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Abstract: Determining the factors affecting the quality of tourism services is highly useful for
managers in planning their business’s strategic development. This study adopts a questionnaire
designed on the basis of previous research results to survey 117 customers who have stayed at
Flamingo Dai Lai Resort to find out what and how factors affect their satisfaction of the tourism
services provided by this resort. It is indicated in the regression analysis that there are five factors
affecting customer satisfaction ranging from most important to least important. These include:
weather, climate, environment (ecological environment), staff behavior, infrastructure,
accommodation safety and food quality. The research therefore proposes some recommendations
on management practiced by Flamingo Dai Lai Resort so as to further enhance tourist attraction.
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Tém tit: Xac dinh mirc do anh hudng cia cac yéu té dén chit lugng dich vu du lich 1a mot cong
cu hiru ich d6i v&i nha quan 1y trong viéc hoach dinh chién luoc, 1ap ké hoach phat trién du lich.
Nghién ctru nay sir dung bang hoi duoc thiét ké tir viéc phat trién cac két qua nghién ctru trude
day, khao sat 117 khach hang nghi dudng tai khu du lich Flamingo Dai Lai Resort nham xac dinh
cac yéu to va mirc 46 anh huong dén su hai long cua khach hang d01 Vo1 chét lugng dich vu du lich
cua khu du lich nay. Két qua phan tich hdi quy chi ra c6 5 yéu t6 sip xép theo muc d6 quan trong
tir cao dén thdp gdm Thoi tiét, khi hiu, moi trudng (MOi trudng sinh thai), Thai do Gng xir cia
nhan vién, Chat luong co so ha tﬁng, Tinh an toan cta khu vue luu trii va Chét luong thuc phém co
anh hudng dén sy hai long cua cac khach hang st dung dich vy véi d6 tin cay 95%. Tu két qua
trén, nghién ctru d& xuat mot sb ¥ kién vé quan 1y khu du lich Flamingo Dai Lai Resort nhim ting

cuong kha nang thu hut khach du lich hon nira.

Tir khéa: Du lich, chit lugng dich vy du lich, sy hai 1ong.

1. Gi6i thi€u chung

Sy hai 1ong ciia khach hang 1a mot chu dé
quan trong trong quan 1y dich vu du lich [1]. Ly
thuyét vé chat luong dich vu la mot pham tru
rong va c6 rat nhidu dinh nghia khac nhau tuy
thudc vao ting loai dich vy, nhung ban chét cta
chét lugng dich vu ndi chung dugc xem la
nhitng gi ma khach hang cam nhan duoc. Mdi
khach hang c6 nhan thic va nhu ciu ca nhan
khéac nhau nén cam nhan vé chét lugng dich vu
cling khac nhau. Trén giac do nha san xuat, chat
lwong dich vu la viéc bao dam cung cép dich vu
theo dung kich ban véi ky nang nghiép vu cao
cua nhan vién cung wng va déi ngd can bo quan
ly. Trén giac do khach hang, chat luong dich vu
la mirc d6 hai long cua khach hang trong qua
trinh tiéu dung dich vu, la dich vy tong thé cua
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doanh nghiép mang lai chudi lgi ich va thoa
man day di nhu cau mong doi cua khach hang,
twong xuang voi chi phi ma khach hang phai
thanh toan. Bé duy tri tinh canh tranh, duy tri
khéach hang va thu hat khach hang méi, cac nha
cung cap dich vu luu trd cén ning cao chat
lugng dich vu va xac dinh sy hai long cua
khach hang nhu mét chién luge cdt 15i.

Céch trung tam Ha Noi 45 km va san bay
No6i Bai 10 km, Flamingo Pai Lai Resort toa lac
tai mot ving ban son dia phia bic hd Dai Lai.
Pay 1a dia diém du lich, nghi dudng nbi tiéng
bac nhat mién Béc nhd dugc thién nhién ban
tang phong canh non nudc hiru tinh, khi hau
trong lanh, mat mé quanh nadm cung dia hinh va
hé sinh thai phong pha. Pay con la mét vung
dat tri pha va da dang vé vin hoa, di tich lich
sir, danh lam thang canh,... Khu resort con c6
nhiéu thuan lgi khi ndm trong ving trong diém
phat trién du lich hd Pai Lai, duoc tinh Vinh
Phuc dau tu 600 ty dong dé xay dung co sé ha
tang, canh quan ven ho. Tuy nhién, mot bai
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toan khong hé dé dat ra ddi v6i cac nha quan 1y
khu du lich, d6 la do ludong dinh luong su hai
long cuia khach hang nham thu hat khach du
lich thong qua xac dinh cac thudc tinh thu hut
quan trong nhét cta khu du lich, kha nang hép
dan cta chung va so sanh v&i muc do thu hut
cua cac khu du lich canh tranh khac. Nghién
clru nay tién hanh diéu tra khach du lich cua
Flamingo Pai Lai Resort nham tim ra cic yéu
t6 anh huong dén sy hai long cia khach hang.
Nghién ciru tién hanh kiém dinh thang do sy hai
long ctia khach hang vé chat lwong dich vu du
lich tai Flamingo Pai Lai Resort, tir d6 xac dinh
cac yéu t6 anh huong dén sy hai long cua khach
hang dbi véi chat luong dich vu du lich cia
Flamingo Pai Lai Resort.

2. Téong quan tinh hinh nghién ctru vé cac
yéu to anh hwéng den sy hai long vé chat
lwgng dich vu du lich

Theo diéu 10, Phéap lénh Du lich cta Viét
Nam: “Du lich la hoat dong cua con nguoi
ngoai noi cu tra thudng xuyén ciia minh nham
thoa man nhu cau tham quan, giai tri, nghi
dudng trong mot khoang thdi gian nhit
dinh” [2].

Theo nghia hep, dich vu la nhirtng hoat déng
c6 ich caa con ngudi tao ra cac san pham khdng
ton tai dudi hinh thai vat chat, khéng dan dén
viéc chuyén quyén sé hitu nham thoa man day
du, kip thoi, thuan tién, van minh cac nhu cau
clia San Xuét va cua doi song xa hoi. Theo nghia
rong, dich vu la Iinh vyc kinh té thi ba trong
nén kinh té quéc dan, bao gdm cac hoat dong
kinh té nam ngoai hai linh vuc nong nghiép va
cdng nghiép.

Theo mé hinh danh gia chat lugng k¥
thuat/chirc ning cua Gronroos (1984), chat
luong dich vu duge danh gia bang cach so sanh
gitia gia tri ma khach hang mong doi trude khi
st dung dich vu va gia tri ma khach hang nhéan
dugc khi sir dung dich vu [3]. Dé do luong chat
lugng dich vy, Gronroos dua ra 3 ti€u chi: Chat
luong ky thuat, chét lugng chic ning va hinh
anh. Trong d6: i) Chat lugng k¥ thuat 1a nhimng
gia tri ma khach hang that sy nhén duoc tr dich
vu ciia nha cung cép (khach hang tiép nhan cai

0i?); ii) Chét luong chiic ning thé hién cach
thirc phan phdi dich vu t6i nguoi tidu ding cua
nha cung cdp dich vu (khach hang tiép nhan
dich vu d6 nhu thé nao?); va iii) Hinh anh
thuong hiéu déng vai tro rat quan trong ddi véi
nha cung cip dich vu, yéu t& nay duoc xay
dung cht yéu dya trén 2 thanh phan: chat lwong
ky thuat va chat luong chiic ning.

Chat lugng dich vu du lich 1 viéc cic nha
cung cap dich vu du lich dép tmg mirc d6 nhu cau
va sy mong doi cua khach hang véi dich vu do.
Vi thé, chat luong dich vu du lich chu yéu do
khach hang xac dinh, mtc d9 hai long cua khach
hang cang cao thi chat luong dich vu cang tét.

Su hai long cua khach du lich dong vai tro
quan trong ddi voi su thanh cong cua cac diém
du lich béi nd tac dong dén hanh vi lya chon
diém dén, su dung cac san phém, dich vu va
quyét dinh quay lai. Theo Oliver (1997), sy hai
long cua khach hang la sy phan ung clia nguoi
tiéu dung d6i voi viéc dép mg nhitng mong
mudn cua ho [4]. Zeithaml va Bitner (2000) cho
rang sy hai 1ong cta khach hang 13 sy danh gia
ctia khach hang théng qua mot san pham hoic
dich vu dap tng duoc mong mudn va yéu ciu
cua ho [5]. Yang va Peterson (2004) xac dinh
su hai long cua mot khach hang 1a mét khai
niém do ludng tit ca cac mic do thoa min cua
khach hang d6 véi t6 chirc cung cip dich vu sau
tat ca nhitng 1an tiép xuc va twong tac véi khach
hang [5]. Kotler (2001) lai cho rang su hai long
cua khach hang la muc d6 trang thai cam giac
clia mot ngudi bit ngudn tir vide so sanh két
qua thu duoc tir viée tiéu dung san pham/dich
vu va nhiing ky vong cta khach hang [7]. Theo
Levesque va McDougall (1996), su hai long cua
khach hang chinh la trang thai/cam nhén cua
khach hang d6i voi nha cung cdp dich vu sau
khi d3 str dung dich vu d6 [8]. Theo quan diém
cua Yuksel, A. va Yuksel, F. (2001), c6 2 khia
canh vé su hai long: hai long cua khach hang
v6i san pham cubi, tic 1a sau khi tiéu dung san
pham va hai 1ong cia khach hang voi qua trinh
cung cap dich vy, tirc 1a gin véi toan bo qua
trinh trai nghiém san pham cta khach hang [9].

Tom lai, c6 nhiéu nghién ciru ban vé sy hai
long cua khach hang, tuy nhién khong co sy
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thong nhét chung trong viéc do ludong su hai
lIong. Nunkoo va cong su (2019) da sir dung dir
lidu thu thap dugc tir nhitng du khach dén Nam
Phi dé phan tich chat lugng dich vu va sy hai
long cua khach hang d6i véi cac khach san co
xép hang sao khac nhau theo Hoi dong cham
diém du lich. Nghién ctru sir dung nhiéu nhom
phan tich (MGA) va phan tich ban dd hiéu suat
tam quan trong (IPMA) bang cach 1ap md hinh
phuong trinh cdu trac binh phuong nhé nhat
ting phan (PLS-SEM) dé dat dugc muc tiéu.
Hai yéu t& quan trong nhéat vé mutrc do hai long
ddi véi co s Iuu tra loai 1 sao va 2 sao 1a co s
ha ting luu trG va chuyén mén cia nhan vién.
An toan, an ninh va chit luong phong 14 hai yéu
td quyét dinh dang ké dén su hai long ddi véi
cac co s6 3 sao. Pbi v6i co sd 4 sao va 5 sao,
2 yéu t6 thoi gian cho doi va twong tic voi
khach hang anh huong dén sy hai long cua
khach hang. Bén canh d6, nghién ctu dua ra
cac bién phap cua cdp quan 1y nham cai thién
chét luong dich vu va sy hai 10ng cua khach d6i
v6i timg hang muc chim diém [9].

Wu va Ko (2013) di phat trién mot khung
khai niém va thang do ludng vé chat lugng dich
vu trong nganh khach san dua trén phéan tich dir
liéu tir 622 khéach hang. B9 tin cdy va hiéu luc
cia thang do dugc thiét lap thong qua thir
nghiém thi diém va khao sat ndi dung. Nhém
tac gia cho rang co 3 nhom yéu té anh hudng
téi chét lugng dich vu nganh khach san gém:
Chat lugng twong tac (quan ly, su thanh thao,
giai quyét van d&); Chit lwong moéi trudng
(nhiét do, chét lugng phong, su ti€n nghi, thiét
ké, dia diém); Chat lugng vé két qua (tinh hoa
ddng, thoi gian cho) [11].

Qua két qua khao sat 941 nguoi luu tra tai
mot khach san Trung Qudc trong nghién ctru
cia Ryan va Huimin (2007) cho thiy muc d6
hai 1ong cua khach dbi v6i khach san bi anh
hudng boi xép hang sao cia khach san. Béng
cach so sanh cac ma tran danh gia muc d§ quan
trong cho tirng loai khach san, nghién ciru cho
thiy mirc d6 hai long ddi voi cac khach san 5
sao va hang sang cao hon so v6i cac khach san
1 va 2 sao. Bén canh do, ¢ tt ca cac cip do,
nhiing nguoi dugc hoi déu danh gia cao cac yéu
t6 sach s& va thoai mai [12].

Nghién ctru cua Chu va Choi (2000) st
dung phuong phap phan tich Tam quan
trong-Hi¢u sudt (IPA) dé xem xét tam quan
trong va hiéu suat nhan thirc cua khach doanh
nhan va khach du lich khi lya chon khach san
trong nganh khach san Hong Kong. C6 6 yéu tb
lva chon khich san cia khach hang dugc xac
dinh gém: Chét lwong dich vy; Co s& kinh
doanh; Gia ca; Phong va I& tan; Thuc an va giai
tri; An ninh. Ca khach doanh nhan va khach du
lich déu c6 nhén thirc gidng nhau vé tat ca cac
yéu t6 trén. Phuong phap IPA cho thdy Chat
lugng dich vy, Phong va I& tan va An ninh trong
goc phan tu Duy tri cong viée tdt; Co s¢ kinh
doanh, Thirc an va giai tri & goc phan tu Mt
d6 wu tién thip. Phong va 18 tan va An ninh lan
luot 1a nhimg yéu td quyét dinh dbi voi khach
doanh nhan va khach du lich trong viéc luya
chon khach san [13].

Akaba (2006) diéu tra khao sat ky vong vé
chat luong dich vu cua khach hang d6i véi
khach san trén co s& st dung mo hinh
SERVQUAL, tir d6 xac dinh 5 khia canh chat
lwong dich vu: Sy hitu hinh, Su thoa dang trong
cung cép dich vu, Sy thau hiéu va quan tam, Su
dam bao va Sy tién loi. Két qua cho thay khach
hang doanh nhan c6 ky vong cao nhat dbi véi
khia canh Su tién loi, tiép theo 1a Sy dam bao,
Sy phu hop, Su thoa dang trong cung cép dich
vu va Su thau hiéu, quan tam [14].

Hanh vi cta nhan vién dong vai tr0 quan
trong trong viéc lam hai long khach hang.
Nghién ctru cua Ahelalat va cong su (2017)
khao sat dir liéu tr 212 khach du lich da co trai
nghiém an uéng & Jordan va dwa ra két qua
phan tich cho thiy ca khia canh chirc ning va
khia canh c4 nhan cua hanh vi dich vu c6 thé
giai thich cho sy hai long ctia khach hang, vdi
su dong goép cua khia canh ca nhan cao hon
khia canh chirc nang [15].

Nunkoo va cong sy (2017) phan tich anh
huong cua chat lugng dich vu (thong qua cic
yéu td: gia tri cam nhén, hinh anh, cam xuc tiéu
dung va long trung thanh cua khach hang) déi
v6i sy hai long cua khach hang, dya trén dit li€u
thu thép tir 672 khach luu trt tai cac co s¢ luu
tra & Nam Phi, dugc phéan tich bang phuong
phap tiép can thir bac sir dung phan tich nhén t6
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khang dinh dé kiém tra mo hinh nhan té bac hai
va mo hinh phuong trinh cu trac dé kiém tra
md hinh téng thé. Két qua chi ra ring mé hinh
nhan té bac hai dugc chip nhan [16].

Khach hang ngay cang quan tam dén an
toan va an ninh cia khach san. N6 da tré thanh
van dé hang dau d6i voi khach hang ciing nhu
cac nha quan ly khach san. Enz va Taylor
(2002) cho rang tiéu chuan an toan va bao mat
anh hudng toi chét lugng dich vu cua cac khach
san. Tiéu chuan nay gém 2 yéu t6: i) thudc tinh
an toan vat ly, nhu viéc lap dat cac thiét bi
chuyén dung va cung cép tai liéu, thong tin vé
su an toan hay thii tuc an ninh; va ii) t6 chirc hé
thong va phuong 4n dam bao van hanh an toan,
nhu viéc su dung céc thiét bji va dao tao van
hanh an toan [17].

Nghién cuu cua Kozak (2002) do luong
dong co cua khach du lich Anh va btc dén
Mallorca va Thé Nhi Ky. Thang do Likert 7
diém duogc sir dung véi cac mirc do: hoan toan
khong quan trong (1), rat khong quan trong (2),
hoi khong quan trong (3), cling khong quan
trong (4), hoi quan trong (5), rit quan trong (6)
va cuc ky quan trong (7). Muc dich cua nghién
ctru la xem xét sy khac biét vé dong co di du
lich giita cac qudc gia va gitta cac diém dén.
Phan tich nhan t6 chi ra 4 dong luc: van hoa,
tim kiém niém vui/tuong twong, thu gidn va thé
chét. Ngoai ra, cac yéu t6 anh hudng dén su lya
chon diém dén cua khach du lich 1a thoi gian
bay, chd &, bién va bii bién, thoi tiét, co so vat
chat, phong canh/canh quan, dinh huéng gia
dinh, khu thé thao ctia diém du lich [18].

Nghién ctru ciia Yoona va Uysalb (2005) st
dung m6 hinh cau trac SEM dé dé xuat cac yéu
t6 anh huong t6i su hai long cua khach du lich
gom: Yéu t6 1: Khi quyén va hoat dong hién
dai (Thanh phd hién dai, Bau khong khi, Song
bac, Rap hat, Khach san hang nhét); Yéu t 2:
Khoéng gian rong va cac hoat dong (Chd ¢ binh
dan, Khong gian rong dé tranh xa dam dong,
Céc hoat dong da dang dé xem); Yéu té 3: Thoi
tiét (Thoi tiét, An toan ca nhan); Yéu t6 4: Canh
sdc thién nhién (Phong canh noi bat, Mién nui);
Yéu t6 5: Nha hang khong dat tién; Yéu td 6:
Vin hoa (Bii bién chit luong, Nguoi dan dia
phuong tht vi va than thién, Van hoa khac

nhau, Cac thanh phé ¢ lich str); Yéu t6 7: Sach
s& va mua sam (Do sach, Mua sam, Su phy
thuoc/quyen riéng tu); Yéu t 8: Cugc song vé
dém va am thuc dia phuong (Cude song va giai
tri vé dém, Am thuc dia phuong); Yéu t6 9: Thi
tran va lang tha vi (Thi trdn/lang thi vi, Nha
hang chit luong cao); Yéu t6 10: Hoat dong
duéi nude (Bén bo bién, Thé thao dudi nudc).
Két qua cta nghién cu chi ra rang cac nha
quan 1y nén co bién phap nhim ting mirc d6 hai
long cua khach du lich dé nang cao va duy tri
kha ning canh tranh cta diém dén [19].

Du lich ¢6 ¥ nghia sdng con dbi véi nén
kinh t& cua nhiéu vung. St dung dit lidu khao
sat du lich tai Khu vyc rang san hé (GBR) cua
Uc, nghién ctru cua Jarvis va cong su (2016) chi
ra cac yéu td kinh té, xa hoi va moi truong anh
huong dén sy hai long cta chuyén di cling nhu
kha nang khach du lich quay tré lai; Sau d6 udc
tinh tac dong cua nhiing thay dbi d6i véi sy hai
1ong ctia chuyén di va d6i véi nhimg chuyén di
quay tro lai. Moi lién két giita du lich va cac
nganh khac duoc thé hién rd rang. Viéc xay
dung gia tang, d§ trong cua nudc bi giam va
giam nhan thtc vé an toan du lich déu dugc woc
tinh 1a s& lam giam dang ké kha ning céc
chuyén du lich quay tré lai va tir d6 tac dong
dén doanh thu tir khach du lich [20].

3. M hinh va gia thuyét nghién ctru

Céc thang do su dung trong nghién cuu
dugc ké thira tir cac nghién cuau trude voi sy
diéu chinh, bd sung bién quan sat phu hop véi
dia diém nghién ctru 12 khu du lich Famingo
Dai Lai Resort. Thang do danh gid mirc d¢ hai
long vé chét lugng dich vu du lich bao gom 5
thanh phan: Chat lugng co s¢ ha tang luu tra;
Chat 1110'ng thyc pham; Thai do ung xur cua
nhan vién; Tinh an toan cua co s¢ luu tra; Khi
hau, canh quan, moi truong; dugc do luong boi
22 bién quan sat.

Céc gia thuyét nghién ciru gdm:

Gia thuyét H1: Chét luong co s ha tang luu
tra ¢6 anh huong thuan chiéu véi sy hai 1ong cua
khéach hang vé chit luong dich vu du lich.

Gia thuyét H2: Chét luong thuc phdm co
anh huong thuan chidu véi sy hai long cia
khéch hang vé chat lwong dich vu du lich.
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Bang 1. Thanh phan cac thang do sy hai long chét luong

dich vu du lich tai khu du lich Famingo Dai Lai Resort

Tiéu chi Thanh phan Ky hiéu
Chét Tugng co |- (<hu phong nghi day di tién nghi CSHTL 1 \Wu va Ho (2013), Ryan va
. A - Mang internet, wifi, song dién thoai tot CSHT2 L R
sdhatangluu | 7, °. iy . Huimin (2007), Nunkoo va
tra - B¢ boi sach sg, an toan ) CSHT3 cong su (2019)
- Pudng sa thuén tién cho viéc di chuyén CSHT4 NS SY
) - Thyc pham, mén an da dang, phong phu CLTP1 Chu va Choi (2000), W
Chat lugng |- Thyc pham dugc ché bién tuoi song, ngon ) CLTP2 va Ko (2013), Akbaba
thuc pham - Thire an dugce ché bién, trinh bay hip dan, dep mat | CLTP3 (2006) '
- Gié ca an uong phu hop CLSP4
- Nhan vién rat than thién, vui ve, tiép don khach tot | TDUX1
Théi d6 tmg |- Nhan vién ludn san sang phuc vu, phuc vu TDUX2 | Ahelalat va cong su
XUr cia nhan | nhanh nhen o (2017), Nunkoo va cong su
vién - Nhan vién giai dap thac mac tin tinh TDUX3 | (2017)
- Nhan vién c6 trang phuc gon gang, lich thiép TDUX4
Tinhantoan |- Khong bi lo mAt cép tai san, tién bac LTATL | EnzvaTaylor (2002),
, ) P \ . - Lk Nunkoo va cong sy (2017),
cua co s luu |- HE thong phong chéy chira chay tot LTAT2 N A
g . LS Wu va Ko (2013), Jarvis va
tra - An ninh dam bao LTAT3 N
cong su (2016)
- Khong gian sinh thai dep, rong rdi, gitt dugc nét MTST1
Khi hau, canh | tu nhién Kozak (2002), Yoon va
quan, moi - Khi hau thoang mat, sach sé. MTST2 | Uysal (2005), Jarvis va
truong - Phong canh da dang, doc ddo MTST3 | cong su (2016)
- Cé nhi€u diém tham quan hap dan MTST4
- T6i cam thay hai 1ong khi st dung dich vu tai khu HL1
Mirc dohai | dulich .
lona chun - Khu du lich dap tng dugc mong muodn cua toi HL2
g 9 | roise quay trd lai noi day HL3

Nguén: Téng hop ctia nhoém tac gia gia thuyét nghién ctru.

Gia thuyét H3: Thai do (mg xtr clia nhan
vién phuc vu ¢6 anh huong thuan chiéu véi su
hai long ciia khach hang vé chat lugng dich vu
du lich.

Gia thuyét H4: Tinh an toan ctia co so luu
tra ¢6 anh huo‘ng thuan chiéu véi sy hai long
cua khach hang vé chat luong dich vu du lich.

Gia thuyét H5: Khi hau, canh quan, moi
truong (MOi truong sinh thal) cua khu du lich
anh hudng thuén chiéu v6i sy hai long cia
khach hang vé chét lugng dich vu du lich.

4. Phwong phap nghién ciru
4.1. Mau

C& mau du 1on dé c6 thé tién hanh phan tich
nhan t0 EFA v6i s0 mau it nhat phai bang 5 1an
s0 bién quan sat. Do d6, ¢& mau toi thi€u cua
nghién ctru la: 5 x 22 = 110 mau. Nhom nghién

ciru dasu dung phuong phép chon mau ngau
nhién, thu thap sb liéu qua phiéu khao sat 150
khach hang da va dang sir dung dich vu du lich
tai Flamingo Pai Lai Resort. Qua trinh ldy mau
dugc thuc hién theo phuong phap ldy miu
thuén tién. Mac du phuong phap nay khéng cho
két qua mang tinh chat dai dién cao nhung vi
d6i tuong khao sat 1a khach dén st dung dich
vu, dac biét g6m ca khach dén nghi voi thoi
gian ngin, nén viéc chap nhan muc do sai s6
thong qua phuong phap nay la phu hop voi
nghién ctru. Sau khi loai bo cac phiéu tra 15
khong day du thong tin, két qua c6 117 phiéu
hop 1& dugc dua vao phin mém SPSS 22.0 dé
phan tich.

4.2. Phuong phdp phdn tich
- banh gia d¢ tin cdy cua thang do
(Cronbach’s Alpha): Pugc sir dung dé danh gia
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do tin cay cia timg thang do, dong thoi loai bo
cac bién rac trude khi tién hanh phan tich EFA.
Céc bién c6 hé sb trong quan tong nho hon 0,3
s€ bi loai. Mot thang do c6 d9 tin cay tdt khi néd
bién thién trong khoang 0,70-0,80. Néu
Cronbach’s Alpha 16n hon hodc bang 0,60 thi
thang do c6 thé chip nhan dugc vé do tin cay
[20]. Sau khi danh gia d¢ tin cdy cua thang do,
céc bién nay duge dua vao kiém dinh phan tich
EFA dé danh gia gia tri hoi ty va gia tri phan
biét cta thang do.

- Phan tich EFA: Pugc sir dung dé xac dinh
cac nhom tiéu chi danh gia mirc do hai long vé
chat lwong dich vu du lich tai Flamingo Pai Lai
Resort. Phuong phép phan tich EFA thudc
nhom phén tich da bién phu thudc 1an nhau,
nghia la khong cé bién phu thudc va bién doc
lap ma n6 dua vao mdi twong quan giita cac
bién véi nhau. EFA dung dé rat gon mot tap k
bién quan sat thanh mot tdp F (F < k) cac nhéan
to y nghia hon. Co s¢ cua viéc rut gon nay dua
vao moi quan hé tuyen tinh cua cac nhan t6 voi
cac bién quan sat. S6 lwong cac nhan t§ co s
tly thuéc vao mé hinh nghién ciru, trong do
chung rang budc nhau bang cach xoay céc
vector tryc giao nhau dé khoéng xay ra hién
tuong tuong quan.

- Phan tich hoi quy da bién: Nghién ciru
thuc hién phan tich hdéi quy da bién theo
phuong phap binh phuong nho nhét dé xem xét

murc d6 tac dong giira cac bién doc 1ap dén bién
phu thudc.

5. Két qua phén tich cic yéu t6 anh hwéng
deén su hai long vé chat lwgng dich vu du lich

Nhoém nghién ctiu st dung hé s6 tin cay
Cronbach’s Alpha dé danh gia do tin cay cia
ting thang do va thuc hién phan tich EFA dé
danh gia gia tri hoi tu va gia tri phan biét cua
thang do. Két qua phan tich cho théy tat ca 6
thang do dat yéu cau vé& do tin cay va gia tri
(Bang 2).

Phan tich EFA dugc thyc hién riéng cho cac
bién phu thuéc (Mtrc d6 hai 1ong vé chat luong
dich vu du lich) va thyc hién dong thoi véi 22
bién quan sat do ludong 5 bién doc 1ap. Ket qua
EFA cho thay cac thang do déu dat yéu cau \
s6 nhan t6 trich, tong phuong sai trich va hé sd
tai (Bang 3).

Phan tich EFA (véi phép trich nhén t6 duoc
sir dung 1a phan tich thanh phan chinh va phép
quay Equamax) cho thdy c¢6 5 nhom nhén t6
dugc rat trich véi tong phuong sai trich la
72,85% (> 50%) dat yéu cau. Nhu vay, thang
do sau khi danh gia bang phan tich EFA gom:
Chét lugng co sé ha tﬁng; Chét lugng thyc
pham; Thai do Gng xir ciia nhan vién; Tinh an
toan cua co sd luu tri; Khi hau, canh quan, moi
truong (Bang 4).

Bang 2. Két qua dénh gia thang do
Bién quan st Trung binh thang do Phuong sai thang do Tuong quan | Hé s0 Cronbach’s
néu loai bién néu loai bién bién tong Alpha néu loai bién
Chét luong co s& ha tﬁng: o=0,904
CSHT1 7,487 4,545 0,918 0,825
CSHT2 8,239 5,666 0,822 0,870
CSHT3 7,376 4,944 0,702 0,919
CSHT4 8,179 5,873 0,767 0,888
Chat luong thyc phim: o = 0,812
CLTP1 11,838 4,689 0,624 0,623
CLTP2 11,735 4,731 0,582 0,646
CLTP3 11,940 4,936 0,569 0,656
CLTP4 12,385 5,221 0,367 0,775
Théi d¢ ung x1r cia nhan vién: a = 0,835
TDUX1 10,393 2,137 0,870 0,718
TDUX2 10,436 2,058 0,725 0,763
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TDUX3 10,000 2,052 0,566 0,849
TDUX4 10,325 2,342 0,568 0,832
Tinh an toan cda co s& luu tri: a = 0,874

LTAT1 5,274 1,804 0,842 0,752
LTAT2 5,641 2,801 0,715 0,873
LTAT3 5,034 2,275 0,766 0,814
Khi héu, canh quan, méi truong (mdi trudng sinh thai): a = 0,854

MTST1 10,248 4,498 0,712 0,811
MTST2 10,453 3,457 0,864 0,734
MTST3 10,145 4,418 0,556 0,875
MTST4 10,256 4,399 0,685 0,819
Mirc d6 hai l1ong chung vé chat luong dich vu du lich: o = 0,747

HL1 7,179 1,407 0,583 0,652
HL2 7,043 1,403 0,549 0,694
HL3 7,145 1,453 0,591 0,645

Bang 3. Két qua EFA thang do cac yéu t6 anh hudng dén sy hai 1ong cua khach hang

Nguon: Két qua chay SPSS.

Bién quan sat

Nhom nhén t6

3

4

CSHT1

0,932

CSHT?2

0,883

CSHT4

0,852

CSHT3

0,822

MTST?2

0,935

MTST1

0,859

MTST4

0,824

MTST3

0,679

TDUX1

0,919

TDUX2

0,859

TDUX4

0,755

TDUX3

0,735

LTAT1

0,886

LTAT2

0,845

LTAT3

0,823

CLTP2

0,813

CLTP1

0,804

CLTP3

0,792

CLTP4

0,574

Nguon: Két qua chay SPSS.

Kiém dinh mé hinh va gi thu)‘/é,t nghién ctiu
Phuong phap phén tich hoi quy da bién

duoc sir dung dé kiém dinh gia thuyét dé ra
trong mo hinh nghién ctru. Két qua phan tich
ho6i quy tuyén tinh va kiém dinh ANOVA cho
thiy cac thanh phan cua bién doc lap CSHT,
CLTP, TDUX, LTAT, MTST va bién phu

thuoc HL c6 mbi quan hé voi nhau (R hiéu
chinh = 0,613 (> 0,5) tai muc y nghia sig =
0,000. Piéu nay cho théy cac bién doc l1ap dua
vao md hinh giai thich dugc 61,3 % sy thay ddi
ctia bién phy thudc anh huong dén sy hai long
ctia khach hang vé chét lugng dich vu du lich
tai Famingo Pai Lai Resort, con lai 38,7% la
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anh huong cua cac yéu td khac ngoai mé hinh
va sai s6 ngiu nhién. Do d6 mé hinh phu hop
v6i bo dir liéu va c6 thé suy rong cho tong thé.
Két qua cho thdy c6 5 yéu td anh huong
thuan chiéu dén sy hai 10ng ctia khach hang vé

chét lugng dich vy tai Famingo Pai Lai Resort:
Co sé ha t?mg, Mbi trudong sinh thai, Thai do
ung xUr cia nhan vién, Tinh an toan cua co so

I tr va Chét luong thyc pham.

Bang 4. Két qua phan tich hoi quy da bién

. Trong s6 hoi qu e L
MO hinh Chuagchuén h?’)ay Sai 1éch chuan | P4 chuan hoa Gidit | Gidtrip
Hang s6 2,343 0,075 1,000 0,013
Chat lugng co sé ha tang 0,199 0,075 0,199 2,648 0,009
Khi hau, canh quan, moi
trurome (Moi truong sinh thai) 0,481 0,075 0,481 6,413 0,000
Thai d6 Gmg xr ctia nhan vién | 0,303 0,075 0,303 4,038 0,000
Tinh an toan cua co s& luu tra | 0,103 0,075 0,103 1,375 0,017
Chat luong thyc pham 0,051 0,075 0,051 0,676 0,005
Bién phu thudc: Mirc d§ hai 1ong chung, R? hiéu chinh = 0,613; p < 0,000

Nguon: Két qua chay SPSS.

6. Thao luin két qua nghién ciru

Nghién ctru da xem xét sy anh hudng cua
cac yéu to dén mirc d6 hai long vé chét luong
dich vu du lich tai Flamingo Dai Lai Resort. Cu
the, nghién ciu de xudt mod hinh véi 5 gia
thuyet nghién ctru vé sy anh hudng cua cac yéu
td Co s ha tang, Chét luong thuc pham, Théai
dd ung xt cua nhan vién, Tinh an toan cua co
s¢ luu tri va Khi hau, canh quan, méi truong
(moi truong sinh thai). Két qua hdi quy chi ra
cic yéu to trén déu tac dong thudn chidu t6i
mirc d6 hai 1ong cta khach hang vé chat lugng
dich vu du lich. Nghién ctru gbp phan cing cb
nhan dinh ring néu cac nha quan 1y khu du lich
danh gia cao viéc cai thi¢én mdi truong sinh thai,
thai d6 phuc vu ctia nhéan vién, co sd ha tﬁng,
tinh an toan cua khu vuc luu tra ciing nhu chat
luong thuc pham cung cdp cho khach hang thi
s€ nang cao duoc murc d¢ hai long cua khach du
lich va thu hut duoc nhiéu khach du lich hon.

Nhu vay, sy hai 1ong ctua khach hang vé
chét lugng dich vu du lich tai Flamingo Pai Lai
Resort phu thuoc vao 5 yéu td, theo muc do
quan trong tir cao dén thp dwa vao hé s Beta:
Mbi truong sinh thai, Thai d6 Gimg xUur cuia nhan
vién, Co so ha t?mg, Tinh an toan cda co sé luu
tra va Chét lwong thuc phim. Cac bién trong
md hinh dam bao ¥ nghia thong ké véi do tin

cdy 16n hon 95% (Significance < 0,05). Phuong
trinh hdi quy nhu sau:

HL = 2,343 + 0,199CSHT + 0,481MTST +
0,303TDUX + 0,103LTAT + 0,051CLTP

Bién MTST c6 hé s6 hdi quy +0,481, quan
hé cung chiéu véi mie do hai long (HL), ttrc 1a
néu ting muc do hai long cua khach hang vé
chat luong moi truong sinh thai thém 1 gia tri
thi sy hai long chung cua khach hang vé chit
luwgng dich vu du lich s€ tang thém 0,481 gia tri.
Piéu nay phi hop véi cac nghién ctru trudc day
cua Yoon va Uysal (2005) [19], Jarvis va cong
su (2016) [20].

Bién TDUX c6 hé s6 hdi quy +0,303, quan
hé cung chiéu véi mirc do hai long (HL), tirc 1a
néu ting muc do hai long cua khach hang vé
thai d¢ Gng x1r ciia nhan vién thém 1 mirc va thi
su hai 1ong chung cta khach hang vé chét lugng
dich vu du lich s& ting thém 0,303 gia tri. Két
qua nay phu hop vdi cac nghién ctu trude day
cta Nunkoo va cong sy (2019) [10], Ahelalat
va cong su (2017) [15].

Bién CSHT c6 hé s6 hoi quy +0,199, quan
hé cing chiéu voi mirc d6 hai long (HL), tirc 14
néu ting mac do hai long cua khach hang vé
chat lugng co so ha ting thém 1 muc thi sy hai
long chung ctia khach hang vé chét luong dich
vu du lich ting thém 0,199 gia tri. Két qua
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nghién ctru ctia Nunkoo va cong sy (2019) [10],
Wu va Ko (2013) [11], Ryan va Huimin (2007)
[12] ctng cho thay co su tuong quan thuén
chiéu giita co s& ha ting v6i mic d6 hai long
cua khach hang.

Bién LTAT c6 hé sé hdi quy +0,103, anh
huong cing chidu voi mic do hai long cua
khach hang vé chat luong dich vu du lich, tirc 1a
néu ting muc do hai long cua khach hang vé
tinh an toan ctia khu vuc lIvu tri thém 1 muirc thi
mirc do hai 10ng chung ciia khach hang vé chat
lugng dich vu du lich s€ tang 0,103 gié tri. Két
qua nay phan anh kha phu hop véi thuc té vé
dich vu du lich tai Flamingo Dai Lai Resort
rang cac khach du lich dén day thuong nghi
trong thoi gian ngan nén ho it quan tim dén yéu
td an toan cta khu vuc luu tra hon so véi cac
yéu t6 khac. Mot sd nghién ciru trude diy cua
Nunkoo va cong sy (2019) [10], Wu va Ko
(2013) [11], Jarvis va cong su (2016) [20] cling
chi ra két qua thuan chiéu cua yéu t6 tinh an
toan caa khu vuc luu tri dbi véi mic do hai
long cua khach hang vé chat lwong dich vu.

Bién CLTP c6 hé sé hdi quy +0,051, anh
hudng cing chiéu véi mirc do hai long cua
khach hang vé chat luong dich vu du lich, tirc 1a
néu ting muc d6 hai long cua khach hang vé
chét lugng thuc phém thém 1 murc thi mac do
hai 1ong chung cta khach hang vé chat lugng
dich vu du lich ting 0,051 gi4 tri. Két qua nay
cling tuong ddng voi cac nghién ctru trude day
cua Wu va Ko (2013) [11], Akbaba (2006) [14].

T ket qua trén, nghién ciru dé xuit mot s6
¥ kién vé& quan 1y khu du lich Flamingo Dai Lai
Resort nham ting cudng kha ning thu hut
khach du lich ciia diém dén nay nhu sau: Can
nang cao cac gia tri thién nhién, moéi trudng va
khi hau cta khu du lich thong qua phat trién
khong gian nghé thuat dan xen cdy xanh tao
mdi trudong sinh thai ty nhién, phat trién cac
diém thu hat khach du lich theo quan thé nhu
du lich ngém canh hd Pai Lai, du lich rung
xanh, cac hang, deo, ddi nui, du lich van hoa va
du lich cong ddng,... Ngoai cac loi thé vé thién
nhién va khi hdu dang dugc du khach danh gia
kha cao thi yéu t6 Thai do ing xir cta nhan
vién ciing can duoc quan tim. Can dao tao doi
ngil nhan vién, huéng dan vién du lich khdng

chi giao tiép tét ma con phai c6 kién thirc vé
lich stt, van hoa cling nhu thai d6 phuc vu
chuyén nghiép, nhiét tinh, chu dao, tao dugc an
tuong tot dep cho du khach t6i tham quan.
Pong thoi can dau tu, nang cdp cd sé ha tang,
trang thiét bi tién nghi nhim tao khong gian
xanh, sach, dep, thong thoang. C6 nhu vay, khu
du lich méi c6 thé nang cao ca vé chit va
lugng, gop phan tich cuc vao qua trinh phat
trién du lich cta dia phuong.

Tai li€éu tham khao

[1] C.H. Wu, “The impact of customer-to-customer
interaction and customer homogeneity on
customer satisfaction in tourism service - The
service  encounter  prospective”,  Tourism
Management 28 (2007) 1518-1528.

[2] National Assemly, the Ordinace of the Standing
Committee of the National Assembly No.
11/1999/PL-UBTVQH10 dated 8/2/1999 on
Tourism, 1999.

[3] C. Groncroos, “An Applied Service Marketing
Theory”, European Journal of Marketing 16(7)
(1984) 30.

[4] R.L. Oliver, Satisfaction: A  Behavioral
Perspective on the Consumer, The McGraw-Hill
Companies, Inc, New York, 1997.

[5] V.A. Zeithaml, M.J. Bitner, Services Marketing:
Integrating Customer Focus, Across the Firm,
Irwin McGraw-Hill, 2000.

[6] Z. Yang, R.T. Peterson, “Customer perceived
value, satisfaction, and loyalty: The role of
switching costs”, Psychology and Marketing
21(10) (2004) 799-822.

[7]1 P. Kotler, Marketing Management (Vu Trong
Hung translated), Statistical Publishing House, Ho
Chi Minh City, 2001.

[8] T. Levesque. G.H.G. McDougall, “Determinants
of customer satisfaction in retail
banking”, International ~ Journal of  Bank
Marketing 14(7) (1996) 12-20.

[91 A. Yuksel, F. Yuksel, “Measurement and
management issues in customer satisfaction
research: Review, critique and research agenda:
Part one”, Journal of Travel and Tourism
Marketing 10(4) (2001) 47-80.

[10] R. Nunkoo, V. Teeroovengadum, C.M. Ringle, V.
Sunnassee, “Service quality and customer
satisfaction: The moderating effects of hotel star
rating”, International Journal of Hospitality
Management 21(102414) (2019) 15.


https://www.emerald.com/insight/publication/issn/0265-2323
https://www.emerald.com/insight/publication/issn/0265-2323
https://www.sciencedirect.com/science/journal/02784319
https://www.sciencedirect.com/science/journal/02784319

100 N.T.M. Huong, B.T. Quyen / VNU Journal of Science: Economics and Business, Vol. 37, No. 1 (2021) 90-100

[11]

[12]

[13]

[14]

[15]

[16]

H.C. Wu, Y.J. Ko, “Assessment of service quality
in the hotel industry”, J. Qual. Assur. Hosp. Tour.
14(3) (2013) 218-244.

Ryan, Huimin, “Perceptions of Chinese Hotels”,
Cornell  Hospitality — Quarterly 48(4)  (2007)
913-934.

R.K.SS. Chu, T. Choi, “An importance-

performance analysis of hotel selection factors in
the Hong Kong hotel industry: A comparison of
business and leisure travellers”, Tourism
Management 21(4) (2000) 363-377.

A. Akbaba, “Measuring service quality in the
hotel industry: A study in a business hotel in
Turkey”, International Journal of Hospitality
Management 25(2) (2006) 170-192.

J.A. Alhelalata, Ma’moun A.Habiballaha, Naseem
M.Twaissib, “The impact of personal and
functional aspects of restaurant employee service
behaviour on customer satisfaction”, International
Journal of Hospitality Management 66 (2017) 46.

R. Nunkoo, V. Teeroovengadum, P. Thomas,
L. Leonard, “Integrating service quality as a
second-order factor in a customer satisfaction and

[17]

(18]

[19]

[20]

[21]

loyalty model”, International Journal of
Contemporary Hospitality Management 29(12)
(2017) 2978-3005.

C.A. Enz, M.K. Taylor, “The safety and security
of U.S. hotels: A post-September-11 report”
[Electronic version], Cornell Hotel and Restaurant
Administration Quarterly 43(5) (2002) 119-136.
M. Kozak, “Comparative analysis of tourist
motivations by nationality and destinations”,
Tourism Management 23 (2002) 221-232.

Y. Yoona; M. Uysalb, “An examination of the
effects of motivation and satisfaction on
destination loyalty: A structural model”, Tourism
Management 26 (2005) 45-56.

D. Jarvis, Natalie Stoeckl, Hong-Bo Liu, “The
impact of economic, social and environmental
factors on trip satisfaction and the likelihood of
visitors returning”, Tourism Management 52
(2016) 1-18.

J.D. Nunnally, I.H. Bernstein, “The Assessment of
Reliability”, Psychometric Theory 3 (1994)
248-292.


https://www.researchgate.net/journal/1938-9655_Cornell_Hospitality_Quarterly
https://www.sciencedirect.com/science/article/abs/pii/S0261517799000709#!
https://www.sciencedirect.com/science/article/abs/pii/S0261517799000709#!
https://www.sciencedirect.com/science/journal/02615177
https://www.sciencedirect.com/science/journal/02615177
https://www.sciencedirect.com/science/journal/02784319
https://www.sciencedirect.com/science/journal/02784319
https://www.sciencedirect.com/science/journal/02784319/25/2
https://www.sciencedirect.com/science/article/abs/pii/S0278431916304236#!
https://www.sciencedirect.com/science/article/abs/pii/S0278431916304236#!
https://www.sciencedirect.com/science/article/abs/pii/S0278431916304236#!
https://www.sciencedirect.com/science/article/abs/pii/S0278431916304236#!
https://www.sciencedirect.com/science/journal/02784319
https://www.sciencedirect.com/science/journal/02784319

