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Toém tat

Nghién ciru tdp trung phdn tich nhén té anh huéng dén y dinh lea chon nha hang ciia thuc
khdch trén co so ké thira va phdt trién cdc thang do nghién ciru phii hop voi tinh hinh va béi
canh hién tai. Mau nghién ciru gom 183 phan hoi ciia thue khdch da trai nghiém nha hang trén
dia ban thanh phé Thanh Hod di diéu kién dwa vao phan tich bang phan mém thong ké Smart
PLS 4.0 va mé hinh cdu triic PLS - SEM. Két qua cho thdy, chdt lwong d6 an, chat lwong dich
vuy, gid ca va vi tri nha hang la cdc nhén t6 ¢6 mike dg tac dong manh nhdt dén y dinh lwa chon
nha hang. Trén co s¢ két qua nghién ciru, tac gid khuyen nghi mét s6 giai phdp glup cdc nha
hang ¢é dinh huwdng phiv hop dap g tot hon nhu cau khdch hang va phdt trién hoat dong
kinh doanh trong thoi gian toi.

Tir khéa: Nhan t6 anh huong; Y dinh lua chon; Nha hang; PLS-SEM.

Ma JEL: D11, D23, M1, M11, M19

The factors affecting customers’ restaurant choice intention: A PLS-SEM Approach
Abstract

The study analyzes the factors affecting the restaurant choice intention of customers based
on inheriting and developing research scales suitable to the current situation and context.
The research sample of 183 feedback from customers who have experienced the restaurant in
Thanh Hoa City was collected and qualified for analysis using the statistical software Smart
PLS 4.0 and the structural model PLS-SEM. The results show that the quality of food, service
quality, price, and location are the factors that strongly impact customers’ choice intention.
Based on the research results, the author recommends several solutions to help restaurant
leaders have appropriate orientations to meet customer needs better and develop business
activities.

Keywords: Factors affecting, choice intention, restaurant, PLS-SEM.
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1. Pit van dé

Kinh té Viét Nam da phuc hdiva tang trudng manh mé sau nhitng tac dong tiéu cuc cua dai dich COVID-19,
nhu cau di du lich, trai nghiém va td chire cac bubi lién hoan, dy tiée cling c6 nhiing sy tang trudng dot bién
sau thoi ky dai bi kim nén da va dang tao nén sy soi dong trd lai ciia nganh du lich va kinh doanh nha hang,
khach san (Nguyén Huyén Anh & cong su, 2022). Pap tmg nhu ciu d6, ngay cang nhiéu cac nha hang dugc
hinh thanh dé dap ung nhu ciu cua thuc khach din dén ap luc canh tranh trong nganh nay ciing ngay cang
tang cao. Su da dang vé nhu cau khach hang va sy canh tranh khdc liét trong nganh doi hoi nha quan tri phai
¢6 nhing phan tich k§ ludng vé y dinh, hanh vi lya chon nha hang (LCNH) cua thuc khéac trude khi dua ra
nhiing quyét dinh dau tu, mua sim cling nhu dé xuét cac g0i san phém, dich vu phu hop.

Nghién ctru vé y dinh, hanh vi LCNH cua thyc khach nhan da dugc sy quan tam cia rat nhiéu hoc gia
trong va ngoai nudc. Hau hét cac nghién ctru dwa trén M6 hinh 1y thuyét hanh vi hop 1y - TRA cua Fishbein
& Ajzen (1975) va M6 hinh ly thuyét hanh vi dy dinh — TPB ciia Ajzen (1991) trén co s6 tiép can van dé theo
quan diém tam 1y xa hoi nham xéac dinh cac nhén t6 cua xu hudéng hanh vi c¢6 ¥ thirc nhu thai do cua nguoi
tiéu dung ddi voi viée thuc hién hanh vi va cic chuin muc chi quan cua ngudi tiéu dung. Nhing két qua
nghién ciru cho thay khach hang thuong xem dn uéng bén ngoai 1a mot trai nghiém dm thyc va thu gidn do
d6 ho s& sir dung két hop nhiéu tiéu chi khac nhau khi dua ra quyét dinh lya chon (Case & Seri, 2012; Clark
& Wood, 1998; Johns & Howard, 1998; Na & cong su, 2021; Tlapana & Sandlana, 2021). Theo Sharma &
cong su, (2021), tiy theo ting loai nha hang, nhém khach hang va thoi diém mua hang s& c6 nhirng tiéu chi
nhit dinh trong lya chon, trong d6 c6 dén 70% khach hang cho rang chét lugng thuc pham, d6 an 1a yéu to
quan trong nhét (Clark & Wood, 1998), tiép theo 1a gia ca (Case & Seri, 2012; Sharma & cdng sy, 2021), sy
da dang cuta thyc phém, khong gian va chét lugng dich vy, phuc vu (Kivela & cong sy, 2000; Phuong Thi
Ngoc Mai & Phan Thi Ciic, 2021) hay CSVC va vi tri toa lac ctia nha hang ciing tac dong manh dén ¥ dinh
LCNH (Akbar & Alaudeen, 2012; Marinkovic & cdng sy, 2015). Thuc té quan sat hién nay, khach hang
¢6 xu huéng Iya chon cac nha hang view rong, decor dep va sang trong, moén an hap din da dang va gia ca
hop 1y dé vira thuéng thirc mén an vira checkin truyén thong ca nhan. Tuy nhién, khong biét day c6 phai la
nhiing nhan t6 anh hudng manh dén hanh vi lya chon ciia khach hang trong giai doan hién nay hay khong 1a
cau hoi nhém tac gia ciing mudn kiém chimg trong nghién ciru thuc nghiém nay.

Két qua tong quan ciing nhan thay, hau hét cac nghién ciru trude day déu str dung phuong phap dinh luong
(Case & Seri, 2012; Sharma & cong su, 2021) voi su hd tro cia cong cu théng ké SPSS, AMOS (vi du nhu
Akbar & Alaudeen, 2012; Cullen, 2005; Phuong Thi Ngoc Mai & Phan Thi Cuc, 2021; Ryu & Lee, 2017;
Sharma & cdng su, 2021; Tlapana & Sandlana, 2021). C6 rat it nghién ctru st dung cong cu Smart PLS, vi
véy trong nghién ctru nhom tac gia mong mudn sir dung mé hinh cdu tric tuyén tinh PLS-SEM dé tim xem
¢6 su khéac biét nao trong két qua nghién ctru hay khong.

Trén co s& két thira va phat trién cac nhan t6 anh huéng dén ¥ dinh Iya chon nha hang ciing nhu mong
mubn tra 101 cac cau hoi trong bbi canh cu thé ¢ tinh Thanh Hoa. Nhom tac gia lya chon va tién hanh phan
tich tac dong ciia cac nhén t6 thudc vé nha hang sau day (1) chat luong do an, (2) chét lwong dich vu, (3) gia
¢4, (4) co sd vat chat, (5) vi tri, (6) thwong hiéu. Két qua nghién ctru 1a cin cir khoa hoc tin cdy nham khuyén
nghi cac gidi phap cho nha hang trong viéc thu hut khach hang va cai hi€u qua hoat dong trong thoi gian toi.

2. Co s& Iy thuyét

2.1. Chit lwgng do én va y dinh lwa chon nha hang

Thuc khach dén nha hang 1a dé thudng thirc cic mon an vi vy mot trong nhitng yéu td quan trong nhat
khi quyét dinh LCNH d6 1a chét lugng dd an (Akbar & Alaudeen, 2012; Cullen, 2005; Tlapana & Sandlana,
2021). Trong do chét luong dd an duoc hiéu 1a su da dang cua thuc don, cach bai tri dd an (Jaeger & cOng
su, 2019), huong vi, su tuoi ngon, an toan cua ting mon an (Galstyan & cong su, 2018). Ryu & Lee (2017)
cho rang khach hang thich cac san phdm tuoi ngon va an toan vi viy day 1a yéu t6 chinh anh huéng tich
cuc dén y dinh LCNH ctia ho. Bén canh do, huong vi cia mén an chi dao ¢o6 stic gdy anh hudéng manh nhét
khién khach hang phai LCNH (Clemes & cong su, 2013). Hay noi cach khac chit luong san pham 13 yéu
t6 c6t 15i trong y dinh LCNH (Phwong Thi Ngoc Mai & Phan Thi Cuc, 2021; Ryu & Han, 2010; Sharma &
cong su, 2021).

2.2. Gid cd sdn phdm va y dinh lwa chon nha hing
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Gi4 ca chinh 1a lugng tién can phai tra & dugc nha hang cung cp mon an kém dich vu cho thuc khach
va dugc tinh toan dya trén cac loai chi phi nguyén vat li¢u va dich vy cAu thanh nén mot moén an hoan chinh
(Sharma & cong su, 2021). Theo nghién ctru cta Palacios & Jun (2020), khach hang c¢6 xu hudng tiét kiém
t6i da ngan quy khi chi tiéu bang cach lya chon cac san pham c6 gia ca phi hop. Tuy nhién, dbi véi linh vuc
thyc pham va an udng thi c6 nhimng sy khac biét va phirc tap dang ké, néu khach hang quan tdm dén chi tiéu
ho s& chon san pham c6 gia phu hop nhung néu nhimng ngudi quan tim dén sirc khoé, thich dn udng lanh
manh va khoa hoc lai c6 xu huéng chon san phém sach va chép nhén gia cao nhu la thudc do do an toan
(Sharma & cong su, 2021). Chinh vi vay, gia ca dugc danh gia c6 do nhay rat cao trong mdi quan hé véi
hanh vi LCNH (Case & Seri, 2012; Sharma & cong sy, 2021) va déy ciing 1a yéu t6 nha hang hay can nhéc
lya chon trong xay dung chién luoc kinh doanh (Case & Seri, 2012; Tlapana & Sandlana, 2021).

2.3. Chit lwong dich vu va y dinh lwa chon nha hang

Chat luong dich vu (CLDV) 1a yéu t6 tong hoa thai d6 phuc vu, tdc do dap Gmg nhu cau va ky vong cta
khach hang duoc danh gia théng qua sy cam nhén vé do tin cdy va tinh 6n dinh cta dich vu (Case & Seri,
2012; Sharma & cong su, 2021; Xia & Ha, 2021). Case & Seri (2012) cho rﬁng dé chon nha hang, nguoi
tiéu dung can phai danh gia tong thé cac nhan t6 dic biét 1a chit lugng dich vu. Nhiéu nghién ctru cho thiy,
gid ca c6 anh huong quan trong hon so voi CLDV nhung xét riéng 1¢ timg nhan t6 thi CLDV lai ¢6 d6 nhay
trong viéc ra quyét dinh LCNH, thuc khach sin sang tra thém tién cho CLDV cao hon, trong khi nhiing thtr
khac duoc giit nguyén khong ddi. Cu thé, Akbar & Alaudeen (2012) cho rang, khach hang ngay cang quan
tam hon t6i van dé chét lugng va didu dé tac dong truc tiép dén HVLC cua thyuc khach. Dic biét trong bdi
canh canh tranh cang gay git thi CLDV cang gép phan quan trong tao loi thé vuot trdi gita cac nha hang,
n6 c6 do nhay rt cao va anh hudng quyét dinh dén viéc lua chon cling nhu sy trung thanh cta thuc khach
(Ryu & Han, 2010; Ryu & Lee, 2017).

2.4. Co so vit chit va Y dinh lwa chon nha hang

Co s6 vat chat (CSVC) lién quan dén kién triic, mau sic, phong cach, trang thiét bi ¢ sy anh huong manh
dén cam xuc, thai d6 va hanh vi LCNH cua thuc khach khi dn uéng ¢ bén ngoai (Hanks & cdng su, 2017;
Ryu & Han, 2010). Nghién ctru cia Mosavi (2012) chi ra rang, co s¢ vat chat 1a yéu t6 gay to mo dé thuc
khach ghé nha hang lan dau va quyét dinh nén quay lai hay khong. Hay noi cach khac, CSVC c¢6 mbi quan
hé thuan chiéu véi ¥ dinh LCNH cua thuc khach (Lee & cong su, 2016; Ryu & Lee, 2017). Cullen (2005))
chirng minh ré‘mg, bén canh dia diém, chat luong dd an thi su sach s& va ngan nép la yéu t6 c6 murc d6 anh
huéng xép 16n dén y dinh LCNH cua thuc khach Trung Qudc. Kukanja & cong sy, (2020) nhin manh ring
CSVC la nhan té quan trong nhat trong 7 nhan té cdu thanh CLDV cao cép cua nha hang va thu hit sy quan
tam cta thue khach. Két qua nghién ctru ciia Kim & Bachman (2019) va Sharma & cong su (2021) ciing co
su trong ddng khi nhan thiy c6 dén 90% va 66% khach hang cho rang su sach s&, ngin nip va trang trong
s€ anh huong dén y dinh lya chon dén an tai mot nha hang nao do.

2.5. Vi tri nha hang va y dinh lya chon nha hang

Vi tri nha hang (VTNH) 13 yéu t6 quan trong gop phan dem lai trai nghiém cho khach hang, theo Tlapana
& Sandlana (2021) cung mdt mén an nhung dugc trai nghiém tai VINH khac nhau s€ dem dén cam xuc
khac biét hoan toan. Hay ciing nha hang d6 nhung khi thay d6i vi tri dia diém thuan tién hon s& c6 sy hip
din 16n hon d6i véi thue khach (Ryu & Han, 2010). VTNH mang dén su thuén tién s& dugckhach hang uu
tién lwa chon hon néu bo qua yéu td chét lugng thuc phém (Case & Seri, 2012; Jaeger & cong su, 2019).
Hay noi cach khac, VINH ciing c6 mbi quan hé thudn chiéu v&i cam nhan hinh anh thuong hiéu va la nhan
t6 quyét dinh dén y dinh lwa chon ctia khach hang (Cullen, 2005; Rajput & Gahfoor, 2020).

2.6. Thwong hiéu nha hang va y dinh lya chon nha hang

Thuong hi¢u nha hang chinh 1a téng hoa sy tin tudng, niém tin, cam xic ma khach hang c6 duoc vé nha
hang (Yi & cong sy, 2018). Pén nay, c6 rit nhiéu nghién ctru vé mdi quan hé giita thuong hi¢u nha hang
va y dinh LCNH cua thyc khach da dugc thyc hién (Cullen, 2005; Xia & Ha, 2021). Két qua nghién ctru cua
Cretu & Brodie (2007) cho r.'?mg hinh anh thuong hi¢u c6 anh huéng cu thé hon dén nhan thuc cta khach
hang vé chat lugng san pham va dich vu trong khi danh tiéng cong ty c6 anh huong rong hon dén nhan thirc
dén gia tri va long trung thanh cta khich hang (Xia & Ha, 2021). Trén thyc té, khi st dung dich vu khach
hang s& luya chon dua vao yéu t6 nhu co s& vat chat, hinh anh thuong hiéu, chét lwong moén an va CLDV (Xia
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& Ha, 2021). Chinh vi vay, khach thudng c6 xu huéng LCNH c6 thuong hiéu tét dé dem lai cam giac yén
tam hon khi trdi nghiém dich vy, dac bié¢t 1a trong cac su ki¢n 16n, quan trong (Cullen, 2005).

2.7. Y dinh lwa chon nha hang

Y dinh duoc dinh nghia 1a mong mudn chu quan cua khach hang trong viéc thuc hién mot hanh vi cu
thé nao d6 (Fishbein & Ajzen, 1975) nhu CLNH. Mdi khach hang c6 nhiing y dinh hanh vi khac nhau khi
CLNH nhung nhin chung ho s& chon khi cam thdy yén tdm nhit vé nhirng gi da nghe thiy, quan sat thiy
hodc duogc trai nghiém. Y dinh LCNH c¢6 thé 1a tiép tuc hodc khong tiép tuc su dung cac dich vy cua nha
hang d6 nira (Akbar & Alaudeen, 2012) va thuong dugc dua ra khi da cadm nhén dugc mot phﬁn CLDV cua
nha hang thong qua trai nghi€ém hoac cam quan (Sharma & cong su, 2021).

3. M hinh va gia thuyét nghién ctru

Tir viée tong quan 1y thuyét dén cac nghién ctru thyc nghiém, ké thira bo sung va hiéu chinh sao cho phu
hop v6i ngit canh nghién ctru va dé xuat mo hinh nghién cac nhan t6 anh huong dén y dinh LCNH tai thanh
phé Thanh Héa (Hinh 1):

Tt md hinh dé xuat cac gia thuyét nghién ctru sau:

Bing 1: Tong hop nhén t6 dnh huwéng
Code Nhin to Tac gia
Cullen (2005), Akbar & Alaudeen, (2012), Marinkovic & cong su (2015),
Phuong Thi Ngoc Mai & Phan Thi Cuc (2021). Tlapana & Sandlana,
CLSP Chat luong dd an (2021), Jaeger & cong su, (2019), Galstyan & cong su (2018), Clemes &
cong su (2013), Ryu & Lee (2017), Ryu & Han (2010), Sharma & cdng
su (2021).
Johns & Howard (1998), Akbar & Alaudeen, (2012), Marinkovic & cdng
su (2015), Phuong Thi Ngoc Mai & Phan Thi Cuac (2021), Case & Seri
(2012), Sharma & cdng su, (2021), Palacios & Jun (2020), Tlapana &
Sandlana (2021).
Akbar & Alaudeen (2012), Sharma & cong su (2021). Akbar & Alaudeen
(2012), Ryu & Han (2010); Ryu & Lee, (2017). Case & Seri (2012).
Hanks & cong su (2017), Ryu & Han (2010), Mosav (2012), Lee & cdng
su (2016), Ryu & Lee (2017), Cullen (2005), Kukanja & cong su (2020),

GCSP Gié ca san phim

CLDV Chét luong dich vu

Csve Co'so vat chat Sharma & cdng su, (2021), Tlapana & Sandlana (2021) , Kim & Bachman
(2019), Sharma & cong su (2021).
Cullen (2005), Akbar & Alaudeen (2012), Tlapana & Sandlana (2021),
VTNH Vi tri nha hang Ryu & Han (2010), Case & Seri (2012), Jaeger & cong su (2019), Rajput

& Gahfoor (2020).

Cullen (2005), Phuong Thi Ngoc Mai & Phan Thi Cuc (2021), Cullen
(2005), Xia & Ha, 2021; Yi & cong su (2018), Cretu & Brodie (2007).
YDLC Y dinh Akbar & Alaudeen, (2012), Sharma & cong su (2021), Phuong Thi Ngoc
lya chon nha hang Mai & Phan Thi Cutc (2021).

THNH | Thuong hi¢u nha hang

Nguon: Tong hop ciia nhém nghién civu

Gid thuyét HI: Chat luong dich vu ¢6 anh huéng thuan chiéu dén y dinh LCNH.
Gid thuyét H2: Gia ca san pham c6 anh huong thuan chiéu dén y dinh LCNH.

Gid thuyét H3: Chat luong san phdm c6 anh huong thuén chiéu dén y dinh LCNH.
Gid thuyét H4: Co sd vt chat c6 anh huong thuan chiéu dén y dinh LCNH.

Gid thuyét H5: Vi tri nha hang c6 dnh huéng thuan chiéu dén y dinh LCNH.

Gid thuyét H6: Thuong hiéu nha hang c6 anh hudng thuan chiéu dén ¥ dinh LCNH.
4. Phuong phap nghién ciru

4.1. Cong cu nghién ciru

Dé thyc hién nghién ctru ndy trude tién nhoém tac gia tong quan tai lidu nghién ctru dé xac dinh khoang
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tréng va dinh huéng nghién ciru; tiép theo 1a dé xuat mo hinh nghién ciru va thao luan nhém véi 5 khach

hang va 3 quan Iy nha hang dé c6 thém co so thyc tién cung ¢b cac nhan td cling nhu thang do dé xudt trong

Hinh 1: M hinh nghién ciru dé xuét

Chat luong dich vu H1
Gia ca san pham Y dinh lra chon
nha hang tai thanh
Chit lwong sin phém pho Thanh Hoa |

Co s6 vat chat

Vi tri nha hang

Thuong hiéu nha hang

Nguon: Dé xuat cua nhom nghién ciru

mo hinh. Bang khao sat nghién ctru gdbm 7 nhan t6 ké va 36 bién quan sat duoc thira tir thang do cua Case
& Seri (2012), Cullen (2005) va Na & cong su, (2021) véi cac cau hoi dong, mo, dinh danh va tha bac. Tat
ca cac bién quan sat déu duoc do luong bang thang do 5 mirc do cua Likert v6i 1 “rat khong dong ¥ va 5
“rat ddng ¥. Bén canh d6 cac cdu hoi vé nhan khau hoc ctia khach hang, s6 1an trai nghiém nha hang, ngan
quy chi tiéu cho trai nghiém, xu huéng LCNH ciing duoc tac gid thu thap thong tin phuc vu cho nghién cuu
va thao luan két qua.

4.2. Phwong phdp thu thép sé liéu

Sau khi x4y dung phiéu khao sat, nhém nghién ctru tién hanh phong van sau 5 nha quan 1y nha hang c6
kinh nghiém lam viéc trén 5 ndm va 10 khach hang thuong LCNH dé dat tiéc hoan thién phiéu khao sat trudc
khi tién hanh nghién ctru chinh thirc bang google form (bang hoi s& dugc cung cp khi doc gia co nhu cau).

Kich thirc mau du kién thu thap dugc thiét 1ap dya trén cong thire cua Hock & Ringle (2006) véi kich

thude mau t6i thiéu 1a gip 5 1an tong s bién quan sat (N=5*m), ddy 1a ¢& mau phu hop cho nghién ctru co
sir dung phén tich nhan t6 (Comrey, 1973). Cu thé, quy mé mau khao sat 1a N > 5*36 = 180 (phiéu).

Nhém nghién ctru dd guri link khao sat ngau nhién dén 200 khach hang truc tiép thanh toan hoa don tai
quay thu ngan cua cac nha hang trén dia ban thanh ph Thanh Héa bang phuong phap chon mau ngiu nhién
vao khung gio tir 11-13 gid va tir 18-22 gid cac ngay tir thir 6 dén chu nhét cac tuan tir thang 9/12/2022 toi
15/1/2023. Két qua thu v& 183 phiéu tra 11 hop 1& du diéu kién dua vao phan tich.

4.3. Phwong phdp xir Iy sé liéu

Phan mém Smart PLS 4.0 va mé hinh tuyén tinh PLS-SEM duoc sir dung nham kiém dinh gia thuyét
va danh gia tac dong cua cac nhan to. Pé danh gia chat luong bién quan sat trong mé hinh do ludng tac
gia dya trén viéc xem xét gia tri outer loadings, d¢ tin cdy cua thang do (Cronbach’s Alpha), tinh hoi tu
(Convergence) va tinh phan biét (Discriminant Validity). Panh gia muc d6 tic dong qua mé hinh cau trac
thong qua mbi quan hé tac dong, hé ) duong dan, hé sb téng thé xac dinh R?, hé s6 tac dong >

5. Két qua nghién ctru

5.1. Théong ké mé ti mdu nghién ciru

Vé ty 1 d6 tudi, trong 183 phiéu khao sat c6 91 khach hang tir 35 dén 45 tudi chiém ty trong 16n nhat
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49,7%; 59 khach hang tir 18 dén 35 tudi chiém 32,2%; 25 khach hang tir 45 dén 60 chiém 13,7% va 8 khach
hang trén 60 tudi chiém 4,4%. V& gi6i tinh, 122 khach hang 1a Nam gi6i chiém 66,7% va 67 1a nit chiém
33,3%. Ty 1& nay twong dbi phu hop véi thuc té khach hang nam c6 xu huéng di an nha hang nhiéu hon nir
do dac thu cong viéc va quan niém xa hoi. Vé thu nhép, da phf?m khéch hang c6 thu nhép tir 10-20 triéu VND/
thang chiém gan 50%, chi c¢6 11% c6 thu nhap trén 20 triéu dong; 36% c6 thu nhap tir 5 dén dudi 10 tricu
VND va 6% c6 thu nhap dudi 5 triéu VND. Trong tap khach hang duoc khao sat c6 45,9% khach hang rat
thuong xuyén va 45,4% khach hang khong thuong xuyén di an tai cac nha hang.

5.2. Kiém dinh chit lwong bién quan st

Chat luong cac bién quan sat nhan t6 anh hudng dén ¥ dinh LCNH tai thanh phd Thanh Hoé duoc danh
gia qua hé sb outer loadings sau khi loai bo cac bién quan sat c6 hé sb outer loading nhé hon 0,4 va hé sb
tai 16n hon 0,4 va nho hon 0,7 gdom CSVC1; CSVS2; CSVC3; CSVS4; THNH1; CLSP6; GCSP4; VTNH1
(x6a di gitp cai thién cac tiéu chi thong ké dat mirc yéu cau (Hair & cong su, 2016) thi cac bién con lai déu
dat tir 0,728 dén 0,885 > 0,7 thé hién y nghia thong ké ciia cic bién quan sat (xem Hinh 2).

5.3. Kiém dinh dp tin cdy ciia thang do

Két qua danh gia do tin cdy (Cronbach’s Alpha) va d tin cdy tong hop (Composite Reliability) ciia cac
thang do déu 16n hon 0,7 thoa man diéu kién dé tién hanh cac budc phén tich tiép theo (Hair & cong su,
2019). Chi sb VIF (Variance Inflation Factor) cua tat ca cac bién trong mé hinh déu nhé hon 5,0 thdm chi déu
nho hon 2,0 cho thay khong c6 hién tugng da cong tuyén trong mé hinh (Hair & cong sy, 2011). Theo két
qué phan tich s6 liéu & Bang 2, chi sb phuong sai trung binh dugc trich AVE (Average Variance Extracted)
ctia cac nhan t6 déu > 0,5 cho thiy mé hinh théa man cac diéu kién vé hoi tu (Hock & Ringle, 2010).

Theo Henseler & cong su (2015) néu gié tri tinh phan biét (Discriminant Validity) gitra cac nhan t6 anh
huéng (chi s6 HTMT) dudi 0,9 s& duoc dam bao yéu cau. Két qua kiém dinh cho thiy tt ca nhan té déu co
HTMT<0,9 (xem Bang 2).

Gia tri ham 2 thé hién murc d6 anh huong cta nhén t6 khi loai bo khoi mé hinh. Cac gia tri f2 tng vé6i 0,02,
0,15, va 0,35 tuong trng véi cac tri tdc dong nhd, trung binh va 1én cia bién ngoai sinh (Cohen, 1988). Néu
effect size < 0,02 thi xem nhu khong c6 tac dong. Trong mé hinh nay, tai bang 2 ta thiy tit cac lién két déu
“c¢” anh huong dén y dinh LCNH vi tat ca gia tri f2déu 1on hon 0,02, dic biét 1a lién két CLDV va CLSP ¢
f2 1an luot 12 0,360 va 0,492 déu 16n hon 0,35 xem nhu tac dong rat manh toi y dinh LCNH.

5.4. Két qua ddanh gid mirc dp tdc dong bang mé hinh ciu tric

Vé mdi quan hé va mic d6 anh hudng ctia cic nhéan t6 dén y dinh LCNH tai thanh phd Thanh Hoéa trén
Smart - PLS dugc thé hién béi Hinh 2.

Két qua ciia phan tich Bootstrap dé danh gia cic mdi quan hé tic dong (Bang 3). Theo do, tit ca cac nhan
t6 déu co gid tri P Values <0.05, diéu nay phan anh cac nhén t6 nay du y nghia thong ké dé thé hién mdi quan
hé anh huéng cing chiéu dén ¥ dinh LCNH tai thanh phd Thanh Héa. Cac gia thuyét H1, H2, H3,H5, H6
duoc chap nhan, riéng gia thuyét H4 bi bac bo ngay tir giai doan phan tich EFA.

Két qua kiém dinh cho thdy v6i muc ¥ nghia 95%, “Chét lugng san pham” c6 tac dong manh nhét dén y

Bing 2: Két qua danh gia mé hinh do luong

. Phwong
. Do tin bo tl " sai trung  Ham gia
Nhan to . cay tong X . CLDV  CLSP THNH GCSP VTNH
cly b binh tri 2
w» AVE

1.CLDV 0,763 0,848 0,584  0,36067

2.CLSP 0,856 0,896 0,634 049266 0,135

3.THNH 0,746 0,853 0,660 004549 0,164 0,085

4.GCSP 0,786 0,874 0,698  0,07401 0,106 0,077 0,121

5.VINH 0,705 0,828 0,617 007404 0205 0,158 0,187 0,063

6.YDLC 0,758 0,861 0,673 036067 0,591 0,632 0,175 0,206 0,392

Nguon: Nhém tac gia kiém dinh bang Smart PLS
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dinh LCNH tai thanh phd Thanh Héa v&i mic anh huéng 14 0,478; tiép theo 1a nhan t6 “Chét lwong dich vu”
v6i mirc anh huong 0,414, thtr 3 12 nhan t6 nhan t6 “Vi tri nha hang” ¢6 mirc anh hudng 0,189; tiép theo 1a
nhan t6 “Gia ca san pham” c6 murc anh huong 0,184 va cudi cung 1a nhan té “Thuong hiéu nha hdang” cd
mirc anh hudng 0,147.

Hinh 2: Cac nhén t6 tac dong dén y dinh LCNH

LoVt e \ ,\ T /‘ /‘

og45 0768 OTTT 0798 79

cLov2
0735

0.754
v 4 7357

CLDv4 Chét lugng dich

vu nha hang

HADT2 0.414
a0
HADTS 40797
0790
wao [V \

Thuang higu nha
hang

Chét lupng sén

shim nha hang

VINHZ
VTNH3

VTNH4

0147

inh liga c!

ho
0.836h3 ripggtal T0.833

/ ThanIHéua \

YDLCT YDLC2 YDLC3

Nguon: Nhém tac gia kiém dinh bang Smart PLS

Két qua cta phan tich PLS Algorithm cho Chi sé R? (R-square value) ding dé do ludng mirc ¢ phu
hop v6i mo hinh cua dir liéu hay kha ning giai thich ciia mé hinh. Theo Hair & cong sy (2011) d& xuat gia
tri R? & mtc 0,75, 0,50 hodc 0,25. Két qua cho thiy R? bang 0,531 va R? hiéu chinh bang 0,513 13 phu hop

Biang 3: Kiém dinh mé hinh céu tric (Path Coefficient)
Hoi quy Trung b léch

th(l;l l;ét Moi q;g:ghg tac ch,u=7in i)inh chuén Glz‘tr! Gl:,tr! Két luan
‘ ho4 (O) miu(M) (STDEV)

H1 CLDV -> YDLV 0,414 0,412 0,053 7,841 0,000 Chép nhéan

H2 GCSP -> YDLC 0,184 0,185 0,053 3,470 0,001 Chf;.p nhén

H3 CLSP -> YDLC 0,478 0,474 0,044 10,749 0,000 Chép nhén

HS5 VTNH -> YDLC 0,189 0,192 0,050 3,744 0,000 Chép nhén

H6 THNH -> YDLC 0,147 0,146 0,066 2,231 0,026 Chép nhan

Nguén: Nhém tac gia kiém dinh bang Smart PLS

trong truong hop nghién ciru nay, nhu vay cac bién doc 1ap trong mé hinh giai thich dugc 53,1% ¥ dinh
LCNH tai thanh phd Thanh Hoa. Két qua cho thdy R? bang 0,531 va R? hiéu chinh bang 0,513 1a phu hop
trong trudng hop nghién ciru ndy, nhu vy cac bién doc 1ap trong mé hinh giai thich dugc 53,1% YDLCNH
tai thanh phd Thanh Hoa.

Pdnh gid chi sb d6 tin cdy (SRMR) ctia nghién ciru 1a 0,075 nhé hon 0,08 (Hu & Bentler, 1998), thong
thuong mot md hinh phu hop s€ ¢6 gia tri SRMR nho hon 0,08), do vay m6 hinh nay phu hop.

6. Thao luin két qua va ham y quén tri

Nhu vay chit lugng san phim van 1a nhén t6 quan trong nhét khi khach hang LCNH nao d6 dé trai
nghiém bita in bén ngoai thay vi in tai gia, két qua nay thé hién diing ban chat dén nha hang dé thuong thic
huong vi moén an va hoan toan tuong dong véi két qua nghién ciru ctia (Sharma & cong su, 2021; Tlapana
& Sandlana, 2021). Ngoai thuéng thirc huong vi dic biét cia cac mén an thi viéc dén nha hang dé cam nhan
CLDV ciing dugc khach hang can nhéc & vi tri quan trong tiép theo, sy phuc vu nhanh chong, chu dao, su
phan hoi kip thoi 13 nhirg yéu t6 1am khach hang muén tiép tuc duoc trai nghiém tai nha hang, diéu nay da
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mot 1an nira tai khang dinh sy twong ddng véi nghién ctru ciia (Case & Seri, 2012; Phuong Thi Ngoc Mai
& Phan Thi Cuc, 2021; Ryu & Han, 2010; Ryu & Lee, 2017; Sharma & cdng su, 2021; Xia & Ha, 2021).
Mic du hién nay phuong tién di chuyén da rat thuan tién, nhung nhiéu khich hang van wu tién lya chon
nhiing nha hang c6 vi tri dep thuan thién, & ngay trung tim dé tién cho viéc tiép cin ciing nhu thé hién ding
cép trong cac budi tiéc hodc su kién (Case & Seri, 2012; Cullen, 2005; Jaeger & cong su, 2019; Rajput &
Gahfoor, 2020; Ryu & Han, 2010). Vi vy, nhan t6 “Vi tri nha hang” c6 miic anh huéng xép thtr 3 véi mie
anh hudng 1a 0.189.

Trai nguoc voi nghién ctu ctia (Case & Seri, 2012; Sharma & cong su, 2021), trong nghién clru nay gia
ca lai khong thuéc nhom nhén t6 quan trong nhat, phan 16n khach hang cho rang khi di an bén ngoai thi
chép nhéan dit mién 1a chat lugng d6 n ngon, CLDV dap tng dé cam thiy thoai mai nhat khi trai nghiém.
“Thuong hié¢u nha hang” c6 mirc anh hudng thap nhét trong 5 nhan t6 nhung ciing tic dong rit manh dén y
dinh LCNH, diéu nay phu hop véi thuc tién khach hang xac dinh dén nha hang la thé hién déng cz‘ip, ho luya
chon nhiing dia chi uy tin dé t6 chuc su kién hodc an uéng dé cam th:?iy yén tdm vé CLDV va han ché cac rai
ro khong dang cé. Ciing nhu nghién ctru cua (Cretu & Brodie, 2007; Cullen, 2005; Xia & Ha, 2021; Yi &
cong su, 2018), quan niém vé thuong hiéu nha hang dugc tao nén tir hinh anh va uy tin dugc tao dung qua
thoi gian. Mot nha hang c6 thuong hiéu s& 1a don vi cung cap san pham va dich vu hoan hao d4p tmg moi
nhu cau ké ca nhitng khach hang kho tinh nhat. Chinh vi vay, viéc chon nha hang c6 thuong hiéu dong nghia
vo1 viéc chon duoc san phém dich vu uy tin (Yi & cdng su, 2018). DP6i v6i nhan td CSVC mic du khong
thé hién sy tac dong nhu nghién ctru ciia Kukanja & cong su (2020), Sharma & cong su (2021), Tlapana &
Sandlana (2021) tuy nhién xem xét mean timg nhan t6 thi su sang trong va khong gian riéng tu van duoc
danh gi4 c6 mic anh huong cao dén y dinh LCNH cua thyc khach.

Nhu vay, vé mat quan tri nha hang can phai tap trung nang cao chét lugng, huong vi va sy doc dao cua
mon an nham tao ban sic thuong hiéu va danh tiéng trong thu hat khach hang, tiép dén 1a chét luong phuc
vu. Piém yéu hién nay ctia nhiéu nha hang trén dia ban thanh phd Thanh Ho4 1a chit lugng va nang luc phuc
vu, vi vy can c¢6 nhitng nghién ctru dé xay dung va thuc hanh theo cac quy trinh chudn (SOP) nhim dem dén
trai nghiém hoan hao nhat cho khach hang. Bén canh d6 can co chién luoc vé gia, xay dung hinh anh thuong
hiéu cua nha hang ca trén moi truong thuc té va online nham lan toa nhiing gia tri tt dep dén khach hang.

7. Két luéin va han ché ciia nghién ctru

Két qua nghién ctru cho thay birc tranh khé rd nét vé nhan té anh huong dén y dinh LCNH cua thuc khach
trén dia ban thanh phé Thanh Hoa. Trong d6 sy tac dong manh nhat 1a chét lugng san phérn, CLDV, tiép
theo 14 vi tri, gia ca va thwong hiéu nha hang 1an luot c6 nhitng tac dong quan trong dén ¥ dinh LCNH cua
khach hang.

Mic du c6 nhitng nd luc trong thu thap dit liéu dé xac dinh nhén t6 tic dong dén ¥ dinh LCNH, tuy nhién
nghién ctru duge tién hanh trén quy mé nho va chua xem xét dén su tac dong ciia cac bién diéu tiét nhu
gidi tinh, thu nhéap, nghé nghiép ciing nhu chwa phan tich sau vé cac nhém khach hang. Nghién ctru ciing
moi dimg lai ¢ phan tich ¥ dinh, chua phan tich quyét dinh hodc hanh vi tong thé khi Iya chon nha hang cua
thue khac. Vi vay, két qua nghién ciru c6 y nghia mé ta va giai thich hién tuong ciing nhu goi mé cac hudng

nghién ciru tiép theo nhu phén tich quyét dinh lya chon hodc bd sung thém cac bién diéu tiét./.
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