang phan phdi léch, chang han s6 luot
danh gia hiru icﬁ hodc do dai ndi dung danh
gia, nghién ctru c6 thé s dung dang logarit
khoa hoc
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hodc chuan hoa bién nham han ché anh huéng
cua cac gia tri ngoai lai.

Thu tu, nghién ctru danh gia do phu hop va
do tin cay cua két qua thong qua cac chi tiéu
nhu log-likelihood, AIC, BIC, pseudo-, kiém
dinh likelihood-ratio va h¢ s6 VIF. Nghién
ciu cling thuc hién kiém dinh d6 nhay véi
thang diém rating goc 5 muc d€ danh gia 4o
on dinh cua két qua so voi cach ma hoa bién
phu thudc ba muc.

Toan b qua trinh xu 1y va phan tich dir
liéu duogc thyc hién trén phan mém RStudio
(phién ban 2025.05.0).

4. Két qua nghién ciru_

4.1. Mo td dac diem mau

Xét theo diem danh gia géc, muc 5 sao
chiém ty trong 16n nhat voi 43.518 BGTT,
tiép theo 1a 4 sao v61 9.117 BDGTT, 3 sao voi
3.794 BGTT, trong khi so lugng DPGTT 1 sao,
2 sao lan luot 1a 1.718 va 1.760 BGTT. So
luot danh gid hiru ich (HELP) c6 gia tri trung
binh khoang 0,95, dg léch chuan 2,19, trung
vi bang 0 va gia tri 10n nhat dat 212. Bién do
dai nd1 dung danh gia (REVLEN) c6 gia tri
trung binh khodng 126,25 tir, 0 1éch chuan
137,52, nhd nhat la 1 tir va 16n nhat 1én tdi
3.686 tur, phan anh muc do chénh Iéch kha 16n
gitta cac DGTT ngan mang tinh md ta don
gian va cdc BDGTT dai, chi tiét, thuong gin
v6i nhu cau chia sé trai nghiém cu thé. Bién
thgi diém dang danh gia (CREATED) cho
thay DGTT trong mau trai dai tor nam 2005
dén 2022, véi gia tri trung binh khoang
2017,69 va trung vi l1a 2018.

_Xét theo thot gian, s0 lugng DGTT trong
mau tang manh tu sau ndm 2012 va dat mic
cao nhat vao giai doan 2018-2019, vé1 10.253
DGTT nam 2018 va 12.905 BGTT nam 2019.
Sau do, so lugng BDGTT gidm manh vao nam
2020-2021, trude khi phuc hoi tré 1ai vao nam
2022 v6i 5.079 bGTT.

Xét theo loai hinh chuyén di, nhém Couples
chiém ty trong 16n nhat vé6i 20.653 DGTT, tiep
theo 1a Family véi 18.298 BDGTT, Friends véi
8.404 BDGTT, None voi 6.916 DPGTT, Solo v
3.293 BGTT va Busingss voi 2.343 DGTT. Vé
ngdn nglr danh gia, tieng Anh chiém ty trong
cao nhat véi 30.503 BGTT, ti€p theo la tiéng
Viét vai 15.036 BGTT, ¢on lai la cac ngdn nglr
khéac nhu tiéng Phap, tiéng Dtc, tiéng Han va
tieng Nga. D01 voi vi tri dia Iy cua co s luu
tri, nghién ctru tai phan nhom gdém ba vung:

mién Bac, mién Trung va mién Nam. K&t qua
thong ké cho thay mién Nam ¢6 26.923 DGTT,
mién Trung c6 26.205 BDGTT va mién Bac c6
6.779 BGTT.

4.2. Sy khdc biét giita cic nhém danh gid
truc tuyén

Truoe khi wdc luong md, hinh hoi qu
logistic thtr bac, nghién ctru tién hanh so san
dac diém giira ba nhém DGTT g6m tiéu cuc,
trung tinh va tich cyc. Viéc phan tich sy khac
biét gita cac nhém gitp nhan dién so bg li¢u
cac dac diém cua DGTT, loai hinh chuyén di,
ngdn ngir danh gia va vung dia 1y cua co s¢
luu tra ¢o lién quan dén mue do d}a,mh gia cua
khach du lich hay khong. Két qua ¢ Bang 2
cho thay ba nhom DGTT c6 sy khac biét dang
chil y vé so lugt danh gia hitu ich, d6 dai noi
dung danh gia va thot diém déng danh gia.
Nhom DGTT ti€u cuc c¢6 so luot hitu ich
trung binh cao nhat, dat 1,88 luot, ti€p theo l1a
nhém trung tinh véi 1,28 luot va nhom tich
cuc voi 0,86 luot. Tuong tu, dd dai ndi dung
danh gid cua nhom tiéu cuc ciing cao nhat,
trung %mh 181,64 tu, trong khi nhom trung
tinh dat 172, 21 tir va nhom tich cuc dat
119,28 tur. V& thoi diém ding danh gia, nhom
DGTT tich cuc c¢6 nam dang trung binh la
2017,81, cao hon nhém tiéu cuc vé1 2017,06
va nhom trung tinh v6i 2016,62. Do cac bién
HELP va REVLEN c¢ phan phoi Iéch phai,
nghién ctru st dung kiém dinh Kruskal-Wallis
de danh gia su khac biét gitta ba nhém DGTT.
Két qua %wm dinh cho thay su khac biét g1ua
cac nhom déu c6 ¥ nghia thong ké ¢ muc p <
0,001 dbi v6i HELP, REVLEN va CREAT-
ED. Diéu nay cho thay mic d6 BDGTT cua
khach du lich c6 li€n quan dang ké dén dac
diém noi dung danh gia va thoi diém dang
danh gia.

Bang 3 trinh bay phan b6 ba nhom PGTT
theo ngén ngir danh gia, loai hinh chuyen di
va vung dia ly ctia co s¢ luu tri. Vé ngon ng,
nhom tiéng Viét co,ty 1€ DGTT tich cuc cao
nhat, dat 90,53%, tiép theo la nhém tleng Anh
véi 88 07% Trong hi @6, nhém n on ngir
khac c6 ty 1€ BGTT tich cuc thﬁp at
84,62%, d}é)ng thoi co ty 1€ PGTT tleu cuc va
trung tinh cao hon hai nhom con lai. Xét theo
loai hinh chuyén di, nhom Family c6 ty 1€
DGTT tich cuc cao nhat, dat 90,89%. Nguoc
lai, nhém Business ¢6 ty 1€ BGTT tich cuc
thap nhat, chi dat 80,28%, trong khi ty 1€
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Bang 2: Pac diém dinh lwong theo nhom BDGTT

Nhém N I;Ir]iﬁ; I:E:;; R?XlﬁgN REVLEI.\I CREAT‘ED CREATE.D
DPGTT binh vi binh trung vi | trung binh trung vi
Tiéu cuc 3.478 1,88 1 181,64 125 2017,06 2017
Trung tinh | 3.794 1,28 1 172,21 114 2016,62 2017
Tich cuc 52.635 0,86 0 119,28 78 2017,81 2018
Kiém dinh > = X = =
Kruskal- 685,34; p 1.339,51; 1.015,45; p
Wallis < 0,001 p <0,001 <0,001

(Nguon: Tac gid)

D¢ kiém tra su khac biét veé phan bo PGTT
gifra cac nhom dinh tinh, nghién ctru st dung
kiém dinh Chi-square. Két qua cho thay phan
bo,ba nhdém DGTT c6 su khéc bi¢t cd y nghia
thong ké theo ngdn ngtr danh gid, loai hinh
dat 78,73%, dong thoi ty 1€ ti€u cuc va trung  chuyén di va vung dia ly. Cu the, kiém dinh
tinh déu cao hon 10%. Chi-square do6i vo1 LANG_GROUP cho két

Bang 3: Phan bo nhom DGTT theo ngon ngir, loai hinh chuyén di va ving dia ly

DGTT tiéu cuc va trung tinh lan luot la
8,19% va 11,52%. D61 vo1 vung dia ly, mién
Trung c6 ty 1¢ DGTT tich cuc cao nhat véi
89,40%,, tiep theo 1a mién Nam véi 88,67%.
Mién Bac c¢6 ty 1€ BDGTT tich cyc thap hon,

£ . Tiéu cwc N | Trung tinh | Tich cuc N 2
Bién Nhom (%) N (%) (%) Tong
. 1.711 1.927 26.865
LANG_GROUP English (5.61%) (6.32%) (88.07%) 30.503
. 660 13.612
o,
LANG_GROUP | Vietnamese | 764 (5,08%) (4,39%) (90,53%) 15.036
Other 1.003 1.207 12.158
LANG_GROUP languages (6,98%) (8,40%) (84,62%) 14.368
1.270 1.433 17.950
TRIP_TYPE Couples (6.15%) (6.94%) (86.91%) 20.653
. 824 16.631
o,
TRIP_TYPE Family 843 (4,61%) (4.50%) (90.,89%) 18.298
. 571 7.315
o,
TRIP_TYPE Friends 518 (6,16%) (6.79%) (87.04%) 8.404
229 2.872
o,
TRIP_TYPE Solo 192 (5,83%) (6.95%) (87.22%) 3.293
. 270 1.881
0,
TRIP_TYPE Business 192 (8,19%) (11,52%) (80,28%) 2.343
467 5.986
o,
TRIP_TYPE None 463 (6,69%) (6,75%) (86.55%) 6.916
.2 1.420 1.631 23.872
GEO_REGION | Mién }\Iam (5.27%) (6,06%) (88,67%) 26.923
Mién 1.341 1.438 23.426
GEO_REGION Trung (5,12%) (5,49%) (89,40%) 26205
P— 717 725 5.337
GEO_REGION | Mién Bac (10.58%) (10.69%) (78.73%) 6.779

(Nguon: Tac gia)
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qua y* = 266,01; p < 0,001; doi vdi
TRIP TYPE lay*= 337 59;p < 0, 001 va doi
voi GEO_REGION la y2= 610 08 p < 0,00]1.
Nhu vay, két qua phan tich so bo cho thay
mirc @0 DGTT cua khach du lich khong phan
bé ngau nhién gilra cac nhom. Céac khac bjét
v€ do dai danh gia, s6 lugt hitu ich, thoi ¢iém
dang danh gia, ngon ngtr, loai h1nh chuyén di
va vung dja ly deéu co y. nghla thon% ke. bay
1a co so dé nghién ctru ti€p tuc ydce lugng mo
hinh hoi quy logistic thir bac nham kiém dinh
dong thoi tac dong cua cac yéu to nay dén
muc do DGTT.

4.3. Kiém dinh mé hinh va két qua hoi
quy. logistic thir bic

* Kiém dinh da cong tuyén:

Pé kiém soat hién tuong da cong tuyén
giita cac bién doc lap, nghién ctru st dung hé
sO ph(’)n%1 dai phuong sai VIF. VIF duog tinh
trén mg hinh mé rgng, tirc mo hinh c6 day du
cac bién doc 1ap gom REVLEN, CREATED,
HELP, LANG GROUP, TRIP TYPE va
GEO REGION Cac bién dinh, tinh dugc ma
hoa thanh bién gia trude khi kiém dinh, tron
d6 cac nhom tham chicu lan luot Ja Englisl%
do1 voi bién ngén ngir, Couples doi voi loai
hmh chuyén di va mién Nam do6i véi vung dia

Cac bien dinh luong dugce sy dung theo
(%;n da xir Iy trong md hinh hoi quy, gom
z ln(REVLEN) z %n(HELPH) va z CRE-
ATED. Két qua kiém dinh dugc trinh bay
trong Bang 4.

. Két qua ¢ Bang 4 cho thay tat ca h¢ so6 VIF
déu duoi 1,5, cho thay khong co hién tuong
da cong tuyén trong md hinh. Két qua kiém
dinh VIF cung c6 dg tin cdy cua mo hinh hoi
quy logistic thir bac.

* Két quad hoi quy logistic thur bdc;

beé xac dinh céac yéu t0 anh hudng dén murc
do DGTT cua khach du lich, nghién ctru st
dung mo hinh héi quy logistic thir bac voi
bién phu thuéc RATING LEVEL gom ba
mic: 1 = DGTT tiéu cyc, 2 = DGTT trung
tinh va 3 = BDGTT tich cuc.

Két qua hoi quy duoc trinh bay trong Bang
5. Nghién ctru udc lugng hai mé hinh. Mo
hinh 1 khong bao gom bién HELP nham han
ché rui ro n1 sinh do s0 lugt ddnh gia hitu ich
c6 thé phat sinh sau khi PGTT dugc dang tai.
Mo hinh 2 b6 sung bién HELP nham kjém tra
dd on dinh cua két qua. D61 véi cée bién dinh
luong, HELP va REVLEN duoc logarit hoa
va chuan hoéa trudc khi dua vao mo hinh,
CREATED ciing dugc chuan hoa dé thuan
tién cho uwdc lugng va dieén giai, DJi vdi cac
bién dinh tinh, nhom tham chiéu lan luot la
Enghsh d6i vo1 LANG GROUP, Cou les d01
vort TRIP TYPE va mién Nam doi véi
GEO_REGION. =

. Trong md hinh hoi quy logistic thir bac, hé
s6 duong cho thay bién doc ap lam tang kha
nang DGTT thudc mirc danh gia cao hon, tirc
1a nghiéng vé danh gia tich cuc hon. NgLroc
lai, hé¢ s6 am cho thay bién doc 1ap lam gidm

Bang 4: Két qua kiém dinh da céng tuyén

Bién Chi s6 VIF
Family 1,447
Vietnamese 1,383
z CREATED 1,339
Friends 1,246
None 1,226
Other languages 1,220
Mién Trung 1,193
z In(HELP+1) 1,187
z In(REVLEN) 1,186
Mién Bic 1,146
Solo 1,112
Business 1,108

(Nguon: Tdc gid)
khoa hoc

=

210 thuong mai

S6 DB3/2026



kha nang DGTT thudc mirc danh gia cao hon,
hay néi cach khac la lam DGTT c6 xu hudng
nghigng v€ muc trung tinh hodc tiéu cyc hon.
Ty s6 odds, duoc tinh bang OR—exp(B) duoc
sir dung dé ho tro dién giai keét - qua.
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1,289. Két qua nay cho thay cac DPGTT duogc
dang ¢ giai doan gan day c6 xu hudng thudc
muc danh gia cao hon. Khi bé sung vao mo
hinh 2, bien HELP c6 tac dong am va c6 y
nghia thong ké, véi hé so6 -0,187 va OR =

Bang 5: Két qud hoi quy logistic thir bic va 1y s6 odds

Bién djc lap M6 hinh 1 p OR M6 hinh 2 B OR
z In(REVLEN) -0,476%** 0,621 -0,424%%* 0,654
z CREATED 0,203 % 1,340 0,254%%* 1,289
z In(HELP+1) - - -0,187%%* 0,830
Vietnamese -0,041 0,959 -0,088* 0,916
Other languages -0,542%** 0,582 -0,548*** 0,578
Family 0,061 1,063 0,078* 1,081
Friends -0,176%%** 0,839 -0,178%%* 0,837
Solo -0,080 0,923 -0,081 0,923
Business -0,824%* 0,439 -0,825%#* 0,438
None -0,202%%* 0,747 0,278 %% 0,757
Mién Trung 0,249%** 1,283 0,275%%* 1,317
Mién Bic -0,715%%* 0,489 -0,712%%* 0,491
Log-likelihood -25.731,14 -25.624,71
AIC 51.488,28 51.277,42
BIC 51.605,29 51.403,43
Pseudo-R? 0,053 0,057
LR test 2.898,16%** 3.111,02%%*
N 59.907 59.907

Ghi cha: * p <0,05; *** p <0,001. OR = exp(p)

(Nguon: Tac gia)

K&t qua cho thady REVLEN c¢6 tac dgng &m
va ¢ y nghia thong ké trong ca hai mo hinh.
H¢ s0 cua z_In(REVLEN) la -0,424 trong mo
hinh 2, tuong img OR = 0,654. ‘Pidu nay cho
thay khi d6 dai noi dung DGTT tang mot do
léch chuan, kha niang DGTT thudc muc danh
gia cao hon gidm xuong. K&t qua nay phu hop
v&i phan tich mo tad & muc 4.2, trong d6 nhom
DGTT tiéu cuc va trung tinh c6 d dai ndi
dung tryng binh cao hon nhom DGTT tich
cuc. Bien CREATED c6 tac dong duong va
¢ y nghia thong ké. Trong mo hinh 2, hé sb
cua CREATED Ia 0,254, tuong ung ‘OR =

0,830. Di¢u nay cho thay cac DGTT nhan
duoc nhi€u lugt hitu ich hon cé xu hudng
thuoc muc danh gia thap hon. Két qua nay
phu hop véi nhan dinh rang cac danh gid ti¢u
cuc hodc trung tinh thuong cung cap nhi€u
th()nﬁ tin canh bdo hon cho nguot doc, tr do
c6 kha nang nhan dugc nhic¢u lugt danh gia
hiru ich hon. D6i véi bién ngon ngir, két qua
cho thay nhom Vietnamese chi co khac biét
nhe so voi nhom English. Trong M6 hinh 1,
hé s0 cua Vietnamese khong c6 y nghia thong
k&, trong mo hinh 2, h¢ s cua bién nay la -
0,088, co6 y nghia & muc p < 0,05, véi OR =
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0,916. Trong khi do, nhom Other languages
c6 tac dong am ro ret va ¢ y nghia thong ké
trong ca hai mo hinh. O m6 hinh 2, hé s6 cua
nhom Other languages 1a -0,548, tuong ung
OR = 0,578. Két qua nay cho théy cac BGTT
viét bang n%l n ngr khac tiéng Anh va tiéng
Vi€t c6 xu hudng thudoc mic danh gia thap
hon so véi nhom tiéng Anh.

Doi vé6i loai hinh chuyén di, nhém Family
c6 tac dong duong nhe so voi nhém tham
chiéu Couples. Trong mé hinh 2, hé sé cta
Family la 0,078, twong tng OR = 1,081.
Nguoc lai, cac nhom Friends, Business va
None c6 tac dong am va c6 y nghia thong ké.
bang cha y, nhom Business ¢6 h¢ s6 am lon
nhat, dat -0,825 trong mé hinh 2, véi OR =
0, 438. Didu nay cho thiy cac BGTT cua khach
cong tac c6 DGTT tich cuc thép hon dang ké
s0 vo1 nhom khach di theo cap doi. Nhom Solo
6 hé s6 am nhung khong ¢ y nghia thong ké
trong ca hai m6 hinh. Bo1 vo1 vung dia ly, két
qua cho thay mién Trung co tac dong duong so
v6i mién Nam, voi hé s6 0,275 va OR = 1,317
trong mé hinh 2. Nguoc lai, mién Bac ¢ tac
dong am dang ké, véi hé s6 -0,712 va OR =
0,491, Digu nay cho thay, sau khi kiém soat
cac yéu to khac, cac DGTT tai mién Trung cé
xu hudng thuéc muc danh gid cao hon so voi
mieén Nam, trong khi cac PGTT tai mién Bac
c6 xu hudng thugc mirc danh gia thap hon.

. Xét ve do phu hop mo hinh, ca hat m6 hinh
déy c6 kiém dinh likelihood-ratio ¢ y nghia
thong ké & muc p < 0,001. M6 hinh 2°c6 log-
likelthood cao hon, AIC thap hon, BIC thap
hon va pseudo-R? cao hon so véi mo hinh 1.
Cu thé, AIC giam tir 51.488,28 xudng
51.277,42, BIC giam tur 51.605,29 xudng
51.403,43, va pseudo-R? tang tur 0,053 Ién
0,057. Pi€u nay cho thay viéc b sung bién
HELP gitip cai thi¢én mtc d§ phu hop cua mo
hinh. Nhin chung, két qua hoi quy cho thay
cac yéy to thuoc dac diém noi dung DGTT,
thoi diém dang danh gia, ngdn ngfr, loai hinh
chuyén di va viung dia ly déu co lién quan
dang ke dén muac do PGTT cua khach du lich.
Chiéu tac dong cua cac bién chinh nhin chung
on dinh gitta mo hinh 1 va mé hinh 2, déc bi¢t
doi voi REVLEN, CREATED, Other lan-
guages, Business, GEO REGION va mién
Bac. Diéu nay cho thay ket qua udc lugng co
d0 on dinh nhat dinh khi ki€m tra vd1 moé hinh
c6 va khong c6 bién HELP.

* Kiém dinh dé nhay:

Trong mo hinh chinh, bién phu thudc
RATING LEVEL dugc ma hoa thanh ba
muc: 1 = DGTT ti€u cuc tuong ung voi rat-
ing 1-2 sao, 2 = DGTT trung tinh tuong tng
voi rating 3 sao va 3 = DGTT tich cuc tuong
l’Ing vo1 rating 4-5 sao. Cach ma hoda nay
glup phan anh rd ba trang thai danh gia chinh
cua khach du lich va han ché van dé mat can
bang lop trong moé hinh nhi phén. Tuy nhién,
viéc gop thang dlem gbe 1- 5 sao thanh ba
nhom cé the lam mat mot phan thong tin chi
tiét ciia diém danh gla goc Do d6, dé kiém
tra d6 nhay cua két qua d6i voi cach ma hoa
bién phu thudc, nghién ctu wéc luong bd
sung mé hinh h01 quy loglstlc thor bac su
dung thang diém rating gdc 5 muc cua
Tr1pAdv1sor

Két qua kiém dinh do nhay cho thay chiéu
tac dong cua phan 16n cac bién chinh duoc
duy tri khi chuyen tur bién phy thudc ba mtc
sang thang diém goc nim muc. Cu thé,
REVLEN va HELP tlep tuc c6 tac dong am,
CREATED tiép tuc co tac dong duong, nhorn
Other languages tiép tuc co tac dong am so
v6i nhom tiéng Anh, nhom Business, Friends
va None ti€p tuc co tac dong am so v6i nhom
Couples trong khi mién Bac tiép tuc co tac
dong am so véi mién Nam. Day la cac phat
hién nhat quan gitta hai cach ma hoéa bién phu
thudc. Dbi voi blen Family va mién Trung,
chiéu tac dong van dugc duy tri theo hudng
duong trong mo hinh rating goc 5 mic. Rleng
bién Vietnamese co chiéu tac dong khong 6n
dinh glua hai cach ma hoa blen phu thudc.
Trong md hinh chinh ba mtc, bién nay c6 hé
s0 am nhe, trong md hinh rating géc nam
mirc, hé so Chuyen sang dwong nhe. Dong
thoi, két qua sai sé chuan cum cho thiy bién
V1etnamese khong c6 y nghia thong ké. Do
do, nghién ctru khong xem khac biét gitra
DGTT tieng Viét va tiéng Anh la mot phat
hién viing chac Nhin chung, kiém dinh do
nhay cho thay cac két luan chinh cua nghién
ctru khong phu thudc vao cach gop diém danh
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Bing 6: Kiém dinh do nhay voi bién phu thugc rating gdc 5 murc

Bién M63h:::ll’;cc:;inh Mo hi; l:n:‘ctil;lg goe Chiéu tac dong
z_In(REVLEN) -0,424 -0,317 On dinh
z CREATED 0,254 0,371 On dinh
z In(HELP+1) -0,187 -0,096 On dinh
Vietnamese -0,088 0,073 Khong én dinh
Other languages -0,548 -0,539 On dinh
Family 0,078 0,098 On dinh
Friends -0,178 -0,109 On dinh
Solo -0,081 -0,006 Khong 16 rang
Business -0,826 -0,768 On dinh
None -0,278 -0,289 On dinh
Mién Trung 0,275 0,238 On dinh
Mién Béc -0,712 -0,598 On dinh

(Ngudn Tac gia)
gia thanh ba nhom. Cac phat hién on dinh Krey & cong sy, 2024; Nguyen & céng su,

nhét li€n quan dén 6 dai noi _dung danh gia,
thoi diém dang danh gia, sé luot hitu ich,
nhoém ngoén nglt khac, nhom khach cong tac
va mién Bic. Két qua nay cung cb tinh tin cay
cua mo hinh chinh, ddng thoi cho thay viéc sur
dung bién phu thudc ba murc 1a phu hop e
phan tich cac yéu td anh huong dén muc do
DGTT cua khéch du lich.

5. Théio luan, ham y va két luan

5.1. Thdo ludn két qua nghten cuu

Nghién ctru ndy cho thdy muc do bGTT
cua khach du lich khong hinh thanh ngau
nhién, ma chiu tac dong dong thoi boi ba
nhom yéu to chinh: dac dlem cua BGTT, dac
diém chuyen di va dac dlern co sO luu tra.

Trudc hét, nhom bién phan 4nh dac diém
ctia DGTT cho thdy anh huong 10 1ét dén mirc
d6 danh gia cua khéch du lich. Ket qua nay phu
hop voi nghién ciru gin day nhén manh vai tro
cia ddc diém vin ban, cam xic va ciu tric
thong tin cua DGTT thay vi chi nhin vao diém
sO0 trung binh (Skovoroda & cdng su, 2025;

2024). Cuy the, d0 dai ndi dung danh gla va so
luot danh gia hiru ich deu c6 tac dong am dén
mirc do DGTT, cho thdy cac DGTT dai hon va
dugc nhidu ngu’m dung danh gia 1a htu ich
hon thuong c6 xu hu’ong thugc mirc danh gia
thap hon. Phat hién nay ham y y rang cac DGTT
tiéu cuc khong chi la phan hoi bat loi, ma con
la nhu’ng DGTT c6 gia tri tham khao 16n hon
dbi voi ngum dung. Khi khach hang khong hai
long, ho ¢6 xu huéng dau tu nhiéu hon vao
viéc mo ta trai nghiém, gidi thich nguyen nhan
phan nan va canh bao. Cac nghlen clru gan day
cling cho thay phan hoéi cia nha quan Iy va
cach doanh nghi¢p xir Iy DGTT va xay dung
quan hé v6i khach hang trén nén tang so (Hu
& Chen, 2016; Lee & cdng su, 2018; Filieri &
cong su, 2018). Do do, cac co s6 luu tra can
coi cac DGTT dai, chi tiét va c6 nhiéu lugt hiru
ich 1a nhom phan hdi c6 kha ning lan téa cao,
dac biét khi ndi dung danh gid phan anh trai
nghiém chua hai long.
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Bén canh dic diém noi dung, thoi diém
dang danh gia cling 1a mot y€u t6 dang cha y.
Két qua hdi quy cho thdy CREATED c¢6 tac
dong duong den muc d6 BDGTT, ham y rang
cac DGTT gan day cO xu huong thudc murc
danh gid cao hon. Két qua nay khong chi
phén anh xu huong thay d6i ctia DGTT theo
thoi gian, ma con ham y sy thich Ung ngay
cang tot hon cua co so luu trit doi voi moi
truong danh gla cong khai. Tuy nhién, tac
dong duong cia CREATED khong nhit thiét
chi phan anh su cai thién chat luong dich vu,
ma cling ¢ the lién quan dén hién tuong lam
phat diém sb trén Tr1pAdv1sor va cac nén tang
DGTT. Theo do, diém danh gia trung binh c6
thé tang theo thO’l g1an do thay doi trong
chuan muc danh g1a hanh vi ty chon cua
nguoi dang danh gia, tm ly xd hoi, hodc
chién luge khuyén khich phan hoi tlch cuc
cua co s¢ luu tra. Vi vady, CREATED nén
dugc hiéu nhu mot chi bao vé su thay doi theo
thoi gian trong hanh vi DGTT, thay vi bang
chung truc tiep duy nhét cho thdy chat lwong
dich vu da duoc cai thién.

Nhom yéu to thir hai 1a dic diém chuyén
di, phan anh bdi canh str dung dich vu luu tra
cua khach du lich. V& loai hinh chuyen di, két
qua cho thay nhom khach di cong tac co xu
hu:ong dé lai danh g1a tiéu cuc nhiéu hon so
v61 nhoém di theo cdp doi, trong, khi nhom
khach di mdt minh lai c6 xac suat danh gia
tiéu cyc thap hon. Piéu nay c6 thé dugc 1y
giai boi khach di cong tac thuong nhay cam
hon véi cac yéu td nhu tinh dung gio, mirc do
chuyén nghi¢p cua nhén vién, chat luong
Internet, su on dinh cua tién ich va kha nang
dap ung nhanh cua dich vu. Ddc biét, voi
nhom khéch di cong tac, céc yeu t6 nhu tdc
d6 mang, ban lam viéc, d yén tinh, vi tri
thuan ti¢n, hoa don, cerng tir, toc do nhan
phong, tra phong va kha nang ho trg cac nhu
cau phat sinh ¢6 thé anh huong truc tlep dén
hiéu qua cong viée. Vi vy, cung mot thi€u sot
dich vu ¢ thé dugc nhom khéach cong tac
danh gia nghiém khac hon so voi nhom khach

di nghi dudng hoac di theo cdp doi. Nguoc
lai, khach di mot minh ¢6 th€ linh hoat hon
trong ky vong va d¢ thich nghi hon v6i di€u
kién luu tra. Dleu nay cho thay tac dong cua
loai hinh chuyen di khong dong nhét giira cac
nhém khach, ma phuy thudc vao ky vong, muc
dich luu trd va muc do linh hoat cia tung
nhom trong qué trinh trai nghiém dich vu.
Céc cong trinh gan day van nhan manh rang
bi canh tiéu dung va trang thdi cam xuc cua
khach hang lam thay d6i dang ké hanh vi
danh gia va muc do cuc doan cia BGTT (X.
Xu, 2020; Nicolau & cong su, 2025).

Nhom yéu t6 thi ba 1a dic diém co sé luu
tru, dugc phan anh thong qua ngo6n ngit danh
g1a va Vung dia ly cua co s¢ luu tri. Déi véi
ngon ngir danh gla két qua cho thiy tac dong
khong dong nhat giita cac nhoém. DGTT bang
tieng Viét khong khac bi€t c6 y nghla thong
ké so voi tieng Anh, trong khi nhom cac ngon
ngit khac lai c6 xac suat xuat hién danh gla
tiéu cuc cao hon. Phat hi¢n nay goi y rang
khac biét vé ngon ngir co thé di kém v6i khac
biét vé ky vong, chuan danh gia hodc cach
bleu dat trai nghiém dich vu. Tuy nhién, do
tiéng Viét 'khong khac biét rd so voi tleng
Anh, c6 thé thay rang su khac biét khong nam
o ranh gi61 ndi dia - qudc té, ma €0 the gan
voi dac dlem cua ttrng nhém cu thé. Piéu nay
cling cho thay viéc phan tich ngoén ngu trong
nghién ctru DGTT can duoc ti€p cén than
trong, tranh dong nhat moi nhém khach
khong dung tiéng Anh thanh mgt nhém hanh
vi giong nhau. Blem nay cling phu hop véi
huéng nghién ctru gan day cho rang hanh vi
DGTT khach san khong dong nhat gilra cac
nhom ngu’(n dung va co thé thay d01 theo b01
canh, ning luc dién dat va cach tiép nhan nén
tang (Han 2021; Nicolau & cong su, 2025).

D61 v6i vi tri co s6 Tuu tra, két qua hoi quy
cho thdy mién Bic cb Xu, hu:ong dat muc
bGTT thap hon so v6i mién Nam. Neu doi
chleu voi cac dia danh trong dir liéu gbc, nhom
mién Bac bao gom mot sO dia ban nhu Bic Ha,
Pién Bién Phu, Pong Vin, Vuon quic gia Ba
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Bé, Phu Ly va mot s6 diém dén khac. Két qua
nay co thé phan anh sy khac biét vé ha tang
diém dén, mirc d6 chuan hoa dich vu, tinh mua
vy, nhan luc du lich, kha nang giao tiép véi
khach ubc té va ky vong cua khach tai cac
dlem dén khac nhau. Cac nghién ctru gan day
vé DGTT khéch san ciing cho thay trai nghlem
luu tra c6 thé c6 thé 1dp lai theo khong gian va
thoi gian trong mot diém dén hodc mot cum
khach san nhat dinh (Zhang & cong su, 2026;
Skovoroda & cong su, 2025)

Xét trén tong thé, két qua nghién ctru cho
thay mirc 0 PGTT chiu tac dong dong thoi
ctia ba nhom yéu t6. Nhom dic diém DGTT
phan anh cach khach hang dién dat va muc do
lan toa cua trai nghiém, nhom dac diém
chuyén di phan anh su khac biét vé muc dich,
ky vong va bdi canh st dung dich vy, nhém
ddc diém co so luu tri phan anh sy khac biét
theo ngdn ngu thi truong khach va ving dia
ly. Cac ket qué nay cho thay DGTT khong chi
1a diém sb sau luu tri, ma con 1a dir li¢u hanh
vi co gié tri d€ nhan dién ky vong, rui ro dich
vu va cac diém can cai thién trong quan tri
trai nghiém khach hang. Két qua nay ciing
phu hop véi thuc tién nghién ctru DGTT
(Skovoroda & cdng su, 2025; Nguyen & cOng
su, 2024).

5.2. Ham y qudn tri

Vé ham ¥ thyc tién, két qua cho thiy cac
co s¢ luu tra khong nén chi theo doi diém
danh gia trung binh, ma can khai thac sdu hon
cac dac diém cua DGTT, bdi canh chuyén di
va khac biét theo nhom khach. Trong moi
truong s6, mot DGTT khong chi 1a phan hoi
sau trai nghi€ém, ma con la tin hiéu cong khai
c6 thé anh hlmng den nhén thirc va quyét dinh
dat phong ctia nhiéu khach hang ti€ém nang.
Vi Vay, quan trif DGTT can dugc xem 13 mot
phan cua quan tri trai nghlem khach hang va
quan tri danh tleng s6, thay vi chi 1 hoat dong
xur ly phan hoi sau ban

Thir nhat, két qua nghién ctru cho thdy cac
DGTT dai hon va nhan dugc nhleu luot hitu
ich hon thudng c¢6 xu hudng gin voi mirc

QUAN TRI KINH DOANH

danh gia thip hon. Diéu nay khong nén dugc
hiéu don gian 1a co s¢ luu trd chi can nhan
dién sém cac BDGTT dai, vi khi mot DGTT
dai va ti€u cuc da dugc dang tai cong khai thi
tac dong bét loi dén danh tiéng c6 thé da bat
dau xay ra. Do do, ham y quan trong hon la
cac ¢0 86 lyu tr can xdy dyng quy trinh quan
tri phan hoi theo hai giai doan gom phong
ngua trude khi BGTT tiéu cuc xuat hién va
xur 1y sau khi PGTT da duogc cong bo

Thir hai, két qua vé loai hinh chuyen dicho
thdy cac co so luu tra can phat trién chién
lugc phuc vu theo bdi canh sir dung dich vu
cua tung nhom khach. PBac biét, nhom khach
di cong tac, day 1a nhom khach thuong chiu
ap luc vé thoi gian, hiéu qué c6ng viéc va su
chinh xéac cua dich vu. Vi Vay, cac co 8o luu
tri phuc vu nhleu khach cong tac can wu tién
cac yéu té nhu téc do 6n dinh, ban lam Viéc,
khong glan yén tinh, vi tri thudn tién, toc do
nhén va tra phong, xuit hoa don nhanh, hd tro
dat xe, gidt la, dn sang ding gid va kha ning
xtr Iy yéu cau phat sinh. D61 véi nhém khéch
nay, trai nghiém luu tra khéng chi la nghi
ng0’1 ma con gan truc t1ep voi hi¢u qua cong
viée, do do, sy chdm tré hoac thiéu chinh Xac
trong dich vu co thé din dén danh gla thap
hon. Ddi v6i cac nhém khach khac cin linh
hoat hon. Vi vy, cac co so luu tri nén két
hop dir licu DGTT véi thong tin loai hinh
chuyén di dé nhan dién ky vong cu thé cua
tung nhom khach, thay vi ap dung mot ti€u
chuén phuc vu chung cho moi phén khuc.

Thir ba, két qua vé ngon ngir danh gia cho
thdy cac co s¢ luu tra can quan taim hon den
trai nghlem cua cac nhom khach quoc té
khong st dung tiéng Anh hoic tiéng Viét.
Nhom ngon ngilr khac ¢6 xu huong thudc mire
danh g1a thap hon, cho thiy khac biét ngoén
ngir co thé di kém voi khac biét vé ky vong,
chuan dich vu, mirc do khat khe va kha nang
tlep nhan thong tin. Do d6, co s¢ luu tra can
cai thién h¢ thong thong tin da ngdén ngtr, bao
gdm mo ta phong, tién nghi, chinh sach huy
phong, phu phi, huéng dan st dung dich vu
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va thong tin lién hé khi can ho trg. Véi céac thi
truong khéch cé tan suat xuat hién dang ké
nhu khach néi tiéng Phéap, Ptc, Han, Nga,
Nhat, Trung hoac Tay Ban Nha, co s& lu'u tra
co the chuin bi mau hudéng dan dich vy, tin
nhin chao mung va phan hoi sau luu tra bang
cac ngon nglr turong Ung. Dleu ndy giup giam
khoang cach ky vong, han ché hiéu nham dich
vu va nang cao cam nhan chuyén nghiép cta
khéch qudc te

Thir tu, két qua vé vi tri co s& Iuu tra cho
thay can co cach tiép can quan tri trai nghlem
theo Vung, can nhan dién su khac biét v€ dicu
kién ha tang, nhan lyc, mic do chuan hoéa dich
vy, tinh mua vu, kha nang giao tiép vé6i khach
quoc té va ky vong cua khach tai ting vung.
DPéi voi céac dia ban mién Bac trong dir li¢u
nhu Bic Ha, bién Bién Phu, Pong Van, Vuon
qudc gla Ba Bé, Phu Ly va mot sd diém den
khéc, cac co so luu tra va nha quan ly d1ern
dén can cha y hon dén dao tao nhan lyc, chuan
héa thong tin dich vy, quan tri phan h01 bGTT
va ph01 hop nang cap trai nghiém diém den

Déi véi cac nén tang du lich tryc tuyen va
nha quan ly diém dén, nghién ctru nhin manh
y nghia cua viéc khai thac dir lisu PGTT nhu
mot ngudn tin hidu quan trong deé giam sat chat
hrong dich vy, phat hién sém cac bt cap lip
lai va ho tro cai thién trai nghiém du lich theo
timg nhom khach hang va timg khu vuc cu thé.
Céc chi bao nhu ty 1€ BDGTT ti€u cuec, trung
tinh, d dai danh gia, s6 luot hiru ich, ngdn ngu
danh gid, loai hinh chuyen di va vung dia ly co
the duoc sir dung dé xay dung bang theo doi
chat lugng dich vu theo thoi g1an

5.3. Két ludn, han ché va hwong nghién
cvu tidp theo

Nghién clru nay phan tich cac yéu t6 anh
huong dén mirc 46 DGTT cua khach du lich
tai cac co s¢ luu tra & Viét Nam dya trén dix
liéu TripAdvisor. Nghlen cliru bd sung bing
chung thuc nghiém vé hanh vi BDGTT trong
linh vyc luu tra tai Viet Nam. Bén canh nhin
déng gop, nghién clru van con mot so han che.
Thir nhat, dir liéu st dung cha yéu dya trén

cac truong thong tin san co tir TnpAdVlsor
chua tich hop cac bién ndi dung nang cao nhu
diém cam xic, chu dé phan nan hodc khia
canh dich vu cu the Thtr hai, bo dir liéu chua
c6 thong tin vé xép hang sao, gia phong, loai
hinh co sé luu tra, quy mo khach san, thuong
hiéu hodc phan khuc dich vu. Thr ba, dit liéu
Tr1pAdv1sor phdn é4nh hanh vi cua nhém
khach c6 dang danh gia trén nén tang, do d6
¢6 thé chiu anh huéng cua thién 1éch tu chon
va chua dai dién day da cho toan bg khach
luu tra. Trong cac nghién ctru tiép theo, co
thé mo rong theo hudng khai thac sau hon
ndi dung van ban DGTT thong qua phan
tich cam xuc, phén tich chu dé phan nan va
trich xuat cac khia canh dich vy nhu vé sinh,
vi tri, nhan vién, tién nghi, gia ca va chat
lugqng phong. Ngoai ra, viéc bo sung dir li¢u
vé x€p hang sao, gia phbng, loai hinh co s&
luu tra va dac dlem nguoi danh gia sé gitp
lam rd hon co ché hinh thanh DGTT trong
tu:ng phan khue luu tri. Cac nghién ciru sau
cling c6 thé so sanh dit liéu tr nhiéu nén
tang nhu Booking.com, Agoda, Google
Reviews hodc Traveloka dé kiém tra tinh
khai quat cua két qua trong cac moi trudng
nén tang khac nhau. ¢
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Summary

Online reviews are increasingly impacting
tourist behaviour, especially in the accommo-
dation sector, where service quality is often
difficult to fully assess before experiencing.
This study uses 59,907 TripAdvisor online
reviews. The dependent variable is standard-
ised, with 1-2 star reviews coded as negative,
3-star reviews as neutral, and 4-5 star reviews
as positive. The results show that review con-
tent length and the number of helpful reviews
negatively affect online review levels, where-
as the time of posting negatively affects
online review levels. Online rating levels also
differed by language of review, trip type, and
accommodation region, with non-English and
Vietnamese language groups, business trav-
ellers, and online reviews in the North tend-
ing to be associated with lower ratings.
Multicollinearity and sensitivity testing using
the original 5-point online rating scale
showed that many key findings were relative-
ly stable. The study provides empirical evi-
dence on online reviews and suggests mana-
gerial implications for online feedback, cus-
tomer segmentation, and improving the
regional accommodation experience within
the context of digital tourism in Vietnam.
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