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Nghién citu st dung md hinh cdu tric tuvén tinh (SEM) dé ddnh gid tdc dong cia chdt lugng
1 hoi Festival hoa Da Lat dén sy hai long va long trung thanh cia du khdch giai doan 2015-
2017. Két yud nghién citu cho thdy, yéu 16 Chuong trink 1€ hoi c6 tdc dong manh dén Gid tri
cdm nhdn cia du khdch, gdp phdn ndng cao Sy hai 1ong du khdch va Long trung thanh cida ho

vdi Ié héi Festival hoa Pa Lat.

Tix khéa: su hai Iong, chdt lugng, du khdch, 18 héi, Festival hoa Pa Lat, SEM

Summary

The study employs SEM model to assess the impact of Da Lat Flower Festival on visitor
satisfaction and loyaliy in the period 2015-2017. The findings indicate that Festival program
creates a significamt influence on the Perceived value of visitors, contributing to their ‘

" satisfaction and loyalty to the Festival.

Keywords: satisfaction, quality, visitors, festival, Da Lat Flower Festival, SEM

GIGI THIEU

Festival hoa Pa Lat 13 mot sy kién 1& hdi duge 16
chic 02 ndm mét 14n vao thdng 12. Sau 06 14n 8 chifc
chiing ta thiy, Festival di c¢6 dnh hudng khd 0t dén
ddi sdng viin héa, tinh thin cda nhin din, cling nhu sit
phaét trién ciia thanh ph6 Da Lat va tinh Lim Pong. Tuy
nhién, di ciing véi sy ndi ti€ng vi nhitng 1¢i ich to 16n
ma Festival hoa mang lai, vin con ¢6 nhitng vin dé
nhitc nhdi dit ra khéng it thich thitc cho chinh quyén
dia phuong, cling nhu ngudi dian Pa Lat, nhw: chiing
loai hoa khong phong phi va chim thay ddi, thi€u ¥
tudng, tinh trang doanh nghiép I hanh 1¢i dung viéc
qud tdi phong nghi d€ truc 1di, dat mua phong khach san
trudc rdi ban lai cho khdch vdi gid cao, gy biic xiic cho
ngudi dan vi du khich... Nhitng diéu nay chinh 13 1§ do
quan trong khi€n mitc dd hai 1ong, sut sin 1ong quay trd
lai, ciing nhu sy sén 1ong gidi thiéu Festival hoa Ba Lat
vdi ban bé va ngudi than clia du khich ¢dn § mdc thip.
Vi vily, viée do Iwdng chilt lvgng Festival Festival hoa

difa trén §ld tri ci‘i}m nhin cfﬁa du khdch
dé tim hiéu cdc y€u t& quyét dinh sy hii
long va 1dng trung thanh cia du khich
d6i véi 1€ hoi Festival hoa Pa Lat, 1am co
s d€ Pa Lat c6 thé chi trong khai théc
t6t hon tiém niing clia minh, cung cip cdc
sdn phim v dich vu ddp dng dudge sy k¥
vong cha du khdch, dic biét 13 khich ndi
dia trong xu huéng phét trién clia nginh
du lich hién nay ctia thianh phé Pa Lat 1A
vO cing can thiét,

CO G LY THUYET VA PHUONG
PHAP NGHIEN CUU

Co 5@ Iy thuyét

Nghién cttu vé chit lugng 1€ hoi duge
nghién citu lin diu tién bdi Crompton vi
Love (1995), sau dé dugc ti€p tuc phdt
trién bdi Baker va Crompton (2000) da
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khdm phd dugc 04 khia canh vé chit >

lugng I€ hoi. bao gdm: dic di€m chung
(d4c g clia 1€ hoi), dic diém gidi tri
riéng biét, ngudn théng tin va tién nghi
thodi mdi ¢cho du khdch tham quan 1€ héi,
Bdng thdsi, ho nhin thiy riing. cdc ngudn
théng tin vA ti¢n nghi thodi m4i 12 cdc
y&u 18 cd ban clia mbt 1€ hoi, trong khi
d6 cdc dic difm chung va cdc dic difm
gidi tri riéng biét lai duge xem nhu 13 hai
y€u 18 gidi thich manh mé ¥ dinh hanh vi
cta du khdch tham quan 1€ hdi.

Dua vio nghién cifu ciia Brown (1988,
dfn theo Yoon, Y. S.,Lee.). S, viLee.C.
K. (2010)) @& xuil, cdn xem xét hai khdi
niém riéng bilt 13 chit lugng thye hién
vi chfit lvgng cda trdi nghiém. Trong khi
46, Crompton va Love (1995) cung cip
mot sy hiu bidt ddy dl hon vé sy khdc
nhau giita chit tugng v suhii long. Theo
d6, chit Wrgng thire hicn duge hidu 13 hiéu
qud thire hién ciia nhd cung cip dich vu
trong khi chiit lrgng trdi nghiém, duge
xem [2 sy hai 1dng cda khich hang, 1A
k€t qud 1dm 1§, cdm xidc trdi nghiém cda
du khéch. K&t ludn ndy phd hgp véi céc
quan diém hién i clia cdc hoc gid, nhr:
Oliver (1997). Parasuraman, Zcithaml va
Berry (1994)...

Dira trén bdi cdnh dich vu, (Lee, Y.
K..Lee, C.K,, Lee. S.K., vd Babin, B, J,
2008) di x4c dinh 07 thanh phin cla 1&
h{i c6 thé dnh hudng d&n sir hai 1dng cia
khich hiing. bao gém: Néi dung chuong
tginh: Nhéin vién phuc vy; Co s8 vit chiit;
Am thye: B8 lvu niém: Sy thudn tién va
Cic dich vy truyén théng.

Dua trén cdc nghién ciu truc d6,
nghién clfu ndy xem xét 05 thanh phin
cla chit lugng 1& hoi bao gbm: Dich vu
truyén thong; Chitong trinh 1€ hoi; Co s&
vit chit (phwong tién); Hang luu niém:
Am thuc,

Hi¢n ¢6 nhiu 14c gid c6 nhimg dinh
nghia khfc nhau v& gid tri cdm nhan,
nhu: Dodds. W. B., Monroe, K. B., va
Grewal, D, (1991); Monroe, K. B, (1990);
Zeithaml, V. A, (1988)... Tuy nhién, dinh
nghia dugce st dung phé bién nhit 13 cla
Zeithaml, V. A, (1988). Theo d6. gié tri
cdm nhan 1A d4nh gi4 tong the cha ngudi
ti¢u dang v¢ 1ién fch cla mot sin phim
dva trén nhiin thitc v€ nhitg g} nhin dugc
vA nhitng thit bd ra. Nghién cdu clia m
s6 hoc gid, nhy: Monroc, K. B. (1990):
Dodds. W. B.. Monroe. K. B, vl Grewal,
D. (1991)... cho thiy, chat lugng ¢6 tic
ddng tich cwc d€n gi4 tri cAm nhin,
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MNgudn: Nhém tac gis dé xust

BANG 1: KET QuUA KIEM DJNH THANG DO

H{ sé H{ 5 Kifm
Thang fio u:m?' Cmnch:lfll‘s Cr:)-ln'?h;fh's di“!‘ sflfl;:;ii KG‘.‘
quan hi€n | Alpha néu df tin |70 0 [ qui
L tfing b hicn Alpha cy EFA
: 1¥ch vy truydn thong
Dich vy truyén thongO1 708 842 Balt | .761 | Ba
Dich vy truyén thiing02 .820 796 - 871 Pat | .896 | Pt
Bich vu truyén théng03 | 740 829 T Dat | 778 | Dat
Dich vy truyén thong04 | 636 869 BPat | .620 | Pat
Chugng trinh IE hoi
Chusng trinh I h6i0s 621 158 Bat | 616 | Dat
Chuang trinh & hoiD6 046 745 Bt | V758 | Pat
Chuang trinh 1& h6i09 620 7517 1 806 Pat | .713 [ba
Chudng trinh 12 hgil0 601 766 Pat | 674 | D
Hang v niém
Hang luu niémt1] 520 738 - Bat | 603 | Dat
Hang hwu ni¢m12 H34 606 152 Pat | 771 |Dat
Hing lvu ni¢m13 590 658 Bat | .733 | Bat
Am thye .
Am iy 14 602 726 ; Bat | .611 | Dat
Am thyels 661 660 782 Bat | 749 [ Pat
Am thyc16 601 727 Bat | 617 [Pm
Cd sa vt chit .
Ca s viit chiill7 591 667 I Bat | 731 | Pa
Co sd viit chfu18 607 649 756 Pat | 650 | Bat
Cd s& viit chfl19 .559 i) Pat | 702 | Dat
sid trj cim nhin
Gid 1ri cdm nhfin20 bla B00 ) Dat | .724 | Dar
Gi 1ri cAm ahgn2 | 685 68 | e |PaL| 720 [Ba
Gif trj cAm oh{in22 661 779 : bat | 612 | Pat
Gif tri cdm nhjn23 656 82 Pat | 593 | Pat
Sy hai long
Sy hai 1dng23 692 714 i Pat | .795 [ pat
Su hai ldng24 697 709 B13 Pat | .863 | Pat
Sy hai lbng25 604 803 Bat | 599 [ bat
Lang trung thinh *
Ldng trung thinh26 589 .783 ' Pat | 567 | Dt
L.Ang trung thinh27 612 756 798 Bar [ .758 | Bat
Ldng trung thinh28 733 624 - Bav | 898 | Dat

Ngudn: Tinh teén clta nhém tac gid

3

9N




(D00
aT & 9

¥

G Cy(e2)

—- = fas |aa - ===

22 BlER R EeEeE ek

F

3

2

3

HINH 2: PHAN TICH CFA
Chi-square=425.714 ; df=296 ; P=.000
.Chi-square/df=1.438
:GFI=.903 ; TLI=.955 ; CF1=.962
‘RMSEA=039
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Ngudn: Tinh toén cia nhém téc gid

Trong bdi cdnh nghién ciu v€ 1& hoi Festival hoa
D2 Lat, nhém téc gid dua ra mdt s6 gid thuy&t nghién
cifu, nhu sau:

H: Djch vu truyén thong ¢6 dnh hudng tich cyc dén
Gid tri cdm nhéin vé I¢ héoi hoa P Lat cila du khdch.

H,: Héang luu nigmed dnh hudng tich cyc dén Gid trf
cdmm nhdn vé 1& héi hoa Pa Lat cia du khdch.

H : Cdc chuong trinh 1é héi ¢6 dnh ntdng tich cuc
dén é i grj cdm nhdn vé 1Z héi hoa Pa Lar ciia du khdch.

H_: Am thye c6 énh Inedng tich cuc @én Gid tri cdm
nhdn vé I héi hoa Ba Lat cia du khdceh.

H Co sd vit chat (phuon g ti¢n) cé dnh hudng tich
citc dén Gid tri cdm nhén vé 18 hii hoa Pa Lar cila
du khdch.
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Oliver. R. L. (1997) dinh nghia Sy
hdi ldng 12 qué trinh d4p tng hodn todn
nhu ciu cia khich hing, khich hing
s& hdi long n€u nhitng sin phim vi
dich vu cung cip dép (ng v6i k¥ vong
coa ho. Zeithaml, V. A., Berry, L., v3
Parasuraman, A. (1996) nhin manh. sy
hai dng duge xem 13 hinh thii c¢dm xiic
cua khich hang théng qua qui trinh so
sdnh nhin thitc v& mdt sdn phim hoic
dich vy vGi sy mong dgi. Trong nghién
cttu ndy, Sy hdi [dng v6i I& hdi duge xem
12 st hai Iong t8ng thé dya trén pid trj cdm
nhin vé 1& hoi duge dénh gid bdi téng hgp
cdc thanh phin tir cht lugng 1€ hoi.

Bé&n canh d6, nhi¢u nghién ciu cla
cdc hoc gid nhu: Grewal, Monroc va
Krishnan, (1998)... déu cho ring. gif tri
cdm nhin 13 tién dé cho sy hai ldng cla
khdch hang va c6 tdc dng tich cuc dén
sir hai [ong eda khdch hang. Do d6. trong
nghi¢n cttu ndy nhém tdc gid dé xuf gia
thuyét. nhu sau:

_ H: Gid trj cdm nhin ctia du khdch vé
1¢ h$i hoa Pa Lqt ¢6 tdc ding tich cuc
dén Sue hai long cia du khdch vdi 1 hji
hoa Pa Lat.

Long trung thanh duge dinh nghia
nhu 12 sy cam k&t cda khdch hing sé
mua lai s3n phdm hodc dich vy wa thich
(Chaudhuri, A, 1999), s€ vu ti€n tim mua
sdn phim cia mdt thudng hiu ndo A6
(Yoo, B., Donthu, N. vd Lee, §, 2000)
trong wiong lai.

Long trung thanh duge do ludng theo
ba cdich khéc nhau: do ludng hanh vi thing
qua hanh vi “mua hang 13p lai” va bd qua
cic yéu t& tiém an khic (Nordman, C,
2004): do lutng thong qua théi d§. nhu:
¥ dinh mua. d€ nghi 48 v0i nhirng ngui
khdc hodc n6i thuin Igi v& sdn phiim hoic
dich vu (Oliver, R. L, 1999): do Iuisng k&t
hgp ¢d hanh vi va thai d§ (Jacoby. Jva
Chestout, R. W, 1978).

Theo Yoon, Y. S., Lee, ). S. v Lee,
C. K. (2010), khi du khéch hai ldang véi
1& hji, cdm xfic clia ho s& phin ing tich
cuc véi trdi nghi¢m vé 18 hodi vA 1am thay
d5i thai 86 ctia ho v khién ho xuft hién
¥ dinh s& quay lai. Do 46, trong nghién
cltu ndy. téc gid ¢ xuft gid thuytt:

H,: Sy hai long cia du khdch vé {& hoi
hoa Pa Lat c6 rde déng tich cic dén Long
trung thanh cda du khdch véi 1@ hoi hoa
Pa Lat

Dua vdo nghién citu cda (Yoon, Y. S..
Lec.]. S, v Lee, C. K. (2010), m6 hinh
nghién citu dude dé xudt nhv Hinh 1.
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Phitong phép nghién citu

Nghién cifu ndy dude thuc hién theo
phudng phdp dinh lugng bao gém hai
buéc chinh A nghién cifu sg b vi nghién
cifu chinh thife. Nghién citu so b duge
thuc hién thong qua phuong phdp phong
viin tnge ti€p khodng 05 du khéch, nhim
dédnh gid d$ gid tri ndi dung. ngbn tir clia
chic thang do. Sau d6, 14c gid 1ién hinh
khio st so bo 40 du khdch d¢ d4nh gis
s¢ b6 d6 tin cqy Cronbach’s Alpha. tinh
phin phSi chuin clia ¢ic bi€n quan st
v phin tich nhiin 16 khim ph4 (EFA).
nhiim loai cdc bicn rdc 1am nhifu hodc
sai 1&€ch thang do.

Nghién cu chinh thife duge thue
hi¢n bing phuong phdp dinh lugng.
DU li¢u dugc thu thip bing bing
¢du hdi duge gii tryc ti€p dén cdc du
khdch tham dy 1€ h$i. Kich thude miu
cia nghién cdu nly 13 290 du khéch.
Nghién citu chinh thic dudge thuc hién
tit thdng 12/2015 d€n thing 12/2017.
Thang do dugc ki€m dinh bling hé s6
tin ¢iy Cronbach’s Alpha va phin tich
EFA, sau dé duge ki€m dinh lai m6t 14n
nita théng qua phén tich nhin 6 khing
dinh (CFA), cédc gid thuy€t nghién cifu

durge ki€m dinh bing phuong phip m6

hinh SEM (Bai viét sit dung cdc viél 56

thdp phdn theo chudn quéc 1&)
KET QUA NGHIEN CUlU

Két qud kiém dinh @9 tin ciy cla
thang do bing h¢ s6 Cronbach’s Alpha
cho thiy. 141 c3 cdc thang do déu dat
yéu cidu v& d6 tin cliy. K¥ thufit phén
tich EFA v6i phudng phép trich yéu 16
Principal axis factoring thuc hi¢n phép
quay khdng vubng g6c Promax di trich
ra duge 08 nhén 16, c6 05 bién doc 1dp
va 03 bién phu thude. Sau khi loai bd 02
bi€n khong dat y&u cliu, tdng 56 bi€n con
lai sau cling 12 27 bi€n quan s&t v8i 18ng
phudng sai trich 13 58.5%. K€t qui dugc
trinh biy trong Bing 1.

K&t qud phin tich CFA (Hinh 2) cho
thdy. md hinh ¢6 296 bic ty do, gi4 tri
kiém dinh chi-square = 425.714 v6i p
value = 0.000. Tuy nhién, chi-squarc/df
= 1.438 dat yGu ciu < 2 vi cfic chi s6 chi
ra mé hinh phit hgp véi dir liéu thyc €
(GF1 = 0.903. CFI = 0.962. TL.I = 0.955,
vd RMSEA = 0.039). T#t ¢ thanh phin
déu dat tinh don hudng (khéng ¢6 moi
twong quan gilta c4c sai $6), dat yéu ¢iu
vé d6 tin ciy téng hgp. phudng sai trich,

LEconomy and Forecast Review

HINH 3: MO HINH SEM DA CHUAN HOA

Chi-square=467.642 ; d=307 , P=.000

Chi-equanekii=1.523

TL=947, CFI=953

RMSEA=43
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MNgudn: Tinh ton cua nhém tée gla

gid tri hdi tu va phin biét thich hgp € xiy dung m6
hinh SEM.

Dya vdo md hinh nghién citu 1y thuy&i cing 07 gid
thuy€l, nhém tdc gid xdydung m6 hinh ciu tric tuyén
tinh v8i phép wdc lugng ML (Maximum Likchood).
K€t qud duge trinh by trong Hinh 3.

K&t qud Hinh 3 cho thiy. m6 hinh cfu tric tuyén
tinh xdy dung phd hdp v8i df lifu thi trudng thé hién
qua cdc chi s6: Chi-square v8i bic uf do 1 467.642;
df = 307: P-value = 0.000 (<0.05), GFI dat 0.95, TLI
dat 0.947, CF1 =0.953 vd RMSEA dat 0.043 (dat yéu
cu). Do d6, m6 hinh ¢6 thé duge s dung € gidi thich
méi quan hé gita cdc y&u t6 thude Chit lugng 1& hoi.
Gié tri cAm nhén, Sy hai 1dng va Long wung thanh cda
du khich.

K&t qui ki€m dinh cic gid thuyét (Bing 2) cho
thiy, 06 trong 07 gid thuy€t ban diu duge chip nhin,
Céc ubc lugng déu c6 ¢ nghia théng ké & mifc ¥ nghta
5% va d6 tin cly 95%.

KET LUAN

K&t qud nghién citu cho thiy, Chuong trinh 1& hoi
l4c dong manh nhit d&n Gi4 tri cAm nhiin ¢ha khich
haing (0.348), ti€p d&n 1dn lugt 1 clic yEu 16: Co sd viit
chdt (0.312); Hing ltu niém (0.245): Am thuc (0.227).
Tuy nhién, chua tim thiy biing chitng cho thay, Dich vu
truyén thong c6 dnh hudng d€én Gid tri cdm nhin cia
du khdch tham di 1€ hoi. Ngodi ra, Gi4 tri cAm nhin cé
tdc ddong manh d€n Su hai 1dng cla du khich (0.671),
ciing nhu Su hdi long ¢6 téc ddng manh d€n Long
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BANG 2: KET QUA KIEM DINH CAC GIA THUYET

H¢ s6 |He s6
hbiquy | hdi .
/ . A K&
chua | quy | S.E, | CR. I thGulvé'[ lu‘i:n .
I chuiin | chufin - .
hod hod
. + . . .)
Giduri ¢ |Pichvutruxén| 5003 | 0003|0.046|-004900.967| H, |Rscbd
cdm nhiin thiing 1
Gid trf Chutemg trinh Chip
cdm nhin &« 18 hoi 0.300 | 0.348 [0.060| 4987 (0,004 H, nhin
Gid 11 . , Chip
cém nhdn &|Hang hew nigm| 0,275 | 0.245 |0.088) 3.121 |0.008 H, nhin
- . f
Gidiri | e \im the 0.206 |0.227 |0.068| 3.033 Jo.oaz| w, | ChéP
cdm nhdn 4 nhin
Gid 1ri ] Chfip
cdm nhin €|Casdrvgrchar| 0302 10.312 (0,072 4,203 0.002 H, nhén
siehai tong € (G TN 0801 10.671|0.093] 8590 [0.005 | H, S:l‘g;’
Long trung , Chip
thanh & |8y hdvi tdng 0.522 [0.619]0.067| 7.792 |0.003| H, nhén

Mgudn: Tinh toén cia nhém tac gid

TALLIEU THAMKHAO_

trung thanh clia du khéch tham dy 1€ hoi
(0.619). Trong khi d6, y8u 18 Sy hai long
cling déng vai trd trung gian trong mdi
quan hé cia Gid tri cdm nhén 1En Long
trung thanh cha du khdch, véi mitc 46 tic
d6ng gifn ti€p 12 0.415 (P = 0.004).

K&t qud cfia nghién citu miy bo trg
hoan todn nghién ciu ctia Yoon, Y. S.,
Lee, ). S.. vd Lec, C. K. (2010), mic
db c6 nhitng khdc biét nhd vé mic 46
tic dong cla céc y€u 16, c6 thé do cb
sit khic biét vé boi cdnh nghién citu, Do
d6, két qud ctia nghién cttu ndy hoin
todn ting hd c4c nghién citu trude 46 clia
cdc tdc gid: Lee, Y. K., Lee, C. K., Lee,
S. K., vd Babin, B. ] (2008); Monroe. K
(1990); Dodds. W. B., Monroe. K. B., vi
Grewal. D (1991): Grewal, D., Monroe.
K. B., vd Krishnan, R {1998); Lee. C.
K.. Yoon, Y. S.. Lee va S. K (2007)...
Nhitng k€t qud cha nghién ciu ndy
cing ¢6 thém Ki€n thitc vé hianh vi clia
du khich tham dy 1€ héi, cung ciip cho
céc nhd nghifn ctfu v cdc nhd thi hinh
chinh s4ch c4i nhin sdu siic hon vé cdch
thi€t k€ mot 1€ hdi hiéu qui.A
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