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TOM TAT:

Nghién cttu nhim xdc dinh cdc y€u t6 chinh 4nh hudng dén sy hai long clia du khich ddi
véi chat lugng dich vu tai di€m dén du lich Ta Cd, huyén Ham Thuidn Nam, tinh Binh Thuén.
K&t qua phan tich tir 242 phiéu trd 15i khdo sat hdp 1& trong 250 phi€u khdo sit phit ra cho
thdy, c6 4 trong 5 yé&u t& dugc phan tich 4nh hudng tich cuc dé€n sy hai long clia du khdch doi
véi chat lugng dich vu tai di€m dén du lich Ta Cu4, bao gdm: (1) Ning luc phuc vu, (2) Su ddp
trng, (3) Phuong tién hitu hinh, (4) Su cAm thong. Pay 1a co s& dé tic gia dé xud't cdc ham y
quan tri gitp cdc nha quan tri cia Piém dén Ta Ci trong viéc hoan thién chinh sich dich vu,

nhim nang cao hon nifa sy hai long ctia du khach d6i vdi chat lugng dich vu tai diém d&n du

lich Ta Cu trong tuong lai.

Tit khéa: chat lugng dich vu, di€ém d€n du lich Ta Cd, huyén Ham Thuin Nam, tinh

Binh Thuan.

1. Dit vin dé

Vi vi thé 1a mdt trong nhitng trung tim du lich
trong di€m c4 nudc, du lich Binh Thuin dang ngay
cang quan tAim hon d&n viéc phat trién dong thdi
cdc loai hinh dich vu du lich trén dja ban tinh dé
ddm bdo cho nganh du lich 1u6n 12 nganh kinh t&
miii nhon, c6 tinh chuyén nghiép, c6 hé thong co s&
vat chat ky thuat tuong d6i ddng b, hién dai, sdn
pham du lich c¢6 chit lugng cao, da dang, c6 thuong
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hiéu, mang ddm ban sic vin héa dan toc. Trudc
tinh hinh d6, cic chinh sich wu tién phat trién du
lich tai cdc di€m dén dang dudc dia phuong dic biét
quan tAm dudi géc dd vi md dé dap tng cho su phat
trién bén vitng clia nganh trong thdi gian t6i. Pay
ciing 12 mot trong nhitng 16i thé gitp cho cic doanh
nghiép kinh doanh dich vu vu lich tai cdc di€m dén
trong viéc xay dung cac chinh sach nhim phat trién
céc hoat dong tai don vi minh.



KINH DOANH

Cédc doanh nghiép ngay cang nhédn thic rd vai
trd cda khdch hang ddi v6i hoat dong clia doanh
nghi€p, ddy cling la chia khéa quan trong gitp
doanh nghiép &n dinh va phdt trién trong xu th&
hoinhap kinh t€. Do d6, viéc ning cao chi't lugng
dich vy d€ gitip ning cao sy hai long, thda man
cta du khdch tai cdc di€m dén 1a mot bai todn ma
cdc doanh nghiép cin c6 15i ddp phu hgp, bdi
viéc ndng cao dugc sy hai long cta du khach sé
giip doanh nghiép hoat dong &n dinh va bén
vitng hon trong tuong lai. V&i ly do trén, dé tai
“Nhitng y€u t6 tdc dong d€n sy hai 1ong cla du
khdch ddi v6i chat lugng dich vu tai diém dén du
lich Ta Cud, huyén Ham Thuin Nam, tinh Binh
Thudn” s€ gitp cho Ban Quén tri khu du lich Ta
Cd néiriéng va cdc di€m dén du lich trén dia ban
tinh néi chung c6 dugc cdi nhin chi ti€t nhi't vé
cdc y&u td tdc dong d€n sy hai long ctia du khdch
ddi véi chat lugng dich vu tai cdc diém dén. T
d6, dua ra cdc chinh sdch phu hgp gitp ning cao
su hai long ctia du khdch va hiéu qué hoat dong
ctia doanh nghiép .

2. Co s6 ly thuyét va phuong phap nghién
cdu

2.1. Ly thuyét chung vé Chdt lugng dich vu va
Su hai long ctia khdch hang

Theo Philip Kotler va cdng su (2005), chat
lugng dich vu dudc dinh nghia 1a kha nidng cta
mdt dich vy, bao gbm: d6 bén téng thé, do tin cdy,
do6 chinh xdc, su dé van hanh, dé stra chira va céc
thudc tinh c6 gid tri khéac dé€ thuc hién cdc chic
ning cda né. Zeithaml (1987) gidi thich Chat
lugng dich vu 1a sy d4nh gia ctia khdch hang vé
tinh siéu viét va sy tuyét v3i néi chung ctia mot
tap thé, d6 1a mot dang thdi d6 va cdac hé qua tur
mot su so sdnh gitta nhitng gi dugc mong ddi va
nhéin thitc vé nhitng thit ta nhan dugc.

Theo Oliver (1997), su hai long 1a sy phan Gng
clia ngudi tiéu dung d6i véi viec dude ddp tGng
nhitng mong mudn. Bachelel (1995) cho biét, su
hai long ctia khdch hang nhu mot phén ting mang
tinh cdm xudc clda khdch hang qua sy trdi nghiém
ctia ho vé mot san pham hay mot dich vu.

2.2. M6 hinh nghiéu citu dé xudt (Hinh 1)

Gid thuy&t H1: Phuong tién hitu hinh c6 tdc

Hinh 1: Mé hinh nghién cdu
dé xudt

( Phuong tién hiu hinh j—

( Nang Iyc phyc vy )—\

Su hailong
cla du khach

— déi véi chat
( ey e g J lugng dich vu

tai diém dén du
(su tin cay lich Ta C.
( Su cam thong

dong tich cuc d€n sy hai long clia du khach déi véi
chatlugng dich vu tai di€m d&n du lich Ta Cu.

Gia thuyé&t H2: Ning luc phuc vu cé tic dong
tich cuc dén sy hai long clia du khdch ddi véi chat
lugng dich vu tai di€ém d&n du lich Ta Cu.

Gid thuy&t H3: Sy ddp tng c6 tdc dong tich cuc
dé€n sy hai 1dong cta du khdch ddi véi chat lugng
dich vu tai diém d&n du lich Ta Cu.

Gia thuyé&t H4: Sy tin cdy c6 tdc dong tich cuc
dé&n sy hai long cta du khach ddi véi chdt lugng
dich vu tai di€m dé&n du lich Ta Cu.

Gid thuy€t H5: Sy cdm thdng c6 tdc dong tich
cuc dén sy hai 1ong clia du khdch déi véi chat
lugng dich vu tai di€m dén du lich Ta Cu.

3. Phuong phap nghién ciu

Nghién citu st dung tdng hdp hai phuong phap
nghién cdu dinh tinh va dinh lugng: Nghién cttu
dinh tinh dugc st dung trong giai doan nghién ctu
s6 bd, nhim di¢u chinh m6 hinh nghién ctu 1y
thuyé&t va cdc khdi niém dung trong thang do
ludng cdc y€u t6 dnh hudng dén sy hai long cla
du khach ddi vdi chat lugng dich vu tai diém dén
du lich Ta Cud; Nghién cdu dinh lugng dugc st
dung trong giai doan nghién citu chinh thitc bing
viéc phan tich cdc di liéu thu thap dugc tir khdo
sdt 250 khach du lich trong nuéc dang du lich va
nghi dudng tai Khu du lich Ta Cd, huyén Ham
Thuin Nam, tinh Binh Thuin. Nghién cttu st dung
phuong phdp 14y mAu thuin tién trong thdi gian 30
ngay, thu hdi 248 miu, loai 6 phi€u trd 15i khong
phil hop, st dung 242 miu c6 trd 15i phit hgp dé
phén tich.
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Cronbachs Alpha kha cao (> 0.6). TAt c4 cdc bién
quan st cda thang do nay déu cé hé s6 tuong
quan bi€n tdng 16n hon 0.3, do d6, chiing déu dugc
stt dung cho phan tich EFA tiép theo.

4. K&t qua nghién citu va thao luan

4.1. Kiém dinh d¢ tin cdy cia thang do
Crobach Alpha (Bdng 1)

Nhin chung, cdc thang do trén déu c6 hé so

Bdng 1. K&t qud ki€m dinh thang do

Bién quan Trung binh thang do Phuong sai thang do Tuong quan Cronbach’s Alpha
sat néu loai bién nél loai bién bién tong néu loai bién

Sutin cay (Hé s6 Cronbach’s Alpha = 0.883)
STCH1 11.145 8.921 0.752 0.848
STC3 11.124 8.673 0.781 0.837
STC4 11.128 8.411 0.736 0.855
STC5 11.107 8.868 0.720 0.860
Su dap iing (Hé s6 Cronbach’s Alpha = 0.804)
Sbu1 11.975 5.609 0.613 0.758
Sbu2 11.872 5.473 0.677 0.726
SDU3 11.872 5.598 0.615 0.757
SDU4 11.959 5.907 0.572 0.777
Nang luc phuc vu (Hé s6 Cronbach’s Alpha = 0.852)
NLPV1 11.674 5.573 0.755 0.786
NLPV2 11.917 6.126 0.620 0.842
NLPV3 11.649 5.698 0.719 0.801
NLPV4 11.769 5.813 0.680 0.818
Su cam théng (Hé sé Cronbach’s Alpha = 0.826)
SCT1 11.756 3.828 0.576 0.814
SCT2 11.802 3479 0.660 0.777
SCT3 11.818 3.419 0.690 0.763
SCT5 11.806 3477 0.681 0.767
Phuong tién hitu hinh (Hé s6 Cronbach’s Alpha = 0.869)
PTHH1 10.248 9.316 0.788 0.805
PTHH2 10.322 9.605 0.734 0.827
PTHH3 10.343 9.803 0.698 0.842
PTHH4 10.442 10.065 0.665 0.854
Su hailong (Hé sé Cronbach’s Alpha= 0.861)
SHL1 6.806 1.369 0.793 0.757
SHL2 7.012 1.274 0.740 0.806
SHL3 6.554 1.443 0.686 0.851
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4.2. Phén tich nhén t6’khdm phd EFA

Ki€m dinh su thich hop clia phin tich nhan t§
ddi vé6i cdc dir liéu ban dau bing chi s6 KMO
(Kaiser - Meyer - Olkin). Thuéc do KMO trong
phan tich nhan t6 cho thdy, hé s6 KMO dat
0.887>0.5, chiing t6 phudng phdp phin tich nhan
t6 khdam phd EFA 4p dung 1a thich hgp.

Kiém tinh tuong quan giita cdc bién quan sdt

St dung Barletts test trong Bang 2, gid tri

BAng 2. Hé s& KMO va kiém dinh Barlett
cho cdc bién déc 1ap

Hé s6 KMO 0.887
Approx, Chi-Square 2382.290
Kiém
dinh df 190
Barlett )
Sig 0.000

Nguon: Két qud phan tich dit ligu khdo sdt ciia tdc gid

BAng 3. Phuadng sai trich vé cdc yéu té rat trich cia phén tich EFA cho bién doc 1ép

Total Variance Explained

o Initial Eigenvalues Exraction Sums Rotation Sums

S of Squared Loadings of Squared Loadings
©

f_%, Total Va‘?azfce Cum;:ative Total Va"/r.i;aifoe Cum;:ative Total Va‘?ac:lfce Cum;iative
1 6.848 34.238 34.238 6.848 34.238 34.238 2.919 14.596 14.596
2 | 2299 11.493 45.731 2.299 11.493 45.731 2917 14.584 29.180
3 | 2.021 10.106 55.837 2.021 10.106 55.837 2.827 14.137 43.317
4 1.534 7.668 63.506 1.534 7.668 63.506 2.684 13.421 56.738
5 | 1.214 6.071 69.576 1.214 6.071 69.576 2.568 12.838 69.576
6 | 0.654 3.270 72.846

7 | 0614 3.070 75.916

8 | 0535 2.675 78.591

9 | 0.505 2.526 81.116

10 | 0.469 2.346 83.463

11 | 0.459 2.293 85.756

12 | 0412 2.062 87.818

13 | 0.384 1.922 89.740

14 | 0.364 1.822 91.562

15 | 0.336 1.680 93.243

16 | 0.328 1.642 94.885

17 | 0292 1.459 96.343

18 | 0.257 1.285 97.629

19 | 0.251 1.254 98.882
20 | 0.224 1.118 100.000

Extraction Method: Principal Component Analysis.
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Sig. = 0.000 (Sig = 0.000 < 0.05), k&t qua chi ra
cdc bi€n quan sdt c6 tuong quan tuyén tinh trong
mdinhin 3.

Kiém dinh phuong sai trich

Bang 3, phuong sai trich biing 69.576, thé hién
ring sy bi€n thién cla cdc yéu t6 dudc phan tich
c6 thé gidi thich dugc 69,576% su bién thién clia
dit liéu khdo st ban dau va didy 12 mic y nghia &
mic khd. Hé s6 Eigenvalues clia yé&u td thi 5
bing 1.214>1, thé hién sy hoi tu clia phép phan
tich dirng & y&u t6 thi 5, hay k€t qua phan tich cho
thdy ¢6 5 y€u td dugc trich ra tir dit liéu khdo sit.

4.3. Phén tich hoi quy da bién

Béng 4 cho thay, cdc bi€n doc 1ap gdbm Sy ddp

trng, Nédng lyc phuc vu, Sy cdm thong va Phuong
tién hitu hinh déu c¢é y nghia thdng ké Sig. <0.05
nghia 12 4 y&u t& nay thyc sy ¢6 dnh hudng tuyén
tinh d€n Sy hai 1ong cta du khdch d6i véi chat
lugng dich vu tai di€m dén du lich Ta Cu.

4.4. Két qua kiém dinh INOVA

Theo Béng 5, ki€m dinh F st dung trong bang
phan tich phuong sai vin 1a mdt phép gid thuyét
vé dd pht hgp ctia mo hinh hdi quy tuyén tinh
tdng thé. K&t qua phan tich cho thy, kiém dinh F
c6 gid tri 1a 48.580 véi Sig. = 0.000(b) ching té
md hinh hdi quy da bi€n 13 phd hdp véi tip
dit liéu, cdc bi€n dua vao déu c6é y nghia trong
thong ké.

BAng 4. BAng hé s héi quy

Hé sdmé hinh
Hé so chua chuan hoa Hé s6 chuan hoa Théng ké da cong tuyén
Mé hinh t Sig.
B Std.Error Beta Tolerance VIF

Hang s& 0.458 0.203 2.252 0.025
F_STC 0.040 0.034 0.068 1.166 0.245 0.606 1.650
F SDU 0.094 0.040 0.128 2.362 0.019 0.707 1.414
1 F_NLPV 0.109 0.039 0.152 2.787 0.006 0.703 1.422
F_SCT 0.389 0.045 0.421 8.622 0.000 0.874 1.144
F_PTHH 0.132 0.032 0.237 4.144 0.000 0.636 1.573

a. Bién phu thuéc: F_SHL

Ngudn: Két qud phan tich dit liéu khdo sdt ciia tdc gid

Bdng 5. BAng phén tich ANOVA

ANOVA:=
Mb hinh Sum of Squares df Mean Square F Sig.
Hoi quy 38.921 5 7.784 48.580 0.000b
1 Phéan du 37.816 236 0.160
Téng 76.737 241
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5.Kétluan

Nghién citu da trinh bay k&t qud vé miu
nghién citu duéi dang mo ta thong ké, k&t qui vé
ki€m dinh cdc thang do ctia cdc khdi niém nghién
ctu thong qua danh gid dd tin cdy Cronbachs
Alpha, phan tich nhan t6 khdm ph4 (EFA) va phan
tich hdi quy. Sau d6 ki€m dinh sy phii hgp clia mo
hinh véi cdc gid thuy€t da dua ra.

K&t qua phan tich cho thdy, y&u t§ “Su cdm

thong” (beta chudn héa = 0.421) tic dong nhiéu
nhat; ti€p theo 1a “Phuong tién hitu hinh” (beta
chuin héa = 0.237), k& d€n 1a y&u td “Ning luc
phuc vu” (beta chuén héa = 0.152) va cudi cung
1a y&u t6 “Sy ddp ¢ng” (beta chudn héa = 0.128)
c6 tic dong y&u nhat dén sy hai long cda du
khdch d6i vé6i chat lugng dich vu tai diém dén
du lich Ta Cd, huyén Ham Thuidn Nam, tinh
Binh Thuidn m
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ABSTRACT:

This study determines the main factors affecting the satisfaction of tourists with the quality of
services in Ta Cu - a tourist destination in Ham Thuan Nam district, Binh Thuan province. By
analyzing 242 valid survey responses out of 250 issued surveys, this study finds out that 4 out of 5
proposed factors positively affect the satisfaction of tourists with the quality of services in Ta Cu
including (1) Service capacity, (2) Responsiveness, (3) Tangible means, and (4) Empathy. Based
on these results, some administrative implications are proposed to help managers in Ta Cu
improve their services in order to enhance the visitor satisfaction in the future.

Keywords: service quality, Ta Cu, tourist destination, Ham Thuan Nam district, Binh Thuan

province.
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