Cac nhan td anh huéng dén
quyét dinh chon cong ty lit hanh
clia khach hang tai TP. Nha Trang

PHAN TH) cdcC”

Tém tit

Nhéim xdc djnh cdc nhan 16 Gnh hudng dén quyét dmh chon cong ry 12 hanh cia du khdch tai
TP. Nha Trang. nghién citu dityc tdc i thuc hién bdng cdch phdng vin 320 du khach. dong
thon, ap dlmg cdc phitong phdp phan tich théng ké mé 1d va kiém dinh Cronbach s Alpha, phén
tich nhdn (6" khdm phd (EFA). Két qué phén tich cho thdy, cdc nhém nhén 16 éinh hudng dén
quyét d[nh chon céng ry iz hanh ciia du khdch tai TP. Nha Trang la: S:(dup m:‘, " “"Nang e
phuc vu”; "Sitan toan”. Trong do," Cong l\ cung clip day dii lich trinh ciia tour”: “Trang phuc
nhan vién gon gang, sach dep, thdm my"; "Dich vu dn uéng an toan va mang tinh déc trung”
la cdc nhin 16 duge du khdich ddc biét quan 1am.

Tit khéa: quyét dinh, nhu cdu du lich, céng ry li2 hanh, du khdich, TP. Nha Trang

Summary

To discover determinants of decision to choose a travel company of tourists in Nha Trang city,
the author conducts interviews with 320 visitors. By descriptive statistics, Cronbach’s Alpha's
test, and exploratory factor analysis (EFA). the study points out some groups of influential
Sactors such as “Responsiveness”; * Competence”: “Saferv”. In particular, “The company
provides (rip detail"; “Employee’s attire are neat, clean, beautiful and aesthetic™; "Unique
and safe dining” are the extremely interesting factors to tourists.

Keywords: decisions, travel needs. ivavel company, tourists, Nha Trang ciry

GIOI THIEU

Clng v8i su phat lrién clia kinh &
kéo theo thu nhap va d& sdng cda ngutt
dan ngdy cing dugc cdi thién. erc song
ngdy cing (ang, thi nhing nhu ciu vé
vui choi, glﬁl tri, nghi dudng, du lich...
cling ng.’ay cang (rd nén thi€l y&€u. Thuc
1€ cho lhéy céc cong ty dv lich da chu
dong ddu w khdo sét va cung cip nhiéu
loai hinh du lich v4i cdc “g6i” lva chon
phong phd, phuc vu thi hi€u da dang
ciia khach hang, nhiim khai thic (3i da
nhu cdu cda khdch hang. Tuy nhién,
hi€n nay, khdch hang dang gip khé
khin hon trong viéc quyét dinh lya chon
céc cong ty lir hanh. Do d6, nghién citu
nhim xédc dinh cdc nhin t8 anh hudng
d&n quy€t dinh lya chon céng ty I hianh
cda du khédch tai TP. Nha Trang la can
thi€t. Nghién ciu gép phan lam cd s&
khoa hoc & x4y dung chi&n luge thu huit

khdch hang, ndng cao kha niang dép ing nhu ciu cia
khdch hang ngay cang 16t hon.

CO_SG LY THUYET VA PHUONG PHAP
NGHIEN CUU

C0 s6 ly thuy&t

Khi nghién ciu ly (huyc’( vé hanh vi lva chon sin
pham/dwh vy, Kotler, P.. va Ke[ler K. L. (2006) va
Parasuraman vi cong sy’ (1991) choring, c6 5 nhints anh
hudng d&n suhdilong cda khich hang, d61a: (1)Botinciy
(Reliability). (2) Mic d6 dip ing (Responsiveness), (3)
Su dam bdo (Assurance): (4) Sy cdm thong (Empathy):
(5) Phuong tién hini hinh (Tangible).

Nghién cifu cia Mohammad Haghlgh va cong sy
("0!2) dd chimg minh sy phit hgp ve gid ca. chil lvong
san phim tic déng tich cuc dén muc d6 hai long cha
khdch hang va su tin wdng ciia khéch hang, wrdo nﬁng
cao long trung (lmnhcm khich hang.

Cing quan diém. Ryan Mingwan Leong vi cong
sy (2012) cunu cho lha\' s hai long cla khach hang
dnh hudng rat 16n dén [dng trung thanh. Dong thdi. cde

*Trudng Bai hoc Cang nghiép thyc pham TP. H6 Chi Minh
Ngdy nhan bai: 16/6/2020: Ngay phdn bign: 09/7/2020 ; Neay duyét ding: 16/7/2020
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BANG 1: DIEN GIAI CAC BIEN COA MO HINH NGHIEN Clld vy: Khd nang xif ly tinh huong cud nhan

ﬂM$m vién hay Hinh dnh cta doanh nghicp-
| X3 |Tmé k& rour déc déo. hip din, mdr la 1 =5 Trén cd s§ luge khdo cic cong trinh
X2 __ {Cong ty luén bio dim iy hién ding hgp dsng =5 nghién et trude do. mo hinh nehién
|—Xa___|Congty cung cip ddy di Tich trinh cuia tour 1 —5 citu xdc dinh cdc nhin 1© inh hudng ¢&n
X4 |Conp ty thc hién theo diing lich trinh tour 1=5 quyél dinh lua chon cong ty 1 hanh cGa
Xs _|Théng tn lich innh c6 thé tiép can dé ding 1—5 dukhdch tai TP. Nha Trang dugc thiét
X |Cong 1y pidi thich ddy di chc thi ruc. hd sd cin thidt 15 tap nhu sau:
X7 _[Nhing khiéu nai, phan nan dugc xi 1y va khac phuc L. s oD =pX,+BX, +ﬂ,X+/f/Y,+ﬁJ(5
Xg _|Cong ty co doi ngi nhin vién chuyén nghiép —5 + X, + ﬂx + BX o+ BX + BiXo+
Xg__|Bai ngii nhan vién phue v lich su va luon ton wong khdch hang| 1 —5 | §,X, + 5,X,,+ B, Xt BX .+ B, Xy
Xjq |Khd ning xif ly céc tinh hugng bit ngds cia nhin vién [ Trong d6: [3 Tmno s0 ha\' hé s6 nhan
X1 [Nhin vién. hung din vién quan tim dén ting khéch hing T=5| X nhan S the i
X Trang phuc nhan vién gon ging, sach dep. thim my 15 Dién gidicac bién cia mé hinh nghién
X i Phudng nén vin chuyén an 10an. hién dai, sach sé 1—5 cifu nhyr & Bang 1.
’__XLL N lyu 1ni ddm béo an toan. an ninh, 1ién nghi 15 Phudng phap nghién ciu
Dich vu &n udng an toan vA ¢b tinh dic tnfng 1—5 Pé thye hién nghién citu, téc gid da
Naguon Nghien cuu cus te g st dung phuong phap chon maiu ngau
nhién phan Ling dé phéng van myc ti€p
BANG 2: THONG TIN VE DOI TUGNG NGHIEN cdiu 320 du khich 1ai 5 phuting (gdm: phudng
Cfic thdng tin R S8 miu Ty 18 (%) Van Thanh, phutsng Van Théng. phudng
1. Gidi tinh Loc Tho. phuding Vinh Héi. phuding Vinh
Nam 0% 31.75]  Hoa) thude TP. Nha Trang. K&t qud c6 1t
. 212 06.25|  cd 320 phi€u déu hop 1@ duge dua vao sif
2Dy tubi dung wong nghién cdu. Thdi gian khio sat
TU 25 1u6i trd xugng 94 29.37) (i ngay 30/9/2019 dén ngdy 30/12/2019.
Ti 26 dén 34 s 167 52,19 Nghién ctfu dudc ti€n hanh thong qua
T 35 1061 1rd Ién 59 18,34 . - i
3 Trinh db hoc vin 3_bUC{c, nhu sau: Buqc 1: Nghién ct{u
—'L—q—] 3 0625 dinh tinh bﬁng_ c{lch xidy dung phit trién
25 7.8125] hé¢ thong khdi niém/thang do, cdc bién
28 875 quan sdt va hiéu chinh bién quan s4t pha
22 6.875| hdp vdi thuc 1&: Budc 2: Nghién ciu dinh
Cao diing 81 253125 ludng. s dyng hé 8 tin cdy Cronbach’s
Dai h 108 3375 Alpha d& ki€ém dinh mic do chit ché ma
Sau dai hoc 43 1343750 cdc muc héi trong thang do wadng quan
|4. Tinh trang h6n nhan gy vi nhau; Budc 3: Phan tich EFA dudc si
@?C thén 102 31.875 dung d€ xdc dinh cdc nhan 16 nh hudng
Lap gia dinh chifa con 75 234375 aén qu &1 dinh | h \& hanh
Lip gin dinh 6 con nho 56 175 yel dinh Iva chon cong 1y ) han
[Lsp gia dinh c6 con irudng thinh 87 37875 Cua du khich. day Ja phudng phap phén
5. Ngh€ nghicp tich hléu qua trong viée tim ra c4c nhém
Lam nong nghiép 12 375 nhan g anh hudng dén muc tiéu nghién
Kinh doanh dich vu 24 05! citu, déng 1hdi, xdc dinh 1am quan trong
Buon bdn 33 71875 ctia ting nhin 13 trong nhém nhin (5.
Hoc sinh/Sinh vién 3 9,375
n van phong o e KET QUA NGHIEN CUU
i 19 Thang ti & i
28 s Ihong tin chung vé d3i tugog
6. Thu nhjp nghién ciu
T 3.5 trndu 1d xuong 15.625 Théng tin vé déi wgng nghién ciu duge
Trén 3.5 6.0 tnéu/thing 12.1875 (he hién qua cdc téu chi vé gidi tinh, 4o
Tren 6.0 d¢n 10 méusthing 15.625]  tudi. inh 4§ vin héa. tinh ra

1S tn¢u/thing 40/  dia bin cu i, nghe nghiép. Ciic
i 16.25)  chi tiét duoc thé hién rong Bing

A 3k - L3 Kel qua khio sat @ Bdng 3 cho lhay
dd wéi cua déi wgng nghién civ rit da

nghién ciu ciia Susan Fournier (1998)va Swaminathan  dang, nhung chd yéu 1 dé wa) 1ir 26 gén
v cang sy (1999) dd chi ra cde nhin 16 dnh hudng dén 34 (chiém 52.19% ). Phan Jan 405 ndng
it Iifa chon dich vu cia khiich hing 1i Khi nang phuc  nghién ctfu ¢6 trinh d6 hac vi;

i déi
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cao, ddng chd ¥ 12 trinh d¢ dai hoc chi€m BANG 3: DANH GIA PO TIN CAY CUA THANG DO

33,75% va sau dai hoc chi€m 13,4375%.  [Nhan Trung binh thang [Phadng sal thang| Hé s6 twong | He s Cronbach’s
K&t qua khéo sit con cho thay, nhom 18| do néu loai bi€n | do n&u loai bién | quan bi€n-tong |Alpha néu loai bién
d3i tegng 8 tinh trang doc than chiém da ;EL 22 :’li 73451 0.569 0,903
$6(31,875%), trong khi nhém Idp gia dinh X3 5’7.64—|L H ;’32 b0
c6 con nhé chigm 1y 1¢ thip nhat (17.5%). X4 57.105 0.794
Nghé nghiép ciia d6i twiong nghign citu X5 56,973 0,689]
ciing khd da dang, bao gdm nhi€u nhém X6 57.805 0713
nghé khdc nhau, cy thé: lam nong nghiép, ;(; 2; ‘7‘2% 823:
kinh doanh dich vu, budn bén, hoc sinh/ [ X9 58902 0.754
sinh vién, nhan vién vin phong, cdn bd/ | X10 56,960 0,769
cong nhan vién chifc, c4n bd/cong nhan §:l »:g %22 0,649
vién chic da vé huu va cic nhém nghé X13 35673 g:i?
khéc. Trong d6, nhém cén bd/céng nhan  [X(4 57.965 0.689)
vién chifc chi€m ty 1€ cao nhat 33,75%. X15 58573 0,682

Bén canh d6, dua theo s& liéu khio
s&t, nhom thu nhap chi€m ty & cao nhat
12 trén 10 dén 15 triéu chi€m 40%, k&
dén 12 nhém khdch hing ¢6 thu nhap
twén 15 triéu chi€m 16,25%, con nhém
thu nhép trén 3,5 triéu dé€n 6 triéu chiém
ty 16 thip nhat 12 12,1875%.

Hinh thite d3t tour du lich

Theo két qui khio sdt, ¢6 ba hinh
thite dat tour phd bi€n cia du khich tai
TP. Nha Trang, d6 14: théng qua internet,
théng qua dién thoai va ty im dé&n cdng
ty du lich. Hinh thic ty tim dén céng ty
du lich a3t tour dude du khdch lua chon
nhiéu nhét (chi€m ty 1& 75.3%). Diéu
ndy ciing d& hi€u, vi khi d€n dit tour 1ai
cdng ty lit hanh, ngoai viéc ndm ré dudc
lich rinh, 1rao d8i v6i céng ty vé phuong
Lhifc thanh todn..., khach du lich con duge
cong ty ur van vé nhimg thii e, hé sd.
gidy (8 can thi€t mang theo khi di dv lich,
ciing nhu mjt s6 didu hn § A€ chudn bi
cho chuyén di. nén hdu hél ddi tugng
nghién citu lua chon hinh thirc nay.

Miic @9 yéu thich cdc chuong trinh
khuy&n mai

D&i v6i chc chuong trinh khuyén
mii, k€t qua khio sdt cho thiy, hiu hét
d8) wgng nghién cdu yéu thich hinh
thic khuy&n mai gidm gid tour du lich
(62,7%), k& d&n 11 hinh thic ting kém
cde dich vu tai ndi nghi (54,8%). Ho cho
ring. day 13 nhimg hinh thic thiét thuc,
phil hap véi hoan cdnh di du lich va gidm
chi phi. Hinh thiic 4p dung gid tour dic
biét cho tré em khi di chung véi gia dinh
cing duge quan tam. Mic du, hinh thic
tang nén, ba 16, qua luu niém ciing dugc
nhi€u sy lyia chon. nhung mot s& déi (wrong
nghién cu cho riing. hinh thic nay khong
thiét thyc, vi mét 6 tang pham ho khéng
st dung dugc holic khéng phit hop véi sé
thich ¢4 nhan.

Econony and Forecast Rev

Té4c djng cla cac nhin t6 Anh hudng d&n quy&'t
dinh chon cdng ty Iit hanh

Kiém dinh dp tin cdy thang do Cronbach’s Alpha

Dé xdc dinh cdc nhan t8 4nh hudng d&n quyét dinh
lva chon cong ty 1t hanh cda du khdch tai TP. Nha
Trang, tic gla st dung phan mém SPSS 20.0 d€ hd trg
kiém dinh vi phan tich m6 hinh. K&t qué ki€ém dinh do
tin cdy thang do Cronbach’s Alpha & Bdng 3 cho thdy,
hé 56 Cronbach’s Alpha niim trong khoing ¥ 0,8 dén
1,0 ching (3 thang do ludng t&t. Xét hé s8 tudng quan
bi€n t8ng, thi khéng c6 bi€n nio bi Joai khdi mé hinh vi
céc gid tri déu 16n hon 0,3. V1 vdy, t4t c4 bi€n déu duge
st dung trong phén tich EFA ti€p theo.

Phdn tich EFA

Thyc hién phan tich EFA véi phuong phdp trich
PnnCIpal components v phép xoay varimax. K&
qua phan tich nhin t§ cho céc ki€m dinh dugc
ddm bio, nhusau: (1) Ki€ém dinh tinh thich hgp cia
mé hinh (0,5 < KMO = 0,795 < 1,0); (2) Kiém dinh
Bartlett's vé wong quan cla céc bién quan sit (Sig. =
0,000 < 0.05); (3) Ki€m dinh phuong sai céng dbn
= 68,975% (Cumulative variance > 50%).

Bing 4 cho thay, tif ma trin nhin 18 sau khi xoay.
véi hé s6 Factor loading > 0.61 ¢6 03 nhém nhén 1§
dugc nit ra, nhy sau:

- Nhan (3 F1 c6 7 bién tudng quan chit ché véi
ohau, dé 1a cic bi€n: X1 (Thiét k€ tour déc ddo, hip
din, mdi la): X2 (Cong ty ludn bio ddm thuc hién ding
hgp ddng): X3 (Cang ty cung cip ddy dd lich trinh cia
tour): X4 (Céng ty thuc hign theo ﬁunt7 Lich trinh tour):
X5 (Thong tin lich trinh ¢6 thé 1i&p cin dé dang): X6
(Cdng ty gid1 thich day di cde thi wec, hd s can thi€l):
X7 (Nhimg khi€u nai, phan nan dugc xif 1y v khic
phuc). Nhirng nhén 13 nay thé hién mic 46 quan trong
vé kha nang thuc hién dich vu phi hgp va cung cip
dich vu kip thdi cho khdch hang nén dugc goi la nhan
16 Sy dap dng”.

- Nhin t6 F2 ¢6 5 bién tuong quan chit ché véi
nhau, bao gom: X8 (Céng ty cé déi ngd nhin vién
chuyén nghiép): X9 (Di ngd nhdn vién phyc vu lich
sit va Juén ton rong); X10 (Kha ndng xi 1y cic tinh
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BANG 4: KET QUA PHAN TiCH EFA

.| Ma tran xoay nh&n t6 | Nhan | Ma trin di€m nhao t8
e
X1 0.689 T X1|_02307
X2 0.764 X2 0347
X1 | 0869 X3|_0.385
X4 | 0853 X4]_0,301
X3 0739 XS] 0.295
X 0854 X6[_0.198
X 0.796) X7 _0.173
X! 0.798 X8 0.306
X 0.765 X9 0.287
X10 0,783 X10 0.302
X11 0.796] X11 0.306]
X2 0,766 X12 0317
X13 0.854]  XI3 0,378
X14 0,806/ X14, 0,398
X15 0,863 __X15 0401
Nauon Ket qus nghign cuu cua las gia

hudng bat ngd ciia nhin vién, hudng din vién); X11
(Nhén vién, huéng din vién quan 1dm dén ting khdch
hang): X 12 (Trang phuc nhin vién gon gang. sach dep,
thim my). Nhitng nhin (& n2y c6 dic diém chung 1
thé hién sy chuyén nghiép, nhiét tinh trong cong viéc
v thdi db cla nhin vién d6i v6i khich hang, nén dude
20i Ii nhan & “Nang lyc phuc vu™

- Nhin 18 F3 goém 3 bi€n twong quan chit ché véi
nhau, bao gdm: X13 (Phuong tién van chuyén an toan,
hién dai. sach s&); X14 (Ndi lyu trd ddm bdo an 10an,
an ninh, tién nghi); X15 (Dich vu dn udng an todn vi
mang tinh dic trung).

Tir két qué cOa ma trdn di€m nhin 13, k&t hap diém
nhén 16 v6i cic bi€n chudn héa, cic phuong trinh nhin
16 dugc thiét 1ap nhy sau:

F1 = 0.307X1 + 0.347X2 + 0.385X3 + 0.301X4 +
0,295X5 + 0.198X6 + 0,173X7

F2 = 0.306X8 + 0,287X9 + 0.302X10 + 0.306X11
+0.317X12

F3=0378X13 + 0.398X14 + 0401X15

Cing theo két qud phan tich § Bing 3. phuang trinh
diém nhan & cho thay: biéh X3 (Cong ty cung cip diy
du lich (rinh cda tour) véi hé s& diém nhén 18 cao nhit
13 0.385. nén sé ¢6 dnh hudng nhiéu nhit d&n nhan 1&
chung F1 Sy dép Ung™: bi€n X12 (Trang phuc nhin

TAI LIEU.THAM KHAO

vién gon gang. sach dep. thiii “i1de
déng manh nhat dén nhian 0 NS
luc phyc vu™, vi c6 hé ~o e nhdn :o
cao nhat la 0.317: bign X 15 (Dich vy an
udng an todn va mang tinh dic ((ng) c6
he s diém nhan & cao nhat 12 0,401,
nén sé dnh hudng nhiéu nhat dén nhan
13 chung F3 “Sy an toan”

KET LUAN

K&t qui nghién citu cho thay. nhin
chung, hinh thitc djt tour du lich ciia du
khich TP. Nha Trang ri1 da dang, nhung
hinh thifc duge Wya chon nhicu nhat la
W tim dén céng ty lir hanh. Trong cdc
chuong trinh khuyén mii cda céng ty I
hanh, du khich TP. Nha Trang y&u thich
nhdt 12 gidm gid tour du lich.

Pdng thdi, nghién citu cbng chi ra
cic nhém nhén & dnh hudng dén quyét
dinh chon cong ty )it hanh cda du khdch
12 “Sur ddp ing ™. “Ning lyc phuc vu™ va
Sy an toan”. Trong d6, cdc nhan 16 dudc
du khdch dic biét quan tdm 13 “Cong
ty cung cip day du lich trinh cda tour”,
“Trang phuc nhdn vién gon gang, sach
dep, thim my ™ va “Dich vu 4n udng an
toan va mang tinh dic trung™. Day 13 co
53 khoa hoc hitu fch cho céc cong ty du
lich 1t hanh c6 thé nghién ciu, xdy dyng
chi€n Iugc thu hit khdch hang, ning cao
khd ping dép Ung nhu ciu cia khich
hang ngay ciing (3t hon.

Cdc k&l qua nghién cifu uén khong
chi gidp cong ty 1 hanh trén dia ban TP.
Nha Trang hiéu 6 va ddp ing ngay cang
18t nhu ciu cha khdch, ma cdn gép phin
1am cd sd khoa hoc hitu ich cho céc cong
ty du lich I hanh nghién ciru, xay dung
chi€n luge thu hit khach hing, ning cao
kh3 ning d4p ing nhu clu cda khdch
hang ngiy cang 16t hon.Q
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