
Cac nhan to anh hiTô ng den 
quyet djnh chon cong ty Iff hanh 
cua khach hang tai TP. Nha Trang 

PHAN THI c a c 
Tom tat 
Nhdm xdc dinh cdc nhdn tddnh hudng di'n quye't dtnh chgn cong ty Iff hdnh cua du khdch tgi 
TP. Nha Trang. nghiin cffu dugc tdc gid thuc Men bdng cdch phong vdn 320 du khdch. ddng 
thdt. dp dting cdc phuang phdp phdn tich thdng ki md td vd kiem dinh Cronbach's Alpha, phdn 
lich nhdn tdkhdm phd (EFA). Ke't qua phdn tich cho thdy, cdc nhom nhdn tddnh hudng di'n 
quyi't dinh chgn cdng ty Iff hdnh cua du khdch tgi TP. Nha Trang Id: "Sff ddp ffng "; "Ndng luc 
phiACvu"; "Suanlodn". Trong dd,"Cdng ty cung cdp ddy du lich trinh cua tour"; "Trang phuc 
nhdn vien ggn gdng, sgch dep. thdm my"; "Dich vw dn udng an todn vd mang tinh dgc trung" 
Id cdc nhdn tddugc du khdch dgc biet quan ldm. 

Tii khda: quyi't dinh. nhu cdu du lich. cong ty Iff hdnh. du khdch, TP. Nha Trang 

Summary 
To discover determinants of decision lo 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 
factors such as "Responsiveness"; " Competence"; "Safety". In particular, "The company 
provides trip 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, travel company, tourists. Nha Trang city 

GIOI THI^U khich hang, nang cao Icha nang dap tfng nhu cau cua 
khich hang ngay cang td't hOn. 

Ctfng vdi sff phat Irien cua kinh te' 
k6o theo thu nhap va ddi song cua ngirdi CO Sd LY THUYET VA PHLfONG PHAP 
d§n ngay cang dffdc cii thien. Mffc sd'ng NGHIEN CU'U 
ngiy cing tang, thi nhtfng nhu cau ve 
vui chdi, giai tri, nghi dtfdng, du lich... Ctf sof ly thuyd't 
cung ngay cang trd ndn thie't ye'u. Thtfc Khi nghidn ctfu ly thuye't ve hanh vi lffa chpn san 
Id' cho tha'y, cic cdng ly du lich da chu pham/dich vu, Kotler, P., va Keller, K. L. (2006) va 
dgng dau tff khao sit va cung cap nhieu Parasuraman vacpngsff(199!)cho rang, cdSnhan td'anh 
loai hinh du lich vdi cic "gdi" lffa chgn htfdng dd'nstfhaildngcuakhachhang,ddla:(l)Dg tin cay 
phong phu, phuc vu thi hie'u da dang (Reliability), (2) Mtfc dp dip tfng (Responsiveness); (3) 
Clia khich hang, nham khai thac td'i da Stf dam bao (Assurance); (4) Stf cam thdng (Empathy): 
nhu c^u cua khich hing. Tuy nhien, (5) Phtfdng lien htfu hinh (Tangible), 
hi^n nay, khich hing dang gap khd Nghidn ctfu ciia Mohammad Haghigh vi cong stf 
khan hdn trong viec quye't dinh ltfa chgn (2012) da chtfng minh stf phu hdp ve gii ci, chat Itfdng 
cic cdng ty Iff hanh. Do do, nghien ctfu san pha'm tic ddng tich ctfc dd'n mffc do hai long cua 
nhkm xac dmh cic nhin Id' anh htfdng khach hang va stf lin ttfdng cua khich hang, ttf dd nang 
den quyd't dinh ltfa chgn cdng ty Iff hinh cao Idng trung thanh ciia khach hang. 
Clia du khich tai TP. Nha Trang la can Cung quan did'm. Ryan Mingwan Leong va cdng 
thie't. Nghien ctfu gdp phan lam cd sd stf (2012) cung cho tha'y, stf hii long cua khach hing 
khoa hpc de' xay dtfng chie'n Iffdc thu hut anh hffdng ra't ldn de'n Idng trung thanh. Dong thdi, cac 

'Tru'dng Dai hpc Cong nghiep thijfc pha'm TP. H6 Chi Minh 
Ngdy nhdn bdi: 16/6/2020; Ngdy phdn bi$n: 09/7/2020; Ngdy duyet ddng: 16/7/2020 
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BANG 1: D I I N GIAI CAC BIEN CUA « 6 HINH NGHIEN CHil 

1 hiet ke tour ddc dao, hap dan, mdi la 
CoHK tv luon bao dam thifc hien dung hdp dona 
Cflng ty cuns cap day du lich trinh cua tour 
Cong ty thu'c hien theo dung lich trinh tour 
FhonE tin hch trinh c6 the tiep can de dane 
Cong ty gldi thich day dii cdc thu tuc, ho sd can thiet 
Nhu'ng khieu nai, phan n^n dUdc xu" ly va khac phuc 
Cong ty cd doi ngfl nhan vidn chuyen nghiep 

Doi ngu nhan vien phuc vu lich sU va luon ton trong khdch hang 
Kha nang xH ly cac tinh huong bat ngd cua nhan vien 
Nhan vidn, hu'dng dan vien quan tam den tifng khach hSng 
Trang phuc nhan vien gon gang, sach dep, tham my 
Phu'dng tidn van chuyen an toan. hien dai, sach se 
Ndi lull tru dam bao an toan, an ninh, tien nghi 
Dich vu an uong an loan va c6 tinh dac tnftig 

naaa^lo 

! - - 5 

1—5 
1 - . 5 

1 —5 

1- .5 

BANG 2: THONG TIN VE DOI TU^NG NGHIEN CCfU 

c a c thdo£ tin ' 1 ' ^ ^ 
1. Gidi tmh 
Nam 
Nff 
2. m tudi 
Tir 25 tuoi trd xuonE 
Tir 26 den 34 tuoi 
Tir 35 ludl trcf len 
3. Trinh dO ht^c vS'n 
Capl 
Cap 2 
Cap 3 
Trung cap 
Cao dSna 
Dai hoc 
Sau dai hoc 
4. Tinh tr^ng h6n nhSn 
Doc than 
Lap gia dinh chifa con 
LSp gia dinh co con nho 
L3D gia dinh cd con tru'dng th^nh 
5. Neh^ nghiap 
Lam nong nghiep 
Kinh doanh dich vu 
Buon ban 
Hoc !;inh/Sinh vien 
Nhan vien van phAna 
Cdn bo/cong nhan vien chu'c 
Cdn bo/cong nhan vien chdc da ve hu\i 
Nhom nghe khac 
6. Thu nh^D 
Til'3.5 tneu trd xudng 
Trpn 3..5 den 6.0 tneu/thang 
Tren 6.0 den 10 tneu/thang 
Tren lOden 15 tneu/thang 
Tren !5 trieu/lhiina 

Sd' m§u 

11)̂  
212 

94 
167 
59 

13 
25 
28 
22 
SI 

108 
43 

102 
75 
56 
87 

12 
24 
23 
30 
43 

108 
32 
48 

51 
39 
50 

128 
52 

Ti\ii%)H> 

.'3,75 
66,25 

29.37 
5'', 19 
18,34 

4.0625 
7.8125 

8.75 
6.875 

25.3125 
33,75 

13.4375 

3! ,875 
23.4375 

17,5 
27,1875 

3,75 
0.75 

7.1875 
9.375 

13.4375 
33,75 

10 
15 

15,625 
12.1875 

15,625 
40 

16.25 

nghien ctfu cua Susan Fournier (1998) \ a Swaminalhan 
va cgng stf (1999) da chi ra cic nhan td'anh htfdng den 
stf ltfa chgn dich MI etfa khich hing la Kha nang phuc 

vu; Kha nang xtf ly tinb hud'ng cua nhan 
vidn hay Hinh anh cua doanh nghiep. 

Tren cd sd Itfdc khao cic cdng trinh 
nghien ctfu trtfdc dd. md hinh nghien 
ctfti xic dinh cac nhan to' anh htfdng ddn 
quyd't dinh ltfa chon cdng ty Iff hanh cua 
du khich iai TP. Nha Trang dtfdc thidt 
lip nhtf sau: 

Trong do: p,: Trpng sd hay he sd nhin 
td';Xi:nhant6''thtf i 

Dien giai cac bid'n cua md hinh nghien 
ctfu nhtf d Bang 1. 

Phtftfng phap nghidn cî u 
De thffc hidn nghien ctfu, tic gii da 

stf dung phtfdng phip chpn miu ngSu 
nhien phan tang de phong van trtfc tie'p 
320 du khach tai 5 phffdng (gom: phffdng 
Van Thanh, phffdng Van Thing, phffdng 
Lpc Thg. phffdng VTnh Hai, phffdng VTnh 
Hda) thupc TP. Nha Trang. Ke't qud c6 ta't 
ci 320 phie'u deu hpp le dtfdc dtfa vio stf 
dung trong nghien ctfu. Thdi gian khao sit 
ttf ngay 30/9/2019 den ngay 30/12/2019. 

Nghidn cihi dtfdc tie'n hanh thdng qua 
3 btfdc, nhtf sau: Budc 1: Nghien cuXi 
dinh tinh bing each xay dffng phit trien 
he thd'ng khii niem/thang do, cic bie'n 
quan sit va hidu chlnh bi^n quan sit pbtf 
hdp vdi thtfc te'; Budc 2: Nghidn ctfu dinh 
Iffdng, stf dung he sd' tin ciy Cronbach's 
Alpha de kiem dinh mtfc dp chat che mi 
cic muc hdi trong thang do tffdng quan 
vdi nhau; Budc 3: Phan lich EFA dtfdc stf 
dung de xic dinh cic nhan td'anh htfdng 
den quyd'i dinh lira chpn cdng ly Itf hanh 
cua du khach, day la phtfdng phip phan 
lich hidu qua trong viec tim ra cac nhdm 
nhan id' anh hffdng de'n muc tidu nghidn 
ctfu, dong thdi, xac dinh tam quan trpng 
cua tffng nhan to'trong nhdra nhan t^. 

KET QUA NGHIEN CLfU 

Thdng tin chung \i do'i ttfgTng 
nghien cihi 

Thdng thl ve dd'i ttfdng nghien cffu dtfdc 
the hien qua cac tidu chi ve gidi tinh, dp 
tuoi, tnnh dp van hda, flnh trang hdn nhan, 
dia ban ctf tru, nghe nghidp. Cac thong lin 
chi tiet dffpc the hien trong Bang 2. 

Kd't qua khao sit d Bang 2 cho tha'y, 
dp tudi ciia doi tirdng nghien cdu rat da 
dang, nhiTng chiJ ye'u Ik dd tuoi ttf 26 de'n 
34 (chie'm 52.19^'r). Phan ldn dd'i rifong 
nghien ctfu cd trinh do hpc van 1,; !,is, (ĵ 'j 

126 



cao, dang chii y la trinh dd dai hpc chiem 
33,75% vi sau dai hpc chid'm 13,4375%. 

Kd't qua khao sit cdn cho tha'y, nhdm 
doi tffdng cd tinh trang dpc thin chid'm da 
so (31,875%), trong khi nhom lap gia dinh 
cd con nhd chid'm ty Id tha'p nha't (17,5%). 

Ngh^ ngbidp ciia dd'i tffdng nghien ctfu 
cung khi da dang, bao g6ra nhieu nhdm 
ngh^ khic nhau, cu the: Iam nong nghidp, 
kinh doanh dich vu, budn bin, hoc sinh/ 
sinh vien, nhan vien van phdng, cin bp/ 
cdng nhan vidn chtfc, can bd/cdng nhan 
vien chtfc da v^ htfu va cac nhdm nghe 
khic. Trong do, nhdm cin bd/c6ng nhan 
vidn chtfc chie'm ly Id cao nha't 33,75%. 

Ben canh dd, dtfa theo sd' lieu khao 
sat, nhdm thu nhap chie'm i^ Id cao nhat 
li trdn 10 dd'n 15 trieu chie'm 40%, ke 
dd'n la nhdm khich hang cd thu nhap 
tren 15 trieu chid'm 16,25%, cdn nhdm 
thu nhap trdn 3,5 trieu dd'n 6 tridu chie'm 
ty Id thi'p nhi't l i 12,1875%. 

Hinh thu'c d^t tour du Iich 
Theo ke't qua khao sit, cd ba hinh 

thtfc dat lour phd bie'n cua du khich lai 
TP. Nha Trang, dd li: thdng qua internet, 
Ihdng qua didn thoai va ttf lim de'n cdng 
ly du lich. Hinh thtfc Itf lim dd'n cdng ly 
du lich dat tour dtfpc du khich ltfa chpn 
nhi^u nha't (chid'm ty Id 75,3%). Dieu 
nay cung dl hieu, vi khi dd'n dat tour lai 
cong ty Iff hanh, ngoai viec nam rd dtfpc 
lich trinh, trao ddi vdi cdng ty ve phtfdng 
Ihtfc thanh toan..., khich du lich cdn dtfdc 
cdng ty ttf va'n vi nhffng Ihu luc, ho sd, 
gii'y td cdn thid't mang theo khi di du lich, 
ciing nhtf mdl so' dieu lull y de chuan bi 
cho chuyd'n di, nen hau hd'l dd'i Itfdng 
nghien ctfu ltfa chpn hinh thtfc nay. 

iVltfc dp yen thich cac chtftfng trinh 
khuyd'n mai 

Dd'i vdi cic chffdng trinh khuyd'n 
mai, ke't qua khao sit cho tha'y. hau hd't 
dd'i tffdng nghien ctfU yeu thich hinh 
Ihtfc khuye'n mai giam gia tour du Iich 
(62,7%), kd' dd'n la hinh thffc tang kem 
cic dich vu tai ndi nghi (54,8%). Hp cho 
ring, day la nhiihg hinh thtfc thie't thtfc, 
phu hdp vdi hoan cinh di du lich va giam 
chi phi. Hinh thffc ip dung gii tour dac 
bidl cho Ire em khi di chung vdi gia dinh 
Cling dffdc quan tim. Mac dil, hinh thtfc 
tan^ ndn, ba Id, qui Itfu nidm cung dtfdc 
nhieu stf Itfa chon, nhutig mot so' ddi ttfdng 
nghidn ctfti cho r^ng, hinh thtfc nay khdng 
thid'l thtfc, vi mot so' tSng pham hp khdng 
stf dung dtfdc hoac khong phu hdp vdi sd 
thich ci nhin. 

NhSn 

XI 
X2 
X3 
X4 
X5 
X6 
X7 
X8 
X9 
XIO 
Xll 
X13 
XI3 
XI4 
X15 

BAMG 3: DAMH GlA DO TIM CAY CUA THAMG DO 
Trimg binh thang 
do nfTu loai bi£^n 

56.7^ 
56.48 

57.041 
57.705 
56.973 
57.805 
57.408 
56.743 
58.90^ 
56.960 
58.305 
58.762 
55.673 
57.965 
58.573 

PhiTfAig sai thang 

75.451 
7''.03'' 
70,894 
63.085 
69.759 
69.860 
70.503 
71.509 
73.642 
73.890 
7^.015 
73.068 
75.897 
76.863 
76.908 

H^ so' tiittng 

0.569 
0.630 
0.703 
0.794 
0.689 
0.713 
0.736 
0.698 
0.754 
0.769 
0.649 
0.658 
0.735 
0.689 
0.682 

H^sd* Cronbach's 

0.905 
0.890 
0,850 

0.795 
0.858 
0.845 
0.798 
0.857 
0.895 
0.796 
0.825 
0.914 
0.808 
0.816 

i^guon Ket qua nqhi^n r 

Tac ddng eua cac nhan to' anh htfdng de'n quye't 
dinh chpn cdng ty Ifi hanh 

Kiem dinh dg tin cgy thang do Cronbach's Alpha 
De xic dinh cic nhan td' inh htfdng de'n quye't dinh 

ltfa chpn cdng ty Itf hanh cua du khach lai TP. Nha 
Trang, tic gia stf dung phan mem SPSS 20.0 de hd trd 
kiem dinh vi phan tich md hinh. Ke'l qua kid'm dinh dd 
tin cay thang do Cronbach's Alpha d Bang 3 cho thay, 
hd sd'Cronbach's Alpha nim trong khoang ttf 0,8 dd'n 
1,0 chtfng td thang do Iffdng tdt. Xet he sd'ttfdng quan 
bie'n long, thi khdng cd bid'n nao bi loai khdi md hinh vi 
cac gii tri deu ldn hOn 0,3. Vi vay, ta't ca bien deu dtfdc 
stf dung trong phan tich EFA tie'p theo. 

Phdn tich EFA 
Thtfc hien phan tich EFA vdi phtfdng phip trich 

Principal components va phep xoay varimax. Ke't 
qua phan tich nhan id' cho cac kiem dinh dtfdc 
dim bao, nhtf sau: (I) Kiem dinh linh thich hop ciia 
md hinh (0,5 < KMO = 0,795 < 1,0); (2) Kiem dinh 
Bartlett's ve ttfdng quan cua cac bid'n quan sal (Sig. = 
0,000 < 0,05); (3) Kiem dinh phffdng sai cdng don 
= 68,975% (Cumulative variance > 50%). 

Bang 4 cho tha'y, ttf ma tran nhan Id' sau khi xoay, 
vdi he sd' Factor loading > 0,61 cd 03 nhdm nhin td' 
dffpc nil ra, nhff sau: 

- Nhan td' FI cd 7 bie'n ttfdng quan chat che vdi 
nhau, dd Ii cac bie'n: XI (Thid't ke' lour dpc dio, ha'p 
din, mdi la); X2 (Cdng ly ludn bao dam thtfc hien diing 
hdp ddng); X3 (Cdng ty cung cap day du lich tnnh cua 
tour); X4 (Cdng ty thtfc hidn theo dung lich trinh tour); 
X5 (Thdng tin Hch trinh cd the' tiep can dd ding); X6 
(Cdng ty glil thich day du cac ihu tuc, hd sd can thie't); 
X7 (Nhffng khie'u nai, phan nan dffdc xtf ly va khic 
phuc). Nhtfng nhan td niy the hien mffc dp quan trong 
ve kha nang thtfc hidn dich vu phii hdp va cung cap 
dich vu kip thdi cho khach hang ndn dffdc gpi la nhan 
id "Stf dip ffng". 

- Nhan to' F2 cd 5 bie'n ttfdng quan chat che vdi 
nhau, bao gom: X8 (Cdng ty cd ddi ngu nhan vidn 
chuyen nghiep); X9 (Dgi ngu nhan vien phuc vu lich 
stf va ludn ton irpng); XIO (Kha nang xtf ly cac tinh 
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BAMG 4: KET QUA PHAM TICH EFA 

NhSn t6' 

XI 
X2 
X3 
X4 
X5 
X6 
X7 
X8 
X9 
XIO 
XII 
X12 
X13 
X14 
X15 

MatrS 
FI 
0.689 
0.764 
0.869 
0,853 
0 739 
0,854 
0,796 

n xoav n 
F2 

0,7y5 
0,765 
0,783 
0,796 
0,766 

Milts ' 
F3 

0.854 
0.806 
0.863 

NhSn 
td' 

XI 
X2 
X3 
X4 
X5 
X6 
X7 
X8 
X9 

XIO 
Xll 
X12 
X13 
X14 
XI5 

Ma trfin ffi^n nhfin Uf 
FI F2 
0,3071 
0 3471 
0.385 
0.301 
0,295 
0,198 
0.173 

0,306 
0.287 
0.302 
0.306 
0.317 

F3 

0.378 
0.398 
0.401 

hud'ng bit ngd cua nhan vien, htfdng din vien); X l l 
(Nhan vien, hifdng din vien quan tam den ttfng khich 
hang); XI2 (Trang phuc nhin vidn gon gang, sach dep, 
thi'm my). Nhffng nhan td' nay cd dac diera chung li 
the hidn stf chuydn nghiep, nhidt tinh trong cdng vide 
va thii dp cua nhan vien dd'i vdi khich hing, nen dtfdc 
ggi la nhan id' "Nang Itfc phuc vu". 

- Nhan td F3 gdm 3 bid'n lifdng quan chat che vdi 
nhau, bao gdm: X13 (PhtfOng tidn van chuye'n an toin, 
hidn dai, sach se); X14 (Ndi ltfu tru dam bio an toin, 
an ninh, tien nghi); X15 (Dich vu an ud'ng an loin va 
mang tinh dac trtfng). 

Ttf ke't qua cua ma Iran die'm nhan to', ket hdp die'm 
nhan id'vdi cac bid'n chuin hda, cic phtfdng trinh nhan 
td'dtfdc thie't lap nhtf sau: 

FI = 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 = 0.378X13 + 0.398X14 + 0.401X15 
Cung theo kd't qua phin tich d Bang 3, phffdng trinh 

diem nhan td'cho tha'y: bid'n X3 (Cdng ly cung cap day 
dti lich trinh cua tour) vdi he sd diem nhin to' cao nha't 
li 0,385, nen se cd inh hifdng nhieu nhi't den nhan Id' 
chung FI "Stf dap ffng"; bid'n X12 (Trang phuc nhan 

vien gpn ging, sach dep. than; n' '̂  
ddng manh nha't de'n nhan lo i ^ ' " s 
Itfc phuc vu", vi cd he sd .:.eiii nhan to 
cao nhi't la 0,317; bie'n X15 (Dich vu an 
udng an toin va mang tinh dac t[tf"g)^" 
hd so" diera nhan td cao nhat la O'̂ O*, 
nen se anh hffdng nhieu nhi't den nhan 
Id'chung F3 "Stf an toan" 

K^T LU>3kN 

Kd't qua nghien ctftj cho tha'y, nhin 
chung, hinh thtfc dat tour du iich cua du 
khich TP. Nha Trang ra'l da dang, nhffng 
hinh thtfc dtfdc Itfa chpn nhieu nhi't la 
Iff flm den cdng ty Iff hinh. Trong cic 
chUdng trinh khuye'n mai cua cdng ty Itf 
hanh, du khach TP. Nha Trang yeu thich 
nha't la giim gii tour du Iich. 

Ddng thdi, nghidn ctfti cQng chi ra 
cac nhdm nhan to' anh htfdng dd'n quye't 
dmh chpn cdng ty Iff hinh cua du khich 
Ii "Sff dap tfng", "Nang Itfc phuc vu" va 
Sff an loan". Trong dd, cic nhan Id' dtfdc 
du khich dac biet quan tam la "Cdng 
ty cung cap day du Ijch trinh cua tour", 
"Trang phuc nhan vien gon gang, sach 
dep, tham my" vi "Dich vu an ud'ng an 
loan va mang flnh dac Infng". Day li cd 
sd khoa hgc hifu ich chg cic cdng ty du 
lich Iff hanh cd the nghien ctfu, xiy dtfng 
chie'n Itfdc thu hut khach hang, nang cao 
kha nang dip tfng nhu cau ciia khich 
hang ngay cang td't hdn. 

Cic ke't qui nghien ctfu tren khdng 
chi giup cdng ty Itf binh tren dja ban TP. 
Nha Trang hieu ro vi dip tfng ngiy cing 
td't nhu cau cua khich, raa cdn gdp phin 
lim cd sd khoa hoc hiiti ich cho cic cdng 
ty du lich 13 hinh nghien ctfti, xay dffng 
chie'n lu'de thu hut khich hang, nang cao 
kha nang dap ffng nhu cau cua khich 
hang ngay cing td't hdn.Q 
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