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Tom tat 
Nghien cffu sff dung phucmg phdp phdn tich dinh lugng nhdm tim ra cdc nhdn td'dnhhudng su 
hai long cda du khdch noi dia khi di'n tham quan tgi mot sddiem du lich vung Duyen hai Nam 
Trung Bo. Kit qud nghien cffu cho thdy, co 8 nhdn to, gom: Tdi nguyen thiin nhiin vd nhdn 
vdn; Dich vu; Gid sdn phdm vd dich vu; Nhdn vten; Mdi trUdng; Co sd vdt chd't ha tdng vd 
lifu trd; Khd ndng tii'p can thdng tin; vd Chdt lugng anh hudng de'n su hdi long cua du khdch. 
Nghien cffu cung de xudt mgt sd hdm y ddi vdi cdc chu the lien quan trong viic tdng cudng, 
ndng cao hogt dgng du lich, nhdm ddp ffng sU hdi long cda du khdch. 

Tlf khoa: suhdi long, du khdch ngi dia, diem du lich, Duyen hdi Nam Trung Bd 

Summary 
This study adopts quantitative method to find out factors affecting the satisfaction of 
domestic tourists who visited tourist attractions in the South Central Coast region. The 
results discover 8 determinants, which are Natural and humanities resources; Service; 
Prices of products and services; Staffs; Environment; Infrastructure and accommodation; 
Access to information; Quality. From these findings, a number of implications for the 
stakeholders are proposed to strengthen and improve tourism activities in order to meet 
visitors' satisfaction. 

Keywords: satisfaction, domestic tourists, tourist attractions. South Central Coast 

GIOI THIEU 

'ViJng Duyen hai Nam Trung Bd da 
dtfdc Bo Van hda - The tiiao va Du lich 
pha duyet Quy hoach tdng the phat trie'n 
du lich de'n nam 2020, tam nhin de'n nam 
2030 tai Quyet dinh so 2350/QD-TTg, 
ngay 24/12/2014 bao gom TP. Da Nang 
va7 tinh: Quang Nam, Quang Ngai, Binh 
Dinh, Phu Yen, Khanh Hda, Ninh Thuan 
va Binh Thuan. Theo dinh hffdng va quy 
hoach phat trie'n du Hch de'n nam 2020, 
tam nhin de'n nam 2030, Vimg se phat 
trien ddng thdi du lich bie'n - dao, du lieh 
van hoa va du Iich sinh thai, trong dd lay 
du Hch bien - dao lam miii nhpn, du lieh 
van hda lam nSn tang; kd't hdp chat ehe 
giffa phat trien du lich vdi bao dam qud'c 

phdng - an ninh va bao vd mdi trffdng; tang cffdng hen 
ke't phat trie'n du lich giffa cac dia phffdng ff-ong Vung de 
phat huy td'i da tiem nang, the manh du lich chung toan 
Vimg. Tuy nhien, du lich vCmg Duydn hai Nam^Trung 
Bp phat trien chffa tffdng xffng vdi tiem nang, the'm^nh 
vd'n cd, cdn manh mun, thid'u tam nhin tong the; ha t^ng 
du lich cdn nhi^u mat chffa dong bd; lien kd't phat trien 
du lich toan Viing con ye'u, khdng dn dinh; tai nguydn du 
ljch chffa dffpc khai thac hdp ly; cd sd vat cha't ha tang 
cdn thie'u ddng bd; cha't Iffdng dich vu cdn han che... 

Chinh vi vay, nghien cffu nay ed muc tieu xac dmh 
va Iffdng hda eac nhan td anh hffdng de'n sff hai long 
eua du khach not dia khi de'n tham quan tai mdt so' 
diem du Hch vung Duyen hai Nam Trung Bp. Tff dd, 
dd xua't mdt sd'ham y chinh sach nham nang cao mtfc 
dd hai long cua du khach khi de'n tham quan tai mdt sd 
diem du lieh Viing, hffdng de'n mpt nen kinh te du lich 
ben vffng. 

'Van phong GBND tinh Binh Dinh 
^8^y nhqn bdi: 03/04/2020; Ngdy phdn bien 18/04/2020; Ngdy duy ft ddng: 23/04/2020 
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BANG 1: KET QGA PHAN TICH HE SO CRONBACH'S ALPHA 

STT 
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10 

1 1 

Cac khai niem 

Tai nguyen ihien nliien 

Van lioa. lich s i va nghe ihuat 

Dich vu 

CcJsd\atchai ha tang 

Ccf sd lull trd 

Gia c;a cac san pham va dich vu 

Thai do nhan vien 

Moi tru'cing \\S nhien, an ninh, an toan 

Kha nang tie'p can thong tin 

Chai ltfdng dich vu 

Sir hai long 

Cronbacli's Alpha 

.869 

.880 

931 

898 

.866 

876 

-857 

,894 

.827 

.941 

844 

c a sa LY THUYET VA PHL/aNG PHAP 
NGHIEN CLTU 

Pizam, Neumann va Reichel (1978) da dinh nghia, 
sff hai long cua khach du lich ia ke't qua cua phep so 
sanh giffa "cam nhan va nhffng ky vpng ve die'm de'n 
cua khach dulich". CdnPearce (1980) cho r^ng, sffhai 
long cua khach du lich chiu anh hffdng bdi quan diem 
cua khach du hch trffdc va sau chuye'n di. 

Parasuraman, ZeithamJ va Berry (1994) cho rang, 
tdng the' hai long cua khach hang cd the lidn quan de'n 
danh gia cua ho khdng chi ve cha't Iffdng dich vu (vi 
du:^lich sff, sff dap ffng...), ma con la dac trffng cua san 
pham (vi du: kich thffdc cua phdng khach san...) va gia 
ca. Trong mot xu hffdng tffdng tff, Sweeney va Soutar 
(20pi) cho rang, sffhai long cd tii^ bi anh hffdng bdi cac 
cha't Iffdng dich vu va giai tri. Dieu nay cd the dac biet 
quan trong ttong trffdng hdp cac diem du lich, ndi ma 
cac chi phi tham vie'ng dffde bie't la cd sff khac biet rd ret. 

Nhff vay, sff hai long eua khach du lich la mot khai 
niem da chieu canh va tham chi con phffc tap hdn khi 
tap trung vao mdt diem de'n hdn la mdt dich vu rieng 
biet. Trong trffdng hdp cac diem de'n, sffhai long dffdc 
danh gia bang each xem xet de'n cac khia canh ca nhan 
trai qua trong ky nghi, bao gdm cac djcii vu va cac 
phffdng tien stf dung. Bang each nay, ca viec do Iffdng 
tdng the sff hai long va sff danh gia phdng doan ve cac 
khia eanh tao sff hai idng cua ky nghi ed the' dat dffpc. 

Dffa tren md hinh SERVPERF va mdt sd' cac nghien 
cffu thffc nghiem tren the^gidi va Viet Nam, nhff: Lffu 
Thanh Dffc Hai va Nguyen Hong Giang (2011), Dinh 
Cdng Thanh va cdng sff (2011)... Ke' thffa cac nghien 
ctfu trffdc, nghien cffu nay de xua't md binh cac nhan 
td anh hffdng de'n sff hai long cua du khach ndi dia khi 
de'n tham quan tai mdt sd'diem du lich vung Duyen hai 
Nam Trung Bd, gdm: (1) Tai nguyen thien nhien; ( 2) 
Ye'u td' van hda, Iich sff va nghe thuat; (3) Dich vu; (4) 
C P sd vat cha't ha tang; (5) Cd sd lffu trii, (6) Gia ca cac 

san pha'm va dich vu; (7) Nhan vien; (8) 
Mdi trffdng: tff nhien. an ninh, an toan; 
(9) Kha nang tie'p can thdng tin; (10) 
Cha't Iffdng dich vu. Ta't ca cac quan sat 
deu sff dung thang do Likert 5 mffc do, ttf 
1 - Rat kiidng ddng y de'n 5 - Rat ddng y. 

Dff lieu dffdc dieu tra khao sat du 
khach Viet Nam tii dau thang 02 de'n 
cud'i thang 06/2019 tai 4 dia phffdng trong 
Vung, gdm: Da NSng; Quang Nam; Binh 
Dinh va Binh Thuan. Td'ng so'ngffdi dffdc 
khao sat la 385 ngtfdi, trong dd, 274 ngffdi 
la nam chie'm 71,2%; 111 ngffdi nff ehie'm 
28,8%. Dff heu dtfdc xtf ly tren phan mem 
SPSS 20 (Bdi vie't sff dung cdch vie't sd 
thdp phdn theo chudn qudc te). 

KET QUA NGHIEN CL/U 

Kiem dinh Cronbach's Alpha 
Ke't qua phan tich Cronbach's Alpha 

(Bang 1) eho tha'y, cac bie'n deu cd he 
so'tin ciy ldn hdn 0.6. Vi vay, ta't ca cac 
nhan td' va cac bie'n deu dap tfng dffdc 
dd tin cay va dffdc dffa vao phan tich cac 
nhan td'kham pha (EFA). 

PhSn tich EFA 
Ke't qua phan tich nhan td cd he sd KMO 

la 0.827 (dat yeu cau > 0.5), thi hien sff 
thieh hdp cua phan tich nhan to, kie'm dinh 
Bartlett dat y nghTa thd'ng ke (Sig. < 0.05). 

Kd't qua cho tha'y, 10 nhan to' ban dau 
dtfdc trich thanh 8 nhdm nhan td'. Trong 
dd, cac nhan td' 1, 4, 5, 6, 7, 8 dffdc giff 
nguyen. Nhan to'Tai nguyen thien nhien 
va Van hda, Iich sff nghe thu^t dffdc gdp 
thanh 1 nhan td', dat ten nhan td' mdi la 
Tai nguyen thien nhien va nhan van. 
Nhan to Cd sd vat eha't ha tang va Lffu 
trii gdp thanh 1 nhan to, dat ten nhan to' 
mdi la Ha tang va lifu tru. Sau dd chay 
lai Cronbach's Alpha eho tha'y, 8 nhan td 
nay deu dat yeu can. Nhff vay, eac bid'n 
quan sat dffdc rut trich vao cac nhan td 
nay se dffdc stf dung phan tich hdi quy. 

Gia thuye't dffdc xay dffng Iai sau khi 
chay EFA, nhff sau: 

//^.-Tai nguyen thien nhien va nhan 
van (TNV) cd md'i quan he cung chieu 
vdl sffhai Idng cua du khaeh. 

//,.• Ha tang va luu trii (HTL) cd moi 
quan he cung chieu vdi sir hai long eua 
du khach. ^ 

, ^ / Dich yu (DV) cd md'i quan he 
cung chieu vd. sffhai long cCia du khach. 

r r i i < -̂̂  '''"' ' ^" P'^^''" '̂̂  rfich vu 
(GSP)comoiquanhecungchiduvdisff 
hai long cuadu khach. 
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H: Thdi dp phuc vu cua nhan vien 
{NV)̂ c6 md'i quan he cung chieu vdi sff 
hai long cuadu khach. 

H: Mdi trffdng tff nhien, an ninh, an 
toan (MTA) cd quan he cung chieu vdi 
Slf hai long cua du khach. 
' /f̂ -Kha nang tie'p can thdng tin (KT) 

c6 mo'i quan he cung chieu giffa Kha 
nang tig'p can thdng tin vdi sff hai Idng 
ciia du Idiach. 

H: Chat Iffdng dich vu (CL) cd quan he 
cung chieu vdi sff hai long cua du khach. 

Ngoai ra, viec phan tich EFA cho bie'n 
phu thudc ciing dffdc thffc bien. Ke't qua 
cho tha'y, cac he sd tai nhan to' tren 0.5, 
he sd KMO = 0.799. Phffdng sai trich 
bang 68.3%. Mffc y nghia ctia kiem dinh 
Bartlett la 0.000. Do dd, cac bid'n do 
lifcfng thanh phan nay deu dffdc sff dung 
trong cac phan dch tie'p theo. 

Phan tich h^i quy 
Trffdc khi tid'n hanh phan tich hdi quy, 

nghien ctfu stf dung he sd' tffdng quan 
Pearson de Itfdng hda mtfc dp chat che 
cua mdi lien he tuye'n tinh gitfa cac bie'n. 
Ke't qua phan tich ttfdng quan Pearson 
cho tha'y, 8 nhan to', gdm: TNN, TNV, 
DV, GSP, NV, HTL, KTT, CL ti-ong md 
hinh CO md'i quan he tuye'n tinh chat che 
vfli den nhan to' stf hai long cua du khach 
(HL) d mffc y nghia 1%. 

Ket qua kie"m dinh cung cho tha'y, 
nhan to' phong dai phffdng sai VIF cbi 
dao aOng ttf 1.098 de'n 2.075 va he sd 
Durbin - Watson = 2.173, dieu nay 
chu'ng to md hinh khdng cd hien ttfdng 
da cpng tuye'n va ttf ttfdng quan. Gia 
dinh ve phan dff chuan hda dffa vao bieu 
do Histogram va Normal P-P Plot; gia 
tri tmng binh = -4.29E-15, gan bang 0 
va do lech chua'n = 0.99 gan bang 1, gia 
dinh hSn he tuye'n tinh (dung bie'u dd 
phan tan Scatter Plot). 

Ket qua ffdc Iffdng cho thS'y, cd cd 
scf de ket luan ring, cac nhan to' cd md'i 
tifcJng quan ra't chat vdi sff hai long, vdi 
h? s6'R2 = .739. Cd nghia la bid'n ddng 
ciia sff hai Idng cua du khach dffpc giai 
Ihich bdi cac nhan td trong md hinh d 
mu'c 73.9%. Gia tri F = 136.611 tffdng 
ii'ng vdi mtfc y nghTa 0% cho tha'y, md 
hinh hoi quy tuyg'n tinh nay cd the phu 
ĥ p vdi tdng th^ nghien cffu, hay ndi 
each khac cd the suy rpng cho tong the'. 

Mo hinh hoi quy dffdc the hien nhff sau: 
fit = 0.107TNV + 0.328DV + 

0.155GSP + 0.358NV + 0.153MTA + 
0.055HTL +0.139KTT + 0.2I2CL 

BANG 2: KET QUA HOl QGY 

M6hinh 

H^ng .6' 

TNV 

DV 

HTL 

GSP 

NV 

MTA 

KT 

CL 

R- hi#u chi 

Durbin - W 

Thong ke F 

Mu'c y ngh 

chtfa chuan hoa 

B 

-,304 

075 

.197 

-034 

165 

,223 

,150 

,133 

165 

Saisd'chuS'n 

150 

.022 

,017 

,017 

.029 

023 

,032 

,030 

.023 

nh== 0,739 

dtson = 2.173 

= 136.61 1 

a Sig = 000 

H#s6' 
chuan hoa 

Beta 

,107 

328 

,055 

,155 

,358 

.153 

.139 

212 

t 

-2,025 

3,451 

11.785 

1.998 

5 652 

9,648 

4.645 

4.495 

7 149 

Sig. 

.044 

-001 

.000 

,046 

,000 

.000 

000 

.000 

,000 

Da 
cOng tuyd'n 

VIF 

1 407 

1 140 

i.l04 

1.098 

2,023 

1.598 

1.405 

1,294 

KET LUAN VA HAM Y 

Ke't luan 
K6't qua hoi quy cho thay, co 8 nhan to anh hifcfng 

den SLf hai long ciia du khach Ichi den tham quan tai 
mgt s6' dia phiftJng thuoc vimg DuySn hai Nam Trung 
Bo, gom: Tai nguyen thien nhien va nhan van (TNV 
CO p = 0.107); Djch vu la (DV co p = 0.328); Gia ca san 
pham va dich vu (GSP co p = 0.155); Thai do phuc vu 
ciia nhan vien (NV co p = 0.358); Moi trudng ttt nhien, 
an ninh, an to4n (MTA co p = 0.153); Cfl sd v9t chat ha 
tang va lUu trii (HTL cd p = 0.055); Kha nang de'p can 
thong tin (KTT co P = 0.139); va Chat Itfflng dich vu 
(CL cd p = 0 212). Trong do, nhan to Thai do phuc vu 
cua nh3n vien co tac d6ng ldn nhat. 

M6t so'ham y chinh sach 
Thii nhat, ndng cao chdt luong cdsd vat chat ha tdng 

vd luu trii. Phoi hop vdi cac nganh lien quan ttong xay 
difng va thifc hien ke hoach phat tnen va nang cap he 
thdng cd sd viit chat ha tang, dac bi$t la mang liffli 
giao thdng phuc vu phat trien du lich. Cd ke hoach 
xay dung cac tuyen duflng du hch ket hdp vdi cac tram 
difng chan an ud'ng; ban cac san pham lUu ni6m dpc 
theo cac tuye'n difdng vdi khoang each hflp ly gjifa cac 
dja phu'dng trong Vung. Ben canh dd, cung can phai 
quy hoach cac quay luu niem va canh quan ben difSng 
mpt each tham my, ma khdng pha vd canh quan chung 
cua cac khu di tich. 

Thii hai, phdt triin cdc sdm phdm dich vu. Nen phat 
trien md hmh chp dem nham cung cap va quang ba 
nhffng san pham va cac mdn an dac triing cua vung 
Duyen hai Nam Trung Bd, vfli nhieu hoat dong mua 
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ban, vui chdi giai tri sinh ddng de tao dffdc net dac 
trffng cho khu chd dem. Phan bd lai cho hdp ly cac 
diem kinh doanh tren cac tuye'n phd', quy dinh cac 
tuye'n phd' nao, vdi nhffng mat hang kinh doanh nao. 
Dong thdi, dffa ra nhffng quy dinh nghiem ngat trong 
vide trffng bay cac san pham cua cae hd kinh doanh, 
khdng lam che md cac di tich, khdng lam ehe khua't 
nhffng cdng trinh kie'n true. Ngoai ra, can khuye'n khich 
va tao dieu kien thuan ldi cho cdng dong dan cff tai dia 
phffdng tham gia phat trien cd sd vat cha't ha tang phuc 
vu phat trien du lich cua dia phffdng. 

Thff ba, ndng cao thdi do phue vu cua nhdn viin. 
Tie'p tuc phat huy vai trd ke't nd'i giffa nhan vien du lich 
vdi du khach trong vide tao nen hinh anh diem de'n tich 
cffc thdng qua sff chuyen nghiep, nhidt tinh cua ngffdi 
phuc vu. 

Thff tu, ve moi trudng tu nhiin, an ninh, an todn. 
Ke't qua phan tich tren cho tha'y rang, mdi trffdng tff 
nhien, mdi trffdng an toan cua diem tham quan cd anh 
hffdng va phan anh tffpng dd'i tdt de'n sff hai ldng cuadu 
khdch. Nd tac ddng thuan chieu, nghia la mdi trffdng tff 
nhien, mdi trffdng an ninh, an toan cang td't, thi sff hai 
ldng cua du khach cang cao. Do vSy, can tang cffdng 
hdn nffa cac bien phap de giff vffng an ninh trat tff trong 
cac khu du lich, cac diem tham quan de kip thdi ngan 
chan dnh trang mdc tui, trdm cap, cffdp giat tai san cua 
du khach khi Iffdng khach de'n qua ddng due vao ttfng 
thdi diem du lieh. De' xff ly vd'n de rac thai de giam d 
nhiim trong cac khu du lich, thi ben canh viec tang 

ctfdng cdng tac thanh tra. kiem tra, giam 
sat cac td chtfc, ca nban trong viec chS'p 
hanh eac quy dinh cua phap luSt vd bao 
ve mdi trffdng, thi nhieu bien phap che 
tai cung dffdc thffc hien. 

Thff ndm, ve ndng cao chdt luong dich 
vu. Ldng tin cua khach hang la nhan td 
quan trpng nha't trong sff thanh bai cua 
cac cdng ty, klidch san, nha hang. Vi vay, 
can tap trung chu trpng xff ly cac thac 
mac, cac khie'u nai cua khaeh hang, xtf 
Iy phu hdp lam hai long de khaeh hang 
cd mong mud'n quay lai stf dung tiep 
dich vu, Ngoai ra, cac cd quan hffu quan 
can thanh lap ddi kiem tra thi trffdng de 
tie'n hanh kiem soat ve sinh an toan thffc 
pha'm thffc pham, gia ca cua cac cd sd 
kinh doanh an ud'ng, nghi ngdi, giai tri 
thffdng xuydn nha't vao dip Id hpi. 

Thff sdu, vi ddy mgnh khd ndng thong 
tin cho du khdch. Tang cffdng nhieu hinh 
thffc cung ca'p thdng tin du lich da dang 
wk thuan ldi. Can thay mdi he thdng cac 
bang thdng tin cu trffdc day. Ddng thdi, 
nen bd sung them nhieu bang chi dSn 
kem theo nhffng thdng tin Hen quan dd'n 
npi dung bang chi dan, de khach du lich 
cd the de dang hdn trong viec tie'p can 
thdng t in . • 
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