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V6'i sllli¢u di€u tra til 121 du khdch trong niim 2017, nghien ctiu xdc djnh cdc ye'u tr5'dnh hliifng 
di!n chtit ltl(lng djch V\1 du f.ich qu(m 6 MOn, TP. CJn Thd. K{t ~ud cho thi{y, c6 6 nhdm yi/u t(f 
i'mh luti'fng de'n chtit lllr;ng du ljch cUa Qu(in g6m: Kft cdu h(l tang du ljch, Gid cd d,ich v~, S/f 
d6ng cdm, COng tdc uf chUc du l,ich va Phong cdnh nui din. Tit d6, bai vie! dua ra nhilng g(!i 
Y gid(phdp phdt triin du [jch cUa Qwjn trong thOi gian f(Ji. 

Tii kh6a: chtil lll{fng djch V{l, nlu1n til dnh hlidng, du ljch, 6 Mr'Jn 

Summary 
The study identifies factors impacting the quality of tourism service in 0 Man district, Can Tho 
city with survey data from 121 visitors in 2017. The outcome points out six groups of factors 
including: Tourism if!frastructure, Price, Empathy, Tourism management and Landscape. Basej 
on the result, some recommendations are offered to develop local tourism in the coming time. 

Keywords: service quality, determinant, tourism, 0 Mon 

GICII THI~U 

Nfim d phia B<lc TP. Cfin Thd, qu~n 
6 MOn Ja vllng dilt dli<Jc khai hoang va 
phat tri6n tU dfiu the' k)' XVTII do phong 
trao di dan khai pha miEn da't phlid'ng 
Nam cUa ChUa Nguy~n. Th{li Gia Long 
de'n Minh M<:tng, vllng da't nay dli<Je diin 
khai md ngay cang tn) phll, ph&n th!nh. 
Cling vdi SI.J' ph<it tri6n ella giao thu'd'ng 
hang ho<i, c<ic tQc ngu'Cii Vi(':t, ngu'Cii Hoa, 
Khmer kCo de'n dfty l~p nghi(':p ngay dng 
dOng dUe, t<,~.o nen nhi€u nCt van ho:i giao 
thoa dOc d<io, hlnh th3.nh nen nhi8u di~m 
di tkh. ljch slr van boa n6i tie'ng, nhli: 
dinh Thdi An, Linh Sd'n c6 mie'u, chUa 
Pothysomrom ... , cling vdi nhi8u 1e hQi va 
Jang ngh8 thll c0ng truy~n th6ng t<,l.O nCn 
nhii'ng san phfi'm du ljch ha'p dfin, rieng c6. 

Hd'n nita, Qu~n c6 vi tri dja Iy thuiJ_n 
I<Ji v~ duCing h() va d(lc bi~t Ja du'Cing 
thlly thOng qua s6ng H~u. TU 6 M6n, 
c:ic phlidng ti~n dltCing thlly c6 th6 nglfqc 
dOng Me Kong ICn Long Xuyen, Chilu 
D6c, Tftn Chiiu, vUng nQi df:i Campuehia, 

Llo, Thai Lan ... NhO d6, nhllng nam qua, cling vOi SI.J' 
phat tri6n du ljch ehung ella TP. Cftn Thc1, e<ie ho<,~.t 
dQng du Jtch cUa Qu~n c6 nhi€u khdi sac. 

M~c dll v~y, thCii gian qua, mU'c d6ng g6p cUa du 
ljch qu~n 6 M6n chua thi.J'c si.J' tttd'ng xti'ng vdi nhUng 
ti€m niing sUn c6. Nghien e6'u nay se x<ic djnh d:e ye'u 
t6 3.nh hu'dng de'n chftt Juqng djch VIJ dul~ch t<,~.i dily, tU 
d6 d€ xua't cac y kie'n g6p phfip nang cao cha't Juqng 
djch Vl,l, thUc dfi'y du!ich qu~n 0 M6n phat tri6n. 

co sa Lv 
NGHIEN CUU 

THUYET vA PHUONG PHAP 

Da c6 nhi~u nghien clru v6 mO hlnh d<inh gi<i, do 
lu'Cing cha't Juqng djch Vl,l, tiCu bi6u nhlf mO hlnh cha't 
lU'<Jng djch Vl,l (SERVQUAL) ella Parasuraman va cQng 
si.J' (1991). BQ thang do SERVQUAL gfim nam thanh 
phfin: Tin e~y; D<ip U'ng; Wing hfc ph1,1c v1,1; D6ng dm; 
Phltd'ng tici:n hUu hlnh. Theo mO hlnh SERVQUAL, 
chdt luqng djch v1,1 du'Q'c x<ic djnh nhu' sau: Chitt lu(lng 
dich V¥ = MUc dQ cilm nh(in- GiG tr,i Jry vpng. 

Dl,l'a trCn m6 hlnh SERVQUAL ella Parasuraman 
va eQng sl,l' (1991), Cronin va Taylor (1992) da khik 
ph1,1c va cho ra dCii m6 hlnh SERVPERF, mQt bie'n th6 
cUa SERVQUAL. Theo m6 hlrih SERVPERF, Chitt 
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BANG 1 THANG DO CHAT LUQNG DICH VU DO WCH QUAN 6 M6N TP cAN THd ' ' 
Kj . 

. - ···-
M"' hi~u. Bie'n quan s;it 

dRnh l!i:i ----
I • Phong dnh ndi dfn 

PC I Ciinh quan ndi tham quan hftp di'in MltcdQJ 5 

PC2 C6 nhi~u diJm tham quan da d~ng Mltc d(> 1-5 

PC3 Phong ciinh d(>C dolo MU"cd(> 1-5 

PC4 Phong ciinh giU dtf',lc n6t Ltf nhii:n, nguyen sd MUc dQ l-5 

II C6ng t;ic tii chU'c du ljch 

TCQLI Cole ddn vj t6 chU"c du ljch dtMc diing ky, quiin I)• t6t MU'c dQ 1 5 

TCQL2 Cic ddn vi t6 chUc du ljch da dang, phong phti MU'cdQ 1-5 

TCQL3 Ho\[t dQng cUa de ddn vi t6 chll'c Ju 1jch du'Qc ki€m so:it t6t MU'c dQ 1-5 

III - Ke't c!iu W, ul.ng du l!ch 

HTl Giao thOng, di 1\[i du'Qc ddu tu' phuc VJ.l tflt cac ho\[t dQng du ljch MUc dQ I 5 

HT2 Cic djch VJ.l Internet, wif'i t6t Mltc dQ 1-5 

HT3 S6ng di~n tho\li tOt Mtl'c dQ 1-5 

HT4 Phu'tlng tit;n v-\in chuygn siin c6 

HTS Phu'dng tien v-\in chuy€n an tofm Mltcd(> 1-5 

HT6 H~ th6ng clt'a hfmg lu'umc;m vii ~an v~t dja phu'dng da d\lng, 
MUcdt) 1-5 

phong phil 

HT7 Djch VJ.t iin ut;ng du'Qc quiin IY tOt MUcdt)l-5 

IV· Cd sd htu tni 

LTl Hi;: th!lng phOng ng:hl ctay dU MUcdt)l-5 
LT2 Chit hfdn ' nha. m!h; da dan ho~U MUc dtJ 1-5 
LT3 Djch VJ.t nha nghlthu-\in ti¢n MUcdQl-5 

LT4 ThOng tin v~ nhil. nghl ctlthJ cte dflng tlm kic'm MUcdQl-5 

LT5 Vic;c diit phUng cte dflng vii tin c~y. 

v -GiR ca djch Vl} 

GCl Tcia d hang h6a du'Qc niem yft r5 rilng MUcdt)l-5 

GC2 I cia djch vv ho;lp 19 I MUc dt) 1-5 

VI- NUng h/C phi}.C VJ.l 

NLl Cite djch VJ.t cung ca'p da ~ng, d:ip ((ng t6t nhu dl.u cUa Ju kMch I MUc dQ 1-5 

NL2 Th:ii dQ vii phli<lng thUc pht.tc VJ.l thu~n ti¢n, tin cii-y Mtkd(il 5 

VII· Slf d6ng dm 

BCJ ITMi dQ phvc VIJ ella c:icd<ln vj cung cilp djch YJ.l du \jch t6t I MUc dQ 1-5 

BC2 Y kie'n ella khach hilng dli<_lc phiin h6i vii giiii quyft th6a d:ing I MUc dQ 1 5 

VIII- MOe dl) ciim nh~n ella du kh:ich (hifn phi) thuQc) 

HLl 

HL2 

THai lOng vdi de dich vv du ljch ndi dCn MUcdQl-5 

]Hai lOng vOi c6ng t<ic t6 chtl'c du ljch ndi dC"n I MUc dQ 1-5 

Ngu6n: De xuat cUa nh6m tile giB. 

lll(fng d.ich V!J = Mile d() cdm nh(in. Nhi~u nha nghi€n 
c6'u cho rling, SERVPERF Ut thang do hoan chinh v~ 
cha't lu'1;1ng djch VlJ, d~t gi<i trj va dQ tin c~y vii c6 th€ 
dLtqc U'ng dt]ng cho m9i lm.1i hlnh djch Vl] khac nhau. 

Tr€n cd sd thang do ella m6 hinh SERVPERF, nh6m 
ttic gill d~ xu fit 7 nhi'in t6 vdi 25 bi€n t<lc dQng d€n chit 
!Ltqng djch Vl] du Jjch qu~n 6 MOn, baa g6m: Phong 
ciinh ndi de'n; COng t<k tel chtic du 1jch; Ke't ca'u h<:t tling 
du \jch; co sO lu'u trU; Gill ca djch V\).; Nang hfc phl]C 
Yl,l; Slf d6ng ciim (Biing 1). 

D€ diim biio mtic dQ tin c~y ella m6 hlnh, s6 ht<;fng 
mfiu di~u tra phiii diim b<lo kfch thu'dc tOi thi~u Iii 50, 
t6t hdn Iii 100 vii tY I~ giG'a bie'n quan sat va bie'n Ia 
1:5 (Hair & ctg, 2006). Nghii?n c6'u nay xfty dlfllg biing 
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ht1i d3.nh gia cMi htqng djch YlJ du ljch d 
qu~n 6 M6n, TP. Clin Thd g6m 7 thang 
do vdi 25 bie'n quan sat. Do v~y, nh6m 
tac giii llfa chon di6u tra 130 khach du 
ljch d€n vdi qu~n 6 M6n trong thCfi gian 
titthUng 7-8/2017. Sau khi thu v~ va Jam 
s:,tch cOn 121 phie'u hQp I~ sil' dt]ng cho 
nghii?:n cUu chinh thUc. 

Nghii?n ctiu sU dl]ng phu'dng phUp 
phiin tich nh:in t6 kh<im pha (EFA) d€ 
xac djnh cUe nh6m ye'u t6 iinh huOng de'n 
chfit hf<;fng djch Vl] du Jjch ella Qu~n. S6 
li¢u du'Q'c xU IY va phi'in tlch tren phftn 
m€m SPSS 20.0 vdi cUe bu'dc ph:ln tich: 
ki€m djnh cha't ht<;fng thang do, ki€m 
djnh mtic dQ phll hqp cUa m6 hlnh, xac 
djnh nh6m nhiin t6 iinh hu'Ong bhng rna 
tr~n nhfin t6 xoay vii cu6i cling x3.c djnh 
mUc dQ <lnh hudng ella cac nhan t6 bfing 
hiim h6i quy tuye'n tfnh da bie'n. 

~ET quA NGHIEN c(lu vA 
THAD LU~N 

Kilm dinh chill luqng thang do 
Trong phltdng ph<ip EFA, cUe s61i~u 

tru'dc khi du'a vao phan t'ich ciln ki€m djnh 
cha't ht<;fng b~ng ki€m djnh Cronbach's 
Alpha. Nhll'ng tieu chi d:,tt dl) tin c~y khi 
h~ s6 tu'dng quan bi€n tflng > 0,3 vii h~ 
s6 Alpha bi€n con :;:: 0,6. Qua ke't quii 
ki€m djnh d B<:lng 2, c6 3 bi€n s6 c6 chi 
s6 tu'dng quan bie'n t6ng < 0,3 bj lo:,ti ra 
g6m PC3, HT5 va LT3. 

Nhu' v~y, sau k€t qua ki€m djnh cOn 
il)i 22 bic'n ella 7 thllnh phftn dUnh gi{i 
cha't lu'<;fng cUe ho:,tt d(lng du ljch t:,ti qu~n 
6 M6n du'Qc dlia vao phfin tich EFA. 

Kiim d.inh s!fphit hf/P ella mO hinh 
Qua ke't quii ld€m djnh tinh phU hqp 

cUa m6 hinh d Biing 3, gi<i tri KMO = 
0, 749, thOa miin di~u ld~n 0,5 < KMO < 
1 va giU trj Sig. = 0,000, cho tha'y phi'in 
tfch nhan t6 kh3.m ph<i Ja thich h<;fp cho 
dU li~u thtfc t( trong nghii?:n cUu nay. 

Kiim djnh mUt d(i gidi thich cila nW hinh 
Ke't quii phfin tich mUc dQ giiii thich 

cUa m6 hlnh cho trong Biing 4 cho bie't 
gi<i tri Cumulative= 61,683, c6 nghia Ja 
61 ,683% Stf thay ct6i ella bie'n pht] thuQc 
du'{jc gi:li thfch bOi c<ic bie'n quan sri.t du'a 
ra trong m6 h'inh. 

Xcic dfnh nlu1n tfl dfili difn 
D€ x<ic djnh du'<;fc cUe nhan t6 d:,ti 

di~n, nh6m tac giii tic'n hanh bu'dc xoay 
nhfin t6. Qua ke't quit Bring 5 cho th1y, ttl 
7 nh6m nhfi.n t6ban dftu du'Qc s~p xe'p l:,ti 
thiinh 6 nh6m nhftn t6 nhu' sau: Ke't ca'u 

Kinh re' vii Du" b<io 



hc;t tiing (bao g6m de bic'n: HT2, HT3. 
HT4, H17); S~ ~6ng cam (boo g6m de 
biCn: E>C I. ~)C2, L T2); N!!.ng life ph~:~c VlJ 
(bao gOm ct'ic biCn: NLI, NL2); Gi:i d 
djch Vl,J (bao gOm de bic'n: GC I, GC2); 
C6ng Ilk t6 chU'c du ljch (bao g6m de 
bie'n: TCJ. TC2. TC3): Phong dnh ncti 
ac'n (boo g6m cac bic'n: PC!, PC2). 

Nhti v~y. qua c:1c ki~m djnh ch!lt 
ht(,fng thang do va cac kiCm djnh cUa mO 
hlnh EFA. nh6m t:1c giU nh~n dil;n c6 
6 thang do dc;ti di¢n cho cha't h.t"ng d.c 
ho~t df,lng du Jjch vU I thang do d;;ti dit;n 
cho Sl/ hai lOng chung eli a du kh:1.ch vdi 
18 bie'n d~c tntng. 

PhOn tfch h&i Qll)' ruye'n tfnh 
Tlt kC't qua phan tich h6i quy tuyCn 

tfnh t::_~i BUng 6, ta c6 phtidng tr'inh de 
nh5n 16 ;inh hU'dng dCn chflt h!<;tng djch 
VI:J, nhU' sau: 

CLDV = (-0.42)+0,324FI +0.267F2 
+0.054F3 +0.305F4+0.04 I F5+0.01 2F6 

Trong d6: Fl - KCt dlu h;;t t~ng: F2-
Slf d6ng dm; F3 - N<'lng ll)'c ph~:~c vt,~; F4 
- Gi:'i d. djch v~:~: F5- C6ng t:1c t6' chU'c du 
lich: F6- Phong d.nh ndi t1e'n . 
. cac h(: s6h6i quy qua kiE'm djnh ciing 

cho tha'y dt'!u c6 Y nghia vdi dl) tin c~y 
99% (Sig. = 0,000), ngo:_~.i trit bie'n F6 c6 
Sig. > 0.05. Kc't qu:i. h6i quy ciing cho 
thfiy, R2 hi~u chlnh = 0,972, cho biC't 
97.2% S\1' hfli lOng elm du khach dlfQc gi:i.i 
thfch b(li cac biCn dQc l~p ella m6 hlnh. 

Nhlf v~y. trong 6 yCu t6 iinh hlfbng 
dCn chflt llfQng djch VI,J du ljch trCn dja 
bl!.n qu4n 6 MOn. TP. C~n Thd. thl yCu 
t6 KC"t cfiu h:;a tflng du ljch c6 :inh hlfbng 
!On nha't (Beta= 0,324), tiCp dC'n l~n llfQt 
Ia Gi:1 d djch v~,~ (Beta= 0.305). St! t16ng 
dm (Beta = 0,267), N:"ing ltfc ph1,1c Vt) 

(Beta= 0,054), C6ng t:1c t6 eM·e du ljch 
(Beta= 0.041) va Phong ciinh ndi dc'n 
(Beta= 0.012). C:1c kc"t qu:i Ia hoan toan 
phU hQp vdi thtfc t6 ph:1t tri~n du ljch b 
dja phlfdng. 
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KET LU~N v A DE XUAT 

'" Qua nghiCn cU'u th~c tn,mg ph:1t triE'n du ljch tzti 
qu4n 6 MOn. nh6m uic giii di'i x:1c djnh lll!Qc 6 nh6m 

BANG 2: Kih Q<JA KtfM DJNH CHAT Ldc:fNG TiiANG 
TiiEO He s6 CRONBACH'S ALPHA 

TIC'u chf . l''~<p,;,~~~· 
~ i Mn' I ,.N=4 

~ fPC 

~ ' li<h" ' 

:3 0.55 

f2 ~ 

J 
T< I 

~ I ,c 
•.N=2 

' ld< nhu< "'' ' I.N=2 

L2 
' 

IDC2 0.79S 

BANG 3· KI~M DJNH KMO VA BARTLETT 

KMO and llortlett'.~ Test 
Kaiser-Me er-Oikin Measure of Sam lin Adc U:JC . . 0.749 

AooroJl. Chi-Souarc 938.579 
Bnrtlctfs Test of Sphericity Df 231 

s; 0,000 
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BANG 5: MA TR.~N NHAN T6 XOAY 

Ngu6n: Xlt 1y b~ng ph/In mt!m SPSS 

BANG 6: Klh QUA TiNH He s6 H61 QUV 

[Nhliii t6:· 
H~n • s6 
Fl 
F2 
F3 
F4 
rs 
F6 

H Stfh ,---i
·0420 
0 324 
0 267 
0054 
0 305 
0041 
0 012 

H(! s6 tU'dng quan t:M i R 
H s6lllic dinh Rz 
Gid tri ki~m dinh F Si J· 

Mli'c n hln Si • · 
0 0011 
0 0011 
0000 
0 \)()\) 
0 0011 
0000 
0 133 
0.987 
0,972 
0 0011 

Ngu6n: 56 U¢u dil!u tr11 ntim 2017 

yCu tO' 3.nh httOng dCn ch5t htqng djch VI,J du ljch cUa 
Qu~n g6m: KCt ca'u h:). t~ng du ljch, Gili. d djch VI,), Slf 
dOng dm, N1'.ing life phi,IC Vl,l, Phong dnh ndi d€n va 
COng tli.c rt1 chac du ljch. TrCn cd s(f nay, nh6m tfic gi3. 

dtta ra clic gi:1i pMp nhhm thUc d:fy phlit 
trit~n du ljch qu~n 0 MOn trong thbi gian 
1m nhtt sau: 

M()t Iii. nflng cao chtii /u(;ng kei cal~ 
h{l Ui11g ph(~C V{~ dtt /ich 

Vdi nhu du du ljch nglly cll.ng cao, 
thl vi{:c nii.ng cao chfit htqng cd sO h:). 
t~ng du ljch sC Jfl mt)l trong cli.c yc'u t6 
quan trQng hang d~u. Qu~n 6 MOn n6i 
riCng va TP. C~n Thd n6i chung dn tling 
cttb'ng dfiu ttl hi,! th6ng giao thOng du'?fng 
bQ. dtt<'Jng sOng: phli.t triGn <'Ia d:_mg h{: 
th6ng nha hang, kh:kh s:_tn del' dlip Ung 
t6i da nhu du cUa du khlich. 

Hai Iii. da d(mg h6a wl nting cao chtii 
llfr;111g sdn phdm dufich 

DG phflt trii:!n du ljch qu~n 6 MOn. 
ngoUi vi(:c chU trQng phtit triCn da d:_tng 
cnc lo:_ti hlnh du ljch: sinh th:1i, lriii 
nghi~m. vlin h6a ... , th1 vif;c nfmg cao 
cha't lu'qng c:ic stin ph:lm cling dn hC't 
sac dn thiC't. Trong d6, ye'u t6 gi:i c:i., 
thli.i t1Q va tr:ich nhi.;m cUa ngLlCJi dan dia 
phu'dng vd'i viec gln gill c:ic gi:i tri vlin 
h6a IU d~c hit;t quan lrQng. 

Ba Iii. tt'fng clflmg lien kr!t trong phlit 
triln du/jch 

Du lich li'l mOt ngflnh kinh tC t6ng 
h(,fp, c6 linh liCn nganh. liCn vUng cao, 
nCn stf liCn kCt giila c:ic dja phttdnJ. c:ic 
vllng Ja xu the' t5t ye'u di! ph:it tricn. Slf 
ph:it triGn du ljch qu4n 6 MOn kh6ng th~ 
t:1ch n)i slf ph:it tri6n du ljch chung cUa 
TP. C~n Thd cling nhtt vllng E>6ng b~ng 
sOng Ctiu Long. Do d6, liCn kCt, h(,fp t:1c 
ph:it tril!n du ljch cUa 6 MOn vdi de dja 
phu'dng kh:ic Ja tilt yCu nh~m t:_to ra c:ic 
tour du ljch' da d~ng, h£fp dfin.D 

,_TAI.LIJ!;U_THAM.KHAO _________________ _ 

l. UBND TP. C~n Thd (2016). Quyit tlinh so' /05/QD-UBND, ngcly 13/0//2016 phe duy(!t Quy 
ITO(lch plrdt triln vdn h6a TP. C&n Tlul (tei1ntim 2020, djnh l11ttn1R dei1ndm 2030 

2. Lffil Thanh E>ac Hiii (2012) .. Giiii phflp n!ing cao chill ltt(,fng djch "'-.! du ljch trCn dja ban TP. 
C:in Thd, T(lp chi Kl!oa I!Qc D{li hoc C&n TluJ, 22b, 231-241 

3. E>inh Phi H6 (2011 ). Phudng phlip nghien cttu (1jnh llft;tng 1•0 nhi1ng ''ghih1 e~l'uth(tc tiln trong 
kinh tr! phlit triln- nOng n'ghi(!p, Nxb Phttdng E>Ong · 

4. Nguyl!n TrQng Nh!in (2015). C:ic yc'u t6 :1nh httOng de'n cha't ltt(,fng djch VI,J du ljch tlnh B~c 
Lieu. T{lp chi Klwa hoc D{li hoc C&n Thu, 4, 43-50 

5. NguyCn TrQng Nh!in (2014). Nhil'ng nh!in t6 iinh httd'ng de'n ph:it triGn du ljch tinh KiCn Giang. 
T(lp chi Khoa h9c D{li h9c C/ln Thu, 30, 22-29 

6. Cronin, J. J. & Taylor. S. A. (1992). Measuring Service Quality: A Reexamination and 
Extension, Journal of Marketing, 56, 55-68 

7. Hair J.F. Anderson, R.E., Tatham. R.L., and Black, W.C. (2006). Multivariate data analysis. 
Prentice-Hall, International, Inc 

8. Parasuraman, A., Berry, L. L. & Zcithaml, V .A. (1991 ). Refinement and Reassessment of the 
SERVQUAL Scale, Journal of Retailing. 61. 420-450 

44 Kinh 1/S \'~ Oifbio 


