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LOI CAM DOAN

T6i xin cam doan rang dé an “Céc yéu t6 anh huong dén long trung thanh cua
khach du lich néi dia, truong hop muine bay resort tinh lam déng” la cong trinh
nghién ctru do chinh ti thuc hién, dudi sy huéng dan cta giang vién huéng dan TS. La
Nit Anh Van. Céc sb liéu, két qua va ndi dung trinh bay trong dé an la trung thuc, duoc
thu thap va xu 1y dua trén cac phuong phap nghién ctru khoa hoc phu hop.

Céc tai liéu, s6 lidu va két qua nghién ciru dugc ké thira tir cdc cong trinh ciia tac
gia khac déu da duoc trich dan 16 rang, day du ngudn gde theo dung quy dinh. Téi xin
chiu hoan toan trach nhiém trudc nha trudng va phap luat vé tinh trung thuc cia noi

dung nghién ctru trong dé an nay.

T6i xin cam doan rang dé an chua timg dugc st dung dé ndp cho bat ky hoc

phéan, dé an hay cong trinh nghién ctru nao khac tai bat ky co s& dao tao nao.

Hoc vién thuc hién

Nguyén Xuan Hanh
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LOI CAM ON

Trong qua trinh thuc hién dé an t6t nghiép voi dé tai: “Cac yéu té anh huong
dén long trung thanh cua khach du lich ndi dia, trudng hgp muine bay resort tinh
1am ddng”, em d3 nhan duoc rat nhiéu sy hd trg va gitp d& quy bau tir cic ca nhan, to
chtrc. Em xin duoc bay to 1ong biét on siu sic dén tit ca nhirng sy hd trg do.

Trudc tién, em xin gui 101 cdm on chan thanh dén Ban Giam hiéu Truong Dai
hoc Phan Thiét, Khoa Quan tri Kinh doanh cuing toan thé quy thay c6 di tan tinh giang
day va trang bi cho em nhiing kién thirc chuyén mon quy bau trong suét qua trinh hoc

tap tai truong.

Dic biét, em xin trin trong cam on TS. La Nit Anh Van va TS. Luong Thi Sao
Bing, nhiing giang vién da tryc tiép huéng dan, ddng hanh va hd tro em xuyén sudt qua
trinh thyc hién dé an tt nghiép. Nhimng gop ¥ chuyén mon va dinh hudng tan tinh tir co

1a nén tang quan trong giap em hoan thi¢n dé tai mot cach khoa hoc va thyc tién.

Em ciing xin giri 101 cam on chan thanh dén Ban ldnh dao Muine Bay Resort.
Trong sudt thoi thue hién khao sat ctia dé an, em da nhan duogc su hd tro tan tinh, tao
diéu kién dé em hoan thanh khao sat mét cach thuan lgi.

Cubi cung, em xin cam on gia dinh va ban be da luén bén canh, dong vién va
tiép thém dong lyc dé em hoan thanh dé an nay.

Mic du di ¢ gang hoan thién voi tinh than nghiém tuc va cau thi, song do han
ché vé kinh nghiém thyc tién va kién thirc, & an chic chian khong tranh khoi nhiing
thiéu s6t. Em rat mong nhan dugc su gop ¥ cua quy thay co dé bai lam dugc hoan thién

hon.

Em xin chan thanh cam on!
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TOM TAT DE AN
Trong bdi canh canh tranh ngay cang gia ting ciia nganh du lich, viéc nang cao
10ng trung thanh cua khach du lich noi dia déng vai trd quan trong ddi v6i sy phét trién
bén virng cua cac doanh nghié€p du lich. Nghién ctru nay dugc thuc hién nham xéc dinh
cac yéu t6 anh huong dén long trung thanh cua khach du lich noi dia tai Muine Bay
Resort, trén co so ké thira va diéu chinh mé hinh SERVPERF két hop véi cac yéu tb

lién quan dén du lich xanh va gia tri cdm nhan.

Nghién ctru st dung phuong phap nghién ctru dinh luwgng va nghién ctru dinh
tinh, v&1 dit 1iéu duoc thu thap thong qua khao sat khach du lich ndi dia da tung trai
nghi¢m dich vu tai Muine Bay Resort. Cac thang do duoc kiém dinh d6 tin cay béng
Cronbach’s Alpha, phan tich nhan t6 kham pha (EFA) va phan tich hoi quy da bién

nham kiém dinh cac gia thuyét nghién ctru.

Két qua phan tich cho thay, trong cac yéu td duoc dua vao mé hinh nghién ctru,
Gia tri dich vu bén vitng cam nhan (PSSV) va Hinh anh diém dén (DI) 1a hai yéu t6 co
anh hudng tich cyuc va cd ¥ nghia théng ké dén 1ong trung thanh cua khach du lich noi
dia. Trong d6, PSSV 1a yéu t6 c6 muc d6 anh huong manh nhat, phan anh xu hudng
khach du lich ngay cang quan tim dén cac gia tri bén virng, trich nhiém mai trudng va
x4 hoi trong qua trinh lya chon va gin bo véi diém dén. Nguoc lai, Kha ning tiép can
diém dén va Chat luong dich vu khong cho thiy tac dong doc 1ap co y nghia thong ké

dén 1ong trung thanh trong boi canh nghién ctru nay.

Dua trén két qua nghién ctru, dé an da dé xuat mot sb giai phap nham ning cao
long trung thanh ctia khach du lich ndi dia tai Muine Bay Resort, tdp trung vao viéc gia
tang gia tri dich vu bén viing cam nhan va xay dung hinh anh diém dén tich cuc. Pong
thoi, nghién ctru cling chi ra cac han ché va dé xuét huéng nghién ctru tiép theo nham

hoan thién va mé rong két qua nghién ctru trong tuong lai.

Két qua nghién ctru ky vong s& dong gop thém co s& 1y luan va thyc tién cho cac

nghién ctru vé 1ong trung thanh ctia khach du lich, dong thoi cung cap nhiing goi y hitu



v
ich cho cac nha quan 1y trong viéc hoach dinh chién lugc phat trién du lich bén viing tai

cac diém dén du lich nghi dudng.
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SUMMARY

In the context of increasing competition in the tourism industry, enhancing
tourist loyalty plays a crucial role in the sustainable development of tourism businesses.
This study aims to identify the factors influencing the loyalty of domestic tourists at
Muine Bay Resort, based on an adapted SERVPERF model integrated with

sustainability-related and perceived value perspectives.

The study employs a quantitative research approach, collecting data from
domestic tourists who have experienced services at Muine Bay Resort. The
measurement scales were tested using Cronbach’s Alpha, followed by Exploratory
Factor Analysis (EFA) and multiple linear regression analysis to examine the proposed

hypotheses.

The results indicate that Perceived Sustainable Service Value (PSSV) and
Destination Image (DI) have positive and statistically significant effects on domestic
tourist loyalty. Among these factors, PSSV exhibits the strongest influence, reflecting
the growing concern of domestic tourists regarding sustainability, environmental
responsibility, and social value when selecting and remaining loyal to a destination. In
contrast, Destination Accessibility and Service Quality do not show statistically

significant independent effects on tourist loyalty in the context of this study.

Based on the findings, the study proposes several solutions to enhance the loyalty
of domestic tourists at Mui Ne Bay Resort, particularly focusing on strengthening
perceived sustainable service value and building a positive destination image.
Additionally, the study acknowledges its limitations and suggests directions for future

research to further improve and expand the findings.

The findings are expected to contribute to both academic literature on tourist
loyalty and practical decision-making for tourism managers in developing sustainable

tourism strategies at resort destinations.
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PHAN MO DAU

1. Ly do chon dé tai

Trong bdi canh canh tranh ngay cang gay gat ctia nganh du lich, khach du lich
duoc xem 13 yéu td quan trong nhit quyét dinh sy ton tai va phat trién bén virng cua
céc co so kinh doanh du lich. Viéc thu hut, duy tri va phat trién luong khach hang
trung thanh khong chi giup doanh nghiép 6n dinh doanh thu ma con tao nén tang cho
loi thé canh tranh dai han. Long trung thanh ctia khach hang khong chi thé hién qua
hanh vi quay lai str dung dich vu ma con théng qua truyén miéng tich cuc va su sén
sang giGi thiéu cho ngudi khac, nhirng hinh thirc quang ba hiéu qua voi chi phi thép.
Ddac biét, trong linh vuc dich vu luu trd cao cép nhu resort, noi trai nghiém va cam
xuc cua khach hang déng vai tro trung tim, 1ong trung thanh cang tré thanh yéu td

mang tinh song con doi voi doanh nghiép.

Trong nhiing nam gén day, dac biét l1a giai doan hau dai dich COVID-19,
nganh du lich Viét Nam ching kién sy thay doi rd nét trong co cau thi truong khéach.
Luong khach du lich quéc té du da c6 dau hiéu phuc hoi nhung van chua dat mirc
tuong duong thoi ky trude dai dich, trong khi d6 thi truong khach du lich néi dia lai
tang trudng nhanh va ngay cang dong vai tro chu lyc trong hoat dong kinh doanh cua
céc co so du lich. Xu huéng nay dit ra yéu cau cap thiét dbi voi cac doanh nghiép du
lich trong viéc nghién ctru sau hon hanh vi, mac d¢ hai long va long trung thanh cua
khach du lich ndi dia nham xay dung cac chién lugc phit hop dé gitt chan va khai thac

hiéu qua nhom khéach hang nay.

Bén canh d6, cling v&i su phat trién kinh té, x4 hoi, thu nhap binh quan cua
ngudi dan Viét Nam ngay cang dugc nang cao, kéo theo sy gia ting nhu cau du lich
nghi dudng, dac biét la nhu cau trai nghiém céc dich vu tai cac khu nghi dudng cao
cap. Khach du lich noi dia hién nay khong chi quan tim dén gia ca ma con chu trong
nhiéu hon dén chat luong dich vu, trai nghiém c4 nhan héa va gia tri cam xic ma
diém dén mang lai. Diéu nay taora ca co hoi 1an thach thirc cho cac resort trong vi¢c

nang cao chat lugng dich vu va xay dung méi quan hé 1au dai voi khach hang.



Muine Bay Resort 1a mdt khu nghi dudng cao cép toa lac tai phuong Miii Ne¢,
tinh Lam Pong dang timg budc khang dinh vi thé trén thi truong du lich noi dia nho
khong gian nghi dudng gan giii thién nhién, dich vu chuyén nghiép va nét dic trung
van hoa ban dia. Tuy nhién, trudc sy thay di nhanh chéng vé nhu cau va ky vong
cua khach du lich ndi dia, cung v&i sy gia tdng cua cac ddi thu canh tranh trong khu
vuc, Muine Bay Resort dang d6i mit véi khong it thach thirc trong viéc duy tri va
phat trién nhém khach hang trung thanh. Do d6, viéc nghién ciru cac yéu té anh huong
dén 1ong trung thanh ctia khach du lich ndi dia s& gitip resort hiéu rd hon ky vong va
hanh vi cta khach hang, tir d6 c6 co so dé xudt cac giai phap quan tri va nang cao

chat luong dich vu phu hop.

Ngoaira, cadc nghién ctru vé long trung thanh ctia khach du lich ndi dia tai cac
khu nghi dudng & Viét Nam hién van con han ché, dic biét 1a ddi voi cac nghién ctru
truong hop cu thé tai khu vuc Miii Né. Vi vay, viéc lya chon dé tai “Céac yéu td anh
huong dén long trung thanh ctia khach du lich ni dia: Truong hop Muine Bay Resort,
tinh Lam Pong” khong chi mang ¥ nghia thuc tién d6i vi doanh nghiép ma con co
gia tri khoa hoc, gop phan bo sung co sd 1y luan va bang ching thuc nghiém cho linh

vuc nghién ctru hanh vi khéach du lich néi dia tai Viét Nam.

Tém lai, 10ng trung thanh cta khach hang 1a mdt tai sdn vo hinh c6 gié tri to
16n, anh huong truc tiép dén hiéu qua kinh doanh, chi phi van hanh va hinh anh
thuong hiéu ciia doanh nghiép du lich. Do dé, nghién ctru cac yéu to anh huong dén
long trung thanh ciia khach du lich noi dia tai Muine Bay Resort 14 can thiét va phu
hop trong bdi canh hién nay.

2. Muc tiéu nghién ctru
2.1. Muc tiéu tong quat

Phén tich cic yéu t§ anh huong dén long trung thanh cua khach du lich noi

dia, tir 46 d& xut mot sd giai phap nhdm nang cao long trung thanh cua khach hang

tai resort.



2.2. Muc tiéu cu thé
Hé thdng héa nhitng van dé 1y ludn lién quan dén cac yéu té anh huong dén

long trung thanh cua khach du lich tai Muine Bay Resort.

Phén tich cac yéu t anh hudng dén long trung thanh ciia khach du lich ndi dia

tai Muine Bay Resort

Pé xuat cac giai phap nham nang cao long trung thanh ctia khach du lich ndi
dia tai Muine Bay resort.
2.3. Cau héi nghién ciru
v' Hé thdng 1y thuyét ndo can nghién ciru nhim nang cao 10ng trung thanh cua
khach du lich noi dia tai Muine Bay Resort?
v Nhiing yéu t6 nao dang anh huong dén long trung thanh ctia khach du lich noi
dia truong hop Muine Bay Resort?
v' Nhiing giai phap nao cé thé nang cao long trung thanh khach hang noi dia tai
Muine Bay Resort?
3. D6i twong nghién ciru, khao sat va pham vi nghién ctru
3.1. Poi twong nghién ctru
Cac yéu t6 anh huong dén long trung thanh cua khach du lich ndi dia,
truong hop Muine Bay Resort.

3.2. Poi twong khio sat

Khach du lich ndi dia tai Muine Bay Resort
3.3. Pham vi nghién ciru
3.3.1. Pham vi ngi dung

Cac yéu t anh huong dén long trung thanh cua khach du lich ndi dia,

truong hop Muine Bay Resort.



3.3.2. Pham vi khong gian
Nghién ctru dugce thuc hién tai Muine Bay Resort phuong Miii N¢, tinh Lam
Déng.
3.3.3. Pham vi thoi gian
Dir lidu so cap duoc thu thap va phantich trong giai doan tir thang 8 dén théng
11 nam 2025.
Dit liéu thir cap tir giai doan 2020 dén 2024.
4. 'Y nghia nghién ciru
4.1. Y nghia Iy luin
Két qua ctia nghién ctru gop phan bd sung vao co s 1y ludn vé cac yéu té anh
hudong dén long trung thanh cta khach du lich ndi dia.
4.2. Y nghia thuc tién
Thong qua dé tai nghién ctru gop phan nang cao long trung thanh cua khach
du lich noi dia tai Muine Bay resort.
5. Két cAu dé 4n
Ngoai phan m¢ dau va két luan, két ciu cua dé an gdbm c6 ba chuong nhu sau:
Chuong 1: Co sé 1y thuyét va mo hinh nghién ctru
Chuong 2: Thyc trang va két qua nghién ctru khéch du lich ndi dia tai Muine Bay

Resort

Chuong 3: Giai phap nham nang cao long trung thanh cua khach du lich ndi dia tai

Muine Bay Resort



PHAN NOI DUNG

CHUONG 1. CO SO LY THUYET VA MO HINH NGHIEN CUU
1.1. Co sé ly thuyét

111, Khdi niém

< Khai niém vé khach du lich

Theo T6 chirc Du lich Thé giéi (UNWTO) 1995: “Khéch du lich 1a nguoi di
dén va luu trd tai nhitng noi nim ngoai moi trudng sdng thudng xuyén ciia ho, khong
qué 12 thang lién tuc, voi myc dich giai tri, kinh doanh hoac muc dich khac khong
phai dé 1am viéc thuong xuyén duogc tra cong tai diém dén.”

Theo Vién Han 1am Quéc gia Khoa hoc My (1963): “Khach du lich 1 nguoi
di xa noi cu tr tir 50 dam (80 km) tr& 1én va & lai qua dém hodc di vé trong ngay vi
muc dich khong lién quan dén cong viéc thuong xuyén.”

Theo Luat Du lich Viét Nam (2017): “Khéach du lich 1a nguoi di du lich, bao
gdm khach noi dia va khach qudc té.”

Tong hop tir cac khai niém trén tac gia diic két rang khach du lich 1 nguoi di
du lich bao gdm ca khac ndi dia va qubc té va khong phai dé 1am viéc thudng xuyén
duogc tra cong tai diém dén.

< Khai niém vé khach du lich ndi dia

Theo luat du lich Viét Nam (2017) cho rang “Khach du lich 1a ngudi di du
lich, sir dung dich vu tai diém dén trong chuwong trinh du lich. Trong d6, khach du
lich nd1 dia 1a cong dan Viét Nam di du lich trong lanh thd Viét Nam.”

T6 chirc du lich thé gidi UNWTO (2008) cho rang “Khach du lich noi dia la
ngudi di du lich trong pham vi quéc gia ma ho cu tr, nhung bén ngoai méi truong
séng thudng xuyén cia ho, trong thdi gian khong qué 12 thang va khéng nham muc

dich duogc tra cong tai noi dén.”



Tir hai khai niém trén ta c6 thé th:?iy khach du lich n6i dia 1a nguoi di du lich
trong pham vi dat nude, 1anh thd cua ho ma khong nham muc dich duoc tra cong tai

noi dén.
¢ Khai niém khach hang

Theo Philip Kotler (2016): “Khach hang 14 c4 nhan hoic t6 chitc mua san pham

hoac dich vu cho muc dich ti€u dung ca nhan hodc cho muc dich kinh doanh.”

Theo Luat Viét Nam (2023): “Khach hang 13 t6 chirc, ca nhan c6 giao dich, str

dung san phém, dich vu cua t6 chire, ca nhan kinh doanh hang hoa, dich vu do.”

Con theo Buttle, F. (2009) “Khach hang 13 tai san quan trong nhét ciia doanh
nghiép, 13 d4i trong ma doanh nghiép can xay dung, duy tri va phat trién mdi quan
hé 1au dai nham t6i da hoa gia tri sudt vong doi khach hang.”

Qua cac khai niém trén tac gia dong tinh v6i khai niém cua Philip Kotler va

Luat Viét Nam do6 1a “Khach hangla t6 chirc, cAnhan c6 giao dich, strdung san phém,

dich vu cua t6 chire, ca nhan kinh doanh hang hoa, dich vu do.”
% Khai niém vé khach hang trung thanh

Theo Oliver (1999): "Khach hang trung thanh 1 nhitng ngudi cé cam két sau
sac trong vi¢c tai mua hodc tai st dung mdt san phém, dich vu yéu thich trong tuong
lai, bat chap nhiing yéu to gay anh hudng tir moi truong hay cac nd lyc tiép thi tir doi

thu canh tranh."

Theo Dick va Basu (1994): "Long trung thanh ctia khach hang 14 két qua cua
mbi quan h¢ tich cuc gifra thai 0 ciiakhich hang ddi voi thuong hi¢u va hanh vi mua
lap lai."

Theo Kotler va Keller (2006): "Khach hang trung thanh 1a nhiing ngudi1 mua

hang nhiéu 1an va luén tng hd thuong hiéu, dong thoi gidi thiéu san pham, dich vu

dé dén nguoi khac."



Theo Griffin (2005): "Khach hang trung thanh 4 nhig ngudi mua san pham
thudng xuyén, thich thuong hiéu, va khong dé bi thu hut boi cac doi thi."

Qua nhitng khai niém trén ta c6 thé thay khach hang trung thanh 13 nhiing
khach hang hay mua san phém cua mdt cong ty, don vi tham chi 1a gidi thi€u, quang
ba cho nhirng nguoi xung quanh va khong dé bi thu hat béi cac doi thi khac néu nhu
san pham cua chung ta luén ludn chat lwong. Khach hang trung thanh trong linh vuc
du lich ciing vay 1a nhitng khach hang luu tri nhiéu lan, giéi thiéu, quang ba cho ban
be nguoi than, ma s€ luon ung hd néu nhu dich vu ching ta c6 sy ddi mai va chat

lugng theo thoi gian.

1.1.2. Khdi nié¢m du lich xanh va moi quan hé giiwa du lich xanh va long

trung thanh cua du khdch

1.1.2.1. Khai niém du lich xanh

Du lich xanh (Green Tourism) 14 loai hinh du lich hudng t6i viéc giam thiéu
céc tac dong tiéu cuc dén moi truong ty nhién thong qua st dung hiéu qua tai nguyén,
tiét kiém niang lugng, giam phat thai va bao vé hé sinh thai, dong thdi gop phan nang
cao loi ich kinh té, xa hoi cho cdng déng dia phuong. Theo Hasan (2014), du lich
xanh nhan manh trich nhiém méi trudng trong toan bd qué trinh cung Umg va tiéu
dung san pham du lich. Duéi goc d6 phat trién bén vimg, UNWTO (2005) cho ring
du lich xanh 1a mot bo phan quan trong ctia du lich bén viing, gép phan dam bao sy

can bang gitra muyc ti€u kinh t€, xa hoi va moi truong trong dai han.

Tai Viét Nam, du lich xanh thuong dugc hiéu la cach tiép can trong phat trién
va quan 1y du lich nhdm bao vé tai nguyén thién nhién, giam 6 nhiém méi trudng va
nang cao nhan thirc ctia du khach vé trach nhiém moi truong, dac bi¢t phu hop véi

cac diém dén du lich nghi dudng va du lich bién.



1.1.2.2.  Moi quan hé giita du lich xanh va long trung thanh ciia du khdch

Long trung thanh cua du khach dugc thé hién théng qua y dinh quay lai diém
dén va sin sang gi6i thiéu cho nguoi khac. Nhiéu nghién ctru cho thdy du lich xanh
c6 mdi quan hé tich cyc v6i 1ong trung thanh cta du khach théng qua cac co ché trung
gian nhu chét luong dich vu cdmnhan, gid tri cAm nhan, sy hai long va hinh anh diém

dén.

Theo Chen (2010), cac hoat dong du lich xanh gép phan nang cao hinh anh
than thién véi moi trudng cta diém dén va doanh nghiép du lich, tir 6 hinh thanh
cam nhan tich cuc va cung ¢ niém tin cta du khach. Khi du khach nhan thire duoc
trach nhi€ém moi1 truong cia doanh nghiép, ho c6 xu hudng danh gia cao gia tri trai

nghiém va mirc do hai long, qua d6 lam gia tang y dinh quay lai trong tuong lai.

Han et al. (2019) cho réng viéc doanh nghi€p du lich thuc hién cac hoat dong
du lich xanh va trach nhiém véi méi trudng, cong dong khong chi nang cao hinh anh
diém dén ma con thic day hanh vi trung thanh cua du khach. Cy thé, nhan thuc tich
cuc vé du lich xanh gitp gia tang su hai long, tir d6 khuyén khich du khach quay lai

va san sang gioi thiéu di€ém dén cho nguoi khac.

Tir céc 1ap luan caa Chen (2010) va Han et al. (2019), ¢6 thé rat ra két luan
chung rang du lich xanh déng vai trd quan trong trong viéc hinh thanh va cang cb
10ng trung thanh cua du khach. Viéc doanh nghiép du lich thé hién trach nhiém d6i
v6i moi trudng va cong dong gitp nang cao hinh anh diém dén, tao ra cam nhén tich
cuc, gia ting gi tri trai nghiém va mirc d6 hai long ciia du khach. Nhing yéu t6 nay
tac dong truc tiép dén y dinh quay lai ciing nhu hanh vi gigi thiéu diém dén cho ngudi
khac, qua d6 khang dinh du lich xanh 1a mot nhan t6 ¢ anh hudng tich cuc dén long

trung thanh cua du khéch.

Déi véi cac khu nghi dudng, viéc trién khai du lich xanh khong chi gop phan

bao vé tai nguyén thién nhién ma con tré thanh yéu t6 khac biét hoa dich vy, giap



nang cao kha nang canh tranh va cung cb 1ong trung thanh cta du khach trong dai
han. Trong bdi canh du lich bén viing ngay cang dugc quan tim, du lich xanh khong
chi dugc xem 1a dinh huéng phat trién cua diém dén ma con 1a mot yéu td anh hudng

dén hanh vi cua du khach.

1.1.3. Vai tro cua long trung thanh

Tang doanh thu va 6n dinh dai hang: Theo Reichheld va Sasser (1990) cho
rang Khach hang trung thanh thudng mua lai nhiéu lan, str dung dich vu thudong xuyén
hon va it nhay cam véi gia ca. Diéu nay gitip doanh nghiép duy tri nguén thu 6n dinh,

giam rui ro ve bién dong thi truong.

Giam chi phi marketing va cham soc khach hang méi: Theo Kotler va Keller
(2016) Chi phi dé thu hut mot khach hang méi thudng cao hon gip 57 lan so véi chi
phi gitt chan mot khach hang hién tai. Do d6, khach hang trung thanh gitp tiét kiém

chi phi tiép thi, quang cdo va khuyén mai.

Tao hi€u ting truyén miéng theo dinh nghia & phﬁn mot chim mot khach hang
trung thanh 13 nhitng khach hang quay lai nhiéu lan hodc gi6i thiéu, quang ba doanh
nghiép dén ngudi khac. Bowen va Shoemaker (1998) ciing noi rang: “Trong nganh
du lich, truyén miéng 1a mot kénh rat hiéu qua, vi du khach thudng tin tudng nhiing
danh gia tir ban be, ngudi than”. Chinh vi vAy khach hang trung thanh c6 thé xem la

dai st thuong hi¢u ctia don vi

Tang kha ning canh tranh, theo Oliver, R. L. (1999) cho rang Trong moi
truong canh tranh cao (nhu nganh luu tra), gitt dugc long trung thanh giap doanh
nghiép duy tri thi phan, tranh bi ddi tha “lay mat” khach, dong thoi nang cao gia tri

thuong hi¢u.

La thude do chit luong va su hai long, khi don vi ¢6 dugc mot tép khach hang
trung thanh nhat dinh, nghia 1a chit lugng ctia don vi ching ta du t6t dé dap ing nhu
cau cua khach, ciing theo Dick va Basu (1994) néi rang long trung thanh 1a két qua

téng hop cua nhiéu yéu td: chat luong dich vy, gia tri cdm nhén, trai nghiém, hinh
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anh thuong hiéu... Vi vay, ddy ciing 1a mot chi s6 quan trong dé danh gia hiéu qua

hoat dong ctiia doanh nghiép.

C6 thé thiy rang long trung thanh c6 y nghia cyc ki quan trong d6i v6i doanh
nghiép kinh doanh dac bi¢t 1a doanh nghiép kinh doanh luu tra, tao dugc long trung
thanh ctia khach hang gitip giam tiét kiém rat nhiéu chi phi dic biét 13 chi phi
marketing va cham s6c khach hang, ddm bdo doanh thu va quang ba dugc thuong
hiéu va cling 1a mot trong nhirng yéu td tac dong dén chat luong dich, vi thé cla

resort.
1.2. Pic diém tam 1y khach du lich ndi dia

1.2.1. Diic diém nghi ngoi gin két
Khach hang mong mudn nghi ngoi, phuc hdi strc khoe 1a cha dao. Du lich nghi

dudng, tham quan két hop thu gidn, tranh xa cong viée va ap luc d6 thi.

Su gan két gia dinh va cac mébi quan hé xa hoi. Nhiéu ngudi chon du lich nhu
mot hinh thire gin két gia dinh, ban be, dong nghiép (dic biét nhom khach doan, cong
ty, gia dinh tré).

Tam 1y trai nghiém, kham pha ngdy cang ting. Mudn kham pha canh dep, vin
ho4 dia phuong. Mot bd phan tré thich “check-in”, trai nghiém mdi la, khéac biét, trai

nghiém theo xu hudng, nhirng trao luu moi la.

1.2.2. Nhay cim vé gid va wu tién “gid tri xieng ding”
Khach ndi dia thuong so sanh gia gitta cac diém dén va uu tién combo tiét
kiém (phong + an + tour). Ho danh gia cao dich vu ¢6 gié tri thuc té, khéng can qua

sang trong nhung phai dang tién.

Chinh vi nhay cam vé gia nén chi can dich vu khong tdt, noi khac c6 gia uu
dai hon ho s& d& dang thay doi diém dén. Viéc git chan khach hang 1a déu hét st
kho khin néu don vi khong mang dén nhitng diéu mai la va gia tri ximg dang cho

khach hang.
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1.2.3. Tam ly tin twong vao trdi nghiém cvua ngwoi khdc
Xu huong cua khach du lich ndi dia trong viéc dya vao danh gia, chia sé va
trai nghiém thuc té cia nhirng du khach di trude (nguoi than, ban be, cong déng truc

tuyén) dé hinh thanh nhan thirc, ky vong va quyét dinh du lich.

Quyét dinh du lich chiu 4nh hudng manh tir danh gia truc tuyén (Booking,

Facebook, TikTok) hodc truyén miéng (word-of-mouth).

Ho dé bi thuyét phuc danh gia, binh luan tich cuc hozc hinh anh dep trén mang

xa hoi. Ho thudng it tin vao quang cdo, tin trai nghiém thuc t&, hinh anh doi thuong.

1.2.4. Dé cao yéu to an toan, vé sinh, sw than thién va trach nhiém xa hi
Xu hudng tam 1y ctia khach du lich ndi dia trong viéc uu ti€én cac diém dén va
dich vu du lich bdo dam an toan ca nhan, vé sinh moi truong, thai o phuc vu than

thién, déng thoi thé hién trach nhiém doi véi cong déng va xa hoi dia phuong.

Sau dai dich, yéu td an toan, vé sinh, trach nhiém x4 hdi, thai d6 nhan vién va
chat luong dich vu 6n dinh tré thanh mdi quan tim hang dau. Tam ly chung: “Khéng
can qué xa hoa, chi can sach s&, an toan va phuc vu tan tam”. Ho lya chon diém dén
it xa rac, khong co6 truong hop chéo kéo, chat chém khach va cé y thirc cong dong

Ccao.

1.2.5. Tam ly trai nghiém “dia phwong hoa”

Khach ndi dija thich 4m thuc dic trung vung mién, van hoa ban dia, chup anh
v6i canh quan thién nhién hodc cong trinh mang tinh biéu twong. Cam giac tu hao,
két néi véi ban sic Viét.

Ho mudn “di dé ké lai”, nghia la trai nghiém phai du dac sdc dé chia sé. Mudn
trai nghiém “doi séng that” ctia dia phuwong. Tranh cac dich vu qua thuong mai hoa.
U thich cho truyén thong, quan dn ban dia, sinh hoat cong dong. Mudn tam rdi nhip

song nhanh, 4p lyc. Huéng dén nhip séng cham, gian di, gan giii thién nhién. Trai
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nghiém céc lang nghé thi cong, 1& hoi ban dia, di chuyén bang phuong tién dia

phuong.

1.2.6. Thoi quen du lich theo mua va nhom
Cao diém 1a mua he (thang 5-8), 18 Tét, va dip nghi cudi tuan dai. Khach du
lich thuong di theo nhom gia dinh, cong ty, hoac ban be, nén cac dich vy nhém va uu
dai combo rat duoc wa chudng. ft c6 thoi quen du lich trai mua, diéu nay tao ra ap luc

qua tai diém dén nhung ciing 13 dic trung pho bién cuia khach noi dia.
Lién hé thuc té khach néi dia tai Miii Né

Miii Né thu hut phan khac khach tam trung tir TP.HCM, Tay Nguyén, Pong
Nai, Binh Duong va mién Béc. Ho wa thich nghi dudng bién, am thyc hai san, va
khong gian yén tinh. Cao diém khach ndi dia tai Mai Né 1a mua he, 18 Tét, vao cubi

tuan tht 6, thir 7.

1.3. Cac yéu té anh huéng dén long trung thanh ciia khach du lich

Dua trén tong quan cac nghién ctru trude ddy, 1ong trung thanh cua khach du
lich chiu anh huéng béi nhidu yéu td khac nhau, trong d6 céc yéu td nay khong ton
tai doc 1ap ma cé mbi quan hé tuong tac chat ché, tdc dong truc tiép hoac gian tiép
dén xu huéng quay lai diém dén va hanh vi truyén miéng tich cuc trong tuong lai.
Long trung thanh cua khach du lich dugc xem la mdt khai ni¢ém trung tdm trong
nghién ctru va quan tri du lich, phan dnh khong chi y dinh hanh vi ma con bao ham
thai 46, cam xtic va su gan bo 1au dai cta du khach doi véi diém dén. Nhiéu hoc gia
cho rang 1ong trung thanh khong don thuan 14 két qua ciamot trai nghiém don 1é, ma
1a san pham ctia qua trinh danh gia tong hop cac yéu té nhu chit luong dich vu, gia
tr1 cam nhan, su hai long, niém tin, hinh anh diém dén, gén két cam xdc, cling nhu
cac diéu kién hd trg trai nghiém du lich nhu kha ning tiép can va dinh hudéng phat

trién du lich bén virng.

Theo cach tiép can truyén théng, chét lugng dich vu dugc xem la nén tang

quan trong trong vi¢c hinh thanh sy hai long va long trung thanh cta khach du lich.
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Mo hinh SERVQUAL do Parasuraman, Zeithaml va Berry (1988) dé xuat cho rang
chét lugng dich vu bao gém nam thanh phﬁn: phuong tién hitu hinh, dg tin cay, kha
ning dap tng, nang luc phuc vu va sy dong cam. Céac thanh phan nay anh hudng dén
nhan thire chit lwvgng dich vu cua du khach, tir d6 tac dong gian tiép dén long trung
thanh thong qua sy hai long. Trong khi d6, Cronin va Taylor (1992) v61 mé hinh
SERVPERF nhan manh hiéu qua thyc hién dich vu thuce té, cho rﬁng chit lugng dich
vu camnhan c6 tac dong truc tiép va manh mé& dén y dinh hanh vi va long trung thanh.
Trong bdi canh du lich, nhiéu nghién ctru thyc nghiém da khéng dinh chat luong dich
vu 1a yéu to tién quyét anh huong dén sy hai long, gia tri cam nhan va cudi cling la

long trung thanh cua du khéch.

Bén canh do, gia tri cdm nhan dugc xac dinh 1a yéu t then chot trong vi¢c giai
thich hanh vi trung thanh. Theo Zeithaml (1988), gia tri cdm nhan phan anh sy ddnh
gia tong thé cua khach hang vé loi ich nhan dugc so véi chi phi bé ra. Cronin, Brady
va Hult (2000) cho réng chét luong dich vu anh hudng tich cuc dén gia tri cam nhan
va sy hai long, tir d6 tac dong dén y dinh hanh vi. Trong du lich, Petrick (2004) ciing
chi ra rang gia tri cam nhan khong chi anh hudng truc tiép dén sy hai long ma con
dong vai tro trung gian trong méi quan hé giita chat luong dich vu va long trung
thanh. Déi v4i khach du lich ndi dia, dic biét trong bdi canh du lich nghi dudng, gia
tri cam nhan cang trd nén quan trong do dic diém nhay cam vé gia va xu hudng so

sanh chi phi, loi ich trudc khi dua ra quyét dinh quay lai diém dén.

Su hai 1ong dugc xem 13 bién trung gian pho bién nhat trong cac mé hinh
nghién ctru vé 1ong trung thanh. Nhiéu nghién ctru cho ring du khach chi hinh thanh
long trung thanh khi trai nghiém du lich dap ung hodc vuot ky vong ban dau. Khi
murc d6 hai 10ng cao, du khach khong chi ¢6 xu hudng quay lai ma con sin sang gisi
thiéu diém dén cho nguoi khac théng qua truyén miéng tich cuc. Ngoai ra, niém tin
vao diém dén thé hién qua sy an tam, tinh nhat quan trong chat lugng dich vu va uy

tin cia nha cung cap dugc xem la yéu tdé quan trong gitip duy tri mo1 quan h¢ lau dai
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giita du khach va diém dén, dac biét trong bbi canh dich vu du lich mang tinh v6 hinh

va rui ro cao.

Céac nghién ctru gan day con mo rong tiép can 1ong trung thanh theo hudng
cam xuc, nhan manh vai trd cta gén két cam xtc va sy gén b6 v6i diém dén. Yuksel,
Yuksel va Bilim (2010) cho rang gan két cam xuc c¢6 anh huong ddng ké dén ca long
trung thanh vé thai do va hanh vi, thong qua sy hai long va cam xtic tich cyc trong
trai nghiém du lich. Tuong tu, Chen va Tsai (2007) khang dinh rang hinh anh diém
dén tich cyc va trai nghiém du lich dang nh gop phan hinh thanh cam xtic yéu thich
va sy gan bo, tir 6 thuc ddy ¥ dinh quay lai va hanh vi truyén miéng tich cuc cta du
khéch.

Trong bbi canh nghién ctru hién nay, kha ning tiép can diém dén ngay cang
duoc xem 1a mot yéu t quan trong anh hudng dén trai nghiém tong thé va 1ong trung
thanh cua khach du lich. Kha nang tiép can khong chi bao gom diéu kién giao thong,
khoang cach, su thuén ti€n trong di chuyén ma con lién quan dén hé théng ha tﬁng,
thong tin du lich va kha ning tiép can ddi voi cac nhom du khach khac nhau. Nhiéu
nghién ctru cho thay kha niang tiép can tt giip nang cao nhan thirc vé chat lugng dich
vu, ting gia tri cam nhan va su hai 1ong, tir 6 tac dong gian tiép dén 10ng trung thanh.
Dbi voi cac diém dén nghi dudng, kha ning tiép can thuan tién con gop phan giam

rao can tam 1y va chi phi, lam tang y dinh quay lai ctia khach du lich né1 dia.

Bén canh d6, du lich xanh va dinh huéng phat trién bén vitng ngay cang duoc
quan tAm nhu mot yéu to anh huong méi dén thai d6 va hanh vi ctua du khach. Du
lich xanh thé hién qua viéc bao vé moi truong, st dung tai nguyén hi€u qua, giam
thiéu tic dong tiéu cuc dén hé sinh thai va thic day trach nhiém xa hoi. Nhidu nghién
cuiu gén day cho rﬁng nhén thtre tich cuc ctia du khach vé cac thue hanh du lich xanh
6 thé nang cao hinh anh diém dén, cung ¢ niém tin va tao ra su gén két cam xtic, tir
d6 anh huong tich cuc dén sy hai long va long trung thanh. Dic biét, di v6i phan
khuc khach du lich nghi dudng c6 xu hudng tim kiém trai nghiém chat lugng va bén

virng, du lich xanh c6 thé tré thanh loi thé canh tranh quan trong cua diém dén.
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Trong bdi canh Viét Nam, nhiéu nghién ctru thuc nghiém ciing cho thay céc
két qua twong ddng. Nguyén Thi Minh Hong (2020) chi ra rang trai nghiém du lich,
niém tin vao diém dén va gin két cam xtc c6 anh hudng truc tiép dén long trung
thanh cta khach du lich ndi dia tai Pa Lat. TrAn Thi Kim Oanh va cong su (2019)
khéng dinh chét lugng dich vu va gié tri cdm nhan 1a hai yéu td c6 tac dong manh dén
su hai long va ¥ dinh quay lai. Mot s nghién ciru trong nudc gan day ciing bat dau
nhan manh vai trd cuia kha ning tiép can diém dén va cac yéu to du lich bén viing

trong viéc nang cao hinh anh diém dén va long trung thanh cta du khéach.

Tong hop céc nghién clru trong va ngoai nude cho thdy 1ong trung thanh cua
khach du lich 1a két qua ctia mot qua trinh danh gia tong hop, trong d6 chat luong
dich vy, kha nang tiép can diém dén, gia tri cam nhan, du lich xanh, su hai long, niém
tin va gin két cam xuc dong vai trd then chét va c6 mdi quan hé tuong tac chit ché
v6i nhau. Trén co sd ké thira va mé rong cadc md hinh nghién ctru trude day, dong
thoi diéu chinh cho phu hop véi bbi canh du lich nghi dudng ciia khach du lich noi
dia tai Muine Bay Resort, nghién ctru nay ky vong xay dung nén tang Iy thuyét vimng
chac dé dé xuat mo hinh nghién ciru va cac gia thuyét vé mdi quan hé giira cac yéu

t6 anh huong dén long trung thanh cta khach du lich.
1.4. Cac nghién ciru lién quan va khoang trong nghién ciru

1.4.1. Nghién ciru nuwdc ngoai
Theo Wang & Li (2023) phan tich 242 nghién ciru x4c nhan 5 nhan t tich cyuc
va c6 anh hudng khéac nhau theo tha ty: Sy hai long, chét luong trai nghi¢m, gia tri
cam nhén, chat lugng cdm nhan, dong co du lich.
Theo Prayag & Ryan (2012) 1ong trung thanh bi anh huéng bai: hinh anh diém

dén, gin bo dia 1y, tim 1y (place attachment), tham gia c4 nhdn, va su hai long.

Theo mo hinh thang do chat luong dich vu (SERVQUAL) cuia Parasuraman,
Zeithaml va Berry (1988) va thang do chat luong dich vu cam nhan (SERVPERF)
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ctia Coin va Taylor (1992) chi ra rang: Dé do ludng chét lugng dich vu gdm 5 thanh

phan: su tin cdy, dap ung, dam bao, dong cam, va phuong tién hitu hinh.

Theo nghién ctru ctia Martinez & Rodriguez del Bosque (2013), trach nhi¢m
x3 hoi cia doanh nghiép anh huong tich cyc dén long trung thanh thong qua cac yéu
t6 trung gian nhu niém tin, sy dong nhat hoa ctia khach hang véi doanh nghiép va su
hai long. Khi khach hang cam thay doanh nghiép c6 dao dic va trach nhiém, ho co

xu hudng tiép tuc ung ho va gidi thiéu doanh nghiép dén ngudi khac.

1.4.2. Nghién cvwu trong nwdc

Theo Nguyen Thi Loan, Vu Mai Anh & Vu Van Tuyen (2023) phén tich & bbi
canh Viét Nam, chét lugng dich vu du lich dong vai tro trung gian gitra sy hai long

va long trung thanh.

Theo Lé Thi Tuyét cing cong su (2014) dé tai: “Nghién ctru sy hai long cua
du khach ndi dia vé chat luvong dich vu du lich tai lang ¢6 Puong LAm” (Tap chi Khoa
hoc Nong nghiép Viét Nam). Xac dinh 7 nhém nhan td anh huong dén su hai long:
nang luc phuc vy, gia ca, van hoa, co sd vat chit, nghé truyén théng, 18 hoi, Am thuec;

~80% khach hai long, nhung can da dang hoa dich vu dé ting 10ng trung thanh.

Theo Nguyén Vin Si (2019) 1ong trung thanh phu thudc truc tiép vao 4 thanh
phan chat lugng dich vu: Do tin cay (reliability), tinh phan hdi (responsiveness), su
dam bao (assurance), va yéu t6 hiru hinh (tangibles), cung véi su hai 1ong cta du

khach.

1.4.3. Khodang tréng nghién ciru
Cac nghién ctru dugc trinh bay & muc nghién ctru trong nudc va nghién ciu
ngoai nudc chu yéu tap trung phén tich 10ng trung thanh ciia khach hang, khach du
lich n6i chung va khach du lich ndi dia néi riéng. Mot sd cong trinh da dugc thyc hién
trong bdi canh cac co sé du lich cu thé, tao nén tang va diéu kién thuén lgi cho viéc

ké thira va phat trién nghién ctru. Tuy nhién, cho dén nay van chua c6 nghién ctru nao
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di sau phan tich 10ng trung thanh cua khach du lich noi dia tai Muine Bay Resort. Day

chinh 1a khoang tréng 1y thuyét ma dé an hudng téi bo sung va lam rd.
1.5. Mo hinh nghién ciru

L.5.1. Mo hinh nghién cvru lién quan
1.5.1.1. Mo hinh nghién cvru nuwé'c ngoai
Mo hinh SERVQUAL (viét tit ctia Service Quality) 1a mot mo hinh do luong
dinh luong duoc sir dung dé danh gia chat lugng dich vu bang cach so sanh gitta ky
vong cua khach hang trudc khi trai nghiém va cdm nhan thuc té sau khi sur dung dich
vu. M6 hinh nghién cttu SERVQUAL (Parasuraman, Zeithaml. A. V va Berry. L
(1988)) gdm 5 yéu td: Yéu td hitu hinh (Tangibles); D6 tin cdy (Reliability); Tinh

phan hoi (Responsiveness); Su dam bao (Assurance); Sy dong cam (Empathy).

Nho sy tinh gon, logic va kha ning tiy bién linh hoat, mé hinh SERVQUAL
da dugc trién khai thanh cong trong céc linh vic nhu ngan hang, y té, gido duc, khach
san, ban 1¢, vién thong... Khong chi 1a cong cu do luong, SERVQUAL con giup
doanh nghiép xay dung chién luoc cai thién chat lwong dich vu va nang cao ning lyc

canh tranh trong thoi dai $6.

Yéu t6 hiru hinh
(Tangibles) (HI) N
D6 tin cay (Reliability) (H2) _
——|  Tinh phan héi (H3) Chat luong
(Responsivenes) * cam nhan
—| Su dam bao (Assurance) (H4) (Perceived
> service
: quality)
| Sudong cam (Empathy) (H5) R
N/

Hinh 1.1. M6 hinh SERVQUAL

(Nguén Parasuraman, Zeithaml. A. V va Berry. L (1988))
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M6 hinh SERVPEREF (Service Performance) 1a mot cong cu dugc st dung dé
danh gia chat lugng dich vy dua trén cam nhan thuc té cua khach hang vé hiéu suét
dich vu. M6 hinh Servperf ciia Cronin va Taylor (1992) ra doi nhu mot sy thay thé
cho mé hinh SERVQUAL. Diém khac biét ¢t 16i cia SERVPERF 14 n6 chi tap trung
vao nhirng gi khach hang thuc su trai nghiém khi st dung dich vu, loai bo yéu td ky
vong ma mo hinh SERVQUAL str dung d¢é tinh toan khoang cach chat lugng. Thay
vao d6, SERVPERF gia dinh rﬁng chét lugng dich vu dugc do luong truc tiép thong

qua muc d§ cam nhan cua khach hang vé€ hi¢u suat thyc hién cua dich vu.

M0 hinh nay thudng sir dung cac yéu td twong ty nhu SERVQUAL dé dénh
gia, bao gdm sy tin cdy, kha nang dap ing, ning luc phuc vu, sy ddng cam va phuong
tién hitu hinh, nhung chi dudi géc d§ cdm nhén thuc té. Nho su don gidn va tap trung
vao hiéu suit, SERVPERF dugc danh gia la hi¢u qua trong viéc nam bit cam nhan
that sy cua khach hang, gitp doanh nghiép dé dang xac dinh va cai thién céc khia

canh can nang cao dé tang sy hai long cia khach hang. cam nhén (Perceived

Yéu t5 hitu hinh (Tangibles) (HD = - ~
(H2)
Do tin cdy (Reliability) > Chit lwong
(H3) o
Tinh phan héi (Responsiveness) > dich vu
(H4) (service
Su dam bao (Assurance) I quality)
- (HS)
S dong cam (Empathy) >
o

Hinh 1.2. M6 hinh SERVPERF
(Nguon Cronin va Taylor (1992))
MB& hinh nghién ctru 10ng trung thanh diém dén cuia Wu (2016) duoc xay dung
nham giai thich co ché hinh thanh 10ng trung thanh ctia du khach quéc té trong bdi

canh du lich toan cau. Theo mé hinh nay, hinh anh diém dén (Destination Image) va
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trai nghiém du lich ctia du khach (Consumer Travel Experience) dong vai tro 1a cac
yéu to tién dé quan trong, tic dong truc tiép dén sy hai long dbi véi diem dén
(Destination Satisfaction). Dong thoi, ca hinh anh diém dén va trai nghiém du lich
cling c6 thé anh hudng truc tiép dén 1ong trung thanh diém dén (Destination Loyalty).
Trong md hinh, su hai 10ng duoc xem 1a bién trung gian then chét, gitp chuyén hoa
nhan thirc va trai nghiém ctia du khach thanh cac biéu hién trung thanh, bao gom y
dinh quay lai va sin sang gidi thiéu diém dén cho ngudi khac. Két qua nghién ciu
ciia Wu (2016) khing dinh rang viéc nang cao hinh anh diém dén va chat lugng trai
nghiém du lich s& gop phan gia ting sy hai long, tir d6 cung cb va phat trién long

trung thanh ciia du khach mét cach bén viing.

Hinh anh diém dén S (H‘r)
(H2) 5
Su hai long o Long trung
- thanh
P
o
Trai nghiém cua du :_.._._»_-;i'.'_‘.".'-'-'-dzl-""'"'_-'“.- Cﬂfﬂ
khach

Hinh 1.3. M6 hinh nghién ctru (Wu 2016)
(Nguon Wu (2016))

1.5.1.2. Mo hinh nghién cvu trong nudc
Dé tai: Cac nhan t6 anh anh hudng dén 10ng trung thanh cua khach hang noi
dia: Truong hop diém dén Pa Ndng (Phan Nguyén Bao Hoang, V5 Thanh Hai, Pham
Xuan Son, Lé Purc Toan, 2023). M6 hinh xac dinh ¢6 7 nhan t6 dén 10ng trung thanh
bao gém: (1) Yéu t6 hitu hinh, (2) Su tin cdy, (3) Su dap tmg, (4) Sy dam bao, (5) Su
dong cam, (6) Gia ca, (7) Su Hai Long.
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Yéu t6 hiru hinh HI

(HH) »
Sur tin cdy H2 A
(TC) :
e ) Sw
S ’ thoa S
Su :11‘;11)' ;“15-’. ' H3 ol ) H7 / Long trung
man: g al thanh
lict N i
= — —_— dich =~ e
Su diam bao H4 B et
» vu
(DB) i
Sy dong cim HS
(bC) *
| Gia ca HE . S—

" (GCO)

Hinh 1.4 M6 hinh nghién ctru cia Phan Nguyén Bio Hoang, V& Thanh Hai, Pham Xuan

Son va Lé B¢ Toan

(Nguon Phan Nguyén Bao Hoang, V5 Thanh Hai, Pham Xuéan Son, Lé DPuc Toan, 2023)
Céc gia thuyét nghién ctru
H1: Nhan t6 hitu hinh (HH) tic dong cuing chiéu dén sy thoa mén ctia du khach.
H2: Sy tin cdy (TC) tac dong cung chiéu dén su thoa mén cta du khach.
H3: Sy dap ung (DU) tac dong cung chiéu dén su thoa man cia du khach.
H4: Sy dam bao (DB) tac dong cung chiéu dén sy thoa man cua du khéach.
H5: Su dong cam (DC) tac dong cung chiéu dén su thoa man cua du khach.
H6: Gia ca (GC) tac dong cung chiéu dén sy thoa min cua du khéach.
H7: Su thoéamén (TM) tac dong cung chiéu dén 10ng trung thanh cua du khach

d6i v6i diem dén.

Pé tai: Cac nhan té anh hudng dén 1ong trung thanh ciia khach du lich: Truong

hop diém dén An Giang (Tran Thi Hang Ni, 2018). M6 hinh nghién ciru bao gom: (1)
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Tai nguyén du lich, (2) Tién nghi du lich, (3) Co s& ha ting, (4) Chat lugng va gia ca

dich vu, (5) HS tro cua chinh quyén.

Tién nghi du lich
Dic diém cd nhén cia
khdch du ljich:

- Gioi tinh

- D) tudi

- Thu nhip

Hinh 1.5. M6 hinh nghién ctru ctia Tran Thi Hang Ni
(Nguén Tran Thi Hang Ni, 2018)

Céc gia thuyét nghién ctru

H1: Tai nguyén du lich c6 anh hudng tich cyc dén 1ong trung thanh cta khach
du lich di v¢i diém dén.

H2: Tién nghi du lich ¢6 anh hudng tich cuc dén 1ong trung thanh cua khach
du lich d6i v¢i diém dén.

H3: Co s ha ting c6 anh hudng tich cuc dén 1ong trung thanh cua khach du
lich d6i voi diém dén.

H4: Chat luong, gia ca dich vu (khach san, nha nghi, quan an udng...) ¢ anh
huong tich cuc dén long trung thanh cua khach du lich ddi v6i diém dén.

H5: Hd trg cta chinh quyén c6 anh hudng tich cuc dén 10ng trung thanh cua

khéach du lich d6i vé6i diém dén.
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1.5.2.  Gid thuyét nghién ciru va mé hinh nghién civu dé xudt
1.5.2.1.  Gid thuyét nghién ciru
Gia thuyét H1, H2, H3, H4, H5: Cac yéu té anh huong dén long trung thanh

cua khach du lich noi dia:

Long trung thanh cua khach du lich dugc xem 1a mdt trong nhirng chi bao quan
trong phan 4nh mic d6 gan bo 1au dai ciia khach hang ddi voi diém dén hoic co so
kinh doanh du lich. Trong bdi canh canh tranh ngay cang gay gt giita cac khu nghi
dudng, viéc xac dinh va do luong cac yéu to anh huong dén 1ong trung thanh ciia
khach du lich ndi dia c6 y nghia quan trong ca vé mit 1y ludn 1an thyc tién. Trén co
s& tong hop cac nghién ctru trude ddy va xudt phat tir dic diém cua thi truong khach
du lich ngi dia tai Muine Bay Resort, nghién ctru nay dé xuét cac gia thuyét nghién

ctru nhu sau:

Kha nang tiép can diém dén dugc xem la mot trong nhiing yéu t6 nén tang anh
huong dén quyét dinh lya chon va quay lai ciia khach du lich. Kha nang tiép can thuan
tién thong qua hé thong giao thong, thoi gian di chuyén hop 1y, thong tin chi dan rd
rang va cac phuong tién hd tro di chuyén sé& gitp khach du lich giam thiéu chi phi
thoi gian va cong stre, tir d6 nang cao trai nghiém téng thé. Khi khach du lich noi dia
cam nhan diém dén dé tiép can va thuén tién, ho c6 xu hudng hinh thanh thai do tich

cuc va sdn sang quay lai trong twong lai. Do d6, nghién ctru dé xuit gia thuyét:

H1: Kha ning tiép cin diém dén c6 anh hudng tich cue dén 10ng trung thanh

cua khéch du lich noi dia tai Muine Bay Resort.

Gié tri cdm nhan phan anh sy so sanh ctia khach du lich gitra 191 ich nhan dugc
va chi phi bo ra trong qua trinh str dung dich vu. Ddi v6i khach du lich noi dia, gia tri
cam nhan khong chi bao gém yéu tb gid cama con la chét lugng dich vy, trdi nghiém
nghi dudng va cac gia tri gia tang di kém. Khi khach hang cam nhén ring nhiing gi
ho nhan dugc xting dang hoac vuot ky vong so véi chi phi da chi tra, mirc d0 hai long

va y dinh quay lai s& gia ting. Trén co s& do, nghién ciru dé xuit gia thuyét:
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H2: Gia tri cdm nhan c6 danh huong tich cuc dén long trung thanh cua khach

du lich ngi dia tai Muine Bay Resort.

Chét lugng du lich 1a yéu t§ then chét quyét dinh mirc d6 hai long va trai
nghiém cua khéch du lich trong subt qué trinh luu tra. Chét lugng du lich dugc thé
hién thong qua chat lugng co s& vat chét, dich vu luu trt, thai do va nang luc phuc
vu cta nhan vién, cling nhu sy da dang va tinh hép dan cua cac dich vu bd tro. Khi
chét luong du lich dugc danh gia cao, khach du lich ¢6 xu huéng hinh thanh cam
nhan tich cuc, din dén y dinh quay lai va gi6i thiéu diém dén cho ngudi khac. Vi vay,

nghién ctru dé xuét gia thuyét:

H3: Chat lugng du lich ¢6 anh hudng tich cuc dén long trung thanh ctia khach
du lich ngi dia tai Muine Bay Resort.

Hinh anh diém dén phan anh téng hop cac nhan thtc, cam xtc va an tuong
ctia khach du lich vé diém dén. Mot hinh anh diém dén tich cuc, doc ddo va khac biét
s& gitip diém dén ghi dau an trong tam tri khach du lich, tir 6 gia ting kha ning lua
chon lai trong tuwong lai. P6i vai cac khu nghi dudng nhu Muine Bay Resort, hinh
anh gin v6i thién nhién, vian hoa ban dia va khong gian nghi dudng cao cip co thé
tao ra loi thé canh tranh quan trong trong viéc xay dung long trung thanh ctia khach

du lich ndi dia. Do do, nghién ctru dé xuit gia thuyét:

H4: Hinh anh diém dén c6 anh hudng tich cuc dén 10ng trung thanh cta khach

du lich ngi dia tai Muine Bay Resort.

Trong bdi canh xu huéng du lich xanh va bén viing ngay cang duoc quan tam,
khach du lich ndi dia ngay cang chu trong dén cac yéu td bao vé moi truong, st dung
tai nguyén hop 1y va trach nhiém xa hoi ciia doanh nghiép du lich. Cac hoat dong du
lich than thién v&i méi trudng khong chi gop phan nang cao hinh anh doanh nghiép
ma con tao cam xuc tich cyc va sy ddng cam tir phia khach hang. Khi khach du lich

nhan thiy resort theo dudi dinh huéng phat trién xanh va bén virng, ho c6 xu hudng
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danh gia cao va gin bo lau dai hon véi diém dén. Tir d6, nghién ciru dé xuat gia
thuyét:
H5: Du lich xanh va bén vitng c6 anh hudng tich cue dén long trung thanh cua

khach du lich ndi dia tai Muine Bay Resort.

1.5.2.2. Mo hinh nghién civu dé xuit
Trén co s ké thira cdc nghién ciru lién quan va khoang trong 1y thuyét da duoc
dé cap, Nghién ciru xdy dyng mo hinh pht hop véi resort dat chuan 4 sao va dat
chtng nhan du lich xanh. Nghién ctru xac dinh cac yéu té anh huong dén long trung
thanh ctua khach du lich ndi dia tai Muine Bay resort bao gém: (1) Kha nang tiép can
diém dén, (2) gia tri cam nhan, (3) chat luong du lich, (4) hinh anh diém dén, (5) du

lich xanh va bén virng.

Kha nang tiép cin diém dén (H1) )
(AOTD) (H2)
— Gid tri cam nhén (PV) * | Long trung
(H3) :
Chit lwong du lich (TQ) > thanh
(H4) (LOY)
_ | Hinh anh diém dén (DI) >
. (H5)
— Du lich xanh va bén viing > \ /
(GAST)

Hinh 1.6. M6 hinh nghién ctru dé xudt
1.6. Phwong phap chon miu va quy mé miu

1.6.1. Phwong phdp chon méu
Trong nghién ctru nay, tac gia st dung phuong phap chon mau phi xac sut,
cu thé 12 phuong phap chon mau thuan tién. Phuong phap nay duoc lwa chon do pham

vi nghién ctru tap trung vao mot diém duy nhat 1a Muine Bay Resort va dbi tuong
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khao sat la khach du lich nd1 dia da truc tiép luu tra tai resort. Do khong c6 danh sach
tong thé day du cac khach hang da luu tri trong tig thoi diém, dong thoi chiu han
ché vé thoi gian va ngudn luc, phuong phap chon miu thuan tién dugc xem 1a phu

hop va kha thi.

Dir liéu nghién ctru duoc thu thap théng qua hai nguén chinh, bao gdm khao
sat truc tiép khéach du lich ndi dia sau khi hoan tat qua trinh luu tra va check-out tai
Muine Bay Resort, va tong hop cac danh gia ctia khach hang trén cac nén tang truc
myén va cac kénh ban hang cua resort. Viéc két hop dir li€u tir trai nghiém thuc té va
phan hdi truc tuyén nham phan anh toan dién cam nhan ctia khach hang trong pham
vi nghién ctru, qua d6 phuc vu cho muc tiéu phan tich cac yéu t6 anh huong dén long

trung thanh cta khach du lich néi dia ddi v&i Muine Bay Resort.

1.6.2. Quy mé miu
Dé dam bao do tin cay cuia két qua phan tich ciing nhu nang cao kha ning khai
quat hoa cho tong thé nghién ctru, quy mé miu dugc xac dinh dua trén cac khuyén
nghi pho bién trong nghién ctru dinh lugng, dic biét 1a dé xuét ciia Hair et al. (2010).
Theo cac tac gia, trong cac nghién ctru st dung phan tich nhan t kham pha (EFA),
phan tich hdi quy hodc mé hinh cdu trac tuyén tinh, s6 lvgng mau tdi thiéu can dat tir
5 dén 10 lan s6 bién quan sat trong bang cau hoi nham dam bao do 6n dinh cia céc

ude lugng thong ké va do tin cdy cua thang do.

Trong nghién ctru nay, bang cau hoi dugc thiét ké véi 30 bién quan sat dai
dién cho cac khai niém nghién ctru. Trén co so do, sb luong mau tdi thiéu can thiét
dugc xac dinh theo ty 1€ k =5, tuong tng véi mire yéu cau tdi thiéu dugc Hair et al.
(2010) dé xuét cho cac nghién ciru c6 md hinh khéng qua phirc tap va thang do da
duoc ké thira tir cac nghién ctru trude. Theo cach tinh nay, quy mé mau t6i thiéu can

dat 1a 150 quan sat (30 x 5).

Tuy nhién, nham tang cuong do tin cdy cua két qua nghién ctru, giam thiéu sai

s6 do bang hoi khong hop 1¢ hodc dir liéu bi loai trong qua trinh xir 1y (chang han nhu
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tra 15 khong day du hodc khong dat yéu cau phan tich), nghién ctru da quyét dinh thu
thap 180 quan sat. Quy moé mau nay khong chi vugt ngudng tdi thiéu theo khuyén
nghi Iy thuyét ma con gép phan nang cao d6 6n dinh cua cac phan tich thdng ké, tir

d6 cai thién tinh thuyét phuc va kha niang khai quat hoa cua két qua nghién cuu.

1.7. Thang do

Trén co sé md hinh nghién ctru: Cac yéu t6 anh hudng dén 10ng trung thanh cia
khach du lich ndi dia, truong hgp Muine Bay Resorttinh Lam D?)ng. chialam 6 nhém
gdm 5 bién doc 1ap va 1 bién phu thudc: (1) Kha ning tiép can diém dén, (2) gié tri
camnhan, (3) chatluong du lich, (4) hinh anh diém dén, (5) du lich xanh va bén ving,
(6) long trung thanh v&i 30 bién quan sat. Cac phat biéu vé cac yéu té anh hudng
duoc xdy dung dua trén thang do Likert 5 diém (1 Hoan toan khong anh hudng; 2
Khong anh huong; 3 Binh thuong; 4 Anh hudng; 5 Rat anh hudng).

Bang 1.1. Thang do gbc

TT NOI DUNG CUA CAC BIEN QUAN SAT NGUON
| KHA NANG TIEP CAN PIEM PEN (ACCESSIBILITY OF THE
DESTINATION)
1 Piém dén d& dang tiép can bang nhiéu phuong tién
2 Chat lugng hé thong giao thong két ndi tot Crouch &
Ritchie
3 Thoi gian di chuyén dén diém dén hop 1y (1999)
5 Ha tang giao thong thuén tién cho du khach
II GIA TRI CAM NHAN (PERCEIVED VALUE)
1 Dich vu nay mang lai gia tri tdt so véi s tién bo ra.
i L . o Zeithaml
2 Dich vu nay xtimg déng voi so tién toi da tra. (1988)
3 Gia tri téng thé cua dich vu rat cao.
11 CHAT LUQNG DU LICH (TOURISUM QUAILITY)
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1 Co s vat chat khang trang, hién dai
2 Dich vu ding cam két, dang chuin
Cronin &
3 Phuc vu nhanh, kip thoi Taylor
(1992)
4 Nhan vién chuyén nghié¢p, tao an tam
5 Quan tdm, thau hiéu nhu cau khach
1A% HINH ANH PIEM PEN (DESTINATION IMAGES)
1 Tai nguyén tu nhién hap dan
2 Khi hau dé chiu
3 Co s luu tra da dang va chit lugng
4 Hé thong giao thong thuan tién Beerli, A.
] & Martin,
5 Muc gia hop 1y J. (2004)
6 An ninh, an toan
7 Con nguoi than thién
8 Moi truong sach dep
vV DU LICH XANH VA BEN VUNG (GREEN AND SUSTAINABLE
TOURISM)
1 Khach san nay nd luc bao vé méi truong tu nhién.
2 Khach san ndy giam thiéu rac thai va 6 nhiém. (Hasan
3 Khéch san nay str dung tai nguyén hiéu qué (nudc, nang luong). 2014)
4 Khéch san nay c6 trach nhiém véi moi trudng.
VI LONG TRUNG THANH (LOYALTY)
1 T6i ¢6 ¥ dinh tiép tuc lua chon diém dén nay
2 T6i s& wu tién diém dén nay trong t lai
01 s€ uu tién diém dén nay trong tuong lai Oliver
T S ST s 1999
3 To61 san sang gidi thiéu di€ém dén nay cho nguoi khac
4 T6i ¢6 cam xuc gan bo véi diém dén nay
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Bang 1.2. Thang do dé xuat

TT NOQI DUNG CUA CAC BIEN QUAN SAT Ki HIEU
| KHA NANG TIEP CAN PIEM PEN (ACCESSIBILITY AOTD
OF THE DESTINATION)
1 Muine Bay Resort nam gan cac di tich, thang canh ndi tiéng va AOTDI
de dang tiép can.
2 D@ dang tiép c4n Muine Bay Resort bing mang lugi giao thong AOTD2
da dang.
; Gia di chuyén tir diém khoi hanh chinh (san bay, thanh ph 16n) AOTD3
dén Muine Bay Resort 1a hgp 1y
4 Thoi gian di chuyén trung binh tir c4c diém khdi hanh chinh AOTDA4
(san bay, thanh pho 16n) dén Muine Bay Resort 1a hop 1y
5 Bai dau xe cia Muine Bay Resort 1a du va thuan tién AOTDS
11 GIA TRI CAM NHAN (PERCEIVED VALUE) PV
1 Muine Bay Resort mang lai cho t6i gié tri tong thé tot. PVI
T6i khong gip nhiéu kho khin trong qua trinh du lich tai Muine
2 PV2
Bay Resort
3 Ky nghi tai Muine Bay Resort 1a mét trai nghiém dang tién PV3
Ky nghi tai Muine Bay Resort mang lai cho t6i cam giac vui vé
4 T PV4
va hai long.
T6i cam thay yén tam khi sir dung dich vu tai Muine Bay
5 PV5
Resort.
11 CHAT LUQNG DU LICH (TOURISUM QUAILITY) TQ
1 Dich vu dugc cung cép nhu cam két TQI
2 Céc yéu cau dugc xir 1y hiéu qua va nhanh chong TQ2
3 Nhan vién c6 chuyén mon tot, lich sy va chuyén nghiép TQ3
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4 Trang thiét bi, co s& vat chat hién dai va phong sach s& TQ4
5 Hb boi, khu vui choi, cac tién ich chét lugng TQS
6 Nha hang da dang mén va chét luong TQ6
1A% HINH ANH PIEM DPEN (DESTINATION IMAGES) DI
Muine Bay Resort C6 céac tour dé két ndi véi cac dia diém du
1 . x. .. % ) 4 DI1
lich ndi tiéng cua dia phuong
Muine Bay Resort Co nhiéu hoat dong vui choi - giai tri da
2 . 7 , DI2
dang va goc chup anh dep
Muine Bay Resort c6 khuon vién xanh, sach, canh quan dep va
3 N DI3
hai hoa
4 Muine Bay Resort C6 bii bién riéng va tim nhin dep DI4
Muine Bay Resort 1a mot diém dén an toan va hap dan cho du
5 , DI5
khach
v DU LICH XANH VA BEN VUNG (GREEN AND GAST
SUSTAINABLE TOURISM)
1 Muine Bay Resort 1a mot diém dén xanh GASTI
) Mglne l}ay Besor‘t st dung san pham, nguyén vat li¢u than GAST?
thién véi moi truong
Muine Bay Resort st dung céc phuong tién xanh (xe dién, xe
3 . GAST3
dap tre) phuc vu khach.
4 Muine Bay Resort ton trong va quang ba van hoa ban dia. GAST4
Chung nhan xanh Vita Green cua resort lam t6i tin tudng vao
5 A ey , GASTS
hoat dong moi trudong cua ho.
VI LONG TRUNG THANH (LOYALTY) LOY
1 Toi san sang quay lai Muine Bay Resort trong twong lai. LOY1
) Muine Bay Resort s& 1a lya chon wu tién cua toi khi du lich ¢ LOY2

Miii Né.
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3 ToA1 san sang gidi thiéu Muine Bay Resort cho ban be va nguoi LOY3
than.
4 T6i san sang danh gia tich cuc vé Muine Bay Resort LOY4

1.8. Bang khdo sat
Bang hoi hay phiéu diéu tra 1a mot k§ thuat co cdu trac nham thu thap thong
tin hay dir li¢u dua vao hé théng cac cau hoi danh cho mot doi tuong nghién ctru
nhat dinh (Malholtra, 1999). C6 hai loai bang héi co ban 1a bang hoi phong van
sau danh cho phuong phap nghién ciru dinh tinh va bang hoi diéu tra khao satdanh
cho phuong phap nghién ciru dinh lwong. Nham dat dugc muc tiéu nghién ciru, tac
gia xay dung 2 loai bang héi 14 (1) cau hoi phong van sadu nham muc tiéu kham
pha tim hiéu cac yéu td va thang do cho cac yéu td dé cap; (2) bang hoi diéu tra
khao sat 1a bang hoi chinh thirc danh cho khach hang ndi dia cia Muine Bay Resort
nham kiém dinh mtrc d6 anh hudng cia cac yéu té dbi véi long trung thanh cta
khéach ndi dia tai Muine Bay Resort.
Dua trén nhitng gop ¥ ctia chuyén gia va md hinh nghién ctru dé xuét, nghién
ctru tién hanh 1ap bang khao sat. Bang cau hoi phong van chuyén gia va danh sach
chuyén gia dugc trinh bay tai chwong 1 muc 1.7.

Béang 1.3. Bang khdo sat

MUC DO HAI LONG
Ki . . Hoan | Khéong | Binh | Pong | Rat
HIEU CAU HOI toan dongy | thuwomg |y dong
khong y
dong y
KHA NANG TIEP CAN PIEM DPEN
BT1 Muine Bay Resort n%m g?ln cac
di tich, thang canh noi tiéng va
de dang tiép can.
BT2 D¢ dang tiép can Muine Bay
Resort bang mang ludi giao
théng da dang.
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BT3

Gia di chuyén tir diém khoi
hanh chinh (san bay, thanh phd
16n) dén Muine Bay Resort 1a
hop ly

BT4

Thoi gian di chuyén trung binh
tir cac diém khéi hanh chinh
(san bay, thanh phé 16n) dén
Muine Bay Resort 13 hop 1y

BTS5

Bai dau xe ciia Muine Bay
Resort 1a du va thuén tién

GIA TRI CAM NHAN

BT6

Muine Bay Resort mang lai
cho to1 gia tri tong thé tot.

BT7

T6i khong gip nhiéu kho khin
trong qua trinh du lich tai
Muine Bay Resort

BT8

Ky nghi tai Muine Bay Resort
1a mot trdi nghiém dang tién

BT9

Ky nghi tai Muine Bay Resort
mang lai cho t6i cam gidc vui
vé va hai long.

BT10

T6i cam thiy yén tam khi st
dung dich vu tai Muine Bay
Resort.

CHAT LUQNG DU LICH

BTI11

Dich vu duogc cung cép nhu
cam két

BTI12

Céac yéu cau duoc xu ly hiéu
qua va nhanh chong

BTI13

Nhan vién c6 chuyén mon tot,
lich sy va chuyén nghiép

BT14

Trang thiét bi, co s¢ vat chat
hién dai va phong sach sé

BT15

Ho boi, khu vui choi, cac tién
ich chat lugng

BT16

Nha hang da dang mén va chat
luong

HINH ANH DPIEM DEN
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BT17

Muine Bay Resort Co céc tour
dé két noi vaoi cac dia diém du
lich n6i tiéng cua dia phuong

BTI18

Muine Bay Resort Co nhiéu
hoat dong vui choi - giai tri da
dang va goc chup anh dep

BT19

Muine Bay Resort c6 khuon
vién xanh, sach, canh quan dep
va hai hoa

BT20

Muine Bay Resort C6 bai bién
riéng va tam nhin dep

BT21

Muine Bay Resort 1a mot diém
dén an toan va hap dan cho du
khéch

DU LICH XANH VA BEN VUNG

BT22

Muine Bay Resort 13 mot diém
dén xanh

BT23

Muine Bay Resort st dung san
pham, nguyén vat liéu than
thién vdi moi trudong

BT24

Muine Bay Resort str dung cac
phuong tién xanh (xe dién, xe
dap tre) phuc vu khach.

BT25

Muine Bay Resort ton trong va
quang ba van héa ban dia.

BT26

Ching nhan xanh cua resort
lam t6i tin tudng vao hoat dong
moi truong cua ho.

LONG TRUNG THANH

BT27

Toi sdn sang quay lai Muine
Bay Resort trong tuong lai.

BT28

Muine Bay Resort s¢€ 1a lua
chon uu tién cua toi khi du lich
0 Mili Né.

BT29

Toi sdn sang gidi thiéu Muine
Bay Resort cho ban b¢ va
nguoi than.

BT30

Tbi san sang danh gia tich cuc
veé Muine Bay Resort
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TOM TAT CHUONG 1

Chuong 1 da trinh bay cac 1y thuyét nén va cac hoc thuyét c6 lién quan dén
muc tiéu nghién ctru ctia dé tai bao gom: Cac khai niém lién quan dén du lich va long
trung thanh, néu 1én vai trd cua long trung thanh, cac yéu td anh huong dén 10ng trung
thanh va tdm 1y ctia khach du lich ndi dia, gia thuyét nghién ctru va mo hinh nghién
ctru. X4y dung mo hinh d& xut va gia thuyét, xdy dung thang do va bang khao sat.
Pay 1a nén tang cho phan phén tich thuc trang tai Muine Bay Resort (chuong 2) va
dé xuét giai phap (chuong 3)
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CHUONG 2. THUC TRANG VA KET QUA NGHIEN CUU
KHACH DU LICH NOI PIA TAI MUINE BAY RESORT

2.1. Téng quan Muine Bay Resort

2.1.1. Lich sir hinh thanh va phat trién

Vi tri: Toa lac tai khu phé 14, duong Ho Xuan Huong, Miii N¢, Lam Déng.

rif

GIENG TRIENG

e THUAN/DIEN © Nha Tha Gido @ chu
““““““ WX Kim Ngoc

lelelelelelele

sty PHU THUY
Tp. Phan Thiét

Hinh 2.1 Vi tri Muine Bay Resort
(Ngudn: Tac gia)

Tén cong ty: Cong ty C6 phan Bén Thanh Miii Né (Muine Bay Resort)

Tru sé chinh: Khu phd 14, Phudng Miii Né, Thanh phd Phan Thiét, Tinh Binh
Thuan, Viét Nam.

Vén diéu 1¢: Von diéu 1é theo gidy dang ky doanh nghiép thay doi lan 6 ngay
07/07/2017 12 142.160.000.000 dong (Bang chit: Mot trim bén muoi hai ty mot trim

sau muoi tri¢u dong).
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Hinh 2.2 Bang d6 Muine Bay Resort

(Nguén: Muine Bay Resort)
Lich sir hinh thanh ciia Cong ty C6 phan Bén Thanh - Mili Né
Nim 2000, Cong ty Luong thuc Binh Thudn quyét dinh xay dung va thuc hién
dur 4n “Lang Du lich D ngoai Siva — Miii Né” v6i quy mé dat chudn 2 sao, gdbm 70
phong nghi va sirc chira khoang 500 khach 1éu va chinh thirc di vao hoat dong nam
2002.
Pén thang 06/2004, Cong ty trach nhi¢m hiru han Du lich Siva — Miii N¢é duoc
thanh 13p v&i1 03 thanh vién sang lap:
> Tong cong ty Luong thuc Mién nam,
> Tong cong ty Bén Thanh,
» Cong ty Vietravel.
Trén nén tang ctia Lang du lich dd ngoai Siva — Miii né, cac nha dau tu quyét
dinh dau tu xay dyng khu du lich méi dat chuan 4 sao.
Pén thang 01/2007, Cong ty tién hanh L& khoi cong thyc hién du 4n Siva Ml
N¢é Resort voi1 quy mo:

Tong dién tich dat: 12,5 hecta (gdm ca Pao Hon Lao).
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Giai doan 1: xay dung khu Resort mang ding cap 4 sao, gdm khu
Building 73 phong, 32 cum Bungalow va hé théng cac dich vu di kém nhu Nha hang,
hod boi, spa, san tennis...

Giai doan 2: Xay Biét thy dé ban.

DPén nam 2008, dé thu hut von dau tu phat trién du an. Cong ty dd mo rong
thém nhiéu nha dau tu méi va dén thang 04/2008, cong ty doi tén: Cong ty CO phan
Bén thanh Miii Né.

Pén thang 10/2010: Hoan tit Phan ky 01- Giai doan 01 v6i cong trinh Muine
Bay Resort véi téng thé kién tric canh quan doc déo, an hién sic mau van hoa Cham

gom:

» Khu Building 73 phong

A\

Khu Bungalow 32 phong nghi huéng bién cao cap.
> Cac san pham dich vu di kém: Nha hang, quy bar, Spa, dich vu giai tri
trén bién.

= Tat ca cac san pham dich vu déu xay dung theo tiéu chuan 4 sao quoc

» Nghi¢m thu toan bg cong trinh va dua vao st dung tir 01/10/2010.
> Ngay 21/12/2010, L& ra mit Khu du lich Muine Bay Resort.

Sau 8 nam hoat dong tir ndm 2010 dén nim 2018 Muine Bay Resort di tro
thanh mot trong nhiing thuong hi¢u noi tiéng trén thi trrong du lich tai Binh Thuén
va dat duoc nhiéu giai thudng 10n trong nganh du lich nhu Béng Sen Xanh, Thuong
hiéu Doanh Nghiép Bén viing qua cic nim, Toa nha ning luong, Khach san 4 sao
hang dau Viét Nam. ...Nhirng thanh tyu dat dugc ngay hom nay chinh 1a su no luc
khong ngung cua doi ngli quan ly va nhan vién cua Muine Bay qua tung nam.

Théang 06/2018 danh diu mot cot mbe quan trong cua Muine Bay Resort, du
an m& rong Khu du lich Siva - Miii N¢, Phan ky 2 - Giai doan 1 chinh thirc dugc khoi
cong. Trong vong 16 thang du 4n di hoan tat viéc nghiém thu ky thuat dé dwa vao

chay thu.
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Ngay 15/12/2019 Phéan ky 2 — Giai doan 1 cua dy an m¢ rong KDL Siva -
Mili Né chinh thirc di vao hoat dong. Van hanh hop khoi phan ky 1 va phanky 2 —
Giai doan 1. Nang tong co s6 phong toan khu nghi dudng 1én 212 phong.

TAm nhin: “Muine Bay Resort s& trd thanh mot trong nhitng khu nghi dudng

dat dang cap hang dau tai Viét Nam”
St ménh “Mang dén su can bang va thing hoa cho ngudi thanh dat”.

Email: info@muinebayresort.com

Hotline: 0252.222.0222

Logo:

Muine Bay
R (Ngudn: Muine Bay Resort)

Hinh 2.3 Logo Muine Bay Resort

2.1.2.  Cic sin pham va dich vu
2.1.2.1. Dich vu luu tru
Muine Bay Resort cung cdp cac dich vu luu tra cao cdp voi tong cong 212
phong nghi dat tiéu chuan 4 sao bao gém cac hang phong:

Bang 2.1. S6 lugng hang phong

Hang Phong Muine Bay Resort

Bungalow

Hang Phong Muine Bay Resort

Sé Lu(.),ng Family Suite =
b hY 4
Hang phong phong i - Superior .
SupeI'lOI' 54 Famllyaie:c e m Deluxe
m Oceanpanorama

DGthe 6 1 = Family:aéc limg

Oceanpanora ) )
Oceanpanorama 49 - R
Family géc liing 7
Family Suite 9 o )
Bungalow 32 Biéudo 2.1. SO lugng hang phong
Téng cong 212 (Nguon Muine Bay Resort)
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2.1.2.2. Dich vu dm thuc

C6 hai nha hang d6 1a nha hang champa va nha hang hoa st

Nha hang champa Ia nha hang chinh phuc vu ca ngay con nha hang hoa st sé
duoc mé néu sb luong khach dong.

Nha hang: phuc vu cdc mén an A —Auda dang, két hop tinh hoa 4m thyuc Viét
Nam va qudc té, trong khong gian hién dai, gin giii thién nhién.

Pool Bar: nam canh hd boi ngoai tro1, phuc vu thic uéng va d6 an nhe, thich
hop dé thu gidn cung ban bé hoic gia dinh.

2.1.2.3. Dich vu b6 sung
Hb boi ngoai tryi: Gom 3 hd boi duoc thiét ké hai hoa voi khong gian xanh,

mang lai cam giac thu thai tuyét doi.

Khu Spa: cung cip dich vu massage va liéu phap cham soc co thé chuyén

nghiép, gilip tai tao nang lwong va giam cang thang.

San tennis va san pickleball: trang bi ti€u chuén, phuc vu nhu cu luyén tap

thé thao, nang cao sirc khoe.

Khu gidi tri trong nha va ngoai tro1i: cung cap céc tro choi giai tri nhu bi lac,

bida, karaoke, phong gym, nha banh cho tré em, t6 tuong, cau treo...

Dich vu dua don & dit tour: ho trg du khach dé dang kham pha céac dia danh

noi tiéng tai1 M1 Né va khu vuc 1an can.
Phong hoi nghi: cung cip khong gian 1am viéc, hoi hop, trién lam.. .

Bai d6 xe mién phi, wifi toan khu, dich vu 18 tan 24/7, giat 1a, cing minimart...

dugc bd tri thuan tién, dam bao su thoai mai va tién nghi tdi da cho khéach luu tra

Goc lang nghé bao gom: 1am gom, tranh cat, dét vai... nham gidi thi¢u ban sac

van hoéa ving mién dén khach du lich bon phuong.
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2.1.3.  Co cdu té chirc
Cong ty c6 co cdu td chire rd rang, bao gém cac phong ban chinh nhu:
» Phong Kinh doanh
Phong Hanh chinh Nhan sy
Phong Tai chinh Ké toan
Bo phan L& tan
B6 phan Nha hang
Bo phén Spa
Bo phan K¥ thuat
B6 phan Dich vu bién
Bo phan Canh quan.
B6 Phan Bép

YV V V V V V V V VY

» Bo Phan Housekeeping
Céac phong ban nay hoat dong phéi hop nhip nhang, dam bao sy tron tru trong

hoat dong kinh doanh va duy tri chat luong dich vu cao.
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Hinh 2.4 So db tb churc

(Ngudn Muine Bay Resort)

2.1.4.  Pdic diém ciia dia ban phwong Miii Né
2.1.4.1. Pdc diém tw nhién
Vi tri dia ly: Miii Né nam ¢ phudng Miii N¢, tinh Lam Pong, thudc ving duyén
hai Nam Trung BJ.

Khi hau: Thudc ki€u nhiét doi gio mua — khé ndong quanh nam, it chiu anh

hudng cua bao.
Nhiét d trung binh: 26-27°C, nang 4m hau nhu quanh nam.
Hai mua 1o rét:

Mua kho: tir thang 11 dén thang 4 nam sau — thoi tiét dep nhat, troi trong

xanh, it mua, bién lang, rat thich hop cho tdm bién, nghi dudng va thé thao nudc.
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Mua mua: tir thang 5 dén thang 10 — c6 mua rao ngan, song khong kéo dai

nhu mién Bic hay mién Trung, van thuan loi cho du lich.

Khi hau kho néng 6n dinh, c6 thé du lich gﬁn nhu quanh nam.

Mot sb thang (7-9) c6 gio to, bién dong nhe, anh huong dén tim bién hodc

tour cano.

2.1.4.2. Pdc diém kinh té - xa hi

Du lich 1a nganh kinh té chu dao tai Miii Né: Vung ndy dugc quy hoach 1a

“Khu du lich quéc gia Miii Né” véi dién tich khoang 14,760 ha (bao gém ca phan

thuoc Phan Thiét, Bic Binh, Tuy Phong) dé phat trién thanh khu du lich qubc té.

Miii né dugc ménh danh 1a “tht do resort” va1 hang tram resort 16n nhé mang

dén nhitng trdi nghiém day thu vi cho du khach bén phuong.

Co sé ha ting d4 va dang dugc dau manh nham tang lién két ving thuc day du

lich nhu: Cao tbc Dau Gidy — Phan Thiét, San bay Phan Thiét. ..

Bén canh du lich 1a nganh chu luc, ngu nghiép cling 1a mdt nganh déac thu ¢

Miii N¢é voi nhiing lang chai hoang so day ciling 1a nét van hoa dia phuong dugc long

ghép dé phat trién du lich.

2.1.4.3. Dic diém mua du lich Miii né

Bang 2.2. Pic diém mua du lich tai Miii Né

e Pic diém Dong khéch Hoat C o
Thoi gian | it chinh dong ndi bat Ghi cha
Khach quéc té (Ba
. Lan, Dﬁc, He‘m, < - A 2 e -
Thang 11 — Tam bién, thé | Thoi gian hoat

Thang 4 (mua
cao di€m quoc te)

Tro1 nang, bién
ém, gi6 nhe

Trung Qudc...) va
khach no1 dia
mién Bic,
TP.HCM

thao nudc, nghi
dudng dai ngay

dong s6i dong
nhat cua resort

Thang 5 — Thang
8 (mua cao diem
noi dia)

Tro1 néng, co6
mua rao ngan,
bién van dep

Khach Viét (gia
dinh, doan the,
cong ty)

Du lich he, team
building, tour
hoc sinh — sinh
vién

Gia phong tang
cao, cong suat
dat 80-100%
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Nghi dudng
Thang 9 — Thang | C6 gio, d6i khi | Chu yéu khach 1¢, |  ngin ngay, Thoi diém
10 (mua thap bién duc, it khach cong vy, | khuyén mai kich | resort thuong
diém) trir 18 2/9 khach cap doi cau, combo uu giam gia
dai
Théng 4 — Thang Nghi dudng
5 (mua thap Trdi nang, bién | Chu yéu khach 1¢, ngan ngay, Thoi diém
diém) trur 18 ém, gio6 nhe, it khach cong vu, khuyén mai kich | resort thuong
mung 10/3 va khéach cap doi ciu, combo wu giam gia
30/4, 1/5 dai

2.2. Thue trang khach du lich ngi dia tai Muine Bay Resort

2.2.1

Thuec trang luot khach

Thong ké luot khach giai doanh 2022-2024

Nam 2022: Téng 1a 59.701 luot, trong d6 c6 55.568 luot 1a khach Viét Nam
chiém 93%, khach nudc ngoai 4.133 chiém 7%

Nam 2023: Téng 1a 65.225 luot, trong d6 c6 54.418 luot 1a khach Viét Nam
chiém 83%, khach nudc ngoai 10.807 chiém 17%

Nim2024: Téng 12 59.239 luot, trong d6 48.009 lugt 1a khach Viét Nam chiém
81%, khach nuéc ngoai 11.230 chiém 19%

Bang 2.3 Théng ké luot khach

Théong ké lugt khdch
khéach quoc t€ (luot Tong (luot
Nam Khach ndi dia (Iugt khach) khach) khach)
2022 55568 4133 59701
2023 54418 10807 65225
2024 48009 11230 59239
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Nam 2022 N3im 2023

W Khach ndi dia

. - W Khach ndi dia
M khach quoc té

® khach quéc té

Biéu dd 2.2. Luot khach nim 2022 Biéu dd 2.3. Luot khach nam 2023

Nam 2024

B Khach noi dia

B khach quéc té

Biéu d6 2.4. Luot khach nam 2024

(Ngudn Muine Bay Resort)

2.2.2. Danh gia thuc trang khdch du lich ngi dia tai Muine Bay Resort
Qua thong ké luot khach tai Muine Bay Resort trong ba nim gan day (2022—
2024), c6 thé rat ra mot sd nhan dinh ndi bat vé su bién dong cua lugng khach ndi

dia, ddi tuong chinh trong nghién ctru:

S6 luong khéach du lich noi dia ¢6 xu hudng giam dan:
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Nim 2022, khach néi dja dat 55.568 lugt (chiém 93%),
Niam 2023 giam nhe con 54.418 luot (chiém 83%),
Nam 2024 tiép tuc giam xudng 48.009 lugt (chiém 81%).

Nhu vy, mac du nam 2023 téng lugt khach tang so véi nam 2022, nhung )
lugng khach Viét lai giam, va dén nam 2024 thi lugng khach ndi dia gidm ro rét ca
vé sb lugng tuyét ddi va ty 1€ phén tram. Su syt giam vé sb lugng khach ndi dia theo
niam cho thdy van dé c6 thé nam & kha nang duy tri va mé rong nhom khach trung

thanh.

Tin hiéu ddng quan tim cho chién lugc duy tri 1ong trung thanh ctia khach noi
dia viéc luongkhach noi dia von chiém wvu thé tuyét ddi trong nam 2022 lién tuc giam
cho thay resort c6 thé dang gip phai mot s6 van dé trong viéc giit chan khach Viét.
Sy giam sut nay ditra diu hoi vé muac d6 hai long, su gan bo va 1ong trung thanh cua
khach hang néi dia, dac bi¢t khi ho 1a nhom chiém da sd va c6 tan sudt quay lai cao

hon do khoang cach dia Iy va chi phi thip hon so véi khach qubc té.

Nhiing con s6 nay cang cho thay tinh cap thiét cua viéc nghién ctru cac yéu tb
anh huong dén long trung thanh cua khach du lich noi dja. Néu khéng c6 giai phap
kip thoi, resort c6 thé danh mat thi trudng trong yéu nay vao tay cac doi thu khac
trong khu vue. Nguoc lai, néu hiéu 18 yéu td nao tac dong dén long trung thanh cua
khach, Muine Bay Resort c6 thé tai thiét ké trai nghiém dich vy, nang cao long trung

thanh qua d6 6n dinh ngudn doanh thu bén viing.
Murc d6 hai long cao duoc phan anh qua diém sé danh gia:

Trén hai nén tang uy tin 1a Booking.com va Chudu24, Muine Bay Resort dat
diém sb 1an luot 13 9/10 va 8,6/10 (thang 11/2025), day 1a mac danh gia cao va on
dinh, phan anh sy hai long twong ddi 16n ctia khach du lich, dic biét 1a khach noi dia
von chiém ty 1¢ 10n trong cac luot danh gia tai Chudu24 (mot kénh pho bién véikhach
Viét).
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Nhirng yéu t noi bat dugc khach danh gia tich cuc gom:

> Phong dc sach s&, tién nghi
> Canh quan dep, gan giii v6i thién nhién

» Nhan vién than thién, phuc vu chu dao

Dir liéu nay cho thdy rang Muine Bay Resort dd dat duoc mot mire d6 hai long

va long trung thanh nhét dinh tir khach noi dia.

2.3. Cic yéu té diic thu ciia Muine Bay Resort anh hwéng dén long trung
thanh cia khach du lich ngi dia

Vi tri Muine Bay Resort gan cac diém du lich ni tiéng cua dia phuong: Cach

lang chai khoang 1.5km, cach subi tién khoang 7km, cach doi cat do khoang 3km,

cachbau tring khoang 25km. .. Diéu kién thuan loi dé khach hang d& dang két ndi véi

cac diém du lich noi tiéng.

Muine Bay Resort c6 thiét ké cac chuyén du lich nham két nbi vai cac diém
du lich ndi tiéng cta dia phuong, gbp phan ning cao gia tri cam nhan va trai nghiém
du lich té)ng thé ctia khach hang thong qua sy thudn tién, da dang va tinh lién mach

cua dich vu.

Muine Bay Resort c6 cac hoat dong bao tdn van hoa ban dia nhu dét vai, lam
gbm, tranh cat... Nhirng hoat dong nay tao ra cam xtc tich cuc, gia ting muc do hai
1ong va gan két cam xtc ciia khach hang véi diém dén va resort. Qua d6, hinh anh
ctia Muine Bay Resort dugc ciing ¢d theo hudng than thién, gidu ban sic va bén viing,
tir 6 thuc day y dinh quay lai va truyén miéng tich cuc, gop phan nang cao long trung

thanh cua khach du lich.

Muine Bay Resort c6 d6i ngii nhan vién thAm nién va lanh nghé chuyén nghiép
chinh vi vdy c6 sy am hiéu sau quy trinh van hanh resort, hiéu rd nhu cau, thoi quen
va ky vong cua ting phan khiic khach va xir 1y tinh hudng phat sinh nhanh chéng,
linh hoat va nhat quan. Poi ngii nhan vién thAm nién va lanh nghé tai Muine Bay

Resort gop phan quan trong trong viéc nang cao chét luong dich vu cam nhan, gia
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tang sy hai long, cung cd niém tin va tao dung gan két cam xuc voi du khach. Nhimg
yéu t6 nay dong vai tro trung gian quan trong, qua do6 thuc day long trung thanh ciia

khach du lich thong qua ¥ dinh quay lai va hanh vi truyén miéng tich cuc.

Muine Bay Resort cung cap hé thong tién ich da dang nhu ba hd boi, khu vui
choi trong nha va ngoai trdi, phong karaoke, san tennis va pickleball, gop phan dép
mg nhu cau gii tri va nghi dudng da dang ctia du khach. Su phong phii vé tién ich
gilip nang cao trai nghiém tong thé, gia ting mirc 6 hai long va cam xuc tich cuc
trong sudt thoi gian luu tra. Qua d6, du khach c6 xu hudng quay lai va gi6i thiéu

resort cho ngudi khac, gop phan cing ¢6 1ong trung thanh d6i vdi Muine Bay Resort.

Vi diém bat loi 1a nim xa trung tAm resort da khic phuc bang cach phuc vu
xe buyt mién phi dé dua va don khach tir resort vao trung tim Ham Tién va Phan

Thiét va chi€u nguoc lai

Muine Bay Resort s& hitu vi tri gan bién v&i bii bién riéng, khong gian rong
rdi, yén tinh va tach biét khoi khu dan cu, qua d6 mang dén cho du khach cam giac
riéng tu va thu gidn. Viéc van giir duoc nét hoang so clia canh quan tu nhién gop
phan nang cao chét lugng trai nghiém nghi dudng, tao cam xuc tich cuc va sy hai
long cho khach hang. Nhiing dic diém nay gitp hinh thanh sy gan két cam xuc véi
diém dén, dong thoi thiic day y dinh quay lai va truyén miéng tich cuc, tir d6 ning

cao 10ng trung thanh cua du khach dbi véi resort.

Muine Bay Resort voi loi thé ha ting giao thong ctia khu vuc dang hoan thién
(cao toc Dau Giay — Phan Thiét, san bay Phan Thiét) — c6 thé phat trién thanh ctra
ngd du lich bién cua ving Tay Nguyén mé rong.

Gia di chuyén tir cac trung tdm chinh nhu san bay Tan Son Nhat, thanh phd

Ho Chi Minh, Déng Nai la rat canh tranh.

Sau dai dich covid 19 mot xu hudng du lich xanh, du lich bé virng tré nén phé
bién. Pon dau xu thé d6 Muine Bay Resort di timg budc phat trién theo huéng du

lich xanh bén virng nhu: “Han ché nhua dung mot lan, st dung céac vat dung than
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thién vi moi trudng, tiét kiém dién, nudc, bao tdn va phat trién vin hoa ban dia”.
Va di git hai duoc mot s6 thanh cong nhat dinh nhu 1a duoc trao chirmg nhan “Khu
nghi dudng than thién méi truong xanh, chimg nhan du lich xanh vita green...” Piéu

nay cong hudng véi xu huéng du lich bén viing, nang thién cam va trung thanh.

Hinh 2.5 Chting nhén Vita Green Hinh 2.6 V6 chai nuéc thuy tinh

(Nguén: Muine Bay Resort)
2.4. Két qua nghién ctru

2.4.1.  Thong ké mé td dic diém ngwoi dwgc khdo sdt
Vé d6 tudi: Nguoi duge khao sat dudi 18 tudi 1a 1/180 ngudi chiém 0.6% ; tir
18 — 25 tudi 1 92/180 ngudi chiém 51.1% ; tir 26 — 35 tudi 1a 49/180 ngudi chiém
27.2%: tir 36 — 45 13 19/180 ngudi chiém 10.6% ; tir 46 - 55 tudi 1a 13/180 nguoi
chiém 7.2% va trén 55 tudi 1a 6/180 nguoi chiém 3.3%.

Vé gidi tinh: Ngudi dugc khao gidi tinh nam 1 69/180 nguoi chiém 38.33%

va ngudi duoc khao sat gidi tinh nit 13 111/180 ngudi chiém 61.67%.

Vé s6 1an luu tra: Nguoi dugc khao sat Iuu tra 1 1an 1a 84/180 ngudi chiém
46.7% ; luu tra 2 1an 1a 49/180 ngudi chiém 27.2% ; luu tra 3 1an 1a 28/180 ngudi

chiém 15.5% va luu tra trén 3 1an 14 19/180 nguoi chiém 10.6%.
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2.4.2. Kiém dinh chit lwong thang do, kiém dinh Cronbach
Pbi voi thang do kha ning tiép can diém dén (AOTD)

Bang 2.4. Két qua thang do kha ning tiép cin diém dén (AOTD

Reliability Statistics

Cronbach's
Alpha N of Items
0.907 5

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- | Cronbach's Alpha

Item Deleted | if Item Deleted | Total Correlation | if Item Deleted
AOTDI1 16.46 7.400 0.746 0.890
AOTD2 16.37 7.172 0.825 0.874
AOTD3 16.39 7.189 0.775 0.884
AOTD4 16.41 7.080 0.799 0.878
AOTDS5 16.27 7.361 0.685 0.903

Hé s alpha = 0.907 > 0.6
Hé s6 twong quan bién tong > 0.3

Két luan: Thang do AOTD dam bao chit lugng phan tich. Khéng c6 bién quan

sat bi loai.
Déi v6i thang do gia tri cam nhan (PV)

Bang 2.5. Két qua thang do gid tri cam nhan (PV)
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Reliability Statistics HE so alpha =
Cronbach's Alpha N of Items 0.923>0.6
0.923 5 Hé sb tuong
Item-Total Statistics quan bién téng > 0.3
Scale Scale C ted Cronbach's L
Mean if | Variance I te(;ll;r—el?o?al Alpha if Kétludn: Thang
Item if Item . Item do PV dam bao chat
Deleted | Deleted Correlation Deleted X ,
PVI | 1688 | 6421 | 0.823 0.900 | lwong  phan tich.
PV2 16.77 | 6.601 0.798 0.906 | Khong co bién quan
PV3 16.81 6.414 0.781 0.909 sat bi loai.
PV4 16.67 6.570 0.796 0.906
PVS5 16.70 6.714 0.801 0.905
Péi vai thang do chat lugng du lich (TQ)
Bang 2.6. Két qua thang do chat lugng du lich (TQ)
Reliability Statistics
Cronbach's Alpha N of Items
0.934 6
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- | Cronbach's Alpha
Item Deleted | if Item Deleted | Total Correlation if Item Deleted
TQ1 20.98 10.609 0.807 0.922
TQ2 21.01 10.508 0.845 0.917
TQ3 20.91 10.890 0.726 0.932
TQ4 21.07 10.548 0.810 0.922
TQS5 21.08 10.278 0.821 0.920
TQ6 21.06 10.114 0.828 0.919
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Hé s6 alpha = 0.934 > 0.6
Hé sb twong quan bién téng > 0.3

Két luan: Thang do TQ dam bao chit lugng phan tich. Khong ¢ bién quan sat

bi loai.
Déi v6i thang do hinh anh diém dén (DI)

Bang 2.7. Két qua thang do hinh anh diém dén (DI)

Reliability Statistics

Cronbach's Alpha N of Items
0.931 5
Item-Total Statistics H¢ s alpha = 0.931> 0.6
Scale Sqale Corrected Cronbaqh‘s Hé s 8 twon g quan
Mean | Variance Item-Total Alpha if o
if Item | if Item Cem-l (t)' 4 Item bién tong > 0.3
Deleted | Deleted orfelation Deleted )
DIl | 16.81 | 6.702 0.790 0.920 Két luan: Thang
DI2 | 16,78 | 6.606 | 0.810 0917 | doDIdambaochatlugng
D3 | 16.63 | 6.682 0.820 0.915 | Phantich-Khong cé bien
quan sat bi loai.
DI4 16.68 6.600 0.825 0.914
DI5 16.77 6.649 0.843 0.910

Déi v6i thang do du lich xanh va bén viing (GAST)

Bang 2.8. Két qua thang do du lich xanh va bén vitng (GAST)



51

Reliability Statistics

Cronbach's N of
Alpha Items
0.938 5

Item-Total Statistics
Scale. Sqale Corrected Cronbach's
Mean if | Variance ;
. Item-Total | Alpha if Item
Item if Item C lati Deleted
Deleted | Deleted offelation clete
GAST1 | 17.11 7.268 0.822 0.926
GAST2 | 16.98 7.167 0.869 0.918
GAST3 | 17.14 7.253 0.860 0.919
GAST4 | 17.02 7.296 0.820 0.927
GASTS | 17.10 7.509 0.801 0.930

Hé s6 alpha = 0.938 > 0.6

Hé sb twong quan bién tong > 0.3

Két luan: Thang do GAST dam bao chit lugng phan tich. Khong c6 bién quan

sat bi loai.

Péi voi thang do 1ong trung thanh (LOY)

Bang 2.9. Két qua thang do long trung thanh (LOY)

Reliability Statistics

Item-Total Statistics

Cronbach's N of
Alpha Items
0.942 4

Scale Scale C ted Cronbach's
Mean if | Variance orrecte Alpha if
) Item-Total
Item if Item C lati Item
Deleted | Deleted orrelation | nyojeted
LOY1 12.74 4.694 0.865 0.923
LOY2 12.79 4.581 0.861 0.926
LOY3 12.67 4.970 0.871 0.923
LOY4 12.66 4.840 0.857 0.926

Hé s6 alpha = 0.942 > 0.6

Hé sb twong quan bién téng > 0.3
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Két luan: Thang do LOY dam bao chat lugng phan tich. Khong ¢ bién quan

sat bi loai.

Bang 2.10. Téng hop bién va thang do bi loai

TONG HOP BIEN VA THANG PO BI LOAI

Thang do Bién quan sat
Khong Khong
Thang do Hé s alpha két luan
0.907 , ,
AOTD Chat lugng tot
PV 0.923 Chét lugng tét

TQ 0.934 Chét luong tot
DI 0.931 Chét luong tot
GAST 0.938 Chét lugng tbt
LOY 0.942 Chét luong tdt

2.4.3.  Phan tich nhin té khdam phd EFA
Kiém dinh tinh thich hop ciia EFA va kiém dinh tinh twong quan giiva cdc

bién quan sat

Bang 2.11. Két qua kiém dinh KMO and Bartlett's Test

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 953
Approx. Chi-Square 4708.279
Bartlett's Test of df 325
Spherici
P v Sig. 0.000

0.5 <KMO =0.953 <1



Sig <0.05
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Két luan: Cac bién quan sat co twong quan tuyén tinh trong mdi yéu tb

Kiém dinh phwong sai trich (cumulative variance %)

Bang 2.12. Két qua kiém dinh phuong sai trich (cumulative variance %)

Phuong sai trich = 75.487% va Eigenvalue phai c6 gia tri = 1.081 > 1

Total Variance Explained

Extraction Rotation
Component Initial Eigenvalues Sums of Sums of
Squared Squared
Loadings Loadings
Total V:/roi :nfce Cum(}/lolative Total V;’/;)i :nfce Cum;olative Total Va"/roi ;)nfce Cum;/lulative
1 15.898 61.145 61.145 15.898 61.145 61.145 6.837 26.297 26.297
2 1.509 5.805 66.950 1.509 5.805 66.950 4.412 16.967 43.264
3 1.139 4.379 71.329 1.139 4.379 71.329 4.390 16.884 60.149
4 1.081 4.157 75.487 1.081 4.157 75.487 3.988 15.338 75.487
5 0.779 2.995 78.482
6 0.647 2.490 80.972
7 0.540 2.076 83.047
8 0.433 1.666 84.714
9 0.420 1.616 86.330
10 0.374 1.439 87.769
11 0.345 1.326 89.095
12 0.302 1.163 90.257
13 0.290 1.114 91.372
14 0.267 1.026 92.397
15 0.257 0.989 93.387
16 0.237 0.911 94.297
17 0.222 0.852 95.149
18 0.197 0.759 95.909
19 0.196 0.752 96.661
20 0.177 0.680 97.340
21 0.145 0.558 97.898
22 0.136 0.524 98.423
23 0.121 0.467 98.890
24 0.103 0.398 99.287
25 0.094 0.362 99.649
26 0.091 0.351 100.000

Extraction Method: Principal Component Analysis.
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Pit lai tén cho cac yéu té dam bao yéu cau phan tich

Bang 2.13. Mtic anh hudng cia cac bién

Rotated Component Matrix?*
Component
1 2 3 4
GAST2 0.843
GASTI1 0.767
GAST4 0.761
GAST3 0.724
PV4 0.667
TQ3 0.656
PV3 0.627
PV5 0.614
GASTS 0.611
PV2 0.575
PV1 0.568
TQ1 0.554
DI4 0.744
DI2 0.741
DIl 0.728
DI3 0.711
DI5 0.694
AOTD3 0.796
AOTD4 0.748
AQOTD2 0.731
AOTDI1 0.697
AOTDS5 0.650
TQ2 0.730
TQ5 0.718
TQ6 0.706
TQ4 0.704
Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.?
a. Rotation converged in 8§ iterations.

Ditlai tén F1: Gia tri dich vu bén virng cam nhan (PSSV). (GAST2, GAST1, GAST4,
GAST3, PV4, TQ3, PV3, PV5, GASTS, PV2, PV1, TQ1).

Dit lai tén F2: Hinh anh diém dén (DI). (D14, DI2, DI1, DI3, DI5)
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Pit lai tén F3: Kha ning tiép can diém dén (AOTD). (AOTD3, AOTD4, AOTD2,
AOTD1, AOTD5)

Dit lai tén F4: Chat luong du lich (TQ). (TQ2, TQ5, TQ6, TQ4)

“Két qua phan tich nhan t6 kham pha (EFA) cho thay mé hinh nghién ciru ban
dau gé)m 5 yéu td d3 duogc diéu chinh con 4 yéu t6 phu hop véi dir liéu thue té. Cu
thé, cac bién quan sat thudc thang do Du lich xanh va bén virng, Gié tri cam nhan va
mot phan Chat lugng du lich hoi tu thanh yéu t6 ‘Gia tri dich vu bén viing cam nhan’.
Céc yéu to con lai gdbm Hinh anh diém dén, kha niang tiép can diém dén va Chat lugng

du lich. Trén co s& d6, md hinh nghién ctru va céc gia thuyét dugce diéu chinh cho

phu hop.”
Gia tri dich vy bén viing (H1)
cam nhan (PSSV) > ~
Hinh anh diém dén (DI) (H2)
B Long trung
Kha ning tiép can diém dén (H3) N thanh (LOY)
(AOTD)
Chét lugng du lich (TQ) (H4)

\

- J

Hinh 2.7. M6 hinh nghién ctru diéu chinh
Gid thuyét nghién civu diéu chinh

H1: Gi4 tri dich vu bén vitng cam nhan c¢6 anh hudng tich cuc dén 10ng trung thanh

cua khéch du lich noi dia tai Muine Bay Resort.

H2: Hinh anh diém dén c6 anh hudng tich cuc dén long trung thanh cia khach du lich

ndi dia tai Muine Bay Resort.
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H3: Kha ning tiép can diém dén c6 anh hudng tich cuc dén long trung thanh ciia

khach du lich ndi dia tai Muine Bay Resort.

H4: Chat lugng du lich ¢6 anh hudng tich cuc dén 10ng trung thanh ctia khach du lich

noi dia tai Muine Bay Resort.
Thang do diéu chinh

Duya trén két qua phan tich nhan t6 kham pha, thang do dugc diéu chinh va
hinh thanh bang thang do chinh thtrc nhu sau...” Noi dung chi tiét cac bién quan sat

dugc trinh bay tai Phu luc chuong 2 muc 2.5.3.

Bang 2.14. Thang do diéu chinh

Yéu t6 Ky hiéu S6 bién
Gia tri dich vu bén viing cdm nhan PSSV 12
Hinh anh diém dén DI 5
Kha ning tiép can diém dén AOTD 5
Chét luong du lich TQ 4
Long trung thanh LOY 4

2.44.  Kiém dinh Cronbach theo 4 nhén té6 mdi
“Pdi voi cac thang do Kha ning tiép can diém dén, Hinh anh diém dén va
Long trung thanh, do khong c6 su thay doi vé s6 lugng va ndi dung cac bién quan sat
so v6i mo hinh ban dau, nghién ctu str dung lai két qua kiém dinh d6 tin cay
Cronbach’s Alpha d3 duoc thuc hién trude d6. Riéng d6i v6i yéu td chit lwgng du
lich da b1 tach 1 phén va Gia tri dich vu bén virng cam nhan, do dugc hinh thanh tu
viéc gdp cac thang do Du lich xanh va bén viing, Chét lugng du lich va Gia tri cam

nhan, nghién ctru tién hanh kiém dinh lai d6 tin cay thang do.”
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Déi v6i thang do chat lugng du lich diéu chinh (TQ)

Bang 2.15. Két qua thang do chat lugng du lich diéu chinh (TQ)

Reliability Statistics

Cronbach's Alpha N of Items
0.927 4

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- | Cronbach's Alpha if
Item Deleted | if Item Deleted | Total Correlation Item Deleted

TQ2 12.45 4.349 0.853 0.897
TQ4 12.52 4.430 0.791 0.917
TQ5 12.53 4.217 0.818 0.908
TQ6 12.51 4.028 0.859 0.895

Hé s6 alpha = 0.927 > 0.6
Hé sb twong quan bién téng > 0.3

Két luan: Thang do TQ dam bao chit lvgng phan tich. Khong cé bién quan sat

bi loai.
Déi v6i thang do gia tri dich vu bén vitng cam nhan (PSSV)

Bang 2.16. Két qua thang do gia tri dich vu bén viing cam nhan (PSSV)

Reliability Statistics
Cronbach's Alpha N of Items

0.960 12
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Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
GASTI 46.62 44.975 0.818 0.956
GAST2 46.49 44.810 0.849 0.955
GAST3 46.66 45.188 0.823 0.956
GAST4 46.53 45.122 0.808 0.956
GASTS 46.61 45.770 0.775 0.957
PV1 46.77 45.574 0.786 0.957
PV2 46.67 45.832 0.786 0.957
PV3 46.70 45.194 0.791 0.957
PV4 46.56 45.700 0.791 0.957
PV5 46.59 46.131 0.786 0.957
TQI 46.61 45.792 0.782 0.957
TQ3 46.53 45.658 0.786 0.957

sat bi loai.

Hé s6 alpha = 0.96 > 0.6

Hé s6 twong quan bién tong > 0.3

Két luan: Thang do PSSV dam bao chat luong phan tich. Khong c6 bién quan

Nghién ctru tién hanh kiém dinh d¢ tin cdy thang do bang hé sb Cronbach’s

Alpha. Két qua cho thiy céac thang do déu dat d tin cdy va duoc sir dung dé tinh gia

tr1 trung binh dai dién cho cac yéu tb trong mo hinh nghién cuu.

2.4.5.

Phan tich hoi quy da bién

Kiém dinh hé s6 héi quy va kiém tra hién twong da céng tuyén

Bang 2.17. Kétqua kiém dinh hé s hoi quy va kiém tra hién tuong da cong tuyén
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Coefficients’
Unstandard Standardiz 95.0%
ized ed . |Confidence Correlation Collingarty
ode Coefficient Coefficient t 5 Interval for s Statistics
S s B
B |Std.Emor| Befa e Zero-order| Partial | Part |Tolerance| VIF
Bound | Bound
1 |(Constant)| 0.063 | 0237 0265 | 0791 | 0404 | 0530
PSSV | 0586 | 0106 | 0497 | 556 | 0000 | 0377 | 079 | 0782 | 0387 | 0249 | 0251 | 3981
I 0297 | 0089 | 0263 | 3346 | 0001 | 0122 | 0472 | 0727 | 0245 | 0450 | 0326 | 3068
AOTD | 0048 | 0077 | 004 | 0628 | 053 | -0103 | 0200 | 0636 | 0047 | 0028 | 0402 | 24%
TQ | 0061 | 0083 | 005 | 0734 | 0464 | -0103 | 0226 | 0676 | 005 | 0033 | 0327 | 3061
a. Dependent Variable: LOY
Hai bién PSSV va DI dam bao c6 ¥ nghia théng ké véi do tin cay trén 95% (Sig. <
0.05). Hai bién con 1 1a AOTD va TQ khong dam bao ¥ nghia thong ké vi do tin cay
dudi 95% [Greene, 1991]
VIF < 10 Khéng c6 hién tuong twong quan gitta cac bién doc lap
Kiém dinh mirc dp gidi thich ciia mé hinh tong thé va kiém dinh tw twong
quan
Bang2.18. Két qua kiém dinh murc do giai thich ciia mo hinh tong thé va kiém dinh
ty turong quan
Model Summary®
Std. Change Statistics
Adjusted | Error of R
R R the Square F Sig. F | Durbin-
Model | R Square | Square | Estimate | Change | Change | dfl | df2 | Change | Watson
1 .804%| 0.647 0.639| 0.43326 | 0.647| 80.244| 4|175| 0.000 1.887

a. Predictors: (Constant), TQ, AOTD, DI, PSSV

b. Dependent Variable: LOY




60

R?hiéu chinh béng 0.63,9=>63,9% H¢ s6 R? hiéu chinh cia mé hinh dat 0.639, cho
thay 63,9% su bién thién ctia 10ng trung thanh (LOY) dugc giai thich bai mé hinh

hdi quy véi cac bién doc 1ap dugce dua vao nghién cuu.
Tri s6 thong ké Durbin va Watson (d): 1.887 (Durbin and Watson, 1951). 1<d <3
Khong c6 hién tugng tu twong quan (Fomby va cong su, 1984).

Kiém dinh mirc dé phit hop ciia mé hinh

Bang 2.19. Két qua kiém dinh mtc 6 phut hop ctia mé hinh

ANOVA?
Model Sum of Squares | df | Mean Square F Sig.
Regression 60.252 4 15.063 80.244 | .000°
! Residual 32.850 175 | 0.188
Total 93.103 179

a. Dependent Variable: LOY

b. Predictors: (Constant), TQ, AOTD, DI, PSSV

Sig =0.000< 0.005 => Cac bién doc lap c6 twong quan tuyén tinh vdi bién phu thudce
Kiém dinh phwong sai phin dw khong doi, kiém dinh Park

LOY
® Observed
500 00 MO® © ® 00 00 ® eoe ° e car
eoe oo L
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Hinh 2.8. Két qua kiém dinh Park
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Theo hinh cho thay tuong quan giira bié phu thudc (LOY) VA USQUARE ¢6
dang tuyén tinh. Khong c6 hién tuong Heteros

Két luan: Qua cac kiém dinh ctia mé hinh hoi quy, két qua cho thay hai yéu
t6 PSSV va DI c6 anh huong tich cuc va c6 y nghia thong ké dén long trung thanh
cua khach du lich ndi dia tai Muine Bay Resort; trong khi kha nang tiép can diém
dén (AOTD) va chét luong dich vu (TQ) khong cho thay anh hudng c6 ¥ nghia théng
ke.”

2.4.6.  Thdao lugn két qua hoi quy

Bang 2.20. Két qua thao luan hé sé hdi quy

Coefficients®
Unstandard Standardiz 95.0%
ized ed . |Confidence Correlation Collinearity
Voce Cosfficient Coefficient t 56 Interval for S Statistics
S S B
B Std. Error | Beta Lower | Upper Zero-order | Partial Pat | Tolerance| VIF
Bound | Bound
1 |(Constant)| 0063 | 0.237 0205 | 0791 | -0404 | 0530
PSSV | 0586 | 0106 | 0497 | 5546 | 0000 | 0377 | 079 | 0782 | 0387 | 0249 | 0251 3.981
DI 0297 | 0089 | 0263 | 3346 | 0.001 0122 | 0472 | 0727 | 0245 | 0150 | 0326 | 3.068
AOTD | 0048 | 0077 | 0044 | 0628 | 0531 | 0103 | 0200 | 0636 | 0047 | 0028 | 0402 | 24%0
1Q 0.061 0083 | 0058 | 0734 | 0464 | 0103 [ 0226 | 0676 | 0055 | 0033 | 0327 | 3.061

a. Dependent Variable: LOY

H¢ s6 hdi quy chua chuin héa (Unstandardized Coef.)
B = 0.586 — Dau duong (+): Quan hé cung chiéu

Khi gia tri bén viing cdm nhan PSSV ting 1 don vi, long trung thanh cua

khach du lich ting 0.586 don vi, trong diéu kién cac yéu td khac khong doi.
B =0.297 — Dau duong (+): Quan hé cing chiéu

Khi hinh anh diém dén DI ting thém 1 don vi, LOY s& tang thém 0.297 don

vi, trong diéu ki¢n cac yéu to khac khong doi.




62

H¢é s6 hdi quy chuin héa (Beta)

Theo Norusis (1993), hé s6 hdi quy chuan hoa (B) duogc sir dung dé danh gia
murc do va thr ty danh hudng ctia cac bién doc lap dén bién phu thudc. Két qua hoi
quy cho thay: Gia tri dich vu bén vitng cam nhan (PSSV) c6 hé s6 p = 0.497, mang
dau duong (+), cho thdy méi quan hé cung chiéu véi 1ong trung thanh. Diéu nay co
nghia 13, khi PSSV ting 1 d6 léch chuan, long trung thanh cta khach du lich ting
0.497 @6 1éch chuan, trong diéu kién cac yéu t6 khac khong d6i. Hinh anh diém dén
(DI) ¢6 hé sd B = 0.263, mang dau duong (+), cho thiy tac dong tich cuc dén long
trung thanh. Cu thé, khi hinh anh diém dén ting 1 do léch chuan, long trung thanh

tang 0.263 do 1éch chuan, trong diéu kién cac yéu td khac khong doi.

Bang 2.21. Vi tri anh huong cta thang do

Thang do Beta % Vi tri
PSSV 0.497 65.39 1
DI 0.263 34.61 2
Tong 0.76

Két luan: Két qua nghién ctru cho thdy mé hinh héi quy dugc kiém dinh 14 phu
hop. Trong cac yéu t dugc dua vao mé hinh, Gia tri dich vu bén vitng cam nhén
(PSSV) 12 yéu té c6 anh hudng manh nhét, tiép theo 1a Hinh anh diém dén (DI) dén
long trung thanh cta khach du lich ndi dia tai Muine Bay Resort.

Céc yéu tb tac dong va thtr tw anh hudng: PSSV, DI.

Thao lud@n vé cdc bién khong cé y nghia thong ké

Két qua phan tich hdi quy cho thidy Kha ning tiép cin diém dén (AOTD) va
Chét luong dich vu (TQ) khong c6 anh hudng ¢ ¥ nghia thong ké dén long trung
thanh (LOY) cua khach du lich ndi dia tai Muine Bay Resort.

Kha ning tiép can diém dén (AOTD)
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Mic du kha nang tiép can diém dén duoc xem 13 mot trong nhing yéu td quan
trong trong viéc thu hut khach du lich, két qua nghién ctru cho thdy AOTD khéng ¢6
tac dong doc 1ap dang ké dén 1ong trung thanh. Diéu nay co thé duoc Iy giai boi thuc
té rang ddi twong khao sat 13 nhitng khach du lich da lya chon va trai nghiém dich vu
tai Muine Bay Resort, do d6 kha ning tiép can chi dong vai trd 1a diéu kién can dé
khach dua ra quyét dinh ban dau, chit khong phai 13 yéu t6 quyét dinh hanh vi quay
lai. Khi diéu kién tiép can da duoc dam bao & mirc chép nhan duogc, yéu tb nay khong
con tao ra sy khac biét dang ké trong viéc hinh thanh long trung thanh cua khach du

lich.
Chét luong dich vu (TQ)

Tuong tu, chit luong du lich khong cho thdy anh huéng c6 ¥ nghia théng ké
dén 1ong trung thanh trong md hinh hoi quy. Két qua nay c6 thé duoc giai thich boi
viéc cac yéu t6 lién quan dén chat luong dich vu da dugc khach du lich danh gia thong
qua cam nhan tong hop vé gia tri dich vu bén vitng (PSSV). Khi yéu tb PSSV duoc
dua vao mo hinh, vai tro riéng biét ciia chét lugng dich vu khong con thé hién 13 rét,
do d6 tac dong cua TQ bi “hép thu” vao yéu tb gia tri dich vu bén viing cdm nhan.
Diéu nay cho thay khach du lich ni dja c6 xu huéng danh gia chat luong dich vu
khong tach roi khoi cac yéu td vé gia tri va dinh hudng du lich xanh va bén viing, ma

xem day 12 mot phan cla trai nghiém tong thé tai diém dén.
TOM TAT CHUONG 2

Chuong 2 da gidi thiéu khai quat vé Muine Bay Resort, néu 1én thuc trang
khach du lich noi dia cua resort. Nghién ctru trinh bay vé két qua nghién ctu, cac
thang do trong nghién ctru duoc kiém dinh do tin cdy thong qua Cronbach’s Alpha,
tiép theo 1a phan tich nhan t6 kham pha (EFA) nham danh gia gia tri hoi tu va gia trj
phan biét cua thang do. Trén co sd két qua EFA, mé hinh nghién ctru dugc diéu chinh

con 4 yéu tb, phu hop véi dit liéu thue nghiém.
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Cudi cing, phan tich hdi quy da bién duoc str dung dé kiém dinh cac gia thuyét
nghién ctru va xac dinh mirc 46 anh hudng cua cac yéu td dén 10ng trung thanh cua
khach du lich ndi dia. Két qua phan tich trong Chuong 2 13 co s& quan trong dé dé
xuét cac giai phap trinh bay trong Chuong 3.
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CHUONG 3.  GIAI PHAP NHAM NANG CAO LONG TRUNG
THANH CUA KHACH DU LICH NOI PIA TAI MUINE BAY
RESORT

3.1. Giai phap d6i véi gia tri dich vu bén vitng cam nhin (PSSV)

Két qua nghién ctru cho thiy PSSV 1a yéu t6 c6 mirc d6 anh hudng manh nhét
dén long trung thanh cta khach du lich. Piéu nay cho thay khach du lich ndi dia ngay
cang quan tAm dén gia tri tong hop ma dich vu mang lai, khong chi dirng lai ¢ chét
lugng chirc ning ma con bao gdm cac yéu t6 vé du lich xanh, bén viing va trach nhiém
xa hoi.

Do d6, Muine Bay Resort can tap trung vao cac giai phap sau:

bay manh cac hoat dong du lich xanh va bén virng, nhu sur dung vét li¢u than
thi€n vo1 moi truong, han ché rac thai nhya, tiét ki€ém nang luong va nudc trong van

hanh resort.

Truyén thong 1 rang cac gia tri bén viing ma resort dang thuc hién thong qua
website, mang xa hoi va cac an pham truyén thong tai diém dén, giup khach du lich

dé dang nhan biét va ghi nhan nd lyc ciia doanh nghiép.

Nang cao gia tri cam nhan tuong xung voi chi phi ma khach du lich bo ra,
thong qua viéc thiét ké cac g61 dich vu hop ly, minh bach vé gia va ddm bdo trai
nghi¢ém ma khach nhan dugc xing dang voi muc gia da chi tra.

Long ghép yéutd van hoa, cong dong dia phwong vao trai nghiém du lich, giup
khach du lich cam nhan duoc gia tri bén vitng khong chi v& méi trudng ma con vé
mat xa hoi.

Nhitng giai phap ndy s& gop phan ning cao cam nhan tich cuc cua khach du

lich vé gia tri dich vu bén viing, tir 46 thuc day ¥ dinh quay lai va gi6i thiéu diém dén.
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3.2. Giai phap d6i v6i Hinh anh diém dén (DI)
Hinh anh diém dén 1a yéu t6 c6 anh hudng tich cuc va dung thir hai trong viéc
tac dong dén 10ng trung thanh ctia khach du lich ndi dia. Didu nay cho thay nhan thirc
va 4n tuong tong thé ctia khach du lich vé Miii Né va Muine Bay Resort dong vai tro

quan trong trong viéc hinh thanh hanh vi trung thanh.
Mot s6 giai phap duoc dé xuat nhu sau:

Xay dung hinh anh diém dén gan lién véi du lich nghi dudng xanh va bén

viing, tao su khac bi¢t so voi cac diém dén canh tranh trong khu vuec.

Tang cudng hoat dong truyén thong va quang ba hinh anh, dic biét thong qua
cic nén tang s, mang xa hoi va danh gia truc tuyén nham lan toa hinh anh tich cuc

cua diém deén.

Nang cao chat lvgng canh quan, khéng gian va méi truong xung quanh resort,
dam bao sy dong bo gitta hinh anh truyén thong va trai nghiém thuc té ctia khach du

lich.
Quan 1y va xir Iy tot phan hoi ciia khach du lich, dic biét 1 cac danh gia tiéu
cuc trén nén tang tryc tuyén, nham duy tri va cung ¢6 hinh anh tich cuc cua diém dén

trong tam tri khach hang.

Viéc duy tri hinh anh diém dén tich cuc s& gop phén gia ting mirc d tin tuong,

cam x0ic gan bo va long trung thanh cta khach du lich.

3.3. Giai phap doi v6i cac yéu té khong c6 y nghia thong ké
Mic du Kha ning tiép can diém dén (AOTD) va Chat luong du lich (TQ)
khong co tac dong doc 1ap c6 ¥ nghia thdng ké dén long trung thanh trong mo hinh
nghién ctru, tuy nhién diéu nay khong ddng nghia véi viée cac yéu td nay khong quan

trong.

Kha nang ti€p can diém dén can ti€p tuc dugc duy tri & mirc thuan tién va an

toan nhim dam bao trai nghiém ban dau cua khach du lich.
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Chét lugng du lich can duoc xem 1a yéu td nén tang, gop phan hinh thanh gia
tri dich vu bén vitng cam nhén va hinh anh diém dén, thay vi la yéu td tac dong truc

tiép dén 1ong trung thanh.

Do do, resort van can duy tri va cai thién hai yéu t6 nay nhu diéu kién can dé

hod trg hiéu qua cho céc yéu td c6 tac dong chinh.
TOM TAT CHUONG 3

Chuong 3 da dua ra cac giai phap nham nang cao 1ong trung thanh ctia khach
du lich noi dia tai Muine Bay Resort dua trén két qua nghién ciru tir chuong 2 theo
thtr ty anh hudng la yéu td Gia tri dich vu bén virng cdm nhan va Hinh anh diém dén
d6ng thoi ciing duara giai phap cho 2 yéu t6 khong c6 y nghia thong ké 1a Chét lugng

du lich va Kha ning tiép can diém dén.
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PHAN KET LUAN VA KIEN NGHI
1. Kétluin

Pé 4n duoc thuc hién nham phan tich va xac dinh cac yéu td anh huong dén
long trung thanh cta khach du lich noi dia tai Muine Bay Resort, trén co s& ké thua
va diéu chinh mé hinh SERVPERF két hop véi cac yéu td lién quan dén du lich bén

viing, hinh dnh diém dén, kha ning ti€p can diém dén va gia tri cam nhan.

Thong qua phuong phap nghién ctru dinh lugong, dir 1iéu khao sat dugce xur ly
bang cac k¥ thuat thdng ké nhu Cronbach’s Alpha, phan tich nhan té kham phéa (EFA)

va phan tich hdi quy da bién, nghién ciru da dat duoc cac két qua chinh sau:

Thir nhat, két qua phan tich cho thdy mé hinh nghién ctru c6 mirc d6 phu hop
cao, véi hé s6 R2 hiéu chinh dat 0.639, chirng to mo hinh c6 kha nang giai thich tuong

ddi tot su bién thién cia long trung thanh cua khach du lich ndi dia.

Thtr hai, nghién ctru xac dinh Gia tri dich vu bén virng cam nhan (PSSV) va
Hinh anh diém dén (DI) 14 hai yéu t6 c6 tac dong tich cuc va c6 y nghia thong ké dén
long trung thanh cua khach du lich ndi dia tai Muine Bay Resort. Trong d6, PSSV la
yéu td c6 mirc d6 anh hudng manh nhat, phan anh xu huéng khach du lich ngay cang
chu trong dén cac gia tri bén viing, trach nhi€ém moi trudong va xa hoi khi lya chon va

gan b6 voi di€m dén.

Thir ba, Kha ning tiép can diém dén va Chat lvgng du lich khong cho thay tac
dong doc 1ap co ¥ nghia thdng ké dén 10ng trung thanh trong bdi canh nghién ctu
nay. Két qua nay cho thiy hai yéu t6 nay dong vai trd 1a diéu kién nén tang, hd trg
cho viéc hinh thanh gia tri cam nhan téng thé va hinh anh diém dén, hon 1a yéu t6

tre tiép thiic day hanh vi trung thanh.
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T cac két qua trén, nghién ctru da dat dugc muc tiéu dé ra va dong gop thém
bang chung thuc nghiém cho cac nghién ciru vé 1ong trung thanh cua khach du lich

ndi dia trong bdi canh du lich nghi dudng hudng dén phat trién bén viing.

2. Kién nghi
Trén co so két qua nghién ctru, dé an dé xuat mot so kién nghi nham nang cao

long trung thanh ctia khach du lich néi dia tai Muine Bay Resort, cu thé nhu sau:
Kién nghi déi véi Muine Bay Resort

Muine Bay Resort can tip trung vu tién ning cao gia tri dich vu bén viing cam
nhdn, thong qua viéc trién khai cac hoat dong du lich xanh, than thién v1 moi truong,
str dung hiéu qua tai nguyén va giam thiéu tac dong tiéu cuc dén méi trudng tu nhién.
Ddng thoi, resort can truyén thong rd rang va nhat quan cac gid tri bén vitng ma doanh

nghiép dang thuc hién dé khach du lich dé dang nhan biét va ghi nhan.

Bén canh d6, resort can chu trong xay dung va duy tri hinh anh diém dén tich
cuc, théng qua viée dam bao sy ddng bd gitra hinh anh truyén thong va trai nghiém
thuc té cta khach du lich. Viéc quan 1y t6t phan hoi cta khach hang, dic biét 1a cac
danh gia truc tuyén, s& gop phan nang cao niém tin va cam xic tich cuc, tir d6 thiic

day long trung thanh.

Mic du kha nang tiép can diém dén va chat lugng du lich khong c6 tdc dong
truc tiép dén long trung thanh trong mé hinh nghién ctru, resort van can duy tri va cai
thién hai yéu t6 ndy nhu nén tang thiét yéu nham dam bao trai nghiém tong thé cua
khach du lich.

Kién nghi déi véi cdc co quan quén Iy du lich dia phwong

Céac co quan quan 1y du lich dia phuong can phdi hop voi doanh nghiép du
lich trong viéc x4y dung va quang ba hinh anh diém dén gan lién véi du lich bén

virng, tao sy khac biét va nang cao stc canh tranh cho di€ém dén Miii N¢é ndi chung.
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Ngoai ra, can tiép tuc dau tw va nang cap ha tang giao thong va dich vu hd tro
du lich, gop phan nang cao kha ning tiép can diém dén va cai thién trai nghiém ban

dau ctia khach du lich.
Kién nghi cho hwéng nghién ciru tiép theo

Maic du nghién ctru da dat duoc cdc muyc ti€u deé ra va cung cap nhirng két qua
cO y nghia vé mat hoc thuat va thuc tién, tuy nhi€n van ton tai mot sé6 han ché nhat

dinh nhu sau:

Thir nhat, pham vi nghién ctru con han ché vé khong gian va ddi twong khao
sat. Nghién ctru chi tap trung vao khach du lich ndi dia da tirng trdi nghiém dich vu
tai Muine Bay Resort, do 6 két qua nghién ctru c6 thé chua phan anh dy da hanh vi
va muc do trung thanh ctia cac nhém khach du lich khac, dac biét 1a khach du lich

quoc té.

Thir hai, phuwong phap chon miu thuan tién dugc str dung trong nghién ctru c6
thé 1am giam murc d¢ dai di¢n ctia mau khao sat. Diéu nay co thé anh huong dén kha
ning khai quat hoa két qua nghién ctru cho téng thé khach du lich noi dija tai diém

dén.

Thir ba, md hinh nghién ctru chi xem xét mbi quan hé truc tiép gitta cac yéu tb
va 10ng trung thanh, chua phén tich vai tro trung gian hodc diéu tiét ctia cac bién khac
nhu sy hai 1ong, niém tin hay gin két cam xtc, trong khi day 1a nhitng yéu t6 duoc
nhiéu nghién ctru trude cho rang c6 vai trd quan trong trong hanh vi trung thanh ciia

khach du lich.

Thir tu, dit liéu nghién ctru duge thu thap tai mot thoi diém nhét dinh, do do
chua phan anh dugc sy thay doi trong cam nhan va hanh vi cta khach du lich theo
tho1i gian, dac biét trong bdi canh nganh du lich chiu tac dong manh tir cac yéu t6 bén

ngoai nhu xu hudng du lich xanh va bién dong kinh té — xa hoi.

Tt nhitng han ché trén, nghién ctru dé xuat mot s6 hudng nghién curu ti€p theo

nham hoan thién va mo rong két qua nghién ctru nhu sau:
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Céac nghién ctru trong tuong lai c6 thé mo rong pham vi nghién ciru sang céc
diém dén khéc hodc cac nhom khach du lich khac nham kiém dinh tinh khai quat cua
mod hinh nghién ctru. Dong thoi, viée bo sung cac bién trung gian nhu sy hai long,
niém tin hodc gin két cam xtic s& gitip 1am rd hon co ché tac dong dén 1ong trung
thanh cua khach du lich.
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PHUC LUC

DANH SACH PHONG VAN CHUYEN GIA

STT| HO VA TEN CONG VIEC NOI LAM VIEC S;)H%IEF

1 | NguyénDtic Tién | Tong giam doc Muine Bay Resort | 094.775.5346

2 I;ggen ThiMai | 1. 019 (dng giam déc | Muine Bay Resort | 033.666.9192

3 | Trdn Thi Tuyet | Tro Iy giam doc dieu | \p 2o Bay Resort | 097.481.5560
Trong hanh

4 | Lon ThiNhuw 1 by 6 bo phan tidn sanh | Muine Bay Resort | 037.759.4818

5 I;rga‘r‘lygen ThiThiy | o an 1y dat phong | Muine Bay Resort | 083.535.5383
Nguyén Anh Quan ly cham soc :

6 Khés khéch hang Muine Bay Resort | 093.819.1079

7 gﬁzﬁg Thi Thanh | b1 616 bhan nha hang | Muine Bay Resort | 033.743.7349

g | peuyen Th Bich | bh6 b phan tién sanh | Muine Bay Resort | 093.866.2550

. 7 . Pho truong khoa du Truong dai hoc

9 |LaNirAnhVan | prae 8 091.859.0291
Dinh Thi Kim Pho trudéng bo mén Trudng dai hoc

101 opi quan tri khach san Phan Thiét 039.427.0734

Bing cdu héi phéng vin chuyén gia

MUC PQ PHU HQP

) Hoan ]
KI CAU HOI t0f1n Kho‘ng Binh Phil Ra‘t
HIEU khong phu thuon h phu
phit | hop g NP | hop
hop
KHA NANG TIEP CAN PIEM DEN
Muine Bay Resort nam gﬁn
BT1 cac di tich, thang canh noi
tiéng va de dang tiép can.
Dé dang tiép can Muine
BT2 Bay Resort bang mang ludi

giao thong da dang.
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Gia di chuyén tir diém khoi
hanh chinh (sén bay, thanh
phd 16m) dén Muine Bay
Resort 1a hop 1y

BT3

Thoi gian di chuyén trung
binh tir cdc diém khéi hanh
BT4 chinh (san bay, thanh phé
16n) dén Muine Bay Resort

l1a hop ly
BTS Bai dau xe ciia Muine Bay
Resort 1a du va thuan tién
GIA TRI CAM NHAN
BT6 Muine Bay Resort mang lai

cho t6i gia trj tong thé tdt.

T6i khong gdp nhiédu kho
BT7 khan trong qua trinh du lich
tai Muine Bay Resort

Ky nghi tai Muine Bay
BTS Resort 1a mot trai nghiém

dang tién

Ky nghi tai Muine Bay
BT9 Resort mang lai cho t6i cam

giac vui vé va hai long.

T6i cam thay yén tam khi
BT10 st dung dich vu tai Muine

Bay Resort.
CHAT LUQNG DU LICH
BT11 Dich V}l dugc cung cap nhu
cam két
BT12 Céac yéu cau dugc xu ly

hiéu qué va nhanh chong

Nhan vién c6 chuyén mon
BT13 tot, lich sy va chuyén
nghi¢p

Tre}ng thiét bi, co s vat
BT14 chat hi¢n dai va phong sach

s€

Hb boi, khu vui choi, cac
BTIS tién ich chat luong
BT16 Nha hang da dang mén va

chét luong

HINH ANH PIEM DEN
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Muine Bay Resort C6 cac
tour dé két ndi véi céc dia
diém du lich noi tiéng ctia
dia phuong

BT18

Muine Bay Resort C6 nhiéu
hoat dong vui choi - giai tri
da dang va goéc chup anh
dep

BTI19

Muine Bay Resort co
khuon vién xanh, sach,
canh quan dep va hai hoa

BT20

Muine Bay Resort Co bai
bién riéng va tam nhin dep

BT21

Muine Bay Resort 1a mot
diém dén an toan va hap
dan cho du khach

DU LICH XANH VA BEN VUNG

BT22

Muine Bay Resort 1a mot
diém dén xanh

BT23

Muine Bay Resort str dung
san pham, nguyén vat li¢u
than thién véi moi trudong

BT24

Muine Bay Resort str dung
cac phuong ti¢n xanh (xe
dién, xe dap tre) phuc vu
khéch.

BT25

Muine Bay Resort ton trong
va quang ba van hoa cham
ban dia.

BT26

Chung nhan xanh Vita
Green cua resort lam toi tin
tudng vao hoat dong méi
truong cua ho.

TRACH NHIEM XA HQI

BT27

Muine Bay Resort c6 céac
hoat dong bao vé méi
truong

BT28

Muine Bay Resort c6 céc
chuong trinh ho trg cong
dong dia phuong

BT29

Nhan vién di xtr cong
bang va ton trong khach du
lich




Céac hoat dong kinh doanh

79

cuc vé Muine Bay Resort

BT30 minh bach va c¢6 trach
nhiém
HA TANG KHU VUC
Miii né ¢ nhiéu diém vui
BT31 choi gidi tri
Miii né ¢ hé théng giao
BT32 thong thuan tién
Miii né c6 nhiéu dich vu
BT33 cong cong
Miii né canh quan do thi
BT34 sach dep
LONG TRUNG THANH
T6i sdn sang quay lai
BT34 Muine Bay Resort trong
tuong lai.
Muine Bay Resort s€ 1a lya
BT35 chon wu tién cua t6i khi du
lich & Miii Né.
To6i san sang gidi thiéu
BT36 Muine Bay Resort cho ban
be va nguoi than.
BT37 Toi san sang danh gia tich

2.5.2. Kiém dinh chét lwgng thang do, kiém dinh Cronbach

Déi v6i thang do kha ning tiép can diém dén (AOTD)

Case Processing Summary

Scale Statistics

Mean

Variance

Std. Deviation

N of Items

20.47

11.055

3.325

5

N %

Cases Valid 180 100.0
Excluded?® 0 0.0

Total 180 100.0

a. Listwise deletion based on all
variables in the procedure.

Déi v6i thang do gia tri cam nhan (PV)

Case Processing Summary

| N | %
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Cases Valid 180 100.0 Scale Statistics
Excluded? 0 0.0 M Vari Std. Deviati N of T
td. t t
Total 180 100.0 ean | Variance eviation of Items
a. Listwise deletion based on all 20.96 10.032 3.167 5
variables in the procedure.
Pbi voi thang do chit lugng du lich (TQ)
Case Processing Summary Scale Statistics
N % ) _r
Cases Valid 180 100.0 Mean | Variance | Std. Deviation | N of Items
Excluded” 0 0.0 2522 14.911 3.862 6
Total 180 100.0
a. Listwise deletion based on all
variables in the procedure.
Pbi voi thang do hinh anh diém dén (DI)
Case Processing Summary Scale Statistics
N 0 ) .
Cases Valid 180 1060' 0 Mean | Variance | Std. Deviation | N of Items
Excluded® | 0 0.0 20.92 | 10.211 3.195 5
Total 180 100.0
a. Listwise deletion based on all
variables in the procedure.
Déi v6i thang do du lich xanh va bén viing (GAST)
Case Processing Summary Scale Statistics
N % ) ..
Cases Valid 120 100.0 Mean | Variance | Std. Deviation | N of Items
Excluded 0 0.0 21.34| 11.231 3.351 5
Total 180 100.0

a. Listwise deletion based on all
variables in the procedure.




Déi v6i thang do long trung thanh (LOY)

Case Processing Summary
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Scale Statistics

0
Cases Valid 11;0 106).0 Mean | Variance | Std. Deviation | N of Items
Excluded® | 0 0.0 16.96 | 8.322 2.885 4
Total 180 100.0
a. Listwise deletion based on all
variables in the procedure.
2.5.3. Phén tich nhan t6 kham pha EFA
Descriptive Statistics
Mean Std. Deviation | Analysis N
AOTDI 4.02 0.758 180
AOTD2 4.11 0.751 180
AOTD3 4.08 0.783 180
AOTD4 4.07 0.788 180
AOTDS5 4.20 0.815 180
PV1 4.08 0.736 180
PV2 4.18 0.713 180
PV3 4.15 0.766 180
PV4 4.29 0.721 180
PV5 4.26 0.686 180
TQ1 4.24 0.720 180
TQ2 4.22 0.711 180
TQ3 4.32 0.728 180
TQ4 4.15 0.728 180
TQ5 4.14 0.768 180
TQ6 4.16 0.792 180
DIl 4.11 0.728 180
DI2 4.13 0.735 180
DI3 4.29 0.713 180
DI4 4.24 0.727 180
DI5 4.15 0.705 180
GASTI 4.23 0.763 180
GAST2 4.36 0.752 180
GAST3 4.19 0.741 180
GAST4 4.32 0.758 180
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GASTS 4.24 0.727 180
Communalities
Initial Extraction
AOTDI 1.000 0.693
AOTD2 1.000 0.801
AOTD3 1.000 0.768
AOTD4 1.000 0.794
AOTDS5 1.000 0.734
PV1 1.000 0.711
PV2 1.000 0.684
PV3 1.000 0.682
PV4 1.000 0.702
PV5 1.000 0.674
TQ1 1.000 0.718
TQ2 1.000 0.816
TQ3 1.000 0.684
TQ4 1.000 0.768
TQS5 1.000 0.798
TQ6 1.000 0.821
DIl 1.000 0.776
DI2 1.000 0.789
DI3 1.000 0.793
DI4 1.000 0.795
DI5 1.000 0.800
GAST1 1.000 0.761
GAST2 1.000 0.841
GAST3 1.000 0.754
GAST4 1.000 0.757
GASTS 1.000 0.713

Extraction Method: Principal Component Analysis.
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Component Matrix?

Component
1 2 3
TQl1 0.824
DI5 0.820
PV1 0.819
PV2 0.816
TQ6 0.815
PV3 0.803
PV5 0.801
GAST3 | 0.801
GAST2 | 0.800
TQ2 0.799
PV4 0.796
TQ3 0.796
GAST1 | 0.794
DI3 0.793
TQS5 0.790
GASTS | 0.788
GAST4 | 0.785
DI4 0.779
TQ4 0.767
DIl 0.764
AOTD2 | 0.761
DI2 0.760
AOTD4 | 0.747
AOTD1 | 0.722
AOTDS | 0.694
AOTD3 | 0.675

Extraction Method: Principal Component

Analysis.

a. 4 components extracted.

Component Transformation Matrix

Component 1 2 3 4
1 0.613 |0.472|0.457 | 0.439
2 -0.651 | 0.239] 0.715 0.091
3 0.274 | 0.446 0.008 | 0.852
4 0.354 0.722 0.530 0.270
Extraction Method: Principal Component
Analysis.
Rotation Method: Varimax with Kaiser
Normalization.
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Component Plot in Rotated Space

Scree Plot

Component 2

c"mponem 1

Component Number

Thang do diéu chinh
TT THANG PO Ki HIEU
I GIA TRI DICH VU BEN VUNG CAM NHAN PSSV
1 Muine Bay Resort mang lai cho t6i gia tri tong thé t6t. PV1
T6i khong gip nhiéu khé khan trong qua trinh du lich tai
2 . PV2
Muine Bay Resort
Ky nghi tai Muine Bay Resort 1a mot trai nghiém dang
3 tién PV3
Ky nghi tai Muine Bay Resort mang lai cho t61 cam giac
4 S PV4
vui vé va hai long.
T6i cam thay yén tdm khi sir dung dich vu tai Muine Bay
5 PVS5
Resort.
6 Dich vu duoc cung cip nhu cam két TQ1
7 Nhan vién c6 chuyén mén tét, lich su va chuyén nghiép TQ3
8 Muine Bay Resort 13 mot diém dén xanh GAST1
9 Mlnne .]§ay I,{.esoAr.t su fiung san pham, nguyén vat li¢u GAST?2
than thi€n v&i moi truong
Muine Bay Resort sir dung cadc phuong ti€n xanh (xe
10 dién, xe dap tre) phuc vu khach. GAST3
1 gglslne Bay Resort ton trong va quang ba van hdéa ban GAST4
12 Chiing nhén xanh cua resort [am t6i tin tudng vao hoat GASTS

dong moi truong cua ho.
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11 HINH ANH DPIEM DEN DI
Muine Bay Resort C6 cac tour dé két nbi voi cac dia
1 2 . PO r e DI1
diém du lich no1i tiéng cua dia phuong
Muine Bay Resort C6 nhiéu hoat ddng vui choi - giai tri
2 . . DI2
da dang va goc chup anh dep
Muine Bay Resort c6 khuon vién xanh, sach, canh quan
3 Cpoas s DI3
dep va hai hoa
4 Muine Bay Resort C6 bdi bién riéng va tim nhin dep DIl4
Muine Bay Resort 1a mot diém dén an toan va hap din
5 f DI5
cho du khach
111 KHA NANG TIEP CAN PIEM PEN AOTD
1 Muine Bay Resort pém gan cac di tich, thang canh nodi AOTDI1
tiéng va dé dang tiép can. ‘
5 DeA dang tiép can Muine Bay Resort bang mang ludi giao AOTD?2
thong da dang.
3 Gia di chuyén tir diém khoi hanh chinh (san bay, thanh AOTD3
pho 16n) dén Muine Bay Resort 1a hop ly
Thoi gian di chuyén trung binh tir cac diém khéi hanh
4 chinh (san bay, thanh pho 16n) dén Muine Bay Resort 1a AOTD4
hop ly
5 Bai dau xe cua Muine Bay Resort 1a du va thuan tién AOTD5
0% CHAT LUQNG DU LICH TQ
1 Céc yéu cu duoc xtr 1y hiéu qua va nhanh chong TQ2
2 Trang thiét bi, co s& vat chat hién dai va phong sach s& TQ4
3 H6 boi, khu vui choi, cac tién ich chét luong TQ5
4 Nha hang da dang mén va chat lugng TQ6
\% LONG TRUNG THANH LOY
1 Toi sdn sang quay lai Muine Bay Resort trong tong lai. LOY1
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) Mulfle B~e'1y Resort s€ la lva chon uu tién cua to1 khi du LOY?2
lich & Mii1 N¢.

3 To61 san sang gidi thi¢éu Muine Bay Resort cho ban bé va LOY3
nguoi than.

4 T6i san sang danh gi4 tich cuc vé Muine Bay Resort LOY4

2.5.4. Kiém dinh Cronbach theo 4 nhan t6 méi

Case Processing Summary

Scale Statistics

N %

Cases Valid 180 100.0
Excluded? 0 0.0

Total 180 100.0

a. Listwise deletion based on all
variables in the procedure.

Case Processing Summary

N %

Cases Valid 180 100.0
Excluded? 0 0.0

Total 180 100.0

a. Listwise deletion based on all
variables in the procedure.

2.5.5. Phan tich hdi quy da bién

Variables Entered/Removed?

Model

Variables
Entered

Variables
Removed

Method

TQ’
AOTD,
DI,
PSSV

Enter

a. Dependent Variable: LOY

b. All requested variables entered.

Mean | Variance | Std. Deviation N of
Items
16.67| 7.385 2.718 4
Scale Statistics
) Std. N of
Mean | Variance Deviation Items
50.85 | 53.927 7.344 12
Descriptive Statistics
Std.
Mean Deviation N
LOY |4.2389| 0.72120 | 180
PSSV | 4.2375| 0.61196 | 180
DI 4.1833| 0.63909 | 180
AOTD | 4.0944| 0.66498 | 180
TQ |4.1667| 0.67941 | 180
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Correlations
LOY PSSV DI AOTD TQ
LOY 1.000 0.782 0.727 0.636 | 0.676
Cgfraeﬁ‘t’ﬁm PSSV | 0.782 | 1.000 | 0.785 | 0.731 | 0.801
DI 0.727 0.785 1.000 0.718 0.724
AOTD 0.636 0.731 0.718 1.000 | 0.678
TQ 0.676 0.801 0.724 0.678 1.000
LOY 0.000 0.000 0.000 | 0.000
Sig. (1-tailed) PSSV 0.000 0.000 0.000 | 0.000
& DI 0.000 0.000 0.000 | 0.000
AOTD 0.000 0.000 0.000 0.000
TQ 0.000 0.000 0.000 0.000
LOY 180 180 180 180 180
PSSV 180 180 180 180 180
N DI 180 180 180 180 180
AOTD 180 180 180 180 180
TQ 180 180 180 180 180
Coefficient Correlations?
Model TQ AOTD DI PSSV
1 Correlations TQ 1.000 -0.151 -0.197 | -0.479
AOTD | -0.151 1.000 -0.301 | -0.264
DI -0.197 -0.301 1.000 | -0.376
PSSV -0.479 -0.264 -0.376 1.000
Covariances TQ 0.007 -0.001 -0.001 | -0.004
AOTD | -0.001 0.006 -0.002 | -0.002
DI -0.001 -0.002 0.008 -0.004
PSSV -0.004 | -0.002 -0.004 | 0.011
a. Dependent Variable: LOY

Collinearity Diagnostics®

Model | Dimension | Eigenvalue Condition Variance Proportions
Index
(Constant) | PSSV | DI | AOTD| TQ
1 1 4.966 1.000 0.00 0.00 {0.00| 0.00 |0.00
2 0.015 17.981 0.96 0.01 [0.02] 0.04 |0.05
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3 0.008 24.205 0.00 0.02 [ 0.00| 0.73 |0.36
4 0.006 28.251 0.02 0.00 {0.79] 0.21 |0.27
5 0.004 35.733 0.02 0.97 {0.20]| 0.02 |0.32
a. Dependent Variable: LOY
Residuals Statistics®
Minimum Maximum Mean Sj[d'. N
Deviation
Predicted 1.0547 5.0226 4.2389 0.58018 180
Value
Residual -1.52961 1.42038 0.00000 0.42839 180
Std.
Predicted -5.488 1.351 0.000 1.000 180
Value
Std.
X -3.530 3.278 0.000 0.989 180
Residual
a. Dependent Variable: LOY
Model Description Case Processing Summary
Model Name MOD 1 N
Dependent 1 LOY Total Cases 180
Vanal;le ‘ Excluded Cases? 0
Equation _ 1 | Linear Forecasted Cases 0
Independent Variable | USQUARE Newly Created Cases 0
Constant Included - . .
ble Wh 0 fod a. Cases with a missing value in
Vanable W 0s¢ Va ues Unspecifio any variable are excluded from the
Label Observations in Ivsi
Plots analysis.

Model Summary and Parameter Estimates

Dependent Variable: LOY

Model Summary

Parameter Estimates

Equation R

Square

F

dfl

df2 | Sig.

Constant

bl

Linear

13

2.315

1 178

130

4.281

_.044

The independent variable is USUARE.
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Variable Processing Summary

Variables

Dependent | Independent

LOY USQUARE

Number of Positive Values 180 180
Number of Zeros 0 0
Number of Negative Values 0 0
Number of Missing User-Missing 0 0
System-
Values o 0 0
Missing




