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Tém tit
Vi s&'liéu diéu tra ti 121 du khdch irong ndm 2017, nghién ctiu xdc dinh cdc yéu 16 dnh hudng
dén chat lwong dich vu du lich gquén O Mon, TP. Cin Tho. Két qud cho thdy, cé 6 nhém yéu t&
anh hudng dén chit lugng du lich cita Qudn gom: Két cdu ha tang du lich, Gid cd dich vu, Su
ddng cam, Cong tdc i6 chifc du lich va Phong cdnh noi dén. Tix d6, bai viét dua ra nhitng goi
¥ gidi-phdp phdt trién du lich ciia Qudn trong théi gian tdi.

Tir khéa: chét lugng dich vu, nhdn & dnh hudng, du lich, O Mén

Summary

The study identifies factors impacting the quality of tourism service in O Mon district, Can Tho
city with survey data from 121 visitors in 2017. The outcome points out six groups of factors
including: Tourism infrastructure, Price, Empathy, Tourism management and Landscape. Based
on the result, some recommendations are offered to develop local tourism in the coming time.

Keywords: service quality, determinant, tourism, O Mon
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GIO1 THIEU Lao, Thédi Lan.. Nhg d6, nhiing nim qua, c¢ling vdi sy
phét trién du lich chung cda TP. Cdn Thd, cic hoat
Nim & phia Bic TP. Cin Tho, quin  ddng du lich ctia Quén c6 nhiéu khdéi sic.
O Mon Ja ving dat duge khai hoang va Méc di viy, thoi gian qua, mifc déng gop cla du
phit trién tif ddu thé ky XVIII do phong  lich quin O Mén chua thyc sy tuong xiing véi nhilng
trio di dan khai ph4 mién dit phuong (iém niing sdn c6. Nghién cifu niy sé& xdc dinh céc yéu
Nam clia Chla Nguyén. Thoi Gia Long 8 4nh hu’dng dén chat lugng dich vy du lich i day, tif
d&n Minh Mang, viing dit nay duge din &6 dé xuft cic y ki€n gép phan nfing cao chat lugng
khai m3 ngay cang tril phu, phdn thinh,  dich vu, thic diy du lich quan O Mén phit trién.
Cung vdi sy phat trién cla giao thudng L . . )
hing hod, cic tdc ngudi Viét, ngudi Hoa, COA SO LY THUYET VA PHUONG PHAP
Khmer kéo dén diy l4p nghiép ngay cing  NGHIEN CUU
ddng diic, 120 nén nhi€u nét viin hod giao
thoa ddc ddo, hinh thianh nén nhiéu diém Di c6 nhidu nghin cu vé md hinh danh gid, do
di tich lich st van hod ndi ti€ng, nhuw:  ludng chit lugng dich vu, tiéu biu nhw md hinh chit
dinh Théi An, Linh Son ¢8 mi&u, chiia  luong dich vu (SERVQUAL) ciia Parasuraman vi ¢dng
Pothysomrom..., cling véi nhiéu 1& hoi va sy (1991). B6 thang do SERVQUAL gdm nam thanh
Iang nghé thit céng truyén théng tao nén  phén: Tin cdy; P4p ing; Ning luc phuc vy; Pong cim;
nhifng sin pham du lich hip dan, riéng c6.  Phuong tién hitu hinh. Theo m6 hinh SERVQUAL,
} Hdn nita, Quin ¢6 vi tri dia 1y thuin  chét lugng dich vu dudc xdc dinh nhu sau: Chd? luong
Igi vé dudng bd va dic biet 1d dudng * dich vu = Mitc d6 cdm nhin - Gid tri ky vong.
thiy thong qua séng Hiu. Tir O Mbn, Dua trén mé hinh SERVQUAL ciia Parasuraman
cdc phuong tién dudng thiy 6 thé ngutge  va cdng su (1991), Cronin va Taylor (1992) dd khic
dong Me Kong 1én Long Xuyén, Chiu phuc va cho ra 4di md hinh SERVPERF, mot bién thé
Péc, Tan Chéu, viing ndi dia Campuchia, cia SERVQUAL. Theo mé hinh SERVPERF, Chdt
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BANG 1: THANG PO CHAT L(IONG DlCH V(.l DU LICH QUAN & MON TP. CAN THO

' hlfgu . Blén quan sat o _ dal:ldlf ;M .
1 - Phong cdnh ngi dén

PC | |Canh quan ndi tham quan hip din Mifc do 1-5
PC2 |C6 nhiéu diém tham quan da dang Miic 43 1-5
PC3 |Phong cinh ddc dio Mitc d§ 1-5
PC4 |Phong cinh giit dusc nét  nhién, nguyén so Mirc do 1-5
11 — Céng tic t6 chic du lich

TCQLI |Cde don vi 18 chife du lich dude dang k§, quin 1§ tt Mic do 1-5
TCQL2 |Céc dan vi t§ chife du lich da dang, phong phi Mifc d§ 1-5
TCQL3 [Hoat dbdng cla cdc don vi t3 chire du lich duge ki€m soit tit Mifc d6 1-5
I11 - K&t ciu ha tdng du lich

HT1 Giao thdng, di lai duge diu tir phuc vu t6t cic hoat dong du lich Muc dé 1-5
HT2 Cic dich vu Internet, wifi t6t Mitc d& 1-5
HT3  |S6ng dién thoai 6t Mitc db 1-5
HT4  |Phudng tién vin chuyén sin c6

HT5 |Phudng tién vin chuyénan toin Mife d6 1-5
HT6 L{}?D:llg}'gﬁﬁcﬁa hang luu ni€ém va sdn viit dia phuong da dang, Mitc d6 1-5
HT7  [Dich vu an uéng dugce quan 1y tat Mirc di 1-5
IV - Cd s Ivtu trii

LT1  |Hé thiing phong nghi ddv di Mde 46 1-5
LT2  |Chit higng nhi nghi da dang, phong phd Mitc 46 1-5
LT3 Dich vy nhi nghi thuin tién Miic 4§ 1-5
LT4  |Théng tin v& nha nghi cé th€ d2 dang fim ki€m Mitc do 1-5
LT5  [Vigc dit phong d& ding v tin cdy.

V - Gid cd dich vy

GC1  [Gid ¢ hang héa duge niém y€t rd rang Mitc do 1-5
GC2  |Gid dich vu hdp 1y Mitc do 1-5
VI - Niing ly'c phuc vo

NL1 Céc dich vu cung cap da dang, dap ting 16t nhu ciu clia du khich Muc dé 1-5
NL2 Thdi d§ v phuong thide phuc vy thudn tién, tin cdy Muc dg 1-5
VII - Sif d6ng cim

bCl Thiii 46 phuc vy elia cde dun vi cung cp dich vu du lich 181 Mirc dd 1-5
BC2  |Y ki€n ciia khdch hang dusc phin hdi va gidi quyct théa ddng | Mife d6 1-5
VIII - Midc d¢ cdm nhén cia du khich (bién phu thujc)

HL1 Hai Wong vdi cde dich vy du lHeh noi dén Miic do li
HL2 Hai long vdi cong tic 18 chife du lich ndi dén Mujc 46 1-5 |

Nguén: D¢ xudt cia nhom tac gia

Iugng dich vu = Miic dj cdm nhdn. Nhiéu nha nghién
ciu cho ring, SERVPERF 14 thang do hoin chinh vé
chit lugng dich vy, dat gid tri vA d6 tin ciy va cd thé

dudc ing dung cho moi loai hinh djch vu khéic nhau.

Trén cd sd thang do cda m6 hinh SERVPERF, nhém
tic gid dé xudt 7 nhan t& vi 25 bién tic dong dén chat
lugng dich vy du lich quin O Mbn, bao gom Phong
cdnh noi d&€n; Céng tic t8 chife du lich; K&t ciu ha ting
du lich; Cd s& luu tri; Gid cd dich vu; Niang lvc phuc

vuy; Sur ddng cdm (Bang 1).

Pé ddm bio muifc db tin cdy cda md hinh, s6 Iugng

miu didu tra phai dam bio kich thude 51 thidu 1a 50,

t6t hon 13 100 va ty 1& gifta bié€n quan st va bién 1a
1:5 (Hair & ctg, 2006). Nghién citu niy xdy dyng bang
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hdi ddnh gid chit lugng dich vy du lich &
quin O Mén, TP, Cin Tho gdm 7 thang
do vdi 25 bi€n quan sdt. Do viy, nhém
tdc gid lya chon di€u tra 130 khich du
lich d&€n v&i quin O Mbn trong thisi gian
tif thang 7-8/2017. Sau khi thu vé& v lam
sach con 121 phi€u hgp 1€ s& dung cho
nghién ciu chinh thic.

Nghién ciu s dung phuong phép
phiin tich nhin t6 khim phi (EFA) dé
xic dinh cdc nhém y&u t6 dnh hudng dén
chat lugng dich vu du lich cia Quan. S&
liéu duge x& 1y va phén tich trén phin
mem SPSS 20.0 vdi cdc bude phin tich:
ki€ém dinh chit lwgng thang do, kiém
dinh myc dé phd hgp cia md hinh, xéc
dinh nhém nhin t& 4nh hudng bing ma
trin nhin t8 xoay vi cubi cling x4c dinh
mifc d¢ dnh hwdng clia cdc nhin 16 bang
ham héi quy tuyén tinh da bién.

I(ET QUA NGHIEN cUu VA
THAO LUAN

Kiém dinh chét lugng thang do

Trong phudng phap EFA, cdc sd léu
trirde khi dwa vio phén tich cin kiém dinh
chit lugng bing kiém dinh Cronbach’s
Alpha. Nhitng tiéu chi dat d§ tin cdy khi
hé s6 twong quan bién tdng > 0,3 v hé
s8 Alpha bién con > 0,6. Qua két qud
kiém dinh & Béng 2, c6 3 bi€n 58 ¢é chi
sd tudng quan bién tdng < 0,3 bi loai ra
2dm PC3, HT5 va LT3,

Nhu viy, sau két qua ki€m dinh con
lai 22 bi€n c@a 7 thanh phin danh gid
chit lugng cdc hoat dong du lich tai quin
O Moén duge dua vao phan tich EFA.

Kiém dinh sy phi hop cida mé hinh

Qua k&t qui ki€m dinh tinh phil hgp
cia md hinh & Bing 3, gid tri KMO =
0,749, thda man diéu kién 0,5 < KMO <
1 va gid tri Sig. = 0,000, cho thiy phin
tich nhin t3 khdm ph4 13 thich hdp cho
dit lidw thuc & trong nghién cdu nay.

Kiém dinh mutc dé gidi thich ciia md hinh

K&t qud phin tich mdc do gidi thich
clia md hinh cho trong Bang 4 cho biét
gid tri Cumulative = 61,683, ¢ nghia 1a
61,683% sy (hay d6i clia bién phu thude
duge gidi thich bdi cdc bi€n quan st dua
ra trong md hinh,

Xdc dinh nhan t6 dai dién

Pé xdc dinh dude cdc nhin ¥ dai
dién, nhém tdc gid ti€n hanh budc xoay
nhan 8. Qua két qud Bdng 5 cho thdy, tir
7 nhém nhin t& ban diu dudc sip x&p lai
thanh 6 nhém nhin t8 nhy sau; K&t ciu
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ha tAng (bao gbm cdc bién: HT2, HT3.
HT4, HT7); Sy ddng cidm (bao gdm cic
bi€n: BCI, BC2, LT2); Ning lvc phuc vu
(bao gébm céc bign: NL1, NL2): Gis ¢
dich vu (bao gém cic bi€n: GC1, GC2);
Céng tdc 8 chifc du lich (bao gdm cdc
bién: TCH, TC2, TC3): Phong cdnh ngi
d¢n (bao g6m céc bién: PCH, PC2).

Nhu vdy. qua cdc ki€ém dinh chét
lugng thang do va céc ki€m dinh cda md
hinh EFA. nhém tic gid nhin dién cé
6 thang do dai dién cho chil lwgng cic
hoat ddng du lich va 1 thang do dai dién
cho sy hdi 1dng chung cla du khéch v6i
18 bi€n dic trng.

Phén rich hoi quy wavén tinh

Tir k€t qud phén tich hbi quy tuyén
tinh tai Bdng 6, ta ¢6 phuong trinh céc
nhin t§ dnh hudng d€n chat lugng dich
vy, nhif sau;

CLDV = (-0.42)+0.324F1 +0.267F2
+0,054F3+0,305F4+0.041F5+0.012F6

Trong d6: F1 - K&t ciu ha ting: F2 -
Sy ddng cAm; F3 - Niing lyc phuc vu; F4
- Gif 3 dich vu; F5 - Cong tdc 10 chifc du
lich: F6 - Phong cdnh ndi dén.

Célc hé s6 hgi quy qua kiém dinh ciing
cho thdy déu c6 ¥ nghia vdi dj tin cly
99% (Sig. = 0,000), ngoai trir bién F6 c6
Sig. > 0.05. K&t qud hdi quy cling cho
thiy, R? higu chinh = 0,972, cho bit
97.2% sy hai ldng ctia du khéich duge gidi
thich bdi cdc bi€n ddc 13p cia mo hinh.

Nhu vy, trong 6 y€u 18 dnh hudng
dén chit lugng dich vu du lich trén dia
ban quin O Mon. TP. Cin Thd, thi yé&u
16 K& ciu ha tdng du lich c6 dnh hudng
16n nhit (Beta = 0,324), 1iép d€n 1an lugt
12 Gi4 cd dich vu {Beta = 0,305), Su ddng
cdm (Beta = 0,267), Ning lyc phuc vu
(Beta = 0,054), Cong thc 16 chife du lich
(Beta = 0,041) va Phong cdnh noi d€n
{Beta = 0,012). C4c két qud 13 hodn todn
phit hgp v6i thyc 16 phdt tri€n du lich &
dia phuong.

KET LUAN VA DE XUAT

Qua nghién ciiu thyc trang phét trién du lich tai
quin O Mbn, nhém téc gid da xdc dinh dude 6 nhém

BANG 2: KET QUA KIEM DINH CHAT LUYNG THANG

THEO HE SO CRONBACH'S ALPHA

Titu chi .

Ty quan

= | bifnifing :
Phong cinh ndi d&n: Cronbach’s Alpha=0,626, N=4
PC 1 0418
PC2 0,507
PC3 0,251
PC 4 0,471
Ciing tdc t§ chitc du lich: Cronbach’s Alpha=0,705, N=3
TCI (1,461
TC2 0,584
TC3 0,551
K&t cfin ha tdng du lich: Cronbach’s Alpha=0,711, N=7
HTI 0.399
HT2 0,436
HT3 0,554
HT4 0,394
HTS 0,25
HT6 0,433
HT? 0,511
Cd 58 Ivtu trii; Cronbach's Alpha=101,628, N=5§
LTI 0,507
LT2 0,44
LT3 0,239
LT4 0,507
LTS 0,371
Gifl ca dich vu: Cronbach’s Alpha=0.790), N=2
GCl 0,664
GC2 0,664
Niing lifc phuc vy: Cronbach’s Alpha=0,623, N=2
NL1 0.588
NL2 0,588
Sy d8ng ciim d6i: Cranbach's Alpha=0.807, N=2
BCI 0,765
DC2 0.795
BANG 3: KIEM BINH KMO VA BARTLETT
KMOQ and Bartlett's 1'est
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ’ 0.749
Approx. Chi-Square 938,579
Bartleit's Test of Sphericity | D 23]
Sig. 0,000

BANG 4: MUC DO GIAI THICH CJA CAC BIEN QUAN SAT

1 Total Vartance Explained :
| Initin] Eigenvalues Exteaction Sums of Squared Loadings | Rotnion Sums of Squared Loadings
omPement | Total Va‘fi;:{cc CT ;I:m“c Towl | % of Variance | Cumutative % | _Total _VaTiS:ICc Comulative |
| 5,593 25,423 25423] 5,593 25,423 25,423 2.960 13,456 13.456
2 2,261 10,276 35.699] 2.261 10,276 35,699 2,594 11,790 25,247
3 1,785 8,116 431.814] 1.785 8.116 43,814 2.096 9,527 34,774
4 1,641 7,459 5E,274]  1.641 7.459 51,274 2,074 9,426 44 200
5 1.185 5.386 56,6601 _1.185 5,386 36,660 2,07 9,424 53,624
6 1,105 5,024 61,6831 1.105 5,024 61,683 1,773 8,059 61,683
7 948 4,309 65.992
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BANG 5: MA TRAN NHAN T8 XOAY dura ra che gidi phfg nhim thiic diy phét

Compoaca ™ ]  tri€n du lich quan O Mén trong thdi gian
] =2 F3 | F4 | F5 . |__F6_.; 161 nhi sau:
pC J64 Mot la, ndng cao chét hugng kér ca
PC 4 ” ha tding phuc vu du lich
;gilz ggg Véi nhu clu du lich ngdy cing cao,
TC3 :824 thl vicc I'Ifll'lg cao chii Ilf(_’ng co 5§ ha
HT] ting du lich s€ 13 m6t trong cic y&u (6
S-ITE g‘.}‘i quan trong hang diu. Quin O Mén néi
T4 633 riéng va TP. Cin Thd néi chung cin ting
HT6 cudng dau v h¢ théng giao thdng duding
HI7 17 bf. dudng song; phit tri€n da dang hé
T2 555 thGng nha hang, khich san 4€ d4p ng
LT4 t6i da nhu ciu cda du khich.
L.g 5 Hai la, da dang héa va néing cao chéit
2 852 hugng sdn phdm du lich
NL] 812 B¢ phit trién du lich quin O Mén,
S]é:i 233 842 ngodi vige chi trong phat trién da dang
pC2 189 cfic loai hinh du lich: sinh théi, wdi
Nguén: X Iy bAng phdn m&m SPSS  nghiém, vin héa..., thl viéc nfing cao
chit lugng céic sdn phim cling cin hét
BANG 6: KET QUA TINH KE 86 HOI QuY sitc clin 1hiét. Trong d6, y&u (6 gid ci,
CNh&n 16 _ [~ HE s hbi quy _— Muic ¢ ophin (Sigy 1| thdi 4§ va trich nhiém clia ngudi din dia
Hing 8 -0,420 0,000; phuong véi vife gin gilf cdc gid tri vin
Fl 0,324 0000 haa 13 dic bi€t quan trong.
K2 0,267 0,000 Ba la, wdng cuimg lién két trong phdt
F3 0,054 0,000 2 .
a 0.305 0,000 ‘rién du lfich . o
Fs5 0,041 0,000 Du lich 1} mft nganh kinh t& téng
F6 0,012 0.133] hgp, ¢6 tinh lién nganh, li€n viing cao,
Heé s8 twang quan bdi R 0,987] nén sy lién k&t gita cée dia phuong, cdc
HE s8 xdc dinh (R?) 0972| ving 12 xu th€ 1dt y€u a€ phdt irién. Sy
Gid tri kiém dinh F (Sig.F) 0,000]  phét tri€n du lich quiin O Mén khong thé

Mgudn: 56 fidu dibu 1ra nam 2017 tich rdi su phét trién du lich chung clia

TP. Cin Thd ciing nhyv ving Déng bing

y&u t6 dnh hudng dén chit lugng dich vu du lich cda  sbng Ciu Long. Do d6, lién k&, hgp t4c

Quin gbm: K&t ciu ha ting du lich, Gi4 ¢4 dich vu, Sy phét tri€n du lich cia O M6n v6i céc dia

ddng cim, Ning lyc phuc vy, Phong cinh ndi dén vd  phuong khéc 13 (8t y&u nhlim tao ra céc
Céong tc td chifc du lich. Trén co 8 ndy, nhém tdc gid  tour du lich'da dang, hip d4n.0
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