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TOM TAT:

Su thanh cdng ctia mot chuong trinh du lich ludn ¢6 su déng gép quan trong ctia ddi ngli huéng

din vién. K&t qud nghién ctu di tim ra 6 y&u t6 dnh hudng dé€n sy hai 1ong ctia khéch du lich chau
Au dugc sip x&p theo mic do tir tic dong manh nhi't gdbm: k§ ning 8 chitc, kha ning gidi quyét
van dé, ning lvc chuyén mon, thai dd huéng din, kha ning ngoai ngit va phong thai bé ngoai clia

huéng dan vién. T d6, nhém nghién citu dua ra c4c gidi phdp nhim nang cao chat lugng huéng
din vién dé dap tng va thu hit du khach chau Au dén Viét Nam nhiéu hon.
Tir khéa: huéng din vién, sy hai 1ong, khach chau Au, du lich.

1.Dat van dé

Trong thdi gian gin diy, toc do ting trudng clia
nganh Du lich Viét Nam ting trudng tt. Nim
2019, Viét Nam dén luong khich quéc t€ ky luc 18
triéu lugt, ting 16,2% so v6i nim 2018. Téng thu tir
du lich 1a 755.000 ty ddng (twong duong 32,8 ty
USD), ty 1& déng gép truc ti€p clia du lich vaio GDP
12 9,2%. Trong d6 tong thu tir khach du lich qudc t&
dat 421.000 ty ddong (18,3 ty USD), tng thu tir
khéch du lich ndi dia dat 334.000 ty dong (14,5 ty
USD) ciing ngay cang ting. Khach chau Au dén tir
cdc qudc gia nhu Nga, Anh, Phdp, Dic ditng trong
top 15 cdc nudc c6 lugt khach d&€n Viét Nam nhiéu
nh&t nim 2019. S6 lugng du khach nhiéu nhung doi
ngil huéng din vién van chua ddp tng dugc nhu cau
phit trién chung ctia nganh Du lich vé ca s6 lugng
14n chat luong.

Tinh dén thdng 1/2023, theo thdng ké tir co s&
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dit liéu tryc tuy&n huéng dan vién du lich, cd nudc
c6 khodng 34,035 huéng din vién dudc cip thé,
trong d6 c¢6 khodng 20,094 huéng din vién c6 thé
qudc t&, 12,545 huéng din vién ndi dia va khodng
1,396 huéng din vién tai di€ém. Vé6i s6 lugng
huéng din vién nhu trén nhung phdi phuc vu cho
hon 3.4 triéu lugt khdch qudc t€ d&€n Viét Nam
trong ndm 2022 (ndm 2019 1a hon 18 triéu lugt
khdch). Piéu nay cho thdy chit lugng huéng din
vién chua theo kip su phdt trién du lich. Nhiéu
huéng din vién quoc t&€ chua di tim huyét véi
nghé, chua y thifc dugc vai tro, trich nhiém quing
béd du lich, quang b4 hinh dnh, vin héa Viét Nam
cho du khdch nudc ngoai. Nghién ctu nay nhim
tim ra cdc y&u t& chinh 4nh hudng dé&n sy hai long
ctia du khach chiu Au va tim ra gidi phdp ning
cao chat lugng huéng din vién nhim dép &ng nhu
ciu ctia khdch chiu Au.
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2. Co's6 1y thuyét

2.1. Su hai long va sy hai long ciia du khdch

Hién nay, c¢6 nhiéu dinh nghia vé& sy hai long
ctia khdach hang. Sy hai 1ong cta khdch hang la
phén ng ctia ho vé sy khéc biét cAm nhan giita trai
nghiém da biét va sy mong ddi (Parasuraman va
cong su, 1988). Theo Kotler va Keller (2006), su
hai long 1a mitc do cla trang thai cAm gidc clia mot
ngudi bit ngudn tir viéc so sanh nhin thifc vé mot
san phim so v6i mong dgi clia ngudi d6. Theo do,
su hai long ¢6 3 ciAp do: (1) N&u nhan thic cda
khach hang nhd hon ky vong thi khach hang cam
nhan khong hai 1ong; (2) N&u nhan thic bing ky
vong thi khdch hang cdm nhan hai long; (3) Néu
nhén thic 16n hon ky vong thi khdach hang cdm
nhén 14 hai long hodc thich thi.

Trong nganh Du lich, du khach cé sy ky vong
ctia riéng ho trudc khi di d&€n diém du lich da dudc
chon, c6 thé 1a hinh 4nh vé di€m dén, gid ca hoic
chat lugng cia dich vu hay sdn phim (Zhu, 2010).
Du khéch cdm nhan dugc chat lugng clia diém dén
trong chuyén di du lich cta ho. Sy cAm nhin vé
chuyé&n di cho phép du khich ddnh gid ky vong
trude d6 ctia ho @€ thay dugc chuyén di ¢6 1am ho
hai 1ong hay khong. Khi du khiach dat dugc cam
nhan nhié¢u hon nhitng gi ho mong ddgi, ho hoan toan
hai Iong véi chuyén di. Ngugc lai, néu trdi nghiém
& di€ém dén lam du khach khong thodi mai, ho sé&
khong hai long.

2.2. Tiéu chudn va tiéu chi chdt luong huéng
dén vién du lich

Bo Tiéu chuin k§ ning nghé qudc gia clia nghé
Hu6ng din du lich do Bd Vin héa, Thé thao va Du
lich t6 chifc xay dung, B6 Lao dong - Thuong binh
va Xa hoi cong bo theo Quyét dinh s6 1167/QP-
LDTBXH ngay 20/08/2019 xdc dinh rd nhitng gi
ngudi lao ddng can bi&t va lam dugc ciing nhu cdch
thitc thuc hién cong viéc clia ho dé cé thé hoan
thanh chiic ning cla nghé trong bdi cdnh moi
trudng 1am viéc. P6i v6i huéng din vién du lich
qudc t& bac trinh d6 k§ ning nghé 4 can ddm bdo 5
nang luc cd ban; 7 nang lyc chung; 27 ning luc
chuyén mon.

Ngoai ra, nim 2018, H6i Huéng din vién du
lich Viét Nam di dua ra mot sd tiéu chi vé kién

thitc nhiim phén loai, x&€p hang huéng din vién du
lich bao gom: Kién thic vé dia 1y; Ki€n thic vé
lich st; Kién thitc vé& vian héa; Kién thic vé hé
thong chinh tri va cdc vin bdn phdp luit du lich;
Kién thiic vé tdng quan du lich; Kién thic vé khu
du lich, tuyén di€m du lich; Kién thic vé tam ly
khich du lich; Kié€n thic vé giao luu vin héa;
Kién thitc v& nghé thuit giao ti€p wng xir; Kién
thitc vé xuat nhap canh, hang khong, luu tri; Ki€n
thitc vé 1& tin ngoai giao; Ki€n thitc vé nghiép vu
huéng din; Kié&n thic vé y t& du lich. Cdc k§ ning
clia HDVDL bao gom: K§ ning giao ti€p; K§
niing thuy€&t minh, thuy€t trinh; K§ niang xt 1y tinh
huong; K§ ning thuyét phuc; Ky ning lanh dao;
K§ ning phdi hgp, chii dong lam viéc nhém; K§
ning vdn nghé, hoatndo.

Nhu vy, cic bd tiéu chudn quy dinh vé nghé
huéng din vién du lich tai Viét Nam hién nay déu
xéc dinh dé hanh nghé ngudi lao dong phai dp tng
cic yéu cau vé stic khde, c6 ngoai hinh phit hop, di
ki€n thidc va hiéu bi€t chuyén mon, c6 khi ning
giao ti€p tng x{¥ trong qué trinh phuc vu, ¢6 dao diic
nghé nghiép, c6 kha ning t6 chifc va thyc hién cic
nhiém vu clia nghé huéng din du lich. Bd tiéu
chuén phit hop véi cic nghién cifu clia tic gid nhu
Zhang and Chow (2004), Huang va cong su (2010),
Chang (2014)... C4c tiéu chi ddnh gid chit lugng
huéng din vién du lich c6 thé tdng hop cu thé nhu
sau:

- Ki&n thitc chung va chuyén mdn nghé nghiép:
Zhang va Chow (2004); Heung (2008); Huang va
cong su (2010); Chang (2014); H6i HDVDL Viét
Nam (2018).

- K§ niing giao ti€p, thuy&t minh, thuyét trinh,
gidi thiéu: Zhang va Chow (2004); Heung (2008);
Huang (2010); Chang (2014); H6i HDVDL Viét
Nam (2018).

- K§ niing gidi quyét vin dé: Huang va cong su
(2010); H6i HDVDL Viét Nam (2018).

- K¥ ning lanh dao, t§ chifc, phdi hop: Zhang va
Chow (2004); Huang va cong su (2010); Hoi
HDVDL Viét Nam (2018).

- K§ nang khac (st dung cong nghé thong tin,
lam viéc nhém,..): Huang (2010); H6i HDVDL
Viét Nam (2018).
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- Phdm chét, thdi do, dao ddc nghé nghiép:
Zhang va Chow (2004); Wang va cong su (2007);
Heung (2008); Huang va coOng sy (2010); Chang
(2014); Nguyén Lé Hoang (2015).

3. M6 hinh nghién ctéu va phuong phap
nghién ciu

3.1. M6 hinh nghién citu

Dua trén cdc nghién cifu tru6c diy va két qua
phdéng van siu k&t hop cd s8 1y thuyét, tic gia dé
xuadt mo hinh nghién cttu (Hinh 1)

Hinh 1: Mé hinh nghién ciiu dé xuét

jL

] H2
H3

( Kha nang giai quyét van dé j

( Phong thai bén ngoai

( Nang luc chuyén mén

Su hai
long clia
du khach
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( K¥ nang t6 chic _HE

( K§ néing gi thieu giai tri

( Thai do hudng dan

)
)
)
)

( Kha nang ngoai ngti

Céc gia thuy€t dé xuat:

H1: Phong thdi bé ngoai ctia huéng din vién
lién quan tich cuc dén sy hai long cda du khach
chau Au.

H2: Ning Iyc chuyén mdn ctia huéng din vién
lién quan tich cuc d&n sy hai long clia du khich
chau Au.

H3: Khé ning gidi quyét van dé ctia huéng din
vién lién quan tich cyc dén sy hai long clia du
khdch chau Au.

H4: K§ ning t§ chic clia huéng din vién
lién quan tich cuc d&n sy hai long cla du khich
Chau Au.

H5: Ky nidng gigi thiéu gidi tri cia HDV
lién quan tich cuc dén sy hai long cda du khach
chau Au.

H6: Théi do clia huéng din vién lién quan tich
cuc dén sy hai 1ong ctia du khdch chau Au.
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H7: Kh4 ning ngoai ngit cla hudng din vién
lién quan tich cuc dén su hai long cta du khach
chau Au.

3.2. Phuong phdp nghién ciiu

K&t qua dua trén viéc ti€n hanh khdo sit ngiu
nhién khéach du lich chau Au tir thang 8/2022 dén
thdng 12/2022 va phan tich s6 liéu dua trén 306
mAiu hgp 1&. Tt ci cdc bién dudc do ludng trén
thang do Likert 1-5 tuong ¢ng v4i hoan toan khong
ddng y d&€n hoan toan dong .

4. K&t qua nghién citu

4.1. Phén tich d¢ tin cdy ctia thang do

Céc bi€n quan sit déu théa min cdc diéu kién
trong phan tich do tin cdy ctia thang do thong qua
hé s6 Alpha > 0.6 va tuong quan bién téng > 0.3.
Vi vay, cdc bién do ludng déu dugc chiap nhin va
dugc st dung trong phin tich nhin t6 kham pha
EFA ti€p theo.

4.2. Phén tich nhén t6'khdam phd (EFA)

K&t qua EFA cho thiy, Hé s6 KMO déu dat yéu
cau (> 0.7). K&t qua phan tich EFA 1an 1 ¢6 mot
bi€n quan sét bi loai. (Bdng 1)

BAng 1. Tém tét thong tin qua céc 1an phéan tich
nhén t6 cho cac bién déc Idp

Cacthong sd EFAlan1 EFAlan 2
Chis6 KMO 0.768 0.770
o s0 1587 1.568
Eigenvalues
Gia try sig kiém
dinh Bartlett 0.000 0.000
Tongphuongsai | 3 5389, 64.547%
trich
S04 bién loai 1biénquansat | 0 biénquan sat
Sonhanto it 7nhan t6 7nhan t6
trich

Nguodn: Két qud nghién citu tdc gid

Phan tich EFA 14n 2 cho thiy, k&t qui vé chi s§
KMO 14 0.77 > 0.5, gia tri kiém dinh Bartletts test =
0.00 < 0.05 va hé so Eigenvalues = 1.568 > 1 va
tong phuong sai trich 13 64.547%. Diéu nay cho
thay dif liéu thich hgp dé phan tich EFA. K&t qua
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thong qua phan tich EFA cho céc bién doc 1ap ta rit
trich dugc 7 nhén t& tuong ng vdi 7 khdi niém ma
céc bi€n quan sat nay do ludng.

Nhu vay, két qua phan tich EFA cho cic bién
doc lap ta kiém dinh dugc gid tri ndi dung va gia tri
hdi tu clia thang do cho cdc bién doc lap. K&t qua
kiém dinh nay c¢6 1 bién quan sat bi loai (PTBN3).
Sau k&t qud phan tich EFA c4c bi€n quan sit hoi tu
vao nhitng nhan t& ma né do ludng tuong tng vdi
cdc khai niém da xac dinh trong mo hinh ¢ng dung.

4.3. Phén tich hoi quy

Qua4 trinh phan tich hdi quy dudc thuc hién qua
cdc budc: ki€m dinh méi quan hé giita cac khéi
niém, xay dung va ki€m dinh mo hinh hdi quy. K&t
qué cho thay, cdc y€u td thudc céc bién doc 1ap c6
mdi quan hé véi sy hai long. K&t qui phan tich hdi
quy cho thdy 6 nhan t§ ¢c6 moi tuong quan véi sy hai
1ong du khéch, gid tri Sig & cdc cap quan hé =0.00 <
0.05. Riéng nhan t6 k¥ ning gidi thieu (KNGT) c6
gia tri Sig1a 0.519 (> 0.05), do d6 nhém nghién ctu
quyét dinh loai b nhan td nay ra khdi mo hinh hdi
quy. Do vy, gia thuy&t H5 cling khong dudc chip
nhén trong md hinh. Panh gid mdc dd phi hgp cta
mo hinh: Vi gid tri R? hiéu chinh = 0.645, ching t6
mo hinh hdi quy dugc xay dung gdm cic bién doc
lap: PTBN, NLCM, KNGQ, KNTC, KNNN, TDHD
gidi thich dugc 64,547% (> 50%) su bién thién clia

bd dit liu. Thyc hién phan tich hdi quy nhim xem
xét mdi quan hé giita cdc yéu td ¢6 dnh hudng dén
su hailong cia du khach. (Bang 2)

Phuong trinh hdi quy da bi€n thé hién cdc nhan
t6 4nh hudng d&n sy hailong du kh4ch nhu sau:

Su hai long =-0.531 + 0.112 phong thdi bé ngoai
+0.138 ndng luc chuyén mon + 0.160 khd ndng giai
quyét van dé + 0.511 ky ndng to chiic + 0.122 kha
ndng ngoai ngit + 0.130 thdi do hudng dén

5. Thao luan két qua va dé xuat giai phap

Dua trén hé s6 hdi quy chuidn héa & Bing 2,
nhém nghién ctfu c6 ¥ ki€n nhu' sau:

K§ ning td chitc ca huéng din vién c6 hé s
Beta = 0.504, cao nhat trong cic yéu td tic dong
dén sy hai long clia du khach. Viéc huéng din vién
phdi ludn bam st vGi hanh trinh, quén 1y thoi gian
tai tiing diém tham quan ciing nhu phéi hop véi tai
x&, cdc nha cung ng dich vu déng vai trdo quyét
dinh t6i sy thanh cong clia chuyén di.

Kha ning gidi quyét van dé vdi hé s§ Beta =
0.175 ciing cho thiy sy linh dong trong viéc gidi
quy&t cac khi€u nai clia khach hang, x{t 1y cdc van
dé cap thiét cling déng vai trd quan trong tdi su hai
1ong ctia du khach.

Ning lyc chuyén mon ciia cdc huéng din vién
dat c6 hé s6 Beta = 0.128 cho thaYy, viéc ki&n thiic
vé lich stt, dia 1y vin héa ludn 1a van dé quan tim

Bdng 2. Bdng két qud héi quy

Hé s6 chua chuan héa Hé s6 chudn héa Collinearity Statistics

M8 hinh t Sig.

B Std. Error Beta Tolerance VIF

Hang s6 -.531 299 -1.774 .077
PTBN 12 .048 .095 2.348 .020 978 1.022
NLCM 138 .046 128 3.015 .003 .889 1.125
KNGQ .160 .039 A75 4.089 .000 .883 1.132
KNTC 511 .044 .504 11.488 .000 .836 1.196
KNGT .024 .037 .026 .646 519 .980 1.020
KNNN 122 .045 A31 2.725 .007 .694 1.441
TDHD 130 .039 142 3.352 .001 .893 1.119

Nguén: Keét qud nghién citu tdc gid
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ctia khach chau Au. Viéc ti€p nhan nhitng ki€n
thiic mdi khi€n cho du khach hai long vé dich vu,
di€m dén.

Thdi d6 huéng din vién dat hé sd Beta = 0.142
cho thdy, cdch tng x1f clia huéng dan vién ciling gbp
phan 1am nén sy hai long clia du khach. Théi do
nha nhin, nhiét tinh, sin sang 1ing nghe va gitp d5
khach hang luén dugc danh gié cao.

Kh4 niing ngoai ngit c6 hé s6 Beta = 0.131 cho
thdy, khd niing ngoai ngit it c6 4nh hudng dén su
hai long ctia du khach chiau Au. S§ di cdc hudng
din vién qudc t€ luon doi hdi su thdng thao vé
ngoai ngif clia ngdn ngit ma ho dugce cAp phép hoat
dong. Piéu d6 khong c6 nghia 13 hudng din vién
ngiing hoc tip, bdi 1€ ngdn ngit 12 vo tin va nhitng
ki€n thic chuyén nganh, ti€ng 16ng, ti€ng dia
phuong ciing s& gy tr§ ngai cho huéng din vién
trong viéc giao ti€p vdi khach hang.

Phong thdi bé ngoai c6 hé s6 Beta = 0.095 cho
thdy, vé d4ang bén ngoai clia huéng din vién it 4nh
hudng dén sy hai long ctia du khich chiau Au.
Phong th4i bé ngoai chi thu hit sy chd ¥ ban dau,
sau chuong trinh trai nghiém du lich thi nhitng ning
luc va t6 chat khac bén trong clia ngudi huéng dan
quan trong hon.

Nim dugc cic y&u to va mitc do anh hudng clia

TAILIEU THAM KHAO:

céc yéu to dén su hai 1ong cta khéch du lich chau
Au, huéng din vién can ty trau dbi nhitng ki€n thic
chuyén mdn, ngoai ngit, khong ngiing phat trién
ban than; rén luyén cdc k§ ning mém, khéo 1éo va
linh dong trong xt 1y cong viéc; nim 1d san phdm
dich vu ciing nhu c6 thdi do hoa nhi, tin tAm trong
cong viéc va ludn biét kiém ché nhitng cdm xic c4
nhan dé phdi hop vdi cac bd phan lién quan. Piéu
nay nhiim ddp &ng nhu cau chung lam ting sy hai
long dén vé6i du khach, d6 1a tién dé cho su quay tré
lai, cling nhu gidi thiéu ngudn khich méi cho du
lich Viét Nam.

6. K&t luan

Bai viét chi ra cic y&u t& clia huéng din vién
dnh huéng dén sy hai 1ong clia khich du lich chau
Au. K&t qui phén tich dd tim ra cdc nguyén nhéin
din dén sy chua hai 1ong ctia khach chau Au do s6
lugng va chat lugng huéng dan vién chua dat dugce
nhitng ti€éu chi ma khich hang mong dgi. Nhitng
gidi phdp nhim nang cao chit lugng huéng din
vién dugc dua ra nhu ning cao chat lugng dao tao
tir khi con sinh vién, dinh huéng nghé nghiép ro
rang, ch€ dd dai ngd phi hdp, chinh sach hd trd clia
Nha nuéc, cic hiép hdi cling gép phin tao nén ddi
ngii huéng din vién chat lugng nhim ddp Gng nhu
cAuhiénnay m
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ABSTRACT:

Tourist guides always play a key role in the success of tourism programs. This study
identifies that there are six factors affecting the satisfaction of European tourists with the quality
of tourist guides in Vietnam. These factors, listed in the descending order of impacting level, are
the organizational skill, problem-solving skill, professional competence, guiding attitude,
foreign language skill, and tourist guide’s appearance. Based on the study’s findings, some
solutions are proposed to improve the quality of tourist guides in order to enhance the
satisfaction of European tourists when they travel to Vietnam.

Keywords: tour guide, satisfaction, European tourists, tourism.
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