Cic nhan t6 anh huéng dén

sy hai long cta du khach noi dia
khi dén mdt sd dia phuong

thugc vung Duyén hai Nam Trung B

NGUYEN CONG DE

Tém 1t

Nghién citu sit dung phitong phdp phén tich dinh lugng nhém tim ra cdc nhén 16 dnh hitong su
hai long ciia du khdch ndi dia khi dén tham quan tai mét 56 diém du lich ving Duyén hdi Nam
Trung B6. Két qud nghlen cttu cho thdy, ¢6 8 nhan 18, goém: Tai nguven thién nhién va nhan
van; Dich vu; Gid sén phﬁm va dich vu; Nhdn vién; Moi truomg; Co sé vdt chdt ha ldug va
I trii; Khd ning nep cin lhong tin; va Chit lugng dnh huang dén su har long clia dn khdch.
Nghién citu cing dé xudt mgt s6 ham ¥ 461 vdi cdc chii thé lién quan trong vigc tang cuong,
ndng cao hogt déng du lich, nhiim ddp iing su hai long cia du khdch.

TV khéa: su hai long, du khich néi dia, diém du lich, Duyén hdi Nam Trung B$

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 1o strengthen and improve fourism activinies in order to meet

visitors’ satisfaction.

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

GIfI THIEU

Ving Duyén hai Nam Trung Bb di
ditge B Viin héa - Thé thao va Du lich
phé duy&t Quy hoach t8ng thé phit trién
du lich dén nim 2020, tim nhin dé&n ndm
2030 tai Quyét dinh s8 2350/QP-TTg,
ngay 24/12/2014 bao gém TP. Pa Ning
Va7 tinh: Quing Nam, Quang Ngii, Binh
Dinh, Phii Yén, Khanh Hoa, Ninh Thuin
va Binh Thugn. Theo dinh huéng va quy
hoach phét (ién du lich d€n ndm 2020,
lﬁm nhin dén nam 2030, Viing s& phit
wién ddng thesi du lich bidn - déo, du lich
vin héa va du lich sinh théi, trong d6 18y
du tich bién - dao 1am mii nhon, du lich
vin héa 1am nén tang; k&t hop chit ché
gilfa phét trién du lich véi bdo dam qudc

-_
Van phéng UBND tinh Binh Dynh

phbng an ninh v bdo v& mdi truding; ting cudng Lén
két phit mén du lich giira cdc dia phuong trong Ving aé
phat huy t5i da tiém niing, th& manh du lich chung toan
Ving. Tuy nhién, du lich ving Duyen hai Nam Trung
Bo phiit trién chua tong xtng véi tiém nang. the manh
vén c6, con manh min, thi€u tim nhin t6ng thé; ha Iang
du lich con nhiéu mit chua dbng bé; lién k&t phat trién
du lich toan Ving con y&u, khong 8 &n dinh; 12i nguyén du
lich chua dudc khai thic hop Iy; cd s& vat chat ha ting
con thi€u ddng bd; chat lugng dich vu cbn han ché..

Chfnh vi vay, nghién cdu nay c6 muc tiéu xdc dinh
va lugng héa cdc nhén t8 4nh hudng dén sy hai long
cGa du khdch né1 dja khi d€n tham quan tai mdt 56
diém du lich vung Duyén hdi Nam Trung B. T d6,
d& xu#t mot s ham y chinh sdch nhim ning cao mic
@6 hai long cda du khach khi dén lham quan tat mat s&
diém du lich Ving, hudng dén mét pén kinh € du lich
bén vilng.

Nedy nhn bai: 03/04/2020; Ngay phan bign 18/04/2020: Ngéry duyét dang: 23/04/2020
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BANG 1: KET QUA PHAN TiCH HE S6 CRONBACH'S ALPHA

STT Cic khdi nigm Cronbach’s Alpha
1 |Tainguyén thién nhién 869
2 [Vin héa, heh sif v nghé thudr -880
3 [Dichvu 931
4 |Cosd vit chii ha ting 898
5 |Cdso v trd 866
6 |Gid ca cdc sin phim va dich vu 876
7 |Th4i dé nhin vién 857
8  |Mé&itrusng 1w nhién, an ninh, an toan 894
9 |Khd ning u&p cdn thong tin 827
10 |Chat Ivdng dich vy 941
11 |Su hajlong R44

CO SO LY THUYET VA PHUONG PHAP
NGHIEN CUU

Pizam, Neumann va Reichel (1978) di dinh nghia,
sit hai 1ong cda khdch du lich ta k&t qué cia phép so
sdnh giira “cdm nhén va nhitng k¥ vong vé diém dén
clia khéch du lich”. Con Pearce (1980) cho ring, si hin
long cda khach du lich chiu dnh hudng bdi quan diém
ctia khdch du lich trude v sau chuyén di.

Parasuraman, Zeithaml vi Berry (1994) cho rang,
t6ng thé hai long cha khich hanu 6 thé lién quan dén
dénh gid cda ho khang chi vé& chat lugng dich vu (\'1
du: lich sy, sw ddp dng...), mi con 13 dic wung cda san
phqm (vi du: kich lhudc cha phong khéch san...) va gid
cd. Trong moL xu huéng tugng Wi, Sweeney va Soutar
(2001) cho ring. swhii lbng 6 thé by dnh hudng bdi cic
chal luong dich vy v gidi ri. Didu nay 6 thé dac bigt
quan trong trong trudng hop cdc diém du lich, ndi ma
céic chi phf tham vié’ng duge bigt Ja ¢6 sy khic biét 5 rét.

Nhu viy, sy hai lono ctia khich du lich 13 mé1 khéi
niém da ciéu conh va thdm chi con phifc tap hon kh
tap trung vio mét di€m dén hon 1a méu dich vu riéng
biéL. Trong truding hap cdc diém dén, sif hai Iong duge
dénh gid bing cich xem xét den cdc khia canh cd nhan
trdi qua trong k¥ nghi, bao gdm cdc dich vu vi cic
phudnu 1ién sif dung. Bang cdch ndy, cd vige do lutsing
18ng thé sif hai 10ng va sy ddnh gid phdng doin vé céc
khia canh tao sy hai long cia k¥ nghi ¢ lhe dat dugc.

Dua trén md hinh SERVPERF va mjt s& cdc nghién
citu thite nghiém trén th 6i va Viét Nam, nhu: Luu
Thanh Bifc Hai va Nguyén Hang Giang (2011). Dinh
Cong Thanh va cdng su (2011)... Ke mna cic nghién
cuu trudc, nghién ctu nay d& xuit mé hinh céc nhan
16 dnh hudng dén sy har ]onn ctia du khich n6i dia khi
dén tham quan tai mql 6 d)em du lich vding Duyén hai
Nam Trung Bé. gém: (1) Tai nguyén thién nhién; ( 2)
Y&u 6 vin hoa. lich st va nghe thudt: (3) Dich vy; (4)
Cd s8 vt chit ha ting: (5) Cosd lww ird. (6) Gid cd céc
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s&n pham v dich vu; (7) Nhan vién; (8)
Mai trugng: w nhién. an ninh, an toan;
(9) Kha nang tiép cin thong tin; (10)
Cha't lugng dich vu. Tit ca cdc quan sdt
déu st dung thang do Likert 5 midc dq w
] - Rt khong déng ¥ dén 5 - Rt déngy.

Dit lidu dude diéu oa khdo sit du
khich Viét Nam tr dau thing 02 dén
cudi (héna 06/2019 1ai 4 dia phudng trong
Ving, gom Pa Ning; Qudng Nam; Binh
Binh va Binh Thudn. Tdng 56 ngudi dude
khdo s4t 12 385 ngudi, trong d6, 274 ngudi
12 nam chi€m 71,2%: | 11 ngudi nit chi€m
28,8%. Dyt liéu dudc x{ 1y trén phdn mém
SPSS 20 (Bai viét sit dung cdch viér s¢
thdp phén theo chudn quéc 1€).

KET QUA NGHIEN CUU

Kiém dmll Cronbacl’s Alpha

K&t qui phan tich Cronbach’s Alpha
(Bang 1) cho thdy, cic bi€n déu c6 hé
56 tin cdy 16n hdn 0.6. Vi vy, tit ¢ cic
nhén 1§ va cdc bign déu ddp g duge
a4 tin cﬁy va dudc dua vao phan tich cdc
nhén 18 khim phd (EFA).

Phan tich EFA

K&1 qué phan tich nhan t§ c6 hé s8 KMO
1a 0.827 (dat yéu ciu > 0.5), th€ hién sy
thich hop ctia phén tich nhan t3, kiém dinh
Bartlett dat y nghia théng k& (Sig. < 0.05).

K&t qud cho thdy, 10 nhin 8 ban dau
dugc trich thanh 8 nhém nhan 18. Trong
d6, céc nhan 81, 4, 5, 6, 7. 8 dudc gir
nguyén. Nhan 18 Ta1 nguyén thién nhién
va Viin h6a, lich st nghé thuat dugce gdp
thanh 1 nhﬁn 18, dat (&n nhan 18 méi la
Tai nguyén lhlen nhién va nhin van.
Nhan 18 Co sd vat chit ha tdng va Luu
Ini gOp thinh 1 phan 18, dit tén nhan
mdi 13 Ha tdng va Ivu trd. Sau dé chay
lai Cronbach's Alpha cho tha'y, 8 nhan 18
nay déu dat yéu cu. Nhu vay, cdc bién
quan st dde it trich vao céc nhan (§
ndy st dugc sif dung phén tich héi quy.

Gid thuy€éi dlfdc xdy ding lai sau khi
chay EFA. nhy sau:

H . Tai nDu)’cn thién nhién va nhan
vén (T\JV) 6 mdi quan hé cing chidu
vdi sut hii Ionu cua du khich.

H,:Ha ting v hwu 1o (HTL) ¢6 méi
quan hé ciing chidn v su hai long cia
du khédch.

HeDich vu (DV) c6 65
cdng chléu VvGi sy hiy lnn” clia d?lu:;érhe

H Gid cd cdc sin
(GSP) ¢6 moi quan hé ¢
hatlong cia du khich




He Théi d6 phuc vy cia nhan vién
(NV) c6 mdi quan hé cing chiéu véi sy
hai long cda du khdch.

H; M&i (rgng w nhién, an ninh, an
10dn (MTA) c6 quan hé cdng chifu véi
sir hai long cia du kthh

Kh5 ndng 1Ep can lhong tin (KT)
6 mm Qquan hé ciing chiéu gita Khi
n{mg 1i€p cin théng tio v6i sy hai long
ctia du khéch.

Hy Chil ludng dich vu (CL) céquan hé
cling CthU vii st hai long cha du khich.

Ngoaira, viéc phan tich EFA cho bién
phu thube cling dugc thyc hién, K&l qua
cho thy, cée hé s& 11 nhan 16 trén 0.5,
hé s KMO = 0.799. Phuang sai trich
bing 68.3%. Mic § nghia cia kiém dinh
Bartlett 12 0.000. Do d6, cdc bi€n do
I¢dng thanh phén nJy aéu dugc sif dung
irong c4c phan dich ti€p theo.

Phan tich hdi quy

Trudc khi ti€n hanh phan tich héi quy,
aghién ctu st dung hé s6 tuang quan
Pearson 48 lugng héa mic do chit che
clia méi lign hé wyén tinh gilta cdc bi€n.
Két qud phan tich tudng quan Pearson
cho thay, 8 nhan t8, gdm: TNN, TNV,
DV, GSP, NV, HTL, KTT, CL trong mé
hinh ¢6 m&i quan hé twyén tinh chit ch&
vdi 0€n nhin t& sy hai long cba du khdch
(HL) & mife ¥ nghia 1%.

Két qué ki€m dinh cing cho thdy,
nhan 18 phéng dai phuong sai VIF chi

dao dong tir 1.098 d&n 2.075 v hé s&

Durbin - Watson = 2.173, diéu nay
chitng 16 md hinh khéng c6 hién wigng
da chng wyé€n vd wr wong quan. Gid
dinh vé phn dur chuin héa dya vao biéu
do Histogram va Normal P-P Plot: gid
Uij trung binh = -4.29E-15, gdn biing 0
Vi d6 1éch chudn = 0.99 gdn bing |, gid
dinh hén hé tuyén tinh (ding bicu
phén tdn Scatter Plot).

Ké& qua uée lugng cho lhay, ¢6 cg
sd dé két lun ring, cde nhdn 16 c6 mGi
tudng quan rét chit vdi sy hai long véi
hé 56 R = .739. C6 nghia la bién aong
cla s hai long cda du khdch duge blal
thich bi cdc nhan 18 trong md hinh &
mie 73.9%. Gid i F = 136.611 tudng
dng v6i mitc y nghia 0% cho (hﬁy, md
hoh hdi quy [uyen tinh niy c¢6 thé phi
hop vdi 16ng 1hé nghién ciu, _hay n6i
cich khic c6 thé suy rong cho (3ng thé.

M hinh hi quy dutgic the hién nhu sau:

HL = 0.J07TNV + 0.328DV +
0.I55GSP + 0.358NV + 0.1S3MTA +
0.0SSHTL +0.139KTT + 0.212CL

BANG 2: KET QuA HbI Quy

He 5§ Hé 56 Pa
Mo bonh | cMfachuinhéa | chudnhéa | Sig. | ¢0ng tuyén

B |Sals§chuin| Beta VIF

Hiing s [ -.304 150 -2.025| .044

TNV 075 .022] .107) 3.451( .001 1407
DV 197 017 328| 11.785| .000 I 140
HTL 034 017 055  1.098( .046 1,104
GSP 165 029 155 5652| .000 1.098
NV 223 023] 358 9.648| .000 2023
MTA 150 032 .153]  4.645| 000 1.598
KT 133 .030! 139 4.495( .000 1.405!
CL 165 023 212 7149| .000, 1.294

R* biéu chinh = 0.739

Durbin - Watson = 2.173
Thong ké F= 136.611
Mic ¢ nghia Sig = 000

Nguon Tinh toan ciis Lic qa
KET LUAN VA HAM ¥

K&t luan

K&t qud hdi quy cho thdy, cé 8 nhan t§ 4nh hudng
d&n sif hai 1ong cda du khdch khi dén tham quan tai
mot s8 dia phuong thude viing Duyén hdi Nam Trung
B, gbm: Tai nguyén thién nhién vi nhan van (TNV
¢6 B =0.107); Dich vu la (DV c6 B =0.328), Gia ci sin
ph5m vi dich vu (GSP ¢6 $ = 0.155); Thar d§ phuc vy
ctia nhin vién (NV c6 B = 0.358): M&i trudng e nhién,
an ninh, an toan (MTA ¢6 B=0.153); Ca s8 vit chnl ha
lano va luu tri (HTL ¢6 B = 0.055): Kha ning 11€p can
thong tin (KTT ¢6 B = 0.139); va Chat lugng dich vu
(CL c6 B =0212). Trong d6, nhian t& Thai d6 phuc vu
cia nhan vién ¢6 tac dong 16n nhat.

Mat 58 ham y chinh sich

Thit nhét, :mng cao chdt litgng ca s6 var chat ha tdng
vér fuw 1rdi. PhE1L hgp véi cde ngdnh lién quan rong xdy
dyng v thyc hién k& hoach phit tnén vi nang cap hé
théng co s§ vit chit ha mng dac biét 1a mang lu6i
giao théng phuc vu phit trién du lich. C6 ké hoach
x4y dung cdc luyen dudng du lich két hgp vdi cde tram
dimg chén in ubng; bdn cic sdn phim heu niém doc
theo cic tuy&n duding v6i khodng cdch hap 1y gitra cde
dia phuong trong Vong. Bén canh d6, ciing can phai
quy hoach cic qudy Juu niém va ciinh quan bén dudng
mol c4ch thim m§, ma khéng phi v8 cdnh quan chung
clia c4c khu di tich.

T/n( hai, phdt 1vién cdc sém phdn [/If.‘h vu. Nén phadt
1i€n mé hinh chg dém nhiim cung cip va qudnc b4
nhifng san phim va cdc mén in dac trung ctia ving
Duyén hdi Nam Trung Bé&, vdy nhiéu hoat déng mua
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bdn, vui choi gidi uri sinh dong d€ tao duoc nét dic
trung cho khu chg dém. Phin 1S lai cho hgp ly cdc
diém kinh doanh trén cdc tuyén phd. quy dinh cdc
{uy&n phd ndo, véi nhimg mit hing kinh doanh nao.
Pong thi. dua ra rhitng quy dinh nghiém ngat trong
viée trung bay cde sin phdm cla c4c ho kinh doanh,
khéng 1am che md cdc di tich, khong 1am che khudt
nhitng cong trinh ki€n trie. Ngoai ra, can khuyén khich
va tao didu kién thudn lgi cho céng déng din cu 1ai dia
phung tham gia phét trién co s8 vit chat ha ting phuc
vu phat rién du lich cia dja phuong,

Thit ba, ndng cao thdi do phuc vu cia nhan vién.
Ti&p e phat huy vai trd k&t ndi giifa nhdn vién du lich
véi du khéch trong viéc tao nén hinh 4nh diém dén tich
cuc théng qua sy chuyén nghiép, nhiét tinh cia nguth
phuc vu.

Thit 14, vé méi ruong ty nhién, an nink, an toan.
K&t qud phan tich trén cho thdy riing, méi trudng
nhién, mdi trtdng an toan cda di€ém tham quan ¢6 4nh
hudng va phin 4nh twong d6i t6t dén s hdi long cda du
khéch. N6 tac dong thudn chiéu, nghia 12 moi rudng ty
nhién, méi (rudng an ninh, an toan cing 81, thi sy hai
long clia du khédch cing cao. Do vy, cdn ting cudng
han nita cic bién phip d€ giiy viing an ninh trit o trong
céc khu du lich, c4c diém tham quan d€ kip thdi ngin
chan tinh trang méc i, rém cap, cudp gidt tai sdn cia
du khich khi lugng khich dén qué dong diic vio tiing
thoi diém du lich. BE xir 1y v&n dé réc thii d€ gidm &
nhiém trong cdc khu du lich, thl bé&n canh viéc ting

TAILIEU THAMKHAO ___

cudng cong tdc thanh tra Kiém ua, S“i[“
s41 cdc 18 chifc. ¢4 nhan trong viéc chip
hanh céc quy dinh cia phip ludt vé bo
vé& méi wudng, thi nhiéu bién phdp ché
tai ciing dugc thuc hién.

Thit ndim, vé ndng cao chdt litgng dich
vy, Long tin cia khdch hang la nhan 16
quan trong nhat trong s thinh bai cia
céc cong ty, khich san, nha hing. V1 vy,
cin tip trung chd trong XU 1y cdc thic
mic, cdc khi€u nai cda khach hang, x{
Iy phi hop 1am hai long d& khach hiang
c6 mong muén quay lai s dung ti€p
dich vu. Ngodi ra, cdc co quan hifu quan
cAn thanh l4p doi kiém tra thi trudng dé
1i&€n hanh kiém so4t vé sinh an toan thitc
phdm thie phm, gid cd cla cic cd s§
kinh doanh in udng, nghi ngoi, giai tri
thudng xuyén nhit vio dip 1€ hoi.

Thit sdu, vé A8y manh kha néing théng
tin cho du khdch. Ting cudng nhidu hinh
thire cung c4p théng tn du lich da dang
vi thudn 1¢i. Cin thay mdi hé théng céc
bing théng tin cil trude day. Déng thdi,
nén bé sung thém nhiéu bing chi din
kém theo nhimg thong tin lién quan dén
ndi dung bang chi din, d€ khdch du lich
c6 thé dé dang hon trong viéc ti€p cin
thong tin.d
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