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Tom tit: Nghién citu nay nham danh gia cac yéu té anh hwong dén sw hai long ciia du khdch tai Rirng dira Bay Mdu
theo huéng tiép cdn tu" mo hinh chdt heong dich vu. Trén co s khdo sdat 200 du khdch da trai nghiém tai diém dén, nghién
ciru xem xét bay yeu 16 gom phicong tién hitu hinh, do tin cdy, s d‘am bdo, sw ddp irng, sw cam théng, gid ca va chat heong
dich vu an uong. Két qud phan tich cho thdy phan lom cdc yéu té chat heong dich vu déu cé tac dong tich cuc d‘en sw hai
long cuia du khdch, trong @6 phwong tién hitu hinh, sw dam bao va sw ddp g la nhitng yéu t6 ¢é anh hieong néi bat hon.
Piéu nay phan dnh ddc thi ciia Rirng dira Bay Mdu nhie mot diém du lich sinh thdi gan véi canh quan tw nhién, hoat dong
séng miede va trai nghiém vin héa dia phwong. Trong khi d6, chat lwong dich vu an udng chira thé hién tac dong cé y nghia
théng ké, cho thdy du khéach chii yéu quan tam dén trai nghiém sinh thai va mike do an toan hon la dich vu bé tro. Tir két
quda nghién ciru, bai viét dé xudt mét s6 ham ¥ qudn tri nham cdi thién co sé vt chdt, nang cao chat heong phuc vu, bao
dam an toan va phdt trién diém dén theo huwéng bén viing.

Tir khoa: sy hai long cua du khach, chat lwong dich vu; du lich sinh thdi; Rung dira Bay Mau.

EVALUATING FACTORS AFFECTING TOURIST SATISFACTION AT BAY MAU
COCONUT FOREST: A SERVICE QUALITY MODEL APPROACH

Abstract: This study aims to evaluate the factors affecting tourist satisfaction at Bay Mau Coconut Forest using
a service quality model approach. Based on a survey of 200 tourists who have experienced the destination, the study
examines seven factors: tangible facilities, reliability, assurance, responsiveness, empathy, price, and food and beverage
service quality. The analysis results show that most service quality factors have a positive impact on tourist satisfaction,
with tangible facilities, assurance, and responsiveness being the most prominent influencing factors. This reflects the
unique characteristics of Bay Mau Coconut Forest as an ecotourism destination associated with natural landscapes, river
activities, and local cultural experiences. Meanwhile, the quality of food and beverage services did not show a statistically
significant impact, indicating that tourists are primarily interested in ecological experiences and safety levels rather than
supplementary services. Based on the research results, the article proposes several management implications to improve

infrastructure, enhance service quality, ensure safety, and develop the destination sustainably.
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I. PAT VAN DE

Trong nhiing nim gan day, xu hudng du lich
dua vao thi€n nhién, trai nghiém ban dia va céc
hoat dong ngoai troi ngay cang duoc du khach
quan tam, dac biét sau giai doan thi truong du
lich phuc h6i manh mé&. Bén canh vai tro ctia cong
nghé trong viéc hd trg tim kiém thong tin, dat dich
vu va c4 nhan héa hanh trinh, nhiéu du khach van
¢6 xu hudng lya chon nhimg diém dén c6 kha
nang mang lai cam giac thu gian, gan giii voi moi
truong va gan két v6i vian hoa dia phuong. Trong
bdi canh d6, Rung dira Bay Mau 1a mot diém du
lich sinh thai tiéu biéu cua khu vuc Hoi An, hién
thudc thanh phd Da Néng, n6i bat véi canh quan
rimg dira nude, hoat dong chéo thuyén thing, trai
nghiém doi séng song nude va cac hinh thirc giao
lru vin hoa cong dong. Cac hoat dong nhu chéo
thuyén thl’lng, xem biéu dién thing, giing ludi va
trai nghiém am thyc dia phuong cling duoc xem
1a nhitng san pham dic trung ciia diém dén nay.
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Tuy nhién, sy gia tdng lugng khach cling dat
ra nhiéu van dé dbi voi chat luong trai nghiém
tai diém dén, nhu nang luc phuc vy, tinh an toan
trong hoat dong song nudc, sy minh bach vé gia
ca, chat lugng co s& vat chat, mac do chuyén
nghiép cua nhan sy va kha ning bao ton khong
gian sinh thai. Trong nghién ctru du lich, sy hai
long cua du khach thuong duge xem 1a két qua
clia qua trinh so sanh gitta ky vong trudc chuyén
di va cam nhan thyc té sau khi trai nghiém dich
vu. Cac m6 hinh do ludng chét lugng dich vy nhu
SERVQUAL nhan manh vai tro ctia phurong tién
hitu hinh, d¢ tin cdy, su dap Gng, sy dam bao va
su cam thong trong viéc hinh thanh danh gia cua
khach hang (Parasuraman, Zeithaml & Berry,
1988). Bén canh d6, mé hinh HOLSAT ciing cho
thdy sy hai long trong du lich can dugc xem xét
trong moi quan hé giita ky vong va trai nghiém
thuc té tai diém dén (Tribe & Snaith, 1998).
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II. NOI DUNG NGHIEN CUU

2.1. Phuong phap nghién ctiru

Nghién ctru st dung phuong phap dinh lugng
1a chu dao, két hop ra soat so bd y kién cia du
khach nhiam diéu chinh ndi dung bang héi cho
phi hop vé6i bdi canh Rimg dira Bay Mau. Dit liéu
duoc thu thdp thong qua khao sat 200 du khach
da tham gia trai nghiém tai diém dén trong giai
doan tir thang 12/2025 dén thang 3/2026. Bang
hoi duoc thiét ké dya trén thang do Likert 5 muc

do, tir “hoan toan khong dong y”” dén “hoan toan
ddng y”. Cac bién quan sat dugc nhom thanh bay
yéu t6 doc 1ap gdbm: phuong tién hitu hinh, do tin
cay, su dam bado, sy dép ung, su cam thong, gia ca
va chat luong dich vy an uéng. Bién phu thudc l1a
su hai long ctuia du khach. Dir li¢u sau khi thu thap
duoc xu ly nhim kiém dinh d6 tin cay thang do,
phan tich nhan t6 va danh gid mirc d6 tac dong ciia
timg yéu to dén sy hai long.

2.2. Két qua nghién ciru

Biang 1: Kiém dinh Cronbach’s Alpha - P§ tin cy ciia thang do

STT Thang do Mahoa | S0bien | Cronbach’s | Mucdanh | p e o0
quan sat Alpha gia
1 | Phuong tién hitu hinh | HH 5 0.85 Tét Pat yéu cau
2 Do tin cay TC 4 0.83 Tét Pat yéu cau
3 Su dam bao DB 4 0.87 Tét Pat yéu cau
4 Su cam thong CT 5 0.86 Tét Pat yéu cau
5 Su dap ung DU 6 0.88 Tét Pat yéu cau
o | Chatluomgdichvu |y g, 4 0.74 Chap 1 bt veu cdu
an udng nhan duoc
7 Gia ca GC 3 0.81 Tt Dat yéu cau
Su hai long X A A A
8 cita du khach HL 7 0.90 Rat tot bat yéu cau

Két qua kiém dinh d6 tin cdy thang do bang
Cronbach’s Alpha cho thdy tit ca cac thang
do trong mo hinh déu dat yéu cau, véi hé sb
Cronbach’s Alpha dao dong tir 0.74 dén 0.90.
Trong do, thang do su hai long ctia du khach
c6 do tin cay cao nhit v6i Cronbach’s Alpha
dat 0.90, phan anh mitc d6 nhat quan noi tai
rat tot gilta cac bién quan sat. Cac thang do sy
dap tng, su dam bao, sy cam thong, phuong
tién hitu hinh, d6 tin cdy va gia ca déu c6 hé sd
Cronbach’s Alpha 16n hon 0.80, cho thiy d6 tin
cay tot. Riéng thang do chat luong dich vu an
uéng c6 hé sb Cronbach’s Alpha dat 0.74, thép
hon so v6i cac thang do con lai nhung van dat
ngudng chap nhan. Nhu vay, cac thang do du
diéu kién dé tiép tuc dua vao phan tich nhan to
kham phéa EFA.

Két qua kiém dinh KMO va Bartlett cho thay
dir liéu phu hop dé thuc hién phan tich nhan
t6 kham pha EFA. Cu thé, nhém bién doc lap
c¢6 h¢ s6 KMO dat 0.89 va kiém dinh Bartlett
¢ Sig. = 0.000 < 0.05, cho thiy cac bién quan
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sat ¢6 tuong quan v4i nhau va da diéu kién dé
phan tich nhan t6. D6i voi bién phu thude 1a
su hai 1ong cua du khach, hé s6 KMO dat 0.88
va Sig. Bartlett = 0.000, ciing dap ung yéu cau
phan tich EFA. Két qua EFA ddi véi 31 bién
quan sat doc 1ap cho thiy bay nhan té duoc rat
trich gdm: phuong tién hiru hinh, d¢ tin cdy, su
dam bdo, sy cam thong, sy dap ung, chét lugng
dich vu an ubng va gia ca. Tong phuong sai
trich dat 76.50%, cho thay bay nhan t5 nay giai
thich dugc 76.50% su bién thién cia dit lidu. He
s6 tai nhan to cua cac bién quan sat dao dong
tir 0.642 dén 0.861, déu 16n hon ngudng 0.50,
chimg t6 cac bién quan sat co gia tri hoi tu phu
hop. Pbi voi thang do sy hai 1ong cua du khéch,
két qua EFA cho thay mét nhan té dugc rat trich
voi Eigenvalue = 4.410 va phuong sai trich dat
63.00%. Hé sb tai nhan té dao dong tir 0.714
dén 0.872, cho thiy thang do sy hai long dat gia
tri hoi tu tot. Nhu vay, cac thang do trong mo
hinh dat yéu cau dé tiép tuc dua vao phan tich
hodi quy tuyén tinh boi.
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Bang 2. Két qua hdi quy cac yéu t6 anh hwéng dén sy hai long ciia du khach

. X Beta
Bién doclap | Mahéa | Hes6 B | SU 30 | chuin t Sig. | VIF |Kétluan
chuan ,
hoéa
Hang s 0.426 0.187 2278 | 0.024
Phuong tién |y 1 0041 | 0052 | 0286 | 4635 | 0000 | 1842 |  C°
httu hinh tac dong
D9 tin cdy TC 0.156 | 0049 | 0178 | 3.184 | 0002 | 1675 | . ©°
tac dong
Sydambao | DB 0213 | 0050 | 0251 | 4260 | 0000 | 1731 | ¢
tac dong
sw CT 0.119 | 0047 | 0137 | 2532 | 0012 | 1624 |  ©
cam thong tac dong
Sudép tng | DU 0.198 | 0051 | 0220 | 3882 | 0000 | 1.806 | . <°
tac dong
Chat luong Khong
dichvu | CLAU | 0.052 | 0043 | 0061 | 1209 | 0228 | 1392 | coy
an uong nghia
Gié ca GC 0.134 | 0046 | 0151 | 2913 | 0004 | 1447 |
tac dong

Ghi chu: Bién phu thudc: Sy hai long cta du khach. R? hiéu chinh = 0.647; Sig. F = 0.000; Durbin—

Watson = 1.921

Tir két qua hoi quy, phuong trinh hoi quy tuyén
tinh boi duoc xac dinh dya trén hé sd hoi quy chua
chuan hoa nhu sau:

HL=0.426 +0.241HH + 0.156TC + 0.213DB
+0.119CT + 0.198DU + 0.052CLAU + 0.134GC

2.3. Dé xuit giai phap

Nhom giai phap vé phuong tién hitu hinh can
duoc uu tién vi day 13 yéu t6 co mirc tac dong noi bat
trong mo6 hinh. Diém dén can cai thién bén thuyén,
16i di, khu vuc cho, diém nghi chan, nha vé sinh va
hé thng bién chi din theo hudng sach sg&, an toan,
hai hoa vdi canh quan ty nhién, tranh bé tong hoa
hoic thuong mai héa qua mirc. Pong thoi, can kiém
soat luong khach vao gio cao diém nham han ché
tinh trang qua tai va bao dam chét luong trai nghiém.

Nhom giai phép vé su dam bao va kha ning
dap tng can tip trung vao an toan song nudc va
chat luong phuc vu. Ban quan Iy nén kiém tra
dinh ky thuyén thung, 4o phao, quy dinh s6 luong
khach phu hop trén mdi thuyén va bd tri nhéan sy
giam sat tai cac khu vuc dong khach. Nguoi chéo
thuyén va nhéan vién phuc vu can duoc tap huén
k¥ ning giao tiép, xir Iy tinh hudng, huéng dan du
khéch va gidi thi¢u van hoa dia phuong mot cach
than thién, chuyén nghiép.

Nhém giai phap vé do tin ciy va gia ca, diém
dén can cong khai ro rang gia vé, gia dich vu, 16
trinh tham quan va cac khoan chi phi phat sinh.
Viéc tng dung dat vé truc tuyén, ma QR, ban dd
s6 va thong tin huéng dan da ngdn ngir ciing sé
gitp du khach tiép can dich vu thuan tién hon.
Ngoai hoat dong chéo thiing, Rung dira Bay Mau
nén phat trién thém cac trai nghiém gan v4i hé sinh
thai rimg dira, sinh ké cong dong va hoat dong bao
v€é moi truong. Riéng dich vu dn uéng nén duogc to
chuic theo hudng gan gili, vé sinh, mang ban sic
dia phuong va than thién v4i moi trudong, thay vi
mo rong thuong mai dai tra.

III. KET LUAN

Nghién ctru da 1am 13 cac yéu t6 anh huong dén
su hai long cta du khach tai Riung dira Bay Mau
theo hudng tiép can tir mo hinh chat luong dich vu.
Két qua cho thiy cac yéu t6 nhu phuong tién hitu
hinh, sy dam bao, kha nang dap ung, d6 tin cay, su
cam thong va gia ca déu co tac dong tich cuc dén sy
hai long cua du khach; trong d6, phuong tién hiru
hinh giir vai tro ndi bat do dic thu cua diém dén
gan voi canh quan thién nhién va trai nghiém séng
nude. Nguoc lai, chét luong dich vu an uéng chua
thé hién anh huong co ¥ nghia thong ké, cho thiy
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du khach dén day chu yéu tim kiém trai nghiém tién cai thién ha tﬁng phuc vu, bdo dam an toan,
sinh thai va van hoa dia phuong hon 14 dich vy 4m  nang cao chat luong nhan su va pht trién san pham
thuc. Tir két qua nay, Ring dira Bay Mau can wu  du lich theo hudng bén viing.
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