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DUJ' tri m(Jt mU·c t!(J cao sv hili lOng cUa khach du ljch vd diim bdo m(Jt trdi nghifm f: nghia d6i v61 

khdch du ljch du(Jc coi lii m9t !rung nhiing ml}c tieu quan trrng ciia phdt triin du ljch m(Jt ccich 
bJn viing. Nghii!n cUu Sl! hili lOng v6'i scln phdm du /fch UJi khu du lfch HJ NUi CJc dtr(fc thlfc hifn 

thdng qua di€u tra hdng hOi v&i 196 khdch du ljch nhiim tf(mh gid th(rC ti Sl! hili lOng cUa khdch 

du lich vd tim ki~m cUe gidi phcip nfing cao Sl! hrii lOng cUa h9 hu&ng tiri m~:~c tiiiu phcit trdn du 
lich b&n viing cho khu du /jch H6 NUi CJc. Kdt qud nghien cUu cho thtiy khilch du lich klui hili 
idng v&i siln phdm du lich tr;ri diiy vil sv hili lOng nily phi} thu(>c chU ydu vilo cilc ydu t6: tdi nguyen 
thien nhien, ca sit h(l tdng, chtit lu(J71g cilc dich VlJ, thcii dr) cUa diin CU', gid cd va di sdn vil viin h6a, 

tmng i/6 di sdn vil viin h6a, chdt lu(J71g dich VlJ !Q nhUng ydu t6 c6 imh hulrng m(lnh han. 

TO: khOa: H6 NUi C6c, Marketing dja phuang, Sl! hai lOng, phit tri~n du ljch. 

Satisfaction with Tourism Products at Nui Coc Lake 

Abstract: 

Maintaining a high level of tourists' satisfaction and ensuring a meaningful experience for 
travelers are considered the key objectives of sustainable tourism development. The study of 
assessing tourists 'satisfaction >vith tourism products at the Nui Coc Lake was conducted through 

a questionnaire survey with 196 tourists to assess the actual sati~'{action of tourists and to seek 
solutions for improving their sati4action towards the goal of sustainable tourism development 
fOr Nui Coc Lake. Research results show that most of tourists sati.yf'y with tourism products at Nui 
Coc Lake and the satisfaction depends on natura!.resources. infrastntcture, quality of services, 

attitudes of the population, prices, and heritage and culture in which heritage and culture, quality 

of services are more influential factors. 

Key>vords: Nui Coc Lake; local marketing; satisfaction; tourism development. 

1. Dijt v~n a~ 

Du lich 13 mQt ng<'tnh kinh t~ t6ng hqp quan trQng 

g6p ph§.n n8.ng cao d3n tri, t:;w vi~c liun v:i ph:'tt tri€:n 

kinh t~- xi'l hQi v:i phat triSn du ljch duqc coi l:i mi)t 

hu&ng chi6n luqc quan tn;mg trong duCmg !6i phit 

tri€:n kinh t6 - xi'i hQi nhiim g6p phin thi,Tc hiCn c6ng 
nghit;p h6a, hi¢n d(;l.i h6a ddt nu6c n6i chung va v6i 
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m6i dia phuong n6i rieng. 

V6i ve dlip thien nhien c6 sftn, SIJ phat triSn ella 

13ng ngh€: san xuftt che, cling nhfrng giit trj van h6a 

ban d!a d~c s5c ella khu VIJC, cite di tich ljch slr c<ich 

m:;1ng cUa din tQc, tinh Th<'ii Nguyen d§ x8.y dvng 

quy ho(;l.ch phitt triSn khu vvc H6 NUi C6c thanh khu 

Kinh ti\Jlhat trien 



Hinh 1: Ltn}llg kh:ich du ljch tl}i Khli v~c Hfi Ntii C6c vii. tinh Th:ii NguyCn giai do~j~n 2010-2016 
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NguJn: C~:~c th6ng ke Tinh Tluii Nguyen (2017). 

vvc du ljch tn;mg di8m qu6c gia giai do\ln 2015-

2020 va duqc Thii tu&ng ehinh phU kY duy¢t. 

C6 th~ thfty k6 tlr sau nam du ljeh qu6e gia t<.1i 

Thai Nguyen 2007, s6iuqng khaeh du ljeh d~n Thai 

Nguyen c6 xu hu&ng ti'ing lCn (Hinh I). Tuy nhiSn, 

d6ng g6p ella khu du lieh vUng H6 NUi C6e e6 xu 

hu&ng gi<im xu6ng do luqng du khileh tiing lCn ehU 

y~u t~p hung vao khu vve du ljeh ljeh sir t\li An toin 

khu Djnh H6a trong khi luqng kh<ieh t\li khu v~,te H6 

NUi C6c kh6ng c6 bi~n dQng nhi~u. 

M~c dU luqng khaeh d6n H6 NUi C6c tang eh~m, 
doanh thu & khu du ljeh nay e6 xu hu&ng d6ng g6p 
nhi@u han trong t6ng doanh thu du ljeh ella tinh. 

Di~u niy c6 duqc nhO vi~c gia tang e<ic djeh Vl,l vui 

ehai gi<li tri, nghi du6'ng giUp gia tang thO:i gian luu 

h;ti ella kh6.ch t<;~i khu V\[C n3.y. 

Tuy nhiSn, trong nhfrng nam qua, vi¢c phat tri~n 
du ljch ella H6 NUi C6c dii l<lm gi<im ehlre nang ella 

nhi€u h~ sinh thili quy hi8m, nhi@u gia tri van h6a 

truy~n th6ng bj m:it dfin, nhi~u di tieh lieh sir duqe 

x@p h<;~ng cta bj xu6ng dp. Vi~e phat tri8n thi~u dinh 

hu&ng v6i thai d9 phvc Vl,l kern, y thlre eQng d6ng 

k6m dang Jam x:iu di hinh <inh du ljeh dja phuang. 

Th~,tc t6 niy dang lim suy giftm sUe h:ip din d6i v&i 

du kha.eh, lim inh hu&ng d6n kha nang phat tri8n du 
ljeh ella khu vve trong tuang lai. 

Vi~c d6.nh gill eac y6u tb ftnh hu&ng va thve t€ 
mlre dQ h<li lOng ella khach h<lng d6i v&i c<ie san 

phfun du lieh t<;~i khu du Jjch H6 NUi C6c dang thve 

Sl! cfm thi@t d~ c<ic nh<l qu<in l)r tim ra nhfrng gi<ii 

Hinh 2: Doanh thu tir du lich tl}i kim VJ!C Hfi Ntii C6c vft tinh Thai Nguyen giai dol_ln 2010-2016 
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Ngu6n: Ban qudn l_V Khu du licHH/J NUi CAc (2017). 

SO 246 thling J 2/2017 91 

r:-::Tlnh Thai Nguyen 

- KV Hfi NU.i C6c 

Kinh li'J'hiit !rien 



ph<'tp d<'tp Ung nhu diu ella khach du lich va dua ra 

chi~n hrqc phat tri~n du ljch b@n vfrng. 

2 • .T6ng quan nghi@n cU11 

2.1. Sif hili lOng 

Cardozo (1965) Ia ngu6i dtlu tien d~ ci).p d6n SIJ 

hai lOng trong nghien cUu ella mlnh ve nO h;rc, k)r 

v9ng va SIJ hai lOng ella ngu6i tiCu dUng. Ngily nay, 

rftt nhibu nhil nghi€:n clru di'i. do IuOng vii. phfin tich SIJ 

hai lOng ella kbach hllng thea nhiCu hu&ng Y tuimg 

khilc nhau. 

Fomell (1992), Hunt (1977), Oliver (1980) d:'i 

dua ra djnh nghla ve Sl)" h3.i lOng theo quan diSm 

nhftn m~nh qua trlnh danh gia. Thea d6, S\f h<li lOng 

ella khach hilng duqc hinh thii.nh, tiing ho~c giiun tUy 

thu{lc vao quy trinh si'r dvng cac djch Vl,l v6i cac y@u 

t6 khilc nhau tac dQng t6i khilch hii.ng. cac tile giil 

dbu cho rilng Sl)" hii lOng Ia kern 6n djnh va khi d.iinh 

gi<'t S\1' h<li lOng, kh<'tch hang se bj <l.nh hu6ng b6i Sl,T 

khac nhau cUa c<ic y@u t6 tham gia vao qua trinh tiCu 

thl) siin phim ho$c djch \-\I. 

NghiCn cUu ella Halstead & cQng sv (1994), 

Howard & Sheth (l969), Tse & Wilton (1988) nhfin 

m:;mh sv hai lOng nhu mQt k€t quii ella mQt qua trinh 

d6.nh giil ella khileh hfmg. £>i6u nay c6 nghia Ia, sau 

khi uh ca qu:i trinh si'r dvng k@t th(ic, khilch h<ing 

thvc hi¢n c<ie quan sat t6ng quat v6 mire dQ hii lOng 

ct'ta biin than va do d6 SIJ hii.i lOng ehU ySu ehiu full 
hu&ng b&i kinh nghi~m ella kh<'tch hii.ng v6i c6ng ty 

va sfm phfim. Theo quan diCm nay, Sl)" hai lOng ct'ta 

khilch himg duqc hinh thilnh nhu 18. "tr:;mg tluii c:im 

xllc xay ra nhu mQt kCt qua ella sv tuang tae et'ta 

khiieh hii.ng v6i c6ng ty theo thOi gian" (Anderson 

& cQng Sl,T, 1994; Verhoef, 2003) va Sl,l" hUi lOng 

ella kh<'teh hang duqc t\J.O ra b&i "hai thanh phfin: 

k)r VQng ella kh{tch h<lng v<l chftt h.n;mg c:'!m nh?n" 

(Parassuraman & ci)ng SJ! 1985; 1988). 

Hilu hCt cUe nghien elru tiCp theo tren thC gi6i va 

Vi~t Nam d:'i sir d1,1ng Y tuimg thir hai, xiic djnh sv 

hai lOng ella khach hang 1a phUn Ung sau khi qua 

trinh d<inh gia, d~ d3nh gii SIJ hii.i lOng ella kh3ch 

h<lng d6i v6i c<ic djch Vl,l. f)~c bi¢t, eae nghiCn e{ru 

thuOng slr dvng Y nghTa ella sv hili lOng ella kh3ch 

h3ng nhu 1a m{lt khii ni~m ehiCn luqe eiia mi)t phan 

lrng sau khi hoii.n thanh vi~c tieu th1,1, dinh gi<i t6ng 

th6, phan lrng dip 1\li va h<lnh vi sau khi tieu thv. 

2.2. Du ljch 

Theo T6 ehlrc du ljch thS gi&i (World Tourism 
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Organization, 1993), Du ljch bao g6m tftt ca. m9i ho~t 
dQng ct'ta nhfrng nguCri du h<lnh t<)m tr6 v6i mve dich 

tham quan, kham pha va tim hi@u, tdi nghi¢m ho~e 
v6i mvc dich nghi ngai, gi:ii tri, thu gian cUng nhu 

ffil,lC dich hanh ngh~ va nhfrng ffil,lC dich khic nfra 

trong th(ri gian lien tl)c nhtrng kh6ng qui mQt ni'im 

6 ben ngoai m6i tnrimg s6ng djnh cu nhung lo\li trir 

cS.c du hanh rna c6 mvc dich chinh lil ki@m tiSn. 

Ngay nay, du ljch dB. tr& thilnh mi)t ng3.nh kinh t@ 

quan tn;mg trong ca cftu ngii.nh kinh t@ ella rfit nhiSu 

qu6c gia. Tuy nhien, di kern v6i nhfrng lqi ich !On 
cho kinh t6 va xii h{li, phat tribn du ljeh 6 ~t ciing 

g:iy ra nhiSu tae dQng tieu eve t6i cQng d6ng x:'i hQi 

vi m6i tnrOng. Vi v~y, vai niim giln d:iy, thu~t ngfr 

"du ljch b~n vfrng" duqe eae nhil nghien e{ru, ho\leh 

dinh chi6n luqc du ljch d~c bi~t quan tiim. Theo T6 

chtrc du ljch Th@ gi&i (UNEP & UNWTO, 2015), 

du lieh bSn vtmg ta cae ho(lt dQng ctu ljeh nh~m ctap 

lrng nhu du hi~n t\li ella du kh.iich va nguCri d:in ban 

dja, trong khi vfin quan til.m dCn vi¢e bao tbn va tOn 

t~o cclc niubn t<li nguyen cho phat tri~n du ljeh trong 

tuang lai. Du ljch bSn vfrng cGng nen duy trl mQt 

mlrc dQ cao ella S1! hii lOng ella kh<ich du ljch va 

dUm bao mQt trlii nghi~m Y nghia d6i v&i kh<'tch du 

Iich, mlng cao nh~n thtrc ella h9 vS cac van aS phat 

tri€n b6n vfrng va thU.c ddy ho~t dQng du ljch b~n 
vfrng gifra cac loai. 

2.3. Siin phdm du ljch 

Theo Philip Kotler (2003), san phfim du ljeh la 

eae djeh vv, hang h6a cung dp eho khach du ljch 

duqc t:,to nen b&i sv k@t hqp ct'ta vi~e khai tbae cac 

ySu t6 tv nhien, xa h9i v6i vi~e sir dvng ccle ngu6n 

h,rc: ca s& v~t chftt k)' thu~t vi lao dQng t:<)i mQt ea 
s&, mQt vU.ng hay mQt qu6c gia n<'i.o d6. 

Theo diSu 4 chuang I Lu~t du ljeh (Qu6c h9i, 

2005), siin phdm du Ijch Iii. t~p hqp cae san phim din 

thiCt d~ thOa m1in nhu efiu ella khieh du ljeh trong 

ehuySn du Iieh. san phim du Iieh bao g6m cae dieh 

vv du ljch, c<ic himg h6a va ti~n nghi cung lmg eho 

du khich, n6 duqc t:,to nen b&i Sl)" k@t hqp c<ic ySu t6 

tv nhien, cas& v~t chftt k)' thui).t vii. lao dQng du ljch 

t~i mQt vU.ng hay mQt dja phuang nao d6. 

Nhu vi).y siln ph§.m du ljch bao g6m nhiing y@u t6 

hfru hinh (hang h6a) va v6 hinh (djeh Vl,l) d@ cung 

cip eho khach hay n6 bao g6m h3ng h6a, cac djeh 

Vl,l v<i ti~ll nghi ph1,1e Vl,l khieh du Jjeh. 

Sim plufm du ljch = Tdi nguy&n duljch + Ccic 
djch VIJ vci hdng h6a du fich. 
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Hinh 3: MO hlnh elie nh:in t6 iinh huirng d~n Slf hlli lOng ella kbaeh hllng 

Ch<it luqng sim phim 

Chfit luqng djch vv 

Gi::i 

Ngu6n: Zeithaml & Bitner (2000). 

2.4. S~r hiti lOng vdi sdn phdm du ljch 

S\I hai lOng ella khich du ljch d6ng vai trO quan 

tn:;mg d6i v6i S\1 th<lnh c6ng ella ti6p thi diSm d~n 
b&i n6 tic dQng d6n h<lnh vi h,ra chon dibm dim, sU 

d1,1ng c3C S<in phftm, djch Vl,l y[t quy~t djnh quay l<)i 

(Kozak, 2001). 

Theo Pizam, Neumann, Reichel (1978) va Oliver 

(1980) sv hai lOng ella du khach 13 k€t quii. ella sv 

tucmg tic gifra gi<i tr:i cam nh~n va mong dqi ct.ia du 

kha.ch v~ di~m d€n. 

Cadotte, Woodruff & Jenkins (1982) dii. dua ra 

djnh nghia "S\,1" hai lOng Ja SlJ so sinh ella nhiing kY 

vqng v6i nhiing trii.i nghi~m". V~n dvng khai niem 

nii.y vao linh VI,I"C du J!ch, c6 th6 hibu S\1 hai lOng ella 
du khilch 1a qui trinh nhu sau: tm6c h~t, du khach 

hinh thanh trong suy nghi ella minh nhiing kY vqng 

v~ di6rn d@n du ljch tru6c khi hQ di du ljch. Sau d6, 

hq sC tn'li nghi~rn t\li di6rn d~n nai rna hQ c6 thS ciim 

nh~n duqc Ja t6t hay xiu. Du khach se so s<inh hieu 
qua rna di~rn d~n rnang l11i b:iing cich so sinh nhfrng 

Nhii.n t6 imh hu&ng tinh 

S\I hili lOng cUa khich hiing 

cac nhii.n tb ca nhii.n 

gi rna hQ k)' vqng tm6c khi di du ljch va nhlmg gi 

rna hQ di'i. nhiPI duqc sau khi di'i. tnii nghiem t<)i di8m 

d~n. S\,1" th6a mii.n ella kha.ch hang chinh 18. kSt qui 

ella sv so slinh nay. 

2.5. fJo hrrYngs(r hili lOng vm sdn plulm du lfch 

Cic nghien clru tm6c dii.y v~ s~r hai lOng ella du 

kh<ich chi ra rfing kh6ng c6 S\1 th6ng nhit chung 

trong viec do IuOng Slf hii.i lOng. Theo Tribe & Snaith 

( 1998), hi~n nay c6 4 rn6 hinh d::inh gii mUc dQ hiti 

lOng duqc nhi€u nhii. nghi€:n clru. sir d1,mg: m6 hinh 

IPA (Tmportance-Pcrfonnance Analysis), m6 hinh 

SERVQUAL (Service Quality), m6 hinh HOLSAT 

(Holiday Satisfaction), va m6 hinh SERYPERF 

(Service Perfonnance). Trong d6 SERVPERF Ia m6 

hinh don gifm, thich hqp cho viec dinh gia SIJ hfli 

lOng vi kh6ng g~p pbai vin d~ khi yeu du khich 

hang dinh gi<i. ca. 2 phdn kY VQng va cii.m nh~n 
(Cronin & Taylor, 1992; Jain & Gupta, 2004; Ph11m 

& Kullada, 2009; Nadiri & Hussain, 2008). Jain & 
Gupta (2004) cOn gqi )r r:iing, m6 hinh SERVPERF 

Hlnh 4: C:ic y~u t6 iinh htrffng d~n sg bai lOng ella du khlich theo mO hinh Holsat 

Tiii nguyen thien nhien vii di~u ki¢n v~t chit 

M6i truCmg 

Ch6 a 

Di siin vt't viin h6a 

Ngu6n: Tribe & Snaith (1998). 
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Hinh 5: Khung nghien ciru cile y~u tla iinh h11img d~n SlJ h8i lOng ella khilch du ljeh 

ChU th~ hie d{ing Y~u t6 inh hlrii'ng Y~u ttl phy. thu{ie 

rai nguyen thien nhien 

; o;"'"\ I 
Ccr s0 h\1 ding 

' I M6i tru(mg 

ie_nlugcphat ... L============~ s~ 
h:li 

lOng 

ri6n du lich ~ 1 
KH marketing Chdt lm;m de d!ch vv iin u6ng- tham 

dia phu<Jllg quan- gi:ii tti- mua si.m 

Doanh · Chh.th i==='==========~ 
nghi~p quyen I Thlii dQ ella diin cu 

;::::=====~ 
Gific:i 

Di sfin vii viin hOa 

hi~u qua han trong vi~c d<inh gi3 SIJ thOa miin vi cho 

nhfrng nghien clru. dOi hOi SIJ ng5n gQn. Vi d6i tuqng 

nghien clru. ella d~ tii li khach du lich, hQ thich dugc 

nghi ngai, thu giiin han li phil.i ng6i tr.'t lOi m9t cuQc 

ph6ng vfin mfit nhi~u thOi gian, nCn d@ tai quyet djnh 

chQn m6 hinh SERVPERF cho vi~c d3nh gi3 mlrc dQ 

hUi lOng ella du khach d6i v&i du ljch. 

Cic y~u t6 3nh hui'mg d~n SIJ hi'ti lOng ella du 
khUch dugc Tribe & Snaith (1998) dua ra m6 hinh 

HOLSAT bao g6m c:ic y@u t6: t3i nguyen thi@n 

nhien va di~u ki~n v~t chfit, m6i tnr(mg, cac djch 

V\1 i'in u6ng- tham quan- giai tri- mua s~m, chli &, 

chuyen ti~n, di siin vi'in hOa (Hinh 4). 

3. Khung nghi@n ctlu 

- Dva tren cac y€u t6 il.nh hu&ng t&i sv hai lOng ella 

du khtich theo hai m6 hinh SERVPERF va HOLSAT 

clmg k€t qua khao sat y ki€n chuyen gia, nhOm t<ic 

giil. si'r d1,mg khung nghien c(ru nhu Hinh 5 de d<inh 

gi:i Sl,l' hai lOng ella kh:ich du ljch v&i s:in phdm du 

ljch t~i khu Vl,JC H6 N Ui C6c. 

4. Phtr011g pbap nghi@n ciiu 

Be d3nh gi3 s~,r hai lOng ella khach du lich d6i v&i 

sin phdm du lich t~i klm du ljch H6 Nlli C6c, nh6m 

Uic giil. thu th~p thOng tin ti'r s<ich b<io, die b<io c<io, 
nghiCn clru trong va ngoai nu&c v6 m6 hinh d<inh gi<i 

Sl,r h<li lOng ella kh3ch du ijch v<l x§.y d\)llg m6 hinh 

h6i guy v&i 7 bi6n dQc l~p duqc xiiy d\Tllg db xac 

djnh ybu t6 :inh hu6ng dbn sv hii lOng ella kh<ich du 

lich theo m6 hinh nhlt sau: 

Y = a
0 
+ a

1
x

1 
+ ... + a

6
x

6 
+ a

7
x

7 
+ r 

V&i: Y: Mlrc dQ h<li lOng v&i siin phftm du lich. 
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: cite h~ s6 d.n tim. 

x 1, x2, ···, x5_x7·. cite y~u tb tii.c,dQng d~n Sl,r hi'ti lOng 
ella khach hang v&i c<ic san ph§.m du lich. 

r: sai s6 chwin. 

Dl ki~m djnh m6 hinh, db tii thl,l'c hi~n ctibu tra 

qua phi6u di~u tra vS cac ybu t6 ilnh hlt6ng ctbn SlJ 

hii lOng ella kh<ich du ljch ct6i v&i c<ic san phim du 
ljch t{li khu du ljch H6 NU.i C6c. D6i hrQ'Ilg tham gia 

kh:io sat dibu tra duqc ch9n ngdu nhiCn ti'r nhfrng 

kh3ch du lich da trai nghi~m san phfim du ljch ~i 
khu du ljch Nlli C6c (Kh<ich du ljch thlr n*5 di qua 

cbng ra ella khu du ljch). 

B:ing hOi duqc thi6t kS g6m 13 ciiu hOi, trong d6 

c6 5 cftu h6i dibu tra thOng tin vb kh<ich du ljch, 7 

cau hOi d<inh gia mlrc dQ anh hu6ng ctbn Sl,r hiii lOng 

vi I cau hOi dilnh gi3 vb mltc d9 hiii lOng ella kh3ch 

du ljch d6i v&i c<ic s:in phfim du lich t{ti khu du lich 

H6 Nlli C6c. Trong dO, sv h<li lOng v~ c<ic y€u t6 

dltqc dinh gi<'t theo thang Likert (1-R~t hi'ti lOng, 

2-Hiii lOng, 3-Binh thuOng, 4-Kh6ng h<li lOng, 5-Rfit 

kh6ng hiii lOng). 

T <i.e giil. da thu duqc 196 bUng h6i d?t yeu d.u v&i 

cac d6i hrgng tham gia da d~ng vf: dQ tubi, gi&i tinh, 

que quan, nghb nghi~p va thu nMp. 

5. K~t qua trao d6i vii th3o lu*n 

5.1. ThOng tin chung vi khiich du ljch dii trd liri 

CO thb th£y kh3ch du hch dSn khu du ljch H6 

Nlli C6c chi! y€u ll't khach trC cO dQ tubi du&i 45 

(81 ,2% ), mlrc thu nMp trung binh ph6 biSn du&i 1 0 

tri~u (85,2%), s6 lm;mg khUch ngoai tinh chua nhibu 

(55,6%), nhOm c6ng chlrc va h9c sinh- sinh vien cO 
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Biing 1: Bilflg thOng tin d~c di~m mAn nghien cifu 

sA ngtriri Phin trl'im sA nguiri Phin triim 

GiOi tinh 196 100,0 Thu nh~p trung blob 196 100,0 
Nrun 104 53,1 Du&i. 5 tri~u 77 39,3 
Nu 92 46,9 Tlt 5 ct&t du&i 10 tri~u 90 45,9 
Tu6i 196 100,0 Tlt 10 d~n du&i 15 tri~u 20 10,2 
16-25 tu6i 94 48,0 TrSn 15 tri¢u 9 4,6 
26-45 tu6i 65 33,2 Ngh~ nghi~p 196 100,0 
46-60 tu6i 33 16,8 Kinh doanh 36 18,4 
TrCn 60 tu6i 4 2,0 C6ng chitc 50 25,5 
Que qulin 196 100,0 C6ng nhiin 35 17,9 
Ngoil.i tinh 109 55,6 HQc sinh - Sinh viSn 51 26,0 
Th:ii Nguyen 87 44,4 Nghi hun 8 4,1 

Kh:ic 16 8,2 

Bing 2: K~t quli lllinh gili Cronbach Alpha 

M8h6a Bi~n Cronbach's Alpha sA thang do 

TN Tai nguyen thien nhien 0,706 3 

CSHT Ca sO h\l tAng 0,822 10 

MT M6i tnrCmg 0,819 4 

DC Di'mcu 0,881 4 

CLDV ChAt luQllg dich vv 0,830 6 

GIA Gia 0,820 7 

DSVH Di sin v gi<i tri viin bOa 0,870 8 

Total 0,893 42 

xu lmUng chi~mti 1~ cao bon so v6i cac nh6m kh3c. Cite y~u t6 CSHT.4 va CLDV.2 c6 gia tri 

5.2. Hifu chinh thang do Cronbach Alpha <0,3 bj lo\li kh6i m6 hinh. Cic yeu 

Gia tri Cronbach Alpha duqc sir d1,1ng d~ ki€m tra t6 cOn 1\li dbu dim b<io gia tri Cronbach Alpha >0,3 

d{l tin c~y ella cac thang do. va Cronbach Alpha ifltem deleted< Total Cronbach 

Bling 3: Ki~m djnh KMO v:i Bartlett 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 

Approx. Chi-Square 
Bartlett's Test of Sphericity Df 

Sig. 

B:ing 4: Khli niing gilii thich cUa clic bi~n 

Eigenvalues khOi t~o 
Extraction Sums of 

Th:inh Squared Loadings 
ph An 

Total %. of Cumulative Total %. of Cumulative 
Vanance % Vanance % 

I 8,587 21,468 21,468 8,587 21,468 21,468 
2 3,842 9,606 31,074 3,842 9,606 31,074 
3 3,264 8,16 39,234 3,264 8,16 39,234 
4 2,816 7,041 46,274 2,816 7,041 46,274 
5 2,095 5,236 51,511 2,095 5,236 51,511 
6 1,734 4,-334 55,845 1,734 4,334 55,845 
7 1,475 3,687 59,532 1,475 3,687 59,532 

40 ,038 ,096 100,000 

Extraction Method: Principal Component Analysis. 
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,772 

4819,867 

780 
,000 

Rotation Sums of Squared 
Loadings 

%of Cumulative 
Total 

Variance % 
4,78 II ,951 11,951 
4,17 10,425 22,376 
3,493 8,734 31,110 
3,455 8,638 39,748 
3,275 8,188 47,936 
2,571 6,426 54,362 
2,068 5,169 59,532 
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Alpha ella d.c nh6m y6u t6. CronbachAlpha ella cUe 

nh6m ySu t6 >0, 7 nen nh6m nh§n t6 da ch9n duqc 

coi 18 dam bao mlre d9 e6 y nghia eftn thi~t (Bang 2). 

Nhu v~y, sau khi phan tieh dQ tin c~y ella thang do 

bftng ph3.n tieh Cronbach Alpha, c6 40 y@u t6 duqc 

gifr l~i theo nh6m y~u t6. 

Ph3.n tich kham ph<l c<lc y~u t6 (EFE) dugc sir 

d1,mg d@ ti~p tl}.c d::inh gia sv phll hqp ella d.c ySu t6: 

HC s6 KMO = 0,772, dam b<io de yCu diu 0,5 

<KMO <I; v6i mUc y nghTa Sig. = 0,000 d<lp Ung 

B:ing 5: Ma tr~n xoay ciic y@u t3 

Yeu t 
I 2 3 4 5 6 7 

DSVH3 ,773 
DSVH2 ,768 
DSVHJ ,747 
DSYH8 ,675 
DSVH4 ,643 
DSVH6 ,625 
DSVH5 ,620 
CSHT7 
DSVH7 
CSHTI ,724 
CSHT9 ,680 
CSHT2 ,655 
CSHT8 ,610 
CSHTIO ,606 
CSHT6 ,597 
CSHT5 ,576 
CSHT3 ,554 
GIA4 ,763 
GIA2 ,762 
GIAI ,741 
GIA3 ,710 
GIA6 ,667 
GJA7 ,621 
GIA5 ,555 
CLDVI ,849 
CLDV3 ,842 ' 
CLDV4 ,816 
CLDV5 ,767 
CLDV6 ,752 
DC3 ,803 
DC2 ,800 
DC4 ,790 
DC! ,777 
MT3 ,823 
MT4 ,788 
MT2 ,737 
MT! 
TN2 ,720 
TNJ ,667 
TN! ,560 
Extraction Method: Principal Component Analysis. 

Rotation Method: Varimax with Kaiser Normalization. 

a. Rotation converged in 7 iterations. 
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cic diSu ki~n Sig. <0,005. V6i m6 hlnh rna tr~n xoay 

7 yi:u t6 giiti thich 59,532% bi6n dQng ella t6ng ctk 

bi~n. Ki:t qUa rna tr~n xoay cic y6u t6 bdo dim yCu 

du h~ s6 tai (Hair & cQng sv, 2006) v6i s6 m~u 
> J 00 vi <350, h~ s6 t<'1i ella ciic phftn tlr phii IOn 

bon 0,55 ), va theo ki:t qui trSn Biing 5, C<ic yi:u t6 
CSHT.7, DSVH7, MTI bj Jm;ti khOi mO hinh vi c6 

h~ s6 tai <0,55. 

(HL) v&i mlrc Y nghla th6ng kC 90%"(Cohen, 1988, 

79-81), trong dO cftc biCn CSHT, GJA, DC, MT, 

TN c6 m6i quan h~ tt.rang quan (gii tJi tuong quan 

Pearson trong kho<ing tlr 0,1 dSn 0,29), hai biSn 

DSVH vi CLDV c6 m6i tuang quan trung binh v&i 

bi6n ph\l thuQc HL (gii trj tuong quan Pearson trong 

khoiing tlr 0,3 d€n 0,49). 

5.3. Kit quii nghien ctiu 

Gi<i tri tuong quan Pearson ella cite biSn d~u >0,1 

vi Y nghia th6ng kC sig <0,1 nCo cUe biSn trong m6 

hinh cteu cO tuong quan v&i biSn ph~,t thuQc Hai lOng 

Gill hi R 2 di6u chinh b~ng 0,568 vO mlrc Y nghTa 

sig=O,OOO chlmg tO r&ng 56,8% SJ! thay d6i ella bi6n 

ph\,! thu(lc HL duqc gi:ii thich b&i cllc bi~n d(lc l~p. 

V Cri df = 7, k€t qua phiin tich h6i guy cho th§.y gill 

tri .F = 35,298 va Sig cO y nghla th6ng ke = 0,000 

Biing 6: H~ s6 hnmg quan giira ctlc bi~n trong mO hinh 

HL DSVH CSHT 
Pearson 

HL Correlation 
,432"' ,152' 

---~ __ _§i_g_: (2-t~iled) ----~----·--:-~-~-~----
Pearson 

DSVH Correlation 
,432 .. ,000 

GIA CLDV DC 

,130 ,389 .. ,292 .. 

,000 ,000 ,000 

MT TN 

,245** ,211'* 

,000 ,000 

·-~--~~}g. (2 -t~i led) _____ , 00~-------·--·-·--·-··-· ! , -~9_0 __ -~"-~~-~-----'.:!~_2_~----', QQQ ___ !:SJ.Q_Q ___ !,QQ_9 __ 
Pearson 

CSHT Correlation 
,152' ,000 ,000 ,000 ,000 ,000 ,000 

____ Si~.J3:~!ailed)_ ____ ,03_L ___ l ,~I!.Q __ ·-···--·-···-······-··----~ ,0_9_~----~-'o_oq __ ~QQ~-~~_9_2__~-- _1_,_9_99 _ 
Pearson 

GIA Correlation 
,130 ,000 ,000 ,000 ,000 ,000 ,000 

____ S_~[__(?-taile_9_) _ ____RZQ_ ____ ~ ~9-~_9_ _1:20._9 _______________ __ _!_,_Q__Q__O. ____ ~_,_q9o ___ l ,oo~ ____ l :0.0.~-
Pearson 

CLDV Correlation 
,389 .. ,000 ,000 ,000 ,000 ,000 ,000 

____ §ig. (2-tai!:~l_ ___ ,O_Q_O ____ !,QQQ ________ __l__,QQ_~ ___ }_,QQQ ------~,000 ____ I ,oo_o ___ l :~~? ___ _ 
Pearson 

DC Correlation 
,292'' ,000 ,000 ,000 ,000 ,000 ,000 

______ Sig. S~.:-!ail~~-) ___ ,O_QQ___ 1,000 __ ~_,_qg_o ________ }_"-qg_q ___ ! ,2__92_~-----1 ~QQ_ _ 1,000 
Pearson 

MT Correlation 
,245"' ,000 ,000 ,000 

-----~~~_j2-tail~~---·_ll.QL .. 

,000 

1,000 

,000 

1,000 1,000 1,000 1,000 
Pearson 

TN Correlation 
,211** ,000 ,000 ,000 ,000 ,000 ,000 

Sig. (2-tailed) ,003 1,000 1,000 1,000 1,000 1,000 1,000 
**. Correlation is significant at the 0, OJ level (2-tailed). 

*. Correlation 1:~ significant at the 0,05 level (2-tailed). 

Bing 7: Dtlnh gi:i d{i phil hlfp elm mO hinh 

,000 

1,000 

MO Hinh R R' R dieu Sai so Thoilg ke sg thay doi 
ehinh mfe tinh 

ella d{i 
l~ch 

ehuiin 
,754a ,568 ,552 ,35073 

Slf thay S~· thay Sig. 
d&i R2 d6i F 

,568 35,298 ,000 
a. Predictors: (Constant), TN, MT, DC, CLDV, CIA, CSI!T, DSVH 

b. Dependent Variable: HL 
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Bang 8: Phiin tich phtrong sai ANOVA" 

Mil hinh 
Regression 
Residual 
Total 

Sum of Squares 
30,395 
23,127 
53,522 

a. Dependent Variable: HL 

Df 

7 
188 
195 

Mean Square 
4.342 
,123 

F Sig. 
35,298 ,000 

b. Predictors: (Constant), TN, MT, DC, CLDV, G/A, CSHT, DSVH. 

Bang 9:"Klit quii hlii quy tuy@n tinh 

H~ sA chua chuan H~ so chuan Thong ke da c{ing 

MO Hinh hOa hOa T Sig. tuy@n 

8 Std. Error Beta Tolerance VIF 
H~ s6 t1,r do 3,727 0,025 148,769 0 
DSVH 0,226 0,025 0,432 9,012 0 
CSHT 0,08 0,025 0,152 3,177 0,002 
G\A 0,068 0,025 0,13 2,708 0,007 
CLDV 0,204 0,025 0,389 8,115 0 
DC 0,153 0,025 0,292 6,093 ' , 0 
MT 0,128 0,025 0,245 5,111 0 
TN 0,11 0,025 0,211 4,398 0 

< 0,05, vi vi)y c6 thb k~t lui)n rAng c6 SIJ kh<k biet 

,th6ng ke gifra c.iic bi0n d(}c l~p va bi~n ph\1 thu(}c. 

C3c y€u t6 d~u c6 gia trj Beta l&n han 0, tftt d. c3c 

gii tri v~ y nghia th6ng ke elm cac nh:ln t6 Sig. d~u 
nhO han gii tri t&i h;;tn a (0,05) cho thfty tftt ca de 

nhan t6 d€u c6 Y nghia th6ng ke. 

K€t qua phiin tich hbi quy da bi€n cho thiy tit eft 

cac bi€n d(}c li)p d~u cO tuang quan thui)n v&i bi€n 

ph1.1 thu(}c HL va kh6ng xay ra hi~n tuqng da c(}ng 

tuy€n gilra cic biSn (h~ s6 Tolerance va h~ s6 phOng 
d~i phuang sai VIF d~u nhO han 2). 

Tlr m6 hinh cho thiy c3c y€u t6 t<li nguyen thien 

nhien, co s& h;;t tftng, chftt luqng de djch '1\l, thai 
dQ ella din cu, gia d. va di sftn, va viin h6a d~u cO 

3.nh hm'mg tich ClJC cO Y nghia th6ng ke v&i Sl! hUi 

lOng t6ng th€ ella khich du ljch. TrongdO di san va 
van bOa, chit luqng djch '1\l 18. nhfrng ySu t6 cO 3.nh 

hm'm.g m;;tnh han (Beta>O,J). 

M6 hinh b6i quy chmin hOa bic ySu t6 nhu sau: 

Y=0,432DSVH + 0,152CSHT + 0,13G1A + 

0,389CLDV + 0,292 DC+ 0,245MT + 0,211TN 

6. K~t lm)n vil khuy~n nghj 

Ph3t tri€n du ljch b~n vfrng 13. xu hu&ng chung 

tren toan th~ giOi £Hmh gi<'t sv h8.i lOng ci.Ja kh<'tch 

du ljch v&i s<in ph:lm du ljch t<;ti khu du lich H6 NUi 
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c6c va cac ySu t6 anh hu&ng cho th~y cac y@u t6 tai 

nguyen thi@n nhien, co s& h<.1 ding, chit luqng cac 
djch '1\l, thai dQ elm dan cu, gia d. va di san, va viin 

hOa dl:u c6 anh hu&ng tich eve cOy nghia th~ng ke 
v&i siJ hB.i lOng t6ilg th(\ ella khich du ljch, trong d6 
di san va viin bOa, chit luqng djch \rv. 18 nhfrng y~u 
t6 c6 anh hu&ng m~nh han. 

Vi v?y, d~ nang cao S\f hai lOng ella khflch du ljch 
nhAm phat tri€n du lich b~n vfrng H6 NUi C6c din 
quan tftm t&i d.c vftn d€ chinh; 

MQt Iii, qudng hil hinh imh wln h6a, Itch sti' vii 
philt huy vai trO cUa cdc lUng nghJ. Trong m6 hinh 

d.c yi:u t6 thuQc nh6m Di san viin bOa (DSVH) duqc 
coi 13 nhOm y~u t6 c6 anb hu&ng m;;tnh nhit t&i Sl,l" 

hfti lOng ella- khllch du ljch (0,432), vi vi)y chinh 

quy~n dja phuang va c3c doanh nghi~p du ljch Th<ii 
Nguyen cdn d~c bi~t quan tiim t&i hi~u qua quang 
b3 hinh 3.nh vii"n· h6a, ljch sfr va phat buy vai trO ella 

cac l<'tng ngh6 trong qu<lng ba hinh inh di€m d0n du 
ljch. Gia trj"viin bOa gin v&i vUng h6 phong phU, khu 
di tich lich slr an toan khu va s6 luqng l&n cac l<'tng 

nghS truySn th6ng, d~c bi¢t la d.c limg ngh~ che nbi 
tiSng Ia \gi th6 ph<it triSn du ljch t;;ti khu Vl,lC H6 NUi 

c6c. 

Hai lit, phat triJn stm phJm du /jch di i!Oi vbi 

niing cao chdt ili'(J71g dich V(t. Chit luqng djch Yl,l 
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(CLDV) ta y6u t6 c6 mt'rc dQ iinh hu&ng tich ClJC thlr 

hai dSn Slf h<li lOng ella khiich du ljch trong m6 hinh 

(0,389). Vi v~y, d§y 18. ySu t6 tiSp theo dm cUi thi~n. 
Phiit tnen du ljch dja phuang kh6ng the t<ich r&i v&i 

d.c san phfun dja phuang va cite g6i san ph~m du 

ljch. Hi~n t;;Li, die hinh tht'rc du ljch t?i khu VIJC H6 

Nlli C6c n6i chung cOn It (Du ljch sinh thii, du ljch 

nghi duCmg, du ljch tam linh, du lich l<lng nghb) va 

chua thiJC Slf thu hUt duqc sv chU Y ella kh<ich du 

ljch, nhftt lit du kh;ich qu6c t~, s6 luqng khach quay 

l;;Li lin tht'r 2 cUng cOn it. Vi v~y, cic doanh nghi~p 
kinh doanh t;;ti khu vvc d.n xem xet dfiu tu phB.t tri€n 

cac djch V\1 m6i hip d~n, cili thi~n chit luqng djch 

V1,l t;;Li dja phuang va cac g6i djch V1,l tour du ljch d~ 
thu hUt khich du ljch vi nang cao Sl,T hii lOng ella 

du khB.ch. 

Ngo<li ra, nhu kSt qui nghien clru trong m6 hinh 

hbi guy, d.c ySu t6 dan cu, m6i truCmg, tii nguyen 

thien nhien, co s6 h? tfing va gia d. cling c6 ilnh 

hu&ng tich eve t&i sv hii lOng ella kh<'lch du ljch. Vi 

v<;ly, chinh quy6n dia phuang, ban qwin IY Vllng H6 

NUi C6c cling c6 th€ kSt hqp thlJc hiCn c<'lc giai ph<'lp 

sau d~ niing cao slJ hai lOng cUa khach du ljch vi 

thUe diiy phat tritn du ljch: 

Ndng cao Y thz'tc, vai trO cUa ngu&i ddn dfa 

phu011g !rang vi?c xdy d(tng hinh dnh dia phu011g. 

LOng t1,r hio d6i v&i dja phuang Ja thlr rna du khach 

kham phil nhanh nhit, ngm':ri dan c6 ki~n thlrc co biln 

vb tinh dQc dio ella dja phuang vi h9, mQt d.ch v6 

Titi li~u tham khlio 

tht'rc hay Y thlrc, d6ng vai trO nhu nhfrng ngu&i ti~p 
thi dja phuang. Vi v~y, d~ xiiy dl,Tllg hinh imh di~m 
d6n hip d8.n vi phat tri~n cac hinh tht'rc du ljch c(mg 

d6ng thi chinh quy~n dia phuang va ban quiin Iy dn 

tuyen truy~n, hu6ng din x§y dvn.g van h6a du lich 

v&i cac tfmg lOp dan cu. 

Cdi thi?n di&u ki?n m6i tm&ng. M6i truCmg b~n 
vfrng lu6n Ja vin d~ dn quan tam di d6i v&i d.c 

ho;;tt dQng ph<i.t tri@n du ljch. Phat tribn djch nhanh 

thi~u quan tim d~n m6i truOng se Jam imh hu6ng 

d~n canh quan flJ nhien, h~ sinh thai, Jam suy giiim 

tinh hAp d~n ella di~m d~n du lich. Trong quli trinh 

khai th<ic du ljch, chinh quy~n dja phuang cllng nhu 

ban quiin I)' khu du ljch dn c6 nhiing quy djnh r5 

rang trong vi~c khai thiic vi biio v~ t<li nguyen hb, 
quy djnh v~ quiln I)' ric thiii t?i vUng hb. 

Thu hUt ddu tU', xtiy dvng CY sb ht; tdng dia 

phuYng. NgoUi ngu6n dftu tu ella chinh phU, dn 

thu hUt cac ngu6n ctftu tu nu&c ngoai va cac doanh 

nghi~p d~ tiing v6n d5u tu ph<it tri~n ca s& h;;L tfing 

cho ph<it tri&q du llch. Tuy bien da c6 12 dt,r <in dftu 

tlt t;;ti khu V\fC H6 v&i s6 v6n diing k)' tren I 0.000 cy, 
tuy nhien, vi~c ti~n d(l thl)'c hi~n cic diJ an cOn rfit 

ch~m. Vi v~y, chinh quybn dja phuang dn c6 nhlmg 

bi~n phap h6 trq cac chU ctfiu tu dAy nhanh ti~n dQ, 

ngo<li ra cUng dn chU y vi~c phat tri&n co s& h~ tkng 

du lich cAn c6 quy ho~ch dii h;;Ln va dam biio bao v~ 
m6i truOng sinh thai bSn viing. 
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