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PANH GIA SU HAI LONG C UA KHACH DU L ICH VE DICH VU DU LICH
TAI TINH THAI NGUYEN THONG QUA MO HINH PHAN TICHNHANT O

Nguy&n Thi Gam, Hoang Thi Hué, Nguyén T4 Anh”
Truwong Pai hoc Kinh € & Quan tr; kinh doanh -PH Thai Nguyén

TOM TAT
Thai Nguyén la it tinh cé ttm ning dé phat trén du ich ngh dudng, gii tri, 18 hoi, ton giéo,
lich g, sinh thai mang rimg nétdic trung aia vang trung du mn nai phia Bc. Tuy nhién, thi
gian kru trd aia khach i dia ngin, muc dich aia khach géic t d¢én Thai Nguyén cinyéu 1a cong
vu. Do d6, én thiét phai nghién d¢u va tim héu cac yu t naoanh hrong dén sr khéng hai long
cia khach duith. Két qua nghién ¢u nay cho thy, cac cong ty duith va chinh qudn dia
phrong cin chi tong ci thién cac vin dé sau: © s vat chit, dich wi ndi va gia @a dch w leu
trd, hang héa 46 dung va éch w chim &i cac @ sy kinh doanhin udng, hang héa €6 dung,
dich w ndi, dich wi chim va giadi cacdiém khu — duich, @ s5 vat chit, hang héa 46 dung,
dich w ndi, dich w chim va gia ¢a cac hangan tii, dich w ndi, dich w chim va gia 6a cac

cbng ty fr hanh.

Tir khoa: Sy hai long, clit liong, dch w, du kich, Thai Nguyén.

DAT VAN BE

Thai Nguyén la mt tinh cé nhéu loi thé vé
du lich. G s ha ting d& dap ting dwoc nhu
cau aia khach duith qubc t va i dia. Voi
dac thu khach du i¢th theong di theo
doan/nhém, nén cac cbng ty dah cé © hoi
phuc wu sb lwong I6n khach duith. Bén anh
d6, Thai Nguyén la i thu hat khach gc té
va i diadén lam vic, hoc tp, tim kém oo
hoi kinh doanh. Vi th, c6 nhu éu két hop lam
viéc V6i du lich. Mot loi thé khac @a Thai
Nguyén 1&m thyc véi cac moénin dic sin aia
Théai Nguyén va cac maim truyén thong aia
Viét Nam. Dic biét, khach duith qubc € rat
hai Iong gia & dich w lueu trd, an uwong va
gia vé xe buyt. Ngoai ra, Thai Nguyén con
nhiing loi thé vé du lich @ hoi, ton gido, ich
su, sinh thai mang rffng nétdac trung aia
vuing trung du ndin nGi phia Bc.

Tuy nhién, 87.6% khachoh dia dén tir cac
tinh mién Bic Viét Nam nén pén lén khach
noi dia di vé trong ngay i ty ¢ 1a 59%.
Trong doé, 28.4% khach i dia tra loi khdng
quay t6 lai Thai Nguyénbiéu nay cho thy
cdc cong ty duith Thai Nguyén va chinh
quyén dia phrong cn danh gia 4i nang lec
cung d@p dich w du lich dé thu hat khach
quay to lai va kéo dai thi gian hru tra bon.
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Do d6, cn thiét phai c6 cwc didu tra \& s
hai long @a khach duith khi dén Théi
Nguyén, tim ra cac nguyén nhan lam cho h
khong hai long vaé xuat cac nhom gii phap
dé phat huy ¢i thé caa du fch Thai Nguyén
va ai thién cacdiém yéu nhim thoa méan cac
nhu éu cia khach duith 1a dn thiét cé y
ngha c vé thyc tién va ly thuyt.

MUC TIEU, NOI DUNG VA PHUONG
PHAP NGHIEN QJU

- Myc tiéu nghién ¢u aia dé tai la nhim
xac dinh nguyén nhéan lam cho khach dehl
khéng hai long théng quarsdung md hinh
phan tich nhandt dé tir d6 dé xuat cac gai
phap phat huyof thé cia du ich Thai
Nguyén va éi thién cacdiém yéu dé thoa
man cac nhuiu ngay cang caoua nhom
khach hang dudh.

- Ngi dung nghién ¢u: d& tai ip trung nghién
ctru cac nhan& anh hrong dén sr khéng hai
long aia khach duith dén vsi Thai Nguyén.

- Phwong phap nghién:eu: Nghién cru tng
dung tir ly thuyét quan tri chét luong dch wi
du lich K&t hop mé hinh phan tich nhaf &
dugc ap ding cho nghiénieu nay. Cit luong
dich w du lich duoc do lrong bing phrong
phap dra trén & hai Iong @a khach duith
két hop V6i “g6i dich w”. Su théa man aa
khéach duich W cac i dung trong goi ith
vu gom:
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Co 5 Vit ch@’t: sy thich top Ve kién trac, trang
tri noi that, bd tri mat bang, thét bi ho tro.

Hang hoa —do dung Sy nhit quan, 8 luong,
sy da cang va én sang .

Dich w néi: Pao wo nhan g, tinh toan din,
tinh nHit quéan, tinh #n co.

Dich w chim Théido caa nhéan vién pic wy,
tinh riéng & va an toan, tinh thn tién, biu
khong khi, g cho dgi, cam nhan ve phuc wu.
Gia: bao @m toan I chi phi khach dui¢h
phai tra dé dugc Sr dung dch w.

-Thu thip dz lieu: Sir dung phrong phéapdiéu
tra king cach phéat 600 pafu diéu tra cho
khach duich roi dia va 70 phiu diéu tra cho
khach quac t. Do c6 nhéu yéu t6 khach quan
nén thu ¢ 523 phéu, cia khéach i dia va 54
phiéu aia khach géc te. Tuy nhién, (;(’) 23
phiéu khach 6i dia va 4 phiu khach gac &
khoéng hp [€.

-Tong tvp, phan tich @ liéu: Sr dung
phuong phap thng k& moé 4 va phan & de
tong hop di ligu, phrong phap kim dinh t-
testdé danh gia g hai long @a cac nhondoi
tuong duoc diéu tra, phlrorng phap phan tich
nhan & dé xacdinh cac yu t c6 anh hrong
lén dén két qua danh gia cht luong dch w
du lich aia khach duith.

KET QUA VA THAO LUAN

Pic diém nhan khau hec

Pac diém nhan kliu hoc cia khach duith
noi dia

Mot s dic diém cia khach duith mi dia
dén Thai Nguyén nin sau 52.4% khach du
lich mi dia la nam vg‘l 47.6% laim 78.8%
khéach duich i dia dén Thai Nguyén trong
do tuoi dudi 40 twi, 37.8% khach duith lam
viéc trong tnh wc sin xuat céng nghip va
néng nghtp, 22% lam \éc trong nganh gido
duc —dao to, con 4i trong cac nganhidh w
khac. Phn lon khach i dia chra két hon \6i
ty 1€ 1a 52.6%.

Dac di,é’m nhan khu hoc cia khach dujth
quoc te

Tong $ khach gdc € duoc dicu tra la 50
nguoi. Khach quc t€ dén tir cac quc gia nhr
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Uc, Phap, M, Thai Lan, Trung Qic, Han
Qudc va Philippines. Trong6, 83% la nam
giéi va 17% la w gidi. 52% khach géc té
trong do tudi tir 41 dén 50. Pln lén khach
quic & (50%) lam véc trong tnh wc sin
Xuit cdng nghdp, gido dic — dao wo. 72%
khach qéc t& da két hon.

Sw hai long aia khach du lich néi dia déi
véi chat lwong dich vu du lich tai tinh
Thai Nguyén

Két qua kiém dinh miu cip cho thy véi mic
y nghia quan séat 2 phia Sig. (2-tailed) khach
du lich mi dia hai long ¥i Hang hoa -6
dung va déch w chim &i cac @ sy kinh
doanh tru trG; hai l16ng i co sv vat chit cia
co so kinh doanhin udng, dch wi ndi va gia
tai co s5 kinh doanhin ung, dch wi chim i
cac cong ty §n i, co s vat chit va gia @a
cac cobng tyt hanh. Khach duidh i dia
khong hai long §i co s vat chat, dich w
nodi, gia hru trd; hang hoa €6 dung, dch w
chiman udng; @ s vat chit, hang héa -4
dung, dch w ndi, dich w chim, gia 4i diém
khu du fch; @ s vat chit, hang héa -4
dung, dch w ndi, gid aia cac cdng tyan ti,
dich w néi va dich w chim @a cac cong ty
[t hanh.

Sw hai 16ng aia khach du lich qudc té déi
véi chat lwong dich vu du lich tai tinh
Thai Nguyén

T két qua kiém dinh miu cip, V6i mac y
ngha quan sat 2 phia Sig. (2-tailed) cé kit
luan ring khach duith quic & hai long i
co & vat chit, hang héa 46 dung, dch w
chim, gia éa @ s kinh doanhwu tri; @ so
vat chit, hang héadd dung @a diém kinh
doanhin wng; dch wi chim, gia 4i cacdiém
du lich — khu duikh va dch w chim @i cac
cong ty & hanh, dch w ndi va gidan wng;
hang héa 46 dung va gid@a dch w van tai;
co sy vat chit cia cac hangi hanh. Khach
qudc # khoéng hai long §i dich wi ndi luu tra,
dich w1 chim i co s3 kinh doanhin wng; @
so Vit chit, hang hoa 46 dung, dch wi noi tai
cacdiém va khu duith; @ s5 vat chit, dich
vu ndi, dich w1 chim i cac hang &n ti; dich
vu ndi va gia @a hangi hanh.
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Cac nhan © anh hwéng dén két qua danh
gia chit lwong dich vu du lich tai tinh
Thai Nguyén

Khach du ich mi dija

H¢ so KMO bang 0.528 ¢ gitta 0.5 va 1) la
diéu kien du dé két luan phan tich nharbtla

thich hyp Vi cac dr ligu diéu tra khach du
lich mi dia. 9 nhan & giai thich dugc

68.807% @n hon 50%) bén thién ca 24
bién quan sét.

- Nhan 6 tha nhit gom 4 bén quan sat nh
sau: o sy vat chit va dch w ndi van tii, gia
tai diém — khu du ich va dch w chim i
cbng ty &r hanh.

- Nhan t th hai @m 4 bén quan sat la:idh
vu chim va hang hoaéo dung \n i, co o
vat chit va hang hoéa €6 dung i diém — khu
du lich.

- Nhan t tha ba @dm 3 bén quan sat laidh
vu ndi va dich wi chim &i co s luu trd, © &
vat chit tai diém kinh doanhin uwng.

- Nhan B thar tu gom 2 bén quan sat laidh
vu ndi |t hanh va gth w chim ti diém — khu
du lich.

- Nhan t thir nam oom 1 bién quan sat la gia
dich w an ujng.

- Nhan 6 thtr sau @m 1 bén quan sét laidh
vu chiman ung.

- Nhan 6 the bay gdm 2 bién quan sat 1a gia
dich w van ti va o s vat chit | hanh.

- Nhan 6 thtr tam @m 1 bén quan séat lacc
SO vt chat luu tra.

- Nhan t thtr chin dm 1 bén quan séat |a gia
dich w l&r hanh.

Mé hinh i quy cac Yu t6 anh heéng dén
khéach duich rgi dia cho It qua tai phu luc 3.

Hé sb Durbin-Watson bng 1.301 &m trong
khoang 1<D<3, dai6 khong co Hin tuong tr
tuong quan trong mé hintbhquy nay.

Hé 5 Sig. F nid hon mic y ngﬁaa nén mo
hinh Koi quy boi véi 9 bién doc Iap co tfe giai

thich ndt cach co y ngia cho ben thién trong
két qua danh gla cht luong dch wi du fich aia
khach duich roi diadén Thai Nguyén.

He 5 VIF cia it ca cac bén doc lap déu nhd
hon 5, chénhdch gira ¢ sd VIF va Tolerance
déu rit nho (<1) dod6é mbé hinh Im quy boi
nay khéng c6 kn trongda dng tuyén.

Phrong trinh i quy prﬁq anh g hai long
cua khach duith mi dia déi véi cac dch wu
du lich tai Thai Nguyén la:
Yhailong=-
6.309+0.757+0.59F,+0.772F;+
0.775R+0.055R-0.056FR-0.124F+0.463R;-
0.073R
Phrong trinh trén c6 y ngh thong ké, trong
do sr hai long @a khach duith noi dia hi tac
dong manh nhat boi nhén 6 dich w noi |
hanh va ¢ch w chimdiém — khu duich.
Khéach du ich quc t¢
Hé¢ s6 KMO bang 0.507 ¢ gira 0.5 va 1) la
dieu kign du de ket luan phan tich nharotla
thich hop voi cac dr li¢u dieu tra khach du
lich quc te. Pai lugng kiém dinh Bartlett co
gia ti rat lon dod6 cac bén khong cétong
quan i nhau trongdng the va viéc s dung
phuong phap phan tich nhaa fa phu lp. 10
nhan o giai thich duoc 82.713% @n hon
50%) bén thién @a 24 bén quan sét.
- Nhan 6 thir nhit gdm 6 bén quan sat nh
sau: © sv vat chat, gia, dch w noi cia cong ty
van i, co sy vat chat va dch wi noi Iir hanh,
co SO vat chat tai co sy kinh doanhin uong.
- Nhan b thir hai gm 3 bén quan sat laidh
vu chim ti cong ty I hanh, vn ti vadiém —
khu du fch.
- Nhan 6 thit ba @m 2 bén quan sét la hang
héa —d6 dung va ich w chiman wng.
- Nhan 6 thir tu gom 2 bién quan sét la hang
hdéa —d6 dung va ich w noi tai diém — khu
du lich.
- Nhan 6 th nam gom 2 bén quan sat 1a
dich wi n6i an wng va hang hoéa €6 dung
van tai.
- Nhan b thir sau gm 2 bién quan sat laidh
vu chim kru trd va giain uong
- Nhan 6 thr biy gom 1 bén quan sat la
hang héa €6 dung iru tra.
- Nhan 6 thi tam @m 1 bén quan sat lacc
so vat chat leu tra.
- Nhan 6 th chin gm 1 bién quan sat lacc
s vat chat tai diém — khu duikch.
- Nhan t thir muoi gom 2 bén quan sat la gia
luu tra va giat hanh.
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Md hinh i quy cac YU 6 anh heong dén
khach du ich quc ¥ tgi phu luc 6 cho Kt
qui nhe sau:

Hé sb Durbin-Watson #m trong khéng

1<D<3, dodd khdng cé Hin twong tr tuong
quan trong moé hinhanquy boi nay.

Hé 5 Sig. F nld hon mic y ngha a nén mé
hinh Ki quy boi vai 10 bién doc Iap co tit giai

thich ndt cach c6 y ngia cho bén thién trong
két qua danh gia cht lugng dch w du lich aia
khach duich qubc t dén Thai Nguyén.

Hé sb VIF ciia tit ca cac bén doc lap déu nhd
hon 5, chénh dch gita 2 | s VIF va
tolerancedéu rat nho (<2) dodd mé hinh Bi
quy ki nay khong c6 Rin trgng da ®ng
tuyen.

Phrong trinh i quy phin anh g hai long
ciia khach duith qube & dbi voi cac dch wi
du lich tai Thai Nguyén la:

T=-0.844+0.724T+0.45T,-0.36T; +1.6267T,-
0.413%-0.8555+0.242T+
0.251+0.147T75-0.07 Ty

Phrong trinh trén c6 y ngh thdng ké, trong
d6 sar hai long @a khach duith quic € bi
tacdong manh nrﬁt boi nhan 6 hang héa 46
dung va dch wi noi tai diém — khu duich.

SUMMARY

KET LUAN VA KIEN NGHI

Tir két qua nghién &u mau cip va phan tich
nhan 6, cac cong ty du¢h va chinh qudn dia
phrong cén chd tong ci thién cac vin dé sau:
co s vat chit, dich wi ndi va gia @a dch w
luu trd, hang héa 4 dung va ith w chim
tai cAc @ s kinh doanhin udng, hang héa —
d6 dung, dch w ndi, dich wi chim va giadi
cacdiém khu — duich, @ sy vat chit, hang
héa —dd dung, dch w ndi, dich w chim va
gi4 dia cac hangan ti, dich w ndi, dich w
chim va gia ga cac céng tyil hanh.
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“Quan trj chit lwong khéach &n du lch’,
Nxb PH QG HN

EVALUATING TOURIST’ SATISFACTION ON TOURISM SERVICE S IN
THAI NGUYEN PROVINCE BY USING FACTOR ANALYSIS MODEL

Nguyen Thi Gam, Hoang Thi Hue, Nguyen Tu Anh
College of Economics and Business AdministratioNd T

Thai Nguyen is potential in developing tourism sachresorts, entertainment, festival, religion,
history and ecology that are specialities of thethlern mountainous mid-land region. However,
domestic tourists almost stay for a short timeha province, international tourists’ aims are
mainly working trip. Therefore, it's necessary to @ research and find factors influencing non —
satisfaction of tourists. Based on results of mhgamples test and factor analysis, some problems
have been proposed for Thai Nguyen tourism comgaaiel local government to solve. They
should improve infrastructure, unhidden service pride of accommodation service, goods and
hidden services at cuisine businesses; goods, @mpaidden services and price of tourism areas;
infrastructure, goods, apparent, hidden servicesaite of transportation companies; apparent,
hidden and price of tour companies.

Key words: Satisfaction, quality, service, tourism, Thai Nguye
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