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Nghién ciiu sit dung mé hinh cdu tric tuyén tinh (SEM) dé ddnh gid tdc dong cia chdt lugng
[é hoi Festival hoa Pa Lat dén su hai long va long trung thanh ciia du khdch giai doan 2015-
2017. Két qud nghién citu cho thdy, yéu t6 Chuong trinh 1é hji cé tdc dpng manh dén Gid tri
cdm nhdn ciia du khdch, gép phan ndng cao Su hai long du khdch va Long trung thanh ciia ho

vdi 1é hoi Festival hoa Pa Lat.

Ti khéa: su hai long, chdt lugng, du khdch, [é hoi, Festival hoa Pa Lat, SEM

Summary

The study employs SEM model to assess the impact of Da Lat Flower Festival on visitor
satisfaction and loyalty in the period 2015-2017. The findings indicate that Festival program
creates a significant influence on the Perceived value of visitors, contributing to their

satisfaction and loyalty to the Festival.

Keywords: satisfaction, quality, visitors, festival, Da Lat Flower Festival, SEM

G101 THIEU

Festival hoa Pa Lat 1a mot su kién 1€ hoi dugc o
chiic 02 nim mot 1an vao thang 12. Sau 06 1an t6 chiic
chiing ta thiy, Festival dd c6 dnh hudng kha tot dén
dvi song vin héa, tinh thin cla nhin din, cling nhu sy
phdt trién ctia thanh phd Pa Lat va tinh Lam Pong. Tuy
nhién, di cting v6i su ndi tiéng va nhitng Idi ich to 16n
ma Festival hoa mang lai, vin con c¢6 nhitng vin dé
nhiic nhoi dit ra khong it thiach thite cho chinh quyén
dia phuong, ciing nhu ngudi dan Pa Lat, nhu: ching
loai hoa khong phong phid va chiam thay ddi, thi€u y
tudng, tinh trang doanh nghi¢p I hanh Igi dung viéc
qué tai phong nghi dé truc 1¢i, dit mua phong khdach san
trude roi béan lai cho khdch véi gid cao, gy bic xtic cho
ngudi dan va du khdch... Nhitng diéu nay chinh 1a 1y do
quan trong khién mic do hai long, su sdn long quay trd
lai, cling nhu su sdn 1ong gidi thi€éu Festival hoa Ba Lat
vGi ban bé va ngudi than clia du khdch con & mic thap.
Vi vy, viéc do ludng chat lugng Festival Festival hoa
, Truéng Bai hoc ba Lat |

) ’ ’ ’

o

dua trén gid tri cam nhin ctia du khach
dé tim hi€u cdc yéu to quyét dinh sy hai
long va long trung thanh cia du khdch
doi véi 1é hoi Festival hoa Pa Lat, 1am cd
sG dé Pa Lat ¢ thé chi trong khai thic
tot hon tiém ning ctia minh, cung cap céc
sdn pham va dich vu ddp dng duge su ky
vong cda du khach, dac biét la khach ndi
dia trong xu huéng phat trién clia nganh
du lich hién nay ctia thanh phd Pa Lat [a
vO cling cAn thiét.

CO SO LY THUYET VA PHUONG
PHAP NGHIEN CUU

Co sé 1y thuyét

Nghién cttu vé chat lugng 1& hoi duge
nghién citu 1an diu tién bdi Crompton va
Love (1995), sau d6 dugc ti€p tuc phat
trién bdi Baker va Crompton (2000) da
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khdm phd dugc 04 khia canh vé chat
lugng 1€ hoi, bao gom: dic diém chung
(ddc trung cta 1€ hoi), dic di€m gidi tri
riéng biét, ngudn thong tin va tién nghi
thodi mdi cho du khédch tham quan 1€ hoi.
Dong thi, ho nhin thay riing, cdc ngudn
thong tin va tién nghi thodi mai la céc
y€u t0 cd ban ctia mot 1& hoi, trong khi
d6 cdc dic diém chung va cdc dic diém
gidi tri riéng biét lai dugc xem nhu 12 hai
yéu t6 gidi thich manh mé y dinh hanh vi
ctia du khach tham quan 1€ hdi.

Dua vao nghién citu ciia Brown (1988,
dantheo Yoon, Y.S.,Lee,J.S.,vaLee,C.
K. (2010)) dé xudt, can xem xét hai khdi
niém riéng biét 12 chat lugng thuc hién
va chit lugng cda trdi nghiém. Trong khi
d6, Crompton va Love (1995) cung cip
mot su hi€u biét ddy dd hon vé su khic
nhau gitta chat lugng va su hai long. Theo
d6, chat luong thuc hién dudc hiéu 1 hiéu
qua thyc hién clia nha cung cip dich vu
trong khi chat lugng trdi nghiém, dugc
xem la sy hai long cia khach hang, la
két qua tim ly, cdm xtc trdi nghiém cua
du khdch. K&t luan nay phu hgp véi cdc
quan diém hién tai clia cdc hoc gid, nhu:
Oliver (1997), Parasuraman, Zeithaml va
Berry (1994)...

Dua trén bdi cinh dich vu, (Lee, Y.
K., Lee, C.K., Lee, S.K., va Babin, B. J,
2008) da xdc dinh 07 thanh phan cda 1&
hoi ¢6 thé dnh hudng dén su hai long cda
khach hang, bao gdm: Noi dung chuang
trinh; Nhan vién phuc vu; Cd s§ vat chat;
Am thuc; D6 luu niém; Sy thudn tién va
Cic dich vu truyén thong.

Duva trén cac nghién ctu trude do,
nghién ctfu nay xem xét 05 thanh phin
ctia chat lugng 1€ hoi bao gdm: Dich vu
truyén thong; Chuong trinh 1& hdi; Cd sG
vAt chat (phuong tién); Hang luu niém;
Am thuc.

Hién ¢6 nhiéu tic gid c¢6 nhitng dinh
nghia khdc nhau vé gid tri cdm nhén,
nhu: Dodds, W. B., Monroe, K. B., va
Grewal, D. (1991); Monroe, K. B. (1990);
Zeithaml, V. A. (1988)... Tuy nhién, dinh
nghia dugc st dung phd bién nhit 1a clia
Zeithaml, V. A, (1988). Theo do, gia tri
cdm nhén [ ddnh gid tSng thé cla ngudi
tiéu ding vé tién ich ctia mot sin phdm
dua trén nhan thiic vé nhitng gi nhan dugc
va nhitng thd bo ra. Nghién ciiu ctia mot
s6 hoc gid, nhu: Monroe, K. B. (1990);
Dodds, W. B., Monroe, K. B., va Grewal,
D. (1991)... cho thiy, chat ludgng c6 tdc
dong tich cuc dén gid tri cdm nhan.
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HINH 1: MO HINH NGHIEN c{d BE XUAT
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ciia du khach
BANG 1: KET QUA KIEM PINH THANG PO
He¢ s¢' Heé s6 Lo KiEm |
Thang fio tu’o’n.gx Crofbacf}'s Cr(l:fbizh‘s dmh s;:l teéii Két
quan bién Algha' néu Alpha déAtm EFA | qua
tong bo bién cay
Dich vu truyén thong
Dich vu truyén thong01 708 .842 bait | .761 | Dat
Dich vu truyén thong02 .820 796 871 bat | .896 | bat
Dich vu truyén thong03 740 .829 ' bat | .778 | bat
Dich vu truyén thong04 .636 .869 bat | .620 | Pat
Chuong trinh I& hoi
Chuong trinh 1€ hoi05 .621 758 bat | .616 | Pat
Chuong trinh 1€ hoi06 .646 745 bat U758 | PBat
Chuong trinh 1€ hoi09 620 7757 806 Pat | 713 |Pat
Chuong trinh 1€ hoil0 .601 766 bat | .674 | bat
Hang luvu niém
Hang luu niém1 1 .520 738 bat | .603 | bat
Hang lvu niém12 .634 .606 752 bat | .771 | bat
Hang luu niém13 .590 .658 bat | .733 | Pat
Am thuc
Am thycl4 602 726 Pat | 611 |Pat
Am thycl5 661 660 782 Pat | .749 | Pat
Am thucl6 601 727 Pat | .617 | Dat
Co sé vat chat
Cd s3 vit chatl7 591 .667 bat | .731 | Pat
Cd sG vt chitl8 .607 .649 756 Pat | .690 | Pat
Cd s@ vat chatl9 559 703 Pat | .702 | Pat
Gia tri cAm nhan
Gia tri cam nhan20 614 .800 Pat | .724 | Pbat
Gia tri cam nhan21 .685 768 8 Pat | .720 | Pat
Gid trj cam nhan22 661 779 ’ bat | .612 | Pat
Gid tri cam nhan23 .656 782 bat | .593 | Pat
Su hai long
Su hai long23 .692 714 Pat | .795 | Pat
Su hai long24 .697 709 813 bat | .863 | Dat
Su hai long25 .604 .803 bat | .599 | Pat
Long trung thanh

Long trung thanh26 .589 783 bat | .567 | Pat
Long trung thanh27 .612 756 798 bat | .758 | Dat
Long trung thanh28 733 .624 bat | .898 | bat
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HINH 2: PHAN TiCH CFA

Chi-square=425.714 ; df=296 ; P=.000
;Chi-square/df=1.438

:GF1=.903 ; TLI=.955 ; CFI=.962
;RMSEA=.039
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Trong boi canh nghién ciu vé 1€ hoi Festival hoa
Pa Lat, nhém tdc gid dua ra mot s6 gid thuy€t nghién
cttu, nhu sau:

H : Dich vu f/'u_\ié\rl thong c6 dnh hudng tich cuc dén
Gid tri cam nhdn ve lé hoi hoa Pa Lat cia du khdch.

H,: Hang luu niémcé dnh hudng tich cuc dén Gid tri
cdm nhdn vé 1é hdi hoa Pa Lat ciia du khdch.

H: Cdc chuong trinh [é hoi ¢é dnh hudng tich cuc
dén Gid fri cam nhdn vé 1é hoi hoa Pa Lat ciia du khdch.

H,: Am thue ¢6 dnh hudng tich cuc dén Gid tri cam
nhdn vé 1é hoi hoa Pa Lat ciia du khdch.

H.: Cosdvat chdt (phuong tién) ¢é dnh hudng tich
cuc dén Gid tri cam nhdn vé 1é hoi hoa Pa Lat ciia
du khdch.
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Oliver, R. L. (1997) dinh nghia Su
hai long 1a qua trinh ddp ng hoan toan
nhu ciu ctia khich hang, khiach hang
s& hai long n€u nhitng sdn phdm va
dich vu cung cap ddp dng v6i k¥ vong
ctia ho. Zeithaml, V. A., Berry, L., va
Parasuraman, A. (1996) nhin manh, su
hai long duge xem la hinh thdi cam xuc
cta khdach hang thong qua qud trinh so
sanh nhin thic vé mot sian phim hoic
dich vu vdi sy mong ddi. Trong nghién
ciiu nay, Su hai long vdi 1€ hoi duge xem
Ia sy hai long tong thé dua trén gid tri cdm
nhin vé 1& hoi duge danh gid bdi tdng hgp
cdc thanh phan tir chit luong 1€ hoi.

Bén canh d6, nhiéu nghién ciu cla
cdc hoc gia nhu: Grewal, Monroe va
Krishnan, (1998).. déu cho riing, gid tri
cdm nhan 1a tién dé cho sy hai long cla
khdch hang va ¢6 tic dong tich cuc dén
su hai long cta khach hang. Do do, trong
nghién ctfu ndy nhom tdc gid dé xudt gia
thuy&t, nhu sau:

_ H_: Gid tri cam nhan cia du khdch yé
lé hoi hoa Pa Lat co tdac dong tich cuc
dén Su hai long ciia du khdch véi 1é hoi
hoa Pa Lat.

Long trung thanh dudc dinh nghia
nhu 12 sy cam két clia khach hang sé
mua lai sdn pham hoic dich vu ua thich
(Chaudhuri, A, 1999), sé€ vu tién tim mua
san phim cla mot thuong hiéu nao dé
(Yoo, B., Donthu, N. va Lee, S, 2000)
trong tuong lai.

Long trung thanh dudce do ludng theo
ba cdch khdc nhau: do ludng hanh vi thong
qua hanh vi “mua hang lap lai” va bo qua
cdc yéu to tiém an khdc (Nordman, C,
2004); do luong thong qua thdi do, nhu:
y dinh mua, dé nghi doi vdi nhitng ngudi
khéc hodc néi thuan 1gi vé san pham hodc
dich vu (Oliver, R. L, 1999); do ludng két
hgp ca hanh vi va thai do (Jacoby, Jva
Chestnut, R. W, 1978).

Theo Yoon, Y. S., Lee, J. S. va Lee,
C. K. (2010), khi du khéach hai long véi
1€ hoi, cdm xdc cha ho s& phéan dng tich
cyc vdi trai nghiém vé 1& hoi va 1am thay
doi thdi do clia ho va khi€n ho xudt hién
y dinh s€ quay lai. Do dd, trong nghién
cfu ndy, tdc gid dé xuat gid thuyét:

H_: Su hai long ciia du khdch vé [é hoi
hoa Pa Lat ¢é tdc dong tich cyc dén Long
trung thanh ciia du khdch vdi 1é hoi hoa
Da Lat

Dua vao nghién citu ctia (Yoon, Y. S.,
Lee, J. S., va Lee, C. K. (2010), md hinh
nghién ctiu dude dé xuat nhv Hinh 1.

Kinh t& va Du bdo



Phuong phdp nghién ciiu

Nghién ctu nay dugc thuc hién theo
phuong phdp dinh lugng bao gom hai
budc chinh 1a nghién cttu so by va nghién
cttu chinh thic. Nghién ciu so bo dudc
thuc hién thong qua phuong phap phdng
van tryc ti€p khodng 05 du khdch, nhim
ddnh gid do gid tri noi dung, ngdn tir cla
cdc thang do. Sau do, tdc gid tién hanh
khéo sdt sd b 40 du khdch d€ danh gid
s0 by do tin cay Cronbach’s Alpha, tinh
phan phdi chuan cla cdc bién quan sit
va phan tich nhan t6 khdm pha (EFA),
nhidm loai cdc bi€n rdc 1am nhiéu hoic
sai léch thang do.

Nghién ctu chinh thic dudc thuc
hién bing phuong phdp dinh lugng.
Dt liéu dugc thu thdp bing bing
cdu hdi dugce gui truc ti€p dén cdc du
khdch tham du 1€ hoi. Kich thudc mau
cia nghién cdu nay 1a 290 du khdch.
Nghién cttu chinh thic duge thuc hién
tir thang 12/2015 dén thdang 12/2017.
Thang do dugc kiém dinh bing hé s&
tin cdy Cronbach’s Alpha va phan tich
EFA, sau d6 dugc ki€m dinh lai mot 1an
nita thong qua phén tich nhan td khing
dinh (CFA), cdc gid thuy€t nghién ciu
dugc kiém dinh bing phudng phip mo
hinh SEM (Bai viét sit dung cdc viét sé
thdp phén theo chudn quéc té).

KET QUA NGHIEN CUU

K&t qua kiém dinh dd tin cdy cla
thang do biang hé s6 Cronbach’s Alpha
cho thay, tit cd cdc thang do déu dat
yéu cau vé do tin cdy. Ky thuit phin
tich EFA vé6i phuong phdp trich yéu to
Principal axis factoring thuc hién phép
quay khong vuong gbéc Promax da trich
ra dudc 08 nhan t&, c6 05 bi€n doc 1ap
va 03 bién phu thudc. Sau khi loai b 02
bién khong dat yéu ciu, téng s6 bi€n con
lai sau ciing 1a 27 bi€n quan sdt véi tong
phuong sai trich 1a 58.5%. K&t qua dugc
trinh bay trong Bang 1.

K&t qud phan tich CFA (Hinh 2) cho
thay, mo6 hinh c6 296 bac tu do, gid tri
ki€m dinh chi-square = 425.714 véi p
value = 0.000. Tuy nhién, chi-square/df
= 1.438 dat yéu cdu < 2 va céc chi s6 chi
ra mo hinh phi hgp v6i dit liéu thuc &
(GFI = 0.903, CF1 = 0.962, TLI = 0.953,
vi RMSEA = 0.039). Tat c4 thanh phin
déu dat tinh don huéng (khong c¢6 moi
tuong quan giita cdc sai s0), dat yéu cau
vé dd tin cdy tong hgp, phuong sai trich,

Economy and Forecast Review

HINH 3: MO HINH SEM PA CHUAN HOA
Chi-square=467.642 ; df=307 : P=.000
:Chi-equare/df=1.523
:GFI=.895 ; TLI=.947 : CFl=953

;RMSEA=.043
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gid tri hoi ty va phan biét thich hgp d€ xay dung mo
hinh SEM.

Dua vao mo hinh nghién cttu ly thuyét cuing 07 gid
thuy€t, nhém tdc gid xaydyng mo hinh ciu tric tuyén
tinh véi phép ude lugng ML (Maximum Likehood).
K&t quéa dugc trinh bay trong Hinh 3.

K&t qud Hinh 3 cho thdy, mé hinh ciu tric tuyén
tinh xay dyng ph hgp véi dif liéu thi trudng thé hién
qua cac chi 50" Chi-square vd&i bac tu do la 467.642;
df = 307; P-value = 0.000 (<0.05), GFI dat 0.95, TLI
dat 0.947, CFI =0.953 va RMSEA dat 0.043 (dat yéu
ciu). Do d6, mo hinh ¢6 thé dudgc sit dung d€ gidi thich
moi quan hé gitta cdc y€u t6 thuoc Chat lugng 1€ hoi,
Gia tri cdm nhén, Su hai 1ong va Long trung thanh cla
du khdch.

K&t qui ki€m dinh cdc gid thuyét (Bing 2) cho
thay, 06 trong 07 gia thuyét ban dau dudc chiap nhan.
Céc udc lugng déu c6 ¥ nghia thong ké & mic y nghia
5% va do tin cay 95%.

KET LUAN

K&t qué nghién ciu cho thiy, Chuong trinh 1€ hoi
tdc dong manh nhit dén Gid tri cAm nhin cda khdch
hang (0.348), ti€p dén lan lugt 1a cdc y&u t: Co s& vat
chdt (0.312); Hang lwu niém (0.245); Am thuc (0.227).
Tuy nhién, chua tim thiy biing chiing cho thdy, Dich vu
truyén thong c6 4nh hudng dén Gid tri cdim nhan cida
du khédch tham dy 1€ hoi. Ngoai ra, Gid tri cdm nhan ¢6
tdc dong manh dén Su hai long clia du khdch (0.671),
ciing nhu Sy hai long ¢6 tdc dong manh dén Long
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BANG 2: KET QUA KIEM PINH CAC GIA THUYET trung thanh ctia du khach tham du 1€ hoi

A (0.619). Trong khi d6, yéu t6 Su hai long
il g cling déng vai tro trung gian trong moi

hoi quy | hoi Gia K&t ha: clini Chdons ';g g Bnilén Lo
chia | quy | S.E. | CR | Pl el ey quan he cla (ria“iry nh}}n gL Ong
chuéin |chuan " trung thanh cua du khédch, véi mic do tac

hod | hod dong gidn ti€p 12 0.415 (P = 0.004).

T . A K&t qud cda nghién citu nay bd trg
f;lfl"’l’l’l';m” < f/)zi;:g”'! YR 0,002 [-0.003]0.046 |-0.0490.967 | H, |Bdcbd| hodn toan nghién ciu cia Yoon, Y. S.,
' ‘ Lee, J. S., va Lee, C. K. (20\10), mac
Gidi | \Chuomg trinh | 300 10348 |0.060| 4.987 0004 | w, | Chip | 0 cG nhifng khdc biét pho ve mic dg

cdm nhdn 1€ hoi > | nhin tdc dong cua cdc yéu to, c6 thé do co

su khdc biét vé boi cinh nghién citu. Do
Cla 1 & \Hang liu nigm| 0275 | 0.245 |0.088| 3.121 [0.008 | H, Cﬁi‘p do, k€t qua cua nghién cifu nay hoan
camnngi iah toan ung ho cdc nghién cttu trude do cua

cdc tdac gia: Lee, Y. K., Lee, C. K., Lee,

Chip | § K., va Babin, B. J (2008); Monroe. K

Gid tri
1 < A
4 nhan

5 . Am thuc 0.206 |0.227 10.068| 3.033 |10.042 | H
cam nhan

(1990); Dodds, W. B., Monroe, K. B., va
Gid 118 o . N N R Chip Grewal, D (1991); Grewal, D., Monroe,
admnhin & |Co sd vat char | 0.302 | 0.312(0.072| 4.203 [0.002 | H, nhan K. B., va Krishnan, R (1998); Lee, C.

K., Yoon, Y. S., Lee va S. K (2007)...
c|Gidricam | o g1 10671 10.093] 8.590 0.005| 1 | €Pap | Nhing két qua cua nghién citu nay

Su hai long ha 6 ha ~ N A o A ” X s A
nhdn fh4n cung cO thém kién thic vé hanh vi cua

du khdch tham dy 1& hoi, cung cap cho
cdc nha nghién cttu va cdc nha thi hanh
chinh sdch cdi nhin siu sac hon vé cich

Chap

Long trung &
7 nhan

R Sut hai long 0.522 10.619(0.067| 7.799 (0.003 | H
thanh

thi€t k&€ mot 1€ hoi hiéu qua.d
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