
cac yeu to tac d9ng den y d!nh quay IQi 
Thua Thien Hue cua du khach quoc te 

TRAN THANH LONG 

rlfla.i viet nghien cuu cac yeu to' tac d9ng den f c/.inh quay i?i Thua Thien Hue' cua du 
.11/)1;' khach quoc te: Ket qua dilu tra khao sat 212 khach du Jjch mt&: ngoai den Thua 

Thien Hue' trong khoang thdi gian tu thang 11-2018 den thang 10-2019 cho tha'y, cac yeu to' 
thu9c chat ]l.f(jng djch vµ ttjli diem den (hao gain djch vµ nghl duffng, v~n chuy!n al.fa d6n khach 
du ljch, V~ sinh an toan th1/C pham, khach SEJB - nha ·hang, muc gia, Va djch vµ Sfin bay) VB chat 
]l.frjng tai nguyen (hao gom tai nguyen thien nhien, van h6a Jjch Sd di SBD va ST/ ki~n, hOEJt a9ng 
du Jjch d#c bi~t) CO tac d9ng tfch CT/C cung chilu den ST/ hai Jong czia du khach, tf.t GO Bnh hl.!Ong 
den f c/.inh quay triJ lt}li Thua Thien Hue' czia khach du ljch quoc te: Tren Cd sd ket qua nghien 
cuu, tac gia de' xuat gitli phap cai thi~n chat lur;ng du ljch, thu hut khach du Jjch moi ma con 
giu chlin nhung du khach da trmg den Thita Thien Hue: 

Tu khoa: du ljch, chat lur;ng du Jjch Hue; Thua Thien Hue: 

1. Md d~u hut khach du lich mai den !An d~u, h:tqng 
Thua Thien Hue la m9t trong 5 dja khach quoc te quay l~i Thua Thien Hue con 

phudng co -nganh du qch phat tri~n b~c nhat h~n che'. Day khong chi la thtjc tr~ng cua 
t~i Vi~t Nam voi nhieu danh lam th:ing canh, rieng Thua Thien Hue, ma ~on nhieu ~a 
Jang t~m den dai, ciing nhu nhung gia ttj danh du ljch khac tren kh:ip Vi~t Nam, doi 
van h6a vu<;it thCii gian nhu'.: nha nh~c cung hoi c~n c6 slj nghien cuu khach quan va c~n 
dinh, ~m tht;tc, cac lang nghe truyen thong ... , tr9ng d€ tim ra each gi:ii quye't thau dao, vita 
thu hut du<;IC m()t lttQng Ian du khach trong thu hut khach du ljch mm, vita giu Chan du'.QC 
va ngoai nu'.oc den tham quan va trai khach du ljch da tUng den day kham pha va 
nghi~m. Canh quan va chat lu<;1ng d!,ch V\l du trai nghi~m. 
qch ndi day dang ngay cang hoan thi~n theo 2. Cd sd ly lu~n 
huong da d~ng h6a, phat tri~n hen vilng d~ 2.1. Slf hai long va y djnh quay lq,i 
thu hut va giu chan khach du ljch, d~c bi~t la dilm den cua du khach 

khach quoc te. So li~u th6ng ke tu Sa Du l!ch S-.;t hai long cua du khach du<;1c dinh nghia 
Thua Thien Hue, t6ng luQt khach den tham la cam xuc, hay thai d9 cua du khach sau khi 
quan dia phttdng nay d~t 4,Sl 7 tri~u lu'.<;lt trai nghi~m cac dich V\l du lich t~i di~m den 
nam 2019, tang 11,18% so voi nam 2018· (Solomon, 2016). Theo Waheed va Hassan 
Trong so d6, so luQt khach quoc te la 2,186 (2016), st;t hai long cua du khach la tr~g thai 
tri~u, tang 12,06% so vai cimg ky. Ve quoc vui suong ho~c that v9ng sau khi h<;> trai 
tich cua khach du lich den Thua Thien Hue, 

nghi~m nhung djch V\l du lich va c6 st;t so 
khach tl:t Han Quoc chiem vi tri cao nhat voi sanh xem cac cijch V\l d6 c6 dap Ung dttQc ky 
19,9%, Thai Lan dung thu hai voi 12,9%, tiep 

v9ng Va dem l~i cam XUC tich C\1C cho ban than 
den la Phap (7,5%), Anh (5,3%), My (5,l%) va hay khong. St;t hai long xay ra khi khach hang 
Due (4,7%). nh~n duQc nhieu gia ttj hdn nhung gi h9 da 
M~c du con so khach qu6c te den Thua bo rave gia ca, thCii gian va cong sue. Nhu 

Thien Hue la kha an tu<;ing trong nam vua 
qua, .nhung cac di~m du lich t~i day chi thu Tran Thanh Long, Tru0ng d~i h~ Hut!. 
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v~y. slj. hai long cua khach hang la chi so 
quan tn;mg danh gia chat h.i'.<;1ng du l!ch t~i 
di~m den. 

Theo Yumi Park va David Njite (2010), 
cac· yeu to anh hudng den slj. hai long cua 
khach du lich bao g6m: chat lu<;1ng dich V\l 
(sl.;t dap Ung CUa cac dich V1,1. du l!ch, phong 
each Va thai dQ ph1,1.C V\)., gia ca hang hoa dtch 
V\l), chat luc;1ng tai nguyen du lich (co sb v~t 
chat Va cac phu'dng ti~n huu hlnh) Va Slj. ctang 
cam cua du khach. M~c du day la nhung yeu 
to d9c l?p nhung c6 muc de) tac d{>ng nhu 
nhau den sv hai long cua du khach. Chinh vi 
the, chl cftn m()t yeu to tieu C\tC ciing lam 
giam dang k~ S\t hai long cua khach du Itch. 

Du khach hai long thi mai c6 th~ xuat 
hi~n y c4nh quay l~i di~m den. Y d!nh quay 
l~i di~m den cua du khach duqc hi~u la hanh 
vi du khach can nh~c tham l~i di~m du ljch 
hq da den truoc d6 (Mohamad va cac c{>ng slj., 
2011). Theo Kozak (2001), c6 4 yeu to anh 
hU'.dng den y d!nh quay l~i di~m den cua 
khach du Itch, bao g6m: muc d9 hai long (ve 
hinh anh di~m den, chat luqng dich Vl,l), so 
I§.n den di~m den trong qua khu, so chuyen 
tham den dat nuoc c6 di~m den trong qua 
khu va m()t so yeu to khac nhu chinh tr!, 
kinh te, thbi gian. Trong d6, sv hai long c6 
anh hubng dang k~ den y dinh quay l~i, tra 
thanh Cong C\l then chot d~ thu hut khach du 
lich. Cung quan di~m ve t~m quan tr9ng cua 
di~m den, Lertputtarak (2012) nhan m~nh 
r~ng, tai nguyen du lich cua di~m de'n c6 tac 
d{>ng m~nh me den hanh vi cua du khach ca 
trong qua trinh ra quyet dinh l\{a chqn di~m 
den ban d§.u va y dinh quay trd l~i vao l~n 
sau. Do la vi n6 c6 tac d{>ng tich eve den s\{ 
hai long cua khach du lich, tU d6 hq se c6 y 
dinh quay tra l~i di~m den nay. 

Nhu v~y, sv hai long va y djnh quay l~i 
di~m den cua du 

0

khach c6 moi quan h~ cung 
chieu vai nhau. Hay n6i each khac, du khach 
cang hai long bao nhieu, y dinh quay l~i 

di~m den cua hQ cang Ion bay nhieu va ng\1QC 
l~i. Dieu nay giup phat tri~n thuong hi~u cua 
di~m den ding nhu c6 tac d9ng tr\{c tiep den 
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vi~c giu chan khach du lich (Corte va c{>ng 
sv, 2015). C\l th~, sv. hai long mang den 
nhilng cam nh~n tich C\tC ve di~m den, khien 
du khach cam thay dia di~m d6 dap ling tot 
nhung mong dqi cua· minh va muon l~p l~i 
nhung trai nghi~m d6 it nhat them m{>t lAn 
nua. Ngtiqc l?i, neu di~m den khong mang l~i 
nhung gia tri tich C\tC ve m~t cam nh~n, cam 
xuc cua du khach, khien h9 cam thay chuyen 
du lich khong xung voi chi phi, thdi gian va 
cong sue da bo ra, du khach se c6 an tU'.c;lng 
xau ve hinh anh va chat luqng di~m den dAn 
den tam ly khong muon quay l?i ndi d6. 

Gia thuyet Hl: Sv hai long cua du khach 
c6 tac dqng tich c\{c den y dinh quay l~i di~m 
den cua du khach. 

2.2. Chti't lu<Jng diem den, slf hai long 
va y djnh quay lgi diim den 

· T6 chuc Du }ich The gioi UNWTO (2017) 
dinh nghia chat h:tqng di~m den du Itch 
(destination quality) la ket qua cua m9t qua 
trinh bao ham slj. thoa man cua: (1) cac nhu 
du, yeu cAu va mong muon ve dich V\l va 
san phAin du l!ch cua ngl1C1i tieu dung a muc 
gia chap nh~n du<;ic, phu hqp voi cac dieu 
ki~n hqp d6ng giua du khach va nha cung 
cap d!ch V\l; (2) cac yeu tO tiem An nhu S\t an 
toan, an ninh, v~ sinh, kha nang tiep cl}.n, 
truyen thong, Cd sb h~ tAng, cac ti~n nghi va 
dich V\l cong cqng. Chat luqng di~m den lien 
quan den cac khfa C?nh Cua d~O due, minh 
b?Ch Va thai dq ton trQng dffi voi moi trU'dng, 
con ngtidi, tv nhien va van h6a. Nhu v~y, 

chat lu'.qng cua di~m den du ljch khong chi 
t~p trung vao du khach ma con bao g6m tat 
ca cac hen lien quan: khach du lich, t6 chuc 
cung cap ~ch V\l du 4ch, cqng d6ng dia 
phu'.dng va ca moi truClng tlj. nhien, van h6a 
va xa h{>i. 

C\l th~, khi n6i den chat luc;sng di~m den la 
n6i den chat luqng cua cac chudi cac san 
phAm, d!ch .v\l cung ung cho khach du lich 
t~i di~m den va tinh d6ng b9 giua chung, 
bao g6m: chuoi cac san phllm, d!ch V\J. dap 
ung nhu cAu tham quan, nghi duang, kham 
pha cua khach du lich; chu&i cac san phAm 
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lien quan den v~t chat, co sb h? tftng t?i 
di~m den; chu6i cac san ph~m lien quan 
den cac dich Vl} h6 tr<J, b6 sung t?i di~m 
den. M6i chu6i san ph~m, djch Vl} neu tren 
phai tuan thu nhung d~c di~m chuyen bi~t 
v~ chat h.t<;ing d~ c6 th~ dap ung duqc nhu 
c~u cua du khach, khien hQ hai long va nay 
sinh y d!nh quay trb l?i di~m den trong 
tttong lai. 

Chat ltt<Jng di~m den du9c cau thanh bbi 
hai yeu to la chat lu<;1ng dich v1,1 t?i di~m 
den va chat lttqng tai nguyen. Day la hai 
yeu t6 c6 tinh d9c l~p voi cac yeu t6 do 
lttC!ng khac nhau, nhung deu c6 tac d9ng 

ngang b~ng den Slf. hai long CUa du khach, 
tu d6 anh hudng den vi~c ra quyet djnh 
quay l:?-i di~m den cua h9. Cl;l th~, chat 
lu9ng d!ch v\1 t:;ti di~m den la yeu to c6 th~ 
do lttdng du<;ic thong qua cac yeu to lien 
quan den d!ch Vl,l nghi duang, v~n chuy~n 
dua don, gia ca, thlf.c ph~m, ngon ngil giao 
tiep ... , (Tosun va c9ng S\i, 2015; Kozak, 
2001). Chat lu<;1ng tai nguyen, theo J{itchie 
va Crouch (1993) va Dwyer va Kim (2003), 
c6 th~ do luC:sng dlf.a tren 3 yeu to: tai 
nguyen thien nhien, van h6a ljch Slt Va cac 
S\i ki~n t:;ii di~m den. Chi tiet cua cac yeu 'to 
cau thanh nay du'<;lc trinh bay trong bang 1. 

BANG 1: Yeu t6 cau thanh chat hi~ng di~m den 

Ytut6 Do hrang Ticgia 

- D!ch Vl;I nghi dtrang 

- V~n chuyen dtra d6n du l!ch 

- V~ sinh, an toan th1,tc phdm 
- Chilt ltrqng d!ch Vl,l t~ diem Mn 

Khach s~n - nha hang 
Tosun va cl}ng S\t 

(destination service quality) - (2015); Kozak (2001) 
- Mucgia 

- Ngon ngii va giao tiep 

- Djch Vl,l san bay 
---

- Tai nguyen thien tihien (khf h~u. canh quan) 
Ritchie va Crouch - Chllt lm;mg tai nguyen 

(destination resource quality) - Van h6a, ljch SU va di San (1993), Dwyer va Kim 
(2003) - SI! ki¢n, ho~t d(mg du !!ch d~c bi~t 

Chat luqng cijch V1,1 t:;ti di~m den la so sanh 
S\f. mong d<Ji Cua du khach lien quan den cijch 
V\l va hi~u suat cua cijch V\l du lich sau khi da 
trai nghi~m chung (Parasuraman, Zeithaml 
va Berry, 1985). N6i each khac, chat ht<Jng 
cijch V\J. la ket qua cua qua trinh danh gia, 
trong do du khach tien hanh so sanh slf. mong 
d<;li cua minh vOi dich V\l ma hQ da nh~n du<;1c 
khi di du lich (Gronroos, 1984). Ngoai ra, theo 
Santos (2003: 235), chat luqng cijch Vl,l c6 th~ 
du'<;IC djnh nghla la danh gia Wng th~ ve hi~u 
suat cijch V\l; ho~c danh gia t6ng th~ ve m~t 
tot va m~t xau cua san ph~m, dich \Tl,\ 

(Athiyaman, 1997: 539) .. M9t each chung nhat, 
chat luqng d!ch V\l t~i di~m den chinh la cam 
nha.n thttc te cua du khach ve cac dich vu du . . . . . 
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lich ma he;> nh~n du<;lc tu nha cung cap khi 
tham quan di~m den. 

Gia thuyet H2: Chat luqng cac cijch V\l t:;ti 
di~m den CO tac dQng trlf.C t iep den Slf. hai 
long CUa du khacb Va gian tiep thong qua Slf. 
hai long den y d!nh quay l?i di~m den cua du 
khach. 

Tai nguyen du lich la ta'ng hqp cac yeu tO 
lien quan den t6ng th~ t'lf nhien, van h6a, 
lich sl! t~i di~m den, cho ·phep con ngttdi t~o 
ra nhung cijch Vl,l du lich va nghi ngoi. Con 
chat h.t<;lng tai nguyen di~m den phan anh 
kha nang thu hut khach du lich va cac nha 
dAu tu d~ phat tri~n dich Vl,l du l!ch t~i di~m 
den, bao g6m cac yeu to nhu: tai nguyen 
thien nhien (khi h~u, canh quan), van h6a 
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J.ich sl:t va di san, cac S\1 ki~n, ho~t dc)ng du di~m den trong tuong lai. Canh quan c6 d()c 
lich d~c bi~t (Pirojnik, 1989). Moi yeu to' dao moi t~o ra an tu9ng d~u tien va sau s:ic 
thu9c chat luqng tai nguyen di~m den deu la nhat d~ du khach c6 Cd so Um hi~u them cac 
m9t nc)i dung d9c l~p, tuy nhien, chung c6 khia c:~mh khac nhu cac d~c di~m lich sl:t van 
quan h~ ch~t che va dong vai tro ngang nhau h6a, l~ h9i hay chat luqng dich vt;i t~i di~m 
trong vi~c hinh thanh chat lu<;tng tai nguyen den do. N6i each khac, chat lu<;tng tai nguyen 
di~m den n6i chung. Chi c~n m9t yeu to' c6 di~m den cang cao thi S\t hai long cua khach 
bat c~p se anh hu'.Ong den chat lu<;tng tai du lich cang lOn, dieu nay cang c6 tac d()ng 
nguyen du lich t?i di~m den. tich C\tC de'n y dinh quay l?i di~m den CUa du 

Cha't ht9ng tai nguyen di~m den, cfmg khach. Vi the, ?i~n nay nhieu di~m du lich 
giong nhu chat Iu<;tng dich vt;i, c6 tac d9ng dang tich cl,tc dau tu, khai thac chat lu9ng tai 
Cung chieu den S\t hai long cua du khach, tU nguyen nhu bao t6n nguyen tr?ng CaC gia tri 
do lam nay sinh hay tri~t tieu y d!nh quay canh quan hay W chuc CaC S\t ki~n, ho?t dqng 
l?i di~m den cua hQ. D6 la vi chat lu9ng tai du lich d~c bi~t theo mua, l~ hqi d~ thu hut 
nguyen di~m den mang l?i nhung cam nh~n khach du ]ich. 
tich eve ho~c tieu C\tC cho an tu9ng cua Gia thuyet H3: Chat lu9ng cac tai nguyen 
khach hang dQ'i VOi hinh anh di~m den khi t?i di~m den CO tac dqng tr1,1C tiep den S\{ hai 
h<;> sti d\lng cac d!ch V\1 du lich. Trong d6, long cua du khach va gian tiep thong qua S\t 
Lertputtarak (2012) nhan m?nh canh quan hai long den y djnh quay l?i di~m den ell.a du 
cua. di~m den dong vai tro rat quan tr9ng, khach. 
anh hubng den qua trinh ra quyet d!nh ll,1a TU nhung ly lu~n tren day, mo hinh 
ch9n di~m den ding nhu y djnh quay trd l?i nghien cuu du<;tc xay dl;tng nhu sau: 

HINH 1: Mo hinh nghien citu ly thuyet 

Chat lugng d!ch vt,J 
diem den 

sv hai long cua du ------Y dinh quay IC?i 
diem den cua du 

khach 
khach qu6c te 

Chat lugng tai 
nguyen diem den 

3. Phuong phap nghien cuu 
3.1. Thiet ke' nghien cuu djnh lu<Jng 
N ghien cuu da di~u tra bang hoi do'i voi 

do'i tu<;tng la du khach nuoc ngoai den Thua 
Thien Hue trong khoang thC:ii gian tu thang 
11 . 2018 den thang 10 . 2019. Bang hoi 
chuy~n cac tha~g do quan sat chulln h6a 
theo thang Likert 5 theo cac muc d9 d6ng y 
voi tung phat bi~u hay kh6ng voi uoc d!nh: 
1 di~m · kh6ng d6ng y; 2 di~m · da ph~n 
khong ddng y; 5 di~m · d6ng y. 

D~ ki~m d!nh 1116 hinh va giai thuyet 
nghien CUU ly thuyet, bang hoi du'QC xay 
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d\(ng g6m 51 bien quan sat tudng dudng 51 
cau hoi, g6m: 43 bien quan sat cho 10 bien 
d9c l~p, 4 bien quan sat cho bien trung gian 
Slf hai long Va 4 bien quan sat cho bien pht,i 
thu9c y djnh quay l~i di~m den cua du 
khach. Theo Green (2001), Tabachnick va 
Fidell (2012), quy mo mAu khao sat toi 
thi~u b~ng: N = 50 + 8 * so bien d9c l~p = 
130 ho~c n = 104 + so bien dqc l~p = 114. 
Voi s5 luqng du khach den Thua Thie~ Hue 
khoang 2 tri~u du khach quoc te hang nam, 
nen SO lu<;jng m!u th\lC te thu ve d~t 212 
phieu h<;tp 1~, hinh thanh m!u nghien cuu 
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dttQc nh~p li~u va xl:t ly b~ng phcin mgm SPSS. 

BANG 2: Mo ta d~c diim maiu di~u tra 

Tieu ch.f S6 luang TY lt (%) Tieu chi S6 Iuan~ TY It(%) 
,_(}iai tin!!. .. _ ....... ____ -·---- 21?_ ............ __ JOO ..... fl!}!_!!Y__taiYJP..Uio/.1!. .. _. ___ 21L .... ___ ..... ______ ..!.C!~ 

Nam ---·-·· _. __ ?..?. ........................ __ _1Q.Q2-....... _. - ........... .. ..... ?..~g-~Y.. ...................... --- --·-........ ?SL __ ,__ 33,Q~ ............... ... 
.... ~E__ _!.?.?. ......... - --·---·-·:5..2,.?. .. L ..... - - .. !..9._!:!_g~y_- .. -.............. ~]-.. - _ 29,72 
__ _il!!_Oj: tich 2_!_2. _,_).!!fL_.__ 15 ngay 36 16,98 

Trung Ou6c 28 13,21 20 ngay 29 13,68 
Nga 27 12,74 > 20 ndv 14 6,60 

__Mi 25 11 79 LllU tni tai Hue· 212 JOO 

_ _E!i_~_~an ·------·~l. __ . __ ................ -1 . .! ... 22 ___ , ___ ........ _ ... _.. 1 -ri"siY--·---= =:=-· 82 ----· ---·----~~--
....... -... aaau ... ~.~---·-··· ..................... __ _31 _..................... ·-·--· 14,62 --·-· ... _ ...................... -.... ~_!l:S~Y.-..... ·-·--·-········· ·-·--·..?. .. !... .... -........ --...... __ _?_4i.Q2_. __ 
_ Han Q~§.£ _______ ·--~2. .......... ______ n,68 - ---·-~-P.s.~Y. .. -........... - - __ ,_..}.?... ____ ----1.1i?..._ ....... -. 

Khac -~7 ________ _?._'.?,!17 4Es.~ 23 10,85 
> 4 ngay 19 8,96 

3.2. Kiem djnh thang do nghien cuu cac d!ch V\l va tai nguyen t~i di~m den, 5 bien 
Tren Cd Sd Wng h<;Jp cac cong trinh nghien quan sat cua bien trung gian sv. hai long cua du 

cuu tntoc d6, b9 thang do cac bien (Items) trong khach va 5 bien quan sat ciia bien phl;l thu9c y 
mo hlnh duqc xay d\ffig g6m 50 bien quan sat dtnh quay l~i di~m den ciia du khach. Ket qua 
cua 10 bien dQC l~p tuong ung vm chat lttQng ki~m dtnh thang do nghien CUu cho thay: 

BANG 3: BC) thang do cac bien trong mo hinh nghien CUu 

Bit'nquan Truog binh thang do nt'u Phuong sai thang do nt'u Tuong quan bitn Alpha nt'u I~ bitn 
sat loai bit'n loai bit'n t0n£ 

I. D/ch vr; 11ghl dum1g (XI): 
Cronbach s ~a= 0,897; KMO = 0, 746; phuong sai Illy kr!' = 76, 783 (%) 

Xll 10,373 9,770 0,776 0,865 

X12 10,283 9,976 0,829 0,847 - -
X13 10,618 9,631 0,839 0,841 ........... ____ , __ ·-· .. ·-- -· --·--
X14 ---·-·--·--·-·- 1 O.~i~·-·------ ----·--····_l_QliOO 0,?_4J_ ...... _,.,,. .._.2~~-11 ___ ,_ ........... ---·-·-·-· 

2. D,ich vr; v~ chuye'n du khich (X2): 
Cronbach :~Alpha= 0,893; KMO = 0, 744; phuong sai Juy k e'= 70,314 (%) -----· -

X21 13,868 8 ,902 0,842 0,844 

X22 13,778 10,079 0,789 0,859 -
X23 ---~·222 -- 10,154 0,669 0,884 ---- _,., .. 
X24 13,901 10,876 0,646 0,888 

-·-·-----·-·-·- ·--··- ----
X25 14,36~ 9,275 0,758 0,865 -------- ----· 

3. V¢ sinh, an toa11 thf(C phain (XJ): 
Cronbach s Alpha = 0,922; KMO = 0,815; phuong sai Juy ke' = 81, 603 (%) 

X31 8,750 7,961 0,724 0,930 -
X32 9,335 7,314 0,877 0,878 --- -·- ···- ... -
X33 ·-···-·-····--···-9 .. oJ.2.~·---- 7,386 0,795 0,908 

..... -- ,.;._, ...................... , .. _____ .............. _ ······--- · 
X34 __ _2.0698 7,719 g!~?...? _ 0,875 - ·-···- ·----· 

4. D/ch vr; kht1ch sw1, 11ha hang (X4): 
Cronbach :~Alpha= 0,875; KMO = 0, 744; phuong sai Juy ke' = 73,317 (%) 

X41 9,316 8,464 0,818 0,806 -
X42 9,335 9,551 0,694 0,855 ........ ··-" --·---·-· ---
X43 8 ,892 __ , __ , __ , .............. --- 8,296 ___ , ______ ,_,,, 0,812 0,807 

............... --·-·-·-·- ··---- .................................................. - -·-
X44 ·-8,8~8- - --- ·-·--·-~!-~ ... 1_0 ........ -------~·620 0,8~7 .... -·-···--···-·-···· ................ _,,., ... 
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Bi6n quan Trung blnh thang do n6u Phuong sai thang do ntu Tuang quan bi6t 
Alpha o6u lo~ bi6t sat loai bi6t loai bi6n t6n~ 

5. Miic gia (X5): 
Cronbach 's_~fp/!!'. .. :::.fl.!~£!iJ£1Ef2.::: 0, 785; ph_!!<!1}g_~ai !!!Y..Ji~:.::.Z.?.zJ..!.Qi.~L._ ...... ·---···-··-··-··-

X51 9,750 6,624 0,652 '0,845 . _ ,,, ........ _ ,.,,.,_, __ ,,_u --·-"••-••-••••••••-•••••••- ·---••--• ,,_., __ ,.,,_,.,,., ___ ,,.,.,_, ____ 

X52 _9,382 ··-···········-·-···"""" ··---··""" ___ 5,6g 0,6?7 ........ 0,839 -- .... 

X53 9,476 -··-·-·-··· 6,838 0,797 0,799 --··---······· -6,525--·-·- -
X54 9,075 0,738 0,811 -- --·-- . -·········· 6. Ng<5n ngii va giao tiep v<fi du khach (X6): -----·-- ·--

_____ Cron}!!!.~!!) Alpha =JJ.9-!.Z-__KMO = 0,806,:_p_hll'dJJg sai lii'V ~e· = 80,493 (%) 
X61 lQ,226 

... _j ·-·----~·522 0,650 0,945 
X62 10,241 8,4_39 0,897 0,862 
X63 10,222 8,230 0,866 0,872 
X64 9,854 8,580 0,838 0,882 

Z Dfch ~ s!in bay (X7): 
Cronbach'.r Alpha= 0,884; KMO = 0,824; phzrdJJg sa.i Jiiy ke' = 68,363 (%) 

X71 12,184 8,748 0,752 0,851 
X72 12,104 8,539 0,771 0,846 
X73 11,816 9,099 0,69 1 0,865 
X74 12,175 8,856 0,776 0,846 
X75 11,986 9,692 0,613 0,882 

8. Tai nguy6n thien nhien: khf h#u, canh quan 0 (X8): 
__ Qgpbach :<; Aleha = 0,897; KMO = 0, 7470; chll'dJJJ! sai Jfiv ke' = 76,889 (%) 

X81 9,514 ·-··-.. ·---- . 7,929 0,782 0,864 
X82 9,92Q_··--····-· 7,430 .. 0,831 Q~~-
X83 9t~-H..... 8,242 --··········-······· 0 ,738 0,879 ···--··· 
X84 ........ , ___ , ___ , ... _ 9,627 7,107 --··········-·····"·---·--·"-···-··-··-·· .o .7_50 Q!880 ----·-

9. Van h6a, lfch sli; di san (X9): 
---·----·-Cro!1bach '.r A!.Ef!..f!._::__Q,.2.,J..J; !_(MO = 0,808; p_hmmg sai Jiiy k6' = 81, 120 (%) ... 

X91 13,245 ·----·-·-· 
, ___ Q,.854 0,885 0,915 

X92 13,292 14,170 0,743 0,938 
X93 12,849 14,366 0,838 0,924 
X94 12)500 12,583 0,910 0,907 
X95 13,057 12,196 0,828 0,928 

10. SV ki~n, ho{lt d¢ng du Jfch <f!c bi¢t (X JO): 
Cronbach'.r Alpha= 0,895; KMO = 0, 759; phlIOJJf! sai Juy ke'= 76, 102 (%) 

XlOl 9,972 8,947 0,829 0,840 
Xl02 9,453 9,339 0,759 0,867 
Xl03 9,642 9,188 0,818 0,845 
Xl04 9,354 10,154 0,666 0,900 

12. SV hai Jong cua du khach (HL): 
Cronbach's A/cha= 0,865; KMQ= 0,789; ohll'C/111! saiffiy ke'= 71,184 (%) 

Ml I 1,547 7,320 0,773 0,802 
M2 ___ !_!,608 7,585 0,773 0,802 -
M3 11,755 ~Q.21~--·---·-···------ 0,492 0,903 ... 
M4 11,406 ... 7,247 0,840 

--····-l3. j dfnh quay l!li dilm d6n cua du kMch (YD).~--
0,772 

Cro!!J!../!.~/l...'s Alpha ::. .. fJf!.?.?.£JiM.P = 0,816; p_hll'<!J!G. sa~f..i!Y... ke' = 81,334 (% -·---------
YI ---·~??.~~ ·-.. ·--- 10,913 0,785 0,911 
Y2 9,193 10, 157 0,853 0,888 
Y3 -- 8,830 10,398 0,838 0,893 
Y4 9,340 11,524 0,815 0,903 

Ket qua phan t:fch thu du<;ic cho thay, 
cac h~ so Cronbach's Alpha va K.MO cua 

thang do cac bien d9c l~p va ph~ thu9c deu 
ldn hdn 0, 7; cac gia trj phudng sai liiy ke 
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deu > 50%, tUc cac bien hinh dc}c l~p thanh d6, mo hinh toi h~n co 1.213 b~c tl;l do; 
giai thich duqc ph§.n Ian thong tin cua cac gia tri ki~m djnh chi-square = 3690,542 
bien quan sat. Ket qua nay kh~ng djnh cac voi p value = 0,000 va chi-square /df = 
thang do cac bien deu dtt<Jc chap nh~n, 3,043 < 5 d~t yeu cfiu va cac chi s6.ch1 ra 
ki~m dinh hqp l~, dam bao dU'<Jc tinh h9i tl,1 mo hinh phu hQp voi du li~u (GFI = 0,954 
va tinh nhat quan nc}i t~i. > 0,9; CFI = 0,960 > 0,9; TLI = 0,948 > 0,9; 

4. Ket qua nghien cuu RMSEA = 0,048 < 0,05; PCLOSE = 0,053 > 
Ket qua phan tich mo hinh cau true 0,05). Do d6, khAng dinh mo hinh co muc 

tuyen tinh SEM (Structural Equation Model) d9 thich hqp vdi du li~u dieu tra nghien 
cho ket qua nhu hinh 1 va bang 3. Theo cuu cao. 

Gia thuye't 

M <--- Xl 

M<---X2 

M <--- X3 

M<--- X4 

M<--XS 

M<--X6 

M <--X7 

M<--X8 

M <--- X9 

M <--- XIO 
y <--- M 
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HINH 1: Ket qua ki~m ·d!nh mo hinh cau true tuyen tinh (SEM) 

BANG 3: Ket qua ki~m djnh gia thuyet nghien c-UU 

H~s6 S.E. C.R. p K~tqui 

0,235 0,047 4,972 *** Tac d¢ng tich ctJc o ngucrng tin c~y 99% 

0 ,153 0,061 2,512 0,012 Tac d()ng tich ctJc o ngucrng tin c~y 95% Cha'p nh~ m(lt phan 
0,109 0,037 2,912 0,004 Tac d(>ng tfch ct,rc a ngucrng tin c~y 99% H2 o nguang tin c~y 
0,280 0,056 5,027 *** Tac d¢ng tich ct,rc_~~-12~&1g tin c~y 99% 95% (trlrX6); --
0,224 0,046 4,887 *** Tac d¢ng tich C\fC o nguO'ng tin c~y 99% Cha'p nh~l H2 0 

- ngu&lg tin c~y 90%. 0,061 0,033 1,855 0,064 Chi c6 tac d¢ng tich ct,rc a nguO'ng tin ~y 90% 

0,395 0,057 6,938 . *** Tac d(?ng ticb ct,rc o ngucrng tin c~y 99% 

0,242 0,044 5,505 *** Tac d¢ng tich ct,rc a ngucrng tin c~y 99% 

0,115 0,048 2 ,396 0,017 Tac d¢ng tich qrc b ngucrn~_tin c~y 95% Chilpnh~ H3 

0,249 0,035 7,048 *** Tac_~9~g tfch ci,rc a ngucrng tin c~y 99% - · 
0,686 0,098 7,025 *** Tac d¢ng tfch cvc b nguang tin c~y 99% Chapnh~n H1 
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TU ket qu~ phan tich SEM, nit ra cac nh?n 
xet: 

• Danh gia quan h~ giiia chat lzt(fng dich vµ 
t1;Ji diem den Va STJ hai Jong CUB du khach, C{l 
th! 

- Chat htqng dich vv nghi duong (Xl) co tac 
dQng dang k€ Va tfch C\fC den S\t hai long CUa 
du khach b ng\.idng tin c~y 99% (h~ so= 0,235; 
p = 0,000). Nhu v?y, chat lu<;Jng dich Vl,l nghi 
dl.fdng cang tOt thi S\t h ai long cua du khach 
cang cao. 

- Chat lu9ng dich vv v?n chuy~n du khach 
t~i di~m den (X2) c6 tac d()ng dang k~ va tich 
C\iC den S\f hai long CUa du khach 0 ng\.idng tin 
c~y 95% (h~ so= 0,153; p = 0,012). Nhu v~y, 
chat luqng dich V1,l v~n chuy~n du khach t~i 
di~m den cang tO't thi S\f hai long CUa du 
khach cang cao. 

- Chat h.t<;jng v~ sinh, an toan th\tc ph~m 
t~i di~m den (X3) co tac d()ng dang k~ va tich 
C\fC den S\f hai long Cua du khach 0 ng\.iOng tin 
c~y 95% (h~ so= 0,109; p = 0,004). Nhu v~y, 
cha'.'t luqng v~ sinh, an toan th\(c ph~m t~i 
di~m den cang tot thi S\£ hai long Cua du 
khach cang cao. 

- Chat h.tqng dich V1,l khach s~n, nha hang 
t~i di~m den (X4) c6 tac d()ng dang k~ va tich 
C\'(C den S\f hai long Cua du khach 0 ng\.idng tin 
c~y 99% (h~ so= 0,280; p = 0,000). Nhu v~y, 
chat luqng ciich V1,l khach s~n, nha hang t~i 
di~m den cang t0t thi S\t hai long CUa du 
khach ding cao. 

- Chat htQng muc gia (X5) co tac d()ng dang 
k~ Va tich C\fC den S\t hfil long Cua du khach d 
ngttong tin c?y 99% (h~ so= 0,224; p = 0,000). 
Nhu v?y, muc gia ca t~i di~m den cang tot thi 
S\f hai long CUa du khach cang Cao. 

· Chat luqng van de ngon ngil va giao tiep 
vOi du khach (X6) co tac d()ng khong dang k~ b 
ng\.iong tin c?y 95%; ho~c chi c6 tac d9ng dang 
k~ va tich C~C den S\t hai long cua du khach d 
ng\.iong tin c?y 90% (h~ s6 = 0,061; p = 0,064). 
Nhu v?y, c6 th~ ket lu?n ngon ngil va giao 
tiep Vm du khach t~i di~m den cang to't thi S\f 
hai long cua du khach cang cao. 
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- Cha'.'t lu'.<;Jng dich Vl,l san bay (X7) c6 tac 
d(mg dang k€ Va tich Ct;lC den S\i hai long cua 
du khach b ng\.iong tin c~y 99% (h~ s5 = 0,395; 
p = 0,000). Nhu v?y, chat h.tqng dich V1,1 san 
bay t~i di€m den cang thuan ti~n thi S\i hai 
long cua du khach cang cao. 

• Danh gia chat lzt(fng tai nguyen czia di!m 
den Va STJ hai Jong Cua du khach, cµ the' 

- Chat luqng tai nguyen thien nhien (X8), 
nhu: khi h~u, canh quan... c6 tac d()ng dang 
k~ Va tfch C\fC den S\t hai long CUa du kh~ch 0 
ng\.idng tin c~y 99% (h~ so= 0,242; p = 0,000). 
l\Th.u v~y, tai nguyen thien nhien t~i di~m den 
cang tOt, cang hap dAn thi S\i hai long cua du 
khach cang cao. 

- Chat h.tQng tai san van h6a, lich s\1, di san 
(X9) CO tac dQng dang k~ Va tich C\JC den S\t 
hai long cua du khach d ngttCing tin c~y 95% 
(h~ so= 0,115; p = 0,017). Nhu v~y, yeu to van 
h6a, ijch sil, di san cang hff p dAn thi 'S\i hai 
long cua du khach cang cao. M~c du ph\l 
thu9c vao thi hieu va sd thfch cua m6i ng\.idi, 
nhling nhin chung, du khach deu mu6n kham 
pha cac tai san van h6a, ijch stt, di san t~i 
di~m den. Dai vd'i nhung du khach c6 niem 
yeu thich voi cac yeu tO nay' S\t hap dAn, d()c 
dao cua gia ttj van h6a, ijch stt, di san se 
khien h9 hai long va cam thay muon tim hi~u 
sau hdn vao nhung l~n quay l~i tiep theo. 

- St;t ki~n, ho~t d()ng du ljch ~c bi~t (XlO) · 
CO tac dQng dang k~ Va tich C\fC den S\f hai 
long cua du khach d ng\.idng tin c~y 99%. (h~ 
so= 0,242; p = 0,000). Nhu v~y, st;t ki~n, ho~t 
d9ng du ijch d~c bi~t t~i di~m den cang nhieu, 
cang hap d~n thi S\f hai long CUa du khach 
cang cao. 

• Danh gia vai tro cua slj hai Jong doz vm f 
dfnh quay l{u' diem den cua du khac 

St;! hai long co tac d()ng dang k~ va tich C\JC 
den y d!nh quay l~i di~m den cua du khach d 
ng\.iong tin c~y 99% (h~ so= 0,686; p = 0,000). 
Ket qua nay cho phep chap nh~ gia thuyet 
H3, s\f hai long co vai tro trung gian giua chat 
htqng di~m den va y djnh quay l~i di~m den 
cua du khac; S\f hai long CUa du khach cang 
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cao thi y dinh quay l?i di~m den Thua Thien 
Hue cang cao. 

5. D~ xuat giai phap 

Nghien cuu, de xuat m9t s6 giai phap nhu 
sau: 

Thu nhat, gia ca la yeu t6 c6 anh hubng lOn 
den vi~c ra quyet diJih quay trd l?i cua du 
khach, nen cac dja di~m du ljch, nghi duong, 
an uong tren dia ban Thua Thien Hue can xay 
dt;tng chie'n lu<;Jc gia h<;Jp ly, c6 t:lnh C?nh tranh 
cao phu h<;Jp vOi chat luc;Jng dich V\l. ducJc cung 
cap. Song song vOi d6, can c6 chinh sach gia 
linh ho?t doi vdi tUng nh6m du khach voi cac 
m\lc dich du ljch khac nhau d~ h<? c6 nhieu lt;ta 
ch9n nh~m tiet ki~m chi phi m9t each hqp ly 
nhat. Ngoai ra, nen thuang xuyen c6 cac 
chu'.dng trinh khuyen m?i hap din doi vOi 
t\tng nh6m doi tuc;Jng khach du l!ch, nhat la 
vdi nhung ng'Uai quay trb l?i Thua Thien Hue 
tu lan thu hai t rd lend~ vua kich du du ljch, 
thu hut khach hang moi, v\ta giu chan khach 
hang tiem nang da den tham Thua Thien Hue 
m9t lan. Ddng thai, cac di~m du 4ch can nang 
cao chat lu'c;Jng ph\lC V\l., ti~n ich canh quan d~ 
nhung du khach den lan thu hai khong cam 
thay nham chan ma tie'p t\lC kham pha nhung 
ve d~p cua di~m den. 

Thu hai, tai nguyen thien nhien, d~c bi~t la 
hinh anh di~m den la yeu to guan tr9ng anh 
hudng den quyet dinh quay trd l?i cua du 
khach quo'c te. Chinh quyen tinh Th\ta Thien 
Hue va cac t5 chuc, doanh nghi~p thu9c llnh 
vt;tc du 4ch can c6 ke ho:;i.ch nang cap di~m 
den, cai thi~n canh quan theo huong xanh -
S?Ch - d~p, nhat la cac khu du 4ch sinh thfil 
d~ du khach cam thay hai long vdi st;t l\fa ch9n 
cua minh. D~c bi~t, Hue la thanh pho c6 
nhieu Hing tgffi, den dai mang dau tich ljch 
SU, nen clin thudng xuyen trung tu, bao v~ d~ 
giu dU'<;JC nhung gia ttj van h6a Cua cac cong 
trinh nay. Ben C?nh d6, nhung gia ttj phi v~t 
th~ nhu nha nh?c cung dinh, van h6a gm 
tht;tc, ... ciing can duqc bao t6n theo huong ben 
wng, ket h<Jp them cac yeu to hi~n d?i d~ 
mang den nhung trai nghi~m moi me cho du 
khach. · 
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Thu ba, van de v~ sinh an toan tht;tc ph~m 
can du'c;Jc thl;(c hi~n m9t each nghiem ng~t t?i 
cac di~m du lich, cac nha hang khach si;m can 
tien hanh cam ket voi chinh quycfo dia . 
phudng ve quy trinh che bien tht;tc phgm, 
nguyen v~t li~u dam bao an toan cho du 
khach, neu vi ph?m se c6 nhili1g che tai XU 
ph?t hqp ly. Cac ddn vi nay cAn xay dvng quy 
trlnh che bie'n tht;tc phgm khoa h9c, v~ sinh 
ngay tu khau nguyen li~u dgu vao den san 
phgm dfru ra ph\lc V\l tht;tc khach. Ddng thai, 
nha bep, d\lllg C\l che' bien m6n an, bao hQ lao 
d¢ng cho nhili1g ngttai trt;tc tie'p che' bien th\fc 
pha'.m va ng'Uai ph\lc V\l. m6n an ciing c~n chu 
y quan tam d~ dam bao cac m6n an den tay 
khach trong tr?ng thai tuoi ngon va v~ sinh 
nhat. 

Thu tu, yeu tc5 ngon ngll va giao tiep cua 
cac nhan vien ph\lC V\l la dieu gay an tU'.c]ng 
d!u tien vOi du khach, nen ct~ tang them s\J'. 
hai long va y d!nh quay trd l?i di~m den, dn 
d¢h ky t5 chuc cac kh6a h9c, kh6a dao t~o d~ 
cac nhan Vien ph\lC V\l t:;ti cac di~m du ijch t~i 
Hue ciing nhu t?i cac d!a di~m nghi du<Jng, 
ph\lC V\l. an uong tren d!a ban nang Cao kha 
nang nghi~p V\l va trinh d9 ngo?i IlgU, dap 
Un.g nhu cAu cua khach du lich quoc te. D6ng 
thai, cac can b9 chu chot, cac trudng be) ph~n 
ciing dn tham gia cac kh6a h9c quan ly d~ cai 
tien ho?t d¢ng cua ddn vt minh theo hudng 
khoa h9c, sang t?o, chuyen nghi~p, nh~m dem 
l~i slj hai long cao nhat cho du khach. Thai d9 
ph\lC V\l can duc]c quan tri~t theo hudng luon 
an cAn, chu dao, J.!ch s\t d~ khach du l!ch cam 
thay thoai mai nhu chinh d ngoi nha va que 
hU'dng cua minh. . 

Thu nam, chinh quyen tinh Thua Thien 
Hue cAn tich ClfC tuyen truyen cac t5 chuc, 
doanh nghi~p. ngUai dan ve cong tac bao v~ 
canh quan va moi truang du lich. Dieu nay se 
t?o ra nhili1g chuy~n bien mang tinh ddng be) 
va tich ct;tc trong toan c9ng ddng Thua Thien 
Hue, g6p ph~n xay d'lfng moi truang du lich 
an toan, trong lanh, la di~m den hap dAn du 
khach, t~o da cho phat tri~n du ijch hen wng 
trong tuong lai. N goai ra, c~n xay dt;tng va 
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th\{c hi~n nghiem b9 quy t~c ung x\t - giao tiep 
cho c()ng d6ng, di;lc bi~t la nhung ngu'.CJi co lien 
quan den khach du ijch tren dla ban thanh 
pho nh&m t~o d\{ng hlnh anh m9t thanh pho 
Hue than thi~n, an cAn, men khach trong miit 
khach du lich quoc te. 

Thu sau, chinh quyen tinh Thua Thien 
Hue phO'i hqp vdi cac t6 chuc, cong ty du lich 
tren dia ban thuong xuyen t6 chuc cac chudng 
trinh kich cftu du Itch, quang ba hinh anh 
thanh pho Hue tOi b~n be nam chau thong 
qua nhieu. hinh thuc nhu tri8n lam, h9i chq du 
ijch quoc te, cac phudng ti~n truyen thong d~i 
chung ... Ben c~nh d6, c~n da d~ng h6a cac san 
ph:im du lich theo nhu cfi.u va thi hieu cua 
khach hang va thi tru'.dng d~ mang den cac 
chudng trinh du 1ich sang t~o, hap d~n, thu 
hut duqc du khach. Co nhu the nhung du 
khach den l~n dfi.u moi c6 ly do quay trd l~i d~ 
kham pha them nhung net d()c dao cua di8m 
den. M9t so ho~t d()ng du l!ch c6 th~ da d~ng 
va sang t~o h6a nhu cac di~m tham quan, cac 
tro chdi, cac l~ h9i, cac gia ttj van h6a dia 
phuong (:1m th\1'.c, qua htu ni~m ... )./. 

TAI LI~U THAM KHAO 
l. Athiyaman A. (1997), Linking student satisfaction 

and service quality perception: The case of university 
education, EuropeanJoumal ofMaiketing, 31(7), 528-540. 

2. Corte Valentina Della, Sciarelli Mamo, Ca.'>Cella 
Oelia, Gaudio Giovanna Del (2015), Customer satisfaction in 
tourist destination: The case of tourism offer in the city of 
Naples, Journal of Investment and Management, 4(1-1): 39-
50. 

3. Cronin J., Taylor (1992), Mea .. uring Service Quality
A Reexamination and Extension, Joumal of Marketing, 
56(3), .56-68. 

4. Dwyer Larry, Kim Omlwon (2003), Destination 
Competitiveness: Determinants and Indicators, Quro/Jt 
l<;sues in Touriw, 6:5, 369-414. 

5. Green S. B. (1991), How many subject<> does it take 
to do a regression analysis?, Multivariate Behavioral 
Research, 26, 499-510. 

6. Gronroos C. (1984), A Service Quality model and it<> 
Marketing Imlicatio~s. European Joumal of Marketing, 
18(4), 36-44. 

7. Kozak M.(2001 ), Comparative assessment of tourist 
satisfaction with destinations across two nationalities, 
ToW1"sm Management, Volume 22, Issue 4, Augu<>t 2001, 
P.dges 391-401. 

8. Lertputtarak, S. (2012), The relationship between 
destination image, food image, and revisiting Pattaya, 

Nghien cU!J Kinh t1f scf 8(507) - Thang 812020 

Thailand, lntematio11al Joumal of .Business and 
Management,7(5), 111-121. 

9. Mohamad M., Ali A. M., Ab Ghani N.I. (2011), A 
structual model of destination image, tourists' satisfaction 
and destination loyalty, International Joumal of .Business and 
Manadement Stidies, 3(2), l 67-177. 

10. Nurhikmawati A. R., Puspitasari D. (2018), Apology 
Strategies of Indonesian Hotel Managements in Handling 
Complaints Written in Trnvel Site, In Intemational 
Conference on Language Phenomena in Multimodal 
Commw1ication (KLUA 2018). Atlantis Press. 

11. Parasuraman A., Zeithaml V. A., Beny L. L., (1988), 
SERVQUAL: A Multiple-Item Scale for Measuring Consumer 
Perceptions of Service Quality, Joumal of Rel1llling, 64 (1 ): 12 -40. 

12. Parasuraman A., Zeithaml V.A., Berry L.L (1985), A 
conceptual model of service quality and its implications for 
future research, Joumal of Markelillg, 49 ( 4). 

13. Pirojnik I. (1989), Evolution du tourisme en URSS. 
Problems ofTourism, Problemy Turystyki 12:71-79. 

14. Ritchie J.R., Crouch G.I.(1993), Competitiveness in 
international tourism : A framewmk for understanding and 
analysis, Proceedings of the 43rd congress of association 
intemationale d' experts scie11tifique de tourisme, San Carlos 
de Bariloche, Argentina, October 17-23. 

· 15. Santos, J. (2003), E-service quality: A model of 
virtual service quality dimensions, Managing Service 
Quality, 13(3), 233-246. 

16. £:J du Itch Tulia Thitn Hut 
https://sdl.thuathienhue.gov.vn/ 

17. Solomon Michael R. (2016), Consumer Behavior: 
Buy1i1g, Havi11g, and Being, Pearson; 12 edition. 

18. Som A.P.M., Badameh M.B. (2011), Tourist 
Satisfaction and Repeat Visitation; Toward a New 
Comprehensive Model, lntemational Joumal of Social, 
.Behavioral, Educational, Economic, .Business and Industrial 
Engineering, 5(2). 

19. Tabachnick B. G., Fidell L. S. (2012), Using 
multiyariate statistics(6rd ed.), Pearson. 

20. Tosun Cevat, Dedeoglu Bekir Bora, Fyall Alan 
(2015), Destination service quality, affective image and 
revisit intention: The moderating role of pa<>t experience, 
Joumal of Destination Markelillg & Management, Volume 4, 
Issue 4, December2015, Pages 222-234. 

21. UNWfO (2017), Conceptrml Framework, Destination 
Management & Quality Programme, Madrid, Spain. 

22. Waheed N, H~ Z (2016), Influence of G.istomer 
Perceived Value on Tourist Satisfaction and Revisit Intention: A 
study on Guesthouses in Maldives, lntemational Joumal of 
ACCOl111tiJ1g, Business and Mwagement, 4(1), 101-123. 

23. Yumi Park va David Njite (2010), School of Hotel and 
Restaura/Jt Admini<;tration, Oklahoma State niversity, USA 

24. Z'.eithaml V. A., Bitner M. J. (2003), Seivices 
Maiketing: Integrating Customer Focus Across the Finn, 
New York: McGraw-Hill. 

Ngay nh~ bai: 
Ngay duy¢t dang: 

03-06-2020 
10-07-2020 

97 

"lJ -t-" .. ·. •··.•· •. ;~.: .~ . '.•··.·.·.·."z. :-.·.·.· .. · ... · .. ·· .•.. ·.·." .... ··.·,' .• ~·n··I··~. . , .' 
' I - . "· :z ,<,. . ··•~.• " :-> I'\ I }~. ' 'F · :· :·. :•«:~ '""!i. :l ~>, ~': >. ·~··.·~ .. >+~ ' 
'1' !'":'" /~·;: >~01 ~-~~:: 

·.; >:· •' . . (") . •>i ,...__ \.:,'<: 

::n 

·3 • 
o~ W ,. 

·:~ ·.'.. : -


