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responsibility for the impacts of
the organisations’ decisions and
activities on the society and the
environment regarding the
sustainable development and
the welfare of the stakeholders
(ISO 26000, Sydney, 2007)
aftracted the attention from the
public

@ Hospitality Industry @

one of the most important
industry

has a significant contribution to
the development of the

economy, cultural exchange
the cause of numerous issues

CONTEXT OF THE TOPIC

Da Nang city

- total supply of hotel industry is up
to 426 hotels
numerous international brands
such as Hyatt Regency, Novotel,
Crowne Plaza, Mercure,
InterContinental Danang Sun
Peninsula Resort...




OBJECTIVES

To clarify corporate social responsibility in hotel sector
with the case of Da Nang city, Vietham.

To examine the guest perception of hotel CSR policies in
order to figures out the influences of guests’ perception
towards their purchase behaviour
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. RESEARCH MODEL

* The research questions
 Literature review




HYPOTHESIS OF THE RESEARCH

The CSR publicity has a positive impact on guest perception )

The hotel CSR - employee policy has a positive impact on guest perceptio§
The hotel CSR - guest policy has a positive impact on guest perception )
The hotel CSR - environment policy has a positive impact on guest perception
The hotel CSR - community policy has a positive impact on guest perceptiop

The hotel CSR has a positive impact on guest perception )
Guests’ satisfaction has a positive impact on their perception of CSR )




METHODOLOGY

« Online survey: website Kwirsurveys (hitps://kwiksurveys.com)

« Quantitative research methodology : the data analyses software Statistical

Package for the Social Sciences version 20.0 (SPSS).

 Qualitative research:

v'The main sources: hotels’ webpages, academic journal articles, and official

statistic database of Da Nang tourism Department.

v An assessment of CSR initiatives in Da Nang hotels


https://kwiksurveys.com)/

'sonal information

. What is your gender?

2. How old are you?

3. What is your marital

statuse

. How much is your
income? (USD)

. What is your
occupation?

. What is your highest

education?

General experience of
Hospitality Service

QUESTIONNAIRE

CSR and guest’s perception of hotel service




Field research results

About hotel CSR practices in Da Nang

Lack of concerns about CSR issues

only famous and luxury hotels are paying attention to CSR

CSR practices in the dimension of the environment and community

Keep Vietham Clean and Green organization of Pullman Beach Resort or Soap for Hope of Mercure BaNa Hills

Consumer rights, labor practices has not been put at priority

misleading understanding of CSR concept that it mainly consists of community works and events




leld research results

Guests’ perception of hotel Corporate Social Responsibility

Environmental
dimension

Community involvement

a large number of surveyed guests concerns on the
hotels’ contribution to unemployment issues

CSR initiatives relating to consumer’s dimension and
labor practices has direct impact to the guests’ stay
experience




Hypothesis 1: The hotel CSR publicity has a positive impact on guest [NV ejelels(=lo]
perception
Hypothesis 2: The hotel CSR employee policy has a positive impact on guest J\le}i

perception supported

Hypothesis 3: The hotel CSR guest policy has a positive impact on guest [i\le}i

perception supported

Hypothesis 4: The hotel CSR environment policy has a positive impact on giNlej

guest perception supported

Hypothesis 5: The hotel CSR community policy has a positive impact on guest [i\le}i

perception

Hypothesis 6: The hotel CSR has a positive impact on guest perception Supported

Hypothesis 7: Guests’ satisfaction has a positive impact on their perception of ¥ eJelela(=le|

supported

eld research results

out the relationship between hotel CSR policies and guests’ perception

Hypothesis Results of
testing

o

Hotel CSR practices have a positive impact
oneguests perception

the eftects of each dimension such as employees’ issues, consumer
rights, environmentally practices and community involvement on
guests’ perception have not been proved positively

CSR publicity and guests’ satisfaction have a
significant impact on guests 'perception

36.5% of the variation in Guest .
Perception is explained by CSR publicity

hotel CSR practices and guests’
satisfaction are 24.7% and 20.4%



leld research results

guest’s perception of CSR affect to their purchase behavior

Hotel CSR policies

Locational convenience

Price

there is an increasing awareness of the

Da Nang hotel guests about CSR




Imits of research

The research is limited to access to the CSR policies of hotels.

The assessment of hotel CSR are not accomplished and representative for the whole
region.

sampling error and non-response error may possibility occur.



Conclusion

Hotels CSR have influence in the
guests’ perception

the international hotel groups have
better CSR practices

Dimensions and factors of CSR
are not fully concerned

increasing awareness for CSR and
Its iImportance







