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Tém tit

Nghién citu sit dung phuong phdp phan tich dinh litgng, rhdm tim ra cdc nhan t6 dnh hudng
dén su hai long ciia du khdch khi tham gia Lé héi bdanh dédn gian Nam B6 ndm 2018 dugc 16
chite tai TP. Cdn Tho, ciing nhu méi quan hé gifta sy hai long dén hanh vi truyén miéng dién

1k (EWOM). Két qud cho thdy, c6 4 nhén t6, gom: Co sé vét chdt; Rii ro téi chinh; Cdnh quan
moi tromg; va Gid cd tdc déng dén su hai long cia du khdch khi tham gia Lé hoi bdnh dan
gian Nam B6 nam 2018 tai TP. Cén Tho. Ngodi ra, két gué ciing chi ra ¢é mdi quan hé tric
tiép giita sy hai long du khdch va hanh vi EWOM.

Tit khéa: sir hai long du khdch, truyén miéng dién ti, 1é hoi banh ddn gian Nam B, Can Tho

Summary

The study uses quantitative analysis method to find out the factors affecting the visitor
satisfaction when participating in the Southern Folk Cake Festival in 2018 that was organised
in Can Tho city, as well as the relationship between satisfaction and electronic word of mouth
(EWOM) behavior. The results show that there are 4 factors, including: Facilities; Financial
risk; Environmental landscape; and Price impact the visitor satisfaction when participating in
Southern Folk Cake Festival in 2018 in Can Tho city. In addition, the results indicate a direct
relationship between visitor satisfaction and EWOM behavior.
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GI01 THIEU cttu dé cdp trude do va ¢é ching ciing chi nghién citu
hanh vi nay nhu I3 mdt tién t6 tdc déng dén ¥ dinh

Nghién cifu v€ hinh dnh diém dén mua. Do d8, viéc thuc hién nghién cfu nhim xem

néi chung va sy hai 10ng du khdch vé
di€m d€n néi riéng 12 mot chli dé khong
mdi. Tuy nhién, viéc nghién cttu vé su
hai long cta du khédch khi tham gia 1&
hoi lai chwa dude su chi ¥ nhiéu, dic
biét trong khudén kh6 mot 18 hoi dia
phuong nhu Lé hoi banh dan gian dugc
t6 chitc hing nim tai TP. Cén Tho &
mot dién hinh.

Ngoai ra, viéc ki€m dinh tdc dong
cia su hai 1ong du khdch dén hanh vi
EWOM hau nhu it duge cdc nha nghién

" ThS., Trudng Pai hoc Béng Thap

xét mdi quan hé gitta cdc nhin t6 tic dong dén sy hai
10ng du khdch khi tham gia Lé héi, cling nhu xem xét
mdi quan hé gifa sy hai long du khdch va hanh vi
EWOM 12 thyc sy cin thiét.

CO SG LY THUYET VA PHUONG PHAP
NGHIEN cUU

Co'sd Iy thuyét

Su hai long cua khdch hang 1a midc dd cia trang
thdi cdm xtc bat ngudn tir viéc so sanh gifta nhin
thifc vé sdn phdm vdi mong dgi cda khach hang khi s
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HINH 1: MO HINH NGHIEN cdu BE XUAT

Canh quan méi trudng
(MT)

Cor sir
Vit chit
(VC)

Sir hii long
cua du
khich

Truyén
miéng dién
tir (EWOM)

R ro tai chinh
(RR)

dung dich vu (Kotler va cdng su, 2006). Parasuraman
va cong sy (1988) cho ring. su hai long clda khédch
hang 14 phdn (ng vé sy kh4c biét cdm nhén giita kinh
nghiém da biét va sy mong dgi cda khdch hang vé
dich vu.

Theo Parasuraman va cong su (1994), dich vu la
nhitng hanh vi, qua trinh, cich thic thuc hién mét cong
viéc nio d6 nhim tao gi4 tri st dung cho khich hang
Jam théa mén nhu ciu va mong dgi cia khich hang.
Snipes va cong su (1999) cho rang, chit lugng dich vu
la dich vu dédp ting duge sy mong dgi cta khach hang
va 1am thod méin nhu ciu cla ho.

Bén canh d6, cdc nghién cdu clia Parasuraman va
cong su (1988,1994) iing ho quan diém, sy hai long cla
khdch hang dan dén chét luong dich vu. Ho cho ring,
chit lugng dich vu 1a su ddnh gid téng thé dai han,
trong khi sy hai long ctia khach hang chi 1a sy ddnh gid
mdt giao dich cu thé. Nghién cifu cia Cronin va cong
sir (1992) ciing cho ring, chit luong dich vu 13 tién t&
cho su hai long khach hang.

EWOM dudgc dinh nghia 1a sy bay té tich cuc hoidc
tiéu cuc vé sdn phadm, cong ty ma dude phd bién rong
rai qua internet (Hennig-Thurau va cong su, 2004).
Mot trong nhitng quan niém toan dién nhit vé EWOM
di duge dé xuat bdi Litvin va cong su (2006). Theo do,
nghién cdu cho ring, EWOM la tdt cd cdc giao ti€p
kho6ng chinh thitc théng qua internet glti dén ngudi tiéu
ding va lién quan dén viéc st dung dac diém ctia hang
héa, dich vu hoic ngtrdl bin hang ctia ho. Uu diém ciia
cbng cy nay 1a n6 ¢é sin cho tat cd ngudi tiéu dung
nerng ngu’(‘n 6 thé s dung nén téng truc tuyén dé
chia sé ¥ ki€n va dénh gi4 clia ho v6i nhitng ngudi tiéu
dung khac.

M6 hinh nghién citu

Trén co sG k€ thira nhitng nhan t6 dnh hudng dén
su hiii 1ong clia du khdch d6i vdi di€m dén trong céc
nghién citu trude, két hgp vdi thue t&€ khdo sdt, tdc
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gid dé xudt mé hinh nghién cttu gém 5
nhén t6 tdc dong dé€n su hai long clia
du khdch khi dén Lé hoi banh din gian
Nam B6 nam 2018 tai TP. Cin Tho,
gdm: Cinh quan méi trudng (MT) do
ludng bing 6 bién quan sit; Con ngudi
(CN) do ludng bing 8 bi€n quan sét; Co
s& vit chat (VC) do ludng biang 10 bién
quan sdt; Gid ¢d (GC) do ludng bang 4
bi€n quan sdt; Rii ro tai chinh (RR) do
ludng bing 2 bién quan sat; Sy hai long
du khdch (HL) do ludng bdng 4 bién
quan sit; EWOM do ludng bing 4 bién
quan sdat (Hinh 1).

Cic gid thuyét:

H,: Cinh quan moi trudng tdc dong truc
tiép, t..flng chiéu dén sy hai long du khéch;

H,: Nhan 6 con ngudi tic dong truc
ti€p, cﬁng chiéu dén su hai long du khach:

H,: Cd s6 vit chit tic dong truc tiép,
cling chleu dén sy hai 1ong du khdch;

H,: Gid cd tdc dong truc ti€p, cing
chiéu dén su hai long du khéch;

H.: Rii ro tai chinh tdc dong truc tiép,
chg'Lhiéu dén sy hai long du khéch;

H,: Su hai long du khéch tac dong trifc
tiép, cung chiéu dén EWOM ciia du khéch.

Phuong phdp nghién ciiu

Nghién ciu sa dung phuong phap
phin tich dinh lugng ciung véi phu’dng
phip chon mau thuin 'Elen Véi téng
$0 phi€u 1a 250 phi€u, s6 phi€u phong
viin dat yéu ciu 222 phi€u. Thdi gian
ti€n hanh khdo sat tr ngdy 26/04 dén
28/04/2018. Béi tugng 1a du khdch tham
dut L& hoi banh din gian Nam B& nim
2018 dudc t6 chifc tai TP. Cin Thd. Di
liéu duge dwa vao xit 1y véi su hd trd clia
phian mém SmartPLS.

KET QUA NGHIEN CUU

Phudng phdp phén tich mé hinh ciu
tric tuyén tinh (SEM) bing phin mém
SmartPLS dugc st dung d€ kiém dinh
m6 hinh nghién citu. Mé hinh kiém dinh
m&i quan hé vd mic dé tic dong ctia 5
nhén t6: (1) Cadnh quan méi trudng (MT);
(2) Con ngudi (CN); (3) Co s& vat chat
(VQ); (4) Gid ca (GC); va (5) Rui ro tai
chinh (RR) d€n Sy hai long du khdch
(HL) va Su hai long du khdch dén hanh
vi EWOM.

Kiém dinh mé hinh do luong

Pé ddm bdo cho mo6 hinh do ludng,
tdc gid da st dung phuong phédp binh
phuong nhé nhdt dé€ ddnh gid cdc dic
tinh cla tit cd nhitng thang do di sk
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dung trong nghién cttu nay. Bdi, tat ca
cdc thang do di dé c4p trong nghién cttu
nay chita cdc chi s6 phdn chi€u, sy ki€m
tra tinh hop 1& va do tin cay 13 can thiét.
Mbi chi $6 déu duge ki€m tra xem né
¢6 phit hop dé€ do ludng cho ¥ dinh muyc
tiéu hay khong.

SO liéu Bing 1 cho thdy, hé s& tai
nhén t6 clia cdc bi€n quan sat déu I6n
hon 0,7, cho thiy théa min diéu kién
hdi tu (Hair va cong su, 2014). Ngoai ra,
dd tin cdy tong hdp (CR) cla cdc thang
do giao dong & mic tir 0,826 dén 1, mic
trung binh phudng sai it trich (AVE)
clia cdc thang do déu dat diém cit, cho
thdy do tin cdy thda ddng v6i khodn tir
0,607 dén 1. K&t qud chiing minh dugc
riing, viéc Iva chon md hinh do ludng la
pht hop.

Ngoai ra, d€ ti€p tuc phan tich db
phin biét, nghién cdu ti€n hanh so sdnh
moi quan hé gilta cdc nhin t6 véi phuong
sai trich trung binh (AVE). K&t qua phan
tich cho thdy, cin bic hai AVE clia méi
nhin 1§ déu l6n hon hé sd lién hé giita
nhan t0 d6 v6i cdc nhin t6 khdc. Hay
ndi cdch khédc, hé s6 tdi nhin to cla ting
chi bdo déu 16n nhat trong ma trdn hé
s6 tudng quan chéo vi c6 ¥ nghia thong
ké vdi p-value = 0,000. Nhu vy, mau
nghién ctiu ddm bdo dd phin biét clia cac
nhén to do ludng. Ngoii ra, kiém dinh
hién tugng da cong tuyén déu cho gid tri
VIF < 5, v6i gid tri 16n nhét 14 4,405, nén
mo hinh khéng vi pham.

Kiém dinh mé hinh cdu triic

K&t qud Hinh 2 cho thdy, ¢6 5 nhan
6 anh hudng dén su hai 1ong du khach:
Céanh quan moi trudng; Ca s& vat chat;
Con ngudi; Gid ca va Rii ro tai chinh.
Trong d6, nhan t6 “Co s§ vit chit” ¢6
inh hudng manh nhdt dén sy hai long
du khéch v6i hé s6 hdi quy B = 0,380 va
nhin t& “Con ngudi” it &nh hudng nhét
dén sy hai long du khdch véi hé s6 hoi
quy p = 0,020.

Ngoai ra, két qud phén tich Bang 2
cho thdy, gid tri R?= 0,489, diéu d6 ¢6
nghia 1a: cdc nhdn 0 Cdnh quan mdi
trudng; Cd s vat chat; Gid c¢d; Con ngudi
va Rii ro tai chinh dua vao m6 hinh gidi
thich dudc 48,9% su bién bién thién sy
hai long du khdch; nhén t6 sy hailong du
khich lai gidi thich dugc 51,6% sy bién
thién hanh vi EWOM clia du khdch.

Bén canh d6, tdc gia sit dung chiic
ning Bootstrapping véi 1.000 Ian lip lai
d€ kiém tra md hinh ciu tric. Két qud
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Cédnh quan mdi trwdng (MT) 3 0,750-0,816 0,826 0,614
Con ngudi (CN) 3 0,737-0,827 0,886 0,608
Co s8 vit chit (VC) ¥ 0,733-0,849 0,915 0,607
Gid ¢a (GC) 3 0,890-0,951 0,941 0,842
Rii ro tai chinh (RR) 2 0,947-0,974 0,960 0,923
Sy hai long du khach (HL) 4 0,804-0,884 0,904 0,703
Truyén miéng dién tir (EWOM) 1 1 | 1

BANG 2: PHAN TiCH MO HINH CAd TRAC

€ MT 0.224| 3467 0,001| H, |Chdpnhan
o— 0.020] 0,266 0791 H, | Bacbs
?gﬁ? & ve 0380 4,118 0,000 M, |Chdp nhin
RP=0489 |2 g 0181 3,242 0,001| H, |Chipnhan
€ RR | -0208 4942 0,000 H, |Chapnhan
Truyén miéng
(gﬁ%ﬂ) £ §i 0,718| 23,563 0,000 H, |Chipnhan
220,516

Mgudn: K&t gua tinh toan cla tac gia

HINH 2: BIEU PO THE HIEN KET QUA MO HINH
CAU TRAC TAYEN TINH PLS-SEM

RE ||

vea || vc5

vas || w:? '| vee || veo |

0.816
! 0 T84
(} 750

5

0??4 07’6‘1 0233 03’5 0744 om

0.849
K

Canh quan mbi

trieng

6739 o771

P

Con ngudn

Suf hai lhing du MH—L“-;
st

0020

— 1000 —|_Ew:3rnl

Truygn midng
dign i

0737 0820 0827

[ s ][ ow

as || ow || o |

Mgudn: Két qua tinh loan cla tac gia

138



cho thiy, cdc bién doc 14p déu c6 tic dong cliing chiéu
dén bién phu thudc va c6 ¥ nghia théng ké (B > 0 va
P-value < 0,05). Nén c4c gid thuyétH, H, H, H, Hbdéu
dugc chip nhin (P-value < 0,05) va gia thuyét H, bi bac
bd vi khong c6 § nghia thong ké (P-value > 0,05).

KET LUAN VA HAM Y QUAN TR|

Két qué nghién ciu cho thdy, ¢6 4 nhin td ¢6 ¥
nghia thong ké dnh hudng dén Sy hai long cla du
khdch khi tham gia L& h6i binh dan gian Nam B
nim 2018 tai TP. Cin Thd. Trong d6, nhin t6 “Cd
sd vt chat” dnh hudng manh nhit dén Sy hai long
du khach. Cu thé, khi du khdch dénh gid nhén t6 “Co
s& vt chat” ting thém 1 diém, thi sy hai long cla
du khdch sé ting thém 0,380 diém. Pdnh gid nhin (&
“Rii ro tai chinh” ting thém 1 di€m, thi sy hai long
sé gidm thém 0,228 diém. P4nh gid nhan o “Canh
quan moi trudng” ting thém 1 diém, thi su hai long
s€ ting thém 0,224 diém. P4nh gid nhan t6 “Gid ci”
ting thém 1 diém, thi sir hai 1ong s€ tang thém 0,181
di€m. Ngoai ra, két qui nghién citu ciing cho thay, khi
su hai 1dng du khich ting 1 diém, thi hanh vi EWOM
tang 0,718 diém. Dua trén két qua nghién cu, tic gid
dé xudt cdc ham ¥ quén tri nhu sau:

Péi véi nhan t6 Co sd vat chat: Cin ting cuiing
diu tr va thiét k&€ khong gian t6 chic 1& hoi dim chit
truyén thong vi b tri cdc gian trung bay phu hgp han
tranh tinh trang khé khan di chuyén trong lic tham

TAI LIEU THAM KHAO

quan. Ngodi ra, cin diu tv thém khu ty
ché& bi€n dé du khéch c6 thé trdi nghiém,
vifa nidng cao su hai long du khdch vira
gitip quing b4 vin héa am thuc dic sic
ctia dia phudng. _

D6t véi nhdn 16 Gid cd: Cin kiém sodt
gid bén thifc dn, nudc udng trong khu vyc
1& hoi, khong dé bdn tran lan. Yéu ciu
cdc don vi tham gia kinh doanh cdc loai
sdn phdm cdn niém yét gid ban sin phim
& ndi khdch hang dé quan st nhiim han
ché tinh trang “chit chém” du khach.

D61 vdi nhén 16’ Canh quan méi truong:
Tao di€m nhan riéng th€ hién nét dep
clia 1€ hoi; cdc ¢4 nhin, ho gia tham gia
cin tudn thi nhitng quy dinh cta ban t6
chite, ddm bdo an toan vé sinh thuc phim
va giif vé sinh moéi trudng trudce, trong va
sau khi L& hoi két thic.

Daéi vdi nhén 16 Rii ro tai chinh: Ban
td chiic cAn phan cong cic ddi tudn tra
dé didm bdo trit tr va an ninh trong sudt
thdi gian dién ra Lé hoi. Ning cao tinh
thin va ¥ thifc ty quan 1y tai sdn cda du
khach trong sudt thdi gian t6 chic L& hoi
thong qua kénh phat thanh théng tin lién
tuc. Ngodi ra, cin hinh thianh céc chot dé
xif 1y nhanh cdc vin dé phat sinh khi du
khéch ¢6 nhu cau.d
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