
QUANTR! I U A N L Y 

NANG CAO SU HAI LONG 
CUA DU KHACH VIET NAM DOI VCfl 

DICH VU DU LICH TRONG NlT6C 
CUA SAIGONTOURIST 

• N G U Y I N THANH LAM - TRl/dNG HONG UYEN 

T6M TAT: 
Trong giai doan hoi nhapqud'cte sau rpng, cac doanh nghiep trong nganh Du lich phai canh 

tranh het sdc khdc liet de ton tai va phiit trien. Viec xac dinh cdc yeu to anh hddng de'n si/ hJii 
Idng cua du khach c6 y nghTa quan trpng cho sU phat trien cua doanh nghiep du lich. 

Bii vie't dddc thdc hien nhhm giup Cong ty Saigontourist xdc dinh sd tdc dong cua 5 ye'u to: 
(I) Hu'dng dan vien; (2)CP sd IdU tni; (3) Phddng tien van chuydn; (4) An ud'ng; (5) Diem den 
doi vdi sd hai Idng cua du khdch Viet Nam sau khi su" dung dich vu du lich trong nddc cua Cong 
ty.Tifdd.tdcgia dda rahdmy quan tri nh^m nang cao su hai Idng ciia khach du lich Viet Nam, 
gdp ph^n thu hiit du khdch su" dung nhieu hdn dich vu du lich trong nddc cua Saigontourist. 

Ttf khoa: Saigontourist. dich vu du Iich, du lich trong nddc, yeu to tac dpng. 

I. Dat v&n d^ 

Trong linh \ifc dich vu, dac biet la dich ^u du 
hch, \iec cung cap cac san pham/ dich vu thoa 
man khdch hang luon du'dc dat len hang dau. 
Hien na>. thi tnrdng du lich cd sUcanh tranh het 
sifc khoc het gida nhifng doanh nghiep (DNI dang 
hoat dpng trong nganh, giiTa cdc DN mdi gia nhap 
nganh \h nhdng DN cd tiem nang tham gia 
ngSnh. De nilm dddc thi hi6'u khach hang, chiem 
thi phan \a thu hut khach hang, cac DN deu co' 
ging lam hai long du khach. 

\'iec xdc dinh cac ye'u to anh hu'dng de'n sd 
hii Idng cua du khdch cd vai tro dat biel trong 
qua trinh hoach dinh chien Iddc phat trien ciia cac 

DN du lich. trong dd cd Cong ty TNHH MTV Du 
lich Lff hanh Saigontourist (sau day goi lit la 
Cong t\ hoac Saigontourist). 

Doanh thu ctia Saigontourist tang tru'dng rat 
nhanh. Trong do, khach du lich trong ni/dc cd xu 
hi/dng tang nhanh hdn so vdi khach du Mch nddc 
ngoai. Hien tai. Cdng t\ tap trung khai thac manh 
vao mang doanh thu tit khach du lich trong ni/dc. 
Ben canh sd khen ngdi. Saigontourist cung nhan 
di/cfc nhieu phan nan ciia khdch hang ve cha't 
lu'dng va dich vu. Dodd, can nghien cdu cdc >eu 
to anh hu'dng den sU' hai long cua du khach de 
hddng den muc tieu chie'n Iddc ma Cong ty da 
dat ra. 
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thu nhap binh qudn hdng thang dddi 10 tneu 
dong vi 96 du khach (tu'dng dt/dng :3.9'^r) cd 
mffc thu nhap 30 - 50 trieu dong. Chi cd 4."' - s6 
du khach cd mffc thu nhdp iren 50 trieu dong. 

4.2. Stf hdi long cua du khdch doi vdi tdng ye'u 
to (Bdng 2) 

a) Hudng ddn vien 

Yeu td "Hu'dng dan \ len" difdc do lu'dng qua 6 
bien quan sdt HDVl. HDV2. HDV3. HDV4. 
HDV5, HDV6. Gia tri trung binh \ c mffc dp hai 
long ciia du khdch trong thdi gian qua d 6 khia 
canh khao sat nSm trong doan 3.92 - 4.01 trong 

thang diem .'i nhif dffdc the hien trong Bang 2. 
Dieu nay chffng td. du khdch hii long \di "chat 
Iffdng" cac hffdng dan \icn cua Cdng i> \ c cac 
mdt: Kien thffc \a kinh nghidm ve tuyen diem, sff 
hoat bdt \a khd ndng gin ke't tap the. ngoai hlnh. 
iLic phong cua hffdng ddn vien. si/ quan tdm vd 
chdm sdc dd'i \di khdch hang. Cd dffdc dieu ndy 
la do viec iu>cn dung cdc hffdng dan \icn vd 
cpng tdc vien hffdng dan cua Cdng ly 
Saigontourist dffdc thffc hien rat bai ban, cd quy 
trinh tuyen dung minh bach, cd ti6u chi tuy^n 
dung hoflc hdp tdc rat rd riing 

I 
STT 

Bang 2. TTidng kS theo thu nh^P 

BiShquans^ 

Hudng dShviSn 

Ki6n thdc ve tuy§n dtfim 

Kinh nghidm ve tuyen diem 

SM hogt bat va kha ndng gSn k t̂ t^p the 

Ngogi hinh cua huong dSh viSn 

Tac phong ciia hudng dSn vien 

SM quan ldm va cham sdc doi vdi khach hang 

Cdsd luu tru 

1 Thdi gian nh$n phong cua khach sgn 

2 SM da dgng cua biJia dn sdng 

3 Si^ ben nghi ciia trang thiet bi trong khach san 

4 Thai d$ ciia nhdn vien phyc VM 

Phuong t i ^ v§n chuyfti 

1 Su lien nghi cua phuong lien van chu, en 

2 Vifec tuan thu gid giac cua chuong tnnh 

3 Su an toan cua phuong ti^n vdn chuyen 

4 Thai dd phMC vg cua tai xe 

HDVt 

HDV2 

HDV3 

HDV4 

HDV5 

HDV6 

LTI 

LT2 

LT3 

LT4 

VC1 

VC2 

VC3 

VC4 

4,01 

3,94 

3.93 

3,96 

4,00 

3,92 

3,11 

2,84 

3,06 

3.04 

2,76 

2,85 

3,10 

3.11 
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STT 

Anu6hg 

Biin quan sat 

1 

2 

3 

4 

5 

Then gian phgc vg dn gdng 

Sg da dang cua cac mon Sn 

V i ^ ttijgt kd, trinh bay cac mon 3n ctja nha hang 

Thai d$ cua nhSn vidn phgc vg nha hang 

V$ sinh an toan thgc phS'm 

AUI 

AU2 

AU3 

AU4 

AU5 

3.20 

2,80 

3,22 

3,20 

2,90 

a&n6Sn 

1 

2 

3 

VS Si; mdi Ig ciia dig'm den 

Sd hap dSn cua diem dSn 

Vifec thiSt ke 16 trinh tour va cac diem den 

I SM an toan, an mnh, sgch se ciia diem den 

Thai do cua ngudi dan dia phuong 

DDI 3.90 

DD2 3,83 

DD3 3,95 

DD4 3,87 

DD5 3,85 

Chu thich: * Gid tri trung binh 

b) Ccf sd luu mi 

Yeu to "Cd sd lffu tru" dffdc do Iffdng qua 4 
bien quan sdt LTI, LT2. LT3 va LT4 Gia tri 
trung binh ve mffc do hai long cua du khdch 
trong thdi gian qua dffdc the hien trong Bang 2. 
Theo dd. du khdch danh gid cd thien hffdng tich 
cffc ve cdc khia canh thudc ve cd sd lu^ tru, cu 
the la: LTI (Thdi gian nhdn phdng cua khach 
san). LT3 (Su tien nghi ciia trang thiet bi trong 
khach san) vd LT4 (Thdi dp ciia nhdn vien phuc 
\u)deucd mffc ddnh gid tren 3 trong thang diem 
5 Tu\ nhien, LT2 (Sff da dang ciia bffa dn sdniil 
chffa dffdc danh gid cao, vdi diem trung binh chi 
la 2.S4/4 Cu the, nhieu du khach chffa hai long 
ve thifc don buffet sdngd mgt so khdch san. dac 
bi^t la khdch san 3 sao vi hp khong cd nhieu mdn 
de Iffa chpn theo sd thich. tiCiy cung la dieu ma 
Cong ty can Iffu >' de de xud't cdc khdch san bo 
sung thffc ddn khi cd du khach ciia Cdng t\ de'n 
Itfu tni. 

c) Phuong ti^n van thuvcn 
Ye'u to' "Phu'cfng tien \an chuyen" dffdc do 

Iffdng qua 4 bien quan sat VCl. VC2, VC3 vd 
\'C4 Ke'l qua trong Bang 2 cho tha'y, du khdch 
ddnh gid kha tich cffc ve VC3 (Sff an todn ciia 
phu'dng tien \an chuyen) va VC4 (Thdi do phuc 
vu ciia tai \e I. tu\ nhien, ho khd khong hai long 
ve VCl (Sff tien nghi ciia phffdng tien van 
chuyen) va \ C 2 (Viec tuan thu gid gidc ciia 
chffdng trinh). Dd la vl du khdch chffa danh gia 
cao sff tien nghi cua cac phffdng tien van chuyen, 
chang han: Ghe mdy bay cua cdc hang Vietjet 
Air. Jetstar Pacific thffdng hdi nho; cho de chan 
khong thoai mai tren xe khach; cho de hanh ly 
khdng dii: cac bac len xuo'ng cda xe khd cao, bat 
tien cho khach len xudng nhieu lan tren hdnh 
trinh; mot so' \e gap van de dieu hoa nhiet do 
trong \e hay gap van de ve he tho'ng am thanh. 
anh sang de du khdch cd the sinh hoat tren 
hdnh trinh.... 
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d) An udng 

\ cu id ".\n uong" di/dc do Iffdng qua 5 bien 
quan sji ALL .AU2. AL'3. AU4\J AL 5 Ket qud 
trong Bang 2 cho tha'y. du khach ddnh gid khd lich 
cffc \e AUI (Thdi gian phuc vu an uong). .W^ 
(\'n}c thie't kc. trinh ba> cac mdn an ciia nha 
hdng) va .\C-i (Thdi dp cua nhdn \ien phuc vu 
nha hang). Tu\ nhien. hp khd khdng hai Idng \ c 
AL'2 (Su da dang ciia cac mdn an) \a .AL 5 i \ c 
smh an toan thffc pham). Theo nghien cffu ctia 
nhdm tdc gia. cac nhd hang ma Cdng i> hdp tac 
de dffa doan khdch den an deu la nhffng nha hang 
cd danh tie'ng d khu vffc diem den hodc tren 
tuye'n dffdng ma xediqua. MacdCi \a_\. du khdch 
van chffa thffc sff hdi long \e ca 3 khia canh nay 
bdi viec cac tour de'n nhd hdng chdm hdn thdi 
gian da dat nen cdc mdn dn dffdc bay ra tren bdn 
dn trd nen ngupi lanh. Du khdch cdng chffa hai 
Idng ve sff da dang ciia cac mdn dn \a \e sinh an 
todn Ihuc pham. Ben canh dd. mot so nhd hang sU 
dung cdc thifc pham dff trff lau nhu hdi san. ihjt 
cdc loai nen anh hffdng den chat Iffdng mdn dn va 
gdy ra nhffng tneu chffng tieu hod khd chiu cho 
du khach Nhffng van de na> da anh hffdng nhieu 
de'n sir hai long ciia du khdch dd'i vdi dich \u du 
Ijch ciia Saigontourist. 

•i.3. Phdn tich hdi quy tuye'n tinh 
\'icc phdn Iich nay nhdm \ay dffng md hmh. 

\ac dinh mffc dp tdc dong ciia cdc yeu to'do'i vdi 
sU hai long cua du khdch Viet Nam ve dich vu du 
lich ciia Saigontourist. DJ\ la cO sd cho \ iec de ra 
cdc gidi phdp nhdm nang CLH> SU hai long ciia du 
khach; don;; thdi giup Saigontourist thu hiii du 
khdch \'iCn Nam sff dgng cdc dich \u du lich ciia 
Cdng i> trong thdi gian tdi. Cu the. dUa vdo cac 
ddnh gid \ e cdc khia canh do Iffdng ? \eu to'dpc 
lap (HDV- Hffdng ddn vien; LT: Cd sd luu tru; 
\C Phffdng ticn vdnchu>en: .\V: An uo'ng: DD; 
Diem Jen); gid tri ciia 5 \eu to' nay dUdc tinh 
bdng each iJ> gia in trung binh ciia cdc bien quan 
Sdt trong Ihang do 

\i:i\.i ra. tac gia dting mpt cau hdi "DUa iren 
nhffng danh gid tren. .\nh/Chi \ui long cho biei 
mffc Jo hai Idng chung vau khi sff dung dich \u 

cua Saigontourist" de du khdch s>' LK- J-i"i'̂  S'^ 
chung ve sff hai Idng Joi \di dich ^ a du hch cua 
Cong ty. Bie'n quan s.ii nay dffdc ma hoa la HL. 
Ngodi ra, xem \ct tdc dpng cii.i cac ddc diem 
nhdn khau hpc cua du khdch nhff gidi tinh (GT). 
dp tuoi (TUOI) va thu nhap (TN) den sff hai long 
cua du khach de cd nhffng giai phdp phu hdp cho 
cdc nhdm dd'i ti/dng. Khi dd. lac gia se tlm md'i 
quan ha giffa sff hai long ciia du khdch \e 5 yeu 
to' dpc lap va cdc die diem nhan khd'u hpc ciia 
hp do'i vdi sU hdi long chung \c dich vii du Hch 
cua Cdng ty Saigontourist nhff sau: 

HL =j'(HDV. LT. VC. AU. DD. GT. TUOI. TN) 

Trong do: fid hdm hoi quy dffdc \ac dinh tff dff 
lieu khao sat. 

Ket qua phan Iich hoi quy lan thff nhd't cho 
tha'y, cdc bie'n GT, TUOI va TN cd mffc y nghta 
tho'ng ke (Sig.) ra't Idn so vdi gid trj ngffdng 5% 
cho nen cd the ket ludn cdc ddc diem nhan kh^u 
hpc nhff gidi tinh, dp tudi vd thu nhdp ciia du 
khdch khong cd y nghTa thd'ng ke do'i vdi sff hdi 
Idng chung ciia ho \e dich vu du lich ciia Cong ty. 
Dieu dd cd nghTa, cac yeu to'nay tac dong khdng 
dang ke de'n sff hai long ciia ho; tffc la giffa du 
khach nam va du khach nff, giffa cdc nhdm ludi 
va giffa cac nhdm thu nhdp khong cd sff khdc biet 
ve mffc dp cdm nhan hai long do'i vdi dich vu cua 
Cdng ty. Trong qud trinh trien khai cac hoat dpng 
nhdm nang cao sff hai long cua du khdch, Cong ty 
Saigontourist cd the khong can xet de'n cdc ddc 
diem nhdn khau hpc nay. 

De CO danh gid diing dan ve tdc dpng ciia cdc 
yeu to'doc lap do, tdc gia tie'n hanh loai cdc bien 
thuoc ve dac diem nhan khd'u hoc va phan tich 
lai mo hlnh hoi quy nhif sau: 

Ke't qua phan lich dupc thd hi^n trong Bdng 3. 

Ket qua trong Bang 3 cho ihd'y. t;'i i ca 5 yeu to' 
doc lap deu cd y nghTa tho'ng ke tmng md hlnh 
hdi quy. Ngoai ra. dffa vao cdc g î in trong cot 
He sd hoi quy chuan hda. nhdm la^ .,j'p ^ep 
thff tu tdc dpng giam dan cua cd. , „, nhff sau: 
Phifdng tidn van chuyen (0.3961 ,,^ ^^^ ^-^^^ 
(0.359), Cd sd lffu tni (0.293). h ,„ 357^ 
vii An uong (0.226). 
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Bong 3. H^ sd' hoi quy 

Bi&i quan sat 

(Constant) 

HDV 

LT 

VC 

AU 

DD 

H^etftiolqgyc 

B 

1,076 

0.219 

0,171 

0,202 

0,132 

0,159 

iaa chuIn hoa 

Sai so chuan 

0,161 

0,022 

0,020 

0.019 

0.021 

0.022 

H$ so h6j quy chuan hoa 

Beta 

0.359 

0.293 

0.396 

0.226 

0,257 

Sig. 

0,000 

0,000 

0,000 

0.000 

0.000 

0.000 

Thong i<d cOng tuySn 

Dung sal 

0.957 

0.986 

0.873 

0.901 

0.973 

VIF 

1.045 

1.014 

1.146 

1.110 

1.028 

Bien phtic lhu()c: HL 

5. Thaolu^n va ket luSn 

5.1. Thdo ludn 

Vdi ka't qua dat dffdc tff Bdng 3, tdc gia nhdn 
thd'y Saigontourist cd the phdt huy nhffng the' 
manh dang cd ve cdc ye'u to'Hffdng ddn vien, Dja 
diem va mot so' mdt manh khdc trong 3 yeu td' 
cdn lai. Bdi vie't tap trung vao vi6c de xua't ham 
y cho nhffng md t ye'u nhff sau: 

Nhin chung, ye'u td'cd sd lffu tru dffdc ddnh gid 
1̂  tich cffc. tuy nhien cd mpt yeu to' LT2 (Sff da 
dang ciia bffa dn sdng) dffdc ddnh gid la 2.84 va 
can phai cd giai phdp. Thffc ra, van de nay cijng 
khd khd khdn khi dffa ra nhan dinh chung vi sff da 
dang ciia bffa dn sang tuy thuoc vao tieu chua'n 
sao md du khach da chpn, khdch san cd tieu 
chu^n sao cang cao thi da phan bffa an sang dffdc 
ddnh gid rd't phong phu va da dang vl bao gdm 
rflt nhieu mdn 3n theo tieu chua'n quo'c te'. Hodc 
sg" da dang ciia bffa an sdng con tuy thupc vao 
khdu vi ciia tffng du khach va ciia tffng viing 
mien. 

N'hff vd>. neu du khdch chpn Iffa cd sd lffu trii 
cd tieu chuan sao tha'p thi kha nang khong cd sU 
hdi long cao do'i vdi viec da dang cua bffa dn sdng 
\a ngffdc lai. Do va\. Cong ty can Iffa chpn k\ 
Iffdng danh sach cac nha cung ffng \ e cd sd Iffu 
Ini dd dam bao chat lUdng djch vu va sff hai long 
ciia du khdch. Danh sdch nay thffdng xuyen dffdc 

cap nhat va thay ddi cho phii hdp vdi thi hie'u ciia 
khdch hang. Ngodi ra. Cong ty phai thffdng xuyen 
kiem tra, ddnh gid \e chat Iffdng dich vu cua cdc 
cd sd lffu tni cd dam bao dffdc yeu cau, tieu chi 
phuc vu du khdch hay khong. Cdc khao sdt ndy 
can thffc hien tdi thieu Id 3 thdng/lan. 

Trong yeu td dn ud'ng cd 2 bien chffa dffdc 
ddnh gid td't va phai cd giai phdp de khilc phuc. 
Thff nha't Id AU2 (Sff da dang ciia bffa 3n) nhu da 
giai thich dphan iren, sU da dang ciia bffa dn sdng 
iu> thupc vao khdch san cd tieu chua'n sao nhff 
the'nao, thong thffdng cdc khach san cao cap bffa 
dn sdng rat da dang bao gdm ca mdn dn Viet 
Nam, mdn A. mon Au. Thff hai id AU5 (An loan 
\e sinh thUc pham), khach cam thd'y lo ldng khi 
dupc trai nghiem bffa dn lai cac nha hang khong 
dam bao ve sinh. qud dong ngffdi ddn de'n qud Iai 
khong phuc vu kip, nha ve sinh khong dam bdo, 
la't ca dieu dd tao nen sff lo la'ng ve va'n de ve 
sinh an toan thffc pham vd day cung la van de het 
sffc quan trong can phai chu trong. Do vay, Phdng 
Cung ffng dich vu \a Kiem soat chd't Iffdng cua 
Cong ty khong ngffng kiem tra va giam sat cac 
nhd cung ffng de dam bao cung ca'p cho khdch 
hdng bffa an phong phu. da dang vd ddp ffng dffdc 
veu cau cho du khach: dam bdo ve sinh an loan 
thffc pha'm cho khach hang ddc biei trong mua 
nd'ng ndng thffc an dl bi hff, anh hffdng nghiem 
trpng den sffc khoe ciia khdch du lich. 
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.v2. Ket ludn 

\g. i \ nay. sU hai long cua du khdch chinh Id 

dieu kien cd ban. la thUdc do thanh cong cho sU 

phat trien cua mOt doanh nghiep du lich. De 

chie'm ITnh vi the canh tranh tren thi tnfdng, 

doanh nghiep du lich can tao dUpc sU hai long 

danh cho du khach \'iel Nam 

Dffa tren cdsd !>' thuyet ve sUhai long ciia du 

khdch, sau khi Iffdc khao cdc cdng trinh nghien 

cffu trong va ngoai nudc, ket hdp vdi thffc tien 

cong tdc hdn 18 nam d nhieu vi tri tai Saigon

tourist, nhdm tdc gia xdc dinh sff tdc dpng cua 5 

ye'u to' cd dnh hffdng den sU hdi long ciia du 

khdch Viet Nam dd'i vdi dich vu du lich trong 

nudc ciia Cong ty. bao gdm: (I) Hffdng dan vien; 

(2) Cd sd lUu tru; (3) Phffdng tien v -i.. - in.v^ i'- ("̂ 1 

An udng; (.S) Diem den. Tff Jo i '•' ' ^ ' "" >' 

qudn tri nhdm ndng cao sU hdi lor tu.i du khach 

Viet Nam, gdp phan thu hut du khach Vici Nam 

sff dung nhieu hdn dich vu du lich trong nffdc cua 

Saigontourist. 

Tuy nhien. bdi viet vdn cdn mpt sd han che 

nhff: Khao sdt chUa dupc md rdng ihem nhidu ddi 

tffdng khdc. chdng han nhUkhdch nUdc ngodi den 

du lich Viet Nam hoac du khach tlm hidu thong 

tin ve Cong ty qua sff gidi thieu hodc website. Vl 

vay, hffdng nghien cffu sap tdi la md rdng pham 

vi khao sal la du khdch di tour theo tap the cdng 

ty hoilc CO the la di tour cua mot cdng ty du lich 

khdc tren dia ban TP. Ho Chi Minh • 
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ABSTRACT: 
In the current context of inlemational integration, almost every business in tourism 

industry have to fiercely compete with each other for their survival and growth. It is 
important to identify factors affecting visitor satisfaction which is a key indicator for the 
development of tourism businesses. This study was conducted to help Saigontourist 
Company determine the impact of five factors, namely (1) Guides: (2) Accommodation; (3) 
Means of transporiation; (4) Catering; and (5) Destination on the satisfaction of Vietnamese 
tourists with domestic tourism services provided by the company. Based on findings, this 
study proposed management implications to improve the satisfaction of Vietnamese tourists 
with domestic tourism services of Saigontourist Company m order help the company attract 
more visitors. 
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