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Cac yéu t6 anh hudng dén y dinh quay lai cua khach du lich véi céc
khach san di san khu trung tim thanh phé H6 Chi Minh
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Toém tat
Nghién ctru ndy xac dinh va danh gia cac yéu té anh huong dén y dinh quay lai cua
khach du lich d6i v6i khach san di san khu trung tim Thanh phé) HO6 Chi Minh
(TPHCM). Dua trén tong quan ly thuyet va cac nghlen clru trudc, dé tai dé xuit mo
hinh nghién ctru bao gdm niam yéu t6 doc lap: chat lwong dich vu (SQ), gia tri vin
hoéa di san (HV), hinh anh va danh tleng khach san (IM), gia ca va gia tri nhan dugc
(PV), va trai nghiém tong thé va sy hai long (EX). Bién phu thudc 13 ¥ dinh quay lai
(RI). Dir liéu dugc thu thép tir 268 bang khao sat hop 1¢ cuia khach da ting trai nghiém
dich vu tai cac KSDS tiéu biéu ¢ thanh phd HCM. Str dung phan mém SPSS dé phan
tich, két qua cho thdy ca nam yéu t6 déu co tic dong tich cuc va c6 ¥ nghia thong ké
dén y dinh quay lai cua khach du lich. Trong d6, gi4 ca va gi4 tri nhan duoc 14 yéu t6
¢6 anh huéng manh nhét, tiép theo 14 gia tri van hoa di san, hinh anh khach san, trai
nghiém tong thé va sy hai long, va cubi ciing 1a chat lugng dich vu. Tir két qua nghién
ctru, bai viét dé xuét cac nha quan trj KSDS can tai dinh vi KSDS nhu mét trai nghiém
van hoa séng ddng, ca nhan hoa dich vy, ting cudng quan tri hinh dnh thuong hiéu,
phat trién khong gian ké chuyén di san va 1ong ghép cong nghé mot cach tinh té nham
nang cao y dinh quay lai ctia khach va quang ba hinh anh KSDS nhu mét diém dén
ddc dao, gop phan vao chién luge phat trién du lich bén viing ctia thanh phé.
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Y dinh quay lai, khach san
di san, gia tri cam nhan,
trai nghiém van hoa, hinh
anh thuong hiéu.

1. Pit van dé

Boi canh canh tranh ngiy cang gia ting giita cac loai
hinh Ivu tra tai TPHCM doi hoi KSDS, vén mang
trong minh nhiing gia tri van hoa, lich sir va kién trac
dic sdc, phai khong ngimg khing dinh vi thé 1a mot
phan khuc thi truong riéng biét, hip dan dbi véi nhom
khach hang wu tién trai nghiém mang tinh ban sic van
héa. Tuy nhién, mot thach thirc dugc quan sat 1a ty 1€
khach quay lai cac KSDS khu trung tdm TPHCM
dudng nhu chua tuong xtmg v6i tiém ning. Dé cai
thién tinh hinh nay, viéc thau hiéu cac yéu t6 then chét
anh huong dén y dinh quay lai ctia du khach ddi véi
KSDS tro nén cip thiét. Nghién ctru nay dugc thyuc
hién nhiam xac dinh céc yéu td d6 va mirc d6 anh
hudng clia ching, tir d6 cung cip co so khoa hoc cho
cac nha quan ly KSDS xay dung chién lugc higu qua,
vira bao ton va phat huy gia tri di san, vira tdi uu hoa
loi ich kinh té, gop phan vao su phat trién bén viing
ctia nganh du lich thanh phé. Nghién ciru tap trung vao
c4c khach san tiéu biéu nhu khach san Majestic Saigon
duogc xay dung nam 1925, va khach san Grand Saigon
duogc xdy dung nam 1930. Khach san Continental
Saigon duoc xay dyung tir nim 1880, duoc xép hang di
tich kién tric nghé thuat cAp thanh phd theo quyét dinh
cia Uy ban nhan TPHCM s6 2210/QP ngiy
28/4/2012 [3]. Mac du ca 3 khach san chua chinh thire
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dugc UNESCO ¢ quyét dinh cong nhan 1a di san
nhung déu c6 cac dic diém cua khach san di san:

- Nam & trung tim thanh phd, trén truc duong Dong
Khéi, co y nghia lich sur.

- Nét quyén rii lich sir: kién trac Phap, phan anh tinh
lich str ctia toa nha.

- Trai nghiém: mang dén cho du khach co hoi tim hiéu
vé van hoa va lich sir dia phuong.

- Thoi gian hoat dong: khach san Continental Saigon
tinh dén nay 145 nam, khach san Majestic Saigon la
100 nam, khach san Grand Saigon la 95 nam.

- Bao ton: giit gin nét kién tric cd dién Phap

- Cac hoat dong vin hoa: hang nim déu to chuc k¥
niém ngay thanh 1ap khach san , tai hién lai van hoa
truyén thong va kién tric co dién Phap, to chirc tuan 18
moén an Phép, t6 chuc 18 hoi don giao thira tét duong
lich, tét am lich cho khach lwu tra, trung bay hién vat
xua lién quan dén van hoa am thyec.

2. Co Sé Ly Thuyét

2.1. Cac khai niém

Khéch san di san (KSDS): KSDS duoc nhiéu hoc gia
dinh nghia la cac co s¢ luu tra toa lac trong nhitng toa
nha c6 gia tri lich str, véi muc tiéu cot 161 1a mang dén
cho khach luu tri mét trai nghiém chén thuc thong qua
viéc bao ton kién trac va nét quyén rii nguyén ban,
dong thoi van dam béo tién nghi hién dai [6][10]. Mot
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s6 nghién ctru khac nhdn manh KSDS 1 nhing co so
lru tri mang tinh biéu twong va c6 ¥ nghia lich sir sau
sic [12]. Tyu trung, cic dinh nghia déu xoay quanh
cac yéu tb gia tri lich sir, kién trac doc ddo va trai
nghiém van hoa ma KSDS cung cap cho du khach.

Y dinh quay lai (Revisit Intention - R1): Y dinh quay
lai dugc mo ta 1a khuynh huéng cia mot cd nhan muén
trd lai mot moi trudng hodc dia diém cu thé, cling nhu
san long giGi thiéu dia diém d6 cho ngudi khac [13].
Pay 1a mot chi s6 quan trong phan anh sy thanh cong
va loi ich kinh té cua cic diém dén du lich. Ly thuyét
Hanh vi c6 ké hoach [1] cung cap mot khung 1y thuyét
nén tang dé phan tich y dinh hanh vi

2.2. Cac yéu t6 anh hwong dén y dinh quay lai
Chit lwong dich vu (Service Quality - SQ): dinh
nghia chét luong dich vu Ia khoang cach giita ky vong
cua khach hang vé dich vu va nhan thuc cua ho vé dich
vu thuc té d3 trai nghiém [8]. D6i véi KSDS, chat
lwong dich vu khong chi dimg lai & viéc cung cip dich
vu luu tri chuyén nghi€p va tién nghi hién dai, ma con
phai gan lién véi viée truyén tai gié trj lich sir, vin hoa
dic trung [9]. Chét luong dich vu cao duge ky vong s&
lam ting sy hai long va tir 6 thuc diy y dinh quay
lai.

Gia tri van hoéa di san (Heritage/Cultural Value -
HV): Gi4 trj vin hoa di san bao gém cac yéu td doc
dao, diac trung vé lich su, kién tric va nhitng cau
chuyén vin héa gin lién véi KSDS, mang lai nhiing
trai nghiém sau sic cho du khach

Hinh 4nh va danh tiéng khach san (Hotel Image &
Reputation - IM): Mgt hinh anh thuong hiéu dugc
quang ba chan thyc va vuot trén sy mong doi s& dan
dén sy hai 10ng va ¥ dinh quay lai. Danh tiéng thuong
hiéu [2], 14 yéu t6 then chdt anh huéng dén su tin
tudng va long trung thanh cua khach hang trong linh
vuc dich vu. Ddi véi KSDS, danh tiéng khong chi gin
v6i chit lugng dich vu chuyén nghiép ma con véi cam
két bao ton di san va mang lai trai nghiém van hoa,
lich st dich thuec.

Gia cd va gia tri nhan dugc (Price & Perceived
Value - PV): Gia ca 1a s6 tién khach hang chi tra dé
d6i 13y loi ich tir san pham, dich vu. Theo Kotler va
cong su (2016), gia ca con phan anh chét luong dich
vu va hinh dnh thuong hiéu trong tdm tri khach hang
[7] ) 2 2

Trai nghiém tong thé va sw hai long (Overall
Experience & Satisfaction - EX): Ddi véi KSDS,
trai nghiém nay bao gém ca sy cam nhan vé gié trj vin
héa, kién triic va lich sir. Céc dich vu can dugce thiét
ké dé "cham dén trai tim" cua khach, tao ra nhiing
khoanh khic dang nhé. Sy hai long, theo Zathaml va
Bitner (2003) 1a két qua ctia viéc so sanh giita ky vong
va trai nghiém thuc té [7].

Tai thanh phd HS Chi Minh, dic biét sau dai dich
COVID-19, cac cong trinh nghién ciru v& y dinh quay
lai KSDS con han ché, phan 16n tap trung vao khach
san thuong mai. Nghién ciru nay nham gop phan lap
day khoang trong do.

3. Phwong phap nghién ciru

Nghién ctru ndy ap dung phuong phap hdn hop tuan
tu, két hop dinh tinh va dinh luong dé dat duoc sy hiéu
biét sdu sic va kiém chimg cic gia thuyét mot cach
khoa hoc.

Nghién ctru dinh tinh: dugc thuc hién thong qua
phong van sau voi 10 nguoi, bao gdm dai dién ban
giam déc, truong phong kinh doanh ciia 3 KSDS tiéu
biéu va cac khach hang di timg st dung dich vu. Noi
dung phong van tip trung kham pha cac yéu t6 ma
nguoi tham gia cho 13 quan trong anh huéng dén y
dinh quay lai KSDS, mirc d¢ tac dong cam nhan cia
cac yéu td d6, va cach ho dién giai trai nghiém vé gia
trj van hoa, lich sir, kién truc tai khach san. Két qua tir
giai doan nay dugc st dung dé tinh chinh va hoan thién
ndi dung bang hoi cho nghién ctru dinh luong.
Nghién ciru dinh lwgng: sau khi hoan chinh bang hoéi
dwa trén két qua dinh tinh va tong quan 1y thuyét, tac
gia tién hanh khao sat dé thu thap dit liéu so cap tir
khach hang tai 3 KSDS tiéu biéu da néu. Thoi gian
khao sat kéo dai tir ngay 01/02/2025 dén 15/04/2025.
Phuong phéap chon mau thuén tién dugc 4p dung, véi
bang hoi dugc thiét ké bang ca tiéng Anh va tiéng Viét
dé tiép can da dang d6i twong khach. Hinh thic khao
sat bao gdm ca truc tiép va truc tuyén.

3.1. Mb hinh nghién ctru va gia thuyét nghién ciru
Dua trén co so Iy thuyét da trinh bay, mé hinh nghién
ctru duge dé xuét nhu sau :

e ~\

Chét lugng dich vu
(service quality — SQ)

' N\ H1
Gia tri van hoa di san
(heritage/cultural value — HV) \
< H2

Y dinh quay lai
(revisits intention
—RD

Hinh anh va danh tiéng khach san
(Hotel image & reputation — IM)

~
Gia ca va gia tri nhan dugc L/
(Price, perceived value — PV)

f : :
Trai nghiém tong theé va su hai long

L (overall experience & satisfaction — EX)
J

Tac gid dé xudt, 2025
3.2. Cac gia thuyét nghién ciru dwoc xay dung:
H1: Yéu t6 chét luong dich vu (SQ) ¢ anh hudng tich
cuc dén y dinh quay lai cua khach du lich d6i véi cac
KSDS tai khu vuc trung tam TPHCM.
H2: Yéu t6 gia tri vin hoa — di san (HV) co tac dong
tich cuc dén ¥ dinh quay lai ciia khach du lich dbi véi
cac KSDS tai khu vyc trung tan TPHCM.
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H3: Yéu t6 hinh anh va danh tiéng khach san (IM) c6
anh huong thuan chiéu dén ¥ dinh quay lai cua khach
du lich d6i vé6i cac KSDS tai khu vuc trung tam
TPHCM.

H4: Yéu t6 gia ca va gia tri nhan dugc (PV) ¢ tac
dong tich cuc dén y dinh quay lai cua khéch du lich
ddi véi cac KSDS tai khu vuc trung tam TPHCM.
H5: Yéu td trai nghiém tong thé va su hai 1ong (EX)
c¢6 anh hudng tich cuc dén y dinh quay lai cta khach
du lich d6i vé6i cac KSDS tai khu vuc trung tam
TPHCM.

3.3. Miu nghién ciru

Theo Tabachnic va Fidell (1996) [11] dé phan tich hdi
qui ¢4 hiéu qua cong thir tinh kich thuéc mau 1a n> =
u50+8m, trong d6 n 1a kich thuéc mau tbi thiéu, m
bién doc 1ap Vi 16 bién doc lap trong nghién ctru nay,
¢ méu t6i thiéu udc tinh 1a 178. Do d6, s6 luong 268
phiéu khao sat hop 1¢ thu vé duoc danh gia 1a hoan
toan phu hop va dam bao d6 tin cdy cho cac phan tich
thong ké tiép theo. Thang do sir dung la Likert voi 5
mirc do tir rat khong dong ¥ dén rat dong y. Dir lidu
thu thap dugc xtr 1y va phan tich bing phin mém
SPSS.

4. Két qua nghién ctru

4.1. Kiém dinh Cronbach's Alpha

Két qua kiém dinh d tin cdy cua cac thang do cho thfiy
tat ca cac yéu té déu c6 hé sd Cronbach's Alpha 16n
hon 0,6. Déng thoi, tit ca cac bién quan sat déu co hé
s6 tuong quan bién — téng (Corrected Item-Total
Correlation) 16n hon 0,3. Piu nay khing dinh cac
thang do dat yéu cau vé do tin cdy va cac bién quan sat
duoc giir lai dé tién hanh phén tich nhan t6 kham pha
EFA.

4.2. Phan tich nhan t6 kham pha (EFA)

Béang 1: Phan tich EFA m6 hinh

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling 250
Adequacy. ’
Bartlett's Test of Approx. Chi-Square 1952,080
Sphericity df 120

Sig. ,000

Phan tich EFA duoc thuc hién dé xac dinh cau tric cac
yéu td. Cac tiéu chi danh gia bao gom: hé s6 KMO
(Kaiser-Meyer-Olkin) phai 16n hon 0,5, kiém dinh
Bartlett co y nghia thong ké (Sig. <0,05), tong phwong
sai trich dat it nhat 50 % [5], va hé sd tai nhan t6
(Factor Loading) ciia cac bién quan sat phai 16n hon
hoic bang 0,5).

Két qua phén tich EFA 1an dau cho thdy: Hé s KMO
= 0,850 (ndm trong khoang 0.5 dén 1), cho thay dir
liéu phu hop dé phan tich nhan 4.

Bang 4: Coefficients® (Bang hé s6 hdi quy)
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Kiém dinh Bartlett c6 Sig. = 0,000 (< 0,05), bac bo gia
thuyét cac bién khong twong quan véi nhau trong tong
thé.

C6 5 nhan td duoc trich ra dua trén tiéu chi eigenvalue
16n hon 1, voi tong phuong sai tich Iy 1a 72,712 %.
Két qua nay cho thiy phan tich EFA 1a phu hop va 5
yéu t6 dugc trich twong Gmg vi md hinh 1y thuyét dé
Xuat.

4.3. Phén tich twong quan Pearson

Két qua tat ca cac bién doc 1ap (SQ, HV, IM, PV, EX)
déu co twong quan duong va ¢ y nghia thdng ké véi
bién phuy thudc RI (Sig. < 0,05 hoic Sig. <0,01). Piéu
nay cung c¢d co s 1y thuyét va tao tién dé cho phan
tich hoi quy tuyén tinh boi. Cac hé sé twong quan giita
cac bién doc lap khong qué cao, goi y rang hién tugng
da cong tuyén nghiém trong it c6 kha ning xay ra.
4.4. Hbdi quy tuyén tinh bdi

Phan tich hoi quy tuyén tinh boi dugc thyc hién dé
lwong hoa mirc d6 anh hudng cua timg yéu t dén y
dinh quay lai cia khach hang.

Bang 2: Bang tom tit mé hinh

Model| g | HEs6 |R*hicu Sai ?Ofrg“an Durbin-

0de xéc dinh | chinh | "*Y9° | Watson
lugng

1 |es6r| 417 | 406 53485 1,894

a. Cdc yéu t6 duw doan (hang s6) EX, SO, PV, HV, IM
b. Bién phu thuoc: RI

Gia tri R? (R Square) 14 0,417, cho thdy mé hinh gém
5 yéu t6 doc lap giai thich dugc 41,7 % sy bién thién
ctia y dinh quay lai KSDS. Phan con lai (58,3 %) c6
thé duoc giai thich boi cac yéu td khac khong co trong
md hinh nghién ctru nay. Gia tri Durbin-Watson la
1,894, nam trong khoang chap nhan dugc (thuong tir
1,5 dén 2,5 theo Field, 2009) [4], cho thiy khong co
hién tugng tu twong quan chudi bac nhat nghiém trong
trong phan du cia md hinh.

Bang 3: ANOVA®*

Tong Trung binh
Mau binh |df | binh F Sig.
phuong phuong

Regression (Hé s6 "

A 53,553 | 5 10,711 [37,441| ,000
hoi quy)
Residual (phan du) |74,950 [262 ,286
Total (Tong) (128,502 267

a. Bién phu thugc: RI

b.Cdc yéu t6 dy dodan (hang s6) EX, SQ, PV, HV, IM
Két qua phan tich SPSS, 2025

Két qua kiém dinh F trong bang ANOVA cho thdy gid
tri Sig. = 0,000 (< 0,05), khang dinh mé hinh hoi quy
tuyén tinh boi la phit hop véi dir lidu tong thé va cé y
nghia thong ké.
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Unstandardized Coefficients Standardized Collinearity Statistics (chi
(hé s6 hdi quy géc (B), chua chudn | Coefficients (Hé s6 sd dung dé kiém tra hién
Model (Mau) hoa) hdi quy chuén hod) t Sig. tuong da cong tuyén)
Std. Error (Sai s6 chuan Tolerance (Mtrc
B itz hé sb (héi quy (B)) Beta d6 dung iai) VIE
(Constant) -,287 ,367 -,782 ,435
SQ ,088 ,043 ,098 2,056 ,041 979 1,022
| HV ,296 ,080 ,207 3,712 ,000 ,718 1,392
M ,234 ,068 ,202 3,445 ,001 ,646 1,548
PV ,295 ,061 ,275 4,813 ,000 ,684 1,461
EX ,178 ,076 ,141 2,336 ,020 ,615 1,626

Dua trén bang 4, cac hé s6 VIF (Variance Inflation
Factor) cua tat ca cac bién doc 1ap déu nhé hon 2 (cu
thé 1a tir 1,022 dén 1,626), cho thay khong co hién
tuong da cong tuyén nghiém trong giita cic bién doc
1ap trong md hinh hdi quy. Diéu ndy dam bao tinh 6n
dinh va do tin cdy cta cac hé sb hdi quy.

Kiém dinh t ting bién doc 1ap. Cin ¢t két qua trén
bang 4 cac bién déu c6 Sig. < 0.05 bac bo gia thuyét
HO. Nhu viy, tit ca 5 gia thuyét nghién ctru ( H1 , H2
,H3 , H4 , H5) déu duogc chap thuan

V& mirc 46 anh hudng, dya trén hé s6 Beta chuén hoa:
* (Gia ca va gia tri nhan dugc (PV) c6 anh hudng
manh nhét (p=0,275).

« Tiép theo 13 Gia tri vin héa — di san (HV)
(B=0,207).

« Hinh anh — danh tiéng khach san (IM) (=0,202).

« Trai nghiém tong thé va sy hai long (EX)
(B=0,141).

« Chit luong dich vu (SQ) c6 anh hudng thip nhit
(B = 0,098), nhung van co ¥ nghia thong ké.

5. Thao luin va dé xuit két qua nghién ciru

5.1. Théo luian

Két qua nghién ciru da xac nhan vai trd quan trong ctia
ca nim yéu td d6i v6i y dinh quay lai KSDS tai
TPHCM.

Yéu t6 "Gia ca va gia tri nhan duogc" (PV) co tac dong
manh nhat (B=0,275) dén y dinh quay lai.

"Giéa tri van hoa di san" (HV) va "Hinh anh va danh
tiéng khach san" (IM) 1an luot 14 yéu t c6 anh huong
16n th hai va thu ba.

"Trai nghiém téng thé va su hai long" (EX) cling cho
thay anh huong dang ké, . Yéu té "Chét luong dich vy"
(SQ) tuy c6 hé s6 Beta thap nhat nhung van c6 y nghia
thdng ké, cho thiy day 1a yéu t6 nén ting dé hoat dong
hiéu qua. Gia tri R? = 0,417 cho thdy mé hinh giai thich
dugc mot phan dang ké su bién thién cta y dinh quay
lai. Tuy nhién, viéc con 58,3% phuong sai chua dugc
gidi thich goi y rang c6 thé c6 cac yéu t khac can dugc
kham phé trong céc nghién ctru tiép theo.

Ket qua phan tich SPSS, 2025

5.2. Pé xuit giai phap

Tir nhitg phét hién va thao luan trén, tic gia dé xuat
mot s6 ham ¥ quan tri nhdm gitp nang cao ning luc
canh tranh va phat trién bén ving:

Pinh vi KSDS nhu mot “trai nghiém vin hoa séng
dong” chur khong chi 1a noi luu tru:

Tang cuong quan tri hinh anh va cdm nhan thuong
hiéu nhit quan, chan thuc

Phat trién khong gian van hoa ndi tai, lam giau trai
nghiém “cham vao di san”

Xay dung doi ngii nhan sy thanh “ngudi ké chuyén di
san” va truyén cam himg, can dao tao nhan vién vé lich
s, van hoa cua khach san va dia phuong, trang bi ky
ning giao tiép tinh té, kha ning ké chuyén di san dé
tao trai nghiém cho khach

Ung dung céng nghé mot cach chon loc, hai hoa véi
tinh than di san: Nang cao su tién loi

Khong ngimg duy tri va cai thién chat lugng dich vu
co ban

5.3. Han ché va huéng phat trién caa dé tai

Céc nghién ctru sau can mé rong pham vi nghién ciru,
sir dung phuong phép lay mau ngau nhién , kham pha
thém cac yéu t khac co thé tac dong dén y dinh quay
lai cua khach

6. Két luan

Nghién ctru di x4c dinh va luong hoa nam yéu té quan
trong tac dong dén y dinh quay lai ciia du khach ddi
v6i cac KSDS khu vuce trung tam TPHCM

Nhirng phat hién nay khong chi dong gbp vao su hiéu
biét hoc thuat vé hanh vi nguoi tiéu dung trong linh
vuc KSDS, ma con cung cp nhimng ham y quan trj
thiét thyc cho cac nha quan 1y KSDS. Viéc ap dung
cac giai phap dé xuat s& gitip cac KSDS khu trung tam
TPHCM nang cao kha nang thu hat va gitt chan du
khéch,, dong thoi gop phan khing dinh vi thé cia
TPHCM nhu mét diém dén du lich mang dam chiéu
sdu vin hoa, két ndi hai hoa gitra gia tri truyén thong
va trai nghiém duong dai.
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The factors affecting tourists' revisit intentions to heritage hotels in the
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Abstract

This study aims to identify and evaluate the factors affecting tourists' revisit intention to heritage hotels in the central
urban area of Ho Chi Minh City. Based on a comprehensive literature review, the study develops a conceptual model
comprising five independent variables: service quality (SQ), heritage/cultural value (HV), hotel image and reputation
(IM), price and perceived value (PV), and overall experience and satisfaction (EX). The dependent variable is revisit
intention (RI). Data were collected from 268 valid questionnaires completed by tourists who have previously stayed
at selected heritage hotels in Ho Chi Minh City. Utilizing SPSS software for data analysis, the findings indicate that
all five factors positively and significantly affect tourists' revisit intention. Among these, price and perceived value
exhibited the strongest impact, followed by heritage/cultural value, hotel image, overall experience and satisfaction,
and finally, service quality. Based on these results, the study proposes that heritage hotel managers should undertake
strategic repositioning by framing heritage hotels as immersive cultural experiences, personalizing services,
strengthening brand image management, developing heritage storytelling spaces, and subtly integrating technology.
These initiatives are expected to enhance tourists' revisit intentions and promote heritage hotels as distinctive
destinations, thereby supporting Ho Chi Minh City's sustainable tourism development strategy.

Key words Revisit intention, heritage hotel, perceived value, culture experience, hotel image.
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