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NANG CAO SU HAI LONG
CUA DU KHACH VIET NAM POI VOI
DICH VU DU LICH TRONG NUGC
CUA SAIGONTOURIST

® NGUYEN THANH LAM - TRUGNG HONG UYEN

TOMTAT:

Trong giai doan hdi nhip qudc 1€ siu rong. cic doanh nghiép trong ngiinh Du lich phdi canh
tranh &t sire khde 1iét dé dn tai va phdt irién. Viéc xic dinh cdc y&u 16 dnh hudng d&n sy hai
long clia du khich ¢6 y nghia quan trong cho sy phiit trién cda doanh aghiép du fich.

BAi viét dudc thyc hién nhim giip Cong ty Saigontourist x4c dinh sy tac dong cda 5 y&u t(v:
(1) Hu6ng din vién: (2) Cd wt leu tr: (3) Phudng tién vin chuyén: (4) An udng: (5) Priém dén
ddi v6i sy hai dng ctia du khach Viét Nam sau khi st dung dich vu du lich trong nude cda Cong

ty. TU d6. tic g

id duara ham ¥ quan tn nhiim ndng cao sy hii long cda Khich du lich Viét Nam,

£6p phan thu hat du khich sit dung nhiéu han dich vu du lich trong nudc cha Saigontourist.
Tir khod: Saigontourist, dich vu du lich. du lich trong nudc. yéu 14 tic dong.

1. D3t v&n dé

Trong linh vae dich vo. ddc biétia dich vu du
lich, viée cung cdp cic sin phdm/ dich vu thod
min khich hing luon dude dit lén hing diu.
Hién nay. thi truding du lich ¢6 sit canh tranh hét
stte Khde hét gira nhitng doanh nghic¢p (DN) dang
hoat déng trong ngdnh. gitta ciic DN mai gia nhip
nganh va nhing DN ¢6 tém ning tham gia
nganh. BE nidm due 1hi hicu khich hing, chi€m
thi phdn v thu it khich hing. cic DN déu ¢d
gdng lim hii 1ong du Khich.

Viée xdc dinh cic v&u 16 anh hrdng dén
hai long coa du khich ¢6 var 1rd dit hiét trong
qud trinh hoach dinh chién luge phitrién clia cic

DN du lich. trong d6 ¢6 Cong ty TNHH MTV Du
lich Lir hainh Saigontourist (sau diy goi tdt Ja
Cong ty hodc Saigontourist).

Doanh thu ciia Saigontourist ting trudng rit
nhanh. Trong d6. khdch du lich trong nudc ¢6 xu
hudna ting nhanh hon so vdi khach du hich nude
ngoii. Hién tai. Cong 1y tdp trung khai thic manh
vio mang doanh thu tr khdch du lich trong nudc.
Bén canh sy khen ngdi. Saigontourist cing nhan
duge nhidu phin nan cda khich hing vé chit
Irang va dich vu. Do dé. cdn nghién cdu cdc yéu
16 @nh hudng d€n v hai long cia du khich dé
hudng dén myc tiéu chién luge ma Cong 1y di

ditra,

$6 11 - Thang 5/2020 251



TAP CHI CONG THVENG

thu nhip binh quin hang thing dudi 10 tricu
ddng va 96 du khach (1uang dudng 239 ¢
muc thu nhap 30 - 50 tri¢u ddng. Chicd 4.7 &
du khdch ¢é mic thu nhip trén S0 1rigu dong.

4.2. St hai long ciia du khdch doi vii titng véu
16" (Bang 2)

a) Huteing déin vién

Y&utd "Hudng din vien’ duge do luding qua 6
bi¢n quan sdt HDVI. HDV2, HDV3. HDVA.
HDVS5. HDV6. Gid tri trung binh \¢ muc do hai
long cla du khich trong thin gian qua @ 6 khia
canh khio «it ndim trong doan 3.92 - 4,01 trong

thang di€m 3 nhu dude thé hién trong Bing 2.
Diéu niy ching té. du khich hai long vt “chit
lugng” cdc hudng din vién cia Cong VE e
mat: Ki€n thire va kinh nghigm vé wyén diém, sy
hoat bdt va khi ndng gdn k€t p thé. ngoai hinh,
tac phang cOa hudng din vién. sy quan 1dm v
chim sé¢ dGi \i khdch hang. C6 dude diéu nay
1a do viéc wrén dung cdc hudng din vién va
cong thc vién hubng ddn coa Cong ty
Saigontourist duge thue hign rat bai bin. ¢é quy

trinh tuyén dung minh bach, ¢o tiéu chi tuyén
dung hodc hdp tic ridtrod ring

BAng 2. Théng ké theo thu nhap

STT Bién quan sét

Huéng dén vién
1 Kién thic vé tuyén diém
2 Kinh nghiém vé tuyén diém

3 Sy hoat bat va kha nang gén két 1ap thé

4 Ngoai hinh cua huong dan vién

B Tac phong cia hudng dén vien

6 Sy quan tam v chdm soc déi voi khach hang

Co 86 luu tro B
1 Thén gian nhan phong cua knécn;a—r; )
2 Sy da dang cua bua an sang
3 Sy gn nght cda trang thiét bi trong khach san
4 Thai d9 cUa nhan vién phyc vy
Phuong tién van chuyén
1 Sunen nghi cua phuong tien van cnu, en
.2 ' .\/‘éc .luén thy évd gidc cua chuong tnnh

3 Su an toan cua phucng bén van chuyén

4 Thai d6 phyc vy coa tai xé
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b) Cut sc hew 1hii

Yéu 1 “Cd sd Iwu tri” dude do ludng qua 4
bidn quan sit LTI LT2. LT3 v LT4 Gid tri
trung binh vé mde dd hii long cia du khich
trong thiti gian quat duge the hign trong Bing 2.
Theo dd. du khich didnh gid co thién hugng tich
cue vé cic khia canh thude vé cd sd luu tri. cy
th¢ 1a: LTI (Thési gian nhin phong cia khdch
san). LT3 (Su ién nghi cia trang thiél bi trong
khdch san) vit LTS (Thdi do cia nhin vién phuc
vuyddu ¢6 mite danh giid rén 3 trong thang diém
S Tuy nhién. LT2 (Su da dang cOa bita an ~ing)
¢hva dude Jinh giid cao. véi diém trung binh chi
13 2844 Cu thé. nhidu du khich chia hii long
V¢ ihwte don buffer si n2 & mit »o khich san. dic
bigt I3 Khiich san 3 sao vi ho khong ¢d nhidu mon
dé Iya chon theo G thich. By cing 13 didu ma
Cong 1y win lwu v d€ dé xuit cdc khich san bd
sung thye dan khi ¢d du khiich cia Cong 18 dén
tuu .

s " Bénquanst -  Mine | o
oo JE— P S
A1 T;\Gq gian phyc vy an udng - 7 7 7AU1W i 7530 o
Z fuﬁdadangoﬁacécménan *,,, - 7j‘ —AVUZ ‘. ] 2,8(; 71
3 Viéc thiél k&, trinh bay cac mon an cha nha hang AU3 | 3.22
T f Thai d¢ cua nhan vién phyc vy nha hiang o - AL ‘ T30
5 : vé sinh:n toan thyc pham T - o ?5— 177”2,797(73 o
Dém din - o o B
1 .‘ Vvé svu-mdi la ;ﬁ:dlém dén 7 o DD1 7 3.90
2 Su hidp dan cia diém dén o oD2 k 3.83 o
3 Viec }hiél ké 16 trinh tour va cac diém d;'n 0?3 3.95
4| Syantoan, an ninh, sach sé cia dém dén DE_); 1 *3.87_
5 Thai d6 cua ngudi dan dia phuong ) DD5 ‘ 385

Chii thich: * Gud try trung binh

¢) Phutong tgn vin chuvén

Y&u 13 “Phudng ti¢n vin chuyén® duge do
ludng qua 4 bicn quan ~it VCI, VC2, VC3 va
\'C4 K&t qud trong Bing 2 cho thiy, du khich
dinh gid Khi tich cye vé VCI (Sy an toan cia
phudng tién vin chuyén) va VC4 (Thii dé phuc
vu cia tai xér tuy nhién, ho khd khong hailong
vé VC] (Sy tién nghi cda phudng tién van
chuyén) va VC2 (Viéc tuan thd gis gidc cla
chudng trinh). B6 13 vi du khach chua ddnh gid
cao sy tén nghi cia cic phuong tién vin chuyén,
chﬁng han: Ghé' mdy bay cia cic hing Vietjet
Air. Jetstar Pacific thirgng hdi nhé: chd d€ chan
Khong thodi mii trén <¢ khdch: chd dé hanh Iy
khéng db: cic bac 1&n xudng cha xe khd cao. bal
tién cho khich 1én xudng nh in wén hinh
trinh: mot s& ve gip vin dé dicu hoa nhi¢t do
irong ve hay gip vin dé vé hé théng dm thanh.
anh ~ing d¢ du khdch ¢é thé sinh hout trén
hanh winh....

u

$& 11 - Thang 5/2020 255



TAP CHi cong RLLUY

d) An uing

Y ¢u 1o "An uong” dude do ludng qua 5 bién
quan ~it AU AU U3 AUV ALS Kétqua
trong Bang 2 cho thiy. du khich ddnh gid Khd tich
cure ¢ AUI (Thisi gian phuc vu dn udng), AU

(Vi¢e thiét KE. trinh bay ¢dc mén dn cda nha
hang) va AU4 (Thdi d6 cua nhan vién phyc vy
aha hang). Tuy nhi¢n. ho khd khéng hailong &
AU2 (S da dang cua cde mén dn) va AUS (V¢
winh an 10an thye phimy. Theo nghién cfu cda
nhém tic gid. cdc nha hang ma Cong 1y hap tic
J& dura doan khich dcn dn déu 1 nhitng nha hiing
¢6 danh li€ng & hhu vye di€m dén hoidc 1rén
tovén dudsng ma ve di qua. Mic di vy, du khich
viin chua thue sif hai long vé ¢a 3 khia canh niy
bdi vigc eic tour dén nha hing chim hon thd
gian dd dicnén cic mon in dude biy ra trén ban
dn trd nén agudi lanh. Du Khich cdng chua hai
Joang v& sif da dang clia ciie mén an i v é sinhan
toin thite phivm. Bén canh dé. mota nhi hiing wv
dung cic thye pham dy tr liu nhu hidi san. thit
cic loai nén dnh hudng d&n ohit ugng mén an va
gdy ra nhitng (n¢u chirng ticu hoid kho chiu cho
du hhich Nhitng vin dé niy dd dnh hudng nhieu
dén s hai 1ong coa du khiich d6) véi dich vu du
lich cia Saigontonrist.

4.3, Phén tich hii quy tuyén tinh
\'i¢e phdn tich ndy nhim iy dyng mo hinh,
e dinh mife 80 tie ddng coa cdc

VEU o ddi v
st hai long ciia du Khach Vidt Nam vé dich vu du
nigontourist. Bay 13 ca s cho vice dé ra

cde gidi phip nhdm odng coo s b Wdng caa du
Khaeh: ddng thdi gitip Saigontourist thu hit da
Khdch Vice Num i dung cde dich vu du lich eda
Cong 1y rong thdi gian 8i. Cy thé, dua vio cic
dinh gid v & cde Khia canh do lugng § VEu g doc
lip (HDY: Hudng din vién: LT: Co d luu tra:
VO Phudng tien vin chuyén: AU Anuéng: DD:
Diém den gid tricia S y&u 1§ nay dude tinh

bing cdach 1y gid tntrung binh ctda cdc bién quan
at trong thang do

Nzear ri e @1a dung mot cau héi "Dua irén
nhing danh gid rén. Anh/Chi vui [ong cho hiét

mire 3o hai Iong chupe <wu A & dune
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fanh gid

clia Saigontourint”™ d¢ du khich <o !
u bich cua

chung vé sy hai long dor vdrdich «
Cang ty. Bién quan ~it niy due md hoa 1 H‘L-
Npodi ra, Xem \Cttde dong e cac dd diém
nhan khiu hoc cia du Khich b gidi tinh (GT).
6 1udi (TUOD vit thu nhip (TN) dén su hdi long
cua du khich d€ ¢é nhing gidi phdp phi hdp cho
cic nhém dai nrgng. Khi d6. tae 21 »& tim méi
quan hé gifta su hdi long cta du khdch v & S yéu
1§ doc lip va cdc dac diém nhin Khidu hec cia
ho d6i véi sy hai 1dng chung v¢ dich vu du lich
cda Cong ty Saigontourist nhf sau:

HL = {(HDV. LT. \V'C. AU. DD. GT. TUOL. TN)

Trong dé: I'12 ham hdi quy duge vic dinh i dir
licu khito sdt.

K&1 qui phan tich héi quy lin thit nhit cho
thiy, cdc bién GT. TUOL v TN ¢6 muc ¥ nghia
thdng ke (Sig.) ril I6n so vdi gid tri ngudng 5%
cho nén co thé ket luiin cic dic didm nhin khiu
hoc nhy gidi tinh, d§ wdi va thu nhip cia du
khdch khong ¢6 ¥ nghia thdng ké d6i vai s hai
Jong chung ciia ho vé dich vu du lich cia Cang ty.
Di¢u d6 ¢6 nghia. cdc y€u 16 niy tic dong khéng
diing k€ dén sir hai long cha ho: tic 1a gia du
khdch nam vi du khdch nd, gida cdc nhém 1wdi
va gilfa cic nhém tha nhiap khong ¢6 sy khic biét
vé e d¢ cim nhian hii long doi vdi dich vu cla
Cong ty. Trong qud trinh tri€n khai cic hoat déng
nhiim ning cao sy hir 1dng cGa du khach, Cong ty
Saigontourist ¢6 thé khéng cdn xét dén chc dic
diém nhan khdu hoc nay.

DE ¢6 dinh gid ding din vé tic dong clia cic
yEu 18 doc lip d6. tée gid uén hinh loai cdc bign
thude vé dac diém nhan khdu hoc va phin tich
lai ma hinh hai quy nhu sau:

K&t qué phin tich due thé hién wrong Bing 3.

K¢t qud trong Bang 3 cho thiy. 151 ¢4 § y&u
doc lip déu c6 ¥ nghia théng ké tong mé hinh
héi quy. Neoiu m.‘du_r:. vao cdce g trong cét
Hé & héi quy chudn héa. nhém <ip x&p
thit tf tde dong gidam dan cda cd 10 nhy sau:
Phudng tién van chuyén (0.396, Jan vién
(0.359). C¢s 88 lvu tri (0.293). 4 0.257)

vi Anudng (0.226)
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BAng 3. Hé 56 hoi quy

Hé 88 hél quy chua chudn hoé He $8 héi quy chudn hoa Thong ké 00ng tuyén
Bidn quan sét — Sig. -
B Sal 80 ohuan Beta Dung sal VIF
) (Conslanl] 7;.076 B 0,151 i 0.000 ‘ )
WOV 7 T o210 0,022 0359 T 0000 0957 | 1045 |
T e | o 0293 0000 | 098 | 1014
ve | o022 | oot Toa6 0000 0873 | 1146
A o | oo 0,226 T 0000 0901 | 1110
o0 0159 0022 0.257 0000 | 0973 |

5. Thio ludn va két lufn

S.1. Thio lugn

V3i ké1 qud dat duge ti Bing 3, tdc gid nhin
1hi'y Saigontourist ¢6 thé phdt huy nhing thé
manh dang ¢6 vé cdc yéu 18 Hudng din vién, Dia
di€m vd mdt s& mat manh kKhdc 1rong 3 yéu (8
¢dn lai. Bai viét tdp trung vao viéc dé xudt hirm
¥ cho nhitng mit yéu nhif sau:

Nhin chung, y&u 18 ¢d sd lvu trii dutge dinh gid
12 tich cue. wy nhién ¢6 mot y€u & LT2 (S da
dang cda bira &n sing) duge didnh gid 13 2.84 v
cin phdicé gidi phip. Thyc ra. vin dé nay cing
khd khé khdn khi dua ra nhdn dinh chung vi sy da
dang clia bira an sdng thy thude vio tiéu chudn
sa0 md du khich d3 chon. khdch san ¢d tiéu
chuin sao ¢ing cao thi da phan biia an sing duge
ddnh gid rit phong phi vi da dang vi bao gdém
rdtnhidu mén dn theo tiéu chufn qudc 1€, Hode
s da dang ciia bira dn sdng cdon thy thude vao
khiu vi ciia titng du khdch va cia titng viing
mién.

Nhu vily. néu du khich chon lya ¢d 56 luu trd
¢6 tidu chuiin sao thap thi khi ning khéng ¢6 sy
hi long cao 061 vdi viée da dang cha bira din sing
+d ngudc lai. Do vy, Cong ty can lua chon k¥
Iudng danh sich cdc nha cung dng vé ¢d <3 huu
ini ¢€ dam bio chit lugng dich vu va su hai long
cia du khich. Danh sich nay thugng xuyén duge

1,028
Bién phuc thuge: HL

cap nhit vi thay d&i cho phit hap vdi thi hi€u el
khich hing. Neoai ra. Céng ty phii thiing xuyén
Ki&m tra. ddnh gid vé chat ugng dich vu cla cde
cd 5@ Juu trii ¢6 ddm bao duge yéu cau, tiéu chi
phuc vu du khich hay khong. Cic khdo sdt nay
cin thye hién 161 thi€u 13 3 thang/tin.

Trong yéu 1§ an udng ¢6 2 bi€n chua dirge
ddnh gid 161 va phii ¢ gidi phip o€ khic phuc.
Th nha't1a AU2 (Sy da dang clia bia dn) nhy dii
gidi thich @ phan rén. sy da dang cGia bita dn sing
tuy thuge vao khdch san ¢é tiéu chuin sao nhs
the nio. thong thudng cdc khdch san cao cip bira
in sing rit da dang bao gdm cd mén dn Viét
Nam, mén A. mén Au. Thit hai la AUS (An 10in
vé sinh thyc phim), khdch cdm thiy lo ling khi
duge trai nghiém bira dn 1ai cdc nha hing khong
dim bio vé sinh. qui dong ngudsi diin d€n qud 1
khong phuc vy kip. nha vé sinh khong ddm bio.
(at ¢ didu d6 120 nén sy lo ling vé vii é
sinh an toan thyc phim va day ciing lit vin dé hét
sttc quan trong cén pha chi trong. Do viy, Phong
Cung ing dich vu va Ki€m sodt chdt lugng cla
Cong ty khong ngifmg ki€m tra va gidm st cdc
nhil cung ¥ng d& ddm bio cung cip cho khich
hang bira in phong phi. da dang va dip dng ducce
véu cau cho du khdch: ddm bio vé sinh an toin
thirc phim cho khdch hang dac bict rong mia
ning ndng thdc @n dé bi hu. dnh hudng nghiém
trong dén de khée cda khdch du lich.
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> Két hwin
s nay. s hii long cda du khdch chinh 13
Jdi¢u hién cd ban. 1a thide do thanh cong cho v
phat irién cda mot doanh nghiép du lich. Bé
chi¢m linh vi thé canh tranh trén thi trudng
doanh nghiép du lich cin 1o dude sy hdi 1ong
dinh cho du khich Viét Nam

Dya trén ¢ <G 1V thuy€t vé sichi long cua du
Khich, sau khi luge khio cic cong uinh nghien
cttu trong vi ngoii nude, ket hgp vai thue nén
cong tic hun 18 ndm & nhidu vitri tai Saigon-
1ourist, nhémn tdc gid \dc dinh sy tic dong cia S
y&€u 18 ¢6 anh hudng dn su hdi long cia du
khdch Viét Nam ddi véi dich vu du lich trong
nudc ciia Cong ty. bao gdm: (1) HuGng diin vién:

I'\ILIEU THAM KHAO:

(21 C s w11z (3) Phutdng téa e 00 1 ()
An uGng: (5) Didm dén, Tir do o fe hamy
qQuin tri nhim nang cao sy hdi ko v du khdch
Viét Nam, g6p phin thu hat du kbach Vit N‘\]"
st dung nhiéu han dich vy du tich trong nudc cua
Saigontounnt.

Tuy nhién. bai viét vin con mat »& han che
nhit: Khio it chuia dge me rong 1hé m nhicu d&i
ticing khdc. ching han nhy khich nude ngodi dén
du hich Vigt Nam hode du khich tim hi€u théng
tin vé Cong ty qua sy gidi thig¢u hodc website. VI
viy. hudng nghién ciu ~dp t6i 12 md rong pham
vi khito ~it 12 du khich di tour theo tip thé cong
ty hoiic ¢6 1hé 13 di tour cia mot cdng 1y du lich
khéc trén dia ban TP. HO Chi Minh @
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Hoc vien cao hoe Khoa Quan tridulich - Nhd hang - Khich san
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IMPROVING THE SATISFACTION OF VIETNAMESE
TOURISTS WITH DOMESTIC TOURISM SERVICES
PROVIDED BY SAIGONTOURIST

® Ph.D NGUYEN THANH LAM
Office of International Affairs, Lac Hong University
® Master’s student TRUONG HONG UYEN
Faculty of Tourism and Hospitality Management,
Ho Chi Minh City University of Technology

ABSTRACT:

In the current context of international integration. almost every business in tourism
industry have to fiercely compete with each other for their survival and growth. It is
imponiant 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 transportation: (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 Vietnamesc tourists
with domestic tourism services of Saigontourist Company in order help the company attract
MOre Visilors.

Keywords: Saigontourist. tourist service. domestic tourism. determinants.
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