
Cac ye'u to' anh hu'O'ng de'n SI/ hai long 
cua du khach do'i voi ch~t lu'<Jng 
djch Vl} du ljch t~i dao Nam Du, 
huy~n Kien Hai, tinh Kien Giang 

T6m ti\t 

LE TRGNG KIEN* 
Dc1 PH~M HOU KHUYfN·· 

NUng cao chat lllr;tng dich V{t du l,ich g6p phdn thu hUr nhiku du khcich aen tham quan li'I mong 
mudn cUa cdc d,ia phitong n6i chung va cUa ddo Nam Du, huyfn Kien Hdi, tlnh KiCn Giang n6i 
ritng. DU lifu nghi&n cliu dtt(fc thu thf)p tlt 200 khtich du ljch nQi dia dO tllng de'n tham quan du 
ljch tQi Nam Du bling phitang phdp phOng vafi !rife tiCj1. KC! qud ur:Jc lttr;tng h6i quy cho th.fly, c6 5 
yt'u tff dnh hui'mg dt'n SI/ hO.i !Ong cUa du khdch dt'n tham quan tr;ii diio Nam Du theo th(t fl/ gidm 
dAn, g6m: Qudn IS· gid cii ccic loµi d.ich vµ; Qudn Ly hu{lng ddn va ph{tc V{l; Qudn !_<·Cd siJ h{l tling 
va htu trU; Qudn !_Van ninh tr(it t{lviI an toiin; Qudn IY djch V{l iin u6'ng, mua sdm vii gidi tri. 

Tit kh6a: qudn lY djch V{l du Zich, SI/ hQi !Ong, du khdch, ddo Nam Du, tlnh Kien Giang 

Summary 
Jmproven1ent of tourism services quality contributing to the attraction of man_v tourists is the 
desire of the locality in general and Nam Du island, Kien Hai district, Kien Giang province in 
particular. Research data was collectedfron1 200 domestic tourists who visited Nam Du island by 
face-tojace interviews. The analysis results also sho~v that the regression model is consistent ~vi th 
the data set. Regression estimation reveals five determinants of tourists' satisfaction with Nam 
Du island, sorted in descending order of influence, y.,·hich are Management n.fprices of services, 
Management of.guidance and services; Infrastructure and accommodation 1nanagement; Security, 
order and saj"ety management; Management of catering, shopping and entertainment services. 

Keywords: management of tourism services, satisfaction, visitors, Nam Du island, Kien 
Giang province 

GIOI THl~U 

Ho<:tt dQng du l!ch Vi~t Nam sau d<:ti 
dich Covid-19 dU c6 nhieu khdi sic va 
d~t dUQ"c nhUng tie'n bQ vii'ng chi1c. Tht;rc 
hi~n t6t chinh s<ich qu:ln l:Y dtch V\l du 
ljch tac dQng 13.m nang cao chilt 111Q"ng 
d!ch vi;i du l!ch, qua d6 g6p phiin niing 
cao si;r hiii IOng cUa du kh<ich. Nam Du ta 
mQt quiin d<'io, c6 21 ctao !On nhO thuQc 
xii An Sdn vll xii Nam Du clla huy~n 
Kien H3.i thuQc tlnh Kien Giang. Nhii'ng 
nam giin day, Nam Du cUng Iii di€m de'n 
thu hilt ngay cang nhii!u 111Qt kh<ich cte'n 
tham quan, kh<im ph<i, tr<'ii nghi~m so vOi 
nhii'ng nam tntOc ctay. Tuy nhii:n, viec 

·TS., TniC1ng Cao d8ng Kien Giang 
•• ThS., Tinh doiin Kien Giang 

ph<it tri€n du ljch cUa Huyen cOn mang tinh t\f ph3t; 
c6ng t<ic dfi.u tu' h<:t tffng du Jjch vU Cd sCJ V~t chit k)' 
thu~t du l!ch cOn thie'u; c6ng tac quan I:Y nhU nl.fdc vi! 
du ljch cOn h<:tn che'; v~ sinh m6i truOng chL.ta d:lm b<'io, 
6 nhif:m m6i trlfOng Cf cac di€m du l!ch chtta dl.fqc khiic 
phl)c tri~t ct€ ... , lil.m 3.nh h11Cing de'n slf hai IOng clla du 
kh<i.ch. Vi the', cftn thie't phiii c6 nhii'n.g dii!u chinh chinh · 
s<ich qu:ln l)i djch v1,1 du ljch, qua d6 nUng cao slf hiii 
IOng cUa du kh<ich de'n tham quan du ljch t<:ti Nam Du. 

cas6'LY THUYET vAMOHiNH NGHIEN CW 

Slf hlli IOng Iii st;( so s<inh clla nhii'ng k)' v9ng vdi 
nhllng tr3.i nghiem (Parasuraman va cQng slf, 1994). 
St;r h3.i IOng clla kh<ich hang 13. tr~ng th.1i tam Iy ma 
kh<ich hiing cJm nh~n vi! mQt cOng ty (t6 chd"c) khi 
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HINH; MO HINH NGHIEN cdu DE xuAT 

Qu3.n ly c<;I s6" h~ t.ing vii hru tru 

Qniln IY dich V\I On ubng, rnna 
s~rn. gi3.i 1ri 

Quoin IYhuOngd~n va ph\IC V\I 

Qu.in IY gii cii cac lo~i d1ch V\I 

S\f hili IOng cUa 
du khlich 

v~ chit hrQ"llg di ch 
,.~du ljch 

l~i <!an Nnm Du 

Ngu6n: TOng hQp cU.a nh6m tiic giil nghien cUu 

nhllng k)' v9ng cUa h9 du'Qc thOa man hoZ}c Ia thOa 
, man vUQt qua slf mong dQi th6ng qua tieu dU.ng siin 
phfi'm hoZ}c d!ch Vl,l (Jain, 2004). Parasuraman va cQng 
s\f (1985, 1988) da du'a ra m6 hinh nghien cllu nhtun 
phfin tich <lnh hudng cUa cac th3.nh phin chit lu'Qng 
djch vv de'n slf h3.i I Ong cUa kh3.ch hang. 

C6 nhi€u nghiCn cUu tqi Vi~t Nan1 chi ra c3.c ye'u 
t6 iinh hu'Ong de'n S\f h;li !Ong cUa du kh<ich a m6i d!a 
phu'dng theo cac hlnh thUc du llch kh3.c nhau. Nguy~n 
Tai PhUc (2010) nghien cllu SI/ hai IOng ci'.ta du khach 
do'i vOi hoqt dQng du ljch sinh th<ii d Phong Nha - Ke 
B<lng. Ke't quii nghien c(tu cho thiy, c6 8 ye'u t6, g6m: 
B6n tie'p va hu'dng d5.n; Gia ca cac djch vv; Djch Vl,l 
thuy€n du ljch; Ciinh quan thien nhien hang dQng; Chit 
h1Qng djch Vl,l :'in nghi; E>ttOng di \<:ti trong hang dQng; 
V~ sinh m6i tntOng~ An ninh tr~t tlf va hang luu ni~m 
deu tac dQng cUng chieu de'n slf h<'ti !Ong clla du kh<i.ch. 
Nghien cUu ci'.ta Lu'u Thanh E>Uc H3.i v3. Nguy~n H6ng 
Giang (2011) cho tha'y, c3.c ye'u t6: Sl,I'tit;:n nghi cUa cd 
sd lu'u trU; Phttdng tit;:n v~n chuycfn t6t; Thai dQ httdng 
dli.n vien; Ngoqi hinh clla httdng dfin vien va H<:t ting 
Cd si'J ph1,1c Vl,l du ljch d€u iinh httdng de'°n Slf h3.i JOng 
ci'.ta du khach. 

Tren cef sO phOng vin 160 du khach, b8.ng u'dc lttQng 
h6i quy bQi, tac gii Nguy~n Tr9ng Nhan (2013) cilng 
chUng minh dttQc cac ye'u t6: Phu'dng tien v~n chuy€n 
tham quan; Djch vv an u6ng, mua sil1n va gi<ii tri; An 
ninh tr~t tlf va an toan 13. nhUng yc'u t6 c6 tac dQng 
m<).nh de'n Slf hai \Ong cUa du khach nQi dja d6i vd'i du 
lich mit;t vtfOn vU.ng £>6ng bhng sOng Clru. Long. COn 
Hu)'nh Thj Thanh H6ng (2017) nghien clru cac ye'u t6 
iinh httdng de'n Slf h<'l.i JOng cUa du khach nQi dja v€ 
chit lttQng dfch vv du I!ch sinh thlli huyen Phong Bi€n, 
TP. Cil:n Thd dff chi ra 3 ye'u t6 3.nh hu'Ong g6m: Slf d<ip 
Ung; Phttefng tit;:n hG'u hlnh va Slf tin c~y. 

Theo Ph:;im Thj Diep H:;inh (2018), c<i.c y€u t6 g6m: 
H1nh iinh di~m de'n va mOi tru'l5ng tlf nhien; H:;i t~ng 
va nhfin vien ph1,1c v9; Tinh tr<.J,ng an ninh <inh hu'dng 
tich clfc de'n St! hai IOng cUa du khllch de'n tham quan 
du ljch tqi PhU Qu6c. 

Hoang Mqnh Diing va Nguyen Minh Trie't (2020) 
da nghien cUu cac ye'u t6 chit lu'~1ng dich vv du ljch 
anh httdng de'n Slf hUi lOng cUa du khach n(li dja tqi 
85.i Sau - TP. Vilng Tau. Ke't quii Ude 11.l'Qng h6i guy 
cho tha'y, cac ye'u t6 iinh hui'Jng tich clfc de'n slf hi'l.i 
IOng cUa du khach bao g6m: Slf clap Ung; Gia ca va 
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thanh toiln; Di€u klen tlf nhien; Slf tin 
c~y; Cd sO v~t chit va Slf dJm b<io. 
Trong d6, ye'u t6 Slf dap Ung du'<Jc cho 
Ia inh hudng m<.J,nh nha't de'n Slf h3.i IOng 
ciia du khach de'n tham quan du ljch t<).i 
Bai Sau - TP. Vilng Tau. 

Tren Cd sd l)' thuye't lien quan v<l dlfa 
vao ke't quli clla cac nghien cli'u d€ c~p 
nCu tren, nh6m tac giii ct€ xu&t m6 hlnh 
nghien clru cac ye'u t6 quiin l)i chit lu'Qng 
djch vv du Jjch .iinh hudng de'n s~r hai lOng 
clla du khach tqi diio Nam Du, huyen 
Kien H3.i, tinh Kien Giang nhu' Hinh. 

DiJ LIEU VA PHUONG PHAP 
NGHIEN CiJu 

Dii' lit;:u thU ca'p dttQc thu th~p th6ng 
qua cdc bao cao cUa UBND huyen KiCn 
H<ii, Sd Du ljch tlnh KiCn Giang, UBND 
tlnh Kien Giang trong giai do<:).n 2019-
2021 ve C3.C Vin d€ qu<in 1)' djcb Vl,l du 
ljch t:).i d<io Nam Du, cac chfnh s3.ch phat 
trien du ljch tqi nefi day. 

DU Heu sd ca'p dU<Jc thu th~p th6ng 
qua khtlo srit du kh<ich sit d1,1ng cac dfch 
v9 du ljch tqi d<l.o Nam Du bhng ciiu h6i 
chuifn bj s5n. NhUng ngu'Oi dlfQc hOi 13. 
nhllng ngu'Oi dff de'n than1 quan du ljch 
tqi d<l.o Nam Du tU 1-2 ngi'l.y. Tren cd 
sO biing ciiu h()i chuffn bi siln, tac gill 
t~p hua'n cho 3 c(lng t3.c viCn Ia can bQ 
Van phOng - Th6ng ke cUa cac xii: HOn 
Tre, Nam Du, An Sdn, nhUng ngttOi nay 
c6 kinh nghiem trong vit;c khilo sat, 
thu th~p s6 lit;:u. vao cac bu6i chi€u 
cac ngay thU 7 va chU nh~t cUa th3ng 
10/2021, cac cQng tac vien ch9n ngfiu 
nhiCn nhii'ng khach dang di tren tau tU 
Nam Du v@ R<_1ch Gia d~ phOng va'n. Cac 
dap vien se hOi trlfc tie'p du kh<ich va 
dien thOng tin v<lo phie'u kh3.o sat chu&n 
bj san. Ke't qui thu ve dttQC 200 phie'u 
kh<io s<it h<Jp le. Dii' lieu dtt<Jc du'a vao 
phfin m€m SPSS d8 xlfl)i. 

KET QUA NGHIEN ciJu 

BQ tin c~y ci'.ta cac thang do dtf<Jc 
d3.nh gi<i th6ng qua kicfm djnh h¢ s6 tin 
c~y Cronbach's Alpha. Ke't quii phan 
tfch s6 Jieu cho thiy, cdc thang do d@u 
c6 he s6 Cronbach's Alpha > 0,6 va 
tu'dng quan bie'n t6ng cUa cac bie'n quan 
sat d€u > 0,3, chUng tO cac thang do d€u 
diim b<lo dQ tin c~y (B<ing 1). 

Ke't qua phan tich nhfin to' kham pha 
(EFA) cUa 24 bie'n quan sat clla cac ye'u 

Krnh te" vii lJlf biio 
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t6 dQc l~p trong 1n6 hinh nghiCn cU\J 
dtt(fc cha tha"y. he KMO = 0,854 > 0.6 va 
c6 y nghia th6ng kC (J mU'c 1 %. Ke't qua 
t6'ng kc't gi3.i thich phU'dng sai chU'ng tO, 
c:1c nhftn t6 du'(fc rUt ra gi:\i thlch dtfQc 
66,4199'0 slf bie'n thien cUa dO' liCu. D6ng 
thbi. ke't qua cling chi ra. c6 5 nhfin 16 
dU'(1c n1t ra vdi c<ic gi:1 trj h¢ s6 nh!l.n 16 
t?ii ell.a 24 bie'n quan s:1t deu > 0.5. chiJng 
10 khOng c6 biC'n quan s<it nao bi lo<Ji bO 
CJ bltd'c phfin tich EFA.' ' 

Phfin tfch h6i quy d~ xcm xt5t mUc 
dQ 3.nh hU'dng clla c:1c ye'u t6 qu:\n I)• 
cha't IU'<;ing djch v1,1 du ljch ttic dQng t.1Cn 
Slf hi'l.i !Ong cUa du khfich t;;ii d&o Nam 
Du, huy¢n KiCn H:li. Kc't qua phfin tich 
(B3ng 3) cho tha'y, R2 di~u chinh = 0,611, 
nghia 13. c:1c bie'n dQc l~p trong m6 hinh 
giD.i thich dtt(1c 61, 1 o/o d6i vdi biCn ph1,1 
thuQc Slf h3.i !Ong: ngo3.i ra, 38,9o/o mllc 
dQ bie"n thien clla Slf hhi !Ong dlf(,fc gi:i.i 
thfch bCli c:ic yc'u t6 kh:ic. , 

KCt qua phlin 1ich phlfdng sai clla mo 
hlnh nghiC:n cUu (B:i.ng 4) cho 1hay, gi:i 
trj F = 63.620 c6 9 nghia th6ng kC Cl mltc 
I%. Dii'!u nay khdng djnh. diJ li¢u thich 
hl;fp vdi m6 hlnh h6i quy tuyCn tinh. 

Kc't qu:i. phlin tich h6i quy (Bang 5) 
chi ra. c:ic ye'u 16, g6n1: Quan l:Y cd sCI 
h:;t tang va lttu trll (HTLT: beta= 0,168); 
Quin !)' djch V\) lin uO'ng'. ITIUa Slim vh 
gidi tri (DAMG: beta: 0,130); Qudn ly 
an ninh tr4t llf va an toan (ITAT: beta= 
Q,(6J); Quan 19 hlfdng dfin Vh phl,IC Vl,I 
(HDPV: beta= 0,213); Quan !y gi~ cd 
cac lo:;ii djch Vl,l (GCDV: beta = 0.453) 
d~u :i.nh ht!lfng cling chi~u d6n SI! hAi 
!Ong clla du kh:ich. Trong d6. ye'u t6 
Quan 1y gi:i c:i. c:ic lo:;ii djch v1,1 (GCDV: 
beta = 0.453) anh hu'lfng m:;inh nha't 
dC'n Slf hhi !Ong clla du kh:ich. KCt qua 
cling cho thfiy, h¢ s6 VIF < 10 va h¢ s6 
Tolerance < 2 lf cac bic'n quan s:it trong 
n16 hlnh. Dil!u nay khdng djnh, chlla ph:it 
hiC:n hi{:n tu'l;fng da c(lng tuyC'n trong 1116 
hlnh nghiCn c(tu. t 

I 
Kff LU~N v'A HAM y CHiNH sAcH 

l 

Kc't qua nghiCn c&u cho tha'y. c6 5 
y6u t6 :i.nh hu'lfng dC'n Slf hi'li Jbng clia du 
kh:ich dCn tham quan t~i dao Nam Du, 
g6m: Quan 19 gi:i ca clic lo:;ii djch v9; 
Quan IY hlldng dfin va ph9c v9; Qu:i.n 
19 cd slf hi;i tting vi\ h.ru tn1: Qu3.n 19 an 
ninh lf~I tlf vh an tolln; Quan 19 d!ch V\l 
an u6ng, mua sllm va giai tri. Trong <16, 
yCu 16 Quan 1y gi:i ca cac lo:;ii djch V\l c6 
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BANG l: Kl~M DINH o¢ TIN CAY THANG DO 

S"rr Thang t1o 
K)' .. H(' st;----; 

hH:u Cronhnch's Alaha' --
t uan IV c<f sll h~ 1~02 vii II.tu tn1 HTLT O,R57 
2 u!n IV dich vu !In u6nl!. mua s~m vO. i!idi trl DA?-.1G 0.887 
3 udn JV an ninh trfit tU' vll un toO.n TTAT 0,813 
4 uan 1(• hU'"n" ddn """ nhuc \•u HDPV 0,837 

5 udn IV rid cd clic loai dich vu GCDV 0.872 
6 Su' hO.i IOn.i:: cUa khdch du ljch 0,848 

BANG 2: MA TRAN XOAY NHAN T6 cAc BIEN o¢c LAP 
..... 

Nh!iii"t6 -· 

'· 2 3 4 5 
HTLTI 0 776 
HTLT2 0808 
HTLT3 0751 
HTLT4 0793 
HTLT5 0.787 

DA?-.1Gl 0 848 
DAMG2 0 717 
DA1-.tG3 0 832 
DAMG4 0,735 
DA1-.1G5 0746 
DAMG6 0 76" 
lTATI 0 741 
TTAT2 0 780 
TIAT3 . • 0 784 
1TAT4 0.807 
HDPVI 0 716 
HDPV2 0 799 
HDPV3 0.779 
HDPV4 0830 
GCDVI 0.786 
GCDV2 0.740 
GCDV3 0 711 
GCDV4 0,783 
GCDV5 0737 

BA.Na 3: KET QUA Ht>I QUY sU D(,ING PHu'dNG PHAP ENTER CllA MO HlNH 

~Ill hlnh- _ K _ ·:·ai - Kl di u chiiih Siii stlChu n ctin 1r8c tliih Ilurhfii-\\'ntson 
I 0788' 0621 0611 040772 2357 

BANG 4: PHAN TfCH PHu'dNG SAi ANOVA TRONG PHAN TfCH H61 QUY 

C1'1t1 hhih. l"Clni:i: hlrih ohitlfn° nae tu' do l'runo hlnh - F - J\1t1c { nohii 
Renrcssion 52 879 5 10,576 63.620 o.ooo~ 

t Residual 32.250 194 0.166 
Total 85.129 199 

BANG 5: KET QUA tt61 QUY 

t"' hl"h 

HC SG' 
.... 

iiC stf 'l'hting k~ -·· I 
chlln chu!i'n h6n t1ii chuti'n h6n t 

J\1t1r f c(inj:! tuy~n 

B Sni .<itl chufi'n JI ctn 
nghia 

l'olcrnncc \'IF .... 
Hhng s6 -0.681 0,307 -2.218 0.028 

HTLT 0,188 0.052 0,\68 3.642 0.000 0,914 l.094 

DAJ\1G O.l 10 0.042 
... _ 

0.130 2.601 0,010 0,781 1.281 

TTAT 0,185 0,055 0.161 3,395 O.()()I 0.867 1.154 

HDPV 0,260 0,062 0,213 4.220 0,000 0,767 J,304 

GCDV 0.464 0.057 0,453 R,203 0,000 0,641 1.560 

Ngu6n: Kit qu6 ph6n llch drt 11e:u cUa nh6m tile gl6 
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iinh hLldng m:.inh nhflt. Tren cd sO ke't qua nghien cUu 
tren, d~ thuh6tthCm nhieu du kh<1ch de'n vdi Nam Du, 
trong thOi gian tOi, cfin thlfc hi~n 1nt)t s6 gi<li phap sau: 

ThU nhiit, Tinh cfin sdm c6 guy hogch cac khu vlfc 
keu gqi dfiu tu' cd sO' lttu trU chit lu\1ng cao, d6ng thOi 
thlfc hi~n t6t vi~c qu<ln IY niem ye't gi<l cii cac lo<:ti 
hlnh djch VIJ du ljch tren dio. Tang cUOng c6ng tac 
ki&m tra chit lu'Qng bang h6a va an toan v~ sinh thl,fc 
phdm. Kien quye't xii lj finh tr:.ing ban hling gi<:'i, hang 
nh.:ii, hftng kem chit lu'Qng, lam 3.nh hUO'ng de'n hlnh 
;lnh di&m de'n du lich. 

ThU hai, chinh.quyen dja phu'dng ciln thl,fc hien t6t 
c6ng tac tuyen truyen cho c:ic chU cd sO kinh doanh djch 
VlJ du l~ch, cac hu'Ong dfin vien va nhftn viCn du l!ch v& 
cac chinh sach ph:ip lu#t clla Nh3. nu'dc lien quan de'n 
ho<J.t dQng du ljch. T6 chUc cac Idp dUo t:.io chuyen vf: 
cung Ung c:ic djch v9 du ljch, tri€n khai cac m6 hinh d!ch 
VJ,l du ljch cha ngu'Oi diin d\a phu'dng, nhu': homestay, du 
ljch sinh th<ii nhllm g6p phfin tang thu th~p. 

ThU ba, tang cu'Ong dftu tu' cd sO' h<:t tilng, c<li t<=)o 
c:ic biii biJn, du'b'ng giao th6ng xung quanh d<lo. Keu 
gQi c:ic t6 chUc, doanh nghi~p ctilu tU' cd sd h:.i tfing, cd 
sd lu'u trll, c<ic djch VlJ vui chdi, gi<ii tri, mua s<'im nhllm 

da d:.ing h6a c::\c lo<.ii hinh djch VJ,l du Jjch 
tren diio. C6 cac chinh s<ich h6 trq d~ 
cac doanh nghiep de'n dfiu tLf Cl1 sO h:.i 
tfing t<:ti cac di€m du ljch. 

ThU tu', xiiy dlf11g Quy che' ph6i hqp 
gii:i'a c6ng an va cUc ngD.nh lien quan. 
Thl,fc hi~n t6t vit;:c trao d6i th6ng tin ve 
tlnh hinh an ninh, tr#t t\( tren d!a ban. 
Thlfc hi~n t6t c6ng t:ic ph6i hqp ki&m 
tra, xi't 15' vi ph<:im. Tel chUc c<ic ldp t~p 
huin vf: kie'n thllc an ninh, an toan, 
phOng ch:iy, chG'a ch<iy cho cac chU cd 
sd kinh doanh dich vu hill tn:i. 

ThU nam, c.hinh ·quyen dja phu'dng 
ciln t6 chUc cac kh6a dao t:.io thie't ke' 
cac san phfim qua lLCu nit;:m mang d#m 
diu a'n dja phu'dng. Cac t6 chUc do3.n 
th& cUa Huy~n n6i chung va ctla xii 
Nam Du n6i rieng ciln c6 nhllng chinh 
s:ich h6 trq, xay di,tng c:ic 1n6 hinh, t6 
chUc cac ho:.it dt)ng cho ngu'di dan dja 
phlfdng, nhfim t<:).O ra cfic s3.n phfi1n dij.c 
thU du ljch.D 
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