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TOm tit 

M{tC tieu cUa nghien cUu ncly ta ad khcim phci ccic nhcin t6 bnh hu·&ng adn Slf hQi !Ong 
cUa du khcich n(Ji a;a d6i viri chdt lu911g dfch V{I du Itch sinh thcii. DU li¢u khdo socit da 
thu thQp tir 257 du khcich ddn thtim quan tgi tinh ca Mau da dtr(!C phiin tich ad cung cdp 
b&ng chUng. Kdt qua tir phiin tich h6i quy b(ii b&i slt dyng ph6n mim SPSS dacha thdy 
r&ng dfch V!l iin u6ng, mua sdm, Vd gicii trf, giQ ca cbm nhf}n, phong ccinh du /;ch, an ninh 
!r{lt llf vQ an toiin, phuang tifn vQn chuydn if{j c6 lien kdt tfch ClfC vc!i S{t hiii !Ong cUa du 
khcich n(Ji dja. Ben cgnh il6, nghi&n cUu ciing chi ra r&ng c6 nhi"rng du khcich nfi c6 khuynh 
huirng hilt !Ong cao hcm nhUng du khcich na1n. Nhiing phcit hi¢n chinh cUa nghiCn cUu niiy 
cung cdp ccic hGm )I fhlfc tiin cho c6ng t_v fir hclnh vii ccic nha qu6n If du ljch ad mii duy 
tri vii niing cao Slf hiii !Ong cUa du khcich nr)i dja d6i v6·i chdt h.r(!ng dfch v~t du lfch sinh 
thili tinh Ca Mau. 

TU· khfla: ca Mau, chdt ltt(!ng djch V{I, du Itch n(Ji dia, du ljch sinh thcii, S{l" hili !Ong 

Factors affecting domestic tourist satisfaction on ecotourism service quality in 
Ca Mau Province, Vietnam 

Abstract 

The goal of this study is to discover the factors influencing domestic tourists' 
satisfaction with the quality of ecotourism services. Survey data collected from 257 visitors 
visiting Ca Mau Province were analyzed to provide evidence. Results from multiple 
regression analysis using SPSS software showed that food, beverage, shopping, and 
entertainment services, perceived price, travel landscape, security and safety, 
transportation had positive associations with domestic travelers' satisfaction. Besides, this 
research also indicated that female tourists tended to be more satisfied than male tourists. 
The main findings of this study provided practical implications for travel agencies and 
touris1n managers to maintain and enhance domestic tourist satisj"action with the quality ~f 
ecotourism services in Ca Mau Province. 

Keywords: Ca Mau Province, domestic tourism, ecotourism, satisfaction, service 
quality 
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1. Gi6i thi~u 
Du ljch 13 m(H trong nhfrng ngitnh phitt 

tri€n nhanh nhfit tren thS gi&i; n6 d6ng mQt 
vai trO rbt quan trQng trong n~n kinh t~ va 
kich thich sµ tiing tnrCmg clla cite n6n ki11h 
tS khitc (Osman va Sentosa, 2013). Duqc 
m~nh danh ta nganh "c6ng nghi~p kh6ng 
kh6i", ng3nh du ljch da phitt tri€n vuQi trQi 
so v&i n6n kinh tS toan cfiu trong nam 2019, 
n6 philt tril:n nhanh han ng3nh san xufit, bitn 
Ie, djch vµ t3i chinh va truy6n th6ng. Du ljch 
g6p phfin Jam tiing doanh thu, t"1o cOng an 
vi~c Jam cho xa hQi, thu hilt mfilllh me cite 
ngubn lµc dfiu tu cUa xa h{h, d~c bi~t ta c3.c 
nha dfiu tu chiSn Iuqc vao cac khu vvc co y 
nghTa tr9ng di6m quan trQng d6i v&i Du lich 
Vi~t Nam. Ben c<;mh d6, nganh du ljch cling 
g6p phdn kh6i phi;tc, b<lo tbn va ph3.t huy giit 
tri cac di san, di tich v~t th& va phi v~t th€ a 
cite dia phuang. Sv phitt tri@n du Jich g6p 
phAn quan tr9ng vao vi~c x6a d6i giam 
ngheo va chuy6n djch ca cfiu kinh te. Khi 
dffi s6ng con ngui'ri duqc niing cao thi nhu 
cfiu du ljch cUng tr& nen ph6 bien. Vi~c di 
du ljch giUp cha con ngui'ri gif:ti t6a b6t 
nhfrng ip Ive trong cuQc s6ng, duqc quan 
silt va hQC h6i nhfrng di6u m&i l{l, niing Cao 
hieu biet v6 van h6a, truySn th6ng, fun thvc 
a nhfrng vUng dfit xa l{l. va mQt khi nhu cdu 
clla con ngui'ri tiing cao thi dOi h6i vS chfit 
luqng djch V\1 du ljch cling khfit khe han. 
Do d6, neu cac nha quan IY kh6ng chU trQng 
vao chit Iuqng dich VI)., khilch du ljch sC 
c3.1n thfiy kh6ng hiti !Ong va Jin IuQt tlr b6 
di€m cten d6. Nguqc l{li, nSu cac nha quan 
I)' niun bit va dap Ung duqc nhfrng nhu cfru 
nay thi day sC Ia mQt trong nhfrng IY do 
khien h9 s5n s:ing quay l{li. 

D6ng g6p quan trQng trong sµ phit 
tri6n clla du ljch Vi~t Nam la sv than1 gia 
kh6ng nh6 cUa cac tinh, thinh phia Nam. 
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Trang d6 c6 du Ijch tinh Ci Mau, d~c bi~t 
Ia lo{li hinh du Ijch sinh thii v&i h~ sinh thai 
rirng ng~p m~n, rlrng tram, h~ th6ng bi€n 
dao, san chim, IS hQi truy~n th6ng, ... da 
t{lo nen mQt miu sic rieng cho du !1ch sinh 
thili Ci Mau. Do d6, nghien clru nay nh~m 
niing cao mlrc dQ hai lOng cUa khich hang 
trong nuCTc db phit tri€n du ljch tinl1 Ca 

Mau. 

2. CO' sO' IY thuy~t 
2.1. Khtii nifm liin quan 

Theo Stonehouse (1999), du lich sinh 
thai (DLST) Ia du lich d.in nhilng khu v\fc 
tv nhien it bi 6 nhi6m ho~c it bj x<io trQn v&i 
nhU·ng m\lc tieu d~c bi{:t: nghien clru, tran 
trQng va thuc'mg ngo{ln phong canh vCTi gi&i 
dQng-thvc v~t hoang da, ciing nhu nhfrng 
bibu thi van hoi (ca qua khlr va hi9n t;:ii) 
dUQC khilm phfl trong nhfrng khu VIJC nay. 
BCn c{lnh d6, Wood (2002) cho r&ngdu Iich 
sinh thii Ji du l!ch d6n cac khu V\fC cOn 
tuang d6i hoang sa v&i mi;ic dich tim hi@u 
v~ ljch slr m6i trui'rng ti,r nhien va van h6a 
ma kh6ng l:im thay d6i Sl,f toan vyn cUa cic 
h~ sinh thai. Dbng thCTi t{lo nhfrng ca hQi vS 
kinh t~ d6 Ung hQ vi~c baa tbn ti;r nhiCn va 
mang l;:ii !qi ich v~ titi chfnh cha ngui'ri diin 

diaphmrng. 

Gronroos (1990) cha r&ng chit luqng 
djch V\I du9·c do lui'rng b&ng each so sinh 
gifra gia tri ma khach hing mong dqi tru&c 
khi slr di;ing djch V\1 va gia tri mi khach 
hilng nh~n duqc khi slr d1,.1ng djch V\I. 

Lehtinen vi Lehtinen (I982) chi ra r&ng 
chit luc;mg djch V\1 duqc danh giit tren hai 
khia c~nh ta qua trinh cung clip dich vi;i va 
ket qua clla djch V\1· Parasuraman va cQng 
sv (I988) cho r~ng chit luc;mg djch V\1 Ja 
mlrc dQ khac nhau gifra S\J mong dqi clla 
ngui'ri tiCu dUng v~ djch VI). vi nh~n thlrc cUa 
hQ v~ ket qua cu.a djch V\I. Hay n6i each 
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khac, ch.it luqng djch v1,1 Ia sv khac biCt 
giiia ch.it luqng k)r v9ng b&i khach hang v6i 
chit luqng hQ cam nh~n thi,rc tS duqc Cung 
cip. Theo Lu~t du !~ch Vi~t Nam (2005), 
ch.it luqng dich V1,l du IjcI1 Ia mlrc phll hqp 
cUa djch V\l cUa cac nha cung Ung du Ijch 
thOa man cac yeu cftu clla khach du ljch 
thuQc thi truCmg m1,1c tieu 
(Thuvienphapluat, 2005). 

Theo Pizam va cQng sv ( 1978), S\I hai 
!Ong cUa du khach Ia kSt qua clla sv Urang 
tac giiia gia tr~ cam nh~n va mong dqi clla 
du kh<lch vb diS1n dSn. Cling quan diSm d6, 
Oliver (2010) choring sµ chenh l~ch giiia 
gia tri k)r v9ng va gia trj cam nh~n ma san 
phfim du lich tac dQng dSn tr{l.ng thai cam 
xllc clla du khach se quy6t dinh mlrc dQ hai 
IOng clla sin ph<im dich V\1 d6. Zeithaml va 
Bitner (2018) khing djnh r~ng 51,f hai !Ong 
cUa khach h<lng ta chia kh6a d6i v&i sv 
thanJ1 c6ng clla doanh nghi~p va Ja CO" scJ di§ 
danh gii chfit }uqng djch Vl.J ma doanh 
nghi~p da cung cfip cho khach hang. Dap 
Ung va Iain thOa man nhu cftu cUa khach 
bing duqc xe1n Ia chi€n luqc hfru d1,1ng nhfit 
nhim thu hilt va gifr chfin khach hang trong 
giai do{l.n hi~n nay. 

2.2. MJi quan h? giii'a ch tit lutfng dich 
V{I vd S(I' hQi /Ong k/1dch hiing 

Trong nhibu th~p kY qua, nhibu nghi6n 
clru vb 51,f hai !Ong cUa khitch hang duqc 
thi,rc hi~n. sen C{l.nh d6, chU dS ve m6i quan 
h~ gifra chit luqng dich V\1 va sv hai lOng 
clla khcich hang cling duqc ban lu~ lien t\lc 
56i n6i. Nhin chung, ccic nghien clru dSu ket 
lu~n r~ng chit iuQ'Ilg dich V\I va Sl,T hai )Ong 
Ji hai khiti ni~m rieng bi~t nhung c6 m6i 
quan h~ m~t thiSt b&i: hai !Ong khach hing 
xem nhu Ji k6t qua, chit luqng djch v1,1 xem 
nhu la nguyen nhfin; hai IOng c6 tinh chit 
dl,! baa mong dqi, chit luqng djch V1,1 li mQt 
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chufin Jy tu&ng. Theo Zeithaml va Bitner 
(2018) thi cho r~ng si,r hai lOng clla khach 
bing bi tac dQng b&i nhi~u yeu t6 nhu san 
phfim, chit luqng d{ch VlJ., gia ca, ySu t6 tinh 
hu6ng, ySu t6 ca nh<in. Oliver (2010) cho 
r~ng chit luQ"Og dlch V1,l anh huCmg d6n mlrc 
dQ bai !Ong cUa khich hang. Chit Iuqng 
djch VlJ. dap Ung nhu c~u k:Y v9ng clla khcich 
hang thi h9 se hii lOng, Sl,T dap (mg cang cao 
thi mlrc dQ hai IOng cUa khcich hang cing 
nhi6u. 

3. Phuong ph3.p nghiCn cfru 

Nghien clru duqc thvc hi~n b~ng hai 
phuang phap: phuang phap nghien clru 
djnh tinh va phuong phap nghien elm djnh 
luqng. 

Phuang philp nghien clru djnh tinh 
nh5m kham pha cac ySu t6 co itnh hut.'mg 
dSn si,r hai lOng clla khich du ljch nQi dia 
d6i v6i chftt lugng djch VlJ. du ljch sinh thai 
tl:li Ci Mau cling nhu di~u chinh m6 hinh 
nghien clru, va bi6n quan sat. Tren ca s& Iy 
thuy'3t ch.it luqng chit lu911g djch vv cUa 
Gronroos (1990), Parasura1nan va cQng si,r 
( l 988), va Zeithaml va Bitner (2018), 
nghien clru nay li,ra chon m6 hinh nghien 
clru d1,Ca vao cac nghien cUu thi,rc nghi~m vb 
SI! hii lOng d6i v&i chit Iu911g dich VlJ. dii 
duqc mQt s6 tile gia nghiCn elm nhu: 
Narayan va cQng Sl,f (2008), Abu Ali va 
Howaidec (2012), va Hau va Omar (2014). 
Tren nbn tilng cling 18 nghien cUu sµ hai 
l6ng d6i v&i ch.ftt Juqng djch VI) du ljch, Vi 
da duqc thvc hi~n nghien cUu t{l.i mQt s6 
qu6c gia Cr Chau A. Do d6, ddy se ta ca s6 
viing chic giUp nghien clru v~n dvng m6 
hinh pht't hqp v&i di6u ki~n nghien clru tl:li 
tinh ca Mau. TU d6, m6 hinh IY thuy6t ban 
d~u g6m 06 ySu t6: (1) phong c<inh du ljch, 
(2) co so ha tiing ph~c V\l du ljch, (3) 
phuang ti~n v{i.n chuyen, (4) hu&ng dfin 
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vii:n du ljch, (5) dich V\l an u&ng, mua s~tn, 
vi gi8.i tri, (6) anh ninh tr~t tµ vi an toin. 

Nghii:n cUu djnh tinh da duqc th\fc hi~n 
b~ng k)' thu~t thao lu;%n nh6m v6i 10 thinh 
vien. cac thinh vien tham gia th<io lu~n 
g6m 4 hu6ng d§n vien du ljch vi 6 kh3.ch 
du lich nQi dja da rirng tham gia du ljch sinh 
th3.i tinh Ci Mau. Trong qua trinh th3.o lu~n 
nh6m, cic thitnh vii:n bity t6 quan diSm cUa 
minh theo cite nQi dung trong din bii th8.o 
lu~n nh6m do tac gii chu~n bi tru6c. sen 
c<,1.nh d6, cic thinh vii:n cU.ng dua ra quan 
di~m ca nhiin, vi thio lu~n v~ '; ki~n cUa 
thinh vien khac. 

can clr vio k€t qui nghien clru dinh 
tinh, 2/3 thinh vien trong nh6m thio lu~n 
d6ng y 06 y~u t6 :inh hu&ng d€n Sl,f l1ii !Ong 
d6i v&i chit luqng djch V\l du ljch sinh th3.i 
init tac gii't d~ xuit dva vao nghien cllu 
tru6c. BCn C<,lnh d6, nh6m th3.o lu~n b6 sung 
via 01 yeu t6 duqc danh gia Ii c6 8.nh 
hu&ng d<ing k€ d&i v&i d6n si.r hii IOng d6i 
v&i chit lu·qng djch V\l du Jjch, Ii "Gia ci't 
cam nh~n" vito nghiCn clru t<,1.i tinh Ci Mau 
(Hinh 1). 

Dva vilo m6 hinh nghii:n clru da duqc 
dS xuit, mQt s6 gii't thuy~t duqc trinh bily 
nhu sau: 

H1: CO' s& ht;i tdng ph{JC V¥ du ljch Onh 
hu:ilng thu(in chiiu din SI/ hai !Ong cUa 
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khcich du ljch n(Ji dia d6i viii chdt lu:<;rng 
djch vu du lfch sinh thcii tgi ca Mau. 

H1: Phong c!Jnh du ljch Onh htrOng 
thui).n chiiu ilin SI! hai !Ong ctla khtich du 
ljch nQi dia d6i v6'i chdt lir<;rng dfch vu du 
/fch sinh thcii tgi ca Mau. 

H1: Phuong ti?n v(in chu;1dn Gnh huilng 
thu(in chiiu din SI! hai !Ong ct/a khdch du 
lfch n(Ji dja d6i vrYi chdt lzr9ng djch V¥ du 
Itch sinh thtii tt;ii ca Mau. 

H4: Djch V~J iin u6ng. niua sdm va gi!Ji 
tri Gnh htrirng thu{ln chiiu d6n SI! hGi !Ong 
cUa khtich du ljch n(Ji dia d6i v6i chdt lu{fng 
djch V{l du /jch sinh thrii tt;ii ca Mau. 

HJ: An ninh tr(lt llf vG an toOn ilnh 
hu'i'rng thu(ln chiiu din su· hai /Ong cUa 
kh6ch du lich n(ii dfa d6i v6'i chdt !tr(fng 
djch V{J du lfch sinh th6i t9i ca Mau. 

H6: Hu6ng dafi vien du lfch Gnh huOng 
thu(ln chiJu d6n Slf hGi !Ong ctfa kh!Jch du 
/fch n(Ji dfa d6i v6i chdt lrr{fng djch V{l du 
ljch sinh th6i t9i Ctl Mau. 

H1: Gi6 ca cdm nh(ln rinh hu·ilng thuljn 
chi'2u din Slf htli !Ong c1/a khrich du lich n(Ji 
dja d6i v6i chdt lu·r;rng djch vu du lfch sinh 
thtii tgi CU Mau. 

H8: CO Slf khdc bift vi Slf hOi !Ong cUa 
du khcich n(Ji dja dJi vJf chdt !U'(lng djch VU 

du /fch sinh th6i tinh Cii Mau theo di;ic diim 

ccic nhiin. 
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Ccr s& hi). tiing phvc vv du ljch 

Phong cflnh du ljch 

Phutmg ti~n v~n chuy~n 

Djch \'I) An u&ng, mua sitm va gifli tri 

An ninh tqlt ti)" vii an toiin 

Hu6ng d'5n vien du ljch 

Gia ca col.in nh:j.n 
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GiCri tinh 
Di) tu6i 

Thu nh:j.p 
Trinh di) hi;ic vAn. 

Si,r hili !Ong 
cUa khi\ch du 
ljch nQi dia 

Hinh 1. MO hinh nghi€n cUu (Tdc giil d~ xudt) 

Biing 1. D~c di61n du kh<ich 

Gi&i tinh Nfr 
Nam 

DQ tu6i 18-25 tu6i 
26-35 tu6i 
36-45 tu6i 
>45 tu6i 

Thu nh~p Du6i 5 tri¢u 
TU 5 - 10 tri9u 
TU 10-15 tri¢u 
Tre11 15 tri¢u 

Tin s6 
93 

164 
50 

155 
34 
18 
78 
71 
87 
21 

Phin trim (0/o) 

36,2 
63,8 
19,5 
60,3 
13,2 
7,0 

30,4 
27,6 
33,9 

Trinh dQ hoc vfin Tlr TCCN tr& xubng 23 
8,2 
8,9 

13,6 
75,5 

Cao dfing 
D9.i hQc 
Sau d~i hoc 

T6ng 

Phuang ph<ip nghien cUu djnh luqng 
duqc thvc hi9n dva tren bang c<'iu hOi duqc 
thi~t k~ s~n, va dfr li¢u duqc thu th~p bfing 
phuang phip Ifiy mfiu thu~n ti¢n. Nghien 
cUu dugc thvc hi¢n t~i tinh ca Mau, dbi 
tuqng khao sit ta kh<ich du lich nQi dja dang 
tham quan va Juu tnl t9.i d<'iy. V6i 262 biing 

35 
194 

5 1,9 

257 100,0 

ciiu hOi duqc kh<ich du lich ti;ti Ca Mau tra 
lCTi vao thing 11 nam 2019, sau khi ti~n 
h<'tnh lo~i bO nhfrng bfillg hOi kh6ng phll 
hQ'IJ, tic gi:i thu duqc 257 b3.ng cau hOi duqc 
tra lCTi hQ'IJ l~, dip Ung cite tieu chi slr dvng 
cha nghien cUu. Bitng c<'iu hOi dugc 1na h6a 
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va dua vao xtr ty s6 lii;u bftng phin mSm 
SPSS 20 d6 phiin ti ch (Bang 1 ). 

4. K~t qua nghien cU·u 
4.1. DV tin c{ly vii tinh gill tri cil.a 

tliang do 
Thang do tnr&e h~t se duqc phful tich 

h~ s6 tin e~y Cronbach's Alpha, e<ic bien c6 
h~ s6 tuong quan t6ng nhO hcrn 0,3 se bj lo{li 
va thang do duqc ehftp nh~n d€ phin tieh 
trong cac bu&c ti~p theo khi c6 dQ tin c~y 
Cronbach's Alpha tlr 0,7 tr& \Cn (Ha Natn 
K.hitnh Giao va BUi Nhfit Vuang, 2019). Kf:t 
qui khi ki@m djnh Cronbach's Alpha Iin 1, 
c6 4 bi6n guan sat la CSHT2, CSHT4, 
HDDLI, HDDL4 da bi loai do biri h~ s6 
Cronbach's Alpha< 0,7. Ben c:.inh d6, dva 
tren phin tich ella bing ket qua phin tich 
nh<in t6 kh<i1n ph<i Iin 1, bien PCDL3, 
DVAU5 c6 tr9ng s6 nhin t6 tii nhO hon 0,5 
cling da bi lo{li. Sau khi c<ic bien CSHT2, 
CSHT4, HDDLl, HDDL4, PCDL3, va 
DVAU5, ket qua phin tich tir Bing 2 cho 
thfiy h¢ s6 Cronbaeh's Alpha clla thang do 
giao dQng trong ph;:im vi tir 0,741d~n0,926 
va h~ s6 tuong quan bi~n t6ng nhO nhfit ell.a 
c<ic bien quan sat trong thang do Ia 0,525. 
Nhln chung, c<ic thang do trCn dbu c6 h~ s6 
Cronbaeh's Alpha khi cao (> 0,7) va tftt ca 
cic bien quan silt eUa thang do nay dbu e6 
h~ s6 tuong quan bien t6ng 16n hon 0,3. Do 
d6 cic bi~n trong m6 hlnh d~u di.it duqe dQ 

tin e~y rfit t6t. 
BCn c;,inh, Vuong va Suntrayuth (2020) 

da d.3 xuftt slr dvng h~ s6 tai nhin t6 nen l&n 
hon 0,5 df khftng djnh duqc tinh gi<i tri elia 
thang do trong nghien clru. Trang Bing 2, 
hiu h~t c<ic gii tri ella h~ s6 tii nhO nhftt ell.a 
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m6i bien d.3u cao hon 0,5 (gia trj be nhfit la 
0,604). Do d6, m6i cfiu trllc the hi~n gi<i tri 
hQi t1,1 t6t. 

TU cite k~ qua phfin tich i:J tren, cilc 
thang do duqe sfr d\-lng trong m6 hinh 
nghien elm da d;,it duqc dQ tin c~y va tinh 
gi<i trj rfit t6t. Do d6, c<ic thang do nay se slr 
dl,lng d€ ph<in tich trong m6 hinh h6i guy 
bQi. 

4.2. P/1iin ticli ttrung quan vii h6i quy 
Hon nfra, tru&e khi ti&n hinh phin tich 

hbi quy, tile gii sir dv,ng h~ sb tucrng quan 
Pearson d6 xem x6t m6i quan h~ hai chi6u 
cUa tlrng c~p bi6n (Vuong vi Giao, 2020). 
K~t qui ma tr~n nrong quan (Bilng 2) cho 
thfiy rftng mile y nghia cUa hiu h6t cic h~ s6 
r~t nhO (sig = 0 < 0,05) nCn hiu hbt cite h9 
s6 tuong quan c6 Y nghia th6ng ke vi dU 
dibu ki~n d@ dua vita ph3n tich h6i guy. 

Ditnh giit da eQng tuybn lit bu&e dftu 
tien trong ph<in tich tn6 hinh h6i quy. Quy 
trinh nay ta e&n thi&t d~ dim bio rftng cac 
h~ s6 duqc u&c tinh bftng ciich h6i quy e<ie 
bi6n dQc l~p tren bi6n ph1,1 thuQc khOng bj 
sai l~ch. Trang h6i guy, tinh da cQng tuy&n 
t6n t<,li khi hai ho~e nhibu bibn dQc l~p c6 
tinh tuong quan eao. Tinh da cQng tuy~n 
cao 13.m suy ybu khii nang philn doitn vb tbm 
quan trQng tuong d6i ella mQt bien dQe l~p 
so v&i bi&n kh<ic (Hi Nam Kh3.nh Giao va 
Bui Nb.it Vuong, 2019). Theo Ha Nam 
Khanh Giao va Bui Nhii.t Vuong (2019), da 
cQng tuybn e6 th& xiy ra n&u h~ s6 phuong 
sai ph6ng d;,ii (YIF) vuqt: qua 5. Theo Bing 
3, h~ s6 VIF dat gia tri Jim nhii.t 2,615 (nho 
hon 5) cho thfiy c<ic bien dQc l~p niy khOng 
e6 xily ra hi~n tuQ'Ilg da cQng tuybn. 
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Bang 2. K€t qua ph<in tfch d9 tin c~y va tinh gia tri clla thang do, ma tr~n tuang quan 

Tinh 

Bi~n 
gii 

' 
tri 

'" 

DQ tin c~y l\1a tr~n t11011g quan 

ML CA MC CSHT PCDL PTVC OVAU ANTT HDDL GCCN SHL 

CSHT 0,889 0,908 0,780 0,593" 0,304" 0,483" 0,609" 0,655" 0,305" 

PCOL 0,604 0,741 0,551 0.483" 0,537" 0,558" 0,321" 0,152' 

PTVC 0,635 0,814 0,525 0,357" 0.389" 0.117 0,145' 

OVAU 0,615 0,821 0,596 0,623" 0,396" 0,390" 

ANTT 0,695 0,845 0,617 0,494" 0,526" 

HOOL 0,850 0,926 0,816 0,320" 

GCCN 0,653 0,832 0,614 

SHL 0,828 0,876 0,698 

Ghi chU: 
***: rnlrc y nghia < 0,001; **: mlrc Y nghla < 0,01; *: mlrc y nghia < 0,05. 
ML= H~ s6 tai nh<in t6 nhO nh§t; CA= Cronbach's alpha; MC= H~ s6 tuang quan 
bi~n - t6ng nhO nh§t 

0,451"' 

0,555" 

0,431" 

0,659" 

0,619" 

0,333'" 

0,481" 

CSHT = Ca sc'r h;:i tfing ph1,1c v1,1 du lich; PCDL = Phong cfillh du ljch; PTVC = Phuong ti~n 
v~n chuy~n; DVAU = Djch V\l an u6ng, mua siim va giai tri; ANTT =An ninh tr~t tv va an 
toan; HDDL = Hu6ng d§n vien du ljch; GCCN =Gia ca cam nh~n; SHL = Si,r hai !Ong cUa 
khach du lich. 

83ng 3. Bing t6ng k~t qua ph§n tich h&i quy 

SI}' h3i IOng clla 
H~sA 

Bi€n khach du ljch K€t lu~n 
VIF 

H~ sfi I} Gia tr! P 

CSHT 0,030 0,651 2,601 Bae bO 

PCDL 0,225 0,000 2,162 Ch§p nh~n 

PTVC 0,127 0,009 1,371 Ch§p nh~n 

DVAU 0,335 0,000 1,867 Chftp nh(in 
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SI! h3i IOng cU.a 
H~sA Bi~n kh3.ch du ljch K~t lu~n 

H~ sA fl Gia trj P 
VIF 

ANTT 0,132 0,047 2,615 Ch§p nh~n 

HDDL 0,010 0,863 1,905 Bite b6 

GCCN 0,241 0,000 1,490 Chtlp nh~n 

R2 hi~u chinh 0,569 

Bi~n ki~m soat 

Gi&i tinh -0,239 0,000 1,013 Chip nh~n 

Tu6i -0,061 0,373 1,275 Bae bo 

Thu nh~p -0,021 0,757 1,277 B3c bO 

Trinh di) h9c vtln 0,006 0,922 1,108 B3c bO 

Ghi chll: CSHT = Ca s6 h{l t.ing phl,lc v1,1 du lich; PCDL = Phong c3.nh du ljch; PTVC = 
Phuong ti9n v~n cl1uy€n; DVAU = Djch VI) an u6ng, mua stim vi gi<ii tri; ANTT =An ninh 
tr~t tl,l va an toan; HDDL = Hu&ng dfin vien du lich; GCCN =Gift ci cim nh~n; SHL = Sv 
hai !Ong cUa khftch du lich. 

Dva vao k@t qui phfill tich h6i quy bQi 
(Bi11g 3), in6 hinh h6i quy cho thiy 05 bi6n 
d(>c liip GCCN, PTVC, PCDL, DVAU, 
ANTT c6 tile dQng cling chi6u vao biSn ph\l 
thuQc SHL vi h~ s6 h6i quy chufin h6a (p) 
clla cite bi6n nay d6u duong va gi<i tri Sig. 
nh6 hon 0,05. So sftnh mlrc di) tftc di)ng cUa 
05 bi6n nay vao bi@n ph\l thu<)c Sl,! h3i !Ong 
clia du kh<ich nQi dja (SHL) theo thlr ti,r 

gii111 d.in nhu sau: dich v1,1 an u6ng, mua 
sAm, giii tri (DV A'U) c6 tic dQng mc:tnh nhfit 
(p4 ~ 0,335), ti~p theo lit gia ca cam nh(in 
(GCCN) (P1 ~ 0,241), titp dtn lit phong 
canh du ljch (PCDL) (P2 ~ 0,225), ke ti.Sp lit 
bitn an ninh tr~t !\f (ANTT) CPs ~ 0, 132), vit 
tic dQng thip nhit Ia phuang ti~n v~n 
chuy~n (PTVC) (p3 ~ 0,127). Nhu v~y cac 
gii thuy@t H2, H3, H4, Hs, H1dbu duqc chip 
nh~n CT di) tin c~y 95%. Cu6i c-Ung, k@t qui 
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ngbien clru da cho thiy r~ng gi&i tinh da anh 
hu6ng nguqc chi@u d~n Sl,! h3.i l6ng clla du 
khich ni)i dja (p = -0,239; va gift tri p = 
0,000). NOi cich khic, nhUng du khich nfr 
cO khuynh huOng cO mlrc dQ h<li lOng hon 
nhfrng du khich nam khi du ljch tc:ti tinh ca 
Mau. Bi~n tubi, thu nh~p, trinh di) h9c vtln 
da kh6ng cO 3nh hu<'rng d~n sµ hii \Ong cUa 
du khftch do gia tri p cu.a cite bi6n nay dbu 
l&n han 0,05. 

Ti@p theo, nghien clru da xe1n xet d~n 
dQ phll hqp tbng th~ cUa m6 hinh. Theo 
Vuong va cQng Sl,l (2020), chit luc;mg cU.a 
m6 hiI1h h6i quy bQ nen duqc dinh gia bimg 
chi s6 mlrc dQ phU hqp m6 hinh R2 hi9u 
chinh. Bing 3 cha thfiy ring, gia tri R2 hi~u 
chinh biing 0,569 cO nghla Ji 56,9% sv bi~n 
thien cUa bi6n Sl,l hai IOng cUa du khftch nQi 
dja duqc giii thich b&i sµ bi6n thien cUa 05 
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bien dQc l~p Phong cinh du lich; Phuang 
ti~n v~n chuyen; Djch v1,1. fill u6ng, mua s~m 
va giii tri; An ninh tr~t tv va an to<\n; Gia ca 
cli1n nh<;ln. 

5. K~t lu~n vit hitm y qu3n trj 
5.1. K~t lu§.n 
Can clr vao t6ng quan Iy thuyet, n16 

11inh nghien clru da duqc ph<it trien cho 
nghiCn cUu nay. MO hinh nay da duqc kiem 
tra v&i mQt m~u g61n 257 du k11<ich nQi dja 
den ca Mau. Ket qua nghiCn clru cho thiy 
cO mQt s6 y@u t6 anh huOng d@n S\J hai lOng 
clla du khach nQi dia d6i v&i chit luqng djch 
VI). sinh th.ii tinh ca Mau. V&i nhctng k6t quit 
thu duqc, nghien cUu nay cO nhfrng d6ng 
g6p tich c1,1c trong th1,1c tiSn quii.n 1)1, c1,1. the 
nhu sau: 

(I) VS thang do slr d\lng trong nghii:n 
cUu nay. K~t quit nghien cUu cho thiy ring 
toitn bQ thang do du<;rc slr dµng trong nghiCn 
clru 13. ding tin c~y (Cronbach's Alpha> 
0, 7) va c6 th€ duqc slr d1,1.ng cho nhfrng 
nghien elm khic. 

(2) xac dinh cac y~u t6 itnh hu&ng d6n 
sv h:li lOng clla du kh.ich nQi dja d6i v&i chit 
luqng djch Vl,l du Jich si11h thai tinh ca Mau. 
C\l th€, nghiCn cUu dff chi ra 05 y@u t6 tac 
dQng d~n sµ hiti !Ong clla du khich nQi dja 
theo thlr tv Ur m{lnh d~n y~u nhu sau: dich 
Vl,l an u6ng, lTIUa S~ITI, Vil gifti tri, gi.i Cit cam 
nh~n, phong c:lnh du ljch, an ninh tr~t tµ va 
an to:ln, phuang ti~n v~n chuybn. 

(3) NghiCn clru phan tich sµ khic bi9t 
v~ sg hiti !Ong thco cic d~c diem c.i nhan. 
NghiCn clru chi ra c6 sg kh<ic bi9t v~ sv h3i 
!Ong thco gi6i tinh clla du khich 6 mUc dQ 
tin c~y 95%. 

5.2. Hilm j quiin tri 
KSt quit nghiCn clru da x.ic dinh 05 

nhan t6 c6 anh huc'mg d6n sv hai !Ong clla 
du khach. Vi v~y, cte nang cao sv h3i lOng 
clla kh.ich du ljch d6i v6i chit luqng djch 

s6 7 (SJ 2021 

V\l du ljch sinh th.ii tinh ca Mau, nghien clru 
da d~ xuftt nhfrng him y quitn tri cho tlrng 
nh6m y~u t6 C\l thS nhu sau: 

Dfch V{l dn udng. mua sdm va gidi tr( 
K€t qua nghiCn cUu cho thfiy "Djch v1,1 

an u6ng, mua sfim va giai tri" Ia y6u t6 c6 
n1lrc di) anh hu6ng In~h nhfrt d6n S\l' hii 
lOng c-Ua du khich nQi dja d6i v6i chit luqng 
du lich sinh thai tinh Ca Mau (~ ~ 0,335). 
K~t qua cho thiy sg d~c trung cUa bing h6a 
dja phuang khOng phong phU, da d{lng 
khiSn k.Mch du Jich kh6ng cO nhi~u sv Iva 
chon cha ho{lt dQng mua siim cUa minh khi 
d~n dfly du lich. Vi th€, S& du ljch van h6a 
tinh C:l Mau cbn phai c6 nhfrng ho{lt dQng 
h6 trq d€ t{lo ra nhiSu h<\ng h6a d~c tnmg 
cho dja phuong, vUng mi~n nhu d~c san m~t 
ong U Minh, t6m kh6 Dit M-Ui, kh6 b6i U 
Minh, ba khia R{lch G6c, ... Ben c::inh d6, t{li 
cac di€1n du Jjch nen t6 chlrc cac phien ch<;r 
Ut:rn U-€ l~p trung d{lc san d€ khach du ljch 
d~ ti6p c<m. 

Giti ca cilm nh(in 
K6t qu:l nghien clru cho thiy "Gii c:i 

cam nh~n" lit ySu t6 c6 mlrc dQ 8.nh hu&ng 
thlr hai de11 sg hai lOng clla du khach i1Qi dja 
d6i v6i chit luong du lich sinh th<ii tinh ca 
Mau(~~ 0,241). K~t qua cho thdy gia ve 
vita cling cac diSm du ljch chua hqp 1)1. S& 
van h6a du !!ch cbn ki€m soat gi<i v6 vao 
cling hqp Iy bing each niCm y6t gi.i v6 vao 
c6ng cho cfic diem du ljch. Trinh tinh tr:;ing 
gi.i v6 cao han so v&i quy djnh. Ben c~h 
d6, nghiCn clru cho thiy gii ca bing h6a, 
djch V\l chua tuong xlrng v6i chit luqng m:i 
khach du lich i1h~n duqc. Vi th€, nhil quan 
1y t:;ii cac dibm du licl1 cbn ki6n1 soat gia ca 
bing h6a, dich v1,1 qua vi~c thu th~p Y ki€n, 
d<inh gia, phan hbi c-Ua khich h:ing db tlr d6 
diSu chinh gi<i ca tuang xlrng v6i chit 
Juqng. 
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Phong cdnh du ljch 

K€t qui nghien clru cho thiy "Phong 
citnh du ljch" la y€u t6 c6 rnlrc dQ itnh 

hulmg thir ba d€n S\f hili I Ong clla du kh<ich 
nQi dja d6i v&i ch§t luqng du ljch sinh thcii 
tinh Ca Mau (p ~ 0,225). K.it qua cho thii.y 
cic thiSt kS nhan t~o t~i cic diSm tham quan 
chua cO SIJ in tuqng, vit diSrn nhin, litm cho 

khich du ljch cim thiy chua hiti IOng. Vi 

th~, nhi quin trj t~i cic di6m du ljch cfrn 

phii keu gQi dfiu tu xay dl,ffig cac c6ng trinh 
nh§n t<.to nhu tuqng dii, khu vui chai gi3i 

tri, b:ii biSn nh§n t~o, khu nghi du6"ng sinh 
thii co quy m6, chit luqng nhfirn thu hilt va 
dip Ung nhu cfiu clla kh<ich du ljch. 

An ninh tr<jt flf vG an toGn 
.K€:t qua nghien clru. cho thiy "An ninh 

tr~t ti,r va an toan" Ia ySu t6 c6 mlrc dQ anh 

hu&ng thlr tu d€:n S\f hai lOng cUa du kh:ich 
nQi dla d6i v&i chit luqng du llch sinh thii 
tinh ca Mau (p = 0,132). KSt qua cho thdy, 
cic khu vi,rc nguy hi6m d6i v&:i kh<ich du 

l!ch chua c6 biSn citnh b<io vi tl:li c<ic di6m 

du ljch chua trang bi dfry dU thi€:t bi dS dam 
bio an toin cho kh<ich du ljch. Vi thS, nhi 
quitn trj tl:li cac di6m du ljch cfin phiti ki6m 
tra, b6 sung biSn citnh bao a cac khu vi,rc 

nguy hiSm, cic khu vµc cO khit nang de d9a 
dSn sv an toan tinh m<.tng, tai sitn cUa du 

kh<ich. Cung cip c3c thi€:t bi bao hQ cho du 
khich khi tham gia cic ho~t d(H1g tren 

dulmg thUy nhu phao bai, gang tay, ... 

Ngoai ra, tl:li m6i diSm du ljch cfin thclnh l~p 
dQi ngi1 clru trq khi di§ phOng trulmg hqp bit 

tr~c x3y ra. Hon nlra, tinh trl:lng khich du 
ljch bi cheo keo mua s~m, chl,lp hinh & c<ic 

di~m tham quan vfin xay ra. Dieu nay tam 
cho khich du ljch cim th§y kh6 chju. D6 

gi3m vin n"1-ll nay thi t~i cac di6m du ljch 
cfin ph<'li cO Ive luqng bio v~ nhftm quan sat 

va c6 c3c bi9n phcip ngan ch{in. 
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Phtrang ti?n vc;in chuyin 

KSt qui nghien clru cho thiy "Phuong 
ti~n v~n cl1uy6n" Ia ySu t6 c6 mlrc dQ i'tnh 
huCrng th(r nam dif:n S\f hiti !Ong clla du 

khitch nQi dja d6i v&i chit luqng du ljch sinh 
thai tinh Ca Mau (P ~ 0,127). KEt qua cho 
ta thiy, hi~n t"1-i phuang ti~n v~n chuy6n dSn 
cite di Sm du ljch Iii kh6ng nhibu vb s6 Iuqng 

va 10"1-i hinh phuang ti~n v~ chuySn. Vi th€, 

ccic di6m du ljch cfin phii kSt hqp v&i cite 

c6ng ty v~n chuySn: cac hang xe, tau 
thuybn, xe bu)'!, ... d€ khich du lich c6 

nhi€u sv lµa ch9n vb phuang ti~n d~n cac 
dja diSm du ljch. sen C{lllh d6, d6 d€ dang 

trong vi~c tiln ki~m th6ng tin va mua ve thi 
tren website, cite dja di61n du ljch nen cO cite 
chi d~n r5 rang vb cic phuang ti~n v~n 
chuySn, gi<i ci, thOi gian v~n chuy6n. Cu6i 
cling, cite dja di~m du ljch ciln thu th~p d6ng 

g6p Y ki6n cUa kh<ich du l\ch vb phuong ti~n 
vQ.n chuySn dS cO gilti ph<ip clli thi9n 

phu·ang ti~n v~n chuycbn. Tang culmg 
phuang ti~n v<)n chuySn duCrng s6ng biing 

thuybn, ca n6 d~n cic dja di61n du ljch d€ du 
kh:ich cO nhfrng tr<li nghi~m thU V! vb 

phuong ti~n nay. 
Gi&i tinh 
Nghien clru nay cho thiy riing k)' VQng 

tieu dUng clla ph1,1 nfr cao hon vit hQ xe1n xet 
tnQi khia C{lnh clla c<ic djch Vl,1 nh~n duqc. 

Do dO, mlrc dQ h.3i I Ong clla phl,l nlr cang l6n 
duqc X<iC djnh b&i chit ltrqng djch Vl,l cim 

nh~n clla hQ, di&u niy tr3i nguqc v&i nam 
gi&i. Nhfrng ph<it hi~n trong nghien clru nay 
cling co lqi tlr quan diSm clla cac nha quan 
ttj. KSt quit cho thiy khich du ljch nu nh~n 
thlrc rO hon vb chit luqng dich VI) so v&i 
kh<ich du ljch nam. s6 luqng du kh:ich nlr 

ngity citng tang (Juwaheer, 2011), dibu niy 

dang lam thay d6i th! truCmg. Vi v~y, c3c 
nhit ti Sp thi du Ii ch nen xem xet 1"1-i cac chi~n 
}uqc djch Vl,1 hi~n t"1-i vii gi&i thi~u nhfrng 
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chi€n luqc m&i hcrn cho phll hqp v&i thj 
trnOng. 

6. H~n ch~ cU.a nghien cilu vit htr6ng 
nghien cU.11 ti~p theo 

Mi,ic dll d6 tiii da gicii quy€t xong rn1,1c 
tieu nghien ctlu da d6 ra, nbung vein cOn mQt 
s6 h{ln ch6 nhu sau: thlr nhit, nghien c(ru chi 
duqc thµc hi¢n v&i cic d6i tuqng nghien 
c(ru Iii khich du ljch trong nu&c do d6 k6t 
qua nghien clru rnang tinh d{li di~n chua 
cao. Vi v~y, nghien ctlu ti6p theo nen khito 
sat khich du lich trong va ngoai nu&c d~ c6 
cii nhin khii quit hem. Thlr hai, nghiSn ctlu 
nay chi gicii thich duqc 56,9% S\f bi&n thien 
cU.a SIJ hai IOng cUa du khich nQi dja d6i v&i 
chit Juqng djch V\1 sinh thii tinh Ca Mau 
b&i SIJ bi6n thien cUa 05 bi6n dQc l~p. Nhu 
v~y, con nhi6u y6u t6 kh<ic anh hu&ng d&n 
sv h:ii lOng ma nghien ctlu chua tim ra. Vi 
v~y, nghien clru ti6p theo cfui. nghien clru 
s:iu hon d6 tim ra mQt s6 yfu t6 m&i .inh 
huc'mg d6n sv hai lOng cUa du khich nQi dja 
d6i v&i chit luqng djch Vl) sinh th<ii tinh ca 
Mau. 
Titi li~u tham kh3o 
Abu Ali, J., and Howaidee, M. (2012). The 

impact of service 
satisfaction 
Interdisciplinary 

quality on tourist 
111 Jerash. 

Journal of 
Contemporary Research In Business, 
3(12), 164-187. 

Gronroos, C. (1990). Service management: 
A management focus for service 
competition . .International .Journal o.f 
Service Jndust1y Management, 1(1), 
6-14. 

DOI:https://doi.org/10.1108/0956423 
9010139125 

Hau, T. C., aud Omar, K. (2014). The 
impact of service quality on tourist 
satisfaction: The case study of 
Rantau. Mediterranean Journal of 

s6 7 (5) 2021 

Social Sciences, 5, 1827-1832. 
DOI:https://doi.org/l 0.5901 /mj ss.20 
14.v5n23pl827 

Ha Nam Khinh Giao vii Bili Nhit Vuong. 
(2019). Giao Trinh Cao Hoc Phu0?1g 
Phdp Nghien Czlu Khoa H9c Trang 
Kinh Doanh C(ip Nh(it SmartPLS. TP 
H6 Chi Minh: Nha Xuit Ban Tai 
Chinh. 

Juwaheer, T. D. (2011). Gender bias in 
hotel guests' perceptions of service 
quality: An empirical investigation of 
hotels in Mauritius. E-Review' of 
Tourism Research, 9(5), 164-189. 

Lehtinen, U., and Lehtinen, J. R. (1982). A 
study of quality dimensions. Service 
Management Institute, 5, 25-32. 

Narayan, B., Ranjcndran, C., and Sai, L. P. 
(2008). Scales to measure and 
benchmark service quality 1n 
tourism industry: A second-order 
factor approach. Benchmarking: An 
International Journal, 15(4), 469-
493. 
DOI:https://doi.org/J 0.110811463577 
0810887258 

Oliver, R. L. (2010). SatisjGction: A 
Behavioral Perspective on the 
Consumer (2nd Ed.). New York: 
Routledge. 

Osman, Z., and Sentosa, I. (2013). Mediating 
effect of customer satisfaction on 
service quality and customer loyalty 
relationship in Malaysian rural tourism. 
International Journal q[Economics and 
Management Studies, 2(1 ), 25-37. 

Parasurarnan, A., Zeithaml, V. A., and 
Berry, L. L. (1988). SERVQUAL: A 
1nultiple-item scale for measuring 
consumer perceptions of service 
quality. Journal o,f Retailing, 64(1), 
12-40. 

103 



s6 7 (s) 2021 

Pizam, A., Neumann, Y., and Reicl1el, A. 
(1978). Dimentions of tourist 
satisfaction with a destination area. 
Annals of Touris1n Research, 5(3), 
314-322. 
DOT: https://doi.org/ 10.1016/0160-
7383(78)90115-9 

Stonehouse, B. (1999). Environmental 
Geologv. Dordrecht: Springer 
Netherlands. 

Thuvienphapluat (2005). Lu~t du ljch Vi~t 
Na1n 2005. Truy c~p tlr 
https ://thu vicnp hap Juat. vn/van­
ban/thuong-mai/Luat -du-lich-2 005-
44-2005-Q H l l-2659.aspx [Ngay 
thcing nam truy c~p: November 30 
2020]. 

Vuong, B. N., and Giao, H. N. K. (2020). 

104 

The impact of perceived brand 
globalness on consun1ers' purchase 
intention and the moderating role of 
consumer ethnocentristn: An 
evidence from Vietnam. Journal of 
International Consumer Marketing, 
32(1), 47-68. 
DOl:https://doi.org/I 0.1080/0896153 
0.2019.1619115 

T~P CHf KHOA HQC D~I HQC VAN HIEN 

Vuong, B. N., Hieu, V. I., and Trang, N. T. 
T. (2020). A11 empirical analysis of 
mobile banking adoption in Vietnam. 
Gestlio e Sociedade, 14(1 ), 3365-
3393 
DOl:https://doi.org/ 10.21171 /ges.vl 
4i37.3078 

Vuong, B. N., and Suntrayuth, S. (2020). 
The impact of human resource 
management practices on employee 
engagement and 1noderating role of 
gender and marital status: An 
evidence from the Vietnamese 
banking industry. Management 
Science Letters, 10(7), 1633-1648. 
DOI:https://doi.org/ 10.5267 /j .msl.20 
19.12.003 

Wood, M. (2002). Ecotourism: Principles, 
Practices & Policies for 
Sustainability, United Nations 
Environment Programme. France: 
United Nations Publication. 

Zeithaml, V. A., and Bitner, M. J. (2018). 
Services Marketing: Integrating 
Customer Focus Across The Firm. 
Boston: McGraw-Hill. 


