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LOI CAM ON

Trong hanh trinh hoc tap, nghién ciru va hoan thanh luan 4n Tién si, ti thiu
hiéu rang nhitng két qua dat dugc hom nay khong chi 14 nd liwc ca nhan, ma con 13
két tinh cua sy diu dit, ning d& va dong hanh bén bi tir nhiéu tap thé va ca nhan.
Vi tit ca su tran trong va 10ng biét on sdu séc, t6i xin duoc bay to 101 cam on chan
thanh nhat dén nhitng ngudi da danh cho téi sy quan tim, hd trg quy bau trong subt

ching duong hoc thuat day thir thach nhung ciing rat ¥ nghia nay.

Trude hét, t6i xin tran trong cam on truong Pai hoc Tai chinh - Marketing va
Ban Giam hiéu nha truong da tao dung mot moi truong hoc thuat nghiém tic, nhan
van va gidu cam himg, dong thoi luén quan tam, tao diéu kién thuan loi vé co ché,
co s& vat chat va cac ngudn luc can thiét dé toi co thé yén tam hoc tap, nghién ctru
va hoan thién luan an. T61 xin chan thanh cam on Vién Dao tao Sau dai hoc da tan
tinh hudng dan, hd tro kip thot vé thu tuc, ké hoach dao tao — nghién ctru, cling nhu
tao diéu kién dé t6i duoc tiép can cac hoat dong hoc thuat quan trong, gitip qua trinh
trién khai luan an duoc didn ra mot cach hé théng, ding dinh hudéng va ding tién

do.

T6i xin bay t6 1ong biét on sau sic dén Lanh dao cac Khoa chuyén mén Quéan
tri Kinh doanh, Marketing, Thuong mai va Du lich. Su tin tuong, dong vién va
nhitg diéu kién thuan loi vé chuyén mén ciing nhu thdi gian ma Quy Lanh dao
danh cho t6i 1a ngudn khich 1¢ 16n lao, gitip t6i ¢6 thém dong luc va khong gian hoc
thuat dé theo dudi nghién ctru dén cung. Téi tran trong sy hd trg va tinh than trach
nhiém ciia Quy Thay/C6 Lanh dao trong viéc khuyén khich hoat dong nghién ciru
khoa hoc, tao nén tang dé t6i duoc hoc tap trong mot cong dff)ng hoc thuat giau tinh
két n6i va sé chia.

T6i ciing xin chan thanh cam on quy ddng nghiép, nhirg ngudi di ludn thiu
hiéu, sé chia ap luc cong viéc, dong vién dung luc va hd tro toi vé chuyén mon trong
nhing thoi diém quan trong. Su dong hanh Ay khong chi mang ¥ nghia hd tro thuc
tién ma con 1a chd dya tinh than dé t6i vitng vang hon trong sudt qua trinh nghién

ctru. T6i xin tran trong cam on cac chuyén gia, cac nha khoa hoc da danh thoi gian



trao d6i, phan bién va gép y hoc thuat nghiém céan, giup t6i hoan thién khung 1y
thuyét, phuwong phap nghién ctru va cach dién giai két qua mot cach thuyét phuc
hon. Nhitng ¥ kién siu sic va tinh than khoa hoc trach nhiém ctia Quy vi 1a gia tri
tham khdo quan trong ma t61 luén ghi nhé va tran trong. Toi cling xin dac biét cam
on nhitng ngudi tham gia phong van/khdo sat da nhiét tinh chia sé thong tin, kinh
nghiém va quan diém thuc tién. Sy hop tac chan thanh ctia Quy anh/chj 1a ngudn di
lidu quy gia, gop phan quyét dinh vao do tin cay va gia tri khoa hoc cua luan 4n.
Pic biét, voi long tri 4n sdu sic nhat, t6i xin kinh gui 10i cam on dén hai
ngudi C6 hudng dan khoa hoc: PGS.TS Bui Thi Thanh va PGS.TS Néng Thi Nhu
Mai. Trong subt qué trinh thyc hién luan 4n, Quy C6 da danh cho t6i sy huéng dan
tan tam, nghiém can va kién nhan, khong chi trong viéc dinh huéng hoc thuat, gop
¥ timg ndi dung nghién ctru, ma con trong viéc truyén cho toi tinh than lam khoa
hoc trung thuec, bén bi va khiém nhudng. Nhitng chi dan sau sdc, su tan tuy va long
bao dung cua Quy C6 da gitip t6i vuot qua nhidu giai doan khé khin, ting budc
hoan thién tu duy nghién ctru va truong thanh hon trén con dudng hoc thuat. Toi
hiéu rang, néu khong co su diu dit va dong hanh quy bau 4y, luan an nay kho c6 thé

duoc hoan thanh véi chat lwong nhu hom nay.

Cudi cung, t0i xin bay t6 1ong biét on chan thanh dén gia dinh, ban bé va
nhitng nguoi than yéu. Sy cam thong, dong vién va sé chia lang thim ctia moi nguoi
1a diém tya tinh than vo gia, gitp t6i giit viing niém tin va nghi luc trong nhing thoi
diém ap lyc nhat. Tinh yéu thuong va su hy sinh cua gia dinh chinh 13 ngudn st

manh bén bi dé t6i kién tri theo dudi muc tiéu hoc thuat dai hoi nay.

T6i ¥ thirc rang, dii da nd Iyc hét minh, ludn 4n van c6 thé con nhirng han ché
nhat dinh. Tbi kinh mong tiép tuc nhan duoc nhimng ¥ kién gbép ¥ ctia Quy Thay/C5,
cac nha khoa hoc va ddng nghiép dé toi c6 thé hoan thién hon trong cic nghién ciru

tiép theo.

Xin tran trong cam on!
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LOI CAM DOAN

T6i xin cam doan rang luan an Tién si voi tiéu dé “Tac dong cua trai nghiém
du lich dang nhé dén long trung thanh diém dén cua du khach véi vai tro diéu tiét
cia sy dong duc: truong hop du lich 1& hoi tai Thanh phéd H6 Chi Minh”
1a cong trinh nghién cru khoa hoc do chinh t6i thyc hién, dudi su huéng dan khoa

hoc cia PGS.TS Bui Thi Thanh va PGS.TS Nong Thi Nhu Mai.

Toan bo ndi dung, két qua nghién ciru, s6 lidu, phan tich va 1ap luan trinh bay
trong ludn an 1a trung thuc, dugc thuc hién theo dung quy trinh nghién ctru khoa hoc
va tuan thii cic chuan muc dao dirc trong nghién ctru. Cac ngudn tai liéu tham khao,
sO licu thtr cdp, ¥ tuong va két qua nghién ctru cla cic tac gia khac déu da duoc
trich dan day du, rd rang va dung quy dinh.

T6i xin cam doan rang cac dit liéu thu thap thong qua khao sat va phong van
trong luan an duoc thuc hién trén co sé tu nguyén, bao mat thong tin nguoi tham
gia, va chi phuc vu cho muc dich nghién ctru khoa hoc. T61 hoan toan chiu trach
nhiém vé tinh chinh xac, khach quan va trung thuc cta céac dir liéu nay.

Luan an chua tirng dugc cong b6 toan bd hodc mot phén dé nhan hoc vi tai
bét ky co sé dao tao nao khac. Téi xin hoan toan chiu trach nhiém trude phap luat
va Hoi ddng danh gia luan an vé nhitng cam két néu trén.

Xin tran trong cam doan!

TP. Ho Chi Minh, ngay ... thang ... nam ...
Nghién ctru sinh

(Ky va ghi ro hg tén)

H6 Thanh Tric
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TOM TAT

Luan 4n v6i dé tai “Tac dong cua trai nghiém du lich dang nhé dén 1ong trung
thanh diém dén cua du khach véi vai tro diéu tiét cua sy dong duc: trudng hop du
lich 1& hoi tai Thanh phd H6 Chi Minh” dugc thuc hién nham phan tich co ché hinh
thanh 10ng trung thanh diém dén thong qua trai nghiém du lich dang nhd va sy hai
long diém dén, dong thoi kiém dinh vai tro diéu tiét cta sy dong diic trong mdi quan
hé nay. Nghién ctru huéng dén viée 1ap day khoang tréng 1y thuyét vé co ché trung
gian va diéu kién bién trong hanh vi du khach, dong thoi mang ¥ nghia thyc tién
trong quan 1y va phat trién du lich 18 hoi d6 thi tai Thanh phd HO6 Chi Minh, mot
trung tdm du lich ning dong dang dinh hudng tré thanh “thanh phd su kién” cua

Viét Nam.

Nghién ctru duoc trién khai qua hai giai doan. Giai doan thir nhat mang tinh
dinh tinh, str dung phuong phéap phén tich tric luong thu muc (bibliometrics) bang
phan mém VOSviewer 1.6.18 trén cac co sd dit liéu Scopus, ScienceDirect va
Google Scholar dé nhan dién xu huéng, mdi lién hé va khoang tréng nghién ctru
lién quan dén MTE, DS, DL va chu dé “crowding in tourism”. Song song do, tac gia
thuc hién phong van chuyén gia va du khach nham hiéu chinh, hoan thién thang do
va mo hinh khai niém bang phan mém Nvivo. Giai doan tht hai mang tinh dinh
luong, st dung phuong phap khao sat v6i 434 mau hop 1& tir du khach noi dia va
qudc té dén Thanh phé H6 Chi Minh. Dit lidu duge xir 1y bang SPSS 26.0 va AMOS
24.0, thong qua céac k¥ thuat EFA, CFA, SEM va Bootstrap dé danh gia do tin cay,
gid tri hoi tu, gid tri phan biét va kiém dinh cac gia thuyét nghién ctru.

Két qua cho thiy trai nghiém du lich dang nh¢ c6 tac dong truc tiép va gian
tiép dén long trung thanh diém dén, trong d6 sy hai long diém dén déng vai tro trung
gian mot phan, giup chuyén hoéa cam xuc tich cyc tir trai nghiém thanh y dinh hanh
vi trung thanh. Pdng thoi, su dong dic thé hién vai tro diéu tiét, c6 thé khuéch dai
hodc lam suy gidm tac dong gitta MTE — DS va DS — DL tuy theo cdm nhén cua du
khach. M6 hinh c4u trc tuyén tinh (SEM) dat d6 phu hop cao (CFI = 0,93; TLI =
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0,91; RMSEA = 0,06), khang dinh tinh vitng chic vé mat 1y thuyét va gia tri thuc
tién cia md hinh nghién ctru.

V& mit hoc thuat, luan an da tich hop hai khung ly thuyét Nhan thirc — Cam
xtc — Hanh vi (C—A—C) va Kich thich — T6 chirc — Phan tng (S—O-R) dé xdy dung
mo hinh hanh vi du khach da chiéu, lam 13 co ché trung gian cta sy hai long va diéu
kién diéu tiét cta sy dong duc. V& mit thuc tién, nghién ctru dua ra ham ¥ cho quan
1y du lich d6 thi va td chure sy kién, nhan manh tAm quan trong cua viéc thiét ké trai
nghiém dang nhd, quan 1y mat d6 du khach hop 1y va nang cao chat lugng cam xuc
dé phat trién 10ng trung thanh bén viing. Luan an khang dinh rang trai nghiém du
lich dang nhé khong chi 13 yéu t6 cam xuc ngan han ma con 1a nén tang hinh thanh
moi gan bo 1au dai gitta du khach va diém dén, gop phan dinh huéng Thanh phd Ho
Chi Minh tr¢ thanh trung tdm du lich 18 hoi hang dau Viét Nam va khu vue.

T khéa: Trdi nghiém du lich dang nhé; Sw hdi long diém dén; Long trung
thanh diém dén; Sw dong diic; Du lich 1é héi do thi;



ABSTRACT

The thesis entitled “The Impact of Memorable Tourism Experiences on
Tourists” Destination Loyalty: The Moderating Role of Crowding in the Context of
Festival Tourism in Ho Chi Minh City” investigates the underlying mechanism
through which destination loyalty (DL) is formed via memorable tourism
experiences (MTE) and destination satisfaction (DS), while simultaneously
examining the moderating influence of crowding on these relationships. The study
aims to fill theoretical gaps concerning the mediating mechanisms and boundary
conditions in tourist behavioral models, while offering valuable managerial insights
for the development of urban festival tourism in Ho Chi Minh City, a dynamic

destination envisioned to become Vietnam’s leading “event city.”

The research was conducted in two sequential phases. The qualitative phase
employed bibliometric analysis using VOSviewer 1.6.18 on databases including
Scopus, ScienceDirect, and Google Scholar to identify major themes, co-citation
patterns, and research gaps related to MTE, DS, DL, and crowding in tourism.
Expert and tourist interviews were subsequently conducted to refine measurement
scales and the conceptual framework. The quantitative phase involved a structured
survey with 434 valid responses collected from domestic and international tourists
visiting Ho Chi Minh City. Data analysis utilized SPSS 26.0 and AMOS 24.0,
applying EFA, CFA, SEM, and Bootstrap techniques to evaluate construct
reliability, convergent and discriminant validity, and to test hypothesized

relationships.

Empirical findings indicate that memorable tourism experiences exert both
direct and indirect effects on destination loyalty, with destination satisfaction
serving as a partial mediator, transforming positive emotional responses into loyal
behavioral intentions. Furthermore, crowding demonstrates a moderating effect,
capable of amplifying or attenuating the influence between MTE-DS and DS-DL,

contingent upon tourists’ subjective perceptions. The proposed structural equation
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model (SEM) achieved a strong overall fit (CFI=0.93; TLI=0.91; RMSEA = 0.06),

confirming both the theoretical robustness and empirical validity of the model.

From a theoretical perspective, the thesis integrates the Cognition—A ffect—
Conation (C-A—C) and Stimulus—Organism—Response (S—O-R) frameworks to
construct a multidimensional model of tourist behavior, elucidating the mediating
function of satisfaction and the contextual moderating role of crowding. From a
practical standpoint, the study provides critical implications for destination
management and event planning, emphasizing the importance of designing
memorable experiences, optimizing crowd density, and enhancing tourists’
emotional engagement to foster sustainable loyalty. The thesis concludes that
memorable tourism experiences are not merely transient emotional reactions but
constitute the psychological foundation for long-term destination attachment,
contributing to positioning Ho Chi Minh City as a premier hub for festival tourism

in Vietnam and the broader region.

Keywords: Memorable Tourism Experience (MTE), Destination Satisfaction
(DS); Destination Loyalty (DL); Crowding; Urban Festival Tourism
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CHUONG 1: TONG QUAN VE NGHIEN CUU

1.1. Su can thiét ciia nghién ciru

Trong bdi canh toan ciu hoa va su canh tranh gay gat giita cac diém dén, du
lich ngay nay khong chi don thuin dugc xem 1 hoat dong nghi ngoi va giai tri, ma
d3 tré thanh mot nganh kinh té mili nhon déng gop quan trong vao ting truéng GDP
va phat trién bén virng ctia nhiéu qudc gia. Theo T6 chitc Du lich Thé gigi (UNWTO,
2022), lugng khach quéc té toan cau da phuc hoi manh mé sau dai dich, dat hon 900
triéu Iuot trong ndm 2022, phan anh nhu cau dich chuyén va trai nghiém cta con

nguoli ngay cang cao.

Du6i goc nhin duong dai, thay vi chi toi uu tai nguyén hay chi phi, cac nghién
ctru du lich nhan manh vai tro trung tam cua vi¢c kién tao “trai nghiém du lich dang
nhé” (Memorable Tourism Experience — MTE) nhu mot don bay tao khéac biét va
duy tri loi thé canh tranh cua diém dén (Pine & Gilmore, 1998; J. H. Kim & cdng
su, 2012; Chandralal & Valenzuela, 2013). Dong nghién ctru vé su hai 1ong va long
trung thanh chi ra ring MTE tich cuc thuong 1am gia ting sy hai long diém dén, qua
d6 thuc dy y dinh quay lai va truyén miéng tich cuc, nhirg cdu phan cdt 16i caa
long trung thanh (Oliver, 1999; Bigné & cdng su, 2001; Yoon & Uysal, 2005; Chi
& Qu, 2008). Cu thé, su hai long thudng giit vai tro trung gian giita trai nghiém va
1ong trung thanh, dong thoi long trung thanh can duoc hiéu & ca khia canh thai do
(ting ho, gidi thidu) va hanh vi (quay lai) (Oliver, 1999; Chi & Qu, 2008). Trong bdi
canh do thi giau sy kién, chét luong trai nghiém 1€ hdi va gia tri cdm nhan da duoc
chtrng minh 13 1am ting sy hai 1ong va cing ¢b long trung thanh cta du khach (C.

K. Lee & cdng su, 2004; Mason & Paggiaro, 2012).

Tir d6 ¢6 thé nhan dinh: nghién ciru mdi quan hé giita MTE, su hai long diém
dén va long trung thanh 1a hudng tiép can vira c6 gia tri Iy luan (1am 13 co ché tac
dong va vai tro trung gian) vira gidu tinh thuc tién (dinh hudéng thiét ké san pham,
dich vu trai nghiém), dic biét phu hop vé6i cac diém dén d6 thi ning dong nhu TP.

HCM, noi t6 chirc nhiéu 18 hoi va c6 mat do khach du lich 16n, doi hoi quan trj trai



nghiém tinh té dé chuyén hoa cam xtc tich cuc thanh sy hai 1ong va long trung thanh

dai han.
L.1.1. V& béi cinh thuc tién

Két qua théng ké cho thdy nganh dich vu luén duy tri vai trd tru cot trong co
cAu kinh té Viét Nam giai doan 2019-2024. Cu thé, ty trong nganh dich vu trong
GDP ca nudc lién tuc dat trén 42%, dao dong tur 42.36% dén 44.13% (Thyc trang
du lich TP. HCM xem Phy luc 1.1). Piéu nay phan anh xu huéng dich chuyén co
céu kinh té theo hudng ting ty trong dich vu, dong thoi khang dinh nganh dich vu

1a dong lyc quan trong thuc ddy ting trudng kinh té qudc gia.

Trong tong murc ban 1¢ hang hoa va doanh thu dich vu tiéu ding, nhém dich
vu du lich, luu tra va dn udng ludn chiém ty trong dang ké. Nam 2023, nhom nay
dat 44.13% va binh quan giai doan 2018-2023 duy tri & muc trén 42% (Phu luc 1.1).
bay 1a minh ching 16 rét cho théy du lich cung dich vu luu trd, an uéng da tré thanh
linh vuc then chét trong nganh dich vu, khong chi gop phan dap tmg nhu cau tiéu
dung ngay cang da dang cta x4 hoi, ma con tao ra gia trj gia ting 16n cho nén kinh

4
A

te.

Nhu vay, tir s liéu trén c6 thé khang dinh rang dich vu du lich, luu tr va dn
udng khong chi giit vai tro trong yéu trong co cdu nganh dich vu ma con 13 mot
trong nhitng dong luc quan trong cho ting truéng kinh té Viét Nam trong giai doan
gan day. Pay ciing 1a co s¢ dé dinh hudng phat trién nganh du lich tré thanh nganh

kinh té mili nhon trong nhitng nam téi.

Dé gitr vitng va dat duoc doanh sb cao hon trong nganh du lich, ngay
22/01/2020, Thii tuéng Chinh phil da ban hanh Chién luge phat trién du lich Viét
Nam dén nam 2030 theo Quyét dinh sd 147/QD-TTg v61 muc tiéu 1a “Du lich thyuc
su 1a nganh kinh té mili nhon va phat trién bén viing. Viét Nam tr¢ thanh diém dén
dac biét hép dan, thuoc nhom 30 quéc gia c6 nang lyc canh tranh du lich hang dau
thé gidi, dap tmg day du yéu cau va muc tiéu phat trién bén vimg.” Nam 2020, Viét

Nam dung thir 52 trén thé gi6i (ting 8 bac so v6i nim 2019) trong bang Xép hang



tong thé vé Chi s6 Phat trién Du lich & Lit hanh 2021 bao gdm 117 nén kinh té (The
Travel & Tourism Competitiveness Report, 2021). Theo sb liéu cua Tong cuc thong
ké, TP. HCM lu6n la tinh thanh c6 doanh thu du lich 1t hanh theo gi4 hién hanh cao
nhit ca nude tir naim 2019 dén 2024, binh quan chiém hon 70% téng thu ca nudc

(Phu lyc 1.1).

Vi trong tam thu hut khach du lich trong va ngoai nudc, nganh du lich TP.
HCM d3 tap trung nang cao hiéu lyc, hiéu qua quan 1y nha nudc, phét huy ti da loi
thé, tao diéu kién moi trudng canh tranh lanh manh cho doanh nghiép va cong dff)ng
phat trién du lich. T4p trung hoan thién, ndng chét cac diém dén va cic chuong trinh
du lich hién c6. S& Du lich TP. HCM tiép tuc phdi hop doanh nghiép du lich, cac
don vi tu van, cac chuyén gia du lich, cac nha dau tu, cac quan huyén va Thanh phé
Thu De trién khai phat trién cac san phém du lich chu luc ctia Thanh phé. Theo do,
chién lugc phat trién du lich dén nam 2030 vé du lich gén vo1 van hoa, nghé thuat,
vé du lich duong thity, du lich nong nghiép, sinh thai, cong dong, vé phat trién san
pham du lich 4m thuc, MICE, du lich y té, thé thao, chuong trinh “100 diéu tha vi”;

nang cao chét luong hé théng dich vu 4m thuyec.

Pong thoi, TP. HCM ciing day manh tng dung cong nghé thong tin, chu dong
chuyén d6i sd, tién t&i hinh thanh hé sinh thai du lich thong minh gin két cac chii
thé tir khach du lich, doanh nghiép cung tmng dich vu va co quan quan 1y nha nuéc.
S6¢ Du lich TP. HCM tap trung trién khai hiéu qua cac chuong trinh lién két hop tac
phat trién du lich giita TP. HCM va céc tinh/thanh; ddy manh truyén thong, khai thac
triét dé cac kénh truyén thong, thong tin tuyén truyén dé quang ba hinh anh du lich
TP. HCM tao hi¢u trng lan rong trong va ngoai nudc. Vé mit dich vy, TP. HCM tiép
tuc nang chat hon nita dé dem lai su hai long cho du khach va quay lai nhiéu hon.
Dic biét, TP. HCM mong mudn du khach khi dén TP. HCM s& & lai 1au hon, tham
quan nhiéu diém dén, chi tiéu nhiéu hon. Véi nhiéu nd lyc dang ghi nhan, TP. HCM
da tré thanh diém dén hang déu tai Viét Nam, luon dan dau vé lugt khach va nguén

thu du lich trong ca nudc.



Niam 2024, tiép ndi qua trinh phuc hdi, thiic day phét trién du lich dugc Bo
Vin héa Thé thao va Du lich chu tri, phéi hop véi cac bd, nganh, dia phuong trién
khai nghiém tac, tich cuc, trén co s bam sat Nghi quyét sé 08-NQ/TW cuia Bo
Chinh trj vé phét trién du lich tr& thanh nganh kinh té miii nhon, Luat Du lich 2017,
cac Nghi quyét cia Chinh phi va chi dao cta Thu tudéng Chinh phu vé phat trién du
lich v&i1 phuong cham "San phém dic sic - Dich vu chuyén nghiép - Thu tuc thuan
tién va don gian - Gia ca canh tranh - Moi trudng vé sinh sach va dep - DPiém dén
an toan, van minh, than thién", co ban du lich Viét Nam da phuc sau dai dich Covid-

19.

Nam 2024, khach du lich quéc té dén TP.HCM dat 6 triéu luot, tang 20% so
voi nam 2023; khach ndi dia udc dat 38 triéu luot, tang % so voi nam 2023. Téng
thu tir khach du lich udc dat khoang 190 nghin ty dong, ting 18.8% so v&i nim
2023.

Bing 1.1. Théng ké s6 lugt khach du lich TP. HCM tir 2016 - 2024

Phan theo ddi

. 2016 | 2017 [ 2018 |2019 | 2020 |2021 2022 |2023 |2024
tuwgng khach

Khach quéc té

dén (tricu lugt) | 2 | &4 |75 8619|1303 |- 3466 |5025 |6

Khach no1 dia

dén(triéulu’cﬂ) 21,8 24,9 |29 32,77 | 15,87 | 9,35 | 31,23 | 36,99 |38

Toéng thu du

. . 103 | 116 |127,1 |140,0 | 84,5 |44,2 | 131,13 | 168 190
lich (ngan ty)

(Nguon: S¢ Du lich TP. HCM)

Theo Théng ké tir S& Du lich TP. HCM, lugng khach qudc té dén TP. HCM
tang manh trong cac nim gan day (nim 2016 dén 5,2 triéu, 2017 13 6,4; nam 2018
dat 7,595 tri¢u lugt khach). DBac biét, nam 2019 TP. HCM doén 8,619 tri¢u luot du
khach qudc té, tang 13.48% so v&i nam 2018. Khach du lich noi dia dat 32,27 triéu
luot, dem lai tong doanh thu toan nganh trén 140.017 ty déng. Nam 2023, TP. HCM
tiép tuc 1a don vi dan dau ca nudc vé ti 1& khach, doanh thu va déng gop cho nganh
du lich Viét Nam véi gan 5,025 triéu lugt khach qudc té, khoang 36,995 triéu luot
khach ndi dia, téng thu du lich trén 168.000 ti déng, vuot so voi ké hoach dé ra va



cao hon 25% so v&i nam 2019, nam dat doanh thu cao nhat trude dich. Nganh du
lich TP. HCM d3 dau tu nhiéu hon vao kinh té dém, khién chi phi du khach vao ban
dém tai TP. HCM ting manh chiém ti 70% tong chi tiéu khi dén TP. HCM. Cac
tour du lich dém cling dugc du khach quan tam rat nhiéu, nhiéu tour du lich méi da
thuc sy mang lai hiéu qua khong chi vé sb luong du khach ma con dat mirc doanh
thu cao. Ngodi ra, cac su kién du lich két hop véi 1& hoi vin hoa - thé thao, cic
chuong trinh khuyén mai lién tuc dugc dua ra trong sudt nam ciing 1a mot yéu t6
khién ting truong du lich ting cao va on dinh. Mot trong cac yéu té dé thu huat va

duy tri sttc hap din chinh 1a dem lai sy hai long cho du khach khi dén véi TP. HCM.

TP. HCM c6 nhiéu lgi thé phat trién du lich va hoan toan c6 tiém ning tré
thanh diém dén hap din hang dau khu vyc, chinh quyén thanh phé di dé ra nhicu
chinh sach d6i méi, phat trién trong giai doan méi. TP. HCM 1 trung tim kinh té,
van hod, giao duc quan trong cua Viét Nam, noi hdi tu nhiéu dong chay van hoa. TP.
HCM nam & vi tri trong diém, 1a ddu mdi giao thong quan trong cta Viét Nam va
Pong Nam A v6i hé thong giao thong thuan loi c6 tiém ning phat trién du lich
duong thuy. TP. HCM c6 tai nguyén du lich phong phu nhu céc di tich lich st van
ho4 (Dinh Doc Lap, bia dao Cu Chi, Buu di¢én TP, Nha thd buc Ba, Cho Bén
Thanh,...), khu vui choi giai tri (Cong vién Bach Pang, Pho di bo Nguyén Husg,
Pam Sen, Sudi Tién,...), cic khu du lich sinh thai (khu du tri sinh quyén Can Gio,
Vuon ¢o Tha DPrc,..), cé nhiéu lang nghé truyén thong. Bén canh d6, TP. HCM c6
nén Am thyuc phong phu, da dang, co s¢ luu tri hién dai, chét luong, co tiém nang
phat trién du lich MICE. Theo béo c4o nganh du lich TP. HCM nim 2023 cila S&
Du lich TP. HCM, TP. HCM c6 5.000 co s¢ luu trt, tuy nhién chi ¢6 203 co s¢ da
tham dinh sao. Trong d6, c6 25 khach san 5 sao v&i 7.414 budng phong; c6 26 khach
san 4 sao voi 3.492 budng phong; ¢ 21 khach san 3 sao véi 1.231 budng phong. S6
lwong hudng dan vién du lich duoc cip thé ting trudng qua cac nim, TP. HCM ciing

12 noi c6 nhiéu huéng dan vién du lich nhat ca nudc.

Pinh vi thuong hiéu du lich TP. HCM ngay cang dugc khang dinh trén pham
Vi quéc té. Nam 2023, TP. HCM duoc vinh danh 13 “Diém dén du lich kinh doanh



hang dau chau A” va “Piém dén 18 hoi & sy kién hang dau chau A” tai giai thuong
Du lich Thé gi6i (WTA); 1a Biém dén xu hudng thinh hanh hang dau chau A do Tap
chi Travel off Path binh chon; Top 25 diém dén tot nhat va du khach binh chon trén
nén tang Du lich tryc tuyén TripAdvisor; Top 100 diém dén hang dau thé gi6i theo
Euromonitor (cong ty nghién ctru thi trudng toan cau), Top 100 diém dén duoc yéu
thich mua he 2023 theo ForwardKeys (cong ty dir li¢u du lich).

TP. HCM la trung tdm du lich 16n nhét Viét Nam, noi hoi tu da dang gia tri van
hoa, kinh té va xi hoi, dong vai tro du tau trong phat trién du lich qudc gia. Vi dic
trung d6 thi da vin hoa, ning dong va hoi nhap qudc t&, TP. HCM hién sé hitu hon
25 18 hoi quy mo cép thanh phé hoac quéc gia, dugc chia thanh ba try ¢4t chinh: 18
hoi du lich xtc tién (nhu Ngay hoi Du lich TP. HCM, Hoi cho Du lich Quéc té ITE,
L& hoi Song nude TP. HCM), 18 hoi van hoa — nghé thuat — thé thao (L& hoi Ao dai,
Lan Su Rong, Marathon, Waterbomb) va 1& hoi tin ngudng — truyén théng dan gian
(Nghinh Ong Can Gio, Miéu Ong Dia, Chiia Ngoc Hoang) (Phu Iyc 1.1). Giai doan
2023-2025, thanh phé déy manh chién lugc “Mdi quan, huyén c6 mot san phém 18
hoi dic trung”, hudng dén phét trién du lich bén viing va quang ba hinh anh “thanh
phé cua nhiing 18 hoi”. Trong boi canh d6, cac sy kién van héa, du lich di tré thanh
cong cu xtc tién hiéu qua, gop phan tao ban sic riéng cho TP. HCM trén ban d6 du
lich Viét Nam va khu vuec.

No6i bat nhét trong cac hoat dong 1 héi 1a L& hoi Song nude TP. HCM, san
pham du lich mang tinh biéu twong, dinh vi thwong hi¢u thanh phd nhu mot “dé thi
song nudc gidu ban sic”. Tir khi ra mét ndm 2023, 18 hoi nay da ching minh sirc hut
manh m¢ véi du khéach trong va ngoai nudce. Theo S¢ Du lich TP. HCM (2024), chi
trong 10 ngay dién ra L& hoi Song nudc nam 2024, thanh phé ghi nhan 4,5 tri¢u lugt
nguoi tham gia, trong d6 c¢6 121.000 khach quéc té va 1,18 triéu khach ndi dia. Doanh
thu du lich va dich vu dat 4.250 ty dong, cong suat phong luu tra trung binh ting
20%, luong khach doanh nghiép du lich duong thuy tang 20% va doanh thu nha hang
ndi ting 23%. L& hoi khong chi thu hat du khach dén véi cac tuyén dudng sdng, ma

con kich cAu manh mé cac diém du lich vin hoa nhu Bao tang H6 Chi Minh (ting



103%), Pia dao Cu Chi (ting 423%) va Bao tang Chimg tich Chién tranh (tang 21%).
Su kién nay da tro thanh moé hinh mau vé viéc khai thac khong gian van héa ty nhién
cua do6 thi song nudc dé phat trién san phém du lich trai nghiém. Cung véi d6, Lé hoi
buong Sach Tét Giap Thin 2024 cling tao dAu 4n 1o rét trong linh vuc du lich van hoa
do6 thi, thu hat hon 1 tri€u luot khéach (tang 11.1% so v6i nam 2023), doanh thu dat
hon 10 ty ddng va sb luong 4n pham ban ra ting 22.5%. Véi quy mo hon 11.200 m?
va su tham gia cta 30 don vi, 1& hoi khong chi 1a diém dén van hoa dip Tét ma con
g6p phan lan téa hinh anh thanh phd sang tao, than thién va tri thic.

Téng hop s6 lidu cho thay, trong 6 thang dau nam 2024, cac hoat dong 1& hoi
da dong gép manh mé cho tang truéng nganh du lich TP. HCM. Doanh thu toan nganh
dat gan 27.710 ty dong, chiém 14,6% tong doanh thu du lich cta thanh phd; tong luot
khach quéc té va ndi dia dat hon 4,39 triéu luot, chiém 10% téng luong khach dén
thanh phé. Trong dip Tét Nguyén dan 2024, lugng khach ndi dia dat 1,8 tricu luot,
tang 5.9% so voi cung ky, khach qubc té dat 75.000 luot, tang 15.4%, doanh thu dat
6.550 ty dong. Chi trong quy /2024, khach qudc té dén TP. HCM dat 1,38 triéu luot
(tang 32.4%), khach noi dia dat hon 8 triéu luot (ting 6.6%), v6i tong thu 44.710 ty
ddng (ting 23.8% so v6i cung ky nam trudc). Nhitng con s6 nay chirng minh sirc
séng manh mé ctia nganh du lich TP. HCM, dac biét 1a vai tro kich cau cta cac 18 hoi
16n trong thu hut du khach, kéo dai thoi gian luu tri va tang mirc chi tiéu. Pang cha
¥, thoi gian luu tra binh quéin cua khach qudc té dat 4,8 ngay (cao hon muc 4.3 ngay
nam 2019), mic chi tiéu trung binh dat 4,7 triéu dong/ngay, ting dang ké so voi giai
doan trude dai dich, cho thiy strc hdp din ngay cang cao cia thanh phd nhu mot diém
dén d6 thi mang tinh trai nghiém.

Tuy nhién, dang sau nhitng két qua 4n twong d6, du lich 1& hoi TP. HCM van
tdn tai nhiéu bt cap. Phén 16m céc 18 hoi hién nay van mang tinh tu phat, thiéu chién
lugc phat trién tong thé va chua duoc tich hop hiéu qua vao chudi san pham du lich.
Nhiéu su kién dién ra tring thoi gian, thiéu tinh lién két va diéu phdi, din dén phan
tan ngudn luc va giam hiéu qua xuc tién. Bén canh d6, ha tang du lich phuc vu 1& hoi

dac biét 1a h¢ thong dudng thuy, bén tau, cau cang va cac khu t6 chirc sy kién con yéu



va chura dong bo. Moi truong kénh rach bi 6 nhiém, thiéu diém ding chén, bai dd cho
khach du lich, 1am giam chit luong trai nghiém. Theo bao cdo 556/BC-SDL (2024),
nganh du lich thanh phé van thiéu hudng dan vién chuyén nghiép, co so ha tang chua
theo kip toc do phat trién d6 thi, va san pham du lich chwa ¢6 nhiéu diém nhin mang
tam qudc té. Pang chu ¥, sy dau tu cho du lich 1& hoi vAn chua trong xtng véi tiém
ning; cac chuwong trinh quang ba quéc té, san pham luu niém, hay tour chuyén dé gin
v6i 18 hoi con rat han ché. Piéu nay khién phan 16n 18 hoi van chi dimg lai & quy mo
dia phuong, chua tré thanh “thuong hi€u su kién” ¢6 stc hut lau dai.

Trong hon mot thap nién tro lai day, nghién ctru du lich tai Viét Nam da co
nhiing budc phat trién dang ké, phan anh qua trinh chuyén dich ciia nganh du lich tir
mo hinh tang truéng dya trén s luong sang mo hinh canh tranh duya trén chét luong
trai nghiém va gia tri moi quan hé 1au dai v&i du khach. Sy thay dbi nay thé hién ro
trong cach tiép can nghién ctru, khi trong tim khong con ding lai ¢ cac yéu té dich
vu hitu hinh, ma mo rdng sang cam xuc, twong tac xa hoi va hanh vi sau chuyén di.
Nhin tong thé, cac cong trinh nghién ctru trong nudce cd thé duoc hé thdng hoa theo
ba hudng chinh: (i) nghién ctru vé su hai long va long trung thanh diém dén; (ii)
nghién clru vé trai nghiém du lich, dac biét 1a trai nghiém dang nh¢ va déng sang tao
trai nghi€ém; va (iii) nghién ctru vé du lich 18 hoi, du lich d6 thi va cac bdi canh trai
nghiém dac thu.

Thir nhat, hudéng nghién ctru vé su hai long va long trung thanh diém dén
chiém ty trong 16n trong cac cong trinh nghién ciru du lich tai Viét Nam. Nhiéu nghién
ctru tiép can long trung thanh nhu mot két qua hanh vi hodc y dinh hanh vi (y dinh
quay lai, y dinh gi6i thiéu), duoc hinh thanh théng qua sy hai long tong thé cta du
khach. Céc két qua thuc nghiém cho thay sy hai long dong vai tro trung gian quan
trong trong moi quan hé giita cac danh gia diém dén va 1ong trung thanh. Chang han,
(Ai & Anh, 2019) khang dinh vai trd trung gian cta su hai long trong mbi quan hé
giita cac danh gia diém dén va long trung thanh ctia du khach tai Nha Trang; Tran Thi
Thu Ha va cong sy (2019) ciing chi ra rang cac nhan t6 diy va kéo anh huong dén

1ong trung thanh thong qua cac danh gia cam nhan cua du khach tai Hoi An. O cac



bbi canh diém dén khac nhu Pa Nang hay TP. Ho Chi Minh, nhiéu nghién ciru tiép
tuc cing cb 1ap luan nay khi chirmg minh mdi quan hé chit ché giita strc hip dan diém
dén, marketing hon hop, su hai 10ng va 10ng trung thanh (Hoang Trong Tuén, 2015;
Phan Nguyén Bao Hoang & cdng su, 2023). Nhin chung, nhom nghién ctru nay da
dong gop nén tang quan trong trong viéc khing dinh su hai 10ng 14 co ché then chét
chuyén hoa cac danh gia trai nghiém thanh 1ong trung thanh diém dén.

Thit hai, ciing véi sy lan toa ctia cach tiép can kinh té trai nghiém, cac nghién
ctru trong nude ngay cang chi trong dén trai nghiém du lich va vai trd cua cac yéu th
trai nghiém trong viéc hinh thanh long trung thanh. Cac nghién ctru khong chi xem
trai nghiém la két qua thu dong cua dich vu cung trng, ma nhan manh vai trod chu dong
ctia du khach trong qua trinh dong sang tao trai nghiém. O goc do trai nghiém dang
nhd, Pham Thi Lan Huong va cong sy (2022) chi ra rang cac cau phan cua trai nghiém
du lich dang nhd c6 mirc dd anh hudng khac nhau dén ¥ dinh quay lai ctia du khach
ndi dia tai Pa Nang. Bén canh d6, cac nghién ctru vé kich thich da gidc quan trong du
lich dém tai Ha Noi Nguyén Thao Nguyén & cong su, 2025) hay trai nghiém du lich
y té tai TP. HO Chi Minh (T6 Phudc Hai, 2025) dd md rong pham vi tiép cén trai
nghiém theo hudng cam xuc, gidc quan va bdi canh chuyén biét. Nhitng cong trinh
nay cho thay trai nghiém ngdy cang duoc nhin nhan nhu mot khai niém da chiéu, c6
kha ning giai thich tot hon hanh vi trung thanh so véi cac thuéc do dich vu truyén
thong.

Tht ba, trong linh vuc du lich 1& hdi va du lich d6 thi, cac nghién ciru trong
nude bude dau di tiép can 18 hoi nhu mot khong gian trai nghiém xa hoi — vin hoa
dic thu. Minh va Thao nhin manh vai tro cia trai nghiém dang nhé va cam giac thudc
vé trong thyc hanh du lich 18 hoi tai Viét Nam, cho théy 18 hoi khong chi tao gia tri
giai tri ma con goép phan hinh thanh sy gan két cam xuc giira du khach va diém dén.
Tuy nhién, phﬁn 16n céc nghién curu vé du lich 18 hi hién nay van thién vé mo ta tac
dong kinh té — xa hoi, phan tich thue hanh t6 chire sy kién hodc khao sat sy hai long

dua trén cac yéu té dich vu co ban. Cac mé hinh 1y thuyét tich hop nham giai thich



qué trinh chuyén héa trai nghiém 18 hoi thanh sy hai long va long trung thanh diém
dén van con han ché.

Tong hop cac hudng nghién ciru trén cho thay, mic du nghién ctru du lich Viét
Nam da co su chuyén dich ro rét tur tiép can dich vy sang tiép can trai nghi¢ém, song
van ton tai mot sé khoang trong dang chu y. Thr nhat, nhiéu nghién ctu tip trung
vao cac mdi quan hé truc tiép (trai nghiém — trung thanh hodc hai long — trung
thanh), trong khi chudi co ché “trai nghiém — sy hai 1ong — 10ng trung thanh” chua
dugc kiém dinh mot cach hé théng trong cung mdt mo hinh tich hgp. Thir hai, cac
nghién ctru vé trai nghiém dang nhd chi yéu duoc trién khai trong béi canh du lich
tong quat hodc du lich do thi, con bdi canh du lich 18 hoi — noi trai nghiém mang tinh
tap thé, mat do cao va cuong dd cam xuc manh — van chua dugc khai thac dﬁy du.
Thit ba, cac yéu td bdi canh dic thi cua 18 hoi nhu sy dong duc, twong tac xa hoi hay
cam giac thudc vé thuong chi duoc dé cap ¢ mirc mo ta, hiém khi dugc dua vao mo
hinh dinh lugng vdi vai trd 13 yéu t6 diéu tiét hodc bién boi canh.

Thuec tién phat trién du lich TP. H6 Chi Minh cang 1am ndi bat ¥ nghia cta
nhirng khoang trong nghién ctru ndy. Mic du doanh thu du lich cta thanh phd ting
truong nhanh trong nhitng nam gan day, ty 1¢ khach qudc té quay lai vin ¢ murc twong
dbi thap, chi khoang 25%, thip hon déng ké so véi muc 50% cta Thai Lan
(EuroCham, 2024). Nhiéu du khéch tiép tuc phan nan vé chét lugng dich vu chua
ddng déu, tinh trang giao thong phirc tap, vin dé vé sinh, an ninh va sy thiéu da dang
ctia cac hoat dong giai tri, dan dén trai nghiém chua tron ven va mtrc ¢ hai long théip
(Nguyén Vin Thuy, 2020; Pham Xuan Giang & Huynh Nguyén Bao Ngoc, 2021).
Diéu niy cho thay ting truong vé lugng khach va doanh thu chua di kém véi sy gia
ting twrong xung vé long trung thanh, dic biét trong bdi canh TP. H6 Chi Minh dang
dinh vi du lich 1& hoi nhu mot san pham chién luge nham kéo dai thoi gian luu tri va
gia tang chi tiéu cua du khach.

Tir nhitng phén tich trén, c6 thé khang dinh rang viéc nghién ciru trai nghiém
du lich 1& hoi tai TP. HCM theo hudéng tich hop giita trai nghiém du lich dang nho, sy

hai long diém dén va long trung thanh diém dén, dong thoi xem xét cac yéu t bdi
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canh dic thu cua 18 hoi, 1 can thiét cd vé mat hoc thuat 1an thuc tién. Cach tiép can
nay khong chi gop phan bd sung khoang trong trong nghién ctru du lich Viét Nam ma
con cung cp co sd khoa hoc quan trong cho viéc hoach dinh chinh sach va quan tri

du lich 18 hoi tai cac do thi lon trong giai doan canh tranh maéi
1.1.2.  Vé boi cinh Iy thuyét

Trong hon mot thap nién trd lai day, trai nghiém du lich dang nhé (MTE) da
tré thanh tdm diém trong cac nghién ctru vé hanh vi du khach va niang lyc canh tranh
diém dén. Khac véi cac loi thé truyén thong nhu gia ca, ha ting hay tai nguyén, MTE
duoc xem 1a don bay chién luoc gitp cac diém dén tao nén khac biét bén ving trong
thi trudng du lich canh tranh ngdy cang gay gat. Nhiéu hoc gia khang dinh rang viéc
mang lai cho du khach nhiing trai nghiém giau cam xuc, ¢6 ¥ nghia ca nhan va dé lai
an tuong sau sac chinh 1a yéu t6 then chdt quyét dinh sy thanh cong cua diém dén
(Kim, Hallab & cdng su, 2012; Kim, Ritchie & cong su, 2012; Azis & cdng su, 2020;
Brochado & cong su, 2022; Shin & cdng su, 2023; Yabo & cdng su, 2024). Néu nhu
cac nghién ctru truyén thong trude day tap trung vao nhiing yéu t6 hiru hinh nhu loi
thé gia c4, hinh anh, quan tri chat lugng, méi truong hay marketing diém dén (Dwyer,
Forsyth, & Rao, 2002; Go & Govers, 2000; Buhalis, 2000; Mihali¢, 2000), thi hudng
tiép can MTE lai chuyén trong tim sang gia tri cam xtc va ky e ctia du khach —
nhitng yéu t6 khé sao chép, c6 kha nang nudi dudng mdi lién két tdm 1y va kich hoat
hanh vi quay lai hodc truyén miéng tich cyc. Chinh vi vy, MTE ngay cang dugc xem
nhu mdt “tai san vo hinh” phan 4anh chiéu sau vin hoa, ban sic va nang luc canh tranh

mém cua diem dén hién dai.

Vé co ché tac dong, cac nghién ciru thyc nghiém da ching minh méi quan hé
chit ché gitta MTE, sy hai long diém dén (Destination Satisfaction — DS) va 1ong
trung thanh diém dén (Destination Loyalty — DL). Khi trai nghiém du lich mang tinh
doc dao, tha vi va goi cam xiac manh, du khach thuong cam théy hai long hon véi
diém dén (Prayag & cong su, 2017; Kim, 2018; Li & cong su, 2021). Pong thoi, sy

hai 1ong lai 14 tién dé tryc tiép cta long trung thanh, dugc biéu hién qua y dinh quay
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lai, gén bo va truyén miéng tich cuc (Bloemer & Kasper,1995; Beerli & Martin, 2004;
Yoon & Uysal, 2005; Olsen, 2007; Chi & Qu, 2008; Truong & King, 2009; Bowen
& Chen, 2015). Céac nghién ctru cua Kim va Ritchie (2014) hay Adongo va cOng su
(2015) con khang dinh rang MTE c6 thé tac dong gian tiép dén DL théng qua DS,
nghia 13 trai nghiém dang nhé tao ra cam xuc tich cuc, dan dén hai 1ong va tir d6 nuodi
dudng long trung thanh. Theo quan diém tam Iy hoc hanh vi, cam xuc 13 nén tang cua
su hai long: cam xuc tich cuc nang DS, cdm xuc ti€u cuc lam giam DS (Lazarus,
1982; Lee & Cunningham, 2001). Trén thuc té, Lee & Cunningham, 2001). da chung
minh rang nhitng ky niém tich cuc trong ky nghi & Myrtle Beach c6 thé du bao chinh
xac ¥ dinh quay lai, cing c¢6 luan diém cho rang ky trc va cam xuc 1a hai co ché trung
gian quan trong trong hanh trinh chuyén héa tir trai nghiém sang trung thanh. Céc
nghién ctru gan day cua Kim va Chen (2019, 2021) con cho thiy MTE kich hoat cac
chtrc nang ky trc nhu xa hoi, ban than va dinh huéng hanh vi gitip giai thich tai sao
nhitng trai nghiém sau sic c6 thé duy tri tic dong hanh vi lau dai. Nhu vay, MTE
khong chi 1a tién dé& cuia DS ma con 1a ngudn gdc cua 1ong trung thanh bén virng,

thong qua viéc “ghi dau” cam xtic vao ky urc du khach.

Hai khung 1y thuyét nén tang gitip giai thich mdi quan hé nay 1a mé hinh Nhan
thirc — Cam xuc — Hanh vi (Cognition—A ffect—Conation, C—A—C) va md hinh Kich
thich — T6 chirc — Phan tmg (Stimulus—Organism—Response, S-O—R). Theo mé hinh
C—A—C , hanh vi con ngudi hinh thanh qua chudi tién trinh: nhan thirc = cam xtc >
hanh dong. Trong du lich, tién trinh ndy phan 4anh su chuyén hoa tir nhan thirc vé hinh
anh diém dén dén cam xuc hai long va cudi cing 1a y dinh quay lai (Yoon & Uysal,
2005; Chi & Qu, 2008). Trong khi d6, m6 hinh S—-O-R cho réng cac kich thich moéi
truong (S) tac dong dén phan tng ndi tai (0) — gdm cam xuc, trang thai tam 1y, sy
hai 10ng — va dan dén hanh vi phan g (R) nhu y dinh quay lai hay WOM. M6 hinh
nay duoc xem 1a dic biét phu hop trong du lich vi ¢6 thé bao quat vai trd cua cac yéu
t6 moi trudng — diéu ma C—A—C chua 1y giai ddy du. Khi két hop hai mo hinh, MTE
cung cac yéu td bdi canh (nhu s dong duc) duoc xem 1a kich thich (S), DS 1a phan

g ndi tai (O), va DL 1a hanh vi (R). Viéc tich hop nay gitp khic phuc han ché cia
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cac mo hinh tuyén tinh trudc ddy, dong thoi mé rong kha nang giai thich ca co ché

trung gian (DS) va diéu tiét ctia sy déng dac trong cing mot cau tric 1y thuyét.

Trong sb cac yéu td bdi canh, su dong dic dang ndi 1én nhu mot bién sb dic
biét quan trong nhung it dugc nghién ciru day du. Pong duc dugc dinh nghia 1a nhan
thirc chu quan vé mat do nguoi hodc murc d§ chen chuc trong khong gian du lich
(Shelby & Vaske, 2008; Zehrer & Raich, 2016). Anh huéng ciia né mang tinh hai
mat: khi vuot ngudng chiu dung, dong duc giy ra cam giac birc bdi, mét riéng tu va
giam hai long (Huang & cong su, 2018; Moharana & Pradhan, 2020); nguoc lai, trong
18 hoi hay su kién, dong dac co thé tao ra bau khong khi s61 dong, cong déng va phén
khich, tir d6 tang cam xuc tich cuc (Neuts & cong sy, 2012; Kim & Jamal, 2007). Do
vay, dong duc vira 1a ngudn nang lugng xa hoi tich cuc, vira 13 yéu t6 gay cang thang
tiém tang, tuy thudc vao ngudng cam nhan ctia du khach. Mic du di co cac nghién
ctru dé cap dén rai ro cam nhan (Sohn & Yoon, 2016) thoi tiét (Stumpf & cong su,
2022) hay ha tang (Seetanah & cong su, 2020) nhu cac yéu t6 moi trudong anh huong
dén DS va DL, vai tro diéu tiét ciia dong duc trong mbi quan hé MTE — DS — DL van
gan nhu bj bo ngd. Piéu nay dic biét dang chu ¥ trong bdi canh du lich 18 hoi db thi,
noi mat do du khach cao, khong gian han ché va thoi gian trai nghiém tap trung, khién

yéu t6 dong duc vira trd thanh dic trung tat yéu, vira I3 thach thirc quan tri trai nghiém.

Tir co s 1y thuyét ndy, co thé thiy rang du nhiéu cong trinh di khang dinh
mdi quan hé tryc tiép gitta MTE, DS va DL, nhung phan 16n cac nghién ciru van dimg
lai & cép do don tuyén, thiéu kiém dinh co ché trung gian va diéu tiét mot cach hé
thong. Mot s6 hoc gia ciing goi ¥ rang mdi quan hé DS — DL ¢6 thé mang tinh phi
tuyén hodc chiu 4nh huéng manh tir diéu kién méi truong (Bowen & Chen, 2015), do
d6 can thiét phai phat trién cidc mo hinh tich hop da chiéu hon. Bén canh d6, hau hét
cac nghién ctru trude tap trung ¢ bdi canh di san, bién hodc sinh thai, trong khi du
lich 1& hoi d6 thi, noi hoi tu cac thanh té cia MTE nhu tinh méi la, su tuong tac xa
hoi va vian hoa dja phuong van chua duoc khai thac diing mirc. Viéc md rong nghién
ctru MTE trong bdi canh do thi khong chi gitip hoan thién 1y thuyét hanh vi du khach

ma con mang lai ham ¥ quan tri sau sac trong vi¢c di€u tiet dam dong, thiét ké trai
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nghiém va cing ) long trung thanh. Dac biét, tai TP. HCM, trung tam du lich 1 hoi
16n nhat Viét Nam v&i mat do du khach cao, hoat dong s61 dong quanh nam — viéc
kiém dinh mé hinh tich hop MTE — DS — DL véi vai trd diéu tiét cta sy dong diic
s& khong chi dong gop vé mat hoc thuat ma con co ¥ nghia thuc tién trong quan tri

di€m dén bén viing.

Tir nhirng 1ap ludn 1y thuyét va thyc tién trén, nghién ctru dugce dé xuit huéng
dén viéc kiém dinh co ché trung gian caa DS va vai tro diéu tiét cua sy dong duc
trong moéi quan hé giita MTE va DL. M6 hinh nghién ctru nay khong chi mé rong
khung 1y thuyét tich hop giita C~A—C va S—O—R, ma con gop phan Iy giai toan dién
hon cach thirc ma trai nghiém dugc chuyén héa thanh hanh vi trung thanh trong bbi
canh du lich d6 thi. Trén co s& d6, dé tai luan an c6 thé dugc dé xuat véi tén goi: “Tac
dong cua trai nghiém du lich ddng nhd dén long trung thanh diém dén véi vai tro diéu

tiét cta sy dong duc: truong hop du lich 1& hoi TP. HCM.”

Tén dé tai nay phan anh rd ba tang y nghia: (1) xac dinh MTE 1a yéu t6 khoi
phat hanh vi trung thanh; (2) kiém dinh DS nhu co ché chuyén hoa tim 1y trung gian;
va (3) xem xét sy dong dic nhu didu kién bién anh hudong dén qua trinh hinh thanh
1ong trung thanh — tir d6 vira gop phan lap day khoang trong 1y thuyét, vira mang gia

tri ing dung trong quan tri trai nghiém va phat trién du lich do thi bén viing.
1.1.3. Phan tich xu hwong nghién ciru

Nham phan tich xu hudng nghién ciru va dé xuat mo hinh khai niém, luan 4n
stt dung phuong phap phan tich tric lvong thu muc dé tong hop va danh gia cac
cong trinh khoa hoc lién quan dén ba khai niém: trai nghiém du lich dang nh¢, sy
hai long diém dén va 10ng trung thanh diém dén, s dong duc. Qua trinh phan tich
duoc thuc hién trong mdi trudmg R Studio, véi su hd tro ciia goi phan tich trac luong
thu muc, cho phép xtr Iy dir liéu mot cach co6 hé théng, tai 1ap va linh hoat. Thong
qua cac phan tich vé xu hudng cong b, cau trac khai niém va su phat trién ciia cac

chu dé nghién ciru, két qua gitip nhan dién cac hudng nghién ciru trong tim, khoang
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tréng 1y thuyét va madi lién két giita cac khai niém, qua d6 lam co s& khoa hoc cho
viéc dé xuat mé hinh khai niém phu hop véi bdi canh nghién ctru.

Phuong phép tric luong thu muyc, khéi xudng béi Pritchard (1969), cho phép
xéac dinh xu huéng, mbi lién hé va khoang tréng nghién ctru dya trén thong ké cac
an ph'flm khoa hoc (Raina & Gupta, 1998). Dit li¢u dugc xu 1y bé‘mg phén mém
VOSviewer phién ban 1.6.18 véi cac ki thuat phan tich dong tac gia, dong trich dan
tai liéu va dong xuét hién tir khoa nham khdm pha cdu trac tri thirc va cac chu dé
trong tam cua linh vuc nghién ctru (Van Eck & Waltman, 2010). Song song do,
nghién ctru sir dung phan mém R Studio 1a mot moi truong tinh toan thong ké manh
va linh hoat (R Core Team., 2023) két hop véi phan tich tric lwong thu muc
bibliometrix dé thyc hién cac phan tich ndng cao, bao gdm phan tich xu huéng cong
b theo thoi gian, danh gia mirc d6 anh hudng cia tac gia va tap chi, phan tich ciu
tric khai niém, su tién hoa ctia cac chu dé nghién ctru va Iap ban dd chu dé (Aria &
Cuccurullo, 2017). Viéc két hop cac k¥ thuat phan tich trong VOSviewer va R
Studio cho phép tiép can da chiéu ddi véi dit liéu thu muc, tir d6 nang cao do tin cay
va chiéu siu phan tich trong viéc nhan dién cAu trac tri thirc va céc hudng nghién
ctru trong tam (Aria & Cuccurullo, 2017; Donthu & cong su, 2021; Van Eck &
Waltman, 2010).

Xu hwong nghién civu vé moi quan hé giiva MTE, DS va DL

Dt liéu dugc thu thap trude ngay 20/3/2024 tir cac co so dit liéu Scopus,
ScienceDirect va Google Scholar, trong dé Scopus duogc uu tién do do tin cdy cao
(Wallace & Wray, 2011). Két qua cho thy: “Destination satisfaction” c6 4.431 bai
trén Scopus, “Memorable travel experience” 1.472 bai, va “Destination loyalty” 215
bai, phan anh mirc d6 quan tdm khac nhau ctia cong dong hoc thuat dbi véi timg chu

dé trong linh vuc du lich (Phu luc 1.2).

Sau khi sang loc ndi dung va loai bd cac bai khong li€n quan, luan an thu dugc
618 tai li€u trén ScienceDirect va 5 tai liéu trén Scopus c6 lién quan dén chu dé moi

quan hé giira trai nghiém du lich dang nh¢, sy hai long diém dén va 1ong trung thanh
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diém dén. Tiép theo, cac bai dugc phan tich sau theo tir khoa bang phin mém
VOSviewer 1.6.18 dé xac dinh xu huéng va chu dé trong tim. Két qua cho thay,
nghién ctru vé sy hai 10ng va 10ng trung thanh diém dén duoc nhiéu hoc gia quan tam,
dac biét tang manh giai doan 2020-2022, trong khi cac nghién ctru tich hop trai
nghiém du lich ddng nhé — sy hai 1ong — 10ng trung thanh van con han ché, cha yéu
xuat hién tir 2020-2023. Phén tich tir khoa cho thdy c6 thé nhém cac cong trinh thanh
bdén hudng nghién ctru chinh: (1) xay dyng hinh anh diém dén, (2) cac yéu t6 anh
huong dén su hai long, (3) tac dong cia trai nghiém dang nhé dén sy hai 10ng, va (4)
cac yéu to anh huong dén long trung thanh diém dén (Phuy luc 1.2). Két qua ban db
tri thire tir VOSviewer cho thdy chu dé trai nghiém du lich ddng nhé gan véi long
trung thanh diém dén con 1a hudng nghién ctru mdi mé, phan anh xu hudng dang

dugc quan tim trong giai doan gan day (Hinh 1.1).

revisit {ptention

destinationgsatisfactionmemorability

loyalty satigfagtion
travel experience

destina image s "
@ 8 e i destinafigih loyalty
toggism attribute @tisfaction

toggist tourist ﬁsfacnon °

>
affectrgimage

tourism experience

destination branding

destinatiogyattributes

Links: 78 Total link strength: 147

Hinh 1.1. Nghién ctru mdi quan hé trai nghiém du lich ding nhé, su hai long
diém dén & long trung thanh diém dén

(Nguon: Thong ké tir phan mém VOSviewer 1.6.18)

Hinh 1.2 minh hoa ban d6 chu d& nghién ctru duoc x4y dung tir phan tich bang

R — bibliometrix, cho thdy xu hudng phat trién ctia linh vuc nghién ctru hanh vi du
khach trong bbi canh quan tri diém dén. Cac cha dé trung tam nhu diém dén du lich,

hanh vi du khach va quan tri du lich giit vai trd dan dat, phan 4anh mdi quan tim ngay
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cang gia ting dbi voi phan tng cta du khach trude cac diéu kién tai diém dén va cac
chién luoc quan 1y lién quan. Bén canh d6, cac khai niém nén tang nhu hinh anh diém
dén, sy hai 10ng va 10ng trung thanh ctia du khach tiép tuc dugc nghién ctru rong rai,
song chu yéu tap trung vao cac mbi quan h¢ truc tiép. Su xuét hién cua cac chu dé
chuyén tiép lién quan dén xiy dung va marketing diém dén cho thay xu huéng tich
hop ngay cang rd gitra nghién ctru du lich va marketing. Nhin chung, linh vuc dang
hudng té1 cac mo hinh hanh vi toan di¢n hon, két ndi trai nghiém, nhan thirc va hanh

vi hau trai nghiém cua du khach.
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Hinh 1.2 Béan d6 chii dé nghién ciru
(Nguon: Phén tich tir R — Bibliometrix)

Két qua cho théy nghién ctru vé trai nghi¢m du lich dang nhé tac dong dén su
hai long va long trung thanh diém dén dang ngiy cang duoc quan tdm va co tiém
ning phat trién trong thoi gian tdi. Tuy nhién, chua c6 nghién ciru ndo xem xét vai
trd trung gian cua sy hai 1ong diém dén trong mdi quan hé ndy. Luén an phat trién mo
hinh 1y thuyét méi, bo sung yéu to sy dong diic va sy hién dién xa hoi nhu bién diéu
tiét, lam rd cach chung anh hudng dén mdi quan hé giira trai nghiém du lich dang

nhd, sy hai 1ong diém dén va 1ong trung thanh diém dén.

Xu hwdng nghién civu vé sw dong diic
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Luan 4n tiép tuc thuc hién hé théng hoa cac Iy thuyét vé su dong dic trong du
lich, tap trung vao cac bai bao khoa hoc trong co s¢ dit liéu Scopus. Qué trinh tim
kiém sir dung tir khoa “Crowding in tourism” v41 céac diéu kién: (1) chi chon céc bai
d3 xuét ban chinh thirc (final); (2) ngdn ngit tiéng Anh; (3) thudc linh vuc Business,
Management and Accounting dé dam bao lién quan truc tiép dén nganh du lich. Két
qua tim kiém thu duoc 153 tai liéu tinh dén thang 11/2024, sau khi sang loc loai bo 5
bai khong phit hop, con lai 148 bai dugc ding cho phan tich trac lwong thu muc bang
phan mém VOSviewer 1.6.18. Cac k¥ thuat 4p dung gom phén tich dong tac gia (Co-
authorship), dong xuét hién tir khoa (Co-occurrence) va phén tich noi dung dinh tinh
dé nhan dién chu dé trong tdm va xu huéng maéi (Phu luc 1.2). Két qua cho théy cac
nghién ctru vé sy dong duc trong du lich chu yéu tap trung vao cac khia canh nhu
quan tri diém dén, hinh anh diém dén, nhan thirc du khach, phat trién du lich va dic
biét 12 hanh vi du lich, phan 4nh tim quan trong ciia yéu t6 ndy trong quan tri trai

nghiém du khach (Hinh 1.3).

y tolrismigelopent travel benavior
toydsm r‘!gemen\ V1 '
fourist dgstipation

Hinh 1.3. Nghién ctru 4nh hwéng cia sy dong dic dén hanh vi du lich
(Nguén: T héng ke twr phcfn mém VOSviewer 1.6.1 8)
Két qua phan tich tric lugng thu muc dugc thuc hién bﬁng phén mém R Studio
v6i gbi phan tich trac luong thu muc cho thdy linh vuc nghién ciru vé sy dong duc

trong du lich ¢6 cdu triic phat trién mang tinh phan tan va ké thira theo thoi gian. Phan
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tich xu hudng cong bd cho thiy sé luong nghién ctru vé chu dé nay gia ting rd rét tir
sau ndm 2015, dic biét ting manh ké tir ndm 2019, phan anh mdi quan tim ngdy cang
16n ddi v6i van dé dong duc trong bdi canh du lich do thi va cac diém dén chiu ap luc
cao. Phan tich déng gop cua céc tac gia cho thay linh vuc nay khong do mot nhom
hoc gia cb dinh chi phéi, ma c6 sy luan phién doéng gop theo timg giai doan phat trién.
Céc nghién ctru giai doan déu chi yéu tap trung vao viéc hinh thanh khai niém va do
luong mirc d¢ dong duc, trong khi cac nghién ctru ¢ giai doan sau md rdng sang cac
khia canh hanh vi du khach, khong gian du lich va quan tri diém dén. Phan tich ciu
trac khai niém va ban d6 chii dé cho thiy cac huéng nghién ctru lién quan dén quan
tr1 du lich va phat trién bén viing ¢6 muc do phat trién cao, trong khi cac chu dé nén
tang nhu sy dong duc va hanh vi du khach tuy gitt vai tro trung tdm nhung chua dugc
khai thac sdu vé co ché tac dong. Pang chi y, phan tich sy tién hoa chi dé cho thay
con thiéu vang cac nghién ciru xem xét vai tro diéu tiét hodc trung gian cua sy dong
duc trong cac mo hinh hanh vi du khach, qua d6 1am n6i bat khoang trong nghién ctru
ma dé tai ndy hudng toi.

Authors' Production over Time
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Hinh 1.4. Xu hwéng cong bd ciia cac tic gia theo thoi gian
(Nguén: Phan tich tir R — Bibliometrix)
Céc nghién ctru vé trai nghiém du lich dang nhé cho thay mot sb tac gia da
phan tich tac dong truc tiép cua sy déng duc dén trai nghiém du lich va su hai long
diém dén. Chang han, Aguiar va Farias (2020) va nghién ctru cua Sivey va cong su

(2019) chi ra rang cac yéu to cha quan nhu ky vong, s& thich, nhan thirc ca nhan va
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cac yéu td khach quan nhu sé lwong du khach khac déu anh huéng dén cam nhan
déng dac. Tuong ty, Huang va cong su (2018); Moharana va Pradhan (2020) khing
dinh mirc d¢ dong duc lam giam su hai long cuia du khach, trong khi Hopkins va cong
su (2019) dé cap dén anh hudng cua dong duc dén trai nghiém du lich. Tuy nhién,
qua phan tich tric lvong thu muc, chua c6 nghién ciru nio xem xét vai tro diéu tiét
ctia sy dong duc trong mdi quan hé giira trai nghiém du lich dang nhé, sy hai 1ong
diém dén va long trung thanh diém dén. Pay chinh la khoang trong nghién ciru ma

chuyén dé huéng dén 1ap day.
1.2. Pé xuit khoing trong nghién ciru

Tt nhitng 1ap luan 1y thuyét, boi canh huc tién va xu huéng nghién ctru néu
trén, c6 thé xac dinh ba khoang trong nghién ctru chu dao can dugc lam ro ca vé mat

Iy thuyét, thuc nghiém va xu huéng nghién ctru hién nay.

Thir nhat, khoang tréng vé co ché trung gian ciia DS trong mdi quan hé gitra
MTE va DL. Phan 16n céc nghién ctru trudc ¢y méi chi kiém dinh tirmg mdi quan hé
d6i — tirc 1a MTE anh huong dén DS hodc DS anh hudng dén DL — ma chua kiém
dinh mot cach hé thong mdi quan hé gian tiép MTE — DS — DL. Céc cong trinh cia
Gohary va cong su (2020); Lee va cong su (2004); Yoon & Uysal, 2005; Tsai, 2016)
da cung cap bang ching dang tin cdy vé hai dudng truyén riéng 1é ndy, song van thiéu
su xac nhan r0 rang vé vai tro “cau ndi” cua DS. Trong bdi canh du lich 18 hoi d6 thi
— noi du khach thuong chiu tic dong dong thoi clia nhiéu yéu td cam xtc va kich
thich moéi trudong — viéc xdc dinh liéu DS c¢6 thuc sy dong vai trd trung gian giup
chuyén hoa trai nghiém thanh 10ng trung thanh hay khong 13 mot cau hoi nghién ctru
c6 gia tri ca vé mat hoc thuat 13n thyc tién. Kiém dinh co ché trung gian nay sé& gitp
1y giai r& hon cach thitc MTE tao ra tac dong bén virng 1én hanh vi trung thanh, dong
thoi 1am sang to mirc do lan téa cam xuc tich cyc tir trai nghiém dén thai do gan bo
lau dai ctia du khach ddi véi diém dén.

Thtr hai, khoang tréng vé vai tro diéu tiét cia sy dong dic trong mé hinh MTE

— DS — DL. Mic du dong duc 1a dic trung phd bién cua cac diém dén du lich do thi,
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song yéu t6 nay hiém khi duoc tich hop mot cach c6 hé théng vao mé hinh hanh vi
du khach. Cac nghién ctru trude ddy da ching minh rang déng duc c6 thé mang tac
dong hai mat: mot mat, khi vuot ngudng chiu dung, né gay ra su kho chiu, birc boi
va lam giam chét lugng trai nghiém (Huang & cong su, 2018; Moharana & Pradhan,
2020); mit khac, trong cac su kién 1& hoi hodc mdi truong cé tinh cong dff)ng, no lai
tao ra bau khong khi s6i dong va himg khoi, gitp gia ting cam xuc tich cuc (Neuts
& cong su, 2012; Kim & Jamal, 2007). Tuy nhién, cac cong trinh hi¢én c6 moi chi
dirng & viéc xem xét tac dong truc tiép cua dong duc dén sy hai 10ng, chir chua danh
gia vai tro diéu tiét ctia nd trong viéc 1am thay doi cuong do va hudng tac dong giita
MTE va DS, cling nhu gitta DS va DL. Vi¢c kiém dinh su dong duc nhu mat bién
diéu tiét s& giup xac dinh khi nao va trong diéu kién nao trai nghiém dang nhd c6 thé
thuc su chuyén héa thanh sy hai long va long trung thanh. Diéu nay dic biét quan
trong trong du lich 1& hoi d6 thi, noi su dong duc vira c6 thé tro thanh chét xuc tac
clia niém vui, vira 1 yéu t6 1am suy giam chat luong trai nghiém néu vuot ngudng

chiu dung cua du khach.

Thi ba, khoang trong vé bdi canh nghién ctru cu thé 13 du lich 18 hoi d6 thi tai
TP. HCM. Phan 16n cic nghién ctru vé MTE, DS va DL duoc thyc hién trong cac bbi
canh quen thudc nhu du lich bién, sinh thai, di san hay am thyc, trong khi du lich 18
hoi d6 thi, von 1a loai hinh két hop giita van hoa, xa hoi va giai tri, voi mat do du
khach cao, lai chua dugc khai thac twong xing véi tiém ning 1y luan va thuc tién. TP,
Hd Chi Minh 12 mét trudng hop dién hinh, noi dién ra nhiéu 18 hoi quy mé 16n, tap
trung dong ddo du khach trong khong gian d6 thi ning dong. Bdi canh nay hoi tu du
cac yéu td dac trung cua MTE nhu tinh méi la, sy tham gia xa hdi, yéu t6 van hoa dia
phuong va muac do dong dac cao. Do d6, day 1a méi truong 1y tuong dé kiém dinh
dong thoi vai tro trung gian ctia DS va vai tro diéu tiét cua sy dong diic, nham cung
cap bang ching thuc nghiém c6 gia tri cho viéc phat trién mo hinh hanh vi du khach
da chiéu va da bdi canh. Khong chi vy, két qua nghién ciru trong bdi canh nay con
mang ¥ nghia thyc tién to 16n dbi v6i cong tac quan tri 18 hoi, diéu tiét dam dong va

thiét ké trai nghiém du lich bén ving trong cac do thi 16n.
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Tém lai, nghién ctru duge dé xuat hudng dén viée xay dung va kiém dinh mo
hinh tich hop MTE — DS — DL, ddng thoi xem xét sy dong duc nhu bién diéu tiét
trong cac mdi quan hé nay. Cach tiép can nay khong chi mo rong 1y thuyét hanh vi
du khach thong qua viéc két hop hai khung Nhan thirc — Cam xtic — Hanh vi (C—A—
C) va Kich thich — T4 chtrc — Phan tmg (S—O-R), ma con gop phan tao ra bang ching
thuc nghiém mai cho linh vuc du lich 18 hoi d6 thi. V& mat hoc thuat, md hinh nghién
ctru dé xuat gitp 1ap day cac khoang tréng 1y thuyét vé co ché trung gian va diéu kién
bién trong hanh vi du khach. V& mit tmg dung, nghién ctru mang lai ham y quan trong
trong viéc quan 1y trai nghiém, t6i wu hoa mat d6 du khach va gia ting long trung
thanh bén viing ddi voi diém dén — dic biét trong bdi canh TP. Ho6 Chi Minh dang
dinh huéng phat trién thanh “thanh pho su kién” va trung tdm du lich 1& hoi hang dau

Viét Nam.
1.3. Muc tiéu nghién ciru

% Muc tiéu tong quit

Muc tiéu tong quat cua ludn an 1a nghién ctru tic dong MTE dén DL xem xét
vai tro diéu tiét ciia su dong duc ddi véi loai hinh du lich 18 hoi tai TP. HCM. Tir d6
c6 nhitng dé xuat ham ¥ quan tri dé du lich 18 hoi tai TP. HCM phat trién du lich xtng
tam voi nang luc von ¢, canh tranh dugc véi cac TP trong khu vuc va thé gioi.

% Muc tiéu cu thé:

(1) Xay dung va kiém dinh mé hinh mdi quan hé giita trai nghiém du lich dang
nh¢, su hai long diém dén, 1ong trung thanh diém dén va sy dong duc véi truong hop
du lich 1& hoi tai TP. HCM

(2) Kiém dinh vai tro diéu tiét cua sy dong dic trong moi quan hé giira trai
nghiém du lich dang nhd, sy hai long diém dén va 1ong trung thanh diém dén véi
truong hop diém dén du lich 1& hoi tai TP. HCM.

3) Kiém dinh su khac biét vé sy hai long va long trung thanh diém dén theo
cac diac diém nhan khau hoc cta du khach trong bdi canh du lich 1& hoi tai TP. HS Chi

Minh.
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(4) Pé xuit mot s6 ham ¥ quan tri nham gia tang 10ng trung thanh cua du khach

v6i du lich 1 hoi tai TP. HCM.
1.4. Cau héi nghién ciru

bé dat dugc cac muc ti€u nghién ctru néu trén luan an dua ra cac cau hoi

nghién clru nhu sau:

(1) C6 hay khong vai trd trung gian ctia DS trong mdi quan hé gitra MTE va
DL tai diém dén du lich 1& hoi tai TP. HCM?

(2) Bién diéu tiét sy dong duc c6 thuc su ton tai trong nghién ctru mbi quan

hé MTE - DS -DL?

(3) Mirc do tac dong cua bién diéu tiét nhu thé nao trong mdi quan hé giira

MTE va DL tai diém dén du lich 18 hoi tai TP. HCM?

(4) C6 su khéc biét c6 y nghia thong ké vé sy hai 1ong va long trung thanh
diém dén gitra cdc nhom du khach theo dic diém nhan khau hoc hay khong?
(5) Lam sao dé TP. HCM phat trién du lich 18 hoi xtng tAm véi ning lyc vdn
c0, canh tranh dugc véi cac thanh phé trong khu vuc va thé gioi?
1.5. Poi twong nghién ciru va pham vi nghién ciru
1.5.1. Doi twong nghién ciru
% Doi twong nghién ciru
Pé co dugc két qua nghién ctru pht hop véi muyc tiéu nghién ciru, luan 4n dé
xut cac dbi tuong nghién ctiru nhu sau: sy hai 1ong diém dén; 1ong trung thanh cua
du khach; trai nghiém du lich dang nhd cta du khach; sy dong duc va mdi quan hé
gitra ching.
% Déi twong khdo sdt
Nghién ctru thuc hién khao sat cac ddi tuong trong phong vén sau cu thé: dai
dién S Du lich va cac doanh nghiép kinh doanh du lich tai TP. HCM nham c6 nhan

dinh mang tinh thuc tién tir goc do chinh sach va chién luoc kinh doanh; lya chon
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khach du lich noi dia va khach du lich qudc té tai TP. HCM nham xem xét tinh hop
1y, mtc d6 phu hop thang do, bd sung thang do; két qua dua vao nghién ctru dinh

lugng.

Nghién ctru khao sat nhitng khach du lich quay lai du lich tai TP. HCM bao
gdm ca khach du lich néi dia va khach du lich qudc té c6 tham gia hoat dong du lich
18 hoi tai TP. HCM (it nhét 1 1an).

1.5.2. Pham vi nghién ctru

* Pham vi nji dung nghién ciru

Pé tai tiép can van dé tir goc nhin cta du khach, nhitng nguoi truc tiép trai
nghiém va danh gia chat lugng, cam xuc cling nhu mitc d6 gan bé véi diém dén.
Péi trong khao sat 1 khach du lich noi dia va qudc té dang du lich tai TP. H6 Chi
Minh, da hoac dang tham gia it nhéat mot hoat dong du lich 1 hoi tai thanh phé. Cach
tiép can nay nham phan anh ding ban chat hanh vi va cam xtic ctia du khach trong
bdi canh du lich 18 hdi d6 thi, noi hoi tu nhiéu yéu t6 kich thich va c6 mat do tham

gia cao.

Vé noi dung, nghién ctru tap trung phan tich va kiém dinh mdi quan hé gitta
bdn cdu tric chinh: (1) MTE — phan anh phan tmg nhan thtrc va cam xac tich cuc
ctia du khach; (2) DS — thé hién muc d6 thoa méan tong thé; (3) DL — biéu hién qua
v dinh quay lai va truyén miéng tich cuc; va (4) Sy dong duc — yéu td bdi canh co

kha nang di€u ti€t cdc moi quan h¢ trén.

Nghién ciru 1am rd hai co ché chinh: (i) vai tro trung gian cia DS trong moi
quan hé MTE — DL, va (ii) vai tro diéu tiét ciia sy dong duc dbi voi quan hé¢ MTE
— DS va DS — DL. Pham vi ndi dung khong bao gém toan bg hoat dong du lich TP.
H6 Chi Minh, ma chi tap trung vao trai nghiém du lich gén voi su kién, 18 hoi va
hoat dong vin hoa — giai tri ¢ yéu td tip trung dong ngudi. Két qua nghién ctru
nham cung cip bang ching thyc nghiém cho 1y thuyét hanh vi du khach va dé xuat
giai phap quan tri trai nghiém, diéu tiét dam dong va phat trién du lich 1& hoi d6 thi

bén virng.
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s Pham vi khong gian va thoi gian nghién ciru

Pham vi thoi gian nghién ciru: Dé tai thyc hién nghién cru cic cac cong
trinh d3 dugc cong bd va tap hop tir nhitng website ndi tiéng nhu Scopus, Google
scholar va Science direct tir 1980 dén 20/3/2024 (tir nhirng nim 1980 méi bét dau
c6 cac nghién ctru vé trai nghiém du lich). Nghién ctru thu tap dit liéu tht cip, danh
gi4 hinh anh diém dén du lich TP. HCM trong nhitng nim qua, trong d6 chi yéu 1a
tor nam 2016 tr¢ lai day va du bdo cho giai doan hi¢n nay. Nghién ctru tién hanh
khao sat, thu thap dir liéu thoi gian nghién ctru duoc tién hanh tir thang 01/2023 dén
thang 6/2025.

Pham vi khong gian nghién ciru: Theo s6 liéu cua Tong cuc thong ké, TP.
HCM luén 1a tinh thanh c6 doanh thu du lich 1it hanh theo gia hi¢n hanh cao nhét ca
nude tir nim 2013 dén 2021, binh quan chiém gan 50% tong thu ca nude (Phu luc
1.1). TP. HCM la diém dén du lich thu hat khach du lich nhét ca nudc trong nhiéu
nam lién, 1a diém dén va lya chon cu thé cac 18 hoi du lich tai TP. HCM. Vi vay dé

tai chon khong gian nghién ctru chinh 1a 1€ hoi du lich tai TP. HCM.
1.6. Phuong phap nghién ctru

Nghién ciru nay van dung phuong phap hdn hop (mixed methods), két hop
dinh tinh va dinh lugng nham dam bao tinh toan dién, khach quan va do sau trong
viéc kham pha, do ludng ciing nhu kiém dinh cac méi quan hé gitta MTE, DS va
DL va su dong duic trong bdi canh du lich 1& hoi d6 thi tai TP. H6 Chi Minh. Cach
tiép can hon hop gitip nghién ctru vira phat trién moé hinh 1y thuyét c6 co so viing

chic, vira kiém dinh cac gia thuyét bang dir liéu thyc nghiém.
1.6.1. Nghién cvuu dinh tinh

Phuong phép nghién ctru dinh tinh dugc sir dung nhim kham pha va khing
dinh mo hinh 1y thuyét, dong thoi xay dung va diéu chinh thang do cac bién quan
sat cho phul hop véi bdi canh nghién ciru. Trude hét, tac gia tién hanh tong quan tai

liéu hoc thuat lién quan dén “Memorable Tourism Experience”, “Destination
g v . 5
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Satisfaction”, “Destination Loyalty” va “Crowding” thong qua cac co s¢ dir ligu
khoa hoc uy tin nhu Scopus, ScienceDirect va Google Scholar, vdi pham vi thu thap
tai liéu dén thang 3/2024. Dir liéu thu myc duoc xir Iy bang phuong phap phan tich
trac luong thu muc (bibliometric analysis) nham nhan dién cau trac tri thirc va xu
huéng nghién ctru cia linh vyc. Cu thé, phan mém VOSviewer (phién ban 1.6.18)
duoc sir dung dé truc quan hoa cac mang ludi dong trich dan va dong xuat hién tir
khoa, qua d6 x4c dinh cac cum cha dé nghién ctru va nhitng cong trinh ¢6 anh huong
ndi bat. Song song do6, nghién ctru str dung su hd tro ciia phan mém Bibliometrix (R
Studio) dé thyc hién cac phan tich tric luong thu muc bao gom théng ké xu hudng
cong bd va cac phén tich cau tric khai niém, tién hoa chi dé va ban do chu dé nghién
ctru. Viée két hop gitra VOSviewer va R Studio giup ting cudng do tin cdy va tinh
toan dién cua qua trinh tong quan tai liéu. Két hop v6i phan tich nodi dung, cac két
qua nay 1a co so khoa hoc dé dé xuat mo hinh khai niém va hé thdng gia thuyét
nghién ctru pht hop véi bdi canh thuc nghiém (Aria & Cuccurullo, 2017; Donthu
& cong su, 2021; Van Eck & Waltman, 2010).

Sau d6, phuong phap phong van sdu ban cau tric dugc trién khai voi 20
ngudi tham gia, bao gdm chuyén gia du lich, marketing, can bo quan Iy nha nudc
(S6 Du lich), dai dién doanh nghié€p It hanh, khach san, nha hang, khu vui choi va
khach du lich (ndi dia va qubc té). Dir liéu phong van duoc xtr 1y bang phan mém
NVivo 15, cho phép mé héa, phan loai chii dé va trich xuat mbi quan hé giita cac
khai niém. Cac cdu hoi phong vén tap trung vao: (i) cach du khach cam nhan va
danh gia trai nghiém dang nhd; (i) yéu t6 hinh thanh sy hai long va long trung

thanh; (ii1) tac dong cua sy dong dlc dén trai nghi€ém, cdm xuc va hanh vi.

Dé cung cb tinh gid tri ndi dung cua thang do, nghién ctru tiép tuc thuc hién
thao luan nhém tap trung (focus group) véi 8 thanh vién gdm chuyén gia, nha quan
1y va du khach c6 kinh nghiém tham gia 1& hoi tai TP. HCM. Nhom théo luan gop y
vé d6 15 rang, phu hop vin hoa, ngdn ngit cta cac bién quan sat va tinh dai dién coa
cac khai niém nghién ctru. Két qua cia giai doan dinh tinh gitip hoan thién bo thang

do so bd va dam bao mé hinh 1y thuyét phu hop véi thuce tién bdi canh nghién ciru.
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1.6.2. Nghién cuu dinh lwong

Phuong phap dinh luong duge sir dung nham kiém dinh mé hinh 1y thuyét
va cac gia thuyét nghién ciru. Dit liéu duoc thu thap thong qua khao sat bang hoi
thiét ké dua trén két qua nghién ctru dinh tinh. Bang hoi st dung thang do Likert 5
mirc d9, do ludng bdn nhom bién: (1) MTE — trai nghiém du lich dang nhé; (2) DS
— sy hai long diém dén; (3) DL — long trung thanh diém dén; va (4) crowding — sy

dong duc cam nhan.

Nghién ctu tién hanh khao séat so bd véi 100 du khach dé danh gia dg tin cay
va céu tric so b cla thang do, sir dung céac k¥y thuat kiém dinh Cronbach’s Alpha
va phan tich nhan t6 kham pha (EFA) trén SPSS 26.0. Két qua duoc sir dung dé loai
b6 cac bién quan sat khong phu hop, dam bao thang do dat d6 tin cdy va gid tri ndi

dung trudc khi trién khai khao sat chinh thirc.

O giai doan nghién ctru dinh lugng chinh thirc, dir liéu duoc thu thap tur 450
khach du lich ndi1 dia va quéc té dang tham gia hoat dong du lich tai TP. HCM béng
phuong phap phong van truc tiép két hop chon mau phi xac suat két hop 14 miu
thuan tién tai hién truong. Mau duoc phan b tai cac khach san, nha hang, khu vui
choi, trung tdm thuong mai va dia diém t6 chitrc 18 hoi, nham phan anh ding dic
trung cua du lich do thi déng duc. Mdi bang hoi mat khoang 10—15 phut dé hoan
thanh.

Sau khi thu thap, dit liéu duoc xtr 1y qua hai cAp d6 phan tich: Phan tich so
bd trén SPSS 26.0 nham kiém dinh d tin cdy Cronbach’s Alpha, thuc hién EFA dé
xéac dinh cdu trac cac nhan td tiém 4n. Phén tich khang dinh (CFA) va mé hinh
phuong trinh cau tric (SEM) bang AMOS 24.0 nham kiém dinh gia tri hoi ty, gia
tri phan bié¢t, dd phu hop téng thé ctia m6 hinh va cac gia thuyét nhan qua gitra cac
bién.

Ngoai ra, nghién ctru con tién hanh phan tich da nhém (multi-group analysis)
dé kiém tra su khéac biét trong cac mbi quan h¢ mé6 hinh theo dac diém nhan khau

hoc (gi6i tinh, do tudi, qudc tich) va mirc 46 cam nhan doéng duc. Cach tiép can nay
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gitp xac dinh diéu kién bién anh huéng dén mdi quan hé MTE-DS-DL, qua do

danh gia tinh 6n dinh ctia mé hinh trong cac nhém du khach khac nhau.

Két qua dinh lugng duoc str dung dé kiém dinh gia thuyét, danh gia cuong
d6 tac dong truc tiép/ gian tiép cuia MTE 1én DL thong qua DS, dong thoi xac dinh
vai tro diéu tiét ctia su dong dtic. Nhirng phat hién ndy dugc so sanh véi cac nghién
ctru trude dé lam rd dong gop 1y thuyét, trude khi tong hop thanh ham ¥ quan tri

cho quan 1y diém dén va phat trién du lich 18 hoi d6 thi bén virng.

Tém lai, viée két hop nghién ctru dinh tinh va dinh luong trong cung mot
thiét ké cho phép d¢é tai vira kham pha ban chat hién tugng hanh vi du khach, vira
kiém dinh mé hinh 1y thuyét bang chtng thuc nghiém, dam bao tinh chat ché khoa
hoc, gia tri khai quat va ing dung thuc tién cao trong quan tri du lich tai TP. H6 Chi

Minh.
1.7. Diém méi cua luin an

Tha nhit, ludn 4n x4y dung va kiém dinh mé hinh tich hop MTE — DS — DL
c6 tinh md rong va hién dai, phu hop véi bdi canh du lich Viét Nam.
Lu4n an 13 mot trong nhitng cong trinh dau tién tai Viét Nam kiém dinh dong thoi
cac khia canh da chiéu caa MTE tac dong 1én DS va DL. Khac véi cac nghién ctru
trude chi dimg lai ¢ cac mbi quan hé tuyén tinh don, mé hinh trong luan an xem xét
tac dong truc tiép, gian tiép va diéu tiét, qua d6 1y giai su co ché hinh thanh hanh
vi trung thanh tong hop ciia du khach (y dinh quay lai, gi6i thiéu tich cuc, gan bo
diém dén). Viéc tiép can MTE nhu mot ciu trac da chiéu (7 thanh phéan) giup luan
an cung cap bang ching thuc nghiém rd rang hon vé mirc d6 anh huong khac biét
ctia tirng khia canh trai nghiém 1én sy hai 1ong va long trung thanh — diéu ma cac
nghién ctru trude ddy chua dugc kiém ching day du trong bdi canh Viét Nam.

Thir hai, ludn 4n m& rong va tich hop hai khung 1y thuyét nén tang S—O-R
va C—A—C trong boi canh du lich 1& hoi d6 thi — mot hudng tiép can méi trong nghién
ctru hanh vi du khach Viét Nam. Luan 4n khong chi 4p dung ma con tai ciu tric va

tich hop hai 1y thuyét kinh dién S—O-R va C—A—C dé giai thich chudi tién trinh tdm
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1y — hanh vi cua du khach trong méi truong du lich 18 hoi co mat do cao. Trong do,
MTE va su dong duc duoc xem 1 yéu t6 kich thich (Stimulus), su hai long 13 phan
{rmg ndi tai (Organism), va long trung thanh 13 phan tmg hanh vi (Response). Pong
thoi, luan 4n khang dinh va kiém dinh thuc nghiém chudi nhan thirc — cam xuc —
hanh vi ctia m6 hinh C—A—C théng qua viéc tich hop cac thanh phan nhan thirc va
cam xuc trong MTE vao cdu triic 1y thuyét nay. Cach tiép cin ndy vira cung ¢ tinh
g dung cta hai khung 1y thuyét kinh dién trong nghién ctru du lich hién dai, vira
g6p phan “cam xtGc héa” mé hinh hanh vi du khach, thé hién budc phat trién méi

trong tu duy 1y luén du lich ¢ Vié¢t Nam.

Thit ba, luan 4n tién phong dua “su dong duc” vao vai tro diéu tiét trong mo
hinh hanh vi du khach, mé ra hudng tiép can méi cho nghién ctru va quan tri du lich
d6 thi Viét Nam. Khac véi phan 16n cac nghién ctru qubc té chi xem déng duc nhu
yéu t6 tiéu cuc 1am giam su hai 10ng, luan 4n chirng minh tinh hai mat ciia dong duc
vira ¢6 thé kich thich cam xtc tich cuc (s6i dong, két ndi xa hoi) trong bdi canh 18
hoi, vira c6 thé gy trc ché trai nghiém néu vuot ngudng chiu dung. Viéc xem dong
duc nhu bién diéu tiét gitta MTE — DS va DS — DL gitap mé hinh tré nén linh hoat,
phan anh chan thyc diéu kién van hanh cia cac diém dén d6 thi nhu TP. HCM. Pay
1a dong gép méi vé mat 1y thuyét, dong thoi mang ¥ nghia ung dung thuc tién cao
trong cong tic quan 1y dam dong, thiét ké trai nghiém va phat trién du lich 18 hoi
bén viing tai cac do thi 16n cua Viét Nam.

Tom lai, diém mai n6i bat ciia luan 4n nam & viée xay dung mo hinh 1y thuyét
tich hop, kiém dinh da chiéu va bdi canh héa theo diéu kién Viét Nam, qua do vura
mo rong gidi han Iy thuyét hanh vi du khach, vira dong gop giai phap thuc tién cho
quén tri diém dén d6 thi trong thoi ky du lich hudng trai nghiém va canh tranh bang
cam xuc.

1.8. Cau tric ciia luin 4n

Luén 4n dugce thiét ké 5 chuong, cu thé:

Chuong 1: Tong quan vé nghién ciru
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Chuong nay gidi thiéu khai quat van dé nghién ciru; x4c dinh muc tiéu nghién
ctru va cau hoi nghién ctru; d6i tugng va pham vi nghién ctru; ¥ nghia va nhirg dong
gop mdi cua luén an.

Chuong 2: Co sé Iy thuyét va mé hinh nghién ctru

Chuong nay tong két cac 1y thuyét va cac nghién ciru mébi quan hé giita trai
nghiém du lich dang nhd, sy hai 1ong diém dén va 1ong trung thanh diém dén; cac
thanh phan cua trai nghiém du lich dang nhé.

Chuong 3: Thiét ké nghién ciru

Chuong nay trinh bay quy trinh thyc hién nghién ctru ma ndi dung trong tam
la qua trinh thyc hién cac phuong phép nghién ctru dinh tinh va nghién ctru dinh
lugng, bao gom: to chic phong van sau; thao ludn nhom tap trung; xay dung thang
do; thiét ké mau nghién ciru; thu thap dit liéu va phuong phap phan tich dit liéu nghién
ctru.

Chuwong 4: Két qua nghién ciru

Chuong nay trinh bay qua trinh va két qua phan tich dit liéu nghién ctru bao
gom két qua danh gia so bo thang do, phan tich nhan t6 EFA, phan tich khiang dinh
CFA, phan tich cdu truc tuyén tinh SEM céc gia thuyét nghién ctru va thao luan két
qua nghién cuu.

Chwong 5: Két luin va ham y quan tri

Chuong nay tom tit cac két qua chinh da duoc thong qua qua trinh ctia nghién
ctru; cac ham ¥ nghién ctru cing nhitng han ché cua nghién ciru va dinh hudng cho

nhitng nghién ciru tiép theo.
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CHUONG 2: CO SO LY THUYET VA MO HINH NGHIEN CUU
2.1 Trai nghiém du lich dang nhé (Memorable tourism experiences — MTE)
2.1.1 Khdi niém trdi nghiém du lich dang nho
Tur khai ni€ém cua tam 1y, tri nhé va dudi gée nhin trai nghiém du lich, Tsai
(2016) dd chuyén trong tam tir khach du lich dugc cac cong ty du lich nhim dén
sang cach khach du lich dién gidl cac muc tiéu do mot cach chu quan. Theo do,
nhiéu nghién ctru da c6 gang khai niém hoa chi dé trai nghiém du lich (Cohen, 1979;

Ryan, 1998, 2012; Schmieding, 2001; Larsen, 2007; Kim & c0ng su, 2012).

Pine va Gilmore (1998) 1ap luan ré“lng dich vu nén dya trén trai nghiém cua
ngudi tiéu dung va nguoi tiéu ding nén tham gia vao qua trinh dich vu bang cach
hinh thanh nhitng ky trc khé quén vé trai nghiém cia ho. Vi vay, mot trai nghiém c6
thoa dang hay khong phu thudc vao tri nhé. Vi du: néu moi nguoi nhd dén mot su
kién cu thé ma tir d6 ho co dugc trai nghiém tich cuc, ho thuong phat trién thai do
tich cyc d6i voi diém thu hat khach du lich gin lién véi sy kién dé. Trai nghiém c6
thé kich thich giac quan va cam xdc clia nguoi tiéu dung, khuyén khich ho suy nghi
va hanh dong, tor d6 tao ra nhirng ky ni€ém kh6 quén (Schmitt, 1999). Pine va
Gilmore (1998) dé xuat cac cong ty phai tao ra sy hap dan, ciing ngudi tiéu ding
tan huong nhitng trai nghiém va cung tao ra nhiing ky niém khé quén véi nguoi ti€u
dung. Vi du: khi khach du lich ném thir nhitng mén an méi va hap dan bang cach
ghé tham am thuc dia phuong tai mot diém du lich cung véi cac thanh vién trong
gia dinh hoac ban be cua ho, ho s€ co6 dugc niém vui bat ngd va nhitng ky ni¢m kho
quén vé moén an d6. Kha nang ghi nhd cia mdt dia diém du lich 1a rat quan trong
trong viéc dam bao rang khach du lich c¢6 dugc nhiing trai nghiém khé quén trong
chuyén tham quan vi kha nang ghi nhé nang cao chat lugng tong thé cua diém dén.

Trai nghi¢m du lich bao gém tat ca moi thr ma khach du lich trai qua tai mot
diém dén dudi dang trai nghiém, bao gém hanh vi va nhan thirc, nhan thirc va cam
xtc duge thé hién hodc ngu ¥ (Oh & cong su, 2007). Trai nghiém dai dién cho su

cung cép kinh té khac biét d6i voi hang hoa, hang hoa va dich vu vi chung doc do,
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dang nh¢ va mang tinh cd nhan (Pine & Gilmore, 1998). Tuy nhién, trai nghiém du
lich 1a mét cau trac phire tap (Neuhofer & cong su, 2014) va vén mang tinh c4 nhan

(Urry, 1992).

Kim va cong su (2012) dinh nghia MTE la trai nghi€ém du lich dugc ghi nhé
va nh¢ lai sau khi sy kién xdy ra. MTE dugc xay dung c6 chon loc dya trén danh
gi4 cla ca nhan vé trai nghiém du lich cua ho, ddng thdi nhdm cung cb ky e vé
nhirng ky niém tha vi vé trai nghiém diém dén. Nghién ctru nay tiét 16 rang nhiing
ca nhan coi trai nghiém du lich 1a dang nhd s€ thuong nhé lai bay khia canh trai
nghiém (su hudng thy, sy méi la, van hoa dia phuong, sy sang khoai, ¥ nghia, su
tham gia va kién thirc). Tuy nhién, nghién ctru nay thira nhan rang cic nha cung cap
dich vu du lich khong thé cung cdp MTE ma chi hd tro xdy dung méi truong 1am
tang kha nang khach du lich tao MTE cua riéng ho (Tung & Ritchie, 2011). Ngoai
ra, diéu quan trong la phai tinh dén thuc té 1a mot trai nghiém thuong duoc mdi
nguoi tao ra c6 chon loc tir vo s trai nghi¢m dya trén danh gia va nhan thac riéng
ctia mdi ca nhan vé thuc té c6 thé c6 tac dong anh huong dén kha ning ghi nhé cua
trai nghiém chuyén di (Kim & cong sy, 2012). Do d6, nghién ctru cho thiy su can
thiét phai phé phan cac khia canh MTE va dé xut cac khia canh khéc c6 thé cé tac
dong dén kha niang ghi nhd ctia khach du lich vé trai nghiém chuyén di (nghién ctru

trong tuong lai).

Ngay nay, nhitng trai nghiém dang nhé duoc coi 13 trai nghiém cudi ciing ma
ngudi tiéu dung hudng téi cd duge (Tung & Ritchie, 2011). Trén thuc té, sau mot
ky nghi sang trong ¢ Bahamas, mgt khoang thoi gian tha vi & Las Vegas hay mot
chuyén tham than thién véi gia dinh dén Disney World, tat ca nhimng gi con lai d6i
v6i khach du lich 1a ky e cua ho vé trai nghiém dé (Braun & cong sy, 2006). Larsen
(2007) xac minh trai nghiém du lich 1a cac sy kién trong qua khtr, cd nhan, lién quan
dén du lich “dtt manh dé di vao tri nhé dai han,” va theo Beck (1992), vé lau dai,
nhitng trai nghiém dang nhé nhu vay c6 thé gop phan tao nén “cam giac phan khdi,
cam giac thich thi sau sic duoc ap i tir 1u va tré thanh dau méc trong ky trc vé

cudc song 1€ ra phai nhu thé nao”. Cac nghién ctru vé€ du lich nhan manh tdm quan
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trong clia nhiing trai nghiém dang nhé, vi tri nhé 12 ngudn thong tin quan trong nhat
cho mot ¢4 nhan khi xem lai quyét dinh va truyén miéng (Oh & cong sy, 2007). Tir
gbdc do nang dong, Trai nghiém du lich dién ra thong qua tinh than cta ca nhan, chu
yéu 14 tri nhé, qua trinh (Larsen, 2007). Trong khi trai nghiém du lich tai chd chi la
nhit thoi va c6 thé mang lai cam giac nhat thoi (Kim, 2010), thi nhirng trai nghiém
duoc luu giit trong tri nhd con ngudi lai co tim quan trong rat 16n vi du khach

thuong suy ngam vé chuyén di ciia ho (Neal & cong su, 1999).

Tom lai, trai nghiém du lich dang nhé dugce xem 1a trai nghi€ém ma du khach
mong mudn dat dugc va d6 s& 1a nhitng trai nghiém quan trong nhat cua ho. Du
khach s& luu gitr nhitng ky wc tot dep khi trai nghiém déang nhé vé diém dén mang
lai.

2.1.2 Cdc thanh phan ciia trdi nghi¢m du lich déng nhé

Cac hoc gia trong linh vuc du lich da danh nhiéu sy quan tam dén viéc kham
pha va xac dinh cac thanh phan cau thanh trai nghiém du lich dang nhé (MTE). Khai
niém nay 1an dau dugc phat trién c6 hé thong boi Tung va Ritchie (2011), dya trén
cac phong van sau véi du khach qudc té, qua d6 chi ra ring trai nghiém dang nhd 1a
két qua ctia su tuong tac giita yéu t6 ca nhan, bdi canh, cam xtc va y nghia x3 hoi.
Nghién ctru ndy dit nén tang cho viéc hiéu MTE nhu mot cau trac da chiéu phan
anh khong chi niém vui, su hai long tirc thdi ma con gia tri ky e bén 1au trong tim

tri du khach.

Tiép ndi huéng nghién ctru ndy Kim va cong su (2012) da phat trién thang
do MTE 24 bién quan sat, dugc xem la cong cu do luong chuin muc trong linh vuc
du lich trai nghiém. Két qua phan tich nhan t6 khang dinh cho thay bay thanh phan
cdt 161 cia MTE gdm: (1) sy huéng thu (hedonism), (2) tinh méi la (novelty), (3)
kién thie (knowledge), (4) y nghia (meaningfulness), (5) su tham gia (involvement),
(6) van hoa dia phuong (local culture), va (7) su thu gian/ tai tao nang luong
(refreshment). Theo Kim va cong sy, nhitng thanh phan nay phan anh cac khia canh

cam xuc, nhan thirc va xa hoi cua trai nghi€ém du lich, trong d6 ni€m vui va tinh maéi
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la dong vai tro kich hoat cdm xtic manh, con ¥ nghia va su tuong tac xa hoi lai tao
nén ky trc 14u dai va gin bo voi diém dén.

Tuy nhién, nhu J. Kim (2014) sau d6 nhin manh, thang do MTE ban dau c6
xu huéng tip trung vao cac trai nghiém tich cuc, trong khi thuc té du lich ciing chira
dung nhitng khoanh khic tiéu cuc, cing thang hodc that vong — vén ciing c6 kha
ning in dam trong tri nhé. Diéu nay goi y rang MTE can dugc hiéu theo hudng cam
xtc hai chiéu (bi-valence), bao gdm ca trai nghiém dé& chiu va khong dé chiu.
Dewhurst va Parry (2000) cling nhu Kensinger va Corkin (2003) da chirng minh
réng nhirng kich thich cam xic manh mé — du tich cuc hay ti€u cyuc — déu c6 kha
nang cung ¢d tri nhé. Do do, mot su kién khong hoan hdo, nhu gap su ¢d nhé trong
hanh trinh hay trai nghiém khac biét van hoa bat ngd, van c6 thé trd thanh mot phan

cua MTE néu no kich hoat qué trinh nhan thirc va cam xtic sau sac.

B sung cho huéng tiép can nay, Coudounaris va Sthapit (2017) di mo rong
thang do MTE bang cach khao sat du khach chau Au va chau A, cho rang ngoai bay
yéu td co ban, tinh chan thuc va su tuong tac xa hoi cling 1a nhiing thanh phén then
chét hinh thanh trai nghiém déng nhé. Sthapit va Coudounaris (2018) tiép tuc khang
dinh tinh twong tac va yéu td cam xuc dong vai tro trung tam, dic biét trong bdi canh
du lich cong d?)ng, noi1 du khach dugc tham gia vao céc hoat dong van hoa dia
phuong. Nghién ctru ciia ho cho thay trai nghiém cang mang tinh tuong tac va phan

anh ban sic van hoa ban dia, thi kha ning tré thanh MTE cang cao.

Gan déy, Yin va cong su (2023) di tong hop hon 50 cong trinh lién quan va
khang dinh raing MTE khong chi 1a két qua cta yéu td cam xtc ca nhan ma con lién
két chat ché voi bdi canh diém dén, gia tri xa hoi va ky tc tap thé. Nghién ciru nay
dé xuét rﬁng MTE can duoc tiép can nhu mot qua trinh lién tuc, bao gém giai doan
trude, trong va sau chuyén di, trong d6 mdi yéu to trai nghiém déu c6 thé anh hudng

dén cach du khach hinh thanh va luu giit ky wc.

Téng hop cac cong trinh tir Tung va Ritchie (2011) dén Yin va cong su (2023)
cho thiy sy dong thuin vé tinh da chiéu va phirc hop cia MTE. Bay thanh phan
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duoc Kim va cong s (2012) xac 1ap van giit vai trd nén tang, nhung cac nghién ctru
sau d3 mé rong, dé xuit bo sung yéu td cam xtc tiéu cuc, tinh chan thuc, twong tac
xa hoi va gia tri ky rc dé phan anh dy du hon ban chat cua trai nghiém du lich. Nhu
vay, MTE khong chi bao gdm cac trai nghiém vui vé, thu gidn hay méi la, ma con
ca nhitng trai nghiém c6 chiéu siu, d6i khi bat ngd hodc trai ngugc cam xuc, nhung
lai mang y nghia manh mé& trong viéc dinh hinh ky @c du lich, sy gin b6 va long

trung thanh ddi véi diém dén (Phu luc 2.1).
Su hwong thu (Hedonism)

Su hudng thu (HE) phan anh cam giac vui vé, thdéa man va hanh phic ma du
khach tim kiém trong chuyén di, thuong gin lién v6i nhiing trai nghiém mang tinh
giai tri, thu gian va tan hudng dich vu du lich (Kim & cdng su, 2012). “Cac nha
nghién ctru du lich tir 1au da nhén ra rang cac hoat dong du lich chil yéu mang tinh
huong thy. Khi “tiéu dung” san pham du lich (trai nghiém), khong gidng nhu cac
hoat dong va san pham khac, con ngudi chil yéu tim kiém sy thich tha (su huong
thy/ niém vui). Phii hop v6i quan diém cho rang muyc dich chinh cua viéc tiéu thu
san pham du lich 14 theo dudi nhiing trai nghiém thua vi hodc thd vi, thanh phan cam
xuc la mot khia canh quan trong cua trai nghiém du lich. Diéu co y nghia dac biét
lién quan dén su hiéu biét vé MTE la viéc cac nha nghién ctu tri nhé da thao luan
vé anh hudng dang ké cua cac kich thich cam xac ménh liét dén tri nhé (Porter &
Birt, 2001; Bohanek va cong sy, 2005). Vi du: Bohanek va cong sy (2005) chi ra
rﬁng cac sy kién mang tinh cadm xtc manh li¢t hi¢n 1€n trong tdm tri thuong xuyén
hon va do d6 duoc dién tap lai va sau d6 dugc ghi nhd chi tiét hon nhiéu trong mot

khoang thoi gian dai”.

Trong cac nghién ctru du lich thuc nghiém, cac nha nghién ctru phat hién ra
rang trai nghiém hudng thy cho phép khach du lich xay dung. Vi du: Duman va
Mattila (2005) xac dinh su hudng thu 13 yéu t6 chinh quyét dinh gia tri cam nhan
clia trai nghiém du lich trén bién. Hon nita, Tung va Ritchie (2011) nhan thay rang

nhiing cam x0c va cam giac tich cuc gan lién véi trai nghiém du lich, chang han nhu
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hanh phuc va hirng tha, 1a mdt thanh phﬁn quan trong cia MTE. Sy hudng thy dugc
dinh nghia 1a viéc tim kiém niém vui mang tinh huéng thyu (Trauer & Ryan, 2005).
Su hudng thu phan anh gia tri cdm xuc trong trai nghiém ti€u dung ctia nguoi tiéu
dung va phan anh nhirng loi ich nhin duoc dudi dang niém vui va su vui tuoi (Babin
& cong su, 1994). Sur huong thu 1 mot phan khong thé thiéu trong trai nghiém giai
tri (Mannell & Kleiber, 2013) va 1a yéu t6 quan trong quyét dinh sy hai long ciing
nhu hanh vi ctia ho trong twong lai (Duman & Mattila, 2005). Otto Ritchie (1996)

xac nhan cac yéu t6 khoai lac nhu mdt cu trac trong trai nghi¢m du lich.
Su thw gian/ sy tai tao nang lwgng (Refreshment)

Sy thu gian (RE) trong MTE phan anh cam giac duoc hdi phuc, thoat khoi
nhitng lo toan thuong nhat va trai nghiém su méi mé vé thé chat, tinh than (Kim &
cong su, 2012). Su thu gidn rat c6 thé 1a thanh phan co ban nhat ciia hoat dong du
lich. Cohen (1979) d3 nhdn manh yéu t6 nay 13 dic diém ndi bat nhat cia trai nghiém
du lich gitip tach biét nhitng ngudi tham gia khoi cudc séng tran tuc hang ngay. Vi
du, khi dinh nghia hoat dong du lich, Cohen (1979) luu ¥ rang “vé co ban su dao
nguoc tam thoi cac hoat dong hang ngay, d6 1a mgt tinh trang khong viéc lam, khong

chdm soc, khong lang phi.

Nghién ctru thyc nghiém tng ho tdm quan trong cta chu nghia thoét ly va
sang khoai trong trai nghiém du lich (RicharDS, 2002; Pearce & Lee, 2005;
Snepenger & cdng su, 2008; Boo & Jones, 2009). Vi du: Snepenger va cong su
(2008) nhan thay rang nghi ngoi, thu gidn va phuc hdi strc khoe 1a mot trong nhiing
dong luc chinh cua du khach khi tham dy cac su kién va 18 hoi dic biét. Hon nita,
trong mot nghién ctru xac dinh cac yéu t6 nang cao kha nang ghi nhé cua trai nghiém
du lich, Kim (2010) cho rang cam giac sang khoai anh huéng tich cuc dén ky trc du
lich cia moi nguodi. Quan diém nay dugc ung ho bdi Morgan va Xu (2009), ho da
phat hién ra rang trai nghiém du lich thu gian dudi anh nang trén bai bién 1a nhing

trai nghiém ky nghi rat dang nhé.

Tinh méi (Novelty)
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Tinh méi (NO) 1a mot trong nhitng yéu té quan trong tao nén MTE, boi du
khach thuong tim kiém nhitng trai nghiém khac biét véi thoi quen thudng ngay va
moi truong quen thudc cua ho (Kim & cong su, 2012). Tim kiém sy méi la da duoc
b4o cao mot cach nhat quan nhu mot thanh phan quan trong khac cia trai nghiém
du lich chu quan va la dong luc phé bién dbi véi mot ca nhéan di du lich (Farber &
Hall, 2007; Duman & Mattila, 2005; Farber & Hall, 2007). Khach du lich ¢6 xu
huéng chon nhitng diém dén c6 nén van héa va 16i sdng khac biét dé thoa méan nhu
cdu va mong mudn trai nghiém nhitng diéu méi mé hodc “khac, diéu gi d6” khong
thé tim thdy & qué huong ctia ho Pearce (1987). Trong khi kham ph4 céc tién dé cua
MTE, Chandralal va Valenzuela (2013) d3 x4c nhan rang tinh méi mé duoc cam
nhan, bét nguén tur vi¢c trai nghiém diéu gi d6 mo1 mé (vi du: van hoa, am thuc va

chd &) va tiép xuc voéi cac loai hinh du lich khac nhau, 1a mét thanh phﬁn cua MTE.
Vian hoa dia phwong (Local culture)

Vin héa dia phuong (LC) 1a mot thanh phan quan trong ciia MTE, phan anh
su tiép xuc va hoa minh cua du khach véi doi séng, phong tuc, 1& hoi va am thuc tai
diém dén (Kim & cong su, 2012). Trai nghiém du lich duogc déng tao ra béng cach
161 kéo moi ngudi vao cac tinh hudng dya trén trai nghiém (Ryan, 1998). Vi dy,
thong qua tuong tac xa hdi véi cu dan tai mot diém dén, khach du lich nang cao hiéu
biét ctia ho vé nguoi dan dia phuong (nhitng nguoi thudng khac biét vé vian hoa) va
cudi cung dat duoc quyén cong dan toan cau. Trong céc tai liéu vé du lich, trai
nghiém van hoa dia phuong da dugc thao luan nhu mot yéu td thic day du lich quan

trong (RicharDS, 2002; Sharpley & Sundaram, 2005; Funk & cong su, 2007).

Hon nita, xu huéng tham gia vao céc loai hinh du lich cu thé dang ngay cang
gia tang, dac biét 1a du lich tinh nguyén, cho phép du khach trai nghi¢ém va hoc hoi
mot cach doc dao, déng thoi vuot ra ngoai nén tang du lich dién hinh cua cac bdi
canh duoc dan dung va gin két voi nguoi dan dia phuong, cudce sdng va cong dong
ctia ho. méi trudng sdng thuc té (Brown, 2005). Trong cac nghién ctru vé MTE, cic

nha nghién ctru da phat hién ra rang vi¢c trai nghiém van hoa dia phuong khién
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chuyén du lich cia mot ngudi trd nén dang nhé hon. Vi du, Tung & Ritchie (2011)
nhén thiy rang viéc tim hiéu vé van hoa dia phuong, bao gdm ca 161 sdng ctia nguoi
dan va ngdn ngit cia diém dén da nang cao dang ké MTE. Hon nita, Morgan va Xu
(2009) cho rang vin hoa dia phuong (twong tac véi van héa va con ngudi dia
phuong) tao nén trai nghi€ém ky nghi ddng nhd (twong tdc véi van hda va con nguoi

dia phuong) tao nén trai nghiém ky nghi dang nho.
Su tham gia (Involvement)

Su tham gia (IN) phan &nh mtrc d¢ du khach chi dong hoa minh vao céc hoat
dong va trai nghiém du lich, tir d6 1am tdng kha nang hinh thanh nhitng ky trc dang
nhé (Kim & cong su, 2012). Moi nguoi nhé vé mot trai nghiém c6 lién quan va c6
¥ nghia d6i v6i c4 nhan minh hon 13 mot trai nghiém khong lién quan. Nhitng két
qua nghién ctru trude day cho thay tac dong cua viéc tham gia vao trai nghiém cua
khach hang d6i voi tri nhé c¢6 thé dua ra 101 giai thich hop 1y cho quan diém nay.
Pine va Gilmore (1998) chi ra rang khi cac ca nhan thdy minh dam chim trong mot
hoat dong, cac ca nhan do co nhiéu kha nang c6 dugc trai nghiém dang nhd hon.
Céc nha nghién ctru khac ciing tng ho phét hién rang viéc tham gia vao trai nghiém
ctia khach hang s& cing ¢6 cam xuc tinh cam ctia mot c4 nhan khi danh gia trai
nghi¢m do6 va kich thich phan tich nhan thirc & mirc do sau sdc (Bloch & Richins,

1983; Craik & Lockhart, 1972; Blodgett & Granbois, 1992; Swinyard, 1993).
Y nghia (Meaningfulness)

Y nghia (ME) 1a mt trong nhiing yéu té c6t 16i gitip trai nghiém du lich tré
nén dang nh¢ va luu gitr 1au dai trong ky trc (Tung & Ritchie, 2011). Béi vi y nghia
1a didu can thiét cho hanh phiic va sy thinh vuong (Richards, 2002; Vohs, 2023),
moi ngudi ¢d gang tim kiém y nghia trong cudc séng cua minh (Frankl, 1985).
Tuong tw, moi ngudi tim kiém nhitng trai nghiém cé ¥ nghia trong cac hoat dong 1it
hanh va du lich cua ho, chéng han nhu tim kiém cam giac thoa man vé thé chat, cam
xuc hoic tinh than thong qua du lich, thay vi theo dudi chii nghia thoat ly don thuan
hodc tim kiém tinh x4c thuc rdng tuéch nhu Bruner (1991); Digance (2003); Noy
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(2004); Callanan va Thomas (2007). Bdi vi khach du lich ngdy cang tinh té hon nén
khach du lich ngay cang tim kiém nhitng trai nghiém du lich déc déo va ¥ nghia dé

thoa min nhu cau va mong mudn ciia minh (Robinson & Novelli, 2004).

Mot sb c4 nhan coi trai nghi¢m du lich 12 mgt hanh trinh ndi tam vé su phat
trién ca nhan va phat trién ban than thay vi chi xem cac diém tham quan, khuon mat
va dia diém. Hon nira, trong nghién ctru vé ban chat cia MTE, ngudi ta nhan thiy
nhing trai nghiém du lich ¢6 y nghia s& ton tai 1au hon trong tri nhé con nguoi (Tung
& Ritchie, 2011). Nghién ctru tuong ty ciing luu ¥ rang khi moi ngudi tim hiéu thém
vé thé gi6i va mo rong quan diém vé cudc sdng nhd nhiing trai nghiém du lich mé
mang tdm mat, nhing trai nghiém nay c6 thé 1a mot trong nhirng trai nghiém dang
nhd nhat trong doi

Kién thirc (Knowledge)

Kién thire (KN) trong MTE d¢ cap dén nhitng hiéu biét mdi ma du khach dat
duoc, bao gém kién thtrc vé van hoa, lich si, con nguoi, cling nhu sy mé rong nhan
thitc va tam nhin c4 nhan (Kim & cdng sy, 2012). Cac nha nghién ciru du lich ciing
béo cdo rang moi ngudi mong mudn hoc héi nhitng didu mai va phat trién nhiing hiéu
biét va k¥ ndng mdi nho trai nghiém du lich cta ho (Richards, 2002; Sharpley &
Sundaram, 2005; Poria & cong su, 2006). Cac nghién ctru vé dong co du lich cho
thdy rang mot trong nhiing dong co tam 1y xa hoi thuc ddy cac ca nhan di du lich 1a
dé théa man nhu cau thu thap kién thirc. Vi du: moi ngudi di du lich dé dép ing nhu
cau tiép thu kién thirc va hiéu biét méi vé diém dén (dic biét 1a trong cac linh vuc
nhu dia 1y, lich sir, ngén ngit va vin hoa). Trong mot nghién ctru vé “ban chat” cia
nhiing trai nghiém du lich dang nhg, Tung va Ritchie (2011) nhan thiy rang phat trién
tri tu¢ 14 mot trong nhitng thanh phan quan trong nhat cua nhiing trai nghiém dang
nh¢. Nhiéu nguoi duge héi chi ra rang nhitng trai nghiém du lich ma tir d6 du khach
c¢6 dugc kién thirc méi vé diém dén da ghé thim 1a mot trong nhiing trai nghiém dang
nhd nhat.

Tém lai, MTE dugc hinh thanh tir bay thanh phan ¢t 16i gdm: sy hudng thuy,

su75 thu gian, tinh m&i mé, van hoa dia phuong, sy tham gia, y nghia va kién thirc
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(Kim & cong su, 2012; Tung & Ritchie, 2011). Cac yéu té nay két hop hai hoa giira
cam xuc va nhan thirc, giup du khach thoat khoi nhip séng thudng nhat, tim kiém
niém vui, hoc hoi vin hoa, tri thirc méi va cam nhan gia tri tinh than sdu sac. Trai
nghiém du lich tré nén dang nh¢ khi du khach tham gia chu dong, cam nhéan sy méi
la, gin két voi van hoa ban dia va tim thiy ¥ nghia c4 nhin, qua d6 hinh thanh s hai
1ong va 1ong trung thanh diém dén 1au dai.

2.2 Long trung thanh diém dén (Destination loyalty — DL)

2.2.1 Khai ni¢m long trung thanh

Day (1984) cho ring “long trung thanh cua thuong hiéu duoc xem nhu 13
hanh vi mua sdm phu hop bat ngudn tir thai do tich cuc ciia khach hang d6i véi mot
thuong hiéu cu thé”, & day khai niém long trung thanh ton tai hai khia canh can duoc
xem xét 13 (thai do va hanh vi). Cac tac gia di dua ra goi ¥ su can thiét phai xem xét
dong thoi khai niém trung thanh thai d6 va 1ong trung thanh hanh vi trong nghién
ctru 10ng trung thanh cua khach hang. Rundle-Thiele (2005) di dé xut mét chi sb
tong hop cua 1ong trung thanh, da duoc sir dung rong rii boi cac nha nghién ctru
long trung thanh. Long trung thanh thuong dugc dinh nghia 1a y dinh hodc hanh vi
cua khach hang dé mua lai hodc quay lai ung hd mot san phém nao do. San phém
hodac dich vu; do d6 gay ra viéc mua lap di 1ap lai cung mot thuong hiéu (Oliver,

1999).

Trong nghién ctru ciia Toyama va Yamada (2012) vé du lich, 10ng trung thanh
v6i diém dén dé cap dén y dinh quay lai diém dén cii ctia khach du lich va ¥ dinh
gidi thiéu diém dén d6 cho ban bé/nguoi than cua ho. Long trung thanh véi diém
dén c6 thé duoc do luong thong qua ¥ dinh quay quay lai diém dén d6 cta khach du
lich va y dinh gi6i thiéu diém dén d6 cho nguoi khac.

Cho dén nay, khai niém vé 10ng trung thanh da dugc phat trién thong qua ba
khia canh co ban (Berkowitz & cong su, 1978; Bennett & RunDLe-Thiele, 2002):
(1) Hanh vi lga chon thuong hiéu/stt dung dich vu ctia khach hang; (2) Khuynh
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hudng thai do cta khach hang d6i v6i viéc mua mot thuong hiéu; (3) Két hop hai

khia canh trén.

Thong thudng, cac nghién ctru lién quan dén 10ng trung thanh hanh vi s& dua
trén dir liéu tir mot trong hai hanh vi mua hang thuc té ctia ngudi khach hang (ching
han nhu dir liéu thong ké trong may tinh) hodc hanh vi ty bao cao mua hang cia
khach hang (Berkowitz & cong su, 1978; Reichheld, 2003). Trong nghién ctru ¢ linh
vuc giai tri va du lich, mot sé phuong phap khac duoc str dung nhu: (1) Thoi gian
luu trt (Iwasaki & Havitz, 1998); (2) Cuong d¢ (thoi gian danh cho viéc mua, st
dung, hoac tham gia vao céac hoat dong nhét dinh giai tri moi ngéy/tuén/théng/ném)
(Iwasaki & Havitz, 1998); va (3) Tan s (s6 lwong mua, st dung, hodc tham gia
trong mot khoang thoi gian nhat dinh) (Iwasaki & Havitz, 1998; Petrick, 2004). Cac
nghién ctru chimg minh rang kinh doanh dich vu hodc kinh doanh hang hoa lau bén,
viéc thu thap dir liéu 1ap lai (1ong trung thanh) c6 thé gap mot s6 khé khan (Rundle-
Thiele, 2005). Vi vay, hau hét cic nghién ciru long trung thanh trong linh vuc tiép

thi dich vu va du lich dya vao dit li€u tu bao cdo ctia khach hang.

Thai d6 trung thanh duoc hiéu 1a thai do nhan thirc cta khach hang d6i voi
mot hanh vi nao d6. Diéu nay duoc thé hién thong qua su rang bude vé mit thm ly,
y dinh mua sim thuong hi€u hoac str dung dich vu cua nha cung cép, cling nhu dé
nghi v6i nhitng ngudi khac hoac noi tdt vé san phém hoac dich vu cho ho (Oliver,
1999). Cac nha nghién ctru tim 1y chirng minh rang nhiing don vi kinh doanh khong
thé anh huong dén hanh vi mua hang cua khach mot cach c6 hé théng. Cu thé, dua
trén phuong phap so sanh ho da ly giai hanh vi ti€u dung ctia khach hang khong chi
xay ra don thudn ma no con 1a két qua truc tiép cia mot chuwong trinh tiép thi lam
anh huong 1én thai do va nhan thic cia khach hang (Rundle-Thiele, 2005). Vi thé,
cac nha nghién ctru di ung ho su can thiét phai hiéu sau hon 10ng trung thanh cua
khéach hang dua trén khia canh thai d¢. Trong linh vuc giai tri va du lich, cho dén
nay dd xudt hién kha nhiéu cac nghién ctru dé cip dén phuong phap do luong khai
niém trung thanh thai d6. Phuong phap pho bién 1a kiém tra thai do ctia khach hang

ddi v6i mot thuong hi¢u hodc nha cung cép dich vu thong qua mdt loat cac khia
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canh khac nhau nhu: t6t/ xau, thi vi/ khong thu vi, thich/ khong thich, ... (Backman
& Crompton, 1991; Morais & cOng su, 2004; Petrick, 2002; Chi & Qu, 2008). Ngoai
ra, mot phuong phap khac ciing dugc ap dung kha rong rai 1a chi sb cam két tim 1y
(PCI) do Pritchard dé& xuit nam 1999, né duoc phat trién dé kiém tra sy cam
két/trung thanh thai do cua khach hang. Gan day mot sd nghién ctiru da 4p dung chi
s6 PCI nham do luong 1ong trung thanh thai do cua khach hang cia (Iwasaki &
Havitz, 1998; Pritchard & cong su, 1999).

Tom lai, 1ong trung thanh 1a mic d6 gan bé cua khach hang dbi véi thuong
hiéu hodc diém dén, thé hién qua hanh vi quay lai va y dinh gi6i thiéu tich cuc. Khai
niém nay bao gém hai khia canh: 1ong trung thanh hanh vi (mua lai, quay lai) va
1ong trung thanh thai do (cam két tam 1y, yéu thich, ¥ dinh gi6i thiéu), phan anh moi
quan hé bén viing gitta khach hang va thuong hiéu/diém dén (Oliver, 1999; Rundle-
Thiele, 2005).

2.2.2 Long trung thanh diém dén (Destination loyalty - DL)

Phan tich & trén cho thiy rang khong phai phuong phap tiép can trung thanh
hanh vi cling nhu trung thanh thai 46 dimg doc 1ap sé cung cip mot cau tra 1oi thoa
dang cho cau hoi “thé nao 1a 1ong trung thanh?”. Vi thé, Day (1984) cho rang long
trung thanh cta thuong hiéu dugc xem nhu 13 hanh vi mua sim pht hop bat ngudn
tir thai do tich cuc cua khach hang d6i v6i mot thuong hiéu cu thé (Rundle-Thiele,
2005). O day khai niém 10ng trung thanh ton tai hai khia canh can dugc xem xét 1a
(thai d va hanh vi). Két qua 13, luan an dua ra goi ¥ su can thiét phai xem xét dong
thoi dong thoi khai niém trung thanh thai ¢6 va long trung thanh hanh vi trong
nghién ctru 1ong trung thanh ciia khach hang. Rundle-Thiele (2005) da d& xuat mot
chi s6 tong hop cta long trung thanh, da duoc str dung rong ri boi cac nha nghién

ctru long trung thanh .

Lutz (1975) ciing da dé xuit mot cach tiép can twong tr va tng hd can bd
sung thém céc thanh phan thai d6 t6i viéc do ludng long trung thanh hanh vi. Piéu

nay c6 thé giup cho viéc giai thich dugc 1 rang va 1am rd hon khai niém long trung
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thanh cua khach hang. Dya trén khai ni¢m long trung thanh cua Jacoby va cong sy
(1978). d3 dé xuit mot dinh nghia mé rong cua 10ng trung thanh. Theo d6, thong
qua viéc két hop sau diéu kién can thiét, tic gia cho rang long trung thanh la: (1)
thanh kién (nghia 13 khong phai ngiu nhién); (2) dap tng hanh vi (nghia 13 mua
hang); (3) dugc dién dat theo thoi gian; (4) thong qua mot s quyét dinh; (5) lva
chon mot hodc nhiéu thuwong hiéu thay thé trong mét tap hop cac thuong hiéu xem

xét; va (6) mot chirc nang cua tam 1y (qua trinh ra quyét dinh, qua trinh danh gia).

Mot s6 nha nghién ciru khai thac khia canh trung thanh cua khach hang bang
cach str dung khai niém 1ong trung thanh téng hop (Backman & Crompton, 1991;
Morais & cong su,2004). Trong linh vuc gidi tri va du lich, Backman va Crompton
(1991) da dé cap khai niém goi tam 1y va thong nhat hanh vi nhu hai khia canh cua
10ng trung thanh. Thong qua nghién ciru 1ong trung thanh cia cac tay vot bang ba
phuong phép (trung thanh thai do, trung thanh hanh vi, va trung thanh hdn hop)
(Backman & Crompton, 1991). Két qua cho thay rang 10ng trung thanh thai do,
trung thanh hanh vi, va trung thanh tong hop nam bét cac hién tugng trung thanh

ctia khach hang khong gidng nhau (Oppermann, 2000).

Viéc xac dinh cac yéu to anh huong dén long trung thanh cta du khach dong
vai tro hét sttc quan trong trong viéc xay dung 1ong trung thanh ctia ho ddi véi cac
diém dén du lich (Agustin & Singh, 2005; Chi & Qu, 2008). Thuc té chi ra rang,
néu cac nha nghién ctru chi ra duoc dau 1a cac yéu td co ban co anh huong 16n dén
long trung thanh cua khach hang thi sé thuc su hitu ich cho cidc nha quan 1y nganh
cling nhu doanh nghiép trong viéc xdy dung bién phap nhim tic dong vao nhiing
yéu t6 do, gop phan xdy dung 1ong trung thanh cua khach hang. Trén phuong dién
tiép can trén, phan dau ciia ndi dung nay luan 4n sé hé thong lai cac nghién ciru trén
thé gidi c6 lién quan dén cac yéu t6 anh hudng dén long trung thanh cta khach hang
trong linh vuc dich vy va du lich trong thoi gian qua (Tong quan cac nghién ciru vé

DL xem Phu luc 2.3).
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Trong nhitng ndm gan day, cac nha nghién ctru di bat dau nghién ctiru dén
cac van dé khac lién quan 1ong trung thanh nhu ndi nhd lich st ¢6 tic dong tich cuc
dang ké dén gia tri cam nhén, sy hai long va ¥ dinh trung thanh voi diém dén cua
khach du lich dén cac di san van hoa (Verma & Rajendran, 2017); phan tich long
trung thanh theo chiéu ngang (16ng trung thanh ctia ngudi tiéu dung duge chia cho
mot s6 diém dén) va giai thich cac yéu t6 nén tiang anh hudng dén hanh vi - nhan
thirc, tinh cam va hinh anh tong thé vé diém dén; nguon thong tin; dong co; dic
diém nhan khau hoc xa hoi; hanh vi trude dé; 1ong trung thanh ty nhién (Almeida-
Santana & Moreno-Gil, 2018) long trung thanh véi diém dén dugc giai thich thong
qua sy gén b6 véi dia diém, su quen thudc voi diém dén va hinh anh diém dén (Ben

Youssef & cong su, 2019)

Nghién ctru Jamshidi va cong sur (2023) d3 xem xét cac yéu té thong tin diém
dén trén mang xa hoi du lich anh hudéng nhu thé nao dén nhan thirc ctia khach du
lich vé sy tha vi ma cudi cung gép phan hinh thanh nhitng MTE ciing nhu DL (tinh
cam, nhan thuc va chu dong). Nam 2024 nghién ctru cua Keskin va cong su cho
thiy trai nghiém am thuc ddng nhd cta nhitng du khach tham du L& hoi hoa cam ¢
Adana anh hudng dén chit luong cua 18 hoi va ¥ dinh trung thanh cua ho; phat hién
ra rang sitc khoe cta du khach tham gia 18 hoi ¢6 vai tro diéu tiét trong anh huong

ctia long trung thanh dén ¥ dinh hanh vi caa ho.

Toém lai, do cac nghién ctru trude da thyc hién nghién ctu vé y dinh quay lai
hodc y dinh truyén miéng, vi vay trong luan an nay dé cap DL cia du khach dugc
xem nhu cam két hodc tan suét quay tré lai du lich cua du khach bat nguén tur thai
d6 tich cuc cua ho d6i véi mot diém du lich cu thé va sin sang gidi thiéu diém dén
cho ngudi khéc.

2.3 Sw hai long diém dén (Destination satisfaction - DS)

Theo Philip Kotler (1999), su hai long ctuia khach hang 1a trang thai cam xtic
Xuét phat tir viéc so sanh két qua nhan dugc voi ky vong ban dau. Trong du lich,

Chon (1989) va Chon va Olsen, (1991) cho rang sy hai 10ng phu thudc vao mirc do
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phu hop giita mong doi va trai nghiém thuc té tai diém dén. Khi trai nghiém vuot
mong doi, du khach s& cam thdy hai 1ong. Su hai long thudng duoc do ludng qua
hai khia canh: sy hai long thudc tinh (déi v&i1 cac yéu t6 cu thé nhu dich vy, véan hoa,
canh quan) va sy hai 1ong tong thé vé diém dén (Kozak & Rimmington, 2000; Chi
& Qu, 2008). (Tong quan cac nghién ctru trude vé DS xem Phu luc 2.4)

Theo Parasuraman va cong su (1988), sy hai long dugc xac dinh qua chénh
léch giira chat lugng ky vong va chét luong cam nhan. Oliver (1997) mé rong khai
niém nay, xem sy hai long 1a qua trinh dap tng hoan toan nhu cau khach hang, phan
anh mtrc d§ thoa man sau trai nghiém dich vu. Trong du lich, sy hai long c¢6 anh
huong truc tiép dén y dinh quay lai va gi6i thiéu diém dén (Backman & Crompton,

1991; Alegre & Juaneda, 2006; Yoon & Uysal, 2005).

Cac mo hinh do ludng sy hai 1ong pho bién bao gom 1y thuyét bat tuong hop
ky vong Oliver (1980), 1y thuyét chuan muc (LaTour va Peat (1979)), va mé hinh
cam nhan thuc hién (Tse & Wilton, 1988). Trong do6, phuong phap dua trén “cam
nhan thyc hién” to6 ra phu hop trong du lich khi du khach thiéu kinh nghiém trudc
do (Zeithaml, 1985; Lee & cong su, 2007). Cac nghién ctru thyc nghiém khéng dinh
rang su hai 10ng chung 1a thudc do hiéu qua phan anh chat lugng trai nghiém du lich

téng thé (Tian-Cole va cong su (2002)).

Céc nghién ctru gan day tiép tuc khang dinh vai tro trung gian cua su hai long
diém dén (DS) giita trai nghiém du lich va 1ong trung thanh diém dén (DL) (Anton
& cong su, 2017; Seetanah & cong sy, 2020; Lu va cong su, 2024)). Bac biét, nghién
clru m&i ciia Zhang va Ha (2023) chi ra rang tac dong cua cac thudc tinh dich vu
dén sy hai long c6 xu huéng giam dan trong cac lan ghé tham sau, nhan manh tinh
dong va bdi canh cua sy hai long trong du lich hi¢n dai. Nhin chung, su hai long vira
1a két qua cam xtic ciia trai nghiém du lich, vira 1a tién dé ctia 1ong trung thanh, déng
vai tro then chét trong phat trién bén viing diém dén.

Tom lai, cac nghién ctru trudc da chi ra rang DS hinh thanh trén co s& so sanh

gitta ky vong va trai nghiém thyc té ctia du khach, dong thoi chiu anh hudng boi
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nhiéu yéu t6 nhu chat lugng dich vy, méi truong trai nghiém va cam xuc ca nhan. Sy
hai 10ng khong chi phan anh muc do dap tng cta diém dén ma con dong vai tro trung
gian quan trong, lién két trai nghiém du lich dang nhd vé6i long trung thanh cua du
khach. Do vay, trong pham vi nghién ctru nay, DS duoc xem xét nhu mot thanh td
then chét trong viéc giai thich mdi quan hé gitta MTE va DL.

2.4 Khai niém vé sy dong diic (Crowding — CD)

Su dong diuc dugce dinh nghia l1a sy danh gia ti€u cyc hodc sy xdo tron do mat
d6 nguoi tham gia va lién quan dén viéc danh gia gia tri clia cac cudc gip g voi
nhiing nguoi tham gia khac nhu bénh nhan, nguoi ti€u dung, nguoi giai tri, du khach
hodc khach du lich trong mét khu vuc dugc xac dinh vé mat dia 1y (Klanj“s"cek &
cong su, 2018; Shelby & Vaske, 2008). Su dong duc dugc dinh nghia 1a sé lugng
ngudi toi da c6 thé sir dung mot khu di san ma khong co su thay d6i vé moi trudng
vat 1y hoac chét luong trai nghi€ém cua khach truy cap (Sanz-Blas & cong su, 2019;

Zehrer & Raich, 2016). (Cac nghién ctru trude vé CD xem Phu lyc 2.5)

Khai niém sy dong diic c¢6 ngudn gde tir tim 1y hoc méi truong, duoc st dung
rong rai trong cac linh vyc hanh vi ti€u dung, quan tri diém dén, du lich va giai tri.
Trong nghién ctru nén tang, Stokols (1972) dinh nghia su dong duc 13 “mot trang
thai tam 1y phat sinh khi mat d§ con nguo1 trong mot khong gian vuot qua mirc ma
ca nhan mong dogi hoac mong mudn”. Theo ong, can phan bié¢t gitra mat do thuc té
tire s6 ngudi hodc vat thé trong mot khong gian nhit dinh va cam nhén déng duc
(perceived crowding) tirc phan rng chu quan cua con nguoi trudc muc do mat do
d6. Chinh cam nhén chi quan ndy méi 13 yéu té quyét dinh cam xtc va hanh vi cta

du khach (Gove & Altman, 1978).

Trong giai doan dau cta nghién ctru (1970s—1990s), sy dong dic thudong
duoc xem nhu mot hién tuong ti€u cyc, gén lién v&i stress, mat kiém soat, giam hai
long va tranh né moi truong. Vi du, Shelby va Heberlein, (1987) trong linh vuc du
lich ngoai troi cho ré'mg khi mat d¢ nguodi vuot qua ngudng xa hoi chép nhan, du

khach s& cam thdy mat khong gian ca nhan, din dén su kho chiu va ¥ dinh roi di
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som. Twong tu, Vaske va Donnelly (2002) chtrng minh rang sy dong dic vuot miic
“chudn muc x3 hoi” lam giam chat luong trai nghi€ém va sy hai long du khach.
Nghién ctru trude day di xac nhan rang cac yéu tb tim 1y chu quan (nhu ky vong va
s¢ thich ctia nguoi ti€éu dung, nhan thuc vé khach hang khac hodc sy hoa nhap xa
hoi) hodc cac yéu té khach quan (nhu gip g& du khach thuc té) co thé anh huong
dén nhan thirc vé su dong duc (Aguiar & Farias, 2020; Budruk & cong su, 2002;
Sivey va cong su, 2019). Cac nghién ctru ciing cho thay mirc do dong duc ciing
trong quan dang ké v6i mirc d6 hai long cta du khach tai diém dén (Huang & cong
su, 2018; Sim & cong su, 2018; Moharana & Pradhan, 2020; Thomas & Saenger,
2020).

Su dong duc va du lich qua mirc da trd thanh chu dé pho bién trong nghién
ctru hoc thuat trong vai ndm qua va mat s6 hoc gia cho rﬁng ching hau nhu khong
t6n tai trude nam 2017 (Koens va cong sy, 2018). Mic di van chua c6 khung khai
niém chinh dé hiéu thuat ngit nay, nhung tai liéu hoc thuat da dong gop mot sd méd
hinh 1y thuyét dé hiéu rd hon vé tac dong cua tinh trang dong duc tai cac dia diém
dugc xéac dinh cu thé nhu bénh vién va bénh vién tAm than (Teitelbaum & cong su,
2016; Wang & cong su, 2017), co so gido duc (Graves, 2010), hodc nha tu (Horne
& Newman, 2015). Trong bdi canh diém dén du lich, béng ching thuc nghiém
chtrng minh méi quan hé tich cuc giita trai nghiém vé diém dén va sy hai long cua
du khach. Vi du, nghién ctru ctia Ryan va cong su (2010) da két luan rang ngoai murc
do dong duc da trai qua, bau khong khi cua diém dén, sy ton tai cua cac trd choi
cam giac manh, c6 noi dé nghi ngoi va gia vao cira dugc cho 14 hop 1y, déu 1a nhiing

yéu td quan trong cling la dong lyc manh mé cua sy hai long.

Trong hudng tiép can tiéu cuc, sy dong duc dugc coi 1a mot loai qua tai kich
thich, lam suy gidm kha nang xtr Iy thong tin, gidm sy thoai mai va gay ra cac phan
ung né tranh. Theo Mehrabian va Russell (1974), dong duc qua muirc l[am gidm cam
xuc tich cyc va cam giac kiém soat, trong khi ting kich thich theo huéng cing thang.
Céc nghién ciru ctia Machleit va cong sy (2000), Jin va cong sy (2016) déu chi ra

rang sy dong duc co6 thé giam sy hai 10ng, giam ¥ dinh quay lai, va lam suy yéu gia
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tri cam nhan cua diém dén. Vi dy: trong du lich di san, Rasoolimanesh va cong sy
(2021) cho thiy rang “muc d6 dong dic cao” din dén giam su hai long va ¥ dinh
quay lai, vi du khach cam thiy mat tinh riéng tu va tinh chan thuc cta trai nghiém.
Trong nghién ciru vé cong vién va khu bao ton thién nhién, Arnberger va Haider
(2007) ciing két ludn rang khi sb luong ngudi vuot qua “chuan chip nhan xa hoi”,
trai nghiém thu gidn va phuc héi tinh than cua du khach bi ton hai o rét. Nhu vy,
trong giai doan nay, su déng duc duge hiéu chu yéu 1a mot yéu t6 tidu cuc, lam giam
chét lugng trai nghiém va dugc xem nhu d4u hiéu cua “overtourism” (Seraphin &

cong su, 2018; Peeters & cong su, 2018).

Tuy nhién, tir dau nhitng nam 2000, dac biét sau cac cong trinh ctia Machleit
& Eroglu (2000) cac hoc gia bat dau nhan thy rang su dong dic khong nhét thiét
dan dén phan tng tiéu cuc, ma c6 thé mang lai cam xuc tich cyc trong nhitng bdi
canh phu hop. Trong cac nghién ciru gan ddy vé hanh vi du khach, “su dong duc
dugc cam nhan” khong con dugc xem thuan tay nhu mot yéu td tiéu cuc gay giam
trai nghiém, ma bat dau dugc nhin nhan theo chiéu hudng tich cuc, khi né gop phan
tao nén bau khong khi sdi dong va ning luong xa hoi tai diém dén. Chang han,
Kiligarslan va Caber (2018) cho thay tai cac diém dén vin hoa, mic du sy dong duc
c6 thé anh hudng dén su thoai mai vat Iy cia du khach, nhung yéu t6 bau khong khi
lai c6 thé lam trung hoa hodc tham chi bién cam nhan dong duc thanh mot phén cua
trai nghiém hap dan, néu khong gian va hoat dong dugc thiét ké hop ly. Piéu nay
cho thdy cam nhan vé dong duc ¢ thé duogc diéu tiét tich cuc thong qua moi truong

vat Iy va cdm xuc ma diém dén mang lai.

O khia canh hanh vi, cdc phan mg tich cuc nay c6 thé duoc 1y giai bang 1y
thuyét kich hoat hanh vi BIS/BAS (Behavioral Inhibition/Activation System) cta
Carver va White (1994), theo d6 cac kich thich xa hdi trong moéi truong dong duc
c¢6 thé khoi day phan Grng tiép can khi du khach cam nhan sy an toan, phén khich
hodc co hoi giao luu. Nguoc lai, khi cdm nhan bi de doa hodc xam pham ca nhan,
hé thng trc ché hanh vi (BIS) s& chi phdi va kich hoat phan tng tranh né (Kennedy

& cong su, 2009). Didu nay giai thich tai sao dong dic c6 thé dong thoi tao ra cam
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xuc hirng khoi va kho chiu, tuy theo cuong do kich thich, ngudng chiu dung ca nhan

va muc dich chuyén di (Lee & Graefe, 2003 ).

Nghién ctru hién dai da chuyén hudong nhin nhan hién tuong nay mot cach
tinh té hon, cho rang dong dtic khong hoan toan tiéu cire ma ¢ thé mang gia tri cam
xuc va xa hoi tich cyc trong mot sb diéu kién cu thé (Popp, 2012; Kim & cong su,
2016). Jacobsen va cong sur (2019) cho rang mat d6 xa hoi cao (high social density)
c6 thé tao nén bau khong khi so6i dong, kich thich cam giac himg khoi va than mat
xa hoi, dic biét doi v6i du khach c6 dinh hudng tap thé (collective gaze) theo cach
mo ta cta Urry (1990). Trong bdi canh nay, dam dong trd thanh mot phan cia trai
nghiém du lich tich cyc, tao ra cam giac “vui vé, hoa déng va cung chia sé khong

gian chung” (Podilchak, 1991).

Trong khung xa hi hoc, Urry (1990) da khéi xudng khai niém “anh nhin du
khach (tourist gaze)” mot mo thirc nhan thirc mang tinh x3 hoi. Ong cho rang du
khach khong chi di d¢é “nhin”, ma con dé “dugc nhin thay” nghia 13 viéc cung hién
dién v6i nhitng nguoi khace giap xac nhan tinh hop 1€ va gia tri cua trai nghiém. Urry
phan bi¢t “a4nh nhin Iang man” mong mudn su tinh 1ang, riéng tu va “anh nhin tap
thé” hudng dén ning luong, sy tuong tic va cam giac thudc vé cong dong. Trong
bdi canh nay, dam déng tré thanh mot phan thiét yéu cia trai nghiém du lich, giap
du khach cam nhan rang ho dang “thudc vé diéu gi d6 16n hon chinh minh”. Popp
(2012) mo rong khai niém nay khi nghién ciru cac diém dén do thi, khang dinh rang
dong duc khong phai liic nao ciing tiéu cyc. Ong chi ra rang du khach c6 thé dong
thoi trai qua cam xuc phan khich, vui vé va hoa ddng, bén canh nhitng cam giac kho
chiu nhat thoi. Popp goi day 1a “trang thai ludng cuc cam xtc” trong d6 cam xuc
tich cuc c6 thé chiém wu thé khi dong duc duge gan véi tinh xa hoi va niém vui
chung. Nhu vy, theo Urry (1990) va Popp (2012), dong dic khong don thuan 1a
hién twong vat Iy ma 1 “dién ngdn xa hoi” noi du khach tim kiém sy két ndi, ching

thuc va ¥ nghia tap thé.
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Trong mot s6 bdi canh du lich mang tinh “tap thé”, nhu 18 hoi, khu mua sam,
hodc diém du lich biéu tuong, su dong dtc co thé duoc du khach mong doi nhu mot
phan cia trai nghiém, noi “dam déng tro thanh bang ching séng dong cho sirc hip
dan cua diém dén” (Fernandez & cong su, 2016). Khi do, cam xtc tich cyc dugc
khoi goi tir trong tic x4 hoi c6 thé 1am ting gia tri cam nhan va su hai 10ng téng thé
(Consiglio & cong sy, 2018)). Cac két qua nay phu hop véi nghién ciru ciia Kim va
cong su (2016), cho thay su dong dic & mire vira phai (moderate density) tai cac su
kién 18 hoi c6 thé ting sy hai long thong qua cam giac phan khich va gin két cong

dong.

Tuong ty, nghién ctru Ruiz va cong sy (2021) chi ra rang su dong dtic xa hoi
(social crowding) tirc mat do con ngudi va mirc do twong tac gitta du khach co thé
ting cudng cam giac himg khoi, ning luong va tinh két ndi cong dong, néu dugc
kiém soat & mirc do phu hop. Céc tac gia nhdn manh rang khi du khach cam nhén
dong dac nhu mot d4u hiéu cua su phé bién, s6i dong va hép dan, ho c6 xu huong
danh gia diém dén tich cuc hon. Pic biét, Xue va cong su (2024) chi ra rang su
dong dic x4 hoi co thé ting cuong cam giac himg tha va kich thich cam xtc cua du
khach khi tiép nhan cac hinh anh hodc thong diép quang ba diém dén, dic biét 1a ddi
v6i nhitng hoat dong mang tinh ning dong, twong tac va gan két xa hoi cao. Két qua
nay cing cb quan diém rang sy hién dién cua dam dong, khi duoc du khach cam
nhan mot cach tich cuc, c6 thé trd thanh nguén nang lugng cam xuc, giup khoi goi
hing khoi, ndng cao trai nghiém cam xuc, dong thoi ting cudng hinh anh va stc

hap dan cua diém den.

Trong bdi canh nghién ctru nay, su dong dic (crowding) duoc hiéu theo
hudng tich cuc, khong chi 1a hién tugng vat ly vé mat do nguoi tai diém dén ma con
1a trai nghiém xa hoi — cam xuc, gop phan tao nén bau khong khi so6i dong, gin két
va hirng khoi cho du khach. Dic biét trong du lich 1 hoi, sw dong duc vira phai duoc
xem la yéu td tich cuc, thé hién stc hit va tinh lan téa cua su kién, mang lai cam

giac “cong dong” va “chia sé trai nghiém chung”. Khi dugc quan 1y hop 1y, dam
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dong tro thanh ngudn ning luong tap thé, 1am ting gia tri cam nhén, nang cao sy
hai 1ong va 10ng trung thanh cua du khach ddi véi diém dén.

2.5 Du lich 1& héi

Trong mot bao céo vé cac 18 hoi phi d6 thi, Online va cong su (2009) dua ra
mot dinh nghia dang cht y, dé dugc coi 1a 18 hoi, mot sy kién phai dap tng it nhét
mot trong s cac tiéu chi sau, tot nhat 13 nhiéu hon mot, bao gdm: ¢o sir dung tir “18
hoi” trong tén goi; mang tinh chat khong thudng xuyén (mdt 1an, hing niam hodc hai
nam maot lén); nhan manh viéc ton vinh, quang ba hay kham pha mdt khia canh van
hoa dia phuong; hodc tao ra diém hoi tu dic biét cho mot nhom van héa cu thé. Nhu
vay, 1 hoi gén lién vé6i doi séng con nguoi va dugc xem la biéu hién cta van hoa
nhan loai. Do do, chung dugc nghién ctru trong nhiéu linh vuc, dic biét 1a xa hoi
hoc, nhan hoc va dia 1y nhan vin, trong d6 dia Iy xem 1& hoi nhu maot phén cua

nghién ctru van hoa, do thi va du lich.

Theo Getz (2008), du lich nham tham duy 18 hoi thude pham tru du lich su
kién. Buczkowska va Mikos (2009) ciing dong tinh khi xem 1& hoi 12 mét trong
nhirng muc tiéu quan trong nhit cta du lich sy kién, dong thoi xép ching vao du
lich van hoéa. O nghién ciru chung gitra cac hoc gia Ba Lan va Slovakia, (Event &
cong sy, 2012) da 1iét ké cac dac diém co ban: 18 hoi 1a sy kién dic thu, khong gén
v6i cong viée thuong nhat, nham ton vinh va cting c¢d nhiing gia tri quan trong cia
cong ddng; thudng lién quan dén vin héa hoic ton gido dia phuong; bao gdm nhiéu

hoat dong xa hoi, nghé thuat va c6 thé két hop véi cac cudc thi.

Vi tao ra luu lugng khach du lich déng ké, 18 hoi tac dong dén nhiéu khia
canh vat ly, xa héi va kinh té cua khong gian, tr d6 hinh thanh khai niém “khong
gian du lich”. O Trung va Pong Au, sy phat trién nhanh cta 18 hoi da 1am ndi bat
vai trd ngay cang 16n ctia du lich 1& hoi, mic du cac nghién ciru chuyén sau tir dia

1y du lich van con han ché (Event & cong su, 2012).

Nhiéu hoc gia khac ciing khing dinh vai trd du lich cua 18 hoi, déu coi 18 hoi

1a tai san du lich (De Bres & Davis, 2001; Gotham, 2005; Markwell & Waitt, 2009;
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Cudny, 2011; Cudny va Rouba, 2011). Tham chi, mot sb tac gid (Kaczmarek &
Zawadzki, 2010; Cudny & Rouba, 2011) con xem 18 hoi nhu san pham du lich dic
thi. Trén co s& do, du lich 1& hoi duoc xac dinh 13 loai hinh du lich riéng biét, noi
“san phém ¢t 16i” chinh 12 18 hoi. Khach du lich dén dé tham duy 18 hoi dugc goi la
khach du lich 18 hoi, con qua trinh phat trién va tac dong lan téa ctia chung duoc goi

1a “1 hoi héa” (Cudny & Rouba, 2011).

Unesco (2015) trong 4n pham “Festival Statistics” dwa ra quan diém rang 18
hoi 1a nhitng “su kién cong cong co6 chu dé”, tirc 1a cac hoat dong duoc t6 churc véi
chi dé van hoa, ngh¢ thuat, tin ngudng, truyén théng,. .. va dugc dua vao khung
thdng ké van hoa dé danh gia tac dong kinh té x4 hoi.

Tir su tong hop cac quan diém trén, luan an cho rang du lich 1& hoi 1a loai
hinh du lich ma du khach tham gia vao cac su kién 1€ hoi — tin ngudng — vin hoa —
nghé thuat cta cong dong dia phuwong nham trai nghiém, kham pha va dong sang
tao cac gia tri van héa dac thu cua diém dén. Hoat dong nay khong chi théa man nhu
cau tinh than va cam xuc ctia du khach, ma con gop phan phat huy ban sic vin hoa,
thac day kinh té dia phuong va huéng dén phat trién du lich bén virng.

2.6 Ly thuyét nghién ciru
2.6.1 Ly thuyét mé hinh nhén thirc- cim xvic- hanh vi (Cognition-affect-conation,

C-A-C model cia Lavidge & Steiner (1961)

Lavidge va Steiner (1961) 1a nhitng nguoi dau tién két ndi ba khia canh tam 1y
clia con ngudi bao gdm nhan thirc, cam xuc va hanh dong trongmot hé théng phan
cdp anh huong. Nhan thic 14 giai doan khach hang thu thap kién thic vé& san
pham/thuong hiéu va nhan thirc vé san pham/thuong hiéu d6 bang su két hop cua cac
trai nghiém ban than va thong tin lién quan tir nhiéu nguén khac nhau. Cam xuc la
nhimng tinh cam ctia khach hang va né 1a co s& dé danh gia vé ban chat. Giai doan
cam xuc thé hién két qua cia qua trinh danh gia vé thuong hiéu/san pham, biéu hién
dudi dang trang thai cam xuc (tich cyc hodc ti€u cuc). Y dinh hanh vi lién quan dén
kha nang hoac xu huéng ma mot cd nhan s€ thuc hién mot hanh dong hoac hanh vi

cu thé.
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"M6 hinh Nhén thirc - Cam xtc - Hanh vi (C-A-C)" 1a mdt mo hinh nghién
ctru dugc phat trién tir linh vuc tim 1y hoc nhan thirc. Nhan thic dé cap dén céc hoat
dong tinh than cta nio bd con nguoi dé tiép nhan, xu 1y, chuyén doi va hép thu
thong tin bén ngoai; Cam xUc la cam xtic hoac cam giac chu quan do mgt nguodi tao
ra trén co s& thong tin nhén thirc; Y dinh dé cap dén huéng hoidc ¥ chi ctia mot nguoi
dé hanh dong trong twong lai (Hilgard, 1980). Nhan thirc, cam xuc va chuyén dong
c6 mbi quan hé véi nhau, trong d6 nhan thirc 13 co so dé tao ra cam xtic va chuyén
dong c6 chi y, va ca ba cung nhau tao thanh thai do, va thai do 1a cau nbi giita cac
kich thich bén ngoai va hanh vi ca nhan, anh hudng dén phan ting hanh vi cu thé
ctia ¢4 nhan do céc kich thich bén ngoai. Ba giai doan nay c6 méi quan hé tuan tir
giita nguoi ding, duoc biéu hién 1a qua trinh nguoi dung xu 1y thong tin, hinh thanh
s& thich va cudi ciing ¢6 ¥ chi hanh vi twong tng. M6 hinh C-A-C minh hoa anh
huong truc tiép cia nhan thic ddi véi két qua tinh cam, do d6 anh huéng dén ¥

nghia dang sau nhiing gi thuc day mot ca nhan tham gia vao mot hanh vi cu thé.

Nhan thirc lién quan dén trai nghiém, niém tin va suy nghi ctia mot ca nhan
ddi véi mot dbi tuong; tinh cam dai dién cho cdm xuUc hodc cam giadc cua mot ca
nhéan ddi vaoi ddi tuong; va hanh vi dé cap dén vién canh mot ca nhan tham gia vao
mot hanh vi cu thé (Lu & cong su, 2022). Khudn kho C-A-C minh hoa méi lién két
tuan ty cta ba khia canh ndy trong qua trinh ra quyét dinh ctia con ngudi: nhan thirc
ctia con ngudi kich hoat cac phan tng tinh cam, dén lugt né dinh hinh nén phan tng
hanh vi (Holland & cong su, 2022). Cho dén nay, khudn khé nay di duoc ap dung
trong cac tai liéu vé khach san va du lich dé hiéu sy hinh thanh sy gan bo véi diém
dén (Qu & Zhu, 2021), Iong trung thanh v&i diém dén (Chen & cong sy, 2021) trong

s0 nhiing yéu t6 khéc.

Mot s6 nghién cuu vé hanh vi lya chon diém dén da ap dung mo6 hinh C-A-
C dé hiéu rd hon vé mdi quan hé gitra du khach va thwong hiéu diém dén (Quoquab
& cong su, 2021; Tran & cong su, 2023). Nghién ctru cua Tran va cdng su (2023)
da ap dung md hinh C-A-C dé giai thich mdi lién hé giita twrong dong hinh anh diém

dén, chat luong cdm nhan va su hai long véi long trung thanh thuong hiéu tai mot
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diém dén du lich. Ngoai ra, mot sd nghién ciru trude diy (Konecnik & Gartner,
2007; Xu & cong su, 2021) di xac minh tinh hiéu qua cua Iy thuyét C-A-C trong
viéc do luong tai san thuong hiéu thong qua danh gia mdi quan hé giita cac thanh
phén tai san thuong hi¢u theo anh huéng thir bac cua chiing tir nhan thire dén cam
xuc, va cudi cung 1a hanh vi. Thr hai, cac nghién ctru truée day da khiang dinh ring
du khach danh gia thuong hi¢u diém dén du lich theo ba cach: nhan thirc, cam xuc
va hanh vi. Trong nganh du lich, cic nghién ctru da 4p dung mo hinh C-A-C dé giai
thich co ché trung thanh cta khach hang dbi véi khach san (Ahn & Back, 2019), va
diém dén (Zhang & cong su, 2024). Trong d6, danh gia nhan thirc ctia khach du lich
bao gdm kién thirc va niém tin lién quan dén cac thudc tinh cua diémdén s& anh
huong dén cic danh gia cam xuc vé diém dén, tir 46, anh huong dén ¥y dinh hanh
cua ho (vi du, lya chon diém dén, y dinh quay lai, truyén miéng va long trung thanh

cta diém dén) (Baloglu, 1998).

Nhan 2 -

thire Cam xuc

Trai s
nghiém Hai long

Hinh 2.1: Tong quan mé hinh CAC

(Nguon: dé xudt cia tic gid)
Luan 4n ap dung mo hinh C-A-C 1am khung 1y thuyét 6t 18i, vi né cung cap
mot goc nhin da ting dé 1am sang t6 co ché ddng sau anh hudéng cia nhitng trai
nghiém truéc d6 dén cam xiic dan dat 1a sy hai long va dan dén 1ong trung thanh
diém dén cua du khach. Nhat quan véi cac cong trinh trudc ddy, luan 4n nay ap dung
C-A-C nhu mot khudn kho bao quat dé xay dung mo hinh khai niém.
2.6.2 Ly thuyét mé hinh Kich thich — To chivc — Phdn ieng (Stimulus—Organism—
Response, S—O—R) cua Mehrabian va Russell (1974)
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Mo hinh Kich thich — T6 chtic — Phan g (S—O-R) do (Mehrabian va Russell
(1974) dé xuét 1a mot khung 1y thuyét nén tang trong tdm 1y hoc méi truong, dugce
str dung rong rai dé 1y giai mbi quan hé gitra yéu t6 moi truong, trang thai cam xic—
nhan thirc va hanh vi ctia con ngudi. M6 hinh nay gia dinh rang hanh vi khong duoc
hinh thanh truc tiép tir cac kich thich bén ngoai ma théng qua qua trinh xir 1y noi tai
ctia c4 nhan. C4u triic co ban clia mo hinh bao gém ba thanh phan: (S) — Kich thich
(Stimulus), dai dién cho cac yéu té méi truong tic dong dén con nguoi; (0) — To
chtrc (Organism), biéu trung cho phan tmg cam xtic va nhan thirc noi tai; va (R) —

Phén tng (Response), phan anh hanh vi duoc thé hién ra bén ngoai.

Trong bbi canh du lich, mé hinh S—~O-R cung cép co sd 1y luan viing chic dé
giai thich cach du khach phan tng véi cac yéu t6 thudc vé moi truong diém dén.
Theo d6, MTE c¢6 thé dugc xem 12 mot dang kich thich cam xtuc—nhén thic phirc
hop, duoc tao nén tir sy két hop cua nhiéu yéu to6 nhu moi truong tu nhién, chat
lwong dich vu, twong tac xa hoi, va cac gia tri van hoa ctia diém dén. Cac yéu td nay
hoat dong nhu nhirng “kich thich” (S) tic dong dén qué trinh xtr 1y ndi tai ciia du
khach — bao gdm cam xtic va sy danh gia nhan thirc — hinh thanh nén trang thai hai
1ong (O). Trang thai hai long nay, dén luot minh, dan dén cac phan tng hanh vi
hudng tdi (approach behaviors) nhu ¥ dinh quay lai, gidi thiéu diém dén va long
trung thanh (R) (Kim & Ritchie, 2014; Lin & cong su, 2022).

Viéc van dung mo hinh S—-O-R trong nghién ctru MTE vi vay mang tinh phu
hop va logic, boi né gitp giai thich co ché tam 1y — hanh vi gitra trai nghiém du lich,
cam xtic hai 10ng va 10ng trung thanh ctia du khach. Théng qua chudi quan hé¢ MTE
(S) = Hai long (O) = Long trung thanh (R), m6 hinh nay khong chi lam sang to
vai trd trung gian clia cam xtc hai 10ng ma con khang dinh gia tri thyc tién ciia viéc
thiét ké cac trai nghiém du lich giau tinh cam xtic nham nang cao ning lyc canh

tranh cua diém dén trong thi truong du lich hién dai.

Kich thich (Stimulus): MTE 14 tong hop cua cac kich thich cam xtc — nhan
thirc. Trong md hinh S—O-R, thanh phan “Kich thich” (Stimulus) duoc hiéu 1a
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nhimng yéu t6 thudc moi trudng vat 1y, x hoi hodc tam 1y c6 kha ning tac dong dén
phan ing ndi tai cua ca nhan. Trong bdi canh du lich, MTE dugc xem la mdt ciu
trac kich thich bac cao, bao gdm tap hop cac yéu té trai nghiém mang tinh cam xuc
va nhan thirc ma du khach tiép nhan trong sudt hanh trinh (J. H. Kim et al., 2012).
Céc yéu t6 nhu “suy hoa minh vao vin héa dia phuong”, “cam giac thu gidn”, “gia
tri tri thirc” hay “y nghia ca nhan” déu 1a nhiing kich thich da chiéu hinh thanh tir
moi truong diém dén. Nhirng kich thich nay khong ton tai doc 1ap ma két hop, twong
tac 13n nhau dé tao nén 4n tuong siu sic trong tdm tri du khach. Do d6, trong mé
hinh cta luan an, MTE dugc x4c dinh 1a ngudn kich thich (S) khéi phat qua trinh
phan tng cdm x0c nhan thirc, dong vai tro trung tdm trong vi¢c hinh thanh hanh vi

sau do.

Té chirc (Organism): Sy hai 10ng 14 phan tmg cam xuc — nhan thirc ndi tai.
Thanh phan “T6 chtrc” (Organism) trong mé hinh S—O—R phan 4nh qua trinh xir 1y
tam 1y bén trong cta ca nhan, bao gdm cac phan tmg cam xtc, nhan thirc va trang
thai tim 1y phat sinh tir viéc tiép nhan kich thich moi truong (Mehrabian & Russell,
1974). Trong nghién ctru du lich, nhiéu hoc gia (Hosany & Gilbert, 2010 ;Tung &
Ritchie, 2011) xem sy hai 1ong cia du khach 1a két qua ctia qua trinh danh gia nhan
thirc va cam x0c nay — tuc la trang thai tam 1y noi tai biéu hién phan Ung cua ca
nhan trudce trai nghiém du lich. Su hai long khong chi phan &nh mtrc d¢ dap ung ky
vong, ma con thé hién cam giac tich cuc va su gén két cam xGc ma du khach danh
cho diém dén. Vi vdy, trong mé hinh luan an, DS duogc x4c dinh 13 bién “Organism”
(0), thé hién giai doan trung gian trong d6 du khach chuyén héa trai nghiém dang

nhé thanh cam xuc tich cyc, lam nén tang cho hanh vi trung thanh sau do.

Phan tmg (Response): Long trung thanh 13 két qua hanh vi huéng t6i. Thanh
phan “Phan tng” (Response) dai dién cho hanh vi c¢6 thé quan sat dugc ciia ca nhan
sau khi trdi qua cdc qud trinh cam xtc va nhén thuc ndi tai. Theo Donovan va
Rossiter (1982) ciing nhu Eroglu va cong sy, 2003 phan Gng c6 thé mang tinh hudng
t6i thé hién qua su yéu thich, quay lai, va tiéu ding tich cuc hodc tranh né, biéu hién

bang su thd o, rdi bo hodc phan hoi tiéu cuc. Trong bdi canh du lich, hanh vi hudng
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t6i duge cy thé hoa qua y dinh quay lai, truyén miéng tich cuc va long trung thanh
diém dén (Oliver, 1999; Han & Ryu, 2009). Do d6, trong mé hinh nghién ctru, DL
duoc xem 13 phan tmg hanh vi cudi cing (R), phan anh két qua cua chudi tac dong
tr MTE dén su hai long tich cyc ctuia du khach. No6i cach khac, MTE dong vai tro
kich thich khéi phat cam xuc hai long, va su hai long d6 chuyén héa thanh hanh vi
trung thanh, minh chiing cho strc manh cua trai nghiém trong viéc duy tri va phat

trién moi quan hé gitta du khach va diém dén.

Trong moé hinh nghién cuu, sy dong diac dugc cdm nhan (perceived
crowding) duoc xem 1 yéu té diéu tiét c6 kha nang lam thay d6i cuong do va hudng
tdc dong gitta MTE va DS. Theo Stokols (1972) dong dtc 1a mot dang kich thich
moi trudng mang tinh x3 hoi, ¢6 thé dugc con ngudi dién giai theo hudng tich cuc
hodc tiéu cuc tuy thudc vao bdi canh va cam nhén c4 nhan. Khi du khach dién giai
su dong duc theo hudng tich cuc, chang han nhu cam nhan bau khong khi s6i dong,
ning luong tap thé hay tinh than chia sé trong dam déng, yéu td ndy co thé ting
cudng cam xuc himg khai va khuéch dai méi quan hé gitta MTE va sy hai long
(S—0). Nguoc lai, néu dong dac duoc dién giai theo hudng tiéu cuc — gay cam giac
chen 14n, thiéu riéng tu hodc mét méi — nd s€ lam suy yéu tac dong tich cuc cua
MTE lén cam xuc hai 10ng, do trang thai cing thang va bat tién chi phdi nhan thirc
du khach (L. Li & cong sy, 2023). Do do, “perceived crowding” khong chi 1a mot
dic diém vat 1y cia moi trudng ma con 13 yéu td nhan thire chu quan, quyét dinh
cach du khéach phan tng véi cung mot trai nghiém. Viéc xem sy dong diic nhu mot
bién diéu tiét trong md hinh gitp 1am r6 hon tinh phirc hgp ctia phan tng tim 1y du
khach va phan anh chinh xac ban chét x4 hoi — cam x{ic cia trai nghi¢m du lich hi¢n

dai.

To6ng két lai, mo hinh S—O-R cta Mehrabian va Russell (1974) 1a nén tang 1y
thuyét viing chac gitp 1y gidi mdi quan hé giita MTE, DS va DL trong bdi canh du
lich 1& hoi. Theo md hinh nay, MTE déng vai tro 1a kich thich méi trudng (Stimulus)
tac dong dén trang thai cam xtic va nhan thirc cia du khach (Organism) — duoc biéu

hién qua muc d6 hai 1ong va tir 86 ddn dén phan tng hanh vi (Response) 1a 10ng trung
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thanh (DL). Pang cht y, su dong duc dugc cam nhan (perceived crowding), khi dugc
du khach dién giai theo hudng tich cuc, c6 thé diéu tiét va cing cd mbi quan hé giira
MTE va DS, bang cach khuéch dai cam xtic hing khoi, nang luong xa hoi va gia tri
cam nhan trong trai nghiém. Viéc van dung mo hinh S—O-R trong luan 4n khong chi
gitip cung cd tinh chit ch& cia khung phan tich 1y thuyét, ma con thé hién ban chét
cam xtic — hanh vi ctia du khach trong méi trudng du lich hién dai, hudng dén phat
trién diém dén bén viing dua trén gia tri trai nghiém con ngudi.

2.6.3 Ly thuyét kich thich toi wu (Optimal Stimulation Theory — OST) va iing

dung trong nghién ciru hanh vi du khdach

Trong nhiéu thap nién, phan 16n cac cong trinh nghién ctru du lich xem dong
dac nhu mot yéu td tidu cuc, lién quan dén cam xuc lo au, cing thang va su giam
sut hai long cua du khach (Stokols, 1972; Neuts & cong su, 2012). Tuy nhién, boi
canh du lich hién dai — vo1 su phat trién cua du lich dai ching, cac sy kién quy mo
16n va xu hudng “trai nghi¢m tap thé” da dit ra yéu cau phai nhin nhén lai hién
tuong dong dic theo hudng da chiéu va tich cuc hon. Duéi 4nh sang ctia thuyét kich
hhich t6i wu (OST) do Zuckerman (1979) d& xuét, su dong duc khong chi don thuan
1a biéu hién cua qua tai khong gian ma con c6 thé tro thanh ngudn kich thich x3 hoi

tich cuc, gop phan lam phong phii cam xtc va gia tri trai nghiém du lich.

Theo Zuckerman (1979), con ngudi c6 mot ngudng kich thich t6i wu tirc muc
d6 hung phan vira du dé tao cam giac hig tha va ning luong ma khong gy cing
thang hay mét moéi. Khi kich thich tir mdi trudng & dudi ngudng, con ngudi cam
théiy nham chan va tim kiém thém trai nghi¢m; khi vugt ngudng, ho s€ c6 xu hudng
rt lui dé giam b6t qua tai cam xuc. Ung dung vao bdi canh du lich, diéu nay cé
nghia 1a: mot mirc d6 dong duc vira phai c6 thé gitip du khach cam thay hing khei,
két ndi va sdng dong hon, trong khi qua dong hodc qua ving déu 1am giam gia tri
trai nghiém (Mehta, 2013). Tu d6, “dong duc tdi wu” trd thanh trang thai xa hdi ly

tudng giap kich hoat cam xuc tich cuc cua du khach.

58



Nghién ctru cua D. Kim va cong su (2016) tai cac 18 hoi van hoa da chirng
minh 3 diéu nay. Cac tic gia phan biét hai dang dong duc: dong duc con ngudi
(human crowding) va dong duc khong gian (spatial crowding). Két qua cho thay,
“déng duc con nguoi” tic sy hién dién cta nhiéu ngudi trong cuing khong gian 18
hoi — c6 thé tao nén cam giac himg khéi, vui vé va hoa nhap cong dong, qua d6 nang
cao sy hai long tong thé. Nguoc lai, “dong diic khong gian” khi khong gian tré nén
chat hep, thiéu kiém soat — lai ddn dén su kho chiu va giam déanh gia tich cuc. Cach
ly giai nay phan anh rd tinh than cia OST: dong duc co thé 1a ngudn kich thich xa
hoi tich cuc néu dugc duy tri trong ngudng t4i wu; nhung néu vugt qua ngudng, né

s€ gay phan ung né tranh (avoidance reaction).

Tuong tu, nghién ctru ctia Jacobsen va cong sy (2019) tai bon diém dén di
san & Na Uy cho thdy mat d6 xa hoi cam nhan c6 anh huong manh mé dén phan tng
cam xtic va danh gia diém dén. Khi muc kich thich x4 hoi vira phai, du khach thé
hién phan ing tiép can, cam nhan diém dén soi dong, thu vi va dang nhé. Nguoc
lai, khi mac dong dtc vuot ngudng chiu dung, du khach phan Gmg bang tranh né,
cam thay mat kiém soat, giam hung tha va hai long. Dic biét, nghién ctru ndy con
phat hién ring dong duc khong phai luon dan dén tiéu cuc va nguoc lai, trong mat
s6 bdi canh, dam dong vira du lai kich hoat cam xuc tich cuc, tao cam giac gén bo
va xac nhan x3 hoi. Két qua nay phu hop véi quan diém vé kich thich t6i wu cua
Zuckerman (1979) va mé ra cach hiéu méi rang dong dtc co thé 1a yéu t6 cing cb

trai nghi¢ém du lich chir khong chi [am suy giam no.

O cép do xa hoi hoc, Urry (1990) di khai quat hoa hién twong nay qua khai
niém “anh nhin tap thé”. Theo Urry, nhiéu trai nghiém du lich chi dat tron ven ¥
nghia khi duoc chia sé cung ngudi khac — vi du nhu cdm giac hoa minh trong 1€ hoi,
ngam hoang hén cuing dam dong hay chup anh tai cic biéu twong ndi tiéng. Trong
trurong hop nay, sy hién dién ciia ngudi khac khong lam giam gia tri trai nghiém, ma
nguoc lai, 1am ting cam giac “dugc chimg kién” va “thudc vé cong dong”. Cach
nhin nay duoc Popp (2012) mé rong khi nghién ctru vé hién twong “dong duc do thi

tich cuc”, cho rang sy dong diic & cac thanh phd du lich nhu Florence (Y) c6 thé
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duoc du khach danh gia vui nhon, soi dong, giau ning luong néu duoc to chirc va
quan 1y tét. Nhu vay, dong dac co thé duoc xem 12 mot biéu twong cua tinh sdng
dong d6 thi va sirc hap dan diém dén, yéu t6 tao nén “khung canh xa hoi 1y tuong”

ma du khach tim kiém.

Ngoai ra, cac nghién ctru trong tdm 1y hoc tiéu dung ciing cting cb cach hiéu
tich cuc nay. (Consiglio et al., 2018)cho ring mat d6 x3 hoi cao c6 thé kich hoat
hanh vi giao tiép, chia sé va lan toa thong tin (WOM). Trong méi truong du lich,
diéu nay c6 thé hiéu 1a khi du khach cam nhéan khong khi s6i dong, ho dé co xu
hudng chia sé hinh anh, cau chuyén va cam xtc tich cuc vé diém dén. Nhirng hanh
vi nay khong chi lam tang gia tri ca nhan (qua viéc thé hién “t6i da & d6””) ma con
cting cb hinh anh truyén thong va sirc hit ctia diém dén trong mang xa hoi. Piéu d6
cho thiy, dong duc trong gidi han kiém soat hop 1y ¢ thé dugce xem 1a ngudn ning

lugng x4 hoi lan toa, gop phan mo rong gi tri biéu twong cua du lich duong dai.

Tir céc tiép can trén, c6 thé khang dinh rang dong dic mang ban chat hai mit:
tiéu cuc khi vugt ngudng kich thich, nhung tich cuc khi duoc diéu tiét hop 1y. “Déng
duc toi uvu” khong chi tao cam giac himg khai va ning luong x3 hoi ma con trd thanh
thudc do gian tiép cia strc hap dan diém dén (Jacobsen & cong su, 2019). Du khach
thuong c6 xu hudng danh gid cao nhirng noi “dong nguoi nhung trat tu”, “so61 dong
nhung thoai mai” boi dam dong vira phai mang lai cam gidc an toan, déng thoi

khang dinh gia tri xa hoi cta diém dén trong tm tri ho.

V& mit tng dung, cach tiép can tich cuc ndy mang nhiéu ham y quan trong
cho quan tri diém dén va thiét ké trai nghiém du lich. Trudc hét, thay vi c6 ging loai
trir ddm dong, cac nha quan 1y can diéu tiét mat d6 du khach nham duy tri mic kich
thich x3 hoi tdi wu, noi du khach c6 thé cam nhan su s6i dong nhung van gilr dugc
quyén kiém soat ca nhan. Thu hai, can ting cudng cac yéu to kich thich cam xtic
tich cuc nhu am nhac, anh sang, hoat dong cong dff)ng, khong gian mo, nham bién
sy dong duc thanh trai nghiém gan két. Thir ba, trong truyén thong diém dén, hinh

anh dam dong c6 thé duoc khai thac nhu biéu tuong cua strc séng, ning luong va

60



tinh hap dan x4 hoi, thay vi chi gan vai khia canh tiéu cuc. Cac chién dich quang ba
theo huéng “dong nhung vui”, “déng nhung an toan” phan anh ding ban chat cua
crowding positivity trong OST, dong thoi cung ¢b hinh anh diém dén nhu noi hoi tu

nang luong va cam xuc tich cuec.

Tom lai, thuyét Kich thich t&i wu (Zuckerman, 1979) cung cép khung ly
thuyét manh m& dé hiéu sau hon vé phan tng cam xuc cta du khach truée hién
tugng dong duc. Khi dat ngudng kich thich vira phai, ddm déng khong con 13 yéu
t6 tiéu cuc ma tré thanh ngudn nang lwong x4 hoi tich cuc, gitp du khach cam nhan
su sdng dong, himg khoi va gin bo voi diém dén. Cac cong trinh ctia Kim va cong
su (2016) va Jacobsen va cong su (2019) di ching minh ring “déng duc t6i wu”
chinh 13 diéu kién 1y tuéng dé gia tang trai nghiém cam xtc va su hai long trong du
lich hién dai. Diéu nay goi mo réng, thay vi kiém soat su dong duc theo hudng loai
trir, nganh du lich can hoc cach diéu tiét va tan dung né nhu mot nguén kich thich
tich cuc, tor d6 nang cao gia tri cam xuc, tinh bén viing va ban sdc x3 hoi cua trai
nghiém du khach. Cu thé trong luan 4n nay, dé xuat xem xét anh huong tich cuc cta
su dong duc trong mdi quan hé trai nghiém du lich dang nhé, long trung thanh diém
dén va sy hai 1ong diém dén.

2.7 Cac nghién ciru truwéce
2.7.1 Céc nghién ctru truée vé trai nghiém du lich dang nhé, 1ong trung thanh
diém dén va sy hai long diém dén

Castaeda va cong su (2007) da nghién ctru DS cua khéch du lich véi Internet
cang 16n thi sy tin hudng ky nghi ctia ho cang tron ven tuy nhién, bbi canh quan hé
nay duogc diéu chinh boi hai bién sé 13 trai nghiém trudc ddy cta khach du lich vé
diém dén va trai nghiém internet ctia khach du lich. Nhimng két luan nay c6 thé rat
quan trong dbi voi viée st dung internet trong twong lai trong viéc quang ba cac

diém dén du lich.

bén nam 2010, Mendes va cdng sy nghién ctru thém vé sy hai long cua tung

nhom khach hang va két luan rang cac nhom khach hang khac nhau s& c6 mirc do
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hai long va long trung thanh diém dén khac nhau. Két luan nay da mo rong thém két
qua nghién ctru cua Castaeda va cong su. Chu dé vé sy hai long va 10ng trung thanh
sau d6 duoc nhiéu nha nghién ctru khac nhau tim hiéu va cho ra nhiéu két qua méi.
Kim (2010) da phan tich mé hinh phuong trinh cau triic cho thdy cac yéu tb trai
nghiém cua su tham gia, hoat dong hudng thu va van hoa dia phuong da anh hudng
tich cuc dén ky trc tu truyén vé hoi (e va su sdng dong ctia nhitng trai nghiém trong
qua khua. Cu thé, cac yéu tb trai nghi¢m vé su tham gia va trai nghiém mai mé duoc
cho 1a giup tdng kha ndng nhé lai nhitng trai nghiém du lich trong qua khir cia mot
cé nhan va hoi tuong lai nhitng trai nghiém d6 mot cach séng dong. Ngoai ra, trai
nghiém vé vin héa dia phwong giup ting cudng hdi tudng vé nhitng trai nghiém du
lich trong quéa khtr, mic du khong sdng dong bang. Nhiitng phat hién cia nghién ctru
nay cho thay rang nhirng nd luc tiép thi duoc s dung ¢ giai doan du doan trai

nghiém du lich 13 can thiét dé mang lai nhimng trai nghiém du lich dang nho.

Nam 2015, thong qua bai nghién ctru cia minh, De Nisco va cdng su da cho
thay hinh anh chung ctia qudc gia va diém dén co thé lam trung gian tic dong cua
DS dén y dinh hanh vi sau chuyén tham. Hon nira, cac phat hién thuc nghi¢m cho
thiy trai nghiém du lich chét luong cao khong chi anh huéng dén ¥y dinh quay tré
lai va sy sin sang gigi thiéu vé diém dén do.

Tir nam 2016, cac nghién ctru vé thanh phan MTE bat dau cy thé hon va cho
thy tac dong tryc tiép dén DS hay DL. Nhu phat hién cua Huang va cong su (2016)
cho théy cac thanh phén MTE (vi du nhu su hép dan, co so ha téng, nha hang va
dich vu) anh huéng dén DS cta khach du lich. Trong dé, tac dong ctia nhimg MTE
dén cac thanh phan vé DS duoc diéu tiét boi kién thire trude day cua khach du lich
va diém dén. D6i voi nhitng du khach c6 it kién thirc vé diém dén trai nghiém véi
cac diém tham quan dudng nhu khong phai 13 mot yéu t6 quyét dinh chinh déi véi
su hai 10ng ctia khach du lich, nhung céc dich vu tai diém dén duoc cung cip bai
nhiéu loai nhan vién phuc vu khac nhau c6 tdc dong manh mé hon. Danh cho khach
du lich c6 thém kién thirc, kinh nghiém vé diém dén véi cac diém tham quan anh

huong dang ké dén sy hai 1ong, trong khi trai nghiém véi co sé ha ting du lich khong
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phai 12 yéu t6 quyét dinh quan trong. Nghién ctru cta Tsai (2016) cho thdy trai
nghiém thuéng thirc 4m thue dia phuong cho phép khach du lich tao ra nhirng ky
niém tich cyc va khé quén, va nhiing ky trc tich cuc d6 cang nang cao nhan thirc cua
ho hoac gén b6 chit ché véi cac diém tham quan dia phuong va y dinh hanh vi. Ban
sdc dia diém dudi sy gin bo véi dia diém ciing tiét 16 nhirng tac dong trung gian

gitra trai nghiém du lich dang nhé va y dinh hanh vi.

Con trong nghién ctru cta Turki va Amara (2017) d3 néu bat nhimng két qua
clia trai nghiém lién quan dén mot chuyén di, chang han nhu sy hai 1ong, su gin bo
v6i diém dén va truyén miéng. Cac thanh phan tri tué, cam xuc cia trai nghiém cé
thé lién quan déng ké dén sy hai 1ong. Thanh phan tri tué ciing lién quan dang ké

dén sy gan bo vaoi diem dén va su hai long tao ra sy gan bd va truyén miéng.

Nam 2018, nghién ciru cia Sie va cong su (2018) cho thay cac khia canh
“phat trién c4 nhan” va “hoc tap” cua dong luc ndi tai tu quyét la nhirng yéu td dua
ra quyét dinh chinh dé ngudi 16n tudi tham gia vao du lich gido duc. “Hoc tap™ 1a
dong lyc chinh anh huong dén nhiing trai nghiém dang nhé va sy hai long chung.
Céc phat hién ciing cho thiy cac khia canh “vin hoa dia phuwong” va “su hudng thu”
ctia nhiing trai nghiém déng nhd c¢6 anh hudng dén sy hai long chung ctia ho d6i véi
chuyén di. Hai khia canh nay dugc cho 14 nhiing yéu t6 quan trong lam trung gian
mot phﬁn cho mdi quan h¢ gitra dong luc ndi tai va sy hai long téng thé. Nghién ctru
nay gop phan phat trién khung 1y thuyét danh gia tién dé va két qua cta dong co va
hanh vi lién quan dén du lich ctia ngudi 16n tudi. Cling nam 2018, Sangpikul nghién
ctru chi ra huéng tac dong cd ¥ nghia truc tiép gitta MTE va DL. Dic biét Kim da
cho thdy MTE anh hudng dén ¥ dinh hanh vi trong tuwong lai ca tryc tiép va gian tiép
thong qua DI va DS. Hon nita, MTE duoc cho 12 yéu t& quyét dinh c6 anh hudng
nhit dén y dinh hanh vi.

Moon va Han (2019) di khdm pha mdi quan hé giira chit luong MTE, gia tri
cam nhan, muc gia hop ly cam nhén, sy hai long cta khach du lich véi MTE va DL

bang cach xem xét tic dong diéu tiét ctia DI. Nghién ctru ctia Kim va Chen (2019)

63



cho thdy bén khia canh c6 thé giai thich rd nhat trai nghiém du lich dang nhd (tic
1a sy méi la, twong tac xd hoi, sy nhiét tinh khi dén diém dén va kha ning hoc hoi).
Hon nita, trai nghiém du lich ddng nhé anh hudng dén ba chiéu chirc ning cua ky
trc du lich dang nhé (tic 1a xa hoi, ban than va tryc tiép). Can luu ¥ rang trai nghiém

du lich dang nhé c6 xu huéng anh huéng dén chirc ning xa hoi nhidu nhat.

DPén nim 2020 Gohary va cong su cho thay hau hét tit ca cac khia canh MTE
déu anh huong dén DS. DS lam trung gian cho mdi quan hé gitta MTE, WOM va y
dinh quay lai. Tuy nhién, trong nghién ctru khong tim thay su hd tro cho vin héa dia
phuong & ca phuong dién trung gian va tac dong truc tiép. Con voi nghién ciru cua
Ramesh va Jaunky chi ra ring hanh vi truéc chuyén thim (co bén trong va dong co
bén ngoai) c6 thé dong vai tro 14 tac nhan kich thich hanh vi sau chuyén tham, co
anh huong truc tiép dén y dinh sau chuyén tham. Su Iya chon va tham khao khi quay
lai thuong dya trén DS va su quen thudc diém dén. Nghién ctru chi ra rang cac bién
s6 nhan khau hoc mang tinh xay dung c6 tac dong manh m& dén hanh dong trudc
chuyén tham ciia du khach. Hon nita, két qua ctia mo hinh “sau chuyén thim” chi
ra rang DS bén trong ¢6 anh hudng tich cuc dén DL so voi su hai 10ng bén ngoai.
Sumaryadi va cong sur (2020) di xac minh rang trai nghiém du lich dang nhé da gop
phan 1am ting y dinh du lich trong tuong lai. Y nghia thuc tién cta nghién ctru nay
cho thiy diéu quan trong 14 tao ra trai nghiém du lich doc d4o va dang nhd trong

viéc ting cuong sirc hap dan va kha ning canh tranh cta cic diém dén.

Trong nghién ctru cua Li va cdng su (2021) cling da xem xét cac khia canh
tac dong khac bi¢t cia MTE ddi v6i céc khia canh cta hinh anh diém dén; xem xét
khuon khé duoc dé suat trong bdi canh DL sinh thai, dan dén quyét dinh b6 sung
1ong trung thanh ciia du lich sinh thai. Nghién circ cia Kim va Chen (2021) cho thay
nhitng ngudi tim lai ky Gc thong qua con duong hdi tudng co6 mirc d6 nhiét tinh véi
diém dén cao hon nhitng ngudi lap lai ky trc chuyén di bang niém tin; phan két luan
nhin manh cac cudc thao luan mang tinh 1y thuyét va quan 1y vé su khac biét giira
hoan canh hdi tuong va niém tin vé viéc tao ra nhiing trai nghiém du lich dang nho.

Ciing trong ndm 2021, Mohammad va cong su nghién ctru su hap dan cua diém dén
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va trai nghiém dang nh¢ c6 tac dong tich cuc dén viéc nhan dang diém dén du lich.
Tuong tu nhu vay, viéc xac dinh diém dén du lich c6 anh huong tich cuc dén tinh
yéu diém dén. Ngoai ra, su yéu thich diém dén con tac dong dén y dinh quay lai va

truyén miéng.

Cudi cung, két qua chi ra rang gidi tinh diéu tiét mot s6 mdi quan hé nay.
Tinh doc dao/gia tri: Hiéu duoc nhirng mat hang nao c6 thé tao ra mdi lién két chat
ché giira diém dén va khach du lich 1a rat quan trong. Bang cach cung cap mot mo
hinh khai niém di dugc xac thue nham theo ddi méi quan h¢ gitra trai nghiém dang
nhg, stc hép dan cua diém dén va nhan dang diém dén du lich thong qua cac khia
canh nhan thirc, tinh cam va danh gia, nghién ctru ndy cd ging tra 1i cac yéu cau
kiém tra trudc ddy tir quan diém cua cac hoc gia du lich. Nghién ctru ciia Hu va Xu
(2021) tiét 16 rang kha ning ghi nhé cua trai nghiém du lich trude dy lam ting ¥
dinh quay lai thong qua viéc goi 1én ndi nhé. Sy hoa giai nay phu thudc vao rii ro
that vong duoc nhan thirc ctia khach du lich. Tac dong cua ndi nhé dén y dinh quay
lai bi giam di khi khach du lich cam nhan dugc nguy co that vong cao vé chuyén di
13p lai. Hon nia, tdc dung ngan chén rui ro that vong dugc nhan théy chi tOn tai khi
khach du lich nhan thay c6 su thay d6i 16n ¢ diém dén du lich. Nghién ctru nay déng
g6p vao nén vin hoc du lich bang cach tiét 16 qua trinh co ban két n6i kha niang ghi
nhd cua trai nghiém du lich vé1 y dinh quay lai va xac dinh ranh gidi cua hi€u tng
nay. Nghién ciru nay cung cp nhirng hiéu biét sau sac co gia tri cho nhitng nguoi
thuc hién diém dén trong viéc thiét ké va thuc hién cac chién luge hiéu qua dé quan

1y ky vong ctia khach du lich trude ddy va thiic day ¥ dinh quay lai cta ho

Nam 2022, cac phat hi¢n cua Beldona va cdng sy (2022) chi ra rr:ing tac dong
clia viéc tip trung vao quang cao 1én hon dang ké so vai tac dong cua viéc tap trung
vao quy dinh mang tinh phong ngtra. Ngoai ra, tim quan trong cua cac thong diép
quan tam dén du lich (phiéu giam gia, ban d6, v.v.) khi tap trung vao quy dinh vé
khuyén mai hon 1a dinh huéng tip trung vao quy dinh mang tinh phong ngira. Y
nghia thyc tién: Cac phat hién ndy cung cap bang chimg vé trong tim cua quy dinh

nhu mét yéu té tao nén su khéac biét trong hanh vi tiéu dung du lich va chirmg minh
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cach n6 co thé dugc st dung d€ nham muc ti€éu mot cach hi€u qua cac thong di¢p

tiép thi nhim nang cao trai nghiém du lich.

Céc t6 chirc tiép thi diém dén c6 thé ap dung 1y thuyét tip trung vao quy dinh
trong bdi canh t6 chirc trong cac linh vuc lanh dao, ra quyét dinh va tinh sang tao
ctia nhan vién tuyén dau dé co thé nang cao viéc mang lai trai nghiém du lich dang
nhé. Tinh doc ddo/gia tri: Theo hiéu biét tot nhit cua tac gia, nghién ctru ndy 1a mot
trong nhitng nghién ctru dau tién xem xét moi quan h¢ gitra viéc 1ap ké hoach du
lich tap trung vao lgi ich/khong thich riii ro va tac dong ctia chung ddi véi nhan thirc
vé gia trj trong cac chwong trinh LBS trong trai nghiém du lich. Két qua nghién ctru
ciia Xu va cong su (2022) chi ra rang khach du lich va cac nha tiép thi diém dén
hiéu gia tri diém dén khac nhau trong dong co. Viéc chia sé nhitng kinh nghiém du
lich dang nh¢ va 101 khuyén véi doc gia va khach du lich s€ cai thién nhén thirc va
két ndi cam xtic ciia khach du lich tiém nang véi diém dén, tir d6 ting muc d6 gan
két v6i diém dén du lich. Viéc mé rong khudn kho xa hoi hoa ngudi tiéu dung gitp
hiéu sdu hon vé qué trinh dong sang tao gia tri diém dén va cung cap nhiing hiéu
biét hiru ich cho viéc quang ba va quan 1y diém dén.

Dén nam 2023, Hosseini va cong sy da phan tich dinh tinh tai liéu da xac
dinh chin loai chii d& trong cac bai viét lién quan dén MTE. Két qua cho thiy phan
16n cac bai bao tap trung vao cach MTE anh hudng dén nhan thic va hanh vi cia
khach du lich ciing nhu cach chung dinh hinh hoat dong tiép thi diém dén. Phén tich
su xudt hién dong thoi dugc thyc hién dé diéu tra xu hudng trong cac tir khoa duoc
cac hoc gia st dung trong 5 nam qua. Nghién ctru cua Wan va cdng sy (2023) gidi
thiéu cac bién phap can thiép tam 1y tich cuc, trau ddi strc manh tinh cach va chién
lugc thuéng thirc, dé kiém tra nhitng trai nghiém du lich dang nhé va cé ¥ nghia.
Mic du ca hai bién phéap can thiép déu nhim muc dich nang cao phuc lgi nhung c6
rat it nghién ctru dugc thuc hién vé vai tro ctia chung trong viéc 1am phong phu thém

cac trai nghiém du lich dang nhé va co6 y nghia.
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Trai nghiém du lich ddng nhd va c6 ¥ nghia 14 diéu co ban can hiéu nhu mot
phan ctia qua trinh hoi tuéng chuyén du lich. Trai nghiém du lich dang nhé va c6 ¥
nghia c6 thé dugc ning cao bang cach két ndi nhirng trai nghiém trong qua khtr cia
khach du lich véi diém manh vé tinh cach ctia ho. Mit khac, viéc thudng thic lai
tao diéu kién thuan loi cho viée két ndi véi cac dia diém. Qua trinh hoi tudng gitp
du khach c6 duoc sy hiéu biét vé ban than va dua ra nhirng lya chon c¢6 dinh hudng
t6t cho hanh trinh tuong lai ciia minh. Cho thay trai nghiém du lich ddng nhé va c6
¥ nghia c6 lién quan dén nhiing diém manh vira phai hon 14 nhiing diém manh dic
trung ctia nhitng ngudi tham gia, chang han nhu su to mo va 1ong biét on. Panh gia
cao vé dep va su xuét sic 13 sirc manh vuot trdi nhat duoc quan sat théy. Cac phat
hién cho thdy nhitng ngudi tham gia mong mubn hanh trinh twong lai ctia ho phu

hop voi1 di€ém manh tinh cach cua ho.

Gan day nhat 2024, nghién ctru ciia Tyagi va cong sy nham muc dich tim
hiéu tac dong ciia MTE d6i v6i cac khia canh tim 1y nhu chanh niém va vén tam 1y,
trong s6 nhitng ngudi tham gia cac khoa tu du lich duge cung cip & An Po. Két qua
nghién ciru cho thay rang nhimng trai nghiém du lich dang nhd lién quan dén Liéu
phap khiéu vii va chuyén dong co tac dong tich cuc dén Chanh niém, gitp cai thién
v6n tam 1y. Chanh niém déng vai trd nhu mot trung gian hoa giai quan trong giita
MTE va Vén tam ly. Phuc hdi dong vai tro diéu tiét gitta Chanh niém va Vén tam
ly. Chung t6i c6 thé két luan rang liéu phap thay thé nhu du lich c6 thé duoc sir dung
dé cai thién nhan thirc va von tam 1y ctia ¢4 nhan.

Céc nghién ctru vé du lich nhan manh tim quan trong ctia nhitng MTE, vi tri
nh¢ 13 ngudn thong tin quan trong nhat cho mot c4 nhan khi xem xét quyét dinh va
truyén miéng (Oh va cong su, 2007). Cac nghién ciru trude ddy da tap trung 1am rd
cac thanh phan cua MTE tac dong dén DS va DL va gan ddy cac nha nghién ctru da
mé rong hudng nghién ciru dén sy tac dong truc tiép hodc gian tiép cia MTE dén
DL v6i 2 thanh phan WOM va ¥ dinh quay tré lai thong qua DS. Trong cac nghién
ctru trudc da sd cac nha nghién ctru xem DS 13 yéu t6 quan trong nhét dé tang DL

hodc nghién ctru su tac dong MTE gian tiép dén WOM va ¥ dinh quay lai trong
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tuong lai thong qua DS. Vi vay, nghién ctru nay nham xem xét tac dong truc tiép va
gian tiép cia MTE vao khudn khd DL téng hop cua khach du lich théng qua DS,
xem x&t do luwong DL cua du khach dugc tac dong manh mé tir cac thanh td cua
MTE hay khong, va c¢6 anh hudng gian tiép thong qua DS.

2.7.2 Cdc nghién civu truwéc vé sw dong diic trong du lich

Téng quan nghién ctru trude vé hién twong dong duc trong du lich: Tir “rao

can trai nghiém” dén “nang lugng xa hoi tich cuc”

O giai doan nén tang (1970-1990) su dong duc duoc xem 13 hién twong tidu
cuc can kiém soat. Trong nhitng thip nién dau, “crowding” duoc hiéu theo hudng
tam 1y — moi truong, phan 4nh mat kiém soat khong gian va ap lyc cam xtc do mat
d6 ngudi cao.Stokols (1972) 12 nguoi dau tién phan biét rd mat d6 vat 1y va cam
nhan chi quan vé déng duc, cho rang cam nhan dong dtic khong chi 1a két qua cua
sO luong ngudi, ma con do nhéan thirc va tdm 1y ca nhan. Tuong tu, Desor (1972)
mo ta crowding nhu mot trang thai thiéu quyén kiém soat khong gian ca nhan, dan
dén cing thang, lo 4u va hanh vi né tranh. Trong linh vuc marketing, Eroglu va
Machleit (1990) dwa khéi niém crowding vao bdi canh ban 1é va chimg minh rang
cam nhan dong duc trong cira hang co6 thé 1am giam sy hai 1ong va y dinh quay lai.
Cach tiép can ndy xem crowding 13 yéu té méi truong tiéu cuc, can dugc han ché
dé dam bao trai nghiém khach hang. Tém lai trong giai doan dau nay sy dong duc
dugc dinh nghia nhu moét ngudn gay stress va giam hai 10ng, véi trong tim nghién
ctru 1a kiém soat mat do ngudi va giam tai cam xuc.

Trong giai doan chuyén tiép xa hoi hoc (1990-2010), dam dong nhu hién
tugng van hoa va xa hoi. Sang thap nién 1990, cach hiéu vé crowding thay d6i manh
mé& nhd khung 1y thuyét xa hoi hoc. Urry (1990) gidi thiéu khai niém anh nhin du
khach, cho rang du khach khong chi “nhin” ma con mudn “dugc nhin thay” trong
khong gian du lich. Ong phan biét giita tinh ling, riéng tu va nang luong, so6i dong,
chia sé cong dong. Trong nghién ctru, sy hién dién ctia dam dong khong lam giam

gia tri trdi nghiém ma xac nhén tinh hop 1€ va hép dan cua diém dén. Podilchak

68



(1991) tiép ndi huéng nay khi xem dam dong 1a ngudn ciia niém vui va tinh cong
déng, dac biét trong hoat dong giai tri va su kién tap thé. Tu do, crowding bat dau

dugc xem la mQt phan ty nhién cua trai nghiém xa hoi, chit khong con 1a rao can.

Budc vao giai doan nghién ctru hién dai (2010-2020), sy dong diac dugc xem
x¢€t hai khia canh trai ngugc, tich cuc va ti€u cyc. Nghién ctru trong thap ky nay
phan anh sy ludng cuc cam xtc cua ddam déng: vira gdy kho chiu, vira c6 thé mang
lai ning lwong tich cuc. Popp (2012) 1a ngudi tién phong xac nhan rang du khach
c6 thé cam thay phan khich va hoa dong ngay ca trong moéi truong dong duic, dic
biét tai cac diém du lich dé thi hodc 1& hoi. Téac gid goi day la “trai nghiém ludng
cuc cam xuc”, trong d6 cam xuc tich cuc (himg khoi, vui vé) ¢ thé 1an at cam xuc
tiéu cuc khi crowding dugc gan vai yéu to xa hoi va vui choi. Kim va cong sy (2016)
mo rong hudng nay bang viéc phan biét human crowding va spatial crowding, chi
ra rang crowding vira phai trong 1& hoi c6 thé ting su hing khéi va gan két cong
ddng, tir d6 nang cao sy hai 1ong du khach.Trong 2 nghién ctru cta Fernandez va
cong su (2016), Consiglio va cong su (2018) ciing chirng minh rang dam dong 1 tin
hiéu cta strc hut xa hoi “noi dong ngudi 13 noi hap dan”. Tong két giai doan nay sy
dong duc dugc xem nhu trdi nghiém cam xuc xa hdi, co thé tdng cuong su hai long

néu duogc du khach cam nhan theo hudng tich cuec.

Vao giai doan gan day nhat (2021-2024): Pong dic tich cyc va nang lugng
cong dong. Cac nghién ctru gan day tap trung vao tac dong tich cuc cua “social
crowding”, xem dam dong nhu ngudn ning luong xa hoi va két ndi cam xuc.
Jacobsen va cong su (2019) khéng dinh ré“mg mat dd x3 hdi cao co thé tao nén bau
khong khi s6i dong, kich thich cam xuc himg khoi va cam giac thudc vé cong dong.
Ruiz va cong sy (2021) phat hién rang social crowding — tirc muc do twong tac gitra
ngudi voi ngudi — co thé ting cudng cam giac hing khoi va niang luong tich cuc
néu duoc quan 1y phu hop. Pic biét, Xue va cong su (2024) chirng minh rang hinh
anh diém dén c6 mirc dong duc “vira phai” trong quang ba tao cam giac “séng dong,

vui vé, dung khong khi”, gitp ting y dinh trai nghiém thyc té. Hudng tiép can méi
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nay chuyén tor quan diém “crowding-as-constraint” (dong duc la rao can) sang

“crowding-as-social-energy” (d6ng duc 1a ngudn ning luong x3 hoi).

Nhu véy, trong bdi canh du lich duong dai, sy déng duc khong con duge xem
1a yéu tb tiéu cuc, ma 1 ngudn ning luong xi hoi giup kich thich cam xuc, cing cb
trai MTE va ting su gan két voi diém dén. Khi du khach trai nghiém trong khong
gian dong duc “vira phai”, ho c6 xu hudng dién giai trai nghiém theo hudng tich cuc
hon, vi cdm nhan dugc su chia sé cam xuc tap thé, bau khong khi s61 dong va tinh
xéc thuc x3 hoi ciia diém dén (Popp, 2012; Ruiz & cong su, 2021). Cam xuc tich
cuc nay khong chi trung gian giira sy dong duc va hai long, ma con ting cuong moi
lién hé giira hai 10ng va 1ong trung thanh diém dén théng qua co ché xa hoi hoa hanh
vi, tlrc viéc chia sé, dong cam va cung trai nghiém trong méi trudng chung (Oliver,
1999; Kim & cdng su, 2016).

2.8 Pé xuit gia thuyét va mé hinh nghién ciu
2.8.1 Méi quan hé giiva trai nghiém du lich ding nhé va sw hai long diém dén

Nhitng nghién ciru trude da chimg minh mdi twong quan giita cam xuc dugc
khoi day bdi trai nghiém ctia nguoi ti€u dung va su hai long (trai nghiém du lich dang
nhé — sy hai long diém dén) (Phu luc 2.2). That vdy, Lazarus (1982) di chi ra rang
cam xuc dugc khoi ddy boi viéce ti€u dung thuong 1a co s¢ cia sy hai long. Ho phat
hién ra ring cam xuc tich cuc c6 thé tac dong tich cuc dén su hai long va cam xtc
tiéu cyuc co tac dong tiéu cuc dén sy hai 1ong. Westbrook va Oliver (1991) cling nhan
thidy méi lién hé dang ké giita cac khia canh co ban cua trai nghiém cam xuc (thu
dich, ngac nhién va thich tha) va sy hai long. Nghién ctru Li va cong sy (2021) cho
thdy sy hai 10ng bi anh hudng boi trai nghiém du lich. Trai nghiém du lich c6 tic dong
tryc tiép dén su hai l1ong, diéu nay hd tro cho nghién ciru trudc ddy cia Prayag va
cong su (2017) va Kim (2018). Thém vao do, ¢6 bang chimg thyc nghiém cho thay
trai nghiém du lich dang nhé cling gian tiép anh huéng dén hanh vi trung thanh. Vi
duy, hinh anh sau chuyén tham cua khach du lich vé mot diém dén, 1a két qua cua trai
nghiém du lich ddng nhd, dugc thao luan trong tai liéu nhu mat tién dé vé sy hai long

ctia khach du lich va y dinh hanh vi trong tuong lai, chang han nhu y dinh quay lai
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va quang ba WOM (Assaker & Hallak, 2013; B. Lee , Lee va Lee, 2014; Veasna &
cong su, 2013; Zhang va cong su, 2014).). Trén co sé do, gia thuyét HI duogc dé xuat

nhu sau:

HI: Trdi nghiém du lich dang nhé anh hudng tich cwe dén sw hai long diém
dén ciia du khdch.
2.8.2 Méi quan hé giiva trdi nghiém du lich ddng nhé va long trung thanh diém

dén

Theo do, trong nghién ctru du lich thyc nghiém trude day, cac nha nghién ctru
d3 bao cao rang trai nghiém du lich anh huong dang ké dén y dinh hanh vi cta cac ca
nhan trong vi¢c quay tro lai va truyén ba WOM tich cuc (Adongo & cdng su, 2015;
Kim & Ritchie, 2014; Kim & cdng su, 2010; Thai 2016). Nghién ctru cia Marschall
(2012) nhan thiy rang khach du lich thich quay lai nhiing diém dén ma ho c6 nhiing
ky niém tich cuc. Hon nira, trong mdt nghién ctru thuc nghiém kiém tra gia tri du
toan ctia cong cu MTE, Kim va Ritchie (2014) phat hién ra rang 5 trong s6 7 thanh
phﬁn trai nghiém du lich dang nhd (tic 1a sy huong thy, sy tham gia, van hoa dia
phuong, ¥ nghia va sy sang khodi) anh huéng dén y dinh hanh vi quay lai cing mot
diém dén tham gia vao cing cic chuong trinh du lich va quang ba diém dén boi
WOM. Adongo va cong su (2015) tng ho nhiing phat hién trudc d6 bang cach goi y
rang nhiing trai nghiém 4m thuc dia phuong dang nhé anh huéng dén y dinh tham
gia vao WOM cua khéch du lich. (trai nghi¢m du lich dang nhé va long trung thanh

diém dén) (Phu luc 2.2). Trén co s& do6, gia thuyét H2 dugc dé xuat nhu sau.

H2: Trdi nghiém du lich dang nhé danh hiedng tich cwe dén long trung thanh
diém dén cua du khdch.
2.8.3 MGéi quan hé giiva sw hai long diém dén va long trung thanh diém dén
Thuec té chi ra rang, tac dong truc tiép, tuyén tinh va duong cta cta sy hai long
1én 10ng trung thanh cua khach hang di dugc thyc hién trong nhiéu nghién ctru khac
nhau. Vi vdy, cic nghién ctru trong thoi gian gan ddy lai tap trung vao ca hai khia
canh tac dong truc tiép, tuyén tinh va khong tuyén tinh nhu Oliva va cong su (1992);

Agustin va Singh (2005); Bowen va Chen McCain (2015). Cu thé, nghién ctru cua ;
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Oliva va cong su (1992) 1ap luan rang sy hai 10ng c6 thé khong truc tiép dan dén long
trung thanh cho dén khi dat duoc mot ngudng nhat dinh, ciing gidng nhu sy bit min
khong nhét thiét dan dén chuyén doi cho dén khi vi pham ngudng. Cac tac gia di dén
két luan rang sy hai 10ng va long trung thanh c6 lién quan trong mot mo hinh tuyén
tinh va phi tuyén tinh, tiy thudc vao chi phi giao dich. Phat trién theo huéng nghién
ctru nay, Theo do, “ngudng”, di duoc tim thdy nhu 13 “vui sudng” tic 13, “rat hai
1ong”. Trong trudng hop nay, kha ning dé khach hangé lai véi doanh nghiép cao hon
nhiéu so véi nhirg khach hang chi don thuan 13 “hai long” (Oliver, 1997). T4p trung
vao mdi quan hé tryc tiép, tuyén tinh ciia su hai long 1én 10ng trung thanh cta khach
hang (DS — DL). Dién hinh cho cac nghién ctru chimg minh méi quan hé nay 14 Beerli
va Martin (2004); Bloemer va Kasper (1995); Olsen (2007); Yoon va Uysal (2005)
trong linh vuc tiép thi néi chung ciing nhu Bowen & Chen McCain (2015); Chi va
Qu (2008); Truong va King (2009); Yoon va Uysal (2005) trong linh vuc du lich (Phu

luc 2.4, 2.5). Trén co s& d0, gia thuyét H3 dugce dé xuat nhu sau.

H3: Sw hai long diém dén anh hwéng tich cyc dén long trung thanh diém dén
cua du khach.
2.8.4 Vai tro diéu tiét ciia sw dong diic trong moi quan hé giita MTE, DS va DL

Anh huodng cia tinh trang dong duc dugc nhan thirc di voi sy hai 1ong va long
trung thanh cta khach du lich 13 phtc tap, v6i cac nghién ctru cho thiy bing chimg
trai nguoc nhau (Li & cong su, 2009; Mehta, 2013). Mat do dan sb cao co tac dong
tiéu cuc dén sy hai long cuia khach du lich, thai dd chung va hanh vi sau khi ti€u dung
(Zehrer & Raich, 2016; Weber & cong su, 2017). Nguoc lai, mdt sb nghién ctru cho
rang tinh trang déng duc ¢ thé ning cao trai nghiém cuia khach du lich (Pons & cong
su, 2006; Popp, 2012), ngu y rang danh gia vé tinh trang dong duc cao c6 thé co anh
huong tich cuc dén hanh vi trung thanh (Eroglu & cong su, 2005; Kim & cdng su,
2016). Tuy nhién, bang chtng thuc nghiém cho thy rang danh gia vé tinh trang dong
duc c6 thé anh huong dén ca sy hai long va long trung thanh ciia khach du lich.

Céc yéu t6 diéu tiét m6i vé mdi quan hé gitra su hai 10ng ctia khach du lich va

hanh vi trung thanh lién tuc duoc dé xuat trong céc tai liéu vé du lich. Vi du, nhan
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thirc vé moi truong (Leaniz & cdng sy, 2018) gan day da dugc chimg minh 13 anh
huéng dén su hinh thanh hanh vi trung thanh trong bdi canh diém dén. Tuong tu,
nghién ctru nhan thirc vé du lich qua muc 13 yéu tb diéu tiét ddi v6i su hai long, 1ong
trung thanh véi diém dén dugc nghién ciru gan day cia Papadopoulou va cong sy
(2023). Vi kién thie vé moi truong cua khach du lich ngay cang ting va pham vi
dua tin trén phuong tién truyén théng vé su thu dich ctia cu dan d6i véi khach du lich
ngay cang tang, nhan thic vé tac dong tidu cuc cua cac hoat dong du lich d6i véi cac
diém dén trong sd du khach ngay cang ting (Kucukusta & cong sy, 2013). Theo 1y
thuyét can thiép xa hoi (SIT), nhan thirc vé tinh trang dong duc anh huong dén mong
mudn dat dugec mot sb trang thai tdm ly cua du khach (Brehm, 1966; Stokols, 1972).
Ngoai ra, nhan thirc vé tinh trang dong duc khong chi lién quan dén mat d6 ma con
c6 thé dya vao hanh vi cta nhitng du khach khac (Lee & Graefe, 2003). Nghién ctru
trude ddy da xac nhan rang cac yéu t6 tim Iy chi quan (nhu ky vong va s& thich cta
nguoi ti€u dung, nhan thuc vé khach hang khac hodc sy hoa nhdp xa hoi) hoac cac
yéu t6 khach quan (nhu gip g& du khach thyc té) c6 thé anh hudng dén nhan thirc vé
su dong duc (Aguiar & Farias, 2020; Budruk & cong su, 2002; Sivey va cong su,
2019). Cac nghién ctru ciing cho thdy mirc d6 dong duc ciing trong quan dang ké véi
mitc d6 hai 1ong cua du khach tai diém dén (Huang & cong su, 2018; Moharana &
Pradhan, 2020; Huang & cong su, 2018).

Tuy nhién, cic nghién ctru gin ddy di chi ra rang trong mot sé bdi canh xa hoi
hoa cao — nhur 18 hoi, su kién van hoa hodc diém dén do thi — sy dong duc lai c6 thé
mang ¥ nghia tich cuc, phan anh bau khong khi sb6i dong, ning dong va hip dan cia
diém dén (Kim & cong su, 2016; Popp, 2012).

Theo 1y thuyét kich thich — t6 chirc — phan tmg (S—O-R) cta Mehrabian va
Russell (1974), mdi truong du lich (stimulus) c6 thé tao ra phan Ung cam xuc
(organism) tich cuc hoic tiéu cuc tuy thudc vao cach du khach dién giai kich thich
moi truong. Trong trudng hop nay, dong dac co thé duoc xem 1a kich thich xa hoi
mang lai cam giac htng khai, phan khich va két ndi, néu du khach cam nhan né nhu

biéu tuong cua strc séng va tinh hap din cua diém dén (De Cock & cong su, 2024).
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Hon nira, Kim & cdng su (2016) phan biét rd hai khia canh ctua sy dong duc:
“Spatial crowding”: cam nhan chat chdi, can tré di chuyén thuong lam giam sy hai
1ong va “Human crowding”: sy dong nguoi nhung c6 tinh xa hoi, gan lién véi twong
tac, giao tiép, va bau khong khi s6i dong — c6 thé nang cao trai nghiém va su hai long.
MTE 1a tip hop céc yéu td cam xuc, nhan thirc va xi hoi dugc luu giit 1au dai trong
ky trc du khach (Kim & cong su, 2012). Nhiéu nghién ciru chi ra ring MTE ¢6 anh
huéng manh mé dén sy hai 10ng va hanh vi sau chuyén di (Sthapit & Coudounaris,
2018). Tuy nhién, sirc manh cta mdi quan hé nay c6 thé thay d6i tury theo bdi canh
x4 hoi tai diém dén.

Trong cac diém dén dong nguoi, du khach thudng duoc tiép xtc véi cac kich
thich xd hoi nhu 4m thanh, 4nh sang, twong tac va bau khong khi cong dong. Cheng
va cong sy (2021) phat hién rang khi twong tac giira du khach cao, anh hudng cua sy
dong dic 1én trai nghiém tré nén tich cuc hon, giup ho cam thay trai nghiém “dang
gia hon” va “dang nhd hon”. Tuong tw, Liu & cong su (2022) chting minh rang su
gan két x4 hoi gitra du khach tao ra cam xuc tich cuc va gia ting sy hai long tong thé.

Nhu vay, trong bbi canh dong ditic, du khach c6 xu hudng dién giai trai nghiém
dang nhd mot cach tich cuc hon, vi ho cam nhan dugc su chia sé cam xtc tap thé va
khong khi s6i dong cua diém dén. Khi mutc do dong duc cao, trai nghiém tré nén séng
dong, “dtng khong khi” va duoc danh gia tich cuc hon, tir d6 tang cuong tac dong

cia MTE dén sy hai long diém dén.

H4: Trong boi canh su dong diic cao hon sé lam tang tdc déng tich cuc ciia
trai nghiém du lich ddng nhé dén sw hai long diém dén.

Su hai 1ong diém dén 13 yéu t6 then chét din dén 1ong trung thanh — thé hién
qua y dinh quay lai va gi6i thiéu diém dén cho ngudi khac (Yoon & Uysal, 2005).
Tuy nhién, muc d6 chuyén hoa tir hai long sang trung thanh con phy thudc vao boi
canh x4 hoi ma du khach trai nghiém diém dén (Papadopoulou & cong sy, 2023).

Khi diém dén dong duc, du khach thudng xem day 14 tin hiéu cia strc hap dan
va phd bién (Kim & cong su, 2016; Liu & cong su, 2021). Tam 1y “diém dén duoc

nhiéu nguoi lya chon” ¢6 theé ting cudng ni€ém tin, cam giac ty hao va sy xac nhan xa
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hoi, khién ho gén b6 hon véi diém dén (Jacobsen & cong su, 2019). Bén canh do, cac
nghién ctru vé& cam xtc xa hoi hoa diém dén cho thiy rang trong bdi canh déng duc,
su hai 1ong ca nhan c¢6 xu hudng chuyén hoa thanh hanh vi tap thé, nhu chia sé,
khuyén nghi va quay lai ciing nhém ban (Popp, 2012). Bén canh d6, sy dong duc tich
cuc con o thé cung ¢ mdi lién hé giira hai long va 10ng trung thanh diém dén. Khi
dong duc dugc hiéu nhu tin hiéu “phd bién, hap din va sdng dong”, du khach cam
thay ho 1a mot phan cua “cong dong trai nghiém”, tir 6 gia ting ¥ dinh quay lai hoic
gidi thigu diém dén (Papadopou& cong su, 2023; Liu & cong su, 2021). Cac m6 hinh
vé tinh x4 hoi hoa ctia cam xtc diém dén cho théy yéu td cam nhan sy dong duc duoc
chia sé c6 thé chuyén hoa hai 1ong c4 nhan thanh hanh vi trung thanh tap thé, dac biét
trong moi trudong du lich ¢o6 tinh tuong tidc cao (Jacobsen & cong su, 2019; Popp,
2012). Do d6, sy dong dtc khong chi dong vai tro kich thich cadm xtic ma con tang
cuong mdi lién hé giira hai long va 1ong trung thanh diém dén thong qua co ché xa
hdi héa hanh vi.
HS5: Trong béi canh sy dong diic cao hon sé lam tang tdac dong tich cuc ciia

sw hai long diém dén véi long trung thanh diém dén.

Tir cac gia thuyét néu trén co thé biéu dién mo hinh nghién ciru nhw sau:

Tinh méi mé Su déng diic
(NO) (D)
Vian hoa dia
phuong (LC)
H4 + HS5 +
Su tham gia
(IN) - A \
Trai nghiém Su hai long Long trung
Sur thu gian du }1ch dang 5| diém dén > the‘inh diém
(RE) nhé (MTE) | H1+ (DS) H3+ dén (DL)
- A
Kién thuc
(KN)
Y nghia (ME) H2+
Su hudéng thu
(HE)

Hinh 2.2. Mé hinh nghién ciru dé xuét
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Tom tit chwong 2

Chuong 2 trinh bay co s& 1y luin nén tang cua nghién ctu, tip trung vao cac
khai niém MTE, DS, DL va sy dong dac. MTE dugc hiéu 1a tap hop céc trai nghiém
doc dao, mang tinh ca nhan va dugc luu gitr 1au dai trong tri nhd du khéach, hinh thanh
tir cac yéu t6 nhu tinh méi la, vin héa dia phwong, su thu gidin, ¥ nghia, sy tham gia
va tri thire; trong mot sd trudng hop, cam xic tidu cuc ciling c¢6 thé gop phan tao nén
trai nghiém dang nhd. DL dugc tiép can theo cac goc do hanh vi, thai dd va hdn hop,
chu yéu do luong qua ¥ dinh quay lai va gi6i thiéu. DS duoc hinh thanh tir so sanh
giita ky vong va MTE thuc té, dong thoi gitt vai trd trung gian quan trong trong moi
quan h¢ véi DL. Sy dong dac thuong dugce nhin nhan 1a ti€u cyc, song mot $6 nghién
ctru cho thiy trong nhitng bdi canh nhat dinh, n6 c6 thé tao khong khi tich cuc va
nang cao trai nghiém du lich.

Khung 1y thuyét ctia luan an tich hop mé hinh C-A-C va S-O-R nham 1y giai
hanh vi du khach trong bdi canh diém dén dong dtc. Theo d6, nhan thirc vé diém dén
anh huong dén cam xtc duoc thé hién qua su hai long, tur o6 dan dén y dinh hanh vi
nhu quay lai va gidi thi¢u. Su dong diac dugc xem la mot kich thich moi trudong tac
dong dén trang thai nhan thuc va cdm xac ctia du khach. Dya trén thuyét kich thich
tdi wu, ludn an tiép can sy dong duc theo hudng tich cuc, cho réng khi mtrc 46 dong
dtc nam trong ngudng phu hop, nd c6 thé gia ting cam xuc tich cuc, nang cao su hai
10ng va ciing cb 1ong trung thanh.

Khoéng trong nghién ctru dugc chi ra 1a sy thiéu vang bang ching thyc nghiém
rd rang vé vai tro diéu tiét cua su dong dic trong mbi quan hé giita MTE, DS va DL.
Pong thoi, viéc xac dinh va bo sung cac thanh phan cia MTE trong béi canh thyc té
cling 14 can thiét nham nang cao gia tri Iy luan va thuc tién. Tir 46, nghién ctiru dé xuét
mo hinh nghién ctru kiém dinh tac dong truc tiép va gian tiép cia MTE dén DL thong
qua DS, véi sy dong duc giir vai tro dicu tiét. Day chinh 1 nén tang dé chuyén sang
Chuong 3 trinh bay thiét ké nghién ctru dinh tinh v6i phong van chuyén gia va thao
luan nhém nham kham phé sau sic cac cdu phan MTE, dong thoi diéu chinh thang

do va mé hinh nghién ctru trudce khi tién hanh nghién ctru dinh luong.
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CHUONG 3: THIET KE NGHIEN CUU

3.1 Xay dung quy trinh nghién ciru

Lwrge khio cic nghién ciu trwdc

Bwéc 1

(Giai doan 1)

DL, sir dong duc.

Nghién ciu: Ly thuyét C-A-C; S-O-R Khai niém MTE, DS,

Sir dung phwong phap trdc hrong thr muyc, phan tich ndi dung,
tong hop (Phdn mém phdn tich VOSviewer 1.6.20; R studio)

Pé¢ xuit mé hinh
nghién civu Iy thuyét

k.

Thao luin nhém tap trung
(n=8)

Hiéu chinh thang do

Bang céu hoi diéu tra so by

Buwdéc 3 e

do

Panh gia do tin céy thang

- .
Bwdc 2 - (Giai dogn 2)
Phéng van chuyén gia (n = 20).
Pé xuat mb hinh chinh thirc, Thang do du thao
(Phdn mém xit Iy NVIVO 14)
Buéc 4 . )
™ KKiém tra hé so Cronbach’s alpha v‘a\

Nghién cttu dinh

Kiém tra KMO; Eigenvalue; phirong

tuong quan bién tong

Nghién citu dinh lrgng
so' bd (n=100)
(Sik dung phin mém
SPSS 26.0)

Phén tich nhén t kham pha

Thang do chinh thire

Bang cau hoi chinh thie

(EFA) >—-

Iwrgng chinh thiec
(n=434)
(St dung phdn mém
SPSS 26.0)
Két hop CB CEM —
(St dung phdn mém
AMOS 24.0)

.

sai trich; trong sb nhan to (EFA)

Panh gia mitc dd phu hop thang do
(CFA)

Kiém dinh md hinh 1y thuyét SEM

/ -

Budéc 5

¥

Théo luiin két qua nghién ciru, dwa ra két lufin va mt s6 ham ¥ quan tri

Hinh 3.1 Quy trinh nghién ciru

Kiém dinh sw khac biét

(Giai dogn 3)

(Nguon: Pé xudt ciia tac gid)

Nghién ctru nay duge thuce hién bao gdm 5 bude chinh: (1) Nghién ctru tong

quan dé xuat mo hinh khai niém; (2) Phong van chuyén gia khang dinh mé hinh va

dé xuat thang do so b, thao luan nhom tap trung hiéu chinh thang do; (3) Nghién

ctru dinh luong so bo va (4) Nghién ctru dinh lwong chinh thire.; (5) Thao luan két

qua nghién ctru, dua ra két luan va ham y quan tri.

Bwoc 1: Nghién cuu tong quan va dé xuat mo hinh khai niém

Trudc tién, tac gia tién hanh tong hop, phan tich va hé théng hoa cac cong

trinh nghién ctru trude vé MTE, DS va DL. Viéce tim kiém duoc thuc hién véi cac

tor khoa ‘“Memorable Tourism Experience”, “Destination Satisfaction” va

“Destination Loyalty” trén cac co s¢ dir liéu hoc thuat uy tin nhu Google Scholar,
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Scopus va ScienceDirect. Pé dam bao chat lugng hoc thuat, nghién ctru uu tién cac

tap chi thudc hé théng Scopus, dugc cong bd trude thang 3/2024.

Tiép theo, nghién ctru ap dung phwong phap phan tich tric lwong thu muc
(bibliometric analysis) nhdm nhén dién xu hudng nghién ctru, huéng phat trién va
cac khoang tréng hoc thuat trong linh vyc. Dir liéu dugc phan tich bang phan mém
Bibliometrix (R Studio) dé kham phé ciu trac tri thirc, su phét trién chu dé va cac
dong nghién ctru trong tAm. Pong thoi, VOSviewer 1.6.18 duogc str dung dé thuc
hién cac k¥ thuat phan tich dong tac gia (co-authorship), dong trich din (co-citation)
va dong xuat hién tir khoa (co-occurrence), qua dé truc quan hda mang ludi nghién
ctru, nhan dién cac tai liéu cbt 161 va cac cum chii dé chinh lién quan dén MTE — DS
— DL. Két qua phan tich trac luong thu muc dugc két hop vai phan tich noi dung
dinh tinh nham xac lap céc chu dé hoc thuét trong yéu, tir d6 1am co s& dé xuit mod
hinh nghién ctru khai niém va bo gia thuyét nghién ciru so bo.

Buwoc 2: Nghién ciru dinh tinh

Phuong phéap dinh tinh dugc thuc hién nham kiém tra tinh phu hop ctia mo
hinh 1y thuyét va diéu chinh thang do cho phu hop bdi canh Viét Nam. Nghién ctru
tién hanh phong vAn sau ban ciu tric véi 20 dodi tuong, bao gém dai dién So6 Du
lich, nha quan ly doanh nghiép Iir hanh, khach san, nha hang, khu vui choi, chuyén
gia du lich, marketing, cung du khach noi dia va quéc té tai TP. HCM. Céac cudc
phong van kéo dai 60-90 phut, dugc ghi 4m, chép lai toan van va ma hoa bang phan

mém NVivo 15.

Dt liéu dugc phan tich theo huéng ma m¢ — ma truc — ma chon loc, giup
phat hién cac chu dé 13p lai va mdi quan hé giira cac khai niém. Két qua phén tich
gitip diéu chinh va hoan thién cac bién quan sat lién quan dén MTE, DS, DL va yéu

t6 didu tiét — sy dong duc.

Sau giai doan phong van sdu, nghién ctru t6 chirc thao ludn nhom tép trung
(focus group) véi 8 thanh vién gém chuyén gia, hoc gia va du khach dé ra soat, bd

sung va hiéu chinh noi dung thang do. Cac gop ¥ giup diéu chinh ngit nghia, do rd
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rang va tinh phu hop van hoéa xa hoi cua thang do, bao dam tinh gi4 tri ndi dung. Két
qua nghién ctru dinh tinh 13 nén tang dé thiét ké phiéu khao sat so bd cho giai doan

dinh luong.
Bwoc 3: Nghién cuu dinh lwong so bo

Muc tiéu ctia budc nay 1a danh gia do tin cdy va cau tric so bo cua thang do
trude khi trién khai khao sat chinh thirc. Nghién ctru khao sat 100 du khach tai cac
diém du lich & TP. Ho Chi Minh bang phuong phap chon mau thuén tién. B cau
hoi duoc xdy dung tir két qua dinh tinh, do luong cac bién MTE, DS, DL va
crowding bang thang Likert 5 mic.

Dt liéu duoc xur 1y bﬁng SPSS 26.0, v6i hai ky thuat phan tich chinh:
(1) Kiém dinh d6 tin cdy Cronbach’s Alpha nham loai bo cac bién c6 hé s6 tuong
quan bién — tong thap (<0.3). (2) Phan tich nhan t kham pha (EFA) dé xac dinh cdu

truc cac nhom nhan t6 va gia tri hdi tu cua thang do.

Két qua ctia nghién ciru so bd gitp tinh chinh thang do, dam bao d¢ tin cay,
tinh dai dién va sy phi hop vdi bbi canh nghién ciru, dong thoi hinh thanh bang hoi
hoan chinh phuc vu nghién ctru chinh thuec.

Bwoc 4: Nghién cuu dinh lwong chinh thuc

Nghién ctru dinh lugng chinh thirc duoc tién hanh nham kiém dinh mo hinh
Iy thuyét va cac gia thuyét nghién ciru. Mau khao sat gdm 450 du khach noi dia va
quoc té dang tham gia du lich tai TP. H5 Chi Minh, dugc chon bang phwong phap
phuong phap 1§y mau phi xac suét két hop léy mau thuan tién tai hién trudng, phan
bo tai khach san, nha hang, khu vui choi, trung tdm thuong mai va diém 18 hoi. Mdi
bang hoi mét trung binh 10—15 phat dé hoan thanh.

Dt li€u duogc phan tich qua hai giai doan:

Giai doan so bo: sir dung SPSS 26.0 dé kiém dinh d6 tin cay (Cronbach’s
Alpha) va phan tich nhan t6 kham phé (EFA).
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Giai doan khing dinh va m6 hinh hoéa: sir dung AMOS 24.0 dé thyc hién
phan tich nhan té khing dinh (CFA), kiém dinh gia tri hoi ty, gia tri phan biét va do
phu hop tong thé ctia mo hinh. Tiép d6, md hinh phuong trinh cau triic (SEM) duoc
str dung dé kiém dinh mdi quan hé giita cac bién, bao gom tac dong truc tiép, gian

tiép va vai tro diéu tiét cua sy dong duc trong mdi quan hé MTE — DS — DL.

Dé tang tinh sdu sic, nghién ctru con thuc hién phan tich da nhom (multi-
group analysis) nham xac dinh su khac biét giira cac nhém du khach theo gidi tinh,
d6 tudi, quéc tich va mirc do cam nhan dong duc. Cach tiép can nay giup danh gia
diéu kién bién va su 6n dinh ctia md hinh.

Buéc 5: Thio lugn két qud, két lugn va ham ¥ qudén tri

Sau khi hoan tat kiém dinh m6 hinh SEM, nghién ctru phan tich muc d6 va
hudng tic dong giira cac bién, xac dinh yéu t6 anh hudng manh nhat dén sy hai long
va 10ong trung thanh. Cac két qua duoc so sanh, d6i chiéu vdi cac nghién ciru qubc

té trude do, qua d6 1am rd diém twong ddng, khac biét va dong gdp mai vé 1y thuyét.

Trén co s& phat hién thuc nghiém, nghién ctru dé xuat cac ham ¥ quan trj cho
nha quan 1y diém dén, doanh nghiép du lich va nha hoach dinh chinh sach. Cac
khuyén nghi tap trung vao viéc thiét ké trai nghiém du lich ddng nhé, quan 1y hiéu
qua yéu t6 dong dic trong khong gian 18 hoi, va xay dung chién luoc phat trién du
lich bén viing cho TP.HCM.

3.2 Nghién ctru dinh tinh
3.2.1 Thiét ké thu thap dir liéu va két qua phéng vin siu

Nghién ctru nay ap dung thiét ké dinh tinh mang tinh kham pha nhim tim
hiéu sau MTE tai TP. HCM. Phong van ban cau trac dugce lwa chon vi vira linh hoat
vira dinh huéng 1y thuyét, dong thoi cho phép kham pha yéu té méi (Saunders &
cong su, 2009) (Phiéu phong van sau xem Phu luc 3.2, kich ban xem Phu luc 3.3,
bién ban gd bang xem Phu luc 3.4). Cau hdi xoay quanh hanh vi trai nghi¢ém va cac
thanh t6 MTE duya trén khung 1y thuyét kinh té trai nghiém cua Kim et al. (2012),

gdm: sy huong thy, tinh méi la, thu gidn, ¥ nghia, van hoa dia phuong, sy tham gia
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va hoc hoi; ngir nghia va thtr ty duoc diéu chinh tiy bbi canh (Galletta & Cross,
2013).

Téng cong 20 cudc phong van duoc tién hanh véi dai dién co quan quéan 1y
du lich, doanh nghiép dich vu, khach du lich tham gia su kién — 1€ hoi, va gidi nghién
ctru. Cach chon mau nay bao dam sy da dang goc nhin, phan anh diy du yéu t6
MTE, DS va DL va vai tro diéu tiét cua sy dong duc. (Két qua phong véan sau véi

phén mém Nvivo xem Phu luc 3.6)

Dit lidu dugc xir Iy bang NVivo 15, hd trg mé hoa, phan loai chu dé va xéc
dinh méi lién hé gitra cac bién, qua do nang cao tinh khoa hoc, d tin cay va gia tri
thyc tién ctia nghién ctru. Qua trinh thu thap dién ra tir thang 12/2024 - 2/2025 va
dung khi dat bao hoa dir liéu (Guest & cong sy, 2006). (Code book xem Phu luc
3.4)

Nghién ctru thyc hién 20 phong van sau ban cau trac (12/2024—02/2025) theo
chon mau c6 chu dich, gdm bdn nhom: doanh nghiép du lich (I hanh
inbound/outbound, luu tri 3—5 sao, Am thuc, tO chirc sy kién), khach quéc té 1ap lai
(Trung Qubc, Han Quéc, Hoa Ky), khach noi dia lap lai (Ha Noi, Pa Nang, Can
Tho) va co quan quan ly/diéu phdi khong gian cong cong (S¢ Du lich, dia phuong,
ban quéan 1y pho di bd/cong vién) (Bang md ta thong tin ngudi tham gia phong van
trinh bay trong Phu luc 3.6). Cach chon mau nay nham bao dam sy da dang vé goc
nhin va kinh nghiém thyc tién, tir 46 phan 4nh day du cac khia canh cia MTE, DS,

DL, ciing nhu vai tro diéu tiét ctia su déng dtic trong bdi canh du lich db thi.

Céc cudc phong van duoc thuc hién theo hinh thirc ban ciu tric (semi-
structured interview), st dung bang hoi dinh huéng kich ban linh hoat. Trong sudt
qué trinh phong van, ngudi duge phong van dong vai trd trung tam, ho duoc khuyén
khich dién giai trai nghiém ctia minh mot cach ty nhién, chi tiét va theo mach cam
xuc ca nhan. Ngudi phong van giit vai tro ngudi dan dat nhe nhang, chi can thiép
bang cac cau hoi goi mé & mirc t6i thiéu dé khai thac sdu hon cac chu dé lién quan,

ma khong ap dat hay dinh huéng trude cu tra 16i. Cach tiép can nay giup tai hién
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cac ciu chuyén du lich chan thuc va da chiéu, dung theo tinh than ctia phuwong phap

dinh tinh kham pha.

Vi dy, nguoi phong van c6 thé khéi dau cude trd chuyén bang ciu hoi mo
nhu: “Theo anh/chi, khi dén TP. HCM, nhirng trai nghi€ém nao khién anh/chi cam
thdy dang nhé nhat?” Tir d6, ngudi tham gia phong van tu do chia sé hang loat an
tuong va cam xuc ca nhan nhu: “Chuyén vespa tour rat tha vi,” “L& hoi Ao dai that
dep va mang dam ban sic,” “Toi cam thiy thu gidn v6i cac dich vu spa phong phi,”

hay “Mua sim ¢ chg Bén Thanh va thuong thirc am thuc dia phuong rat hap dan.”

M&i cudc phong van kéo dai trung binh tir 60 dén 90 phut, dugc ghi 4m toan
b6 nhim dam bao tinh déy da va trung thyc cua dit liéu. Sau khi hoan tat thu thap,
toan bo cac ban ghi am duoc chuyén bién (transcribe) va nhip vao phan mém NVivo
15 d¢ tién hanh xir Iy va phan tich dit liéu dinh tinh. Qua trinh ma héa (coding) dugc
thuc hién theo hudng quy nap (inductive coding), trong dé cac tir khda, cum tir hodc
doan vian ban thé hién y nghia dic trung duoc gan vao cac ma (nodes) twong (ng
v6i cac nhan t6 1y thuyét. Vi du, cac phat biéu nhu “dich vu spa mang lai cam giac
thoai mai, thu gian” dugc ma héa vao nhém “Sy thu gian”, trong khi cac mo ta nhu
“t6i thich vé dep cua Ao dai va khong khi 18 hoi” duoc xép vao nhom “Vin hoa dia

phuong”.

Bang 3.1 M Nvivo theo chii dé nghién ciru

Ap dung cho nghién ciru vé Trai nghiém du lich diang nhé tai TP.HCM

Chu dé

. Chi dé phu Mai NVivo cu thé
chinh ‘ :
MTE Hudng thu Cam gidc vui vé, hai long
MTE Huong thu Hoat dong giai tri, nghi dudng, am thuc
MTE Huong thu Chat lugng luu tra va dich vu tour
MTE Hudng thu Huéng dan vién truyén cam hing
MTE . iy Hién dai héa TP.HCM (Landmark 81,
Tinh moi
Waterbus...)
MTE Tinh moi Tour chu dé lich st - kham pha méi
MTE Van hoéa dia phuong Am thyc duong phd
MTE Vin hoa dia phuong Tuong tac hands-on (nau an, thu phap)
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Chu a¢ Chii d& phu M3 NVivo cu thé
chinh : :
MTE Van hoa dia phuong Thai do than thién cta nguoi dan
Su d?,l‘;ng Vai tro didu tiét Tao hidu g himg tha néu kiém sodt tét
Su d?i(():ng Vai tro diéu tiét Gay kho chiu néu vuot nang lyc tai
S‘Id‘li,l‘;ng Vai tro didu tiét Khac biét giita khach A va khach Au
DS Phan anh tr MTE Dich vu t6t-->hai long
DS Phéan anh tir MTE Piém dén dong dic qua-->giam hai long
DL Y dinh q‘tlﬁ‘iyéllfl & &0 | Tyai nghiém va DS anh huéng tryc tidp
bL Y dinh q}[ll?i}élllal & giol Yéu cau d6i méi san pham du lich
bL Y dinh Q?}?i}éial & giol Anh hudng tir danh gia & binh luan

(Nguon: Két qud phan tich dir liéu ciia nhém nghién ciru)

Bang viéc tong hop, so sanh va phan tich cac ma, NVivo hd tro nhan dién
mau hinh (patterns) va mdi lién hé (relationships) giita cac chi dé, qua d6 hinh thanh
co s& cho viée dién giai sau sac hon vé trai nghiém du lich dang nhd, sy hai 1ong va
long trung thanh cua du khéch trong bdi canh du lich 18 hoi tai d6 thi. Phuong phap
nay khong chi dam bao do tin cdy cia dit liéu ma con phan anh sinh dong tiéng néi,
cam x0ic va trai nghiém thyc t& cta ngudi tham gia, ding véi tinh than “liy con

nguoi lam trung tdm” trong nghién ctru dinh tinh hién dai (Creswell, 2007).

Két qua cho thdy MTE 1a tryc trung tim ctia nhan thirc vé TP. HCM, phu hop
mo hinh Kim va cong sy (2012) véi bay thanh phén duoc xac nhan: hudng thy, tinh
moi, thu gidn, ¥ nghia, van hoéa dia phuong, sy tham gia, kién thc. Trong do, van
hoa dia phuong (ém thyc, 1& hoi, twong tac “hands-on”) va sy tham gia/nhap vai
(tour xe may, 16p ndu an, trai nghiém cong dong) dong vai trd “chat xuc tic cam
xic”, tao ky tc sau; thu gidn phan anh nhu cau phuc hoi thé chat—tinh than trong
bbi canh d6 thi; tinh m&i gén v6i san pham va khong gian trai nghiém sang tao. Kién

thirc duoc gia ting qua tour lich st—di san, cang cb gan két diém dén (Hinh 3.2).
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Bang 3.2 Tan suat xuat hién cia cac chi de trong dir li€éu Nvivo

Mi chii dé | S lan " y P S
(Node) ma héa Noi dung dac trung Trich dan dién hinh
Gilr vai tro trung tam trong | “Trai nghi¢m du lich... s€
MTE 307 nhan thuc va danh gia cua c6 sy anh huong dén su
nguoi tham gia phong van hai long cua du khéach.”
Tap trung vao cam giac vui
Su huong 8 vé, hanh phtc, hai long | "Huong thu mang dén tha
thu thong qua dich vy, tién ich, | vuicho ho." (PVVO03)
am thyec, giai tri.
Cam gidc duge nghi ngol, |y oinn va 4éi méi rat
Su thu phuc hoi nang lugng qua spa, L A 18 el A
1an 39 canh quan xanh, hoat don ¢6 the 1a thanh phan co
& a4 » 103E GONE | pan nhat." (PVV07)
nhe nhang.
Trai nghiém mol me, chua sy e i kidm sy
. . tung co, khac biét vé khong .- \ 2. e
Tinh méi 31 . . . 2 méi mé, doi  moi.
gian, hinh thtre dich vy, diém
p (PVVO04)
dén.
Vin hoa E:r‘?m pﬁﬁcvanﬁ’;’r?’ aghgc’ "R4t thich kham pha 4m
dia 37 quérff I:r)nein’g pbémg sic dig thue dia phuong ¢ Q4,
phuong phurong. : Q3..." (PVV06)
bu kl}acl} dugc tljam. g "Ho muén dugc tham gia
Su tham thyc t€ vao hoat dong: nau e N
i 39 < . A X 1 n chung v&i1 cong dong.
gia an, thu cong, 1€ hoi, tour xe
L N (PVV12)
may cung ngudi ban dia.
Du khach tham gia vao cac .
hoat dong tich cuc, dong gop | "Trong rung ngdp mén
Y nghia 30 bao v¢ moi truong, cam xuc | Can Gio khién khach thay
gia tri mang tinh lich st dan | minh dong gbp."
toc
Tang h}eu bict ve van hog, "Hiéu biét thém vé con
N lich su, con nguodi dia A "
Kién thirc 28 . nguoi, vé dia phuong.
phuong qua bio tang, tour (PVV06)
lich sur, hoat dong giao duc.
Phan 4nh muic do hai long | "Khach cam thiy déng
DS 52 tong thé cia du khach voi | gia khi dugc trai nghiém

diém dén, duwa trén trai

du dich vu tot."
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Ma chu dé So lan

(Node) 113 hoa Néi dung diic trung Trich din dién hinh

nghiém, dich vy, cam xuc va
ky vong da dugc dap ung.

bé cap dén cam nhan cua du
khach vé sy dong duc tai

Su dong 54 diém dén, bao gdm ca tac "Dong dic nhung vui,
duc dong tich cuc (ndo nhiét) va | mién la dugc to chuc tot."
tiéu cyc (qua tai, thiéu an
toan).

Thé hién y dinh quay lai
diém dén hodc gidi thiéu
DL 54 diém dén cho nguoi khac,
xuat phat tir sy hai long va
trai nghiém dang nhd.
(Nguon: Két qud phdn tich dit liéu ciia nhém nghién civu)

"Néu co6 gi moi to1 s€
quay lai lan nira."

Bang ching dinh tinh chi ra DS 14 bién trung gian giita MTE va DL: trai
nghiém giau cam xuc, hai long cao va y dinh quay lai/giéi thiéu; song mot phan DL
cling hinh thanh tryc tiép tir MTE vuot troi. Su dong duc ndi 1én 12 bién diéu tiét hai
chiéu: khi dugc quan tri tot (quy hoach, diéu phdi dong ngudi) tao bau khong khi 18
hoi, khuéch dai tac dong MTE dén DS va DS dén DL; khi viot ngudng chiu tai, [am
suy giam thoai méi, dic biét voi khach cao tudi/di cung tré nho, tir 46 yéu hoa chudi
tac dong. Cac phat hién cing cd mé hinh Iy thuyét, dong thoi goi ¥ vu tién thiét ké
trai nghiém nhdp vai ban sic, d6i méi san pham 18 hoi va quan tri crowding theo bdi
canh van hoa.

3.2.2 Thiét ké thu thap dir liéu thao ludn nhém

Trong giai doan hi€u chinh thang do, nghién ctru st dung thao ludn nhom
nhu phuong phap dinh tinh bo tro nham tang do gia tri ndi dung va phu hop bbi
canh (Morgan, 1997; Hair & cong su, 2010). Nhém thao luan gém 8 thanh vién dai
dién bén goc nhin: co quan quan 1y (S& Du lich), doanh nghiép (lir hanh, luu tra, 4m
thuc, giai tri), khach du lich timg tham du 1& hoi/su kién, va gidng vién, nha nghién
ctru. Thanh phan da dang nay gitip cin bang giita hoc thuat, quan 1y, van hanh va

trai nghiém thuc té.
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Quy trinh ba budc bao dam tinh hé thong va tin cdy dir liéu. Budc 1: gidi
thiéu muc tiéu, cung cip ban thang do du kién dé thong nht hiéu biét tién dé. Budc
2: thao luan ban cau trac, danh gia timg bién quan sét theo ba tiéu chi (Phiéu khao
sat thao luan nhom xem Phu luc 3.7, Kich ban thao luan nhom xem Phu luc 3.8): (1)
pht hop bdi canh TP. HCM, (ii) rd rang/ngdn ngit d& hiéu, (iii) kha ning phan anh
dung dic thu trai nghiém du lich d6 thi, két hop dinh hudng 1y thuyét va mo dé phat
hién thém van dé (Churchill, 1979). Budc 3: tong hgp—hiéu chinh, dong thoi chdm
diém Likert 5 muc cho timg bién dé tao bang chimg dinh luong so bd (Krueger &
Casey, 2014). (Phiéu khao sat thang do xem Phu Iyc 3.9)

Su da dang trong thanh phan tham gia gitip dam bao tinh da chiéu trong viéc
phan bién, gop y va kiém chimg cac thang do, két hop giita tu duy hoc thuat, goc
nhin quan 1y, thuc tién kinh doanh va trai nghiém du khach. Py 1a nén tang quan
trong dé dam bao cac bién quan sat khong chi dung vé mit 1y thuyét ma con phan
anh trung thyc thyc té nganh du lich do6 thi Viét Nam. Bubi thao luan duoc to chire
theo kich ban ban céu trac (semi-structured discussion guide) dugc chuan bi trudc,
gdm cac nhom cau hoi dinh huéng xoay quanh bén ndi dung:

(1) Panh gia muc do 16 rang, dé hiéu va tinh pht hop ngén ngit cia ting bién

quan sat.

(2) Xem xét murc 6 phan anh dung ban chat cta khai niém 1y thuyét (MTE,

DS, DL va bién diéu tiét “Sy dong duc”).

(3) Thao luan vé kha ning ap dung trong boi canh thyc té tai TP. HCM.

(4) Dé xuat bo sung, lwoc bod hodc diéu chinh tir ngir cho ting bién.

Nguoi didu phdi nhém (moderator) dong vai trd dan dét ti nhién va trung
1ap, dam bao moi thanh vién déu c6 co hodi bay t6 quan diém. Phuong phéap dit cau
hoi theo hudng mé va goi dan nhe, nham khuyén khich ngudi tham gia ty do dién
giai, phan bién va trao d6i 1an nhau, thay vi tra 11 theo huéng mong mudn ctia nha
nghién ctru. Mdi budi thao luan kéo dai khoang 90 phut, dugc ghi chép va tom luge

ngay sau khi két thiic dé dam bao tinh chinh x4c cua thong tin.
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Dit liéu tir thao luan duoc tong hop thu cong bang phuong phap phan tich noi
dung (manual content synthesis). Nhém nghién ctru tién hanh d6i chiéu ¥ kién coa
cac nhom dai dién, nhan dién cac diém dong thuan va khac biét, tir d6 rut ra cac goi
¥ diéu chinh cu thé cho timg bién quan sat. Qua trinh ndy tap trung vao mirc d6 nhat

tri cua cac chuyén gia hon l1a phan tich ma hoa dinh tinh.

Két qua thao luin d3 gitp hiéu chinh va hoan thién hé thdng thang do theo
huéng: Giir nguyén cac bién duoc dong thuin cao vé do rd nghia va tinh phu hop
van hoa; Piéu chinh ngit nghia, cach dién dat cho phu hop voi ngdn ngir du khach
Viét Nam va ngit canh du lich do thi; Bb sung mat sb bién phan anh dac trung dia
phuong nhu “trai nghiém van hoa 18 hoi”, “su than thién cta nguoi dan”, “muac do
s01 dong va an toan tai diém dén”; Bién “Su dong duc” duoc xac dinh la yéu t6 diéu
tiét mang tinh tich cyc, phan d&nh khong khi s61 dong, ndo nhiét va nang luong cong
dong tai cac su kién 1& hoi, qua do6 ting cudng cam nhan hing khoi va trai nghiém

dang nh¢ cua du khac

Két qua nay gitp cing cb gia tri ndi dung (content validity) cta thang do,
ddng thoi diéu chinh cac bién quan sat dé phu hop hon véi bdi canh du lich sy kién
18 hoi tai TP. HCM, truée khi tién hanh khao sat dinh luong chinh thirc. Phuong
phap thao luan nhom nay cho phép cac bén lién quan truc tiép dong gép goc nhin
thuc tién, nho d6 thang do khong chi ¢6 co so 1y thuyét viing chic ma con mang
tinh rng dung cao (Creswell, 2007).

3.2.3 Két qua xdy dung va higu chinh thang do
3.2.3.1 Thang do kién thirc

Trong cac nghién ctru vé trai nghiém du lich dang nhé (MTE), kién thtc 1a
mot thanh phan quan trong phan anh mirc d6 ma chuyén di mang lai cho du khach
su hiéu biét mai, ki ning méi hodc nhing thir thach ¢ gi tri hoc tip. Nhiéu cong
trinh trudce day (Oh & cong su, 2007; Kim, 2010; Tung & Ritchie, 2011; Ali & cong
su, 2014, 2018) d4 chi ra rang viéc tiép nhan tri thirc trong qua trinh du lich khong
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chi ding lai ¢ viéc thu thap thong tin, ma con gitp du khach mé rong tim nhin, phat

trién k¥ nang va nang cao su tu tin.

Dua trén co s& 1y thuyét, nghién ctiru ban dau xay dung ba bién quan sat dé
do ludong thanh phan kién thirc:(KN1) Téi da thu thap dwoc rit nhiéu thong tin trong
chuyén di; (KN2) T6i da hoc duoc mét s6 k§ nang moi sau chuyén di; (KN3) Toi

da trai qua nhitng thir thach moi.

Tuy nhién, két qua thao luan nhom cho thiy ba bién quan sat nay mdi phan
anh khia canh tong quat cta tri thire, trong khi ddc thu ctia TP. HCM, mot d6 thi
mang tinh lich sir va van hoéa da dang, doi hoi phai co sy nhan manh o hon vé gia
tri nhan thie van hoa — lich st ma du khach c6 thé tiép nhan trong hanh trinh. Trén

co s¢ do, mot bién quan sat mdi da dugce bo sung:

Bing 3.3. Thang do kién thirc

Ky Thang do goc Thang do hiéu chinh Ghi chi
hi¢u
I gained a lot of T6i‘ da thu thap duoc rét
KN1 information during the | nhiéu thong tin trong chuyén
trip. di. Kim  va
KN I gained a new skill(s) | T6ida hoc duoc mot (vai)ky |cong su
from the trip. nang mai sau chuyén di. (2012)
KN3 I  experienced new |To6i da trai qua nhiing tha
challenge(s). thach méi.
KN4 T6i hiéu hon vé vin héa — | Diéu
lich str cia TP. HCM chinh sau
o N .. | nghién
KNS Tf)l hi€u hon v€ con nguodi | .y dinh
cua TP. HCM tinh

(Nguon: Tong hop tir két qud phong véin sdu va thdo ludn nhém)
(KN4) “Téi hiéu hon vé vin hoa — lich sir ctia TP. HCM.”

Bién KN4 nhan manh rang du khach khong chi tich lily thong tin hay k¥
nang, ma con dat dugc su hiéu biét sau sic vé gia tri van hoéa — lich su, von 1a yéu

t6 dac trung ciia TP. HCM. Day 1a ndi dung quan trong, boi trai nghiém du lich chi
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tré nén thuc sy dang nhé khi du khach gin két duoc cam xtc v6i nhirng bai hoc ¥

nghia v€ lich sur va ban sac dia phuong.

Nhu vay, sau khi hiéu chinh, thanh phan Kién thitc bao gdm bén bién quan
sat (KN1-KN4). Su b6 sung ndy dd mo rong pham vi do ludng, 1am cho thang do
vira mang tinh 1y thuyét vira gan lién véi thuc tién, qua d6 cing c¢b do gia tri noi
dung (content validity) va nang cao tinh irng dung trong bdi canh nghién ctru du lich
tai TP. HCM.
3.2.3.2 Thang do sw hwong thu

Trong qua trinh xdy dung va hiéu chinh thang do vé trai nghiém du lich dang
nh (MTE), thanh phan sy huéng thy (Hedonism) dugc tham khao tir nhiéu cong
trinh trudc nhu Oh va cong su (2007), Kim (2010), Tung va Ritchie (2011), Ali va
cong su (2014, 2018). Dua trén co sé 1y thuyét ndy, nghién ctru ban dau xay dung
ba bién quan sat: (HE1) “Téi rat vui vi c6 duoc trai nghiém méi”, (HE2) “Téi thuc
su thich cac hoat dong giai tri tai TP. HCM”, va (HE3) “T6i thuc su rat thich chuyén
di”.

Tuy nhién, sau khi tién hanh phong van sau va thao luan nhém vdi cac bén
lién quan, két qua cho thiy can thiét phai bd sung thém hai bién quan sat dé phan
anh toan dién hon yéu t6 huong thu trong bdi canh du lich TP. HCM. Cu thé, bién
(HE4) “T6i cam thay hanh phuc va thu gidn trong sudt chuyén di ¢én TP. HCM”
duoc dé xuat nham lam rd khia canh cam xuc tich cuc gén v6i sy thu gian va niém
vui ma du khéch trai nghiém trong sudt hanh trinh. Pong thoi, bién (HES) “Chuyén
di da dap tng duoc nhu ciu giai tri va tin hudng cua t6i” dugc bd sung dé phan anh
mirc do théa man nhu cau giai tri va tdn hudng ca nhan, von 1a yéu t noi bat trong
trai nghi€ém du lich do6 thi, dac biét tai cac 18 hoi va hoat dong vui choi giai tri cua

TP. HCM.

Nhu vay, sau qua trinh hiéu chinh thong qua phong véan sau va thao luan
nhom, thang do thanh phan huéng thu di dugc mé rong tir ba 1én nim bién quan

sat.
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Bang 3.4. Thang do sy hwéng thu

hiéu Thang do gbc Thang do hi¢u chinh Ghi chu

[ was thrilled about having [T6i rat phan khich khi c6 mot

HE1 : e A -
a new experience. trdi nghiém mai.

[ took part in activities (TO1da tham gia cac hoatdong |
during the trip. trong chuyén di. Kim va cong su
(2012)

HE2

HE3 [l really enjoyed the trip. T6i thyc sy rét thich chuyén di.

1 had an exciting [T61 da c6 mot trai nghiém thu

HE4 experience. vi/hao hung.
Chuyé:n di da dap tng dwoc Piéu chinh sau
HES nhu cau giai tri va tan huéng nghién cliru

cua toi dinh tinh

(Nguon: Tong hop tir két qua phong van sdu va thao ludn nhém)

Sy b6 sung nay khong chi 1am phong pht thém khia canh do luong trai
nghi¢m du lich dang nhé ma con bao dam thang do phan 4nh ding ddc trung van
héa — xa hoi va thyc tién du lich tai TP. HCM. Pay 12 minh chimg 1 rang cho vai
trd0 quan trong cua phuong phap thdo luan nhém trong viéc hoan thién cong cu
nghién ctru, dong thoi nang cao d6 gia tri ndi dung (content validity) cta thang do.

3.2.3.3 Thang do tinh maoi

Trong nghién ciru vé trai nghiém du lich dang nhd (MTE), tinh méi dugc xac
dinh Ia mot yéu to quan trong tao nén sy khac bi¢t trong cdm nhan cua du khach.
Thanh phan nay phan anh mirc d6 ma chuyén di mang dén cho khach nhing trai
nghi¢m ddc ddo, mdi la va khéc biét so vdi cac trai nghiém trude do. Nhiéu cong
trinh d3 nhin manh vai tro cua tinh méi trong du lich, tiéu biéu nhu Lee va Crompton

(1992), Kim (2010), Tung va Ritchie (2011), Ali va cong su (2014, 2018).

Dua trén co s& 1y thuyét, nghién ctru ban dau da xiy dung bdn bién quan sat:
(NO1) Téi duogc trai nghiém nhitng diéu chua ting ¢ trong cac chuyén di trudc;
(NO2) T6i dd c6 mot trai nghiém doc dao; (NO3) TP. HCM mang dén cam giac méi
la va khac biét; (NO4) Moi thir trong chuyén di déu rat méi la so véi nhitng gi toi

tung trai qua.
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Tuy nhién, trong qué trinh phong van sau va thao luan nhém, nhiéu y kién
nh4n manh rﬁng trai nghiém du lich tai TP. HCM khong chi ga"m vo1 su doc dao hay
khac biét, ma con nam & yéu t6 bat ngd thi vi. Du khich thuong duge trai nghiém
nhirng diéu ndm ngoai mong doi ban dau, chang han nhu sy da dang bat ngd ctia 4m
thue dudng phd, cac hoat dong 18 hoi mang tinh ngiu hing, hay sy ning dong va
than thién tir cong dong dia phuong. Cac yéu té bat ngd ndy gop phan lam ting gia

trj cam xuc va ghi diu 4n manh mé trong ky trc du khach.

Chinh vi vay, bién quan sat (N5) “Nhiing trai nghiém tai TP. HCM mang dén
cho t6i nhiéu diéu bat ngd tha vi” dd dugc bod sung sau khi tham khao ¥ kién tir
phong van siu va xac nhan qua thao ludn nhom. Viéc bo sung bién nay mé rong
pham vi do ludng, gitip thanh phan tinh mé&i phan anh toan dién hon nhiing trai

nghiém ma du khach c6 duogc tai TP. HCM.

Bang 3.5. Thang do tinh ma&i

fi)é,u Thang do géc Thang do hi¢u chinh Ghi chu
NO1 I had a once-in-a-lifetime | T6i da c6 mot trai nghi€ém chi co

experience. mot lan trong doi.

‘ . Toi di c6 mot trai nehicm do
NO2 | I had a unique experience. 01 da c6 mot trai nghiém doc

dao. Kim va cong
My trip was different from | Chuyén di cia t6i khac voi | S¥ (2012)
NO3 . ) N A 4o oan
previous trips. nhiing chuyén di trudc day.
I experienced something | Toi di trai nghiém dicu gi do
NO4 . . o L
new during the trip. mé&i mé trong chuyén di.
Nhimng trai nghiém tai TP. HCM Zleu ncﬁgg
NOS5 mang dén cho t61 nhicu diéu bat o ngh
N cuu dinh
ngo thu vi. tinh

(Nguon: Tong hop tir két qua phong van sdu va thao ludn nhém)
Nhu vay, sau khi hiéu chinh, thanh phan Tinh méi bao gébm nam bién quan
sat (NO1-NOS5). Su b6 sung nay khong chi ciing cd tinh gia tri ndi dung cua thang
do ma con 1am rd rang “tinh mai” trong bdi canh du lich d6 thi khéng chi dén tir sy

khéc bi¢t, ma con gan lién voi nhitng trai nghiém bat ngo, thu vi va khé doan trudc.

91



Pay la yéu t6 gop phan quan trong vao viéc tao nén trai nghiém du lich dang nhd,
ddng thoi phan anh ding dic trung cia TP. HCM — mét diém dén s6i dong, da dang
va day bat ngo.

3.2.3.4  Thang do vin hod dia phwong

Trong nghién ciru vé trai nghiém du lich dang nhé (MTE), vin hoa dia
phuong dugc xem l1a mot yéu tb quan trong tao nén sy khac biét va gia tri cho diém
dén. Thanh phén nay phan anh mirc d¢ du khach cam nhan, tuong tac va bi an tuong
bdi ban sic vin hoa dia phuong trong sudt chuyén di. Co sé 1y thuyét cho thang do
nay duoc ké thira tir nhiéu cong trinh trude day, nhu Kim (2010), Tung va Ritchie
(2011), Ali va cong su (2014, 2018), von di khang dinh rang trai nghiém gin lién
v6i van hoa ban dia gop phan gia ting sy doc déo, tinh xac thuc va kha ning ghi
nhé cua chuyén di.

Dua trén co s& Iy thuyét, nghién ctru ban dau xay dung ba bién quan sat:

(LC1) T61 cdm nhan dugc nét dac trung van hoa cua nguoi dan TP. HCM.

(LC2) Trai nghiém siu sic vé van hoa dia phuong.

(LC3) Nguoi dan dia phuong rat than thién voi toi.

Tuy nhién, két qua tir thao luan nhom cho thay ba bién quan sat trén chua
phan anh day du cac khia canh ma du khach thuong trai nghiém trong bdi canh TP,
HCM — mot do thi da van hoa, ndi bat véi su soi dong, su giao thoa gitra truyén
thong va hién dai, cung véi doi sdng cong dong gan lién v6i van hda am thyc va su
c6i m& ciia ngudi dan. Do d6, hai bién quan sat méi da dugc bo sung nham mé rong
pham vi do luong:

(LC4) “Am thyc va phong cach song tai TP. HCM gy 4n tuong véi t6i.”
Bién quan sat nay duogc dwa vao nham phan anh vai trd ndi bat ciia am thuc duong
phé va phong cach song d6 thi, von dugc xem 1a diém hap dan dic trung cua TP,

HCM.
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(LCS) “To1 da co co hoi giao tiép va trao doi tryc ti€p voi nguot dan dia
phuong trong chuyén di.” Bi€n quan sat ndy bo sung thém chiéu kich vé sy tuong
tac xa hgi, nhan manh vi¢c trai nghiém van hoa khong chi dén tir quan sat ma con

tir sy tham gia va trao d6i truc tiép véi cong dong dia phuong.

Viéc bo sung hai bién quan sat nay lam cho thanh phan Vin héa dia phuong
tré nén toan dién hon, phan 4nh ca ba chiéu kich quan trong: (i) nhén thtrc vé ban
sdc van hoa, (ii) trai nghiém qua doi séng va am thuc, va (iii) su tvong tac xi hoi
v6i ngudi dan. Nhu vay, sau hiéu chinh, thanh phan niy gém niam bién quan sat
(LC1-LC5), vira giit duoc sy nhat quan véi co so 1y thuyét, vira phan anh chinh xac

hon thuc tién du lich tai TP. HCM.

Két qua nay cho thiy vai trd quan trong ctia thao luan nhoém trong viéc ning
cao do gia tri ndi dung (content validity) cua thang do, dong thoi 1am 13 rang trai
nghiém van hoa dia phuong tai TP. HCM khong chi dung lai & sy quan sat, ma con
nam & sy hoa nhap, giao luu va cam nhén sau sic vé doi séng cong dong. Pay 1a
nhirng yéu t6 gop phan tao nén trai nghiém du lich dang nhé, déng thoi cung b 1ong

gin bo va kha niang quay lai diém dén.

Bang 3.6. Thang do van hoa dia phuong

fi)élu Thang do géc Thang do hi¢u chinh Ghi chu
LCI Good impression | To6i c6 4n tuong tdt vé van hoa dia
about the local culture. | phuong.
LC2 Closely experienced | T6i da trai nghiém siu sic van héa | Kim va cong
the local culture. dia phuong. su (2012)
Local people were | Nguodi dan dia phuwong rat than
LC3 . Tx oo
friendly to me. thién véi toi.
Am thuc va phong cach sbng tai
LC4 A X fi A )
TP. HCM gay an tuong voi toi Pidu  chinh
Toi dd c6 co hoi trao ddi tryc tiép | sau  nghién
LC5 voi ngudi dan dia phuong trong | ¢Uu dinh tinh
chuyén di

(Nguon: Tong hop tir két qua phong van sdu va thao ludn nhém)

93



3.2.3.5 Thang do su thw gidn

Trong nghién ctru veé trai nghiém du lich dang nhé (MTE), sy thu gidn dugc
xem 13 mot thanh phan quan trong, phan anh kha ning chuyén di mang lai cho du
khach trang thai can bang tinh than, giam cing thang va cam giac phuc hdi sau hanh
trinh. Nhiéu cong trinh trude day (Oh & cong su, 2007; Kim, 2010; Tung & Ritchie,
2011; Ali & cong su, 2014, 2018) da khing dinh rang yéu t6 thu gidn dong vai tro
nén tang trong viéc hinh thanh sy hai 1ong, ning cao trai nghiém va tao an twong lau
dai ddi voi du khach.

Duya trén co sé 1y thuyét, thang do gbc ciia thanh phan thu gidn bao gom bdn
bién quan sat: (RE1) T6i da giam bét cang thang trong chuyén di; (RE2) T6i cam
thdy thoat khoi thoi quen thuong ngdy trong sudt chuyén di; (RE3) Toi cam thay
duoc nghi ngoi ding nghia sau chuyén du lich; (RE4) Sau chuyén di toi thay khoe

hon.

Tuy nhién, két qua thao ludn nhom chi ra rang bon bién quan sat nay mai
phan anh phan nao trang thai thu giin, ma chua 1am ndi bat yéu td giai toa tam 1y,
tam quén di ap luc va lo toan thuong ngay — von 1a dong luc quan trong dé khach
du lich tim dén trai nghiém tai TP. HCM. Trén co s& d6, mot bién quan sat mdi dugce

dé xuat b6 sung:
(RE5) “T6i quén di nhiing lo lang thuong ngay trong sudt hanh trinh.”

Viéc bd sung bién RE5 giup mé rong pham vi do ludng, khong chi ding lai
O cam giac nghi ngoi hay thoat ly théi quen, ma con nhan manh khia canh tai tao
cam xtc tich cuc thong qua viéc tam gac lai nhitng lo 4u trong cudc séng hang ngay.
biéu nay dac biét phu hop véi dac trung du lich d6 thi va 1& hoi tai TP. HCM, noi
du khach thuong tim kiém su can bang tinh than thong qua cac hoat dong giai tri,

vui choi, va giao luu van hoa.

Sau khi hi¢u chinh, thanh phan Sy thu gién bao gdm nam bién quan sat (RE1—
RE5). Két qua nay khong chi cing ¢b do gia tri ndi dung cia thang do ma con phan

anh sau sac hon vai tro cua trai nghiém du lich trong viéc mang lai sy an yén, giai
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téa cang thang va tai tao nang lugng cho du khach. Pay 1a mot trong nhimng yéu td

then chét dé tao nén trai nghiém du lich dang nh¢, ddng thoi gop phan lam gia ting

DS va DL.
Bang 3.7. Thang do su thw gian

Ky £ A e .
hiéu Thang do goc Thang do hiéu chinh Ghi chu

I relieved stress during | T6i dd giam bét cang thang
REI . L oa-

the trip. trong chuyén di.

I felt free from daily Tor cam :[hay th? dt khoi th(;n
RE2 . . } quen thuong ngay trong suot )

routine during the trip. chuyén di. Kim va cfng su

2012

I had a refreshing | T6i dd c6 mot trdi nghiém ( )
RE3 . , .

experience. sdng khodi.

I felt better after the | Sau chuyén di toi thay khoe
RE4 .

trip. hon.

T6i quén di nhiing lo lang | Piéu chinh sau
RES thuong ngay trong suot hanh | nghién ctru dinh
trinh. tinh
(Nguon: Téng hop tir két qua phong van sdu va thao ludn nhém)
3.2.3.6 Thang do y nghia

Trong cc nghién ctru vé trai nghiém du lich dang nhé (MTE), ¥ nghia dugc
xem 1 mot thanh phan quan trong phan dnh muc d6 du khach cam nhan dugc gia
tri sdu sac, su gan két va tim quan trong cia trai nghiém déi v6i ban than. Nhiing
trai nghiém du lich mang tinh y nghia thudng vuot ra ngoai sy hai long tirc thoi, dé
lai tdc dong lau dai dén nhan thirc, cam xtc va cach nhin cta du khach vé cudc séng.
Theo Kim (2010), Tung va Ritchie (2011) va Ali va cdng su (2014, 2018), y nghia
duogc coi 13 yéu t6 cbt 161 dé bién trai nghiém du lich thanh ky niém dang nhd, gbp
phan hinh thanh méi quan hé bén chit giita du khach va diém dén.

Duya trén co so 1y thuyét, nghién ciru ban dau xay dung ba bién quan sat:
(ME1) Tbi cam thay minh da lam duoc diéu gi d6 c6 y nghia; (ME2) Téi da hoc
duoc diéu gi d6 vé cho ban than minh qua chuyén di; (ME3) Trai nghiém tai TP.

HCM mang lai cho t6i nhitng cdm xuc tich cuc sau sac.
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Tuy nhién, két qua thao luan nhém cho thiy ba bién nay méi phan anh khia
canh ca nhan cua y nghia, trong khi trai nghiém du lich tai TP. HCM — dac biét trong
bbi canh 1& hoi — con gan lién véi yéu t cong dong va su phan tinh vé gia tri song.

Do do, hai bién quan sat méi da duge bo sung:

(ME4) “T6i c¢6 cam giac gan két sau sic v6i cac hoat dong 1 hoi tai TP. HCM
sau chuyén di.” Bién nay nhdn manh dén su gin két xa hoi va gia tri tip thé ma du
khach nhan duoc thong qua viéc tham gia cac hoat dong van hoa cong dong.

(MES) “T61 nhan ra diéu gi la thyc sy quan trong ddi véi cude séng cua minh
sau chuyén di.” Bién nay bo sung chiéu kich phan tu (self-reflection), cho thay
chuyén di khong chi tao ra trai nghiém vui vé, ma con giup du khach nhin nhan lai

gia tri, myc ti€u va y nghia trong cudc song.

Bang 3.8. Thang do y nghia

fi)élu Thang do géc Thang do hi¢u chinh Ghi chu
I felt . that T did T6i cam thidy minh da lam duoc
MET | something diéu gi d6 c6 ¥ nghia
meaningful. £ y nghia.
I felt that 1 did |Toi cm thiy minh da lam duge | —m Va cOng su
ME2 . A s as (2012)
something important. | di€u gi d6 quan trong.
I learned something | T6i da hoc dugc diéu gi d6 vé ban
ME3 A
about myself. than minh.
T61 c6 cam gidc gél} két sau sic
ME4 vO1 cac hoat d(:)ng le hoi tai TP. N i
HCM sau chuyén di Diéu chinh sau
' o nghién ctru dinh
To1 nhép radiéu gi lé’thuc swquan | tinh
ME5 trong doi voi cudc song cia minh
sau chuyén di.

(Nguon: Téng hop tir két qua phong van sdu va thao ludn nhém)
Viée bd sung ME4 va MES5 giup mé rong pham vi do luong thanh phan Y
nghia, 1am cho thang do phan anh day du hon ca hai chiéu kich: (i) gi tri ¢4 nhan —
hoc héi, cam xtc tich cuc, su khrflng dinh ban than; va (ii) gia tri xa hdi — sy gén két

cong ddng va sy phan tinh vé cudc sdng. Pay 1a nhitng yéu t6 rat phu hop véi dic
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trung du lich tai TP. HCM, noi trai nghiém ctia du khach thudng gan lién véi 18 hoi,

giao luu van hoa va su da dang cia moi truong xa hoi.

Nhu vy, sau hiéu chinh, thanh phan Y nghia bao gém nim bién quan sat
(ME1-MES5). Két qua nay khong chi cing cb do gia tri noi dung (content validity)
ma con nhin manh vai trd cua du lich nhu mot phuong tién tao ra gia tri tinh than,
g6p phan nang cao sy hai long, 1ong trung thanh va kha ning quay lai diém dén.

3.2.3.7 Thang do su tham gia

Trong bdi canh nghién ctru vé trai nghiém du lich ddng nhd (MTE), su tham
gia duoc coi 1a mot trong nhitng thanh phan quan trong phan anh muc d6 gan két
cht dong ciia du khach véi cac hoat dong tai diém dén. Nhiéu nghién ciru trude (Oh
etal., 2007; J. H. Kim, 2010; Tung & Ritchie, 2011; Ali va cdng su, 2014, 2018) da
nhan manh rang sy tham gia tich cuc khong chi mang lai niém vui va sy himg khai,
ma con 1am ting kha ning luu gitr ky e, ddng thoi ciing ¢b mbi lién hé tinh cam
giita du khach va diém dén.

Duya trén co sd 1y thuyét, thang do gbc cuia thanh phan Sy tham gia bao gdm
ba bién quan sat: (IN1) Toi tich cuc tham gia vao cac hoat dong tai diém dén, (IN2)
T6i cam thay minh 1a mot phan khong thé tach roi cia khong khi 18 hoi tai TP. HCM,
(IN3) Toi quan tdm dén cac hoat dong chinh danh cho khach du lich.

Tuy nhién, két qua thao luan nhom cho thay cac bién quan sat nay chua phan
anh day du dic thu trai nghiém du lich tai TP. HCM, dic biét trong bdi canh du lich
1 hoi va hoat dong van hoa cong déng. Céc thanh vién tham gia da dé xuét bo sung
hai bién moi:

(IN4) “Tbi duge twong tac thuc sy véi cac hoat dong vin hoa 1& hoi tai TP.
HCM.” Bién nay phan anh chiéu kich tuong tac truc tiép, nhan manh viée du khach
khong chi quan sat hay tham gia thu dong, ma con truc tiép trai nghi¢m, tham gia

vao cac hoat dong van hoda ban dia.

(INS) “T6i dugc huéng dan, khuyén khich va tao diéu kién dé tham gia cac

hoat dong tai di€ém dén.” Bién nay nhan manh dén sy ho tr¢ tir phia nha t6 chuc va
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cong dong, cho thay trai nghiém tham gia cta du khach phu thudc mot phan quan

trong vao vi¢c dugc tao diéu kién va khuyén khich tham gia.

Bang 3.9. Thang do su tham gia

Ih<i§u Thang do goc Thang do hi¢u chinh Ghi chu
I visited a place that I really | T6i dd dén mot noi ma toi that
IN1 . X L x
wanted to visit. su muon ghé tham.
N2 I enjoyed activities that I | T6i da tén huong nhimg hoat | Kim va cong
really wanted to do. dong ma t6i that sy mudn lam. | su (2012)
N3 [ was interested in the main | T6i quan tdm dén cac hoat
activities offered to tourists. | dong chinh danh cho du khach.
T61 duoc tuong tac thl_rg su voi
IN4 cac hoat dong vanhoalé hoitai | pidy chinh
TP sau nghién
T6i dugc huéng dan, khuyén C}’m dinh
IN5 khich vé tao diéu kién dé tham tinh
gia cac hoat dong tai diém dén

(Nguon: Téng hop tir két qua phong van sdu va thao lugn nhém)

Viéc bo sung hai bién quan sat nay gitip thang do sy tham gia phan anh day
da hon hai khia canh then chét: (i) mirc d tham gia chu dong va ty than coa du
khach, va (ii) su hd trg va khuyén khich tir bén ngoai dé nang cao trai nghiém tham
gia. biéu nay ddc bi¢t phu hop voi bdi canh TP. HCM, noi cac hoat dong 18 hoi va
su kién van hoa thuong khuyén khich sy hoa nhap cta du khach trong vai tro vira 13
ngudi quan sat vira 1a nguoi dong sang tao trai nghiém.

3.2.3.8 Thang do sw dong duc

Két qua thao ludn nhom cho thay du khach khi tham gia céc su kién, dic biét
13 cac 1& hoi tai TP. HCM, khong chi nhin nhan sy dong dic dudi goc do tidu cuc
ma con tiép can theo hai chiéu kich song song: tinh chdp nhin duoc va tinh sdi dong
— hap dan. Cach tiép can nay phan anh mot nhan thirc da chiéu vé crowding, phu
hop véi quan diém cua cac nghién ciru gan ddy cho rang dong dic vira co thé 1a

ngudn gy phién toai, vira c6 thé tré thanh yéu t gia ting su himg khai va tinh xac
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thuc cho trai nghiém (Machleit & cdng su, 2000; Popp, 2012;Kim & cong su, 2016;
Jacobsen & cong su, 2019; Milman & cong su, 2020; Cheng & cong su, 2021;).

Bang 3.10. Thang do sy dong duc

hiéu Thang do goc Thang do hi¢u chinh Ghi chu
I feel that the number ae L& Machleit va cong su
of people in this Toi cam thay.qs 0 luong (2000); Kim va cong
CD1 nguoi tai dia diém nay la : i

place is appropriate
and pleasant.

su (2016); Milman va

phu hop va dé chiu. cong su, (2020)

Machleit va cdng su
\ 2000); Po 2012);
The presence of | Sy hién dién cua nhidu | oo s pfar(lg )
cpy | many people makes | ngusi khien bau khong | 016): Jacobsen va
the atmosphere more | khi tro nén so6i dong va cong  sw  (2019);

lively and enjoyable. | tha vi hon. Milman va cong su

(2020)

The enthusiasm and | Nhiét huyét va phan tng | Jacobsen va cong su
reactions of other |cuia nhiing ngudi xung | (2019); Milman va
CD3 | visitors make me feel | quanh khién toi cam théy cong su, (2020);
more excited and | hing khéi va hai long | Cheng va cong su
satisfied. hon. (2021)

I feel emotionally | TOi cam thiy c6 su két | Popp (2012);
connected and share |noi cdm xuc va chia s¢ | Jacobsen va cong su
joyful feelings with |niém vui chung véi |(2019); Cheng va
the crowd around me | nhiing nguoi xung quanh | cong su (2021);

CD4

Popp (2012); Kim va
cong su  (2016);
Cheng va cong su
(2021);

I enjoyed interacting | Toi cam thdy thich tha
CD5 | with the crowd at the | khi dugc tuwong tac voi
festival. dam dong tai 1€ hoi.

(Nguon: Tong hop tir két qua phong van sdu va thao ludn nhém)

Trén co sé do, thang do sy dong dac da dugc diéu chinh va m¢& rong thanh
nim bién quan sat, cu thé nhu bang 3.8. Trong qua trinh phong van dinh tinh, nhiéu
ngudi tham gia cho rang “dong duc 1a diéu tat yéu” ciia khong gian 18 hoi va tham
chi xem d6 13 d4u hiéu cua sy hip din va thanh coéng cta sy kién. Quan diém nay

phu hop v6i két luan ctia Neuts va cong s 2012) va Cheng va cong su (2021) ring
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nhan thuce tich cyc vé sy dong diac khong chi dén tir cdm xUc tirc thoi ma con phu

thude vao ky vong va mire do chap nhan xa hoi ciia du khach.

Khi du khach nhén thirc sy dong duc nhu mdt phan tu nhién va hop 1y cua
trai nghiém, ho c6 xu huéng giam phan tng tiéu cuc, dong thoi duy tri cam xdc tich
cuc va su hai long téng thé (Machleit & cong su, 2000). Nhu vay, sau khi hi¢u chinh,
thang do su dong duc bao gdbm nim bién quan sat (CD1-CD5). Thang do nay da
dich chuyén tir cach tiép can mé ta don thuan vé mat do du khach sang cach tiép can
da chiéu, két hop ca hai mat ti€u cuc va tich cuc ctia sy dong dac. Su thay doi nay
vira bao dam tinh ké thira tir cic nghién ciru trude, vira phan anh chinh xac hon thuc
tién du lich tai TP. HCM — noi su dong duc trong 1& hdi khong chi 1a mot thach thuc
d6i voi quan 1y diém dén, ma con 1a ngudn luc tao nén stc hap dan va ban sic riéng
cua trai nghiém du lich dé thi.

3.2.3.9 Thang do sy hai long diém dén

Trong cac nghién ctru vé hanh vi du lich, su hai long diém dén dugc xem 1a
mot bién trung tAm, phan anh mirc 46 ma trai nghiém thuc té cua du khach dap Gmg
hodc vuot qué ky vong ban dau. Theo Oliver (1997), su hai long 1 két qua ciia qua
trinh so sanh gitta ky vong va trai nghiém, dong thoi 1a yéu t6 then chdt quyét dinh
10ng trung thanh diém dén. Cac nghién ctru gan diy (Veasna, Wu & Huang, 2013;
Ali & cong su, 2018; Gohary & cong su, 2020; Li & cdng su, 2021) cling khéng
dinh vai trd trung gian cta sy hai long trong méi quan hé giira trai nghiém, gia tri

cam nhan va y dinh hanh vi cia du khach.

Duya trén co so 1y thuyét, thang do gdc vé su hai long diém dén duoc xay
dung v&i nam bién quan sat: (DS1) Tdi chac chin rang quyét dinh dén thim diém
dén nay 1a ding din; (DS2) T6i cam thay hai long véi quyét dinh dén thim diém
dén nay; (DS3) Nhitng ky vong cua tdi vé diém dén nay da duoc dap tGng; (DS4)
Trai nghiém tong thé tai diém dén nay tot hon t6i mong doi; (DS5) Nhin chung, toi

hai long v6i diém dén nay.
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Két qua phong van sdu va thao ludn nhom cho thiy can diéu chinh dé phu
hop hon véi bdi canh TP. HCM. Céc thanh vién tham gia nhan manh rang ngdn ngit
cta thang do phai gan gili, d& hiéu va phan anh dung trai nghiém thyc té vé chat

lugng dich vu cling nhu dac thu du lich d6 thi. Trén co s& do, thang do dugce hi¢u

chinh va b6 sung thanh sau bién quan sat nhu bang 3.9.

Bang 3.11. Thang do sy hai long diém dén

hKizu Thang do géc Thang do hi¢u chinh Ghi chu
I am sure that it was | To1 che"}c chéin réng quyét gggﬁr’ & (lljggs(:l)l;
DS1 | the right decision to | dinh dén thdm diém dén s
visit this destination. | nay 1a dng dén 2005;  Veasna  va
' Y & dan. cong su (2013)
’ Oliver, (1980);
I feel good about my | T6i cam thay hai long voi | Yoon &  Uysal,
DS2 | decision to visit this | quyét dinh dén tham diém | 2005; Veasna va
destination. dén nay. cong su (2013); Ali
va cong su (2018)
My expectations about | Nhimng ky vong ctia toi vé Oliver, (1980);
; . R T2 , Yoon & Uysal,
DS3 | this destination were | di€ém dén nay da dugc dap ) .
met o 2005; Gohary va
' & cong sy (2020)
The ‘ overa}l Trai nghiém tong thé tai Oliver, (1980);
DS4 | EXperience at this didm dén nav 18t hon t6i Yoon & Uysal,
destination was better mone doi y 2005; T. Li va cong
than I expected. £ €Ol su (2021)
Oliver, (1980);
DS5 Overall, I am satisfied | Nhin ghung, to1 hai long | Yoon &  Uysal,
with this destination. vo1 diém dén nay. 2005; Gohary va
cong sy (2020)
DS6 Pay 1a mot chuyén du lich | Diéu chinh  sau
hap dan nghién ctru dinh tinh

(Nguon: Tong hop tir két qua phong van sdu va thao ludn nhém)

Sy diéu chinh ndy mang lai hai déng gép ndi bat. Thir nhat, ngdn ngir dugc
c4 nhan héa va bdi canh héa: thay vi chi dé cap chung chung dén “diém dén”, cac

bién quan sat nhan manh tryc tiép dén TP. HCM, tir d6 tang do phu hop ngir canh
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va tinh d& hiéu cho du khach. Thir hai, bién méi (DS6) di mé rong pham vi do
ludng, phan anh day da hon khia canh quan trong trong danh gia sy hai long 1a su
hap din tong thé ctia chuyén di. Pay 1a nhimg yéu t6 dugc xem 1a dic trung trong
danh gia hai long ddi v6i du lich d6 thi néi chung va TP. HCM noi riéng.

Sau hiéu chinh, thang do su hai 1ong diém dén gém sau bién quan sat (DS1—
DS6). Viée diéu chinh ndy vira bao dam tinh ké thira tir cic nghién ciru trude, vira
phan anh chinh x4c dic thu cua TP. HCM, qua d6 nang cao dd gia tri ndi dung
(content validity) va tinh tng dung ciia cong cu trong cac nghién ctru vé trai nghiém
du lich, su hai long va 1ong trung thanh diém dén

3.2.3.10 Thang do long trung thanh diém dén

Long trung thanh diém dén duoc xem 13 mot trong nhirng bién phu thudc
trung tAm trong cac mo hinh nghién ctru hanh vi du khach, phan anh muc do gan bo
lién tuc cta du khach véi diém dén va ¥ dinh hanh vi quay lai hodc gi6i thiéu diém
dén cho ngudi khac. Theo thang do gdc duoc dé xuat bai Zeithaml (1985) trong linh
vuc marketing dich vy, long trung thanh dugc hinh thanh trén nén tang cam nhan
gia tri, su hai long va y dinh hanh vi — bao gém y dinh quay lai va truyén miéng

tich cuec.

Céc nghién ciru sau nay trong linh vuc du lich d3 ké thira, mé rong va hiéu
chinh thang do nay nham phu hop véi bdi canh long trung thanh diém dén
(destination loyalty). Cu thé, Lee & Beeler (2007) va Chi & Qu (2008) khang dinh
rang 10ng trung thanh diém dén khong chi phan anh y dinh hanh vi ma con bao ham
khia canh thai d6 (attitudinal loyalty) — thé hién qua cam xtc gin bo, su yéu thich
va niém tin d6i v4i diém dén. Chen & Chen (2010) va Wu (2016) tiép tuc cung cb
mbi quan hé nhan qua gitra trdi nghiém du lich tich cuc va sy hai long diém dén, tur
d6 dan dén long trung thanh diém dén. Gan day hon, Gohary et al. (2020) va Li et
al. (2021) da diéu chinh thang do theo huéng nhan manh ¥ dinh hanh vi dai han va
muc do san sang gidi thiéu diém dén cho nguodi khac, xem day 1a biéu hién cu thé

ctia long trung thanh bén viing.
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Trén co s& d6, nghién ciru nay ké thira va hiéu chinh thang do gdc ciia
Zeithaml (1985), dong thoi tich hop cac bién quan sat dd dugce xac nhan trong cac
cong trinh sau nham dam bao tinh khai quat va phu hop véi bdi canh du lich 1& hoi
tai TP. H6 Chi Minh. Thang do 1ong trung thanh diém dén trong nghién ciru hién tai

bao gdm hai nhém biéu hién chinh:
(1) Y dinh quay lai diém dén trong tuong lai.

(2) Sin sang gi6i thiéu hodc khuyén nghi diém dén cho nguoi khac.
CAu trac nay phan anh quan diém hién dai vé long trung thanh nhu sy két hop giira
thai do tich cuc va hanh vi du dinh, déng thot phu hop véi dinh hudong ké thira thang

do trong cac nghién ctru du lich gan day.

Bang 3.12. Thang do long trung thanh diém dén

Ky £ ‘A .
hi¢u Thang do goc Thang do hi¢u chinh
I will recommend this U Oliver (1999);
. To1 s€ gioi thi€u vé diém . \
destination to other O - .. |Cht wva Qu,
DL1 dén nay cho nhitng nguoi ) \
people who want to Khéc mudn di du lich (2008); Chen va
travel. T Chen (2010)
I w1'11 encourage my | ..« khuyén khich Oliver (1999);
relatives and friends to A s \ Wu (2016);
DL2 . nguoi than va ban be lua C A
choose this chon didm dén na Gohary va cong
destination. j Y su (2020)
I will not switch to Toi cam Ehay ganxl‘)o va ZAelthaml va
. khong mudn thay doi sang | cong su (1996);
DL3 another destination in N X . .
the future mot diém dén khac trong | Yoon va Uysal
) tuong lai. (2005)
owill revisit this | Z?r‘lthargl(lggg)?
DL4 destination in the o1 s¢ quay a1 digm e cong st (. ’
future nay trong tuong lai. T. L1 va cong su
' (2021)

(Nguon: Tong hop tir két qua phong van sdu va thao ludn nhém)

Duya trén co s ly thuyét nay, thang do gbc vé long trung thanh diém dén dugc

xay dung vo1 bon bién quan sat:
(DL1) Toi sé gidi thiéu ve diém dén nay véi nguoi than cia minh.
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(DL2) Tbi sé& gi6i thiéu vé diém dén nay cho nhitng nguoi khac mudn di du

lich.
(DL3) Téi s& khuyén khich ngudi than va ban bé lwa chon diém dén nay.
(DL4) T6i s& quay lai diém dén nay trong tuong lai.

Két qua thao luan nhom cho thdy ca bdn bién quan sat trén déu phu hop, 18
rang va day da dé do luong khai niém long trung thanh diém dén trong bdi canh du
lich TP. HCM. Céc thanh vién tham gia thao luan dong thuan ring thang do nay da
bao quat ca hai khia canh quan trong: long trung thanh hanh vi (hanh vi quay lai
diém dén — DL4) va long trung thanh truyén miéng (khuyén nghi va gidi thiu diém
dén — DL1, DL2, DL3). Do do, khong c6 bién quan sat nao bi loai bd, cling khong

c6 bién nao can bd sung thém.

Viéc giit nguyén thang do gdc ciing phit hop vai khuyén nghi ciia cac nghién
ctru trude, von da nhiéu 1an kiém dinh va khéng dinh do tin cdy, tinh gia tri ctia cac
bién quan sat ndy trong nhiéu bdi canh du lich khac nhau (Chi & Qu, 2008; Chen &
Chen, 2010). Diéu nay cho thay thang do 10ng trung thanh diém dén c6 tinh khai
quat cao, d& dang 4p dung trong nhiéu nghién ctru ma khéng can diéu chinh 16n.

Nhu vy, sau thao ludn nhém, thanh phan Long trung thanh diém dén tiép tuc
duoc giit nguyén véi bon bién quan sat (DL1-DL4). Két qua nay khang dinh thang
do da dat d6 gia tri ndi dung tot va du kha nang phan anh chinh xac khai niém trong
bdi canh TP. HCM, qua d6 sin sang sir dung cho giai doan nghién ctru dinh luong

tiép theo

3.3 Panh gia d¢ tin ciy so b

Trudc khi trién khai khao sat chinh thirc v6i ¢& mau 16n, viéc tién hanh kiém
dinh so bd 1a budc quan trong nham danh gia tinh tin ciy va gia tri do luong cta cac
thang do nghién ctru. Quy trinh nay gitp sang loc, tinh chinh cic bién quan sat
(items), dam bao phan anh chinh xac cac khai niém ly thuyét, dong thoi giam thiéu
rti ro loai bo bién khong dat yéu cdu trong phan tich chinh thirc (Hair, Black, Babin,
& Anderson, 2019).
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Trong nghién ctru nay, tac gia thuc hién khao sat so b voi1 100 bang hoi hop
1¢ tai TP. H5 Chi Minh, d4i twong gdm khach du lich néi dia va qudc té. Dit liéu dugc
xtr 1y bang SPSS 26.0 theo hai budc: (i) kiém dinh do tin cdy thang do bang hé sb
Cronbach’s Alpha; (ii) phan tich nhan t6 kham pha (EFA).

Két qua Cronbach’s Alpha cho thiy tit ca cac thang do déu dat ngudng chip
nhan (>0,7), chimg minh tinh nhat quan ndi tai. Cu thé, thang do Trai nghiém du lich
dang nhd (MTE) gom bay nhan t6: Huong thy (o = 0,851), Vian hoa dia phuong (o =
0,836), Thu gian (a = 0,812), Y nghia (a = 0,844), Sy tham gia (o= 0,857 — cao nhét),
Kién thirc (a0 = 0,829) va Su méi la (a = 0,841), véi tong thé dat o = 0,921, vuot xa
nguong 0,9, thé hién do tin cay rat cao. Cac thang do khac cling dat do 6n dinh: Su
hai 1ong diém dén (DS) o = 0,873, Long trung thanh diém dén (DL) a = 0,889, va Su
dong duac (Crowding — CR) a = 0,812. Tét ca hé sd twong quan bién—tong déu >0,3,
khong co bién quan sat nao bi loai bo.

Két qua EFA tiép tuc khang dinh tinh phi hop cta thang do: hé s6 KMO =
0,876 (>0,5) cho thdy mau du diéu kién phan tich; kiém dinh Bartlett’s Test of
Sphericity c6 gia tri Chi-square = 2456,327; df = 465; p < 0,001 ching minh ma tran
turong quan khac biét co y nghia; cac hé sé tai nhan td déu >0,5, khong xuat hién hién
tuong tai chéo, dong thoi tong phuong sai trich dat 67,42%, vuot ngudng 50%, ching
minh mé hinh giai thich phan 16n bién thién trong dit liéu. Tir két qua nay c6 thé rat
ra mot s6 diém quan trong: thir nhét, thang do MTE véi a = 0,921 va bay nhan td
thanh phﬁn déu trén 0,8 thé hién su 6n dinh va d@)ng nhét cao, tuong thich voi cac
nghién curu trude (Kim, 2010; Ali et al., 2018), ching minh kha nang ap dung trong
bbi canh TP. H6 Chi Minh; thtr hai, thang do DL véi a = 0,889 cho thiy cong cu do
ludng phan anh tbt ca hai khia canh hanh vi trung thanh 1a ¥ dinh quay lai va truyén
miéng tich cuc; thir ba, cac thang do DS va CR ciing dat d6 tin cdy cao, dam bao tinh
6n dinh trong do lwdng sy hai long va cam nhan dong diic; va cudi cung, két qua EFA
da xac nhan gia tri hoi tu va phan biét, khi cac bién quan sat déu tai ding nhan to ly

thuyét ma khong xuét hién nhiéu chéo.
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Nhu vay, két qua kiém dinh so bd v&i 100 mau hop 1€ da cung cép béng
chtng vitng chic vé tinh tin cdy va gid tri do ludng cua thang do trong nghién ciru.
Tét ca thang do déu dat Cronbach’s Alpha cao, hé sb tai nhan t 16n hon 0,5 va téng
phuong sai trich dat 67,42%, khang dinh c4u tric 1y thuyét ban dau phu hop va dang
tin cdy. Do d6, b thang do dugc xem 1a dap tng day du yéu cau hoc thuit va c6 thé
st dung trong khao sat chinh thirc v6i quy md mau 16n hon; thang do chinh thirc

dugc trinh bay tai Phu luc 3.1.
3.4 Thiét ké miu nghién ciru chinh thirc

Nghién ctru 4p dung phuong phap 1dy miu phan ting ngau nhién (Stratified
Random Sampling) nham dam bao tinh dai dién va do tin cay cua dir liu. Trén co s&
sO lidu thong ké chinh thirc vé lugng khach du lich dén TP. HCM, cac tiéu chi phan
tang duoc xac dinh gém: loai hinh khach du lich (ndi dia va quéc té), do tudi, gidi
tinh va thu nhap. Trong mdi ting, phan tir mau dugc chon ngau nhién, gitip phan anh
dung co cau tong thé, déng thoi han ché sai léch chon mau va tao diéu kién thuan loi
cho viéc so sanh su khac biét giita cac nhom nhan khau hoc trong cac mdi quan hé
nghién ctru. Nghién ctru két hop 1dy miu c6 chu dich theo tiéu chi (criterion-based
purposive sampling), ddi trong khao sat 1a khach du lich ¢én TP.HCM tir 1an thir hai
tré 1én va c6 tham du it nhat mot 18 hoi tai TP.HCM. Nguoi tra 161 duoc tuyén chon
truc tiép tai cac khu vue dién ra 18 hoi va cac diém tham quan trong yéu; trudc khi tra
101 bang héi, ngudi tham gia dugc kiém tra bang cac cau hoi sang loc dé dam bao phu
hop voi tiéu chi nghién ctru.

Céch tiép can nay goép phan nang cao do bao quat va chinh xac cua dir liéu,
phuc vu hiéu qua cho céac phan tich tiép theo nhu Cronbach’s Alpha, EFA, CFA va
SEM. V¢ kich thuéc miu, nhiéu hoc gia di dua ra khuyén nghi: Tabachnick va
Fidell (1991) d& xuat n > 8m + 50; Gorsuch (1983) yéu cau it nhat 200 quan sat cho
ho6i quy; Hair va cong su (1988) cho rang ty 1¢ quan sat/bién do ludng t6i thicu la
5:1. Theo quy tic kinh nghiém, kich thudc miu cang 16n cang tot dé ting do tin cay.

Trong nghién cu nay, dir liéu ddu vao dugc tinh toan dwa trén quan thé N =
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44.000.000 khach du lich (s6 liéu nam 2024), ty 1¢ gia dinh p = 50% nham bao dam
tinh than trong, sai s6 cho phép d = 5% va hé sb thiét ké DEFF = 1 do sir dung
chon mau ngéu nhién don gian. Nhu vay, c& mau dugc xac dinh ¢ co sd viing chic

vé phuong phap luan va dap tng chuan muc qudc té.

Hinh 3.2 trinh bay cic thong s6 dau vao dé xac dinh ¢& mau cho tan suat
trong quan thé theo cong thirc Cochran, véi dit liéu tinh toan tir phan mém OpenEpi,
Version 3 (Dean, Sullivan & Soe, 2013). Véi quan thé N = 44.000.000, ty 18 gia dinh
p =50%, sai s6 d = 5% va mic tin cay 95% (Z = 1,96), két qua cho thdy c¢& mau t6i
thiéu can thiét 13 385. Con sb nay phu hop voi khuyén nghi cua Hair & cong su
(2010) va Tabachnick va Fidell (1991)), khi cac nghién ctru khoa hoc xa hoi thuong
yéu cau tir 300-400 mau dé dam bao kha ning khai quat hoa két qua Bang 3.4. Két

qua cho cac muc dg tin cay khac nhau.

Sample Size for % Frequency in a Population
(Random Sample)

44000000

If large, leave as one
million

Population size

Between 0 & 99.99. If

Anticipated % frequency(p) unknown, use 50%

Confidence limits as +/- percent of
100

Design effect (for complex sample
surveys--DEFF)

1.0 for random sample

. Absolute precision %

Hinh 3.2. Thong s6 dau vao dé xac dinh ¢& miu cho tin suit trong quan thé
(trwong hgp miu ngiu nhién)
(Nguon: Tinh todn tir phan mém OpenEpi, Version 3 (Dean, Sullivan & Soe, 2013)
Trong nghién ciru nay, dé dam bao kich thudc quan sat phuc vu nghién ctru tac
gia da can ddi lya chon s6 quan sat sau khi da thao luan va xem xét toan bo cac tham
sO uéc lugng trong mo hinh, cu thé: toan bd cac chi bao dung dé do ludng cac bién

quan sat 12 55 (bao gém 05 chi bao do yéu t6 sy dong diic; 35 chi bao do ludng cac
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thanh phan cia trai nghiém du lich dang nhé, 6 chi s6 do ludong yéu tb sy hai long
diém dén, 4 chi s6 do luong yéu té 1ong trung thanh diém dén), c6 5 khai niém nghién
ctru. Dya trén phuwong phap va hd trg tinh toan tir phan mém OpenEpi, tac gia chon
c& mau 1én 385 quan sat, dé du phong loai quan sat khong dat, tac gia thuc hién

nghién ctru 450 quan sat.
Bang 3.11. Két qua cho cic mirc dd tin cdy khac nhau

Sample Size for Frequency in a Population

Population size(for finite population correction factor or fpc)(V): 44000000
Hypothesized % frequency of outcome factor in the population (p):50%+/-5

Confidence limits as % of 100(absolute +/- %)(d): 5%
Design effect (for cluster surveys-DEFF): 1
Sample Size(n) for Various Confidence Levels
ConfidenceLevel(%) Sample Size
95% 385
80% 165
90% 271
97% 471
99% 664
99.9% 1083
99.99% 1515
Equation

Sample size n = [DEFF*Np(1-p)V/ [(@%/Z2}.o/2*(N-1)+p*(1-p)]

Results from OpenEpi, Version 3, open source calculator--SSPropor
Print from the browser with ctrl-P
or select text to copy and paste to other programs.

(Nguon: tinh todn tir phan mém OpenEpi, Version 3; tham khdo Cochran, 1977)

3.5 Thu thip thong tin miu nghién ciru

Thong tin mau nghién ctru duge thu thap bang phuong phap phong van bang
bang hoi v&i 450 phiéu phat ra, thu vé 434 phiéu khao sat dat yéu cau dua vao bo dit
lidu. Khao sat duoc thuc hién tir thang 2/2025 dén hét thang 6/2025, tai cac 1& hoi
dién tai TP. HCM cu thé: L& hoi tét Viét, L& Hoi chao mung 50 nam Théng nhét dat
nuée (30/4 — 1/5), L& hoi Ao dai, L& hoi Banh Mi, L& hoi Vin héa 4m thuc Moén
Ngon, L& hoi Nguyén Tiéu, L& hoi Pén Hung.

Dbi voi nhém du khach quéc té, nghién ciru wu tién trién khai phong van truc
tiép bang bang khao sat chinh thirc (structured questionnaire interview) nham dam

bao mirc d6 hiéu ding ndi dung cau hoi, giam sai 1éch do luong do khac biét ngdn
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ngir va bdi canh vin hoa. Cach tiép can nay duogc lya chon thay vi hinh thirc ty dién
bang hoi, do thuc té cho thay nhiéu du khach qudc té gip khé khin trong viée dién
giai ddy di cac khai niém triru trong nhu trai nghiém dang nhd, sy hai long hay cam

nhan vé sy dong duc trong moi truong 18 hoi d6 thi.

Bang 3.12. Thiét ké mau khao sat

Thiet ke |Solwong | . 18
450/ 44 tri¢u miu  khio | phiéu Y o xf
: . phiéu/mau
sat dat
Péi Khach quoc té 95 91 21.0
twong | Khach noi dia 355 343 79.0
khach | 15,6 450 434 100
Nam 215 202 46.5
Gioi tinh | Nit 235 232 53.5
Tong 450 434 100
Tir 18 — dudi 26 tudi 105 101 23.5
Tir 26 — dudi 34 tudi 95 92 21.2
Nhém | T 34 — dudi 42 tudi 95 92 21.2
tudi Tir 42 tudi — dudi 50 tudi | 95 91 21.0
Tir 50 tudi trg 1én 60 57 13.1
Tong 450 434 100

(Nguoén: Dé xudt ciia tac gic)

Cac cudc phong van khao sat duoc thuc hién truc tiép tai khong gian 18 hoi
hodc ngay sau khi du khach két thuc trai nghiém, voi thoi lugng trung binh tir 10-15
phut cho mdi ddi tugng. Nguoi phong van 13 nghién ciru sinh va cac cong tac vién da
duoc tap huan trude vé ndi dung bang hoi, quy trinh tiép can du khach va cach giai
thich thuat ngir nghién ctru theo ngon ngit pho thong, trung lap va khong dan dat cau
tra 101.

Vé ngodn ngit phong van, bang hoi duoc chudn bi va trién khai bang ba ngon
ngit chinh, bao gém tiéng Anh, tiéng Trung va tiéng Han, twong tng vdi cac thi trudng

khach quéc té chil yéu tham gia cac 18 hoi tai TP. HO6 Chi Minh trong giai doan nghién
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ctru. Bang hoi tiéng Viét duoc dich sang cac ngdn ngir nay theo quy trinh dich xudi —
hi€u chinh ngir nghia, dam bao tinh trong duong ndi dung gitta cac phién ban. Trong
qué trinh phong van, ngudi phong van linh hoat str dung ngon ngit phii hop véi timg
dbi tuong, dong thoi giai thich bd sung khi du khach c6 yéu cau 1am rd y nghia ciu
héi.

Két qua khao sat, sau khi lam sach (loai bo cac bang cau hoi cé nhiéu 6 thiéu
thong tin, hodc nhiéu hon mot 6 tra 101, hodc c6 co s¢ dé xac dinh khong dang tin
cay) duoc nhap vao ma tran dir licu phﬁn mém SPSS 26.0. Tap dir li€u sau khi [am
sach, dugc dua vao kiém tra tinh phan phdi thong qua cac chi s6 Skewness va
Kurtosis', Trudc khi 4p dung cac k¥ thuat dinh lwong bang phwong phép phan tich
phuong sai dé uéc luong cac tham sb trong qua trinh kiém dinh thang do, mé hinh

nghién ctru va céc gia thuyét nghién ciu.

3.6 Phuwong phap phéan tich dir li¢u
3.6.1 Danh gia so' by thang do

Trong nghién clru nay, tic gia sitr dung phan mém SPSS 26.0 dé loai bo cac
bién quan sat khong dat tiéu chuan thong qua hai budc chinh: kiém dinh d6 tin cay
Cronbach’s Alpha va phan tich nhan t6 kham pha (EFA).

Vé Cronbach’s Alpha, day 1a phép kiém dinh thong ké nham do luong mirc do
chit ch& va tinh nhat quan noi tai cta tp hop cac bién quan sat trong thang do. Theo
Hoang Trong va Chu Nguyén Mong Ngoc (2005), mdt thang do dugc coi 1a tot khi
hé s& Cronbach’s Alpha dat tur 0.8 dén g?m 1, va c6 thé sir dung duoc khi h¢ s6 nam
trong khoang tir 0.7 dén gan 0.8. Trong khi d6, Nunally (1978), Peterson (1994) va
Slater (1995) cho rang hé s6 Cronbach’s Alpha tir 0.6 trg 1én ciing c6 thé chap nhan
duoc trong truong hop khai niém nghién ctru con méi ddi véi ngudi tra 16i. Tuy nhién,
Nunnally va cong sy (1994) ciing luu y rang Cronbach’s Alpha chi phan dnh mirc do
tin cdy chung ma khong chi rd bién quan sat ndo nén loai bo. Do dé, bén canh

Cronbach’s Alpha, hé s6 twong quan bién—tong (Corrected Item—Total Correlation)

I'Néu cac chi sd nay héu hét duoc phan bd trong khoang [-1, +1], ching to cac bién do luong c6 phan phdi xép
xi phan phoi chuan.
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cling dugc stir dung; theo chuan muc, nhirng bién 6 hé s6 < 0.3 s& bi loai. Song, theo
Nguyén Dinh Tho va Nguyén Thi Mai Trang (2011), viéc loai bo hay giit lai mot bién
quan sat khong chi dya vao con sb thong ké ma con cin xem xét gia tri ndi dung cua
khai niém; néu viéc loai bo lam mat di y nghia nd1i ham quan trong thi bién d6 van co
thé duoc giit lai.

Bén canh d6, phan tich nhan t6 kham pha (EFA) duoc sir dung dé danh gia gia
tri thang do, bao gém tinh don hudng, gia tri hdi tu va gia tri phan biét, dff)ng thoi
gitp rut gon tap hop céc bién. Mot sb tiéu chuan duoc ap dung nhu: hé¢ s6 KMO va
kiém dinh Bartlett’s Test of Sphericity nham danh gia su thich hop ciia phan tich EFA;
trong d6, KMO dat tir 0.5 d&én 1 va Sig < 0.05 duogc coi 1 théa man yéu cau (Nguyén
Pinh Tho & Nguyén Thi Mai Trang, 2005). Tiép dén, tiéu chuan rat trich nhan t6 dua
trén Eigenvalue (chi trich cac nhan t6 ¢6 gia tri > 1) va tong phuong sai trich (can dat
t6i thiéu 50%) dé dam bao kha ning giai thich bién thién dit liéu (Gerbing &
Anderson, 1988). Ngoai ra, hé so tai nhan t6 (Factor loading) phai > 0.5 va su chénh
1éch tai gifra cac nhan t6 toi thiéu 14 0.3; néu bién ¢6 tai chéo cao hodc gia tri thép s€
bi loai bo. Tuy nhién, tuong tu nhu Cronbach’s Alpha, viéc loai bo bién cling can can
nhic dén gia tri noi dung, tranh lam suy giam y nghia khai niém nghién ctru. Trong
nghién ctru nay, EFA dugc thyc hién bang phuong phap trich Principal Components
v6i phép xoay Varimax, dam bao cac nhan t6 duoc hinh thanh rd rang va loai bo bién
quan sat khong dat tiéu chuan theo ngudng trén. Sau budc EFA, cac phan tich hdi quy
tiép theo s& dugc trién khai dé kiém dinh céac gia thuyét nghién ctu.

3.6.2 Phan tich nhan t6 khing dinh (Confirmatory Factor Analysis —

CFA)

Sau khi cac thang do dugc kiém dinh so bd bang phan tich nhan t6 kham pha
(EFA), nghién ciru tiép tuc sir dung phan tich nhan t6 khang dinh (CFA) nham danh
gia mirc do phu hop giita mo hinh do ludng 1y thuyét va dit liéu thuc nghiém. CFA
cho phép kiém tra tinh don hudéng (unidimensionality), d6 tin cdy (reliability), gia tri
hoi tu (convergent validity) va gia tri phan biét (discriminant validity) cua thang do

(Hair & cong sy, 2019). Trong nghién ctru ndy, CFA duoc tién hanh bang phan mém
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AMOS 24.0 véi phuong phap wdc lwong kha ning tdi da (Maximum Likelihood —
ML). Cac bién quan sat c6 hé sb tai chuin héa < 0.5 hodc ddng thoi tai cao trén nhiéu
nhan t6 s& b loai bo dé dam bao tinh don hudng va sy rd rang trong cau truc do ludng

(Byrne, 2016).

Bang 3.13. CFA mé hinh phi hep dwgc danh gia cac chi sb

. X Ngudéng . -
Chi'so dé xuit Y nghia
Chi-binh phuong/bac tu do <30 Mitc d6 pht hop tuong dbi
Chi-square/df (CMIN/df) ' gitra mo hinh va dir liéu
Chi 56 so sanh do phit hop 099 | M b cai thien m hinh so
Comparative Fit Index (CFI) o v6i m6 hinh doc lap
Chi 56 phit hop tang cudng > 0.90 Mirc d§ phu hop so v6i md
Tucker-Lewis Index (TLI) T hinh kh6ng bi han ché

Sai s6 binh phuong gbc xap xi

D0 sai 1éch trung binh trén mdi
Root Mean Square Error of <0.08 ) y &

bac tu do cia mo hinh

Approximation (RMSEA)

S6 du binh phuwong gdc chuan hoa Sai s trung binh chuan hoa
Standardized Root Mean Square |<0.08 g‘ifra ma trdn quan sat va mo
Residual (SRMR) hinh

(Nguon: Tdc gid thong ké tir cdc nguon tham khdo)

Buéc 1 — Kiém tra d tin ciy va gia tri hdi tu: Ba chi s6 duoc sir dung gdm
(i) hé s6 tai chuan hoa (i) > 0.5 va uu tién > 0.7; (ii) 46 tin cdy téng hop (CR) > 0.7
cho thay thang do c6 tinh nhat quan ni tai (Fornell & Larcker, 1981); va (iii) phuong
sai trich trung binh (AVE) > 0.5 thé hién gia tri hoi tu dat yéu cau. Céc chi sé CR va
AVE duoc tinh toan tir két qua dau ra cia AMOS dua trén trong sb tai nhan t6 va sai
s6 do luong.

Budéc 2 — Kiém tra gia tri phan biét: Pugc danh gia bang cach so sanh cin
béc hai ctia AVE v&i hé s6 tuong quan giira cac bién an. Khi cin bac hai AVE ciia mot
bién 16n hon hé sb trong quan véi cac bién khac, md hinh dam bao gia tri phan biét

(Fornell & Larcker, 1981).
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Buéc 3 — Panh gia do phu hop mé hinh: Do phu hop tong thé dugc xem xét
qua cic chi sé phd bién trong SEM. Theo Hu & Bentler (1999), mé hinh duoc coi 13
dat chuan khi cac chi s6 nam trong ngudng dé xuét, ddm bao mé hinh do ludng phu
hop vé1 dit 1iéu nghién ctru.

Khi céc chi sb trén dat ngitong tiéu chuin, m hinh do ludng duoc Xem 1a phu

hop v6i dir liéu, va c6 thé tiép tuc st dung trong phéan tich mé hinh cau trac (SEM).

3.6.3 Phan tich mé hinh ciu triic (Structural Equation Modeling — SEM)

Phén tich mé hinh ciu triic (SEM) 1a mot cong cu phén tich thong ké manh mé
cho phép danh gia dong thoi giam mé hinh do luong va mé hinh céu trac, tir 46 kiém
dinh cac gia thuyét nghién ctru. SEM khong chi dau luong mdi quan hé giita cac bién
quan sat va bién tiém 4n ma con dénh gia mdi lién két nhan qua giita cac bién tiém
an do, do d6 rat thich hop véi cac nghién ctru xa hoi, hanh vi qua va quan tri (Hair et
al., 2019; Kline, 2016).

Trong nghién ctu nay, phuong phdp SEM (Structural Equation Modeling)
dugc st dung dé kiém dinh mo hinh, véi phén mém AMOS duoc lua chon nhd tinh
tryc quan va kha niang xur Iy tét cac mo hinh dang chuan (Covariance-based SEM —
CB SEM). Quy trinh thuc hién gém bay budc chinh.

Bwéc 1: Xay duwng mé hinh 1y thuyét, dua trén co sé 1y thuyét va két qua
kiém dinh so bo (EFA, CFA). Céc khai niém (constructs) duoc biéu dién dudi dang
bién tiém 4n (latent variables), do ludng bang cac bién quan sat (observed indicators),
va mdi quan hé giira chiing duoc thé hién qua cac gia thuyét nhan qua.

Budérc 2: Biéu dién md hinh bang phwong trinh ciu tric, trong d6 mé hinh
do ludong (measurement model) duoc biéu dién qua cic phuong trinh: y = Ayn + € va
x = AxE + &, con md hinh cau tric (structural model) thé hién mbi quan hé giita cac
bién tiém an: 1 = Bn + '€ + {. O day, Ax, Ay 1a ma tran tai nhan t6; 1, & 12 bién tiém
an noi sinh va ngoai sinh; B va I 1a ma tran hé s6 hdi quy; €, 5 va { 1a sai s6 do luong
va sai sd cdu truc.

Buwéc 3: Chuén bi dir liéu va kiém tra gia dinh, trong d6 SEM yéu cau tdi

thiéu 200 quan sat, hodac > 10 lan sb tham sd udc luong (Hair & cdng su, 2019). D
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liéu phai dam bao phan phdi chuan (Skewness, Kurtosis < 2), khong c6 da cong tuyén

(VIF < 5), va xit Iy gia trj thiéu (missing data).

Bing 3.14. SEM mé hinh phu hop dwoge danh gia cac chi s6

. X Nguong . -
Chi s0 dé xut Y nghia
Chi-binh phuong/bac tu do <30 Mirc d6 phu hop twong dbi giita
Chi-square/df (CMIN/df) ' mo hinh va dir li¢u
Chi s6 phu hop tuyét doi 09y | Po luong mic do mé hinh Giai
Goodness of Tit Index (GFI) ~ thich dugc dir liéu quan sat
Chi s6 pht hop tuyét dbi didu chinh Giong GFI, nhung da diéu chinh
) >0.90 theo bac tr do, grénh “thién léch”
Adjusted GFI (AGFT) khi ¢6 nhiéu bién
Chi s so sanh do phu hop - 0.90 Mitc d9 cai thién md hinh so v6i
Comparative Fit Index (CFI) - mo hinh dc lap
Chi s6 phu hop ting cudng 090 | Mic dd phi hop so véi mo hinh
Tucker-Lewis Index (TLI) e khong bi han ché
Sai s6 binh phuong gbc xap xi L . .
<0.08 Do sai I¢ch trung binh trén moi
Root Mear} Square Error of |=Y bac tu do ctia md hinh
Approximation (RMSEA)
S6 du binh phuong gdc chuan hoa L . P
) <0.08 Sai s0 trung binh chuan hoa gitra
Staqdardlzed Root Mean Square |=VY. ma trin quan sat v md hinh
Residual (SRMR)

(Nguon: Tdc gid thong ké tir cdc nguon tham khdo)

Budéc 4: Thiét 1ap mo hinh trén AMOS, bang cach vé& so d6 mo hinh: bién
tiém an dudi dang elip, bién quan sat 1a hinh chir nhat, vong tron thé hién sai sd, va
mili tén mo ta mbi quan hé nhan qua.

Budéc 5: Uéc lwgng mod hinh va kiém tra mire d§ phit hop. Sau khi mo
hinh duoc thiét 1ap trén AMOS, tién hanh udc lugng bang phuong phap Maximum
Likelihood Estimation (MLE). Do phtt hgp mé hinh dwoc dénh gia qua cac chi sd
Fit (Chi-square/df, CFI, TLI, GFI, RMSEA, SRMR...), néu phan 16n dat ngudng
chuén (Hu & Bentler, 1999) thi mé hinh dwgc xem 1a phu hop voi dit lidu.
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Buéc 6: Phan tich va kiém dinh gia thuyét. SEM cho phép kiém dinh
tac dong truc tiép, gian tiép va tong hop (Total Effect = Direct + Indirect). Y
nghia thdng ké duoc xac dinh dua trén hé sé uéce lugng chuan hoa (B) véi p <
0.05. D6i v6i anh hudng trung gian, ky thuat Bootstrapping (5.000 mau) hoic
Sobel test duoc ap dung dé kiém tra y nghia cta dudng dan gian tiép.

Buéc 7: Dién giai va trinh bay két qua. Két qua can bao cdo gom: hé
s6 duong din chuan héa, bang tac dong truc tiép — gian tiép — tong hop, cing
muc d6 pht hop mo hinh. Dién giai tp trung vao muc do va huéng anh hudng
giita cac bién, d6i chiéu vai 1y thuyét nén tang. Vi du, két qua SEM cho thay
“trai nghiém du lich ddng nh¢” anh hudng tich cuc dén su hai long (B = 0.64,
p < 0.001), su hai long lai tic dong manh dén 1ong trung thanh diém dén (B =
0.72, p < 0.001), dong thoi dong vai tro trung gian quan trong trong mdi quan

hé gitra trai nghiém va long trung thanh (B gian tiép = 0.46, p < 0.001).
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Tém tit chwong 3:

Chuong 3 tap trung trinh bay phuong phap nghién ctru dugc 4p dung nhim
kiém dinh mo hinh 1y thuyét da dé xuat trong luan 4n 1. Nghién ciru dugc trién khai
qua 2 giai doan chinh: nghién ctru so bd va nghién ctru chinh thirc. O giai doan so b,
tac gia tién hanh dénh gia so khaoi cac thang do thong qua khao sat thir nghiém va y
kién chuyén gia. Két qua cho thdy mé hinh 1y thuyét dé xuit phan 4nh hop 1y moi
quan hé giita cac khai niém nghién ctru, bao gom: trai nghiém du lich dang nhd, su
hai 1ong diém dén va 1ong trung thanh diém dén. Pong thoi, nghién ctru da xiy dung
phat trién hé thong thang do gdm 50 bién quan sat dé do ludong cac khai niém thanh
phan c4u thanh trai nghiém du lich dang nhé. Tiép theo, nghién ctru chinh thic duoc
thuc hién theo phuong phép dinh luong. Pbi tuong khao sat 1a khach du lich dén
TP.HCM lan thi 2, bao gom ca khach quéc té va khach noi dia. Phuong phap ldy mau
thuan tién duoc ap dung, voi quy moé mau du kién 1a 450 quan sat, dugc thu thap
thong qua hinh thirc phong vén truc tiép bang bang cau héi chuan hoéa.

Quy trinh phén tich dit liéu duoc tién hanh qua nhiéu budc. Trudce tién, cac
thang do duoc kiém dinh bang hé so tin cdy Cronbach’s alpha va phan tich nhan t6
kham ph4 (EFA) nham loai bo cac bién khong phu hop. Tiép theo, nghién ctru st
dung phan tich nhéan t6 khang dinh (CFA) dé danh gia gia tri hoi ty, gia tri phan biét
va mirc d phu hop tong thé cta thang do. Sau d6, mé hinh cau tric tuyén tinh (SEM)
duoc ap dung dé kiém dinh gia thuyét nghién ctru va déanh gia mdi quan hé giita cac
khai niém. Toan bo quy trinh xtr Iy phan tich dit liéu dugc thyc hién bang phan mém
SPSS 26.0 va Amos 24.0. Két qua phan tich tir nghién ctru dinh luong nay s& duoc
trinh bay chi tiét trong chuong 4, 1am co s& cho viée thao luan va khang dinh mo hinh

Iy thuyét nghién ciru.
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CHUONG 4: KET QUA NGHIEN CUU
4.1 M6 ti miu nghién ciru

Pé dam bao chat lugng va tinh dai dién cho khao sat chinh thirc, nghién ctru
da tién hanh thu thap dir liéu tir 434 bang hoi hop 18 cua khach du lich tai TP. H6 Chi
Minh. Viéc mé ta dic diém mau giup lam rd bdi canh cua dap vién, ddng thoi chimg
minh tinh phti hop cua dit liéu cho cac budc phén tich tiép theo (Thong tin c4 nhan
dap vién xem Phu luc 4.2).

S6 lan dén TP. HCM: Két qua cho thay ty 1é du khach da timg dén nhiéu lan
1a rat cao. Cy thé, nhém dén 2-3 1an chiém 38.9%, nhém 4-5 1an chiém 28.8%, va
nhom trén 5 1an chiém 32.3%. Khong co truong hop nao 13 1an dau tién d¢én TP. HCM.
Diéu nay phan anh rang cac dap vién déu co trai nghiém thuc té véi diém dén, nho
vay danh gia cta ho vé trai nghiém, su hai 1ong va 10ng trung thanh mang tinh xac
thuc cao va dua trén co s¢ trai nghiém lap lai.

Cong viéc lién quan dén du lich: 100% dap vién khong lam viéc trong nganh
du lich. Pay 1a mot diém manh cta miu vi gitp loai bo nguy co thién léch chuyén
mon (professional bias), ddm bao rang phan hoi thu thip duoc phan anh chan thuc
gbc nhin cta khach hang du lich thong thuong, thay vi goc nhin ctia ngudi trong
nganh.

Muc dich chuyén di: Toan bo 434 dap vién tham gia khao sat déu c6 muc dich
du lich, tham quan, tham du 18 hoi, su kién tai TP. HCM (c6 luu trit qua dém). Vige
gidi han mau theo tiéu chi nay giup ting tinh ddng nhét cua dit liéu va bao dam rang
cac bién quan sat vé MTE, sy hai long va 1ong trung thanh dugc danh gia trong bbi
canh thich hop.

Noi sinh séng: Két qua gan loc cho thay khong cé dép vién nao 1a cu dan TP.
HCM, nghia la tat ca déu 1a khach du lich thuc su. Trong do, 21% dén tur quéc té va
79% dén tir cac tinh/thanh phd khac ngoai TP. HCM. D4y 1a mot tiéu chi quan trong
nham bao dam réng mau nghién cru phan 4nh dung ddi tuong muc tiéu, loai bo kha
ning nham 1an véi ngudi dan dia phuong, dong thoi cho phép so sanh hanh vi giira

khéch qudc té va khach ndi dia.
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Bang 4.1. Cac diic diém ciaia ddi twong nghién ciru

Dic diém

Mau nghién ciru

S6 lwong | Ty 18 (%)
S6 lan dén TP. HCM Lan diu tién 0 0
2 -3 1an 169 38.9
4-51an 125 28.8
Trén 5 lan 140 32.3
Tong 434 100
Cong viéc lién quan du lich Co 0 0
Khong 434 100
Tong 434 100
Muc dich chuyén di Du lich (c6 luu tra) 434 100
Khac 0 0
Tong 434 100
Tur 18 — dudi 26 tudi 102 23.5
Nhém tudi T 26 — dudi 34 tudi 92 21.2
T 34 — dudi 42 tudi 92 21.2
T 42 tudi — duédi 50 tudi 91 21.0
Tu 50 tudi tré 1én 57 13.1
Téng 434 100
Giéi tinh Nam 202 46.5
Nit 232 53.5
Tong 434 100
Poi twong khach du lich Khach quic té 91 21.0
Khach ndi dia 343 79.0
Tong 434 100
Khong thu nhap 28 6.5
Thu nhép binh quan/thang Duéi 3 tricu 76 17.5
Tir 3 trigu — dudi 10 triu 69 15.9
Tir 10 trigu — dudi 20 triéu 81 18.7
Tir 20 tridu — dudi 30 trigu 67 15.4
Tir 30 triéu — dudi 40 triéu 80 18.4
Tir 40 triéu tro 1én 33 7.6
Tong 434 100
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. Miu nghién ctru
Pic ditm Sé lwong | T¥ 1¢ (%)
Lao dong pho thong 60 13.8
Nghé nghiép Nhén vién vin phong 117 27.0
Hoc sinh, sinh vién 68 15.7
Buon ban, kinh doanh 57 13.1
Nghé nghiép khac 132 30.4
Tong 434 100
Hoc vin Trung hoc phé thong 53 12.2
Cao dang, trung cap 133 30.6
DPai hoc 170 39.2
Sau Pai hoc 78 18.0
Tong 434 100

(Nguon: Két qud diéu tra cia tac gia thang 4 dén thang 6/2025)

Ttr cac ddc diém trén, co thé khéng dinh rr?lng dir li€u nghién ctru c6 do tin cay
va tinh gia tri cao. Viéc lga chon nhom khach du lich da tirng dén nhiéu lan gitp dam
bao ho co6 trai nghiém du sau dé phan anh chinh xac cac bién nghién curu. Déng thoi,
viéc loai trir khach l1am viéc trong nganh du lich, gidi han muc dich chuyén di 6 nhom
du lich thuan tuy, va chi chon doi tuong khong cu tra tai TP. HCM da lam tang tinh
khach quan, han ché thién 1éch. Do d6, tap dit liéu nay hoan toan phu hop dé sir dung
trong cac phan tich do tin cay, EFA, CFA va SEM tiép theo.

Két qud phan tich nhan khau hoc mdu diéu tra:

Thir nhat phai co cu gidi tinh trong miu diéu tra dugc danh gia 1a twong ddi
hop 1y va phan anh ding thuc tién xa hoi hién nay. Trong tong sd 434 ngudi dugc
khao sat, s6 lwong nir gidi chiém 53.5%, khao st dam bao sy phan b6 chuan em em
thdy, tao diéu kién thuan loi cho viéc phan tich hanh vi du lich theo tirng thé hé.

Thir ba, vé muc thu nhap phai nguoi c6 thu nhap tir 10 dén 40 triéu dong/thang
chiém ty 18 da s6 trong sd cac murc thu nhap dugc khao sat, véi 161 ngudi (twong tng
37.1%). Diéu nay phan anh dic trung cta tap khach du lich do thi hién dai phai véi
murc sdng kha va kha ning chi tiéu cho cac hoat dong trai nghiém dich vu cao cip.

Hon nita, cac bién lién quan dén thu nhép c4 nhan trong mau di€u tra ciing thoa man
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diéu kién phan phdi chuin (voi hé s6 Skewness va Kurtosis déu nho hon 1), rate ting
cudng d tin cdy cho cac phan tich théng ké trong nghién ctru.

Thit tu, vé ddc diém ngudn gdc cach du lich, phan 16n ngudi duge khao sat 1a
khach noi dja, chiém 79% tong mau. Trong nhom nay, ty 1& khach dén tir mot s6 dia
phuong ndi bat nhu Ha Noi (9.7%), Can Tho (9%) va Da Néng (8.8%) Cho thay cac
trung tam d6 thi 16n dang 14 diém xuat phat chinh cho nhu ciu du lich tai Thanh phd
H6 Chi Minh. Trong khi d6, khach qudc té chiém 21% véi ty 1é cao nhat tir Trung
Qudc (5.18%), tiép theo 1a Hoa Ky (4.6%), va Han Qudc (3.7%). Phan bd nay phan
anh dung thyc té dong khach dén thanh phd H6 Chi Minh - mot diém dén ¢ stc thu
huat qudc té, dong thoi cho thy sy da dang trong ngudn khach, tao diéu kién thuan loi
dé nghién ctru cac hanh vi ti€éu dung du lich theo dac diém vin hoa - xd hoi khac nhau.

Ngoai cac yéu td trén, mau nghién ciru con thé hién sy da dang vé noi sinh
sdng (bao gém nhiéu tinh/thanh trong nudc va qudc gia khac). Nghé nghiép (nhan
vién vian phong (27%), hoc sinh - sinh vién (15.7%), phai cac nghé khac (30.4%) Va
trinh d6 hoc van (Cao dang - Trung cip (30.6%) va Pai hoc (39.2%)). Pang chi ¥,
61.1% s6 nguoi tham gia dén TP. HCM tir 4 1an tro 1én, 38.9% dén TP. HCM 2 - 3
1an vi vay ho c6 céi nhin tong thé . Nhitng thong tin nay gép phan xiy dung birc tranh
toan dién vé dic diém mau, tir d6 1am nén tang viing chic cho viéc dién giai cac két

qua dinh luong trong céc phan tich tiép theo.

4.2 Panh gia thang do bing Cronbach’s Alpha
4.2.1 Két qua Cronbach’s Alpha cho céc bién ddc 1ap trong mé hinh

Céc thang do can danh gia hé s6 Cronbach’s Alpha bao gom: (1) Nghién ctru
ky hi¢u 1a HE; (2) Tinh méi ky hi€u 1a NO; (3) Van hod dia phuong ky hi¢u 1a LC;
(4) Su thu gian ky hiéu 1a RE; (5) Y nghia ky hiéu 1a ME; (6) Su tham gia ky hiéu 1a
IN, (7) Kién thtrc ky hiéu 1a KN. Nhin chung hé s6 Cronbach’s Alpha kha cao, nho
nhat 13 thang do Vian ho4 dia phuong ky hi¢u 1a LC (0.795).

Két qua cho thdy hau hét cac thang do déu c6 hé sb Cronbach’s Alpha cao va

dat yéu cau d tin cdy, chang han nhu Nghién cru (0.951), Su thu gidn (0.901), Sy
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tham gia (0.952) va Kién thtrc (0.955). Cac thang do Tinh m&i (0.822), Van hoa dia
phuong (0.795) va Y nghia (0.796) ciing c6 gia tri Cronbach’s Alpha chap nhan duoc.

Mot tiéu chi quan trong khéc 12 hé sé twong quan bién tong (Correctes Item-
Total Correlation), ma theo quy dinh phai 16n hon 0.3 dé tranh bién “rac”. Hau hét
cac bién quan sat déu thoa man didu kién nay, ngoai trir mot sd bién nhu NOS5 (0.053),
LC5 (0.064) va ME5 (-0.057) di dwoc ghi nhan 13 ¢6 gi4 tri twong quan bién tong
thap. Su xuat hién ciia cac bién c6 twong quan bién tong thap. Su xuat hién cia cac
bién c6 trong quan bién tong thap nay 1a mot tin hiéu sdm cho thiy chung c6 thé can
duogc loai bo trong cac budce phan tich sau nay, dién hinh nhu EFA. Viéc cac thang do
co ban déu dat yéu cau vé do tin cdy 1a tién dé quan trong cho cac phan tich tiép theo,

dam bao rang cac khai niém dugc do luong mot cach nhat quan va dang tin cay.

Bang 4.2. Cronbach’s Alpha ctia cac khai niém nghién ciru

Bién Trung binh | Phwong sai | Twong quan Alpha néu
quan sat thang do néu | thang do néu | bién tong loai bién nay
loai bieén loai bién
Nghién ciru (HE): Alpha = 0.951
HE1 14.69 18.173 0.847 0.943
HE2 14.59 18.154 0.856 0.941
HE3 14.64 17.784 0.882 0.937
HE4 14.52 17.285 0.892 0.935
HES 14.68 17.976 0.849 0.943
Tinh méi (NO): Alpha = 0.822
NOI 13.73 11.265 0.773 0.725
NO2 13.71 11.273 0.787 0.722
NO3 13.72 11.014 0.809 0.713
NO4 13.73 11.265 0.761 0.728
NO5 15.04 16.301 0.053 0.930
Van hoa dia phwong (LC): Alpha = 0.795
LClI 12.35 8.773 0.739 0.701
LC2 12.40 8.868 0.730 0.704
LC3 12.55 8.719 0.755 0.695
LC4 12.43 0.318 0.645 0.734
LC5 14.10 13.334 0.064 0.885
Su thw gian (RE): Alpha = 0.901
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Bién Trung binh | Phwong sai | Twong quan Alpha néu
quan sat thang do néu | thang do néu | bién tong loai bien nay
loai bién loai bién
RE1 14.31 15.335 0.570 0.920
RE2 14.24 14.058 0.807 0.868
RE3 14.15 13.798 0.810 0.867
RE4 14.26 13.983 0.851 0.859
RES5 14.23 14.289 0.752 0.880
Y nghia (ME): Alpha = 0.796
MEI 12.93 9.619 0.727 0.708
ME2 12.98 9.300 0.785 0.687
ME3 12.81 9.136 0.823 0.674
ME4 12.85 0.418 0.805 0.683
MES5 13.96 14.851 -0.057 0.932
Su tham gia (IN): Alpha = 0.952
IN1 14.96 18.170 0.824 0.947
IN2 14.97 17.662 0.875 0.939
IN3 14.92 17.383 0.898 0.935
IN4 14.79 17.370 0.891 0.936
IN5S 14.78 17.644 0.842 0.944
Kién thirc (KN): Alpha = 0.955
KN1 14.64 19.001 0.854 0.947
KN2 14.86 18.649 0.873 0.944
KN3 14.88 19.275 0.847 0.949
KN4 14.76 18.337 0.911 0.938
KNS5 14.86 18.237 0.886 0.942

(Nguon: Két qud diéu tra cia tac gia dir liéu SPSS 26)
Mot ti€u chi quan trong trong kiém dinh d6 tin cay thang do 1a hé ) tuong
quan bién-tdng (Corrected Item—Total Correlation), voi ngudng chap nhén ti thiéu
14 0.3 (Nunnally & Bernstein, 1994). Céc bién c6 gia tri thdp hon ngudng nay thuong
duoc coi 1a bién “rac” va can xem xét loai bo (Kiém dinh d9 tin cdy thang do xem
Phu luc 4.3).
Xem xét loai bo 3 bién quan sdat NOS5, LC5, ME5
Két qua phan tich cho thiy hau hét cic bién quan sat déu dat yéu cau, ngoai

trir ba bién:
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NOS5 (0.053): “Nhitng trai nghiém tai TP. HCM mang dén cho Anh (Chi) nhiéu
diéu bdt ngo thii vi”.

LC5 (0.064): “Anh (Chi) dd ¢6 co héi trao déi truc tiép véi ngueoi dan dia
phurong trong chuyén di” .

MES5 (-0.057): “Anh (Chi) nhdn ra diéu gi la thue sw quan trong doi véi cudc
song ciia minh sau chuyén di”.

Ba bién ndy c6 hé s6 twong quan bién—tong thap hon nhiéu so vdi ngudng 0,3,
tham chi ME5 con mang gia tri 4m, cho thay sy bat 6n trong cau trac do luong.

C6 hai nguyén nhan chinh giai thich hién tugng nay:

Ngudn gde cuia bién quan sat: Ca ba bién (NO5, LC5, MES) déu 1a bién bd
sung tir két qua thao luan nhom dé diéu chinh thang do cho phu hop véi bdi canh
nghién ctru tai TP. HCM, chtr khong thudc thang do gdc trong cac nghién ciru qubc
té trude day (Kim, 2010; Ali & cong sy, 2018). Vi vdy, tinh on dinh va kha ning hoi
tu ctia chiing c6 thé chua dugc khang dinh rd rang.

Y kién chuyén gia phong van lai va thuc tién: Thong qua phong van siu véi
mot sb chuyén gia trong linh vuc du lich — marketing, mot sb6 nhan dinh quan trong
da dugc ghi nhan:

MES5 (¥ nghia cudc séng): Noi dung mang tinh triru tugng, qua siu sic va co
thé chua phan anh trai nghiém thuc té ciia phan 16n khach du lich ngin ngay. Piéu
nay dan dén sy phan tan trong cau tra 101, 1am giam do tin cay.

LC5 (giao tiép v6i nguoi dan dia phuong): Khong phai tat ca khach du lich
déu ¢6 co hdi hodc nhu ciu tiép xuc truc tiép vo1 nguoi dan, dac biét 1a khach quéc
té di theo tour hodc hanh trinh ngén. Do d6, muc d phan hdi bién dong manh.

NOS5 (su bat ngd, madi la): Trong bdi canh TP, HCM 1a mdt d6 thi 16n, nhiéu
du khéch ndi dia khong cdm nhén dugc yéu td “bat ngo thi vi” ro rét. Diéu nay dan
dén viéc bién quan sat chua phan dnh dung trai nghiém chung.

Két luan: Viéc loai bo 3 bién quan sat (NOS5, LC5, ME)S) la can thiét dé tang
tinh nhat quan noi tai va gid tri do ludng cua thang do. Cac bién nay tuy khong phu

hop trong phan tich dinh luong so bd, nhung van c6 thé dugce xem xét nhu thong tin
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dinh tinh bd trg nham go1 m& nhitng khia canh trai nghiém doc dao trong bdi canh du
lich d6 thi. Do d6, bd thang do chinh thirc dua vao nghién ciru tiép theo s& khong bao
gom NOS5, LC5 va MES5, dong thoi gitt nguyén cac bién quan sat con lai da ching

minh dugc do tin cdy va gia tri.

4.2.2 Két qua Cronbach’s Alpha cho sy hai long diém dén, long trung thanh
diém dén va sy dong diic
Thang do sy hai long diém dén dugc st dung trong nghién ciru dinh lugng
chinh thtrc bao gdm 6 chi béo va thang do 1ong trung thanh diém dén bao gdm 4 chi
bao. Két qua phan tich Cronbach’s Alpha va (Phuy luc 4.3) cho thay hé s6 Cronbach’s
Alpha cho thang do su hai long diém dén (0.966), long trung thanh diém dén (0.928),
su dong dic (0.957) déu co chi sd kha cao.

Bing 4.3. Cronbach’s Alpha ciia khai niém sur hai long diém dén, l1ong trung
thanh diém deén va sy dong duc

. X Trung binh Phwong sai Twong Alpha
Bién X L X I .
quan sét tha.ng' Ac‘lo néu thAang . .(30 qxuan bién n.ezl !02.11

loai bién néu loai bién tong bién nay

Sw hai long diém dén (DS): Alpha = 0.966

DS1 18.45 24.553 0.886 0.960
DS2 18.44 24.888 0.886 0.960
DS3 18.50 24.509 0.861 0.963
DS4 18.44 24.353 0.900 0.958
DS5 18.45 24.678 0.903 0.958
DS6 18.42 24.637 0.904 0.958
Sw hai long diém dén (DS): Alpha = 0.928

DL1 11.28 8.053 0.836 0.904
DL2 11.32 8.362 0.772 0.924
DL3 11.26 7.512 0.866 0.894
DL4 11.29 7.717 0.852 0.898

Su dong dic (CD): Alpha = (0.957

CD1 14.53 14.929 0.883 0.946
CD2 14.47 15.072 0.880 0.947
CD3 14.55 15.042 0.861 0.950
CD4 14.51 14.985 0.898 0.944
CD5 14.55 15.315 0.878 0.947

(Nguon: Két qud diéu tra cia téc gia dir liéu SPSS 26)
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Thém vao d6 cac hé sé twong quan bién tong déu 16n hon 0.3 (theo quy dinh
nho hon 0.3 13 bién “rac”, can loai bo). Vi vy, tat ca cac chi bao cua thang do su hai
long diém dén va 10ong trung thanh diém dén déu dugc dua vao phan tich nhan té

kham pha (EFA).

4.3 Panh gia so b thang do bang phan tich nhan t6 kham pha (EFA)

4.3.1 Két qua EFA cho cac thang do bién ddc 1ap trong mé hinh
Két qua phan tich nhan t6 kham pha (EFA) véi phuong phap trich Principal
Compoment Analysis va phép xuay Varimax cho thay dir liéu hoi ty thanh 7 nhan té
rd rang, dam bao cac bién quan sat dugc phan nhom dung véi cau tric 1y thuyét ban

dau (Phan tich nhan t6 kham pha bién doc 1ap xem Phy luc 4.4).

Bing 4.4. Két qua phan tich nhén t6 kham pha bién doc 1ap

Yéu to
Bién quan sat 1 2 3 4 5 6 7
IN2 0.858
IN3 0.832
IN4 0.831
IN1 0.801
IN5 0.725
KN4 0.856
KNS5 0.838
KN2 0.790
KN1 0.784
KN3 0.740
RE4 0.832
RE3 0.820
RE2 0.794
RES5 0.758
RE1 0.636
HE1 0.779
HE3 0.767
HE2 0.764
HE4 0.734
HE5 0.725
NO2 0.883
NO3 0.868
NO4 0.854
NO1 0.827
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Yéu t6
Bién quan sat 1 2 3 4 5 6 7
LC3 0.874
LC2 0.846
LC1 0.801
LC4 0.776
ME2 0.793
ME4 0.792
ME3 0.767
ME1 0.658
Engenvalue 42,740 [14.780 [7.430 [5.254 4.166 3.636 [3.404
Phwong sai trich 42.740 [57.520 164.950 [70.204 [74.370 78.006 [81.410
Tong phuwong sai13.791 27.186 [39.931 [51.947 162.299 71.865 [81.410
trich dugc
Cronbach alpha 0.952 0.955 0.901 0.951 0.930 0.855 10.933
KMO = 0.941; Sig. = 0.000; 496 df

(Nguon: Két qud diéu tra cia tac gia div liéu SPSS 26)
T4t ca hé so tai déu > 0.6, chimg to mirc d6 hoi tu tt, dong thoi khong xuat
hién tai chéo 10n, dam bao gid tri phan biét gitta cic nhéan t. Viéc loai bo cac bién co
hé sb tai thap 1a hop 1y, gitip tinh chinh thang do va dam bao tinh hop 1¢ ctia cau tric
nhan té. Vi két qua EFA tich cuc nay, nghién ctru di sin sang dé tién hanh phan tich
nhan t6 khang dinh (CFA) nham kiém dinh nghiém ngat hon tinh don nghia, gié tri
hoi tu va gia tri phan biét ctia cac thang do.
4.3.2 Két qui EFA cho sy hai long diém dén va 1ong trung thanh diém dén
Két qua phan tich nhan t6 kham pha EFA ((Phan tich nhan t6 kham ph4 bién
phu thudc xem Phu luc 4.5) cho thiy c6 06 yéu té duoc trich tai Eihenvalue 1 5.130
va tong phuong sai trich 12 85.495%, hé s tai cua cac bién quan sat cao va déu > 0.8.
Ngoai ra, ciing v6i hé sé Cronbach’s Alpha ctia hau hét cac bién quan st trong tat ca
cac thang do déu 16n hon 0.7 dat yéu cau.
Két qua phéan tich nhan t6 kham pha cho thiy c6 07 nhan t6 dugc trich tai
Eihenvalue 1a 3.404 va tong phuong sai trich 1a 81.41%, cliing v&i hé s6 Cronbach’s
Alpha cta hau hét cac bién quan sat trong tit ca cac thang do déu 16n hon 0.6 dat yéu

cau. Cu the, cac nhan t6 dugc phan nhom nhu sau:
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Nhan t6 1 (phan anh ciu triic Sy tham gia — IN): gom IN1-IN5 véi hé s6 tai tir
0.725 dén 0.858.

Nhan t6 2 (phan anh cau trac Kién thirc — KN): gdm KN1-KN5 v&i hé s6 tai
tir 0.740 dén 0.856.

Nhén t6 3 (phan anh cu tric Sy thu gidn — RE): gdm RE1-RE5 véi hé sb tai
tir 0.636 dén 0.832.

Nhan t6 4 (phan anh cau trac Nghién ctru — HE): gom HE1-HES véi hé sb tai
tir 0.725 dén 0.779.

Nhén t6 5 (phan anh cau trac Tinh méi— NO): gom NO1-N04 (sau khi loai
NOS5) v6i hé s6 tai tir 0.827 dén 0.883.

Nhaén t6 6 (phan anh ciu trac Vin hoa dia phuong — LC): gom LC1-LC4 (sau
khi loai LC5) v6i hé sb tai tir 0.776 dén 0.874.

Nhan t6 7 (Y nghia — ME): gdbm ME1-ME4 (sau khi loai ME5) véi hé s6 tai
tir 0.658 dén 0.793.

Bang 4.5. Két qua phan tich nhan t6 kham pha bién trung gian

Yéu to
Bién quan sat 1

DS6 0.850
DS4 0.849
DS5 0.815
DS1 0.869
DS2 0.872
DS3 0.874
Engenvalue 5.130
Phwong sai trich 85.495
Tong phwong sai trich dwoc 85.495
Cronbach alpha 0.966
KMO = 0.926, Sig. = 0.000; 15 df

(Nguon: Két qud diéu tra cia tac gia dir liéu SPSS 26)
Do d6, 6 chi bao cho bién trung gian duoc giit lai dé danh gia thang do sy hai

long diém dén s& duogc str dung phan tich nhéan t6 khang dinh (CFA) nhim chung
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minh gié tri ciia cac thang do mot cach nghiém ngit hon dong thoi dam bao tinh don

nghia, gia tri hdi tu va gia tri phan biét cua cac thang do.

Bang 4.6. Két qua phan tich nhan t6 kham pha bién phu thudc

X i Yéu t6
Bién quan sat ]

DL3 0.910
DL1 0.908
DL4 0.893
DL2 0.887
Engenvalue 3.287
Phwong sai trich 82.174
Tong phuong sai trich dwoc 82.174
Cronbach alpha 0.928
KMO = 0.857; Sig. = 0.000; 6 df

(Nguon: Két qud diéu tra cia tac gia div liéu SPSS 26)

Két qua phan tich nhan t6 kham pha EFA (Phu luc 4.5) cho thay c6 04 yéu t6

duoc trich tai Eihenvalue 1a 3.287 va téng phuong sai trich kha cao 82.174%, hé $6
tai ctia cac bién quan sat cao va déu > 0.8. Ngoai ra, cung véi hé sé Cronbach’s Alpha
ctia hau hét cac bién quan sat trong tat ca cac thang do déu 16n hon 0.7 dat yéu cau.
Do d6, 4 chi bao cho bién phu thudc duge gitr lai dé danh gia thang do 10ng trung
thanh diém dén s& duoc st dung phan tich nhan t6 khang dinh (CFA) nhiam chimg
minh gia trj cta cac thang do mot cach nghiém ngit hon dong thoi dam bao tinh don

nghia, gid tri hdi tu va gia tri phan bi¢t cua cac thang do.
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4.4Kiém dinh thang do bang phan tich nhan t6 khing dinh (CFA)

4.4.1 Két qua phan tich mé hinh t6i han
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Hinh 4.1. Két qua CFA m hinh do luwong téi han

(Nguon: Két qud diéu tra cia tac gia dir liéu Amos 24.0)

Phén tich nhén té khiang dinh v&i mé hinh do ludng (do ludng cho timg nhan

t6 riéng biét) khong kiém tra dugc gia tri phan biét giita cac nhén td, khong xem xét
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duogc tinh tuong thich ciia mo6 hinh v6i dit 1iéu thi truong trong treong hop cac nhan
t6 c6 quan hé qua lai v6i nhau. Dé kiém tra gia tri phan biét can sir dung mé hinh t6i
han. M6 hinh t&i han 1 mé hinh cac nhan t6 thiét 1ap dugc tu do quan hé qua lai véi
nhau. Két qua phan tich CFA sau khi da diéu chinh cdc mdi quan h¢ kha di giira cac
bién quan sat trong mé hinh qua chi bao ctia hé sé MI cho thay: Chi- square/df=2.114
nhé hon 3, CFI=0.951, TLI=0.946 déu 16n hon 0.9, riéng chi s6 GFI=0.835 (nhé hon
0.9) va RMSEA=0.051 nho hon 0.08.

Bang 4.7. Tong hop céc tiéu chuén kiém dinh CFA

Chirc ning Théng s6 tiéu chuin Két qua
- Do luong muc d¢ phu hgp cuiamd |-  Chi-square cé P-value > 0.05 | 2091.048;
hinh (c6 phu hgp véi dit liéu thi Sig. = 0.000
truong).
- GFI1>0.80 0.835
- Kiém tra d6 gia tri hoi tu, do gia
- CFI=0.90 0.946
tri phan biét va tinh don hudng.
- RMSEA <0.08 0.051
- Tinh d9 tin cdy cua thang do (do
i - Chi-square/df < 5.00 2.114
tin cdy tong hop va phuong sai
- Phuong sai trich > 0.50 Thoa man
trich)
- Kiém tra phuong sai trich duoc - Trong s6 nhan t6 chuan hoa L
~05. Théa man

- Do tin cay téng hop > 0.60 Thoa man

(Nguon: Két qud diéu tra cua tac gia dit liéu Amos 24.0)

Két qua phan tich nhan t6 khang dinh dugc trinh bay (Phan tich két qua nhan

t6 khang dinh CFA xem Phu luc 4.7) Chi ra céc trong sd nhan t6 cua cac chi bao d6i
v6i cac khai niém déu dat murc ¥ nghia cao (p<0.001; gia tri thong ké student t > 15,
cac gia tri trong s6 nhan to chuan hoa trai dai tir 0.51 dén 0.91. Thém vao do, cac
thang do déu dat do tin cdy tong hop nam trong pham vi duoc danh gia rat tét CCR
> (0.70 va cic gia tri phuong sai trich AVE > 0.5. Két qua nay giup nghién ciru két

luan r’fmg thang do sur dung trong luan an déu dat do tin cdy, do hiéu luc hoi tu.
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Két qua phan tich CFA cho thay hau hét cic thang do déu dat chuan véi hé sd
tai chuén héa 1én hon 0.7, dam béao gia tri hoi tu. Tuy nhién, bién RE1 c¢6 hé sb tai
chuan hoa chi dat 0.597 (<0.6), thap hon ngudng chip nhan, do d6 can loai bo dé
nang cao dg tin cdy hoi tu cua thang do REn. Bén canh do, bién LC4 c6 hé sb tai
chuén héa 14 0.695, thap hon ngudng 0.7 nhung van ndm gin mirc chip nhan duoc.
Pong thoi, thang do LC van dat yéu cau vé CR va AVE, vi vay bién LC4 c6 thé dugc
giit lai néu c¢6 co so 1y thuyét va y nghia thuc tién 16 rang, nham dam bao nodi dung

do luong toan dién cua khai niém nghién cuu.

Bing 4.8. Hé s6 tai chuan hoa va khuyén nghi loai bién quan sat

Nhan t6 | Bién quan sat | Hé so tai chuin héa () Danh gia Khuyén nghi
HE HE1-HE5 0.868 — 0.929 Tét (>0.7) Giit toan bd
NO NO1-NO4 0.839—0.933 Tét (>0.7) Giir toan bd
LC LC1-LC3 0.831 —0.877 Tét (>0.7) Giir

LC4 0.695 Thap (<0.7) | Xem xét lai
ME ME1-ME4 0.823 —0.931 Tét (>0.7) Giir toan bd
RE REI 0.597 Thap (<0.6) | Xem xét lai

RE2-RE5 0.811-0.917 Tét (>0.7) Giir
IN INI-IN5 0.848 —0.927 Tét (>0.7) Giir toan bd
KN KNI1-KN5 0.869 — 0.937 Tét (>0.7) Giir toan bd
DS DS1-DS6 0.879 — 0.924 Tét (>0.7) Giit toan bd
DL DL1-DL4 0.826 —0.911 Tt (>0.7) Giit toan bd
CD CDI1-CD5 0.883 —0.924 Tét (>0.7) Giit toan bd

(Nguon: Két qud diéu tra cua tac gia dir liéu Amos 24.0)

Gia tri hoi tu (convergent validity) dugc danh gid dua trén hé s6 tai nhan t,

AVE va CR (Fornell & Larcker, 1981). Tt ca cac thang do déu c6 CR > 0.7 dam bao

do tin cay téng hop; Tét ca cac thang do déu c6 AVE > 0.5 dam bao gia tri hoi ty Diéu
nay cho thiy cac bién quan sat giai thich t6t bién tiém an ma chiing do luong.

Két luan CFA: tong hop cac két qua, tir mo hinh CFA dap ung tot cac tiéu

chuin hoc thuat vé do luong: DO tin cdy, gia tri hdi tu va gia tri phan biét. Piéu nay
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cho phép tiép tuc trién khai kiém dinh mé hinh céu tric (SEM) trong budc phan tich
tiép theo.

Bang 4.9. Pj tin ciy tong hop (CR) va phwong sai trich trung binh (AVE)

STT Bién tiém 4n | SO bién quan sit | AVE CR
1 HE 5 0.796 0.951
2 NO 4 0.769 0.930
3 LC 4 0.663 0.887
4 RE 5 0.779 0.934
5 ME 4 0.667 0.908
6 IN 5 0.799 0.952
7 KN 5 0.811 0.955
8 DS 6 0.826 0.966
9 DL 4 0.767 0.929
10 CD 6 0.817 0.957

(Nguon: Két qua diéu tra cia tac gia dir liéu Amos 24.0)
4.4.2 Két qua kiém dinh gia trj phan biét giira cac khai niém nghién ciru

Pé kiém dinh gia tri phan biét giita cac khai niém nghién ctru trong mé hinh,
nghién ctru st dung mo hinh t6i han (saturated model). Theo Anderson va Gerbing
(1988) M6 hinh t&i han 1a mo6 hinh ma trong dé cac khai niém nghién ctiru duoc tuy do
quan hé voi nhau, vi thé né c6 bac tu do thap nhat. Két qua phan tich cau tric tuyén
tinh bang va hinh cho thdy mé hinh nay c6 gia tri thong ké chi binh phuong la
2091.048 véi 783 bac ty do vai gid tri p < 0.001.

Gia tri phan biét duoc kiém dinh thong qua hé sd twong quan gitra cac khai
niém tiém an va mic y nghia théng ké di kém. Két qua cho thiy hau hét cac hé sb
tuong quan déu nho hon ngudng 0.9, chimg to cac khai niém nghién ctru khong bi
trung 1ap va c6 su khac biét nhét dinh. Piéu nay dam bao rr?mg cac thang do phan anh
nhirng khia canh rié€ng bi¢t ciia hi¢n twong nghién ctru. Tuy nhién, mot ) cap khai
niém cé twong quan kha cao, tiéu biéu nhu KN < DL (R = 0.791), KN < DS (R =
0.775), DS <> DL (R = 0.709) va HE < IN (R = 0.744).

Mic du cac gid tri nay cho thdy mbi quan hé chit ché giita cac khai niém, song
van chua vuot qua ngudng canh bao 0.9 nén gia tri phan biét vé mat théng ké van

duoc dam bao.
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Bang 4.10. Két qua kiém dinh gia tri phan biét giira cac khai niém

M&i quan hé f{%sé tuwong quan(SSa:)sé chuin (GClaR tl)‘l toi hanl(\g;'rc y nghia
NO |<-> [RE 0.116 0.043 2.662 0.008
NO |<—> |ME 0.136 0.043 3.206 0.001
NO |<—> [IN 0.193 0.050 3.868 ok
NO |<> [KN 0.172 0.053 3.207 0.001
NO <> |DS 0.150 0.046 3.245 0.001
NO |<> DL 0.157 0.043 3.686 ok
NO |<-> |[CR 0.112 0.046 2.460 0.014
LC |<-> |RE 0.059 0.042 1.387 0.165
LC > IME [0.057 0.041 1.373 0.170
LC <> |IN 0.013 0.048 266 0.790
LC > kN 0.037 0.052 704 0.481
LC <> Ibps 0.016 0.045 355 0.722
LC <> pL 0.037 0.041 893 0.372
LC <> |cr -0.034 0.045 767 0.443
ME |<-> [RE 0.544 0.054 10.030 ok
RE .~ |IN 0.446 0.055 8.144 ok
RE .~ kN 0.604 0.063 9.600 ok
RE > DS 0.398 0.050 7.917 ok
RE > DL 0.485 0.051 9.609 ok
RE > |cR 0.431 0.051 8.404 ok
ME . >IN 0.563 0.058 9.769 ok
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M&éi quan hé g{;sé tuong quan(SSaei)sé chuin (GclaR tl)‘l toi hanl(\g;'rc y nghia
ME I > kN 0.599 0.061 9.760 wxk
ME o > ps 0.437 0.050 8.692 wonok
ME .~ IpL 0.480 0.049 0.756 woxk
ME > lcp 0.424 0.050 8.496 wxk
IN <> [KN 0.688 0.070 0.886 ook
IN  |<-> |DS 0.594 0.060 0.884 onok
N <> pL 0.584 0.057 10.253 ok
IN" <> |cp 0.578 0.060 0.685 ok
KN  |<-> |DS 0.775 0.069 11311 ook
KN > |pL 0.791 0.067 11.880 wxk
KN <> |cD 0.685 0.066 10.411 wonok
DS |<-> DL 0.709 0.058 12.122 ook
DS |<-> |cD 0.662 0.059 11.189 wonok
DL |<-> |cD 0.643 0.056 11.437 wonok
DL  |<-> [DS 0.724 0.069 10.473 wonok

Ghi chi: * p <0.010; ** p <0.05; *** p < 0.001; ns: khong c6 y nghia thong ké

(Nguon: Két qud diéu tra cua tac gia dir liéu Amos 24.0)

Két qua kiém dinh gia tri phan biét dugc trinh bay trong Bang 4.12 cho thiy

cin bac hai ctia phurong sai trich trung binh (VAVE) ctia mdi bién tiém 4n déu 16n hon

cac h¢ so trong quan gitra cac bi€n, thoa man ti€u chi Fornell-Larcker. Dong thoi, tat

ca cac ty 16 HTMT déu nhé hon ngudng 0.85, chimg to cc bién tiém an trong mo

hinh 14 khac biét rd rang vé mit khai niém. Nhirng két qua nay khang dinh ring mé

hinh do ludng co gia tri phan biét tot, dam bao do tin cdy va co s& 1y thuyét viing

chéc cho buéc phan tich mé hinh céu trac (SEM) tiép theo.
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Bang 4.11 Két qua kiém dinh gia tri phan biét (Fornell-Larcker va HTMT)

Bién
.. HE |NO |LC RE |ME |IN KN | DS DL |CD
tiém an
HE 0.900
0.243
NO 0.877
(0.28)
0.075 | 0.610
LC 0.816

(0.11) | (0.69)

0.558 | 0.139 | 0.073
RE 0.896
(0.64) | (0.19) | (0.12)

0.660 | 0.168 | 0.072 | 0.694
ME 0.873
0.73) | (0.23) | (0.13) | (0.76)

0.744 | 0.202 | 0.014 | 0.485 | 0.626
IN 0.898
(0.80) | (0.27) | (0.09) | (0.57) | (0.71)

0.695 | 0.166 | 0.036 | 0.605 | 0.613 | 0.600
KN 0.925
(0.78) | (0.23) | (0.11) | (0.70) | (0.72) | (0.68)

0.683 | 0.167 | 0.018 | 0.459 | 0.515 | 0.597 | 0.718
DS 0.935
(0.77) | (0.22) | (0.10) | (0.55) | (0.64) | (0.69) | (0.79)

0.732 [ 0.194 [ 0.047 | 0.624 | 0.631 | 0.654 | 0.816 | 0.843
DL 0.874
(0.79) | (0.26) | (0.12) | (0.71) | (0.73) | (0.74) | (0.86) | (0.88)

D 0.627 | 0.126 | —0.040 | 0.502 | 0.504 | 0.586 | 0.640 | 0.712 | 0.771 0,905
(0.70) | (0.19) | (0.09) | (0.59) | (0.61) | (0.66) | (0.72) | (0.79) | (0.83) |

(Nguon: Két qud diéu tra cia tac gia dir liéu Amos 24.0)
Xem xét logi b6 nhan té LC va bién quan sdt RE1
Két qua phan tich mo hinh do ludng cho thdy nhan t Van hoéa dia phuong
(LC) thé hién su khac biét rd rét khi nhiéu mdi quan hé cta nd véi cac khai niém khac
khong c6 ¥ nghia thong ké, chang han LC < IN (p = 0.790), LC <> DS (p = 0.722),
LC < CD (p = 0.443), hay LC < KN (p = 0.481). Diéu nay phan anh rang thang do
LC chua thyc su gan két véi ciu tric mo hinh tong thé va co thé khong dong gop
dang ké trong viéc giai thich cac khai niém nghién ciru.
Tuong tu, bién quan sat RE1 trong thang do Thu gidin (Refreshment) c6 hé s6
tai nhan t6 kha thép (0.597), chua dat mirc tdi vu. Mac du khong vi pham hoan toan
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ngudng chap nhan (>0.5), nhung viéc duy tri mot bién c6 tai nhan t6 thip c6 thé anh
huong ti€u cuc dén gia tri hdi ty cua nhan td.

Giai thich qua phong van chuyén gia: Khi tham khéo y kién cua cac chuyén
gia trong linh vyc du lich va marketing, mot sb 1y do thuc tién da duoc néu ra nham
1y giai sy thiéu 6n dinh cta nhan t6 LC va bién RE1:

Nhan t6 Vin hoa dia phuong (LC): Han ché trai nghiém thyc té: Nhiéu khach
du lich, dic biét 1a khach quéc té hodc khach di theo tour, khong cé nhiéu co hoi
tuong tac truc tiép v4i nguoi dan dia phuong. Hoat dong tham gia vin hoa thudng
mang tinh trinh dién (showcase) hon 14 trai nghiém thyc té. Khac biét ky vong: Mot
sd khach du lich quan tAm dén tham quan, nghi dudng, mua sim hon 13 tiép cin vin
hoa ban dia. Picu nay lam cho bién LC it pho quat va dan dén phan hoi phan tan.
Tinh dai dién thép: O bbi canh TP. HCM — mdt d6 thi hién dai — cac yéu t6 van hoa
dia phuong c6 thé bi lu md boi dic trung d6 thi hoa, khién nhan té nay khé dong gop
dang ké trong mo hinh hanh vi du khach.

Bién quan sat RE1 (giam cang thiang): Mirc d6 pht hop han ché: Nhiéu khach
dén TP. HCM la dé cong tac, hoc tap, hay két hop hoi nghi (MICE), do d6 muyc tiéu
thu gidn va giam cang thang khong phai lic ndo ciing 1a dong co chinh. Tinh cha
quan cao: “Giam bét cang thang” 1a mot cam nhan mang tinh ca nhan, dé bi chi phdi
boi yéu td ngoai du lich (nhu ap luc cong viée, gia dinh), dan dén murc d6 tra 10i thiéu
6n dinh.

Do d6, nghién ctru dé xuat loai bé nhan t Vin héa dia phuong (LC) va bién
RE1 khéi thang do chinh thtrc, ddng thoi giir lai cac nhan té va bién quan sat con lai
dé st dung trong khao sat quy mo 16n.

bay 1a mot phat hién dang cha y. Mac du van héa dia phuong thuong duogc
coi 14 yéu té quan trong trong du lich, trong md hinh nay, tic dong ctia nd 1én trai
nghiém du lich ddzng nhé téng thé lai khong c6 y nghia thong ké. Piéu nay c6 thé
goi ¥ rang d6i véi du khach dén thanh phd Hd Chi Minh, cac yéu t6 khac nhu nghién
ctru, thu gian, sy tham gia y nghia hay kién thirc c¢6 thé quan trong hon trong viéc

dinh hinh mdt trai nghiém dang nhd so vai cac khia canh van héa dia phuong don
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thuan. Hodc ciing c6 thé 14 do cach thirc do luong hodc su hiéu biét ciia du khach vé
van héa dia phuong trong bdi canh dé thi co dic thu riéng, can duoc nghién ctru sdu
hon.

Két luan vé gia tri phan biét: dua trén cac phan tich trén, mo6 hinh do luong
CFA duogc danh gia 1a dat yéu clu vé gia tri phan bi¢t, bén canh do tin cay va gia tri
hoi tu. Piéu nay cho phép tiép tuc trién khai kiém dinh mé hinh cau trac (SEM) trong

cac budc phan tich tiép theo.

4.5 Kiém dinh m hinh 1y thuyét chinh thirc
4.5.1 Panh gia vin dé da cong tuyén

Két qua cho thidy mé hinh c6 do phu hop kha tét, véi hé s6 xac dinh R?= 0.493
va RZhiéu chinh = 0.482, ttrc khoang 49.3% bién thién ciia long trung thanh diém dén
(DL) duoc giai thich bai cac bién doc 1ap (Két qua da cong tuyén xem Phu luc 4.6).
Kiém dinh ANOVA khang dinh mé hinh c6 y nghia thong ké (F(9.424) = 45.792; p <
0.001). Bé kiém tra hién tuong da cong tuyén, cac chi s6 Tolerance va VIF dugc phan
tich. Két qua cho thdy gi4 tri Tolerance déu > 0.33 va VIF dao dong tir 1.477 dén
3.017, thiap hon ngudng canh bao (VIF > 10; Tolerance < 0.1).

Bang 4.12. Tém tit kiém tra da cong tuyén

Bién doc lap Tolerance VIF

DS 0.476 2.099
NO 0.648 1.543
LC 0.677 1.477
RE 0.478 2.092
ME 0.420 2.383
IN 0.434 2.305
KN 0.412 2.426
HE 0.331 3.017

Ghi chu: VIF < 10 va Tolerance > 0.1 — khong c6 da cong tuyén.
(Nguon: Két qud diéu tra cia tac gia dir liéu SPSS 26)
Pong thoi, bang Collinearity Diagnostics ghi nhan Condition Index cao nhat
=23.600 (< 30), va khong c6 sy tap trung phuong sai 16n (> 0.50) & nhiéu bién trong

cing mot chiéu. Pidu nay khang dinh rang mé hinh khong xuit hién da cong tuyén
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nghiém trong, do d6 cac udc lugng hdi quy co thé dugc sir dung mot cach tin cay dé

phan tich tic dong cia cac bién doc 1ap dén DL.

4.5.2 Mo hinh 1: DS déng vai trd trung gian trong mdi quan hé giira MTE
va DL

Chi-square=1387.406; P-value= .000 ;
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(Nguon: Két qud diéu tra cua tac gia dir liéu Amos 24.0)
MO hinh ly thuyét chinh thtrc sau khi thyc hi¢n phan tich EFA, CFA duoc trinh

bay trong nghién ctru nay. M6 hinh Iy thuyét chinh thire s& duoc kiém dinh= mé hinh

phuong trinh cau trac (SEM), trong d6 kiém dinh mdi quan hé giita cac thanh phan
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trai nghiém du lich dang nhé (MTE) va tac dong caia MTE dén su hai long diém dén
(DS) va long trung thanh diém dén (DL). Trong mé hinh nay, DS 13 mot khai niém
vura trung gian vua phu thudc, va 6 thanh phén (HE, NO, ME, IN, RE, KN) la cac
bién giai thich cho MTE (Phan tich phuong trinh c4u traic SEM xem Phu luc 4.8).
Két qua phan tich mé hinh SEM véi ¢& mau 434 cho thiy mé hinh do luong
va mo hinh cau trac déu dat do phu hop tt véi dit liéu khao sat. Cu thé, cac chi sd
phtt hop cho thdy mé hinh dap ung cac tiéu chi khoa hoc: Chi-square/df = 2.238 (<
3, dat chuan), CFI = 0.957 va TLI = 0.954 (déu 16n hon 0.9, rét t6t), RMSEA = 0.053
(< 0.08, nam trong khoang chap nhan dugc) va GFI = 0.855 (chap nhan duoc d6i véi
nghién ctru trong linh vuc khoa hoc xa hoi). Diéu nay khang dinh mé hinh c6 thé

duoc st dung dé kiém dinh cac gia thuyét vé moi quan hé nhan qua gitta cac khai

niém.
Bang 4.13. Tong hop cac tiéu chuin kiém dinh SEM mé hinh 1
Chirc nang Théng so tiéu chuin Két qua
. . 1387.406

- Chi-square c6 P-value > 0.05 Sig. = 0.000
- Kiém tra do thich hop cua mohinh | - GFI>0.80 0.855
va gia tri lién h¢ ly thuyet. - TLI>0.90 0.954
- Kiém dinh gia thuyeét. - CFI1>0.90 0.957
- RMSEA <£0.08 0.053
- Chi-square/df < 5.00 2.238

(Nguon: Két qud diéu tra cua tac gia dir liéu Amos 24.0)

Tht nhat, mdi quan h¢ gitra MTE va DS duoc xac dinh la rat manh véi hé sd

chuén héa p = 0.773, C.R = 15.280 va mirc y nghia p < 0.001. Piéu nay co6 nghia 13

nhan t6 MTE (mdi truong/thé ché hodc cac diéu kién nén tang) c6 anh huong dang

ké dén DS (cac yéu tb trung gian, chang han nhu co ché, hé théng hay quy trinh hd

trg). Két qua nay cho thay su phat trién va hoan thién cia MTE déng vai tro then chét

trong viéc ning cao ning luc cua DS, qua d6 cing cb kha nang van hanh va trién khai

cac hoat dong tiép theo. Noi cach khéc, khi méi truong va diéu kién nén tang duoc
cai thién, cac yéu to trung gian DS ciing dugc cung cd va phét trién manh mé.

Thi hai, mi quan hé gitta MTE va DL ciing duoc khing dinh véi hé sb chuan

hoa p = 0.574, C.R = 10.544 va p < 0.001. MTE c6 tac dong truc tiép dén DL (dau
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ra, két qua hay hiéu qua cudi ciing). Diéu nay chi ra rang cai thién moi trudng/thé ché
khong chi anh huéng dén yéu td trung gian ma con tac dong truc tiép dén két qua
cubi cung. Tuy nhién, hé s6 tac dong & muc trung binh, thdp hon so véi tac dong tir
MTE dén DS. Piéu nay ham ¥ rang hiéu qua ciia MTE dén DL c6 thé khong chi dén
tir tac dong truc tiép, ma con duoc truyén dan thong qua yéu td trung gian DS.

Thit ba, két qua phan tich ciing chi ra rang DS anh huong truc tiép dén DL véi
hé s6 chuan héa B = 0.398, C.R = 8.400 va p < 0.001. Mdi quan hé nay khang dinh
DSn khong chi 14 nhan té bi anh hudng bdi MTE, ma con dong vai trd quyét dinh
trong viéc chuyén hoa céc tic dong d6 thanh hiéu qua cudi cing & DL. Pay chinh l1a
bang chimg rd rang vé vai tro trung gian cta DS trong mé hinh. Khi MTE tac dong
dén DS, va DS tiép tuc anh huong dén DL, ta c6 mot chudi quan hé gian tiép mang
nghia thuc tién quan trong.

Tur cac két qua trén, ¢ thé khang dinh rang DS dong vai tro bién trung gian
mot phan trong mdi quan hé gitta MTE va DL. Cuy thé, MTE vira tac dong truc tiép
dén DL, vira gian tiép thong qua DS. Sy t6n tai cta ca hai con duong nay cho thiy
tac dong cia MTE dén DL 1a bén viing va da chiéu: tic dong truc tiép thé hién anh
hudng tire thoi, trong khi tac dong gian tiép thong qua DS phan anh co ché van hanh
noi tai giup duy tri va ciing ¢ két qua trong dai han.

Céc thanh phan cua trai nghiém du lich dang nhé (MTE) nhu HE, NO, RE,
IN, KN déu c6 tac dong dang ké 1én MTE (p < 0.05). Cu thé:

Nghién ctru (HE): udc luong chuin hod = 1.000 (cb dinh), p = N/A. Diéu nay
cho thay nghién ctru dugc st dung 1am bién tiém an d& x4c dinh thang do MTE, khang
dinh vai tro trung tdm cua né trong viéc dinh hinh trai nghiém.

Tinh méi (NO): u6c luong chuan hoa = 0.130 (cb dinh), p = 0.032. Mic du hé
s6 udc lwong twong doi thap, mbi quan hé niy van cé y nghia thong ké, chi ra rang
tinh m&i la cua trai nghiém gép phan vao viéc tao nén mot trai nghiém dang nhé.

Sy thu gidn (RE): udc lwong chuin hoa = 0.714 (¢ dinh), p = 0.001. Sy thu
gian 1a mot yéu té rat manh mé anh huong dén MTE, diéu nay hop 1y trong bbi canh

du lich giai tri d6 thi nhu TP. HCM.

140



Y nghia (ME): udc lugng chuan hod = 0.791 (¢ dinh), p = 0.001. Céc trai
nghiém mang lai y nghia c4 nhan ciing déng gop dang ké vao MTE.

Sy tham gia (IN): uéc lugng chuan hoa = 0.798 (c6 dinh), p = 0.001. Mtc d6
tham gia tich cyc ctuia du khach vao cac hoat dong tai diém dén 1a yéu td quan trong
tao nén trai nghi¢m dang nha.

Kién thire (KN): udc luong chudn hoa = 0.835 (cb dinh), p = 0.001. Viéc thu
thap kién thirc va tim hiéu vé van hoa - lich str, con nguoi tai diém dén 1a mot yéu tb
manh me€ khac hinh thanh nén MTE.

Moi quan hé khong c6 ¥ nghia théng ké: thanh phan Vin hoa dia phuong (LC)
ctia trai nghiém du lich dang nhé khong c6 ¥ nghia thong ké trong viéc giai thich: udc

lugng chuan hoa = 0.058 (cd dinh), p = 0.342.

Bang 4.14. Két qua wéc lwong cic moi quan hé cau tric - mé hinh SEM

.. |Uéc lwgng chuin(Sai O .. .. .. Mic ¥
£ ~ |Gia . . x Gia tri toi| £ -
Moi quan h¢ thuvét hoa (Standardized/chuan han (C k) nghia |Két qua
Yet |Estimate) (S.E.) an -5
DS <--- MTE [H1 0.897 0.059 15.280 HoAx Co y nghia
DL <--- MTE [H2 0.597 0.057 10.544 HoAx Co y nghia
DL <---DS [H3 0.357 0.042 8.400 ok Co y nghia

Dau "***" nghia 1a P < .001. "N/A" (Not Applicable) cho bién HEn <--- MTE dugc ¢ dinh gié tri
wdc luong chuan héa 1a 1.000 dé xac dinh thang do cho bién tiém an cip cao MTE
(Nguon: Két qud diéu tra cia tac gia dir liéu Amos 24.0)

Céc hé sd tai nhan té cho céc bién quan sat va phuong sai sai s6 van tuong tu
nhu trong mé hinh CFA va SEM géc, cho thiy d¢ tin cdy cta cac thang do.

Két ludn, m6 hinh SEM (1) ndy cung cip bang ching théng ké manh mé& vé
vai tro trung gian quan trong ctia DS. Viéc duy tri va phat trién cac yéu t6 trung gian
khong chi 1a hé qua ciia MTE, ma con 1a ciu ndi can thiét dé toi da héa hiéu qua cia
DL. Piéu ndy goi y rang cac chinh sach hodc giai phap tap trung cai thién moi
truong/thé ché can dong thoi chii trong dén viée ciing ¢b cac yéu to trung gian, nham
bao dam rang tac dong tich cuc cia MTE dugc chuyén héa thanh két qua cu thé va
bén viing tai DL,

Két qua kiém dinh bootstrap cho mé hinh 1
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Két qua Bootstrapping véi 5.000 mau cho thiy cac chi sé déu on dinh, cing
c¢b thém bang ching vé do phu hop va tinh tin cdy ctia mé hinh.

Trudce hét, d6i véi ML discrepancy (implied vs. sample), gia tri trung binh ghi
nhan ¢ muc 2.100,730 véi sai sé chuan chi 1,865. Phan phdi tap trung chil yéu trong
khoang 1.907-2.131, thé hién su hoi tu tét quanh trung tdm, dong thoi ching minh
mirc sai l1éch giita m hinh gia dinh va dir liéu thuc té khong déang ké. Cac gié tri phan
phéi dan thua hon ¢ hai dau, dic biét sau ngudng 2.400, phan anh rang hau hét cac
mau Bootstrap déu xac nhan mé hinh ¢6 kha ning khdp tét véi dir liéu quan sat.

Tiép theo, d6i véi ML discrepancy (implied vs. population), gié tri trung binh
14 1.555,176 v6i sai s6 chuan 0.478 — mirc sai s6 rat nho, thé hién do 6n dinh cao. Két
qua phan phdi c6 xu hudng tap trung trong khoang 1.526-1.552, vén chiém mat do
cao nhét. Piéu nay cho thay su chénh léch gitra mo hinh gia dinh va tong thé & mirc
thap, dong thoi khang dinh md hinh c6 kha ning phan dnh dung dic trung ciia quan
thé nghién ciru.

Péi véi Kullback—Leibler (K-L) overoptimism & dang chua 6n dinh, gia tri
trung binh 14 323.551 cung sai s6 chuan 5,888. Khoang dao dong rong, tir -909 dén
gﬁn 1.900, phan anh sy tdn tai cta hién tuong lac quan qua muc trong mot s6 1an lap
Bootstrap. Tuy nhién, mat do tap trung nhiéu nhat nam trong khoang -104 dén 499,
chtng t6 phan 16n cac mau roi vao pham vi hop 1y, va mé hinh nhin chung van duy
tri mtrc d§ phu hop nhét dinh. Viéc xuét hién céc gia tri am cho théy & mot s6 truong
hop, mo hinh con than trong hon thuc té, song xu huéng chinh van thién vé lac quan.

Cubi cung, véi K-L overoptimism (stabilized), gia tri trung binh ghi nhan
330.228 vdi sai s6 chuan 1.752. Phan phéi day dac trong khoang 225-416, phan anh
su on dinh cao sau khi ap dung diéu chinh. Pay 13 bang ching quan trong cho thay
cac ky thuat 6n dinh héa da gitip giam thiéu ddng ké muc do thién léch, dong thoi
nang cao tinh tin cdy cia mo hinh. Céc gia tri phan phéi sau 480 giam manh vé tan
suit, ciing c6 nhan dinh ring phan 16n trudng hop Bootstrapping déu xac nhin mtrc

dd lac quan vura phai, khong vuot qua gioi han kiém soat.

Bang 4.15: Két qua wée lwgng bing bootstrap (N=5000)

142



Parameter Uéc lwong | Mean Bias | SE-Bias | CR
ML discrepancy (implied vs | 2654.924 2654.924 | 0.0 | 2.007 0.0
sample)

ML discrepancy (implied vs pop) | 2073.844 2073.844 | 0.0 | 0.488 0.0
K-L overoptimism (unstabilized) | 331.853 331.853 | 0.0 |5.934 0.0
K-L overoptimism (stabilized) 338.434 338.434 | 0.0 | 1.903 0.0

(Nguon: Két qud diéu tra cua tac gia dir liéu Amos 24.0)

Téng hop lai, két qua Bootstrapping 1an hai tiép tuc chimg minh rang mé hinh

c¢6 d6 On dinh cao va kha nang khai quat tot. Sai s6 chuan nho, sy phan phdi tap trung
quanh gia tri trung binh va su khac biét khong dang ké giita mé hinh gia dinh véi dit
lidu quan sat cling nhu vai tong thé déu ciing cd tinh viing chac vé mat phuong phap
luan. Sy ton tai cua hién twong lac quan qua mirc trong phan tich K-L 13 diéu thuong
gap, nhung khi duogc diéu chinh, mo hinh tr& nén 6n dinh va dang tin cay hon. Nhu

vay, toan bd két qua Bootstrapping khang dinh rang mé hinh c6 thé dugc st dung cho

cac phan tich va kiém dinh tiép theo véi murc do tin cay khoa hoc cao.
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4.5.3 MO hinh 2: Tac dong diéu tiét ciia Sy dong diic dén mdi quan hé giira
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Hinh 4.3. So' @ mé hinh 2
(Nguon: Két qud diéu tra cua tac gia dir liéu Amos 24.0)
Duya trén mo6 hinh SEM kiém dinh tac dong diéu tiét cua Sy dong dic (CR) 1én
mdi quan hé MTE > DS, két qua cho thdy do phu hop tong thé ¢ mirc chap nhan:
¥2/df = 2.899 (< 3), CFI = 0.933, TLI = 0.928 (déu > 0.90), RMSEA = 0.066 (nam
trong khoang chap nhan 0.05-0.08), GFI = 0.831. Nhu vdy, mé hinh dat yéu cau dé
dién giai cac dudng din cau trac (Phu luc 4.8).
Hiéu tng chinh (main effects). Anh hudng tryc tiép ctia MTE 1én DS 13 duong
vamanh (B=0.644, C.R =12.835, p<.001), khang dinh khi diéu kién méi truong/thé
ché thuan loi hon thi chat lugng/hiéu nang cua DS tang Ién dang Ké. Ngoai ra, MTE
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— DL ciing c6 y nghia (B =0.576, p <.001) va DS = DL ¢ muc vira (B =0.418, p <
.001), ham y DS tiép tuc 13 cAu ndi quan trong chuyén tac dong tir MTE sang két qua
cudi (DL).

Bang 4.16. Két qua wéc hrgng ciac mdi quan hé cau triic - md hinh SEM (2)

.. |Uéc lwong chuan|Sai $O .. .. .. Mic y

£ ~ |Gia . . 3 Gia tri toi £ -

Moi quan hé thuvét hoa (Standardized/chuan han (C i{) nghia |Két qua
Y [Estimate) (S.E.) an (1)

DS <--- MTE [H1 0.669 0.052 12.835 ok Co y nghia
DL <--- MTE [H2 0.562 0.047 11.983 ok Co y nghia
DL<---DS H3 0.393 0.038 10.240 otk Co6 y nghia
DL <--- I Lo -
MTE DS H4 0.042 0.006 6.570 Co y nghia

Dau "***" nghia la P < .001. "N/A" (Not Applicable) cho bién HEn <--- MTE dugc ¢ dinh gié tri udc
luong chudn hoa 1a 1.000 dé xac dinh thang do cho bién tiém an cap cao MTE
(Nguon: Két qud diéu tra cua tac gia dir liéu Amos 24.0)

Hiéu tng diéu tiét (moderation). Bién twong tac/diéu tiét MTE CR tac dong
tich cuc va c6 y nghia 1én DS (B = 0.250, C.R = 6.570, p < 0.001) khi cung ton tai véi
hiéu tng chinh ciia MTE. Két qua nay ching minh Su déng dic 12 mot diéu tiét
duong: khi mirc 46 dong duc ting, do doc cua quan hé MTE > DS 16n hon, nghia 13
cing mot muc cai thién vé MTE sé& lam DS tang manh hon trong bdi canh dong diic
so v6i bdi canh it dong. V& mit phuong phap, duong dan cé ¥ nghia tir bién twong
tac 1én két qua trung gian 1a tiéu chuan chimg minh diéu tiét trong khuén khé SEM
(kiém soat cac hiéu tng chinh).

Dién giai ham y. (i) Hiéu Gmg co so: MTE la don biy then chdt nang DS
(B=0.644). (ii) Diéu kién dong dic gia ting kha nang phat huy ciia MTE 1én DS (B
tuong tac duong 0.250), goi ¥ cic can thiép va chinh sach can duogc thiét ké dic biét
cho céc bdi canh dong duc/nhu ciu cao, noi cac cai thién vé MTE duoc “khuéch dai”
manh hon. (iii) Tac dong dén két qua cudi: do DS = DL c6 ¥ nghia, hiéu tng diéu
tiét néu trén c6 kha ning lan truyén, gian tiép nang DL thong qua DS.

Pé minh hoa diéu tiét, nén chuan héa/center cac thanh phan va vé simple
slopes (thdp/dién hinh/cao vé CR) hoic ap dung thu tuc Johnson—Neyman dé xac dinh
khoang gia tri CR 1am cho hiéu tng MTE = DS c6 y nghia. C6 thé bao cdo thém
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hiéu ung gian tiép c6 diéu kién (conditional indirect effect MTE = DS - DL) bang
bootstrap. Téng thé, mo hinh chirng minh 13 tac dong diéu tiét duong cua Sy dong
duc 1én quan hé MTE - DS, dong thoi duy tri d6 phi hop SEM ¢ mic tét.

Két qua kiém dinh bootstrap cho mé hinh Phan tich Bootstrapping v6i c& mau
5.000 dugc tién hanh nham kiém dinh do 6n dinh va tinh nhat quan cua mo hinh
nghién ctru. Két qua thu duogc tir cac chi sé chinh bao gdbm ML discrepancy (so sanh
gitta mo hinh gia dinh va mau quan sat), ML discrepancy (so sanh giita mo hinh gia
dinh va téng thé), Kullback-Leibler (K-L) overoptimism & dang chwa 6n dinh va
dang d4 6n dinh. Nhiing két qua ndy cung cap co so dé danh gia mic do phu hop, do
tin cay va kha nang khai quat cia mo hinh.

Thir nhat, d6i véi ML discrepancy (implied vs. sample), gia tri trung binh dat
2.654.924 v6i sai s6 chuan 2.007. Phan phdi cac gia tri tap trung chu yéu trong khoang
2.574-2.649, thé hién sy hoi tu tdt quanh trung tdm va cho théy sai s6 gitta mo hinh
gia dinh va dir liéu thuc nghiém 1a khong dang ké. Piéu nay ching minh mé hinh gia
dinh duoc xay dung c6 kha niang phan anh dir liéu mau voi do 6n dinh cao.

Thr hai, d6i voi ML discrepancy (implied vs. population), gia tri trung binh &
muc 2,073,844 véi sai s6 chuén 0,488. Phan phéi dao dong hep, tap trung nhiéu tai
khoang 2,042-2,094, cho thay d6 chénh léch gitra m6 hinh va tong thé 1a rat thap. Két
qua nay phan anh tinh dai dién cia mé hinh, dong thoi ciing ¢6 bang ching rang mo
hinh c6 thé khai quét t6t cho quan thé muc tiéu.

Thir ba, véi chi s6 K-L overoptimism (unstabilized), gié tri trung binh ghi nhan
331.853 cung sai s6 chuan 5.934. Khoang dao dong rong (tir -873 dén trén 1.900)
phan anh hién tugng lac quan qua murc trong qué trinh wdce lugng, tirc 1a mo hinh cé
xu huéng danh gia sy phi hop cao hon so véi thuc té. Tuy nhién, sy phan b day dic
trong khoang -78 dén 518 cho thay phan 16n cac trudng hop van nam trong pham vi
chap nhan duoc.

Thtr tu, két qua K-L overoptimism (stabilized) cho thiy gia tri trung binh dat
338.434 véi sai s6 chudn thip hon (1.903). Phan phéi tap trung trong khoang 243—

454, hep va 6n dinh hon dang ké so véi két qua chua diéu chinh. Piéu nay chimg
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minh r@ing sau khi ap dung k¥ thuét 6n dinh hoa, mtrc do thién léch giam rd rét, giap

mo hinh ¢é do tin cdy cao va tinh 6n dinh dugc cung co.

Bang 4.17: Két qua wée lwong bing bootstrap (N=5000)

Parameter Uébe Mean Bias | SE- CR
lwgng Bias

ML discrepancy (implied vs sample) | 2100.73 | 2100.73 | 0.0 | 1.865 0.0

ML discrepancy (implied vs pop) 1555.176 | 1555.176 | 0.0 | 0.478 0.0

K-L overoptimism (unstabilized) 323.551 | 323.551 |0.0 |5.888 0.0

K-L overoptimism (stabilized) 330.228 | 330.0228 | 0.0 | 1.752 0.0

(Nguon: Két qua diéu tra cia tac gia dir liéu Amos 24.0)

Tong hop két qua trén, c6 thé khang dinh ring mé hinh nghién ctru duoc kiém

dinh bang Bootstrapping da dat d6 phu hop cao, sai s6 udc luong thap va co kha ning
khai quat tdt. Su xuat hién cua hién tuong lac quan qua muc trong két qua chua on
dinh 14 pho bién trong cac phan tich mé hinh cau tric, song khi a4p dung k¥ thut 6n
dinh hoa, két qua trd nén tin cdy va can béng hon. Nhu vy, mo6 hinh c6 thé duogc st
dung cho cac phan tich tiép theo, dam béo tinh viing chic vé mat phuong phap luan

cling nhu tinh ing dung trong thuc tién.
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4.5.4 M0 hinh 3: Tac dong diéu tiét ciia Sy dong diic dén mdi quan hé giira

DS va DL
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Hinh 4.4. So' dd mé hinh 3
(Nguon: Két qud diéu tra cia tac gia dir liéu Amos 24.0)
Két qua udc lugng tir md hinh SEM véi ¢d mau 434 cho thdy mo hinh nghién
ctru dat mire pht hop chap nhan dugc voi dit liéu khao sat: y2/df = 3.023 (< 5), CFI =
0.929 va TLI = 0.923 (déu vuot ngudng 0.90), RMSEA = 0.068 (< 0.08) va GFI =
0.828 (tiém can ngudng chip nhan trong nghién ctru xi hoi). Cac chi sé nay cho thay
mo hinh 1y thuyét duoc dé xuat c6 thé giai thich tot dir liéu thuc tién va dap Gmg yéu

cau dé phan tich sau cac quan hé cdu trac (Phu luc 4.8).
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Trude hét, két qua phan tich khiang dinh anh huong truc tiép cia MTE dén DS
v6i hé sb chuan héa p=0.774 (C.R = 15.263, p < 0.001), thé hién rang cai thién moi
truong va diéu kién thé ché 1a tién dé then chét nang cao hiéu qua DS. Pong thoi, DS
anh huong duong dén DL véi B = 0.360 (C.R = 7.299, p < 0.001), qua d6 xac nhan
DS dong vai trd trung gian trong viéc chuyén hoa tac dong cia MTEa thanh két qua
cubi cung DL. Ngoai ra, MTE con tac dong truc tiép dén DL (B = 0.596, p < 0.001),
chtng minh DS dam nhiém vai trd trung gian mot phan thay vi toan phan trong mo

hinh.

Bang 4.18. Két qua wéc lwgng cic moi quan hé cau tric - mé hinh SEM (3)

.. |U6c lwgng chuin/Sai O .. .. .. Mic

£ ~ |Gia . . Z Gia tri toi P .

Moi quan h¢ thuvét hoa (Standardizedchuan han (C h) nghia |Két qua
Y |Estimate) (S.E.) B )

DS <--- MTE |H1 0.898 0.059 15.263 ok Co y nghia
DL <--- MTE |H2 0.589 0.057 10.408 ok Co y nghia
DL <---DS |H3 0.307 0.042 7.299 otk Co y nghia
DL <--- . -
DS CD HS5 0.011 0.004 2.894 0.004 |C6ynghia

Dau "***" nghia 1a P < .001. "N/A" (Not Applicable) cho bién HEn <--- MTE duoc ¢ dinh gié tri
wdc luong chuan héa 1a 1.000 dé xac dinh thang do cho bién tiém an cp cao MTE
(Nguon: Két qud diéu tra cia tac gia dir liéu Amos 24.0)
Pang cht y, bién diéu tiét DS_CD - DL ¢6 hé sé chuan héa p = 0.076 (C.R
=2.894, p = 0.004), khang dinh Su dong duc tac dong diéu tiét dwong dén mdi quan
hé DS = DL. Cu thé, trong bdi canh dong duc, cung mot muc cai thién & DS s€ dan
dén gia taing DL 16n hon so voi bdi canh it déng dic. Diéu nay cho thay sy dong duc
khong lam suy giam hiéu qua ma nguoc lai con khuéch dai vai tro cia DS trong viée
cai thién DL. Hiéu ung diéu tiét ndy goi mo rang mbi quan hé gian tiép MTE > DS
- DL 1a c6 diéu kién theo mirc 46 dong diic, tirc hidu qua trung gian dugc ting cudng
trong nhitng bdi canh cé luu lugng cao.
Két qua trén mang ham y 1y thuyét va thyc tién quan trong. V& mat hoc thuat,
nghién ctru cung cp bang chimg cho luin diém rang gi tri clia cac ngudn luc trung
gian (DS) khong ¢ dinh, ma c6 thé thay ddi theo dic diém ngir canh (CD), phu hop

v6i cach tiép can cua 1y thuyét ngir canh (contingency theory). Vé mit quan tri, phat
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hién nay ham y rang trong diéu kién méi trudng dong dac, cac td chirc/doanh nghiép
can vu tién t6i wu hoa DS, vi bat ky cai thién nao & DS déu c6 kha ning dugc khuéch
dai thanh két qua cudi cung DL. Nguoc lai, trong mdi truong it dong dtic, mac du DS
van c¢6 vai tro tich cuc, nhung tdc dong dén DL bi han ché hon.

Nhu vdy, md hinh SEM khong chi khing dinh vai trd trung gian ciia DS ma
con ching minh tac dong diéu tiét cua sy dong dic, qua d6 lam sang to tinh phirc hop
va da chiéu ciia mdi quan hé gitta MTE, DS va DL. Pay 1a co sé quan trong dé trién
khai cac kiém dinh bd sung nhu simple slopes analysis hodc bootstrap conditional
indirect effects, nham minh hoa rd hon tac dong khuéch dai cua su dong duc trong
bdi canh nghién ctu.

Két qud kiém dinh bootstrap cho mé hinh 3

Phén tich Bootstrapping véi 5.000 mau tiép tuc dugc thuc hién nham danh gia
d6 on dinh va sy phi hop ctia mé hinh. Céc chi sé chinh bao gdm ML discrepancy
gitta mo6 hinh gia dinh véi dit liéu mau, ML discrepancy giira m6 hinh gia dinh véi
téng thé, cing hai thuée do Kullback—Leibler (K-L) overoptimism & dang chua 6n
dinh va dang d4 6n dinh.

Trude hét, d6i véi ML discrepancy (implied vs. sample), gia tri trung binh dat
2.737,291 véi sai s6 chuan 2.054. Phan phéi tap trung day dic trong khoang 2.605—
2.757 va tiép tuc duy tri mat dé cao ¢ vung 2.681-2.832, cho théy d6 6n dinh manh
mé& va mirc sai 1éch thap gitta mo hinh gia dinh véi dit liéu quan sat. Cac gia tri phan
phéi sau 2.900 giam dan vé tan suat, phan anh rang chi c6 mot ty 1& nho cac mau
Bootstrap cho két qua 1éch xa trung tm. Nhu vay, c6 thé két luan ring mé hinh khép
t6t voi dir liéu mau va duy tri do tin cdy cao.

Tiép theo, d6i voi ML discrepancy (implied vs. population), két qua ghi nhan
gi4 tri trung binh & murc 2.153,807 véi sai s6 chuan 0.485 — mot con s rat nho, thé
hién mutrc do 6n dinh vuot troi. Cac gia tri tp trung nhét & khoang 2.122-2.174, von
chiém mat d6 cao nhét trong phan phdi. Diéu nay chimg minh su khac biét gitra mo
hinh gia dinh va téng thé chi & murc tdi thiéu, cung ¢ thém tinh dai dién ciia mo hinh

khi ap dung cho quan thé nghién ciru.
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Déi voi K-L overoptimism (unstabilized), gia tri trung binh dat 329.188 clng
sai s6 chudn 5.925. Khoang dao dong rong (tir -893 dén gan 1.920) cho thay su ton
tai ctia hién tugng lac quan qua mirc trong udc lugng. Tuy nhién, phan phdi tap trung
manh trong ving -89 dén 513, phan anh rang da sé cac mau Bootstrapping van duy
tri murc lac quan trong gi6i han chip nhan duoc. Cac gia tri cuc doan chiém ty 18 thap
va khong anh hudng 16n dén xu hudng chung ciia phan phoi.

Cudi cung, v6i K-L overoptimism (stabilized), két qua trung binh 1a 336.034
cung sai s6 chuan 1.942. Phan phdi tap trung chu yéu trong khoang 212424, mat do
cao nhat & ving 282-353. Pay 1a minh chtng rd rang rang khi ap dung k¥ thuat on
dinh hoa, d6 thién Iéch dugc giam thiéu va mo hinh tré nén bén viing hon. Tén suét
cac gia tri sau ngudng 500 giam dang ké, cho thay phan 16n cac mau xac nhan su on

dinh trong uéc luong, déng thoi han ché dugce tac dong cua hién tuong lac quan qua

muc.
Bang 4.19: Két qua wéc lwong biang bootstrap (N=5000)
Parameter Uéc lwgng | Mean Bias | SE- CR

Bias
ML discrepancy (implied vs |2737.291 2737.291 | 0.0 |2.054 0.0
sample)
ML discrepancy (implied vs pop) | 2153.807 2153.807 | 0.0 | 0.485 0.0
K-L overoptimism (unstabilized) 329.188 329.188 0.0 |5.925 0.0
K-L overoptimism (stabilized) 336.034 336.034 | 0.0 | 1.942 0.0

(Nguon: Két qua diéu tra cia tac gia dir liéu Amos 24.0)

Tong hop két qua trén, c¢6 thé nhan dinh rang mé hinh tiép tuc ching minh
dugc tinh viing chac va do tin cay khi duoc kiém dinh bang Bootstrapping. Sy phu
hop gitta md hinh va ca dir liéu mau 13n tong thé déu & mirc cao, sai 6 chuan nho va
phan phdi tip trung quanh gia tri trung binh. Sy xuit hién cia hién tugng
overoptimism trong phién ban chwa 6n dinh 1a pho bién, nhung sau khi diéu chinh,
mo hinh dat trang thai n dinh hon va c6 kha ning khai quat déng tin cay. Do do, cac
két qua nay tiép tuc cung cd tinh hop 1é cia mo hinh nghién ciru va khang dinh rang
n6 c6 thé duoc Gmg dung dé giai thich hién tuwgng nghién ctru trong bdi canh thuc

tien.
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4.5.5 Danh gia su khac biét ciia cac nhin t6 anh hwong téi long trung thanh
diém dén theo cac bién nhin khiu hoc (Két qua kiém dinh khac biét
xem Phu luc 4.9)
Kiém dinh sw khdc bi¢t theo sé lin dén TP. HCM
Két qua kiém dinh ANOVA cho thiy c6 su khac biét c6 y nghia thong ké giita
cac nhém khach du lich véi sb 1an dén TP. HCM khac nhau ddi véi ca hai bién do
ludng DS va DL. Cu thé, d6i voi bién DS, két qua ANOVA cho thdy F(2.431) = 16.54,
p <0.001, ching té6 mirc d§ danh gid DS khéc biét gitta cac nhom. Kiém dinh hau
nghiém chi ra rang nhom khach dén TP. HCM tir 2-3 1an (M = 3.37) ¢6 muc danh gia
DS thap hon dang ké so véi nhom 4-5 lan (M = 3.92; p < 0.001) va nhém trén 5 lan
(M = 3.89; p < 0.001). Trong khi do, su khac biét gitra nhom 4-5 lan va trén 5 lan
khong co y nghia thong ké (p > 0.97). Bdi véi bién DL, két qua ANOVA ciing chi ra
su khac biét dang ké véi F(2.431) = 9.21, p < 0.001. Phan tich hau nghiém cho thiy
nhom khach dén 23 lan (M = 3.55) ¢6 mirc DL thip hon dang ké so v6i nhom 4-5
lan (M =3.95; p=0.001) va nhom trén 5 1an (M = 3.95; p=0.001), trong khi su khac
biét gitta hai nhom 45 1an va trén 5 1an lai khong c6 ¥ nghia (p ~ 1.000).

Bang 4.20. Gia tri trung binh DS va DL theo s6 lan dén TP. HCM

S6 l1an dén TP. HCM DS (Mean) DL (Mean)
2-3 lan 3.37 3.55
4-5 lan 3.92 3.95
Trén 5 lan 3.89 3.95

(Nguon: Két qua phdn tich ANOVA, SPSS 26)

Két qua nay cho thay nhitng du khach da d¢én TP. HCM nhiéu lan (tir 4 1an tr&
1én) c6 xu hudng danh gia tich cuc hon vé DS ciing nhu DL so véi nhiing du khach
chi dén 23 lan. Piéu nay ham y rang trai nghiém lap lai gop phan nang cao su hai
long va long trung thanh véi diém dén, déng thoi nhan manh tam quan trong cua viéc
xay dung cac chién lugc marketing nham khuyén khich khach du lich quay tro lai
nhiéu 1an, tr d6 ciing cb hinh anh va gia ting loi thé canh tranh cho TP. HCM nhur

mot diém dén du lich.
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Kiém dinh sw khdc bigt theo thu nhip

Két qua kiém dinh ONEWAY ANOVA cho thdy c6 su khac biét c6 ¥ nghia
thong ké vé danh gia DS va DL giita cac nhém khach du lich ¢6 mirc thu nhap khac
nhau. Cuy thé, d6i v6i bién DS, gia tri F(6.427) = 7.620 véi p < 0.001; dbi véi bién
DL, gi4 tri F(6.427) = 7.448 voi p < 0.001. Diéu nay ching t6 thu nhap 1a mot bién
nhéan khau hoc ¢ anh hudng dang ké dén su khac biét trong cam nhan vé dich vu va
long trung thanh cua du khach tai TP. HCM. Bang 4.20 dudi ddy minh hoa gia tri
trung binh (Mean) cta DS va DL theo tirng nhém thu nhap:

Bang 4.21. Gia trj trung binh DS va DL theo thu nhap

Thu nhap (VND/thang) DS (Mean) DL (Mean)
3040 tri¢u 3.19 3.25
> 40 triéu 3.33 3.45
10-20 tri€u 3.69 3.85
Dudi 3 tri¢u 3.79 4.00
20-30 triéu 3.91 4.06
3—10 triéu 3.94 3.93
Khoéng thu nhap 4.20 4.07

(Nguon: Két qud phdn tich ANOVA, SPSS 26)

Nhu bang trén cho thiy, nhom 3040 triéu c6 muc diém DS (3.19) va DL
(3.25) thap nhit trong cac nhom. Két qua kiém dinh hau nghiém (Tukey, Bonferroni,
Games-Howell) déu x4c nhan rang nhom nay khéc biét co y nghia so véi hau hét cac
nhom con lai, trong khi nhém khong thu nhap va thu nhép thap lai cho muc danh gia
cao hon. Diéu ndy phan 4nh mot xu huéng quan trong: cang & muc thu nhap trung
binh cao (3040 tri€u), ky vong dich vu cang cao, tir d6 dan dén khoang cach 16n hon
gitra ky vong va cam nhan (Oliver, 1999; Parasuraman & cdng su, 1988). Nguoc lai,
& cac nhom thu nhap thap hodc trung binh, chuan tham chiéu thdp hon nén cling mot
chét lugng dich vu lai dugc danh gia tich cuc hon.

Két qua nay phu hop véi 1y thuyét su khong phu hop ky vong (expectation—
disconfirmation theory), cho ring sy hai long hinh thanh tir su so sanh gitta mong doi
trudc khi ti€u dung va cdm nhén thuc té (Oliver, 1999). Khi ky vong vuot qua muc

cung tng, du khach c6 xu hudéng danh gia khit khe hon, ngay cé khi chat luong dich
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vu khong thap. Pay chinh 1 trudng hop cta nhoém 30-40 triéu, von c6 kha ning chi
tra va ky vong cao nhung lai khong tim thiy mirc do khac biét dich vu tuong tng.

Kiém dinh sw khdc bi¢t theo dé tudi

Két qua kiém dinh ANOVA cho thiy c6 su khac biét c6 y nghia thong ké gitta
cac nhom tudi ddi voi ca hai bién do luong. Cu thé, doi voi DS, gia tri F(4.429) =
5.327 véi p < 0.001; ddi voi DL, gia tri F(4.429) = 5.350 véi p < 0.001. Diéu nay
khang dinh rang cam nhan vé dich vu (DS) va long trung thanh diém dén (DL) thay
d6i dang ké theo nhom tudi. Phan tich hau nghiém chi ra ring nhoém tir 50 tudi tro 1én
c6 mic DS (M = 3.27) va DL (M = 3.36) thap hon dang ké so v&i cac nhom tré hon,
dic biét 1a nhom 26-34 tudi (DS = 3.85; DL = 3.99) va nhom 3442 tudi (DS = 3.88;
DL = 3.98), vi p < 0.05. Trong khi d6, cac nhom 18-25 tudi (DS = 3.79; DL = 3.83)
va 42-50 tudi (DS = 3.51; DL = 3.65) nam & muc trung gian, khong co su khac biét
rd rét so v6i nhom cao tudi, nhung nhin chung van thip hon mot chat so véi nhoém

26-42 tudi.

Bang 4.22. Gia tri trung binh DS va DL theo nhém tudi

Nhém tudi DS (Mean) DL (Mean)
> 50 tudi 3.27 3.36
42—dudi 50 tudi 3.51 3.65
18—dudi 26 tudi 3.79 3.83
26—duéi 34 tudi 3.85 3.99
34—duéi 42 tudi 3.88 3.98

(Nguon: Két qua phdn tich ANOVA, SPSS 26)

Tur két qua trén c6 thé thdy rang du khach 16n tudi (> 50 tudi) co xu huéng
danh gia thip hon vé ca DS va DL so véi cac nhom khach tré hon, trong khi nhom
26-42 tudi la nhitng ngudi danh gia cao nhat. Dicu nay cé thé duoc 1y giai boi su
khac biét vé nhu cau, ky vong va cach trai nghiém du lich theo d6 tudi: khach hang
16n tudi thuong quan tam nhiéu hon dén sy tién nghi, an toan va dich vu y té hd tro;
khi nhitng yéu t6 nay chwa duoc dap ung toi uu, ho dé dua ra muc danh gia thap hon.

Nguoc lai, khach hang tré va trung nién (26-42 tudi) vu tién trai nghiém da dang,
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ning dong va tuong tac xa hoi, von 1a nhitng loi thé ndi bat cia TP. HCM nhu mot
diém dén d6 thi s6i dong, do d6 ho c6 xu huéng danh gia cao hon.

Kiém dinh sw khdc bigt theo gidi tinh

Két qua kiém dinh T-test doc 1ap cho thdy khong c6 su khac biét dang ké giita
nam va nir trong danh gia DS va DL. Cu thé, dbi voi DS, nam c6 gia tri trung binh M
=3.77 (SD =0.921), ntt c6 M = 3.63 (SD = 1.012), su khéac biét trung binh la 0,144,
khong c6 ¥ nghia théng ké (t(432) = 1.538; p = 0.125). Tuong ty, v6i DL, nam c¢6 M
=3.80 (SD = 0.935), nit c6 M = 3.79 (SD = 0.998), su khac biét chi 0.005, khong
dang ké (t(432) = 0.055; p = 0.956). Két qua nay cho thay gidi tinh khong anh huong
dén cam nhan dich vu va long trung thanh diém dén. Noi cach khac, ca nam va nit
déu co trai nghiém va mirc do gan bo tuong dong véi TP. HCM. Pay 1a mot chi bao
quan trong rang cac chién lugc marketing diém dén co6 thé hudng dén tinh bao quat
chung thay vi tip trung phan biét giéi tinh. Tuy nhién, & muc thuc tién, gidi tinh co
thé anh huong dén cach lua chon loai hinh du lich hodc kénh tiép can thong tin, diéu
nay can dugc xem xét trong cac nghién ciru tiép theo.

Kiém dinh sw khdc bigt theo trinh dé

Két qua phan tich ANOVA theo trinh do hoc van cho théy khong co6 su khac
biét c6 ¥ nghia théng ké vé cam nhan dich vy (DS) va 1ong trung thanh diém dén
(DL) gitta cac nhom hoc van. Cu thé, voi DS: F(3.430) =2.014; p=0.111 > 0.05 va
v6i DL: F(3.430) = 1.122; p = 0.340 > 0.05. Cac kiém dinh hau nghiém (Tukey,
Bonferroni, Games-Howell) ciing khang dinh khong c6 cip nhém hoc van nao khac
biét dang ké (moi p > 0.14 d6i véi DS va p > 0.34 dbi v6i DL). Tuy nhién, xu huéng
trung binh cho théy ca DS va DL déu tang nhe theo bac hoc, véi nhom tbt nghi¢p
trung hoc phd thong c6 mirc trung binh cao nhat (DS = 3.90; DL = 3.95) va nhom dai
hoc c6 muc thap nhat (DS = 3.58; DL = 3.71). Du vay, su chénh léch nay khong dat
mirc y nghia thong ké. Két qua nay cho thay trinh d6 hoc van khong phai 1a yéu té
quyét dinh trong viéc hinh thanh mrc d6 hai 1ong va long trung thanh diém dén cua
du khach. Do d6, trong quan tri va phat trién san pham du lich, cac nha quan 1y khong

can phan khuc thi truong theo hoc van, ma nén tip trung vao nhiing yéu t6 di ching

155



minh c6 sy khac biét rd rang hon nhu thu nhép, nhém tudi hay s6 1an dén diém dén
dé nang cao hiéu qua quan trj va phat trién du lich.

Kiém dinh sw khdc bi¢t theo nghé nghiép

Phan tich ANOVA theo bién “cong viéc hién tai” (gém cac nhom: lao dong
phé thong, nhan vién van phong, hoc sinh — sinh vién, budn ban — kinh doanh, nghé
khac) cho thdy khéng co sy khac biét dang ké giita cdc nhém vé ca DS va DL. Cu
the, v6i DS: F(4.429) = 0.714; p = 0.582 > 0.05 va v4i DL: F(4.429) = 1.197; p =
0.311 > 0.05. Cac két qua hau nghiém (Tukey, Bonferroni, Games-Howell) ciing
khang dinh rang khong ¢ cip nhém nio khéc biét co y nghia thong ké. Piéu nay cho
thdy yéu t6 nghé nghiép hién tai khong dong vai trd quan trong trong viéc hinh thanh
cam nhan dich vu va long trung thanh diém dén. Thuc té, cac gia tri trung binh déu
kha tuong dong (DS dao dong 3.61-3.82; DL dao dong 3.70-4.02), phan 4nh rang
bat ké nghé nghiép nao, du khach déu c6 trai nghiém kha nhat quan tai TP. HCM. Két
qua nay ham ¥ rang cac nha quan 1y diém dén khong nhat thiét phai phan khic qua
chi tiét theo nghé nghiép ma nén uu tién cac yéu té nhan khau — tim 1y (vi du: thu
nhap, d6 tudi, dong co du lich) dé xay dung san pham du lich phu hop hon.
4.6 Thio luin két qua nghién ciu

Nghién ctru ndy dugc thuc hién voi 434 d6i twong khao sat trong giai doan tir
thang 4 dén thang sau nam 2025, v6i thiét ké mau phan anh su da dang cta ddi tuong
khach du lich, ca vé dic diém nhan khau hoc va dic trung du lich. Két qua phan tich
dir liéu dinh luong duoc trinh bay va thao luan duéi 3 khia canh chinh: (1) Két qua
cac moi quan hé trong mo hinh nghién ciru; (2) Panh gia sy khac biét; (3) So sanh
v&i cac nghién ctu trudc.

4.6.1 Thao luin két qua cac mdi quan hé trong mé hinh nghién ciu

Két qua kiém dinh mé hinh ciu tric (SEM) cho thdy cac mdi quan hé nhan
qua trong mo hinh dé xuat déu duge hd trg manh mé, phan anh tinh phu hop cao gitra
dir liéu thuc té va gia thuyét nghién ctru. Trude hét, trai nghiém du lich ddng nhé

(MTE) ¢6 tac dong truc tiép va tich cuc dén long trung thanh diém dén (DL) (B =
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0.574, p<0,001), d6ng thdi anh hudng gian tiép thong qua su hai long diém dén (DS)
— v6i chudi tac dong MTE — DS (B = 0.773, p < 0.001) va DS — DL (B = 0.398, p
<0.001). Két qua nay khang dinh vai tro trung gian mot phan cia DS trong mdi quan
hé gitta MTE va DL. No6i cach khac, du khach c6 trai nghiém dang nhé tai TP. HO
Chi Minh khong chi gia ting sy hai long ma con tric tiép thiic ddy y dinh quay lai va
gidi thiéu diém dén cho nguoi khac.

Moi quan hé gitra MTE va DS cho thay stic anh hudng manh nhat trong toan
mo hinh, phan anh tim quan trong cuia yéu t6 trai nghiém trong viéc hinh thanh cam
nhan tich cuc vé diém dén. Khi du khach cam nhan dugc niém vui, su hing khéi, tinh
moi mé va y nghia trong trai nghiém, ho d& dang danh gia cao chét lugng tong thé
ctia diém dén va cam thay hai long hon. Piéu nay cho thiy MTE déng vai tro nén
tang cam xtic va nhan thirc, 1a “dau vao” quan trong nhat trong qua trinh hinh thanh
su hai long va trung thanh.

Két qua ciing ching minh hiéu tmg diéu tiét dwong ctia su dong duc (CR) trong
c4 hai mdi quan hé MTE — DS va DS — DL. Cu thé, sy dong duc c6 tac dong khuéch
dai anh huong cia MTE dén DS (B = 0.250, p <0.001) va ctiia DS dén DL (p = 0.076,
p = 0.004). Khi moi truong du lich dong dic & muc vira phai, du khach cam nhan
dugc bau khong khi sb6i dong, ning lugng tip thé va tinh than chia sé, khién trai
nghiém tro nén himg khai va ghi nhé hon, tir 46 ning cao sy hai 1ong va ciing ¢6 1ong
trung thanh. Nguoc lai, trong bdi canh it déng dtc, hiéu tng nay yéu hon do thiéu sy
tuong tac xa hoi va cam xiic cong hudng. Phat hién nay cho thay crowding khong chi
1a yéu t6 gay nhidu, ma trong méi truong d6 thi ning dong nhu TP. H6 Chi Minh, né
con ¢6 thé tré thanh chat xuc tac tich cuc cho trai nghiém.

Mot diém dang luu y khac 13 nhan té Vian héa dia phuong (LC) khong c6 anh
huong dang ké dén MTE trong md hinh. Két qua ndy phan anh thyc té dic trung cia
TP. H5 Chi Minh — mét d6 thi hién dai va toan cau hoa cao, noi su tién nghi, nang
dong, tinh méi la va da dang dich vu chi phéi cam xuc trai nghiém nhiéu hon 1a céc

yeu t0 ban sac van hda thuan tuy. Pi€u nay goi md rang trong cac diém dén do thi
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hién dai, van héa dja phuong c6 thé khong con 13 yéu t6 trung tim ctia MTE, ma duogc
thay thé bang nhiing yéu td trai nghiém mang tinh hién dai va toan cau.

Ngoai ra, két qua kiém dinh su khac biét cho thay cac dic diém nhan khau hoc
nhu s6 1an dén, d6 tudi va thu nhap c6 anh hudng o rét dén DS va DL. Du khach da
tirng dén TP. HCM nhiéu 1an c6 mirc DS va DL cao hon, chimg to kinh nghiém tai
viéng tham gitp cing cd su gan bo va niém tin vao diém dén. Nhoém 2642 tudi danh
gia cao nhat vé DS va DL, thé hién sy phu hop gitra phong cach sdng ning dong cua
ho v6i1 dac trung do thi hién dai. Trong khi d6, nhém thu nhap trung binh cao (3040
triéu dong/thang) lai c6 mic DS va DL thap hon, pht hop véi 1y thuyét “ky vong cao
— bét twong hop 16n” (Oliver, 1999), theo d6 ky vong cang cao thi kha ning hai long
cang giam néu trai nghiém thuc té khong vuot trdi nhu mong doi.

Téng hop két qua SEM cho thdy mé hinh nghién ciru dat do phu hop tot, cac
gia thuyét chi dao déu duoc chép nhan. Chudi tac dong MTE — DS — DL duogc xac
nhan 13 tuyén nhan qua cdt 18i, trong khi crowding dong vai tro diéu tiét dwong — mot
phat hién mé&i mang y nghia quan trong trong bdi canh du lich d6 thi. Nhu vay, nghién
ctru nay khong chi chirng minh méi quan hé tuyén tinh va trung gian gitra trai nghiém,
su hai 10ng va long trung thanh, ma con phat hién tac dong twong tac theo bdi canh —
khi yéu t6 moi truong (d6ng dic) c6 thé khuéch dai hiéu qua cam xuc tich cuc ciia du
khéch.

Két qua téng thé cho thdy MTE 1a yéu t6 khai ngudn quan trong nhat, DS 1a
bién trung gian chu dao, va crowding 1a diéu kién bién mang tinh khuéch dai, cing
nhau cdu thanh co ché giai thich hanh vi trung thanh diém dén trong bdi canh du lich

18 hoi d6 thi tai TP. H6 Chi Minh.
4.6.2 Kiém dinh sy khac biét

Két qua kiém dinh su khac biét theo cac bién nhan khau hoc cho thr?iy c6 mot
s0 yéu t6 déng vai trdo quan trong trong viéc hinh thanh sy hai long va long trung
thanh diém dén cta du khach.

Thir nhét, s6 1an dén TP. HCM thé hién sy khac biét rd rét. Nhirng du khach

d3 dén tir 4 1an trd 1én c¢6 xu hudéng danh gia DS va DL cao hon dang ké so voi nhom
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chi dén 2-3 lan. Piéu nay ham y rang trai nghiém lap lai gitip gia ting mirc d6 gin
b6 va cting cb hinh anh diém dén, phu hop voi quan diém ring su tich liy trai nghiém
lam tdng long trung thanh hanh vi.

Thir hai, thu nhap 13 bién nhan khau hoc khac biét dang chu y. Két qua cho
thiy nhom c6 thu nhap trung binh cao (3040 triéu dong/thang) lai c6 mirc danh gia
DS va DL thap nhat, trong khi cic nhoém thu nhap thap hoic khong thu nhap lai dua
ra murc danh gia tich cuc hon. Diéu nay c6 thé 1y giai boi 1y thuyét khong phu hop ky
vong (expectation—disconfirmation theory) (Oliver, 1999), theo d6 nhitng khach hang
c¢6 kha ning chi tra cao thuong dit ra ky vong dich vu 16n hon, ddn dén khoang cach
gitra ky vong va cdm nhan cao hon, tir d6 lam gidam mirc do hai long va trung thanh.
Nguoc lai, nhom khach thu nhap thap c6 chuan tham chiéu thdp hon nén ciing mot
chét luong dich vu lai dugc cam nhan tich cyc hon.

Thi ba, do tudi ciing tao ra sy khic biét dang ké: nhom tir 26-42 tudi danh gia
DS va DL cao nhat, trong khi nhom tir 50 tudi trd 1én c6 mirc danh gia thap nhat. Diéu
nay phan anh su khac biét trong nhu cau va wu tién: khach trung nién va tré tudi bi
thu hut béi su s61 dong va da dang cua TP. HCM, trong khi du khach 16n tudi thuong
chu trong dén su tién nghi, an toan va dich vu y té — nhirng yéu t6 chua duoc tbi vu.

Tom lai, cac két qua nay khang dinh rang sé 1an dén, thu nhap va do tudi 1a
nhitng yéu t6 nhan khau hoc c6 anh huong déng ké dén sy hai long va long trung
thanh, qua d6 goi y dinh hudng phan khic thi trudng va phat trién san pham du lich
phu hop hon cho tirng nhoém khach hang.

4.6.3 BOi canh du lich 18 hi tai TP.HCM

Két qua nghién ctru cung cap nhiing bang ching thyc nghiém quan trong gop
phan 1am sang to co ché hinh thanh sy hai 1ong va long trung thanh diém dén cia du
khéch trong bdi canh du lich 18 hdi tai TP.HCM. Vi dic trung 1a mot do thi 16n, nang
dong va co mat do hoat dong 1& hoi cao, TP.HCM tao ra mot khong gian trai nghiém
du lich mang tinh tap trung cao vé con nguoi, sy kién va dich vy, qua d6 lam ndi bat

vai tro ctia MTE, DS, DL va yéu t6 bdi canh 1a sy dong duc.
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Trude hét, két qua cho théy trai nghiém du lich dang nhé c6 tac dong truc tiép
va manh mé& dén long trung thanh diém dén, dong thoi tac dong gian tiép thong qua
su hai 1ong diém dén. Phat hién nay dic biét c6 y nghia trong bdi canh du lich 18 hoi
tai TP.HCM, noi du khach thuong tham gia cac su kién mang tinh ngian han nhung
cuong do trai nghi¢m cao, chéng han nhu 18 hoi van héa — 4m thuc, su kién 4m nhac,
18 hoi dudng phd hodc cac chwong trinh ky niém mang tinh do thi. Nhiing trai nghiém
nay, néu du 4n tugng va giau cam xuc, c6 kha ning luu giit 1au dai trong ky tc cia
du khach, tir d6 thuc dy y dinh quay lai hodc giéi thiéu diém dén cho ngudi khac,
ngay cé khi thoi gian luu tri khong dai. Diéu nay cing c6 1ap luan rang trong du lich
18 hoi, chat lugng va cuong do trai nghi¢ém quan trong hon d¢ dai chuyén di, va MTE
dong vai trd nhu mot “chat xdic tic” cho cac hanh vi trung thanh trong tuong lai.

Vai trd trung gian cta su hai 1ong diém dén trong méi quan hé giita MTE va
DL cho thiy rang trai nghiém dang nhd khong chi tic dong truc tiép ma con can duoc
“chuyén hoa” thong qua su danh gia tong thé cua du khach vé diém dén. Trong bbi
canh TP.HCM, sy hai 10ng khong chi dén tir ban than 18 hoi ma con tir cac yéu td hd
tro nhu to chirc sy kién, an ninh, giao thong, kha nang tiép can, dich vu luu tri va am
thue di kém. Piéu ndy ham y rang cic nha quan Iy du lich va t6 chirc 18 hoi can nhin
nhan trai nghiém 1& hoi nhu mot phan ciia hé sinh thai diém dén, noi sy phbi hop dong
bo giita cac bén lién quan s& quyét dinh mirc d6 hai long tong thé va kha ning hinh
thanh long trung thanh.

Mot phat hién dang cha ¥ clia nghién ciru 13 vai tro diéu tiét tich cuc cta su
déng duc trong cac mdi quan hé MTE — DS va DS — DL. Trai v6i quan diém truyén
thong cho rang sy dong duc thuong gay ra cam nhan tiéu cuc, két qua nghién ctru cho
thdy trong bdi canh du lich 18 hoi tai TP.HCM, su dong dac co thé khuéch dai tac
dong tich cyc cua trai nghiém va sy hai long. biéu nay co thé dugc giai thich boi déac
trung cua 1€ hoi d6 thi, noi khong khi s6i dong, mat d6 ngudi tham gia cao va su
trong tac x3 hoi manh mé lai chinh 13 yéu t6 lam gia ting cam xtc tich cyc va cam

nhan “d4ang nhé” cia du khach. Poi véi nhiéu du khach, dic biét 1a nhom tré va khach
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qudc té, su dong duc trong 18 hoi khong duge cam nhan nhu mot sy qua tai ma nhu
mot dau hiéu cua su hép dan, tinh phé bién va gia tri xa hoi cua sy kién.

Trong bdi canh 1& hoi TP.HCM, sy dong diic dong vai trd nhu mot didu kién
bdi canh (stimulus) tac dong dén trang thai tim 1y cta du khach (organism), tir 46 anh
huéng dén sy hai long va hanh vi trung thanh (response). Viéc su dong dac co tac
dong diéu tiét duong cho thdy crowding khong phai luc nao ciing mang y nghia tiéu
cuc, ma hi¢u ing ctia né phu thuéc manh vao loai hinh du lich, ky vong ctia du khach
va béi canh vin hoa — xa hoi cu thé.

Nguoc lai, két qua cho thay yéu té van hoa dia phuong khong co tac dong dang
ké dén trai nghiém du lich dang nhé trong bdi canh TP.HCM. Phat hién nay phan anh
ding dic trung cta du lich 18 hoi d6 thi tai thanh phé, noi trai nghiém cua du khach
thuong gin voi cac su kién mang tinh hién dai, giai tri va toan cau hoa hon la cac yéu
t van hoa truyén théng thuan tiy. TP.HCM 1a mot d6 thi da vin hoa véi mirc d6 giao
thoa cao, khién cac gia tri van héa ban dia kho dugc nhan dién ro rang nhu tai cac
diém dén di san hoic 1& hoi truyén théng. Bén canh d6, ky vong cua du khach khi dén
TP.HCM thudng hudng dén mot khong gian ning dong, hién dai va soi noi, do d6
yéu t6 vin hoa dia phuong khong dong vai tro trung tim trong viée hinh thanh trai
nghiém dang nhd, ma chi dong vai tro nén hoic b6 trg.

Téng hop lai, két qua nghién ciru cho thdy mé hinh nghién ciru phu hop véi
dir lidu thuc té va phan anh t6t dic thu cta du lich 18 hoi tai TP.HCM. Trai nghiém du
lich d4ng nhé 1a yéu t6 cot 16i thuc day sy hai 1ong va 10ng trung thanh; sy hai long
dong vai tro trung gian quan trong; trong khi sy dong duc, thay vi 1a rao can, lai tr¢
thanh yéu td bdi canh c6 kha nang khuéch dai tac dong tich cuc cua trai nghiém.
Nhitng phat hién nay khéng chi dong gbp vé mit 1y thuyét théng qua viéc mé rong
cach tiép can ddi véi yéu té dong dic trong du lich 18 hoi, ma con goi mé cac ham y
quan tri quan trong cho viéc thiét ké va quan 1y trai nghiém 1€ hoi tai cac d6 thi lén

nhu TP.HCM.
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4.6.4 So sanh véi két qua cac nghién ctru truée

Du6i goc nhin ddi sanh, két qua nghién ctru nay vira ciing c¢d vira mo rong than
chtng hién hitu vé& co ché hinh thanh 10ng trung thanh diém dén trong bdi canh du
lich d6 thi. Trudc hét, viéc mo hinh do luong dat d6 phu hop tét thong qua CFA va
mé hinh céu trac SEM duge chép nhan, vdi su xac nhan vai tro trung gian mot phz‘in
ctia sy hai long trong mdi quan hé giita trai nghiém du lich dang nhé va long trung
thanh, cho thiy sy nhat quan véi mach nghién ctru qudc té vé chudi tién trinh “trai
nghiém — d4nh gia — hanh vi”. Piéu nay phu hop v6i quan diém nén tang cia Oliver
(1999) vé sy hinh thanh hanh vi trung thanh tir qua trinh danh gi4 sau trai nghiém,
cling nhu nhitng bang ching thuc nghiém cua Yoon va Uysal (2005), Cole va Scottc
(2004), Chen va Phou (2013), Ali, Ryu va Hussain (2016), Ali va cong su (2018) hay
Prayag va cong sy (2017) vé vai tro ctia sy hai 1ong nhu mét co ché cau néi.

Bén canh d6, ciu trac bay thanh phﬁn cam xuc — nhén thic cia thang do MTE
trong nghién ctru nay duoc khang dinh qua gia tri hoi tu va phan biét, tai 1ap két qua
cua Kim (2010), Tung va Ritchie (2011), cling nhu Kim, Ritchie va McCormick
(2012). Nhu vay, nghién ctru nay khong chi tai khang dinh su viig chic cia cau triic
MTE ma con dong thuan véi quan diém ctua Hosany va Gilbert (2010) va (H. Zhang
et al., 2018) rang trai nghiém giau cam xuc tich cuc chinh 1 nén tang dé hinh thanh
su hai 10ng va phat trién y dinh hanh vi trong du lich (Phu luc 4.10).

Hiéu tng diéu tiét cua sy dong duc (CR): Mot trong nhitng dong gop nodi bat
ctia nghién ctru 1a viéc xac nhan hiéu tng diéu tiét cua sy dong dic trong mbi quan
hé gitta MTE va DS, ciing nhu trong mdi quan hé giita DS va DL. Két qua nay bo
sung mot goc nhin bdi canh quan trong vao mé hinh, khi cho thiy rang muc d6 dong
dac khong chi 1a yéu t6 méi trudng ma con c6 kha nang diéu chinh cach du khach
dién giai trai nghiém va danh gia chét lugng diém dén. Phat hién nay cé su tuong
ddng véi cac nghién ciru trude day nhu Neuts va Nijkamp (2012) hay Popp (2012),
v6n nhan manh rang mat d6 khach c6 thé dinh hinh cam nhan du lich theo huéng tich
cuc hodc ti€u cuc, tuy thudc vao bdi canh va loai hinh diém dén. Cac nghién ctru g?m

day trong bdi canh d6 thi hién dai nhu Line va Hanks (2020), Milman va cong su
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(2020), hay Papadopoulou va cong su (2023) ciing cho thay dong dic d6i khi mang
lai hi€u tng tich cuc, vi n6 tao ra bau khong khi s61 dong va cam giac “chia sé trai
nghiém” véi cong dong. Piém mai ciia nghién ciru nay 1 chimg minh mot co ché
khuéch dai duwong trong bdi canh TP. HCM: su dong duc ¢ mirc vira phai khong gay
khé chiu ma trai lai tao ra “sinh khi d6 thi”, qua dé lam tang sttc manh tac dong cua
trai nghiém du lich dén su hai 1ong va tir sy hai long dén 10ng trung thanh. Két qua
nay khac biét so vdi nhiéu nghién ciru tai diém dén di san hodc nghi dudng, noi sy
dong duc thuong 1am giam sy hai 10ng do xung dot vé khong gian va nhu cau tinh
lang. Piéu d6 cho thdy déng duc can duoc hiéu nhu mét yéu té phu thudc vao boi
canh: trong cac d6 thi so6i dong, né tré thanh mot phan ciia gia tri trai nghiém, trong
khi tai nhitng diém dén tim kiém su yén binh, no lai la yéu td tiéu cuc.

Vai tro ciia nhan t6 Vin hoa dia phuong (LC): Mot khac biét dang chu y va
cling 14 dong gop moi ciia nghién ctru nay 1a viée nhan t6 Vian hoa dia phuong khong
c6 tac dong y nghia dén MTE trong mé hinh cudi. Két qua nay ddi nghich vai nhiéu
cong trinh nghién ciru tip trung vao diém dén di san hodc du lich van hoéa, noi yéu tb
van héa dugc xem Ia trung tam cua trai nghiém (Kim & cong su, 2012; Chen & Phou,
2013; Prayag & cong su, 2017). Trong céc bdi canh do, viée tuong tac voi ban sdc
dia phuong, di san van hoa hay 16i séng ban dia thudng tao ra trai nghiém doc dao,
g6p phan truc tiép vao viéc hinh thanh sy hai 1ong va 1ong trung thanh. Tuy nhién,
trong bdi canh TP. HCM 1a mot d6 thi ning dong va toan cau hoa thi nhan té nay
dudng nhu bi “pha loang” béi tinh hién dai, su da dang dich vu va qua trinh hdi nhap
qudc té. Két qua nghién ctru nay lai c6 su twong dong véi cac cong trinh vé du lich
do thi hién dai (Ali & cong sy, 2018; Line & Hanks, 2020; Milman va cong su, 2020),
noi van hoa dia phuong khong con gitt vai tro chu dao trong vi¢c dinh hinh trai
nghiém, ma thay vao d6 du khach bi hdp dan nhiéu hon bdi cac yéu té nhu sy tién
nghi, tinh méi la, ndng dong va sy da dang hoat dong giai tri. Noi cach khac, & TP.
HCM, vin hoa ban dia van hién dién nhung khong con 13 diém nhén chinh trong trai
nghiém, trai nguoc véi cac diém dén di san, noi gia tri van héa truyén théng 1a trung

tam. Viéc nhan té LC khéng c6 ¥ nghia thong ké cho thay mét xu hudng dang luu y:
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trong cac siéu do thi toan cau, trai nghi¢ém du lich dugc “hién dai héa” va gén lién
nhiéu hon véi nhip sbng d6 thi hon 1a véi di san van hoa. Diéu nay khong chi cung
¢d tinh hop 1y cua viéc loai bo LC trong mo hinh nghién ctru, ma con goi mo hudng
nghién ciru méi vé sy khac biét trong cau trac trai nghiém giira cac loai hinh diém
dén, tir d6 datra yéu cau phan tich sau hon vé murc dd “dam ddc van hoa” va vai trd
cua no trong viéc hinh thanh MTE.

Két qua nghién ciru hién tai cho thay su khac biét c6 y nghia thong ké vé DS
va DL theo ba yéu t6 nhan khau hoc: s6 1an dén, thu nhap va do tudi. Phat hién nay
c¢6 su twong dong vai cac nghién ctru trude (Phy luc 4.11). Cu thé, két qua rang du
khach quay lai nhiéu 1an ¢6 mirc do hai long va trung thanh cao hon phu hop véi cac
nghién ciru ciia Oppermann (2000) va Alegre va Juaneda (2006), vén khang dinh
rang kinh nghiém tai viéng tham gitp ciing c6 niém tin va ting cudng moi quan hé
gin bo v6i diém dén. V& thu nhap, két qua cho thidy nhom thu nhap trung binh cao
danh gia thap hon so v&i nhom thu nhap thap hodc khong thu nhap, diéu nay phan

AR

anh co ché “ky vong cao — hai long thip” dugc Oliver (1999) va (Parasuraman &,
1988) mé ta trong 1y thuyét bat twong hop ky vong. Tuong tu, nghién ctru ctia Kozak
(2001) va Chi va Qu (2008) ciing cho thay thu nhap anh huong dén mirc ky vong va
do d6 chi ph6i cam nhan hai long. Vé do tudi, két qua hién tai rang nhom trung nién
(2642 tudi) danh gia cao hon nhom cao tudi tuong dong véi phat hién cua Jang va
Wu (2006) va Pesonen va cong sur (2011), ring khach tré va trung nién thuong ning
dong, thich kham pha va do d6 c6 xu hudng hai long cao hon trong bbi canh do thi.
Nhu vay, két qua nghién ctru vira cling ¢b cac bang chimg trudc, vira lam 13 sy khac

biét trong bdi canh TP. HCM nhu mét d6 thi du lich hién dai.
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Tém tit chwong 4:

Chuong 4 trinh bay két qua phan tich dit liéu dinh lwong, bao gdm md ta mau,
kiém dinh thang do va danh gia mé hinh cau truc.

Pic diém mau: Nghién ctru khao sat 434 khach du lich tai TP. HCM, trong do
nir chiém 53.5%, nam 46.5%. Nhom tudi 18-26 cao nhat (23.5%), phan anh vai trd
noi bat ctia thé hé tré. Nhom thu nhap 10—40 triéu dong/thang chiém 52.5%, cho thay
kha nang chi tiéu cao. Khach noi dia chiém 79% (tir Can Tho, Ha Noi, Pa Nang),
khach quéc té 21% (nhiéu nhat tir Trung Qudc, Hoa Ky, Han Qudc).

Kiém dinh thang do: Két qua Cronbach’s alpha va EFA khang dinh d6 tin cay
va gia tri hdi tu ciia thang do, ngoai trir mot sb bién quan sat bi loai (NOS5, LC5, MES).
CFA cho thiy mé hinh do ludng phut hop (CFI, TLI> 0.90; RMSEA < 0.08; CMIN/df
dat chuan). Cac hé s6 tai chuan hoa phan 16n > 0.70; AVE tir 0.65-0.80 va CR tir
0.88-0.94, dam bao do tin cay, gia tri hdi tu va phan biét.

M0 hinh ciu tric: SEM chimg minh trai nghiém du lich dang nhé (MTE) tac
dong truc tiép dén 1ong trung thanh diém dén (DL) va gian tiép thong qua su hai long
(DS), khang dinh vai tro trung gian mot phan ctia DS. Pong thoi, su dong dic (CR)
c6 tac dong diéu tiét duong, gia ting anh huéng MTE — DS va DS — DL. Diéu nay
cho thiy co ché tac dong da chiéu va phic hop trong mé hinh.

Két luan: Chuong nay da xac nhan do tin cdy va tinh hop 1¢ ctia thang do, dong
thoi 1am 16 co ché trung gian va diéu tiét trong mdi quan hé giira MTE, DS, DL va
CR. Pay la nén tang cho Chuong 5, tap trung thio luan, so sanh v&i nghién ctru trude

va d& xuit ham y quan tri cho phat trién du lich TP. HCM.
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CHUONG 5: KET LUAN VA HAM Y QUAN TRI
5.1 Két luin

Nghién ctru da co ban dat duoc cac muc ti€u dat ra. Trudce hét, muc tiéu chung
1a phén tich tac dong cua trai nghiém du lich dang nhé dén long trung thanh diém
dén, dong thoi xem xét vai tro diéu tiét cia sy dong duc trong bdi canh du lich 18 hoi
tai TP. HCM, da duogc kiém chimg thong qua mé hinh SEM véi dit liéu thuc nghiém
tir 434 khach du lich. Két qua cho thay trai nghiém du lich dang nhd khéng chi tac
dong truc tiép dén long trung thanh ma con gian tiép thong qua su hai long, khang
dinh chudi quan hé “trai nghiém — hai long — trung thanh” 13 co ché trung tAm trong
boi canh d6 thi.

Vé cac muyc tiéu cu thé, nghién ciru da (i) chimg minh vai trd trung gian c6 y
nghia théng ké cua su hai 1ong, phu hop v&i nhiéu nghién ciru trude va dong thoi
cting cb co sd 1y thuyét trong bdi canh Viét Nam; (ii) xac nhan vai tro diéu tiét duong
ctia sy dong duc, cho thay trong bdi canh 18 hoi va d6 thi ning dong, yéu t6 dong duc
khong 1am giam ma con khuéch dai tac dong cia trai nghiém va sy hai long 1én 1ong
trung thanh; (iii) lam rd sy khac biét nhan khau hoc, dic biét theo s 1an dén, d6 tudi
va thu nhép, qua d6 bo sung bang ching thuc nghiém quan trong vé vai tro cua dic
diém c4 nhan trong viéc hinh thanh danh gia va hanh vi du lich; (iv) tir nhirg két qua
trén, dé xuat dugc hé thong ham y quan tri va chinh sach cy thé nham nang cao ning
luc canh tranh, phat trién bén virng du lich 1& hoi TP. HCM va dinh vi thanh phd nhu
mot diém dén hap dan trong khu vuec.

Nhu vay, cac két qua nghién ctru da dap tmg day di muc tiéu chung va muc
tiéu cu thé, dong thoi dong gop ca vé mit 1y thuyét 13n thyc tién cho quan tri va hoach
dinh chinh sach du lich d6 thi trong béi canh toan cau héa.

Trén nén tang tong hop cac nghién ctru trude, nhom tac gia di xiy dung méd
hinh 1y thuyét thé hién mbi quan hé gitta MTE, DS, DL va sy dong duc trong d6 DS
dong vai tro trung gian, con CD giit vai tro diéu tiét. M6 hinh duoc hinh thanh diwa

trén hai khung 1y thuyét nén tang 1a S~O—R (Stimulus—Organism-Response) va C—

166



A—C (Cognition—A ffect—Conation), nham 1y giai co ché hinh thanh 10ng trung thanh
ctia du khach théng qua chudi tac dong cam xtic — nhan thirc — hanh vi.

Vé thiét ké nghién ctru, luan an da tién hanh thu thap dir liéu thuc nghiém tir
434 du khach — bao gdm ca khach noi dia va qudc té — tham gia hoat dong du lich 18
hoi tai TP. HCM trong giai doan tir thang 4 dén thang 6 nim 2025. Phuong phap chon
mau thuan tién co phan téng dugc sir dung dé bao dam tinh da dang vé nhan khau hoc
va loai hinh trai nghi¢m. Dt 1i€u sau khi lam sach duogc xu ly bﬁng phﬁn mém SPSS
26.0 va AMOS 24.0, qua cac budc kiém dinh do tin cay thang do (Cronbach’s alpha),
phan tich nhan t6 kham pha (EFA), phan tich nhéan t6 khang dinh (CFA) va kiém dinh
mo hinh ciu tric tuyén tinh (SEM).

Két qua kiém dinh mo hinh SEM cho thiy mé hinh dat ¢ pht hop cao va toan
bd cac gia thuyét chinh déu duoc chap nhan (p < 0,001), ngoai trir gia thuyét vé tac
dong cua vin hoa dia phuong (LC) dén MTE khong c6 ¥ nghia thong ké. Cu thé,
MTE c6 tac dong truc tiép va tich cuc dén DL, dong thoi tac dong gian tiép thong
qua DS khing dinh vai tro trung gian c6 ¥ nghia cta DS trong chudi “trai nghiém —
hai long — trung thanh”. Bén canh do, su dong duc thé hién tac dong diéu tiét duong,
khuéch dai anh huong ciia MTE 1én DS va caa DS 1én DL, chimg minh ring trong
moi truong du lich d6 thi s61 dong nhu TP. HCM, yéu t6 dam dong co thé trd thanh
chét xuc tac tich cuc cho cam xuc va hanh vi du khéch.

Ngoai cac mbi quan hé cdt 161, nghién ctru con chi ra sy khac biét ¢6 ¥ nghia
thong ké theo dic diém nhan khau hoc. Du khach da tig dén TP. HCM nhiéu lan thé
hién muc DS va DL cao hon dang ké, phan anh hiéu tng tich Iy trai nghiém va gan
b6. Nhom 2642 tudi c¢6 xu huéng danh gia tich cuc nhat, phit hop véi dic trung ning
dong va co1 md cua du lich do thi. Nguoc lai, du khach thu nhap cao c6é mirc hai long
va trung thanh thap hon, do ky vong dich vu cao din dén khoang cach cam nhéan 16n
hon, phul hop véi 1y thuyét “ky vong — bat twong hop” ciia Oliver (1999).

Tir cac két qua trén, nghién ctru khang dinh mo hinh 1y thuyét dé xuét 1a phu
hop va c6 gia tri thyc tién cao trong viéc giai thich hanh vi trung thanh diém dén trong

bdi canh du lich 18 hoi d6 thi. Nghién ctru da:
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« Xay dyng va kiém dinh thanh c6ng mé hinh MTE — DS — DL ¢6 diéu tiét ciia

s dong duc, mé rong tng dung cua hai Iy thuyét S-O-R va C—A—C trong bi

canh Viét Nam.

« Xac nhan vai tro trung gian ctia DS va vai tro diéu tiét ciia CR, qua d6 lam rd
co ché chuyén hoa trai nghiém thanh hanh vi trung thanh.

« B0 sung bang ching thuc nghiém vé su khac biét nhan khau hoc trong cam
nhan va hanh vi du lich.

Nhu vay, nghién ctru khong chi dat dugc muc ti€u chung la phan tich tac dong
clia trai nghiém du lich dang nhd dén 1ong trung thanh diém dén ma con hoan thanh
cac muc tiéu cu thé: 1am rd co ché trung gian va diéu tiét, kiém ching cac gia thuyét
trong bbi canh d6 thi Viét Nam, dong thoi dua ra cac ham ¥ quan tri va chinh sach
gitip TP. HCM phat trién san pham du lich 1& hoi hap dan, nang cao trai nghiém va
cting cb 1ong trung thanh cua du khach.

Két luan nay khang dinh rang chudi quan hé MTE — DS — DL la co ché
trung tdm cua hanh vi du khach trong du lich do6 thi, va mtc d§ dong dac dugc quan
1y hop 1y c6 thé tré thanh yéu té khuéch dai cam xtc tich cuc, gop phan quan trong
vao viéc phat trién bén ving du lich 18 hoi TP. HCM.

5.1.1 Anh hwéng ciia trai nghiém du lich dang nhé (MTE)

Két qua phan tich bang mo hinh phuong trinh cau trac (SEM) cho thady MTE
c6 tac dong tich cuc, manh mé& va c6 y nghia thong kd6 cao dén DS (B = 0.867, p <
0.001). Biéu nay dong nghia rang, khi du khach trai qua nhiing trai nghiém dugc danh
gia la “dang nhéd” - bao gio nghién ctru, su thu gian, tinh méi, y nghia, sy tham gia
va kién thirc thu nhan - thi mic do hai 1ong cta ho v6i diém dén s& gia ting dang ké.
Pay 1a mot minh ching 16 rang cho gi tri 1y thuyét cia mé hinh MTE ( Kim 12 va
Tung 2111), Bong thoi khang dinh tinh tmg dung ctia né trong bdi canh du lich do thi
Viét Nam.

Ngoai ra, MTE ciing tac dong truc tiép va tich cuc dén DL (B = 0.434, p <
0.001). Mic du mirc d6 tac dong nay thip hon so véi tic dong dén DS, nhung két qua

nay lam ham y ring trai nghiém du lich dang nhd khong chi anh hudng dén danh gia
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hién tai ctia du khach ma con dé lai dau 4n 1au dai, gop phan hinh thanh y dinh quay
tré lai hodc gidi thiéu diém dén cho nguoi khac.

Sy hién dién dong thoi cua tac dong truc tiép va gian tiép cia MTE dén DL
(thong qua DS) ciing c6 luan diém rang trai nghiém du lich dang nhd déng vai tro
nhu mot nén tang cam xdc bén virng, khong chi quyét dinh sy hai 10ng trudc mit ma

con duy tri long trung thanh lau dai.

5.1.2 Vai tré trung gian ciia sy hai long dén dén (DS)

Két qua SEM cho thay DS c6 tac dong tich cure va manh mé dén DL (B =0.599,
p <0.001), Qua d6 khang dinh DS 1a mét bién trung gian quan trong trong mbi quan
hé gitta MTE va DL.

Piéu nay phi hop véi cac nghién ctru trude von nhan manh rang sy hai 1ong
1a yéu td trung gian quan trong trong qua trinh chuyén hoa trai nghiém thanh long
trung thanh. Trong béi canh thanh phd H6 Chi Minh, sy hai long dwoc hinh thanh tir
nhiéu khia canh trai nghiém da dang, va khi mrc d hai long nay dat ngudng cao, du
khach c6 xu huéng gin bé v6i diém dén, san sang quay lai hoic gidi thiéu cho nguoi
khac. Vai trd trung gian nay ciing goi y rang, mac du trai nghiém dang nhé co thé tac
dong truc tiép dén 1ong trung thanh, nhung viéc gia ting su hai 10ng van 13 “don bay”
manh mé& hon dé ciing ¢ mbi quan hé 1au dai gitra du khach va diém dén.

5.1.3 Poéng gbp ciia cac thanh phan ciu thanh MTE

Phan tich céc thanh phan c4u thanh MTE cho thiy Nghién ciru (HE), Tinh m&i
(NO), Sy thu gian (RE), Y nghia (ME), Su tham gia (IN) va Kién thic (KN) déu c6
tac dong tich cuc va co y nghia thong ké dén MTE. Diéu nay cho thiy trai nghiém du
lich d4ng nhé tai thanh phd HO Chi Minh dugc hinh thanh béi sy két hop cua nhiéu
yéu t& cam xuc, nhan thic va sy tham gia chu dong cua du khéch.

Trong d6 Nghién ctru (HE) va Su thu gidn (RE) phan anh kha ning cta diém
dén trong vi¢c mang lai cdm xuc tich cuc va trang thai tinh than thoai mai. Tinh méi

(NO) va Kién thtrc (KN) Cho thay du khach tran trong cac yéu t6 khac biét va co hoi
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hoc hoi tir trai nghiém. Y nghia (ME) va Su tham gia (IN) thé hién nhu cau dugc tham
gia tich cuc va tim thiy gia trj c4 nhan trong chuyén di.

Két qua nay cing cd quan diém rang MTE 1a mot c4u tric da chiéu, trong d6
mdi thanh phan déng gop riéng biét vao tong thé trai nghiém, dong thoi goi ¥ rang
chién lugc phat trién san pham du lich nén can= giita cac yéu t6 cam xuc va nhan

thuc.

5.1.4 Trwong hgp dac biét ciia van héa dia phwong (LC)

Piém dang cha ¥ nhat trong két qua nghién ciru 13 vin hoa dia phuong khong
c6 tac dong dang ké dén MTE (p = 0.342). Pay la két qua trai véi mot s6 nghién ctru
tai cac diém dén vin hoa truyén théng, noi van hoa dia phuong thudng lai yéu té cbt
161 dinh hinh trai nghi¢m du lich ddng nho.

Nguyén nhan cta hi¢n twong nay duoc ly giai tir dac thu cua TP.HCM: Béan
sdc van hoa dja phuong khong con 13 yéu t6 chu dao trong dinh hinh trai nghiém do
thanh ph6 da phat trién manh mé theo huéng d6 thi hoa va toan cau hoa; Su giao thoa
va hoa tron van hoa khién céc yéu t6 ban dia kho duoc nhan dién mét cach rd rang;
du khach d& dang bat gip su pha tron giira van hoa truyén thong va hién dai; Xu
huéng ddi méi lién tuc cia co sé ha ting va san pham du lich khién yéu té vin héa
ban dia ¢ nguy co “lu mo” trude cac trai nghiém hién dai va mang tinh quoc té; Ky
vong trai nghiém cta du khach - dic biét 1a khach quéc té - thuong hudng dén su
nang dong, hién dai va ti¢én nghi hon 1a kham pha sau cac gia tri van hoa truyén théng
tai cac thanh phd phat trién.

Két qua nay co gia tri thuc tién quan trong, béi né chi ra ring tai cac diém dén
d6 thi kinh té nhu TP.HCM, chién lugc phat trién du lich khong thé dwa hoan toan
vao yéu t6 van héa dia phuong, ma can tich hop khéo 1éo yéu t nay vao bdi canh trai

nghiém hién dai dé nang cao tinh ghi nhé.
5.1.5 Vai tro diéu tiét cia sy dong dic

DPong gop ndi bat nhét cua ludn an 13 kiém chimg va khing dinh vai tro diéu

tiét dwong cta sy dong duc trong cac mdi quan hé MTE — DS va DS — DL. Két qua
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cho thiy sy dong dtic khuéch dai tac dong cua trai nghiém dén sy hai long (B = 0.250,
p <0.001) va tang cudng anh hudng cua sy hai long 1€n long trung thanh (f = 0.076,
p = 0.004). Diéu ndy phan anh mot co ché mai trong hanh vi du lich d6 thi: ddm dong
khong chi 1a yéu td ngoai canh giy qua tai cam xtc nhu trong cac diém dén di san
(Neuts & Nijkamp, 2012; Popp, 2012), ma trong bdi canh TP.HCM d6 thi s6i dong
va ning dong, dong duc lai mang hiéu tng tich cuc, tao “sinh khi 1& hoi”, khoi goi
cam giac gin két cong dong va chia sé trai nghiém.

Phét hién ndy bd sung bang chimg méi cho 1y thuyét S-O—R, mé rong tng
dung ciia mo hinh ndy ra ngoai bbi canh ban 1é (Mehrabian & Russell, 1974) sang
linh vuc du lich d6 thi dong duc, noi moéi truong xa hoi tré thanh “tac nhan kich thich
cam xuc” tich cuc. So sanh vai cac cong trinh trude, da phan nghién ctru nhu Kim &
Ritchie (2014) hay Tsai (2016) chi xem sy dong duc 13 yéu to tiéu cuc 1am giam hai
1ong; tuy nhién, két qua cua luan an da dao chiéu goc nhin khi chirng minh rang déng
dac & muc vira phai c6 thé ting gia tri cam xtic — x4 hoi cia trai nghiém, phi hop voi
cac phat hién gan dy cta Kim va cong sy (2016), Milman va cong su (2020) va
Papadopoulou va cong su (2023). Pay chinh 1a dong gop méi vé mit 1y thuyét cia
luan an dbi véi nghién ctru hanh vi du khéch trong moi truong do thi hién dai.

Tong thé, cac két qua nghién ctru cho thay chudi tic dong MTE — DS — DL
1a co ché trong tdm cta hanh vi trung thanh du khach, trong d6 DS giit vai tro trung
gian chi dao, con CD 1a yéu t6 diéu tiét quan trong, gitp giai thich sy khac biét trong
cam nhan va hanh vi & béi canh d6 thi dong duc.

5.1.6 Sw Kkhic biét tir nhém tudi, thu nhép va s6 lan dén TP. HCM

Két qua phan tich nhan khau hoc di cho thay nhitng khac biét quan trong trong
mirc d6 hai long (DS) va 1ong trung thanh (DL) ctia du khach d6i véi TP. HCM. Thtr
nhét, yéu t6 s6 1an dén thé hién vai trod o rét: nhitng du khach quay lai nhiéu lan (tu
bbn 1an trd 1én) c6 xu hudng danh gia cao hon ca vé sy hai long va 10ng trung thanh
so voi nhoém dén it 1an (2-3 14n). Piéu ndy khiang dinh tac dong tich liy cua trai
nghiém lap lai, déng thoi chirng minh viéc duy tri khach quay lai 1a mot chién luoc

trong yéu dé cung co hinh anh di€ém dén.
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Tht hai, két qua cho thiy thu nhép ciing tao nén sy khac biét dang ké. Nhom
thu nhép trung binh cao (30—40 triéu ddng/thang) lai c6 muc danh gia thp nhit, trong
khi cac nhom thu nhap thép hodc khong thu nhép lai cho diém sb tich cuc hon. Phat
hién nay phan anh co ché “ky vong cao dan dén bit man” thudng gip trong hanh vi
tiéu dung, dong thoi goi mé yéu cau quan tri trai nghiém hudng dén dap tng t6t hon
nhirng phan khuc khach hang c6 kha nang chi tra cao.

Thit ba, vé do tudi, nhém du khach trung nién (26-42 tudi) c6 mirc danh gia
cao nhat, trong khi nhom cao tudi (tir 50 tré 1én) lai dua ra mtc danh gia thap nhat.
Su khéc biét nay phan anh sy thay doi trong nhu cau va vu tién theo vong doi: khach
tré va trung nién uu tién tinh séi dong va da dang dich vy, trong khi khach 16n tudi
chu trong nhiéu hon dén su tién nghi, an toan va cham séc y té.

Tom lai, cac phat hién nay ching minh rang yéu t6 nhan khau hoc khong chi
13 bién kiém soat ma con déng vai trd quan trong trong viéc dinh hinh sy hai long va
1ong trung thanh. Do d6, cic ham ¥ quan tri can dugc thiét ké theo hudng phan khuc
thi truong chi tiét, tap trung vao viéc giir chan khach quay lai, nang cao chat luong
dich vu cho nhom thu nhap cao, va phat trién san phém du lich than thién véi nhom

khach 16n tudi.

5.2 Ham y quan tri
5.2.1 Ham y quan tri theo cac thanh phin cia trii nghiém du lich dang nhé
(MTE) trong bdi canh du lich 18 hdi va sy dong dic
Két qua nghién ctru khang dinh rang trai nghiém du lich dang nhé (MTE) 1a
mét céu trac da chiéu, bao gém cac thanh phén nhan thirc, cam xuc va xa hodi, va co
tac dong truc tiép, manh mé& dén sy hai long diém dén (DS), tir d6 chuyén hoa thanh
1ong trung thanh diém dén (DL). Dic biét, trong bdi canh du lich 18 hoi tai TP. HO
Chi Minh, sy dong duc khong déng vai trod can tré ma hoat dong nhur mot bién diéu
tiét theo huéng khuéch dai duong, 1am gia ting hiéu qua cia MTE dbi voi DS va cia
DS dbi v4i DL khi duoc quan tri phu hop. Trén co s¢ d6, ham y quan tri can duoc
tiép can theo tung nhom chu thé, v&i muc tiéu chung la kich hoat déng thoi cac thanh

phan ctia MTE va chuyén hoa su déng dac thanh loi thé trai nghiém.
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(1) Ham ¥ quan tri d6i véi S& Du lich TP. H6 Chi Minh va cc co quan quan
1y nha nude

O cép d6 chinh sach, ham ¥ quan tri quan trong nhét 13 chuyén tir cach tiép
can “quan 1y sy kién” sang “quan tri trai nghiém 1& hoi nhu mot hé sinh thai diém
dén”. Piéu nay doi hoi S Du lich khong chi tap trung vao quy md, sé lwong sy kién
hay luot khach, ma can dinh hudéng phat trién du lich 1& hoi theo chat luong trai
nghiém, trong d6 cac thanh phan ciia MTE (tri thirc, twong tac, cam xuc, ¥ nghia, doi
m&i va ban sac vian hoa) duoc tich hop mot cach ¢6 chi dich.

Trude hét, co quan quan 1y can dong vai tro kién tao khung chinh sach nhim
gia tang gia tri hoc hoi va chiéu sau vin hoa cua 1& hoi do thi. Viéc chuan hoa noi
dung ké chuyén diém dén (destination storytelling) gan véi lich st, kién tric, 4m thuc
va doi song Nam B9, két hop véi hé thong dién giai da ngon ngit va cong nghé trai
nghiém s, s& gitip du khach khong chi “tham dy 18 hoi” ma con “hiéu va ghi nhg”
diém dén. Trong bdi canh dong dic, nhitng gia tri tri thirc ndy gitp nang cao chat
lugng cam nhan, giam nguy co trai nghiém bi “bé noi hoa”.

Bén canh d6, chinh siach can khuyén khich cac hinh thirc dong sang tao trai
nghiém nham ting cuong sy tham gia va tuong tac xa hoi ciia du khach. Cac 18 hoi
duoc thiét ké theo hudng md, khuyén khich tham gia chu dong, s& giup dam dong
dugc cam nhan nhu mot cong déng trai nghiém chung, thay vi mot tap hop chen chuc.
Khi sy dong duc duoc dién giai nhu “khong gian xa hdi tich cuc”, cam xtc hudng
thu va mirc do hai long s& duoc khuéch dai.

Mot ham y quan trong khéc 1a quan tri sy dong dic theo hudng gidm khoé chiu
vat Iy nhung duy tri cam nhéan dong vui. Diéu nay doi hoi dau tu c6 hé thdng vao ha
tang mém nhu phan ludng théng minh, bién chi din da ngdn ngir, diém nghi — vé sinh
— hd trg, cing v6i Gmg dung dir lidu thoi gian thuc dé dicu tiét dong khach. Khi sy
dong dac duoc kiém soat vé mit van hanh, cac thanh phén cam xuc, y nghia va moi

la cia MTE méi c6 diéu kién phat huy tac dong tich cuc.
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Cudi cung, S6 Du lich can thiét 1ap hé théng do ludng DS theo cac diém cham
ctia hanh trinh trai nghiém va gin két két qua nay vé6i chién lugc phat trién 18 hoi dai
han. Viéc quan tr1 trdi nghiém dya trén dir liéu khong chi gitp céi thién su hai long
tirc thoi, ma con tao nén tang dé chuyén hoa DS thanh DL mét cach bén ving.

(2) Ham y quan tri dbi véi ban t6 chire 18 hoi va don vi to chtre sy kién

Ban td chirc 18 hoi 1a chu thé truc tiép kién tao trai nghiém tai chd — noi cac
thanh phén ctia MTE duoc kich hoat manh mé& nhat va noi sy dong duc dugc cam
nhan 3 rét nhat. Do d6, ham ¥ quan tri di voi nhém nay nam & viéc thiét ké va van
hanh 1& hoi nhu mot chudi trai nghiém cam xtic — nhan thirc — xa hoi lién mach, thay
vi chi 1a tap hop cac hoat dong roi rac.

Vé mit ndi dung, ban to chirc can tich hop cac yéu t6 hoc hoi, van hoa va y
nghia vao kich ban 1& hoi thong qua khong gian dién giai, hoat dong twong tic ngin
va cau chuyén chi dé xuyén sudt. Trong méi trudng déng nguoi, nhitng ndi dung nay
can dugc thiét ké stic tich, truc quan va dé tiép can dé phu hop véi nhip trai nghiém
nhanh cta du khach, déng thoi van tao duge chiéu sau ghi nho.

V& mat trai nghiém, viéc gia ting cac hoat dong khuyén khich su tham gia chu
dong cua du khach — nhu sin khau mo, trinh dién twong tac, workshop ngin hoic
hoat dong tap thé — s& gitip chuyén hoa dam dong tir trang thai thu dong sang cong
déng trai nghiém. Khi du khach cam nhan minh 1a mot phén cta 1¢ hoi, sy huong thy
cam xtc duoc khuéch dai va sy hai 1ong gia ting dang ké, ngay ca trong diéu kién
mat do cao.

V& mat van hanh, ban t6 chirc can coi quan tri ddm dong 1a mot cAu phén cua
thiét ké trai nghiém. Viéc chuan hoéa quy trinh an toan, vé sinh, thong tin va tién ich
co ban khong chi nhim giam rui ro, ma con dé loai bo cac “diém dau” ¢ thé pha v&
cam xtic tich cyc. Truyén thong tai chd theo thoi gian thuc giup du khach duy tri cam
gi4c kiém soat trong mdi trudng dong diic, qua dé bao vé DS va tao nén tang cho DL.

(3) Ham ¥ quén tri di v6i doanh nghiép kinh doanh du lich

(lwew trii, dm thwe, vdn chuyén va diém tham quan)
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Céc doanh nghiép du lich dong vai tro 1a “ha tﬁng trai nghi¢m”, hd tro truc
tiép cho viéc hinh thanh va duy tri sy hai 1ong cta du khach trong sudt hanh trinh 18
hoi. Két qua nghién ciru cho thiy DS 1a bién trung gian then chdt; do do, chi can mot
mat xich dich vu van hanh kém ciing c6 thé lam suy yéu tac dong tich cuc cia MTE.

Ham ¥ quan tri di véi doanh nghiép 1a can chudn héa chét lugng dich vy theo
mua 1& hoi, dong thoi gia ting gi4 tri trai nghiém vuot 1én trén chirc ning co ban.
Trong bdi canh dong diic, cac giai phap giam ma sat dich vu nhu tdi wu quy trinh gio
cao diém, giam thoi gian chd, cung cap thong tin rd rang va thai d6 phuc vu nhit quan
co vai tro dac biét quan trong trong viéc duy tri cam xuc tich cyc va su hai long.

Song song d6, doanh nghiép can tich hop cac yéu td tri thirc, van hoa dia
phuong va sy mai la vao san pham — dich vu, chang han thong qua 4m thyc ké chuyén,
trai nghiém theo chu dé 1& hoi hodc cac goi dich vu tich hop. Pbi voi nhém khach co
ky vong cao, viéc phat trién cac dich vu bd trg va c4 nhan héa sé& giup thu hep khoang
cach gitra ky vong va trai nghiém thuc té, tir d6 cai thién DS va tang kha nang hinh
thanh DL.

(4) Ham y quan tri ddi v&i cong dong dia phwong va cac d6i tac vin hoa — sang
tao

Cong dong dia phuong 13 chii thé tao nén tinh chan thuc, ¥ nghia va ban sac —
nhirng yéu té giup trai nghiém 1& hoi dong dic khong tré nén hoi hot. Khi cong dong
tham gia chii dong vao qué trinh dong sang tao trai nghiém, du khach khong chi “tiéu
dung” 18 hoi ma con hinh thanh gan két cam xuc voi diém dén.

Ham ¥ quan trj 13 cn tao co ché dé cong ddng tham gia vao cc hoat dong ké
chuyén, trinh dién, 4m thyc va sang kién xa hoi gin véi 18 hoi. Nhiing twong tac ndy
giip gia tang gia tri hoc hdi, y nghia va cam xuc tich cuc cua trai nghi¢m, tir d6 nang
cao DS. Pdong thoi, cong ddng ciing dong vai tro quan trong trong viéc lan téa hinh
anh tich cuc cua diém dén thong qua giao tiép truc tiép va truyén thong xa hoi, gop
phan chuyén héa sy hai long thanh 1ong trung thanh bén viing.

Tiép can ham y quan tri theo cac thanh phan ciia MTE nhung trién khai theo

tirng d6i twong cho thiy rang: trong du lich 18 hoi, sy déng dtc chi thuc sy tro thanh
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van dé khi trai nghiém khong duoc thiét ké va quan tri dung cach. Khi cac chu thé
cung phdi hop kich hoat ddng thoi cac thanh phan cia MTE va quan tri su dong duc
theo hudng tich cyc, sy hai long diém dén sé dugc nang cao va co kha nang chuyén
h6éa manh mé thanh long trung thanh diém dén, tao nén tang cho loi thé canh tranh

bén vitng ctia TP. H6 Chi Minh nhu mét diém dén 18 hoi d6 thi hang dau khu vye.

5.2.2 Ham y quan tri mdi quan hé gitra sy hai l1ong diém dén va long trung

thanh diém dén

Két qua nghién ctru cho thay sy hai long diém dén (DS) déng vai trd trung
gian then chot trong viéc chuyén hoa trai nghiém du lich dang nhé (MTE) thanh 10ng
trung thanh diém dén (DL). Diéu nay ham y rang DS khong phai 12 két qua tirc thoi
cua mot hoat dong hay su kién riéng 1¢, ma la két qua tich liiy cia toan bo hanh trinh
trai nghiém, va chi khi dugc quan tri mot cach hé théng, DS méi c6 thé chuyén hoa
bén vitng thanh DL.

(1) B6i v6i S& Du lich va co quan quéan 1y diém dén

O cap do diém dén, ham ¥ quan tri quan trong 13 can coi DS nhu mot chi s6
chién lugc dai han, khong chi 13 thude do mirc d6 hai 1ong sau su kién. S& Du lich
can tiép can quan tri DS theo logic hanh trinh trai nghiém trudc — trong — sau chuyén
di, trong d6 mdi diém cham déu gop phan hinh thanh danh gia tong thé vé diém dén.

Cu thé, ¢ giai doan trude chuyén di, viéc chuan hoa va dong bo hoa thong tin
trén cac nén tang chinh thic gitp thiét 1ap ky vong phu hop, tir d6 giam rai ro “ky
vong cao — hai 1ong thap”. Trong giai doan dién ra 1& hoi, sy phdi hop lién nganh
nham dam bao chat luong dich vy, kha nang tiép can, an toan va thong tin dong vai
trd quyét dinh trong viéc duy tri DS trong méi truong dong duc. O giai doan sau
chuyén di, S Du lich can din dat chién luoc duy tri két ndi (CRM diém dén), coi DS
1a nén tang dé nudi dudng mbi quan hé dai han va chuyén hoa thanh DL.

(2) B6i voi ban t6 chirc 18 hoi va don vi to chire su kién

Dbi véi ban t6 chirc, DS can dugce nhin nhin nhu két qua tong hop cua trai
nghiém tai chd, chir khong chi phan anh mirc d6 hap dan ciia ndi dung 18 hoi. Ham y

quan tri la can thi€t ké va van hanh 1€ hoi theo hudng gidm thi€u cac “diém gay trai
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nghiém” (service failures), vi chi mot sy ¢6 nhé trong méi trudng dong dic cling c6
thé 1am suy giam manh DS.

Ban t6 chtic can dic biét chi trong tinh nhét quan giita ndi dung — khong gian
— van hanh — thong tin, nham duy tri cdm nhén tich cuc xuyén sudt thoi gian tham
du. Khi DS duoc bao toan trong sudt trai nghiém 1¢ hoi, kha nang hinh thanh y dinh
quay lai va gi6i thiéu diém dén sé tang 1én 13 rét.

(3) Béi v6i doanh nghiép kinh doanh du lich

Céc doanh nghiép du lich 1a mit xich truc tiép anh huong dén DS thong qua
chét luong dich vy hd trg. Him v quén tri dbi voi nhom nay la can xem DS nhu két
qua cua chudi gia tri dich vy, trong d6 su nhat quan va 6n dinh quan trong hon nhirng
yéu t6 giy 4n twong ngan han.

Trong mua 18 hoi dong dic, doanh nghiép can wu tién cac giai phap giam ma
sat dich vu (thoi gian chd, thong tin, quy trinh) nham bao vé DS. Khi DS duoc duy
tri 6n dinh, doanh nghiép khong chi gop phan nang cao DL ciia diém dén ma con truc

tiép huong loi tir hanh vi quay lai va truyén miéng tich cuc cua du khéach.

5.2.3 Ham y quan tri vai tro diéu tiét ciia sy dong diic trong viéc ciing c6 moi

quan hé giira MTE — DS — DL

Két qua nghién ctru cho thdy sy dong dic khong lam suy yéu, ma trai lai
khuéch dai tac dong tich cuc cua MTE 1én DS va ctia DS 1én DL trong bdi canh du
lich 1 hoi. Diéu nay mo ra mot hudng tiép cin quan trj méi: chuyén hoa sy dong duc
tir i ro van hanh thanh ngudn lyc trai nghiém.

(1) Béi vé6i co quan quan 1y diém dén

Ham ¥ quan tri & cap chinh sach 1a can thay doi tu duy tir “kiém soat s6 luong”
sang “thiét ké trai nghiém ddm dong”. S¢ Du lich can xay dung khung quén tri dong
khéch dya trén muyc ti€u giam kho chiu vat ly nhung duy tri cdm nhan dong vui, qua
d6 cho phép su dong duc phat huy vai tro khuéch dai cam xuc va ky tc tap thé.

Viéc dau tu vao ha ting mém, cong nghé quan tri dong ngudi va thong tin thoi
gian thyc gitip dam bao rﬁng su dong duc dugc cdm nhan nhu d4u hiéu cua strc hat

va thanh cong, thay vi 12 ngudn giy cing thing.
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(2) Béi voi ban t6 chirc 18 hoi

Dbi vé6i ban t6 chirc, su dong dic can duoc tich hop nhu mét yéu to thiét ké
trai nghiém, khong chi 14 bai toan an ninh hay logistics. Viéc phan bd khong gian hop
1y, tao nhiéu diém tuong tac xa hoi va duy tri nhip trai nghiém pht hop gitp lan téa
nang lugng ddm dong va tranh qué tai cuc bo.

Khi du khach cam nhan minh 1a mot phén cua “dam dong tich cuc”, sy hai
long va gan két cam xuc s& ting Ién, tir d6 cing ¢6 DL.

(3) Dbi voi doanh nghiép va cong dong dia phuong

Doanh nghiép va cong dong dia phuong can phbi hop dé duy tri méi truong 18
ho6i van minh, than thién va hd tro. Sy tham gia tich cuc cia cong dong gitp giam
xung dot vi mo trong dam dong, dong thoi ting cam nhan an toan va than thién — diéu
kién can dé su dong dic phat huy tac dong diéu tiét tich cuc.

5.2.4. HAm Y quan tri ddi v6i cac yéu té nhan khau hoc

Két qua nghién ctru cho théy su khac biét theo sb 1an dén, thu nhap va do tudi
dan dén nhirng khac biét dang ké vé mirc do hai long diém dén (DS) va long trung
thanh diém dén (DL). Phat hién nay ham y rang trai nghiém du lich 1& hoi khong dugc
cam nhan mot cach déng nhét gitra cac nhém du khach, ma chiu sy chi phéi manh
mé boi dic diém nhan khau hoc va hanh vi tiéu dung du lich. Do 6, quan trj trai
nghiém 1& hoi can dugc tiép can theo huong phan khac linh hoat va thiét ké trai
nghiém thich tng, thay vi 4p dung mé hinh “mét trai nghiém cho tat ca”.

(1) Pbi véi co quan quan 1y va ban t6 chirc 1& hoi

O cip d6 diém dén va t6 chirc 18 hoi, ham ¥ quan trj quan trong 1a can thiét ké
18 hoi theo cdu trac “da 10p trai nghiém” (layered experience design), cho phép céac
nhom du khach khac nhau cung tham gia trong mot khong gian va thoi diém, nhung
tiép can trai nghiém theo cach phu hop véi nhu cau, kha ning va ky vong riéng. Cach
tiép can nay dic biét can thiét trong bdi canh du lich 18 hoi dong duc, noi mot thiét ké
trai nghiém cimg nhic va dong nhat d& dan dén sy qua tai, bdt man hodc cam giac bi

“loai trr” & mdt sO phan khuc.
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Cu thé, di véi du khach quay lai nhiéu 1an — nhom thé hién muc DS va DL
cao hon — ban t6 chtrc cdn dam bao yéu td quen thudc va tién loi, dong thoi 1am mébi
noi dung, cha dé hodc hinh thire thé hién dé tranh cam giac 1ap lai. Trong khi d6, dbi
v6i du khach 1an dau, can wu tién kha nang tiép can thong tin, chi dan rd rang va cac
hoat dong mang tinh gidi thiéu, gitip ho nhanh chéng “hoa nhap” vio khong khi 1¢
hoi ma khong bi choang ngop bdi ddm dong.

Su khéc biét theo d6 tudi cling dat ra yéu cau vé phan tang trai nghiém. Nhom
trung nién thuong danh gia cao sy dong b, an toan va hiéu qua, trong khi nhém 16n
tudi nhay cam hon véi cac yéu té nhu mat do, tiéng on, thoi gian chd va kha ning
tiép can. Do d6, ban t6 chtrc can bd tri khong gian, nhip trai nghiém va dich vu hd trg
theo khu vuc hodc khung gio, cho phép cac nhoém tudi khac nhau téi wu hoa trai
nghiém ctia minh trong cting mot 18 hoi. Khi cac “10p trai nghiém” nay duoc thiét ké
hop 1y, su dong duc khong con 13 yéu t6 gy bat man ma tré thanh bdi canh chung
cho nhiéu hinh thirc tham gia khac nhau, qua d6 bao vé DS va gian tiép cung ¢ DL.

(2) Bbi voi doanh nghiép kinh doanh du lich

Pbi voi doanh nghiép du lich, ham ¥ quan tri trong tdm 1 can c4 nhan hoa san
phﬁm va dich vu theo phan khue, dac bi¢t ddi véi nhém thu nhap trung binh cao —
nhom dugc nghién ctru xac dinh cé xu hudng “ky vong cao nhung mutrc dg hai long
thap”. Két qua nay cho thdy murc chi tra cao khong tu dong chuyén hoa thanh su hai
long, ma nguoc lai, di kem véi chuan myc danh gia khét khe hon va do nhay cao ddi
v&i cac sai so6t nhd trong moi truong dong duc.

Do do, doanh nghiép can wu tién tinh On dinh, tinh té va nhét quan cua trai
nghiém, hon 14 chi gia ting quy mo hodc mirc d9 hoanh trang. Céc giai phap thuc tién
bao gém: dich vu theo khung gi® dé giam chen l4n, quy trinh wu tién hoic ca nhan
hoa, khong gian trai nghiém riéng biét, va dich vu hd tro cht dong. Nhitng bién phap
nay gitip thu hep khoang cach giita ky vong va trai nghiém thyc té, tir d6 duy tri DS
ngay ca trong mua 18 hoi cao diém.

Déi voi cac phan khic con lai, doanh nghiép can linh hoat trong thiét ké goi

san pham, két hop gitra tién g1, gia tri cdm nhan va trai nghi€ém van hoa, nham dam
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bao rang mbi nhém du khach déu tim thdy “phién ban trai nghiém phi hop” ctia minh.
Khi trai nghiém dugc cé nhan hoa va on dinh, sy hai long khong chi dugc nang cao
tirc thoi ma con co kha niang chuyén hoa thanh 1ong trung thanh thong qua hanh vi
quay lai va truyén miéng tich cyc.

5.2.5. Ham Y quén trj vé phat trién du lich 1& h$i TP. H6 Chi Minh

Tong hop cac két qua nghién ciru cho thay du lich 18 hoi khong chi dong vai
tro nhu cong cy thu hut khach trong ngan han, ma con 1a nén tang chién lugc dé kién
tao trai nghiém dang nhd, nang cao su hai long diém dén va chuyén hoa thanh long
trung thanh dai han. Trong bbi canh TP. H6 Chi Minh 12 mot d6 thi dic biét voi mat
dd dan cu cao, nhip séng s01 dong va murc do hoi nhap quéc té sau rong, ham y quan
tri quan trong 1a phat trién du lich 18 hoi theo huéng kinh té trai nghiém d6 thi, trong
d6 18 hoi dugc dinh vi nhu mot cdu phan thudng truc ciia hé sinh thai diém dén, chu
khong chi la chudi su kién roi rac.

(1) Béi v6i chinh quyén va Sé Du lich TP. H6 Chi Minh

O cip do chién luoc, chinh quyén va S¢ Du lich can dinh vi du lich 18 hoi nhu
mot tru cot phat trién diém dén, gén v6i muc tiéu dai han vé thuong hiéu do thi, nang
luc canh tranh va chat lugng séng. Cach tiép can nay doi hoi chuyén dich tu duy tir
“t6 chure 18 hoi thanh cong” sang “quan tri trai nghiém 18 hoi bén viing”, trong d6 cac
thanh phan cua trai nghiém du lich dang nhd (MTE) duoc tich hop xuyén subt chinh
sach, quy hoach va dau tu.

Trudc hét, thanh phd can xay dung chién luge phat trién 18 hoi theo khong gian
va thoi gian, thong qua viéc quy hoach lich 1& hoi theo mua, theo cum khong gian d6
thi (trung tam, ven séng, khu sang tao, khu van héa — lich sur) va theo chu dé trai
nghiém. Cach tiép cén nay khong chi giup phan bo dong khach hop Iy trong bdi canh
dong dac, ma con tao diéu kién cho du khach quay lai nhiéu lan trong nam dé trai
nghiém cac “16p 1& hoi” khac nhau. Khi hanh vi quay lai dugc kich hoat thuong xuyén,
1ong trung thanh diém dén dwoc hinh thanh & cip do hé thong, thay vi chi gan vai

mot su kién cu the.
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Bén canh d6, chinh quyén can dau tu c6 trong diém vao ha ting trai nghiém
va quan tri théng minh cho du lich 18 hoi, coi day 1a diéu kién nén tang dé sy dong
duc phat huy vai tro tich cyc. Ha ting mém nhu phan luéng thong minh, chi dan da
ngodn ngit, khong gian nghi — vé sinh — hd tro, két hop véi nén tang dir liéu va cong
nghé thoi gian thuc, s& gitp kiém soat khé chiu vat 1y va rui ro tam 1y ctia du khach.
Khi cadm giac an toan va kiém soat duogc duy tri, su dong duc s€ duoc dién giai nhu
dau hiéu cua strc hat va thanh cong, tir do khuéch dai tac dong tich cuc cua trdi nghiém
1& hoi 1én su hai long.

Quan trong hon, Sé Du lich can dong vai tro dau mdi diéu phéi hé sinh thai 1
hoi, thiét 1ap co ché phdi hop lién nganh va lién khu vuc giita vian hoa — du lich — giao
thong — mdi trudng — an ninh — cong nghé. Quan tri 1& hdi theo mo hinh hé sinh thai
gitip dam bdo rang cac thanh phan cia MTE khong bi phét trién 1éch pha, dong thoi
tao ra chudi trai nghiém lién mach du manh dé chuyén hoa sy hai 1ong thanh long
trung thanh bén viing.

(2) Dbi véi ban t6 chuc 18 hoi va doanh nghiép du lich

O cap do trién khai, ban t6 chirc 18 hoi va doanh nghiép du lich giir vai tro
trung tdm trong viéc hién thuc hoa dinh hudng chién luoc thanh trai nghiém cu thé.
Ham y quan tri quan trong la can xem 1& hoi va dich vu hd trg nhu mot chinh thé trai
nghiém thdng nhat, trong d6 chat luong tong thé quan trong hon ting yéu té riéng 1é.

Ban td chirc 1& hoi can chuyén tu tu duy “to chuc su kién” sang thiét ké trai
nghiém da chiéu, tich hop dong thoi cac yéu té cam xdc, nhan thire va xa hoi. Diéu
nay bao gém viéc xdy dung kich ban 1& hdi co ciu chuyén xuyén subt, cac “khoanh
khic dinh cam xtic”, khong gian twong tac xa hoi va ndi dung mang gia tri hoc hoi —
¥ nghia. Khi trai nghiém 1& hoi dugc thiét ké ¢ chu dich, sy dong dic khong 1am suy
giam ma con khuéch dai cam xuc va ky {rc tap thé, gop phan nang cao sy hai long.

Déi véi doanh nghiép du lich, ham ¥ quén tri 1a can dong bo hoa dich vy theo
nhip 1& hoi, dic biét trong bdi canh mat dd khach cao. Viéc chuin hoa chét luong gio
cao diém, giam ma sat dich vu va tich hop yéu td van hoa dia phuong, tri thirc va su

moi la vao san pham — dich vu s€ giup duy tri cam xuc tich cuc ctia du khach. Khi
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trai nghiém 18 hoi va trai nghiém dich vu hd tro van hanh tron tru, DS dugc cung cb
va c6 kha ning chuyén hoa 6n dinh thanh DL, khong chi dbi voi 18 hoi cu thé ma véi
diém dén noi chung.

Quan trong hon, ban t6 chirc va doanh nghiép can phdi hop phat trién cac goi
trai nghiém tich hop (1& hoi — luu tri — 4m thyc — van chuyén — tham quan), gitip giam
ganh ndng ra quyét dinh cho du khéch va tang tinh thuan tién. Sy thudn tién cao trong
moi truong dong duc 1a mot yéu té then chot gitp bao vé su hai long va duy tri ¥ dinh
quay lai.

(3) Pdi v6i cong dong dia phuong

Cong ddng dia phuong gitr vai tro cbt 18i trong viéc bao dam tinh chan thuc,
¥ nghia va ban sic — nhimng yéu té gitip du lich 1& hoi khong bi “sy kién hoa” thuan
tiy. Him ¥ quan tri sdu sic 1a can dat cong ddng vao vi tri dong sang tao trai nghiém,
thay vi chi 1a d6i twong thy huéng thu dong.

Khi cong dong tham gia truc tiép vao cac hoat dong 1& hoi thong qua trinh
dién, 4m thuc, ké chuyén van hoéa va cac sang kién x4 hoi, du khach khong chi ti€u
dung 18 hoi ma con hinh thanh gan két cam xuc v6i diém dén. Sy gin két nay gop
phan nang cao chiéu sau trai nghiém va tao ky trc bén virng — nén tang quan trong dé
hinh thanh long trung thanh dai han.

DPong thoi, viée bao dam co ché chia sé loi ich cong bang giup cong dong cd
dong luc duy tri va bao ton gia tri vin hoa dija phuong. Khi cong dong duoc hudng
loi mot cach chinh dang, 18 hoi sé khong chi tao gia tri kinh té ngén han ma con gop
phan cing cb von xd hoi, ban sic d6 thi va stc hdp din bén viing cta TP. HO Chi
Minh trong dai han.

5.3 Dong gop cia nghién ciru

Pong gop 1y thuyét va thuc tién ciia nghién ctru d6i voi mo hinh trai nghiém
du lich dang nho (MTE)

Két qua nghién clru cung ¢ va mé rong gia tri Iy thuyét ciia mé hinh trai
nghiém du lich dang nhé MTE trong bdi canh d6 thi toan cau héa, cu thé 1a thanh phd
Hd Chi Minh. Ttr géc d6 hoc thuat, nghién ctru dd khing dinh rang ciu trac da chiéu
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ciia MTE van giir nguyén tinh 6n dinh vé mat khai niém, mic du mtc do dong gop
clia timg thanh phén c6 thé thay d6i dang ké tuy thudc vao bdi canh diém dén. Diéu
nay phtl hop vé6i 1ap ludn ciia Kim va cong sy (2012) Rang cac yéu t6 cAu thanh MTE
mang tinh ph6 quat nhung chiu sy diéu chinh bdi ddc thu vin hoa - xi hoi va didu
kién phat trién cua tirng khu vurc.

Tac dong cia MTE Pén sy hai 1ong diém dén (DS) va 1ong chan thanh diém
dén (DL). Phan tich mé hinh c4u trac SEM cho thdy MTE c6 anh hudng tich cyc va
manh mé& dén DS va DL, phan anh mbi quan h¢ nhan qua 6n dinh dugc ghi nhan trong
nhiéu nghién ctru truée (Tung & Ritchie, 2011; Chandralal & Valenzuela, 2013). Piéu
nay chimg to rang tranh nghiém du lich dang nhd khong chi tao ra cam xuc tich cuc
va ganh cach tam thoi, ma con dong vai tro 1a dong luc bén viing thic day hanh vi
quay lai va gidi thiéu diém dén. Hon nita, DS Pugc xac dinh 14 bién trung gian quan
trong trong mdi quan hé giita MTE va DL. Diéu nay nghia 13 trai nghiém dang nhé
s& tac dong gian tiép dén long trung thanh qua viéc ndng cao mirc d6 hai long cua du
khach. Két qua nay phu hop véi 1ap luan cta (Oliver, 1999) vé mé hinh “sy hai long
- 1ong trung thanh” trong marketing dich vy, dong thoi nhdn manh tim quan trong
cua viéc quan tri trai nghiém nhu mot chién luoc trung tam dé cung ) quan h¢ lau
dai voi khach du lich.

Mitc d6 dong gop khac nhau cia cac thanh phan MTE. Két qua ude lugng cho
théiy trong 7 thanh ph?m cAu thanh MTE, 6 thanh phén c6 tac dong tich cuc va dat y
nghia thong ké dén DS va DL. Nhiing thanh phan nay bao gom: Nghién ciru (HE),
Tinh méi (NO), Su thu gidn (RE), Y nghia (ME), Su tham gia (IN) va Kién thuc
(KN). biéu nay phan anh phan 16n cu traic MTE déu déng gop vao viéc hinh thanh
4n tuong lau dai va su gén két cua du khach. Nguoc lai, thanh phé“m van hoa dia
phuong khong cho thiy tac dong dang ké. Day 1a phat hién c6 y nghia quan trong,
bdi né phan anh boi canh dic thu ctia TPHCM nhu db thi kinh t€ dich vu mang tinh
toan cau hoa, noi ma yéu td vian hoa ban dia co thé bi “pha lodng” trong khong gian

trai nghiém do6 thi hi¢n dai. Trai nghiém cua du khach tai day thuong dugc dinh hinh
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nhiéu hon bai tinh tién ich, tinh qudc té va sy da dang dich vu hon 12 boi cac yéu to
vin hoa truyén thong.

Pong gop 1y thuyét: phat hién nay mo rong khung 1y thuyét MTE theo hudng
nhan manh vai trd yéu t6 bdi canh diém dén trong vi¢c quyét dinh mrc do tac dong
ctia tng thanh phan tirng phan. Cuy thé, mé hinh MTE khong nén duoc 4p dung nhu
mot cau tric “bat bién” ma can duge hiéu chinh linh hoat dé phan anh ban chit cua
moi truong du lich, dic biét trong cac thanh phd toan cau noi giao thoa vin héa dién
ra manh mé. Piéu nay ciing goi y rang, trong nghién ctru tiép theo, cac nha nghién
ctru can Xem xét tinh tuong tac gitta dac diém diém dén va ky vong ctia du khach dé
giai thich su khac biét vé tAm quan trong cta timg yéu té MTE.

Két qua nghién ctru hién tai mang lai nhitng dong gop dang ké cho hai khung
1y thuyét nén tang 1a mé hinh Nhan thirc — Cam xtc — Hanh vi (C—A—C) va mé hinh
Kich thich — Té chirc — Phan tmg (S—O-R). Trudc hét, dudi goc nhin ciia md hinh C—
A—C, nghién ciru nay da cung cd tinh 6n dinh va kha nang khai quat hoa cta chudi
tién trinh “nhan thirc — cam xtic — hanh vi” trong bdi canh du lich d6 thi. Viéc kiém
dinh md hinh cau trac SEM cho thdy MTE c6 tac dong truc tiép va gian tiép thong
qua DS dén DL, x4c nhan vai trd trung gian mot phan ctia DS. Két qua nay khong chi
tai khang dinh co ché chuyén héa tir nhan thirc sang cam xuc va hanh vi ma con mé
rong pham vi tng dung mé hinh C—A—C sang ciu triic khai niém phirc hop hon 1a
MTE - vn tich hop ca yéu t6 nhan thirc, cam xtc va gia tri biéu tuong.

Piém mé rong quan trong 1a viéc thém MTE vao ting “nhén thirc” clia mo
hinh, nhung véi cach tiép can mé rong, MTE khong chi phan anh tri thire hay danh
gia 1y tinh ma con bao goém trai nghiém cam xtc da chiéu. Nhu vay, cau tric MTE
v6i cac thanh phan trong nghién ctru nay da 1am giau nodi dung cla tang nhén thirc
cam xuc trong md hinh C—A—C, khién mé hinh khéng con mang tinh tuyén tinh don
gian ma tré thanh ciu tric dong tién trinh gitta nhan thic va cam xac. Viéc ching
minh gi4 tri hoi tu va phan biét cao ciia bay thanh phan MTE ciing giup mé rong
thang do kinh dién cua (Kim va cong sy (2012) trong bdi canh du lich 18 hdi do thi,

vbn chua ting duoc kiém dinh thuc nghiém & Viét Nam. Két qua nay gop phan cung
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¢6 luan diém cua Hosany va Witham (2010) rang cam xuc tich cuc chinh 13 dong luc
ndi sinh cda sy hai long, qua d6 mo rong mo hinh C—A—C tir khung “hau trai nghi¢m”
sang “trai nghiém thyc tai”, noi du khach vira nhan thirc, vira cam xuc va déng thot
dinh hinh hanh wvi.

Duéi goc nhin cua 1y thuyét S—O-R, nghién ctru ndy ciing mang lai mot budc
tién quan trong trong viéc diéu chinh va mé rong khung 1y thuyét cho phu hop véi
bdi canh du lich d6 thi hién dai. Thir nhat, bang viéc xem MTE va su dong duc nhu
cac yéu td kich thich, mé hinh d3 chuyén hudng tiép can tir cac yéu té méi trudng vat
1y don thuan (anh sang, 4m thanh, khong gian) sang kich thich mang tinh xa hoi va
tam ly. DPay 1a sy mo rong dang ké, vi hau hét cac nghién ciru S—-O-R trude day
(Mehrabian & Russell, 1974; Bigné & cong su, 2001)chi1 yéu tap trung vao yéu to
vat Iy ciia moi trudng, trong khi nghién ctru ndy chimg minh rang “su dong dic xa
ho6i” ciing 12 mot dang kich thich c6 thé diéu tiét cam xuc va danh gia cta du khach.

Thir hai, két qua cho thay hiéu tmg diéu tiét duong cua su dong duc — tirc 1a
mirc 46 dong dtc vira phai khong 1am giam ma nguoc lai khuéch dai tic dong cia
MTE dén sy hai long va 1ong trung thanh da mé rong 1y thuyét S—O-R theo hudng
phi tuyén tinh. Truéc day, dong dic thudng dugc xem 1a kich thich tiéu cuc ((B.
Shelby & Heberlein, 1987; Popp, 2012); tuy nhién, nghién ciru nay chi ra rang trong
bdi canh d6 thi ning dong nhu TP. HCM, dong dic ¢ thé mang tinh “kich hoat xa
hoi tich cuc” (positive social arousal), tao ra cam giac chia sé va cong hudng tap thé,
qua d6 nang cao phan ung cam xac (O) va hanh vi (R). Diéu nay vira cliing ¢ mo
hinh S—~O-R ¢6 dién, vira mé rong nd theo hudng thich tmg bdi canh (context-
adaptive S-O-R).

Thir ba, nghién ctru phat hién ring nhan t6 “Vin hoa dia phuong” (Local
Culture — LC) khong c6 tac dong dang ké dén MTE trong boi canh d6 thi hoa, qua dé
gdp phan mé rong nhan thic 1y thuyét vé cac yéu td cdu thanh kich thich. Néu trong
cac diém dén di san, LC déng vai tro trung tdm cta S (Kim & cong sy, 2012; (Prayag
et al., 2017)), thi trong do thi toan cau, kich thich lai dén tir sy nang dong, da dang va
tién nghi hién dai. Phat hién nay gop phan lam giau 1y thuyét S-O-R bang viéc xac
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lap rang cac kich thich trong méi trudong du lich khong c¢6 dinh, ma mang tinh bién
thién theo loai hinh diém dén.

Téng thé, nghién ctru di hoi nhap hai khung 1y thuyét C—~A—C va S—-O-R trong
mot md hinh thdng nhét, vira gii thich duoc tién trinh tim 1y — hanh vi cta du khach
(C—A—C), vira phan anh anh huong cua bdi canh va kich thich méi trudng (S—-O-R).
Sy tich hop nay khéng chi cung ¢ gia tri khai quat cua hai 1y thuyét kinh dién ma
con mé ra hudng nghién ctru méi cho du lich d6 thi: hiéu long trung thanh nhu mot
phan tng da tang, duoc hinh thanh tir twong tac gitra trai nghiém, cam xac va bdi
canh xa hoi.

Pong gop thuc tién: vé mit quan tri, két qua nghién ctru cung cip co so dir
lidu dinh luwong gitp cic nha quan 1y du lich TP. HCM xéc dinh rd cac yéu t6 co tac
dong manh nhat dén trai nghiém va 1ong trung thanh. Diéu nay cho phép tai phan bo
ngudn luc theo hudng wu tién nhitng yéu t6 ¢ hiéu qua cao, chiang han nhu ning cap
co sO ha tﬁng dich vu, cai thién chét luong tuong tac véi khach, va tao diéu kién cho
cac hoat dong mang tinh twong tac va cam xtc. Pong thoi, yéu td vin hoa dia phuong
khong c6 anh hudong dang ké 1a mot canh bao chién lugc dé gia ting gia tri trai
nghiém, TP.HCM cén tim cach tai cdu tric va tai hién yéu t6 van hoa dia phuong
trong cac san pham du lich, dam bao ching du sitc canh tranh véi trai nghiém toan
cau hoa nhung van giit duoc ban sic riéng.

Tom lai nghién ciru nay khong chi dung ciing ¢d gia tri khai niém cia MTE
trong bdi canh do thi toan ciu hoa ma con cung cap bang ching thyc nghiém quan
trong cho quan tri du lich do thi tai Vi¢t Nam. Nhitng phéat hién, vé su khac biét murc
do6 tac dong cia ting thanh phan MTE gép phan hoan thién 1y thuyét, dong thoi mé
ra hudng tiép can chién luge moi nham t6i wu hoa trai nghiém va thuc day long trung

thanh cua du khach.

5.4 Han che ciaa luin an

Mic du nghién ctru dd dat duoc nhiéu két qua quan trong va déng gop vé mit
ly thuyét 14n thuc tién, van ton tai mot s6 gidi han can thira nhan. Nhirng gidi han nay

khong 1am giam gia tri nghién ctru, ma mé ra hudng cho cac cong trinh tiép theo.
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Thir nhat, vé pham vi khong gian va bdi canh nghién ciru. Nghién ciru duge
thuc hién tai TP.HCM, mot do thi dich vu véi mue d6 toan ciu hoa cao. Két qua phan
anh dac trung ctia méi1 truong do thi hién dai, noi vai tro cta van héa dia phuong co
thé khong ndi bat nhu & cac diém dén gan véi di san hodc du lich thién nhién. Diéu
nay phan nao gidi han kha ning khai quat hoa két qua cho toan b nganh du lich Viét
Nam hay céc bdi canh quéc té khac.

Thit hai, vé thiét ké nghién ctru va phuong phap phan tich. Nghién ctru sir dung
thiét ké cit ngang, tirc 13 dir lidu duoc thu thip trong mot giai doan ngan, nén chi phan
anh cac quan hé tic thoi giita cac bién. Piéu nay han ché kha nang kiém ching tac
dong theo thoi gian, chéng han mtc d§ anh hudng cua trai nghiém du lich dang nhé
c6 thé thay doi trong dai han. Bén canh d6, mic di phuong phap SEM manh mé, két
qua van phu thudc vao mirc do phu hop va toan dién cia cac thang do, dic biét véi
cac bién triru tuong nhu van hoa do thi hién dai.

Thir ba, vé cau tric miu. Mau nghién ctru da c6 su da dang vé gi6i tinh, do
tudi va thu nhdp, nhung mat s6 nhom khach van it dugc dai dién, nhu khach 16m tudi
hoic khach qudc té tir nhitng thi truong nhé hon. Piéu nay c6 thé han ché kha ning
phan tich sau theo timg phan khuc dic thu, déng thoi goi ¥ cho cic nghién ctru sau
nén mo rong dé bao quat toan dién hon.

Tom lai, cac gidi han vé bdi canh, thiét ké va cu tric mau vira néu 1a co so
dinh hudng cho cac nghién ciru tiép theo, dong thoi gitip nha quan 1y va hoach dinh
chinh sach hiéu rd diéu kién ap dung két qua vao thuc tién.

5.5 Huong nghién ciu tiép theo

Dua trén két qua nghién ctru va nhitng khoang tréng duoc nhan dién, c6 thé
dé xuét cac hudng nghién ctru twong lai nhu sau:

Mo rong pham vi nghién ctru sang cac diém dén khac: Két qua tai TRHCM,
mot d6 thi kinh té - Dich vu toan cau hoa, c6 thé cac biét so v6i cac diém dén mang
tinh van hoa di san hodc thién nhién. Do d6, viéc so sanh lién diém dén s& giup 1am
rd vai trd ctia Van hoa dija phuong trong cac bbi canh khac nhau, ddng thoi danh gia

tinh khai quat hoa cuia mé hinh MTE.
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Phén tich tac dong cua cac bién diéu tiét: nghién ctru tiép theo c6 thé bd sung
bién diéu tiét nhu: giéi tinh, d6 tudi, thu nhap, kinh nghiém du lich hodc muc dich
chuyén di dé kiém tra xem chung c6 anh huéng dén mirc do tac dong gitta MTE, DS
va DL hay khong. Piéu nay sé& gitip xac dinh nhom khach hang nao nhay cam hon
v6i timg thanh phan MTE, tir d6 hd tro phan khic thi truong hiéu qua hon.

Két hop dit liéu dinh tinh dé dao sau ¥ nghia trai nghiém: dir liéu dinh luong
cung cap bang chiig vé méi quan hé va muc do tic dong, nhung chua thé giai thich
day du cac co ché tam 1y va nhéan thirc an sau. Viéc str dung phong vén siu, nhat ky
du lich hodc phén tich ndi dung tir mang xa hoi s& gitip hiéu rd hon vé cach du khach
dién giai “trai nghiém du lich dang nhé” va 1y do tai sao ho gin b6 véi diém dén.

Nghién ctru theo chiéu doc: nghién ctru hién tai dugc thuc hién theo thiét ké
cat ngang, do d6 chi phan 4nh méi quan hé tai mot thoi diém. Nghién ctru theo chiéu
doc sé& gitip danh gia su bién ddi cta 10ng trung thanh theo thoi gian, tir 46 xac dinh
mitc d bén viing cua tac dong trai nghiém du lich dang nhé (MTE).

Diéu chinh va mé rong thang do van hoa dia phuong (LC): két qua khong co
¥ nghia thong ké ctia LC goi ¥ rang can tai cau triic hodc bo sung céc chi bao do ludng
dé phan anh chinh xac hon vai trd cua vin héa dia phuong trong bdi canh dé thi toan
cau héa. Viéc nay c6 thé bao gdm do ludng cac khia canh vin héa duong dai, sir pha
tron van hoa hodc gia tri vin hoa sang tao, thay vi chi tap trung vao yéu tb truyén

thong.
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PHU LUC 1.1 THUC TRANG DU LICH TP.HCM
Theo Téng cuc Théng ké (2025), giai doan 2018-2024, nganh dich vu
TP.HCM giir vai trd chi dao, chiém binh quén trén 43% GDP, vuot cong nghiép —
xay dung (36%) va noéng nghiép (11%). Du COVID-19 lam giam ty trong xudng
42,5% nam 2021, nganh dich vu nhanh chong phuc hdi, dat 44,13% nam 2023 — mirc
cao nhat sau nam qua. Két qua nay kh'fmg dinh vai tro tru cot cua dich vu, dac biét la
du lich, khong chi dong gop truc tiép vao GDP ma con tao hi¢u ting lan toa tich cuc

dén thuong mai, luu tru, am thuc va tiéu dung do thi.

Bang 1.1. Biéu d6 tong san pham trong nwdéc theo gia thuwe té phan theo khu

vue kinh té tir nim 2018 dén nim 2024 (%)

< Nong, 1am nghi¢p | Cong nghiép | Dich | Thué san pham trir
Nam va thuy san va xay dung vu tro cAp sin pham
2019 11,29 35,92 43,24 9,56
2020 11,31 36,45 42,87 9,37
2021 11,43 36,68 42,54 9,35
2022 10,93 36,56 43,37 9,15
2023 10,81 36,10 44,13 8,97
So bd
2024 11,86 37,64 42,36 -

(Nguon: Tong cuc théng ké 9/2025)

Giai doan 2019-2024, ty trong dich vu du lich va luu trd — an uéng tai
TP.HCM tang manh, phan dnh xu hudéng “dich vu hoa” trong tiéu dung do6 thi. Du
chiu 4nh hudng dich bénh, hai linh vuc ndy van phuc hdi bén virng, cho théy nhu cau

du lich — 4m thyc — giai tri ting 6n dinh.

Bang 1.2. Bi¢u d6 tong mirc ban 1é hang héa va doanh thu dich vu ti¢u ding

theo gia thuc té tir nim 2019 dén nam 2024 (%)

Nam Ban 1é Dich vu lwu tri, dn uéng | Dich vu va du lich
2019 75,52 12,18 12,3
2020 78,7 9,9 11,4
2021 82,5 8,27 9,16
2022 78,3 10,55 11,09
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2023
So b 2024

76,99
76,5

11,32 11,69
11,72 11,83

(Nguon: Tong cuc thong ké 9/2025)

Trong giai doan 2019-2024, TP. HO Chi Minh luén ding dau ca nudc vé
doanh thu du lich It hanh (Bang 1.3). Trudc dai dich (2019): Doanh thu dat 26.834,5
ty dong, chiém khoang 30% tong doanh thu du lich ca nude. Nam 2020-2021: Do
anh huong COVID-19, doanh thu sut giam manh con 3.350 ty dong (2021). Giai
doan phuc hdi (2022-2024): Doanh thu ting gip 9 lan, dat 31.305 ty dong nim
2024, vuot muc trudc dich 17%. So voi cac trung tdm du lich khac nhu Ha Noi
(25.259 ty dong) va Pa Nang (5.460 ty dong), TP. HCM tiép tuc khang dinh vai tro
“dau tau du lich d6 thi” cua Viét Nam, chiém gan 40% tong doanh thu nganh du lich

d6 thi toan qudc.

Bang 1.3. Top 10 tinh thanh c6 doanh thu du lich lir hanh theo gia hién hanh

cao nhit ca nwée tir nim 2019 dén 2024

PVT: ty dong)

Niim/tinh 2019 | 2020 | 2021 | 2022 2023 2024
TP. Hd Chi Minh | 26.834.5 | 7.996,7 | 3.350,6 | 18.540,0 | 25.580,0 | 31.305,0
Ha Noi 10.145,5 | 5.184,4 |3.382,0 | 14.773,8 | 20.687,3 | 25.259,4
Pa Ning 2.1133 | 5638 | 6357 | 2.394,1 | 4.579.4 | 5.460,9
Khinh Hoa 5445 | 2451 | 1664 | 1.3755 | 3.252,9 | 4.285,3
Quang Ninh 916,7 | 6223 | 390,7 | 713,7 | 1.046,0 | 1.269,5
Ha Nam 23,2 18,9 94 | 3542 | 5881 | 991,5
Binh Dinh 59,2 36,5 17,8 | 2060 | 682,5 | 9425
Hai Phong 250,7 | 1832 | 89,0 | 5099 | 7238 | 7953
Cin Tho 2142 64,3 359 | 3319 | 5854 | 764,1
Kién Giang 348,8 | 1860 | 1663 | 8743 | 7474 | 7610
CA NUOC 36.111,8 40.371,2 | 44.669,9 | 16.492,0 8.998.8 43.505,5

(Nguon: Tong cuc théng ké 9/2025)

Theo S& Du lich TP.HCM (2024), khach quéc té phuc hdi nhanh sau dai dich,

v6i ba thi trudng chinh ndm 2023 1a Han Quéc, Hoa Ky va Trung Quéc. Khach noi
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dia dat hon 44 tri¢u lugt ndm 2024, tang 9% so véi 2023, nho cac chuong trinh kich
cau “Hello Ho Chi Minh City” va “TP.HCM chao d6n ban”.

Bang 1.4 Thong ké 10 quc gia c6 khach du lich dén TP. HCM cao nhit

STT Quécgia | 2016 | 2017 | 2018 | 2019 | 2020 | 2022 | 2023
. [ Han 42332 | 54018 | 93448 | oo | 14150 | 27443 | 52432
Quéc 8 6 9 : 6 3 0
2 | Hoaky 4059.70 4429.50 53%.94 w1562 | 07811 2657.04 42%2.36
L | Trung | 40049 | 532.64 | 96231 | 123155 | 12521 | o oo | 350.04
Quéc 2 4 4 3 7 : 7
4 | bai Loan 3335.86 4031.25 6822.60 £05.700 13(;.39 05 65 31(;.54
s | oe 23251 | 272.67 | 30829 | o0 o | oy 0y | 13289 | 246.04
6 2 7 1 7
 [377.03 | 399.00 | 55835 103.15 | 101.97 | 241.05
6 Nhit Ban 9 4 6 604.740 1 4 7
7 | Malaysio 30(;.01 32%.83 4537.22 37 136 | 65007 1088.70 18%70
o | Singapor | 185.26 | 19680 | 278.10 | oo 10 | 4o yer | 114.00 | 153.95
e 5 8 9 1 8
9 | Thai Lan 1323'60 1396'36 2021'34 184.060 | 27.887 | 62.612 | 96.001
10 | Phap 1273'46 1255'82 16%53 170.790 | 26.351 | 49.004 | 89.877

(Nguon: S¢ Du lich TP. HCM)

S6 lwgng hudng dan vién du lich cta thanh phd ting déu, thé hién sy mo rong

ctia thi truong va nhu cau nhan lyc chét luong cao (Bang 1.6). Tir 5.010 huéng dan

vién nam 2016, con s nay ting 1én 8.103 ngudi nam 2023 (ting 61,7%). Trong do,

huéng dan vién qudc té chiém hon 58%, phan anh vai tro trung tim dén khach quoc

té 16n nhat Viét Nam ctia TP. HCM. Tuy nhién, van tdn tai thach thirc vé chat luong

va nang lyc ngoai ngit, nhat 14 trong bdi canh thanh phd hudng téi mo hinh du lich

hoi nhap va bén viing.

Bang 1.6. Thong ké so lwong huéng din vién du lich trén dia ban TP. HCM

Nam

2016

2017

2018

2019

2020

2021

2022

2023

HDV Qudc té

2639

2.776

3146

3352

3374

3840

4353

4706
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HDV Noi dia 2371 | 2.104 | 2272 | 3109 | 3826 | 2469 | 2974 | 3397

Tong:

5010 | 4880 | 5418 | 6461 | 7200 | 6309 | 7327 | 8103

(Nguon: S¢ Du lich TP. HCM)

TP. H6 Chi Minh 1a diém dén 18 hoi nang dong nhéat Viét Nam, véi hon 15 18

hoi thuong nién duoc t6 chire tir thang 1 dén thang 12 (Bang 1.7). Cac sy kién nhu
L& hoi Tét Viét, L& hoi Ao Dai, L& hoi Song Nude Thanh phd HO Chi Minh va L&

hoi Am thuc Moén ngon cac nudc da tré thanh thuong hi€u van héa — du lich dac

trung cua do thi.

Bang 1.7. Thong ké s6 lwong céc 1& hdi ndi bat ciia TP. HCM tir 2016 dén

6/2025
Thang Tén 18 hoi
Thang 1 L§: ho6i Chua Phude Hai (Chua Ngoc Hoang) t6 chtrc hing nim
Le hoi Tet Viét (nam 2020, 2021, 2022, 2023)
Thang 3 | L& hoi Ao dai Thanh phé H6 Chi Minh (ndm 2021 khéng t6 chiirc)
Ngay hoi Du lich Thanh phé Ho Chi Minh
Thang 4 | L& hoi chao miung Ngay Giai phong mién Nam, thong nhat dat nuéc
(30/4/1975 — 30/4 hang nim
Lién hoan Am thyc P4t Phuong Nam (dugc t6 chirc vao cac nim 2016, 2017,
Théng 5 2018, 2019) ’ L
Chuong trinh Nghé thuat duong pho Thanh phdé H6 Chi Minh — Ho Chi Minh
City Street Show (t6 chtrc nim 2017)
Théng 6 | L& hoi Trai cdy Nam Bo (tir sau nim 2020 khong to chtic)
Thang 8 | L& hoi Séng nudc Thanh phd Ho Chi Minh (6 chirc 1an ddu nim 2023)
Hoi cho Du lich Qudc té Thanh phd H6 Chi Minh — ITE HCMC (nam 2020,
Thang 9 | 2021 khong t6 chirc)
L& hoi Nghinh Ong — Can Gio
Thang 10 | L& hoi lién hoan Lan su rong (duoc to chirc vao cac nam 2016, 2018)
L& hoi Thoi trang va Cong nghé (duoc to chiric vao niam 2017)
Théng 11 | L& hoi Am thyc Mén ngon céc nude (tir sau nam 2020 khong t6 chirc)
L& hoi Du lich Thanh phd Ho Chi Minh (tir nim 2022)
Khong gian Van héa Séang tao tai Di tich Cot c& Thu Ngit (tr ndm 2022,
2023)
Giai Marathon Qudc té Thanh phd H6 Chi Minh Techcombank (riéng nim
Thang 12 | 2021 khong t6 chirc)

L& hoi Khinh khi cau, du thuyén va cac hoat dong thé thao dudi nuéc (nim
2022, 2023, 2024)

L& don khach du lich quéc t€ thr 5 triéu dén Thanh pho Ho Chi Minh (dwgc
t0 chirc vao ndm 2016)
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(Nguon: S¢ Du lich TP. HCM)

Niam 2024, du chi chiém 7,4% thoi gian, cac 1& hoi dong gop 14,6% doanh
thu du lich TP.HCM. L& hoi Tét Viét va Song Nudc mang lai hon 10.800 ty dong,
thu hat gﬁn 3 triéu luot khach, khéng dinh vai tro tru cot ctia du lich 1€ hoi trong xay

dung hinh anh “Thanh phé sang tao — séng dong — coi mao.”.

Bing 1.8: Thong ké dong gép doanh thu cac hoat dong 1& hoi mang lai cho
ngudn thu du lich TP. HCM nim 2024

N Thot gian Khach Khach ni Doanh thu (ty
Hoat dong 1€ hoi dién ralé quoc té dia (lwot) ddng)
hoi (ngay) | (lwgt) i, £
L& hoi Séng nudc
Thanh phé Hé Chi Minh 3 121.000 1.180.000 4.250
L& hoi Tét Viét 8 75.000 1.725.000 6.550
Lé& hoi sach 8 100.000 10
L& qudc khanh 4 38.800 425.000
L& hoi 4m thuc quéc té
TP. HCM 4 2.034.000 16.900
A 27.710/190 nghin
Ty trong/ tong nganh 27/365 ngay 4'3?7'800/ 44 t’r i€u luot ty (Tong doanh
TP. HCM .; (Tong luot khach DL) thu DL) Chid
' Chieém 7,4% Chiém 10 % Y )6 o
,0 70

(Nguon: tong hop ciia nghién ciru sinh)

Giai doan 2018-2024 cho thdy du lich TP. H5 Chi Minh (TP.HCM) dang
phuc hoi manh va hudng dén phat trién chat luong cao. Thanh phd dat mirc ting
truong bén viing v6i doanh thu du lich, dich vu va luu tra ting lién tyc tir 2022—
2024; déng thoi, co cAu khach du lich da dang véi cac thi truong trong diém gff)m
Han Quéc, Hoa Ky, Trung Qubc va ASEAN. Su phat trién vé nguén nhan luc va
cac hoat dong su kién gop phﬁn mo rong dich vy, nang cao gia tri lan tda va khfmg
dinh vai trd cia TP.HCM la trung tdm du lich hang dau Viét Nam va Dong Nam A.

Trong giai doan t&i, thanh phd chuyén tir “du lich giao dich” sang “du lich trai
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nghiém”, tap trung phat trién du lich 1& hoi, MICE va du lich dém, huéng dén mo

hinh d6 thi du lich thong minh — sang tao.

Du lich 18 hdi duge xem 1a tru cot mém trong chién luoc phat trién du lich
bén virng cia TP.HCM. Thanh phé s& hitu hé théng 18 hoi da dang, phan anh ban
sdc van hoa ctia mot db thi da dan toc, nang dong va hoi nhap. Tuy nhién, hoat dong
du lich 1& hoi hién nay van phat trién tu phat, thiéu quy hoach va nghién ctru hoc
thuat, din dén hiéu qua khai thac thip. Nhiéu 1& hoi chua duge tich hop vao san
pham du lich, con trung ldp vé thoi gian, thiéu diéu phdi va truyén thong, 1am giam
sttc hdp dan va tinh bén viing. Du vy, tiém ning du lich 18 hoi tai TP.HCM 14 rit
16n nho nén tang van hoa phong phti va luong du khach doi dao (40 triéu khach noi
dia va 5 tridu khach quéc té nim 2024). Mot s6 18 hoi tidu biéu dd gop phan xay
dung thuong hiéu diém dén, nhu L& hoi Song nudec TP.HCM, két hop van hoa song
nude véi du lich trai nghiém; Lé hoi Ao dai, tro thanh biéu tuong van hoa thuong
nién ton vinh ban sic Viét; ciing cac 18 hoi am thuc va banh dan gian tai hién khong
gian vin héa ving mién va thac day giao luu quéc té.

Trong boi canh canh tranh diém dén ngdy cang gay gat, nghién ctru chuyén
sau vé du lich 18 hoi 14 yéu cau cap thiét. Thir nhat, nghién ciru giup dinh hudng phat
trién san pham 18 hoi pht hop véi nhu cau thi trudng va timg phan khuc du khach.
Thit hai, nghién ctru hd trg phat trién bén viing, dam bao can bang giita loi ich kinh
té, x4 hoi va bao ton van hoa. Thit ba, nghién ctru tao co sé cho chuyén nghiép hoa
cong tac to chirc va truyén thong, ing dung cong nghé sb va storytelling trong quang
ba. Cubi cing, nghién ctru c6 thé gitp xay dung thwong hiéu 18 hoi dic trung cua
TP.HCM, twong ty nhu Songkran (Thai Lan) hay Boryeong (Han Qudc), qua d6
nang cao vi thé canh tranh quéc té va gép phan hinh thanh chién lugc du lich d6 thi

thong minh, sang tao va bén viing trong giai doan 2025-2030.
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PHU LUC 1.2 KET QUA PHAN TiCH XU HUONG NGHIEN CUU

Trong phan tong quan va dé xuit mo hinh khai niém, nghién ctru 4p dung
phuong phap phan tich trac lugng thu muc (bibliometrics) nham hé théng hoa va
danh gia xu huéng phat trién cta cac cong trinh khoa hoc lién quan. Cu thé, nghién
ctru két hop phan mém VOSviewer va goi bibliometrix trén nén tang RStudio dé
khai thac dir liéu tir co so dit liéu Scopus. Trong khi VOSviewer duoc str dung dé
truc quan hoa cau trac tri thirc thong qua phan tich mang ludi dong xuét hién tir
khoa va mdi lién két giira cac chi dé nghién ciru, bibliometrix (R) cho phép phan
tich dinh luong xu hudng cong bd theo thoi gian, ban do chii dé va su tién hoa cua
cac hudng nghién ciru. Viée 10ng ghép hai cong cu gitip cung cap cai nhin toan dién,
vura lam ro dong hoc phat trién cta linh vuc, vira xac dinh cac chu dé trong tam va

khoang trong nghién ctru, 1am co sé& cho viéc dé xuat mo hinh nghién ctru phu hop.

1. Kham pha mdi quan hé giira trai nghiém du lich dang nhé, sy hai

1ong diém dén va long trung thanh diém dén

Trong phan tong quan va dé xuit mo hinh khai niém, nghién ctru st dung
phuong phap phén tich trac luong thu muc (bibliometrics) dé tong hop cac cong
trinh lién quan dén trai nghiém du lich dang nhd, sy hai long va long trung thanh
diém dén. Cac tir khoa tim kiém gdm “Memorable travel experience”, “Destination
satisfaction” va “Destination loyalty”, thyc hién trén Google Scholar, Scopus va
Science Direct, trong d6 wu tién cac 4n pham thudc hé thdng Scopus nhim dam bao
chét lugng hoc thuat (Wallace & Wray, 2011). Dir liéu dugc thu thap trudc ngay
20/3/2024.

Phan tich tric luong dugc thuc hién béng phén mém VOSviewer 1.6.18, véi
cac k¥ thuat gdm: phan tich dong tac gia (Co-authorship) theo qudc gia, phan tich
dong trich dan tai liéu (Co-citation) va ddng xuat hién tir khoa (Co-occurrence) két
hop phén tich ndi dung dinh tinh dé xac dinh cha dé trong tdm. Phuong phap nay
gitip 1am rd xu hudng, cu tric tri thirc va cac hudng nghién ctru ndi bat cua linh

vuc (Pritchard, 1969; Raina & Gupta, 1998).
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Két qua tim kiém cho thdy mic d6 quan tdm 16n: “Destination satisfaction”
cO 29.496 bai trén Science Direct, 1.810.000 trén Google Scholar, 4.431 trén
Scopus; “Memorable travel experience” c6 5.011, 337.000 va 1.472; “Destination
loyalty” dat 8.081, 457.000 va 215 tai li€u twong Uing.

Bang 1 Thong ké s6 lwgng bai bio nghién ciru lién quan tir khoa tim kiém

(s6 lwong bai/tap chi)

Tir khoa Scopus | Science direct Google scholar
Memorable travel experience 215 5.011 337.000
Destination satisfaction 4.431 29.496 1.810.000
Destination loyalty 1.472 8.081 457.000

(Nguon: Két qud phdn loai tir cdc nghién ciru trieée)

Sau khi chon loc lai ndi dung va loai ra cac bai ding, dong thoi tim kiém véi
céc tir khoa lién quan mdi quan hé giita cac tir khoa con lai 618 tai liéu trén Science
direct va 5 tai lidu trén Scopus lién quan véi chit dé can nghién ctiru méi quan hé trai
nghiém du lich dang nhé & sy hai 10ng diém dén & 10ng trung thanh diém dén. Tiép
theo, nghién ctru tién hanh phén tich siu cac ndi dung ciia cac bai viét thong qua cac
tir khoa tim duoc c6 lién quan dén chii dé nghién ciru, tir d6 dwa ra két qua nghién
ctru cudi cung.

Bang 2 Nghién ctru vé méi quan h¢ giira trai nghiém du lich ding nhé & su hai

long diém dén & 1ong trung thanh diém dén

(s6 lwong bai/tap chi)

Science | Google
direct | scholar

Sy hai long diém dén & long trung thanh diém dén 774 4731 | 304.000
Trai nghiém du lich ddng nh¢ & su hai long diém dén 22 1.201 | 125.000
gglll nghiém du lich ddng nhé & long trung thanh diém 1 731 25.500
Trai nghiém du lich dang nhé & su hai long diém dén
& long trung thanh diém dén

Tw khoa Scopus

5 618 56.100

(Nguon: Két qud phan loai tir cdc nghién ciru trieée)
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Hinh 3. Ban d6 chii dé nghién ciru
(Nguén: Phén tich tir R — Bibliometrix)

Xu hudng nghién ctru thé hién trén hinh 3 cho thay linh vuc dang dich chuyén
rd rét theo hudng giai thich hanh vi ciia du khach trong bdi canh quan tri diém dén.
Céc chu dé trung tam nhu diém dén du lich, hanh vi du khdch va qudn tri du lich giit
vai trd dan dat, phan anh mbi quan tim ngdy cang ting ddi véi cach thirc du khach
phan ung trude cac diéu kién tai diém dén ciing nhu cac chién luoc quan 1y lién quan.
Pong thoi, cac khai niém nén tang nhu hinh dnh diém dén, sw hai long ciia du khdch
va long trung thanh véi diém dén tiép tuc duoc nghién ctru rong rii, song chu yéu
dué6i dang cac mdi quan hé truc tiép, cho thiy nhu ciu mé rong sang cac co ché tac
dong phirc hop hon. Bén canh d6, su xuét hién ctia cac chu dé vé xdy dung thwong
hiéu diém dén va marketing diém dén & nhom chuyén tiép cho thdy xu hudng tich
hop ngay cang rd nét gitra goc nhin marketing va nghién ctru du lich. Nhin chung, xu
hudng nghién ctru hién nay hudng t61 viéc xay dung cdc mo hinh hanh vi toan dién
hon, két ndi trai nghiém, nhén thirc va hanh vi hau trai nghiém cta du khach trong

bdi canh quan tri diém dén ngay cang phirc tap.

Tir nam 2017 dén nay, cac nghién ciru vé sy hai long va long trung thanh

diém dén ting manh, dic biét giai doan 2020-2022. Trong khi do, cac nghién ctru

227



két hop trai nghiém du lich dang nhé — sy hai long — 1ong trung thanh diém dén con
han ché, chu yéu xuat hién giai doan 2020-2023. Dit liéu cho thdy 10ng trung thanh
diém dén 13 chu dé dugc nhiéu hoc gia quan tdm. Viéc thong ké va phan loai tir khoa
duoc thuc hién béng VOSviewer 1.6.18, qua d6 nhan di¢n su phan bd nghién ctru
theo qudc gia va xac dinh cac cum chu dé trong tAm toan cau:
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Hinh 4. Ban d0 cac tir khéa trong nghién ciru trai nghiém du lich dang nhé, sw
hai long diém dén & 1ong trung thanh diém dén
(Nguon: Théng ké tir phan mém VOSviewer 1.6.18)
Nghién ctru vé trai nghiém du lich dang nhé, su hai 1ong va 10ng trung thanh
diém dén bao gdm nhiéu chu dé, dugc nhom thanh bén hudng chinh: (1) Yéu t6
hinh anh diém dén; (2) Yéu t6 anh hudng dén su hai 1ong; (3) Tac dong cua trai
nghiém dang nhé dén sy hai 1ong; (4) Cac yéu té quyét dinh long trung thanh diém
dén:

Bang 5 .Cac tir khéa chii yéu dwoc thong ké bang phin mém VOSviewer 1.6.18

So Phéan loai nhom (cum dinh Tir khoa chii yéu
luwgng danh)
Nhom nghién cuu vé cac yéu to | trai nghiém du lich ddng nhd, y dinh hanh vi, sy
1 xdy dung hinh anh diém dén | hai long, nhan biét diém dén, moi truong, co so
(hinh 3.7) vat chét, cam nhan diém dén,...
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Nhém nghién ctru vé cac yéuwté
2 tac dong dén sy hai long diém
dén (hinh 3.8)

trai nghiém du lich dang nhd, nhan thic diém
dén, trai nghiém am thyc, chat lugng dich vy, gia
tri cdm nhén, marketing du lich,..

Nhom nghién ciru vé trai nghiém
3 du lich déng nh('; tac dong dén su
hai long di€m dén (hinh 3.9)

Y dinh hanh vi, sy sin sang, su hai 1ong diém
dén, du lich thong minh, quan tri di€ém dén

Nhom nghién ctru vé cac yéu tb
4 tac dong dén long trung thanh
dieém den (hinh 3.10)

Nhan biét diém dén, hinh anh diém dén, su hai
long diém dén, WOM, y dinh quay tré lai, trai
nghiém du lich, sy tham gia, méi truong, van
hoa, cam xuc ,...

(Nguon: Tdc gid thong ké phan loai tir thong ké VOSviewer 1.6.18)
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Links: 50 Total link strength: 298 = Occurrences: 217 Avg. pub. year: 2018.09

Hinh 6 Nhom nghién ciru vé cac yéu té xay dung hinh anh diém dén (nhom 1)

(Nguon: Théng ké tir phan mém VOSviewer 1.6.18)

Nhém nghién ctru vé cac yéu té xdy dung hinh anh diém dén (DI) (hinh 6)

phan anh céc nghién ctru trude day tap trung rat nhiéu vé DI. Pa c6 nghién ctru cac

tac dong truc tiép dén DI bao gdm trai nghiém du lich dang nhé, sy hai long diém

dén, trai nghiém diém dén, nhan biét di€ém dén, moi trudng, co sé vat chat, cAm nhan

diém dén,... va DI tac dong truc tiép dén y dinh hanh vi, sy hai long, truyén miéng,

long trung thanh,...
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Hinh 7. Nhom nghién ciru vé cac yéu t6 tac dong dén su hai long diém dén (N2)
(Nguon: Théng ké tir phan mém VOSviewer 1.6.18)

Nhom nghién ciru vé sy hai long diém dén tap trung vao cac yéu té nhu trai
nghi¢m du lich dang nh¢, nhan thirc diém dén, 4m thuc, chat luong dich vu, gia tri
cam nhan va van héa. Pang chi y, nghién ciru vé trai nghiém du lich dang nhé chi

duoc quan tAm nhiéu tir ndim 2020 dén nay.
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Hinh 8. Nhém nghién ctru vé trai nghiém du lich dang nhé tac dong dén sy hai long

diém dén (nhom 3)

(Nguon: Théng ké tir phan mém VOSviewer 1.6.18)
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Nhom nghién ctru vé trai nghiém du lich dang nhé tac dong dén sy hai long
diém dén (hinh 8) véi cac mbi quan hé tric tiép nhu: Y dinh hanh vi, sy sin sang, su
hai long diém dén, du lich thong minh, quan tri diém dén. Pic biét nghién ctru trai
nghiém du lich dang nh¢ tac dong dén su hai 1ong diém dén va long trung thanh diém
dén chua duoc nghién ctru nhiéu. Viéc thuc hién nghién ctru vé van dé nay ciing chi
moi bit dau vao nhitng nim gan day (tir nim 2020 tro lai day), rat it va ndi dung

nghién ctru van dé nay cling chua dugc nghién ctru sau.
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8 | Links: 31 | Totallink strength: 121  Occurrences: 89 | Avg. pub.year: 2017.44

Hinh 9 Nhém nghién ciru vé cac yéu t6 tac dong dén long trung thanh diém dén

(nh6ém 4)
(Nguon: Théng ké tir phan mém VOSviewer 1.6.18)

Nhom nghién ciru vé 1ong trung thanh diém dén tap trung vao cac yéu t6 nhu
nhan biét va hinh anh diém dén, sy hai long, WOM, y dinh quay lai, trai nghiém du
lich, sy tham gia, mdi trudong, van hoa va cam xac. Trong do, WOM va y dinh quay
trd lai 1a hai bién giai thich ndi bat cho 10ng trung thanh. Nghién ctru vé trai nghiém
du lich ddng nhé hién theo hai huéng tiép can chinh: (1) phan tich cac thanh phan cau
thanh trai nghiém du lich dang nhd; (2) xem xét mdi quan hé gitra trai nghiém dang
nhd, sy hai long va 1ong trung thanh diém dén. Sau khi chon loc 618 tai liéu trén

Science Direct va 5 tai liéu trén Scopus, két qua phan tich bang VOSviewer 1.6.18
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cho thay cac nghién ctru vé moi quan hé nay van con han ché, song dang tr¢ thanh xu

hudng nghién ctru mdi, mang tinh hién dai va thuc tién cao.
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destinationggatisfaction memarability

tourist experience

destinatiorttachment

loyalty sausf‘xuon
travel experience
>
affectigimage «
destma@ image destinafigh loyalty
tourism @perience perchvaiue U St medpon
todfism attribute @tisfaction

destination branding tougist tourist sgiisfaction g
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Links: 78 Total link strength: 147

Hinh 10 Nghién ctru mbi quan hé trai nghiém du lich dang nhd, sy hai long diém

dén & 10ng trung thanh diém dén
(Nguon: Théng ké tir phan mém VOSviewer 1.6.18)

Két qua cho thay chu d8 trai nghiém du lich dang nhé tac dong dén su hai long
va long trung thanh diém dén dang gia ting va thu hut su quan tim nghién ctru. Tuy
nhién, chwa c6 cong trinh ndo xem xét vai tro trung gian cua sy hai long diém dén
trong mbi quan hé nay. Nghién ciru hién tai phat trién mo hinh 1y thuyét tich hop yéu
t trung gian trén, dong thoi kham pha vai tro diéu tiét cua sy dong dic va su hién

dién xa hoi — khoang trong chua dugc dé cap trude day.

Hinh 11 thé hién mdi lién két giita ngudn tai liéu/cong trinh nén tang, tac gia
va cum tir khoa nghién ctru, qua d6 phan anh cau trac tri thirc va dong chay hoc thuat
trong linh vuc nghién ctru hanh vi du khach va quan tri diém dén. O truc ngudn tai
liu, cac cong trinh kinh dién cua Assaker, Chen, Baker, Alegre, Baloglu, Bagozzi va
Aaker xuét hién voi mire d6 lién két cao, cho thay day 1a nhitng tai liéu nén tang duoc
trich din rong rai. Cac nghién ctru ndy tap trung chu yéu vao cac khai niém cdt 16i

nhu trai nghi¢m du khach, hinh anh diém dén, sy hai long, gia tri cdm nhan va y dinh
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hanh vi, tao co s 1y thuyét quan trong cho cac nghién ctru tiép theo vé hanh vi sau

trai nghiém.
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Hinh 11. Biéu dd lién két giira nguon ti liéu, tac gia va tir kh6a nghién ciru
(Nguon: Phan tich tir R — Bibliometrix)

Truc tac gia cho thay vai trd trung tdm ctia cac hoc gia nhu Carvache-Franco
cliing mot s tac gia khac trong viéc ké thira va phat trién cac huéng nghién ctru chit
dao, dic biét 1a mdi quan h¢ gitra trai nghiém du lich — sy hai long — hanh vi du khach.
Mang luéi lién két day dic phan anh xu hudng tich hop cac tiép can 1y thuyét nham
giai thich toan dién hon phan tng cta du khach d6i véi diém dén.

O truc tir khoa, cac khai niém nhu sy hai long, long trung thanh, hanh vi du
khach va diém dén du lich n6i bat v6i nhiéu lién két, cho thdy day 1a cac chu dé trung
tam chi phdi dong nghién ciru hién nay. Nhin chung, hinh cho thay nghién ciru vé trai
nghiém du khach da hinh thanh nén tang viing chic trong viéc giai thich su hai long
va 10ng trung thanh diém dén, tuy nhién van chil yéu tap trung vao cac mdi quan hé
tryc tiép. Piéu nay goi mé nhu cu phat trién cac mé hinh tich hop hon, 1am 13 vai
trd clia cac co ché trung gian va diéu tiét trong mdi quan hé gitra trai nghiém du lich,

su hai long va long trung thanh ctia du khéach.
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Most Local Cited Sources

Cited Sources
a >

200
N. of Local Citations

Hinh 12. Céc ngudn tai liéu dwgc trich din nhiéu nhit trong tip dir liéu nghién

7

cliru
(Nguon: Phén tich tir R — Bibliometrix)

Hinh 12 nay phan anh muac d6 anh hudng hoc thuat cta cic ngudn tai liéu nén
tang trong linh vuc nghién ctiru vé su dong duc trong du lich thong qua s6 1an trich
dan noi bo. Két qua cho thay Chen va Baloglu 12 hai nguon dugc trich din nhiéu nhat,
cho thay vai trd trung tdm trong viéc dinh hinh co so 1y thuyét va hudng tiép can
nghién ctru. Cac tac gia nhu Anderson, Bigné, Alegre va Baker cling c6 murc do trich
dan cao, chi yéu gin véi cac nghién ctru vé hanh vi du khéach, hinh anh diém dén va
su hai 1ong. Ngoai ra, sy xuat hién cta Aaker, Bagozzi va Chi cho thay linh vuc nay
ké thira manh mé céc Iy thuyét marketing va hanh vi nguoi tiéu dung, gop phan cung

cO nén tang hoc thuat cho vi¢c phat trién cac moé hinh nghién ctru ti€p theo.

2. Kham pha vai tro diéu tiét cia sy dong diic trong méi quan h¢ MTE

- DS -DL

Sy dong duc duoc hiéu 1a cam nhan tiéu cyc hodc xdo tron do mat do ngudi
cao, anh hudng dén chat luong trai nghiém va su hai long du khach (Shelby & Vaske,
2008; Sanz-Blas et al., 2019). Céc yéu t tdm 1y (nhu ky vong, nhan thirc xi hoi) va
khach quan (mat do thuc t&) déu tac dong dén cam nhan nay (Aguiar & Farias, 2020).
Mirc d6 dong duc c6 tuong quan dang ké voi sy hai 1ong du lich (Huang et al., 2018).
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Nghién ctru tong hop cac 1y thuyét vé dong duc trong du lich théng qua phan
tich cac bai bao trén co s¢ dit liéu Scopus, véi tir khoa “Crowding in tourism”, ngon
ngit tiéng Anh, gii han trong linh vuc Business, Management and Accounting, va
chi chon céc bai di xuét ban chinh thac. Tt d6 co cong thirc tim kiém tai liéu duoc

xay dung nhu sau:

TITLE-ABS-KEY ( crowding AND in AND tourism ) AND ( LIMIT-TO (
LANGUAGE , "English" ) ) AND ( LIMIT-TO ( SRCTYPE, "j" ) ) AND ( LIMIT-
TO ( SUBJAREA, "BUSI" ) ) AND ( LIMIT-TO ( PUBSTAGE , "final" ) ) AND (
LIMIT-TO ( DOCTYPE, "ar"))

Tim kiém tir khoa “Crowding in tourism” trén Scopus thu dugc 153 tai liéu,
sau sang loc con 148 bai phu hop. Phan tich tric lwong bang VOSviewer 1.6.18 duoc
thuc hién véi cac ki thuat dong tac gia va dong xuat hién tir khoa, két hop phan tich
dinh tinh dé xac dinh chu d& nghién ctru trong tim.

Két qua phan tich bang R cho thiy sb lugng cong bd vé sy dong duc trong du
lich c6 xu hudng gia tang rd rét theo thoi gian (Hinh 13), phdn anh mrc d§ quan tam
ngay cang ting ciia gidi hoc thuat dbi vai van dé nay.

Annual Scientific Production

Articles

1990
199

1998
2002
2006
2010

b
Year

Hinh 13. Xu huwéng cong bd nghién ciru vé sw dong dic trong du lich theo thoi

gian
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(Nguén: Phén tich tir R — Bibliometrix)
Qua phan tich cho thay d3 c6 nhitng nghién ctru vé tac dong cua sy dong diic
dén du lich cy thé nhu quan tri diém dén, hinh anh diém dén, nhan thtc diém dén,
phat trién du lich va dac biét 1a hanh vi du lich (hinh 14, 15)

ecol ism

crowdsourcing

sustaiipbility

~ “hertap@ourism
tousism market.
- tourism dggelopment

L y;Jnen( 5
4
tourist ’ina[ion /
—

overtourism

% i
lojﬁm.noml:s

recreatiafgpl activity panel data

\ carryinggapacity out atin

ovércrowding \
units tates

Hinh 14 Nghién ciru sy dong duc trong du lich

(Nguon: Théng ké tir phan mém VOSviewer 1.6.18)

perceived crowding
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carryingi§apacity outddgrigcreation
overcrowding
uniteitates

nationl park

travel behavior

overturism

Hinh 15 Nghién ciru anh huéng cia sw dong dic dén hanh vi du lich

(Nguon: Thong ké tir phan mém VOSviewer 1.6.18)
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Hinh 16. Xu huéng cong bd ciia cac tic gia theo thoi gian
(Nguén: Phén tich tir R — Bibliometrix)

Hinh 16 phan anh sy déng goép hoc thuat ciia cac tac gia tiéu biéu trong linh
vuc nghién ctru vé sy dong duc trong du lich. Két qua cho thay linh vuc nay khong
phat trién lién tuc theo mot nhom tac gia ¢ dinh ma mang tinh phan tan theo giai
doan. Giai doan dau (dau nhitng nim 2000—2010) ghi nhan céac tac gia nén tang nhu
Dearden P., Rollins R. va Scott D., tap trung vao khai niém va do ludng su dong duc,
nhung v6i mic do cong bd gian doan. Tir giai doan 2012-2018, cac nghién ctru mé
rong sang khia canh kinh té, khong gian va hanh vi du lich v6i su tham gia ctia Neuts
B., Nijkamp P. va Ryan C. Sau ndm 2019, cac tac gid nhu Hou Y., Cheng Y. va Probstl-
Haider U. n6i bat hon véi tan suit cong bd va mire do trich dan cao, phan anh su gia
ting quan tim ddi v6i sy dong duc trong bdi canh du lich d6 thi va diém dén chiju ap
luc cao.

Mot s6 nghién ctru nhu Aguiar & Farias (2020) va Sivey et al. (2019) cho thiy
cac yéu to chu quan (ky vong, so thich, nhan thirc) va khach quan (su hién dién caa
du khach khac) anh hudng dén cam nhan dong duc, tir d6 tac dong dén trai nghiém
du lich ddng nhé va sy hai 10ng diém dén (Huang et al., 2018; Moharana & Pradhan,
2020).

Murc o dong duc tai cac do thi du lich 16n thudong cao do tap trung nhiéu hoat

dong giai tri, van hoa, am thyc va sy kién. Tuy nhién, chua c¢6 nghién clru nao xem
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xét vai tro diéu tiét ciia sy dong diic trong mdi quan hé giira trai nghiém du lich dang
nhé — sy hai long — 1ong trung thanh diém dén. Vi vy, nghién ctru ndy hudng dén 1ap
day khoang trong bang viéc kiém dinh tac dong diéu tiét ciia sy dong duc d6i véi moi

quan h¢ trén.

tourism management
ecolourism
sustainability
united states
crowdsourcing
crowding out
tourism development
china
perception

city tourism
e change adaptation covid-19 pandemic
tounism
recreational activity
outdoor recreation

Development degree
(Density)

tourism economics
é«-‘rvm_{; capacity

preference behavior

sustainable development
tourism |mpnrt9‘
portugal | @
: croned
H tourist destination
tourist behavior

Relevance degree
(Centrality)

Hinh 17. Bén d6 chit dé nghién ciru vé sy dong dic trong du lich
(Nguén: Phan tich tir R — Bibliometrix)

Hinh 17 phan anh ciu trac chu dé cua linh vuc nghién ctu vé su dong duc
trong du lich dua trén hai truc: mirc d6 trung tdm (centrality) va muc do phat trién
(density). Két qua cho thay cac chii d& dugc phan bd thanh bén nhém chinh, phan
anh su phat trién khong dong déu nhung c6 tinh ké thira ciia linh vuc. Nhém Motor
Themes gdm céc chu dé nhu tourism management, ecotourism va sustainability. Day
1a cac hudng nghién ctru cbt 18i, c6 mirc do lién két cao va nén tang 1y thuyét — thuc
nghiém tuwong ddi hoan chinh, cho thiy sy dong dtc thudng duoc tiép cin dudi goc
d6 quan tri va phat trién bén vimng. Tuy nhién, trong nhom nay, sy dong dic chii yéu
dong vai tro bdi canh quan 1y hon 1a mét bién hanh vi trung tim. Nhém Basic Themes
ndi bat véi cac tir khéa crowding, tourist destination va tourist behavior. Mac du ¢6
muirc do trung tAm cao, phan anh vai trd nén tang ctia sy dong dic trong nghién ctru
hanh vi du khach, nhung mirc 6 phat trién con thap. Cac nghién ctru chu yéu tap

trung vao tac dong truc ti€p, trong khi cac co ché gian tiép hodc vai tro dicu tiet va
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trung gian ctia sy dong duc van chua dugc khai thac day du, qua d6 boc 16 khoang
tréng 1y thuyét rd rét. Nhom Niche Themes bao gdm céac chu dé chuyén biét nhu
crowdsourcing va crowding out, mang tinh ngit canh cao nhung it két ndi v6i dong
nghién ctru chinh. Trong khi d6, nhdm Emerging or Declining Themes phan anh su
xuat hién cta cdc bdi canh méi nhu du lich db thi, dai dich COVID-19 va bién doi
khi hau, cho thay tiém ning phat trién trong twong lai nhung hién van & giai doan

hinh thanh.

Téng hop lai, Thematic Map cho thay nghién ctru vé su dong duc trong du lich
dd c6 nén tang chu dé rd rang va phat trién manh & goc d6 quan tri, song van thiéu
cac nghién ctru 1am rd vai trd co ché cua sy déng duc trong cic méd hinh hanh vi du
khach. Do d6, viéc xem xét vai tro diéu tiét cta sy dong duc trong méi quan hé giira
trai nghiém du lich ddng nhé, su hai 1ong va 1ong trung thanh diém dén 1a phu hop

v6i xu hudng phat trién cia linh vuc.

3. Phan tich ndi dung cic nghién ctru trude

Bang 18. Hé thong héa cac giai doan nghién ctru va dé xuat mé hinh MTE-DS-
DL cé bién di€u tiét sw dong dic

Giai doan Noi dung Dong gop Nghién ciru tiéu biéu
2 . R Pritchard &  Howard
Giai doan Thiét 1lap khung ﬁing ?:rllh r?hsérllaériléﬁ )EICIE (1997); Iwasaki & Havitz
1997-2005: quan hé “chat £ glan, N i (1998); Bloemer va cong su

phi tuyén trong quan hé¢
DS-DL; goi y vai tro cua
chi phi chuyén d6i/dong co

luong/gia tri-->hai
long-->trung

(1999); Tian-Cole va cong
su (2002); Petrick (2002);

Tir chudi chét
lugng/gia tri--

>DS-->DL thanh” A A e xqen Lee va cOng su (2004);
nhu yéu to diéu kién Yoon & Uysal, (2005)
Pua cac yéu 7t€') i
Giai doan hi,nh émh diém K}}éng fiinh c:‘aic thuéc tinh | Chen & Tsai (2017); Song
2007-2016: dén, gan b6, |diémdénlatiéndécuaDS |y cong su (2011); Veasna

M6 rong sang
“diém dén” va
thudc tinh sy
kién/di

thuong hi€u, ha
tﬁng, am thue,
van tai vao mo
hinh; nhan manh

va DL; xuat hién nghién
ctru dwa rii ro cam nhéan
nhu yéu t6 méi truong,
lam co s& cho luan diém

va cong su (2013); Satta
va cong sy (2015); (Tsai,
2016);

phan tich MTE nhu yéu t6

chuyén vai trdo moi | vé bién diéu tiét

trudong
Giai doan Ul}g dung va fr(srcl nl:;'ll;l l%ali?) tgguj;\gf ; Sie et al. (2018); Kim &
2016-2019: kiem dinh thang he £ QI h MTE t > | Chen (2019); Gohary et
Thang hoa |do MTE; md < unghmmA 1 “mf% al. (2020 —trng dung MTE
MTE rong vai  tro gian cho Dong luc-->DS; & bbi canh méi)
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Giai doan Noi dung Poéng gép Nghién ciru tiéu biéu
MTE trong hanh | tac dong dén chirc nang ky
vi du khach {rc; nhung thiéu kiém dinh
DS trung gian cho MTE--
>DL
B sung yéu t& | Khing dinh vai trd ngoai | Seetanah et al. (2020);
dich vu san bay, | sinh/mbi trudong (san bay, | Kim & Kim (2020); Chen,
Giai doan | xac thuc diém | thoi tiét, dam dong, su | Becken & Stantic (2022);
2020 dénnay: | dén, social | kién) anh huéng duong | Stumpf et al. (2022);
Piéu kién van | media, thoi tiét, | truyén MTE-DS-DL; m¢ | Jeong & Kim (2022); Kim
hanh va d liéu | chét lwuong su | rong sang dir licu mangxd | & Chen (2021); Jamshidi
) kién; ung dung | hoi; dat tién d& cin c6 | et al. (2023); Wong et al.
dir liéu s6 trong | moderator méi truong | (2021); Chen X. et al.
do ludong DS (dong dac) trong mo hinh | (2021); Otoo et al. (2021)

(Nguon: Téng hop tir nghién ciru ciia tac gid)

Giai doan nén ting (cudi thap nién 1990 — 2005): tiv Iong trung thanh dich

vu dén long trung thanh diém dén

Nén tang hoc thuat vé long trung thanh trong du lich dugc dinh hinh tir cac
nghién ctru kinh dién. Pritchard va Howard (1997) khang dinh chat lugng cam nhan
va sy hai long 12 tién dé ¢t 16i ciia 1ong trung thanh, xem “hai 1ong” nhu mat xich
trung tam trong hanh vi trung thanh. Iwasaki va Havitz (1998) m¢ rong khung ly
thuyét bang viéc bo sung chat luong, chi phi giao dich va chi phi chuyén dbi, coi diéu
kién bdi canh 1a co ché diéu tiét mbi lién hé gitra hai long va trung thanh. Bloemer va
cong su (1999) chi ra tinh da chiéu cua long trung thanh qua bon biéu hién: ¥ dinh
mua, truyén miéng, nhay cam gia va hanh vi khiéu nai. Trong du lich—su kién, Baker
va Crompton (2000) chting minh chét lugng cam nhén va hai 1ong tac dong gian tiép
manh hon dén ¥ dinh hanh vi, dong thoi cho rang vai trd trung gian cua hai long phu
thudc vao dic trung bdi canh diém dén. Bowen va Chen (2001) phat hién tinh phi
tuyén gitra hai 10ng va trung thanh, trong khi Petrick (2002) x4c nhan chudi gié tri
cam nhan — hai 1ong — trung thanh trong du lich san golf. O du lich sinh thai, Lee
et al. (2004) va Yoon & Uysal (2005) tiép tuc ctiing c6 mé hinh nay, déng thoi chi ra

cac bién dong co va bodi canh cé the dicu tiét moi quan h¢ hai long—trung thanh.
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Giai doan chuyén dich sang “diém dén” va goi mé vai tro moi

truwong/thudc tinh diém dén (2007-2015)

Tir cudi thap nién 2000, nghién ctiru vé long trung thanh diém dén (DL) mo
rong theo hudng tich hop hinh anh diém dén va chat luong cam nhén. Chen & Tsai
(2007) khang dinh hinh anh diém dén 1a tién dé chién lugc ctia DL, trong khi Song et
al. (2012) phat trién mé hinh do ludng su hai 1ong diém dén (DS) & cip vi mo. Veasna
et al. (2013) nhan manh vai tro ctia uy tin, hinh anh va gan bo thuong hiéu trong méi
lién két DS-DL. O du lich bién, Satta et al. (2015) cho thay ha tang van tai va mua
sim anh huong truyc tiép dén DS va WOM. Tsai (2016) ching minh trai nghiém du
lich ddng nhd (MTE) am thue gia ting gan bo va y dinh hanh vi, trong khi Wu (2016)
khéng dinh chudi quan hé MTE-DS-DL c6 tinh bén vitng. Pac biét, Sohn & Yoon
(2016) dua rti ro cam nhan nhu yéu té diéu tiét, mé rong hudng nghién ctru vé tac
dong moi trudng. Tuy nhién, sy dong duc — dic trung cua du lich 18 hoi do thi — van
chua dugc xem xét nhu bién diéu tiét trong mo hinh tong hop MTE — DS — DL,

tao nén khoang tréng nghién ctru can tiép tuc kham pha.

Giai dogan MTE “dinh hinh va mo rong” (2016-2019): tir do lwong MTE

dén chirc ning ky irc va trung gian tirng phin

Dua trén thang do MTE cua Kim, Ritchie va Tung (2010), nhiéu nghién ctru
sau d3 kiém dinh va mé rong ung dung dé hiéu rd hon tac dong cua trai nghiém du
lich ddng nhé. Trong du lich sinh thai, Gohary et al. (2020) chirng minh hau hét cac
chiéu cia MTE (trir “vin hoa dia phuong”) déu du bao duoc sy hai 1ong diém dén
(DS), khing dinh tinh khai quat cta thang do nay. Kim va Chen (2019) phat hién
MTE anh huong manh dén chirc niang xa hdi ctia ky we du lich, thuc day chia sé va y
dinh quay lai. Trong du lich gido duc, Sie et al. (2018) chi ra vai tro trung gian cua
MTE giira dong luc ty quyét va sy hai long. Tuy nhién, bang chimg vé vai tro trung
gian cua DS trong mdi quan hé MTE — DL (1ong trung thanh diém dén) van con han
ché, dic biét trong bdi canh du lich 1& hoi do thi — noi trai nghiém chiu tdc dong cua

muc do dong dac va ap luc moi truong. Do do, giai doan nay vura cung cod gia tri
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MTE, vira dit nén tang cho viéc kiém dinh co ché trung gian — diéu tiét cua DS va su

dong duc trong m6 hinh MTE — DS — DL.

Giai doan tich hop cong nghé—truyén théng va da béi canh (2020-2024):

mé rong tién dé/diéu kign ciia DS va DL

Trong thap nién 2020, nghién ctru vé trai nghiém du lich dang nhé (MTE) va
1ong trung thanh diém dén (DL) tiép tuc mo rong, bd sung nhiéu tién dé méi cho su
hai long (DS) va nhdn manh vai tro ctia bdi canh mai trudong. Seetanah et al. (2020)
chi ra vai tro cua dich vu san bay trong viéc “neo gitr’” DS va DL. Kim & Kim (2020)
bd sung tinh x4c thyc diém dén va tuong tac tryc tuyén, 1am ting gan bé va DS. Chen,
Becken & Stantic (2022) dé xuat do luong DS qua phan tich cam xic mang xa hoi,
hitu ich cho quan trj 1& hoi d6 thi. Stumpf et al. (2022) xac nhan thoi tiét tic dong
dang ké dén DS, con Jeong & Kim (2022) ching minh chat lugng sy kién thic day
hinh 4nh va DL. Kim & Chen (2021) va Jamshidi et al. (2023) 1am 10 vai tro ky tc,
truyén thong va cam xuc trong dudng truyén MTE-DL. Du vay, su dong dic — dic
trung ¢d hitu cta du lich 18 hoi d6 thi — van chua dugc kiém dinh nhu bién diéu tiét
giita MTE-DS va DS-DL, dé giai thich anh huéng ctia méi trudng dén hanh vi du
khéch..

Tong hop tién trinh nghién ciru cho thiy ba khoang trong hoc thuit va
thwe nghiém chinh trong dong nghién ctru trii nghiém du lich dang nhé¢ (MTE),
sw hai long diém dén (DS) va long trung thanh diém dén (DL).

Thir nhat, khoang tréng vé co ché trung gian ctia DS trong méi quan h¢ MTE
— DL. Du nhiéu nghién ctru da ching minh cac mbi quan hé truc tiép nhu MTE —
DS (Gohary et al., 2020) va DS — DL (Lee et al., 2004; Yoon & Uysal, 2005; Tsai,
2016), van thiéu cac bang ching vé DS nhu bién trung gian trong chudi tac dong
MTE — DL. Biéu nay dic biét quan trong trong bdi canh 1& hoi do thi, noi trai nghiém
manh mé& song song v4i ap luc moi truong cao. Trong khi Sie et al. (2018) da chi ra
vai tro trung gian cia MTE trong mdi quan hé Pong lirc — DS, huéng nguoc lai (DS

trung gian MTE — DL) lai chua duogc kiém dinh, tao nén bit can xing trong tri thirc.
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Kiém dinh co ché nay gitip 1y giai tai sao va trong diéu kién nao MTE chuyén héa

thanh DL, ddng thoi gia ting gia tri giai thich cia mo hinh hanh vi du khach.

Thi hai, khoang tréng vé vai tro diéu tiét cua sy dong dic (crowding). Cac
nghién ctiru trude nhu Sohn & Yoon (2016), Stumpf et al. (2022), Seetanah et al.
(2020) va Jeong & Kim (2022) d3 chirmg minh cac yéu tb moi truong — van hanh (rti
ro, thoi tiét, ha ting, sy kién) anh huéng dén DS va DL. Tuy nhién, “su déng duc” —
dic trung ndi bat cta du lich 18 hoi d6 thi — chua duoc tich hop nhu bién diéu tiét
trong md hinh MTE-DS-DL. Pong dtic ¢ thé 1am thay doi cudng do va hudng tac
dong cua cac duong truyén, dong thoi tao ngudng (threshold) ma tai d6 trai nghiém
tich cyc khong con chuyén hoa hi¢u qua thanh DS, hodc DS khong con du manh dé
dan t6i DL. Viéc kiém dinh vai tro diéu tiét nay gitp lam rd diéu kién bién ciia moi
quan hé MTE-DS-DL, phu hop véi cac 1y thuyét phi tuyén va di biét bdi canh
(Bowen & Chen, 2001).

Thtr ba, khoang tréng vé bdi canh thuc nghiém — du lich 18 hoi do thi, dic biét
1a TPHCM. Phan 16n nghién ctru hién tap trung vao du lich sinh thai, bién, 4m thuc
hodc di san, trong khi du lich 18 hoi d6 thi — noi hoi tu rd nét cac thanh phén cua MTE
nhu tinh moi la, tham gia xa hoi, van héa dia phuong va dong diac — lai chua duoc
quan tam thoa dang. TP.HCM v&i méat do dan cu cao, du khach dong va nhiéu su kién
quy md 16n 1a bdi canh 1y twong dé kiém dinh dong thoi vai tro trung gian cia DS va

vai tro diéu tiét cua sy dong duc.

Su dong duc

Trai nghiém du lich Sy hai long tong Long trung thanh
dang nhé (MTE) thé diém tong thé diém dén
+ dén (DS) (+ (DL)
A
(+

Hinh 3.13.M6 hinh ngﬁ{’e?n ciru ly thuyét dé xuat

(Nguf;n: tac gid de xm’ft)



Ham y 1y thuyét va thyc nghiém: Viéc lap day cac khoang tréng trén gitip cling
c¢b 1y thuyét MTE-DS-DL bang cach hop nhat co ché trung gian va diéu tiét, dong
thoi md rong hicu biét vé méi quan hé giita ky rc — x4 hoi — hanh vi (Kim & Chen,
2019, 2021). O cap do thyc tién, mo hinh kiém dinh tai TP.HCM gitip x4c dinh
ngudng van hanh t6i wu (mat do khach, thoi gian cho, tai phuong tién) va dé xuét cac
chién lugc didu tiét dam dong, nang cao trai nghiém. Nghién ctru khong chi lap day
khoang trong hoc thuat ma con mang lai ham ¥ chinh sach cho quan trj 1& hoi va phat

trién du lich do thi bén viing.

Nghién ctru mé hinh héa mébi quan hé¢ MTE-DS-DL véi sy dong dic dong vai
tro diéu tiét trén ca hai duong truyén (MTE — DS va DS — DL) nham uéc luong
hiéu tng gian tiép co diéu kién va xac dinh “ngudng dong duc” trong bdi canh thuc
té. Thang do MTE (Kim et al., 2010) cung cac chi baio WOM, y dinh quay lai, hanh
vi ung hd duogc str dung. Béi canh TP.HCM véi cac 18 hoi mat do cao cho phép do
luong cdm nhan dong duc két hop dir li¢u thuc té va mang xa hdi. Két qua ky vong
gitip x4c dinh tac dong tiéu cuc cua dong duc, tir 46 goi ¥ bién phap diéu tiét dam
d6ng, phan ludng, ting diém cham va cai thién ha tang. Nghién ciru gop phan khang
dinh DS 14 bién trung gian, kiém dinh déng duc nhu bién diéu tiét, ddng thoi mang
lai ham y 1y thuyét va quan tri quan trong cho thiét ké, van hanh va phat trién du lich

18 hoi d6 thi bén vitng tai TR.HCM.
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PHU LUC 2.1. CAC THANH PHAN CUA TRAI NGHIEM DU LICH
PANG NHO (MTE)
Cac thanh phan Pinh nghia Tham khao
Co s& ha tang | Mo rong ra ngoai chirc ning ban dau ciia co s ha | Dwyer & Kim, (2003);
(Infrastructure) tang & mot diém dén, yéu td nay s& co thé kich | Murphy  va  Smith
thich tri tudng tuong cua du khach va tao diéukién (2000); Smith (1994);
thudn lgi cho ho c6 kha nang tao ra nhitng ky vat | Kim, (2014)

mang tinh cd nhan hoa cao veé trai nghiém du lich.

Chi phi/ gia tri
(Cost/Value)

Chi phi/gia tri cam nhan dugc khong chi ra muic
gia thap tuyét dbi. Yéu td nay phai twong tng voi
chét lugng san phém tai diém dén. Vi vay, du
khach phai c6 kha nang cam nhan dwoc gia tri

dong tién bo ra doi véi san pham tai diém dén.

Driscoll va cong su
(1994); Dwyer & Kim,
(2003); Haahti, (1986);
Kim, (2014)

Kha nang tiép cén

Su de dang va chat lugng cia viéc ti€p can diém

Driscoll va cong su

(Accessibility) dén 1a diéu bat budc. Bat ctr khi ndo co thé, mot | (1994); Dwyer va Kim,
s6 yéu t6 doc dao phai tao ra trai nghiém dang nhé | (2003); Mckercher
ttr dau dén cudi (1998); Kim va cong su

(2012), Kim, (2014)

Vian  hoa  dia | Piém dén cung cap cac chuong trinh va cach thirc | Dwyer va Kim, (2003);

phuong (Local | khac nhau dé trai nghiém vin hoa doc déo cua | Kim, Hallab va cong

culture) diém dén (vi du: tic phdm nghé thuat, thu cong | su.  (2012);  Kim,

my nghé, biéu dién, v.v.) nhim mang lai nhiing

trai nghiém dang nhd

Ritchie va coOng su.

(2012); J.Kim, (2014)

Vi tri dia ly va khi
hau (Physiography

Céc diém dén c6 dia hinh/khi hau doc do, hap

dan phai c¢b ging tan dung moi loi thé canh tranh

Crouch (2011); Dwyer
va Kim, (2003)

& climate) tir vdn may ctia minh va dam béo rang yéu t nay

1am nén tang cho toan b trai nghiém tham quan

theo cach sang tao, khac biét
Giai tri | Hoat dong giai tri dugc thiét ké doc dao va chat | Ritchie, Crouch va
(Entertainment) lugng c6 thé gan két trong tdm tri du khach véi | Hudson (2001)

diém dén
Quan tri mdi | Quan tri moi trudng diém dén duoc quan 1y tot dé | Driscoll, Lawson va
truong ngan chdn du khach c6 nhiing trai nghiém dang | Niven (1994); Ritchie
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Cac thanh phan Pinh nghia Tham khao
(Environment nhd tiéu cyc. Viée quan 1y kém méi truong diém | va  Crouch  (2000);
management) dén (vi du: déng duc, tiéng 6n va mui hoi) s& dan | Mihalig, (2000)

dén kich thich tiéu cuc va do d6 dan dén nhing

trai nghiém dang nhd tiéu cuec.
Chat lugng dich vu | Thudc tinh nay bao gom viéc cung cip dich vu | Go va Govers (2000);
(The quality of | déng tin cdy, dap ung va tiy bién cao cho khach | Pine va Gilmore (1998)
service) truy cdp va néu c6 thé s& khién khach truy cép

ngac nhién mét cach thu vi.

An toan/an ninh

(Safety/Security)

Céc diém dén phai c6 kha ning 1am cho du khach
luén cam thiy an toan va yén tdm trong sudt thoi
gian ho luu trd tai mot diém dén. Bét ky su cd
khong mong mudn niao do khéng dam bao an
toan/an ninh cho du khach s& dan dén nhiing trai

nghiém tiéu cyc dang nho.

Driscoll va cong su.

(1994)

Long hiéu khach | Yéu t6 ndy bao gom nhéan thirc vé su than thién | Chandralal va
(Hospitality) cua nguoi dan dia phuong va thai d§ cia cong | Valenzuela (2013);
d6ng ddi voi du khach. Vi vay, trong khi du khach | Driscoll va cong su.
tuong tac vdi ngudi dan dia phuong, du khach c6 | (1994); Machils va
thé cam nhéan dugc su don tiép ndng nhiét va thiy | Burch (1983)
hiru ich khi nhén dugc théng tin du lich tir nguoi
dan
Su gén b6 diém dén | Su gén b6 dugc dinh nghia la muc d6 gén két ca | Bloch va  Richins

(Place attachment)

nhén cao voi mot diém dén, bao gom cac moi rang

budc vé sac tdc, xa hoi, kinh doanh va sy gan bo

(1983); Dwyer va Kim,
(2003); Williams va

vé mit cam xtic Vaske (2003)
Kién trac thuwong | Nhitng diém dén sé hitu kién trac ndi tiéng va am | Crouch (2011); Enright
tang thuc dia phuong da quen thudc véi Crouch | va Newton (2005);
(Superstructure) (2011); Enright va Newton (2004) nhiéu du khach | JKim (2014)

nén tan dung su ndi tiéng nay dé phét trién kha
nang ghi nhd manh mé trong trai nghi¢ém tham

quan
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Cac thanh phan

Dinh nghia

Tham khao

Su két hop cac hoat
dong (A mix of

activities)

Su san co cia cac chuong trinh du lich da dang
cho phép mét diém dén phuc vu nhiéu loai khach
du lich khac nhau va mang lai nhiing trai nghiém

tht vi ddng nhd.

Crouch (2011); Dwyer
va Kim, (2003)

Su kién dic biét

(Special events)

Cac 1& hoi va sy kién trong d6 du khach cé thé
tham gia tich cuc vdi tu cach la ngudi tham gia
giup khach du lich trai nghiém “su thoat ly” va
cubi cing 1 phét trién nhimng trai nghiém dang

nhd.

Dwyer va cOng su
(2001); Pine va
Gilmore (1998)

247




PHU LUC 2.2. TONG HQP CAC NGHIEN CUU TREN THE GIOI
LIEN QUAN PEN MOI QUAN HE MTE, DS, VA DL

Tac gia

Twr khoa

Noi dung

Castaneda
et al. (2007)

Internet, thong tin diém
dén, hai long, quang ba
sO

Internet tang hai 1ong qua thong tin tim
kiém va thu hat khach méi nhd quang
ba truc tuyen.

MTE, ky tc tu truyén,

Tham gia, méi mé tang hoi tuong song
dong; van hoa giup hoi tudéng ky tc;

Kim (2010) th,am &gla, Mol me, van go1 vy chién lugc marketing tién trai
hoa dia phuong S
nghi¢m.
. hinh anh quoéc gia, diém | Hinh anh qudc gia va diém dén trung
De Nisco et X v . s . R £ s Y
al. (2015) dén, hai long, y dinh | gian hoa hailong dén y dinh quay lai va
) hanh vi WOM.
Am thyc dia phuong, | Trainghiém am thgc tao ky trc tich cuc,
Tsai (2016) | MTE, gan bo, y dinh | tdng gan bo dia diém va y dinh hanh vi
hanh vi, Bai Nam du lich.
Turki & | trai nghiém, tri tu€¢, cam | Tri tu¢, cam xuc, bo lac qénh hu:c")’ng hai
Amara xuc, bd lac, hai long, |long; hai long thiic day gan bd va
(2017) WOM WOM.
: du lich gido duc, MTE, | “Hoc tap” thuc day MTE va hai long;
Sie et al e YA . i oA N
ngudi cao tuodi, dong luc | MTE trung gian gitra dong luc va hai
(2018) X, 1as1s \ X X
tu quyét, hai long long tong thé.
Kim & MTE’ }{ y ue d?. hc}l > | MTE anh huéng manh chure nang ky tre
chtrc nang xa hoi, ban 1 A o A . -
Chen than. dinh huéne hanh | <2 hoi; twong tac xa hoi, mai la, hoc hoi
(2019) e & 1a yéu t6 chinh.
Ramesh & | dong co du lich, y dinh, | Dong co ndi/ngoai sinh anh hudng y
Jaunky DS, DL, nhan khau—xa | dinh; DS bén trong tang trung thanh;
(2020) hoi nhan khau tdc dong manh.
Gohary et | MTE, du lich sinh thai, | Ca¢ chiéu MTE (trir van héa) du bdo
al. (2020) DS. WOM. quav lai DS; x4c nhan gid tri thang do MTE;
' : > duay lién két véi WOM.
. Halal destination, MTE, | Trai nghiém halal dang nhé tang y dinh
Sumaryadi , . . . S x L x -
y dinh twong lai, | du lich halal tuong lai; dé xuat tao trai
et al. (2020) : o in 4
marketing nghi¢m doc déo.

MTE, hinh anh diém

MTE tac dong khac nhau Ién hinh anh

%210216)t al. dén, DS, DL, du lich | va DS; bd sung DL sinh thai vao mo
sinh thai hinh.

Kim & | MTE, hoi tudng, niém | Hoi tudng tao nhiét tinh diém dén cao

Chen tin, ky wc, nhiét tinh | hon niém tin; goi y kich hoat ky trc dé

(2021) diém dén ting MTE.
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Tac gia

Twr khoa

Noi dung

Mohammad
et al. (2021)

MTE, stic hép dan, nhan
dang, tinh yéu diém
dén, gidi tinh

MTE va hap dan ting nhan dang, tinh
yéu, ¥ dinh quay lai; gi6i tinh diéu tiét
quan h¢.

MTE, hoai niém, rui ro

Hu & Xu thit vong, thay déi diém MTE goi hoai niém tang quay lai; rui

(2021) dén ro that vong cao lam suy yéu tac dong.

Beldona et LBM, LB S,' regulatory | Pinh huéng khuyén ma.}i tang gié tri va

al. (2022) focus, gia tri cam nhén, | sir dung LBS; thong diép uu dai cing

' khuyén mai cO hanh vi du lich.

Xu et al |Plogdulich, xahoihéa | Chiasé MTE tryc tuyen dong tao gid trj

(2022) ngu’dl tieu dung, MTE, | diém dén, tang nhan thuc va két noi
dong sang tao cam xtc du khéch.

Menezes & khung hoang, nang lyc | Doanh nghiép du lich phuc hoi sau

Saha (2023) dong, bén vimg, phuc | khinghoang, cing c6 nang luc dong va
hoi, du lich duy tri trdi nghiém déng nhd.

Fakfare san bay, hinh 4nh, | Sau chiéu moi truong s@n bay diph hi‘nh

(2023) MTE, PLS-SEM, hanh | hinh é,nh va MTE; goi ¥ céi thi¢én tién
vi quan hé ich, bo cuc.

Wan et al diém manh nhan vat, | Két ndi diém manh ca nhan Y(’yi MME

(2023) " | MME, thudng thurc, can | qua khu gitp tang phuc loi va dinh
thiép tich cuc hudng hanh trinh tuong lai.

Tyagi et al. | MTE, chanh niém, von %\/ITEhtar}llg chanht niem, nang \lllon tﬁm

(2024) tam 1y, tri liéu, SEM y; chanh nigm trung gian, phuc hoi

diéu tiét mbi quan hé nay.
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PHU LUC 2.3. CAC NGHIEN CUU TREN THE GIOIL BE CAP YEU
TO ANH HUONG LONG TRUNG THANH PIEM DEN

Tac gia

Céac yéu to
de xuat

Két qua

Pritchard &
Howard (1997)

Long trung thanh,
hai long, quan tam,
chét luong nhan
thirc

- Chéat luong dich vy, sy quan tam va
thai d6 déu anh huéng dén long
trung thanh; trong d6 hai long 1a mat
xich trung tam gitra nhan thuc va
hanh vi trung thanh.

Iwasaki & HavitZ
(1998)

Long trung thanh dich
vu, chat luong, chi phi
giao dich,
chuyén doi

chi phi

Chat luong dich vy, chi phi giao dich|
va chi phi chuyén dbi anh huéng tich
cuc dén long trung thanh; long trung
thanh hinh thanh khi khach hang nhan
thfiy gia tri duy tri cao hon chi phi thay
doi.

Bloemer et al.
(1999)

Long trung thanh,
chat lugng dich vu

- Moi quan hé gitta chat lugng dich
vu va 10ng trung thanh thay dbi theo
nganh; xac dinh bon dang trung
thanh: mua lai, truyén miéng, nhay
cam gia va hanh vi khiéu nai.

Baker &
Crompton
(2000)

Chat lugng cam
nhan, hai long, y
dinh hanh vi, trung
thanh su kién

- Chat luong cam nhadn tic dong
manh hon sy hai long 1én y dinh
hanh vi; hai long khong hoan toan
trung gian giita chat lugng va trung
thanh 1€ hdi.

- Quan hé hai long—trung thanh

khong tuyén tinh; ting hai long

](32%\8’?;1 & Chen t}fllrllg ttll(é)lrrll% long khong ludn ](éo theo tang trung
thanh, goi y can xem xét yéu to diéu
tiét,

Hai 1long, trung |- Gia tri cim nhan anh huong dén hai

Petrick (2002)

thanh, gid tr1 cam
nhén, y dinh quay
lai

long, hai long dan dén trung thanh
va y dinh quay lai; yu to ca nhan
tdc dong khong déng ke.

J. Lee et al
(2004)

Chat luong dich vu,
hai long, quan tam,
trung thanh diém
dén

Hai 10ng trung gian giira chat luong
va trung thanh; trung thanh diém dén
lién két voi ca thai do va hanh vi,
phan anh tac dong dai han ctua chat
luong dich vu.

Yang & Peterson
(2004)

Gia tri khach hang,
hai  Iong, trung
thanh, chi  phi

chuyén doi

- Gia tri cam nhan va hai long tang
trung thanh; chi phi chuyén d6i diéu
tiét mdi quan hé khi gia tri hodc hai
long vuot trung binh.
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Céac yéu to

Tac gia dé xult Két qua
Yoon & Dong co, hai long, | - Hai long tac dong tich cuc dén trung
Uysal trung thanh diém thanh; dong co kéo giam hai long
(2005a) dén nhung ting trung thanh diém dén.
Trung thanh diém| - Chat luong dich vu va kién thirc
Alegre & dén, chat lwong,| diém dén anh huodng tich cuc dén
Juaneda (2006) hanh vi nhic lai, trung thanh; khach quen tim hiéu it

kién thirc diém dén

hon khach méi.

Chen & Tsai
(2007)

Chat lugng cam
nhan, hinh 4anh
diém dén, y dinh
hanh vi

Hinh anh diém dén va chit luong
cam nhan tac dong truc ti€p va gian
tiép dén y dinh hanh vi du lich.

Alegre & Garaul
(2010)

Hai long, khong hai
long, ¥ dinh quay lai

Hai long va khong hai long quyét
dinh y dinh quay lai; hai long cao lam
tang kha nang trd lai diém dén.

Chen & Chen
(2010)

Chat luong trai
nghiém, gia tri cam
nhan, hai Iong, y
dinh quay lai

Chat luong trai nghiém tac dong truc
tiép 1én gia tri va hai long; anh
huong gian tiép dén y dinh hanh vi
qua hai bién trung gian nay.

Y dinh trung thanh,

- Noi nh¢ lich sir tdng gia tri cam

Verma & ndinh lich su, gia nhén, hai long va trung thanh; goi y

Rajendran (2017) tri cdm nhan, hai khai thac yéu t6 hoai niém trong du
long lich di san.

Almeida- Nang Iluc canh Trung thanh da diém dén chiu anh

Santana & tranh, hop tac, huong bdi nhan thic, dong co,

Moreno-Gil trung thanh theo thong tin va dac diém x3 hoi; khac

(2018) chiéu ngang biét vdi trung thanh mot diém dén.

Ben Youssef et

Xay dung thuong

- Gian bo, quen thudc va hinh anh
diém dén 1a yeu to quyét dinh long

al. (2019) hi¢u diém dén trung thanh du khach.
' Hinh anh diém dén, - H1r}h anp, gia tri va hai long fieu an‘h
Jeong & Kim AR ~_ .. hudng tich cyc dén trung thanh; hai
gia tri cdm nhan, hai . . oy . \
(2020) . ) long déng vai tro trung gian toan
long, trung thanh A
phan.
Gan  két thuong - Hi€u ing nguoi ndi tiéng tang gan
Chen X. et al. hiéu, nguoi ndi ket thuong hiu, sy tham gia va long
(2021) tiéng, thuong hiéu  trung thanh diém dén thong qua lién
diém dén két cam x1c.
) Hlnhﬁanh dl.em der;l’ - Chéat lugng va muc tham gia su kién
Jeong & Kim su kién du lich, chat ting hinh anh diém dén va trun
(2022) luong su kién, tham & &

gia ¢4 nhan

thanh du khach.
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Tac gia

Céac yéu to
deé xuat

Két qua

Jamshidi et al.
(2023)

Trung thanh diém
dén, MTE, truyén|
thong xa hoi

Thong tin diém dén trén mang xa hoi
tao MTE, nang cao cam xtic va long
trung thanh diém dén.

Trang et al.
(2023)

Hinh anh da giéc
quan, hai long, trung
thanh diém dén

- Hinh &nh da gidc quan du doan

manh hai long va trung thanh;
khang dinh vai tro cdu truc bac cao
cua hinh dnh diém dén.

Yang et al. (2024)

Hinh anh diém dén,
long trung thanh,
trai nghiém du hoc

- Trai nghiém du hoc anh huong tich

cuc dén trung thanh; doan két cam
xuc va hinh 4nh di€ém dén trung gian
moi quan hé.

Keskin et al.

(2024)

L& hoi am thuc,
MTE am thuc, y
dinh hanh vi, hanh

phuc

- MTE 4m thyc tang chit lugng va ¥

dinh trung thanh; strc khoe du khéach
diéu tiet moi quan hé gitra trung
thanh va hanh vi.
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PHU LUC 2.4. CAC NGHIEN CUU TREN THE GIOI BE CAP YEU
TO ANH HUONG SU HAI LONG PIEM DEN

Tac gia

Cac yéu to

deé xuat

Két qua

Tac gid (nim)

Ciac yéu td dé xuit

K¢ét qua (x40 tir)

Zabkar, Brencic &
Dmitrovi¢ (2010)

Y dinh hanh vi; Quan
ly diém dén; Chi sb
hinh  thanh; Chét
luong; Hai long

Xac nhan thyc nghiém mé hinh: thudc tinh diém dén
— chat lugng cam nhan — hai 1ong — ¥ dinh hanh
vi. Mdi lién hé hai 1ong—y dinh dugc khang dinh;
quan tri thudc tinh dich vu la don bfiy tang chét luong
va két qua hanh vi.

Campo-Martinez & Garau-
Vadell (2010)

Balearic; Canh tranh
diém dén; Gia cam
nhén; Hai long; Nhéan
thirc

Hai 1ong da chiéu gitp nhan dién bién s6 then chdt
tao hai long tong thé. Khach quay lai c¢6 cdu trac hai
long khac biét; do luong tinh vi hd tro cac khu nghi
truong thanh duy tri canh tranh, giit chan du khéch.

Denstadli &
(2011)

Jacobsen

Long trung thanh;
bong luc; Hai long;
Puong ngim canh;
Ty lai

Co s& vat chat bén duong va ha téng dich vu anh
huong manh dén hai long, trung thanh khach ty 14i.
Nhu cau trai nghiém canh quan cia 1ai xe 1a yéu t6
quan trong nang hai 10ng tuyén duong.

Song, van der Veen, Li &
Chen (2012)

Hong Kong; MIMIC;
SEM; Hai long khach
du lich

Xay dyng hé thong chi s6 hai long cap nganh dya
trén SEM. M6 hinh kép xéc dinh tién dé—hau qua cua
hai long, chung minh kha nang ung dung rdng cho
danh gia va quan tri diém dén.

Veasna, Wu

(2013)

& Huang

Gan bd diém dén;
Hinh anh; Hai long;
Do tin cdy ngudn

M5 hinh thuong hiéu diém dén: uy tin/hinh anh/do
tin cdy ngudn va gin bo 1a tién dé cua hai long; cing
¢ goc nhin quan hé—thwong hiéu trong xdy dung
long trung thanh.

Simpson, Cruz-Mildn &

biém dén; NOi so;

Nbi so/bao luc tai diém ’dé’n lam giam hai 1ong, kéo
theo y dinh quay lai thap du du khach quen thudc

Gressel (2014) Ngudi di cu; Du lich | diém dén; quan tri an toan 13 then chét phuc hoi y
dinh.
Hanh vi khich tau Hai long tai cang di€m d’e.n thuc day Chll tleu,él d;p}l
Parola, Satta, Penco & bidn: Hai lone didm | 992y lai, WOM. Mua goi shore-excursion dicu tict
Persico (2014) dén ’ & quan h¢ hai l(‘)ng—‘hémh vi; ha tang céang va dich vu
lién quan 1a tién d¢é gia tri.
Uc; Du khach Trung | WOM chiu anh hudng truc tiép tir hai long; gan bo
Quoc; Trung thanh; | diém dén xac dinh trude bdi vu tién diém dén trude
Mao & Zhang (2014) Uu tién; Hai 10ng; | chuyén. Trung thanh gom WOM va gan bo, ¢6 co ché
SEM hinh thanh khéc nhau.
. .2 .. | Hai long tong thé lién hé tich cauc WOM. Thudc tinh
Du lich bién; Hai R DA Ay A LA
Satta, Parola, Penco & | . X . cang quan trong: khu mua sam tién nghi, thiét ke tot;
. long; Cang; Dich vy; NPT s AR 1, , A
Persico (2015) van tai mdt dat dang tin cay, to6 chtrc hop Iy — nang
WOM N
hai long.
Gan bo; Hinh anh; | Rui ro thé chat/sirc khoe/tam 1y lam suy giam hinh
Hai 1long; Khéach | anh; hinh anh nang hai long. Gan bo di€u ti€t tac
Sohn & Yoon (2016) Nhat; Rui ro cam | dong rui ro (thé chét, stc khoe) 1én hinh anh; nhan
nhan manh vai tro yéu to boi canh.
. cn .. | Xac lap chudi tién dé trung thanh diém dén: trai
Trai nghiém nguoi

Wu (2016)

tiéu dung; Hinh anh;
Hai long; Trung thanh

nghiém du lich va hinh anh — hai long — trung
thanh. Nhan manh quan tri trai nghiém nhu don bay
gian tiép nang trung thanh.

Kani, Aziz, Sambasivan &
Bojei (2017)

Gia tri van hoa; Gan
bo; Hinh anh; B§ tin

Gia tri van hoéa va do tir} cay nguén dinh hinh hinh
4nh; hinh dnh din dén gin bo, hai long, ¥ dinh quay
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Tac gia

Ciac yéu to

deé xuat

Két qua

cdy nguon; Rui ro
cam nhan

lai. Rui ro cam nhan dicu ti€t lién hé hinh anh—y dinh
quay lai.

Loi, So, Lo & Fong (2017)

Hinh anh; Hai long;
Macao; PLS-SEM; Y

Chat lugng xe dwa don du lich anh huong ¥ dinh
quay lai thong qua co ché hinh anh-hai long; lap

Su, Hsu & Swanson (2017)

dinh quay lai; Véan | khoang tréng vai trd van tai trong trung thanh diém
chuyén dén.
Hinh  anh; Trung | Cong bang dich vu va chat lugng nang hai long va

thénh; Hai long; Céng
bang dicl} vu; Chat
lugng; Niém tin

niém tin tong thé; hinh anh anh huong manh hai long
nhung khong tac dong truc tiép niém tin; cing ¢b mo
hinh khai niém.

Anton, Camarero &
Laguna-Garcia (2017)

Trung thanh; Dong
luc; Hai long; Cudng
d06 tham

Hai 1ong va tan suat tham co tac dong tuyén tinh/phi
tuyén dén quay lai va WOM. Pong lyc ¢4 nhan va
hép din diém dén diéu tiét quan hé cuong do—trung
thanh va hai 10ng—trung thanh.

Su, Swanson & Chen
(2018)

Hanh vi moi trudong
(ERB); Danh tiéng;
Hai long; Hanh phuc
chu quan

Danh tiéng diém dén — hai long/nhan dang — ERB
va phuc lgi chil quan; ting hd mo6 hinh tin hiéu trong
quan tri bén vitng diém dén.

Chi, Pan & Del Chiappa
(2018)

Trung thanh; Tinh
cach diém dén; Hai
long; Tham gia; Ty
ddng nhit

Tinh cach diém dén (16i cudn, tinh té, song dong) anh
huéng hai 1ong va ty dong nhit; ty dong nhit thic
déy hai 1ong va trung thanh; vai trd tham gia duoc
lam rd.

Carlos Martin, Saayman &

Hai long; Lap luén
mo; Phan khuac; Nam

Khung F-MCDM do hai long theo phén khuc (gioi,
tudi, ngon ngilr); phat hién khac biét dang ké giira

du Plessis (2019) Phi: TOPSIS phZ}n khuc, goi v chién luge tuy bién theo nhom
khach.

Hinh anh; Than thién | Hiéu suét than thién Halal, gia tri cdm nhan — hai

Al-Ansi & Han (2019) Halal; Trung thanh; | long, ni€ém tin, trung thanh. X4c nhén quy trinh hinh

Hai 1ong; Niém tin

thanh hanh vi trong thi truong khach Hoi gido.

Kim & Kim (2020)

Du lich van hoa;
Tuong tac truc tuyén;
Tinh xac thuc; Gén
b6; Truyén thong xi
héi

Tinh xéc thyc (phi hop, thyc té, bién ddi) va tuong
tac tryc tuyén tang gan bé va hai long; ggi mo tich
hop social media vao m6 hinh hanh vi.

Lam, Ismail & Lee (2020)

ICT; Nén tang truc
tuyén; Hai long;
Pong sang tao; Hinh
anh; UGC

Trai nghiém ddng sang tao trén nén tang/UGC nang
hinh anh nhan thirc—tinh cam; hinh anh cai thién trai
nghiém tai diém dén; dé& xuét co ché trudc—trong
chuyén di.

Bat d6i xtmg; Hai
long mua sam; Du

Tim thdy quan hé bat ddi ximg gitta thudc tinh mua
sam va hai long; néu vai tro khuyén mai nha nudc va

Lee & Choi (2020) lich mua siam; Thudc | van hoa/ truyén thong dai chung Han Qudc trong
tinh dinh hinh hai long.

Seetanah, Dich vu san bay; Hai | Hailong dich vu san bay—diém cham dau/cudi—tac

Teeroovengadum & | long diém dén; Trung | dong ddng ké dén y dinh hanh vi va trung thanh; yéu

Nunkoo (2020) thanh t6 ting bi bo quén trong chudi MTE-DS-DL.

Otoo, Kim & King (2021)

T6 tién; Gan bo;
Diaspora; Di san;
bong luc; Y nghia
noi chdn

Du lich diaspora: dong lyc va y nghia noi chén giai
thich danh gia du khach; bao ton di tich, ting nhéan
thirc lich str giup hinh thanh gén bd, y dinh tuong lai.

Wong, Lu, Ou, Hu & Wang
(2021)

Hai lbqg; Am thuc;
Cong bang xanh; San
pham; Van tai

“Cong bang xanh” diém dén diéu tiét quan hé chét
luong san pham-hai long; nhan manh vai trd bén
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Két qua

viing theo goc nhin du khach trong quan tri trai
nghiém.

Diaspora; Trai | M6 hinh xac nhan da quan h¢ dén y dinh; khé chiu
Otoo, Kim & Stylidis | nghiém cam xuc; | va ngac nhién tich cuc khong anh hudng truc ti€p
(2021) Tham gia; Hinh anh; | mtic tham gia; cac bién cam xuc khac va hinh anh
Hai long; Gan bo dong vai tro tien dé manh.
. . .. | Entropy thudc tinh; | Gidi thidu DDSME tach hai long thanh thanh phan
Guizzardi &  Mariani , A
(2021) Phuong phép dong; | c4 nhan va hé théng theo thoi gian; cho phép theo doi

DDSME

dong murc hai long va thuoc tinh diém dén.

Rojas-Lamorena, Del

Két cap thu muc; Tai

Phan tich thu muc 2.730 4n pham. truc dong luc maéi

. , san thwong hiéu; | xoay quanh gia tri thwong hiéu gdm diém dén, hai
Barrio-Garcia & A \ \ . 7 A , o1 .

. . bong tur; Scopus; | long, san pham, nhan thic; truc quan hoa bang ban
Alcantara-Pilar (2022) P

WoS d6 chién lugc.

Vojtko, Stumpf, Rasovska4, Benchmark; ~ Hai | Chi ra sai l1éch gitta mirc hai long bdo cdo va nang
McGrath &  Ryglova | long; Diém dén; Thoi | luc tao hai long thyc su gitra cac diém dén; dé xuat
(2022) tict chuan so sanh tinh dén khac biét thoi tiét.

Kumar, Panda & Adhikari
(2022)

Tham gia khach hang;
Vén dong diém dén;
Gan két; Hai long;
Hoc tap bién ddi

M6 hinh TBDE: trai nghiém, gan bo, x4c thue — van
dong diém dén; hai 1ong trung gian mot phan. Lién
hé 1y thuyét hoc tap bién ddi giai thich co ché thay
d6i thai do—hanh vi.

Stumpf et al. (2022)

Czech; Hiéu suét; Hoi
quy; Hai long; Thoi
tiét

So sanh 11 khu vyc Nam Bohemia: yéu to ngoai sinh
nhu thoi ti€t anh huong dang ke hai long tong thé;
g01 v quan tri ky vong va trai nghiém tuy diéu kién.

Chen, Becken & Stantic
(2022)

IPA; Phan tich cam
xtic; Mang x3 hoi;
Weibo; Hai long

Céch tiép can két hgp cam xic-IPA trén dit lidu
mang xa hoi d€ do hiéu suat/quan trong ¢ cap di€m
dén thoi gian thye; hitu ich cho diéu hanh sy kién/1é
hoi.

Y dinh hanh vi;
Thudc tinh diém dén;

Anh huong thudc tinh trai nghiém (F&B, luu tra...)

Zhang & Ha (2023) Nghién ciru doc; Hai dyen hé}l long suy giam & lan tk}am sau; flhan I.r}anh
long tinh dong cua thudc tinh theo vong doi trai nghiém.
Hinh anh thuong | Caitién CNTT trong COVID-19 tang y dinh quay lai
hiéu; Tinh cach; | va hinh anh; hinh anh anh huong hai long va tinh

Shabankareh et al. (2023) CNTT-TT; Y dinh | cach diém dén; khéng dinh vai tro cong nghé trong
quay lai phuc hoi.

Omo-Obas & Anning-
Dorson (2023)

Anh huéng cam xuc;
Kién thuc; Hip dan;
Thé hé; Trung thanh;
Pong luc day/kéo

Hap dan, hai long, gan bo va trung thanh lién h¢ qua
lai; tic dong diéu tiét cua doan hé thé hé dang ké;
kién thtrc nhén thirc va dong lyc dinh hinh thu hut va
duy tri du khach quéc té.

Ndubisi & Nair (2023)

Nguén luc cbt 16i; Gia
tri khach hang; Hinh
anh; Hai long; Qatar

Tai nguyén thién nhién/di san/nhan tao — hinh anh;
gia tri khach hang diéu tiét lién hé tai nguyén—hinh
anh theo huéng duong/am; hai long diéu tiét tich cuc
lién hé di san—hinh anh.

Lu, Wang & Suhartanto
(2024)

Xac thuce hién
sinh/giita c4 nhan/noi
tam; An tuong ky trc;
Du lich cham

Tinh xéc thyc giita c4 nhan/ndi tm nang an tugng
ky trc; an tugng dan toi hai long va trung thanh. be
xuat mo hinh hudng xac thyc cho du lich cham.
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PHU LUC 2.5. CAC NGHIEN CUU TREN THE GIOI VE SU'DONG

bUC
Tac gia/ | Tén bai /| .. g Phat hién tiéu biéu /
N ,\ . NOi dung tom tat X ene n
nam Cong trinh : Dién giai hoc thuat
Phan biét gitra “mat do
On the | vat 1y” (density) va “cam | Khoi nguon ly thuyét
(Stokols, distinction nhan dong dac” | crowding; dat nén cho cac
1972) between density | (crowding) — hién tugng | nghién clru sau trong du
and crowding tam 1y do mat kiém soat | lich, do thi va sinh hoc.
khong gian.
Toward a | Bé xuat mo hinh tam ly . N <
) e . . Crowding lam tang cang
(Desor, psychological giai thich phan Gng cam | . N X -
A o thang va giam cam giac
1972) theory of | xuc va hanh vi khi khong | ..z T, 1A
) . . ki€m soat ca nhan.
crowding gian chét hep.
Gidi thigu khii nigm “4nh | DO"E dic hong chi laval
. | nhin du khach (tourist yA.,, , N gon X
The Tourist v A eer . | ho1”: ddm dong xac nhan
(Urry, 1990) gaze)” gom “anh nhin | 5, "7 . o
Gaze > v\ e .| gid tri trai nghiém, tao
lang man” va “anh nhin | , U S
A 2 . ,» | cam glac thudc veé tap
tap thé (collective gaze)”. thé”
(Eroglu & Retazl. Mo hinh thyc nghiém vé Xy dgng chu01’ tac C,I(_)ng :
. crowding: , A - crowding — cam xuc —
Machleit, cam nhan crowding trong | , .., . . 1
Antecedents and e, 1 hai long — hanh vi; dinh
1990) modi truong ban 1é. o
consequences hudng tiéu cuc.
. Nghién ciou céch con D'(’)ng“ dup mang, lai cam
. Discourses  of Ceoyns o ., | gidc “vui, hoa dong, chia
(Podilchak, : nguoi trai nghiém vui vé, | ©, A ) .
leisure and | .27 . A s¢ khong gian chung”;
1991) o hoa dong trong cac khong | ., .. %
sociability . o , dam dong nhu biéu tuong
gian dong duc. Y . s
cua niém vui xa hoi.
. . hién ctru sttc chura xa A
. Studies in N?. 1eN CUL SUC CIUA X3 | 5y 1 ra khai niém “muc
(Manning, hoi  (social  carrying | .. . X A
2010) outdoor capacity) trong cong vién dong dac chap nhan
recreation A duoc”.
quoc gia.
bong dac co thé vira gay
Positive  and | Phan tich cdm xtic “ludng | kho chiu, vira tao phan
negative cuc” (emotional | khich va két ndi xa hdi;
(Popp, 2012) | emotions in | ambivalence) cua du |cam xuc tich cuc chiém

crowded tourist
spaces

khéch tai diém dén do thi
dong duc.

uu thé néu dam dong
duoc xem la “dau hiéu
hap dan”.

(Castro
Fernandez et
al., 2016)

Crowding and
urban  tourism
experience

Péng duc trong diém dén
d6 thi duoc du khach xem
la bang ching cho siic
song va strc hit cua noi
chén.

bam dong tro thanh
“bang chtng xa hoi sdng
dong” vé do hap dan diém
dén.
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Tac gid/ | Tén bai /| o0 o e Phat hién tiéu biéu /
nam Cong trinh i & Dién giadi hoc thuat

Differential

impact o , N , \ .

huli;an vsj.[ Phan biét human Mirc dong dic vira phai
(D. Kim et | spatial crowding (dong nguoi) (mod;;'fate 5 hunﬁ?n
al., 2016) crowding  on|va spatial  crowding 1051012;1 liz/g;) gﬁg k%lf Ic) 6?111

visitor (thi€éu khong gian). b & g

satisfaction at a &

festival

Social Crowding c6 thé tang gia

interaction and | Xem xét tic dong cua tri cam nhan va su hai
(Consiglio et | positive tuong tac xa hdi va mat Ione théne qua cam xtic
al., 2018) emotions in | d0 nguoi lén cam x1c tich h'g \ ‘g El ~

shared  tourist | cuc. chia se va Nang lugng xa

: hoi.

spaces

High social Mat d6 xa hdi cao mang
(Jacobsen et density' and NAghién ciru “mat df) X?. laiA cémAgiécvhl’Ir%% khf"y.i va
1. 2019) collective hoi f:ao” ﬁrong su kién va | than mat, dac biét véi du
al enjoyment  in | du lich bién. khach c6 “anh nhin tap

fourism settings thé”.

When the crowd | Kiem dinh moi lién hé | ¢ .. ding tich cuc

. energizes. gita social crowding, | .. . < N

(Ruiz et al,, . : ) T lam ting nang lugng cam
2021) social densz'ly hl;mg k}}01, ’ket O CONE | Xic, hai long va hinh anh

and tourist | dong va danh gia diém diér’n dén

excitement dén. )

Sl i o i i e
(Xue et al., | arousal i Th} nglrncm. hll’ll’,l' al?h hl{’lh ar{h quang ’ba kich
2024) ’ destination qlAlan’g ba flu 11ch,V01 muc tlvnch ,cam xuc ’tlclz cuc‘,

marketing do dam dong khac nhau. tavng y flmhA’ ghi tham va

imagery cam nhan hap dan.
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PHU LUC 2.6. THANG PO GOC

Ma Original English item Tam dich Tham khéo
Hedonism Su hwéng thu
HE1 I was thrilled about having a | T6i rat phan khich khi c6 mot
new experience. trai nghiém mai.
HE?2 I took part in activities during To6i da tham gia cac hoat dong
the trip. trong chuyén di. Kim,  Ritchie  va
] ] McCormick, 2012
HE3 I really enjoyed the trip. Téi thyc sy rat thich chuyén di.
HE4 I had an exciting experience. T.O ! d a co mot trai nghiem thi
vi/hao hing.
Novelty Tinh méi mé
I had a once-in-a-lifetime To6i da c6 mot trai nghiém chi co
NO1 : 1 o
experience. mot lan trong doi.
NO2 | I had a unique experience. gz; da c6 mot trdi nghiém doc Kim, Ritchie va
- McCormick, 2012
My trip was different from | Chuyén di cia t6i khac vdi
NO3 . : N A i aa
previous trips. nhitng chuyén di trude day.
I experienced something new | Toi da trai nghiém diéu gi do
NO4 : : R P
during the trip. madi mé trong chuyén di.
Local culture Vin hoéa dia phwong
Good impression about the | Téi ¢ an twong t6t vé vian hoa
LC1 .
local culture. dia phuong.
] Kim, Ritchie va
LC2 Closely experienced the local | Toi d?l trai nghiém séu sac van | McCormick, 2012
culture. héa dia phuong.
Local people were friendly to | Nguoi dan dia phuong rat than
LC3 S i oA
me. thién v&i toi.
Refreshment Su thu gifin
RE1 I relieved stress during the trip. Toi da glam bét cang thang
trong chuyén di.
I felt free from daily routine Toi cam ‘thay th‘oat khoi th(;)l
RE2 durine the tri quen thuong ngay trong sudt
uring the trip. chuyén di. Kim, Ritchie va
o L McCormick, 2012
RE3 I had a refreshing experience. Toi ,d.a ¢6 mot trai nghiém sing
khoai.
RE4 I felt better after the trip. }8131111 chuyén di t0i thay khoe
Meaningfulness Y nghia
ME1 Ineli:rlltintlz‘; I did something ;il"i(élu cairr(li ghig r,n;ln}lllga lam duoc Kim, Ritchic va
£ £ 2 e, McCormick, 2012
ME2 I felt that I did something T6i cam thiy minh di lam dugc

important.

didu gi d6 quan trong.
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Ma Original English item Tam dich Tham khéo
I learned something about | Toi dd hoc dugc didu gi d6 vé

ME3 s A
myself. ban than minh.

Involvement Su tham gia
I visited a place that I really T6i dd dén mot noi ma toi that

IN1 . 1 s
wanted to visit. su muon ghé tham.

Kim, Ritchie  va

I enjoyed activities that I really | Téi da tdn huong nhiing hoat | McCormick. 2012

IN2 A N LA 1A A \ ?
wanted to do. dong ma t6i that sy mudn lam.

IN3 I was interested in the main | T6i quan tim dén cac hoat dong
activities offered to tourists. chinh danh cho du khach.

Knowledge Kién thirc

KNI I gained a lot of information | Toi dé thu thap duoc rat nhiéu
during the trip. thong tin trong chuyén di.

_ ] Kim,  Ritchie va

KN2 I gained a new skill(s) from the | Toi da hoc duge mot (vai) ky | McCormick, 2012
trip. nang mdi sau chuyén di.
I experienced new | Toi da trai qua nhitng thir thach

KN3 y
challenge(s). méi.

Destination Satisfaction

Sw hai long diém dén

DS1 I am sure that it was the right | Toi chic chg“'m répg quyét dinh | Oliver, (1980); Yoon
decision  to  wvisit  this | dén tham diém den nay la dung | & Uysal, 2005; Veasna
destination. dan. va cong sy (2013)

DS2 ) ) Oliver, (1980); Yoon
I feel good about my decision | Toi cam thay hai long voi quyét | & Uysal, 2005; Veasna
to visit this destination. dinh dén thdm diém dén nay. va cong su (2013); Ali

va cong sy (2018)

DS3 My expectations about this | Nhing ky vong cua toi vé diém Ofiver, (1980?; Yoon

destination were met dén nay da duoc dap tng & Uysal, 2005; Gohary
) j ' va cong sy (2020)

DS4 The overall experience at this . A LR 2, a2 Oliver, (1980); Yoon
destination was better than I géilngg}ifﬁ;ﬁ%iﬁz;m d((i;iem & Uysal, 2005; T. Li
expected. Y g ol va cong su (2021)

DS5 Overall, I am satisfied with this Nhin chung, t6i hai long véi Oliver, (1980); Yoon

L X xS & Uysal, 2005; Gohary
destination. diém dén nay. L
va cong su (2020)
Crowding Sw dong duc
N Lz . Machleit va cong su
I feel that the number of people T6i cam thay so lugng nguoi tai . L A
CDl1 in this place is appropriate and dia diém nay 13 phu hop va dé (2000); Kim va cong
oy PProp hi y 74 piu ¢ sy (2016); Milman va
P : . cong su, (2020)
Machleit va cong su
(2000); Popp (2012);
The presence of many people Su hién dién cua nhiu nguoi | Kim va  cong su

CD2 | makes the atmosphere more | khién biu khong khi tro nénséi | (2016); Jacobsen va

lively and enjoyable. dong va tha vi hon. cong su  (2019);

Milman va cfng su,
(2020)
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Original English item

Tam dich

Tham khao

Nhiét huyét va phan tmg cia

Jacobsen va cong su

The enthusiasm and reactions nhitne nowsi xune quanh khidn (2019); Milman va
CD3 of other visitors make me feel HIUNg NSUOL XUng quanf kaien cong  su, (2020);
. . toi cam thay hing khoi va hai VA
more excited and satisfied. lone hon Cheng va cdng su
g hon. (2021)
ae o £ X Popp (2012); Jacobsen
I feel emotionally connected Tf)l cam thay co sy ket noi cam Vépli:éng s)u (2019);
CD4 | and share joyful feelings with | Xlc va chia s¢ niem vui chung | o P55
the crowd around me v6i nhirg nguoi xung quanh (2021); ' ’
I enjoyed interacting with the Toi cam tha){ .thl(,:h thuAkhl d‘.“’i Pf)p p (2012); I.Qm va
CD5 . twong tic v6i dam déng tai € | cong su (2016); Cheng
crowd at the festival. n: A
hoi. va cong su (2021);
Ma Destination Loyalty Long trung thanh diém dén Tham khao
DL1 |I will recommend this | Toi s& gi6i thidu vé& diém dén | Oliver, 1999; Chi va
destination to other people who nay cho nhing nguoi khac Qu, 2008; Chen va
want to travel. muon di du lich. Chen, 2010
DL2 I will encourage my relatives T6i s& khuyén khich nguoi than Oliver, 1999; Wu,
and friends to choose this va ban bé lya chon diém dén 2016; Gohary va cong
destination. nay. su, 2020
DL3 I will not switch to another | Tois€ khong thay dbisangdiém | Zeithaml va cong su
destination in the future. dén khac trong tuong lai (1996); (Yoon &
Uysal, 2005a)
DL4 I will revisit this destination in T6i s€ quay lai diém dén nay Zeithaml va cong su

the future.

trong tuong lai.

(1996); T. Li va cong
su, 2021
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PHU LUC 3.1. THANG PO HIEU CHINH

A MUC PQ PONG Y

STT NOQI DUNG 12 ]3] 4]5
Su thu hwéng (Hedonism)
HE1 | Téi rat vui vi c6 duoc trai nghiém mai
HE2 | T6i thyc sy thich cac hoat dong giai tri tai TP. HCM
HE3 | Téi thyc sy rat thich chuyén di
HE4 T61 cam thay hanh phuic va thu gidn trong sudt chuyén di

dén TP. HCM
HES Chuyér} di da dap ung dugc nhu ciu giai tri va tan huong

cua To1
Tinh méi (Novelty)

T6i duogc trai nghiém nhiing diéu chuwa timg ¢ trong cac
NOl FAPTRN

chuyén di trudc
NO2 | Toi da c6 mot trai nghiém ddc dao
NO3 | TP. HCM mang dén cam giac méi la cho Toi
NO4 Moi thir trong chuyén di déu rat méi la so véi nhimg gi Toi

ting trdi qua
NO5 Nhirng trai nghiém tai TP. HCM mang dén cho Téi nhiéu

diéu bat ngd thi vi.

Van héa dia phwong (Local Culture)

LC1 T6i cdm nhan dugc nét dac trung van héa ctia TP. HCM
T6i ¢ co hoi trai nghiém va tim hi€u sau vé van hoa dia

LC2 Fal
phuong trong chuyén di.

LC3 | Nguoi dan dia phuong rat than thién voi Toi

LC4 Am thyc va phong céach song tai TP. HCM giy an tuong
véi Anh (Chi)

LC5 Anh (Chi) da c6 co hdi trao doi truc tiép voi nguoi dan dia

phuong trong chuyén di

Sw thw gian (Refreshment)

RE1 | Tbi di giam bot cang thang trong chuyén di
T6i cam thay thoat khéi thoi quen thuong ngay trong sudt
RE2 A g
chuyén di
T6i cam thay dugc nghi ngoi diing nghia sau chuyén du
RE3 | jich
RE4 éau chuyén di Téi thay khoe hon
To61 quén di nhiing lo lang thudong ngay trong suot hanh
RES5 \
trinh.
Y nghia (Meaningfulness)
ME] | Téi cam thay minh di lam dugc diéu gi d6 c6 ¥ nghia
T6i da hoc duoc di€u gi d6 vé€ cho ban than minh qua
ME2 S
chuyén di
ME3 Trai nghiém tai TP. HCM mang lai cho T61 nhiing cam xtc
tich cuc sau sac
ME4 T6i c6 cam giac gan k&t sau sac voi cac hoat dong 1€ hoi

tai TP. HCM sau chuyén di
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MUC PO PONG Y

STT NOI DUNG T2 131413

T6i nhan ra diéu gi la thyc sy quan trong doi vai cude song

MES clia minh sau chuyén di.

Su tham gia (Involvement)

IN1 T6i tich cuc tham gia vao cac hoat dong tai diém dén

T6i cam thay minh 13 1a mot phan khong thé tach roi ctia

N2 | hong khi 18 héi tai TP. HCM
N3 Toi quan tam dén cac hoat dong chinh danh cho khach du
lich
To6i duge tuong tac thuc su v6i cac hoat dong vin hoa 18
IN4 N
hoi tai TP
IN5 Toi duge hudng dan, khuyén khich vé tao diéu kién dé

tham gia cac hoat dong tai diém dén

Kién thirc (Knowledge)

KN1 | Tbi da thu thap duoc rat nhiéu thong tin trong chuyén di

KN2 | Tbi di hoc duoc mdt s6 ki ning mai sau chuyén di

KN1 | Téi da trai qua nhiing thir thach méi

KN4 | Téi hiéu hon vé van hoa — lich st ciia TP. HCM

KNS5 | Tbi hiéu hon vé con ngudi cia TP. HCM

Sw hai 1ong diém dén (Destination Satisfaction)

T6i chac chan rang quyét dinh dén thim diém dén nay la

DSI1 , B
ding dan.

DS2 To61 cam thay hai long véi quyét dinh dén tham diém dén
nay.

DS3 | Nhitng ky vong cua tdi vé diém dén nay da dugc dap img.

DS4 Trai nghiém tong thé tai diém dén nay tot hon t6i mong
doi.

DS5 | Nhin chung, t6i hai long véi diém dén nay.

DS6 | Pay la mot chuyén du lich hap dan

Long trung thanh diém dén (Destination Loyalty)

To61 s€ gioi thi€u vé diém dén nay cho nhitng nguoi khac

DLT | | uén di du lich,

Toi s€ khuyén khich nguoi than va ban be lya chon diém

DL2 dén nay.

DL3 | Téi s& khong thay d6i sang diém dén khac trong tuong lai

DL4 | Téi sé quay lai diém dén nay trong twong lai.

Sw dong duc (Crowding)

T6i cam thay s6 lwong ngudi tai dia diém nay 1a phu hop
CDl1 N
va dé chiu.

CD2 Su hién dién cta nhiéu nguoi khién bau khong khi tré nén
s01 dong va thl vi hon.

Nhiét huyét va phan tng cta nhitng ngudi xung quanh

CD3 | thién t6i cam thiy hirmg khéi va hai 1ong hon.

CD4 To6i cam ‘Fhéy co su ké.t nbi cam xtic va chia sé niém vui
chung voi nhitng ngudi xung quanh

cps | Toi cam thay thich thu khi dugc twong tic véi dam dong

tai 1€ hoi.
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PHU LUC 3.2. PHIEU PHONG VAN
Dé tai nghién ciru Tac dong trai nghiém du lich dang nhé dén long trung
thanh diém dén cia khach du lich véi vai tro diéu tiét
cia sy dong duc: trwong hop cac le h¢i du lich tai

TP.HCM
Nguoi nghién ciu HO THANH TRUC
Thong tin lién lac Khoa Thuong mai va Du lich - Truong Pai hoc Tai chinh
- Marketing

S6 dién thoai: 0978.872.870

bia chi mail: hothanhtruc(@ufm.edu.vn

Cau héi nghién ciru 1. Thanh phan cia trai nghiém du lich dang nhé dbi véi du
lich TP.HCM hién nay?

2. C6 hay khong vai tro trung gian ctia DS trong mbi quan hé
giita MTE va DL tai diém dén du lich 1 hoi tai TP.HCM

3. Bién diéu tiét sy dong duc co thuc sy ton tai trong nghién
ctru mbi quan hé MTE - DS -DL?

4. Lam sao dé TP.HCM phat trién du lich 1 hoi xting tam véi
nang luc vén c6, canh tranh dugc véi cac thanh phd trong
khu vuc va thé giéi?

Gidi thi€u: Cam on Quy anh/ chi da danh thoi gian tham gia du 4n nghién ctru cho
Chuyén dé Tién Si cua t6i. Tén toi 1a Ho Thanh Truc, hién dang 1a Nghién ctru sinh
nganh Quan tri kinh doanh tai Truong DPai hoc Tai chinh - Marketing. Nghién ctru
nay nham muc dich nghién ctru tic dong MTE dén DL xem xét vai tro diéu tiét cia
sy dong diic d6i voi loai hinh du lich 1& hoi tai TPHCM. Tir d6 ¢6 nhitng dé xuat ham
¥y quan tri va chinh sach phu hop dé du lich 1 hoi tai TP.HCM phat trién du lich xing
tam voi nang lyc vén cd, canh tranh dugc voi cac TP trong khu vuc va thé gioi.

Muc tiéu nghién ciru: Muc tiéu téng quat ctia chuyén dé 1a nghién ctru tic dong
MTE dén DL xem xét vai tro diéu tiét cia sy dong dtic ddi v6i loai hinh du lich 18 hoi
tai TR.HCM. Tir d6 c6 nhitng dé xuat ham y quan tri va chinh sach phii hop dé du lich
1 hoi tai TP.HCM phat trién du lich xung tam véi nang luc von ¢6, canh tranh duoc
v6i cac TP trong khu vuc va thé gidi.

bao dirc nghién ciru: Viéc tham gia phong Van cua Quy anh/ chi 1a hoan toan tu
nguyén. Anh chi cé the yéu cau nging phong van bat cir luc nio. Tat ca cac thong tin
trong cudc phdéng van hoan toan dugc bao mat va chi st dung cho muc dich nghién
clru.

Nguwoi tham gia Ma:

Vi tri

Don vi cong tac
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Ngay phong van

BAN DONG Y PHONG VAN
Tén: Ngay:
Cong ty:
Vi tri:

Chu dé nghién ciru: Tac dong trai nghiém du lich dang nh¢ dén long trung
thanh diém dén ciia khach du lich véi vai tro diéu tiét ciia su dong duc: truong
hop céc 1€ hdi du lich tai TP.HCM

1. Toi dong ¥ dugc phong van véi chi dé trén. Thong tin toi cung cap phan
anh goc nhin c4 nhan vé tic dong trai nghiém du lich ddng nhd dén long
trung thanh diém dén cta khach du lich voi vai tro diéu tiét cua sy dong
duc.

2. Toi da dugce ngudi phong van phd bién cu thé rang thong tin toi cung cap
la thong tin bao mat va chi cé thé dugc st dung cho muc dich nghién ctru
hoc thuat.

3. Téi hiéu su tham gia cta toi 12 hoan toan tu nguyén va toi co thé ngimg
duoc phong van bét cir lic nao.

4. Toi dong y ban phong van nay duoc ghi am va luu trir dién ti.

Kytén: ... FIYTIEeY O ) )
HUONG DAN PHONG VAN

NGHIEN CUU TAC PQONG CUA TRAI NGHIEM DU LICH PANG NHO DEN
LONG TRUNG THANH PIEM PEN CUA KHACH DU LICH VOI VAI TRO PIEU
TIET CUA SU PONG PUC: NGHIEN CUU TRUONG HOP DU LICH LE HOQI TAI

TP.HCM

1. Cau hoi phong van duge chia 1am 2 phén:

Phén 1: Théng tin chung cua ngudi dugce phong van va thong tin cong ty
Phan 2: Tac dong trai nghiém du lich dang nhé dén 1ong trung thanh diém dén cia
khach du lich véi vai tro diéu tiét cta su dong duc: trudng hop cac 18 hoi du lich tai TP.HCM
2. Vui long doc k¥ cac cau hoi va trd 101 hodac ghi chu trong nhitng 6 da cho. Nguoi
phong van sé& hoi truc tiép ngudi dugce phong van va ghi Am cac cau tra 10 trong subt
budi phong vén.

268



3. Ban huéng din phong van nay khong phai 1a cau héi ma chi cung cép khung phong
vn.

4. Vui 10ng lién lac toi (chi tiét lién lac & trang dau) néu ngudi dugc phong van cb bt
ky cau hoi hodc mdi quan tdm nao.

PHAN 1: THONG TIN CA NHAN VA CONG TY/ TO CHUC
1.1 THONG TIN CA NHAN
1.1.1  Anh/ Chi hién dang lam viéc trong phong/ ban nao?

| |

1.1.2  Cong viéc cu thé cta anh/ chi trong cong ty/td chirc 13 gi?

1.1.3  Anl/ chi di gin b6 v&i cong ty dugc bao 1au?

1.2 THONG TIN CONG TY/TO CHUC
1.2.1 Cong ty anh/ chi dugc thanh [&p tir ndm nao?

1.2.2  Cong ty anh/ chi chuyén vé linh vuc/ dich vu gi?

1.2.3  Cong ty/td chirc ciia anh/ chi c6 bao nhiéu nhan vién?

1.2.4 Cong ty/to chirc anh/ chi hién tiép nhan bao nhiéu lugt khach du lich mdi
ngay?

PHAN 2: NGHIEN CUU TAC PONG CUA TRAI NGHIEM DU LICH PANG NHO
PEN LONG TRUNG THANH PIEM PEN CUA KHACH DU LICH VOI VAI TRO
PIEU TIET CUA SUPONG PUC: NGHIEN CUU TRUONG HQP DU LICH LE HOI
TAI TP.HCM
2.1 Thanh phén cia trai nghiém du lich ding nhé

2.1.1 Cac hoat dong du lich chi1 yéu mang tinh huéng thy dung khong? (nhimng cam
xUc va cam gidc tich cuc gén lién v6i trai nghiém du lich, chéng han nhu hanh phuc
va htng thu, 1a mot thanh phan quan trong cia MTE)

2.1.2. Thu gian va ddi moi, rat ¢6 thé 1a thanh phén co ban nhét cua hoat dong du lich?
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2.1.3 Tim kiém sy méi la da dugc bdo cao mot cach nhat quan nhu mdt thanh phén
quan trong khac cua trai nghiém du lich chu quan va la dong luc phd bién doi véi mot
ca nhan di du lich?

2.1.4 Trai nghiém vin hoa dia phuong di duoc thao luan nhu mot yéu td thuc day du
lich quan trong?

2.1.5 Viéc tham gia vao trai nghiém cua khach hang s€ ciing c¢6 cdm xuc tinh cdm cta
mot ca nhan khi danh gid trai nghiém do va kich thich phan tich nhan thirc & muc do
sau sac?

2.1.6. Bai vi khach du lich ngay cang tinh té hon nén khach du lich ngay cang tim
klem nhiing trai nghiém du lich doc ddo va y nghia dé thoa man nhu cau va mong
mudn ciia minh?

2.1.7 Moi ngudi mong mudn hoc hoi nhitng diéu méi va phét trién nhing hiéu biét
va k¥ nang méi nho trdi nghiém du lich cua ho?

2.2 Trai nghiém du lich dang nhé (MTE) c6 tac dong dén 1ong trung thanh diém dén
tong thé (DL) khong?

2.3 Trai nghiém du lich dang nhé (MTE) c6 tac dong dén su hai long diém dén (DS)
khong?

270




2.4 Su hai long diém dén (DS) c6 tac dong dén 1ong trung thanh diém dén tong thé
(DL) khong?

2.5 C6 hay khéng su tac dong diéu tiét ctia sw dong dic dén mdi quan hé giira trai
nghiém du lich ding nhé va su hai long diém dén?

2.6 C6 hay khong s tac dong diéu tiét cia su dong dic dén mdi quan hé giira sy hai
long diém deén va long trung thanh diém deén?
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PHU LUC 3.3 KICH BAN PHONG VAN SAU

(Phuc vu cho Phy luc 3.1 — B¢ tai: Tac dong trai nghiém du lich dang nhé dén long
trung thanh diém dén cua khach du lich voi vai tro di€u ti€t cua sy dong dic:
Trudong hop cac 1€ hoi du lich tai TP.HCM)

1. Phan mé dau — Giéi thi¢u va dinh huéng
Loi chao va gidi thi¢u:

Xin chao anh/chi. T6i 1a H6 Thanh Truc — nghién ctru sinh nganh Quan trj kinh
doanh, Truong Pai hoc Tai chinh — Marketing.

Nghién ctru ctia t6i nham tim hiéu tac dong cta trdi nghiém du lich ddng nhé
(MTE) dén long trung thanh diém dén (DL) cia khach du lich, dong thoi xem xét
vai tro diéu tiét tich cuc ciia s dong diic (Crowding) trong bdi canh du lich 1é hii
tai TP. H6 Chi Minh.

Cudc phong van nay kéo dai khoang 60-90 phut, nham thu thap cac ¥ kién, chia sé
thuc té va kinh nghiém cua anh/chi. Moi thong tin déu duoc bao mat tuyét dbi va
chi ding cho muc dich nghién ctru hoc thuat. Anh/chi c6 thé dimg phong véan bét cir
ltc nao.

Anh/chi c6 dong ¥ dé toi ghi am dé dam bao do chinh xac khi tong hop dit liéu
khong a?

2. Phin ndi dung phong vin
2.1. Khéi dong — Ggi nhé trai nghiém

1. Anh/chi c6 thudng xuyén tham gia hodc quan sat cac su kién, 1& hoi du lich
tai TP.HCM khong?

2. Anh/chi c6 thé chia sé mot hodc vai trai nghiém ddng nhd nhét khi tham gia
cac su kién, 1& hoi nay?

3. Theo anh/chi, yéu t6 nao khién mét trai nghiém du lich tr¢ nén that sy dang
nhg?

2.2. Thanh phan ciia Trai nghi¢ém Du lich Pang nhé (MTE)
(Goi dan nguoi tham gia chia sé cam nhén cd nhén vé timg khia canh)

4. Trong cac chuyén du lich hodac khi tham gia su kién, cam x1c tich cuc (niém
vui, himg tha, phan khoi) c6 anh hudng thé nao dén an tugng cua anh/chi?

5. Yéu to thu gidn va tai tao nang lugng c6 phai la diéu quan trong trong trai
nghiém du lich ctia anh/chi khong?

6. Theo anh/chi, viéc tim kiém su méi la, khac biét ¢6 khién chuyén di tré nén
tha vi va dang nhé hon khong?
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7. Anh/chi c6 cam thiy viéc trai nghiém vin héa dia phuong (Am thyc, trang
phuc, nghi 1€, Am nhac...) gitp ting cudng trai nghiém dang nhé khong?

8. Mirc do tham gia va turong tac cua anh/chi trong cic hoat dong (chang han ty
tay tham gia trd choi, mic thir 4o dai, ndu moén dn, giao lvu nghé si...) anh
hudng nhu thé nao dén cam xuc ciia anh/chi?

9. Anh/chi c6 mong mudn hoc hoi hodc phat trién hiéu biét méi thong qua
nhing trai nghiém du lich/1& hoi khong?

10. Theo anh/chi, diéu gi 1am cho mdt su kién hay hoat dong du lich tré nén ddc
d4o va y nghia dbi v6i ban than?

2.3. M6i quan hé giira MTE — DS —

11. Theo anh/chi, nhing trai nghiém dang nhd ¢ khién anh/chi hai long hon véi
diém dén khong? Vi sao?

12. Su hai 1ong sau khi tham gia su kién c6 anh hudng thé nao dén y dinh quay
lai hodc gidi thi¢u TP.HCM cho nguoi khac?

13. Anh/chi ¢6 cho rang trai nghiém dang nhé c6 thé truc tiép lam ting 1ong
trung thanh diém dén, hay can thong qua sy hai 1ong?

2.4. Bién diéu tiét “Sw dong diic” — Géc nhin tich cuc

14.Khi tham dy céac su kién/18 hoi, anh/chi cam nhén thé nao vé mirc d6 dong
dtc cua dam dong?

15. Theo anh/chi, su dong diic nay mang lai tac dong tich cuc nao cho trai
nghiém (vi du: tao khong khi s61 dong, lan toa ndng lugng, cam giac hirng
khoi...)?

16. C6 khi nao anh/chi cam thay niém vui, sy phén khich hodc cam giac thudc vé
cong dong khi cung tham gia voi rat nhiéu nguoi khac khong?

17. Anh/chi c6 thé ké lai mot khoanh khéc cu thé ma chinh sy dong duc lam cho
anh/chi théy 1& hoi/su kién “dang nhd hon” khong?

18. Theo anh/chi, su dong duc cé thé ting cudng tac dong tich cuc cua trai
nghiém du lich dén su hai 10ng va 1ong trung thanh khong?

19. 0 chiéu nguoc lai, néu sy kién it nguoi tham dy, anh/chi ¢c6 cam théy thiéu
khong khi, kém hap dan hon khong?

2.5. Pé xuit cho phat trién du lich 1& hgi TP.HCM

20. Anh/chi danh gia thé nao vé thuc trang phat trién du lich 1& hoi tai TP.HCM
hién nay?

21.Theo anh/chi, can 1am gi d& TP.HCM phat trién du lich 18 hoi xtng tim, vira
giit ban sic vin hoa, vira ting tinh canh tranh qudc té?

22. Anh/chi c6 dé xut gi cho co quan quan Iy hodc doanh nghiép du lich nham
khai thac tdt hon yéu td “su dong duc tich cuc” trong td chire su kién?
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3. Phin két thic

Cam on anh/chi dé danh thoi gian chia s¢ nhiing thong tin rat quy gia.

Nhing chia s¢ nay s€ giup toi hiéu r& hon vé cach ma trai nghiém du lich, sy hai
long va yéu tb déng diic gop phan hinh thanh long trung thanh cta du khach déi véi
diém dén TP.HCM.

Neéu anh/chi dong v, to1 s€ gtri ban tom tat két qua nghién ctru sau khi hoan thanh dé
tham khao.

Ghi chii cho nguwoi phong vin

Giit vai tro dan dat nhe nhang, khong dinh hudng tra 1.

Mbi cau hdi nén duge xem nhu chit dé mé — cho phép ngudi duge phong van
ké chuyén, dién gidi cam xuc, dua vi du.

Khuyén khich dung goi dan nhu:

“Anh/chi c6 thé ké rd hon vé cdm xuc dé khong?”
o “Diéu gi khién anh/chi nhd mai trai nghiém d6?”

“Anh/chi nghi yéu t6 ndo dong vai tro quan trong nhat?”

Ghi nhan cam xuc, biéu cam, ngdn tir dic trung — ddy 1a dit liéu quan trong
trong phan tich dinh tinh.
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PHU LUC 3.4. BIEN BAN GO BANG PHONG VAN SAU
Dé tai: Tac dong trai nghiém du lich diang nhé dén long trung thanh diém
dén ciia khach du lich véi vai tro diéu tiét cia sw dong dic: trweong hop cac 18

héi du lich tai TP.HCM

1. Ho va tén nguoi dugc PV:

2. Mi s (theo phiéu dinh luong):

3. Gioi tinh:

4. Tudi:

5. Nghé nghiép/chirc vu:

6. Hoc van:

7. Ton giao:

8. Tinh trang nha ¢ (¢ thué, hay s& hitu)
9. Dia chi:

10. Gia dinh thudc ho (1. ngheo, 2. can nghéo, 3. thoat ngheo): ...........
11. Nguoi phong van:

12. Ngudi gb bang:

13. Thoi gian PV (gio, ngay thang nam):
14. Word Count:

A. Mo ti bdi canh ciia cudc phéng van

- Tinh huéng gdp nhau & ddu, mé ta khong gian that chi tiét nha ¢, hodc noi
lam viéc; thoi diém dién phong van nhw thé ndo?

- Chdn dung nhén vét (hinh dang bé ngoai, cam nhdn tinh cdch)
- Nhitng luu ¥ lién quan dén nguon tw liéu (trong qud trinh phong van c¢é nguoi
khac xen vao)
=> Luwu y: Viét mé ta theo doan van
B. Noi dung phéng vén
- Hoi (H): (in nghiéng)
- Traloi (TL)
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TRUONG PAI HQC TAI CHINH - MARKETING

Dé tai: Tac dong trai nghiém du lich ding nhé dén long trung thanh diém
dén ciia khach du lich véi vai tro diéu tiét cia sw dong dic: treong hop cac
1 héi du lich tai TP.HCM

QUAN SAT THAM DU

Ho va tén chu ho:

Ma s (theo phiéu dinh lugng):

G101 tinh:

Tudi:

Nghé nghiép/chirc vu:

Hoc van:

Ton gido:

Tinh trang nha & (¢ thué, hay s¢ hitu)

9. bia chi:

10. Gia dinh thudc ho (1. ngheo, 2. can ngheo, 3. thoat ngheo): ...........
11.Nguoi quan sat:

12. Thoi gian quan sat: tir ngdy....dén ngay...... thang .....nam 2017
13. Word Count:

XN W=

7 Nhat ky quan sat
Dia diém (vi du Khach san....), ngay....thang ...nam 2017

1. M0 ta, tuong thuat su kién gip mit theo nguyén tic SW + H (¢ dau, voi ai, khi
nao....)

2. M0 ta budi canh: 1. cong dong, 2. ho gia dinh quan sat (tién nghi cudc song
vat chat, tinh thﬁn), 3. noi lam viéc, 4. khong gian sinh hoa trong gia dinh, bira
com (néu tién). ..

3. MO ta chan dung nhén vét: thong tin nhan khau hoc, hinh ding bé ngodi, cam
nhan tinh cach

4. Cubi mdi miu quan sat thi nhan xét: phan tich, binh luan, dat ra cau hoi moi...

Chuy:

- Chu y dén bdi canh khong gian va thoi gian cy thé, tranh 15 viét tudc bo boi canh.

- MO ta cac ngudn luc sinh ké ctia nguoi dan va hoi thém ngudi dan néu chua 13,
tranh phan doan chu quan

- Trich nguyén vin nhimng cu c6 y nghia, nhiing thanh ngit ngudi dan ding dé dién
dat cudc séng. ..)

- Nghién ctru vién cb gang mo ta hién tugng that chi tiét, tranh dwa ra nhitng ngudi
kién giai chu quan trong qua trinh mo ta, tudong thuat. Chi dua ra nhiing kién giai,
binh luan & phan cubi nhat ky.
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PHU LUC 3.5. CODE BOOK

1. Hwéng thu (Hedonism)

Hoat dong dem lai cam xuc, vui vé, giai
tri

1.1
I was thrilled about having a new
experience.

Cam gidc vui vé, hai long

1.2.
I took part in activities during the
trip.

Hoat dong giai tri, nghi dudng, am thuc

1.3.
I really enjoyed the trip.

Chat lugng luu tra va dich vu tour

1.4.
I had an exciting experience.

Hudng dan vién truyén cdm hirng

2. Tinh méi

TAT CA CAC THUQC TiNH LIEN
QUAN DPEN TINH MOI

2.1: I had an once-in-a-lifetime
experience.

Trai nghiém chi c6 mét 1an trong doi
phan anh tinh méi

2.2: 1 had a unique experience.

Trai nghiém doc ddo phan anh tinh mai

2.3: My trip was different from
previous trips

Chuyén di khac véi nhimng chuyén di
trudc phan dnh tinh méi

2.4: T experienced something new
during the trip.

Trai nghiém duoc diéu gi d6 mdi mé
trong chuyén di phan anh tinh mai

3. Local culture

TAT CA CAC THUQC TiNH LIEN
QUAN DPEN VAN HOA DIA
PHUONG

3.1: Good impression about the local
culture.

An tuong tot vé vin héa dia phuong.

3.2: Closely experienced the local
culture.

Trai nghiém sau sac vé van hoéa dia
phuong.

3.3: Local people were friendly to
me.

Nguoi dan dia phuong rat than thién.

4 Refreshment

TAT CA CAC THUQC TiNH LIEN
QUAN DEN SU THU GIAN

4.1: I relieved stress during the trip.

Chuyén di gitip giam bot cang thang phan
anh thu gian

4.2: 1 felt free from daily routine
during the trip.

Dugc thoat khoi thoi quen thuong ngay
trong sudt chuyén di phan 4nh thu gian

4.3: I had a refreshing experience.

C6¢ trai nghi¢m sang khoai phan anh thu
gian

4.4: 1 felt better after the trip.

Thiy khoe hon phan anh thu gin
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5.Meaningfulness

TAT CA CAC THUQC TINH LIEN
QUAN PEN POC PAO, Y NGHIA

5.1: 1 felt that I did something
meaningful.

Cam thay minh d3 lam duoc diéu gi d6 co
v nghia.

5.2: I felt that I did something
important.

Cam thay minh d3 lam duoc diéu gi d6
quan trong.

5.3: I learned something about
myself.

D32 hoc dugc diéu gi do vé ban than minh.

6.Involvement

TAT CA CAC THUQC TiNH LIEN
QUAN DEN SU THAM GIA

6.1: I tripped a place that I really
wanted to visit.

ba di dén mot no1 ma toéi rat muon dén
tham.

6.2: I enjoyed activities that I really
wanted to do.

Thich nhiing hoat dong danh cho khach
du lich

6.3: I was interested in the main
activities offered to tourists

Quan tdm dén cac hoat dong chinh danh
cho khach du lich

7.Knowledge

TAT CA CAC THUQC TINH LIEN
QUAN DEN KIEN THUC

7.1: I gained a lot of information
during the trip.

Chuyép di cung cap thong tin bd ich phan
anh kién thuc

7.2: 1 gained a new skill(s) from the
trip.

Viéc hoc dugc mdt s6 k¥ ndng mdéi sau
chuyén di phan anh kién thirc

7.3: I experienced new challenge(s).

Vi€c trai qua (nhirng) thur thach méi phan
anh kién thuc

8. Destination satisfaction

TAT CA CAC THUQC TiNH LIEN
QUAN DEN SU'HAI LONG PIEM
PEN

8.1: I am sure it was the right thing to
be a tourist in Deylaman/Rig-e-Jen.

Chéc chan vigc tro thanh khach du lich &
diém dén la diéu ding dan giai thich Su
hai long

8.2: I feel good about my decision to
visit Deylaman/Rig-e-Jen.

Thay hai long vé quyét dinh dén tham
diém dén cua minh

8.3 Really enjoy traveling at the
destination

Thl_rc su thich tha khi di du lich tai diém
dén gidi thich Sy hai long

8.4 Have a great experience with
traveling at the destination

Co6 mot trai nghiém tha vi véi du lich tai
diém dén gidi thich Sy hai long

9. Crowding

TAT CA CAC THUQC TiNH LIEN
QUAN DEN SU DONG DUC

9.1: You find crowds at festivals
understandable and acceptable

Mirc d6 du khach chap nhén va hiéu rang
su dong duac 1a di€u binh thuong trong cac
su kién 1€ hoi.
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9.2: The level of crowding at the
events you attend does not negatively
impact your experience

Danh gia cua du khach vé viéc mtrc do
dong duc khong anh hudng ti€u cyc dén
tradi nghi¢m cé nhan

9.3: If the festival is well-organized,
crowds make you feel more excited

Su hing khéi tdng 1€n khi sy dong dlc
dugc kiém soat va to chirc tot trong sy
kién.

9.4: You have to queue or wait for a
long time due to the large number of
people

Su bat tién cam nhén khi phai xép hang
hodc cho doi do s6 lugng nguoi qua
dong.

9.5: Crowds make you feel the
festival i1s more lively and attractive

Cam nhan vé sy s6i dong, hap dan cua 18
hoi nho c6 ddm dong tham gia.

10.Destination Loyalty

TAT CA CAC THUQC TiNH LIEN
QUAN PEN LONG TRUNG THANH
DPIEM DEN

10.1: T will not switch to another
destination in the future.

Mirc d§ cam lgé't cua du khach trong viéc
khong thay doi sang diém dén khac, thé
hién su trung thanh hanh vi.

10.2: I will recommend the
destination to others who want to
travel

Viéc sé& gi6i thiéu vé diém dén cho nhiing
nguoi khac mudn di du lich giai thich
long trung thanh

10.3: I will encourage my relatives
and acquaintances to choose the
destination

Viéc s& khuyén khich nguoi than va
nhitng nguoi téi quen biét lya chon diém
dén diém dén gidi thich long trung thanh

10.4; I will return to the destination
in the future

Viéc s& quay lai diém dén trong twong lai
giai thich long trung thanh
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PHU LUC 3.6. KET QUA PHAN TiCH PHONG VAN SAU

Pac diém cia mau phéng van

Biang M6 ta thong tin ngwdi tham gia phéng van siu

S0 nim
Ma h‘o.a z. | Gioi klP h ) A Chirc vu nguoi phong
ngwoi | Tuoi | , nghiém/so Doi twgng A cn
. tinh A X van/ Doanh nghiép
tham gia lan dén
TP. HCM
Lam viéc trong | .z N .
PVOI | 52 | Nam | 30  |Khich san tai TP.|OnS duan b/ Khachsan
HCM Y
Lam viéc trong | Pho tong quan ly/ Khach
PV02 29 | Nam 15 Khach san tai TP. | san 4 sao Liberty central
HCM point
Lam viéc trong | Executive Housekeeper/
PVO03 56 | Nam 20 Khach san tai TP. | Khach san 5 sao JW
HCM Marriott Sai Gon
Lam viéc trong linh | C6 van ban giam doc/hoi
PV04 48 | Nam 20 vyc it hanh tai TP. | dong thanh vién/ Cong ty
HCM Du lich Trai tim Viét
Lam viéc trong linh \
PVO5 | 42 | Nit 15 vuc nha hang gi Tp, | OM/sale manager/tau du
lich Asia Outlooktravel
HCM
Lam viéc trong linh | Huéng din vién/ Tong
PV06 26 | Nam 12 vuc 1ir hanh tai TP. | Cong ty Du lich Sai Gon
HCM (Sai Gon Tourist)
Vice Director/Inbound
Lam viéc trong linh | department/ Cong ty Co
PV07 36 | Nam 15 vuc 1ir hanh tai TP. | phan Dich vu Du lich
HCM Bén Thanh (Bén Thanh
Tourist)
Lam viéc trong linh | Phé GD Ban T6 chic
PVO08 41 Nir 10 vuc It hanh tai TP. | Nhan sy/ Cong ty Co
HCM phan Du lich Vietravel
Lam viéc trong linh )
PV09 | 37 | Nam 14 | vuc nha hang tai TP, | 24 of Marketing/ Cty
TNHH Khe Group
HCM
Lam viéc trong cong | Pho Giam doc/ Trung
PV10 51 Nir 25 ty td chuc sy kién tai | tim ca nhac nhe TP,
TP. HCM HCM
Lam viéc trong co , < \ .
PVI11 40 | Nam 16 quan quan ly Du lich Eggl}l})v;ncl;\l/}ong/ 50 Du
TP. HCM i '
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S6 nim
Ma hoa ‘e kinh . ey
ngudi | Tudi (510'1 nghiém/sd Poi twong Ch}r ¢ vu nguol pl}(A)ng
. tinh A 2k van/ Doanh nghiép
tham gia lan dén
TP. HCM
Lam viéc trong cong .
PVI2 | 35 | Nam 12 |ty t& chirc sy kién tai ?;;‘i\‘j[mrk ?i“e"tor/ Cty
TP. HCM arketing
Lam vi€c trong cong | head of planning/ cong ty
PV13 36 Nir 12 ty t0 chirc sy kién tai | TNHH Per-fectiv  Viét
TP. HCM Nam
PV14 55 N 3 Khach du lich Kinh doanh
PV15 61 Nir 2 Khach du lich Tu do
PV16 39 | Nam 2 Khach du lich Nhan vién Casino
PV17 38 Nir 20 Khach du lich Kinh doanh
PV18 29 N 15 Khéch du lich Marketing
PV19 28 | Nam 30 Khach du lich Kinh doanh
PV20 23 Nir 10 Khéch du lich Nhan vién van phong

(Nguon: Két qud thu thdp dir liéu ciia tdc gid nam 2025)

Trong khuon khé nghién ciru dinh tinh nham kham pha chiéu sdu cam xuc,
hanh vi va nhan thirc cta cac bén lién quan vé trai nghiém du lich dang nhé trong
bdi canh d6 thi TR.HCM, nhém tac giad da thuc hién 21 cude phoéng van sau ban cau
trac, trai dai trong khoang thoi gian tir thang 3 dén thang 5 ndm 2025. Viéc lya chon
dbi twong tham gia dugc thuc hién theo phuong phap chon miu cé chii dich
(purposive sampling) nham dam bao sy da dang trong ngudn thong tin va muc do

dai dién cho cac nhom lién quan truc tiép dén hoat dong du lich 1& hoi.

Cu thé, mau nghién ctru dugc chia thanh bdn nhém chinh. Nhom thir nhét 1a
dai dién cua cac doanh nghiép du lich c6 quy mo vira, 16n va si€u 16n hoat dong
trong céc linh vuc then chét cua chudi gia tr1 du lich nhu 1t hanh, luu tra, an uéng
va to chirc sy kién. Trong d6, cac cong ty lit hanh duoc phong van bao gom ca don
vi chuyén inbound (dén khach qudc té) va outbound (dua khach Viét ra nude ngoai),
nhu Saigontourist, Vietravel va Bén Thanh Tourist. Linh vuc luu tra ¢6 dai dién tir
cac thuong hiéu khach san 3 dén 5 sao nhu Liberty Hotels, Liberty Central Point va

JW Marriott Sai Gon. Trong linh vuc dn udng, cic nha hang cao cip phuc vu khach
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du lich quéc té nhu Tau du lich 5 sao Asia Outlook Travel, Khé Group, Hoang Yén
Group duogc dua vao khao sat nham phan anh vai trd am thuc trong trai nghiém do
thi. Cac don vi td chuc sy kién — 18 hoi nhu Trung tdm Ca nhac nhe Thanh phé,
Pong Tay Promotion ciing gop phan cung cap goc nhin vé quan tri khong gian va
diéu phdi sy kién dong ngudi.

Nhém thir hai bao gdm khach du lich qubc té timg dén TP.HCM tir hai lan
trg 1én, dén tir cac thi truong trong diém nhu Trung Qudc, Han Qubc va Hoa Ky.
Viéc lua chon khach 1ap lai (repeat visitors) nham dam bao ho ¢ kha nang so sanh,
danh gia sy thay doi vé trai nghiém qua thoi gian, dong thoi co nhan thic sau hon

vé su khac bié¢t trong crowding va mirc do hai long.

Nhém thir ba 14 khach du lich ngi dia c6 hanh vi lap lai &én TP.HCM, dén tir
cac d6 thi 1én nhu Ha Noi, Pa Nang va Can Tho — dai dién ba mién Bic, Trung,
Nam. Pay 1a nhom c6 kha nang dua ra goc nhin so sanh lién ving va gop phan phan

tich tinh phu hgp khong gian — van hoda trong trai nghiém.

Nhém thtr tur bao gdm dai dién cac co quan quan 1y va don vi diéu phdi khong
gian cong cong lién quan dén hoat dong du lich 18 hoi, bao gdm S& Du lich TR.HCM,
chinh quyén cap quan/phudong, Ban Quan Iy Phé di bo Nguyén Hué, Cong vién Lé
Vin Tam va Cong vién ven séng Sai Gon. Nhom nay dong vai trd cung cip quan
diém chinh sach, chién lugc kiém soat crowding va tdi uu héa trai nghiém khong

gian d6 thi cho khéch du lich.

Viée két hop bdn nhom doi tuong ndi trén tao nén maot cAu triic mau da chiéu,
gilip ting cudng tinh da dang dir lidu, dam bao su bao hoa 1y thuyét (theoretical

saturation) va cung cip goc nhin toan dién trong phan tich dinh tinh sau do.

Céc cudc phong van siu duoc thuc hién trong khoang thoi gian tir 1 thang
12/2024 dén 1 thang 2 nam 2025, dam bao phan b hop 1y vé mit thoi gian, dbi
turgng va bdi canh khong gian. Hau hét cac cudc phong van dién ra truc tiép tai tru
s& co quan, doanh nghiép hodc dia diém do ngudi tham gia dé xuit, nhu khach san,

van phong cong ty du lich hoac khong gian cong cdng thuén tién cho khach du lich.
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Trong mot s trudng hop dic biét — nhu khach qudc té hoic khach noi dia tir tinh
khac — phong van dugc tién hanh qua dién thoai hodc nén tang truc tuyén (Zoom,

Zalo) nham dam bao tinh linh hoat va thuan tién trong tiép can.

Bang 1. Thong tin phan b6 miu phéng van siu

Tiéu chi Phan nhém 50 Ghi chi
lwgng
Du khach noi dia 3 Ha Noi, Pa Nang, Can Tho
Du khach quoc té 3 Trung Quoc, Han Qudc, Hoa Ky
Loai doi Doanh nghi¢p du 1 L@ hanh, luu tra, am thuc, to6
twgng lich chure su kién
s S¢ Du lich, phuong, ban quan 1y
Co quan quan ly 3 dia diém
cre os Nam 10
Gidi tinh N 10
18-30 5
P tudi 31-45 10
Trén 45 5
Tan suat 2-3 lan 3
dén A A
TP.HCM Trén 3 lan 3

(Nguon: Két qua phdn tich dit liéu cia tdac gia nam 2025)

Trude khi bit dau phong van, tit ca ngudi tham gia déu duoc thong béao trude
ndi dung dinh hudng, bao gém muc ti€u nghién ctru, pham vi thong tin can trao doi,
quyén bao mat va quyén rat lui. Viéc dam bao nguyén tic déng thuan thong tin
(informed consent) khong chi 13 yéu cau vé miat dao dirc nghién citru, ma con gitp

tao dung sy tin tudng, tir do ting chét lugng dit li€u thu thap duoc.

Hudng dan phong van xoay quanh mot sb cau hoi trong tam, dugc thiét ké
theo logic ctia khung 1y thuyét nhung dit mé dé nguoi tra 16i dién dat tu nhién. Cu
thé, cac chii dé chinh bao gém: (1) thanh phan cua trdi nghiém du lich dang nhé
(MTE) tai TP.HCM, v¢i nhin manh vao yéu t6 18 hoi, di san va khong gian cong
cong; (2) vai tro trung gian cta su hai 1ong diém dén (DS) trong mdi quan hé giita
trai nghiém va 10ng trung thanh; (3) vai tro diéu tiét ctia yéu td dong dtic (crowding)

trong viéc lam gia ting hodc suy giam hiéu tmg cia MTE va DS; va (4) cac dé xuat
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chinh sach — giai phap thuc tién nham ning cao chat lugng du lich 18 hoi TP.HCM
theo hudng cd nhan hoa, cdm xic hoa va tao khac biét canh tranh so véi cac do thi
trong khu vuc nhu Bangkok, Singapore hay Kuala Lumpur.

Viéc két hop ca cau hoi 1y thuyét va cdu hoi mé thao luin khéng chi gitp tiép
can chiéu sdu ngir nghia va cam xuc thyc tién, ma con gdp phan hinh thanh mé hinh
ngit nghia nén tang cho giai doan nghién ctru dinh lwong. Cac phan hdi thu dugc
déu duoc ghi 4m, phién ma va dua vao hé thong ma hoéa bang phan mém NVivo dé

dam bao tinh minh bach va tai kiém ching dit liéu sau nay.

Cam nhén vé cac yéu t6 ciu thanh trai nghiém du lich dang nhé, su hai

long va long trung thanh diém dén TP.HCM

Phan tich dir liéu dinh tinh duogc thuc hién véi sy hd tro clia phﬁn mém NVivo
15 cho thay cac yéu t6 cdu thanh trai nghiém du lich dang nhé (MTE) tai TP.HCM
thé hién sy phi hop cao véi mé hinh 1y thuyét géc do Kim, Ritchie va McCormick
(2012) dé xuat. Pong thoi, dir liéu ciing cho thay su mé rong khai niém trong bdi
canh d6 thi thong qua ba chu dé b sung: sy hai 1ong diém dén (DS), sy déng duc
(crowding) va 10ng trung thanh diém dén (DL). Tong cong, mudi chii dé chinh da
duoc ma hoa, trong d6 bay thanh phan gdc ctia MTE tiép tuc dugc xac nhin va cung

c6 bdi bang chung thuc tién tir cic cudc phong van siu.

Trude hét, huong thy (hedonism) noi bat nhu mot thanh té cot 15i trong trai
nghi¢m cua du khach, dac biét khi gén vO1 cam xuc tich cyc phat sinh tir cac hoat
dong giai tri, am thuc duong phé, hodc sy linh hoat trong lich trinh tour. Nhu mdt
du khach qudc té chia sé: “Téi thich nhat la dwoc tw chon gio khdi hanh, khéng bi
rang budc vao khung thoi gian cé dinh nhw nhiéu tour khdc” (PV17). Ngoai ra, chat
lugng dich vu luu tra, déc biét tai cac khach san 4-5 sao, va su truyén cam hing tur
huéng din vién duoc xem 13 yéu té nang cao trai nghiém cam xuc tich cuc — diéu

da duoc dé cap trong cac nghién ciru ciia Walls et al. (2011).

Thir hai, tinh méi la (novelty) — von 1a thanh phan quan trong ciia MTE —

dugc thé hién théng qua mong mudn kham pha cac khia canh “chua timg trai
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nghiém” tai TP.HCM. Nhiing biéu tuong d6 thi mdi nhu tuyén metro, toa nha
Landmark 81, hodc cac tour chuyén dé nhu “Biét dong Sai Gon” mang lai cam giac
kham pha, bat ngd va gop phan tai dinh vi hinh anh TR.HCM trong tdm tri du khach
(Oh, Fiore, & Jeoung, 2007).

Thit ba, vin hoa dia phuong (local culture) noi 1én nhu chét liéu dinh hinh
ban sdc diém dén, dic biét thong qua cac hoat dong tuwong tic mang tinh trai nghiém
nhu hoc ndu mén Viét, viét thu phap, tham gia nghi 1& dan gian hay xem biéu dién
cai lwong. Cac 1& hoi dic trung nhu L& hoi Ao dai, L& hoi Am thuc Puong phd
khong chi phan anh ban sic ma con duge danh gia 1a “cé tinh biéu tuong cao” —

diéu gitip tang kha ning hdi tudng trai nghiém (Tung & Ritchie, 2011).

Th tu, thu gidn (refreshment) duoc du khach noi dia va quéc té danh gia cao
khong chi & mirc do nghi ngoi vat Iy ma con ¢ khia canh tai tao tinh than. Cac hoat
dong nhu spa, dao phd, thudng tra, hay tham chi 13 di chuyén vé Can Gio dé trai
nghiém khong gian thién nhién ciing duoc xem 1a biéu hién cua su hoi phuc (Kim

et al., 2012).

Thit nim, ¥ nghia ca nhan (meaningfulness) xuét hién khi trai nghiém gin
lién véi dong gop xa hoi hodc gid tri van hda. Mot s6 du khach tung tham gia hoat
dong “trong ring dudc”, “lam banh dan gian”, hay “day tiéng Anh cho tré em kho
khan” trong khudn kho cac tour cong dong tai TP.HCM cho biét trai nghiém tré nén
sdu sac va “goi nhg lau dai” (PV04, PV16). Didu nay cing cb vai tro cia tinh ¥

nghia trong m6 hinh MTE (Sthapit & Coudounaris, 2018).

Thtr sau, sy tham gia (involvement) — déc biét trong cac hoat dong nhép vai
— cho phép du khach chuyén tir trang thai tiéu thu thu dong sang vai tro dong kién
tao gia tri. Cac tour nhu “moét ngay lam ngu dan”, “tour xe may cung nguoi dia
phuong” dugc du khach phuong Tay danh gid cao vi tao ra “trai nghiém ca nhan

hoa khong thé tim thay trong cac san pham dai tra” (Gohary et al., 2020).

Thir bay, kién thirc (knowledge) — thanh phan cudi ciing trong mo hinh MTE

goc — dugc the hién rd qua cac tour hudng vé yeu to lich su, gido duc hoac kién tric
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d6 thi. Mot s6 du khach chia sé ho hiéu rd hon vé “lich st chién tranh Vit Nam”
sau khi thim Bao tang Chimg tich Chién tranh hodc tham gia cic hoat dong hudng
dan tai Dinh Poc Lap (PV0S, PV15).

Bén canh cac yéu té thuoc MTE, dit liéu phong van xac nhdn vai trd trung
gian cta su hai 10ng diém dén (DS) trong viéc két ndi giira trai nghiém va hanh vi
quay lai. Trai nghiém dang nhé co tic dong tich cuc rd rét dén sy hai long. Tuy
nhién, mot sb yéu t6 nhu moi truong giao thong 16n xOn, sy qua tai tai cac diém
cong cong (vi du: Phd di bd Nguyén Hué vao t6i cudi tuan) da lam suy giam cam
nhan tich cyc — nhét 1a dbi v6i khach quéc té 16n tudi hodc di theo nhom gia dinh

nhé (Neuts & Nijkamp, 2012).

Vé long trung thanh diém dén (DL), dit liéu cho thdy muc do trung thanh con
thap — chi khoang 19% nguoi tham gia c¢6 ¥ dinh quay lai tir 1an thir ba tré 1én. Mot
du khach Han Quéc (PV12) cho biét: “Téi thich am thire va con nguwoi, nhung giao
théng va khéi bui khién téi ngai quay lai”. Nhu vay, DL khong chi 1a két qua cua
DS ma con bj anh hudng boi nhitng “trai nghiém dbi 1ap” ngoai kiém soat — diéu da
dugc khuyén nghi trong cdc md hinh do luong trung thanh diém dén mang tinh bbi

canh (Yoon & Uysal, 2005).

Pic biét, phan tich cho thdy sy dong duc (crowding) ndi 1én nhu mot bién
diéu tiét hai chiéu (dual moderating variable). Trong bdi canh kiém soat tot nhu tai
L& hoi Ao dai (duwoc to chuc tai cac khong gian cong cong duge quy hoach),
crowding tao ra bau khong khi 18 hoi, ting cudng cam xtc tip thé va gin két du
khach. Di voi du khach chau A — dic biét tir Trung Quédc, Han Qubc — yéu tb nay
c6 thé khuéch dai tac dong tich cuc cia MTE 1én DS (Popp, 2012).

Tuy nhién, néu vuot qua ngudng chiu tai, crowding lam suy giam cam giac
thoai mai, an toan va tao ra sy qua tai nhan thuec, nhét 1a trong cac sy ki¢n khong co
quy hoach tot hodc thiéu diéu phdi dong nguoi — nhu L& hoi Pudng phd hodc cac

budi biéu dien tai cong vién. P61 voi du khach chau Au va cadc nhom gia dinh co tré
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nho, crowding tré thanh yéu té 1am suy yéu mdi quan hé giita DS va DL, qua d6 tac

dong tiéu cuc dén y dinh quay lai (Wu et al., 2018).

Bang 2. M Nvivo theo chii dé nghién ctru

Ap dung cho nghién cttu vé Trai nghiém du lich diang nhé tai TP.HCM

Chi dé chinh Chi dé phu M3 NVivo cu thé
Trai nghiém du lich Hudng thu Cam eide vui ve. hai lon
dang nhd (MTE) (Hedonism) B1ac VUL Ve, &
Trai nghiém du lich Hudng thu Hoat dong giéi tri, nghi dudng,
dang nhé (MTE) (Hedonism) am thuc
Trai nghiém du lich Hudng thu Chat lugng luu tra va dich vu
dang nho (MTE) (Hedonism) tour
Trai nghi¢ém du lich Huong thy Hudng dan vién truyén cam him
dang nhd (MTE) (Hedonism) & Y &
Trai nghiém du lich Tinh méi Hién dai hoa TP.HCM
dang nho (MTE) (Novelty) (Landmark 81, Waterbus...)
Trai nghiém du lich Tinh md&i Tour chu dé lich st - kham pha
dang nhé (MTE) (Novelty) maoi
Trai nghiém du lich Van hoa dia n \ %
dang nhd (MTE) phuong Am thyc duong pho
Trai nghi¢m du lich Van hoéa dia Tuong tac hands-on (nau an, thu
dang nhd (MTE) phuong phép)
Trai nghiém du lich Van hoa dia e A A A A
déng nhé (MTE) phurong Théi do than thién ctia nguodi dan
Su dong duc (Crowding) | Vai tro diéu tiét Tao hi¢u tmg hErn% thit néu kiém
soat tot
Su dong duc (Crowding) | Vai tro diéu tiét Gay kho chiu ntzlil vuot nang lyc
Su dong ditc (Crowding) | Vai tro didu tiét | <1 bict gitia /l_ffllla"h A va khach

Su hai long diém dén

(DS) Phan anh tt MTE Dich vu tét-->hai long
Su hai long diém dén Phan 4nh ti MTE Piém dén dong diic qué-->giam
(DS) hai long
Long trung thanh diém | Y dinh quay lai & | Trai nghiém va DS anh huong
dén (DL) gidi thiéu truc tiép
Long trung thanh diém | Y dinh quay lai & Yéu cau doi méi san pham du
dén (DL) gidi thidu lich
Long trung thanh diém | Y dinh quay lai & | Anh huéng tir danh gia & binh
dén (DL) gidi thiéu luan

(Nguon: Két qud phan tich dir liéu ciia nhém nghién ciru)
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Téng thé, két qua dinh tinh khong chi xac nhan cau trac 1y thuyét cia MTE
ma con bd sung bing chimg thyc nghiém vé vai tro trung gian ciia DS va tinh diéu
tiét ctia crowding trong moi quan hé dén long trung thanh diém dén. Nhing phat
hién ndy cung cap co s& hoc thuat vimg chic dé tién hanh mo hinh dinh luong kiém

dinh trong chuong tiép theo..
Panh gia chung thao luin

Duya trén qué trinh phan tich dit liéu phong van siu va két qua ma hoa chu dé
bang phan mém NVivo 15, nghién ctru dé xuit mot moé hinh khai niém phan anh
moi quan hé giira bon thanh t6 ¢t 16i: trai nghiém du lich dang nhé (MTE), su hai
1ong diém dén (DS), 10ng trung thanh diém dén (DL) va vai tro diéu tiét ciia sy dong
duc (crowding) trong bdi canh cac 18 hoi du lich d6 thi tai TR.HCM. Cu thé, cac két
qua dinh tinh cho thﬁy MTE la yéu t6 kich hoat cam xuc va nhén thuc tich cuc, tir
d6 anh huong dén mirc do hai 10ng va hanh vi sau trai nghiém, bao gdm y dinh quay
lai va chia sé trai nghiém (Kim et al., 2012; Chi & Qu, 2008). Ddng thoi, DS giit
vai trd trung gian quan trong trong viéc chuyén hoa gia tri trai nghiém thanh 1ong

trung thanh thuc su (Yoon & Uysal, 2005).

Dic biét, sy déng duc (crowding) — mot yéu t6 bdi canh thudng gip trong
khong gian 18 hdi — duoc xac dinh 1 bién diéu tiét tiém ning co tac dong hai chiéu,
¢6 thé khuéch dai hodc 1am suy giam cac mdi quan hé trén tiy theo ning luc quan
tri dong khach va dac diém van hoa du khach (Popp, 2012; Wu et al., 2018). Mo
hinh d& xuat ndy gop phin mo rong cac tiép can truyén thong va bd sung gbc nhin

bdi canh vao 1y thuyét hanh vi du lich duong dai.

Bang 3. Tan suat xuat hi€n cia cac chi dé trong dir li€éu Nvivo

Machadé | Solan

(Node) mi héa Noi dung dac trung Trich dan dién hinh
Trai nghiém Gitr vai tro trung tdm trong nhén thirc :1" ral ngl}lem dl,l lich '
. . \ i o iy : ; s€ co su anh hudng dén
du lich dang | 307 va danh gid cia nguoi tham gia phong o \
nhé vAn su hai long cua du

khach.”
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Mi chitdé | Solan . y L E
(Node) mi héa Noi dung dac trung Trich dan dién hinh
Tap trung vao cdm gidc vui vé, hanh "Huéng thy mang dén
Huéng thy 28 Phucﬁ, hai long 't%l'onz’g qua dich vy, tién thi vui cho }'10.,, (PVV03)
ich, am thyc, giai tri.
N Cam gidc dugc nghi ngoi, phuc héi | "Thu gian va ddi méi rét
Thu gian va y X r 1A 18 4T A
P& méi 39 nang luong qua spa, canh quan xanh, | c6 thé 1a thanh phén co
hoat dong nhe nhang. ban nhat." (PVV07)
Trai nghiém moi mé, chua tung co, "Thé hé tré tin} kiém su
Tinh méi 31 khac bjét Ve”; khong gian, hinh thtcdich | méi mé, doi méi."
vy, diém dén. (PVV04)
e Kham phd vin hod, am thyc, trang | "Rat thich khim phd am
Van hoa dia N , . L . \
huon 57 phuc, phong tuc tdp quan mang ban sac | thuc dia phuong 6 Q4,
phuong dia phuong. Q3..." (PVV06)
Du khach dugc tham gia thuc té vao | "Ho mudn duge tharp gia
Su tham gia 39 hoat ddng: nau an, thu cong, le héi, | chung vdéi cong dong."
tour xe may cung ngudi ban dia. (PVV12)
Du khach tham gia vao cac hoat dong | ,, x \ A <
, tich cuc, dong gop bao vé moi truong Irong rimg ngdp man
Y nghia 30 NP L . .~ | Can Gio khién khach
cam xuc gia tri mang tinh lich st dan S . -
toc thay minh dong gop.
) Tang hiéu biét vé van hoa, lich s, con | "Hiéu biét thém vé& con
Kién thirc 28 nguoi dia phuong qua bao tang, tour | ngudi, vé dia phuong."
lich str, hoat dong gido duc. (PVV06)
. Phin dnh e 4 hai ong tong el | gpioh i hdy ding
Su hai long du khach véi diém dén, dua trén trai o1 - o
Y 52 . . X A gia khi dugc trdi nghiém
diém dén nghiém, dich vy, cam x0c va ky vong ) 1 Zon
= s du dich vu tot.
da duoc dap ung.
Dé cap dén cam nhan cua du khach vé
A , su dong duc tai diem dén, bao gbm ca | "Pong dtc nhung vui,
Su dong dic | 54 tac dong tich cyc (ndo nhiét) va tiéu mién la dugc t6 chirc tot."
cuc (qua tai, thi€u an toan).
. Thé hién y dinh quay lai diém dén hodc
Long trung e eal iz % N T A T,
. - gidi thi€u diém dén cho nguoi khac, Néu co6 gi méi tdi s€
thanh diém 54 f R N ey A S
dén xuat phat tr sy hai long va trai nghiém | quay lai lan nita.
dang nho.

(Nguon: Két qud phan tich dir liéu ciia nhém nghién cieu)
Ciac thanh phin cia trai nghiém du lich dang nhé

Két qua phan tich dit liéu dinh tinh thong qua ma héa bang phan mém NVivo
15 xac nhan rang trai nghiém du lich dang nhé (Memorable Tourism Experience —

MTE) d6ng vai tro trung tdm trong nhan thirc va danh gia cia du khach vé chat
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luong diém dén TP.HCM, dic biét trong bdi canh cac su kién 18 hoi va trai nghiém
d6 thi. Véi téng cong 307 luot ma hoa, MTE 1a khai niém dugc trich dan nhiéu nhét
trong toan bo khung ma nghién ctru, vugt xa cac khai niém lién quan nhu sy hai
long diém dén (Destination Satisfaction — DS) va long trung thanh diém dén
(Destination Loyalty — DL). Két qua nay ctng ¢ cho gia thuyét 1y thuyét raing MTE
khong chi 1 két qua tiéu ding cam xuc, ma con 1a yéu t6 nén tang kich hoat chudi

gia tri hanh vi sau trdi nghiém (Kim, Ritchie & McCormick, 2012).

Mot trong nhitng thanh phan noi bat nhat cia MTE trong nghién ciru nay 1a
yéu t6 “van héa dja phuong” (local culture) — v6i 57 lugt ma hoa — cho thay tim
quan trong ctia yéu td ban sic va tinh ban dia trong viéc tao ra cam xuc dang nho.
Dit lidu cho thdy du khach khong chi don thuan “nhin thiy” van héa, ma con tiép
xUc va ndi tdm hoda van hoa dia phuong thong qua am thuc, tap tuc, nghé thuat va
161 séng. bac biét, cac hoat dong “hands-on’ nhu hoc nau an, viét thu phap, thuong
thirc 4m nhac déan toc hodc tham gia 18 hoi truyén thong gitip du khach khong chi
tiép thu thong tin ma con chuyén hoa thanh gi tri cam xtic. Mot chuyén gia to chirc

su kién nhan manh:

“Ho rat la thich di kham phd cdi am thwe & dia phwong. Vi du nhie mdy khu
am thye & qudn 4, qudn 3. Rat déng va vui.” (Phong van vién sé 06, nam, chuyén

gia t6 chuce su kién).

Yéu td thir hai dugc nhan manh 13 “sy tham gia” (participation) — véi 39 luot
trich dan — cho thdy du khach c6 xu hudng thich nhap vai va trd thanh “mot phan
ctia diém dén”, thay vi chi dong vai nguoi tiéu dung thu dong. Pic biét, khach du
lich qudc té dén tir chau Au va Bac My bay to su htng thil v6i nhiing trai nghiém
tuong tac nhu “madt ngay lam nong dan”, “tour xe may cung nguoi dia phuong” hay
“tour nau an gia dinh”. Su tham gia nay khong chi ding lai ¢ thao tac hanh dong,
ma con mang ¥ nghia x4 hoi va ca nhian — phan 4nh mong mudn gin két véi cong

dong dia phuong. Mot ngudi tra 1oi néu rd:
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“Nguoi khdch du lich... ho muon dwoc tham gia chung véi cong dong dia
phuong ciia minh. Chir khong chi dimg xem.” (Phong van vién sé 12, nit, quan 1y

san pham du lich trai nghiém).

Bén canh d6, “thu gidn va d6i méi” (relaxation and refreshment) 1a nhém yéu
t6 thtr ba c6 s luot trich dan tuong dwong (39 luot), cho thiy su quan trong cua
khong gian nghi ngoi, tai tao ning lurgng va thoat ly tam thoi khoi cing thing thudng
nhat. Tuy nhién, thay vi nghi dudng thu dong, dir li¢u cho théy khach du lich dang
tim kiém nhiing trai nghiém “mém” — nhu di dao phd dém, ngdi udng tra chiéu,
massage truyén thong hoic chiém ngudng khong gian di san — noi ho c6 thé két hop
ca yéu t6 thu gidn va hoc hoi. Piéu nay khang dinh MTE 1a két qua cua sy dan xen

gitra nhan thirc, cam xuc va moi trudong vat 1y — xa hoi (Walls et al., 2011).

Két qua phan tich ciing cho thay cau tric MTE duoc hinh thanh tir qua trinh
dong kién tao giita du khach va khong gian trai nghiém — phu hop voi khung 1y
thuyét gia tri trai nghiém (value co-creation) do Oh, Fiore va Jeoung (2007) va Kim
et al. (2012) d& xuat. Theo d6, cic yéu té nhu nhap vai (immersion), tinh mai
(novelty), gia tri c4 nhan (personal value) va cam xuc tich cuc (positive affect) 1a
bdn thanh t6 quan trong hinh thanh trai nghiém dang nhé. Trong bdi canh TP.HCM
—noi hoi ty gitra hién dai va truyén théng, gilta nhip séng do6 thi va khong gian ban
dia — nhiing yéu t6 nay cang thé hién rd rét. Nhiéu ngudi tham gia cho biét TP.HCM
tao diéu kién tdt cho “nhirng trai nghi€ém khac bi¢t” nhd vao tinh nang dong, con

nguoi than thién va boi canh van héa song dong.

Mot diém dang chu y khéac 148 MTE khong hinh thanh mdt cach ddc lap, ma
chiu anh hudng 16n boi cac diéu kién ngoai sinh, trong d6 ndi bat 1a yéu té sy dong
duc (crowding). Mot mit, sy dong duc — khi dugc quan 1y t6t — c6 thé khuéch dai
cam xuc tich cuc nho khong khi 1€ hoi, tao ra cam gidc hoa nhap cong déng. Mat
khac, khi vuot qua ngudng chiu tai, crowding trd thanh yéu tb can tr trai nghiém,

dic biét & cac khu vuc nhu Pho di bo Nguyén Hué vao cudi tuan hoic Lé hoi dudng
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phé. Piéu nay phu hop véi nhan dinh ctia Popp (2012) va Wu et al. (2018) vé hiéu

ung hai mat cua crowding trong hanh vi du lich.

Ngoai ra, cac két qua con cho thdy médi quan hé gian tiép gitra MTE va long
trung thanh diém dén (DL) théng qua trung gian 13 sy hai long diém dén (DS).
Nhitng nguoi co trai nghiém sau sic v6i am thuce, su tuong tac va yéu td ban sic
thuong c6 danh gia tich cuc vé diém dén, dan dén v dinh quay lai hodc gidi thiéu
TP.HCM cho ngudi khac. Tuy nhién, cac yéu td nhu méi trudng giao théng, chat
luong khong khi va trat tu cong cong doi khi lam suy giam cam nhéan tich cuc. Mot

du khach Han Quéc timg tham gia tour du lich cong ddng chia sé:

“Toi rat thich do an va van hoa, nhung luc tham gia 1é hoi banh mi ¢ cong
vién thi dong qua, khong co cho ngoi, troi thi nong. Hoi mét moi. ” (Phdng van vién

s6 19, nam, du khach qudc té).

Tir cac phat hién nay, c6 thé thiy rang MTE 1a truc xoay trong hanh trinh
nhan thtrc va hanh vi cua du khach. Tuy nhién, hi¢u qua cuia MTE con phu thude
16n vao cach to chirc khong gian, diéu phdi dich vu, va dic biét 13 ning luc kiém
soat crowding — yéu t6 ngay cang quan trong trong bdi canh cac diém dén d6 thi

phat trién nhanh va thu hut dong khach nhu TP.HCM.

Tém lai, dir liéu dinh tinh x4c nhan lai mé hinh 1y thuyét MTE, ddng thoi mé
rong béng cach nhin manh vai trd cia “kich hoat cam xac” thong qua van hoa, su
tham gia, va quan tri moi truong du lich. MTE khong chi 13 két qua hanh vi tiéu
dung don thudn ma 13 ciu trac cam xuc — xd hoi — khong gian duoc ddng kién tao
giita du khach va bdi canh diém dén. Trong d6, cam xuc dong vai tro trung gian két
ndi nhan thie — hanh vi — ky trc, ding nhu luan diém cta Oh et al. (2007) va Kim
et al. (2012).

Huwdéng thu (Hedonism)

Trong bdi canh du lich dinh huéng trai nghiém, yéu t6 “hudng thu”
(hedonism) dwoc xem 1a mot trong nhirng thanh t6 quan trong nhét trong viéc khoi

go1 cam xuc tich cyc, thuc déy su hai long va hinh thanh ky trc dai han cta du khach.
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Theo Pine va Gilmore (1999), c4c trai nghiém c6 gia tri trong nén kinh té trai nghiém
khong don thudn mang tinh chirc ning, ma chu yéu dua trén kha ning tao ra “khoai
cam” — tirc 1a nhitng trang thai cam xuc tich cyc nhu vui vé, hiing khéi, thu gian,
hay thoai mai. Nhiing cam xuc nay khong chi cai thién chét luong trai nghiém tirc
thoi ma con dong vai tro nhu chit xdc tic cho cac hanh vi sau trai nghiém nhu chia

sé, gi6i thiu, va quay lai diém dén (Tung & Ritchie, 2011).

Két qua phan tich dinh tinh tir phan mém NVivo xac nhan tinh trung tim cta
yéu t6 nay khi ma “Huong thu” duoc trich dan 28 lan, chil yéu gan véi cac trai
nghiém mang tinh ca nhan héa nhu am thuc, khong gian than thién, va dich vu linh
hoat. Piéu nay cho thdy nhu ciu 13 rét ctia du khach d6i véi trai nghiém dé chiu,
mang lai cam xtc nhe nhang va niém vui gian di trong hanh trinh. Nhu mot hudng

dan vién du lich chia sé:

“Hwong thu mang dén thii vui cho ho. Khéach cam thdy nhe nhang, vui, thodi

mdi la thay di réi.” (PVS03, nit, hudng din vién ndi thanh)

Tai TP.HCM — mot si€u do thi pha tron gitta hién dai va truyén th6ng —cac
yéu t6 “hudng thu” thudng biéu hién cu thé thong qua chét lwong 4m thuc da dang,
tién ich dich vu than thién, khong gian cong cong sdng dong, va thai do6 phuc vu
chuyén nghi¢p cua nguodi dan dia phuong. Céc hoat dong nhu thudng thic ca phé
via hé, di cho truyén thdng, an téi trén du thuyén hoic dao phd dém khoéng chi thoa
man nhu cau vat 1y ma con kich hoat cam xtc tich cuc — tir d6 hinh thanh nhiing hoi
uc dang nhé. Theo Oh, Fiore va Jeoung (2007), cam xuc tich cuc trong hanh trinh
1a yéu t6 trung gian quan trong lién két gitra nhan thie dich vu, sy gin két va y dinh
quay lai diém dén. Do do, trong quan tri diém dén, viéc kién tao “hudng thu cam
xtc” can dugce xem la chién lugc cdt 161 dé nang cao gia tri trai nghiém du lich dé
thi.

Kién thirc (Knowledge)

Trong khung 1y thuyét vé trai nghiém du lich dang nhé (Memorable Tourism

Experience — MTE), yéu t6 hoc héi va m¢ rong tri thire (knowledge acquisition)
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duoc xem 12 mot thanh phan cbt 16i gop phan tao nén chiéu sdu nhan thic va ting
cuong gia tri cam xuc cua trai nghiém (Kim, Ritchie & McCormick, 2012). Khong
gidng nhu cac loai hinh tiéu ding thong thuong, du lich 13 mot hoat dong phirc hop
doi hoi sy tham gia cdm xuc, nhan thirc va tuong tac xa hoi. Trong do, viéc kham
pha kién thirc méi — dic biét 1a kién thuc gén véi ban sic van hoa va lich sir dia
phuong — chinh 14 chét xiic tac giup dinh hinh nhan thirc, tao 1ap ky trc va gan két

du khach voi diém dén.

Két qua phan tich dit liéu dinh tinh trén phan mém NVivo di chi ra rang ma
“Kién thirc” duoc trich dan 28 1an, phan anh vai trd ndi bat cia yéu té hoc tap trong
hanh trinh du lich. Di liéu phong van cho thay, nhiéu du khach khong chi tim kiém
su thu gidn hay giai tri don thudn, ma dic biét dé cao gia tri nhan thirc — coi chuyén
di nhu mot “16p hoc sdng dong”, noi tri thire duoc tiép nhan tryc tiép thong qua

quan sat, tuong tac va trai nghiém thuc tién. Mot ngudi diéu hanh tour chia sé:

“Di du lich gitip hiéu biét thém vé con nguwoi, vé dia phirong, ting kién thirc.
Nhur cdi tour Biét dong Sai Gon, khdch nao ciing thdy hdp dan.” (Phéng van vién

s6 07, nam, diéu hanh tour lich su)

Phat biéu nay phan anh chinh xac tinh than ciia mo hinh hoc tap trai nghiém
(Experiential Learning Theory) do Kolb (1984) phat trién, trong d6 ong khang dinh
rang hoc tap hiéu qua xay ra khi c4 nhan duoc tiép xuc véi thong tin méi thong qua
trai nghiém thyc té, sau d6 phan tu va khéi quat hoa kién thirc. Ung dung trong linh
vuc du lich, nhitng chuong trinh nhu tham quan di tich lich sur, bdo tang, tour theo
cha d& (vi du: “Tét Mau Than 1968, “Biét dong Sai Gon™) khong chi truyén tai
thong tin ma con khoi ddy cam xtic, tir d6 gitip hinh thanh ky {rc siu sic hon va
chuyén hoéa trai nghiém thanh tri thirc bén viing.

Tai TP.HCM — mot do6 thi nang dong, giau tﬁng 16p lich sur — cac yéu t kién
thirc dugc tai hién sinh dong qua khong gian dé thi nhu kién trac thuoc dia, cho
truyén thong, di tich cach mang, bao tang nghé thuét, va cac tour ké chuyén lich sir.

Chinh sy pha tron giita khong gian vat Iy va yéu t6 ky te lich str tao nén moéi truong
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Iy twong cho du khach "hoc tap tai chd" va "sdng trong bdi canh" (contextualized
learning). Cac hudng din vién ban dia, véi vén kién thirc sdu sic va kha ning ké
chuyén truyén cam, déng vai trd nhu "nguoi trung gian tri thire", gitp du khach két
ndi dir kién lich st véi trai nghiém cé nhén hién tai.

Bén canh viéc truyén tai kién thire lich str, nhirng trai nghiém mang tinh hoc
thuat con gbp phan ning cao nhan thirc vin hoa, thai do tran trong khéc biét, va kha
ning dong cam voi cong déng ban dja. Pay 1a khia canh dic biét quan trong trong
du lich d6 thi — noi thuong xuyén d6i mat véi hién tugng phan manh van hoa, ap
lyc thuong mai hoa va nhu cau dinh vi ban séc riéng biét gilra cac diém dén. Theo
Falk va Dierking (2000), trong moi truong du lich, viéc hoc hdi khong dién ra mot
cach ngiu nhién ma chiu anh hudng boi ba yéu té: dong luc ca nhan, ngit canh
khong gian va mirc d6 twong tac xa hoi. Piéu nay dic biét dung véi nhirg du khach
c¢6 khuynh hudng tim kiém tri thirc (knowledge seekers), thuong xuat hién ¢ nhom

du khach qudc té hoac ndi dia c6 hoc van cao.

Mait khéc, trai nghiém hoc héi khong chi mang lai gié tri nhan thirc cho du
khach, ma con dong gop vao chién lugc phat trién bén viing ciia diém dén. Khi du
khach hiéu hon vé lich sir — vin hoa dia phuong, ho ¢ xu hudng ton trong khong
gian, cu X ¢6 trach nhiém hon va tham gia vao cac hoat dong gin gitr di san. Diéu
nay tao ra mbi lién hé tich cuc gitra “hoc” va “y dinh quay lai” (revisit intention),
mot mdi quan hé dd duoc khang dinh trong nhiéu nghién ctru gan day (Lee, 2014;
Kim & Ritchie, 2013).

Tong két lai, yéu t “kién thic” trong cau trac MTE khong don thuan 1a viée
tiép nhan thong tin, ma 1a qua trinh kién tao nhan thirc thong qua trai nghiém thuc
tidn, trong tac va phan tu ca nhin, gép phan nang cao su hai 1ong, 10ng trung thanh
va y nghia lau dai ctia hanh trinh du lich tai d6 thi nhu TP.HCM.

Thu gidn va phuc hdi (Refreshment)
Trong ciu tric 1y thuyét cta trai nghiém du lich dang nhé (Memorable

Tourism Experience — MTE), yéu t6 “thu gidn va phuc hdi” (refreshment) dong vai
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trd nén tang trong viéc phuc hdi thé cht va tinh than cho du khach. Theo Neal, Sirgy
va Uysal (1999), ddy 13 mét trong nhitng chitc ning co ban nhét cua du lich, boi 18
cac chuyén di khong chi dé kham pha va tiéu dung, ma con giup c4 nhan tam thoi
thoat khoi ap luc cong viée, do thi héa, va cac cing thang trong doi sdng thudng
nhat. Kha ning nghi ngoi dung nghia 1a diéu kién then chdt dé kich hoat cam xuc

tich cuc, tao tién dé cho viéc luu gitr ky trc sau sac vé chuyén di.

Két qua phan tich dir liéu dinh tinh tr phdn mém NVivo xac nhin tim quan
trong ctia yéu to ndy, voi ma “thu gidn va phuc hoi” duoc trich dan dén 39 lan, cho
thidy mirc do pho bién va thiét yéu cua nhu cau nghi ngoi, tai tao ning luong trong
hanh trinh du lich. Cac hoat dong nhu massage tri li€u, spa, yoga, di dao, ngéi quan
ca phé san vuon, hodc don gian 14 ngoi trong khong gian yén tinh, déu dugc danh
gia cao vé mit cam xUc va tac dong tich cuc dén trang thai tinh than cua du khach.

Mot ngudi tham gia nghién ctru da chia sé gdc nhin sau sac:

“Thw gidn va doi méi, rdt cé thé la thanh phdn co ban nhdt ciia hoat déng
du lich. Khdch thich nhat la dwoc nghi ngoi diing nghia.” (Phong van vién s 09,
nit, didu phdi vién su kién)

Phét biéu nay cing ¢ lap luan 1y thuyét rang, bén canh nhu cau kham pha
va tiéu dung, du khach ngay nay ngay cang chu trong dén khia canh “well-being
tourism” — du lich huéng dén sy khoe manh toan dién (Smith & Puczkd, 2009).
Trong d6, yéu t6 “thu gian” khong chi mang y nghia c4 nhin ma con déng vai tro
nhu moét liéu phap xa hoi trong viéc phong ngura stress, tang cudong kha nang phuc
hdi (resilience), va hd tro qua trinh “cin bang lai ban thian” (rebalancing the self)
(Konu, Tuohino & Komppula, 2010). Nhitng trai nghiém nay, khi duoc 1ong ghép
khéo 160 trong san pham du lich, gop phan dinh vi thuong hiéu diém dén gin lién

véi chat lugng song va cam xuc tich cuc.

Tai TP.HCM — mot si€u d6 thi c6 nhip séng nhanh, mat do dan cu cao va
khong gian cong cong dang chiu nhiéu ap lyc — thi kha ning tich hop céac yéu td thu

gidn vao trong cau trac do thi 1a mot loi thé canh tranh quan trong. Nhitng cong vién
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nhu Tao Pan, cong vién ven song Sai Gon, hodc cac khu vuc ca phé san vuon kiéu
boutique tai quan 3, quan Phu Nhuan, khong chi 1a khong gian thu gian ma con trd
thanh “liéu phap d6 thi” gitip du khach tam thoat khoi su néo nhiét. Viéc phat trién
cac dich vu cham soc surc khée cao cép, chéng han nhu spa cao cép tai khach san 5
sa0, yoga két hop véi thién tai cac trung tim wellness, ciing phan anh xu hudng tich
hop dich vu nghi dudng — sttc khoe — van hoa ban dia (Wellness & Experiential

Integration).

Nhu vay, thu gian trong du lich khong chi 1a mot tién ich kém theo, ma la
mot thanh phén thiét yéu trong mo hinh trai nghiém, dac biét trong bdi canh du lich
d6 thi. Viéc dé cao yéu t6 ndy gitip nng cao mirc d6 hai long tong thé, kéo dai thoi
gian luu tri va ting kha ning quay lai diém dén (Chen & Chen, 2010). Quan trong
hon, no tai dinh nghia lai vai tro cta du lich nhu mot phan trong hé sinh thi chat
lugng séng d6 thi — noi ma nguoi dan va du khach ciing duge hudng loi tir khong
gian phuc hoi va cham séc tinh than.

Tinh méi (Novelty)

Trong linh vuc nghién ctru hanh vi du lich, yéu t6 “tinh méi” (novelty) duoc
xem 13 mot trong nhitng dong luc cha yéu tao nén sy hip dan va kha ning ghi nhé
lau dai cua trai nghiém du lich. Theo Oh, Fiore va Jeoung (2007), tinh m&1 khong
chi 1a khai niém li€n quan dén su khac biét, ma con 1a thanh phén cam xuc kich hoat
su td mo, tri tudng twong va cam giac phiéu luu. Khi trai nghiém duoc gin lién véi
cac yéu to chua ting biét téi, du khach thuong s& ghi nhd manh mé hon, dong thoi

dinh hinh lai cach ho cam nhan vé diém dén (Lee & Crompton, 1992).

Két qua phan tich dir liéu dinh tinh tir phdn mém NVivo 15 trong nghién ciru
nay da cho thiy rd vai trd trung tdm ctia tinh méi. Cu thé, ma “Tinh méi” dugce trich
dan 31 lan, phan anh nhu cau pho bién va ni bat ctia du khach déi véi nhiing trai
nghi¢m mdi1 mé, khac biét va doc ddo. Cac yéu t6 dugc ma hoa trong nhom nay bao

gbm viéc kham pha san pham du lich méi, cong nghé tich hop, khong gian méi la,
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va su két hop gitra van hoa ban dia véi cac hinh thuce thé hién sang tao. Mot nguoi

tham gia nghién ctru chia sé:

“Thé hé tré hon sau nay chdac chan cac ban sé tim kiem sy moi mé, sw doi
maoi trong dich vu cting nhw o don vi ma minh lya chon.” (Phong van vién so 14,

nit, chuyén vién marketing di€ém dén)

Nhan dinh ndy cing cb quan diém cua Kim, Ritchie va McCormick (2012)
khi cho rang tinh mai 13 yéu t6 chil dao trong viéc tao ra trai nghiém du lich déng
nhé, dic biét véi nhom du khach thude thé hé tré — nhitng nguoi mang tam ly
“seekers” ludn tim kiém diéu chua timg thtr. Ban than tinh mai khong chi 14 san
pham, ma con 13 phuong thirc trai nghiém mdi nhu cach thuc tiép can dia diém,
phuong tién di chuyén, hinh thirc to chirc khong gian, va cach ké chuyén
(storytelling). Piéu nay hoan toan phu hop v6i mé hinh vé “trai nghiém dinh hudng
d6i méi” (innovation-oriented experiences) trong du lich ctia Sundbo & Serensen

(2013).

Tai TP.HCM, tinh mdi thé hién 1o qua cac san phém sang tao dugc thiét ké
nham dap ung nhu cau d6i méi ngay cang ting cao ctia du khach. Mot s6 vi du dién
hinh c6 thé ké dén nhu: Vespa tour kham phé Sai Gon vé dém theo phong cach retro,
xe buyt 2 ting tham quan thanh phé nhu mé hinh Hop-on Hop-off toan cau, tau
Waterbus trén song Sai Gon gitip du khach nhin thanh phd tir goc do khéc, hay show
trinh dién 40 dai, cho dém nghé thuat & Bui Vién va Nguyén Hué — noi pha tron giita
nghé thuat, 4m thuc va van héa duong phd. Nhitng san pham nay khéng chi gitp
1am méi hinh anh diém dén, ma con ting cuong sy gin két cam xuc, dic biét thong

qua yéu t6 bat ngd, khac biét voi trai nghiém du lich dai tra.

Tinh mdi con dong vai tro nhu mot chién lugc canh tranh dai han trong quan
trj diém dén. Viéc lién tuc cai tién dich vu, d6i méi ndi dung tour va tai cau trac
khong gian trai nghiém s& gop phan dinh vi thuong hi¢u diém dén trong tam tri du
khach. Theo nghién ctru ctia Chen va Chen (2010), tinh mé&i c6 mdi quan hé chit

ché voi 1ong trung thanh diém dén (Destination Loyalty), dic biét trong cac thi
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truong du lich do thi noi sy thay d6i dién ra nhanh va thuong xuyén. Diéu nay doi
hoi cac nha quan 1y va doanh nghiép du lich khong chi dap tng nhu cau hién tai, ma
con dy doan xu hudng hanh vi du lich tuong lai, thong qua viéc thiét ké san pham

du lich 1ay cam hing tir 16i séng, thi hiéu va cong nghé moi.

Tom lai, tinh méi khong chi 1a “gia vi sdng tao” cho trai nghiém du lich dang
nhd, ma con 1a chét xuc tic quan trong giup gia ting cam xuc tich cuc, thuc day
long trung thanh va tai dinh vi TP.HCM nhu mot diém dén nang dong, sang tao, dap
g t6t ky vong ctia du khach thé hé méi.

Y nghia (Meaningfulness)

Trong mdé hinh trai nghiém du lich ddng nhd (Memorable Tourism
Experience — MTE), yéu t6 “y nghia” (meaningfulness) dugc xac dinh 1a thanh td
sdu sac nhat, phan 4nh mirc do ndi tim hoa cam xtc va gid tri ca nhan trong hanh
trinh du lich. Theo Kim, Ritchie va McCormick (2012), cac trai nghiém du lich c6
y nghia thudng khong chi dap tng mong doi vé chtic ning hay cam giac, ma con
két ndi du khach vai nhirng gia tri tinh than, cong dé)ng va ban sic van hoa, tao ra
anh huong 1au dai dén thai do va hanh vi.

Két qua phan tich dit liéu dinh tinh tir phin mém NVivo 15 trong nghién ctru
nay da xac nhan vai trd quan trong cta yéu to nay khi ma “y nghia” duoc trich dan
30 1an, phan anh tan suat xuat hién dang ké trong nhan thirc va phan hdi cia nguoi
tham gia. Nhirng trai nghiém co6 tinh “y nghia” thuong dugc du khach mo té 1a nhiing
khoanh khic mang chiéu siu cam xtc, gin véi hoat dong van hoa, sinh thai, cong
déng hodc gia dinh, noi ho cdm nhén sy thay ddi bén trong — khong chi giai tri ma
con “cham dén trai tim”. Mot ngudi tham gia phong van di chia sé:

“Khdch du lich ngay cang tim kiém nhitng trdi nghiém du lich déc ddo va y
nghia dé théa mén nhu cau va mong muén ciia minh. i véi gia dinh, c6 cam gidc
két néi va cé y nghia.” (Phong van vién s6 02, nam, chuyén gia phat trién san pham

du lich)
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Phét hién nay hoan toan phu hop voi Iy thuyét thap trai nghiém cta Pine va
Gilmore (1999), trong d6 “trang thai cao nhat” 1 sy “bién ddi” (transformation) —
khi trai nghiém khong chi 1am nguoi tham gia hai 10ng, ma con tao ra su thay doi
sdu sdc vé mat nhan sinh quan, gia tri ca nhan va mbi lién hé xa hoi. Nhirng gia tri
“y nghia” trong du lich thuong di lién véi cac hinh thirc tham gia cong dong nhu
tinh nguyén, bao tdn sinh thai, hoc tap trai nghiém, hoac cung chia s¢ khoanh khéc
v6i nguoi than.

Trong bdi canh TPHCM — mét d6 thi déng duc, nang dong nhung dang tim
kiém ban sic du lich riéng — yéu t6 “y nghia” c6 thé trd thanh don bay chién lugc
trong viéc thiét ké san pham du lich hudng dén tinh c4 nhan hoa va tinh nhan vin
sdu sic. Cac chuong trinh nhu trai nghiém 18 hoi Ao dai véi gia dinh, tham quan céac
lang nghé truyén thong, 16p hoc 1am banh dan gian, hodc tham gia trong rimg dudc
tai Can Gio khong chi mang tinh giai tri, ma con giup du khach “thdy minh trong

hanh trinh d6” — diéu quan trong dé trai nghiém chuyén hoa thanh ky tc ddng nho.

Nhirng nghién ctru trude ddy ciing chi ra rang, trai nghiém du lich c6 tinh ca
nhan sdu sic sé kich hoat cac hanh vi tich cuc nhu su hai long, long trung thanh
diém dén, truyén miéng tich cuc va sin sang quay lai (Chandralal & Valenzuela,
2015; Tung & Ritchie, 2011). Yéu t6 ¥ nghia ciing dong vai tro nhu mét chat xuc
tac gitip du khach nhan thire lai vé vai trd cia minh trong xa hoi — dac bi¢t khi tham
gia cac hoat dong hudng t6i cong ddng hodc bao vé méi trudng. Day 1a nhitng yéu
td dic biét co gia tri trong chién lugc phat trién du lich bén viing ma nhiéu d6 thi

chau A nhu Seoul, Singapore hay TP.HCM dang theo dudi.

Tom lai, yéu t6 “y nghia” trong trai nghiém du lich khong chi phan anh chiéu
sdu cam x@ic, ma con gan két du khach voi nhitng gia tri nhan vin bén viing. Trong
bbi canh canh tranh gay gat giira cac diém dén d6 thi trong khu vuc, viéc tich hop
yéu td ndy vao quy hoach va thiét ké san pham du lich s& giup TP.HCM khong chi
tr& nén khéc biét, ma con cham dén trai tim du khach, xay dung mdi quan hé 1au dai

va trung thanh tr phia ho.
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Su tham gia (Involvement)

Trong khudén khé mé hinh Trai nghiém Du lich Pang nhé (Memorable
Tourism Experience — MTE), yéu té “su tham gia” (participation) dugc coi 1a mot
thanh t6 trung tim gdp phan dinh hinh méc d6 nhép vai, cam xtc gin két va cam
giac so hitu cta du khach ddi v6i hanh trinh du lich. Khong giéng nhu cac hinh thirc
trai nghi¢m bi dong, “su tham gia” nhan manh vai trd chu dong cua du khach trong
qué trinh kién tao gia tri trai nghiém. Thay vi chi quan sat, du khach ngay cang mong
mudn hoa minh vao hoat dong thuc té ctia diém dén, tir 46 tao nén nhirng ky trc ca

nhan sau sac hon.

Két qua phan tich ma hoa tir phan mém NVivo 15 cho thay yéu té “su tham
gia” duoc trich dan téi 39 1an, phan anh nhu cau manh mé cta du khach d6i véi viée
tham du mot cach truc tiép, trai nghiém thong qua tuong tac chir khong chi 1a tiéu
dung thu dong. Diéu nay cho thdy mot xu huéng ndi bat trong du lich hién dai: nguoi
tiéu dung dich vu khong con 1a ddi twong tiép nhan thu dong ma 1a nhitng “dong
kién tao” trai nghiém (co-creators of experience) (Prahalad & Ramaswamy, 2004).

Mot phong van vién da chia sé rd nét nhan dinh nay:

“Nguoi khdach du lich... ho muén dwoc tham gia chung véi cong dong dia
phirong ciia minh. Chir khéng chi ditng xem.” (Phong van vién s6 12, nit, quan 1y

san pham du lich trai nghiém)

Ly thuyét cua Pine va Gilmore (1999) vé “khan gia chii dong” (active
participant) ciing chi ra rang muc do tham gia cang cao thi trai nghiém cang sau sic,
boi nguoi tham gia s& dong thoi 1a ngudi dinh hinh gia tri cho chinh trai nghiém cia
ho. Sy tham gia khong chi tao diéu kién cho sy gén b6 vé mit thé Iy va tam ly, ma
con gitp hinh thanh cac ky rc mang tinh ca nhan hoa — tir d6 nang cao tinh ghi nhé
va anh huong 1au dai dén hanh vi du lich, nhu sy quay lai hodc truyén miéng tich

cuc (Tung & Ritchie, 2011).

Tai TP.HCM, yéu t6 “su tham gia” duoc thé hién sinh dong théng qua nhiéu

mo hinh trai nghiém mang tinh twong tac cao. Cac hinh thirc nhu hoc ndu mén an
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truyén théng tai nha dan, hoc viét thu phap, dap xich 16 cung hudng dan vién dja
phuong, tham gia cac 18 hoi dan gian, 18 hoi dudng phd, tour Vespa dém hoic 16p
hoc lam banh dan gian 1a nhitng minh ching rd nét cho tinh nhap vai trong trai
nghiém do thi. Cac hoat dong nay khong chi lam phong pht thém hanh trinh cua du
khéach, ma con tao diéu kién dé ho cam nhan diém dén tur gbc nhin cia nguoi trong
cudc —mot yéu td rit quan trong trong viée xay dung cam giac “sé hitu” va “y nghia
ca nhan”.

Ngoai ra, cac hinh thirc “du lich nhap vai” (role-play tourism) — chang han
nhu tour “mdt ngay lam nong dan”, “ngu dan”, hay trai nghiém “ngudi Sai Gon
xua” — 13 nhitng chuong trinh gitp du khach trai nghiém cudc séng thudng nhat tai
diém dén duéi dang mo phong séng dong. Nhitng mo hinh nay da dugc chimg minh
1a ¢6 tac dong tich cuc dén sy gan bo tinh cam v6i dia phuong, ting cuong su hiéu

biét va kha nang dong cam vin hoa (Fields, 2002; Falk et al., 2012).

Dac biét trong bdi canh canh tranh gitra cac diém dén do thi chau A, viéc tich
hop yéu t6 “sy tham gia” vao san pham du lich dugc xem 1 chién luoc phat trién
bén virng va hiéu qua. Khong chi gitp phan biét hinh anh diém dén, sy tham gia con
lam gia tang gia tri cadm xdc va tinh chan thyuc, giap TP.HCM dinh vi o hon trong

tam tri du khach quodc t€ va ndi dia.

Toém lai, “sy tham gia” khong don thuan 1a mot yéu t6 hd tro, ma 1a cot 16
trong viéc tao nén trai nghiém dang nhd. Pay 1a nén tang dé du khach chuyén tir vai
trd ngudi quan st sang ngudi sang tao gia tri, tir d6 gdp phan dinh hinh hanh vi,
niém tin va sy trung thanh véi diém dén. Cac nha quan 1y du lich tai TRHCM nén
uu tién phat trién cac hoat dong du lich mang tinh nhdp vai, tuong tac cao nham
thic ddy su tham gia siu sdc va cam xtc gan két 1au dai tir phia du khach.

Vian hoa dia phwong (local Culture)

Trong khung 1y thuyét Trai nghiém Du lich Pang nhé (MTE), “van héa dia
phuong” dugce xac dinh 1a mot trong nhitng thanh té then chdt c6 kha ning hinh

thanh nén tinh duy nhét va chiéu sdu cam xtic trong trai nghiém du lich (Kim, Ritchie
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& McCormick, 2012). Két qua phan tich dinh tinh tir phan mém NVivo 15 xac nhan
rd diéu nay khi cho thiy yéu t6 “vin héa dia phwong” dugc trich dan 57 lugt — cao
nhit trong tit ca cac thanh t6 trong mo hinh MTE. Diéu nay phan anh su chi phdi
ndi bat ctia vin hoa trong nhan thirc va danh gia ctia du khach, dic biét trong bdi

canh db thi da tang ban sic nhu TP.HCM.

Khac v6i cach hiéu don thuan rang vin hoa chi 1a bdi canh bao quanh hoat
dong du lich, nghién ctru ndy cho thdy vin hoa dia phuong dong vai tro 1a chét liéu
trung tAm cua trai nghiém — noi dién ra sy twong tac, nhap vai va cam xtc tham thau
thong qua nhitng chi tiét nho nhung chan thuc. Mot loat biéu hién dién hinh nhu 4m
thuc duong phd (com tdm, hu tiéu, banh xéo), trang phuc truyén théng (4o dai, non
14), nghé thuat dan gian (don ca tai tir, hat boi), hay khong gian sinh hoat cong dong
(cho truyén thdng, 18 hoi, dinh lang...) duoc cac dbi tugng phong van danh gia 1a
dai dién cho ban sic dia phuong va 13 noi “goi mo nhiing cam xtc ky wc”. Mot

phdéng van vién nhan manh cu thé:

“Ho rdt la thich di khdam phd cdi am thye ¢ dia phiong. Vi du nhw mdy khu
am thye & qudn 4, qudn 3. Rat déng va vui.” (Phong van vién sé 06, nam, chuyén

gia to chuce su kién)

Quan diém nay phu hop vai 1y thuyét cultural authenticity ctia Cohen (1988),
trong d6 nhan manh rang sy chan thyc vin hoa 1 thanh phan cdt 15i tao nén nhing
trai nghiém dang nhé trong du lich. Khi du khach cdm nhén duogc tinh x4c thuc trong
biéu hién vin héa — tir 4m thuec, kién trac, phong tuc dén 4m nhac — ho s& hinh thanh
cam xuc gan giii, cam giac “thudc v&”, va khai phat mot loai lién két tinh cam kho
thay thé véi diém dén.

Tur gbéc do tdm 1y hoc du lich, Kim, Ritchie va McCormick (2012) cling dé
cap dén yéu t6 vin hoa nhu mot “chét xuc tac ky (rc” (memory trigger). Nhitng biéu
tuong van hoa nhu tiéng rao cho Bén Thanh, mui thom cua ca phé phin Sai Gon,

tiéng dan tranh trong mot budi biéu dién dan tdc... c6 kha nang kich hoat lai trai
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nghiém da qua mot cach manh mé, tor do gitp duy tri lién két tinh cdm sau sac voi

diém dén trong dai han.

Cac moi quan hé tac dong

Bang 4. Tong hop cac quan hé tac dong giira trai nghiém du lich dang nhé, sw

hai long, long trung thanh va sy dong duic

Mai chi dé (Node)

Noi dung dac trung

Trich din dién hinh

MTE-->DS

Trai nghiém du lich dang nhé c6 anh
huong tich cuc téi sy hai 1ong diém
dén. Cac yéu td cam xuc, twong tac,
gi4 tri ca nhan déu gdp phan vao cam
nhan tich cuc cua du khach (Kim et
al., 2012).

“Trai nghiém du lich t6t s& lam
ho cam thiy rat hai long, dic
biét khi dugc tham gia va co
cam xuc tich cyc.”

MTE-->DL

Trai nghiém tich cuc giup hinh thanh
4n tuong lau dai, khuyén khich quay
lai va gioi thiéu diém dén (Oh et al.,
2007).

“Co6 nhitng thtr lam t6i nhd mai
nhu show trinh dién o dai, t6i
veé ké cho ca nha va muon quay
lai.”

DS-->DL

Su hai long c6 vai tro trung gian, cung
¢b hanh vi trung thanh thong qua cam
xuc tich cuc va su tin tudng (Yoon &
Uysal, 2005).

“Mot dich vu tot, trai nghiém
vui thi s€ khién nguoi ta muon
quay lai.”

Sy dong duc diéu tiét
MTE-->DS

Su dong dic co thé khuéch dai hoic
lam giam tac dong cua MTE lén sy
hai long, phu thudc vao bdi canh su
kién va ky vong ca nhan.

“Co sy kién phai dong mai Vl}i,
nhung dong qua thi lai thay
ng(.)‘p"7

Sy dong duc diéu tiét
DS-->DL

Su hai long chi chuyén hoa thanh long
trung thanh khi sy dong dtc khong
gdy kho chiu; trong trudng hop kiém
soat tot, crowding tham chi gia ting
tinh hap dan.

“Gia dinh t6i c6 con nhd, nén
néu cho qua dong thi s€ can
nhac khong quay lai.”

(Nguon: Két qud phan tich dir liéu ciia nhém nghién ciru)

Tai TP.HCM, yéu t6 “van hoa dia phuong” khong chi 1a dai dién cho ban séc

vung mién, ma con la cong cu dinh vi di€m dén trong tam tri du khach quoc té. Thuc

té cho théy cac san phém nhu 1& hoi 4o dai, tour kham pha vin héa Chg Lén, 16p

hoc viét thu phép, trai nghiém niu mén in truyén théng hodc hoc mua dan gian da

va dang duoc phat trién nhu nhitng hinh thirc 1am giau trai nghiém vian hoa d6 thi.

Nhitng hoat dong nay mang tinh twong tic cao, gop phan gitp du khach khong chi

"nhin thay" ma con "trai nghi€ém va cdm nhan duoc" van hdéa mét cach sau sac.
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Pic biét, trong bdi canh toan ciu hoéa dang lam phai nhat ranh gi6i vin hoa
giita cac thanh phé du lich, viéc nhan manh dén tinh déc d4o va nguyén ban cua vin
hoa dia phuong 1a mot chién lugc dai han dé nang cao nang lyc canh tranh cho
TP.HCM trén ban d6 du lich khu vire. Bang cach dau tu vao cac san pham du lich
van hoa c6 chiéu siu, két hop yéu té gido duc va nhap vai, thanh phd c6 thé tao dung
hinh anh khéc biét, tir d6 gia ting kha nang quay lai va truyén miéng tich cuc tir du

khach.

Tom lai, “vin héa dia phuong” khong chi 1a yéu té nén tang cia MTE, ma
con 1 chat két dinh gifra cam xuc, ky rc va hanh vi du lich. Viéc khai thac hi¢u qua
yéu t6 nay thong qua thiét ké trai nghiém giau chiéu sau, chan thuc va nhap vai s&
1a chia khoa dé TP.HCM xay dung mot thuong hiéu du lich bén virng, giau cam xuc

va mang tinh biéu tugng cao trong tam tri du khach.

Bang 3.4 trinh bay cic huéng tic dong chinh giita cac bién trong mo hinh
nghién ctru: Trai nghiém du lich dang nhé (MTE), su hai long diém dén (DS), long

trung thanh diém dén (DL), va vai tro diéu tiét cta sy dong duc.
Téc dong ciia MTE dén DS

Trong khung 1y thuyét ciia Kim, Ritchie va McCormick (2012), MTE dugc
dinh nghia 1a tdp hop cac phan Gng téng hoa tir nhan thirc, cam xac dén hanh vi,
hinh thanh trong qua trinh tham quan va luu trd tai diém dén. Nhiing trai nghiém
nay khong chi luu lai ddu 4n ca nhan ma con doéng vai trd nén tang trong viéc danh
gia sy hai 1ong toan dién ctia du khach dbi véi diém dén, tir d6 dan dén sy trung
thanh va hanh vi truyén miéng tich cuc trong twong lai. Theo cach tiép can nay,
MTE khong chi 1a muc ti€u marketing ma con la chi bao chién luge cho viée thiét
ké san pham du lich c6 gi4 tri gia ting cam xuc cao.

Két qua phan tich dir liéu dinh tinh tr phin mém NVivo trong nghién ciru
hién tai da ghi nhan 307 luot ma hoa cho chu dé MTE, con sd cao nhét so véi céac
yéu td con lai, cho thiy vai trd trung tAm cta trai nghiém dang nhé trong ciu trac

hinh thanh D). Diéu nay ciing c¢b cho 1ap luan ciia Kim et al. (2012) rang nhiing trai
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nghiém dang nh¢ chinh 1a bd loc dinh hinh cach du khach cam nhan va danh gia

dich vu du lich, khong chi vé khia canh chirc nang ma con vé chi€u sau cam xuc.

Trong s6 cac thanh t6 cdu thanh MTE, cac yéu t6 nhu “su tham gia”, “thu
gidn va ddi méi” va “van hoa dia phuong” ndi bat nhu nhitng dong lyc manh mé
trong viéc kich hoat cam xuc tich cyc. Nhimng yéu t6 nay khong chi gia ting sy hai
10ng tai thoi diém trai nghiém ma con c6 kha ning duy tri 4n tuwong 1au dai. Mot

chuyén vién trong nganh du lich nhan dinh mét cach khai quat rang:

“Trai nghiém du lich... sé co sy anh huong dén sy hai long cua du khach.”

(Phong vén vién s6 08)

Khong chi dung lai & mtrc dd nhan thirc, cac trai nghiém con can mang tinh
nhép vai va cd nhan hoda cao dé thuc day su hai long mot cach sau sac hon. M6 hinh
nay duoc minh chirng qua mot vi du thyc t€ dugc phan anh trong cudc phong van

v6i chuyén gia thiét ké tour du lich cong dong, khi ngudi nay chia sé:

“Khach nau banh xeo roi ngoi an voi gia dinh ban xut, ho rat vui, noi rang

cam thdy ‘thit sw dwoc song ¢ Viét Nam’.” (Phong van vién s6 12)

Pay 1a minh hoa r& nét cho thiy trai nghiém dang nhé khong phai 1a mot sy
kién roi1 rac, ma la qua trinh déng kién tao gia tr1 gitra khach du lich va cong déng
dia phwong. Chinh su twong tac chan thuc va gin két cam xuc nhu vay sé dan dén

su danh gia tich cuc va hinh thanh sy hai 1ong mot cach bén viing.

Quan diém nay ciing trong dong véi khuyén nghi 1y thuyét caa Oh, Fiore va
Jeoung (2007), khi céc tac gia ndy chi ra ring DS khong chi 13 két qua cua yéu tb
chire nang nhu gié ca, dich vy hay co s ha tang, ma 1a san pham tong hop clia cam
xuc (emotion) va su nhdp vai (immersion) — nhitng yéu t6 c6 thé goi nhé va anh
hudng lau dai téi hanh vi ctia du khach.

Trong bdi canh TP.HCM dang dinh vi 1a thanh phé t6 chirc cac su kién 1& hoi
va du lich trai nghiém, két qua nay c6 gia tri thuc tién quan trong. Viéc dau tu phat

trién cac san pham du lich giau cam xtc, ¢6 chi€u sau van héa va mang tinh ¢4 nhan
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hoa cao khong chi giup gia ting su hai 1ong ma con gop phan xay dyng thuong hiéu

diém dén mot cach bén virng.
Tdc dpng ciia DS dén DL

DL 12 mét khai niém then chdt trong linh vyc marketing du lich, dugc hiéu
13 xu huéng hanh vi thé hién qua ¥ dinh quay tré lai diém dén hodc gi6i thiéu diém
dén cho nguoi khac (Yoon & Uysal, 2005). Theo mé hinh 1y thuyét cua Oliver
(1999), DL 1a dinh cao ctia chudi tién trinh trung thanh, trai dai tir trung thanh nhan
thirc (cognitive loyalty) dén trung thanh hanh vi (action loyalty). Trong giai doan
cudi cuing ndy, du khach khong chi cam thdy hai 10ng ma con thé hién sy cam két

thong qua cac hanh vi ldp lai va truyén miéng tich cuyc.

Dit liéu tir NVivo trong nghién ctru hién tai cho thdy mdi quan hé twong quan
chdt ché gitra DS (52 luot ma hoa) va DL (54 lugt ma hoa). Su twong quan nay phan
anh 10 rét co ché chuyén hoa tir cam xuc sang hanh vi, khi nhiing trai nghiém tich
cuc tai diém dén dan dén muac d6 hai long cao, tir do thuc déy cac hanh dong cu thé

nham thé hién su gén b6 véi diém dén.

Mot minh chimg rd rang cho méi lién hé nay duoc phan anh qua phat biéu
ctia mot diéu hanh tour inbound:

“Khi khéch hai long thi chdc chan ho sé quay lai, hodc gidi thiéu Sai Gon
v6i ban bé.” (Phong vén vién sb 04, nir)

Khoéng chi dung lai ¢ du dinh, dit li¢u con ghi nhan cac hanh vi thyc té duoc
khach hang thé hién sau hanh trinh du lich. M6t huéng dan vién inbound da mo ta
chi tiét:

“Khdch t6i vé xong con giti link giGi thiéu cho ca nhém, néi ‘lan sau sé dan
cd cong ty quay lai ddy’.” (Phong van vién s 15)

Hai truong hop trén minh hoa sinh dong cach thtrc long trung thanh khong

don thudn 12 mot trang thai tam 1y, ma 1a két qua tich liy ctia mot qua trinh trai
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nghiém, danh gia va phan hdi cam xtic, pht hop véi co ché “attitude—behavior

consistency” dugc dé cap trong cac 1y thuyét hanh vi tiéu dung.

Ly thuyét ctia Yoon va Uysal (2005) ciing khing dinh sy hai long diém dén
(DS) chinh 13 bién trung gian chu dao trong mé hinh céu trac 1ong trung thanh, dong
vai trd nhu ciu ndi gifra cac yéu td dau vao (trai nghiém, ky vong, chét lugng dich
vu) v6i du ra hanh vi (DL). Mot diém dén du c6 tiém ning vé tai nguyén thién
nhién hay co s& ha tﬁng hién dai, néu khong dam bao chét lugng trai nghiém tich
cuc, sé& kho c6 kha ning giit chan du khach hay bién ho thanh “ngudi truyén cam

htrng” cho ban be, nguoi than.

Trong b6i canh du lich d6 thi nhu TP.HCM — noi su canh tranh gitra cac thanh
phé trong khu vuc ngay cang khdc liét — viéc dau tu vao cac yéu t6 tao hai 10ng sau
sic nhu ca nhan hoéa trai nghiém, cam xuc tich cyc, sy an toan va chat luong dich
vu 6n dinh 1 nhitng yéu t6 quyét dinh kha nang duy tri mirc d6 trung thanh dai han.
Mitc d quay lai thip — nhu nhiéu nghién ctru trudc tai cac d6 thi chau A timg phan
anh — 13 101 canh tinh cho cic nha hoach dinh chinh sach vé du lich réng, khong chi
thu hat 1a da, ma gilr chan va tao dong luc chia sé mai 1a muc tiéu chién lugc bén

ving.

Nhu vay, cac két qua thu dugc tir dit liéu NVivo khong chi ctng cb gia tri 1y
thuyét vé vai tro cua sy hai 1ong trong mé hinh trung thanh diém dén ma con phan
anh thyc tién sinh dong vé xu hudng hanh vi du lich trong bdi canh d6 thi ning
dong. Su chuyén hoa tir cam xuc sang hanh vi — qua cc phét biéu, chia sé va hanh
dong cu thé cua du khach — chinh 1a co s¢ vitng chic dé thiét ké cac chinh sach va
san pham du lich l1ay trai nghiém lam trung tam, tr 46 xdy dung thuwong hi¢u diém

dén virng bén va lan toa.
Tdc dpng trwe tiép ciia MTE dén DL

Trong bdi canh canh tranh gay git giira cac diém dén d6 thi & khu vyuc chau
A, viée xay dung va duy tri 1ong trung thanh cta du khach khong con don thuan dua

trén cac yéu tb hiru hinh nhu co so ha ting hay dich vu tién ich, ma ngay cang phu
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thudc vao chidu siu cia trai nghiém du lich. Theo khung 1y thuyét ciia Kim, Ritchie
va McCormick (2012), trai nghiém du lich dang nhé (Memorable Tourism
Experience — MTE) 1a yéu t6 ¢t 15i dinh hinh nhan thire, cam xac va hanh vi du
khach, gop phan thic day ca sy hai long diém dén (Destination Satisfaction — DS)
14n 10ng trung thanh diém dén (Destination Loyalty — DL).

Diéu dang chu y 1a MTE khéng chi tac dong gian tiép thong qua su hai 1ong,
ma con tao anh hudng truc tiép dén DL thong qua co ché cam xuc ghi nhd sdu sic
(memory-based emotional attachment). Nhitng trai nghi€ém mang tinh doc ddo, ca
nhan héa va gin két cam xtc thudng khic sau trong tim tri du khach, thoi thuc ho
quay lai hodc chia sé tich cuc vé diém dén. Piéu nay dugc minh ching sinh dong

qua 101 ké cua mot phong van vién trong nghién ctru dinh tinh:

“Co nguwoi nhan lai ‘chi oi, may mon hom do ngon qua, cho chi xin lai dia

chi. Lan sau dan sép di’.” (PV07, t6 chirc tour am thuc)

Phat biéu nay cho thiy rd rang mdi quan hé giita trai nghiém am thyc tich
cuc va hanh vi trung thanh cu thé (¥ dinh quay lai, truyén miéng tich cuc). N6 cing
¢ khai niém “action loyalty” trong mé hinh 1ong trung thanh cta Oliver (1999),
theo d6, cac hanh vi 13p lai khong phai 13 sy ngiu nhién ma 1a két qua tit yéu cua

su gan bo cam xuc va dinh danh c4 nhan véi diém dén.

Trong cau tric thanh phan cia MTE, “y nghia” (meaningfulness) va “vin
hoa dia phuong” (local culture) duoc xem 1a cac “chat xic tac gia tri” (value
catalysts). Nhitng yéu t6 nay khong chi truyén tai thong tin hay kién thtrc van hoa,
ma con tao diéu kién dé du khach cam nhan dugc su két ndi sau sic véi ban sic va
con ngudi dja phuong. Chinh chiéu sau biéu tuong — thé hién qua cac hoat dong nhu
hoc nau an, tham gia nghi 18, hodc twong tic v4i nghé nhan dan gian — da gitip nang
trai nghiém du lich vuot ra ngoai gi6i han giai tri don thuan, huéng dén “bién doi

ca nhan” (transformation), nhu mo ta cua Pine va Gilmore (1999).

Su hién dién cua yéu td vin hoa dia phuong nhu mot chét liéu cbt 15i trong

hanh trinh du lich tai TP.HCM dugc cing cb béng nhiéu vi du thuc tién tir nghién

311



ctru: cac tour am thuc duong phé, trinh dién 4o dai, hodc kham pha lich st do thi
qua cac ciu chuyén ké c4 nhan hoa (personal storytelling). Khi khach hang khong
chi tiéu thy san pham ma tro thanh mot phan cua tién trinh tao ra gia tri cam xutc —
tuc 1a ho “s& hiru” trai nghiém — thi kha ndng quay lai va trung thanh s€ cao hon

dang ké.

Diéu nady phu hop vé6i khai niém “emotional bonding” dugce Oliver (1999)
xac dinh 14 nén tang cho su chuyén hoa tir cam xtic tich cuc sang hanh vi trung thanh
c¢6 chil dich. Mot khi ky trc dugc gan lién voi cac biéu tuong vin hoa va nhiing trai
nghiém mang tinh nhan ban, thi su trung thanh khéng con 13 két qua cua tién ich

chirc nang ma la hé qua cta sy gan bo tinh cam dai han v61 diém dén.

Tém lai, nghién ctru dinh tinh cho thiy trai nghiém dang nhé khong chi 1a
bién nén tang 1y thuyét, ma con 1a don bay chién lugc trong thiét ké san pham va
quan tri diém dén. Viéc khai thac hiéu qua cac yéu td cam xtic — nhu “y nghia” va
“van hoa dia phuong” — s& gitip diém dén nhu TP.HCM tao ra loi thé canh tranh bén

virng thong qua co ché duy tri va lan téa 1ong trung thanh tir du khach.
Vai tro diéu tiét ciia Sw dong diic

Trong bdi canh nghién ctru vé trai nghiém du lich dang nhé (Memorable
Tourism Experience — MTE), yéu té sy dong duc (crowding) di ndi 1én nhu mot
bién s6 c6 anh huong dang ké dén trai nghiém du khach, voi tong cong 54 luot ma
hoa — tuong duwong véi sé ma hoa cua bién Long trung thanh diém dén (Destination
Loyalty — DL). Diéu nay cho thdy crowding khong thé bi xem nhe nhu mét bién
phu, ma can duoc phan tich trong vai trd hoc thuat nhu mot bién diéu tiét
(moderator) — cu thé 13 trong méi quan hé giita cac yéu td trung gian nhu MTE--
>Sy hai 1ong diém dén (Destination Satisfaction — DS) va DS-->DL, phu hop véi
lap luan cua Getz (2008).

Két qua phén tich NVivo tir di liéu dinh tinh cho thdy sy dong dtic mang hai
sdc thai ddi 1ap, phu thudc vao ngit canh, ddi tuong khach va dic diém khong gian

trai nghi€ém. Mgt mat, sy dong dic dugc mdt sO6 nguoi tham gia mo ta 1a dieu kién
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can thiét dé tao bau khong khi so6i dong, hip dan — dic biét trong cac su kién 18 hoi,
chuong trinh vin héa nghé thuat céng cong. Mot phong van vién co kinh nghiém

trong t6 chire su kién da nhan dinh:

“Voi nhitng sw kién em lam thi quan trong la phai dong maoi tao siwc hut”

(Phong van vién s6 02).

Tuy nhién, & chiéu nguoc lai, crowding cling dugc mo ta nhu mat yéu t6 lam
suy giam dang ké cam nhan an toan va sy thoai mai, dic biét ddi véi cac nhoém dé
bi ton thuong nhu du khach cao tudi, gia dinh c6 tré nho, hoac khach quéc té dén tir
cac nén vian héa nhin manh tinh riéng tu. Mot vi du dién hinh dén tir nhém khach
noi dia:
“C¢ nhiing ltic n6 déng qua... cam giac 1a khong an toan 1im” (Phong van vién sb

16).

Tinh hai mat caa crowding dit ra mot van dé 1y luan phuc tap nhung quan
trong trong nghién ctru du lich: liéu crowding nén dugc danh gia 1a mot yéu t6 tiéu
cuc tuyét ddi, hay mdgt thanh td phu thudc vao ngir canh van héa — xa hoi? Mot
hudng tiép can goi md dén tir cong trinh ctia Pizam va Milman (1986), trong d6 cho
thdy cac xa hoi phuong Tay c6 xu hudng xem crowding 14 trai nghiém tiéu cuc do
anh huong dén quyén riéng tu, sy kiém soat khong gian va chat lugng dich vu.
Nguoc lai, cac xa hdi A bong nhu Viét Nam c6 thé dién gidi sy dong duc nhu mat
biéu hién tich cuc — thé hién qua tinh cong déng, su ndo nhi¢t va hiéu tng xa hoi

lan truyén trong cac hoat dong du lich tap thé.

Vi vay, can dién giai crowding khong chi nhu mét bién vat 1y (physical
density), ma nhu mot hién tugng xa hoi co6 tinh cam xuc va phu thude vao nhan thire,
ddng thoi chiu anh hudng tir cac yéu td nhu vin hoa nén (cultural orientation), loai
hinh san pham du lich, quy mé khong gian, va dic diém nhan khau hoc cua du
khach. O goc d6 thyc hanh, diéu nay ham y rang cac nha quan tri diém dén can diéu
phéi crowding mét cach linh hoat, thay vi chi tap trung vao viéc “giam mat do”.

Chéng han, tao ra cac khong gian phu trg dé phan tan dam dong, cai thién kha ning
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diéu hudng, tang cuong y€u td canh quan va tao cam giac trat ty déu la nhitng bién

phap c6 thé gitp chuyén hoa crowding tir ganh ning thanh trai nghiém cong hudng.

Toém lai, nghién ctru nay cho thiy su dong dic 13 mot bién sd diéu tiét linh
hoat, c6 kha nang tang cuong hodc lam suy gidm tadc dong tich cuc cua trai nghiém
dang nhd dén su hai long, va tir 40, gian tiép anh huong dén hanh vi quay lai hoic
gidi thiéu diém dén cua du khach. Cach tiép cin ndy mo ra mot hudng nghién ctru
gidu tiém ning, déng thoi goi y quan trong cho cong tac thiét ké, t6 chire va quan ly
diém dén du lich d6 thi nhuv TP.HCM trong boi canh tang truéong du lich manh mé

hién nay.
Pé xuit mé hinh kiém dinh

Trong qua trinh phén tich dir lidu dinh tinh bang phan mém NVivo, cac chil
dé nhu “Su hai long diém dén” (Destination Satisfaction — DS), “Huodng thu”
(Hedonism) va “Long trung thanh diém dén” (Destination Loyalty — DL) 1a nhiing
yéu td dugc ma hoa voi tan sudt cao nhat. Diéu nay phan anh ro rét mdi lién hé chat
ché giita cam xic tich cyc, trai nghiém dang nhd va cac hanh vi tiép ndi nhu tai sir
dung dich vu hodc gidi thi¢u diém dén cho nguoi khac — tuong ung véi cac giai

doan trong thap long trung thanh theo Oliver (1999).

Bén canh d6, cac chu dé& khac nhu “Tinh méi” (Novelty), “Vin hoa dia
phuong” (Local Culture) va “Thu gian” (Relaxation) ciing giir vai trd thiét yéu trong
viéc kién tao gia tri cdm xuc va kich thich sy ghi nh¢ lau dai. Mot sb trich dan tir
ngudi tham gia cho thay 16 diéu nay, nhu nhan dinh tir mot huéng dan vién:

“Thé hé tré hon sau nay chdc chan cdc ban sé tim kiém sw méi mé, s doi
mai trong dich vu cting nhw ¢ don vi ma minh lya chon” (Phong van vién sd 14, ntr,
chuyén vién marketing diém dén).

Dua trén co so Iy thuyét ciia Kim, Ritchie va McCormick (2012), nghién ciru
dé xuat mo hinh trai nghiém du lich dang nhé (MTE) gém bay thanh phan then chot:
(1) hudng thy, (2) tinh moi, (3) van hoa dia phuong, (4) thu gidn, (5) y nghia, (6) su
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tham gia va (7) kién thirc. Céc thanh td nay dai dién cho ba truc cAu tric cla trai
nghiém: (i) khia canh cdm xuc (hedonism, thu gian, y nghia), (ii) khia canh nhan

thire (kién thire, tinh méi), va (iii) twong tac xa hoi (su tham gia, van hoa ban dia).

Téng thé, md hinh phan anh 13 sy giao thoa giita cam xc, tri thirc va két nbi
cong dong trong hanh trinh du lich hién dai. Viéc ma hoéa dong thoi nhiéu cha dé &
cap do cao cho thiy du khach khong chi tim kiém su giai tri, ma con huéng dén trai
nghi¢m mang tinh ca nhan hoéa, co chiéu siu, dé tir d6 hinh thanh 4n tuong tich cuc

va long trung thanh 1au dai v6i diém dén (Oh, Fiore & Jeoung, 2007).

Tinh mdi mé Sur d6
u aong
(NO) ,
dac (CD)
Van hoa dia
phuong (LC)
: HS5 +
Su tham gia
(IN) N )
Trai nghiém Su hai Long trung
Su thu gidn du Tich déng — 1ong diém F thanh diém
(RE) nhé (MTE) | HI+ , .
dén (DS A2n (DT
Kién thirc
Y nghia (ME) H2+
Su hudng thu
(HE) Hinh 5 M hinh nghién ctru dé xuét

(Nguon: Pé xudt ciia tdc gid)

MTE-->DS: Nhiing trai nghiém tich cuc, da dang va mang tinh cd nhan hoa
c¢6 anh huong dang ké dén mirc do hai long cua du khach déi véi diém dén.

MTE-->DL: Bén canh tac dong gian tiép thong qua DS, trai nghiém vuot troi
c6 thé thiic day long trung thanh ngay ca khi mutc do hai 1ong chua hoan toan dat ky

vong.
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DS-->DL: Sy hai long dugce xem 1a diéu kién can, nhung chua du, dé hinh
thanh 10ng trung thanh l4u dai. Viéc du khach quay trd lai hay gidi thiéu diém dén

con phu thudce vao kha nang doi méi, duy tri chat lugng va tao dau an riéng biét.
Su dong duc dong vai trd 1a bién di€u tiét hai chiéu:

Diéu tiét mdi quan hé MTE-->DS: Trong mét sb truong hop, khong khi ndo
nhiét va dong dic & mirc kiém soat tot ¢6 thé tao nén cam xuc tich cuec. Tuy nhién,
néu vuot qua ngudng chiu dung, dong duc sé 1am giam sy thoai mai, anh huong dén
muc d6 hai long.

Piéu tiét mbi quan hé DS-->DL: Sy dong duc dugc quan 1y hiéu qua trong
cac 18 hoi co thé khuéch dai tac dong cua hai 1ong dén 1ong trung thanh, nhung
nguoc lai, néu t6 chic kém, c¢6 thé 1am suy giam uy tin diém dén va han ché y dinh

quay lai cua du khéch.

Duya trén mo hinh khai niém da dé xuat va két qua phan tich dinh tinh, cac

gia thuyét nghién ctru duoc xay dung nhu sau:

H1: Trai nghiém du lich dang nhd (MTE) ¢6 tac dong tich cuc dén sy hai
long diém dén (DS).

H2: Trai nghiém du lich dang nhd (MTE) ¢6 tac dong tich cuc dén long trung
thanh diém dén (DL).

H3: Su hai long diém dén (DS) c6 tac dong tich cuc dén long trung thanh
diém dén (DL).

H4a: Su dong duc (crowding) diéu tiét mdi quan hé gitta MTE va DS theo

chiéu hudng tich cyc khi crowding dugc kiém soat tot.

H4b: Su dong duc diéu tiét mbi quan hé giira MTE va DS theo chiéu huéng

tiéu cuc khi crowding vuot ngudng chiu tai.

H5a: Sy dong dic diéu tiét mdi quan hé giita DS va DL theo chiéu hudng

tich cuc néu crowding tao hi€u tng lan toa cam xuc.
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H5b: Su dong duc diéu tiét mbi quan hé giita DS va DL theo chiéu hudng

ti€éu cuc néu crowding lam suy gidm trai nghiém hai long.

Két qua nghién ctru dinh tinh cing ¢d va mé rong moé hinh 1y thuyét vé trai
nghiém du lich dang nhé (Kim et al., 2012), déng thdi cho thay tinh phu hop trong
bdi canh du lich 1& hoi d6 thi tai TP.HCM. Cac yéu té nhu hudng thy, su tham gia,
va y nghia cho thiy su lién két chit ché vé6i thang do gdc, tuy nhién cac cudc phong
vAn nhan manh thém vai tro cua ddi mai nodi dung 18 hoi va quan tri khong gian su
kién — nhiing yéu t6 chua duoc nhdn manh trong cic mé hinh dinh luong truyén
thong. Pang chii ¥, két qua phong van 1am rd rang trai nghiém dang nhé cé thé thic
day long trung thanh ngay ca khi mirc 46 hai 10ng chura hoan toan tron ven, qua cic
trai nghiém dic biét, cam xtic sau sic hoic y nghia c4 nhan héa (Tsai, 2016). Dicu
nay cho thdy mot sé du khach c6 thé hinh thanh DL trén nén ting cam xuc chu
khong nhét thiét phai thong qua qua trinh danh gia hai long. Vé Iy thuyét diéu tiét,
nghién ctru ndy 1am sang t6 khai niém crowding nhu mot bién bbi canh c6 tinh phan
hoa, tity thudc vao loai hinh du khach (khach A — khach Au), loai hinh sy kién (18
hoi truyén théng vs 18 hoi dai ching) va ning luc t6 chirc (Braun et al., 2019). Diéu
nay cho thiy crowding khong thé do ludng nhu mot bién doc 1ap tuyén tinh, ma can
duoc dinh vi nhu mét cau trac diéu kién hoa véi dic diém vin héa, xa hoi va tam 1y

tiéu dung cu thé.

317



PHU LUC 3.7. PHIEU KHAO SAT THAO LUAN NHOM
(Danh cho ngwoi tham gia)
Giédi thiéu: , ‘
Xin chao Anl/Chi. To1 dang tién hanh nghién ctru v¢€ trai nghiém du lich dang nh¢
trong boi canh du lich 1€ héi tai TP.HCM. Y kién cua Anh/Chi s& gitp ching toi
hiéu rd hon cac yeu t6 anh huong dén sy hai long va 1ong trung thanh cua du khach.
Céc trao do6i chi dung cho muc dich nghién ctru, khong tiét 1§ danh tinh ca nhan.

Thong tin chung:

« Ho tén (tuy chon): .....................

e Tubi:.......coovvniin...

e Giditinh: .....................

« Da tham gia bao nhiéu 1€ hdi/ su kién du lich tai TP.HCM trong 2 nam gan
day? .........

Cac cau hoi thao luin (tham khao tir thang do):
A. Trai nghiém Hudéng thu (Hedonism)

« Anh/Chi c6 cam thay phan khich, himg tht khi tham gia 18 hoi khong?
e Hoat dong nao mang lai cho Anh/Chi su thich tha hodc trai nghiém hao hing
nhat?

B. Tinh méi mé (Novelty)

o Co diéu gi trong 1& hoi khién Anh/Chi cam thdy méi la, doc dao hodc khac
biét so voi trai nghiém trudc day khong?

« Anh/Chi c6 coi ddy la trai nghiém “dang nhd, chi c6 mét lan trong doi’
khong? Vi sao?

b

C. Van hoa dia phwong (Local culture)
e An tuong cua Anh/Chi vé van hoa dia phuong tai 1& hoi nay thé nao?
« Anh/Chi c6 cam thdy duogc trai nghiém gan giii voi doi song ngudi dan

khong?

D. Thw gian & lam mdéi (Refreshment)
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« Tham gia 1& hoi c¢6 gitp Anh/Chi giai toa cing thang, thoat khoi cong viée
hang ngay khong?
« Sau khi tham gia, Anh/Chi thiy tinh than va strc khoe thay d6i thé nao?
E. Y nghia (Meaningfulness)
« Anh/Chi c6 cam thdy trai nghiém nay mang lai gia tri y nghia hay bai hoc gi
cho ban than khong?
« C6 khoanh khic ndo goi suy nghi hodc nhan thitc méi khong?

F. Su tham gia (Involvement)

« Anh/Chij c6 dugc tham gia vao cic hoat dong minh mong mudn khong?
e Mirc do htrng tht véi cac hoat dong chinh tai 1 hoi ra sao?

G. Kién thirc (Knowledge)
« Anh/Chi hoc dugc gi méi tir 1€ hoi? (thong tin, k¥ ning, thir thach...)

Trai nghiém c6 gitp Anh/Chi hiéu thém vé TP.HCM hay vin héa Viét Nam
khong?

H. Sy dong dic (Crowding)
o Anh/Chi cam nhén thé nao vé murc dd dong duc tai 18 hoi?
o DBong dac c6 anh huong tich cuc (nao nhiét, sé1 dong) hay ti€u cuc (ngot
ngat, qua tai) dén trai nghiém ctia Anh/Chi?

I. S hai long diém dén (Destination Satisfaction)

« Anh/Chi c6 cam thdy quyét dinh tham gia 18 hoi la diing dan khong?
« L& hoi co dap ung ky vong ciia Anh/Chi khong? Vi sao?

J. Long trung thanh diém dén (Destination Loyalty)

« Anh/Chi c6 sin sang quay lai 1€ hdi nay trong twong lai khong?
« Anh/Chi c6 giéi thiéu cho ban bé/ngudi than vé 18 hoi nay khong?
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PHU LUC 3.8. KICH BAN THAO LUAN NHOM TAP TRUNG
(Moderator Guide)

Budc 1: Khéi dong (5 phut)
o Chao mung, gi61 thi€u muc tiéu nghién ctru.
« Nhén manh nguyén tic: chia sé tu nguyén, khong c6 dung sai, tit ca y kién
déu gia tri.
Buéc 2: Cau héi mé dau (10 phiit)

« Anh/Chi hiy ké ngin gon vé mot trai nghiém 1& hoi ddng nhd tai TP.HCM.
« Diéu gi khién né tré nén dang nhd véi Anh/Chi?

Buwéc 3: Khai thac theo chii dé (60 phiit)

« Diéu phdi vién 1an luot goi mo theo cac thanh to trong thang do (Hedonism,
Novelty, Local culture, Refreshment, Meaningfulness, Involvement,
Knowledge, Crowding, Satisfaction, Loyalty).

« V6i mi nhom yéu td: dat 2-3 cau hoi ggi mo, khuyén khich thanh vién phan
hoi 14n nhau, chia sé vi du cu thé.

Buéc 4: Thao luin tong hop (20 phiit)
 Yéu td nao quan trong nhit trong viéc tao nén trai nghiém dang nhg?
e Yéu t6 nao khién Anh/Chi can nhic viéc quay lai hodc gidi thiéu diém dén?
« Anh/Chi ky vong gi dé cai thién trai nghiém trong twong lai?
Buwéc 5: Két thic (5 phit)
o Céam on su tham gia.

« Nhén manh ring két qua nghién ctru s& gop phan ning cao chét luong du lich
tai TP.HCM.
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PHU LUC 3.9. PHIEU KHAO SAT THANG PO THAO LUAN NHOM
Nghién ciru: Trai nghiém du lich dang nhé trong boi canh 1€ hdi tai TP.HCM
Xin vui 10ng danh dau (v') vao 6 phu hop véi ¥ kién ctia Anh/Chi dbi véi timg phat biéu dudi day.

A. Sir hwéng thu (Hedonism)

Ma Noi dung 1 12 |3 14 |5
HE1 Tbi rat vui vi co dugc trai nghiém méi

HE2 T61i thyc sy thich cic hoat dong giai tri tai TP.HCM

HE3 | Téi thuc sy rat thich chuyén di

HE4 T6i cam thay hanh phtc va thu gidn trong sudt chuyén di dén
TP.HCM

HES Chuyén di da dap ung duoc nhu ciu giai tri va tan huéng cua
to1

B. Tinh méi (Novelty)

Ma Noi dung 1 [2 [3 |4 |5
NO1 T61 dugc trai nghiém nhirng diéu chua tirng c6 trong cac
chuyén di trude
NO2 T61 da ¢c6 mot trai nghiém doc dao
NO3 TP.HCM mang dén cam gidc méi la cho toi
NO4 Moi thlrl’. trong chuyén di déu rat mai la so véi nhiing gi toi
tung trai qua

Nhirng trai nghiém tai TP.HCM mang dén cho t6i nhiéu diéu
NO5 Ao -
bat ngo thu vi.

C. Vin héa dia phwong (Local Culture)

Ma Noi dung 1 |2 |3 |4 |5
LCl1 T61 cdm nhén dugc nét dic trung van hoa cua TP.HCM
LCo T61 ¢6 co hdi trai nghi€m va tim hiéu sau vé van hoa dia

phuong trong chuyén di.

LC3 Ngudi dan dia phuong rat than thién véi toi

LC4 Am thuc va phong cach song tai TP.HCM gay an tugng vai
toi

LC5 T61 dé co6 co hoi trao doi truc tiép voi ngudi dan dia phuong
trong chuyén di

D. Thw gian & 1am méi (Refreshment)

Ma No6i dung 1 [2 |3 [4 |5
RE1 To6i da gidm bdt cang thang trong chuyén di

T61 cam thay thoat khoi thoi quen thuong ngay trong suot
RE2 X s
chuyén di ’
RE3 T6i cam thay dugc nghi ngoi diing nghia sau chuyén du lich
RE4 Sau chuyén di t6i thay khée hon
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| RES | Tbi quén di nhirng lo ling thudng ngay trong sudt hanh trinh. |

E. Y nghia (Meaningfulness)

Ma Noi dung

ME1 | Tbi cam thay minh da lam duoc diéu gi d6 c6 y nghia

T6i da hoc duoc diéu gi d6 vé cho ban than minh qua chuyén
ME2 | ..

ME3 Trai nghiém tai TP.HCM mang lai cho t6i nhitng cam xtc
tich cuc sau sac

ME4 T61 c6 cam gidc gén két sdu sic voi cac hoat dong 18 hoi tai
TP.HCM sau chuyén di

ME5 T61 nhén ra diéu gi la thuc sy quan trong doi voi cudc song
cua minh sau chuyén di.

F. Su tham gia (Involvement)

Ma Noi dung

IN1 T61i tich cyc tham gia vao cac hoat dong tai diém dén

ND T6i cam thiy minh 1 1a mot phan khong thé tach roi cua
khong khi 1€ héi tai TP.HCM

T61 quan tam dén céc hoat dong chinh danh cho khach du

IN3 .

lich

Tbi dugc tuong tac thuc sy voi cac hoat dong vin hoa 1 hoi
IN4 .

tai TP
IN5 Tbi dugce huéng dan, khuyen khich vé tao diéu kién dé tham

gia cac hoat dong tai diém dén

G. Kién thirc (Knowledge)

Ma Noi dung

KNI1 T6i da thu thap dugc rat nhiéu thong tin trong chuyen di

KN2 Tbi dd hoc dugc mét s6 k§ ning méi sau chuyén di

KNI1 T6i da trai qua nhiing thi thach méi

KN4 | T6i hiéu hon vé van héa — lich st cuia TP.HCM

KN5 | T6i hiéu hon vé con nguoi ciia TP.HCM

H. Su dong diac (Crowding)

Ma Noi dung

T6i thay sy dong diic trong 1& hoi 1 diéu dé hiéu va chap
CRI1 .
nhan duoc

CR2 Murc d6 dong duc tai cac su kién toi tham gia khong anh
hudng ti€u cuc dén trai nghiém

Néu 1€ hoi duoc to chire t6t, ddng nguoi s& khién toi thay
CR3 P
phan khich hon

CR4 Tbi phai xép hang hoic chd doi lau do lwong ngudi qua dong

CR5 Dong ngudi khién t6i cam thay 1& hoi thém phan séng dong
va hap dan
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L. Su hai long diém dén (Destination Satisfaction)

Ma No6i dung
Dsq | Toi chac chan viéc trg thanh khach du lich 6 TRHCM la dicu
ding dan
T6i cam thay hai long vé quyét dinh dén tham TP.HCM ciia
DS2 X
minh
DS3 | T6i cam thay thoa man voi chat luong dich vu tai TPHCM
DS4 Nhirng ky vong ctia t6i vé diém dén di duoc dap ung
DS5 Chuyén du lich dén TP.HCM tét hon t6i mong doi
DS6 | Pay 1a mot chuyén du lich hap dan

J. Long trung thanh diém dén (Destination Loyalty)

Ma Noi dung
DLI T61i s€ gidi thi€u vé TP.HCM véi ngudi than cia minh
T61i s€ gidi thiéu vé TP.HCM cho nhiing ngudi khac mudn di
DL2 .
du lich
DL3 T61 s€ khuyén khich nguoi than va ban bé lya chon diém dén
TP.HCM
DL4 Toi s€ quay lai TP.HCM trong twong lai
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PHU LUC 4.1. PHIEU KHAO SAT CHIiNH THUC
Kinh chao Quy Anh (Chi)!

Tén toi 1a HO Thanh Truc, hién dang 13 Nghién ctru sinh nganh Quan trj kinh doanh
tai Truong Dai hoc Tai chinh - Marketing. Nghién ciru nay nham muc dich nghién
clru tac dong trai nghiém du lich dang nhé dén 16ng trung thanh diém dén véi trung
gian sy hai 1ong diém dén xem xét vai tro diéu tlet ctia sy dong duc ddi véi loai hinh
du lich 18 hoi tai TP.HCM. Tir d6 c6 nhitng dé xuat ham ¥ quan tri va chinh sach phu
hop dé du lich 1& hoi tai TP.HCM phat trién du lich xtng tdm véi nang luc vén co,
canh tranh duoc véi cac thanh phd trong khu vuc va thé gidi.

Su thanh cong cuia cudce khao sat phu thudc rat nhiéu vao su nhiét tinh hd tro cta
Anh (Chi). Ching t61 rét mong su hd tro ciia Anh (Chi) béng viéc tra 101 cac cau hoi
sau ddy. Tat ca cau tra 10i ciia Anh (Chi) trén bang cau héi nay s& duoc st dung vi
muc dich nghién ctru, ching s& duoc giir bi mat, khong c6 ca nhan hay to chirc nao
biét dugc théng tin tir bang cau hoi nay.

Cam on Quy Ong/Ba d3 danh thoi gian tham gia du 4n nghién ctru cho Chuyén dé
Tién ST cua toi.

PHAN 1: CAU HOI SANG LQC
S1. 86 lan Anh (Chj) dén TPHCM:

1 O Lan dau tién (khong tiép tuc phong van)

2 O02-31lan

3 O04-51an

4 OTrén 5 lan
S2: Anh (Chj) hién dang sinh séng ¢ diu?

1 O Trong Tp.HCM (khéng tiép tuc phong vin)

2 [ Ngoai TP.HCM va ¢ Viét Nam

3 0O Ngoai Viét Nam
S3. Céng viéc hién tai ciia Anh (Chi) c6 lién quan dén cdc nganh nghé sau: Huéng
ddn vién du lich, nhén vién cdc cong ty t6 chive, diéu hanh tour, khdach san, nha
hang hay té chirc sw kién,...hay khong?

1 0 C6 (khéng tiép tuc phong vin)

2 [0 Khong
S4. Anh (Chj) cé tham gia hoat dpng 1¢ héi du lich nao tai TRHCM khong?

10Co

2 O Khéng (khéng tiép tuc phong vin)

PHAN 2. THONG TIN CA NHAN

Anh (Chj) vui long dinh diu x vao é duy nhit
S5. Anh (Chi) dén tir quéc gia nao?:
S6. Néu ¢ Viet Nam, Anh (Chi) dén tir tinh thinh nao?:

S7. Anh (Chj) thuéc cdc nhém tudi nao?
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1 OTi 18 — dudi 26 tudi 4
7 O T 26 — dudi 34 tudi. 5
3 O T 34 — dudi 42 tudi

S88. Anh (Chi) co thu nhdp thujc mirc nao dwoi day?

1 O Khong thu nhap

2 O Duéi 3 triéu

3 [ Tir 3 tricu— dudi 10 tricu
4 O Tu 10 triéu — dudi 20 triéu

S89. Gidi tinh:
1 [0 Nam
2 0N
810. Anh (Chi) hién dang lam cong viéc gi?

1 [ Lao dong pho thong 4 [ Budn ban, kinh doanh
[J Nghé nghiép khac

(V)]

2 [ Nhan vién vin phong

3 0O Hoc sinh, sinh vién

S11 Trinh dé hoc vin cao nhit ciia Anh (Chj):
1 O Trung hoc phé thong

2 O Cao dang / Trung cap
3 O bai hoc
4 [ Sau dai hoc
PHAN 3: NOI DUNG KHAO SAT
Anh (Chj) vui 1ong cho biét mtrc d6 ddng y ddi voi tirng cau phat biéu duéi day:
(1: Hoan toan khong dong y; 2. Khong dong ¥; 3. Trung 1ap; 4. Pong ¥; 5. Hoan toan

[ T 42 tudi — dudi 50 tudi
[ T 50 tudi tré 1én

5 O Tu 20 triéu — dudi 30 tridu
6 O Tu 30 triéu — dudi 40 tridu
7 [0 Tu 40 triéu tro 1€n

dong )
) MUC PQ PONG Y
STT NOI DUNG 11213145
Su thu hwéng (Hedonism)
HE1 | Tbi rat vui vi co dugc trai nghiém maéi
HE2 | T6i thyc sy thich cac hoat dong gidi tri tai TP. HCM
HE3 | Téi thuc su rat thich chuyén di
HE4 T6i cam thay hanh phtc va thu gidn trong su6t chuyén
di dén TP. HCM
Chuyén di di dap ung dwoc nhu cau giai tri va tan
HES \ A
hudéng cia To1
Tinh méi (Novelty)
Tbi duogc trai nghiém nhitng diéu chwa timg c6 trong
NOl1 , R .
cac chuyén di trudc
NO2 | To6i da c6 mdt trai nghi¢m doc dao
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MUC PO PONG Y

STT NOI DUNG P P R R

NO3 | TP. HCM mang dén cam gidc mdi la cho Toi

NO4 Moi thtr trong chuyén di déu rat méi la so véi nhiing
gi T6i tung trai qua

Nhitng trai nghiém tai TP. HCM mang dén cho Téi

NOS | hidu didu bat ngo tha vi.

Vian hoa dia phwong (Local Culture)

T6i cam nhan dugc nét dac trung van hoa cua TP.

LCI HCM

To61 c6 co hoi trai nghiém va tim hiéu sau ve van hoa

LC2 dia phuong trong chuyén di.

LC3 | Ngudi dén dia phuong rét than thién véi Téi

LC4 Am thyc va phong cich song tai TP. HCM gy an
tuong véi Anh (Chi)

Anh (Chi) di c6 co hoi trao doi truc tiép voi ngudi

LES dan dia phuong trong chuyén di

Su thw gian (Refreshment)

RE!l | Téi da giam bt cang thang trong chuyén di

T6i cam thay thoat khoi théi quen thudong ngiy trong
RE2 2 £ s
sudt chuyén di

T6i cam thay duoc nghi ngoi ding nghia sau chuyén
RE3 .
du lich

RE4 | Sau chuyén di T6i thdy khoe hon

T6i quén di nhitng lo lang thuong ngay trong sudt
RES \ )
hanh trinh.

Y nghia (Meaningfulness)

ME1 | Tbi cam thdy minh d lam duoc diéu gi d6 ¢ ¥ nghia

T6i di hoc dugc diéu gi d6 vé cho ban than minh qua

ME2 P
chuyén di

ME3 Trai nghiém tai TP. HCM mang lai cho Toi nhing
cam xuc tich cuc sau sac

ME4 T6i co cam giac gan két sdu sic voi cac hoat dong 18
hoi tai TP. HCM sau chuyén di

ME5 Tbi nhan ra diéu gi 1a thyc sy quan trong ddi véi cude

song cia minh sau chuyén di.

Su tham gia (Involvement)

IN1 | Téi tich cyc tham gia vao cac hoat dong tai diém dén

T6i cam thdy minh 1a 1a mot phan khong thé tach roi

N2 ia khong khi 1 hoi tai TP. HCM

To1 quan tdm dén cac hoat dong chinh danh cho khach
IN3 .

du lich

T61 duge tuong tac thuc sy véi cac hoat dong van hoa
IN4 Xy e

Ie hoi tai TP
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MUC PO PONG Y

STT NOI DUNG P P R R

T6i duge hudng dan, khuyén khich vé tao diéu kién

INS dé tham gia cac hoat dong tai diém dén

Kién thirc (Knowledge)

T6i da thu thap dugc rat nhiéu thong tin trong chuyén

KNI di

KN2 | Téi d3 hoc duoc mot sb ky ning méi sau chuyén di

KNI | Téi da trai qua nhitng thur thach méi

KN4 | T6i hiéu hon vé van hoa — lich sir cia TP. HCM

KNS5 | T6i hiéu hon vé con nguoi ciia TP. HCM

Sw hai long diém dén (Destination Satisfaction)

T6i chac chan rang quyét dinh dén tham diém dén nay

DS1 1a dung dan.

T6i cam thay hai 1ong v6i quyét dinh dén tham diém

D52 dén nay.

Nhiing ky vong ctia t6i vé diém dén nay da duoc dap

DS3 |,
ung.

Trai nghiém tong thé tai diém dén nay tot hon t6i

DS4 .
mong doi.

DS5 | Nhin chung, t6i hai long vé&i diém dén nay.

DS6 | Pay 1a mot chuyén du lich hap dan

Long trung thanh diém dén (Destination Loyalty)

To1 s gioi thi¢u vé diém dén nay cho nhiing nguoi

PLT | \hac muén di du lich.

To1 s€ khuyén khich ngudi than va ban be lya chon
DL2 AR

diém dén nay.
DL3 To1 cam thay gan bo va khong mudn thay doi sang

mot diém dén khac trong tuong lai.

DL4 | Tbi s& quay lai diém dén nay trong tuong lai.

Su dong duc (Crowding)

T6i cam thay so luong nguoi tai dia diém nay 1a phu

CDT 1 op va dB chiu.

CD2 Su hién dién ctia nhi€éu nguoi khién bau khong khi tro
nén s61 dong va thu vi hon.

Nhiét huyét va phan (mg ctia nhitng ngudi xung quanh

CD3 | \1i&n t6i cam thiy himg khoi va hai Iong hon.,

CD4 T6i cam thay co su két ndi cam xuc va chia sé niém
vui chung v&i nhitng ngudi xung quanh

cps | Toi cam thay thich thu khi duoc tuong tac véi dam

dong tai 1€ hoi.

Sau cung, xin chdn thanh cam on vi sw giup do cia Anh (Chi). Chuc Anh (Chi)

thanh cong trong cufc song!
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SURVEY FORM

Dear Sir/Madam!

My name is Ho Thanh Truc, currently a PhD student in Business Administration
at the University of Finance - Marketing. This study aims to study the impact of
memorable tourism experiences on destination loyalty with the intermediate
destination satisfaction considering the moderating role of crowding on festival
tourism in Ho Chi Minh City. From there, there are suggestions for appropriate
management and policy implications for festival tourism in Ho Chi Minh City to
develop tourism commensurate with its inherent capacity, competing with cities in
the region and the world.

The success of the survey depends largely on your enthusiastic support. We look
forward to your support by answering the following questions. All of your answers
on this questionnaire will be used for research purposes, they will be kept
confidential, no individual or organization will know the information from this
questionnaire.

Thank you for taking the time to participate in my PhD research project.

SECTION 1: SCREENING QUESTIONS

S'1. Number of times you have visited Ho Chi Minh City:

1 O First time (stop interview)

2 [0 2-3 times

3 [0 4-5 times

4 1 More than 5 times

S2: Where do you currently live?

1 O In Ho Chi Minh City (stop interview)

2 U Outside Ho Chi Minh City and in Vietnam

3 O Outside Vietnam

S83. Is your current job related to the following industries: Tour guide, staff of tour

organizing companies, tour operators, hotels, restaurants or event organizers,... or
not?

1 U Yes (stop interview)

2 [ No

S4. Have you participated in any tourism festivals or events in Ho Chi Minh City?
1 LI Yes

2 U No (stop interview)

SECTION 2. PERSONAL INFORMATION

Please tick x in the only box
S5. Which country are you from?:
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S6. If you are in Vietham, which province are you from?:

S7. Which age group are you in?
1 O From 18 to under 26 years old 4 0 From 42 to under 50 years old
2 0 From 26 to under 34 years old. 5 O From 50 years old and above

3 I From 34 to under 42 years old
S8. Which of the following income levels do you have?

1 U No income 5 O From 20 million to under 30
million

2 [ Under 3 million 6 U From 30 million to under 40
million

3 U From 3 million to under 10 million 7 U From 40 million and above

4 0 From 10 million to under 20 million
S9. Gender:

1 [J Male

2 [ Female

S10. What is your current job?

1 O General laborer 4 [ Trade sell, terrible business
2 U Core pill office 5 O Profession career other
3 O Student

811 Your highest level of education:

1 00 High school

2 O College / Secondary school

3 O University

4 [ Postgraduate

SECTION 3: SURVEY CONTENT

Please indicate your level of agreement with each of the following statements: (1:
Strongly disagree; 2. Disagree; 3. Neutral; 4. Agree; 5. Strongly agree)

Agreement
Number Content Level
112|345
Hedonism
HE1 [ 'am very happy to have had a new experience.
HE2 I really enjoyed the recreational activities in Ho Chi Minh

City.
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Agreement

Number Content Level
112|345
HE3 I really enjoyed the trip.
I felt happy and relaxed throughout my trip to Ho Chi
HE4 . :
Minh City.
HES The trip fulfilled my needs for entertainment and
enjoyment.
Novelty
NO1 I experienced things I had never experienced on previous
trips.
NO2 I had a unique experience.
NO3 Ho Chi Minh City gave me a new feeling.
Everything on the trip was very new compared to what I
NO4 :
had experienced before.
NOS The experiences in Ho Chi Minh City brought me many

pleasant surprises.

Local Culture

I felt the unique cultural characteristics of Ho Chi Minh

LCl City.
I'had the opportunity to experience and learn deeply about
LC2 . .
the local culture during the trip.
LC3 The local people were very friendly to me.
LC4 The food and lifestyle in Ho Chi Minh City impressed
you.
You had the opportunity to interact directly with the local
LC5 . )
people during the trip
Refreshment
RE1 I reduced stress during the trip.
RE2 I felt a break from my daily routine throughout the trip.
RE3 I felt truly rested after the trip.
RE4 I felt healthier after the trip.
RES I forgot about my daily worries during the journey.
Meaningfulness
ME1 I feel like I've done something meaningful.
ME2 I've learned something for myself through this trip.
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Agreement
Number Content Level
112|345
ME3 My experience in Ho Chi Minh City gave me deep
positive emotions.
ME4 I feel deeply connected to the festival activities in Ho Chi
Minh City after the trip.
MES I realized what is truly important to my life after this trip.
Involvement
IN1 I actively participate in activities at the destination.
IN2 I feel like an integral part of the festive atmosphere in Ho
Chi Minh City.
IN3 I am interested in the main activities for tourists.
= I get to truly interact with cultural and festival activities
IN4 . .
in the city.
I receive guidance and encouragement to participate in
IN5 o o
activities at the destination.
Knowledge
KN1 I gathered a lot of information during the trip.
KN2 I learned some new skills after the trip.
KN3 I faced new challenges.
KN4 I gained a better understanding of the culture and history
of Ho Chi Minh City.
I gained a better understanding of the people of Ho Chi
KNS5 . .
Minh City.
Destination Satisfaction
I am certain that the decision to visit this destination was
DS1 .
the right one.
I am very satisfied with my decision to visit this
DS2 L
destination.
DS3 My expectations for this destination were met.
The overall experience at this destination was better than
DS4
I expected.
DSS Overall, I am happy with this destination.
DS6 It was a fascinating trip.
Destination Loyalty
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Agreement
Number Content Level
112345
DL1 I will recommend this destination to others who want to
travel.
I will encourage my family and friends to choose this
DL2 .
destination.
I feel attached to it and don't want to change to another
DL3 ..
destination in the future.
DL4 I will return to this destination in the future.
Crowding
I felt the number of people at this location was just right
CD1
and pleasant.
The presence of many people made the atmosphere more
CD2 : .
lively and exciting.
The enthusiasm and reactions of those around me made
CD3 L :
me feel more inspired and satisfied.
CD4 I felt an emotional connection and shared joy with those
around me.
CDS I enjoyed interacting with the crowd at the festival.

Finally, thank you very much for your help. Wish you success in life!
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PHU LUC 4.2. PHU LUC THONG TIN CA NHAN PAP VIEN

S1 S6 1an dén TPHCM

Frequency Percent Valid Percent Cumulative Percent
Valid 2-3 lan 169 38,9 38,9 38,9
4-5lan 125 28,8 28,8 67,7
4 140 32,3 32,3 100,0
Total 434 100,0 100,0
S2 Cong viéc lién quan
Frequency Percent Valid Percent Cumulative Percent
Valid Co 72 16,6 16,6 16,6
Khong 362 83,4 83,4 100,0
Total 434 100,0 100,0
S3 Nhém tudi
Cumulative
Frequency  Percent Valid Percent  Percent
Valid  18-dudi 26 tudi 102 23,5 23,5 23,5
26-dudi 34 tudi 92 21,2 21,2 447
34-dudi 42 tudi 92 21,2 21,2 65,9
42-dudi 50 tudi 91 21,0 21,0 86,9
Tir 50 tudi tro 1én 57 13,1 13,1 100,0
Total 434 100,0 100,0
S4,5 Pén tir dau (tinh thanh hay quoc gia nio?)
Cumulative
Frequency  Percent Valid Percent  Percent
Valid  An Do 4 9 ) )
Binh Duong 3 ,7 J7 1,6
Binh Thuan 3 ,7 .7 2,3
Cén Tho 39 9,0 9,0 11,3
Pa Nang 38 8,8 8,8 20,0
Dik Léc 3 7 7 20,7
Pong Thap 28 6,5 6,5 27,2
buc 2 ,5 ,5 27,6
Gia Lai 39 9,0 9,0 36,6
Ha Noi 42 9,7 9,7 46,3
Hai Phong 21 4,8 4,8 51,2
Han Qudc 16 3,7 3,7 54,8
Hoa Ky 20 4,6 4,6 59,4
Hué 19 4,4 4,4 63,8
Lam DPong 24 55 55 69,4
Long An 19 4,4 4.4 73,7
Nga 11 2,5 2,5 76,3
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Nghé An 19 4,4 4,4 80,6

Nha Trang 20 4,6 4,6 85,3
Ninh Thuan 3 ,7 7 85,9
Phap 10 2,3 2,3 88,2
Quang Binh 3 ,7 7 88,9
Tay Ninh 8 1,8 1,8 90,8
Thai Lan 3 ,7 7 91,5
Thanh Hoa 9 2,1 2,1 93,5
Trung Quoc 25 5.8 5,8 99,3
Total 434 100,0 100,0
S6 Nhém tudi
Cumulative
Frequency  Percent Valid Percent  Percent
Valid ~ 18-duéi 26 tudi 102 23,5 23,5 23,5
26-dudi 34 tudi 92 21,2 21,2 447
34-dudi 42 tudi 92 21,2 21,2 65,9
42-dudi 50 tudi 91 21,0 21,0 86,9
Tir 50 tudi tro 1én 57 13,1 13,1 100,0
Total 434 100,0 100,0
S7. Thu nhap
Cumulative
Frequency  Percent Valid Percent  Percent
Valid  Khong thu nhap 28 6,5 6,5 6,5
Duéi 3 tri¢u 76 17,5 17,5 24,0
3-10 tri¢u 69 15,9 15,9 39,9
10-20 triéu 81 18,7 18,7 58,5
20-30 triéu 67 15,4 15,4 74,0
30-40 triéu 80 18,4 18,4 92,4
tur 40 triéu tro [én 33 7,6 7,6 100,0
Total 434 100,0 100,0
S8. Gidi tinh
Cumulative
Frequency Percent  Valid Percent Percent
Valid Nam 202 46,5 46,5 46,5
N 232 53,5 53,5 100,0
Total 434 100,0 100,0
S9. Cong viéc hién tai
Cumulative
Frequency Percent  Valid Percent Percent
Valid Lao dong phé thong 60 13,8 13,8 13,8
Nhan vién van phong 117 27,0 27,0 40,8
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Hoc sinh, sinh vién 68 15,7 15,7 56,5

Buon ban, kinh doanh 57 13,1 13,1 69,6
Nghé nghiép khac 132 30,4 30,4 100,0
Total 434 100,0 100,0
S10 Hoc vén
Cumulative
Frequency Percent Valid Percent Percent
Valid  Trung hoc phé théng 53 12,2 12,2 12,2
Cao dang, trung cdp 133 30,6 30,6 42,9
DPai hoc 170 39,2 39,2 82,0
Sau Dai hoc 78 18,0 18,0 100,0
Total 434 100,0 100,0
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PHU LUC 4.3. KIEM PINH PO TIN CAY THANG PO

Reliability Statistics

Cronbach's Alpha Based on

Cronbach's Alpha Standardized Items N of Items
,951 ,951 5
Summary Item Statistics
Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items
Inter-Item 1,050 ,967 1,166 ,199 1,206 ,004 5
Covariances
Item-Total Statistics
Scale Mean if Scale Variance if =~ Corrected Item- = Squared Multiple = Cronbach's Alpha
Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
HE1 14,69 18,173 ,847 ,728 ,943
HE2 14,59 18,154 ,856 ,735 ,941
HE3 14,64 17,784 ,882 ,786 ,937
HE4 14,52 17,285 ,892 ,804 ,935
HES5 14,68 17,976 ,849 ,728 ,943
Reliability Statistics
Cronbach's Alpha Based on
Cronbach's Alpha Standardized Items N of Items
,814 ,822 5
Summary Item Statistics
Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items
Inter-Item ,005 1,045 1,039 193,613 ,200 5
Covariances
Item-Total Statistics
Scale Mean if ~ Scale Variance if =~ Corrected Item- = Squared Multiple = Cronbach's Alpha
Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
NOl1 13,73 11,265 ,773 ,659 ,725
NO2 13,71 11,273 ,787 ,685 ,722
NO3 13,72 11,014 ,809 ,780 ,713
NO4 13,73 11,265 ,761 , 724 , 728
NO5 15,04 16,301 ,053 ,019 ,930
Reliability Statistics
Cronbach's Alpha
Based on
Standardized
Cronbach's Alpha Items N of Items
,795 ,781 5

Summary Item Statistics
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Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items

Inter-Item ,464 -,007 ,863 ,870 -118,865 ,124 5
Covariances

Item-Total Statistics
Scale Mean if Scale Variance if =~ Corrected Item-  Squared Multiple Cronbach's Alpha

Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
LCl1 12,35 8,773 ,739 ,628 ,701
LC2 12,40 8,868 ,730 ,680 ,704
LC3 12,55 8,719 ,755 ,640 ,695
LC4 12,43 9,318 ,645 475 , 734
LC5 14,10 13,334 ,064 ,031 ,885
Reliability Statistics
Cronbach's Alpha
Based on
Standardized
Cronbach's Alpha Items N of Items
,901 ,903 5

Summary Item Statistics

Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items
Inter-Item ,786 ,590 971 ,381 1,647 ,016 5

Covariances

Item-Total Statistics
Scale Mean if ~ Scale Variance if ~ Corrected Item- = Squared Multiple = Cronbach's Alpha

Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
RE1 14,31 15,335 ,570 ,335 ,920
RE2 14,24 14,058 ,807 ,659 ,868
RE3 14,15 13,798 ,810 ,718 ,867
RE4 14,26 13,983 ,851 ,769 ,859
RES 14,23 14,289 ,752 615 ,880
Reliability Statistics
Cronbach's Alpha
Based on
Standardized
Cronbach's Alpha Items N of Items
,796 ,800 5

Summary Item Statistics

Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items
Inter-Item ,496 -,070 931 1,000 -13,390 ,218 5

Covariances

Item-Total Statistics
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Scale Mean if Scale Variance if ~ Corrected Item- ~ Squared Multiple Cronbach's Alpha
Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
ME1 12,93 9,619 , 727 ,623 ,708
ME2 12,98 9,300 ,785 ,715 ,687
ME3 12,81 9,136 ,823 ,790 ,674
ME4 12,85 9,418 ,805 ,764 ,683
MES5S 13,96 14,851 -,057 ,004 ,932
Reliability Statistics
Cronbach's Alpha Based on
Cronbach's Alpha Standardized Items N of Items
,952 ,952 5
Inter-Item Covariance Matrix
IN1 IN2 IN3 IN4 IN5
IN1 1,242 1,000 ,986 1,007 ,923
IN2 1,000 1,275 1,095 1,057 1,000
IN3 ,986 1,095 1,305 1,103 1,092
IN4 1,007 1,057 1,103 1,325 1,105
IN5 ,923 1,000 1,092 1,105 1,356
Summary Item Statistics
Maximum /
Mean  Minimum Maximum  Range Minimum Variance N of Items
Item Variances 1,301 1,242 1,356 115 1,092 ,002 5
Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if =~ Scale Variance Total Multiple Alpha if Item
Item Deleted if Item Deleted Correlation Correlation Deleted
IN1 14,96 18,170 ,824 ,696 ,947
IN2 14,97 17,662 ,875 ,780 ,939
IN3 14,92 17,383 ,898 ,814 ,935
IN4 14,79 17,370 ,891 ,796 ,936
INS 14,78 17,644 ,842 ,738 ,944
Reliability Statistics
Cronbach's Alpha
Based on
Standardized
Cronbach's Alpha Items N of Items
,955 ,955 5
Summary Item Statistics
Maximum /

Mean  Minimum Maximum Range

Minimum Variance N of Items

Inter-Item 1,104 1,005 1,282 277
Covariances

1,276

,006 5

Item-Total Statistics

339



Scale Mean if Scale Variance if =~ Corrected Item- = Squared Multiple = Cronbach's Alpha
Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
KNI 14,64 19,001 ,854 , 737 ,947
KN2 14,86 18,649 ,873 ,764 ,944
KN3 14,88 19,275 ,847 ,720 ,949
KN4 14,76 18,337 911 ,855 ,938
KNS5 14,86 18,237 ,886 ,826 ,942
Reliability Statistics
Cronbach's Alpha
Based on
Standardized
Cronbach's Alpha Items N of Items
,966 ,966 6
Summary Item Statistics
Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items
Inter-Item ,944 ,879 ,984 ,105 1,119 ,001 6
Covariances
Item-Total Statistics
Scale Mean if Scale Variance if =~ Corrected Item- = Squared Multiple = Cronbach's Alpha
Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
DS1 18,45 24,553 ,886 ,805 ,960
DS2 18,44 24,888 ,886 ,806 ,960
DS3 18,50 24,509 ,861 , 742 ,963
DS4 18,44 24,353 ,900 ,826 ,958
DS5 18,45 24,678 ,903 ,836 ,958
DS6 18,42 24,637 ,904 ,833 ,958
Reliability Statistics
Cronbach's Alpha
Based on
Standardized
Cronbach's Alpha Items N of Items
,928 ,927 4
Summary Item Statistics
Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items
Inter-Item ,796 ,695 ,922 227 1,327 ,006 4
Covariances
Item-Total Statistics
Scale Mean if Scale Variance if =~ Corrected Item- =~ Squared Multiple =~ Cronbach's Alpha
Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
DL1 11,28 8,053 ,836 ,703 ,904
DL2 11,32 8,362 772 ,597 ,924
DL3 11,26 7,512 ,866 757 ,894
DL4 11,29 7,717 ,852 ,740 ,898
Reliability Statistics
Cronbach's Alpha Based on
Cronbach's Alpha Standardized Items N of Items
,957 ,957 5
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Summary Item Statistics

Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items
Inter-Item ,892 ,833 931 ,098 1,118 ,001 5

Covariances

Item-Total Statistics
Scale Mean if Scale Variance if =~ Corrected Item- = Squared Multiple = Cronbach's Alpha

Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
CR1 14,53 14,929 ,883 ,785 ,946
CR2 14,47 15,072 ,880 ,784 ,947
CR3 14,55 15,042 ,861 ,742 ,950
CR4 14,51 14,985 ,898 ,826 ,944
CR5 14,55 15,315 ,878 ,800 ,947
LOAI LC5. NOS, MES5

Reliability Statistics
Cronbach's Alpha Based on
Cronbach's Alpha Standardized Items N of Items

930 930 4

Summary Item Statistics

Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items
Inter-Item ,948 ,904 1,045 ,140 1,155 ,003 4

Covariances

Item-Total Statistics
Scale Mean if Scale Variance if =~ Corrected Item- = Squared Multiple =~ Cronbach's Alpha

Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
NOI1 11,29 9,535 ,808 ,657 918
NO2 11,27 9,536 ,824 ,683 ,913
NO3 11,28 9,135 ,878 ,780 ,895
NO4 11,29 9,327 ,834 ,723 ,909

Reliability Statistics
Cronbach's Alpha Based on
Cronbach's Alpha Standardized Items N of Items

885 885 4

Summary Item Statistics

Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items
Inter-Item ,738 ,623 ,863 ,240 1,385 ,009 4

Covariances

Item-Total Statistics
Scale Mean if Scale Variance if =~ Corrected Item- = Squared Multiple =~ Cronbach's Alpha

Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
LC1 10,49 7,724 ,756 ,620 ,850
LC2 10,54 7,616 ,790 ,674 ,837
LC3 10,70 7,579 ,793 ,640 ,835
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LC4 10,58 8,231 ,661 473 ,885

Reliability Statistics
Cronbach's Alpha Based on

Cronbach's Alpha Standardized Items N of Items
,932 ,933 4
Summary Item Statistics
Maximum /
Mean  Minimum Maximum Range Minimum  Variance N of Items
Inter-Item ,865 , 776 931 ,154 1,199 ,003 4

Covariances

Item-Total Statistics
Scale Mean if Scale Variance if =~ Corrected Item- = Squared Multiple = Cronbach's Alpha

Item Deleted Item Deleted Total Correlation Correlation if Item Deleted
MEI1 10,51 8,772 ,783 ,623 ,930
ME2 10,56 8,464 ,844 ,715 911
ME3 10,38 8,311 ,882 ,790 ,898
ME4 10,43 8,620 ,856 ,764 ,907
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PHU LUC 4.4. PHAN TiCH NHAN TO KHAM PHA EFA BIEN PQC

Factor Analysis

LAP

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,941
Bartlett's Test of Sphericity Approx. Chi-Square 13933,326

df 496

Sig. ,000

Communalities

Initial Extraction
HE1 1,000 ,826
HE2 1,000 ,833
HE3 1,000 ,858
HE4 1,000 ,872
HES 1,000 ,813
NO1 1,000 ,794
NO2 1,000 ,831
NO3 1,000 ,871
NO4 1,000 ,830
LC1 1,000 ,753
LC2 1,000 ,789
LC3 1,000 ,810
LC4 1,000 ,647
REI 1,000 ,522
RE2 1,000 ,783
RE3 1,000 ,812
RE4 1,000 ,846
RE5S 1,000 ,725
ME1 1,000 ,753
ME2 1,000 ,847
ME3 1,000 ,878
ME4 1,000 ,862
IN1 1,000 ,796
IN2 1,000 ,867
IN3 1,000 ,878
IN4 1,000 ,870
INS 1,000 ,818
KNI 1,000 ,826
KN2 1,000 ,850
KN3 1,000 811
KN4 1,000 ,905
KNS5 1,000 ,876

Extraction Method: Principal Component Analysis.

Componen

t

Initial Eigenvalues
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Extraction Sums of Squared
Loadings

Rotation Sums of Squared
Loadings



% of % of % of
Varianc Cumulativ Varianc = Cumulativ Varianc  Cumulativ
Total e e % Total e e % Total e e %
1 13,67 42,740 42,740 13,67 42,740 42,740 4,41 13,791 13,791
7 7 3
2 4,730 14,780 57,520 4,730 14,780 57,520 4,28 13,395 27,186
6
3 2,377 7,430 64,950 2,377 7,430 64,950 4,07 12,744 39,931
8
4 1,681 5,254 70,204 1,681 5,254 70,204 3,84 12,016 51,947
5
5 1,333 4,166 74,370 1,333 4,166 74,370 3,31 10,352 62,299
3
6 1,164 3,636 78,006 1,164 3,636 78,006 3,06 9,566 71,865
1
7 1,089 3,404 81,410 1,089 3,404 81,410 3,05 9,545 81,410
4
8 ,596 1,863 83,273
9 ,542 1,693 84,966
10 ,376 1,177 86,142
11 ,363 1,134 87,277
12 ,331 1,035 88,311
13 ,322 1,007 89,318
14 ,294 ,919 90,237
15 ,284 ,887 91,124
16 ,255 ,795 91,919
17 ,236 , 739 92,658
18 232 ,725 93,383
19 ,229 ,716 94,098
20 213 ,665 94,763
21 ,200 ,626 95,389
22 ,188 ,586 95,975
23 ,162 ,507 96,482
24 ,159 ,497 96,979
25 ,152 474 97,453
26 ,146 457 97,910
27 ,134 418 98,328
28 ,127 ,395 98,724
29 ,120 ,374 99,098
30 ,107 ,333 99,431
31 ,104 ,325 99,756
32 ,078 ,244 100,000
Extraction Method: Principal Component Analysis.
Component Matrix®
Component
1 2 4 5 6 7

HE4
INS

HE3
HES
KN3

838
,804
801
792
,787
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HE2 ,786 -,401

KN2 775 _442

ME3 775

KNI 768 -420

HEI 765 _419
KN4 763 _516

IN3 760 413

KNS5 756 _510

IN4 753 418

MEI 752

ME4 738 - 424
ME2 727 -,449
IN1 718

IN2 716 -437

RE4 ,696 490

RE2 671 499

RE3 661 ,509

RES ,660 440

REI 553

NO3 806

LC1 784

LC2 768

NO1 764

NO4 764

LC3 747 456

NO2 738 _451

LC4 671

Extraction Method: Principal Component Analysis.
a. 7 components extracted.
Rotated Component Matrix®
Component
1 2 3 4 5 6 7

IN2 ,858

IN3 ,832

IN4 ,831

IN1 ,801

INS ,725

KN4 ,856

KN5 ,838

KN2 ,790

KN1 ,784

KN3 ,740

RE4 ,832

RE3 ,820

RE2 ,794

RES ,758

RE1 ,636

HE1 ,779

HE3 767

HE2 ,764

HE4 , 734

HES , 725
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NO2
NO3
NO4
NOl1
LC3
LC2
LC1
LC4
ME2
ME4
ME3
ME1

,883
,868
,854
,827

,874
,846
,801
,776

,793
,792
, 767
,0658

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.?

a. Rotation converged in 7 iterations.

Component Transformation Matrix

Component 3

1 ,470 ,468 ,433 ,451 ,157 ,069 ,375
2 -,082 -,112 -,065 -,030 ,698 ,696 -,066
3 -,578 ,100 ,671 -,322 -,139 ,159 ,240
4 ,361 -,796 ,218 -,096 -,049 ,019 421
5 ,080 ,027 -,152 ,176 -,681 ,689 -,010
6 ,461 ,330 -,099 -,807 -,024 ,006 ,089
7 ,300 -,127 ,527 -,025 -,047 ,035 -,782
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PHU LUC 4.5. PHAN TiCH NHAN TO KHAM PHA EFA BIEN PHU

THUOC
Factor Analysis
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,926
Bartlett's Test of Sphericity Approx. Chi-Square 3163,719

df 15

Sig. ,000

Communalities
Initial Extraction

DSI1 1,000 ,850
DS2 1,000 ,849
DS3 1,000 ,815
DS4 1,000 ,869
DS5 1,000 ,872
DS6 1,000 ,874

Extraction Method: Principal Component Analysis.
Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Component Total % of Variance Cumulative % Total % of Variance Cumulative %
1 5,130 85,495 85,495 5,130 85,495 85,495
2 ,240 3,994 89,489
3 ,221 3,680 93,169
4 ,182 3,034 96,203
5 ,119 1,992 98,194
6 ,108 1,806 100,000

Extraction Method: Principal Component Analysis.
Component Matrix®

Component
1
DS6 ,935
DS5 ,934
DS4 ,932
DSI1 ,922
DS2 ,921
DS3 ,903

Extraction Method: Principal Component Analysis.
a. 1 components extracted.
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,857
Bartlett's Test of Sphericity Approx. Chi-Square 1388,742
df 6
Sig. ,000
Communalities
Initial Extraction
DL1 1,000 ,828
DL2 1,000 ,753
DL3 1,000 ,861
DL4 1,000 ,846
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Extraction Method: Principal Component Analysis.

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Component Total % of Variance = Cumulative % Total % of Variance Cumulative %
1 3,287 82,174 82,174 3,287 82,174 82,174
2 ,322 8,046 90,220
3 ,220 5,510 95,731
4 ,171 4,269 100,000

Extraction Method: Principal Component Analysis.

Component Matrix®

Component
1
DL3 ,928
DL4 ,920
DL1 910
DL2 ,868

Extraction Method: Principal Component Analysis.
a. 1 components extracted.
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PHU LUC 4.6. PHAN TiCH PA CONG TUYEN

Variables Entered/Removed?
Model Variables Entered Variables Removed Method

1 DS, LC, RE, NO, IN, KN, ME, . Enter
HED

a. Dependent Variable: DL
b. All requested variables entered.
Model Summary

Model R R Square Adjusted R Square Std. Error of the Estimate
1 ,680° ,462 ,452 17
a. Predictors: (Constant), DS, LC, RE, NO, IN, KN, ME, HE
ANOVA*

Model Sum of Squares df Mean Square F Sig.
1 Regression 187,667 8 23,458 45,655 ,000°

Residual 218,372 425 514

Total 406,039 433

a. Dependent Variable: DL
b. Predictors: (Constant), DS, LC, RE, NO, IN, KN, ME, HE

Coefficients?
Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) ,864 ,208 4,156 ,000
HE ,095 ,057 ,103 1,678 ,094 ,335 2,988
NO ,074 ,042 ,077 1,744 ,082 ,648 1,543
LC -,062 ,046 -,059  -1,357 ,175 ,677 1,477
ME ,042 ,055 ,041 ,752 ,452 ,420 2,383
IN ,038 ,050 ,041 ,769 ,442 ,441 2,265
KN ,113 ,050 ,125 2,270 ,024 414 2,413
RE ,151 ,051 ,150 2,938 ,003 ,486 2,059
DS ,347 ,050 ,348 6,930 ,000 ,502 1,993

a. Dependent Variable: DL
Collinearity Diagnostics®

Condition Variance Proportions
Model Dimension Figenvalue  Index  (Constant) HE NO LC ME IN KN RE DS
1 1 8,671 1,000 ,00  ,00 ,00 ,00 ,00 ,00 ,00 ,00 ,00
2 ,128 8,224 ,01 01 ,09 ,12 ,01 ,01 ,02 ,01 ,01
3 ,048 13,384 ,00  ,05 ,02 ,01 ,11 ,05 ,00 ,28 ,14
4 ,036 15,488 05 03 ,15 .03 ,06 25 .11 ,01 23
5 ,031 16,814 20,01 ,40 .05 ,02 ,12,30 ,01 ,02
6 ,025 18,768 25,11 )29 )73 ,00  ,00 ,03 ,03 ,03
7 ,023 19,343 ,08 ,09 ,03 .00 20,29 .38 ,00 ,27
8 ,020 20,640 ,01  ,16 ,00 ,00 ,59 ,01 ,15 ,58 ,00
9 ,017 22,400 40 .54 01,05 ,00 26,01 ,08 ,30

a. Dependent Variable: DL
Variables Entered/Removed®

Model Variables Entered Variables Removed Method
1 CR, LC, ME, NO, DS, RE, IN, . Enter
KN, HEP

Model Summary
Model R R Square Adjusted R Square Std. Error of the Estimate
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1 ,702° ,493 ,482 ,697
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 200,138 9 22,238 45,792 ,000°
Residual 205,901 424 ,486
Total 406,039 433
Coefficients®
Unstandardized Standardized Collinearity
Coefficients Coefficients Statistics
Tolera
Model B Std. Error Beta t Sig. nce VIF
1 (Constant) ,694 ,205 3,390 ,001
HE ,068 ,055 ,073 1,221 ,223 ,331 3,017
NO ,077 ,041 ,080 1,873 ,062 648 1,543
ILC -,059 ,045 -,055 -1,316 ,189 677 1,477
ME ,043 ,054 ,043 ,798 ,425 ,420 2,383
IN ,006 ,049 ,006 118 906 434 2,305
KN ,095 ,049 ,106 1,959 ,051 ,412 2,426
RE ,119 ,050 ,118 2,368 ,018 478 2,092
DS ,290 ,050 ,291 5,805 ,000 476 2,099
CR ,210 ,041 ,224 5,068 ,000  ,612 1,635
a. Dependent Variable: DL
Collinearity Diagnostics®
Conditi Variance Proportions
Dime Eigenv on (Consta
Model nsion alue Index nt) HE NO LC ME IN KN RE DS CR
1 1 9,624 1,000 ,00 ,00 ,00 ,00 ,00 ,00 ,00  ,00 ,00 ,00
2 ,132 8,546 ,00 01 ,09 ,13 01 ,01 ,02 .00 ,01 ,01
3 ,052 13,635 , 00 ,00 ,00 ,00 ,13 ,00 ,01 19 ,08 ,26
4 ,043 14,917 03,09 ,09 .,01 ,00 ,12 ,01 .10 ,01 ,40
5 ,034 16,734 ,00 ,00 ,03 ,02 ,05 ,23 29,00 221 ,14
6 ,030 18,031 ,17 00 53 13 02 ,07 13,02 ,07 ,11
7 ,024 19,956 , 30,11 21,67 ,00 ,00 ,03 .01 ,08 ,05
8 ,023 20,382 ,10  ,10 ,03 00 ,19 ,29 , 37,00 ,24 ,00
9 ,020 21,876 00 15 ,00 ,00 ,60 ,02 ,14 .59 ,00 ,03
10 ,017 23,600 39,54 01,05 ,00 ,26 ,01 08 ,29 ,00

a. Dependent Variable: DL
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PHU LUC 4.7. PHAN TICH NHAN TO KHANG DINH CFA

Number of variables in your model: 104
Number of observed variables: 47
Number of unobserved variables: 57
Number of exogenous variables: 57
Number of endogenous variables: 47
Weights Covariances Variances Means Intercepts Total
Fixed 57 0 0 0 0
Labeled 0 0 0 0 0
Unlabeled 37 45 57 0 0
Total 94 45 57 0 0

Notes for Model (Default model)
Computation of degrees of freedom (Default model)

Number of distinct sample moments: 1128

Number of distinct parameters to be estimated: 139

Degrees of freedom (1128 - 139): 989
Result (Default model)

Minimum was achieved
Chi-square = 2091.048
Degrees of freedom = 989
Probability level =.000

Estimate S.E. C.R. P Label

NO4 <ee- NO 1.067 .045 23.708 *oA*
NO3 <-e- NO 1.120 .043 25.858 wokx
NO2 <-e- NO 999 .045 22.135 Hokx
NO1 <-e- NO 1.000

HES <--- HE 1.000

HE4 <--- HE 1.099 .037 29.726 *oA*
HE3 <ee- HE 1.030 .036 28.409 *oA*
HE2 <-e- HE 969 .037 25.893 wokx
HE1 <-e- HE 969 .038 25.589 Hokx
LC4 <-e- Lc 815 .051 15.953 Hokx
LC3 <-e- Lc .980 .048 20.477 wokx
LC2 <--- Lc 1.031 .047 21.992 Hokx
LClI <ee- Lc 1.000

ME4 <--- ME 1.059 .045 23.772 *ok*
ME3 <o-- ME 1.130 .045 24.977 wokx
ME2 <o-- ME 1.062 .047 22.464 *oAk
ME1 <--- ME 1.000

RES5 <--- RE 1.000

RE4 <--- RE 1.077 .046 23.347 *oAk
RE3 <ee- RE 1.096 .050 21.918 *oA*
RE2 <o-- RE 1.020 .049 20.663 wokx
REI <ee- RE 766 .058 13.149 wokx
IN5 <--- IN 1.000

IN4 <--- IN 1.024 .035 29.104 *oA*
IN3 <--- IN 1.029 .034 30.050 Hokx
IN2 <--- IN 983 .036 27.665 Hokx
IN1 <--- IN 919 .037 24.631 HoAK
KNS5 <--- KN 1.000
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Estimate S.E. C.R. P Label
KN4 <ee- KN .986 .028 35.387 wokx
KN3 <ee- KN .874 .031 28.448 wokx
KN2 <ee- KN 942 .031 30.841 wkx
KN1 <em- KN 905 .031 29.322 wokx
DS5 <--- DS 1.000
DS4 <em- DS 1.035 .030 34.626 HoAK
DS3 <ee- DS 1.006 .034 29.880 wokx
DS2 <ee- DS .969 .030 32.019 wokx
DS1 <ee- DS 1.002 .031 32.038 wokx
DL4 <ee- DL 1.057 .040 26.379 Hokx
DL3 <ee- DL 1.119 .040 28.179 *oAK
DL2 <ee- DL 935 .041 23.032 *oAK
DLI <ee- DL 1.000
DS6 <ee- DS 1.003 .029 34.698 Hokx
CD4 <ee- CD 1.000 .031 32.197 Hokx
CD3 <ee- CD .980 .034 28.518 Hokx
CD2 <ee- CD 982 .032 30.264 *oAK
CD1 <emme CD 1.000
CD5 <ee- CD 952 .031 30.292 *oAK
Estimate

NO4 <-- NO .884

NO3 <-- NO 933

NO2 <-- NO .849

NOl <- NO .839

HE5 <--- HE .878

HE4 <--- HE 929

HE3 <--- HE 911

HE2 <--- HE .873

HE1l <--- HE .868

LC4 <--- Lc .695

LC3 <--- Lc .831

LC2 <--- Lc .877

LCl <--- Lc .843

ME4 <--- ME .902

ME3 <--- ME 931

ME2 <--- ME 871

MEl <--- ME .823

RE5 <-- RE 811

RE4 <--—- RE 917

RE3 <--- RE .878

RE2 <--- RE .843

REl <--- RE .597

INS <--- IN .883

INd <--- IN 915

IN3  <--- IN 927

IN2 <--- IN .895

INI  <--- IN .848

KN5 <--- KN 920

KN4 <-- KN 937
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Estimate

KN3 <--- KN .869
KN2 <--- KN .895
KNI <-- KN .879
DS5 <-- DS .924
DS4 <--- DS 924
DS3 <-- DS .879
DS2 <-—- DS 901
DS1 <-—- DS 901
DL4 <--—- DL .884
DL3 <-- DL 911
DL2 <- DL .826
DL1 <- DL .879
DS6 <--- DS .924
Ch4 <-- CD .924
CD3 <-- CD .883
CD2 <-- CD .904
CDl <-- CD 905
CD5 <-- CD 904
Estimate S.E. C.R. P Label
NO <-> HE 228 .050 4.593 Hokx
HE <--> Lc .068 .047 1.444 .149
HE <--> RE .505 .056 8.981 lalo
HE <--> ME .583 .058 10.067 lalo
HE <-> IN 172 .069 11.122 Hokx
HE <--> KN 783 .072 10.855 Hokx
HE <--> DS .667 .062 10.767 Hokx
HE <--> DL .642 .059 10.962 Hokx
HE <--> CD .607 .060 10.105 Hokx
NO <--> Lc .509 .054 9.365 lalo
NO <--> RE 116 .043 2.662 .008
NO <--> ME .136 .043 3.206 .001
NO <-> IN .193 .050 3.868 Hokx
NO <> KN 172 .053 3.207 .001
NO <--> DS 150 .046 3.245 .001
NO <--> DL 157 .043 3.686 Hokx
NO <--> CD 112 .046 2.460 .014
Lc <-> RE .059 .042 1.387 165
Lc <-> ME .057 .041 1.373 .170
Lc <> IN .013 .048 266 .790
Lc <-> KN .037 .052 704 481
Lc <-> DS 016 .045 .355 122
Lc <-> DL .037 .041 .893 372
Lc <-> CD -.034 .045 =767 443
ME <-> RE .544 .054 10.030 Hokk
RE <> IN 446 .055 8.144 Hokk
RE <-> KN .604 .063 9.600 Hokx
RE <--> DS .398 .050 7.917 Hokx
RE <-> DL 485 .051 9.609 Hokx
RE <-> CD 431 .051 8.404 wokx
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Estimate S.E. C.R. P Label
ME <--> IN .563 .058 9.769 oAk
ME <--> KN .599 .061 9.760 ok
ME <-=> DS 437 .050 8.692 oAk
ME <-> DL 480 .049 9.756 HoAk
ME <-> CD 424 .050 8.496 HoAk
IN <-> KN .688 .070 9.886 HoAK
IN <-> DS .594 .060 9.884 oAk
IN <> DL .584 .057 10.253 oAk
IN <-> CD 578 .060 9.685 oAk
KN <--> DS 775 .069 11.311 HoAk
KN <--> DL 791 .067 11.880 *oA*
KN <--> CD .685 .066 10.411 *oA*
DS <--> DL 709 .058 12.122 Hokx
DS <-> CD .662 .059 11.189 oAk
DL <> CD .643 .056 11.437 HoAk
Estimate
NO <--> HE 243
HE <> Lc .075
HE <> RE 558
HE <-> ME .660
HE <-> IN 744
HE <--> KN .695
HE <-> DS .683
HE <-> DL 732
HE <-> CD .627
NO <--> Lc .610
NO <--> RE 139
NO <--> ME .168
NO <--> IN 202
NO <--> KN .166
NO <-> DS 167
NO <--> DL .194
NO <-> CD 126
Le <-—> RE .073
¢ <-> ME .072
Lc <> IN .014
Lc <-> KN .036
Lc <-> DS .018
Lc <--> DL .047
Lc <-> CD -.040
ME <--> RE .694
RE <-> IN 485
RE <-> KN .605
RE <-> DS 459
RE <--> DL .624
RE <-> CD .502
ME <-> IN .626
ME <-> KN 613
ME <--> DS S15
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Estimate

ME <--> DL .631

ME <-> CD .504

IN <--> KN .600

IN <> DS 597

IN <> DL .654

IN <-> CD .586

KN <--> DS 718

KN <--> DL .816

KN <--> CD .640

DS <-—> DL .843

DS <-> CD 712

DL <-> CD 771

Estimate S.E. C.R. P Label

NO .863 .081 10.628 ook
HE 1.020 .088 11.527 kol
Lc .805 .077 10.507 ok
ME 767 .074 10.346 koo
RE .802 .080 10.087 koK
IN 1.055 .091 11.641 ook
KN 1.245 .100 12.511 ook
DS 937 .074 12.624 ok ok
DL 756 .066 11.519 wkx
CD 921 .076 12.156 wkx
el 273 .025 11.115 ook
e2 161 .020 8.145 ook
e4 .364 .029 12.411 ook
e3 334 .027 12.192 ok ok
e5 304 .024 12.526 ok ok
) .196 .019 10.588 wkx
e’ 222 .019 11.512 ok ok
€9 312 .025 12.717 ook
e8 298 .024 12.620 ook
el0 572 .043 13.239 ook
ell .348 .031 11.089 kol
el3 327 .031 10.687 kol
el2 258 .028 9.302 kol
eld .196 .018 10.831 ook
el5 151 .017 9.028 ook
el7 .366 .028 12.919 ook
el6 274 .023 11.971 kol
el8 416 .033 12.739 kol
el9 176 .019 9.238 kol
e20 287 .026 11.200 ook
e22 .849 .060 14.158 ook
e2l .339 .028 12.171 ook
e23 298 .024 12.379 ook
e24 216 .019 11.315 ook
e25 .184 .017 10.665 ook
e27 .348 .027 13.039 oo
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Estimate S.E. C.R. P Label
€26 253 021 12.055 HoAk
€28 225 .020 11.406 HoAk
€29 .169 .016 10.442 HoAk
e30 .309 .024 12.896 HAK
e32 .300 .024 12.704 HAK
e31 273 .022 12.315 HAK
e33 161 .013 11.992 HoAk
e34 173 .014 12.002 HoAk
e35 278 021 13.128 HoAk
e37 218 .017 12.703 HoAk
€36 204 .016 12.707 *A*
e38 237 .020 11.890 *E*
€39 195 .018 10.829 *A*
edl 222 .018 12.023 HoAk
e40 308 .024 13.035 HoAk
e42 161 .013 11.979 HoAk
e43 157 .014 11.089 *A*
ed4 249 .020 12.542 *A*
e46 203 .017 11.915 *A*
e45 .199 .017 11.970 HoAk
ed7 187 016 11.959 HoAk
Parameter SE SE-SE Mean Bias SE-Bias
NO4 <--- NO .053 .001 1.067 .001 .001
NO3 <--—- NO .049 .000 1.121 .001 .001
NO2 <-- NO .054 .001 1.000 .001 .001
NOl <-- NO .000 .000 1.000 .000 .000
HE5 <--- HE .000 .000 1.000 .000 .000
HE4 <--- HE .039 .000 1.101 .002 .001
HE3 <--- HE .039 .000 1.031 .002 .001
HE2 <--- HE .041 .000 971 .002 .001
HE1 <--- HE .043 .000 971 .002 .001
LC4 <-- Lc .059 .001 816 .001 .001
LC3 <-- Lc 051 .001 983 .003 .001
LC2 <--- Lc .041 .000 1.033 .002 .001
LCl <-- Lc .000 .000 1.000 .000 .000
ME4 <--- ME .044 .000 1.059 .000 .001
ME3 <--- ME .043 .000 1.130 .000 .001
ME2 <--- ME .043 .000 1.063 .001 .001
MEl <-- ME .000 .000 1.000 .000 .000
RE5 <-- RE .000 .000 1.000 .000 .000
RE4 <-- RE .042 .000 1.078 .001 .001
RE3 <--—- RE .044 .000 1.097 .001 .001
RE2 <-- RE .043 .000 1.021 .001 .001
RE1 <-- RE .069 .001 767 .001 .001
IN5 <-- IN .000 .000 1.000 .000 .000
INd  <--- IN .033 .000 1.024 .000 .000
IN3  <-- IN .036 .000 1.031 .002 .001
N2  <--- IN .038 .000 984 .001 .001
INl  <-- IN .040 .000 918 -.001 .001
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Parameter SE SE-SE Mean Bias SE-Bias
KN5 <--- KN .000 .000 1.000 .000 .000
KN4 <--- KN .023 .000 .986 .000 .000
KN3 <--- KN .033 .000 .874 .000 .000
KN2 <--- KN .029 .000 942 .001 .000
KNl <--- KN .036 .000 905 .000 .001
DS5 <-- DS .000 .000 1.000 .000 .000
DS4 <-- DS .027 .000 1.035 -.001 .000
DS3 <-- DS .034 .000 1.006 .000 .000
DS2 <-—- DS .035 .000 968 .000 .000
DS1 <- DS .034 .000 1.003 .000 .000
DL4 <-- DL .039 .000 1.058 .001 .001
DL3 <- DL .041 .000 1.121 .001 .001
DL2 <-- DL .053 .001 935 .000 .001
DL1 <-- DL .000 .000 1.000 .000 .000
DS6 <-- DS .024 .000 1.004 .000 .000
Ch4 <-- CD .031 .000 1.000 .000 .000
CD3 <-- CD .033 .000 981 .001 .000
CD2 <- CD .030 .000 982 .000 .000
CDl <-- CD .000 .000 1.000 .000 .000
CD5 <-- CD .029 .000 953 .000 .000
Parameter SE SE-SE Mean Bias SE-Bias
NO4 <--- NO .021 .000 .884 -.001 .000
NO3 <-- NO .013 .000 932 -.001 .000
NO2 <- NO .029 .000 .848 -.001 .000
NOl <- NO .027 .000 .838 .000 .000
HE5 <--- HE .019 .000 877 -.001 .000
HE4 <--—- HE .014 .000 928 .000 .000
HE3 <--- HE .014 .000 911 .000 .000
HE2 <-- HE .016 .000 873 .000 .000
HEl <-- HE .019 .000 .868 .000 .000
LC4 <--- Lc .039 .000 .694 -.001 .001
LC3 <--- Lc .026 .000 831 .000 .000
LC2 <--- Lc .018 .000 .876 .000 .000
LCl <--- Lc .024 .000 .842 -.001 .000
ME4 <--- ME .015 .000 .902 .000 .000
ME3 <--- ME .013 .000 931 .000 .000
ME2 <--- ME .018 .000 871 .000 .000
MEl <--- ME .023 .000 .823 .000 .000
RE5 <-- RE .027 .000 811 .000 .000
RE4 <--—- RE .014 .000 917 .000 .000
RE3 <-- RE .018 .000 878 .000 .000
RE2 <-- RE .021 .000 .843 .000 .000
RE1 <-- RE .047 .000 .597 .000 .001
INS <--- IN .020 .000 .883 .000 .000
INd <-- IN .014 .000 914 -.001 .000
IN3 <--- IN .012 .000 .927 .000 .000
IN2 <--- IN .013 .000 .895 .000 .000
INI  <--- IN .020 .000 .846 -.002 .000
KNS5 <-- KN .014 .000 .920 .000 .000
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Parameter SE SE-SE Mean Bias SE-Bias
KN4 <--- KN .009 .000 937 .000 .000
KN3 <--- KN .018 .000 .868 -.001 .000
KN2 <--- KN .014 .000 .895 .000 .000
KNl <-- KN .019 .000 878 -.001 .000
DS5 <-- DS .009 .000 .924 .000 .000
DS4 <-- DS .009 .000 923 .000 .000
DS3 <-—- DS .014 .000 .879 .000 .000
DS2 <-—- DS .013 .000 .900 .000 .000
DS1 <-—- DS .016 .000 901 .000 .000
DL4 <-- DL .012 .000 .883 .000 .000
DL3 <- DL .010 .000 911 .000 .000
DL2 <-- DL .020 .000 .825 .000 .000
DLl <-- DL .012 .000 .879 .000 .000
DS6 <-- DS .010 .000 .924 .000 .000
Ch4 <-- CD .010 .000 .924 .000 .000
CD3 <-- CD .013 .000 .883 .000 .000
CD2 <-- CD .013 .000 903 .000 .000
CDl <-- CD .014 .000 905 .000 .000
CD5 <-- CD .012 .000 .904 -.001 .000

Parameter SE SE-SE Mean Bias SE-Bias
NO <--> HE .060 .001 225 -.004 .001
HE <--> Lc .054 .001 .067 -.001 .001
HE <--> RE .071 .001 .503 -.001 .001
HE <> ME .071 .001 582 -.001 .001
HE <> IN .085 .001 768 -.003 .001
HE <> KN .086 .001 781 -.002 .001
HE <--> DS .075 .001 .665 -.002 .001
HE <--> DL .071 .001 .640 -.002 .001
HE <-> CD .073 .001 .605 -.002 .001
NO <--> Lc .065 .001 .507 -.002 .001
NO <--> RE .050 .000 115 -.001 .001
NO <--> ME .050 .001 135 -.002 .001
NO <-> IN .059 .001 .190 -.003 .001
NO <--> KN .065 .001 .169 -.002 .001
NO <--> DS .051 .001 .148 -.002 .001
NO <--> DL .051 .001 155 -.002 .001
NO <--> CD .051 .001 110 -.002 .001
Lc¢ <-> RE .048 .000 .058 -.001 .001
Lc¢ <-> ME .047 .000 .056 -.001 .001
Lc <> IN .051 .001 .013 .000 .001
Lc <-> KN .060 .001 .035 -.001 .001
Lc <-> DS .048 .000 .015 -.001 .001
Lc¢ <> DL .045 .000 .036 -.001 .001
Lec <-> CD .048 .000 -.034 .000 .001
ME <--> RE .067 .001 .544 .000 .001
RE <> IN .070 .001 444 -.002 .001
RE <-> KN .075 .001 .603 -.002 .001
RE <--> DS .066 .001 .397 .000 .001
RE <-> DL .066 .001 485 -.001 .001
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Parameter SE SE-SE Mean Bias SE-Bias
RE <-> CCD .064 .001 430 -.001 .001
ME <-> IN .073 .001 562 -.001 .001
ME <--> KN .075 .001 .598 -.001 .001
ME <-> DS .063 .001 436 -.001 .001
ME <-> DL .063 .001 480 .000 .001
ME <-> CD .061 .001 423 .000 .001
IN <> KN .087 .001 .686 -.002 .001
IN <> DS .074 .001 591 -.003 .001
IN <> DL .072 .001 .581 -.003 .001
IN <> CCD .075 .001 .576 -.002 .001
KN <-> DS .073 .001 775 -.001 .001
KN <--> DL .073 .001 .790 -.001 .001
KN <-> CD .076 .001 .685 -.001 .001
DS <-> DL .066 .001 708 -.001 .001
DS <-> CD .073 .001 .661 -.001 .001
DL <> (CD .069 .001 .642 -.001 .001
Parameter SE SE-SE Mean Bias SE-Bias
NO <-> HE .058 .001 239 -.004 .001
HE <> Lc .059 .001 .074 -.001 .001
HE <> RE .045 .000 .556 -.002 .001
HE <--> ME .035 .000 .658 -.002 .000
HE <> IN .028 .000 742 -.002 .000
HE <--> KN .036 .000 .694 -.001 .001
HE <> DS .039 .000 .681 -.002 .001
HE <> DL .033 .000 730 -.002 .000
HE <> CD .042 .000 .625 -.001 .001
NO <> Lc .042 .000 .609 -.001 .001
NO <-> RE .057 .001 138 -.001 .001
NO <--> ME .058 .001 .165 -.003 .001
NO <--> IN .057 .001 .199 -.003 .001
NO <> KN .060 .001 .163 -.003 .001
NO <> DS .055 .001 .164 -.003 .001
NO <-> DL .059 .001 192 -.002 .001
NO <--> CD .056 .001 124 -.002 .001
Lc <--> RE .060 .001 .073 -.001 .001
Lc <--> ME .059 .001 .071 -.001 .001
Lc <> IN .056 .001 .013 .000 .001
Lc¢ <> KN .060 .001 .035 -.002 .001
Lc <-> DS .056 .001 .017 -.001 .001
Lc <-> DL .057 .001 .046 -.001 .001
Lc <-> CD .056 .001 -.040 .000 .001
ME <--> RE .035 .000 .692 -.002 .000
RE <> IN .048 .000 482 -.003 .001
RE <> KN .043 .000 .603 -.002 .001
RE <-> DS .053 .001 457 -.002 .001
RE <-> DL .043 .000 .621 -.002 .001
RE <-> CD .049 .000 .500 -.002 .001
ME <--> IN .039 .000 .623 -.003 .001
ME <--> KN .042 .000 .611 -.002 .001
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Parameter SE SE-SE Mean Bias SE-Bias

ME <-=> DS .045 .000 513 -.002 .001
ME <-> DL .039 .000 .629 -.002 .001
ME <-> CD .047 .000 .503 -.001 .001
IN <-> KN .042 .000 .598 -.002 .001
IN <-> DS .045 .000 .594 -.003 .001
IN <-> DL .039 .000 .651 -.003 .001
IN <> CCD .044 .000 .584 -.002 .001
KN <--> DS .032 .000 717 -.001 .000
KN <--> DL .025 .000 815 .000 .000
KN <-> CD .043 .000 .640 .000 .001
DS <--> DL .021 .000 .842 -.001 .000
DS <-> CD .049 .000 712 -.001 .001
DL <-> CD .037 .000 770 -.001 .001
Parameter SE SE-SE Mean Bias SE-Bias

NO .086 .001 .862 -.001 .001

HE .096 .001 1.017 -.003 .001

Lc .083 .001 .803 -.002 .001

ME .080 .001 768 .001 .001

RE .086 .001 .803 .001 .001

IN .106 .001 1.054 -.001 .001

KN .095 .001 1.244 -.001 .001

DS .081 .001 938 .001 .001

DL .072 .001 155 -.001 .001

CD .086 .001 .920 -.001 .001

el .042 .000 272 -.001 .001

e2 .028 .000 161 .000 .000

e4 .055 .001 .363 -.002 .001

e3 .057 .001 332 -.002 .001

es5 .041 .000 303 -.001 .001

e6 .034 .000 .195 -.001 .000

e7 .029 .000 220 -.001 .000

€9 .036 .000 310 -.002 .001

e8 .030 .000 297 -.001 .000

el0 .055 .001 .569 -.003 .001

ell .046 .000 345 -.003 .001

el3 .042 .000 327 -.001 .001

el2 .032 .000 256 -.001 .000

el4 .024 .000 195 -.001 .000

els .024 .000 .149 -.001 .000

el7 .039 .000 364 -.002 .001

el6 .032 .000 273 -.001 .000

el8 .052 .001 414 -.003 .001

el9 .025 .000 175 -.001 .000

e20 .036 .000 .286 -.002 .001

e22 .083 .001 .844 -.005 .001

e2l .038 .000 338 -.001 .001

e23 .044 .000 296 -.002 .001

e24 .030 .000 216 .000 .000

e25 .027 .000 182 -.002 .000
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Parameter SE SE-SE Mean Bias SE-Bias
e27 .037 .000 .349 .001 .001
€26 .026 .000 252 -.002 .000
€28 .037 .000 224 -.001 .001
€29 .020 .000 .168 -.001 .000
e30 .031 .000 308 -.001 .000
e32 .039 .000 .299 -.001 .001
e31 .029 .000 271 -.002 .000
e33 .015 .000 .160 -.001 .000
e34 .018 .000 173 -.001 .000
e35 .026 .000 278 -.001 .000
e37 .029 .000 217 -.001 .000
e36 .020 .000 204 -.001 .000
e38 .017 .000 236 -.001 .000
e39 .016 .000 .193 -.001 .000
e41 .014 .000 222 -.001 .000
e40 .025 .000 306 -.002 .000
e42 .017 .000 .160 -.001 .000
e43 .017 .000 156 -.001 .000
e44 .020 .000 248 -.001 .000
e46 .024 .000 202 -.001 .000
e45 .020 .000 .198 -.001 .000
e47 .019 .000 .186 .000 .000
Iterati Negatwe Conditi Smallest Diamet NTri .
eigenval eigenval F Ratio
on on# er es
ues ue
9999.0 23066.8 9999.0
0 45 -1.429 00 1 0 00
1 69 _745 6.968 131375 T 90 218
2 33 -.430 1.825 82363'58 5 918
3 16 -.353 862 5763'07 5 941
4 5 -.181 1.103 37237'31 5 908
5 2 -.180 761 283333 5 878
6 1 -.010 762 23432'56 5 .862
7 0 261;).09 662 213:.42 5 280
2 0 1008.60 560 2095.67 1 996
6 5
9 0 901.902 .126 20971 15 1 1.087
10 0 897.757 .023 209; 04 1 1.022
11 0 913332 001 20981'04 1 1.001
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Iterations Method 0 Method 1 Method 2
1 0 0 0
2 0 0 0
3 0 0 0
4 0 0 0
5 0 0 0
6 0 0 0
7 0 4 0
8 0 185 0
9 0 1445 0
10 0 1795 0
11 0 1122 0
12 0 324 0
13 0 96 0
14 0 20 0
15 0 7 0
16 0 0 0
17 0 2 0
18 0 0 0
19 0 0 0
Total 0 5000 0
[ —
2646.413 [*
2750.730 [*
2855.046 [¥**
N =5000 3376.629 [k
Mean = 3215.330 3480.946 elakalaato
S.e.=2.590 3585.262 [¥H*
3689.579 |*
3793.895 |*
3898.212 |*
4002.529 [*
4106.845 [*
[
[ ——
2222.629 |*
2255.972 [**
2422.688 kol
N =5000 2456.031 [*
Mean = 2342.250 2489.374 |*
S.e.=.595 2522.717 |*
2556.060 |*
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2589.403

|
2622.747 |
2656.090 |
2689.433 |*
[—
[ —
-937.537 |*
-711.283 |*
-485.030 [¥**
Mean = 485.316 872.492 [ sk ok ok ok ok ok
S.e.=6.815 1098.745 lailollolaloi
1324.999 kool
1551.252 |**
1777.506 [*
2003.760 [*
2230.013 [*
[ ——
| ____________________
-39.629 |*
51.045 |*
141.719 [**
Mean = 492.435 685.763 laialiaololol
S.e.=2.387 776.437 elakalaato
867.111 |**
957.785 [*
1048.459 [*
1139.133 [*
1229.808 [*
[ ——
Model NPAR CMIN DF P CMIN/DF
Default model 139 2091.048 989 .000 2.114
Saturated model 1128 .000 0
Independence model 47 23565.184 1081 .000 21.799
Model RMR GFI AGFI PGFI
Default model .043 .835 811 732
Saturated model .000 1.000
Independence model .550 .091 .051 .087
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NFI RFI IFT TLI
Model Deltal rhol Delta2 rho2 CFl
Default model 911 903 951 .946 951
Saturated model 1.000 1.000 1.000
Independence model .000 .000 .000 .000 .000
Model PRATIO PNFI PCFI
Default model 915 .834 .870
Saturated model .000 .000 .000
Independence model 1.000 .000 .000
Model NCP LO 90 HI 90
Default model 1102.048 974.424 1237.389
Saturated model .000 .000 .000
Independence model 22484.184 21988.203 22986.544
Model FMIN FO LO 90 HI 90
Default model 4.829 2.545 2.250 2.858
Saturated model .000 .000 .000 .000
Independence model 54.423 51.927 50.781 53.087
Model RMSEA LO 90 HI 90 PCLOSE
Default model .051 .048 .054 342
Independence model 219 217 222 .000
Model AIC BCC BIC CAIC
Default model 2369.048 2403.707 2935.201 3074.201
Saturated model 2256.000 2537.268 6850.394 7978.394
Independence model 23659.184 23670.904 23850.617 23897.617
Model ECVI LO 90 HI 90 MECVI
Default model 5.471 5.176 5.784 5.551
Saturated model 5.210 5.210 5.210 5.860
Independence model 54.640 53.495 55.800 54.667
HOELTER HOELTER
Model 05 01
Default model 221 227
Independence model 22 22

Minimization:
Miscellaneous: 1.975
Bootstrap: 46.054
Total: 48.119
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PHU LUC 4.8. PHAN TiCH PHUONG TRINH CAU TRUC SEM

MO HINH 1:
Variable counts (Group number 1)
Number of variables in your model: 91

Number of observed variables: 37
Number of unobserved variables: 54
Number of exogenous variables: 46
Number of endogenous variables: 45
Weights  Covariances  Variances Means Intercepts  Total
Fixed 54 0 0 0 0 54
Labeled 3 0 0 0 0 3
Unlabeled | 34 0 46 0 0 80
Total 91 0 46 0 0 137
Number of distinct sample moments: 703
Number of distinct parameters to be estimated: 83
Degrees of freedom (703 - 83): 620
Estimate S.E. C.R. P Label
DS <-- MTE | .897 059 15280 *** bl
HE <--- MTE | 1.000
NO <--- MTE | .256 058 4447 *xk
RE <--- MTE | .743 058 12.764  ***
ME <--- MTE | .848 056  15.084  ***
IN <--—- MTE | .950 063 15.121  ***
KN <--- MTE | 1.131 066  17.151  ***
DL <--- MTE | .597 057  10.544  *** b2
DL <-- DS 357 .042  8.400 ¥k b3
HE1 <--- HE 1.000
HE2 <--- HE 1.000 039 25320  ***
HE4 <--- HE 1.133 039  28.796  ***
HE5 <--- HE 1.032 040  25.606  *F**
NO4 <--- NO 1.070 045 23.536  ***
NO3 <--- NO 1.120 044 25486  ***
NO2 <--- NO 1.006 045 22,172 k*x*

NOl <--- NO 1.000
ME4 <--- ME 1.000

ME3 <--- ME 1.064 034 31396  ***
ME2 <--- ME 1.004 037 27.111  ***
ME1l <--- ME .939 040 23.596  #**
INS <--- 1IN 1.000

IN4 <--- IN 1.025 035 29.167  ***
IN3 <--- IN 1.028 034 29923 H*x*
IN2 <--- IN 983 035 27.702  **x*
IN1 <--- 1IN 918 037  24.619  ***
RE5 <-- RE 1.000

RE4 <--- RE 1.085 046  23.484  wx*
RE3 <--- RE 1.098 050  21.924  #**
RE2 <--- RE 1.008 050 20.278  ***
KN5 <--- KN 1.000

KN4 <--- KN 988 028 35589  xx*
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Estimate S.E. C.R. P Label
KN3 <--- KN .874 031 28.454  ***
KN2 <--- KN .940 031 30.712  ***
KNI <--- KN .904 031  29.209  ***
DLl <--- DL 1.000
DL2 <--- DL 931 041 22,770 ***
DL3 <--- DL 1.119 040 27.997  ***
DL4 <--- DL 1.063 040  26.554  ***
DS2 <--- DS .968 .032  29.882  ¥**
DS3 <--- DS 1.004 036 28.026  ***
DS4 <--- DS 1.034 032 31.939  **=*
DS5 <--- DS .998 .031 31.889  ***
DS1 <--- DS 1.000
DS6 <--- DS 1.002 031 31.986  ***
HE3 <--- HE 1.064 038  27.730  ***
Estimate
DS <--—- MTE | .773
HE <--- MTE | 854
NO <--- MTE | .231
RE <--- MTE | .694
ME <--- MTE | .763
IN <--—- MTE | .773
KN <--- MTE | .847
DL <--- MTE | 574
DL <-- DS 398
HEl1 <--- HE .869
HE2 <--- HE .873
HE4 <--- HE 928
HE5 <--- HE .878
NO4 <--- NO .885
NO3 <--- NO 931
NO2 <--- NO .853
NOl <--- NO .837
ME4 <--- ME .904
ME3 <--- ME 930
ME2 <--- ME .874
ME1 <--- ME .819
IN5 <--—- 1IN .883
IN4 <--—- IN 916
IN3 <-—- IN 925
IN2 <--- IN .896
INl <-- IN .848
RE5 <--- RE 812
RE4 <--- RE .924
RE3 <--- RE .879
RE2 <--- RE .833
KN5 <--- KN .920
KN4 <--- KN .938
KN3 <--- KN .869
KN2 <--- KN .894
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Estimate

KN1 <--- KN .878

DL1 <-- DL .879

DL2 <--- DL .822

DL3 <--- DL 910

DL4 <--- DL .888

DS2 <--- DS 902

DS3 <--- DS .879

DS4 <--- DS .924

DS5 <--- DS .924

DS1 <--- DS .900

DS6 <--- DS 925

HE3 <--- HE 912

Estimate S.E. C.R. P Label

MTE .699 .076  9.157 ook
e49 377 037 10276  ***
e42 259 .030 8.691 ok
e43 813 077 10.523  **=*
e45 416 .045  9.292 ook
e46 .360 035 10.269  ***
e47 424 042 10.074  ***
e48 352 .037  9.447 ok
e50 120 015  7.720 Hkok
el 312 025  12.680  ***
e2 298 024 12586  ***
e3 .199 019  10.591  **=*
e4 .303 024 12480  ***
es5 273 025 10904  ***
e6 .165 .021  8.001 Hkok
e7 325 027  11.954  **=*
e8 .368 030 12336  ***
el3 .193 018 10.646  ***
eld 153 .017  8.969 ook
el5 269 023 11.829  ***
el6 373 029 12924  w*k
el7 298 .024 12339  ®**
el8 214 019  11.216  ***
el9 187 017  10.691  ***
e20 252 021  11.993  ***
e2l .349 027  13.015  ***
e22 416 033  12.641  ***
e23 161 .019  8.337 kol
e24 284 026 10915  ***
e25 358 029 12249  ***
e27 225 020 11.364  ***
e28 165 016 10.266  ***
e29 .309 .024 12876  ***
e30 276 022 12326  ***
e3l .303 024 12710  ***
e32 222 019 11.869  ***
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Estimate S.E. C.R. P Label

e33 314 024 12988  ***

e34 .196 018 10.654  ***

e35 229 .020 11.583  #**

e36 220 017 12704  ***

e37 203 016  12.665  ***

e38 279 021  13.118  ***

e39 172 014  11.950  ***

€40 162 013 11.971  ***

e4l .160 013 11.930  ***

e51 219 019  11.413  #*=

Parameter SE SE-SE  Mean Bias SE-Bias
DS <--—- MTE | .057 .001 .899 .002 .001
HE <-—- MTE | .000 .000 1.000 .000 .000
NO <--—- MTE | .072 .001 253 -.003 .001
RE <--—- MTE | .065 .001 744 .001 .001
ME <--- MTE | .055 .001 .848 .000 .001
IN <-—- MTE | .064 .001 950 -.001 .001
KN <-—- MTE | .062 .001 1.134  .003 .001
DL <--—- MTE | .076 .001 .600 .003 .001
DL <-- DS .055  .001 356 -.001 .001
HEl <--- HE .000 .000 1.000 .000 .000
HE2 <--- HE .034  .000 1.001  .001 .000
HE4 <--- HE .040  .000 1.133  .001 .001
HE5 <--- HE .045  .000 1.033  .000 .001
NO4 <--- NO .053  .001 1.070  .001 .001
NO3 <--- NO .049  .000 1.122  .002 .001
NO2 <--- NO .054  .001 1.007 .001 .001
NOl <--- NO .000 .000 1.000 .000 .000
ME4 <--- ME .000 .000 1.000 .000 .000
ME3 <--- ME .038 .000 1.064 .001 .001
ME2 <--- ME .034  .000 1.005 .001 .000
MEl <--- ME .039 .000 .940 .001 .001
IN5 <--—- 1IN .000 .000 1.000 .000 .000
IN4 <-—- 1IN .033  .000 1.025  .000 .000
IN3 <-—- 1IN .036  .000 1.030 .002 .001
IN2 <-—- 1IN .038 .000 985 .002 .001
INl <-- IN .040  .000 918 .000 .001
RE5S <--- RE .000 .000 1.000 .000 .000
RE4 <--- RE .043 .000 1.086 .001 .001
RE3 <--- RE .046  .000 1.099 .001 .001
RE2 <--- RE .043 .000 1.008 .001 .001
KN5 <--- KN .000 .000 1.000 .000 .000
KN4 <--- KN .023  .000 988 .000 .000
KN3 <--- KN .032  .000 874 .000 .000
KN2 <--- KN .028  .000 941 .000 .000
KNI <--- KN .036  .000 904 .000 .001
DL1 <--—- DL .000 .000 1.000 .000 .000
DL2 <--- DL .053  .001 931 .000 .001
DL3 <--- DL .041  .000 1.119  .001 .001
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Parameter SE SE-SE  Mean Bias SE-Bias
DL4 <--- DL .040  .000 1.063  .001 .001
DS2 <--- DS .025  .000 968 .000 .000
DS3 <--- DS .032  .000 1.005 .000 .000
DS4 <--- DS .037  .000 1.035 .000 .001
DS5 <--- DS .033  .000 .999 .001 .000
DS1 <--- DS .000 .000 1.000 .000 .000
DS6 <--- DS .033  .000 1.003 .001 .000
HE3 <--- HE .040  .000 1.065 .001 .001
Parameter SE SE-SE  Mean Bias SE-Bias
DS <--—- MTE | .034 .000 772 -.001 .000
HE <--- MTE | .022 .000 .853 -.001 .000
NO <--- MTE | .062 .001 228 -.004 .001
RE <--—- MTE | .039 .000 .692 -.002 .001
ME <--- MTE | .032 .000 761 -.002 .000
IN <--—- MTE | .032 .000 71 -.002 .000
KN <--- MTE | .024 .000 .847 -.001 .000
DL <--- MTE | .062 .001 575 .001 .001
DL <-- DS .061 .001 .397 -.001 .001
HEl <--- HE .019  .000 .868 .000 .000
HE2 <--- HE .016 .000 873 .000 .000
HE4 <--- HE .014  .000 927 .000 .000
HE5 <--- HE .019  .000 877 -.001 .000
NO4 <--- NO .021  .000 .884 -.001 .000
NO3 <--- NO .014  .000 931 -.001 .000
NO2 <--- NO .029  .000 .853 -.001 .000
NO1 <--- NO .027  .000 .836 .000 .000
ME4 <--- ME 015  .000 .904 .000 .000
ME3 <--- ME .013  .000 .930 .000 .000
ME2 <--- ME .018  .000 873 .000 .000
ME1l <--- ME .023  .000 .819 .000 .000
IN5S <--- IN .020  .000 .883 -.001 .000
IN4 <--- IN .014  .000 915 -.001 .000
IN3 <--- IN 012  .000 .926 .000 .000
IN2 <--- 1IN .013  .000 .895 .000 .000
INl <--- 1IN .020  .000 .846 -.002 .000
RE5 <--- RE .027  .000 812 .000 .000
RE4 <--- RE .013  .000 924 .000 .000
RE3 <--- RE .018 .000 879 .000 .000
RE2 <--- RE .023  .000 .833 .000 .000
KN5 <--- KN .014  .000 .920 .000 .000
KN4 <--- KN .009 .000 938 .000 .000
KN3 <--- KN .018  .000 .868 -.001 .000
KN2 <--- KN .014  .000 .894 .000 .000
KNI <--- KN .019  .000 877 -.001 .000
DL1 <--- DL 012 .000 .879 .000 .000
DL2 <--- DL .020  .000 821 .000 .000
DL3 <--- DL .010 .000 910 .000 .000
DL4 <--- DL .012  .000 .888 .000 .000
DS2 <--- DS .013  .000 901 .000 .000
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Parameter SE SE-SE  Mean Bias SE-Bias
DS3 <--- DS .014  .000 .879 .000 .000
DS4 <--- DS .009 .000 .924 .000 .000
DS5 <--- DS .010 .000 923 .000 .000
DS1 <--- DS .016  .000 .900 .000 .000
DS6 <--- DS .010 .000 925 .000 .000
HE3 <--- HE .013  .000 912 .000 .000

Parameter | SE SE-SE  Mean Bias SE-Bias
MTE .081 .001 .698 -.001 .001
e49 .055  .001 378 .000 .001
e42 .039  .000 259 .000 .001
e43 .081 .001 .809 -.004 .001
e45 .047  .000 416 .000 .001
e46 .043  .000 .360 .001 .001
e47 .045  .000 424 -.001 .001
e48 .050 .001 351 -.001 .001
e50 .018  .000 118 -.002 .000
el .036  .000 310 -.002 .001
e2 .030 .000 297 -.001 .000
e3 .034  .000 .198 -.001 .000
e4 .041  .000 302 -.001 .001
e5 .043  .000 272 -.001 .001
e6 .031  .000 165 .000 .000
e7 .057 .001 323 -.002 .001
e8 .056 .001 367 -.001 .001
el3 .024  .000 192 -.001 .000
eld .025  .000 151 -.001 .000
el5 .033  .000 269 -.001  .000
el6 .039  .000 .370 -.002 .001
el7 .044  .000 296 -.001 .001
el8 .030 .000 214 .000 .000
el9 .027  .000 185 -.002 .000
€20 .026  .000 250 -.002 .000
e2l .037  .000 .349 .001 .001
e22 .052  .001 413 -.003 .001
e23 .024  .000 .160 -.001 .000
e24 .036  .000 282 -.002 .001
e25 .039  .000 357 -.001 .001
e27 .037  .000 223 -.001 .001
e28 .020 .000 .164 -.001 .000
e29 .031  .000 307 -.001 .000
e30 .029  .000 275 -.002 .000
e3l .039  .000 302 -.001 .001
e32 .014  .000 222 -.001 .000
e33 .025  .000 312 -.002 .000
e34 .016  .000 195 -.001  .000
e35 .017  .000 228 -.001 .000
e36 .030 .000 219 -.001 .000
e37 .020  .000 202 -.001 .000
e38 .026  .000 279 -.001  .000
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Parameter | SE SE-SE  Mean Bias SE-Bias
e39 .018  .000 171 -.001  .000
e40 .015  .000 161 -.001  .000
e41 .017  .000 .159 -.001  .000
e51 .029  .000 218 -.001  .000
Parameter Estimate Lower Upper P
DS <--- MTE | .897 .804 992 .000
HE <--- MTE | 1.000 1.000 1.000

NO <--- MTE | .256 .144 .380 .000
RE <--- MTE | .743 .636 .850 .000
ME <--- MTE | .848 763 943 .000
IN <--- MTE | .950 .849 1.059  .000
KN <--- MTE | 1.131 1.029 1.232  .001
DL <--- MTE | .597 475 122 .000
DL <--- DS 357 266 448 .000
HEl <--- HE 1.000 1.000 1.000 ..
HE2 <--- HE 1.000 .949 1.060  .000
HE4 <--- HE 1.133 1.069 1.201 .000
HE5 <--- HE 1.032 958 1.106  .000
NO4 <--- NO 1.070 .989 1.164  .000
NO3 <--- NO 1.120 1.048 1.210  .000
NO2 <--- NO 1.006 .920 1.099  .000
NOl <--- NO 1.000 1.000 1.000

ME4 <--- ME 1.000 1.000 1.000 ..
ME3 <--- ME 1.064 1.006 1.132  .000
ME2 <--- ME 1.004 951 1.063 .000
MEl <--- ME 939 877 1.009  .000
IN5 <--- IN 1.000 1.000 1.000 ..
IN4 <-- IN 1.025 971 1.081 .000
IN3 <--- IN 1.028 973 1.089  .000
IN2 <--- 1IN 983 925 1.050  .000
INI <--—- 1IN 918 .855 985 .000
RE5 <--- RE 1.000 1.000 1.000 ...
RE4 <--- RE 1.085 1.022 1.167  .000
RE3 <--- RE 1.098 1.029 1.181 .000
RE2 <--- RE 1.008 .944 1.084  .000
KN5 <--- KN 1.000 1.000 1.000 ..
KN4 <--- KN 988 .949 1.025 .000
KN3 <--- KN .874 818 924 .000
KN2 <--- KN .940 .894 986 .000
KN1 <--- KN .904 .843 .960 .000
DLl <--- DL 1.000 1.000 1.000 ..
DL2 <--- DL 931 .844 1.019  .000
DL3 <--- DL 1.119 1.051 1.187  .000
DL4 <--- DL 1.063 998 1.130  .000
DS2 <--- DS 968 928 1.010  .000
DS3 <--- DS 1.004 955 1.060  .000
DS4 <--- DS 1.034 977 1.100  .000
DS5 <--- DS 998 946 1.056  .000
DS1 <--- DS 1.000 1.000 1.000
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Parameter Estimate Lower Upper P

DS6 <--- DS 1.002 951 1.059  .000
HE3 <--- HE 1.064 1.000 1.133  .000
Parameter Estimate Lower Upper P

DS <-- MTE | .773 715 .825 .000
HE <--- MTE | .854 815 .887 .000
NO <--- MTE | .231 131 333 .000
RE <--- MTE | .694 .624 7152 .000
ME <--- MTE | .763 708 811 .000
IN <--—- MTE | .773 718 821 .000
KN <--- MTE | .847 .801 .880 .001
DL <--- MTE | .574 470 .675 .000
DL <-- DS 398 294 497 .000
HE1 <-- HE .869 .834 .896 .000
HE2 <-- HE .873 .845 .897 .000
HE4 <--- HE 928 .899 946 .001
HES <--- HE 878 .842 906 .000
NO4 <--- NO .885 .847 916 .000
NO3 <--- NO 931 .907 952 .000
NO2 <--- NO .853 .799 .894 .001
NOl <--- NO .837 .789 877 .000
ME4 <--- ME 904 877 925 .001
ME3 <--- ME 930 .905 .949 .001
ME2 <--- ME .874 .842 901 .000
ME1l <--—- ME .819 777 .854 .001
IN5 <-—- 1IN .883 .845 912 .001
INd <--—- 1IN 916 .890 935 .000
IN3 <--- IN 925 .903 .943 .001
IN2 <--- IN .896 .873 915 .001
IN1 <--—- 1IN .848 813 .879 .000
RE5 <--- RE 812 .760 851 .001
RE4 <-—-- RE 924 .900 944 .001
RE3 <-- RE .879 .845 907 .001
RE2 <-- RE .833 792 .868 .000
KNS5 <--- KN 920 .892 939 .001
KN4 <--- KN 938 922 951 .001
KN3 <--- KN .869 .837 .895 .000
KN2 <--- KN .894 .867 915 .001
KN1 <--- KN 878 .840 905 .001
DL1 <--- DL .879 .857 .897 .000
DL2 <--- DL .822 786 851 .001
DL3 <--- DL 910 .892 925 .000
DL4 <--- DL .888 .867 .906 .000
DS2 <--- DS 902 .878 919 .001
DS3 <--- DS .879 .853 .898 .001
DS4 <--- DS 924 907 938 .000
DS5 <--- DS 924 .906 938 .001
DS1 <--- DS .900 .869 922 .001
DS6 <--- DS 925 .907 939 .001
HE3 <--- HE 912 .887 932 .001
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Parameter | Estimate Lower Upper P
MTE .699 .567 .834 .000
e49 377 298 480 .000
ed42 259 200 330 .000
e43 813 .686 950 .000
e45 416 .340 496 .000
e46 360 294 434 .000
ed7 424 356 503 .000
e48 352 279 448 .000
e50 120 .093 152 .000
el 312 259 377 .000
e2 298 252 352 .000
e3 .199 153 267 .000
ed 303 241 376 .000
es5 273 207 .349 .000
€6 165 118 220 .000
e7 325 242 433 .000
e8 368 283 469 .000
el3 .193 155 235 .000
el4 153 116 .199 .000
els 269 220 329 .000
el6 373 314 443 .000
el7 298 232 381 .000
el8 214 170 270 .000
el9 187 .146 237 .000
€20 252 214 298 .000
e2l .349 290 412 .000
e22 416 336 .509 .000
€23 161 123 205 .000
e24 284 229 .349 .000
e25 358 298 427 .000
e27 225 176 301 .000
€28 165 137 202 .000
€29 .309 261 364 .000
e30 276 233 328 .000
e31 .303 247 377 .000
e32 222 201 248 .000
e33 314 278 361 .000
e34 .196 172 223 .000
e35 229 203 259 .000
e36 220 179 279 .000
e37 203 173 240 .000
e38 279 240 328 .000
e39 172 .146 206 .000
e40 162 138 .189 .000
e41 .160 135 191 .000
e51 219 176 271 .000
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Iteratio Neganve Conditio S.m allest Diamete NTrie .
eigenvalue eigenvalu F Ratio
n s n# o S
0 . 17 1328 9999.00 18220.93 0 9999.00
0 3 0
1 : 38 -.526 7.330 9985.251 20 183
2 i 30 -.833 1.183 7719.936 6 784
3 e 19 -.400 .685 5974.386 4 1.001
4 e 10 -.387 .830 4533.127 5 857
5 i 5 -.120 1.114 3334.324 5 700
6 e 3 -.143 1.220 2313.437 5 983
7 e 0 603.491 1.656 1565.806 5 725
8 e 0 156.872 .641 1471.613 2 .000
9 e 0 122.122 312 1393.202 1 1.121
10 e 0 122.261 .093 1387.493 1 1.067
11 e 0 125.072 .009 1387.406 1 1.016
12 e 0 124.027 .000 1387.406 1 1.001
Iterations Method 0 Method 1  Method 2
1 0 0 0
2 0 0 0
3 0 0 0
4 0 0 0
5 0 0 0
6 0 0 0
7 0 96 0
8 0 1514 0
9 0 2341 0
10 0 861 0
11 0 166 0
12 0 19 0
13 0 2 0
14 0 1 0
15 0 0 0
16 0 0 0
17 0 0 0
18 0 0 0
19 0 0 0
Total 0 5000 0
[ ——

1683.788  |*

1758370  |*

1832.952  |**
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Mean =2100.730
S.e.=1.865

2280.444
2355.026
2429.608
2504.190
2578.772
2653.354
2727.936

|*******
|***

|**

|*

|*

N = 5000
Mean = 1555.176
S.e.=.478

1474.737
1500.631
1526.526
1552.420
1578.315
1604.209
1630.104
1655.998
1681.893
1707.787
1733.682
1759.576
1785.471
1811.365
1837.259

|*

|*****
|*****************
|********************
|*************
|******

|**

|*

|*

|*

|*

N = 5000
Mean = 323.551
S.e.=5.888

-909.286
-708.064
-506.842
-305.620
-104.398
96.824
298.046
499.268
700.490
901.712
1102.934
1304.155
1505.377
1706.599
1907.821

[k

[kt
[t sk ko

[t sk sk ook o

[ sk sk skt ok ok ok
[k sk sk ok ok
[k sk sk sk ko
[kt sk

[kt

|

|*

-29.538
34.242

98.021

161.801
225.580
289.359
353.139

|****

|*********
|***************
|********************

|********************
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Mean = 330.228  480.698  [¥¥*xwkikk
S.e.=1.752 544.477  [FEEEE

608.257  |**

672.036 |*

735.816 |*

799.595 |*

863.375 |*

[ ———
Model NPAR CMIN DF P CMIN/DF
Default model 83 1387.406 620 .000 2.238
Saturated model 703 .000 0
Independence model | 37 18690.882 666 .000 28.064
Model RMR  GFI AGFI  PGFI
Default model .061 .855 .836 154
Saturated model .000 1.000
Independence model | .606 .096 .046 .091
NFI RFI  TIFI TLI

Model Deltal rhol Delta2 rho2 CFI
Default model 926 920  .958 954 957
Saturated model 1.000 1.000 1.000
Independence model | .000 .000 .000 .000  .000
Model PRATIO PNFI PCFI
Default model 931 .862 .891
Saturated model .000 .000 .000
Independence model | 1.000 .000 .000
Model NCP LO 90 HI 90
Default model 767.406 663.243 879.274
Saturated model .000 .000 .000
Independence model | 18024.882  17582.339  18473.780
Model FMIN  FO LO9 HI9%
Default model 3.204 1.772 1.532 2.031
Saturated model .000 .000 .000 .000
Independence model | 43.166 41.628 40.606  42.665
Model RMSEA LO9 HI9% PCLOSE
Default model .053 .050 .057 .065
Independence model | .250 247 253 .000
Model AIC BCC BIC CAIC
Default model 1553.406 1569.375 1891.468 1974.468
Saturated model 1406.000 1541.261 4269.350 4972.350
Independence model | 18764.882  18772.001 18915.584  18952.584
Model ECVI LO9 HI9% MECVI
Default model 3.588 3.347 3.846 3.624
Saturated model 3.247 3.247 3.247 3.559
Independence model | 43.337 42315 44374 43.353
Model %(;ELTER %?ELTER
Default model 212 220
Independence model | 17 18
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MO HINH 2:

Number of variables in your model: 93
Number of observed variables: 38
Number of unobserved variables: 55
Number of exogenous variables: 47
Number of endogenous variables: 46
Weights  Covariances  Variances Means Intercepts  Total
Fixed 55 0 0 0 0 55
Labeled 4 0 0 0 0 4
Unlabeled | 34 0 47 0 0 81
Total 93 0 47 0 0 140
Notes for Model (Default model)
Computation of degrees of freedom (Default model)
Number of distinct sample moments: 741
Number of distinct parameters to be estimated: 85
Degrees of freedom (741 - 85): 656
Result (Default model)
Minimum was achieved
Chi-square = 1901.751
Degrees of freedom = 656
Probability level =.000
Estimate S.E. C.R. P Label
DS <--- MTE .669 052 12.835  *** Dl
DS <--- MTE CD | .042 .006  6.570 *¥** b4
HE <--- MTE 1.000
NO <--- MTE 255 058 4412 HoAk
RE <--- MTE 750 059 12.802  ***
ME <--- MTE .858 057 15169  ***
IN <--- MTE 952 063 15.053  ***
KN <--—- MTE 1.123 066 16.891  ***
DL <-- MTE 562 .047  11.983  *** b2
DL <-- DS 393 .038 10.240 *** b3
HE1 <--- HE 1.000
HE2 <--- HE 1.000 .039 25331  ***
HE4 <--- HE 1.133 .039  28.809  ***
HES5 <--- HE 1.032 040 25583  ***
NO4 <--- NO 1.069 045  23.534  ***
NO3 <--- NO 1.120 044 25487  ***
NO2 <--- NO 1.006 045 22,172 *x*
NO1 <--- NO 1.000
ME4 <--- ME 1.000
ME3 <--- ME 1.064 034 31416  ***
ME2 <--- ME 1.004 037 27.096  ***
MEl <--- ME .939 040 23596  ***
IN5S <--- IN 1.000
IN4 <--- IN 1.025 035 29.154  ***
IN3 <--- IN 1.028 034 29925  ***
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Estimate S.E. C.R. P Label
IN2 <--- 1IN 983 036 27.697  ***
INl <-—- 1IN 918 037 24614  ***
RE5 <--- RE 1.000
RE4 <--- RE 1.085 046  23.479  ***
RE3 <-- RE 1.098 050 21923  ***
RE2 <--- RE 1.008 .050 20.295  ***
KNS5 <--- KN 1.000
KN4 <--- KN 988 .028 35619  ***
KN3 <--- KN .874 031 28.445  ***
KN2 <--- KN 940 031  30.677  ***
KN1 <--- KN 904 031  29.191  ***
DL1 <--- DL 1.000
DL2 <--- DL 930 044 21230  ***
DL3 <--- DL 1.119 043  26.082  ***
DL4 <--- DL 1.063 043 24759  w**
DS2 <--- DS 968 036 26597  ***
DS3 <--- DS 1.004 040 24986  ***
DS4 <--- DS 1.034 036 28.407  ***
DS5 <--- DS 998 035 28.423  ***
DS1 <--- DS 1.000
DS6 <--- DS 1.002 035 28.478  ***
HE3 <--- HE 1.063 038 27.717  ***

Estimate
DS <--- MTE .644
DS <--- MTE CD | .250
HE <--- MTE .854
NO <--- MTE 230
RE <--- MTE .700
ME <--- MTE 772
IN <--—- MTE 775
KN <--- MTE 841
DL <--- MTE .576
DL <-- DS 418
HE1l <--- HE .869
HE2 <--- HE 874
HE4 <--- HE 928
HE5 <--- HE 878
NO4 <--- NO .885
NO3 <--- NO 931
NO2 <--- NO .853
NOl <--- NO .837
ME4 <--- ME .904
ME3 <--- ME .930
ME2 <--- ME 874
MEl <--- ME .819
IN5 <-—- 1IN .883
IN4 <--- IN 915
IN3 <-—- 1IN 926
IN2 <--- IN .896
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Estimate

INl <-—- 1IN .848
RE5 <--- RE 812
RE4 <--- RE .924
RE3 <--- RE .879
RE2 <-—- RE .834
KN5 <--- KN .920
KN4 <--- KN .939
KN3 <--- KN .869
KN2 <--- KN .894
KNI <--- KN 878
DL1 <--- DL .866
DL2 <--- DL .804
DL3 <--- DL .900
DL4 <--- DL .876
DS2 <--- DS .881
DS3 <--- DS .855
DS4 <--- DS .907
DS5 <--—- DS .907
DS1 <--- DS .880
DS6 <--- DS .908
HE3 <--- HE 912
Estimate  S.E. C.R. P Label
MTE .698 .077 9.125 Hokk
e52 26.274 1.786  14.714  *%*
e49 .394 .037 10.606  ***
ed2 .259 .030 8.544 ok
e43 813 .077 10.521  ***
e45 409 .044 9.224 ok ok
e46 .348 .035 10.074  ***
e47 422 .042 9.965 Hokk
e48 364 .039 9.409 ok
e50 122 .016 7.788 ok
el 311 .025 12.673  ***
e2 .298 .024 12.575  ***
e3 .198 .019 10.564  ***
e4 304 .024 12.482  k**
es5 273 .025 10.905
e6 .165 .021 7.999 ook
e7 325 .027 11.954
e8 .368 .030 12.336  ***
el3 .193 .018 10.663  ***
eld 152 .017 8.963 ok
el5 270 .023 11.842 %
el6 373 .029 12.928
el7 298 .024 12.339  ***
el8 214 .019 11.217  ***
el9 187 .017 10.681  ***
€20 252 .021 11.991  ***
e2l .349 .027 13.014  ***
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Estimate S.E. C.R. P Label

€22 416 .033 12.640  ***

€23 162 .019 8.361 ok

e24 284 .026 10.919  #**

e25 357 .029 12.240  ***

e27 225 .020 11.351  ***

€28 164 .016 10.219  ***

€29 .309 .024 12.869  ***

e30 277 .022 12.324  ***

e3l 304 .024 12.704  ***

e32 223 .019 11.842  ***

e33 315 .024 12.975  ***

e34 .196 .018 10.610  ***

e35 229 .020 11.547  ***

€36 220 .017 12.686  ***

e37 203 .016 12.661  ***

e38 279 .021 13.106  ***

e39 173 .014 11.953  ***

e40 161 .013 11.945  ***

e41 161 .013 11.919  ***

e51 220 .019 11.410  ***

Parameter SE SE-SE  Mean Bias SE-Bias
DS <-- MTE 102 .001 .667 -.002 .001
DS <--- MTE CD | .016 .000 .043 .001 .000
HE <--- MTE .000 .000 1.000 .000 .000
NO <--- MTE .072  .001 252 -.003 .001
RE <--- MTE .066 .001 751 .001 .001
ME <--- MTE .056 .001 .858 .000 .001
IN <--—- MTE .064 .001 952 .000 .001
KN <--- MTE .063  .001 1.126  .003 .001
DL <--- MTE .076  .001 .565 .003 .001
DL <-- DS .057 .001 392 -.001 .001
HEl1 <--- HE .000 .000 1.000 .000 .000
HE2 <--- HE .034  .000 1.001 .00l .000
HE4 <--- HE .040  .000 1.134  .001 .001
HES <--- HE .045 .000 1.032  .000 .001
NO4 <--- NO .053  .001 1.070  .001 .001
NO3 <--- NO .049  .000 1.122  .002 .001
NO2 <--- NO .054  .001 1.007 .001 .001
NO1l <--- NO .000 .000 1.000 .000 .000
ME4 <--- ME .000 .000 1.000 .000 .000
ME3 <--- ME .038 .000 1.065 .001 .001
ME2 <--- ME .034  .000 1.005 .001 .000
MEl <--- ME .039  .000 .940 .001 .001
IN5 <--—- 1IN .000 .000 1.000 .000 .000
IN4 <-—- 1IN .033  .000 1.025 .000 .000
IN3 <-—- 1IN .036  .000 1.030 .002 .001
IN2 <-—- 1IN .038 .000 .985 .002 .001
IN1 <-—- 1IN .040  .000 918 .000 .001
RE5 <--- RE .000 .000 1.000 .000 .000
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Parameter SE SE-SE  Mean Bias SE-Bias
RE4 <--- RE .043  .000 1.086 .001 .001
RE3 <--- RE .046  .000 1.099 .001 .001
RE2 <--- RE .043  .000 1.009 .001 .001
KN5 <--- KN .000 .000 1.000 .000 .000
KN4 <--- KN .023  .000 988 .000 .000
KN3 <--- KN .032  .000 .874 .000 .000
KN2 <--- KN .028  .000 .940 .000 .000
KN1 <--- KN .036  .000 903 .000 .001
DL1 <-- DL .000 .000 1.000 .000 .000
DL2 <--- DL .053  .001 930 .000 .001
DL3 <--- DL .041  .000 1.120  .001 .001
DL4 <--- DL .040  .000 1.064 .001 .001
DS2 <--- DS .025  .000 967 .000 .000
DS3 <--- DS .032  .000 1.005 .000 .000
DS4 <--- DS .037  .000 1.034  .000 .001
DS5 <--- DS .033  .000 .999 .001 .000
DS1 <--- DS .000 .000 1.000 .000 .000
DS6 <--- DS .033  .000 1.003  .001 .000
HE3 <--- HE .040  .000 1.064 .001 .001
Parameter SE SE-SE  Mean Bias SE-Bias
DS <--- MTE .078 .001 .635 -.009 .001
DS <--- MTE CD | .099 .001 254 .004 .001
HE <--- MTE .022  .000 .853 -.001  .000
NO <--- MTE .063  .001 227 -.004 .001
RE <--- MTE .039  .000 .698 -.002 .001
ME <--- MTE .032  .000 770 -.002 .000
IN <-—- MTE .032  .000 172 -.002 .000
KN <--- MTE .026  .000 .840 -.001  .000
DL <--- MTE .060 .001 576 .000 .001
DL <--—- DS 062  .001 420 .002 .001
HE1 <--- HE .019  .000 .868 .000 .000
HE2 <--- HE .016 .000 .873 .000 .000
HE4 <--- HE .014  .000 928 .000 .000
HE5 <--- HE .019  .000 877 -.001 .000
NO4 <--- NO .021  .000 .884 -.001 .000
NO3 <--- NO .014  .000 931 -.001  .000
NO2 <--- NO .029  .000 .853 -.001 .000
NOl <--- NO .027  .000 .836 .000 .000
ME4 <--- ME .015  .000 .904 .000 .000
ME3 <--- ME .013  .000 930 .000 .000
ME2 <--- ME .018  .000 .873 .000 .000
MEl <--- ME .023  .000 .819 .000 .000
IN5S <--- IN .020  .000 .883 -.001  .000
IN4 <--- IN .014  .000 915 -.001  .000
IN3 <--- IN 012 .000 926 .000 .000
IN2 <--- 1IN .013  .000 .896 .000 .000
INl <--- 1IN .020  .000 .846 -.002 .000
RE5 <--- RE .027  .000 812 .000 .000
RE4 <--- RE .013  .000 924 .000 .000
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Parameter SE SE-SE  Mean Bias SE-Bias
RE3 <--- RE .018 .000 .879 .000 .000
RE2 <--- RE .023  .000 .833 .000 .000
KNS5 <--- KN .014  .000 .920 .000 .000
KN4 <--- KN .009  .000 939 .000 .000
KN3 <--- KN .018 .000 .868 -.001  .000
KN2 <--- KN .014  .000 .894 .000 .000
KN1 <--- KN .019  .000 .877 -.001  .000
DL1 <-- DL .014  .000 .865 -.001  .000
DL2 <--- DL .022  .000 .803 -.001  .000
DL3 <--- DL .012  .000 .899 .000 .000
DL4 <--- DL .014  .000 .875 -.001  .000
DS2 <--- DS .016  .000 .881 .000 .000
DS3 <--- DS .017  .000 .856 .001 .000
DS4 <--- DS .012  .000 908 .000 .000
DS5 <--- DS .013  .000 908 .001 .000
DS1 <--- DS .019  .000 .881 .001 .000
DS6 <--- DS .013  .000 909 .001 .000
HE3 <--- HE .013  .000 912 .000 .000
Parameter | SE SE-SE  Mean Bias SE-Bias
MTE .081 .001 .697 -.001 .001

e52 1.717  .017 26.221 -.053 .024

e49 .055 .001 392 -.002 .001

e42 .039 .000 260 .000 .001

e43 .081 .001 .810 -.004 .001

e45 .048 .000 410 .000 .001

e46 .044 .000 .349 .001 .001

e47 .045 .000 422 -.001 .001

e48 .054 .001 364 .000 .001

e50 .018 .000 120 -.002 .000

el .036 .000 .309 -.002 .001

e2 .030 .000 .296 -.001 .000

e3 .034 .000 197 -.001 .000

e4 .041 .000 .303 -.001 .001

es5 .043 .000 272 -.001 .001

e6 .031 .000 165 .000 .000

e7 .057 .001 323 -.002 .001

e8 .056 .001 367 -.001 .001

el3 .024 .000 .192 -.001 .000

el4 .025 .000 151 -.001 .000

el5 .033 .000 269 -.001 .000

el6 .039 .000 .370 -.002 .001

el7 .044 .000 297 -.001 .001

el8 .030 .000 214 .000 .000

el9 .027 .000 185 -.002 .000

e20 .026 .000 250 -.002 .000

e2l .037 .000 .349 .001 .001

e22 .052 .001 413 -.003 .001

e23 .024 .000 161 -.001 .000

e24 .036 .000 282 -.002 .001
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Parameter | SE SE-SE  Mean Bias SE-Bias
e25 .039 .000 356 -.001 .001
e27 .037 .000 223 -.001 .001

e28 .020 .000 .163 -.001 .000
e29 .031 .000 307 -.001 .000
e30 .029 .000 276 -.002  .000
e3l .039 .000 303 -.001 .001
e32 .014 .000 222 -.001 .000
e33 .025 .000 312 -.002  .000
e34 .016 .000 195 -.001 .000
e35 .017 .000 227 -.001 .000
e36 .030 .000 219 -.001 .000
e37 .020 .000 203 -.001 .000
e38 .026 .000 278 -.001 .000
e39 .018 .000 172 -.001 .000
e40 .015 .000 .160 -.001 .000

e4l .017 .000 159 -.001 .000

e51 .029 .000 218 -.001 .000
Parameter Estimate Lower Upper P
DS <--—- MTE .669 .505 .837 .000
DS <--- MTE CD | .042 .017 .068 .006
HE <--- MTE 1.000 1.000 1.000

NO <--- MTE 255 143 .380 .000
RE <--- MTE 750 .641 .859 .000
ME <--- MTE .858 770 955 .000
IN <-—- MTE 952 .850 1.062  .000
KN <--- MTE 1.123 1.020 1.225  .001
DL <--—- MTE .562 440 .689 .000
DL <-- DS .393 297 486 .000
HE1 <--- HE 1.000 1.000 1.000 ..
HE2 <--- HE 1.000 .949 1.060  .000
HE4 <--- HE 1.133 1.070 1.201 .000
HE5 <--- HE 1.032 958 1.106  .000
NO4 <--- NO 1.069 989 1.164  .000
NO3 <--- NO 1.120 1.048 1.210  .000
NO2 <--- NO 1.006 .920 1.099  .000
NO1 <--- NO 1.000 1.000 1.000

ME4 <--- ME 1.000 1.000 1.000 ..
ME3 <--- ME 1.064 1.006 1.133  .000
ME2 <--- ME 1.004 951 1.063  .000
ME1l <--- ME .939 877 1.009  .000
IN5S <--- 1IN 1.000 1.000 1.000 ..
IN4 <--- 1IN 1.025 971 1.081 .000
IN3 <--- 1IN 1.028 973 1.089  .000
IN2 <--- 1IN 983 925 1.051 .000
INl <--—- 1IN 918 .855 985 .000
RE5 <--- RE 1.000 1.000 1.000 ..
RE4 <--- RE 1.085 1.022 1.167  .000
RE3 <--- RE 1.098 1.029 1.180  .000
RE2 <--- RE 1.008 .944 1.084  .000
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Parameter Estimate Lower Upper P
KN5 <--- KN 1.000 1.000 1.000

KN4 <--- KN 988 950 1.026  .000
KN3 <--- KN 874 818 924 .000
KN2 <--- KN 940 .894 .986 .000
KNI <--- KN 904 .843 .960 .000
DL1 <--- DL 1.000 1.000 1.000 ..
DL2 <--- DL 930 .843 1.018  .000
DL3 <--- DL 1.119 1.051 1.187  .000
DL4 <--- DL 1.063 998 1.130  .000
DS2 <--- DS 968 927 1.010  .000
DS3 <--- DS 1.004 955 1.060  .000
DS4 <--- DS 1.034 977 1.099  .000
DS5 <--- DS 998 946 1.055 .000
DS1 <--- DS 1.000 1.000 1.000 ..
DS6 <--- DS 1.002 950 1.058  .000
HE3 <--- HE 1.063 1.000 1.133 .000
Parameter Estimate Lower Upper P
DS <--—- MTE .644 .503 753 .000
DS <--- MTE CD | .250 .092 417 .006
HE <-—- MTE .854 815 .887 .000
NO <--- MTE 230 128 333 .000
RE <--- MTE .700 .631 759 .000
ME <--- MTE 72 716 .821 .000
IN <-—-— MTE 175 719 .822 .000
KN <-—- MTE 841 792 878 .001
DL <--—- MTE 576 473 .672 .000
DL <-- DS 418 311 S17 .001
HEl1 <--- HE .869 .834 .896 .001
HE2 <--- HE 874 .846 .897 .000
HE4 <--- HE 928 .899 947 .001
HE5 <--- HE .878 842 906 .000
NO4 <--- NO .885 .847 916 .000
NO3 <--- NO 931 907 952 .000
NO2 <--- NO .853 799 .894 .001
NOl <--- NO .837 789 877 .000
ME4 <--- ME 904 .876 925 .001
ME3 <--- ME 930 906 949 .001
ME2 <--- ME 874 .842 901 .000
ME1l <--- ME 819 77 .854 .001
INS <-- IN .883 .845 912 .001
IN4 <--- IN 915 .890 935 .000
IN3 <--- IN 926 903 943 .001
IN2 <--- IN .896 .873 915 .001
IN1 <--- 1IN .848 813 879 .000
RE5 <--- RE 812 .760 851 .001
RE4 <--- RE 924 .900 944 .001
RE3 <--- RE 879 .845 907 .001
RE2 <--- RE .834 793 .868 .000
KN5 <--- KN 920 .892 939 .001
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Parameter Estimate Lower Upper P
KN4 <--- KN 939 923 951 .001
KN3 <--- KN .869 .836 .895 .001
KN2 <--- KN .894 .867 915 .001
KNI <--- KN 878 .840 905 .001
DL1 <--- DL .866 .841 .887 .000
DL2 <--- DL .804 764 .838 .000
DL3 <--- DL .900 .878 917 .000
DL4 <--- DL .876 .852 .897 .000
DS2 <--- DS .881 851 .904 .001
DS3 <--- DS .855 .823 .881 .001
DS4 <--- DS 907 .884 925 .001
DS5 <--- DS 907 .884 926 .001
DS1 <--- DS .880 .842 907 .001
DS6 <--- DS 908 .884 927 .001
HE3 <--- HE 912 .887 932 .001
Parameter | Estimate Lower Upper P

MTE .698 .568 .833 .000

e52 26.274 23.398  29.058  .000

e49 394 315 .499 .000

e42 259 201 330 .000

e43 813 .687 950 .000

ed5 409 333 491 .000

e46 .348 281 425 .000

e47 422 354 501 .000

e48 364 286 466 .000

e50 122 .095 155 .000

el 311 259 378 .000

e2 298 252 352 .000

e3 .198 152 266 .000

ed 304 242 377 .000

es 273 207 .349 .000

€6 165 118 219 .000

e7 325 242 433 .000

e8 368 283 469 .000

el3 193 155 235 .000

el4 152 115 .199 .000

el5 270 220 329 .000

el6 373 314 444 .000

el7 298 232 382 .000

el8 214 170 270 .000

el9 187 .146 236 .000

e20 252 214 298 .000

e2l .349 290 412 .000

e22 416 336 510 .000

e23 162 124 205 .000

e24 284 229 .349 .000

e25 357 297 426 .000

e27 225 176 301 .000

e28 .164 136 201 .000
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Parameter | Estimate Lower Upper P

€29 .309 261 364 .000

e30 277 233 .329 .000

e3l 304 247 377 .000

e32 223 201 248 .000

e33 315 279 361 .000

e34 196 172 223 .000

e35 229 202 258 .000

e36 220 178 278 .000

e37 203 174 242 .000

e38 279 240 327 .000

e39 173 147 207 .000

e40 161 137 .188 .000

edl 161 135 191 .000

e51 220 176 271 .000
Iteratio Negatlve Conditio S.m allest Diamete NTrie .

eigenvalue eigenvalu F Ratio
n S n# o r s
0 . 17 1336 9999.00 18714.03 0 9999.00
0 6 0

| © 40 -505 7.299 ;093 874 99 173
2 Z 31 -.813 1.177 8253.631 6 967
3 Z 18 -.365 1.037 6399.319 5 766
4 ° 7 -.124 1.161 4736036 5 759
5 e 4 -.124 .833 3695.086 5 .858
6 e 3 =222 1.574 2581.370 6 .895
7 e 0 316.965 1.063 1981.217 5 917
8 e 0 124.421 409 1920.158 2 .000
9 e 0 125.462 231 1902.017 1 1.046
10 e 0 129.940 .022 1901.751 1 1.016
11 e 0 125.853 .001 1901.751 1 1.001
Iterations Method 0 Method 1  Method 2
1 0 0 0
2 0 0 0
3 0 0 0
4 0 0 0
5 0 0 0
6 0 0 0
7 0 0 0
8 0 0 0
9 0 2 0
10 0 27 0
11 0 808 0
12 0 2464 0
13 0 1406 0
14 0 266 0
15 0 24 0
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Iterations Method 0 Method 1 ~ Method 2
16 0 3 0
17 0 0 0
18 0 0 0
19 0 0 0
Total 0 5000 0
B
2197.638  |*
2272.938  |*
2348238  [**
2423.538  [rwkn
2498.838 [k
2574.138  [FHwisksikiiiio
2649.438  [FHwiksikko otk
N =5000 2724738 Rkl ok ok
Mean = 2654.924  2800.038  [Hkskskskskoksiok
S.e.=2.007 2875338 [rHwkx
2950.638  |*¥**
3025938  |**
3101.238 |*
3176.538 |*
3251.838  |*
[
|--mmmmm e
1990.766  |*
2016.727 [k
2042.688 |****************
2068.649 [k ok
2094.610 |**************
2120571 |k
2146.532  [***
N =5000 2172493 |*
Mean =2073.844 2198.454 |*
S.e.=.488 2224415  |*
2250376  |*
2276.337 |*
2302.298  |*
2328.259 |
2354220  |*
|-mmmmmm e
-873.418 |
-674.780  |**
-476.142 ek
-277.504 |*******
-78.866 [tk ok
119.773 |*****************
318.411 [t o
N=5000 517.049 [tk sk sk sk ok ok
Mean = 331.853  715.687 |tk ok ke e

390




S.e.=5.934 914.325 laialaialolo

1112.963  |*¥***

1311.601  |**

1510.239  |*

1708.877  |*

1907.516  |*

[ —
[ ———

-37.835 |*

32.453 [**

102.741  [¥***x*
Mean =338.434 524472  |FEEEkkkx
S.e.=1.903 594.760  [*¥**

665.048  |**

735337 |*

805.625 |*

875914 |*

946.202 |*

| ____________________
Model NPAR CMIN DF P CMIN/DF
Default model 85 1901.751 656 .000 2.899
Saturated model 741 .000 0
Independence model | 38 19219.061 703 .000 27.339
Model RMR  GFI AGFI  PGFI
Default model 704 .831 .809 735
Saturated model .000 1.000
Independence model | .948 .092 .043 .088
NFI RFI  TFI TLI

Model Deltal rhol Delta2 rho2 CFI
Default model 901 .894 933 928 933
Saturated model 1.000 1.000 1.000
Independence model | .000 .000  .000 .000  .000
Model PRATIO PNFI PCFI
Default model 933 841 .870
Saturated model .000 .000 .000
Independence model | 1.000 .000 .000
Model NCP LO 90 HI 90
Default model 1245.751 1119.005 1380.094
Saturated model .000 .000 .000
Independence model | 18516.061  18067.374  18971.105
Model FMIN  FO LO9  HI%
Default model 4.392 2.877 2.584 3.187
Saturated model .000 .000 .000 .000
Independence model | 44.386 42.762 41.726  43.813
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Model RMSEA LO9 HI90 PCLOSE

Default model .066 .063 .070 .000

Independence model | .247 244 250 .000

Model AIC BCC BIC CAIC
Default model 2071.751 2088.578 2417.960 2502.960
Saturated model 1482.000 1628.695 4500.126 5241.126
Independence model | 19295.061 19302.584 19449.836  19487.836
Model ECVI LO9 HI9 MECVI

Default model 4.785 4.492 5.095 4.824

Saturated model 3.423 3.423 3.423 3.761

Independence model | 44.561 43.525 45.612 44.579

Model

HOELTER HOELTER

.05 .01
Default model 164 170
Independence model | 18 18
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MO HINH 3:

Number of variables in your model: 93
Number of observed variables: 38
Number of unobserved variables: 55
Number of exogenous variables: 47
Number of endogenous variables: 46
Weights  Covariances  Variances Means Intercepts  Total
Fixed 55 0 0 0 0 55
Labeled 4 0 0 0 0 4
Unlabeled | 34 0 47 0 0 81
Total 93 0 47 0 0 140
Notes for Model (Default model)
Computation of degrees of freedom (Default model)
Number of distinct sample moments: 741
Number of distinct parameters to be estimated: 85
Degrees of freedom (741 - 85): 656
Result (Default model)
Minimum was achieved
Chi-square = 1982.986
Degrees of freedom = 656
Probability level =.000
Estimate S.E. C.R. P Label
DS <--- MTE .898 059 15263 *** bl
HE <--- MTE 1.000
NO <--- MTE 257 .058  4.450 Hokk
RE <--- MTE 744 058  12.754  *x*
ME <--- MTE .850 056 15.078  ***
IN <--—- MTE 950 063 15.087  ***
KN <--—- MTE 1.133 066  17.141  ***
DL <--- MTE .589 057 10.408 *** b2
DL <-- DS 307 042 7.299 *¥*%k b3
DL <--- DS CD | .011 .004  2.894 .004 b5
HEl <--- HE 1.000
HE2 <--- HE 1.000 039 25320  ***
HE4 <--- HE 1.133 039  28.797  ***
HE5 <--- HE 1.032 040 25.606  ***
NO4 <-—-- NO 1.070 045  23.536  ***
NO3 <--- NO 1.120 044 25486  ***
NO2 <--- NO 1.006 045 22,172 k**
NO1 <--- NO 1.000
ME4 <--- ME 1.000
ME3 <--- ME 1.064 034 31397  k**
ME2 <--- ME 1.004 037  27.113  ***
MEl <--- ME 939 040 23.596  ***
IN5S <--- IN 1.000
IN4 <--- 1IN 1.025 035  29.167  ***
IN3 <-- IN 1.028 034 29920  ***
IN2 <--—- IN .983 035 27.702  ***
INI <--—- 1IN 918 037 24618  ***
RE5 <--- RE 1.000
RE4 <--- RE 1.085 046  23.483  ***
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Estimate S.E. C.R. P Label
RE3 <--- RE 1.098 050  21.924  ***
RE2 <--- RE 1.008 050  20.279  ***
KNS5 <--- KN 1.000
KN4 <--- KN 988 028  35.572  ¥**
KN3 <--- KN .874 031 28.459  ***
KN2 <--- KN .940 031  30.710  ***
KN1 <--- KN 904 031  29.212  ***
DL1 <-- DL 1.000
DL2 <--- DL 931 043 21.527  ***
DL3 <--- DL 1.119 042 26475  ***
DL4 <--- DL 1.063 042 25.077  ***
DS2 <--- DS 969 032 29.862  ¥**
DS3 <--- DS 1.004 036 27.994  **x*
DS4 <--- DS 1.035 032 31.924  **=*
DS5 <--- DS .999 .031 31.856  ***
DS1 <--- DS 1.000
DS6 <--- DS 1.003 031  31.963  ***
HE3 <--- HE 1.064 038  27.727  ***

Estimate
DS <--- MTE 774
HE <--- MTE .853
NO <--- MTE 232
RE <--- MTE .694
ME <--- MTE 764
IN <--—- MTE 172
KN <--- MTE .848
DL <--- MTE .596
DL <-- DS .360
DL <-- DS CD | .076
HE1 <--- HE .869
HE2 <--- HE .873
HE4 <--- HE 928
HE5 <--- HE .878
NO4 <--- NO .885
NO3 <--- NO 931
NO2 <--- NO .853
NO1l <--- NO .837
ME4 <--- ME .904
ME3 <--- ME 930
ME2 <--- ME 874
MEl <--- ME .819
IN5 <--- 1IN .883
IN4 <-—- 1IN 916
IN3 <-—- 1IN 925
IN2 <--- IN .896
INl <-- IN .848
RE5 <--- RE 812
RE4 <--- RE 924
RE3 <--- RE .879
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Estimate
RE2 <--- RE .834
KNS5 <--- KN 920
KN4 <--- KN 938
KN3 <--- KN .869
KN2 <--- KN .894
KN1 <--- KN .878
DL1 <-- DL .868
DL2 <-- DL .808
DL3 <--- DL 902
DL4 <--- DL .878
DS2 <--- DS 902
DS3 <--- DS .879
DS4 <--- DS 924
DS5 <--- DS 923
DS1 <--- DS .900
DS6 <--- DS 925
HE3 <--- HE 912
Estimate  S.E. C.R. P Label
MTE .698 .076 9.144 ook
e49 377 .037 10271  ***
e53 33.535 2279 14714  *k¥*
e42 .260 .030 8.702 wkx
e43 813 .077 10.523  ***
e45 416 .045 9.289 ook
e46 .359 .035 10.258  ***
e47 426 .042 10.076  ***
e48 .350 .037 9.414 wkx
e50 120 .016 7.738 wkx
el 311 .025 12.678  ***
e2 298 .024 12.585  ***
e3 .199 .019 10.586  ***
e4 .303 .024 12.479  ***
e5 273 .025 10.904  ***
e6 165 .021 8.002 Hkok
e7 325 .027 11.954  ***
e8 .368 .030 12.336  ***
el3 193 .018 10.646  ***
el4 153 .017 8.971 *kk
els .269 .023 11.829  ***
el6 373 .029 12.924  ***
el7 298 .024 12.338  ***
el8 214 .019 11.214  ***
el9 187 .018 10.691  ***
e20 252 .021 11.992  ***
e2l .349 .027 13.015  **=*
e22 416 .033 12.640  ***
e23 161 .019 8.339 ook
e24 284 .026 10914  ***
e25 358 .029 12.248  **x*
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Estimate S.E. C.R. P Label

e27 225 .020 11.366  ***

€28 165 .016 10272 #**

€29 .308 .024 12.874  ***

e30 276 .022 12.325  ***

e3l .303 .024 12.708  ***

e32 223 .019 11.866  ***

e33 314 .024 12.985  #**

e34 .195 .018 10.614  ***

e35 229 .020 11.583  ***

€36 221 .017 12.696  ***

e37 203 .016 12.650  ***

e38 .280 .021 13.110  ***

e39 172 .014 11.924  ***

e40 162 .014 11.954  #**

e4l .160 .013 11.908  ***

e51 219 .019 11.413  ***

Parameter SE SE-SE  Mean Bias SE-Bias
DS <--- MTE .057 .001 .900 .002 .001
HE <--- MTE .000 .000 1.000 .000 .000
NO <--- MTE .072  .001 254 -.003 .001
RE <--- MTE .065 .001 745 .001 .001
ME <--- MTE .055  .001 .850 .000 .001
IN <--—- MTE .064 .001 950 -.001 .001
KN <--- MTE 062 .001 1.136  .003 .001
DL <--- MTE .076  .001 .593 .004 .001
DL <-- DS .068 .001 .306 -.001 .001
DL <--—- DS CD | .008 .000 011 .000 .000
HEl <--- HE .000 .000 1.000 .000 .000
HE2 <--- HE .034  .000 1.001 .001 .000
HE4 <--- HE .040  .000 1.133  .001 .001
HE5 <--- HE .045  .000 1.033  .000 .001
NO4 <--- NO .053  .001 1.070  .001 .001
NO3 <--- NO .049 .000 1.122  .002 .001
NO2 <--- NO .054  .001 1.007 .001 .001
NOl <--- NO .000 .000 1.000 .000 .000
ME4 <--- ME .000 .000 1.000 .000 .000
ME3 <--- ME .038 .000 1.064 .001 .001
ME2 <--- ME .034  .000 1.005 .001 .000
MEl <--- ME .039  .000 .940 .001 .001
IN5 <-—- 1IN .000 .000 1.000 .000 .000
IN4 <-—- IN .033  .000 1.025 .000 .000
IN3 <-—- 1IN .036  .000 1.030 .002 .001
IN2 <--- IN .038 .000 985 .002 .001
INl <-- IN .040  .000 918 .000 .001
RE5S <--- RE .000 .000 1.000 .000 .000
RE4 <--- RE .043  .000 1.086 .001 .001
RE3 <--- RE .046  .000 1.099 .001 .001
RE2 <--- RE .043 .000 1.009 .001 .001
KN5 <--- KN .000 .000 1.000 .000 .000
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Parameter SE SE-SE  Mean Bias SE-Bias
KN4 <--- KN .023  .000 988 .000 .000
KN3 <--- KN .032  .000 .874 .000 .000
KN2 <--- KN .028  .000 941 .000 .000
KN1 <--- KN .036  .000 .904 .000 .001
DL1 <--- DL .000 .000 1.000 .000 .000
DL2 <--- DL .053  .001 931 .000 .001
DL3 <--- DL .041  .000 1.121  .001 .001
DL4 <--- DL .040  .000 1.063  .001 .001
DS2 <--- DS .025  .000 968 .000 .000
DS3 <--- DS .032  .000 1.005 .000 .000
DS4 <--- DS .037  .000 1.035 .000 .001
DS5 <--- DS .033  .000 .999 .001 .000
DS1 <--- DS .000  .000 1.000 .000 .000
DS6 <--- DS .033  .000 1.004 .001 .000
HE3 <--- HE .040  .000 1.064 .001 .001
Parameter SE SE-SE  Mean Bias SE-Bias
DS <-—- MTE .034  .000 772 -.001 .000
HE <--- MTE .022  .000 852 -.001 .000
NO <--- MTE 062  .001 228 -.004 .001
RE <--- MTE .039  .000 .692 -.002 .001
ME <--- MTE .032  .000 762 -.002 .000
IN <--- MTE .032  .000 770 -.002 .000
KN <--- MTE .024  .000 .847 -.001 .000
DL <--- MTE .068 .001 .597 .001 .001
DL <--—- DS .073  .001 357 -.003 .001
DL <-- DS CD | .058 .001 .077 .001 .001
HE1 <--- HE .019  .000 .868 .000 .000
HE2 <--- HE .016  .000 873 .000 .000
HE4 <--- HE .014  .000 .927 .000 .000
HE5 <--- HE .019  .000 877 -.001 .000
NO4 <--- NO .021  .000 .884 -.001 .000
NO3 <--- NO .014  .000 931 -.001 .000
NO2 <--- NO .029  .000 .853 -.001 .000
NO1l <--- NO .027  .000 .836 .000 .000
ME4 <--- ME 015  .000 .904 .000 .000
ME3 <--- ME .013  .000 .930 .000 .000
ME2 <--- ME .018 .000 873 .000 .000
MEl <--- ME .023  .000 .819 .000 .000
IN5S <--- IN .020  .000 .883 -.001 .000
IN4 <--- IN .014  .000 915 -.001 .000
IN3 <--- 1IN .012  .000 .926 .000 .000
IN2 <--- 1IN 013  .000 .895 .000 .000
INl <--- IN .020  .000 .846 -.002 .000
RE5 <--- RE .027  .000 812 .000 .000
RE4 <--- RE .013  .000 .924 .000 .000
RE3 <--- RE .018  .000 .879 .000 .000
RE2 <--- RE .023  .000 .833 .000 .000
KN5 <--- KN .014  .000 .920 .000 .000
KN4 <--- KN .009  .000 938 .000 .000
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Parameter SE SE-SE  Mean Bias SE-Bias
KN3 <--- KN .018  .000 .868 -.001 .000
KN2 <--- KN .014  .000 .894 .000 .000
KN1 <--- KN .019  .000 877 -.001 .000
DL1 <--- DL 015 .000 .868 .000 .000
DL2 <--- DL .023  .000 .807 .000 .000
DL3 <--- DL 012  .000 902 .000 .000
DL4 <--- DL 015  .000 877 .000 .000
DS2 <--- DS .013  .000 901 .000 .000
DS3 <--- DS .014  .000 878 .000 .000
DS4 <--- DS .009 .000 .924 .000 .000
DS5 <--- DS .010 .000 923 .000 .000
DS1 <--- DS .016  .000 .900 .000 .000
DS6 <--- DS .010 .000 925 .000 .000
HE3 <--- HE .013  .000 912 .000 .000
Parameter | SE SE-SE  Mean Bias SE-Bias
MTE .081 .001 .696 -.001 .001

e49 .055 .001 377 .000 .001

e53 1.989 .020 33482 -.053 .028

e42 .039 .000 .260 .000 .001

e43 .081 .001 .809 -.004 .001

e45 .047 .000 416 .000 .001

e46 .043 .000 .360 .001 .001

e47 .045 .000 425 -.001 .001

e48 .051 .001 .349 -.001 .001

e50 .018 .000 118 -.002 .000

el .036 .000 310 -.002 .001

e2 .030 .000 297 -.001 .000

e3 .034 .000 .198 -.001 .000

e4 .041 .000 302 -.001 .001

es5 .043 .000 272 -.001 .001

e6 .031 .000 165 .000 .000

e7 .057 .001 323 -.002 .001

e8 .056 .001 367 -.001 .001

el3 .024 .000 192 -.001 .000

el4 .025 .000 151 -.001 .000

el5 .033 .000 268 -.001 .000

el6 .039 .000 .370 -.002 .001

el7 .044 .000 .296 -.001 .001

el8 .030 .000 214 .000 .000

el9 .027 .000 185 -.002 .000

€20 .026 .000 250 -.002 .000

e2l .037 .000 .349 .001 .001

e22 .052 .001 413 -.003 .001

e23 .024 .000 .160 -.001 .000

e24 .036 .000 282 -.002 .001

e25 .039 .000 357 -.001 .001

e27 .037 .000 224 -.001 .001

e28 .020 .000 .164 -.001 .000

e29 .031 .000 307 -.001 .000
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Parameter | SE SE-SE  Mean Bias SE-Bias
e30 .029 .000 275 -.002 .000
e3l .039 .000 302 -.001 .001
e32 .014 .000 222 -.001 .000
e33 .025 .000 312 -.002  .000
e34 .016 .000 .194 -.001 .000
e35 .017 .000 228 -.001 .000
e36 .030 .000 220 -.001 .000
e37 .020 .000 202 -.001 .000
e38 .026 .000 279 -.001 .000
e39 .018 .000 171 -.001 .000
e40 .015 .000 161 -.001 .000
e4l .017 .000 159 -.001 .000
e51 .029 .000 218 -.001 .000
Parameter Estimate Lower Upper P
DS <-- MTE .898 .805 .993 .000
HE <--- MTE 1.000 1.000 1.000

NO <--- MTE 257 145 381 .000
RE <--- MTE 744 .638 851 .000
ME <--- MTE .850 764 .944 .000
IN <--—- MTE 950 .849 1.059  .000
KN <--- MTE 1.133 1.031 1.235  .001
DL <--- MTE .589 466 713 .000
DL <-- DS 307 192 421 .000
DL <-- DS CD | .011 -.001 .025 139
HEl <--- HE 1.000 1.000 1.000 ..
HE2 <--- HE 1.000 .949 1.060  .000
HE4 <--- HE 1.133 1.069 1.201 .000
HE5 <--- HE 1.032 958 1.106  .000
NO4 <--- NO 1.070 .989 1.164  .000
NO3 <--- NO 1.120 1.048 1.210  .000
NO2 <--- NO 1.006 920 1.099  .000
NO1l <--- NO 1.000 1.000 1.000

ME4 <--- ME 1.000 1.000 1.000 ..
ME3 <--- ME 1.064 1.006 1.132  .000
ME2 <--- ME 1.004 951 1.063  .000
ME1l <--- ME 939 877 1.009  .000
IN5 <--- IN 1.000 1.000 1.000 ..
IN4 <--- 1IN 1.025 971 1.081 .000
IN3 <--- 1IN 1.028 973 1.089  .000
IN2 <--- 1IN 983 925 1.051 .000
INl <--- 1IN 918 .855 985 .000
RE5 <--- RE 1.000 1.000 1.000 ..
RE4 <--- RE 1.085 1.023 1.168  .000
RE3 <--- RE 1.098 1.029 1.181 .000
RE2 <--- RE 1.008 .944 1.084  .000
KNS5 <--- KN 1.000 1.000 1.000 ..
KN4 <--- KN .988 950 1.025  .000
KN3 <--- KN .874 818 924 .000
KN2 <--- KN .940 .894 .986 .000
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Parameter Estimate Lower Upper P

KNI <--- KN .904 .843 960 .000
DL1 <-- DL 1.000 1.000 1.000 ..

DL2 <--—- DL 931 .844 1.019  .000
DL3 <--- DL 1.119 1.051 1.187  .000
DL4 <--- DL 1.063 998 1.130  .000
DS2 <--- DS 969 928 1.011 .000
DS3 <--—- DS 1.004 955 1.060  .000
DS4 <--—- DS 1.035 978 1.101 .000
DS5 <--—- DS .999 946 1.056  .000
DS1 <--—- DS 1.000 1.000 1.000 ..

DS6 <--- DS 1.003 951 1.059  .000
HE3 <--- HE 1.064 1.000 1.133  .000
Parameter Estimate Lower Upper P

DS <--—- MTE 174 714 .825 .000
HE <--- MTE .853 814 .887 .000
NO <--- MTE 232 131 334 .000
RE <--- MTE .694 .625 153 .000
ME <--- MTE 764 708 812 .000
IN <--—- MTE 72 717 821 .000
KN <--- MTE .848 .802 .881 .001
DL <--- MTE .596 481 706 .000
DL <-- DS 360 237 480 .000
DL <--- DS CD | .076 -.008 180 .143
HE1 <--—- HE .869 .834 .897 .000
HE2 <--—- HE .873 .845 .897 .000
HE4 <--—- HE 928 .899 947 .001
HES <--- HE .878 .842 906 .000
NO4 <--- NO .885 .847 916 .000
NO3 <--- NO 931 .907 952 .000
NO2 <--- NO .853 .799 .894 .001
NOl <-- NO .837 .789 877 .000
ME4 <--—- ME .904 877 925 .001
ME3 <--- ME 930 .905 .949 .001
ME2 <--- ME .874 .842 901 .000
MEl <--- ME .819 77 .854 .001
IN5 <--- IN .883 .845 912 .001
IN4 <--- IN 916 .890 935 .000
IN3 <--—- IN 925 902 .943 .001
IN2 <--- IN .896 .873 915 .001
INl <--- 1IN .848 813 .879 .000
RE5 <--- RE 812 .760 851 .001
RE4 <--- RE 924 .900 .944 .001
RE3 <--- RE .879 .845 907 .001
RE2 <--- RE .834 792 .868 .000
KN5 <--- KN 920 .892 939 .001
KN4 <--- KN 938 922 951 .001
KN3 <--- KN .869 .836 .895 .001
KN2 <--- KN .894 .867 915 .001
KN1 <--- KN .878 .840 .905 .001
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Parameter Estimate Lower Upper P
DL1 <-- DL .868 .843 .891 .000
DL2 <-- DL .808 766 .843 .000
DL3 <-- DL 902 .880 920 .001
DL4 <--- DL 878 .850 .899 .001
DS2 <--- DS 902 878 919 .001
DS3 <--- DS .879 .853 .898 .001
DS4 <--—- DS 924 907 938 .000
DS5 <--—- DS 923 .906 938 .001
DS1 <-- DS .900 .869 922 .001
DS6 <--—- DS 925 .907 939 .001
HE3 <--- HE 912 .887 932 .001
Parameter | Estimate Lower Upper P

MTE .698 .567 .833 .000

e49 377 298 480 .000

e53 33.535 30.439 36911 .000

e42 260 201 332 .000

e43 813 .686 950 .000

e45 416 .340 496 .000

e46 359 293 434 .000

ed7 426 357 .505 .000

e48 350 2717 446 .000

e50 120 .095 154 .000

el 311 259 377 .000

e2 298 252 352 .000

e3 199 152 267 .000

ed 303 241 375 .000

es5 273 207 .349 .000

e6 .165 118 220 .000

e’ 325 242 433 .000

e8 368 283 469 .000

el3 193 155 235 .000

el4 153 116 .199 .000

el5 269 220 329 .000

el6 373 314 444 .000

el7 298 232 .381 .000

el8 214 170 270 .000

el9 187 .146 237 .000

€20 252 214 298 .000

e2l .349 290 412 .000

e22 416 336 .509 .000

e23 161 123 205 .000

e24 284 229 .349 .000

e25 358 298 427 .000

e27 225 176 301 .000

€28 165 137 203 .000

e29 .308 261 364 .000

e30 276 232 328 .000

e3l 303 247 376 .000

e32 223 201 248 .000
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Parameter | Estimate Lower Upper P

e33 314 278 361 .000

e34 195 172 222 .000

e35 229 203 259 .000

e36 221 179 .280 .000

e37 203 173 .240 .000

e38 .280 240 328 .000

e39 172 .145 205 .000

e40 162 138 189 .000

edl 160 135 191 .000

e51 219 176 271 .000
Iteratio Negatwe Conditio S.m allest Diamete NTrie .

eigenvalue eigenvalu F Ratio
n s n# o S
0 . 17 1311 9999.00 18789.34 0 9999.00
0 3 0

1 ¢ 33 535 7280 (PP 20w
2 i 30 -.836 1.189 8308.148 6 157
3 i 19 -.400 .688 6515314 4 1.000
4 i 8 -.320 1.121 5014.160 5 .672
5 e 5 -.120 788 3815.103 5 940
6 : 2 -.151 1.553 2674.270 6 915
7 e 0 423.714 1.258 2091.312 5 .818
8 e 0 129.121 541 2017.214 2 .000
9 e 0 121.278 261 1984.054 1 1.075
10 e 0 124.994 .051 1982.990 1 1.031
11 e 0 123.377 .004 1982.986 1 1.004
12 e 0 123.354 .000 1982.986 1 1.000
Iterations Method 0 Method 1  Method 2
1 0 0 0

2 0 0 0
3 0 0 0

4 0 0 0
5 0 0 0
6 0 0 0
7 0 0 0
8 0 0 0
9 0 0 0
10 0 29 0
11 0 706 0
12 0 2406 0
13 0 1473 0
14 0 349 0
15 0 34 0
16 0 3 0
17 0 0 0
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Iterations Method 0 Method1 Method 2
18 0 0 0
19 0 0 0
Total 0 5000 0
|--mmmmm e
2302.625  |*
2378363  |*
2454101  [***
2529.839 |********
2605.577  [Frkmiskkkk
2681.315 [ o ok
2757.053 [t ok ok
N=5000 2832.791 [tk kst sk ok ok
Mean = 2737.291  2908.529  [¥kskkskkk
S.e.=2.054 2084.267  [FFE*E
3060.005  [***
3135743 [**
3211481 |*
3287.219 |*
3362957 |*
B
e
2070517 |*
2096.548  |FHHxE
2122.578 [ ok
2148.608 [ ok
2174.638 |**************
2200.668  [*wmx
2226.698  [***
N =5000 2252.729 |*
Mean =2153.807  2278.759 |*
S.e.=.485 2304.789 |*
2330.819 |*
2356.849 |
2382.879  |*
2408.910 |
2434940 |*
|--mmmmm -
B
-893.435 |
-692.451  [**
-491.466 ¥
-290.482 [tk
-89.497 |************
111.487 [ttt sl koo
312.471 [tk sk ok ko
N = 5000 S13.456  [FRssmmtsskssk
Mean = 329.188 714.440 |*************
S.e.=5.925 915.425 [k
1116.409 |k
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1317.394  |**

1518.378 |*

1719.362  |*

1920.347 |*

[ —
[ —

-69.969  |*

576 [*

71.121 [*HH*
Mean = 336.034  494.391  [¥¥*xkskkkk
S.e.=1.942 564.935  [rxEEx

635.480  |***

706.025 |*

776.570  |*

847.115 |*

917.660 |*

[ ——
Model NPAR CMIN DF P CMIN/DF
Default model 85 1982.986 656 .000 3.023
Saturated model 741 .000 0
Independence model | 38 19288.839 703 .000 27.438
Model RMR  GFI AGFI  PGFI
Default model 174 .828 .806 733
Saturated model .000 1.000
Independence model | .980 .093 .044 .088
NFI RFI IFI TLI

Model Deltal rhol Delta2 rho2 CFI
Default model .897 .890  .929 923 929
Saturated model 1.000 1.000 1.000
Independence model | .000 .000 .000 .000  .000
Model PRATIO PNFI PCFI
Default model 933 .837 .867
Saturated model .000 .000 .000
Independence model | 1.000 .000 .000
Model NCP LO 90 HI 90
Default model 1326.986 1196.909 1464.649
Saturated model .000 .000 .000
Independence model | 18585.839  18136.317 19041.717
Model FMIN FO LO9 HI9%
Default model 4.580 3.065 2.764 3.383
Saturated model .000 .000 .000 .000
Independence model | 44.547 42923 41.885 43.976
Model RMSEA LO9 HI9 PCLOSE
Default model .068 .065 072 .000
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Model RMSEA LO90 HI90 PCLOSE
Independence model | .247 244 250 .000

Model AIC BCC BIC CAIC
Default model 2152.986 2169.813 2499.195 2584.195
Saturated model 1482.000 1628.695 4500.126 5241.126
Independence model | 19364.839  19372.362 19519.614  19557.614
Model ECVI LO9 HI9  MECVI

Default model 4.972 4.672 5.290 5.011

Saturated model 3.423 3.423 3.423 3.761

Independence model | 44.722  43.684 45.775 44.740

HOELTER HOELTER

Model 05 01
Default model 157 163
Independence model | 18 18
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PHU LUC 4.9. KET QUA KIEM PINH KHAC BIET
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PHU LUC 4.10. SO SANH KET QUA NGHIEN CU'U HIEN TAI VOI
CAC NGHIEN CUU TRUOC THEO TUNG NHAN TO TRONG MO

HINH

Keét qua nghién ciru
hién tai

Két qua nghién ctru truéc

Twong dong/Khac
biét

MTE
nghiém
lich
nhé)

(Trai
du
dang

MTE c6 cau tric 7 thanh
phan (Huong thy, Thu
gian, Y nghia, Sy tham
gia, Kién thirc, Sy méi
la, Van hoa dia phuong),
dugc khing dinh gia tri
héi tu & phan biét. Tac
dong truc tiép va gian
tiép dén DL thong qua
DS.

Kim (2010); Tung & Ritchie
(2011); Kim, Ritchie va
McCormick (2012) khang dinh
MTE da chiéu, 12 nén tang hinh
thanh hai long va hanh vi.
Hosany va Gilbert (2010);
Zhang va cong su (2018) cho
rang trai nghiém giau cam xuc
thiic day y dinh hanh vi.

Tuong dong: Cau
tric MTE da chiéu,
anh huong manh
dén su hai long va
long trung thanh.

DS (Sw hai

DS dong vai trd trung

Oliver (1999); Yoon va Uysal
(2005); Chen & Phou (2013);

Khac biét: Vai tro

\ <X . PO U Ali va cong su (2016, 2018) | trung gian DS trong
i R phan gitla MTE | 42 khang dinh su hai long 1a | méi quan hé gitia
v ’ cau noi gilra trai nghiém va y | MTE va DL
dinh quay lai.
DL chiu tac dong true VY; (;Ic”l)r:, \ :{I}’Sél()(l%(;(.ﬁz);hirla}’ig Tuong dong: DL
DL  (Long | tiép tr MTE va gian tiép e St ’ & & cdong

trung thanh
diém den)

thong qua DS. Bao gom
ca y dinh quay lai va
truy€n miéng.

cong su (2018) chirng minh sy
hai long va trdi nghiém anh
hudéng dén ¥ dinh hanh vi va
truyén miéng.

dugc cung co boi
trai nghiém va hai
long.

CR (Su dong
duc)

CR diéu tiét tich cuc mbi
quan hé MTE — DS va
DS — DL. béng duc ¢
muirc “sinh khi d6 thi”
khuéch dai tac dong cua
trdi nghiém va sy hai
long.

Neuts va cong su (2012); Popp
(2012) cho rang crowding anh
hudng manh dén cam nhan,
thuong theo hudng ti€u cuec.
Line va Hanks (2020); Milman
va cong su (2020);
Papadopoulou va codng su
(2023) lai tim thiy ca tac dong
tich cuc va ti€u cuc tuy boi
canh.

Khac biét: Nghién
cau hién tai cho
thdy hiéu ung
khuéch dai dwong
cia CR trong bdi
canh d6 thi nang
dong (TP.HCM).

LC (Van héa
dia phuwong)

LC khong c6 tac dong y
nghia dén MTE.

Kim va cong sy (2012); Chen
va Phou (2013); Prayag va
cong su (2017) khang dinh LC
1a trung tdm tai diém dén di
san. Ali va cong su (2018);
Line va Hanks (2020); Milman
va cong su (2020) ghi nhén &
d6 thi toan cau hoa, LC khong
con ndi bat.

Khac biét: LC bi
“pha loang” trong
bdi canh d6 thi hién
dai; tuong déng voi
cac nghién ctu tai
thanh phé toan cau
hoa.
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PHU LUC 4.11. POI CHIEU KET QUA NGHIEN CUU HIEN TAI VA
CAC NGHIEN CcUU TRUOC

Bién nhan
khau hoc

Két qua nghién ciru
hién tai

Két qua nghién ctru truéc

Twong dong/Khac
biét

S6 1an dén

Du khach quay lai tur 4
lan tré 1én co muc hai
long (DS) va long trung
thanh (DL) cao hon
dang ké so v6i nhom
dén 2-3 lan.

Oppermann (2000); Alegre &
Juaneda (2006) khang dinh tai
viéng tham gitp cung c¢b niém
tin, ting gin bo véi diém dén.

Tuong dong: tai viéng
tham la chi bao manh
cho sy hai long va trung
thanh.

Nhom thu nhép 30-40
tri¢u  dong/thang  co
muc DS va DL thap

Oliver (1999); Parasuraman et
al. (1988) voi ly thuyét bat
twong hop ky vong; Chi & Qu

Tuong dong: thu nhap
cao gan voi ky vong
cao — giérn hai lc‘)ng.

Thunhdp | 4 whém thu nhp | (2008), Kozak (2001) cho | <hdc biet: nhom khong
X < o £ . A . 1... | thu nhap lai danh gia
thap hodac khong thu | thay nhém thu nhép caoco ky | « L
nhap danh gia cao hon. | vong cao hon, dé bit min hon rat cao trong boi canh
' ' i ’ " | TP.HCM.
Nhom trung nién (26— i?ng((z&o\l)\gl (ig?)@t;hgesoﬁﬁgg Twong dong: két qua
42 tuodi) co DS va DL | A Ay xh phan anh dung khac
Ao Re Z, ; tré/trung nién nang dong, | o ... . . ,
Do tuoi cao nhat; nhom > 50 . , . oA A biét ky vong gitta nhém
PO .. | thich kham pha nén thuong | 25
tudi c6 muac danh gia |, .. . , . < | tré/trung nién va nhom
X £ hai long hon; khach 16n tudi 2
thap nhat. \ ol n Lk cao tudi.
nhay cam voi tién nghi, y te.
Mot sé nghién ctu (Kozak, .k A
Khong c6 sy khac biét | 2001) ciing ghi nhan két qua Chu yeu tu(zng don%.
cre s . 2 A . L .. | gidi tinh khong quyét
Giéi tinh dang ké vé DS va DL | tuong tu, trong khi vai nghién | <. AP
. L~ , A £ 2. . | dinh hai long/trung
gilta nam va ni. ciru khac tim thay khac biét thanh
nho vé hanh vi tiéu dung. '
Céc nghién ctu trude (Chi &
Trinh  d6 Qu, 2008; Alegre & Garau, ‘
£ o o . . 1:n o | 2010) cling cho thay anh | Twong  dong:  hoc
hoc van & | Khong co su khac biét y
A ~ A . huong cua hoc van/nghé Van/nghe nghiép khong
Nghe nghia vé DS va DL. hicn kho dinh ha dinh,
nghiép nghigp khong on inh va it | phai yéu t6 quyet n

quan trong so véi yéu to kinh
nghiém va dong co.

(Nguon: Tong hop ciia tdc gid)

408




PHU LUC 5.1. PE XUAT HAM Y QUAN TRI

Hamy Pinh huéng trién khai Két qua ky vong
quan tri
Khuyén | - Thiét ké chinh séch khéch hang than thiét | - Lan8 Y 1€ khach quay lai,

. L i1 A 11w AR - ~ cung cO hinh anh “diém dén

khich (thé thanh vién, tich liy diém, géi vu dai). sen thude nhune luon méi
khach tai | - T4 chitc su kién dinh ky theo mua (18 hoi am | Tor U6 &

- A A 2 . reoo A me .
viéng nhac, am thuc, thé thao). - Lam moi san pham . Hinh thinh céne don
thim du lich véi tour chii d&, trai nghiém ban dém, g Cong

nhiéu lan

hoat dong “city break”.

khéach trung thanh, lan toa
truyén miéng tich cuc.

Diéu
chinh san
pham cho
nhom thu
nhap cao

- Phét trién san pham cao cap va ca nhan hoa:
tour riéng tu, luu tra sang trong, am thyc tinh
hoa.

- Ung dung cong nghé s (Al concierge,
AR/VR) dé nang tam trai nghiém.

- Truyén thong tap trung vao gi tri gia ting,
trai nghiém khac biét thay vi chi dich vu co
ban.

- bap ung ky vong cao cua
phan khtuc khach thu nhap
cao, giam “khoang cach ky
vong—trai nghiém”.

- Téang doanh thu tir phan
khuc cao cép, nang vi thé
TP.HCM thanh trung tdm du
lich do6 thi hang sang.

Phat trién
dich wvu
cho nhém
khach 16n
tudi

- Cai thién kha ning tiép can (ha tang than
thién, dich vu hd tro y té, hudng dan da ngon
ngit dé hiéu).

- Thiét ké san pham nghi dudng nhe, tour tim
linh, chdm soc sttc khdée (wellness, spa tri
ligu).

- Pao tao nhan luc du lich vé dich vu than
thién v&i khach 16n tudi.

- Nang cao su hai long va
long trung thanh ctia nhom
khach cao tudi.

- Mé& rong phan khuc du lich
huu tri va cham soc stc
khée, xu hudng dang gia
tang manh & chau A.

Khuyén
khich su
tham gia
chu dong
(RE)

- T6 chirc workshop, Hoat dong thyc hanh
- T6 chtrc chuyén tham quan chuyén dé voi
yéu to tuong tac cao

- Tang cudng cam giac gan
bo cta du khach

- Tao an tuong lau dai va trai
nghiém ca nhan hoa

Giatang y
nghia ca
nhan va
tuong tac
Xa hoi

- Két hop du lich véi hoat dong thién nguyén
hoic giao luu cong dong

- Tao khong gian md, hoat dong nhém, nén
tang két ndi truc tuyén cho du khéach.

- Cung ¢6 mdi quan hé xa
hoi

- Tang tinh y nghia va gia tri
cam xuc ctia chuyén di

(ME, IN)
Cung cap
gia tri hoc
hoi (KN)

- Phat trién tour chti dé am thuc, lich st, nghé
thuat

- Thuyét minh chét lugng cao, tng dung cong
nghé tuong tac.

- Pao tao chuyén siu cho hudng dan vién

- Nang cao tri thirc va sy hai
long cua du khach
- Gia tang y dinh quay lai dé
tiép tuc kham pha

Tich hop
van hoda
ban dia
trong san

- Két hop truyén théng — hién dai trong thiét
ké khong gian, am thue, su kién.

- Khai thac nghé thuat fusion (Am thuc, biéu
dién, thiét k&) dé tao khac biét.

- Gia tang strc hdp dan diém
dén nho ban sic riéng biét.

- Pap Ung xu hudng tim
kiém trai nghiém doc déo
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Hamy Pinh huéng trién khai Két qua ky vong
quan tri
pham hién | - Truyén thong xoay quanh gia tri “TP.HCM | cta ca khach quoc té va ndi
dai (LC) | — giao thoa van hoa, hdi nhdp nhung gilt ban | dia.

sac”.

Téi |- Hoa:m thién dich vu trudc — trong — sau
héa hanh clrluyen di (tuAthopg tin, dat dich vu, dén cham - Duy tri sy hai Iong én dinh,

N .. | sO6¢ sau chuyén di). SR .
trinh  trai A N z . N tang y dinh quay lai.

.~ .z | - Dong bo hoa chat lugng dich vu tur giao AN X,
nghiém dé n . A X N . | - Gia tang truyén mi¢ng tich
: . thong, Iuu trd, am thuyc dén hoat dong vui A A
gia tang choi cyc, cai thién x&p hang trén

?I;IS) long | _ Xay dyng co ché phan hoi khach hang theo nen tang trure tuyen.

thoi gian thyuc dé cai thién nhanh chéng.

Phat trién
du lich 18
hoi
TP.HCM
nhu loi
thé canh
tranh

- T chire 18 hoi quy mo 16n (dm nhac, van
hoa, thé thao) theo mo hinh “sinh khi do thi”.
- Ung dung cong nghé 1& hoi thong minh (vé
dién tor, ban d6 dong khach, AR/VR trai
nghiém 18 hoi).

- Long ghép vin hoa ban dia trong cac sy kién
qudc té dé khing dinh ban sic.

- Tan dung sy dong diac nhu
loi thé trai nghiém, bién
TP.HCM thanh “thanh phd
18 hoi” ctia khu vuec.

- Nang cao mirc 46 gan két
cua du khach, gia ting
truyén thong toan cau va
nang luc canh tranh quéc té.

(Nguon: Nghién civu dé xudt ciia tdc gia)
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