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Cac ye'u tO' anh hultng de'n 
long trung thanh cua khach du ljch 
v6'i di~m de'n Ha Noi • 

T6m tiit 

NGavEN TH! MY H"-NH" 
Db DOC HlING"" 

LE THJ MINH tt6NG .. . 
TRAN DOAN ANH TRA ... . 

TRAN THANH VINH""''' 

Nghien cUu sii d1;1ng m6 hlnh lY thuyf/t hclnh vi tiCu dUng du ljch vd 1n6 hlnh kich thich - JJhdn 
Ung th8ng qua mO hlnh ct{u trUc tuye'n tinh - SEM d[ phtin tich ciic yf/u trf tdc di}ng dt'n !Ong 
trung thilnh vdi dit"m dt'n Hii Nf}i cUa khdch du ljch. NghiCn cUu da chi ra cdc nhiin tfl dnh 
hudng tr!fc tie'p vQ gidn tit'p dt'n LOng trung thilnh cUa du khdch J(/i v<Ji diC'm dt'n Hii Nl}i sdp 
xf!p theo thti fl/ tdc dQng gid1n ddn IQ: SI/ hiii !Ong; Tit'p xUc vdn h6a; Trdi nghifm du /ich; Slf 
gcin kf!t v6'i dit'm din; Nh¢n thilc vf rili ro du lfch; NhQn thtic v& chdf l11(fng diim dfn. TrCn co 
sJ kCf qud nghiiJn ctiu, nh6m tdc gid df xuii't nhllng khuyt'n nghi nluim cdi thi¢n ch{ii ltl(lng sdn 
phd'm du ljch cUa Thilnh pho' de' hdf1 dii.n va thu hUt khlich du l,ich. 

TU khOa: sdn ph{i
0

m du lich, !Ong trung thiinh, diln1 de'n HU Ni)i 

Summary 
This study employs the theoretical model of consumer behaviour in tourism and the stimulus
response model through the structural equation model - SEM to analyze factors affecting 
tourists' loyalty to Hanoi destination. The outcome points out some j'actors having direct 
and indirect i1npact on their loyalty to Hanoi, sorted in decreasing order of influence, which 
are Satisfaction, Cultural contact, Travel experience, Place attachment, Perceived risks 
in tourism, Perception of destination quality. This finding assists the author in providing 
reconunendations to in1prove the quality of Hanoi's tourism products to attract rnore visitors. 

Keywords: tourism products, loyalty, Hanoi destination 

GIGI THl~U 

Ha NQi Ia cti6m cte'n c6 nhi~u ti6m 
niing !On trong ph3.t tri€n du ljch v6i s6 
lu\1ng ct6 sQ cac di s:ln, di tfch van h6a. 
Tuy nhit:n, tY Ii; kh<ich du ljch quay trO 
1:,i.i Yi~t Nam con kha thip, chi kho3.ng 
I 0%-40o/o (Di~n ctan cip cao du ljch 
Vi~t Nam 2019). Sau kho:lng thbi gian 
2 nam gian doq.n vi dq.i djch, du ljch cta 
c6 nhUng s\f thay ct6i nhit djnh ctti thich 
Ung. Ha NQi dang kh6ng n~itng c:li thi¢n 
chftt Ju'cjng ell.a C<.lC siin ph§.m va djch VI,! 

du ljch. Vind€ d~t ra la hi~u qui ell a cac 
giUi phap du'cJc ctanh gia nhu' the' nao. 

M~t khiic, hi~n nay 0 Vii;t Nan1, cac 
nghien cU'u v~ lbng trung thanh ci'i.a du 
kh<ich c6 kh3. nhi~u, nhu'ng md'i chi du'cjc 
kh<im pha qua Unh httOng clla mQt vai 

nhftn t6 ddn 1e, nhtt: hlnh li.nh di€m de'n, slf hai !Ong 
ci'i.a du khach d6i vdi dibm de'n. Vi v~y, nh6m tac gi3. 
dii 11,l'a chqn nghiCn cU'u v~ cac nhin t6 3.nh httOng de'n 
lbng trung thanh clla du kh3ch ct6i vdi di€m cte'n Ha 
NQi, d~c bii;t Ia trong va sau thO'i kY djch Covid -19. 

ca sCI L v THUYET 

Lbng trung thanh clla kh3ch hang c6 th€ du'qc d!nh 
nghla la "mua hilng nhieu I.in, th<ii dQ tfch c\fc, cam 
ke't 15.u dai, y d!nh tie'p t1,1c lien ke't, quiing cao truy~n 
mi~ng tich clfc" (Sramek, Mentzer va Stank, 2008). 
HQp IY khi nghI rhng, lbng trung thanh trong du ljch 
chung guy c6 lien quan ho~c tttdng du'dng v6i Y dinh 
quay lqi cti€m de'n (Shirley Kuo, 2013). 

Th6ng qua lu'Qc kh<io mQt s6 nghien cU'u trong nude 
v<l qu6c te', nhu': Bang Nguyen Viet va cQng s\f (2020); 
Tuu v<l cQng s\1'(2011); Kuo (2011); Chi va Qu (2008); 
Vada, Prentice va Hsiao (2019); Shirley Kuo (2013), 

*, .. , ···, ····, ·····, Khoa Du ljch va Khilch S?n - Tru'dng D<;ii h9c Kinh te QuOc clan 
Ngi1y nhljn biii: 201412022; Ngily phdn bifn: 101512022; Ngily duyft diing: 161512022 
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HiNH 1: M6 HINH NGHIEN c(iu DE xuAT 

Ctt y'u t<\ inh h"""g d'n !Ong trung llii.nh oil• ~hith du ljch 161 Hi N~I 

~".'._._._ c:~ ... :~y1'1~':·:=1-- '" -
, :;:;·:::;~-t~,!I;··· Hi ~"'"' . .J.!L i "'~"".~ 

~ • H) 
·--""''~ 

II:'•;;;'" ,,,.,;;,;; .• ":;;";,;""'::IK::__1_1:1_-te: '" "~-,~~_:,"~" .i. 1 110 

Ngu6n: D~ xu3t c:Ua nh6m nghien c:Uu 

BA.Na 1: KET QUA KIEM DINH DQ TIN cAv cAc a1EN - Bi€n - Bi(n quan SUt - Bien quan silt 
Nhfin tt'i DQ tin c~y nuan slit •o"i .... "On lai 
c 0.893 4 r 4 

PA 0.894 4 4 
PR 0.851 4 r 4 
p n.i.:4 5 I 4 
EX 0.876 4 0 4 

3 2 3 
0 If 5 2 3 

' 
BANG 2: KET QUA DANH GIA CHAT Lu'QNG 

cAc BIEN QUAN SAT SAU 3 LAN PHAN TiCH EFA 

PA SA "'PR"- -EX - pri ~ ~DL~ 

CC3 .891 
C4 .847 

CCI .777 
CC2 .724 
PA3 .888 
PA2 .874 
PAI . 799 
PA4 .700 
SA2 .956 
SAi .928 
SA3 .854 
PR3 ' .818 
PR2 . .8 7 
PR! .729 
PR4 . .708 
EX3 .905 
EX2 .809 
EX! . .665 
EX4 • .660 
p 2 . .848 
p 3 • .804 

4 .724 
p I .604 
DL5 .865 
DL4 .847 
DL3 .842 
KMO .. 0.890 
Si>'. .. 0.000 
PhttCfn' ~ai trich 67.779o/o 
hieu chinh 0.539 

Ngu6n: Tlnh totin cUa nhOm nghien cUu 
r 

nh6m nghiCn cU'u d€ xufft m6 h1nh nghien cU'u cac ye'u 
t6 <lnh hu'dng de'n lOng trung thanh cUa khach du lich 
de'n Ha NQi nhu' Hinh, g6m: Nh~n thli'c rlii ro clla du 
lich (PR); Nh~n thdc v/3 chfft h.rqng di€m de'n (PQ); 
Tr<li nghi~ffi du ljch (EX); Tie'p xllc van h6a (CC); St! 
hai !Ong (SA); Slf gfin ke't vOi di€m de'n (PA). 

cac giU thuye't du'c;lc du'a ra nhu' sau: 
HJ: Nh~ri thllc rlli ro trong du !!ch c6 tac dQng tieu 

cljc de'n Slf hai !Ong. 
H2: Nh~n thllc v8 chit lu'c;lng di€m de'n 3.nh hu'dng 

tich clfc Ien Slf hai lOng. 
H3: Tr3.i nghi~m du ljch c6 anh hu'dng tich cl,l'c de'n 

Slf hi'li JOng: 
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H4: Tr<li nghi~m du ljch c6 <lnh hu'l°fng 
tlch clfc de'n Slf gfin ke't di€m de'n. 

H5: Tic'p xUc van h6a c6 Unh hudng 
Heh clfc ten Slf hai !Ong. 

H6: Tie'p xllc van h6a c6 tile dQng tich 
clfc Ien LOng trung thanh vOi di€m de'n. 

H7: Slf hai !Ong <lnh hu'dng tich clfc 
de'n St! gftn ke't vdi di8m de'n clia du 
kh<ich du ljch. 

HS: St! hi'li IOng 3nh hu'dng tich ct,tc 
de'n LOng trung thanh vCli di&m de'n clla 
kh<ich du lich. 

H9: sJ gifn ke't vCli di&m de'n <inh 
hu'dng tfch c\fc tdi LOng trung thanh vOi 
di8m de'n. 

Phlfdng ph3p nghi@n cUu 
B3.ng cil.u hOi kh<lo sat kh<lch du ljch 

tdi Ha NQi du'c;lc nh6m tac gi<l tri&n khai 
tit th<lng 01/2022 de'n th:ing 4/2022 va 
nh~n du'<Jc 527 phftn tli' mftu, trong d6 
108 phd.n ti'fm:lu bi lo<.J.i bO va 419 phd.n 
ti'f mi:'iu c6 gi<i tr! phil.n tich. Trang 419 
phie'u hc;lp l~, c6 51 phie'u di~u tra bll.ng 
gia'y du'c;lc di€n du'Oi hlnh tht'.i'c phOng va'n 
cac du kh.:ich nu'Oc ngoai de'n Ha NQi . 

Vc3i dll li~u thu th~p du'c;lc, nh6m 
nghien cd'U si'f dl)ng phu'dng ph<ip ph5.n 
tich th6ng kC m6 ta bl°tng ph5n m@m SPSS 
20 va phil.n tich nhftn t6kh<im ph.:i (EFA), 
phftn tfch nhftn t6 khftng djnh (CFA), m6 
hlnh ca'u trllc hc)i quy (SEM) bl°tng ph5n 
m8m AMOS 24 d~ x<ic djnh va do ht?fng 
m6i quan ht; gilla cac bie'n dQc l~p va ph1,1 
thuQc (Bili vie! sil d{lng ctich vie! srf thi)p 
phdn theo chutin qu6C te). 

KET QUA NG HIEN CUu 

Ki€m djnh dQ tin c{i.y 
KiGm dinh dQ tin c~y c:ic bie'n dQc 

l~p va phl). thuQc cha thiy c:ic thang do 
c6 dQ tin c~y cao. Theo Bang 1, h~ s6 
Cronbach's Alpha t6ng bic"n cUa tfft cii 
cac bie'n d~u > 0.6. BCn C<).llh d6, hi; s{) 
Cronhach's Alpha t11dng quan bie'n tting 
c6 gia tri nhO nha't cUa cac bie'n dQc l~p 
d~u > 0.6. TU d6, cho tha'y cac thang do 
sau khi ph:'in tlch EFA d~u d:i.t dQ tin 
c~y cao. 

Phan ti ch EF A 
Ke't qua d<lnh gi<I chit lu'(;lng cac biC'n 

quan sat sau 3 !5n phil.n rich EFA (Bang 
2), lo<.J.i cllc bie'n c6 h~ s6 tieu chufin < 0.5, 
nh6m tac gi5. thu du'<;fc cac bie'n quan sat 
va mile d{) Jien ke't gilla cac bie'n quan sat 
va bie'n s6 clia lhang do chung trong b<lng. 
C<lc bie'n quan sit SA4, SAS, DLl, DL2, 
PQ5 bi lo<.J.i khOi m6 hlnh nghif:n cU'u. 

Kinh t6 vii Dlf b:\o 



Thitt ke' miiu 
Tfnh hl)i l!J. cila ctic chl so: cac chf 

s6 phu'dng sai !rich (A VE) trung b'inh 
d€u 2: 0.5, nen cac thang do cteu d<).t tfnh 
hQi 11,1. Kc't qua linh h(li l!J ciia c<ic bie'n 
d€u d<).t tieu chufin, chUng tO bie'n ti€m 
ftn m~ trung blnh se gi:li thlch du'<;fc t6i 
thi~u SOo/o bie'n thi€n ciia tll'ng bie'n quan 
sat con. 

Tfnh phlln hi{!t. Gia tr! phiin biet cho 
thfty, tfnh khric bi~t cUa mi)t cfru trtic khi 
so s<inh vd'i cac ca'u trt'.ic kh<ic trong n16 
hlnh. KC"t qua nghien ct1u cho thily, tlnh 
phftn bi~t duqc diim b3.o, vi tit cii c<ic gi<i 
tri phia dU'di dt.tdng cheo d€u nhO hdn gi<i 
trj n~m tren d110'ng cheo tlt. 

Mlle d() llnh htidng clla c3.c yf'u t6 
t6'i slf h3i IOng va IOng trung thitnh v6'i 
di€m de'n Ha Nl)i 

Sau khi d<inh gia va lo<:ti c<ic bie'n 
quan s:it kh6ng dii tieu chuifn, nh6m t<ic 
gi<'i tie'p t1,1c d<inh gi<i mile dQ <inh hu'dng 
cUa cac bie'n dQc l~p tdi bie'n ph9 thuQc 
thOng qua 1n6 hlnh cUu trUc tuye'n tinh 
SEM nhll' Hinh 2. 

D3.nh gi3. tac dl)ng ciia c3.c ye'u to' 
tO:i St! h3i lbng ciia kh3.ch du lich v3 St! 
glin b6 vOi di€m de'n 

Theo Hinh 2, c;ic bie'n: Triii nghi~m 
du Itch (EX); Nh~n thUc hlnh :lnh cha't 
luqng di€m de'n (PQ) va Tie'p x(ic van 
h6a (CC) c6 tac dQng tnfc tie'p tdi Slf h.Ji 
!Ong, vdi P-value < 0.05. Trong khi d6, 
Nh~n thU'c rUi ro du ljch kh6ng tac dQng 
t6'i Slf hS.i lOng do c6 P-value = 0.849 > 
0.05. Theo d6, gia thuye't Hl bj b<lc bO. 
Vdi bie'n Slf gftn ke't v6'i di€m din, Trai 
nghi~m du ljch c6 tac dQng trlfc tiip, vdi 
P-value < 0.05; Slfhai IOng kh6ng c6 t<ic 
dQng t6'i Slf gftn kit vdi di6m de'n, do c6 
P - value Ia 0.495 > 0.05. Theo d6, cac 
gia thuye't H2, H3, H4, HS duqc cha'p 
nh~n, gia thuye't HI, H7 bj b<ic bO. 

D3.nh gi3. tac dl)ng ciia c3.c ye'u to' 
tUi LOng trung th3.nh ciia kh3.ch du lich 

Theo Hinh 2, c<ic bie'n: Slf hS.i IOng 
(SA) vb. Slf gftn kit vdi di6m din (PA) 
cteu c6 tac d(lng trlfc tie'p tdi Lbng trung 
thh.nh vdi P-value < 0.05. Trang khi d6, 
Tie'p xllc viin h6a kh6ng tac dQng tdi 
Lbng trung thanh, do c6 P-vaiue = 0.819 
> 0.05. Theo d6, cac gi<l thuye't H8, H9 
dll'c;1c cha'p nh~n, H6 bj bric bO. 

Ke't qua nghiCn cU'u ci1ng chi ra rang, 
Slf gftn ke't vdi di6m din tac d(lng Heh 
clfc m"1nh hdn tdi Lbng trung thi'i.nh vdi 
di6m de'n, cbn Slf h.Ji !Ong tac dQng yiu 
hdn tdi Lbng trung th.Joh vdi di6m dC"n. 
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HiNH 2: KET Qafi. PHAN TiCH TH6NG QUA M6 HINH 
cAu TRlIC TUYEN TiNH SEM 

Ngu6n: Tlnh to€in cl.ia nh6m nghien cUu 

KET LU,i,N vA KHUYEN NGH! 

NghiCn cU'u dii chi ra cac nhan to' <inh hu'dng trlfc tie'p 
va gi;in tiip din LOng trung thilnh clla du kh<ich d6i vdi 
difm din HU NQi sUp xe'p theo thU' tlf tac dQng giiim 
dftn ta: Slf hh.i lbng; Tie'p xUc van h6a; Triii nghi~m du 
ljch; Slf gfin ke't vdi di8m de'n; Nh~n thli'c vE rUi ro du 
Itch; Nh~n thli'c v@ cha't h.tqng di6m de'n. Tuy nhien, do 
h"1n che' v€ thOi gian cilng nhlf di~u ki~n djch b~nh, ke't 
quii dieu tra chu'a diim baa duqc tfnh d"1i di~n cUa m5.u 
nghien cU'u. 

TU ke't qua nghien cU'u, nh6m t<ic giii dua ra nhii'ng 
khuye'n nght nhll' sau: 

DO'i vUi c3.c doanh nghi~p kinh doanh du ljch 
VJ Slf gdn kft vrJi difm dfn, tlt ke't quii nghien c(i'u 

cho thily, slf gftn ke't vdi ditim de'n Ia ye'u t6 anh hudng 
Jdn nha't de'n lbng trung thh.nh cUa kh<ich du Ijch din HU 
NQi. Ben C"1nh d6, Triii nghi~m du ljch Ia nhftn t6 iinh 
hU'dng ldn nha't de'n Slf gftn ke't vdi diGm de'n. Trang 
tru'Ong hqp nay, cac tr<'ii nghi~n1 tU du khach cftn phiii 
duqc doanh nghi~p ldnh doanh du ljch coi tr9ng. C1,1 
th6, d6i vdi du khach, nhllng triii nghi¢m cUa hQ, khi 
du ljch H.3 NQi chu'a qua "mdi mf:", "dQc ctao", "d<ing 
nhd" va hdn nUa, trong thOi k)' djch Covid-19, tnZ!c dU 
c6ng rac phOng djch cta dll'<Jc chll tr9ng, nhu'rtg vftn cbn 
nhllng triii nghi¢m kem an toh.n. Bi€u nay se g6p phftn 
\Um giiim anh hudng tfch clfc de'n slf gUn ke't vdi di8m 
de'n va lbng trung thilnh tdi Ha NQi clla du khach. 

Theo nh6m nghien cU'u, cac doanh nghi~p kinh 
doanh du !!ch cftn cla d"1ng h6a c<ic djch V\J. v.J siin phffm 
du lich ct€ tao ra cac di8m nhfin du lich nOi b&t cho 
Thallh ph6. ii.do nlla, cac doanh nghi~P nen chU. tr9n& 
va n.t1ng cao hdn ni1a nhi1ng bi~n phap phbng dtch dC 
d3.m biio an toan, cilng nhll' niing cao ni€m tin d6i vdi 
khach du ljch. Ben c<,tnh d6, vi~c dii'y 1n<,tnh c6ng tac 
n~hiCI! ct.tu va phiin Io"1i thj trll'bng kh8.ch du ljc~ Jam 
ti en de cho vi~c xi'iy difng dU li~u du kh<ich Ia dieu v6 
cUng ciln thiit. Cling vdi nhllng c<ich phi'in loi,i.i kh<ich 
du !!ch truy€n th6ng, nhll': phi'in Ioi,i.i theo nhi'in kha'.u 
h9c hay hlnh thUc du ljch, cac doanh nghiep nen chU y 
din vi~c phan loi,i.i di.fa tren cac ye'u t6 h.Jnh vi (vi d\l: 
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f)~c diCm nhu c1iu; SO thich; BQng cd k~o: E>()ng cd 
dfi°y; Lbng trung thUnh trong du ljch). 

VJ stt hiii li>ng, kc't qua nghien cUu chi ra rhng, St! 
hi\i \Ong IU yc'u t6 3.nh hl!d'ng ldn thU 2 dc'n LOng trung 
thanh cUa kh<iCh du ljch tdi Ha NQi. Nghien cU'u cling 
dil chi ra thUnh ph1in ca'u thhnh SJ! hUi lbng JU: Nh~n 
1hUc cha't lu\:1ng diC'n1 dC'n; Tr:li nghi¢n1 du lich cling 
nhttTiC'p xlic v1\n h6a c6 5nh hlflfng tnfc ti6p ldn dt'!n Slf 
hUi lbng va gi3n tiCp tdi LOng trung th3.nh cUa du kh:1ch 
dOi vdi dit1m dCn. Vl v~y. theo nh6m nghit:n cltu, c<'ic 
doanh nghi¢p kinh doanh du ljch cfin chll trc;>ng vi¢c 
c3i thi¢n cha't h.1\fng djch v1;1 hd'n nlla. C9 thb, (j dfiy c<1.c 
doanh nghi¢p kinh doanh du ljch (khtl.ch s~n, nhU hUng . 

. djch VI) tour) can nang cao chfi't lttQng cac djch VI} dC 
Jam Hing SI/ hai !Ong va !Ong trung th3.nh clla du kh:ich. 
Qua d6. m(H djnh hU'dng chie'n lU'()c rO rUng vU 1nang 
tinh lftu dUi dC kh6ng nglrng c:\i thi~n cha't IU'<jng djch 
v1,1. cOng nhU' nh~m d:ip Ung slf mong d()i cUa du kh:ich 
IU hCt slfc c.in thiCt. 

DOi v(li cUc nhii ho(lch dfnh chfnh s3ch 
Tntdc hCt,··can thUc drt'y nhO'ng dlf :in/d~ tUi nghiCn 

c((u c1,1 thC vC hUnh vi tieu dUng. c:ic nhfin 16 3.nh hlfd'ng 
dCn hUnh vi tiCu dUng trong du ljch thlfbng xuyCn. vl 
hJ.nh vi clla kh:ich du ljch st: lhay d6i. 

Chfnh phU ill!n c6 nhO'ng chinh s:ich hQ'p IY d€ qu5ng 
b:i hlnh 3.nh du ljch clla Ha NQi, kh6ng chi JU thU phU 
chinh tri 1113. con IU m(lt dja dit!'m du ljch d:ing dC ghC 
thlim. Tit d6, thUc d:l'y !Ong trung thb.nh cUa kh:ich du 
Jjch khOng chi n(li dja ma ca nude ngoai. 

Dllng trCn g6c dQ qu3n l)', Nha nu'dc 
ngob.i viec xfiy dlfilg c:ic chiCn lu'(,'lc vU 
bi~n ph:ip nht1n khai th:ic t6t tiCn1 nling. 
IQ'i the' cd b3.n ·cho phat trien du ljch th1 
mQt chiCn lU'Q'c Ph:it tri~n bCn vilng nhhm 
b3.o t6n vU b5o vt; c:ic ti'li nguyCn du ljch 
ciing c6 y nghia hc't s((c quan trQng. 

Tit kc't qu3. ilghiCn cllu. nh6m nghiCn 
cllu cho rhng, NhU nU'dc c:in c6 chinh 
s:ich c1,1 thl! trong gi:io dvc. tuyen truyCn 
kip thl'Ji va thu'i'Jng xuyCn vC vai trO clla 
du l!ch dOi vdi SI! ph:it trien hCn vClng clla 
cQng d6ng dfin cU' t;,i.i Ha NQi. RO rang, 
St/ giao tiC'p v!in n1inh. th:in thien. mC'n 
kh:ich clla ngu'i'Ji dftn b:in dja c6 Y nghia 
ldn trong t:,io rii. c3.n1 gi:ic an toi'ln. g~n 
gOi vi'l g6p ph~n IUtn !ling slf hUi !Ong cUa 
kh:ich du lich dCn HU NQi. 

E>~ 11'1~ tang !Ong trung thUnh cUa 
kh:ich du l!ch, c:ic nha ho:,ich d!nh chinh 
sach cOng nl!n c5n nh~c vi(:c thUc drt'y. 
ph:it trien va ind r(lng quy n16 cUa nhUng 
ho:,it dl,'lng van h6a. NCn c6 nhiJng chfnh 
st'ich c1,1 thl! b3o t6n nhi?ng di tich vnn h6a 
ljch slt t:,ii HU N(li. E>~c bi(H, lrong tht'1i k)' 
djch benh. Chinh phll cOng nCn c6 nhli'ng 
chiC'n lu'Q'c dC' dC phOng, xlt I)' nhi?ng tlnh 
hu6ng phllc 1:,ip liCn quan dc'n d!ch b~nh 
c6 thC ph:it sinh.0 
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