Cac yéu to anh huéng dén
chat lvgng dich vu ciia cac
diém du lich sinh thai

tai tinh Ca Mau

Tém tit

NGUYEN PHUGC HOANG'

Thong qua diéu tra khdo sdt bdang bdng hoi d6i vei 190 khdch du lich trong mitdce vir quéc &
tai 4 diém du lich sinh thdi ciia tinh Ca Mau, tdc gid sit dung phwong phdp nghién citu dinh
lugng chi ra mute d¢ dnh hudng cia nhitng véu 16 Péong cdm; Pdp wng; Pdm bdo; Hitu hinh;
Tin cdy tdc dong duong vai chdr Iuong dich vu du lich véa thu hiit du khéch. Tir d6, tdc gid dua
ra mot 56 gidi phdp nhdm ndng cao chét lugng dich vy du lich, gép phdn thu hit du khdch dén

vdi tinh Ci Mau trong thoi gian 1ot

T khéa: Chdr litgng dich vu du lich, thu kit du khdch, sinh thdi, tinh Ca Mau

Summary

Through a questionnaire survey of 190 domestic and international visitors at 4 ecotourism
spots in Ca Mau province, the author uses quantitative method to examines influence of
Empathy, Response, Safety, Tangibility, Reliability, on the quality of tourism services

and visitor attraction. Since then, a number of solutions are proposed to improve the
aforementioned quality so as to attract tourists to Ca Mau in the coming time.
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GIGI THIEU

Ca Mau 12 tinh cé nhiéu tiém ning phit trién du lich
sinh thdi. Trong nhitng nim gin diy, Tinh ¢6 nhiéu
chit trtong, chinh sdch nhiim hd trg, khuyén khich phat
trién du lich, nhung lugng khach du lich trong va ngoai
nude dé€n Ca Mau viin ting chim. Nguyén nhin 1a do
sén phiim du lich cdn don di¢u, k&t cdu ha ting phuc vy
du hch xudng cap trim trong; gid cd gia ting; cung vdi
st y&€u kém cla chal lchsng dich vu tai cdc di€ém tham
guan du lich. Chinh vi vy, mudn thu it khdch du lch
dén vGi Ca Mau, doi héi Tinh cin ning cao chit lugng
dich vu tai cdc diém tham guan du lich.

COSGLY LUAN VA PHUONG PHAP NGHIEN C(U
Co 56 Iy thuyét

Theo nghién ciiu cia Parasurman va cdng sy
(1988); Grénroos (2001), chit lugng dich vu dude xem

"ThS., 84 Xay dung tinh Ca Mau |

nhy khodng cdch giffa mong dgi vé dich
vu va nhin thitc cia khdch hang khi sit
dung dich vu.

Con nghién ciu cia Mackay va
Crompton (1990) dinh nghia chit ligng
dich vu 1a; “M@&i quan hé gilta cdi ma
khdch mong mudn tir mdt dich vu va céi
ma ho nhin thic dude vé cii mi ho nhin
duge”. Do khong thé tiép xic tryc tiép,
bit kha phin dinh, bién d&i va mau hdng
cha dich vu, tiéu chi su hii long cia khich
hiing 6 thé bao gdm ngii cinh tin hiéu, ma
khéch hang st dung d€ ddnh gid chit vgng
dich vu v 12 cd s8 cho cdc quy&t dinh vé sy
tré lai trong tirdng fai (Bitner, 1991),

Wuest va cong sy (1996) xdc dinh,
nhén thite vé céc thude tinh clia mot diém
dén tham quan du lich nhu 13 mifc d6 m3
du khdch tim thdy cic dich vu da dang,
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cling nhu ¢d 8 vt chit quan trong trong
vigc thiic 83y sy hii Idng cha ho & lai diém
tham quan du lich. Chit lugng dich vu clia
mdt di€m dén phu thudc vio mdi tnng
dich vu. Khai ni€ém him ¥ mbi truding dich
vu, trong 46 chc yCu 18 ciiu thinh dich vy
duge k&t hgp mft cich hoan hdo nhlim
thda min 6t nhat nhu ciu cda du khich,

Nghién cu cla Huang vd Chiu
(2006) dinh nghia, sit hai ldong v8i mit
diém d&n du lich ¢4 thé dude dinh nghia
nhv mdt k&t qud cda trang théi tinh cdm
cia du khdch tit mot tdng thé ddnh gi4
ctia niém vui v2 <& thich tam 1y k€t nbi
v@i cdc di€m dén du lich.

Dya vio Iy thuy€t néi trén, tic gid
dua ra 2 nhém gid thi€t nghién ciu:

- Nhém gid thict 1:

H1: Thanh phin cfc y€u 18 hitu hinh
¢6 tudng quan dudng véi chit lugng dich
vu vi thu hiit du khéch;

H2: Thanh phén 46 tin ¢y c6 tuong
quan duang vai chilt Ivgng dich vy va thu
hiit du khéch;

H3: Thanh phin khi nang d4p ting ¢6
tugng quan dudng v6i chiit ligng dich vy
vil thu hut du khéch;

H4: Thanh phin sy ¢ddm bio 6 twang
quan duang v6i cht lugng dich vy va thu
hit du khdch:

H5: Thanh phén sy ddng cim c6
tugng quan duong v6i chit lugng dich vu.

- Nhém gid thuyét 2:

H6: Gifta cdc y€u 1§ hitu hinh v 4§
tin ciy c6 mdi tudng quan ducng:

H7: Giifa cde y€u 16 hifu hinh va kha
niing ddp dng ¢6 m&i twdng quan dudng:

H8: Giita cfic yEu t& hiftu hinh va su
dim bdo ¢6 mGi wang quan dudng;

H9: Giira cic y€u 15 hifu hinh v sy
dbng cdm c6 méi tuong quan duong:

HI10: Gilta 4§ tin ciy vit khd ning dép
{tng ¢6 mdi tudng quan dudng;

HI1: Giifa 4§ tin ciy va sy ddm bio
¢6 m&i twong quan dudng:

H12: Giita 49 tin ¢fy va sy ddng cAm
c6 m&i twong quan duong;

H13: Giwa khd ning ddp tng v sy
ddm blo c6 mbi wong quan dudng:

H14: Gilta khd niing dip dng vd sy
ddng cdm ¢6 mbi tugng quan dudng;

H15: Giita sy ddm bio va sy dong
cdm ¢6 m&i trong quan duong:

Tir cfic gid thiél nghign clu néi trén. tic
gid d& xuit md hinh nghién citu (Hinh).

Phatong phdp nghién ciiu

B¢ phin tich nhitng y&u 18 dnh hudng
dén chit lugng dich vu du lich thu hiit du
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Ngudn: B4 xust cda téc gld

khéch i cdc diém du lich sinh th&i trén dia bin tinh
C2 Mau, t4c gid ti€n hanh khdo st trye tifp bAng bing
ciu hdi tai 4 diém tham quan du lich sinh th4i tai tnh
C2 Mau, gébm: Khu Du lich Bal Mii; Vudn Quéc gia
U Minh Ha: Hon P4 Bac: Khu Du lich Khai Long. S6
phigu phét ra 12 190 phiGu, thu v& 159 phi&u, s& phiéu
hop 1& 12 130 phi€u. Sau khi duwa miu dif li¢u vdo phin
tich, loai céc bi€n khéng 4Am bdo chi cdn lai 126 phiéu
d¢€ dua vio phin tich chinh thitc. Thdi gian khio sét tir
thang 12/2015-02/2016 (Bai viét sit dung cdch viét s&
thédp phéin theo chuéin quéc 1€).

KET QUA NGHIEN CUU

Phiin tich 43 tin ¢8y KMQ, Cranbach’s Alpha,
phén tich nhéin (6 khdm phd (EFA)

Cdc y€u 16 hitu hinh bao gdm 9 bi€n quan s4t; Hitu
hinh (Tan 1-Tan 9). Qua phin tich 1in 1 ta cé, hé s6
KMO = 0.645 («>0.5). h¢ s0 tin ¢y Cronbach's Alpha
cla thang do ndy 12 0.567 nhd hon mitc chip nhin
(e>0.60): twong quan gita bién vi 18ng dat gid tri trung
binh 13 0.459> 0.30 (tr bi€n hitu hinh (Tan 6) 12 0.289
vi hitu hinh (Tan 7) 13 0.278 <0.30) khang dat yéu ciu
v cAn duge loai bd. Sau khi loai 2 bi¢n hé s6 KMO va
Cronbach’s Alpha dlu t3ng I1&n ting 1&n tir 0.645 1én
0.678 va Cronbach's Alpha di ting 1&n tir 0.568 1én
0.674 (Bang 1).

K&t qud phiin tich EFA cho thiy, c6 § yéu 18 dugc
trich tai eigenvaluc v8i 16ng 12 3.545, tic 3.545/5=
70.91% phuong sai di duge phéin phéi trong 5 bién cho
bi€1, cdc nhéin td rat trich ra gidi thich duge 70.91%
bi€n thién cda dit li¢u. Tri s& nay 16n hon 50% (Bdng
2). Chc trong 56 c6 gid tri trung binh 13 0.63 > 0.40
& mitc chip nhin, trf trong & cda hai bi€n hitu hinh
{(Tan1) 12 0.213 v Tan 4 13 0.305. Do 46, phiin tich
EFA 1iép tuc loai 2 bi€n nay. Sau khi loai tiép 2 bicn
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BANG 1: KET QUA KMO, CRONBACH'S ALPHA, PHAN TICH EFA

SAU KHI LOAI BIEN

Quansit He sb ___Phfin tich EFA

KMO | Cronbach’s Alpha l 2 3 4 5 .
Hiu hinh (Tan2) S16| -.0231 .002] .010| -.038
Hiru hinh (Tan 3) 570| .209] -.108] -.215] .019
Hitu hinh {Tan 5} 0.678 0.674 .778| -.088| .063] -.006] -.046
Hite hinh (Tan 8) 518 (148 .003F 113 -.034
Hiu hinh (Tan 9) 6011 .253] -.032| -.026] -.029
Tinh ciy (Rel 1) 024] 643 220|130} -.049
Tinh c§y (Retl 2) 073 587 .262| 096 .023
Tinh ciy (Rel 3} N.755 0.710 J145] 768 78] 066 231
Tinh cfv (Rel 4) 012 740| -.085] -006[ 004
Tinh cfy (Rel 5) A70] 637 287 033 .144
Bip ing (Resl) 017 0151 777 123 156
Diip ing (Res2) 149} -142] s20] .086] .153
Dip g (Res3) 0.724 0.678 235 .111] .689] .167] -.154
Dip itng (Resd) 135|174 66| 000 219
Dip iing (Res5) 056| 125| 572] .005] -.203
Pim blo (Assl) A7 -221] 044] .566] -.396
BXim bio{Ass 2) 54| 2950 0531 770|286
EXAm bdo (Ass3) 0.728 (.702 009 -.0111 -008] .759] .034
Bim bio (Assd) 017l 084) 77y F091 (159
Bdm bio (AssS) 46| 195) 197 681 -.055
Béng cim (Emp 1) -.048| .083] .005] -.120] .690
Béng cim (Emp2) 089 .013] .307| .176] 687
Bdngp cim (Emp3) 0.690 0.693 097 .026] 153 .168} .651
Bdng cAm (Emp4d) 092] .083] 77| 132] 638
Bbng cdm (Emp3) -.075| .026] -.188] .140; .714

BANG 2: TANG HOP KET QUA THANG DO CAC YEU T6 CAU THANH CHAT

LUGNG DU LICH TINH CA MAU

Kifm | Tiuong Téng .
Bi€n quan {H¢ 56|  dinh Crll:Lch;fh‘c quan  [Trong|phumng| ... ::f\::luc
sit  [KMO|Bartiet's| " TN S | niiea bitn[ 56" | sai tich [F By
_(sig) | p & t6ng 16y (%)
Tan2
Tan3
Tan5
Tan8 0.678|  0.000 0,674 0.54] 063 7091 3.545
Tan9
Reil-Rels | 0.775]  0.000 0.710 0.73| 067 76.58 3.829
Resi-Rels | 0.724] 0,000 0.678 0.65| 0.64] 75.21 3.762
ASSI-ASS5| 0.728]  0.000 0.702 073 069 78.24 3.912
Empl-Emp5| 0.690]  0.000 0.693 0.70] 0.67] 73.96 3.698

{*) H¢ 36 Eigenvalue cho bi€t iing phiemg sai dugre phdin phéit trong cdic bién nhet thé

ndo. VI dy Tani-Tans cé hi s6 Eigenvalue 13 3.545/5 = 70.91% phuong sai ditge phén

phéi trong 5 bitn

nady. trang quan giita bi6n va t8ng ting [&n tir 0.459 1én
0.541. Céc y€u t& hitu hinh bao gbm: Cd s§ vit chat;
Mo6i trudng tu nhién; C4c danh lam thing cinh; Cic
trang thi€t bi; Trang phuc cda nhén vién tai mot diém
tham quan du lich. PAy 1A cfic y€u t8 ma du khéch dé
ding nhdn thay rd nhat, ciing 13 y€u t6 quan trong ddu
tién ciu thinh chat lugng dich vu du lich.
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N6i dung cfic bién quan s&t gbm: Hiru
hinh (Tan 1-9); P§ tin ciy (Rel 1-5):
Khi ning d4p Gng (Res 1-5); Tinh ddm
bio (Ass 1-5); Sy ddng cdm (Emp 1-5).
Nhu vay. thang do cdc y€u t§ hitu hinh
sau khi loai cdc bi€n khang dat yéu ciu
cdn lai 5 bi€n déu dat yéu clu gém: Hiru
hinh (Tan2). hitu hinb (Tan3). hifu hinh
(Tan5). hifu hinh (Tan8), hitu hinh (Tan9)
duge giif lat trong nghién cifu chinh thifc.

K€t qud ki€ém dinh bing CFA thong
qua phin mém AMOS.v.21 vé md hinh
céc y€u 18 cfu thanh chét lugng dich vu
vd thu hit du khich tai cdc diém tham
quan du fich sinh thdi tai Cd Mau (md
hinh chuin héa) cho c4c két qud nhu sau:
M6 hinh ndy ¢ 972 béc tv do; Chi-binh
phudng = 1963; CMIN/S = 2.02 < 3.0;
gid tri p = .000<0.05. Céc chi ti€u do
Iwdsng do phd hgp khéc ciing dat y&u clu:
GFI = .925; TLI1 = 937, CFI = 0.908;
RMSEA = 0.021<0.05.

BOi s6 twdng quan binh phuong -
Squarcd Multiple Correlations - SMC)
giffa c4c nhin 16 déu > 0.50 (nhd nhit 12
0.55 - hitu hinh - d4p (ng (Bing 3). H¢ s6
tugng quan giita cic khai niém trong Hiép
phuong sai giita cdc y€u 18 (covariances)
d&u nhd hon 1 v c6 ¢ nghia thGng ké
(P<0.05), nén md hinh thang do dat gid
tri phin bigt. Cdc trong s hoi quy cia
cdc bi€n quan sét clia (itng nhén t8 cing
dat cfc gif tri hoi tw v2 phan bigt, K&
qua cho thiy, bién ¢6 trong s& thap nhil
cong dat 0.58 >.50 (Tan2-hifu hinh). Cao
nhiit 13 resd (d4p dmg ) 12 0.97<1.0. Tir 46
¢6 thé k&t luin, md hinh Iy thuyét vé céc
y€u 8 cfiu thinh chit lugng dich vy va
thu hit du khéch tai céc diém tham quan
du lich sinh thdi tgi Ca Mau c6 4§ phi
hgp v6i dit 1iéu thu thap dugc tir thuc (€.

KET LUAN VA HAM Y NGHIEN c(U

K¢t qui nghién ciu chira 5 y€u (6 tic
dong dén chit lLr(_ny; dich vy va thu hiit
du khdch tai céc diém tham quan du lich
CA Mau. Trong d6. y€u 18 tdc ddng manh
nhit d&n chit lugng dich vu va thu hit du
khdch tai cde diém tham quan du lich {a:
Bdng cdm. Sau 46, 14n lugt 13: P4p ing;
Bam bio: Hirw hinh; Tin cjy. Vi thé, gé
ning cao chit lugng du lich tinh Ca Mau.
trén co sd nghién civ cia minh, tic gid
xin 4¢ xuft edc gidi phép sau:

Mot la, niing cao chat lugng 12 4% ngli
nhin vién phuc vy, Day 13 y€u 18 then
ch6t, dAu tién ma ban quin Iy cée di€m

Kinh 1€ vh Dif bfio



du lich cin phai khdc phuc kip théi va BANG 3: KET QUA KIEM DINH MO HINH CAC YEU T6 CAU THANH
[N - r 1= - —~ o~ - . P’ P - g
tirng budc ning cao. Bdi 1€, d6i ngli nhin  CHAT LUGNG DU LICH VA THU HAT DU KHACH TAI CAC PIEM DU LICH
vién phuc vu tai cdc diém tham quan hién SINH THAI TINH CA MAJ

- - g o~ & - > T
tai vira thi€u, yéu ve ky ning, nghiép vu USc tinh | S.E. | CR. | p | Gid thuyét
trong phuc vy khach hing va chua dugc :

Hei f&, cﬁn tiélp tuc nﬁng cao Chﬁ’t Tin cay Thu hiit du khdch 0.531 .015] 3533| ** H2
lugng dich vy. DE ning cao chdt JUOng  |Dapung | Thu it du khach 0.68) .018] 37.78| wwk H3
dich vu 5 Oi i 3

ich vu, can c6 sy phoi hep nhip nhang 1 0 T ot 0.61 031] 19.68| *ex H4
gilta cac diém tham quan va cdc cd sd
phuc vu du khdch khéc, nhu: phuong tién Dong camn  |Thu hit du khich 0.74] 024 30.83| #*+ H5
vén chuyén, khich san, nha hing, huéng  |Huwhinh |Tin ciy 0.66| .011| 60.00| ***= H6
dan vién, bin hang, thong tin chi dan, [Hou hinh_|Dap wng 0.55| .013| 42.31] #eex | 7
hé thong an ninh, ki€m sodt giao théng...
Pic bié[, ban quén 15’ Céc dlém tham Huu hinh Dam bao (.69 .016] 43.13] s%*% H8
quan du tch can xdc dinh r& cdc 11 th€  [Huuhinh  |[Dong cam 0.89| .021| 42.38| wed HY
Ci}l]“qh t:l‘?nlr bang vige lt“;llllfjg gap cdc san  ITincay  |Dap ung 0.58| .026] 22.31] ==2¢ | M0
pham dich vu cé gia tri khdc biét vuot trda .

. . . . Tin ¢ . Fkkk

cho du khich. B&i vi, sdn phdm dich vu incay _ [Dapung 0.73| 033| 22.12 HIO
tai cdc diém tham quan & Ca Mau hign  |Tincay  |Dong cam 0.58] .037| 15.68 ** H12
nay ft khac biét, nén taora swnhamchén,  |Dapung  [Dam bao 0.87] .012| 72.50| == HI3
'é};el\:l’adu” khdch khong mudn quay wd lai |, " pong cam 0.59] 028 21.07| #=* Hi4

Bu f&', tié’p tuc nﬁng cao vi cai thié‘ﬂ Dam bac  |Dong cam 072 042 17.14] **+* HI5
chit lugng méi trudng di lich, D& niin (%) with p< OF; (*%%) with p< 001 very significant

g g g /

cao dugc 1gi th€ canh tranh, ddi hoi cdc

s&, ban, nganh quan 1y du lich tinh Ca  nhin, tap thd bdn gid “chit chém, cit ¢8” du khich,
Mau diy manh cbng tic ki€ém sodt cdc  1am mét uy tin hinh 4nh du lich Ca Mau.

cira hang, ki 6t cho thué tai cdc di€m Béh la, Ch Mau cin quy hoach Tai khong gian, cdnh
du Tich; ti€p tuc ddy Ibi tinh trang “chit  quan du lich. Pdng th&i, cin chi trong dén ning cip,
chém”, bitchet du khdch. Cdccosdkinh  cdi tao, giit gin cdnh quan thién nhién, khoi phuc lai
doanh dich vu trén dia ban cin niém y&t  nhiing cinh quan thién nhién di bi mai mt, nhu: Hon
cong khai, thyc hién b4n ding gid niém D4 Bac, Khai Long... nhitng y&€u t& tao nén nét riéng
yét. Bdng thdi, cAn nghiém tri nhitng ¢4 biét, ddc ddo vdn c6 cha ving P4t Mai.O
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