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LOI CAM DOAN

T6i xin cam doan moi két qua cua dé tai luan an: “Tdc déng ciia marketing qua
mang xa héi, sw gin két cia du khdch dén long trung thanh diém dén du lich bién
Nam Trung B§ - Viét Nam” 1a cong trinh nghién ctru ctia cd nhan t61, tuan thu dang céac
quy dinh vé liém chinh hoc thuét; cac dit liéu va két qua nghién ctru trinh bay trong luan
an 13 trung thuc va chua timg duoc ai khac cong bd trong bét cir cong trinh khoa hoc
nao cho t6i thoi diém nay.

Khanh Hoa, ngay 31 thang 10 nam 2025

Tac gid luan an

(Ky va ghi ro ho tén)

Lé Duc Tam

111



LOI CAM ON

Pé hoan thanh luan 4n tién si ndy, bén canh su nd luc cua ban than, toi di nhan
duogc sy quan tam, giup d& va dong vién quy bau tir nhiéu c4 nhan va tap thé. Trudc hét,
t61 xin bay td long biét on sau sic dén Ban Giam hiéu Truong Dai hoc Nha Trang d tao
moi diéu kién thuan loi trong sudt qua trinh hoc tap va nghién ctru. To1 xin tran trong
guri 101 cam on chan thanh dén quy thay c6 Khoa Kinh té va quy phong ban Trudong Pai
hoc Nha Trang d3 ludn hd tro, huéng dan va giai quyét kip thoi cac thu tuc hanh chinh,
gilp t61 yén tdm tap trung vao cong tac chuyén mon.

bic biét, t61 xin dugc danh nhirng tinh cam tran trong va biét on siu sic nhat tGi
PGS.TS. H6 Huy Tuu va PGS. TS. Lé Chi Cong, hai thay khong chi tan tam truyén dat
nhimg kién thirc chuyén mén, dinh huéng khoa hoc sic bén, ma con luén dong vién,
chia sé va khoi day trong toi niém dam mé, sy kién tri dé vuot qua nhitng kho khan, thir
thach trong qua trinh thuc hién luan 4an. Nhitng chi dan quy bau va sy khich 18 kip thoi
13 nén tang quan trong dé t6i c6 thé hoan thanh tét cong trinh nghién ctru nay.

Cubi cung toi xin giri 101 cam on chan thanh dén gia dinh, nguoi than va dong

nghiép da gitip d&, dong vién t6i trong sudt qué trinh hoc tap va thyc hién luan an.

Khanh Hoa, ngay 31 thang 10 nam 2025

Tac gid luan an

(Ky va ghi ro ho tén)

Lé Dtc Tam
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TOM TAT NHUNG PONG GOP MOI CUA LUAN AN

Dé tailudn 4n: Tac dong ciia marketing qua mang xi hoi, sy gin két cia du
khach dén long trung thanh diém dén du lich bién Nam Trung Bj - Viét Nam

Nganh: Quan tr1 kinh doanh
M sb: 9340101

Nghién ctru sinh: Lé Buc Tam

Khéa: 2021

Nguwdi hwong din: 1. PGS. TS. H6 Huy Tuu
2. PGS.TS. Lé Chi Cong
Co sé dao tao:  Truong DPai hoc Nha Trang

Nhirng déng gop méi cia luan an
> Vé mat Iy thuyét

— Thi nhat, 1am sang t6 co ché trung gian phirc hop bang viéc kiém dinh dong
thoi vai tro trung gian song song cua Sy hai 10ng (SA) va Su gan két (TE) trong mdi
quan h¢ gitra cac hoat dong marketing qua mang xa hoi (SMMA) va long trung thanh.

— Tht hai, kiém dinh vai tro diéu tiét c6 hé théng ctiia Niém tin diém dén (DT)
trén toan bo chudi tac dong S-O-R, qua d6 xac dinh cac diéu kién bién cho hiéu qua cua
cic hoat dong marketing. Pay 1a dong gop noi bat nhat cia luan an nay.

— Thtr ba, déng gdp vé mit phuong phap luan bang viéc van hanh hoa va kiém
dinh SMMA, TE, va DL nhu cac ciu triac bac cao (HOC), cung cap mot cach tiép can
toan dién hon cho cac khai niém da chiéu.

— Tht tu, x4c thuc co ché trung gian tudn ty (ting bac) theo tuyén SMMA — SA
— TE — DL, lam rd mot trat tu tdm ly phtrc tap hon trong qué trinh hinh thanh long
trung thanh.

> Vé mat thuc tién

Vé mit thyuc tién, lun an nay cung cép mot khung quan tri chién luoc toan dién,
trang bi cho cic nha quan 1y diém dén va doanh nghiép du lich mot quy trinh ra quyét
dinh dua trén béng ching. Cu thé, nghién ctru dua ra cac ham y thuc tién vé thtr tu vu
tién nham t6i wu héa ngudn luc dya trén phan tich IPMA (Mtc do wu tién hang dau 1a
SMMA va SA; sau d6 méi dén TE va DT), ttir d6 xay dung mot 16 trinh hanh dong chién
lugc véi cac ham ¥ quan tri cu thé theo timg giai doan. Pong thoi, luan an con dé xuét
mot hé thong KPIs duya trén cac thang do da dugc kiém dinh, cho phép do luong va danh
giad hiéu qua thyc su cua chién luoc, vuot ra ngoai cac chi $6 tuong tac bé nodi.

Nguwoi hudng din 7 Nghién ctru sinh
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Chuong 1. GIOI THIEU PE TAI NGHIEN CUU

1.1. Tinh cép thiét ciia dé tai luin an
L1.1. Vé mdt thuc tién

Tinh cfip thiét thuc tién cta dé tai duge dinh hinh boi su giao thoa gitta cac thach
thirc canh tranh cot 16i ctia nganh va cac wu tién chién luge qudc gia trong bbi canh canh
tranh va chuyén doi s6 manh mé& (Thu tuéng Chinh phu, 2020).

Thir nhét, nghién ciru giai quyét bai toan quan tri cdp bach vé 1ong trung thanh ciia
du khach trong mot mdi truong canh tranh diém dén ngay cang gay gat. Duy tri va ting
cudng 1ong trung thanh 1a yéu t6 then chét cho su phat trién bén viing ctia nganh
(Khuong va Nguyen, 2017). Thyc trang dang quan ngai 13 ty 1é du khach quéc té quay
tr¢ lai Viét Nam chi dat khoang 5-10%, thép hon nhiéu so v&i con s trén 50% cua Thai
Lan (Khuong va Nguyen, 2017). Su chénh léch nay 1a mét chi ddu quan trong vé thach
thirc trong nang lyc canh tranh, dac biét 1a trong viéc thiét lap mbi quan h¢ bén viing voi
du khach — nén tang cho ngudn thu 6n dinh (Lé Chi Céng, 2017). Do dé, viéc chuyén
d6i hanh vi quay lai don thuan thanh long trung thanh thyc sy, bao gdm cam két cam
xuc va ting hd chi dong (Oliver, 1999), da tré thanh mot yéu cau quan tri cap bach.

Tht hai, nghién ctru tip trung vao bdi canh dic thu cua du lich bién Duyén hai
Nam Trung B6, mét khu vue dugc xac dinh 13 trong diém phat trién theo Nghi quyét 36-
NQ/TW ctia BCH Trung wong Pang (2018). Birc tranh thuc tién tai day dugc dic trung
bdi mot mdi trudng canh tranh da tbe d6 va ngay cang gay gat. Piéu ndy duoc minh
chting qua sy phan héa giita cac trung tdm da dinh vi khong chi dan dit vé quy mo ma
con duy tri da ting trudng manh mé 1a Pa Nang (Nam 2024, dat gén 10,9 triéu khach,
tang 32,8% so v&i nam 2023, béng 135% so vo1 nam 2019; ¢6 1.290 co so luu tra du
lich (tang 743% so véi nam 2021) véi tong quy mo 47.527 phong) va Khanh Hoa (Nam
2024 d@on hon 10,6 triéu khach, tang gén 46% so v&1 nam 2023; téng thu du lich dat hon
52.000 ty dong; c6 1.181 co s6 luu tra du lich v6i hon 64.689 phong tinh dén thang 8
niam 2024), v6i cac diém dén méi ndi dang cho thay sy bit pha va thu hep khoang cach
véi toe do an tuong 1a Phu Yén (Hon 4 tri¢u khach, doanh thu dat hon 8.000 ti déng,
gap 1,6 1an ndm 2023; c6 480 co s luu tra du lich véi tong quy mé khoang 7.980 phong)
va Ninh Thuan (Hon 3,4 tri¢u khach, vugt 6,3% ké hoach; ¢6 213 co s& luu trt du lich
v6i 4.706 phong va thu hiit von dau tu du lich trén 53.000 ty dong). Dong luc canh tranh



tir moi phia di tao ra mot strc ép 16n vé viéc phai khong ngimng d6i moi va mot yéu cau
cap thiét vé& chuyén ddi s6 dé t6i wu hoa van hanh, duy tri loi thé — mot dinh huéng chién
luoc da duoc thé ché hoa trong “Chién lugc Marketing du lich Viét Nam dén nam 2030”
(B6 Vin hoa Thé thao va Du lich, 2023). Dé dap tng yéu ciu ndy, marketing qua mang
x4 hoi (SMMA) di ndi 1én nhu mét cong cu chién luge khong thé thiéu (Bartoloni va
Ancillai, 2024; Vrontis va cong su, 2021). Tuy nhién, hiéu qua ctia cac khoan dau tu
vao SMMA lai phu thudc truc tiép vao viéc thdu hiéu co ché tim 1y ma né tac dong lén
du khach dé kién tao 10ng trung thanh, mot khia canh van con 1a khoang tréng trong céac
nghién ctru trude day (Minazzi, 2015) va cling 1a muc ti€u quan trong ma ludn an nay
huéng dén giai quyét.

Thit ba, nghién ctru cung cap luan cr cho viéc ra quyét dinh dua trén bang ching
trong moi truong sb phirc tap. Trong bdi canh du khach d& bi anh hudng boi qua tai (Xiang
va Gretzel, 2010) va sai léch thong tin (Turcotte va cong su, 2015), cac quyét dinh quan
tri dya trén kinh nghiém don thuan d3 giam sat hiéu qua. Két qua nghién ctru sé hd tro
cac nha quan ly chuyén doi sang cac chién luge dua trén dir liéu. Cu thé, viéc thau hiéu
vai tro diéu tiét cua niém tin diém dén (DT) s& cho phép cic nha quan 1y biét cach xay
dung va tan dung niém tin dé khuéch dai hiéu qua cua cac hoat dong marketing (L& Ptrc
Tam, 2025; Tam va cong su, 2024). Tuong tu, lam r6 co ché trung gian song song cua su
hai long va su gin két s& gitip 1y giai sau co ché trude — trong — sau chuyén di cua du
khach, tir 46 cung cip cac giai phap hiéu qua dé nudi dudng dong thoi ca hai trang thai
tam 1y nay, tir d6 kién tao 1ong trung thanh bén viing (Pansari va Kumar, 2017).

1.1.2. Vé mdt ly thuyét

Dé giai quyét cac thach thirc thue tién néu trén mot cach hiéu qua, can c6 mot nén
tang 1y thuyét viing chac. Trong bdi canh nganh du lich toan ciu dang phuc hoi va
chuyén d6i s6 (Fenitra va cong sy, 2022), viéc 1am sang t6 co ché tic dong cia SMMA
dén long trung thanh diém dén (DL) 1a mot huéng nghién cru mang tinh thoi su
(Bartoloni va Ancillai, 2024; Sohaib va Han, 2023). Tuy nhién, cic tong quan hé thong
gan day cho thay sy can thiét phai tiép tuc lam sang t6 cac co ché phirc tap va cac yéu
to nglr canh (Bartoloni va Ancillai, 2024; Vrontis va cong su, 2021), tr d6 md ra cac
khodang tréng nghién ciru cap thiét ma luan an nay huéng dén:

Thir nhat, ton tai khoang trong vé tinh ddc thu ctia bbi canh nghién ciru. Mic du

vai trd cia SMMA di duoc ghi nhan & cac thi truong phat trién (Almeida-Santana va
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cong su, 2020; Mirzaalian va Halpenny, 2021), kha nang khai quat héa cac mo hinh nay
cho mot nén kinh té chuyén ddi v6i nhirng dic thi vé vin hoéa va hanh vi tiéu dung sb
nhu Viét Nam van con b ngo (Huerta—Alvarez va cong sy, 2020; Olaniran, 2018). Cac
nghién ctru trong nude du di bat ddu kham pha SMMA (Ngé Thi Khué Thu va V5 Minh
Ai Nhi, 2024; Nguyen va cong sy, 2024) nhung chua c6 cong trinh nao kiém dinh thuc
nghiém mot mé hinh tich hop, danh gia tac dong cia SMMA (v6i cdu tric da chiéu),
SA, va TE dén long trung thanh trong bdi canh du lich bién Nam Trung Bo. Yéu cau
nay cang tré nén cap thiét trude 161 kéu goi ciia Asyraff va cong su (2023) vé sy can
thiét phai xay dung nén tang viing chac hon cho viéc ap dung moé hinh S-O-R trong
nganh du lich tai cac thi truong dang phat trién.

Thr hai, cdc co ché trung gian lién két SMMA véi long trung thanh van chua dugc
lam sang to day du (Vrontis va cong sy, 2021). Cac nghién ctru trude ddy thuong chi
kiém dinh vai trd trung gian don 1& cua sy hai l1ong - SA (Al-Dmour va cong su, 2023)
hoac su gén két - TE (Igbal va cong su, 2023). Diéu nay tao ra mot khoang tréng quan
trong trong viéc kiém dinh mot mo hinh trung gian song song, qua d6 danh gia dong
thoi cac con dudng tam 1y khac nhau ma SMMA tac dong dén long trung thanh, nhu 1oi
kéu goi mo rong kham pha vai tro trung gian (ciia SA va TE) nhu mot cau tric bac hai
ctia Rasoolimanesh va cong su (2019). Viéc kiém dinh cac co ché phirc tap nay 1a can
thiét dé hiéu rd hon cac con duong tdm 1y khac nhau dan dén hanh vi (Hayes, 2017).

Thir ba, khoang tréng 1y thuyét 16n nhét 12 sy thiéu hut cac nghién ciru hé thong vé
vai tro diéu tiét ciia niém tin diém dén (DT) (Al-Hattami va cong su, 2023). Trong mot
linh vuc phu thude nhiéu vao thong tin nhu du lich, noi céac nguén tin xac thuc ngay
cang quan trong (Hussain va cong sy, 2024), niém tin 14 mot cau trac nén tang (Agyei
va cong su, 2020; Artigas va cong su, 2017; Ebrahim, 2019; Morgan va Hunt, 1994).
Tuy nhién, cac nghién ctru trude day chii yéu xem xét niém tin nhu mét yéu td truc tiép
hodc trung gian (L€ Ptrc Tam, 2025; Agyei va cong su, 2020; Ebrahim, 2019; Siregar
va cong su, 2021). Vai tro diéu tiét ciia n6 — kha ning 1am thay ddi cuong d6 hodc chiéu
hudng ciia cic mbi quan hé khac — lai chua duge kham pha mot cach hé thong, ngoai
nghién ctru ciia Elbaz va cong su (2021) da kham pha vai tro diéu tiét tich cuc ctia niém
tin 1én mdi quan hé giira su hai long va long trung thanh trong bdi canh du lich strc khoe
tai Ai Cap. Loi kéu goi nghién ctru vé vai tro diéu tiét ctua niém tin d3 dugc dua ra (Al-

Hattami va cong sy, 2023; Iglesias va cong su, 2020), nhung van chua c6 nghién ciru



nao kiém chirng vai trd nay mot cach toan dién trén toan bd chudi tic dong tr SMMA
dén cac trang thai tim 1y va long trung thanh, vén 1a mot huéng di quan trong dé xéc
dinh cac diéu kién bién cta hiéu qua marketing (Aguinis va cong su, 2017).

Tom lai, bang viée giai quyét cac yéu cau thuc tién cap bach va lap day cac khoang
tréng 1y thuyét quan trong, ludn 4n nay cung cap nhiing luan ctr khoa hoc méi va cac
ham ¥ quan trj mang tinh tng dung cao, gbp phan nang cao ning luc canh tranh va sy
phat trién bén viing ciia nganh du lich bién khu vyc Nam Trung B ndi riéng va Viét
Nam noi chung.

1.2. Muc tiéu nghién ciru
1.2.1. Muc tiéu chung

Muc tiéu tong quat cta ludn an 13 xay dung va kiém dinh thuc nghiém moé hinh 1y
thuyét tich hgp nham giai thich co ché tac dong ciia cac hoat dong marketing qua mang
x4 hoi (SMMA) dén long trung thanh diém dén du lich (DL). Ngoai ra, nghién ctru phan
tich cac con duong tac dong gian tiép thong qua vai tro trung gian song song cila su hai
10ng (SA) va sy gan két cua du khach (TE), dong thoi kiém dinh vai tro diéu tiét cua
niém tin diém dén (DT) trong boi canh du lich bién Nam Trung Bo, Viét Nam.

1.2.2. Muc tiéu cu thé

bé dat dugc muc tiéu téng quat trén, ludn an tap trung vao cac muc tiéu cu thé sau:

— Hé thdng héa va tong quan co s 1y thuyét vé long trung thanh diém dén (DL),
cac hoat dong marketing trén mang xa hoi (SMMA), sy hai 10ng (SA), sy gan két cia
du khach (TE) va niém tin diém dén (DT), ciing nhu cac khung 1y thuyét nén tang lién
quan tir d6 1am co sé bién luan cho cac khoang trong va mo hinh nghién ctu.

— Kiém dinh va phan tich céac tic dong truc tiép va gian tiép trong mo hinh:

e Danh gia tac dong truc tiép cia SMMA 1én SA, TE va DL; ciing nhu mdi quan
hé tryuc tiép giita SA va TE.

e Lam rd co ché tac dong gian tiép cia SMMA dén DL thong qua vai trd trung
gian song song cua SA va TE.

— Kiém dinh va 1am 13 vai trd diéu tiét cua niém tin diém dén (DT) 1én cac mdi
quan h¢ nhan qua trong mo hinh.

— Dé xuat cac ham y quan tri cho cac nha quéan 1y diém dén, cac doanh nghiép du

lich va cac co quan hoach dinh chinh sdch nham nang cao hi¢u qua chién lugc marketing



s6 va gia tang 10ng trung thanh cta du khach tai cac diém dén du lich bién Nam Trung
Bo - Viét Nam.
1.3. Cau héi nghién ciru

Pé dat duoc cac muc tiéu nghién ctu trén, ludn an tp trung tra 10i cac cau hoi
nghién curu sau:

— Muic d6 tac dong ctia cac hoat dong marketing qua mang xa hoi (SMMA) dén
su hai 1ong (SA), su gin két cua du khach (TE) va long trung thanh diém dén (DL) 1a
nhu thé nao?

— Su hai long (SA) va su gan két ctia du khach (TE) c¢6 dong vai trd trung gian
song song trong mdi quan hé giita SMMA va long trung thanh diém dén (DL) khong?
Va mdi quan hé giita SA va TE dién ra nhu thé nao trong co ché nay?

— Niém tin diém dén (DT) c6 déng vai trd diéu tiét, lam thay doi cudng do tac
dong, trong cac moi quan hé nhan qua gitta SMMA, s hai 1ong (SA), sy gan két cua du
khach (TE) va long trung thanh diém dén (DL) hay khong?

1.4. Pdi twong va pham vi nghién ctru

— Poi twong nghién ciru: Luan an tap trung vao viéc kiém dinh cac moi quan hé
trong mo hinh 1y thuyét dé xuat, cu thé 1a tac dong cia SMMA 1én 10ng trung thanh
diém dén (DL), thong qua vai tro trung gian song hanh ciia su hai 10ng (SA) va sy gin
két du khach (TE), ciing vdi vai tro diéu tiét ciia niém tin diém dén (DT).

— Pham vi nghién ciru: Nghién ctru giéi han trong bdi canh du lich bién tai 4
tinh/thanh phd ving Duyén hai Nam Trung B9 - Viét Nam (Pa Ning, Khanh Hoa, Phu
Yén, Ninh Thuan). Péi tuong khao sat 1a du khach ndi dia Viét Nam dang tham quan
du lich tai cc diém dén nay. Dit lidu khao sat dugc thu thap tir thang 01/2024 dén thang
04/2024. Lu4n an tap trung vao cac bién sb va 1y thuyét nén di xac dinh, khong di sau
vao cac yéu td ngoai vi khac.

1.5. Phwong phap nghién ciru

Luan 4n nay 4p dung phwong phap nghién ciru hdn hop, trién khai mot cach hé
thdng qua bdn giai doan chinh (minh hoa tai Hinh 3.1 — Chwong 3). Nghién ctru nay tich
hop nghién ciru dinh tinh va dinh lugng dé: xay dung va tinh chinh cong cy do luong
(dinh tinh ban dau); kiém dinh gia thuyét (dinh lwong chinh thirc); va dién giai sau két

qua, ting cudng gi tri thyc tién cta cac ham y dé xudt (dinh tinh cubi cung).



1.5.1. Giai dogn 1: Nghién cvuru dinh tinh tham do

Giai doan nay nham xdy dung nén tang 1y thuyét, xac dinh khoang tréng nghién
clru va phat trién thang do nhap. Phuong phap bao gdm: (1) Tong quan 1y thuyét chuyén
sdu va tong quan cac nghién ctru ¢6 lién quan, két hop phan tich Bibliometric (sit dung
VOSviewer) dé dé xuat mo hinh 1y thuyét; (2) Thao luan sau v6i 10 chuyén gia hang
dau vé marketing du lich, quan tri kinh doanh dé hiéu chinh mé hinh va thang do. Két
qua 12 mé hinh nghién ctru 1y thuyét hoan chinh va bang hoi nghién ctru so bo.

1.5.2. Giai doan 2: Nghién cwru dinh lugng so bg (Pilot test)

Muc tiéu 12 kiém dinh so bo d9 tin cay va gia tri ciia thang do, dong thoi phat hién
céc van dé vé cau chit/cau trac bang hoi. Khao sat thir nghiém duoc thuc hién trén mau
thudn tién gdm 55 du khach noi dia tai cac diém dén du lich bién tinh Phu Yén. Dir liéu
dugc phan tich bang SPSS 20 dé danh gia do tin cay (Cronbach’s Alpha, twong quan
bién-tong) va gia tri cdu tric so bo (Phan tich nhan t6 kham pha — EFA). Cac muyc do
khong dat yéu cau di duoc loai bo/hiéu chinh, hoan thién bang hoi chinh thirc ddm bao
do tin cay va gia tri.

1.5.3. Giai dogn 3: Nghién cwu dinh lwong chinh thurc

Day 1 giai doan trong tAm, tap trung thu thap dir liéu quy mo 16n va kiém dinh mé
hinh va céc gia thuyét duoc dé xuét.

— Thiét ké mdu va thu thdp dir liéu: Nghién ctru st dung phuong phép 1ay mau phi
X4c sudt (thuan tién va han ngach) trén dbi tuong du khach ndi dia tai 4 tinh/thanh phé
du lich bién (Pa Nang, Khanh Hoa, Phu Yén, Ninh Thuan). Di liéu duoc thu thap bang
bang hoi gidy, véi tong sb 514 phan hoi hop 18 (tir 550 ban thu vé sau sang loc), dam
bao kich thuéc mau phi hgp phéan tich PLS-SEM. Qua trinh thu thap dugc kiém soat
chat ch€ thong qua huan luyén khao sat vién va giam sat truc tiép tai thuc dia.

— Phwong phdp phdn tich dir liéu: Dit liéu dinh luong duge phan tich bang M6
hinh phuong trinh ciu tric binh phuong tdi thiéu timg phan (PLS-SEM) trén phan mém
SmartPLS 4.0. Phuong phap nay phu hop véi muc tieu du doan va kha nang xur ly cac
m6 hinh phtrc tap (cau tric bac cao, mbi quan hé trung gian, diéu tiét). Quy trinh phan
tich bao gom:

e Kiém tra sai léch Phuong phap chung (CMB).
e Danh gia mo hinh do luong (d9 tin cdy: Cronbach’s Alpha, D tin cdy tong
hop - CR; gid tri: HO1 tu - AVE, Phan biét - HTMT).
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e Dénh gia mo hinh cau trac (da cong tuyén - VIF, ¥ nghia théng ké/do 16n hé
s6 dudng dan - p-value, f2, sirc manh giai thich - R2 kha ning du béo - PLSpredict).
Céc ciu tric bac cao (SMMA, TE, DL) duoc xir 1y theo phwong phap hai giai doan.

e Kiém dinh tac dong truc tiép/gian tiép va vai tro didu tiét ciia niém tin (DT).

e Phan tich b6 sung: Panh gia anh hudng cia bién kiém soat nhan khau hoc va
phan tich Tam quan trong — Hiéu suat (IPMA) dén long trung thanh ctia du khach (DL).

1.5.4. Giai doan 4: Nghién civu dinh tinh dién gidi

Giai doan nay nham dién giai chuyén sdu két qua dinh luong, 1am giau phan tich
va xac thuc cac ham y quan tri. Phuong phap la thao luan chuyén sau véi cac chuyén
gia nganh du lich va marketing dé phan tich ¥ nghia thuc tién ctia két qua théng ké. Giai
doan nay cung cap co sé cho cac két luan cubi cung, ham y 1y thuyét, ham ¥ Gng dung
c6 tinh kha thi, dong thoi xac dinh han ché nghién ciru va dé xuét dinh hudéng twong lai.
1.6. DPoéng gép méi cia luan an

Luan 4n cta nghién ciru sinh khong chi 1a mot cong trinh Gng dung 1y thuyét vao
thue tién ma con mang lai nhimg dong gop mai co gia tri cho ca linh vyc 1y thuyét
marketing du lich va thuc tién quan 1y tai cac diém dén.

1.6.1. Déng gop vé Iy thuyét

— Thir nhat, 1am sang t6 co ché trung gian phirc hop bang viéc kiém dinh dong
thoi vai tro trung gian song song cua Sy hai 10ng (SA) va Su gin két (TE) trong mdi
quan hé gitta SMMA va long trung thanh.

— Tht hai, kiém dinh vai tro diéu tiét c6 hé théng ctia Niém tin diém dén (DT)
trén toan bd chudi tac dong S-O-R, qua dé xac dinh cac diéu kién bién cho hiéu qua cua
cac hoat dong marketing. Day 12 dong gop noi bat nhat ciia luan an nay.

— Tht ba, déng gdp vé mit phuong phap luan bang viéc van hanh hoa va kiém
dinh SMMA, TE, va DL nhu cac c4u triac bac cao (HOC), cung cap mot cach tiép can
toan dién hon cho cac khai niém da chiéu.

— Thu tu, xac thuc co ché trung gian tuan tu (téng bac) theo tuyén SMMA — SA
— TE — DL, lam r6 mot trat tu tdm ly phtrc tap hon trong qué trinh hinh thanh long
trung thanh.

1.6.2. Déng gop vé thuec tién

Vé mit thuc tién, luan 4n nay cung cap mot khung quan tri chién luge toan dién,



trang bi cho cac nha quan 1y diém dén va doanh nghiép du lich mét quy trinh ra quyét
dinh dua trén bﬁng ching. Cu thé, nghién ctru dua ra cac ham y thuc tién vé tht tu vu
tién nham t6i wu héa ngudn luc dya trén phan tich IPMA (Mtc d6 wu tién hang dau 1a
SMMA va SA; sau d6 méi dén TE va DT), tir d6 xay dung mot 1 trinh hanh dong chién
lugc voi cac ham ¥ quan tri cy thé theo timg giai doan. Pong thoi, luan an con dé xuat
mot hé théng KPIs dya trén cac thang do dd duoc kiém dinh, cho phép do ludng va danh
gia hiéu qua thuc su cua chién luge, vuot ra ngoai cac chi ) tuong tac bé ndi.

1.7. Két cAu ciia luin 4n

Luan an duoc to chtc thanh 05 chuong chinh, phan anh qua trinh nghién ctru tir
tong quan 1y thuyét dén két qua va dé xuat:

— Churong 1: Gidi thiéu dé tai nghién ciru. Chuong nay trinh bay tinh cap thiét
clia dé tai, muc tiéu, cau hoi, dbi twong, pham vi, phuong phap nghién ctru, cac dong
g6p du kién va két cau tong thé cua luan an.

— Churong 2: Co s6 1y thuyét, tong quan va mé hinh nghién ciru. Chuong nay hé
thong hoa cac khai niém cbt 16i (1ong trung thanh diém dén, SMMA, sy hai long, su gan
két, niém tin diém dén) va phan tich cac 1y thuyét nén tang. Dya trén tong hop 1y thuyét
va xac dinh khoang tréng, chuong dé xuit mé hinh nghién ctru tich hop va cac gia thuyét.

— Chuwong 3: Pdc diém doi twong va phirong phdp nghién ciru. Chuong nay mé ta
béi canh va ddc diém d6i twong nghién ctru, dong thoi trinh bay chi tiét vé quy trinh nghién
ctru hdn hop tudn ty (4 giai doan), quy trinh xay dung/kiém dinh thang do, phuong phap
léy mau, thu thap dit liéu tai 4 tinh duyén hai Nam Trung B0, va cac phuong phap phan tich
dit liéu dinh lugng chinh (SPSS 20, Smart PLS 4.0).

— Chirong 4: Két qud nghién ciru va thao ludn. Chuong nay trinh bay va dién giai
céc két qua phan tich dir liéu dinh lugng, bao gom kiém dinh thang do (d9 tin cay, do
gi4 tri), mo hinh do ludng va cdu trac, cac gia thuyét vé tac dong truc tiép/gian tiép/diéu
tiét, phan tich IPMA va anh hudng cua bién kiém soat nhan khau hoc. Cac két qua dugc
thao luan sau, ddi chiéu véi Iy thuyét va nghién ctru trudc day.

— Churong 5: Két ludn va cdc ham y quan tri. Chuong cudi cing tong két cac két
qua nghién ctru chinh. Tir d6, dé xuat cac ham ¥ 1y thuyét va ham y quan tri cu thé cho
nha quéan ly/doanh nghiép du lich bién, dong thoi néu rd cac han ché nghién ctru va dinh

hudng cho cac nghién ctru tuong lai.



Chwong 2. CO SO LY THUYET, TONG QUAN VA MO HINH NGHIEN CUU

2.1. Tong quan vé 1ong trung thanh diém dén va khoang trong nghién ctru
2.1.1. Khdi niém long trung thanh (khdach hang va du khadch)
2.1.1.1. Long trung thanh cua khdach hang

Trong bdi canh canh tranh khéc liét cua thi truong hién dai, sy thanh cong cia mot
doanh nghiép phu thudc dang ké vao kha ning thu hat va duy tri 10ng trung thanh cia
khach hang (Mellens va cong su, 1996). Long trung thanh ctia khach hang duoc xem la
mot khai niém then chét trong marketing, phan anh cam két virng chéac va hanh vi wu tién
ting ho mot nha cung cap hodc thuong hiéu cu thé theo thoi gian, bat chap cac yéu té bén
ngoai hodc nd lyc marketing ctia d6i thu c6 thé khuyén khich su chuyén doi (Kotler va
Keller, 2012; Oliver, 1999). Long trung thanh khong chi don thuan 1a hanh vi mua hang
1ap lai, ma con bao ham ca thai d tich cuc va su ung ho truyén miéng (Reichheld, 2003).
Céc quan diém vé 1ong trung thanh khach hang da phat trién qua nhiéu thap ky, tir cac
dinh nghia tap trung vao hanh vi c6 thién hudng lap lai (Jacoby va Chestnut, 1978) dén
cac cach tiép can toan dién hon, bao g@)m ca thai do va gén két cam xuc (Dick va Basu,
1994; Oliver, 1999).
2.1.1.2. Long trung thanh ciia du khdch véi diém dén

Trong linh vuc du lich, khai niém nay duoc cu thé hoa thanh long trung thanh diém
dén du lich (Destination loyalty - DL). DL phan anh su cam két sau sac cua du khach di
voi mot diém dén, thé hién qua y dinh quay tr¢ lai va khuyén nghi tich cuc cho nguoi
khac (Cong, 2021; Yoon va Uysal, 2005). DL 1a yéu t6 then chdt quyét dinh lgi thé canh
tranh va sy phat trién bén viing cia mot diém dén (Gursoy va cong su, 2014; Stylidis va
cong su, 2020). Cac nghién ctru phan loai DL thanh ba khia canh chinh: long trung thanh
hanh vi (hanh vi quay lai thuc t&), 1ong trung thanh thai do (y dinh quay lai, khuyén nghi,
yéu thich) va 1ong trung thanh tong hop (két hop ca hai) (Cong, 2021; Singh va cong su,
2022). Mic du dugc nghién ciru rong rii, sy thiéu nhat quan trong phuong phap do ludng
DL (Lee va Hyun, 2016; Oppermann, 2000; Singh va cong su, 2022) cho thiy can c6

nhirng tiép can maéi dé 1am ro hon céc nhén to cau thanh va tac dong cua chung.



2.1.2. Cic khia canh do lwong long trung thanh ciia du khdch véi diém dén

Téng quan tai liéu chi ra rang cac khia canh chinh do ludng 1ong trung thanh diém

dén bao gém: ¥ dinh quay lai, gi6i thiéu/dé xuat, yéu thich va wu tién, cing luot viéng

tham thyc té. Cac nghién ctru, bt ké goi bién phu thudc 13 “long trung thanh diém dén”

hay “y dinh hanh vi”, déu sir dung cac t6 hop khac nhau cua nhitng chi bao nay, duoc

téng hop trong Bang 2.1.

Bang 2.1: Cac chi bao do lwdng long trung thanh diém dén

Khia canh
do ludng

Cac chi bao

Recommendation
(Gioi thieu/

dé xudt)

Y dinh gi61 thiéu cho nguoi khac... (Joo va cong su, 2020)

Chia sé nhitng diéu tich cuc vé... (Ragb va cdng su, 2020)
Khuyén nghi cho gia dinh, ban bé va ngudi quen vé... (Li va cong
su, 2020)

Chia sé thong tin tich cuc (WOM) . . . (Lin, 2017)

Dua ra nhitng nhan xét tich cyc trén mang xa hoi... (Joo va cong
su, 2020)

Khuyén ngudi khac dén tham... (Pike va cong sy, 2020)

T6i s& thuyét phuc... (Lin, 2017)

Noi nhitng diéu tich cuc vé... (Hallak va cong su, 2017)

Chia sé nhimng trai nghiém tot/ tich cuc vé... véi ngudi khac
(Wang va cong su, 2020)

Revisit
Intentions (Y
dinh quay lai)

Y dinh quay lai (Patwardhan va cong su, 2020)

Y dinh tré lai (Mohamed va cong su, 2020)

Dy dinh du lich trong vong 5 ndm t&1 (Wisker va cong sy, 2020)
Kha ning cao hon dé quay lai du lich (Japutra, 2020)

T6i s& tiép tuc tham quan (Wu va cong su, 2020)

C6 ging quay lai (Martin va cong sy, 2018)

Tham lai trong tuong lai (Lee va Xue, 2020)

To1 du dinh s€ tham lai (Ragb va cong su, 2020)

Tbi s& nd luc quay lai (Kim, 2018)

Van xem xét du chi phi c6 tang (Wisker va cong su, 2020)

Néu phai chon, chic chin t6i s&... (Schlesinger va cong su, 2020)

Liking and
preferences
(Yéu thich va vu
tién)

T6i thich ... hon cac diém dén khac (Yuksel va cong su, 2010)
Thich tham quan ... (Taylor va Norman, 2018)

Cam thay rat tot/thoai mai khi ... (Fu, 2019)

To1 yéu thich viée luu tru tai ... (Yuksel va cong sy, 2010)

Luya chon dau tién cua t6i 1a ... (Wisker va cong su, 2020)

Diém dén nay s€ 1a su lya chon uu tién cua toi (Pike va cong su,
2020)

To1 yéu thich vi¢c tham quan ... (Taylor va Norman, 2018)
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Khia canh

do lwong Cac chi bao

Cam thay mot sy gan két ... (Weaver va Lawton, 2011)
... it quan trong d6i vai toi (Weaver va Lawton, 2011)
T6i cam thay t6t hon khi toi luu tra tai ... (Yuksel va cong su,
2010)
Actual visits S6 1an viéng tham ... (Lee va Hyun, 2016)
(Luot vieng tham | Ban d4 viéng tham ... bao nhiéu lan (Herndndez-Lobato va cong
thyee 1e) su, 2006)
S6 1an viéng tham lap lai ... (Mechinda va cong sy, 2009)

Nguon: Tong quan nghién ciru ciia tdc gia

Céac nghién ctru dugc tong quan chii yéu sit dung phép do hanh vi (Conative
measurement), tip trung vao y dinh, dong luc va hanh dong cu thé cua nguoi tham gia.
Phuong phap nay hitu ich dé do luong long trung thanh (vi du: ¥ dinh quay lai, gi6i
thiéu, mua lai) va danh gié hi¢u qua marketing, dic biét trong du lich. Do kh¢é khan trong
viéc nam bat hanh vi quay lai thuc té cta du khach, vn thuong uu tién kham pha diém
dén méi (Dolnicar va cong su, 2015), cac nha nghién ctru thuong sir dung thang do hai
chi muc: y dinh quay lai va y dinh giéi thi¢u (Singh va cong sy, 2022). Nghién ctru nay
cling sé& str dung hai chi bao dé do ludng 10ng trung thanh diém dén: y dinh quay lai va
su san long gidi thi¢u (Cong, 2021; Singh va cong su, 2022), dugc do béng thang do
Likert 7 cap do.
2.1.3. Téng quan cdc yéu té anh hwong dén long trung thanh diém dén qua ling kinh

phan tich mang lwoi tir khoa trén VOSviewer

Pé xay dung ban do cac cha dé nghién ciru va xac dinh cac xu huéng nghién ctru
trong linh vuc long trung thanh diém dén, mot phan tich thu muc da duogc tién hanh bang
phan mém VOSviewer. D liéu phan tich bao gém 353 cong trinh khoa hoc (bai béo,
chuong sach) bang tiéng Anh, duoc truy xudt tir co s dit liéu Scopus (giai doan 2000-
2024) voi cum tir khoa “destination loyalty” OR “tourist loyalty” trong truong tiéu de.
2.1.3.1. Phén tich cdc cum chii dé nghién ciru

Phén tich mang lu6i dong xudt hién cta 53 tir khoa quan trong (Tt dit liéu cta 353
cong trinh dugc dé cap ¢ trén) da cAu trac hoa linh vuc nghién ctu thanh 6 cym chu dé
chinh (Hinh 2.1), phan anh cac chu dé nghién ctru ¢t 16i nhu sau:

— Cum 1 (Mau dé, 16 items): Quan tri va marketing diém dén. La cum 16n nhit,

tap trung vao cac khia canh quan 1y, canh tranh va hoat dong marketing diém dén, véi

11



cac thuat ngit trung tAm nhu quan tri du lich, marketing diém dén va nang lyc canh tranh.

— Cum 2 (Mau xanh ld, 11 items): Cdc loai hinh va dong co du lich. Cym nay bao
quat cac loai hinh du lich chuyén biét (du lich di san, du lich sinh thai) va cac yéu tb
thiic day tim 1y bén trong (dong co, tam 1y hoc, sw hai long, su gan két ciia du khach).

— Cum 3 (Mau xanh lam, 9 items): Moi quan hé du khdch - Piém dén. Cum nay,
c6 lién két chit ché v6i 1ong trung thanh diém dén, kham phé cac khia canh tim 1y sau
sdc hon trong mdi quan hé giita du khach va noi chdn, nhu su gin b6 vé6i diém dén, sy
turong hop ban nga va su gin két cam xuc.

— Cum 4 (Mau vang, 9 items): Céc cdu triic tam Iy nén tang. Cum nay hinh thanh
nén tang cua cac md hinh hanh vi du khach, bao gdm cac khai niém kinh dién nhu su
hai long, 1ong trung thanh, niém tin, gia tri cdm nhan, chét luong dich vu va hinh anh.

— Cum 5 (Mau tim, 5 items): Trai nghiém va danh gid cua du khdach. Cum nay tap
trung vao céc tién dé truc tiép dan dén hanh vi, bao gdm trai nghiém du khéch, sy hai
long, dong co va long trung thanh cta du khéch.

— Cum 6 (Mau xanh lo, 3 items): Nhén thirc va hinh anh diém dén. Mot cum nho
nhung quan trong, xoay quanh cac khai niém nhan thirc ¢t 15i 1a hinh anh diém dén va
nhan thic cua du khach.

e covig-19
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Hinh 2.1: Ban do mang lwéi cum tir khéa vé 1ong trung thanh diém dén
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2.1.3.2. Sw phdt trién cua cdc linh viee viee nghién ciru theo thoi gian

Hinh 2.2 cho thiy su phat trién ctia cac chil d& nghién ctru. Cac khai niém nén tang
nhu 10ng trung thanh, sy hai 10ng va niém tin (thé hién bang mau lam va xanh dam, twong
g v6i giai doan khoang 2016-2018) 1a nhitng chii && dugc nghién ctru tir sém, tao nén
mong cho linh vue. Nguoce lai, cac chu d& méi ndi gan day (thé hién bang mau vang,
tuong ung giai doan khoang 2021-2022) c6 xu hudng tap trung vao cac khia canh tam ly
phtrc tap va cac yéu t ngir canh nhu sy gian két cua du khach, su gin két cam xtc, trai
nghiém cua du khach va tac dong cua covid-19. Sy dich chuyén nay cho th?iy mdt su tién
hoa trong tu duy nghién ctru, tir viée tip trung vao cac méi quan hé nhan qua truc tiép
sang kham pha cac co ché tam 1y sau siac va cac yéu tb diéu tiét phic tap hon.
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©
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human
4
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ruratteurism
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internatiosal tourism ‘

g\fb VOSviewer

I I
2016 2018 2020 2022

Hinh 2.2: Ban d6 mang ludi tir khoa theo thoi gian

2.1.3.3. Mt @6 nghién citu va cdc hwéng di tiém ning

Hinh 2.3 x4c dinh rd cac “diém néng”, hay con goi la linh vyc chinh dugc nghién
ctru. Ba khu vuc ¢6 mat do cao nhat (mau vang dam) la long trung thanh diém dén, su
hai long va hinh anh diém dén. Piéu nay khang dinh rang mbi quan hé ct 15i gitta ba
khai niém nay di dugc nghién ctru sau rong va 1a trong tdm cia phan 16n cac cong trinh
trude day. Nguoc lai, cac khu vyc c6 mat do thép hon, du ¢6 lién két chit ché véi long
trung thanh diém dén, lai dai dién cho céc hudng nghién cuu tiém nang. Cac khai niém

nhu niém tin, sy gin bo voi diém dén (place attachment), sy tham du/ quan tdm
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(involvement), sy gan két cua du khach (engagement) va marketing diém dén tuy da
dugc nhan dién nhung vai tro ciia chiing trong viéc ciing cb cac mdi quan hé cdt 16i van
chua dugc khai thac mot cach hé thong. Tong hop cac két qua phan tich trén cho thay
mot birc tranh 1 rang: trong khi chudi quan hé nhan qua kinh dién, trong d6 hinh anh
diém dén tac dong dén su hai long, va tir 46 din dén 10ng trung thanh, da duoc thiét 1ap
virng chic; vai trd cta cac yéu t6 tdm 1y - quan hé (nhu niém tin, sy gan két) trong viéc
1am sau sic thém chudi quan hé ndy van 13 mot khoang trong hoc thuat can dugc kham
pha sau hon. Do d6, luan an nay duoc dinh vi dé giai quyét chinh xac khoang trong do:
nghién ciru sé& tich hop cac yéu td tiém nang nay vao mot mé hinh toan dién, nham cung
cap mot su hiéu biét sdu sic hon vé cac diéu kién bién va co ché tam 1y phtc tap hinh

thanh nén 1ong trung thanh bén vimng cua du khach.

&, vosviewer

Hinh 2.3: Ban do mit dé cac tir khéa dwoc nghién ciru

2.1.4. Tong quan cdc yéu té anh hwong dén long trung thanh diém dén théng qua
phén tich sdu cdc nghién ciru néi bit
Dé hé thdng hoa cac yéu t6 di dugc kiém chung c6 anh huong dén long trung
thanh diém dén (DL) va xéc dinh cac khoang tréng nghién ctru mét cach chinh xac, mot
phan tich téng quan chuyén sau da dugc thyc hién. Phan tich nay tap trung vao mot tap
hop gdém 55 cong trinh khoa hoc tiéu biéu (Phu luc 2), dugc tuyén chon dua trén cac tiéu

chi nghiém ngit: (1) duoc cong bd trén cac tap chi khoa hoc uy tin thudc danh myc céac
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tap chi Q1, Q2 ctia Web of Science/ Scopus, va (2) duoc dé xuit boi cac chuyén gia

trong linh vyc nghién ctru.

Trong qué trinh phan tich, cac bién sb tir 55 nghién ctru nay di duoc hé thong hoa

theo vai trd chirc ning cua chung trong cac mé hinh 1y thuyét, bao gom: (1) Tién td (tac

dong truc tiép); (2) Yéu t6 trung gian; (3) Yéu tb diéu tiét; va (4) Két qua (DL).

Nhiing tién to

% Yéu tb lién quan dén
diém dén & dich vu

o Hinh anh diém dén

o Chét luong dich vu

o Chét lugng su kién

o Gia tri cam nhan

o San pham du lich

o Tinh ddc d4o cua diém dén
o An tuong gidc quan

% Yéu t6 lién quan dén

du khach & trai nghiém

o Bong lyc du lich

o Trai nghiém du lich / Trai
nghiém dang nhd

o Chat luong trai nghiém

o Sy tham gia / Gin két

o Tinh xac thyuc hién sinh

o Sy quen thude

o Rui ro cam nhan

o Sy say mé diém dén

o Tiép xuc vin hoa

o Pic diém nhan khau hoc

% Yéu td lién quan dén

quan hé & truyén thong

0 Truyén miéng dién tr /

Thoéng tin mang xa hoi

o Rao can chuyén déi

o Strc hip dén cia lya chon
thay thé

o Chat lugng mdi quan hé

Gidi tinh
b0 tuoi
Cong viée
Quoc tich

Thu nhap
Ton gido

Bién kiém soat
Dic diém khach du lich
Thoi gian luu tra

Trinh d6 van hoa

Tinh trang hon nhan

Bién trung gian
(Mediators)

o Sy hai long

Hé qua
Thdi dp

o Niém tin

o Sy gén bo véi diém dén

o Su cam két

o Cac yéu té cia Thuyét TPB
o Hanh phuc chi quan

Long
trung
thanh
diém
dén

o Su ua thich

o Y dinh quay lai

o Y dinh gici thigw/
Truyén miéng tich cuc

—

Hanh vi
o Viéng tham lap lai

o Cam nhan “ngiu”

o Trai nghiém DL dang nh¢é

o Long trung thanh nhén
thirc / Cam xtc

Bién diéu tiét
(Moderators)
o Kién thirc diém dén
o Trai nghiém qué khtr -
0 Xu hudng tim kiém su méi la
o Niém tin diém dén
o Cam xuc cua du khach
o Pic diém nhan khau hoc:
tudi, gidi tinh, quéc tich...

L e e e e e e = =

o Kha nang chuyén doi
o Tan suat viéng tham

Nguén: T 5ng quan

nghién curu cua tdc gia

Hinh 2.4: Tong quan méi lién hé ciia cac nhén t6 dén long trung thanh diém dén

(1) Cac yéu tb tac dong true tiép (Tién td)

Pay la nhiing yéu t6 ban dau, dugc gia dinh c6 anh hudng truc tiép dén cac bién

trung gian (nhu sy hai long, niém tin) hodc tryc tiép dén long trung thanh diém dén.

Téng hop tir cac nghién ciru cho thdy cac nhom yéu t chinh sau:
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> Nhom yéu t6 lién quan dén diém dén va dich vu

— Hinh anh diém d@én: La mot trong nhitng yéu t6 dugc nghién ctru nhidu nhét, c6
tac dong tich cuc (+) dén 1ong trung thanh, thuong thong qua sy hai long (Chen va
Myagmarsuren, 2010; Chi va Qu, 2008; Lee va Xue, 2020), nhung ciing c6 thé tac dong
truc tiép (Artuger va cong su, 2013; Kim va cong su, 2013; Matolo va cong su, 2021;
Wu, 2016). Ca hinh anh nhdn thtc va hinh anh cam xuc déu quan trong (Artuger va
cong su, 2013; Stylidis va cong su, 2020), bao gdbm cac khia canh nhu vin hoa, méi
truong (Lee va Xue, 2020), danh lam théng canh, co so ha tﬁng, moi truong xa hoi
(Artuger va cong sy, 2013). Tuy nhién, hinh anh “mit troi va bii bién” qua pho bién co
thé tac dong tiéu cuc (-) dén 1ong trung thanh (Almeida-Santana va Moreno-Gil, 2018).

— Chdt lwong dich vu: Thudng cé tac dong tich cuc (+) dén su hai long (Hallak
va cong su, 2017; Nilplub va cong sy, 2016; Su, Hsu, va cong su, 2017) va doi khi tac
dong truc tiép dén long trung thanh (Kim va cong su, 2013; Matolo va cong su, 2021).
Céc khia canh nhu truyén thong ngon ngir, luu trii (Tosun va cong su, 2015) va sy cong
béng dich vu (Su, Hsu, va cong su, 2017) déu duoc xem xét. Tuy nhién, nghién ctru cua
Payangan va Munir (2018) lai khong tim thay tac dong truc tiép déng ké cua chét luong
dich vu 1én long trung thanh.

— Chdt lwong su kién: Co tac dong tich cuc (+) dén long trung thanh, dic biét
trong bdi canh du lich thé thao (Jeong va Kim, 2020).

— Gid tri cam nhdn: Thé hién su can bé“mg gitra loi ich va chi phi, thuong c6 tac dong
tich cuc (+), truc tiép hodc gian tiép qua su hai long, dén 1ong trung thanh (Hallak v cong
su, 2017; Jeong va Kim, 2020; Matolo va cong su, 2021; Suhartanto va cong su, 2020).

— San pham du lich: C6 tac dong truc tiép, tich cyc (+) dén 1ong trung thanh
(Payangan va Munir, 2018).

— Tinh déc déo ciia diém dén: Két qua giita cac nghién ciru chua thdng nhat. Mot
s6 nghién ctru cho thy tac dong tich cuc (+) dén su hai 1ong (Jun, 2016; Payangan va
Munir, 2018), dac biét véi khach lan dau (Jun, 2016). Tuy nhién, Payangan va Munir
(2018) khong tim thay tac dong truc tiép dang ké dén 1ong trung thanh, tham chi con ghi
nhan anh hudng tiéu cyc khong déng ké.

— An twong gidc quan: Co tac dong tich cuc (+) dén thai d6 va 10ng trung thanh

(Lv va McCabe, 2020).
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> Nhom yéu t6 lién quan dén du khdch va trai nghiém

— Péng lie du lich: Ca dong luc ddy va kéo déu co anh hudng tich cuc (+). Dong
luc day co thé tac dong truc tiép (Yoon va Uysal, 2005), trong khi dong luc kéo thuong
tac dong qua sy hai long (Nilplub va cong su, 2016; Soliman, 2019; Suhartanto va cong
su, 2020; Yoon va Uysal, 2005). Tuy nhién, dong luc kham pha dia diém méi co thé tac
dong tiéu cuc (-) (Almeida-Santana va Moreno-Gil, 2018).

— Trai nghiém du lich / Trdi nghiém ddng nhé: Trai nghiém tong thé hodc dang
nhd co tac dong truc tiép, tich cuc (+) manh mé dén su hai long va long trung thanh
(Mendes va cong su, 2010; Suhartanto va cong su, 2020; Wu, 2016).

— Chat luwong trai nghiem: Co tac dong truc tiép, tich cuc (+) dén long trung thanh,
tham chi manh hon dong luc (Suhartanto va cong su, 2020).

— Sw tham gia / Gan két: Co tac dong truc tiép, tich cuc (+) dén 1ong trung thanh
(Alrawadieh va cong su, 2019; Japutra, 2020; Martin va cong su, 2013).

— Tinh xdc thiee hién sinh: C6 tac dong gian tiép, tich cuc (+) dén long trung thanh
hanh vi thong qua long trung thanh nhan thirc/cam xtc (Fu, 2019).

— Sw quen thudc: Co tac dong tich cuc (+) dén hinh anh diém dén (Stylidis va
cong su, 2020) va y dinh quay lai (Soliman, 2019).

— Rui ro cam nhdn: Cé tac dong ti€u cuc (-) dén sy hai long (Cong, 2021; Viet va
cong su, 2020).

— Sw say mé diém dén: Co tac dong gian tiép, tich cuc (+) dén 1ong trung thanh
thong qua hanh phuc cht quan va sy gin bo (Wang va cong su, 2020).

— Sw phit hop bdn thdn: Co tac dong gian tiép, tich cuc (+) dén 1ong trung thanh
thong qua su hai long (Joo va cong su, 2020).

— Tiép xiic vin héa: C6 tac dong tich cuc (+) dén sy hai 1ong va y dinh quay lai
(Viet va cong su, 2020).

— Dac diém nhan khédu hoc: Tudi, thu nhap thuong cé tac dong tich cuc (+) dén
long trung thanh (Almeida-Santana va Moreno-Gil, 2018).

> Nhom yéu to lién quan dén quan hé va truyén thong

— Truyén miéng dién tir/ Thong tin mang xa hoi: Co tac dong tich cuc (+), thuong
la gian tiép thong qua cac yéu to ciia Thuyét hanh vi c6 ké hoach (Azhar va cong su,
2023; Soliman, 2019) hoic qua cam nhan “ngau” va trai nghiém dang nhé (Jamshidi va

cong sy, 2021).
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— Rado can chuyén doi: Cac yéu t6 nhu quan hé c4 nhan va chi phi chuyén doi c6
tac dong tryc tiép, tich cuc (+) dén 1ong trung thanh (Can, 2014).

— Sirc hdp ddn cia liwa chon thay thé: Co tac dong truc tiép, tiéu cuc (-) dén long
trung thanh (Can, 2014).

— Chdt lwong méi quan hé: Cac khia canh nhu hai 10ng véi méi quan hé (v6i nha
cung cap dich vu, voi cu dan) ¢ tac dong tich cuc (+) dén su hai long tong thé (Alves
va cong su, 2019).

(2) Cac yéu td trung gian

— Sw hai long: La yéu tb trung gian quan trong bac nhat va pho bién nhat (+),
chuyén tai tic dong ctia hau hét cac tién t6 (Hinh anh, chat lugng dich vu, gid tri cam
nhan, trai nghiém, dong lyc kéo, rai ro (-), chét lugng mbi quan h¢...) dén long trung
thanh (Alrawadieh va cong su, 2019; Alves va cong su, 2019; Chen va Myagmarsuren,
2010; Hallak va cong sy, 2017; Jeong va Kim, 2020; Joo va cdng su, 2020; Lee va Xue,
2020; Nilplub va cong su, 2016). Sy hai 1ong cling thuong c6 tac dong truc tiép, tich
cuc (+) manh mé 1én long trung thanh (Can, 2014; Cong, 2021; Mendes va cdng su,
2010; Wu, 2016; Yoon va Uysal, 2005).

— Niém tin: Pong vai tro trung gian tich cuc (+), vi du gitta chat lugng dich
vu/cong béng/hinh anh va long trung thénh/truyén miéng (Alves va cong su, 2019; Chi,
2018; Su, Hsu, va cong su, 2017).

— Sw gdn bé véi diém dén: Thuong dong vai tro trung gian tich cuc (+) gitta trai
nghi¢m/syu hai long/suy say mé va long trung thanh (Chen va Chou, 2019; Joo va cong
su, 2020; Wang va cong su, 2020).

— Sw cam két: Pong vai trod trung gian tich cuc (+) (Chi, 2018).

— Cdc yéu t6 ciia Thuyét hanh vi c6 ké hoach (TPB): Théi 46, chuan muyc chii quan
va kiém soat hanh vi cdm nhén thudng trung gian tich cuc (+) cho mdi quan hé gitta cac
tién t (eWOM, dong lyc, hinh anh, sy quen thudc) va y dinh hanh vi (Azhar va cong
su, 2022; Soliman, 2019).

— Hanh phiic chii quan: C6 thé trung gian tich cuc (+) cho mbi quan hé giira su
say mé diém dén va 10ng trung thanh (Wang va cong su, 2020).

— Cdm nhdn “ngdu”: Trung gian tich cyc (+) cho mdi quan hé giita théng tin mang

x3 hoi va trai nghiém dang nhé (Jamshidi va cong sy, 2021). Cam nhan “ngau” ciing c6 thé

tac dong tich cuc (+) gian tiép dén long trung thanh thong qua sy hai long, gin bo (Chen va

18



Chou, 2019) va trai nghiém dang nh¢ (Jamshidi va cong su, 2021).

— Trai nghiém du lich déng nhé (MTE): Trung gian tich cuc (+) cho mdi quan hé
giita cam nhan “ngau” va long trung thanh (Jamshidi va cong su, 2021).

— Long trung thanh nhén thirc / Cam xiic: C6 thé trung gian tich cuc (+) cho modi
quan h¢ gitta tinh xac thyuc va long trung thanh hanh vi (Fu, 2019), hodc gitra cac giai
doan cua long trung thanh (Jamshidi va cong sy, 2021).

(3) Cac yéu tb diéu tiét

— Kién thirc diém dén: Lam manh (+) tic dong ciia sy hai long 1én ¥ dinh trung
thanh (Cong, 2021).

— Trdi nghiém qua khir: Lam manh (+) tac dong cta hinh anh cam xtc 1én y dinh
quay lai (6 nhom khach quay lai) (Tosun va cong sy, 2015). Trong khi nghién clru cuia
Martin va cong su (2013) lai cho thay kinh nghiém qué kht lai 1am gia ting (+) tac dong
cua su hai long 1én long trung thanh.

— Xu hudmg tim kiém sw méi la: Lam yéu (-) tic dong cua hinh anh diém dén va
su hai long 1én y dinh quay lai (Assaker va Hallak, 2013).

— Niém tin diém dén: Lam manh (+) tac dong ctia sy hai 1ong 1én long trung thanh
(Elbaz va cong sy, 2021).

— Cam xuc du khdch: Lam manh (+) tdc dong cua sy hai long 1én 1ong trung thanh
(Elbaz va cong su, 2021).

— Pac diém nhan khdu hoc: Co thé diéu tiét cac mdi quan hé, vi du tudi, gidi tinh,
quéc tich anh huéng dén mbi quan hé hai 1ong - trung thanh (Almeida-Santana va
Moreno-Gil, 2018; Mendes va cong su, 2010).

(4) Két qua

— Long trung thanh diém dén: La bién phy thudc chinh, mét cu trac da chiéu bao
gom 1ong trung thanh thai d6 (y dinh quay lai, y dinh gidi thiu/truyén miéng tich cuc)
va long trung thanh hanh vi (hanh vi quay lai thuc t&) (Fu, 2019; Gursoy va cong su,
2014; Jamshidi va cong su, 2021; Lee va Xue, 2020; Yoon va Uysal, 2005).

2.1.5. Khodng trong nghién ciru

Tir két qua phan tich bibliometric bing VOSviewer (muc 2.1.3), tac gia da tién
hanh lya chon ra 55 bai bdo/ cong trinh ndi bat tir cac tap chi uy tin thuéc danh muc Web
of Science/ Scopus (phu luc 2) dé phan tich tong quan sau vé cac nhan td anh huéng dén

1ong trung thanh diém dén va da duoc trinh bay chi tiét trong muyc 2.1.4 & trén. Qua tong
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quan cac cong trinh nghién ctru di khang dinh tiém ning dang ké cua cac hoat dong
marketing qua mang xa hdi (SMMA) trong viéc dinh hinh nhan thirc va hanh vi cua du
khach, ciing nhu tac dong dén cac cau trac tam 1y va hanh vi cubi cung nhu long trung
thanh (Algharabat, 2017; Azhar va cong su, 2023; Fetais va cdng su, 2023; Godey va
cong su, 2016; Kim va Ko, 2012; Sohaib va Han, 2023). Ngay tur nhitng nghién ctru
ban dau vé tng dung Web 2.0 trong du lich, Minazzi (2015) d3 nhan manh sy chuyén
d6i sau sac do cong nghé thong tin - truyén thong mang lai, 1am thay ddi cach thuc du
khach tim kiém thong tin, ra quyét dinh va chia sé trai nghiém, dong thoi dit ra yéu cau
cap thiét cho cac doanh nghiép du lich phai tich hop chién lugc marketing mang xa hoi.

Tuy nhién, cac nghién ctru gﬁn day trong linh vuc du lich van boc 10 nhirng han
ché dang ké vé mat ly thuyét va thuc nghiém, dac biét I1a trong viéc hiéu 13 cach thuc
tac dong cua SMMA mot cach toan dién, c6 hé théng va thyc nghiém trong cac bdi canh
khac nhau (nhu cac diém dén du lich méi n6i nhu Viét Nam).

— Khodng trong 1: Thiéu hut kiém dinh tac dong tich hop va da chiéu ciia SMMA
trong béi canh cdc diem dén du lich bién, dac biét la cac diém dén du lich bién Nam
Trung Bo - Viet Nam.

Phan tich ban d6 khoa hoc tir VOSviewer (Hinh 2.1) cho théy mdt sy thiéu hut
mang tinh hé thong: cac tir khoa lién quan truc tiép dén SMMA (vi du: social media) c6
tan suét xuat hién thép va chiém mét vi tri ngoai vi trong cAu tric mang ludi so voi cac
khai niém cdt 16i (1ong trung thanh, sy hai long, niém tin). Quan sat nay tuong thich véi
mot xu hudng 1d rét trong cac cong trinh di c¢6: nhiéu nghién ctiru ¢6 xu hudng xem xét
céc thanh t6 cia SMMA mot cach riéng 18, chang han nhu chi tip trung vao marketing
qua ngudi anh hudong (SMIM) hodc truyén miéng dién tir (eWOM) (Godey va cong su,
2016; Kumar va cong su, 2016; Minazzi, 2015; Tafesse va Wien, 2018). Cach tiép can
phan manh nay chua phan 4nh dugc hidu tng tong thé va twong tac qua lai gitta cac
thanh phan da dang ctia mot chién lugc SMMA toan dién (Bartoloni va Ancillai, 2024).
H¢ qua 1a, cac kiém dinh thuc nghiém vé mot mo hinh tich hop, trong d6 SMMA duogc
xem nhu mot cau tric tong thé tac dong dong thoi 1én cac trang thai tam 1y cot 16 (O)
va long trung thanh diém dén (R), van con rat han ché trong linh vuc du lich (Abbasi va
cong sy, 2022; Chakraborty, 2019; Huerta-Alvarez va cong su, 2020). Khoang tréng
Iy thuyét va thuc nghiém nay tré nén dic biét cp thiét khi xem xét bdi canh du lich bién

tai Viét Nam, noi cac dic thu vé vin héa va hanh vi tiéu dung truc tuyén dang trong qua
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trinh dinh hinh doi héi cadc m6 hinh marketing can duoc kiém chung va diéu chinh mot
cach phu hop (Nguyen va cdng su, 2023; Nguyen va cong su, 2024).

— Khodng tréng 2: Hiéu biét han ché vé co ché tic déng ciia SMMA 1én cdc chiéu
kich da dang ciia sw gan két cia du khdch (TE).

Sy gin két cua du khach (TE) di dugc x4c dinh 13 mot cdu trac da chidu quan
trong, bao gdm cac khia canh nhan thtc, cam xac va hanh vi (Huang va Choi, 2019;
Loureiro va Sarmento, 2019; Pansari va Kumar, 2017; Rasoolimanesh va cdng su,
2019; Rather va Amin, 2023; Shafiee va cong su, 2020). Cac nghién ctru da chung
minh TE ¢6 méi lién hé tich cuc véi DL (Alrawadieh va cong su, 2019; Rasoolimanesh
va cong su, 2019) va SMMA ciing duogc cho 1 c6 kha ning thic ddy TE (Cheung va
cong su, 2020; Liu va cong su, 2021). Tuy nhién, phan tich mang lud6i tor khoa tir
VOSviewer (Hinh 2.1) chi ra sy phan tan cta cac tir khoa SMMA va céc thanh phan céu
thanh TE (nhan thirc, cdm xtc, hanh vi) tai cdc cum khac nhau, thiéu su lién két 5 rang;
diéu nay nhan manh mot khoang trong nghién ctru quan trong vé co ché tac dong chi tiét
va tich hop cia SMMA 1én cac khia canh da dién cua su gén két du khach, mot van dé
ma nghién ctru ndy s& tap trung giai quyét (Bartoloni va Ancillai, 2024; Vrontis va cong
su, 2021).

— Khodng trong 3: Han ché trong kham phd va kiém dinh mé hinh trung gian
song song phuc tap (SA va TE).

Céc 1y thuyét hanh vi nhan manh vai trd trung gian cta cac bién tim 1y trong viéc
chuyén tai anh hudng tir kich thich dén hanh vi (Bagozzi va Yi, 2012). Su hai 10ng (SA)
va sy gan két (TE) déu duoc ching minh 13 ¢6 mdi lién hé mat thiét vi DL (Al-Dmour
va cong su, 2023; Chen va Lin, 2019; Ibrahim, 2022; Rasoolimanesh va cong su, 2019).
Tuy nhién, cic kiém dinh thuc nghiém vé co ché trung gian phtc tap lién két SMMA
v6i DL van con khan hiém. Cu thé, cac nghién ctru trude day thudng xem xét SA (Al-
Dmour va cdng su, 2023) hodc TE (Igbal va cdng sy, 2023) mot cach riéng 1¢ nhu cac
trung gian don 1¢, chua dugc kiém dinh véi vai tro trung gian song song, ciing nhu khan
hiém céac nghién ctru kiém dinh tac dong qua lai giita SA va TE — 2 thanh phan dugc
xem nhu ¢6 mbi quan h¢ chat ché véi DL (Alrawadieh va cdng su, 2019; Cong, 2021;
Chi va Qu, 2008; Hair va cdng su, 2022; Rasoolimanesh va cong su, 2019). Khoang
trng nghién ctru ndm ¢ viée thiéu viang cac kiém dinh thuc nghiém cho mé hinh trung

gian song song (parallel mediation), danh gia dong thoi anh huéng cia SMMA 1én ca

21



SA va TE, va tac dong két hop cua ching 1én DL. Viéc kiém dinh mé hinh nay 13 cin
thiét dé hiéu rd tAm quan trong twong dbi va su trong tac tiém ning giita cic con duong
tam 1y khac nhau dan dén long trung thanh (Hayes, 2017), dic biét khi TE duoc xem 1a
mot cdu trac da chidu (Sarstedt va cong su, 2019).

— Khodng tréng 4: Su thiéu hut nghién ciru c6 hé thong vé vai tro diéu tiét ciia
niém tin diém dén (DT) 1én cdc moi quan hé gita SMMA va cdc két qud tam Iy-hanh vi.

Niém tin diém dén (DT) 1a mét cdu tric nén tang, co tic dong quan trong dén viée
giam thiéu rui ro cam nhan va thuc day cam két (Han va Hyun, 2015; Mayer va cong
su, 1995). Bén canh d6, trong méi trudng truyén thong sd, niém tin vao diém dén (DT)
13 mot ciu trac tim 1y nén tang, anh hudng dén cach du khach xtr 1y thong tin va hinh
thanh thai d6 (Abubakar va Ilkan, 2016; Elbaz va cong su, 2021; Siregar va cong su,
2021). Phan tich VOSviewer cho thay tir khoa “niém tin — trust” xuét hién trong céac
cum nghién ctru quan trong lién quan dén DL va cic yéu t6 nén tang nhu su hai long,
hinh anh diém dén... va vai tro tac dong truc tiép ctia niém tin 1én DL d3 dugc kiém
ching trong nhiéu nghién ctru (Al-Ansi va Han, 2019; Alves va cong su, 2019; Chi,
2018; Su, Hsu, va cong su, 2017). Ngoai ra, mdt s6 nghién ctru cua da kiém chirng vai
tro trung gian quan trong ctia niém tin trong mdi quan hé gitta SMMA hodc eWOM 1én
long trung thanh hodc y dinh quay tro lai diém dén (Abubakar va cong su, 2017;
Ebrahim, 2019). Tuy nhién, vai trd diéu tiét tiém ning ctia DT trén cic mdi quan hé giita
SMMA véi cc yéu to tam 1y trung gian (SA, TE) va DL van 1a mot khoang tréng nghién
ctru dang ké chua duogc kham pha mot cach hé thong (Tam va cong su, 2024). Nghién
ctru ctia Elbaz va cong sy (2021) méi chi bude dau goi mé vé kha ning diéu tiét cua
DT 1én mbi quan hé giita SA va DL, nhung chua c¢6 nghién ctru nao kiém ching vai tro
nay mot cach toan di¢n trén toan bg chudi tac dong tr SMMA dén SA, TE va cubi cung
1a DL, ciing nhu trén mbi quan hé gitta SA va TE. Khoang tréng ndy han ché kha ning
hiéu sau sic vé cac diéu kién ma dudi d6 SMMA c6 thé phat huy t6i da hiéu qua va 1am
thé nao niém tin co6 thé khuéch dai hoic giam thiéu tac dong nay.

Viéc giai quyét cac khoang trong nghién ciru da xac dinh & trén 14 dong luc chinh
thuc ddy nghién ctru nay. Thong qua viéc dé xuat va kiém dinh mot mé hinh toan dién
hon, nghién ciru ky vong dong gop nhitng hiéu biét khoa hoc méi va siu sic cho linh

vue marketing du lich trong bdi canh k¥ thuat sb.
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2.2. Cic khai niém khac c6 lién quan
2.2.1. Cdc hoat dong marketing qua mang xa hoi (SMMA)
2.2.1.1. Khadiniém

Dé hiéu vé SMMA, trude tién can lam rd khai niém nén tang 1 “truyén théng xa
hoi” (Social Media - SM). Theo Kaplan va Haenlein (2010), SM 1a “nhém céc itmg dung
trén internet xay dung trén nén tang Web 2.0, cho phép nguoi dung tao ra va trao doi
n6i dung”. Cac nén tang SM nhu Facebook, Instagram, TikTok dong vai trd quan trong
trong viéc xay dung mdi quan hé giira thuong hiéu va ngudi tiéu dung (Godey va cong
su, 2016; Kim va Ko, 2012). Minh ching cho su phé bién nay, Facebook van 1a mang
xa hoi c6 lugng nguoi dung 16n nhat Viét Nam (76,2 triéu nguoi, 76% dan sd)
(Datareportal, 2025).

Dua trén nén tang SM, SMMA khai thac kha ning tuong tac truc tiép voi khach
hang, xay dung hinh anh thuong hiéu va quang b san pham (Godey va cong sy, 2016).
Do d6, viéc hiéu rd cac khai niém va co ché hoat dong cia SMMA 14 thiét yéu dé doanh
nghiép, dic biét trong nganh du lich, phat trién chién luge marketing hiéu qua trong moi
truong truc tuyén (Kim va Ko, 2012). Qua téng quan ¢ phu luc 1.3 cho thdy su da dang
trong dinh nghia vé SMMA, song chua c6 su thong nhat hoan toan. Céac cach tiép can
thuong nhan manh SMMA 1a (1) thong diép thuong hiéu trong méi trudng twong tac (Chi,
2011), (2) cudc d6i thoai trao ddi thong tin (Dwivedi va cong su, 2015), hodc (3) qua trinh
xdy dung quan hé va tao gia tri qua tuong tac, chia sé va truyén miéng (WOM) (Yadav
va Rahman, 2017).

Dua trén tong hop nay va muc tiéu nghién ctru cu thé, luan 4n nay dinh nghia SMMA
1a viéc str dung cac nén tang truyén thong mang xa hoi nham marketing diém dén du lich,
qua d6 nang cao nhan thirc v& gia tri, xay dung thuong hiéu diém dén va thac day mdi
quan h¢ lau dai vo1 du khach (Yadav va Rahman, 2017). Pinh nghia nay tip trung vao
g dung cia SMMA trong bdi canh du lich, nhdn manh muc tiéu kép 1a xay dung thuong
hiéu va nudi dudng quan hé khach hang.
2.2.1.2. Thang do cua SMMA

Thang do SMMA ban dau ctia Kim va Ko (2012) tap trung vao giao tiép twong tac
vo1 nam dac tinh: giai tri, xu hudng, ca nhan hoa, tuong tac va truyén miéng, dugc chirng
minh 1a cai thién gié tri, mbi quan h¢ va thuong hi¢u khach hang trong nganh thoi trang
xa xi. Thang do nay di duoc ap dung rong rii trong nhiéu bdi canh khac nhau bao gdm
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cong dong thwong hiéu (Chen va Lin, 2019), nguoi ding dién thoai thong minh (Cheung
va cong su, 2020), thuong hiéu san pham truc tuyén (Koay va cong su, 2020), nganh
cong nghi¢p da (Nobar va cong su, 2020), Facebook ctia quan ca phé (Ibrahim va cong
su, 2021), thuong hiéu xa xi (Liu va cdng su, 2021), ing dung dat xe (Moslehpour va
cong sy, 2021), nganh ngan hang (Hafez, 2022) va thuong hiéu thoi trang cao cap (Fetais
va cong sy, 2023). Tuy nhién, Yadav va Rahman (2017) d3 dé xuat mot thang do SMMA
cap nhat cho bdi canh thuong mai dién tur, voi cac chiéu: tuong tac, ca nhan hoa, cung
cap thong tin, xu hudng va truyén miéng, do dic thu riéng ctia nganh. Téng quan cho
thay khong c6 mot bo thang do SMMA c¢6 dinh 4p dung cho moi bdi canh. Cac khia
canh can dugc diéu chinh tiiy theo nganh va linh vuc cu thé. Bang 2.2 tong hop céc khia
canh SMMA tur cac nghién ctru trudc.

Bang 2.2: Tong hop cac khia canh ciia SMMA qua cac nghién ciru truéce

Cac khia canh cia SMMA ~ _
= sl 2|2 = =9 | &
ol 2l = e | = ) 8 = on STV = T
| 8|25 58| 82|z E|E |85 2
2| £l E| 8l 58|38 | 2| 2| 2|2 <28
sl S| 3 8| € = 8 2 B= = L2 S O o
S 5|E El2E|e| S 2| 8| wE|BE|E
S ERE IR IR IR
2| Bl g 8 E3| 2| ol 2| %E|ES] 5
A EE R I RN R
Sl g gl €=gS| E|E| S|SB o8
o B S| 2| g8 = g s | © 3| .=
S| B S| Bl €SS R|.5| B | | Ee| x| =
Tic gia (nim) Zslglsl252 |26 E| 58| s3] &
< = EH| H| = - = - - =
R EEESE|E|E|B|O|5e |62
Kim va Ko (2012) X X X | X | X
Vries va cong su (2012) XX | X|X X X
Godey va cong su (2016) X X X | X | X
Algharabat (2017) X X X | X | X
Bilgin (2018) X X| X | X X
Yadav va Rahman (2018) XX X | XX
Seo va Park (2018) X X X | X X
Chen va Lin (2019) X X| X | X | X
Koay va cong su (2020) XX X | XX
Liu va cong su (2021) X X| X | X
Ruangkanjanases va cong su
XXX X [ X | X [X
(2022)
Jamil va cong su (2022) X X| X | X | X
Hafez (2022) X X X | X | X
Fetais va cong su (2023) X X X X | X
Sohaib va Han (2023) X X X | X | X
Ahmed va cong su (2023) X X X | X | X

)
~



Qua bang 2.2 ta c¢6 thé thdy 6 khia canh chinh ma cac tac gia trudc dung dé do
ludng vé SMMA gdm: Giai tri, thong tin, twong tac, c4 nhan hoa, xu huéng, truyén

miéng. Trong nghién clru nay cia minh tac gia cling s€ do luong SMMA theo 6 khia

canh d3 ké trén, cac khia canh nay duoc dinh nghia nhu sau:

Bang 2.3: Dinh nghia cac khia canh cia SMMA

Khia canh Dinh nghia Nguodn
Entertainment | Muc do giai tri, vui vé hodc thu vi cia cac bai dang va | Kim va Ko
Tinh giai tri | ndi dung trén mang xa hoi vé thuong hiéu diém dén. (2012)
_ Murc do ma cac bai dang va nd1 dung trén mang xa hdi | Yadav va
Information Cr s o o
] . | cuadiém dén cung cap thong tin chinh xac, httu ich va | Rahman
Tinh thong tin o
toan di¢n. (2017)
) Muc d6 ma mang xa hoi cua diém dén tao diéu kién ) .
Interaction . o . 2 o Kim va Ko
] | cho du khéach chia sé ng1 dung va quan di€m véi nhitng
Tinh tuong tac L . ) (2012)
nha quan ly diém dén va cac du khach khac.
L . o . .| Yadavva
Personalization | Mirc do ma mang xa hoi ctia diém dén cung cap noi Rah
, ahman
Cénhan hoa | dung ca nhan héa dé dap ung s thich ctia du khach. (2017)
) Muc d0 ma mang xa hoi cua diém dén cung cép tin ) .
Trendiness ) o P . | Kim va Ko
] ture/su kién hién tai, c4c tin tirc nong hoi, hodc cac chu
Hop xu huéng | . . (2012)
dé dang dugc thao luan so61 noi.
eWOM - , A \ , ) < R X X © N . \
. Muc d ma du khach cua diém dén khuyén nghi va | Kim va Ko
Truyén miéng T S S S <A
din ti chia sé trai nghi¢m vé di€ém dén trén mang xa hoi. (2012)
ién tir

2.2.2. Sw hai long cua du khach

Sy hai l1ong ctia du khach (SA), mot cau tric da chiéu va trung tdm trong nghién
cuu du lich, dugc dinh nghia la trang thai tam 1y-cam xtc téng thé cta du khach sau khi
trai nghiém mot diém dén hodc dich vu (Cong, 2021; Oliver, 1980; Yoon va Uysal,
2005). Viéc do ludng SA c6 vai tro then chdt trong viée danh gia hiéu qua hoat dong
ctia diém dén va du bao cac hanh vi sau chuyén di ciia du khach (Cong, 2021).

Vé mat 1y thuyét, sy hinh thanh SA dugc 1y giai qua nhiéu khung 1y thuyét nén
tang. M6 hinh x4c nhan ky vong (ECM) cho ring SA 1a két qua ctia qué trinh so sanh
giita ky vong ban dau va hiéu sudt cam nhan thyuc t& (Chi va Qu, 2008; Oliver, 1980,
1997). Trong khi d6, cac mé hinh nhan thirc — cam xtic nhan manh SA 13 mot danh gia

tong hop, bao gém ca cac yéu td nhan thic (vi du: chét lugng dich vu, gia tri cam nhan)
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va céac phan g cam xuc (vi du: vui vé, thu gian) phat sinh trong qua trinh trai nghiém
(Bigné va cong su, 2008; Oliver, 1993). Trong nghién ciru, SA c6 thé dugc khai niém
hoa va do luong & cac cip do khac nhau. Sy hai 10ng giao dich (transaction-specific
satisfaction) phan anh danh gid vé mot trai nghiém don 1¢ (vi du: mét bira dn, mot 1an
tuong tac) (Dmitrovi¢ va cong sy, 2009). Nguoc lai, sy hai long tich lily (cumulative
satisfaction) 12 mot danh gia tong thé, duoc hinh thanh tir toan bd cac tuong tac cia du
khach v6i diém dén theo thoi gian (Cong, 2021; Oliver, 1997). Sy hai 10ng tich liy duoc
xem 13 c¢6 ning lyc du bao manh mé& hon d6i véi cac hanh vi trong twong lai nhu y dinh
quay tré lai va truyén miéng tich cuc (Chochol'dkova va cong sy, 2015). Ngoai ra, SA
con co thé duge xem xét & cép do su hai long véi cac thudc tinh cu thé nhu chat lugng
phong dc hay canh quan thién nhién (Yoon va Uysal, 2005).

Véi vai tro 12 mot bién sb trung tam, SA co mbi quan hé chat ché voi nhiéu ciu
tric quan trong khac. Cac yéu t6 nhu chat luong dich vu, hinh anh diém dén va gia tri
cam nhan thuong dugc xem la cac tién dé quan trong cua SA (Dmitrovi¢ va cOng su,
2009; Rasoolimanesh va cong su, 2019). Vé mit hé qua, dac biét 1a sy hai long tich 1y,
SA dugc cong nhan rong rai 1a mot trong nhitng dong luc chinh thuc day 1ong trung
thanh ctia du khach (Cong, 2021). Du khéch hai long khong chi ¢6 xu hudéng quay tro
lai ma con tré thanh nhitng ngudi ung ho tich cuc, san sang chia sé va giéi thiéu diém
dén (Cong, 2021).

Trong bdi canh duong dai, sy phat trién cta hoat dong marketing trén mang x4 hoi
(SMMA) cang lam gia ting tim quan trong ctia SA (Al-Dmour va cong sy, 2023). Cac
nén tang mang xa hoi cung cip cho du khach mot kénh manh mé dé bay to va lan toa su
hai long (hodc khong hai 1ong), qua do tac dong truc tiép dén nhan thic va quyét dinh
ctia nhitg du khach tiém ning khac (Ispas va cong sy, 2021; Tam va cOng su, 2024).
Céc nghién clru gan ddy ciing chi ra rang SMMA, thong qua viéc cung cip thong tin
hitu ich va ting cudng su gin két, co thé tac dong tich cuc nguoc tré lai, gop phan nang
cao su hai long cta du khéch (Al-Dmour va cong su, 2023).

2.2.3. Sw gin két ciia du khdch (TE)
2.2.3.1. Khai niém

Su gan két ctia khach hang (Customer Engagement - CE) 1a mot cau trac 1y thuyét
nén tang, xudt hién va nhan duoc su quan tam dang ké trong gidi hoc thuat va thuc tién

tir dau thé ky 21, ddc biét 1a tir sau nam 2010 (So va cong su, 2014). Su trdi day ciia CE
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khong phai 13 mot hién twong doc 1ap, ma 1 két qua cta hai dong chay chuyén dich sau
sdc. Thir nhat, d6 1a sy chuyén dich mé hinh trong tu duy marketing, tir logic 14y giao
dich lam trung tim (transaction-focused logic) sang logic 1y dich vu lam cha dao
(service-dominant logic) va marketing quan hé (Vargo va Lusch, 2004). Trong m6 hinh
moi ndy, khach hang khong con duoc xem la dbi twong tiép nhan gia tri mot cach thy
d6ng, ma 1a mot ddi tac chu dong trong qua trinh dong sang tao gié tri (value co-creation)
(Kumar, 2018). Thir hai, sy phat trién bung nd ciia cong nghé k¥ thuat s6 va cac nén
tang mang xi hoi da déng vai trd nhu mot chat xuc tac, tao ra mot moi trudng twong tac
nang dong va da chiéu. Cac nén tang nay cung cap khong gian dé khach hang chil dong
tham gia, chia sé kinh nghi€ém, twong tac vdi thuong hi€u va véi cac khach hang khac,
bién ho thanh nhiing nguoi tham gia tich cuc vao hé sinh thai cia thuong hiéu (Van
Doorn va cong su, 2010).

Trong boi canh d6, CE duoc xac dinh 1a mot dong luc tam 1y va hanh vi then chot,
c6 kha ning chuyén hoa cac trang thai tich cuc nhu sy hai 1ong thanh cac két qua kinh
doanh bén vitng nhu 10ng trung thanh, y dinh mua hang 1ap lai va hanh vi truyén miéng
tich cuc (Lim va cong su, 2022). Mic du van con nhitng tranh luan vé mot dinh nghia
théng nhat (So va cong su, 2014), gidi hoc thuat nhin chung dong thuan ring CE 1a mot
ciu tric da chiéu. Céc cach tiép can chinh bao gém: (1) xem CE 1a cac biéu hién hanh
vi vurot ra ngoai giao dich mua béan, chang han nhu viét danh gia hay tham gia cong dong
(Kumar va cong sy, 2010); (2) xem CE 1a mdt trang thai tdm 1y noi tai, ddc trung boi
muc d6 két ndi nhan thirc va cam xuc véi thuong hi¢u (Brodie va cong su, 2011;
Hollebeek, 2011); va (3) cach tiép can tich hop da chiéu, cong nhan CE bao gdm ca hai
khia canh tdm 1y va hanh vi (Vivek va cong su, 2012).

Trén nén tang 1y thuyét viing chic d6 cua CE, khai niém Sy gin két cua du khach
(Tourist Engagement - TE) da dugc phat trién nhu mot sy cu thé hoa trong linh vuc du
lich (Rasoolimanesh va cong su, 2019). TE dugc dinh nghia 1a mot trang thai tam 1y -
hanh vi da chiéu cta du khach, thé hién murc do tuong tac, tham gia va két ndi chu dong
v6i cac ddi twong trong tim trong mot trai nghiém du lich, ching han nhu diém dén,
hoat dong, hoic cong dong dia phwong (Chen va cong sy, 2021; Loureiro va Sarmento,
2019). Tuong tu CE, TE dugc cong nhan rong rai 1a mdot cau trac da chiéu, bao gém cac
khia canh tam 1y (nhiét tinh, hoa minh), nhan thic (chu y, nhan dién) va hanh vi (tuong

tac, tham gia) (Rasoolimanesh va cong su, 2019; So va cong su, 2014).
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Céc bang ching thuc nghiém da khang dinh TE c6 mdi quan hé tich cuc va ¢ y
nghia vé6i cac bién sé quan trong nhu sy hai long va 1ong trung thanh (Rasoolimanesh
va cong sy, 2019). Do do, viéc hiéu rd va do luong chinh xac TE dong vai tro quan
trong, cung cip mot cong cu chan doan va chién luoc gia tri cho cac nha quan 1y trong
viéc cung c6 mdi quan hé voi1 du khéach va dat dugce loi thé canh tranh bén vitng (Loureiro
va Sarmento, 2019; Shafiee va cong su, 2020; So va cong su, 2014).
2.2.3.2. Cac khia canh cua sy gcfn két ciia du khdch

Viéc thira nhan TE 1a mét cu tric da chiéu 1a mét sy déng thuan rong rai trong
gidi nghién ctru, tuy nhién, viéc xac dinh cac thanh phan c6t 16i ciu thanh nén TE lai
cho thy su da dang trong cac khung khai niém héa. Cac mo hinh CE nén tang thuong
nhan manh ba khia canh kinh dién 1a nhan thirc, cam xtc, va hanh vi (Brodie va cong
su, 2013; Hollebeek, 2011). Dua trén nén tang nay, cac nghién ctru trong linh vuc du
lich d4 phat trién nhitng khung do ludng cu thé va phu hop hon véi bdi canh dac thu.

Trong s6 d6, dang chii ¥ nhéat 14 mé hinh nim khia canh duoc phat trién va kiém
dinh mot cach nghiém ngdt béi So va cong su (2014), bao gém Nhan dién
(Identification), Nhiét tinh (Enthusiasm), Cha y (Attention), Cudn hit/ Hoa minh
(Absorption) va Tuong tac (Interaction). M6 hinh nay khong chi bao ham cac trang thai
tam 1y noi tai (Nhan dién, Nhiét tinh) va cac qua trinh nhan thire (Chu ¥, Cudn hat/ Hoa
minh), ma con ca cac biéu hién hanh vi (Tuong tic). TAm quan trong ctia khung 1y thuyét
nay duoc thé hién qua viéc no6 da duoc nhiéu nghién curu vé TE sau d6 van dung va xac
nhan lai tinh hi¢u luc trong cac bdi canh du lich khéac nhau, tir du lich khach san dén cac
su kién va diém dén (Harrigan va cong su, 2017; Rasoolimanesh va cong su, 2019;
Teng, 2021). Piéu nay cho thay tinh manh mé&, phu hop va hitu dung ciia n6 trong viéc
nam bét ban chat da chidu cua su gan két trong du lich.

Bén canh dong chay chinh nay, mot s6 nghién ctru khac lai tip trung vao cac khia
canh cu thé hon nhu céc loai hinh tuong tac (voi nhan vién, véi du khach khéc) (Chen
va cong su, 2021; Huang va Choi, 2019) hodc cac hanh vi dong gop gia tri cia du khach
cho diém dén (vi du: chia sé kién thirc, anh hudéng xa hoi) (Loureiro va Sarmento, 2019).
Nhiing cach tiép can nay, tuy khac nhau vé trong tdm, nhung déu cung c6 thém nhan

dinh rang TE 1a mot khai niém phong phii va da dién.
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Bang 2.4: Cac cach tiép cin da chiéu vé sw gin két ciia khach hang (CE) va du khach (TE)

Cich tiép cin chinh Cic khia canh/thanh phan Tac gia (nam) | Loai hinh Ghi chu
(1) Nhan thuc (Cognitive), (2) Cam xuc Hollebeek CE (Thuong | Nén tang cho mé hinh 3
Mb hinh 3 thanh phin (Emotional), (3) Hanh vi (Behavioral). (2011) hi¢u) thanh phan.
(Nhén thirc, cam x1c, R , , , . ) Brodie va cong Cung ¢6 mo hinh 3 thanh
hanh vi): (1) Nhan thue, (2) Cam xuc, (3) Hanh vi. su (2013) CE phan cho CE néi chung,
Cdch tiép cdn phé bién ¢ 1V nha ) iti i . .
chtiep can pho 2ien | (1) Xu 1 nhan thitc (Cognitive processing), |y 4 | CE (Thuong | Phit trién chi tiét hon ti
nhan manh 3 yéu to cot | (2) Tinh cam (Affection), (3) Hoat dong | A R . X
I6i ciia trang théi tam | (Activation). cong su (2014) hiu) mo hinh 3 thanh phan.
[y va hanh vi. = ; _
R , , , . . Dessart va CE (Thuong | Tiép tuc khang dinh mo
(1) Nhan thue, (2) Cam xte, (3) Hanh vi. | o0 (0 0015) hidu) hinh 3 thanh phén.
(1) Nhan dién, (2) Nhiét tinh, (3) Chu ¥, (4) | Sovacongsw | CE (Thuong I\Liu‘t’é‘ tngiCh;)é?gé}Sﬁi
Hoa minh, (5) Tuong tac. (2014) hiéu du lich) i,ich £
Mo hinh 5 thanh phin A 3 hinh 5 véy &
(Nhan dién, nhiét tinh, | (1) Nhn dién, (2) Nhiét tinh, (3) Cht ¥, (4) | Harrigan v P dyng o hinh > yeu 19
o hom Nk » | Hoa minh (5) Tuong tac cong su (2017) e cho TE (thutong trong boi
chu y, hoa ml,nh, tuong ’ . : : canh mang x3 hoi).
tac): Cach tiép can chi Van hanh héa TE oha ok
tiét hon, két hop trang R li h an hanh noa nau cau
thai tam 15 va hanh vi, | (1) Nhiét tinh, (2) Cha ¢, (3) Hoa minh, (4) |~ > (;Elgalsﬁs - trtc bic hai voi 5 yéu 16,
d‘gic biét phii hop véi Tuong tac, (5) BDong nhat hoa. @ O 19) i tggrlli ty So va cOng su
boi canh thuwong hiéu. ( )-
Al . s Ap dung thang do cua
1) Nh h, (2) Ch H h, (4 i
(1) Nhiét tinh, (2) Cha y, (3) Hoa minh, (4) Teng (2021) TE Rasoolimanesh va cong

Tuong tac, (5) Pong nhét hoa.

su (2019).
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Cich tiép cin chinh Cic khia canh/thanh phan Tac gia (nam) | Loai hinh Ghi chu
(1) Tuong tac xa hoi, (2) Tuong tac véi nhan Huane vi Choi Phét trién thang do TES
vién, (3) Su lién quan (voi ban déng hanh), (2gOl 9) TE tap trung vao dong sing
M6 hinh tap trung vao | (4) Gan két lién quan dén hoat dong. tao gia tri.
Tuong tac/Trai Tap trung vao TE trong
nghlgl?l (TE): N}’zan . | (1) Tuong tac xa hoi, (2) Tham gia. AShaﬁee va TE nganh khach san, nhin
manh cdc tuwong tac va cong su (2020) manh hanh vi cha don
hoat dong cu thé trong - - & ‘
trat n§hiem du lich la (1) Tuong tac xa hoi, (2) Tuong tac véi nhan A To?g ‘!“an h? thc?ng, ge
cot 1oi cua TE. n . A Chen va cong xuat cac chiéu kich TE
vién, (3) Su lién quan, (4) Gan két lién quan TE R r s
dén hoat don su (2021) dua trén tuong tac va trai
at dong. nghiém.
(1) Su tham gia (hanh vi), (2) Sy cam két Bowden CE Tap trung vao qua trinh
(nhan thirc va cam xuc). (2009) hinh thanh gan két.
A . £ i Enginkaya va Tap trung vao niém tin,
1 2) Tam h Danh . E Lz
(1) Niém tin, (2) Tam huyét, (3) Danh tiéng Esen (2014) C danh tiéng,
Céc céch tiép cankhdc | (1) Soi ndi (Vigor), (2) Tam huyét| Dwivedi | CE (Thuong ?gflagtren liit::yet g?ilvi‘flz
(Dedication), (3) Hoa minh (Absorption). (2015) hi¢u) engagement).
. ey en ; \ Loureiro va Dua trén mo hinh gia tri
f{lﬁ)}ll\g :121(4111)21 I(lj%ifs)éciqli(:élrf}:}lfﬁlt (3) Anh huong Sarmento TE khéach hang, ap dung cho
o ' (2019) diém tham quan.
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Xét dén tinh toan dién, su pht hop vé6i bdi canh thwong hiéu du lich va sy ké thira
trong cac nghién ctru thuc nghiém vé TE, nghién ciru nay sé van dung khung 1y thuyét
nam khia canh theo So va cong su (2014). Cac khia canh nay bao gom:

(1) Nhdn dién (Identification): La “mirc d6 ma nguoi tiéu ding nhdn thirc sy dong
nhat hodc thudc vé thuong hiéu” (So va cong su, 2014, tr. 311). Khia canh nay thé hién
su lién két giira hinh anh ban than cta du khach va hinh anh thuong hiéu, dwa trén Iy
thuyét nhan dang xa hoi (So va cong su, 2014).

(2) Nhiét tinh (Enthusiasm): La “muc d¢ himg thl va quan tAm ma nguoi tiéu dung
danh cho thuong hi€u”. N6 phan anh trang thai cam xtc tich cyc, sy say mé va ning
lugng cao ma du khach danh cho thuong hi¢u (So va cong su, 2014).

(3) Chut y (Attention): La “mirc dg chii tam, tdp trung va két néi ma nguoi tiéu
dung co voi thwong hi¢u”. Khia canh nay dai dién cho su dau tu vé mit nhan thirc cua
du khach vao thuong hiéu (So va cong su, 2014).

(4) Cudn hit/Hoa minh (Absorption): La “trang thdi dé chiu khi khdch hang hoan
toan tdp trung, vui vé va dam chim sdu scc khi dong vai tro la ngwoi tiéu dimg cia
thwong hiéu”. NO biéu thi mtc dd ddm chim cao d6 trong cac tuong tac hodc trai nghiém
lién quan dén thwong hiéu (So va cong su, 2014).

(5) Twong tac (Interaction): La “sy tham gia da dang (cd tric tuyén va ngoai
tuyén) ma khdch hang cé véi té chirc thieong hiéu hodc cdc khdch hang khdc bén ngodi
viéc mua hang”. Khia canh nay nhan manh cac hanh vi chii dong nhu chia sé thong tin,
trao doi ¥ kién, va tham gia vao cac hoat dong cong ddng xung quanh thuong hiéu (So
va cong su, 2014; Vivek, 2009).

Viéc xem xét TE thong qua nam khia canh nay cho phép mot sy danh gia hé thong
va da dién, nam bat duoc ca trang thai tam 1y bén trong 1an cac biéu hién hanh vi bén
ngoai cua du khach trong méi quan hé véi thuong hiéu hoic diém dén du lich.
2.2.3.3. Phdn biét sy gdn két véi sw tham gia (Tourist participation), sw tham di/quan

tam (Tourist involvement) va sw cam két ciia du khdch (Tourist commitment)

Viéc xéc 1ap ranh gidi khai niém rd rang cho TE la diéu can thiét dé dam bao tinh
chinh xéc va gia tri trong nghién ctru hoc thuat ciing nhu tmg dung thyc tién. TE thuong
bi nhdm 1an hodc sir dung thay thé cho cac ciu triic lién quan mat thiét khac nhu su tham

gia cua du khéch (Tourist participation - TP), su tham du/quan tdm ctia du khach (Tourist
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involvement - TI) va sy cam két ctia du khach (Tourist commitment - TC). Mic du céc
cAu tric nay co mbi lién hé noi tai va thuong tac dong 1an nhau, viéc xac dinh ban chét,
pham vi va vai tro riéng biét cua timg cdu tric 1a nén tang cho su phat trién 1y thuyét va
mg dung thuc tién trong quan 1y du lich.

> Su gin két (TE) va su tham gia cua du khach (Tourist participation - TP)

TP va TE 1a hai khai niém cin phan bi¢t. TP chu yéu dé cap dén cc hanh dong hoac
hanh vi cu thé ma du khéch thyc hién trong qué trinh du lich, nhu tham gia tour, déng gop
phan hoi, hay hoat dong cong déng, tap trung vao su hién dién va hanh dong voi dong luc
va tac dong cu thé (Gupta va cong su, 2023; Liu va cong su, 2012). Nguoc lai, TE 1a mdt
cAu trac phirc hop hon, bao gdm ca khia canh tim 1y va hanh vi (Brodie va cong su, 2011;
Rather va cong su, 2022). TE biéu thi mot trang thai tam ly sau sdc, dic trung bdi cac
thanh t6 nhan thic, cam xuc, va y dinh hanh vi (Hollebeek va cong su, 2014; Huang va
Choi, 2019; Rasoolimanesh va cdng su, 2019; Rather va cong su, 2022) va thé hién qua
su dau tu thoi gian, cong suc, nguén luc dé tuong tac, tao két ndi tinh cam (Rather va
cong su, 2022). Do do6, trong khi TP c6 thé chi 1a su c6 mit hay hanh dong, TE doi hoi su
dam chim va dau tu tam tri, tinh cam sau sac hon. TP ¢ thé dugc xem 1a mot biéu hién
hanh vi ctia TE, nhung khong bao ham toan b chiéu sau tdm 1y cia TE.

» TE va su tham dy/quan tdm cta du khach (TI)

TI va TE 1 hai khai niém tam 1y lién quan nhung can phan biét. TI phan anh muc
dd quan tam, hirng tha va lién quan ca nhan cta du khach voi mot hoat dong hodc diém
dén cu thé; day la mqt trang thai tam ly ndi tai, mt dong lyc ban dau co thé anh huong
dén viéc tim kiém thong tin trudc chuyén di (Martin va cong su, 2013; Xu va cong su,
2018). Nguoc lai, TE 1a mét trang thai tam 1y nang dong, biéu hién chu yéu qua su tuong
tac trong qué trinh trai nghiém thue té tai diém dén (Brodie va cong s, 2013; Hollebeek
va cong su, 2014). TE 1a su hién thuc hoa cua TI, thé hién qua vi¢c du khach dau tu
nang lugng (nhan thire, cdm xtc, hanh vi) vao cac tuong tac dang dién ra. Do d6, du mot
du khach c6 TI cao véi moét loai hinh du lich, mirc d¢ TE cua ho trong mot chuyén di cu
thé phu thudc vao chét luong tuong tac va su dam chim thyc té. Vi vay, TI dugc xem la
tién dé quan trong cho TE: murc TI cao hon c¢6 kha ning thiic day su gan két sau sic hon
trong trai nghi¢ém (Martin va cong su, 2013; Xu va cong sy, 2018).

> TE va sy cam két ctia khach hang (TC)

TC thé hién sy gan b6 tam 1y sau sic va ¥ dinh duy tri mdi quan hé lau dai cta du
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khach v6i mot diém dén hodc thuong higu du lich, phan 4nh long trung thanh va dinh
hudng tuong lai (Liu va cong su, 2023; Rather va Amin, 2023). Pay 1a mot trang thai
tuong dbi 6n dinh, thuong la két qua cua trai nghiém tich cuc, su hai long, niém tin va sy
gin két dugc tich liy, ciing nhu bi anh hudng béi tinh chan thuc va quyén so hitu tam 1y
(Liu va cong sy, 2023; Pansari va Kumar, 2017; Rather va Amin, 2023). Nguoc lai, TE
mang tinh ning dong, phu thudc vao tinh hudng va tap trung vao chét lwong twong tic
trong mot trai nghiém cu thé dang dién ra (Brodie va cong sy, 2011; Huang va Choti, 2019;
Rasoolimanesh va cong su, 2019; Rather va Amin, 2023). Mdi quan hé nhan qua giita
chung 1a: cac trai nghiém TE tich cuc va lap lai c6 xu huéng nudi dudng va cing cd TC

theo thoi gian. Do do, sy gin két trong timg khoanh khic twong tic gop phan xay dung

cam két va 10ng trung thanh 1au dai ctua du khach (Rather va Amin, 2023).

Bang 2.5: So sanh TE véi TP, TI va TC

Tiéu s X Su tham gia - Su tham du/ "
an két - TE : : : ket-T
Chi | SWgan ket TP quan tam -1 | OF cam ket-TC
Ban | Trang thai tdm Hanh Mirc d§ quan Sy gin bo tam 1y
chat |1y - hanh vi da dong/hanh vi tam, hing tha, bén vitng va y
cot 161 | chiéu trong tham gia cu thé | lién quan ca nhan | dinh duy tri mi
tuong tac, d@)ng vao hoat dong | dugc cam nhéan quan h¢ lau dai
sang tao gia tri du lich
Trong | Trai nghiém Hanh dong Su quan tim/lién | Mdi quan hé tong
tam | tuong tac tai tham gia cu thé | quan ndi tai véi thé, long trung
chinh | diém dén (bao hoat dong/diém thanh véi diém
gom ca tam 1y va dén dén/thuong hié¢u
hanh vi)
Chiéu | Pa chiéu (Nhan | Chu yéu la Chu yéu la nhan | Pa chiéu (Tinh
canh | thirc, cam xuc, hanh vi thire, cam xuc cam, duy tri, quy
chinh | hanh vi) chuan - suy rong)
Thoi | Trong qua trinh | Trong qua trinh | Thuong Trudc Trang thai bén
diém | trai nghiém dién ra hoat trai nghiém / viing, hudng téi
chinh dong Tuong doi bén tuong lai
ving
Tinh | Nang dong, phu | Hanh dong cu | Trang thai n0i tai, | Trang thai on
chat | thudc ngit canh, | thé, c6 thé quan | tién dé dinh, két qua cua
cuong do bién doi | sat dugc tich Iy
Vai trd | Trai nghiém cot |Biéu hién hanh | Thuong la tién dé | Thuong la két
dién | 101, co thé dan vi, cO thé 1a cho TE qua cua TE, su
hinh | dén/cung c6 TC |thanh phan cua hai long...
TE
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Tiéu 1z Su tham gia - Su tham du/ £

Chi Sw gan két - TE TP quan tim - TI Su cam ket - TC
Nguén | Brodie va cong | Gupta va cong | Martin va cong Liu va cOng su
tham su (2011); su (2023); Liu | su (2013); Xuva | (2023); Rather va
khao | Rather va cong va cong su cong sy (2018) Amin (2023)
chinh su (2022) (2012)

Nguon: Tong quan nghién civu ciia tdc gia
2.2.4. Niém tin vao diém dén (DT)

DT 1a mot cdu trac tim 1y then chdt, duoc dinh nghia chung la y dinh chép nhan
su d& bj tén thuong dua trén ky vong tich cuc vé hanh vi caa doi tac (Rousseau va cong
su, 1998). Cu thé, Mayer va cong sy (1995) mo ta niém tin 1a “su sdn long tré nén dé bi
ton thuong trudc hanh dong cua bén khac, dua trén ky vong réng bén kia s€ thuc hién
mot hanh dong quan trong, bat ké kha ning giam sat”. Trong cac mdi quan hé trao doi,
n6 13 “sy san 1ong dya vao mot dbi tac trao ¢6i ma minh c6 niém tin” (Moorman va cong
su, 1993), phan anh su tin cdy va liém chinh (Sirdeshmukh va cdng su, 2002). Trong du
lich, DT la nhan thtc téng thé ctia du khach vé muc d6 dang tin cay va uy tin cua diém
dén cung céac thuc thé lién quan (Artigas va cong su, 2017; Liu va cong sy, 2019). N6
thé hién sy sin long cua du khach dya vao diém dén dé thuc hién cac chuc nang va loi
htra da quang ba (Abubakar va Ilkan, 2016; Su, Hsu, va cong su, 2017), dua trén ky
vong vé nang luc, thién chi va chinh tryc (Su, Hsu, va cdng su, 2017; Su va cdng su,
2020). Theo md hinh cua Mayer va cong sy (1995), DT thuong dugc xem xét nhu mot
céu trac da dién, bao g6m cac nhan thire ve:

(1) Néng Iire: Niém tin vao kha nang va k¥ nang cua diém dén trong viéc cung cap
dich vu du lich chit luong va dap Gmg nhu cau cta du khach (Abubakar va Ilkan, 2016;
Choi va cong su, 2016; Su va cong su, 2020).

(2) Thién chi: Niém tin rang diém dén (thong qua cac bén lién quan) quan tim dén
loi ich va phuc loi ctia du khach, hanh dong mot cach trung thuc va c¢é y dinh t6t (Artigas
va cong su, 2017; Su va cdng su, 2020).

(3) Chinh trye: Nhan thirc rang diém dén tuan thu cac nguyén tac dao duc duoc
chép nhan, dang tin cdy va gilr ding 161 htra (Abubakar va Ilkan, 2016; Choi va cong su,
2016; Su, Hsu, va cong su, 2017).

Mot ddc diém then chdt ctia DT 14 tinh da d6i twong. Thay vi hudng vao mét thuc

thé duy nhat, niém tin ctia du khach dwoc hinh thanh dia trén danh gia vé nhiéu bén lién
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quan khac nhau trong hé sinh thai diém dén. Nghién ctru Artigas va cong su (2017) da
xac dinh cac nhom chinh nhu ngudi dan dia phuong, to chic cong va to chirc tu nhan.
Trong khi nghién ctru ciia Liu va cong sy (2019) da cung cép mot cai nhin toan dién va
sdu sic vé cac ngudn gdc hinh thanh DT tong thé gdm:

(1) Co quan quan Iy/ Chinh quyén: Niém tin vao ning luc va sy hiéu qua cia cac
co quan cong quyen trong viéc quan ly diém dén, dam bao an ninh, co s& ha ting va
thuc thi chinh sach than thién véi du lich.

(2) Pai 1y/ Nha cung cdp dich vu du lich: Niém tin vao su dang tin ciy, chat lugng
dich vu va tinh hop 1y vé gia ca ctia cac cong ty 1it hanh, khach san, nha hang va céc nha
cung cép dich vu khac.

(3) Nhdn vién dich vu: Niém tin vao su trung thyc, than thién, chuyén nghiép va
nang luc cta nhimg ngudi true tiép phuc vu du khach tai diém dén.

(4) Cu ddn dia phwong: Niém tin vao sy hiéu khach, trung thyuc va thai do tich cuc
ctia cong dong dia phuong d6i voi du khach.

(5) Cac du khach khac: Niém tin vao hanh vi vin minh, sy than thién va tuong tac
tich cuc tir nhitng du khach khac cuing c6 mat tai diém dén.

Tam quan trong ctia DT trong du lich bat ngudn tir cac dic tinh cta san pham du
lich (vi du: tinh v6 hinh, khéng dong nhat), von 1am ting su khong chic chin va rii ro
cam nhan (Fuchs va Reichel, 2011; Zeithaml va cong sy, 1985). DT dong vai tro co ché
tam ly gitp giam thiéu su phirc tap nhan thirc va ddi phd vai rii ro, tao thuan loi cho
quyét dinh va hanh vi tiéu ding (Abubakar va Ilkan, 2016; Han va Hyun, 2015). Theo
Ly thuyét Trao d6i Xa hoi (SET) (Blau, 1964), niém tin 14 chat xtc tac cho cac mdi quan
hé trao d6i xa hoi, giam nhan thirc bi loi dung va thuc day chuan muc c6 di ¢6 lai, cam
két 1au dai (Morgan va Hunt, 1994).

Nghién ciru thuc nghiém khang dinh DT 1a tién t6 du bao manh mé cho céc két qua
tich cuc nhu sy hai long (Al-Ansi va Han, 2019), su gén Kkét (Li va cong su, 2020), long
trung thanh (Abubakar va cong su, 2017; Elbaz va cong su, 2021) va hinh anh diém dén
(Liu va cong su, 2019). DT con c6 tac dong gian tiép qua viéc giam nhan thirc rii ro va ting
cuong gén bé tinh cam (Abubakar va Ilkan, 2016; Abubakar va cong su, 2017; Choi va
cong su, 2016). Do vai trd nén tang va hé qua quan trong, viéc tiép tuc nghién ctru sau vé
co ché hinh thanh, thang do va vai tro trung gian/diéu tiét ciia DT trong cac mé hinh hanh
vi du khach phre tap van 13 nhiém vu khoa hoc cap thiét va co gia tri tng dung cao.
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2.3. Cic ly thuyét nén c6 lién quan
2.3.1. Mo hinh S-O-R

Mo hinh Kich thich — Chu thé — Phan héi (S-O-R) ctia Mehrabian va Russell (1974)
12 mot khung 1y thuyét phd bién trong nghién ctru hanh vi ngudi tiéu dung (Asyraff va
cong su, 2023). Ban dau tap trung vao mbi quan h¢ S-R, md hinh sau d6 dugc Bitner
(1992) mé rong yéu té Chu thé (Organism - O) bao gdm ca nhédn thirc va sinh 1y bén
canh cam xuc, nham giai thich qué trinh noi tAm cua c4 nhan va cach kich thich moi
truong anh huéng dén nhan thire, cam xuc, hanh vi (Jacoby, 2002; Kim va cong su,
2020; Nunthiphatprueksa, 2017). Yéu t6 O, phan anh dénh gia cam xuc hodc trang thai
ndi tim, dong vai trd trung gian quan trong, du doan phan hoi cudi cung tir kich thich
(Emir va cong su, 2016; Jacoby, 2002). M6 hinh S-O-R ¢6 ¥ nghia dac biét trong tam
Iy hoc, du lich va dich vu dé phan tich phan tng ctia khach hang v6i méi truong (Asyraff
va cong su, 2023; Kang va Namkung, 2019).

Trong nganh du lich, m6 hinh S-O-R mo rong di dugc ap dung rong rii dé nghién
ctru nhan thirc va hanh vi du khach trong nhiéu bdi canh da dang nhu thanh phd ¢d (Lin
va cong su, 2019), diém dén trén nhi (Su va Swanson, 2017), tradi nghiém trung gian
(Zhang va Xu, 2019), du lich mua sam (Hew va cong su, 2018), du lich tam linh (Hung
Lee va cong su, 2021) va sy kieén MICE (Kim va cdng su, 2020; Siu va cong su, 2012).

Qua tong quan & phu luc 3 da ching minh rang yéu t6 cha thé (Organism) dugc coi
1a két qua cta mot kich thich (Stimulus) va déng vai tro 14 yéu t6 dy bao phan tng
(Response) cudi cung, tuy nhién vai tro trung gian ctia Organism van con gdy tranh cai
v6i cac nghién ctru thuc nghiém trong linh vuc du lich con han ché (Ahn va Seo, 2018;
Chakraborty, 2019; Choi va Kandampully, 2019; Kim va cong su, 2020; Lee, 2020; Mody
va cong su, 2017). Ddng thoi, Asyraff va cong su (2023) ciing kéu goi mé rong viée
nghién ciru mg dung mo hinh S-O-R trong nhiéu bbi canh khac nhau cua linh vuc du lich
(dic biét 1a cac diém dén du lich méi ndi: du lich bién, du lich MICE, du lich xanh...)
béng viéc mo rong cac yéu tb kich thich (trai nghiém du lich, cac thudc tinh diém dén, su
tuong tac clia moi nguoi trong qua trinh tham quan, Gmg dung cong nghé moi, truyén
thong truc tuyén...), ciing nhu xem xét diéu chinh mé rong cac yéu to Organism (cac khia
canh ndi tdm dya trén nhan thic va thang do PAD: Niém vui, hai long (Pleasure) — Kich
thich (Arousal) — Mong muén (Desire)) véi vai tro trung gian trong mé hinh S-O-R. Bén
canh do6, Asyraff va cong su (2023) ciing kéu goi md rong mo hinh S-O-R bﬁng cac bién
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diéu tiét (nhan khau hoc, nhan thirc rii ro, sy quen thudc trong viéc sir dung cong nghé,
niém tin...).
2.3.2. Cdc Iy thuyét nén bé tro khdc

Ngoai khung 1y thuyét ¢t 161 S-O-R, viée tich hop cac 1y thuyét tir tim 1y hoc xa
hoi va truyén thong gitip 1am sang to sau sac hon co ché phire tap ma qua d6 SMMA tac
dong dén trang thai tAm 1y va hanh vi trung thanh ctia du khach. Hai Iy thuyét dic biét
phu hop va cung cap nhing goc nhin b trg quan trong bao gdm Ly thuyét trao doi xa
hoi (Social Exchange Theory - SET), Ly thuyét anh hudng x3 hoi (Social Influence
Theory - SIT).
2.3.2.1. Ly thuyét trao déi xd héi (SET)

Ly thuyét trao d6i xa hoi (SET), voi nén tang 1y thuyét duoc dat boi cac nha xa hoi
hoc va tdm 1y hoc xa hoi tién phong nhu Homans (1958), Blau (1964), Thibaut va Kelley
(1959) (Cropanzano va cong su, 2017), cung cap mot khung khai niém nén tang dé phan
tich cac twong tic xa hoi nhu nhimg cudc trao doi ngudn luc. C6t 16i cua SET 14 quan
diém cho rang hanh vi clia cac c4 nhan trong cac mdi quan hé xa hoi duoc thiic day boi
viéc danh gia duy 1y nham t6i da hoa cac 1oi ich (rewards) va tbi thiéu hoa cac chi phi
(costs) ma ho nhan dugc tur sy tuong tac d6 (Cropanzano va cong su, 2017). Quyét dinh
tham gia, duy tri hay cham dit mot mbi quan h¢ trao doi phu thudc vao “lgi nhuan” cam
nhan (profit = rewards - costs), dugc ca nhan so sdnh v41 mic d ky vong vé két qua va
tiém ning tir cac mdi quan hé thay thé sin c6 (Cropanzano va cong su, 2017).

Mot nguyén tic trung tdm cua SET 1a quy tic c6 di c¢6 lai, cho rang cac ca nhan
cam thiy c6 nghia vu dap tra lai nhitng gi ho nhan duogc tir ngudi khac, du 1a loi ich hay
t6n hai (Cropanzano va cong su, 2017). Sy bén vitng cta ciac mdi quan hé trao ddi cling
phu thugc manh mé vao cam nhan vé su cong bang trong qua trinh trao doi (Blau, 1964).
Khi céc cudc trao ddi duoc cam nhan 1a cong béng va mang lai 1¢1 ich, chung s€ tao
dyng nén niém tin va cing cd sy cam két giita cac bén, vén 1a nhimng yéu td then chot
dé duy tri mdi quan hé 1au dai va chuyén hoa cac trao d6i mang tinh kinh té ban dau
thanh cac mbi quan hé xa hoi sau sac hon (Cropanzano va cong su, 2017; Cropanzano
va Mitchell, 2005).

Trong bdi canh SMMA va hanh vi du khach, SET cung cap mot co s 1y luan gia tri
dé 1y giai dong co thuc ddy TE. Du khach chi dong dau tu cac ngudn luc ca nhan nhu
thoi gian, nd lyc nhan thirc, va viée dong gop ndi dung (chi phi) vao cac nén tang SMMA
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ctia diém dén khi ho ky vong s& nhén lai nhiing loi ich (phan thuéng) twong xtmg. Céc loi
ich nay c6 thé bao gdm viéc tiép can thong tin hiru ich va dang tin cay (loi ich thong tin),
noi dung giai tri hap dan (loi ich hudng thu), co hoi két ndi va twong tac véi cong dong
¢6 cung sé thich (loi ich xd hoi), cam gidc duge cong nhén va thude vé (loi ich tAm 1y),
hay tham chi la cac wu dai, gia tri gia tang cu thé (loi ich kinh té) (Balaji va cong su, 2016;
Kamboj va cong sy, 2018). Khi du khach cam nhan rang nhimng “cudc trao d6i” ndy mang
lai lg1 ich rong (rewards > costs) va dugc thyc hién mot cach cong béng, su hai long s€
duoc hinh thanh. Sy hai long 1ap di 1dp lai, cung vai viée diém dén thé hién sy quan tam
va dap tng thong qua SMMA, sé& cling ¢d niém tin diém dén (Cropanzano va cong su,
2017; Cropanzano va Mitchell, 2005). Cubi cting, theo logic ctia SET, sy hai 1ong va niém
tin duoc vun dap tir cac trao doi xa hoi co gi tri ndy, dua trén nguyén tic c6 di co lai, sé
thiic day su cam két va 1a tién dé quan trong cho viéc hinh thanh long trung thanh diém
dén (Blau, 1964). Do d6, SET gitip giai thich chudi lién két logic tir su tham gia ciia du
khéch vao cac hoat dong SMMA, qua sy hinh thanh cac trang thai tam 1y tich cuc nhu hai
long va tin tuong, dén két qua cudi ciing 14 10ng trung thanh véi diém dén.

2.3.2.2. Ly thuyét anh hweong xd héi (SIT)

Ly thuyét anh hudng x3 hoi (SIT) cung cip mot khung 1y thuyét nén tang dé hiéu
cach thirc ma thai do, niém tin va hanh vi ctia mot c nhan bi tic dong boi nhitng ngudi
xung quanh, du la sy hién di¢n thyuc té, tudng tuong hay ngu vy (Kelman, 1958). Anh
huong xa hoi dong vai trd trung tdm trong viéc dinh hinh hanh vi, béi 1€ cac cd nhan
thuong xuyén thu thap thong tin vé cac chuan muc xa hoi tir hanh dong va ¥ kién cua
nguoi khac dé dinh hudng cho quyét dinh ctia chinh minh (Cialdini va Goldstein, 2004).
Ly thuyét nay phan biét hai co ché anh huéng chinh: Anh huéng thong tin, xuat phat tir
mong mudn dua ra quyét dinh chinh x4c bing cach chap nhdn thong tin tir ngudi khac
nhu la bﬁng chung vé thuc té (Deutsch va Gerard, 1955) va anh huong chuan muc, lién
quan dén viéc tuan tha céac ky vong ctia nhom dé dat duoc su chép thuan, tranh bi loai
trir hodc duy tri ban sdc xa hoi mong mubn (Deutsch va Gerard, 1955; Lazaric va cOng
su, 2020).

Kelman (1958) d3 mo ta ba qu4 trinh tAm 1y riéng biét ma qua d6 su chip nhan anh
huong xa hoi dién ra:

(1) Sw tudn thi: Ca nhan chip nhan anh huéng chi yéu dé dat dwgc mot phan tng

thuan loi hoac tranh mot phan Gng ti€u cuc tir nguoi khac. Hanh vi ndy thuong mang
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tinh bé mat va phu thudc vao su gidm sat hodc quyén lyc cia ngudn anh huéng.

(2) Sw nhdn dién: Ca nhan chap nhan anh huéng vi nd gan lién voi mot mdi quan hé
tu xac dinh thoa dang voi nguoi hodc nhém khac. Viéce thé hién hanh vi duoc go1y
gitip c4 nhan duy tri mdi quan hé mong mudn hozc thé hién vai tro xa hoi phu hop.
(3) Sw néi tdm héa: Ca nhan chap nhan anh huong vi ndi dung ctia hanh vi dugc
cam ung (vi du: cac gia tri, y twong) phit hop va hoa hop véi hé thong gia tri cia
chinh ho. Pay 1a hinh thirc chap nhan sau sic va bén virng nhat, khong phu thudc
vao nguodn anh hudng.

Trong ky nguyén sd, cac nén ting mang xa hoi da khuéch dai dang ké pham vi va
cudng do cua anh huong xa hoi, tré thanh mot trong nhitng nguén tic dong quan trong
nhat dén quyét dinh cta nguoi tiéu diung (Naeem, 2021). Cac nén tang nay khong chi 1a
kénh truyén théng ma con 1a khong gian tuong tac x4 hoi, noi nguoi dung tiép nhan, tao
ra va chia sé¢ thong tin, danh gid va kinh nghi¢ém (Dolan va cdng su, 2019), tao thanh
mot moi trudng phirc tap ciia cac anh hudng da chiéu (Domenico va cong sy, 2021).

Do d6, SIT dic biét hitu ich dé giai thich tic dong cia SMMA ddi v6i hanh vi du
khach. Noi dung do nguoi dung tao (UGC) nhu Truyén miéng dién tr (EWOM) dudi
dang danh gi4, binh luén, hinh anh, video tir nhiing du khach truéc do hoat dong nhu mot
ngudn anh hudng thong tin manh mé. Thong tin nay gitp du khach tiém nang giam thiéu
su khong chic chin, hinh thanh hinh anh diém dén (DI), danh gi4 gia tri (PV) va xdy dung
niém tin (DT) vao chat luong dich vu va trai nghiém tai diém dén (Erkan va Evans, 2016;
Filieri va cOng su, 2015). Mat khéc, cac chi s6 vé su phé bién (luot thich, chia sé), cac xu
huéng du lich dugc lan truyén, cac chuan muc hanh vi trong cong dong 4o, hodc cac dé
xudt tir mang ludi ban bé va nguoi c6 anh huong tao ra anh hudng chuan mue. Chung tac
dong dén thai do (ATT), su hai 10ng (SA) va thiic ddy sy gin két (TE) ctia du khach, khi
ho tim kiém sy dong thuan xa hoi hodc mong mudn phtt hop véi cac xu huéng va ky vong
cuia nhom tham khao (Abbasi va cong su, 2022; Liu va cdng su, 2021; Voorveld va cong
su, 2018). Nghién ciru cia Davlembayeva va cong su (2025) vé ngudi anh huong ao
(virtual influencers) ciing cho thay cac thudc tinh khac nhau cta ngudn anh huéng (nhu
su 4m ap, nang lyc, do tin cay) co thé kich hoat céac qua trinh chép nhén anh hudng khac
nhau (Compliance, Identification, Internalization). Khi 4nh hudng xa hoi dan dén su chép
nhan thong tin va hinh thanh thai d6 tich cuc thong qua qua trinh Noi tam héa hodac Nhan

dién manh mé, 1ong trung thanh diém dén s& c6 xu huéng bén viing hon (Kelman, 1958).
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Vi vay, viéc phan tich cac hoat dong SMMA qua lang kinh SIT, xem xét ca anh hudng
thong tin 14n anh hudng chuin muc va cac qua trinh chip nhan khac nhau, 13 rat can thiét
dé hiéu rd co ché hinh thanh long trung thanh du khach trong méi truong sé (Chu va cong
su, 2020).

2.3.3. Két néi cdc Iy thuyét nén trong mé hinh nghién ciru

Dé 1y giai mot cach toan dién va su sic co ché phirc tap ma qua d6 cac hoat dong
marketing trén mang xa hoi (SMMA) tac dong dén 10ng trung thanh diém dén (DL), mé
hinh nghién ctru dé xuit dugc xay dung trén su tich hop chién luge cua ba khung 1y
thuyét nén tang. Mdi 1y thuyét dong gop mot lang kinh phan tich riéng biét nhung bo trg
1an nhau, tao thanh mot nén tang 1y thuyét da dién va vimng chic.

Mo hinh Kich thich — Chu thé — Phan hoi (S-O-R) (Mehrabian va Russell, 1974)
dong vai tro 1a khung ciu triic bao trim toan bo nghién ciru. M6 hinh nay cung cip mot
chudi logic nhan qua co ban, bat ddu tir cic yéu té méi truong hodc marketing (Kich
thich - S), tac dong dén cac trang thai nhan thirc va cam xtc bén trong c4 nhan (Chu thé
- 0), va cudi ciing dan dén cac phan mg hanh vi c6 thé quan sat duoc (Phan hoi - R).
Trong md6 hinh nghién ctru nay:

e Kich thich (S): Cac hoat dong SMMA da dang dugc xem la tap hop cac kich

thich tir méi truong sb.

e Chu thé (O): Cac trang thai tAm 1y trung gian c6t 161 nhu su hai 1ong (SA), su
gan két cua du khach (TE) va niém tin diém dén (DT) dai dién cho cac phan Gng
noi tdm cua du khach.

e Phan hoi (R): Long trung thanh diém dén (DL), thé hién qua y dinh va hanh vi,
1a phan tng cudi cung.

Mo hinh S-O-R gitip hé thdng hoa cac bién sé va dinh hudng cac mdi quan hé nhan
qua can kiém dinh. Tuy nhién, dé lam sang to co ché phtic tap dién ra bén trong “hop
den” cua Chu thé (O) va giai thich fai sao va nhir thé ndo cac Kich thich (S) tir SMMA
lai tao ra cac trang thai tam ly do, hai ly thuyét bo tro tir tAm 1y hoc xa hoi dugc tich hop
nham cung cip cac goc nhin chuyén sau vé dong co va anh hudng xa hoi:

— Ly thuyét trao déi xa héi (SET) (Blau, 1964; Homans, 1958) soi chiéu vao dong
co thiic ddy su twong tac va tham gia cua du khach trong méi truong SMMA. SET cho

rang du khach tham gia vao céc “cudc trao doi” truc tuyén (dau tu thoi gian, cong suc,
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tuong tac) khi ho ky vong nhén duoc cac lgi ich twong xtng (thong tin gia tri, két ndi
xa hoi, giai tri, vu dai). Khi cac cude trao doi nay dugc cam nhan 1a tich cuc va cong
bang, chiing s& nudi dudng su hai 1ong (SA), cung cb niém tin (DT) va khuyén khich su
gin két (TE) nhu mot hinh thie dap lai. Do d6, SET cung cap co s 1y thuyét viing chéc
dé giai thich cac méi quan hé SMMA dén SA, SMMA dén TE va co ché hinh thanh DT
(co s& cho vai tro diéu tiét cua no).

— Ly thuyét anh huéng xa héi (SIT) (Deutsch va Gerard, 1955; Kelman, 1958) tap
trung vao cach thirc cac yéu t6 va chuin muc xi hoi trong moi truong SMMA tac dong
dén nhan thire, thai d6 va hanh vi cta du khach. Thong qua cac co ché anh huong thong
tin (tr eWOM, danh gia cia nguoi khac) va anh huong chuan muc (tir cong dong, nguoi
anh huong - influencers), SIT giai thich sitc manh thuyét phuc cua méi trudng xa hoi
tryc tuyén. Ly thuyét nay gitp lam 1o tai sao cac chiéu kich cia SMMA nhu eWOM va
xu huéng (TRE) lai ¢6 tac dong manh mé& dén sy hai long (SA), niém tin (DT), va ca su
gin két (TE) cua du khach, khi ho ¢6 xu huéng tin twong va hanh dong theo sb dong
hodc nhitng nguoi c6 uy tin. SIT cung cap nén tang 1y thuyét dé hiéu ré hon vai trd cua
cac yéu to x4 hoi nhu mot phan quan trong cua Kich thich (S) va tac dong cta chiing 1én
Chu thé (O).

Tom lai, sy tich hop cua ba 1y thuyét ndy tao nén mot nén tang 1y thuyét viing chic
va da chiéu. M6 hinh S-O-R cung cép cau tric tong thé va chudi logic nhan qua. Trong
khi @6, SET va SIT cung nhau cung cap cac co ché giai thich chi tiét vé qua trinh tam ly
va x4 hoi dién ra bén trong du khach khi tuong tac véi SMMA. Cu thé, SET giai thich
dong co cd nhan, trong khi SIT giai thich dnh huedng tir cong dong. Cach tiép can da ly
thuyét nay khong chi 1am tang tinh chit ché khoa hoc ma con 1a can thiét dé nim bat va
Iy giai mot cach day da ban chit phirc tap ciia méi quan hé gitta SMMA va 1ong trung
thanh diém dén trong ky nguyén sd, tao co sd vimng chic cho viéc dé xuat va kiém dinh
cac gia thuyét nghién ctru.

2.4. Cac gia thuyét va mé hinh nghién ciru dé xuit
2.4.1. Khung Iy thuyét va ludn gidi vai tro ciia cdc bién sé theo mé hinh S-O-R

Dé ly gidi mot cach toan dién co ché phirc tap ma qua do6 cac hoat dong marketing
qua mang xa hoi (SMMA) tac dong dén long trung thanh diém dén (DL), mé hinh nghién
ctru dé xuit duoc xay dyng dua trén khung 1y thuyét Mo hinh Kich thich — Cha thé —
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Phan hoi (S-O-R) (Mehrabian va Russell, 1974), dong thoi dugc 1am siu sic hon boi Ly
thuyét Trao d6i X4 hoi (SET) va Ly thuyét Anh hudéng X3 hoi (SIT).

— SMMA trong vai tro Kich thich (Stimulus - S): Theo mo hinh S-O-R, Kich thich
1a cac yéu t6 tir moi trudong bén ngoai tac dong 1én nhan thirc va cam xuc ctia ci nhan.
Céc hoat dong SMMA hoan toan phu hop véi vai tro nay, bdi chiing 1a tap hop céc thong
diép, nd1 dung, tuong tac va cac tin hi¢u xa hoi (vi du: eWOM, xu hudéng) duoc diém
dén tao ra va lan toa trong moi truong sd dé tiép can va anh huong dén du khach
(Abubakar va cdng su, 2017; Algharabat, 2017; Chu va cong su, 2020; Godey va cong
su, 2016; Huerta-Alvarez va cong su, 2020). Cac nghién ctru trude day cling da st dung
cac hoat dong marketing/ ngudn tin qua mang xa hoi nhu mot yéu té kich thich méi
truong dé kiém dinh cac phan tng ctia ngudi tiéu dung trong nhiéu bdi canh khac nhau
(Asyraff va cong su, 2023; Azhar va cong su, 2023; Baber va Baber, 2023; Chakraborty,
2019; Sohaib va Han, 2023). Do d6, viéc xem xét SMMA da chiéu nhu mot nhan t6
Kich thich (S) trong nghién ctru nay 1a hoan toan c6 co s& Iy thuyét va thuc nghiém.

— SA, TE va DT trong vai tro cdc trang thdi cia Chii thé (Organism - O): Trang
thai ciia Chu thé (O) dai dién cho cac qué trinh va phan Gng nodi tam, bao gém nhan thc,
cam xuc va danh gia cta c4 nhan khi tiép nhan Kich thich. Sy hai 1ong (SA), su gin két
(TE) va niém tin (DT) déu 1a c4c cau trac tim 1y, phan anh trang thai ndi tim cua du
khach da dugc str dung nhu nhitng phan trng ndi tdm, lam trung gian cho céc tac dong
tir méi trudng dén hanh vi trong nhiéu bdi canh khac nhau cta linh vuc du lich (Chang,
2013; Choi va Kandampully, 2019; Gupta va cong sy, 2019; Hemsley-Brown va
Alnawas, 2016; Jang va cong su, 2012; Kim va cong su, 2019; Nanu va cong su, 2020;
Siu va cong su, 2012; Su va Swanson, 2017; Su, Swanson, va cong su, 2017). SA 1a mdt
danh gia cam xuc (Oliver, 1980, 1997); TE la mot trang thai tam 1y da chiéu bao gé)m
nhan thire, cdm xuc va hanh vi (Rasoolimanesh va cong su, 2019; So va cong su, 2014;
So va cong su, 2016; So va Li, 2020); va DT la niém tin duoc nhan thire vé su dang tin
cdy cua diém dén (Chakraborty, 2019; Chang, 2013; Gupta va cdng su, 2019). Viéc xem
xét SA, TE va DT nhu céc trang thai ciia Cha thé (O) cho phép ching ta kham pha “hop
den” cua qua trinh xur Iy thong tin va cam xtc ctua du khach.

— DL trong vai tro Phdn hoi (Response - R): Phan hdi (R) 1a két qua hanh vi hoic
thai do cudi cung sau khi c4 nhan xir Iy Kich thich va trai qua cac trang thai noi tam.

Trong nghién ciru nay, 1ong trung thanh diém dén (DL) dugc phan anh thong qua 13 y
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dinh quay lai va gidi thiéu truyén miéng (Cong, 2021; Elbaz va cdng sy, 2021), day la
két qua cudi cung ma cac hoat dong marketing huéng toi. Nhiéu nghién ctru da st dung
DL nhu 12 nhan t6 Phan hdi (R) — bién dich trong mé hinh S-O-R véi nhiéu bdi canh
khac nhau cua linh vuc du lich (Balaji va cong su, 2019; Cong, 2021; Chang, 2013;
Chen va cong su, 2015; Elbaz va cOng su, 2021; Gupta va cong su, 2019; Hemsley-
Brown va Alnawas, 2016; Jani va Han, 2015; Kim va Moon, 2009; Singh va cong su,
2022; So va cong su, 2021; Su, Hsu, va cong su, 2017; Yoon va Uysal, 2005).
2.4.2. Phdt trién cdc gid thuyét nghién ciru
2.4.2.1. Tac dong cua SMMA (S) lén cac trang thdi noi tam (O)

a. Tac dong cia SMMA [én sy hai long (SA)

Su hai long cua du khach tir 1au da duogc xac dinh la yéu t cot 15 trong viéc hinh
thanh va cung cd long trung thanh diém dén (Abbasi va cong su, 2022; Cong, 2021;
Ispas va cong sy, 2021; Rasoolimanesh va cong su, 2019). Sy hai 10ng nay bao gom ca
su hai long v6i giao dich cy thé — phan dnh cdm nhéan tirc thoi cua du khach ddi vai tung
trai nghiém cy thé va su hai long tich lity — dai dién cho dénh gia tong thé, hinh thanh
tir qua trinh tiép xtic, trai nghiém va twong tac kéo dai theo thoi gian (Dmitrovié va cong
su, 2009; Oliveri va cong su, 2019). Trong do, sy hai long tich liiy ¢6 vai tro quan trong
hon trong viéc dinh hinh ¥ dinh hanh vi dai han, bao gdm c4 y dinh quay lai va ¥ dinh
truyén miéng (Cong, 2021; Chochol'dkova va cong su, 2015).

Bén canh d6, SMMA da tr¢ thanh mdt cong cu marketing quan trong do kha ning
tang cuong nhan di¢n thuong hiéu va su phé bién mot cach nhanh choéng va tiét kiém so
v6i cac phuong phap quang cdo truyén thong (Liu-Thompkins, 2012). SMM mé rong
cac cong cu marketing truyén thong va sé hoa, thiic day su giao tiép, hop tac va tuong
tac gitra khach hang, doanh nghiép va thuong hi¢u, tr d6 ting cuong sy gan két
(Ebrahim, 2019). SMM dugc dinh nghia 1a viéc tan dung cac nén tang mang xa hoi dé
gia ting sy hién dién thuong hi¢u thong qua truyén miéng, tic dong dang ké dén gia tri
thuong hi€u va y dinh mua hang, dac biét trong marketing thuong hi¢u xa xi (Kim va
Ko, 2012). Mic du tam quan trong ngdy cang ting ciia gia tri thuong hi¢u thong qua
mang xa hoi, song dong luc cua no6 trong xay dung thuong hi¢u diém dén van chua duoc
kham pha day da (Abbasi va cong su, 2022). Cac nghién ctru trude ddy nhdn manh tac
dong ctia SMMA ddi véi sy hai 10ng ctia khach hang (Chen va Lin, 2019; Hanaysha,
2017), lam ndi bat tAm quan trong cua viéc truyén thong va cung cip dich vu doc dao
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dé nang cao su hai long (Ramanathan va cong su, 2017). Lap luan nay duoc cung ¢ bai
Ly thuyét Trao d6i Xa hoi (SET), theo d6, khi SMMA cung cip cac loi ich gia tri cho
du khéch (nhu thong tin hitu ich, nd1 dung gidi tri, wu dai ca nhan hoa), du khach sé cam
nhéan dugc mot cude trao doi tich cuc va cong béng, tr d6 hinh thanh sy hai long (Chen
va Lin, 2019). Dong thoi, theo Ly thuyét Anh hudng Xa hoi (SIT), khi du khach tiép
nhan cac tin hi¢u xa hoéi tich cuc tr SMMA (nhu eWOM, danh gia tdt tir cong déng), ho
cO xu hudng hinh thanh thai d¢ hai long dya trén sy tin twong vao kinh nghiém cua
ngudi khac (Ramanathan va cong sy, 2017). Cac nghién ctru thyc nghiém trong nhiéu
linh vuc da cung cap bang ching viing chic vé méi quan hé nay (Al-Dmour va cong su,
2023; Hanaysha, 2017). Tir nhiing co s¢ d6, nghién ciru dé xuat:
Gia thuyét H1: SMMA c06 tac dong tich cuc dén sy hai long cua du khéch.
b. Tac dong clia SMMA 1én su gén két (TE)

TE 14 khai niém duoc mé rong tir sy gin két khach hang (CE), von dugc xem 1a
mot trong tAm moi trong 1y thuyét marketing hién dai (Brodie va cong sy, 2011; Doorn
va cong su, 2010). CE dé cap dén su két ndi da chiéu bao gém céc biéu hién hanh vi
(Van Doorn va cong sy, 2010), trang thai tam 1y (Brodie va cong sy, 2011), xu huéng
hanh vi (Storbacka va cong sy, 2016) va ca qua trinh ra quyét dinh (Maslowska va cong
su, 2016). Trong bdi canh du lich, TE duoc dinh nghia la sy két ndi nhén thire, cam xtc
va hanh vi giita du khach voi diém dén thong qua cac trai nghiém tuong tac véi diém
tham quan, dich vu va céc hoat dong tai diém dén (Huang va Choi, 2019).

Trong khi do, SMMA tao ra mdt khong gian twong tac, noi du khach khong chi
tiép nhan thong tin ma con co6 thé tham gia, dong sang tao va két ndi véi diém dén
(Bartoloni va Ancillai, 2024). Ly thuyét Trao d6i Xa hoi (SET) giai thich rang khi du
khach nhan duogc gié tri tt SMMA, ho c6 xu hudng “dép lai” br?mg su dau tu vé mat tm
1y va hanh vi, d6 chinh 13 ban chat ciia sy gan két (Bozkurt va cong sy, 2021). Thém vao
d6, Ly thuyét Anh huéng X3 hoi (SIT) cho thay khi mot cong dong truc tuyén duoc hinh
thanh xung quanh mét diém dén, du khach c6 xu huéng tham gia va gan két dé tré thanh
mot phém cua cong déng dé (Harrigan va cong su, 2017; Kelman, 1958). Nhiéu nghién
ctru thuc nghiém da lién tuc khéng dinh mbi quan hé tich cuc nay (Liu va cong su, 2021;
So va cong su, 2024; Tam va cong su, 2024).

Gia thuyét H2: SMMA c6 tac dong tich cuc dén su ga‘in két ctia du khach.

2.4.2.2. Moi quan hé bén trong cdc trang thdi ngi tam - Tac dong cua sw hai long (SA) lén
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sw gan két (TE)

Su hai long dugc xem 1a mdt trang thai cam xuc tich cuc, la tién dé quan trong cho
cac hanh vi twong tac sau sic hon (Oliver, 1980). Theo Ly thuyét Trao d6i Xa hoi (SET),
su hai 1ong c6 thé duwoc xem nhu mot “phan thudng” tir trai nghiém, thuc day du khach
mong mudn duy tri va dau tu nhiéu hon vao mdi quan hé théng qua sy gan két (Hapsari
va cong sy, 2017). Khi du khach hai 1ong, ho c¢6 dong lyc dé chuyén tir trang thai thu
dong sang chu dong, tham gia vao cac hoat dong gin két nhu chia sé, twong tac va dong
sang tao (Alrawadieh va cong sy, 2019; Quynh va cong su, 2020).

Gia thuyét H3: Su hai long cua du khach co tac dong tich cuc dén su gan két cia
du khach.
2.4.2.3. Tdc déng cia cdc trang thdi ngi tam (O) lén phdan héi (R)

a. Tac dong cua sy hai 1ong (SA) 1én 10ng trung thanh diém dén

Mdi quan hé giira sy hai 10ng va 10ng trung thanh 1a mot trong nhiing nén tang ctia
marketing dich vu (Abbasi va cong su, 2022; Cong, 2021). Sy hai long tich 1y dugc
xem 12 yéu td du bdo manh mé cho y dinh hanh vi trong twong lai, bao gdm ca y dinh
quay lai va truyén miéng (Cong, 2021). Trong mé hinh S-O-R, SA 12 mét trang thai noi
tam tich cuc (O) truc tiép din dén cac phan ung hanh vi thuan loi (R) 1a DL (Choi va
Kandampully, 2019; Mehrabian va Russell, 1974; Tam va cong su, 2024). Nhiéu nghién
ctru da khang dinh moi quan hé nay trong nhiéu bdi canh khac nhau (Abbasi va cong su,
2022; Cong, 2021; Ispas va cong su, 2021; Rasoolimanesh va cong su, 2019).

Gia thuyét H4: Sy hai 1ong ctia du khach c6 tac dong tich cuc dén 1ong trung
thanh véi diém dén.

b. Téac dong cua sy gan két (TE) 1én long trung thanh diém dén

Nhiéu nghién ctru thuc nghiém da chi ra ré“mg, TE c6 tac dong tich cuc truc tiép va
gian tiép dén long trung thanh ciia ho, thong qua viéc nang cao sy hai long va thuc day
cac hanh vi dé)ng sang tao gia tri (Brodie va cong su, 2011; Huwae va cong su, 2020;
Rasoolimanesh va cong su, 2019; Rather va cong su, 2019). Dac biét, trong bdi canh du
lich bién, noi ¢6 tinh canh tranh cao va san phém du lich kho tao su khac biét, su gén
két vé mat cam xuc va xa hoi ctia du khach tré thanh yéu t6 cot 18i gitip hinh thanh long
trung thanh va nang cao loi thé canh tranh bén virng cho diém dén (Huwae va cong su,

2020; Tam va cong su, 2024). Theo Ly thuyét Trao d6i X hoi (SET), su gin két 1a mot
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hinh thirc dau tu nguén luc phi tai chinh (thoi gian, nd luc, cam xuc) vao mbi quan hg¢,
va sy dau tu nay s& ddn dén cam két 1au dai, tuc 1a 10ng trung thanh (Rather va cong su,
2019). Du khach c6 mic d gan két cao s& c6 nhiéu kha ning quay lai va tr¢ thanh
nhirng ngudi ung ho trung thanh cho diém dén (Brodie va cong sy, 2011; Rasoolimanesh
va cOng su, 2019).

Gia thuyét H5: Su gin két cua du khach c6 tac dong tich cuc dén 10ng trung thanh
v6i diém dén.
2.4.2.4. Tac ddng truc tiép ciia SMMA 1én long trung thanh diém dén

Nhiéu nghién ctru ¢3 nhan manh méi quan hé gitta SMMA va 1ong trung thanh cua
khach hang, dac biét trong nganh du lich (Al-Dmour va cong su, 2023; Tam va cong su,
2024; Yadav va Rahman, 2018). SMMA khong chi 1a mot cong cu tiép thi ma con dong
vai tro quan trong trong viéc tao dung mdi quan hé 1au dai gitra du khach va diém dén,
thong qua viéc nang cao nhan thirc thuong hi€u, sy hai long va long trung thanh. Theo
Abbasi va cong sy (2022), viéce tich hop truyén thong xa hoi vao marketing diém dén c6
tac dong dang ké dén gia tri thuong hiéu dua trén khach hang, qua d6 anh huong dén
10ng trung thanh bang cach cai thién nhan dién thuong hiéu va hinh anh diém dén. Diéu
nay cho thay rang khi du khach c6 trai nghiém tich cuc v6i ndi dung SMMA, ho ¢6 xu
hudng hinh thanh sy gan két manh m& hon véi thwong hiéu diém dén va phat trién long
trung thanh theo thoi gian (Tam va cdng sy, 2024).

Gia thuyét H6: SMMA c6 tac dong tich cuc dén long trung thanh véi diém dén
(bao gdm y dinh quay lai va truyén miéng).
2.4.2.5. Cdc tdc ddng gidn tiép trong mé hinh

a. Tac dong gian tiép cia SA va TE trong moi quan hé gitta SMMA va DL

Nhu di dé cap, SMMA c6 thé thuc day su gan két ctia du khach bang cach cung
cAp ndi dung hip dan, twong tac c4 nhan hoa va cac chuong trinh vu dii phu hop, tir 46
khuyén khich du khach tham gia nhiéu hon vao cac hoat dong truc tuyén ciia thuong
hiéu diém dén (Al-Dmour va cong su, 2023; So va cong su, 2024). Khi du khach gén
két voi thwong hiéu diém dén, ho khong chi ting cudng twong tac ma con hinh thanh két
ndi cam xuc va duy tri moi quan hé dai han, tir d6 gia ting long trung thanh (Rather va
cong su, 2019). Tuy nhién, trong mo6 hinh S-O-R, tac dong cua Kich thich (S) 1én Phan

hdi (R) thuong khong dién ra mot cach truc tiép ma thong qua céac trang thai ndi tim cua
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Chu thé (O) (Mehrabian va Russell, 1974). Cac nghién ctru trudc day da goi y vé vai tro
trung gian cia SA (Al-Dmour va cong su, 2023) va TE (Parayil Igbal va cong su, 2023),
nhung chua kiém dinh dong thoi. Dua trén cac lap luan 1y thuyét néi trén, tac gia cho
rang SMMA (S) s& tao ra cac trang thai tim 1y tich cuc 13 SA va TE (O), va chinh nhiing
trang thai ndy s& thuc ddy DL (R) (Tam va cong su, 2024). Do dé, vai trd trung gian ctia
SA va TE 1a mot co ché giai thich quan trong.

Gia thuyét H7: SMMA c6 tac dong gian tiép tich cuc dén long trung thanh véi
diém dén thong qua su hai long (H7a) va su gan két cua du khach (H7b).

b. Tac dong gian tiép cia SMMA 1én TE thong qua SA

Ngoai vai tro trung gian doc lap dugc dé cap 0 trén, luan an nay dé xuat mét co
ché trung gian tuan tu, trong 46 SMMA (S) trudc hét tac dong dén su hai 10ng (SA)
(H1), sau d6 chinh trang thai hai long nay s& la tién dé dé thiic day su gan két sau sac
hon (TE) (H3). V& mit logic tam 1y, mot danh gia tich cuc sau trai nghiém (sy hai long)
1a tién dé can thiét cho mot trang thai dau tu chu dong va cé dinh hudng tuong lai (su
gin két) (Pansari va Kumar, 2017). Ly thuyét Trao doi X4 hoi (SET) cung cip co so 1y
giai cho trat ty nay: sy hai 10ng c6 thé duoc xem nhu mot “phan thudng” hoic két qua
tich cuc tir cudc trao d6i ban dau cia du khach véi cac kich thich SMMA (Hapsari va
cong su, 2017). Két qua nay, khi dat dugc, s€ lam giam rui ro cdm nhén va tao dong luc
cho du khach tham gia vao mot cudc trao ddi sau hon, doi hoi sy dau tu nhiéu hon vé
mat nhén thic, cam xtc va hanh vi, thé hién qua su gén két (Pansari va Kumar, 2017).
Noi cach khac, sy hai long dong vai tro 1a tién dé nhan thirc va cam xuc, tao diéu kién
cho cac khoan du tu quan hé tiép theo 1a su gin két (Oliver, 1980). Céc cong trinh
nghién ctru trude ddy di cung cdp bang ching thuc nghiém cho chudi tac dong nay, cho
thdy su hai 1ong 1a mot yéu té du bao quan trong cua sy gan két trong nhiéu bbi canh
dich vu va du lich (Alrawadieh va cong su, 2019; Quynh va cdng su, 2020; Rather va
cong sy, 2019; Tam va cong sy, 2024).

Gia thuyét H8: SMMA c6 tac dong gian tiép tich cuc dén su gan két ctia du khach
(TE) thong qua sy hai long (SA).
2.4.2.6. Vai tro diéu tiét ciia niém tin diém dén (DT)

Mic du khung 1y thuyét S-O-R cung cap mdt cau tric logic dé giai thich chudi tac
dong tir Kich thich dén Phan hdi, né thudng ngam dinh ring cac mdi quan hé nay la
d6ng nhait trén toan bd mau nghién ctu. Tuy nhién, dé hiéu sdu hon vé cac diéu kién
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bién ma dudi d6 hidu qua cia SMMA duoc t6i da héa, viéc xem xét cac yéu to diéu tiét
13 can thiét (Aguinis va cong su, 2017). Trong mdi truong truyén théng sé cua du lich,
niém tin diém dén (DT) ndi 1én nhu mot cau tric tim 1y nén tang, c6 kha ning anh huong
dén cach du khach xir 1y thong tin, hinh thanh thai d6 va dwa ra quyét dinh (Abubakar
va llkan, 2016; Elbaz va cOng su, 2021; Siregar va cong sy, 2021). Trong khi vai tro
tryc tiép hodc trung gian cua niém tin dd dugc nghién ctru rong rii (Abubakar va Ilkan,
2016; Abubakar va cong su, 2017; Al-Ansi va Han, 2019; Azhar va cong su, 2023;
Ebrahim, 2019; Elbaz va cdng su, 2021; Ibrahim va cong su, 2021; Liang va Jui, 2024;
Siregar va cong su, 2021), thi vai tro diéu tiét ctia nd — kha nang 1am thay doi cuong do
hoic chidu hudng cta cac mdi quan hé khac trong chudi tic dong tir SMMA — lai chua
dugc kham pha mot cach hé thong va day di (Tam va cong su, 2024).

Niém tin (DT) hoat dong nhu mot “bd loc” nhan thirc, anh hudng dén cach ca nhan
dién giai théng tin va giam thiéu sy khong chic chin (Abubakar va Ilkan, 2016;
Ebrahim, 2019; Hatamleh va cdng su, 2023; Mayer va cong su, 1995), déng thoi 14 nén
tang thiét yéu cho cac mdi quan hé trao ddi xa hoi va marketing thanh cong (Blau, 1964;
Hatamleh va cong su, 2023; Morgan va Hunt, 1994). Duéi ling kinh ctia Ly thuyét Anh
huong Xa hoi (SIT), niém tin vao mdt ngudn tin (trong trudng hop nay 1a diém dén) 1am
tang strc thuyét phuc ctia cac thong diép ma ngudn dé phat ra (Kelman, 1958; Tam va
cong su, 2024). Khi du khach co niém tin cao vao diém dén, ho s& co xu huong xu ly
thong tin ttr SMMA mot cach tich cuc hon, it hoai nghi hon va dé bi anh huong hon boi
cac tin hiéu x4 hoi (nhu eWOM) (Kim va Kim, 2021). Diéu nay lam cho cac kich thich
tir SMMA trd nén hiéu qua hon trong viéc tao ra su hai 10ng va gin két (Tam va cong
su, 2024). Tuong tu, theo Ly thuyét Trao ddi Xa hoi (SET), niém tin 1a yéu td cot 16i
lam giam rai ro cam nhan va sy khong chac chan trong cdc mdi quan hé trao doi (Blau,
1964; Hatamleh va cong sy, 2023; Morgan va Hunt, 1994). Khi niém tin cao, du khach
s& cam thiy an toan hon dé dau tu vao mdi quan hé, chuyén doi cac trang thai tam ly
tich cuc (nhu hai long va gin két) thanh cac cam két 1au dai (1ong trung thanh), vi ho tin
rﬁng diém dén s& tiép tuc mang lai gid tri va gitr dang cam két (Tam va cong su, 2024).
Duéi ddy 1a cac gia thuyét vé vai tro diéu tiét ctia niém tin diém dén (DT) 1én cac mbi

quan hé trong mo6 hinh:

a. DT diéu tiét mdi quan hé gitta SMMA va SA
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Hi¢u qua cia SMMA trong viéc tao ra sy hai long phu thudc vao cach du khach
tiép nhan va dién giai thong diép (Tam va cong su, 2024). Khi du khach c6 niém tin cao
vao diém dén, niém tin nay hoat dong nhu mot b loc tin nhi¢ém, lam tang d¢ tin cay cua
ngué)n tin va khuéch dai tac dong tich cuc cua cac kich thich SMMA 1én su hai long cua
ho (Hafez, 2021; Kim va Kim, 2021). Nguoc lai, khi niém tin thép, du khéach c6 thé hoai
nghi vé tinh chinh x4c cua ndi dung tiép thi, lam giam hiéu qua cia SMMA trong viéc
tao ra sy hai long.

Gia thuyét H9: Niém tin diém dén dong vai tro diéu tiét tich cuc 1én mbi quan hé
gitra SMMA va sy hai long cia du khach.

b. DT diéu ti¢t mbi quan h¢ giira SMMA va TE

Su gin két doi hoi sy dau tu vé mit tam 1y va hanh vi tir phia du khach (Brodie va
cong su, 2011). Niém tin cao 1am giam rao can tdm 1y va rii ro cam nhan, khuyén khich
du khach dau tu thoi gian va cong sirc dé tham gia va tuong tac véi cac hoat dong SMMA
(Tam va cong su, 2024). Khi tin twong vao diém dén, du khach s& cam thay an toan va
c6 dong luc hon dé tham gia vao cac cudc thao luan, chia sé nd1 dung va tr¢ thanh mot
phan ctia cong dong truc tuyén, tir d6 lam ting cuong tac dong cia SMMA 1én su gin
két (Agyei va cong sy, 2020; Liang va Jui, 2024).

Gia thuyét H10: Niém tin diém dén dong vai tro diéu tiét tich cuc 1én méi quan
hé gitta SMMA va su gén két cia du khach.

c. DT diéu tiét mdi quan hé giita SMMA va DL

Tac dong truc tiép cia SMMA 1én long trung thanh ciing ¢ thé bi anh hudng boi
niém tin (Tam va cong sy, 2024). Khi niém tin cao, cic thong diép marketing tong thé
tir SMMA sé& ¢6 sitc thuyét phuc 16n hon, c¢6 kha ning chuyén dbi nhan thic thuong
hiéu thanh mot cam két trung thanh truc tiép manh m& hon ma khéng can thong qua cac
trang thai trung gian (Kim va Kim, 2021). Niém tin ciing c6 sy nhat quan va dang tin
ciy cua thuong hiéu, 13 nén tang cho long trung thanh dai han (Elbaz va cong su, 2021;
Rather va cong su, 2019; Su va cdng sy, 2020).

Gia thuyét H11: Niém tin diém dén dong vai tro didu tiét tich cuc 1én mdi quan

hé gitra SMMA va long trung thanh cia du khach véi diém dén.

d. DT diéu tiét mdi quan hé giita SA va TE
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Su chuyén doi tir trang thai hai 1ong (mot danh gia sau trai nghiém) sang trang thai
gin két (mot su dau tu chi dong) khong phai 13 mot qua trinh tw dong (Pansari va Kumar,
2017). Khi du khach hai long va dong thoi c6 niém tin cao vao diém dén, ho s& cam thiy
an toan va c6 dong luc manh mé hon dé dau tu vao moi quan hé, chuyén ddi su hai long
d6 thanh cac hanh vi gan két siu sic hon nhu tham gia cong dong hay dong sang tao gia
tri (Khan va Fatma, 2023; Rather va cong sy, 2019). Niém tin chinh 13 cdu ndi tAm 1y
giita mot danh gia tich cyuc trong qua khtr (nhu sy hai 1ong) va mot cam két dau tu cho
tuong lai (nhu sy gin két hay 10ng trung thanh), bai né 1 bién s trung tAm trong cac
moi quan hé trao d6i (Blau, 1964; Morgan va Hunt, 1994), giup giam thiéu rai ro cam
nhan va chuyén doi cac két qua tich cuc ngan han thanh y dinh duy tri méi quan hé bén
vitng (Han va Hyun, 2015; Mayer va cong su, 1995).

Gia thuyét H12: Niém tin vao diém dén cang cao, mdi quan hé giira su hai long
cua du khach va su gén két ciia ho cang manh me.

e. DT diéu tiét mdi quan hé giita SA va DL

Nghién ctru ctia Elbaz va cong su (2021) d3 chi ra rang niém tin dong vai tro diéu
tiét tich cuc trong mdi quan hé gitra SA va DL. Nghia 13, mot du khach hai long va tin
tuong s& c6 nhiéu kha niang trung thanh hon, vi chinh sy tin tudng c6 thé khién ho bo
qua nhiing sai s6t nho va duy tri méi quan hé lau dai, so voi mot du khach hai long
nhung con hoai nghi (Al-Hattami va cong su, 2023; Elbaz va cdng su, 2021; Tam va
cong su, 2024).

Gia thuyét H13: Niém tin vao diém dén cang cao, mdi quan hé giira su hai long
ctia du khach va 1ong trung thanh véi diém dén cang manh mé.

f. DT diéu tiét mdi quan hé giita TE va DL

Su gin két 1a mot yéu td du bdo manh mé cua 10ng trung thanh (Brodie va cong
su, 2011), tdc dong nay co thé duoc cung ¢ boi niém tin. Khi du khach da dau tu vao
sur ga“'ln két va ¢6 niém tin cao, ho s& tin rﬁng su dau tu cua minh vao mdi quan h¢ nay 1a
xtng dang va s& dugc dén dap, tir d6 ciing ¢6 manh mé hon sy chuyén doi tir gan két
sang 1ong trung thanh (Li va cong sy, 2020; Wongsansukcharoen, 2022). Niém tin dam
bao rang su gan két khong chi 1a mot twong tac nhat thoi ma 1a mot phan ciia mot moi

quan hé bén viing (Tam va cOng su, 2024).
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Gia thuyét H14: Niém tin diém dén dong vai tro diéu tiét tich cuc 1én mdi quan

hé gitta su gan két cua du khach va long trung thanh vé6i diém dén.

2.4.3. Mé hinh nghién ciru dé xudt

Mo hinh nghién ctru dé xut (Hinh 2.5) dugc xay dung dua trén khung 1y thuyét

nén va cac gia thuyét da phat trién. Mot diém cot 161 cia mo hinh nay 1a n6 van hanh

theo mot co ché chudi thoi gian, bam sat hanh trinh cua du khach. Cu thé, SMMA vén

hanh nhu Kich thich (Stimulus) ban dau trong giai doan trudc chuyén di; Su hai long

(SA) va Su gin két (TE) 1a cac trang thai tam 1y (Organism) duoc hinh thanh trong qua

trinh trai nghiém tai diém dén; va Long trung thanh (DL) 1a Phan hoi (Response) vé thai

d6 va hanh vi ¢ giai doan sau chuyén di. Viéc dién giai theo trat tu thoi gian nay 1a rat

quan trong, vi n6 khong chi tang cudng tinh logic ma con 1am sadng t6 nén tdng nhan qua

vbn c6 ciia khung 1y thuyét S-O-R duogc ap dung trong nghién ciru.

Kich thich

Thong tin

Ca nhan hoa

Xu huéng

Truyén miéng

i

H9+, H10+, H11+,
H12+ HI3+, H14+

Chathé | = 7"

A""/—/ ,/’// '/'// Ho6+

Su gén két cia
du khach

/ Y .
—_ oy N{em tin
’ Sy hai long \ diémden

Phan hdi

Y dinh
quay lai

Nhan dién

Nhiét huyét Chuy Cubn hut || Twong tac xa hoi

Trudc chuyén di

Trong chuyén di

Sau chuyén di

Hinh 2.5: Mé hinh nghién ciru dé xuit
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Chuwong 3. PAC PIEM POI TUQNG VA PHUONG PHAP NGHIEN CUU

3.1. Pic diém dbi twong nghién ciu
3.1.1. Dac diém chung doi twong nghién cuu

Viét Nam s hiru tiém nang dia 1y ty nhién vuot trdi cho viée phat trién du lich
bién, dya trén nén tang tai nguyén ven bién phong phu véi dudng bo bién dai trén 3.260
km cung mdt hé théng da dang cac d4o ven bo, vinh, viing va bai tdm. Strc hép dan cua
du lich bién Viét Nam d3 duoc khiang dinh trén treong quéc té théng qua cac diém dén
mang tinh biéu tuong nhu Vinh Ha Long, Vinh Nha Trang, hay Bai bién Pa Ning — dia
danh timg duoc Tap chi Forbes vinh danh trong nhom nhitng bai bién quyén rii nhat
hanh tinh (Lé Chi Céng, 2017).Ving Duyén hai Nam Trung B6 ndi 1én nhu mét truc
phat trién chién lugc, véi duong bo bién dai gﬁn 1.200 km, quy tu mat do cao cac vinh,
viing va bii bién c6 gia tri hang dau, khu vuc nay dugc xac dinh 13 trong diém phat trién
du lich bién dao trong “Quy hoach hé théng du lich thoi ky 2021-2030, tim nhin dén
nam 2045” (Tha tudng Chinh phii, 2024), khang dinh vai trd mili nhon ctia nganh kinh
té nay ddi v6i su phat trién kinh t& — x3 hoi cta toan Ving.

Dé phan tich sau sy da dang ndi tai trong qua trinh phat trién cua ving, nghién ctru
nay ap dung phuong phap chon miu c6 chi dich, thiét 1ap mot khung phén tich ddi sanh.
Cu thé, nghién ctru ddi chiéu hai nhom dia ban: nhém cac trung tam du lich noi tiéng,
da duoc dinh vi vitng chic 1a Pa Nang va Khanh Hoa (Nha Trang), véi nhom cac diém
dén méi ndi, dang trong giai doan dinh hinh thuong hi€u la Phtl Yén va Ninh Thuan.
Céu triic mau nay cho phép phan tich mét cach khoa hoc céc yéu té anh huong dén long
trung thanh ciia du khach tai cac diém dén ¢ nhimng giai doan khac nhau trong chu ky
phat trién. Phan tiép theo s& di vao phan tich chi tiét cac dic trung cta timg dia ban
nghién ctru.

3.1.2. Thanh phé bién Pa Ning
3.1.2.1. Tai nguyén du lich bién

Tai nguyén du lich ctia Pa Néng 1a mot hé thong da ting va cong hudng, noi cac
gia tri tu nhién, vi tri dia - van hoa va cac danh théng bo tro két hop voi nhau, tao nén
mot 1oi thé canh tranh toan dién va khac biét. Vi nén tang cdt 16i cia tai nguyén 1a truc

tai nguyén ven bién. Pa Nang s& hitu mot dai bd bién dai, lién tuc voi chat luong tram
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tich cat min, do doc thoai va moi truong nudce bién trong xanh, két hop vai didu kién khi
hau nhiét di on hoa, it chiu anh huong ciia bao, cho phép cac hoat dong du lich dién ra
gan nhu quanh nim. Gié trj cua tryc tai nguyén nay di nhan duoc sy chimg thuc qubc
té, dién hinh 1a viéc bai bién My Khé duoc Tap chi Forbes vinh danh 14 mét trong nhitng
béi bién quyén ril nhat hanh tinh. Bén canh d6, su da dang ctua hé théng bai tim nhu bai
bién Nam O, Xuan Thiéu, Thanh Binh, Bic M¥ An, Non Nudc, Bai But Son Tra va Bai
T20, mdi bai bién déu mang nhirng dac diém riéng bi¢t phuc vu da dang nhu cau cua du
khach, tao ra mot khong gian rong 16n dé phat trién da dang céac loai hinh dich vu nghi
dudng va giai tri bién.

Bén canh do, gia tri cua tai nguyén bién duoc khuéch dai bai cac hé sinh thai va
danh thing ddc d4o gin lién véi bién. Noi bat nhat 1a Ban ddo Son Tra, mot khu béo ton
thién nhién qudc gia duoc vi nhu “vién ngoc xanh” ctia thanh phd. Pay 14 noi c6 hé sinh
thai rimg nguyén sinh trén ndi giao thoa truc tiép véi bién, tao nén canh quan ky vi va
12 méi trudng sdng 1y twong cho nhiéu loai dong thuc vat quy hiém. Duéi chan ban dao
1a cac bai tim hoang so nhu Bai But, Bii Rang, Bii Bac, Bai Nom, cung cép tai nguyén
quy gia cho du lich sinh thai va kham phé cao cip. Song song d6, quin thé danh thing
Ngii Hanh Son, v6i cac ngon nai da voi mang gid tri kép vé dia chat va vian hoa tim
linh, ndm séat bd bién, d3 tré thanh mot diém nhan van hoa khong thé tach roi trong chudi
gia tri du lich bién cta Da Nang.

Thém vao d6, sitc manh cia tai nguyén Pa Ning con dén tir tai nguyén vi thé dia
- van héa chién lvge. Thanh phé toa lac tai vi tri trung tdm cua “Con duong Di san Mién
Trung”, dugc bao boc boi ba Di san Van hoéa Thé gioi la C6 db6 Hué, Phé c6 Hoi An va
Thanh dia My Son. Vi thé nay da bién Da Nang trg thanh mot “ctra ngd chién lugc” va
mot “trung tAm phan phdi khach”, cho phép tich hop va xay dung cac chuong trinh du
lich lién ving hap dan. Cac danh thang mang tinh biéu tugng nhu Déo Hai Van — “Thién
ha D¢ nhat Hing quan” khong chi 14 ranh gi6i tu nhién ma con 13 mét tai nguyén canh
quan doc ddo, 1am gia tang strc hap din cho cac tuyén du lich duong bd két ndi véi Pa
Néng. Chinh sy tich hop ctia ba 16p tai nguyén ndy da tao nén mot nén tang virng chic,
cho phép Pa Ning phat trién du lich mot cach toan dién, vuot ra ngoai gidi han cua mot
diem dén bién don thuan.

Strc manh ctia cic tai nguyén thién nhién va vi thé dia-vin hoa néu trén khong chi

ton tai & dang tiém nang ma con duoc kich hoat va chuyén hoéa thanh loi thé canh tranh
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thong qua mot ngudn tai nguyén thé ché mang tinh chién lugc. Trong tim 1a Nghi quyét
$6 43-NQ/TW cuta B Chinh tri, van ban nay da dinh hinh mét tam nhin tham vong dua
Pa Néng trd thanh thanh phd bién dang sdng dat dang cap chau A, v6i du lich chit luong
cao va bat dong san nghi dudng 1a linh vuc miii nhon. Hiéu qua ctia chién lugc nay dugc
minh ching rd nét qua viéc Pa Nang lién tuc dugc vinh danh véi cac giai thudng uy tin
nhu “Piém dén su kién, 12 hoi hang dau chau A” cua World Travel Award, Top 3 thanh
phé du lich hang ddu Pong Nam A cua Travel & Leisure va 1a diém dén trong nudc
duoc tim kiém nhiéu nhét trén Booking.com trong hé 2023... Thanh cong nay di tao ra
mét luc hat dau tu manh mé, thé hién qua su ra doi cua hang loat khu nghi dudng cao
cAp nhu Mikazuki Japanese Resorts & Spa va viéc khdi dong cac du an quy mé 16n
mang tinh biéu tugng trong twong lai nhu Lang Van va Nam O. Nhu vay, c6 thé khang
dinh réng, chinh sy cOng hudong chit ché gitra tai nguyén thién nhién uvu dai va mdt
khung chinh sach c6 tdm nhin d kién tao nén mai trudng phat trién 1y tuong, dua Pa
Néng tré thanh mot diém dén co sirc canh tranh bén virng trén ban dd du lich quéc té.
3.1.2.2. Co 56 vdt chdt phuc vu phdt trién du lich

Su phat trién cua du lich Pa Nang dugc hau thuan boi mot hé théng co s& vat chat
vuot troi, thé hién qua cac chi s6 dinh luong an tuong va su dau tu déng bd. Vé ha téng
luu tra, theo bao cao ciia S& Du lich Pa Nang tinh dén hét nam 2024, toan thanh phd so
hitu 1.290 co s& luu tri du lich (ting 743% so véi nam 2021) voi tong quy mé 47.527
phong (ting 577% so véi nam 2021). Pang chu ¥, phan khic cao cép tir 4-5 sao va tuong
duong chiém ty trong 16n v6i 110 co sd va 21.293 phong, khang dinh rd dinh hudng tap
trung vao thi truong khach chét luong cao. Pén thang 6 nam 2025, Pa Nang dan dau ca
nudc vé sb luong co so luu tra cao cap voi 164 khach san 4-5 sao, tong sé hon 31.000
phong. Nén tang ha ting viing chic nay di tao ra hiéu qua kinh té truc tiép, v6i doanh
thu dich vu luu tri va dn udng ca nam 2024 uéc dat 26.971,3 ty dong, tang 21% so véi
nam 2023. Sy tang truéng manh mé nay phan anh hi¢u qua hoat dong cua ca linh vuc
Iuu tra (ude dat 10.051,9 ty dong, ting 31,7%) va linh vuc n udng (udc dat 16.919.4 ty
ddng, ting 15,4%). V& ha tang giao thong, Cang hang khong Qudc té Pa Ning déng vai
trd 1a mot trung tdm trung chuyén hang khong quan trong ctia khu vuc, trong khi Cang
Tién Sa c6 nang luc tiép nhan cac tau du lich bién ¢& 16n, tao diéu kién thuan lgi cho
viée tiép can cua du khach qudc té.

3.1.2.3. San phcfm phuc vu du lich
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Chién lugc phat trién san pham du lich ctia Pa Nang dugc dic trung boi su chuyén
dich tor mo6 hinh khai thac tai nguyén tinh sang kién tao trai nghi¢m dong, tao nén mot
hé sinh thai san phém da téng va ¢6 tinh bd tro cao. Trong tdm cua chién lugc nay la
viéc phat trién cac san phAm mé neo va cac khu phirc hop giai tri quy mé 16n, dong vai
trd 1a nhitng thoi nam cham thu hut du khach va dinh hinh thuong higu diém dén. Dién
hinh nhét 13 Sun World Ba Na Hills, mot khu du lich d3 vuot qua vai trd cia mot khu
vui choi don thuan dé tré thinh mot biéu twong du lich quéc té, dic bit sau hién twong
truyén thong toan cau cua cong trinh Cau Vang. Cung vé6i d6, su ra doi cua hang loat
cac khu phirc hop méi nhu Da Nang Downtown, khu nghi dudng va giai tri chii d& Nhat
Ban Mikazuki, hay Cong vién subi khoang néng Nui Than Tai da tao ra nhitng “diém
dén trong diém dén”, c6 kha ning giir chan du khach trong thoi gian dai va cung cap
nhirng trai nghiém da dang tir giai tri, nghi dudng dén chiam soc strc khoe.

BO sung cho cac diém dén tinh nay 1a mot lich trinh sy kién va 1& hoi ning dong,
duoc xac dinh 1a tru cot chién luoc nham dinh vi Da Nang 1a “Piém dén sy kién va 18
hoi hang dau chau A”. Thanh phd duy tri va té chirc thanh cong hang loat sy kién mang
tam voc quoc té, dién hinh nhu L& hoi phao hoa qudc té (DIFF), Lién hoan phim chau
A, Marathon Qudc té va cac cudc thi thé thao sirc bén nhue IRONMAN... Chién luoc nay
tiép tuc duoc khfmg dinh v&i ké hoach td chure céac sy kién 1on trong nam 2025 nhu Pai
h6i Du lich golf chau A va cac 18 hoi giao luu van hoa qudc té. Nam 2025 bén canh céac
1€ hoi truyén théng di tré thanh thwong hiéu Thanh phé con 1én ké hoach t6 chirc chudi
su kién chao ming 50 nam Ngay Giai phong thanh phd, bao gdm cac hoat dong hoanh
trang nhu diéu hanh xe hoa thuyén hoa, trinh dién thé thao dudi nudce, du luon, khinh
khi ciu va chuong trinh phao hoa ngh¢ thuét, bién ca khong gian d6 thi thanh mot san
khéu 1& hoi song dong.

Ngoai cac diém dén quy mo 16n va su kién quoc té, Pa Nang con ti mi vun dap
mot danh muyc san phim chuyén dé va trai nghiém ngach phong phti nham lam sdu sic
thém hanh trinh ctia du khach. Nam 2024 ddnh ddu mét budc ngodt mang tinh biéu
tuong khi du lich am thuc duoc nang tam quéc té voi su cong nhan cua cAm nang
Michelin danh tiéng, noi 36 co s& am thuc duge vinh danh. Sy kién nay da tr¢ thanh cu
hich manh m&, dugc hau thuin bai cac chién dich quang ba bai ban nhu “Da Nang Food
Tour”. Déng tho1, danh muc trai nghi¢m lién tuc dugc da dang hoa véi viée dua vao

khai thac cac di tich lich st-van hoa nhu Hai Van Quan, phat trién cac mo hinh du lich
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nong nghiép-cong dong tai huyén Hoa Vang, va cac chuong trinh tour sinh thai chuyén
biét nhu ngdm Vooc trén ban dao Son Tra. Nhiam gia ting chi tiéu va kéo dai thoi gian
trai nghiém, kinh té ban dém ciing duoc chu trong dau tu v6i cac san pham méi nhu Phd
di bo Bach Déng va cac dich vu dém tai Cong vién bo Bong cau Nguyén Van Tréi. Su
két hop df)ng bd cua hé théng san phém da dang nay, dugc van hanh bd1 mang ludi cac
cong ty lit hanh chuyén nghiép, di tao nén mot hé sinh thai du lich ning dong, khang
dinh vi thé ctia Pa Ning 1a mot diém dén khong ngimg d6i méi va sang tao.

3.1.3. Thanh phé bién Nha Trang (Khinh Hoa)

Nha Trang - Khanh Hoa 1a mot trong nhiing trung tam du lich bién c6 lich st phat
trién lau doi va mang tinh biéu twong cta Viét Nam. Strc hap dan cua diém dén nay duoc
kién tao trén mot nén tang tai nguyén thién nhién vuot trdi, mot hé¢ théng ha tﬁng da
duoc dinh hinh va mdt danh muc san phém du lich dic thu, khai thac sau vao cac gia tri
ctia bién, dao va van hoa.
3.1.3.1. Tai nguyén du lich bién

Khanh Hoa l1a dia phuong nam trong khu vuc Duyén hai Nam Trung bo va Tay
Nguyén c6 tai nguyén, tiém nang du lich rat phong phti va da dang, phan bb déu (bo
bién kéo dai 385km, mién bd bién bi dut gy tao ra ving 1y tuong ndi tiéng cho du lich
vi nhiéu bai tam dep, cét tring, nudc bién trong xanh, khong c6 cac loai ca dit va dong
nudc xody ngam). Diu nay rat thuan loi cho viéc phat trién cac loai hinh du lich khac
nhau nhu: du lich bién; du lich vin héa; du lich sinh thai bién, nui, du lich két hop véi
18 hoi; t6 chirc hoi nghi su kién, hoi thao (L& Chi Cong, 2017).

Nén tang kién tao nén tiém nang vuot troi nay chinh la cAu trac dia mao doc ddo
ctia duong bo bién, hay con goi 1a bo bién kiéu ria. Pic diém nay duoc hinh thanh do
cac day nui chay théng ra bién, tao nén ba vinh 16m, kin gid va co gia tri canh quan hang
dau 1a Vinh Van Phong & phia Bic, Vinh Nha Trang ¢ trung tam va Vinh Cam Ranh ¢
phia Nam. Hé thong vinh nay d4 hinh thanh nén mot chudi cac bii tam ndi tiéng dugc
phan bd doc theo bd bién, bao gém bii bién Pai Lanh va khu vuc Dam Moén hoang so;
bai bién Déc Lét voi trién cat tréng min; dai bai bién d6 thi sdm uat doc dudng Tran Phu
cua thanh phé) Nha Trang; va dac biét 1a Bai Dai tai ban ddo Cam Ranh, noi da tré thanh
mot tha phut nghi dudng cao cap méi.

Piém nhén tao nén sy khac biét cho Khanh Hoa chinh 1a hé sinh thai vinh - déo
v6i gan 200 hon dao 16n nho ven bo, tap trung chii yéu trong Vinh Nha Trang — mot
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trong nhirng vinh bién dep nhét thé gidi. Mdi hon ddo lai mang mot gi tri khai thac du
lich riéng biét: Hon Tre 1a noi dat khu phure hop vui choi giai tri va nghi dudng quy mo
16n VinWonders; Hon Mun 1a khu bao ton bién dau tién cta Viét Nam, ndi tiéng vo1 hé
sinh thai san ho phong phu, tré thanh thién duong cho cac hoat dong 1in bién; Hon Tam
dugc dinh vi cho du lich nghi dudng cao cép va céc dich vu tim bun khoang. Céac dao
khac nhu Hon Miéu, Hon Mét, Hon Yén, Binh Ba, biép Son... déula nhitng diém dung
chan khong thé thiéu trong cac hai trinh tham quan vinh.

Loi thé canh tranh ctia hé thong vinh - ddo nay lai cang dugc cing cd boi mot tai
nguyén khi hau dic thu, voi mua mua rat ngan chi tip trung trong hai thang cubi nim,
thoi gian con lai chan hoa anh nang, cho phép hoat dong du lich bién dién ra gan nhu
quanh nam. Strc hip dan ctia canh quan tu nhién con dugc 1am giau thém badi cac gia tri
van hoa va lich sir 1au doi gin lién véi khong gian bién nhu quan thé di tich Thap Ba
Ponagar, danh thing Hon Chong, Vién Hai Duong Hoc... Toan bd hé thong tai nguyén
da dang nay duoc dinh hudng phat trién mot cach bai ban thong qua cac co sé chinh
sach chién lugc nhu Nghi quyét s6 09-NQ/TW cua Bo Chinh tri (ngay 28/01/2022) va
Nghi quyét s6 34-NQ/TU cua Tinh tty Khanh Hoa (ngay 22/12/2023) d3 xéac dinh rd
muc tiéu phat huy céc gia tri di san van héa gan vé6i du lich, dua du lich tro thanh nganh
kinh té miii nhon, ddm béo ring cac tai nguyén thién nhién va vin hoa quy gia ctia Khanh
Hoa s& dugc khai thac mot cach bai ban va bén viing.
3.1.3.2. Co so vat chd'tphuc vu phat trién du lich

Sy vuon 1én manh mé ciia du lich Khanh Hoa véi diém dén noi tiéng 1a thanh phd
bién Nha Trang, von duoc xem 12 mot “hién tuong” cua nganh du lich Viét Nam trong
niam 2024 véi tong doanh thu dung thr ba ca nude (Theo BO Vin hoa, Thé thao va Du
lich, tinh dén ngay 19/12/2024, toan tinh d6n hon 10,6 triéu luot khach, tong thu du lich
dat hon 52.000 ty déng, vuot xa so vl ndm 2019 - thoi hoang kim cua du lich Viét)
khong phai 14 mot thanh cong ngiu nhién ma 1a két qua truc tiép ctia mot qua trinh dau
tu chién luogc, co chiéu sdu vao hé théng co s& VAt chat. Qua trinh nay thé hién rd su
chuyén doi tir phét trién theo chiéu rong sang chiéu sau, dugc kién tao trén hai nén tang
c6t 16i: mot hé théng ha ting két ndi da phuong thirc va mot hé sinh thai dich vu du lich
tai chd duoc dau tu quy mo 1on.

Kha ning két ndi da phuong thirc ciia Khanh Hoa d3 dugc nang cp toan dién, tao

nén mot loi thé canh tranh chién lugc. Trong tim 1a Cang hang khong qubc té Cam
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Ranh, cira ngd then chét két ndi truc tiép véi cac thi truong qudc té trong diém nhu Pong
Bic A va Nga. Vé dudng bién, tinh d phat trién mot hé thdng cang bén ludng dung, véi
Bén tau Du lich Nha Trang phuc vu cac tau cruise dai chung va Bén Du thuyén qudc té
Ana Marina dap mg phéan khiic du lich du thuyén cao cip. Pong thoi, mang ludi cao
téc dang dan hoan thién, véi cac tuyén nhu Cam Lam — Vinh Hao di di vao hoat dong
va cac tuyén chién luoc khac dang trién khai nhu Van Phong — Nha Trang, Khanh Hoa
— Budn Ma Thudt, gitip rit ngin déng ké thoi gian di chuyén va tang cuong lién két voi
cac khu vyc kinh té trong diém phia Nam va Tay Nguyén.

Hé théng co s& vat chat du lich tai chd cia Khanh Hoa da c6 su phat trién bung
nd, dic biét 1a trong phan khuc cao cip, thé hién qua quy mé 1.181 co s& Iuu tra véi hon
64.689 phong (tinh dén thang 8 nam 2024). M6t minh chimg rd nét cho chién lugc dinh
vi thi trudng 1a viée o toi 40% tong sd phong thudc tiéu chuan 4-5 sao, gan lién véi su
hién dién cua cac thuong hiéu quan 1y qudc té danh tiéng nhu InterContinental, Six
Senses va Radisson. Nén tang luu tra déng cép nay dugc b6 tro bai mot hé sinh thai dich
vu giai tri cao cp, bao gdm ba sin golf tiéu chuan qudc té tai Vinpearl, Diamond Bay
va KN Golf Links Cam Ranh, tao ra mdt san phém hép dan cho phan khuc du lich MICE
va du lich golf. Tam nhin chién lugc cta tinh con thé hién qua viéc dau tu phat trién cac
mo hinh du lich sinh thai ¢ khu vuc phia Tdy Nha Trang, nham giam tai cho dai ven
bién va da dang hoa danh muc san pham.
3.1.3.3. San pham phuc vu du lich

Danh muc san pham du lich ctia Nha Trang - Khanh Hoa dugc x4y dung trén mot
nén tang ¢t 161 va ¢6 stre canh tranh vuot trdi: du lich nghi dudng bién cao cép. Toan
b6 hé sinh thai dich vu ciia tinh déu xoay quanh va lam phong pht thém cho san pham
161 nay. Thé manh nghi dudng dugc thé hién rd nét tai khu vuc Bai Dai (Cam Ranh), noi
d3 phat trién thanh mot “thu pha nghi dudng” voi su hoi tu cta hang loat thuong hiéu
quan 1y khach san qudc té, va tai cac khu nghi dudng biét 1ap trén cac hon ddo. Dang
cAp cta phan khuc nghi dudng nay khong chi duoc khiang dinh qua quy mo dau tu ma
con duge chimg thuc bai cac giai thuong quéc té danh gia. Nam 2024, T6 chirc Giai
thuong Du lich Thé giéi (World Travel Awards) di vinh danh cac khu nghi dudng hang
dau chau A, trong d6 c6 Six Senses Ninh Van Bay va Nha Trang Marriott Resort & Spa

trén dao Hon Tre.
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Hé sinh thai nghi dudng nay dugc lam phong pht boi mot danh muc san pham trai
nghiém da dang, gin lién véi cac gia tri doc dao cua dia phuong. Cac san pham trai
nghiém bién dao, véi tour tham quan vinh va hoat dong lan bién ngém san ho tai Hon
Mun, dong vai tro 1a hoat dong b tro khong thé thiéu. Pac biét, du lich cham soc strc
khoe véi dich vu tim bun khoang da tré thanh mdt san phém dac trung, mot thuong hi¢u
riéng biét gitp gia tang gia tri cho ky nghi dudng. Bén canh do, cac khu vui choi giai tri
phirc hgp quy mé 16n nhu VinWonders va cac diém tham quan van hoéa-lich st nhu
Thap Ba Ponagar, Hon Chong. .. lam ting thém chiéu sdu va sy da dang cho hanh trinh
cua du khéch.

Trén nén tang nghi dudng va trai nghiém viing chic d6, Khanh Hoa da c6 mot
bude tién chién luoc khi kién tao cac san phém du lich su kién quy mo 16n. Viée td chire
thanh cong cac sy kién ung dung cong nghé hién dai nhu man trinh dién drone ky luc
tai Festival Bién 2023 hay L& hoi Vinh anh sang qudc té 2024 khong phai 1a cac hoat
dong don 1¢. Pay la mot chién luge c6 chi dich nham 1am méi hinh anh, tao ra cac san
phém du lich biéu tuong c6 suc lan toa toan cau, va tai khéng dinh vi thé ciia Nha Trang
- Khanh Hoa khong chi 1a mot thién dudng nghi dudng truyén thong ma con 1a mot diém
dén sy kién ning dong, dang cap qudc té.

3.1.4. Tinh Phu Yén
3.1.4.1. Tai nguyén du lich bién

Tai nguyén du lich bién cua Phi Yén duge dic trung boi mot hé théng canh quan
da dang va mang vé dep nguyén so, kién tao nén mot ban sic riéng biét trén dai bd bién
dai 189 km. Nén tang tao nén gia tri khac biét va doc nhét cho tinh chinh 1a su hién hiru
cua mdt “Khong gian van héa da” doc dao, noi cac di san da tu nhién ndi bat nhu Danh
thang qudc gia dic biét Ganh D4 Dia, quan thé Hon Yén, Nai D4 Bia dugc lién két chat
ché véi cac di san d4 nhan tao mang chiéu sau lich si-van hoa. Gia tri c6t 16i nay khong
chi ding lai & di san ty nhién ma con dwogc tai hién va nang tim trong kién trac duong
dai, ma dinh cao 1a Thap Nghinh Phong — mdt cong trinh biéu tugng da duge qudc té
vinh danh v&i cc giai thuong danh gia nhu “Cong trinh du lich thanh phd hang dau thé
gidi 2023 (World Travel Awards) va “Canh quan d6 thi chau A 2023” (ATA). Su két
hop gitra ky quan dia chét tu nhién va biéu tuong kién trac hién dai di tao nén mot ban
sdc khac biét, 1a nén tang virng chic dé tinh xay dung hd so dé nghi UNESCO céng

nhdn Cong vién dia chat toan cau.

59



Bén canh gié tri dia cht va kién truc, tai nguyén ctua Pha Yén con dugc lam giau
boi cac “gia tri tuong thuat” doc ddo, tao nén nhirng thuong hi€u du lich khac biét. Bo
1a thuong hiéu “noi d6n binh minh dau tién trén dat lién” gan lién véi Mii Pai Lanh -
Bai Mén; 1a gia tri lich str hao hung cua Di tich qudc gia Viing RS gin voi huyén thoai
“Tau Khong s6”; va 1a thuong hi¢u dién anh “T6i thay hoa vang trén co xanh” da dua
vé dep cua Bii Xép dén vé6i cong chung ca nude. Su hdi tu cua hé théng tai nguyén doc
dao nay, tir khong gian vin hoa da dén cac gia tri tudng thuat, di dugc thé ché hoa mot
cach manh m& thong qua Chuong trinh hanh déng sb 09/CTr-TU cua Tinh uy va Ké
hoach s6 198/KH-UBND ctia UBND tinh. Céac vin ban chién luoc nay da khéng dinh
quyét tam chinh tri trong viéc hién thyc hdéa muc ti€u dua du lich tr¢ thanh nganh kinh
té mili nhon cua tinh vao nam 2030, bién tiém nang tai nguyén thanh dong luc phat trién
kinh té bén vimg.
3.1.4.2. Co so vat chd'tphuc vu phat trién du lich

Co s& vat chat phuc vu du lich tai Phu Yén dang trong giai doan dinh hinh va phat
trién manh mé, phan anh rd nét qua trinh chuyén d6i ciia mét thi truong mai ndi. Trong
thoi gian qua, hé théng luu tra di ting truong nhanh vé sé lugng va timg budce dugc
nang cao vé chit luong. Tinh dén cudi nam 2024, toan tinh c6 480 co sé kinh doanh luu
tri du lich véi tong quy mo khoang 7.980 budng. Mic du hé théng luu tri van da dang
vé loai hinh, sy phat trién da bat dau dinh hinh rd nét & phan khtc cao cép voi khoang
670 buéng dat tiéu chuan tir 3 dén 5 sao, cung sy hién dién cua cac khu nghi dudng chit
lugng cao nhu Rosa Alba Resort, Stelia Beach Resort va Sala Grand Tuy Hoa.

Tuy nhién, s6 luong budng phong cao cip hién tai van con khiém t6n, chua dép
mg du nhu cau ctia cac doan khach 16n trong mua cao diém. Pé khic phuc han ché nay
va hién thyc héa tiém ning, tinh Phti Yén d trién khai mot chién luoc thu hat dau tu co
quy md va tam nhin, duoc cu thé hoa qua quy hoach phat trién cac khu du lich nghi
dudng trong diém ven bién (Tuy An, Song Cau, Pong Hoa) va ca khu vuc cao nguyén
(Van Hoa). Chién lugc nay di thu hit dugc sy quan tAm cua cac tap doan 16n véi 43 du
an bat dong san nghi dudng c6 tong von ding ky 43.000 ty dong tinh dén cudi nam 2020.
Bén canh do, san bay noi dia Tuy Hoa dang dan dugc mo rong cac chuyén bay, cung
v61 danh muyc 23 dy 4n dang tiép tuc kéu goi dau tu giai doan 2021-2025, c6 thé théy co

sO vat chat du lich ciia Phi Yén dang dung trude mot bude chuyén minh manh mé, htra
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hen s& sém hinh thanh mot hé théng dich vy luu tra va nghi dudng dang cép, dap tng
nhu vire cau cua thi trudng cao cip trong tuong lai gan.
3.1.4.3. San pham phuc vu du lich

Danh muc san phém du lich cua Phu Yén duoc xay dung dua trén viéc khai thac
cac gia tri khac biét vé canh quan nguyén so va van hoa doc ddo. Trong tim 1a dong san
pham tham quan thing canh va nghi dudng bién dao, khai thac sirc hut tir cac biéu tuong
du lich nhu Ganh B4 Dia, Miii Dai Lanh - Bai Mon, Thap Nghinh Phong, Vinh Xuan
Dai va cac bai bién nguyén so. Song song dé, tinh dang chii dong lam phong phi thém
danh muc san pham bang viéc phat trién cac loai hinh chuyén dé nhu du lich vin héa-
lich sir, sinh thai, cong ddng, du lich nong nghiép — nong thon va am thuc. Chién luoc
da dang héa nay khong chi nham gia tang gia tri trai nghiém cho du khach ma con la
cong cu then chét dé hién thuc héa muc tiéu dua du lich tro thanh nganh kinh té miii
nhon, khang dinh vi thé ctia Phu Yén trén tryc lién két chién lugc giita Tay Nguyén va
Duyén hai Nam Trung BJ.

3.1.5. Tinh Ninh Thudn
3.1.5.1. Tai nguyén du lich bién

Tai nguyén du lich bién cta Ninh Thuan dugc dic trung bdi mot sy cong huong
doc ddo giita hé sinh thai ven bién mang vé dep hoang so, khic nghiét va mot nén vin
hoéa Cham ban dia sau sic. Nén tang ctia hé thong nay 1a duong bo bién dai 105 km, noi
quy tu cua nhitng vinh bién va bai tim dep nhu Binh Tién, Ninh Chit, Miii Dinh va Ca
Na. Trong d6, Vinh Vinh Hy n6i bat nhu mét vién ngoc quy, duoc xép hang 1a mot trong
nhirng vinh dep nhit Viét Nam, cing ky quan dia chit doc dao nhu Hang Rai vé6i ran
san ho c6 dai va cac ghénh da hoang so, tao nén mdt gia tri canh quan khac biét.

Yéu t6 tao nén chiéu sau va ban sic doc nhét cho du lich bién Ninh Thuan chinh
la sy hién dién séng dong cua van hoa Cham. Cac cong trinh kién tric thap Cham )
kinh, cac 1& hoi truyén théng nhu L& hoi Katé, va cac lang nghé di san nhu dét thd cam
M¥ Nghiép, gbm Bau Tric khong phai 1a cac yéu td doc 1ap ma da hoa quyén vao khong
gian ven bién, tao nén mot san pham du lich vin hoa-bién khong thé tach roi. Su két hop
gitra mdt bén 1a canh quan thi€n nhién ky vi, mdt bén 1a di sdn van héa Cham ban dia,
cung véi tiém nang vé am thyc tir nghé nuoi tréng thuy hai san, da tao nén mdt hé tai
nguyén phong phti va khac biét, 1a nén tang viing chic dé tinh dinh hudng phat trién du
lich theo hudng xanh, sach va bén ving.

61



3.1.5.2. Co 50 vt chdt phuc vu phdt trién du lich

Co s& vat chit phuc vu du lich tai Ninh Thuan dang trong giai doan chuyén minh
manh mé, dugc dinh hudéng boi mot chién luoc thu hit dau tu quy mo lon va tap trung
vao phan khiic cao cdp. Trong giai doan 2021 dén gitta nim 2024, tinh d3 thu hat mot
ngudn von dau tu khong 16 tir cac thanh phan kinh té, 1én téi 38.118,6 ty dong, dua tong
s0 du én du lich trén dia ban 1én 56 dy 4n véi tong von dang ky 53.012,5 ty dong.

Su phat trién nay thé hién rd nét qua viéc hinh thanh cac khu du lich dang cap, quy
mo 1on trén 1.000 ty déng. Bén canh cac khu du lich da di vao hoat dong hi¢u qua nhu
Khu du lich sinh thai Nam Nui Chua (Amanoi) va TTC Resort Premium-Ninh Thuan,
tinh dang day nhanh tién do cta hang loat cac du an trong diém khac nhu Khu du lich
Binh Tién, Khu du lich Miii Dinh Ecopark va Sunbay Park Hotel & Resort. Cung véi
d6, hé théng luu tri cua tinh da dat quy mo 213 co so v6i 4.706 phong, trong d6 ¢ mot
ty 1¢ an tugng 12 50% s6 phong dat chat lugng tuong duong tir 3 sao trd 1én. Su dau tu
manh mé& vio ca cac dy an nghi dudng quy mé 16n va viéc nang cap chat lugng hé thong
luu trt da giup Ninh Thuan tirng budc hinh thanh mot hé théng co s& vat chat hién dai,
du nang lyc dép ung nhu cu cua thi truong khach cao cip va to chiic cac sy kién quy
mé qudc gia, quc té.
3.1.5.3. San pham phuc vu du lich

Chién lugc phat trién san pham du lich ciia Ninh Thuén thé hién o tu duy dich
chuyén tir viéc khai thac tiém ning san co sang kién tao mot hé sinh thai san phém doc
dao, mang ban sic riéng va co stic canh tranh cao. Tinh khong chi tap trung vao san
pham 16i 1a du lich nghi dudng bién cao cip ma con chu dong phat trién cac san pham
chuyén dé nham mé rong phan khuc thi truong. Trong tim cta chién luoc nay 1a viée
da dang hoa san pham, gin lién voi viéc phat huy cdc gia tri khac biét cua dia phuong.

Cu thé, tinh dang tap trung phat trién manh cac dong san phdm nhu du lich vin
hoéa khai thac chiéu sau cta di san Cham; du lich sinh thai gan véi Vuon qubc gia Nii
Chua va céc vinh bién; du lich néng nghiép véi trai nghiém cac trang trai nho va clru
dic trung ciia viing dat ban hoang mac; cling cac san pham méi ndi nhu du lich golf va
du lich &m thuc. Toan bd qua trinh phat trién nay duoc dinh huéng béi mot khung quy
hoach bai ban, voi Khu du lich quéc gia Ninh Chit dugc xac dinh 1a hat nhan, 1a khong
gian trong diém dé tao dung mot thuong hi¢u du lich bién doc dao. Déng thoi, tinh cling
d3 chu dong 16ng ghép ndi dung phat trién kinh té ban dém vao quy hoach chung, cho
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thiy mot tim nhin chién lugc nham gia tang gid tri va kéo dai thoi gian trai nghiém cua
du khach, sém dua du lich tr¢ thanh nganh kinh t& miii nhon.
3.2. Quy trinh nghién ctru

Lu4n an dugc thuc hién theo quy trinh nghién ctru hdn hop tuan tu gdm bon giai

doan chinh, dugc minh hoa & Hinh 3.1 bén duéi.

GIAI POAN 1: Tong quan ly thuyét va cac nghién ctru trudc,
NGHIEN cUU deé xac dinh khoang trong nghién ctru
DPINH TINH T h.} SOT—
LAN 1 Dé xuat mo hinh nghién ctru va thang do nhap
v ¥
Phuong phap chuyén gia Phuong phap thdo ludn nhém chuyén sau
v ¥
Piéu chinh mé hinh va thang do nghién ctru
v
Hoan thién bang hoi nghién ctru so bo
_____________________________________________ *_______________________________________.
GIAI Thyc hién khéo sat dinh lugng so bo - Pilot test (N = 55)
DPOAN 2: 1
NGHIEN o - ,
cUu PINH Phan tich dir liéu so bQ.‘Cronbach s Alpha, EFA
LUONG , . .
LAN 1 Hoan thién bang hoi nghién ctru chinh thuc
e e
Thu mau chinh thire (N = 514)
GIAI P A * :
POAN 3: Kiém tra sai 1éch phuong phap chung
NGHIEN ¥
CUU DPanh gia mo hinh do luong
DINH !
LI{ONG Panh gia mod hinh cau truc
LAN 2 |
Két qua dinh luong chinh thuc
_____________________________________________ t o o o o e e e e e
GIAI Thao luan két qua nghién ctru véi cac chuyén gia
DPOAN 4: T
NGHIEN K&t luin va dé xuht ham ¢ tme d
CUU PINH ¢t luan va dé xuat ham y ung dung
TiNH ’
LAN 2 Han ché va huéng nghién ctru tuong lai

Hinh 3.1: Quy trinh nghién ciru
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Giai doan 1, day la giai doan nghién ciru dinh tinh, tip trung tong quan 1y thuyét,
xac dinh khoang tréng, dé xuit mé hinh va phat trién thang do nhéap théng qua phuong
phap chuyén gia va thdo luan nhom. Giai doan 2 1a nghién ctru dinh lugng so b (N=55),
nhim kiém dinh va hoan thién thang do théng qua phan tich Cronbach's Alpha va tuong
quan bién tong trén phan mém SPSS 20. Giai doan 3, nghién ctru dinh lwong chinh thirc
(N=514), tién hanh thu thap dir liéu dién rong va kiém tra sai 1éch phwong phap chung
(CMB), sau d6 phan tich bang PLS-SEM dé danh gid mé hinh do ludng, mé hinh ciu
tric va kiém dinh cac gia thuyét trén phan mém Smart PLS 4.0. Cubi cung, giai doan 4
1 nghién ctru dinh tinh, thyc hién thao luan véi chuyén gia dé dién giai sau hon két qua
dinh luong, tir 46 dua ra két luan, ham y ung dung va dinh huéng nghién ciru tuong lai.
3.3. Thuwec hién nghién ctru dinh tinh

Giai doan nghién ctru dinh tinh déng vai trd nén tang trong quy trinh nghién ciru
tong thé cua luan an, nham muc dich kham ph4, 1am 13 cac khai niém 1y thuyét va phat
trién, hiéu chinh bo thang do ban dau cho phii hop v&i bdi canh va ddi tuong nghién ciru
cu thé tai Viét Nam. Giai doan nay duoc thuc hién thong qua hai phwong phéap bd trg
14n nhau: phuong phap chuyén gia va phuong phép thao ludn nhém chuyén sau.

3.3.1. Phwong phdp chuyén gia

— Muc tiéu: Phuong phap chuyén gia duoc trién khai trong giai doan nay véi muc
dich cot 16i 1a tham dinh va nang cao tinh gia tri ndi dung cho mé hinh nghién ciru dé
xuét va cac thang do so bd xay dung tir co s& 1y thuyét (Chwong 2). Viéc tham véan ¥
kién chuyén sau tir cac nha khoa hoc va thue hanh c6 kinh nghiém cho phép danh gia
nghiém ngat tinh phu hop cia khai niém, dd ro rang va don nghia cia tirng muc hoi, tinh
day du va bao quat ctia thang do so véi ciu tric 1y thuyét, ciing nhu mirc d6 dai dién cta
cac muc hoi dbi v6i khai niém tiém an can do luong trong bdi canh nghién ctru cu thé.
Quy trinh thdm dinh bdi chuyén gia nay 1a bude thiét yéu nham dam bao cong cu nghién
ctru khong chi co nén tang 1y thuyét viing chac ma con rd rang, phi hop va san sang cho
cac bude kiém dinh thuc nghiém tiép theo (Lynn, 1986; Polit va Beck, 2006).

— Poi twong va quy trinh lwa chon: Mot nhom gom 10 chuyén gia da duoc moi tham
gia danh gia. Tiéu chi lua chon chuyén gia dya trén nén tang hoc van (5 Pho Gido su va
5 Tién si - Phy luc 4) va linh vyc chuyén mén siu, c¢6 kinh nghiém nghién ctru hodc
giang day lién quan truc tiép dén cac linh vuc marketing, quan tri du lich - khach san,
hanh vi nguoi ti€u dung va phuong phap nghién ctru khoa hoc. Vi¢c lua chon da dang
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chuyén gia nham thu thap goc nhin da chiéu va dam bao tinh khach quan.

— Céng cu va quy trinh thu thdp y kién: Cac chuyén gia dugc cung cap bo tai lidu
bao gdom: (1) Tém tit co s& Iy thuyét va mé hinh nghién ctru dé xuét (Phu luc 5.1); (2)
Bang thang do nhap chi tiét cho ting cdu triic, kém theo dinh nghia khai niém va ngudn
gbc tham khao (Phy luc 5.2); (3) Phiéu danh gia c6 cau tric (két hop cau hoi dong va
mo) dé chuyén gia cho diém mirc d6 phu hop, rd rang cia tirng muc hoi va dua ra cac
gop ¥, dé xudt chinh sira cu thé vé cau chit, ngit nghia, hodc bd sung/loai bo cac muyc hoi
(Phu luc 5.3). Qua trinh tham van duge thuc hién qua email hodc phdéng van ban ciu
trac tryc tiép/truc tuyén tiy thudc vao sy thuan tién ctia mdi chuyén gia.

— Phwong phdp phan tich: Dit liéu dinh tinh tir gop ¥ ctia chuyén gia dugc tong hop
va phan tich bang phuong phap phan tich ndi dung. Cac gop ¥, binh luén duoc phén loai
theo tirng cAu trac va muc hoi. Cac diém déng thuan cao hodc cac van dé duoc nhiéu
chuyén gia chi ra s& 13 co s& chinh cho viéc hiéu chinh thang do ¢ budc tiép theo.
3.3.2. Phwong phap thdo lugn nhéom chuyén sdu

— Muc tiéu: Nham dénh gia va t6i wu héa bo thang do da hiéu chinh tir ¥ kién chuyén
gia, cac budi thao luan nhom chuyén sau dugc t6 chirc dé kiém tra do rd rang, dé hiéu vé
ngon ngi va cau tric cau hoi dudi goc nhin ctia ngudi tra 16 tiém nang. Pong thoi, phuong
phap nay gitip xac dinh cac thuat ngir hodc cach dién dat c6 thé giy mo hd va thu thap
phan hoi vé bd cuc tong thé ctia bang hoi trudc khi trién khai khao sat chinh thirc.

— Doi twong va quy trinh lya chon: Da tién hanh budi thao luin véi téng s6 25 sinh
vién khoa Kinh té - Truong Pai hoc Xay duyng Mién Trung. Nhom déi twong nay duoc
chon dua trén su thudn tién va kha ning cung cip phan hdi mach lac vé ngdn ngir va cdu
truc logic, dai dién cho phan khic ngudi tré c6 hoc van, dong thoi ciing 14 nhitng nguoi
da tham gia du lich tai cac diém dén du lich bién it nhét 3 1an tré 1én. Nguoi tham gia
dugc chon trén co sé tu nguyén.

— Cong cu va quy trinh thuc hién: Dan bai thdo luan ban cAu trac duoc st dung dé
dinh hudéng cudc thao luan, tap trung vao cac muc hoi can 1am rd. Budi thao luan duoc
dién ra trong khong khi céi mo, toan bo y kién dong gop va phan hdi chi tiét ciia nguoi
tham gia da dugc chép lai mgt cach can than va hé théng trong sudt cac budi thao luan.

— Phuong phdp phdn tich: Dit liéu tir cac ban ghi chép dugc tong hop va phén tich
bang phuong phap phan tich ndi dung theo chu dé. Cac phan hdi vé cau chit, thuat ngi,
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va cAu trac bang hoi duoc nhom thanh cac chu dé, tir d6 xac dinh cac diém can hiéu chinh

nham dam bao thang do cubi ciing dat d6 rd rang va d& hiéu tdi da véi dbi twong khao sat.

3.4. Két qua diéu chinh thang do sau khi phéng van chuyén gia va thao luin nhém
chuyén sau

Sau khi xay dung thang do nhép ban dau dya trén tong quan 1y thuyét va cac nghién
clru trude, nghién ctru di tién hanh giai doan dinh tinh nham thu thap ¥ kién déng gop
tir cac chuyén gia (Phy luc 5.2) va d6i tuong nghién ctiru muyc tiéu (thong qua thao luan
nhoém chuyén sau, st dung bang hoi tai Phu luc 5.3). Muc ti€u cua giai doan nay la danh
gia, sang loc va hiéu chinh cac thang do, dam bao cac bién quan sat phu hop voi khai
niém can do, rd rang vé ngir nghia, khong tring 1ap va ph hop vdi bdi canh vin hoa,
du lich tai cac diém dén bién Nam Trung B0 - Viét Nam.

Qua trinh nay bao gom viéc danh gia mirc d6 phu hop va rd rang cua timg bién
quan sat, déng thoi thu thap céac dé xuit chinh sira, bd sung hoac loai bd. Dya trén két
qua tong hop tir phong van chuyén gia va thao luan nhom, bo thang do di dugc dicu
chinh déng ké. Két qua diéu chinh chi tiét duoc trinh bay theo tirmg nhom bién trong mo
hinh nghién ctru nhu sau:

3.4.1. Nhém bién kich thich trong mé hinh

Bién dong vai tro kich thich trong mé hinh nghién ctru 1d SMMA.. Thang do nhap
ban dau (Phu luc 5.2) dé xuat do luong SMMA thong qua 6 thanh phan véi tong cong
18 bién quan sat. Sau qua trinh nghién ctru dinh tinh, thang do dinh luong so b (Phu
luc 6) da dugc tinh loc con 5 thanh phan véi 15 bién quan sat. Cac thay doi cu thé:

— Thanh phéan Tinh gidi tri (ENT): Toan bd 3 bién quan sat (ENT1, ENT2 va ENT3)
thudc thanh phan nay da bi loai bo. Cac nghi van ban dau tir thao luan chuyén gia vé
viéc thanh phﬁn nay khoé tach biét vdi cac khia canh khac da duoc xéac thuc mdt cach
manh mé& bang bang chimg thyc nghiém tir phan tich EFA so bo (pilot test). Két qua
EFA cho thay hién tuong tai chéo rd rét, chimg to thanh phan nay khong dam bao gia
tri phan biét so voi cac khia canh khac nhu thong tin va tuong tac. Do d6, quyét dinh
loai bo thanh phan nay 14 can thiét dé hoan thién mot thang do SMMA c¢6 tinh don huéng
va gia tri cao, phu hop v61 muc ti€u nghién curu.

— Thanh phin Théng tin (INF): 3 bién quan sat ban dau (INF4, INF5 va INF6) duoc
gilr lai va ma hoa lai thanh INF1, INF2, INF3 trong thang do chinh thuc. Céac bién nay

66



dugc danh gia 13 phu hop, 16 rang va quan trong dé do ludng chét lugng thong tin do
diém dén cung cap qua mang x4 hoi.

— Thanh phan Tinh twong tdc (INT): 3 bién quan sat ban dau (INT7, INT8 va INT9)
dugc gitt lai va ma hoa lai thanh INT1, INT2, INT3. Bién quan sat INT9 (“That dé dang
dé truyén dat y kién... qua kénh truyén thong facebook...””) dd dwogc hiéu chinh cau chit
thanh INT3 (“That dé dang dé bay to ¥ kién va tro chuyén... théng qua mang xi hoi...”)
dé loai bo tén nén tang cy thé (“facebook™) va ngir canh khong lién quan, giup khai quat
hoa va phit hop hon véi bdi canh nghién ciru.

— Thanh phan Cé nhdn héa (PER): 3 bién quan sat ban dau (PER10, PER11 va
PER12) duoc gitr lai va ma hoéa lai thanh PER1, PER2, PER3. Bién quan sat PER10
("...khuyén nghi mua hang...") duoc hiéu chinh cau chit thanh PER1 (*...d¢ xuét cac san
pham/ dich vu...”) d& phu hop hon vé6i san pham du lich. Bién quan sat PER12 (“...tao
diéu kién tim kiém thong tin duoc ¢4 nhan héa”) dugc hiéu chinh thanh PER3 (“...giup
t6i ca nhan héa viéc tim kiém thong tin) dé dién dat chu dong va rd nghia hon.

— Thanh phan Tinh xu hweéng (TRE): 3 bién quan sat ban dau (TRE13, TRE14,
TRE15) dugc gitt lai va tré thanh TRE1, TRE2, TRE3. Cac bién nay dugc danh gia phu
hop. Co su diéu chinh nho vé tir ngit (vi du: “hop thdi” thanh “hop xu hudng”) dé ting
tinh pho bién va chinh xac.

— Thanh phan Truyén miéng dién tir (EWOM): 3 bién quan sat ban dau (EWOM16,
EWOMI17 va EWOMI18) dugc gitt lai va ma hoa lai thanh EWOMI1, EWOM2,
EWOMS3. Bién quan sat EWOM18 (“...chia sé trai nghiém du lich...v4i ban bé va ngudi
quen...”) dugc hi¢u chinh cau chir thanh EWOM3 (“...chia sé trai nghiém...v6i1 ban be
va gia dinh...") dé lam rd hanh dong (trai nghiém du lich) va d6i tuong chia sé.

3.4.2. Nhém cdc bién trung gian va diéu tiét trong mé hinh
Céc bién trung gian trong mé hinh bao gdm TE va su hai long du khach (SA).

> Suw gdn két ciia du khdch (TE): Thang do nhap ban dau (Phuy luc 5.2) gdm 5 thanh
phan vé&i 22 bién quan sat. Thang do dinh lugng so bo (Phuy luc 6) giit nguyén 5 thanh
phan nhung giam con 18 bién quan sat.

— Su nhén dién (ID): Gitr lai 3 bién quan sat (ID1-3), diéu chinh nho cau chit.

— Su nhiét tinh (EN): Giam tir 5 xudng 3 bién quan sat (EN1-3). Loai bo EN25 (“...1a
phan quan trong trong cudc doi t6i”) do cuong diéu, kho danh gia. Loai bo EN26 (“Toi
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thich diém dén nay hon cac diém dén khac™) do co thé tring lap y voi SA hodc DL.

— Su chl ¥ (AT): Giam tir 5 xudng 4 bién quan sat (AT1-4). Loai bo AT27 (“Diém
dén nay 1a tim diém chd y...”) do tinh chu quan cao, khé do. Sap xép lai va tinh chinh
cau chit cac bién con lai.

— Su cuén huat (Absorption - AB): Giam tir 5 xudng 4 bién quan sat (AB1-4). Loai
bo AB35 (“...danh mat chinh minh...”) do cudng diéu qua va kho hiéu. Thay ddi noi
dung quan sat AB33 (“...cam thay hanh phtc khi tip trung...””), ddng thoi ma hoa lai
thanh bién quan sat AB2 (“Thoi gian troi nhanh...”) dé thé hién sy dam chim. Hiéu chinh
cau chit AB34 thanh AB3 va AB36 thanh AB4.

— Tuong tac xa hoi (SI): Gitr lai 4 bién quan sat (SI1-4), chi diéu chinh nho cau chit.

> Suw hai long du khdch (SA): Thang do nhap ban dau (Phu luc 5.2) gdm 5 bién quan
sat (SA48-52). Thang do dinh luong so bo (Phy luc 6) giam con 4 bién quan sat (SA1-
4). Bién quan sat SA50 (“T6i thich diém dén nay hon cac diém dén khac”) b loai bo do
c¢6 kha ning trung lap cao voi 1ong trung thanh dang thai do hodc su nhiét tinh (EN).
Céc bién gitr lai tap trung do ludng su yéu thich chung, sy hai long v6i quyét dinh, sy
dap ung ky vong/nhu cau va cam nhan tich cuc vé tong thé chuyén di. Cau chir duoc
tinh chinh cho phu hop.

> Niém tin diém dén (DT): Thang do nhap ban dau gém 7 bién quan sat (DT41-47).
Thang do dinh luong so bd (Phy luc 6) gidm con 4 bién quan sat (DT1-4). Cac bién quan
sat bi loai bo (DT41 “dap tng mong doi”, DT43 “khong that vong”, DT45 “dang tin
cay”) dugc cho 1a trang lip voi SA. Cac bién gitr lai tap trung vao su dam bao hai long,
nd luc cua diém dén va kha ning giai quyét van d&/mbi lo ngai, ddy 1a nhirng khia canh
cot 161 ctia niém tin trong bdi canh dich vu. Pdng thdi ma héa lai 4 quan sat duogc giir
lai thanh DT1-4.

3.4.3. Nhém bién phu thujc
Bién phuy thudc trong mé hinh 1a Long trung thanh véi diém dén (DL), duoc do
luong qua hai thanh phan 13 Y dinh quay tré lai (RE) va truyén miéng (WOM).

— Y dinh quay tré lai (RE): Thang do nhap ban dau (Phuy luc 5.2) gdm 3 bién quan
sat (RE53-55). Thang do dinh luong so bo (Phu luc 6) giit lai ca 3 bién quan sat (RE1-
3). Céc bién nay duoc danh gia 1a pht hop. Co su diéu chinh nho vé cau chir va sap xép
lai thir tw ma hiéu (RE54 thanh RE1) d logic va tu nhién hon.
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— Truyén miéng (WOM): Thang do nhap ban dau (Phu luc 5.2) gém 3 bién quan sat
(WOMS56-58). Thang do dinh lwong so bo (Phu luc 6) gt lai ca 3 bién quan sat (WOM1-
3). Céc bién nay duoc danh gia 1 phu hop va do luong tot ¥ dinh gidi thiéu, noi tot vé
diém dén. Cau chit duoc tinh chinh nhé cho phu hop véi bdi canh va dbi tuong khao sat,

Két thuc qua trinh nghién ctru dinh tinh (tham van chuyén gia va thao ludn nhém
tap trung), bo thang do da dugc hi€u chinh hé théng. Téng cong 11 bién quan sat khong
phu hop, trung 1ap, triru twong hoac kho do luong trong cac thang do SMMA, TE, DT,
SA da bi loai bd tir thang do nhap 58 muc. Bo thang do dinh lugng so b (Phu luc 6)
con lai 47 bién quan sat, dugc ky vong cai thién do tin cdy va cac loai gia tri (ndi dung,
hoi tu, phan biét) cho kiém dinh dinh lugng. Qua trinh nay khang dinh vai tro thiét yéu
cua nghién ctru dinh tinh trong vi¢c phat trién va hoan thién cong cu do luong, dac biét
khi diéu chinh thang do qudc té cho bdi canh Viét Nam.

3.5. Thuwe hién nghién ctru dinh luwgng
3.5.1. Nghién cwu dinh lwong so b
3.5.1.1. Muc tiéu

Trude khi tién hanh thu thap dit liéu chinh thire trén quy mo 16n, mot nghién ciru
dinh luong so bd (pilot test) da dugc thuc hién. Giai doan nay dong vai trd quan trong
nhu mot budce kiém tra cubi cung ddi v6i cong cu do ludng va quy trinh khao sat, nham
t6i thiéu hoa céc sai sot tiém an va nang cao chat luong dir lidu cho nghién ctru chinh
thirc. Cac muc tiéu cu thé cta nghién ctru so b bao gdm:

— Panh gid tinh kha thi va hiéu qua ciia Bang hoi: Kiém tra mutc d6 rd rang, dé hiéu
cua cac cau hoi, hudng dan va bd cuc téng thé cua bang hoi dinh lugng so bd (Phu luc
6) dbi voi ddi tugng dap vién thuc té. Pong thoi, ude tinh thoi gian trung binh can thiét
dé hoan thanh bang hoi.

— Kiém dinh so b do tin cdy thang do: St dung céac k¥ thuat thong ké ban dau (chu
yéu 1a Cronbach's Alpha va trong quan bién tong) dé danh gia muc do nhat quan noi tai
clia cac bién quan sat trong ting thang do thanh phan. Qua dé, xac dinh va xem xét loai
b6 cac bién quan sat yéu hodc khong phu hop.

— Sang loc va phat hién van d@é tiém dn: Xac dinh cac ciu hoi c6 thé gy nham lan,
kho khin cho nguoi tra 101, hodc cac van dé ki thuat/hau can trong quy trinh thu thap

dit liéu du kién (vi du: su thiéu r5 rang trong huéng dan tra 16i khao sat).
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— Thu thip dir liéu ban ddau dé kiém tra phdan phéi: Xem xét so bo dic diém phan
phdi cua dir liéu (gié trj trung binh, d6 1éch chuin) dé c6 cai nhin ban dau vé cach dap
vién phan mg véi thang do Likert 7 cap do.

Viéc thyc hién pilot test 1a can thiét dé dam bao rang bang hoi cudi cing khong
chi vitng chic vé mit 1y thuyét (43 qua dinh tinh) ma con hiéu qua vé mit thuc nghiém
khi trién khai trén thuc dia.
3.5.1.2. Phuwong phap phan tich dir liéu so bo

Dit liéu thu thap tir 55 bang hoi hop 1& dugc ma hoa va xtr Iy bang phan mém
SPSS 20. Céc k¥ thuat phan tich chinh bao gdm:

— Thong ké mé ta: Tinh toan tAn suat va ty 18 phan trim cho cac bién dinh danh (sang
loc, nhan khau hoc) dé mo ta dic diém mau so bd. Tinh gia tri trung binh va d¢ 1éch
chuan cho timg bién quan sat do ludng dé kiém tra tinh hop 1y cta dit lidu va phat hién
cac truong hop ngoai 1 tiém an.

— Phan tich d¢ tin cay thang do:

o Str dung hé s6 Cronbach's Alpha & danh gia d6 tin cdy (mtc do nhat quan noi
tai) ctia ting thang do thanh phan (mdi khia canh cia SMMA, TE va cac thang do
DT, SA, RE, WOM). Ngudng chip nhan duoc st dung 1a Cronbach's Alpha > 0,7
(Hair va cOng su, 2022).

o Kiém tra hé s6 Twong quan bién - tong hiéu chinh (CITC) cho timg bién quan sat
trong thang do. Cac bién quan sat c6 CITC < 0,3 duoc xem 1a khong dong gop hiéu
qua vao viéc do luong khai niém va s€ dugc can nhéc loai bo dé cai thién do tin cay
cua thang do (Hair va cong su, 2022). Qua trinh danh gia dugc thuc hién 1ap lai sau
khi loai bé bién quan sat c6 van dé.

3.5.1.3. Két qud phan tich so bé va hiéu chinh thang do chinh thirc lan cudi

» Danh gid dg tin cay cua thang do

Két qua phan tich so b (Phu luc 7) cho théiy hau hét cac thang do déu dat do tin
cdy can thiét. Tuy nhién, thang do Twong tac xa hoi (SI) ban dau (gom 4 bién quan sat
SI1, SI2, SI3, SI4 trong bang hoi so bo) c6 dd tin cay rat thap (a = 0,134). Phan tich sdu
hon hé s6 twong quan bién tong (CITC) cho thiy bién quan sat SI2 (“Téi thich thao lun
v6i nhitng ngudi cuing quan tim dén diém dén nay”) c6 mdi twong quan cuc ky yéu véi

cac bién con lai (CITC = 0,079). Viéc loai bo bién SI2 di cai thién dang ké do tin cay
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ctia thang do SI, nang hé s6 Cronbach's Alpha 1én 0,775 (vuot ngudng yéu ciu) va cac

bién con lai déu c6 CITC > 0,5. Do d6, dua trén két qua phan tich dinh lugng so bg, bién

quan sat SI2 da dugc xac dinh can loai bé chinh thang do chinh thtrc.

> Hiéu chinh thang do cubi cting dua trén phén tich so bo va tham véan chuyén gia

Thong qua quy trinh kiém dinh va hiéu chinh da budc, két hop phan tich dinh

lwong so bd va tham van chuyén gia, bo thang do cudi cung (con lai 46 quan sat) sir

dung cho nghién ctru dinh lugng chinh thirc da dugce hoan thién nhu Bang 3.1 bén duoi.

Béang 3.1: Thang do nghién ciru chinh thirc

Ki hiéu

Cac khai niém va chi muc do luwong cua

thang do nghién ciru

Ghi chii (Ngudn tham
khdo va hi¢u chinh)

SMMA

Cac hoat dong marketing qua mang xa hoi:
Puoc hiéu la viéc sit dung cdc phwong phdp
truyén théng marketing hiéu qud théng qua cdc
nén tang mang xa hoi nham thu hit nhén thire,
xdy dwng méi quan hé va dnh huwéng dén hanh

Vi cua nguoi tiéu dung (du khach).

Ké thira khung khai niém tir
Kim va Ko (2012); Yadav
va Rahman (2018). Loai bo
thanh phan “Giai tri (ENT)”
(items 1-3 Phu lyc 5.2) sau
nghién ctru dinh tinh.

INF

Thong tin: Murc do ma mang xa hoi cua diém
den duwoc cam nhdn la cung cdp thong tin chinh
xdc, hitu ich va toan dién vé san pham/dich vu

du lich.

K& thira khai niém tir Yadav
va Rahman (2018).

INF1

Mang xa hoi ctua diém dén cung cap thong tin

chinh xac vé san pham va dich vu.

Tuong tmg item 4 (PL 5.2):
Yadav va Rahman (2018).

INF2

Mang xa hoi ctuia diém dén cung cap thong tin

htru ich.

Tuong tmg item 5 (PL 5.2):
Yadav va Rahman (2018).

INF3

Thong tin dugc cung cap boi mang xa hoi cua

diém dén la toan dién.

Tuong ung item 6 (PL 5.2):
Yadav va Rahman (2018).

INT

Tinh twong tac: Muc do ma mang xa hoi cua
diém dén tao diéu kién va khuyén khich du
khdch chia sé néi dung, bay té quan diém va
twong tdc véi nha quan Iy diém dén ciing nhie
nhitng du khach khac.

Ké thira khai niém tir Kim
va Ko (2012).

INTI1

Mang xa hdi cua di€ém dén cho phép t6i chia s¢é

va cap nhat ndi dung hién co.

Tuong ung item 7 (PL 5.2):
Kim va Ko (2012).

71




INT2

Diém dén nay thudng xuyén tuong tic voi ngudi

theo doi va ngudi ham md trén mang xa hai.

Tuong ung item 8 (PL 5.2):
Kim va Ko (2012).

INT3

That d& dang dé bay to ¥ kién va tro chuyén voi
nguoi dung khéac thong qua mang xa hoi cua

diém dén to61 wa thich.

Tuong tng item 9 (PL 5.2).
Hiéu chinh tr Kim va Ko
(2012) cho phu hop ngir
lich (loai bo
“fashion brand”).

canh du

PER

Ca nhdn hoa: Muic do ma mang xd hoi cua diem
déen dwuoc cam nhdn la cung cdap cdc dich vu,
thong tin hodac dé xudt duwoc diéu chinh phu hop

voi nhu cau va so thich ca nhan cua du khach.

K& thira khai niém tir Yadav
va Rahman (2018).

PERI

Mang xa hoi cua diém dén dé xuat cac san

pham/ dich vu dung theo yéu cau cua toi.

Tuong tng item 10 (PL 5.2).
Hiéu chinh tr Yadav va
Rahman (2018) @ phu hop
san pham du lich (“purchase”
> “san pham/ dich vy”).

PER2

T6i nghi rang nhu cau cua toi dugc dap Gng khi

st dung mang xa hdi cua diém dén.

Tuong tng item 11 (PL 5.2):
Yadav va Rahman (2018).

PER3

Mang xa hoi cua diém dén gitp t6i c4 nhan hoa

viéc tim kiém thong tin.

Tuong tng item 12 (PL 5.2).
Hiéu chinh tr Yadav va
Rahman (2018) dé dién dat
chu dong, 6 nghia hon.

TRE

Tinh xu hwong: Muc do ma mang xd hoi cua
diem den dwoc cam nhdn la cdp nhat nhiing tin
tirc moi nhat, cac chu dé thao ludn thoi thuong

va la kénh théng tin hop thoi, phé bién.

Ké thira khai niém tir Kim
va Ko (2012).

TREI

No6i dung trén cac trang mang xa hdi cua diém

dén 1a thong tin m&i nhat.

Tuong g item 13 (PL 5.2):
Kim va Ko (2012).

TRE2

Viéc st dung mang xa hoi cua diém dén rat hop

xu hudng.

Tuong ung item 14 (PL 5.2):
K¢ thira, hiéu chinh tir thang
do ctia Kim va Ko (2012).

TRE3

Céc chu dé trén mang xa hdi cua diém dén

thuong dugc thao ludn soi noi.

Tuong g item 15 (PL 5.2):
Kim va Ko (2012).
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EWOM

Truyén migng dién tie: Mirc d6 ma du khdch
cam nhan dwoc va tham gia vao viéc gioi thiéu,
chia sé kinh nghiém va khuyén khich nguoi khéc
st dung/trdi nghiém diém dén thong qua cdc nén

tang mang xd hoi cua diém den.

Ké thira khai ni¢m tir Kim
va Ko (2012); Yadav va
Rahman (2018).

EWOMI1

To1 khuyén ban be minh truy cip vao trang

mang xa hoi cia diém dén.

Tuong g item 16 (PL 5.2):
Kim va Ko (2012).

EWOM2

T6i khuyén khich ban bé va gia dinh sir dung

trang mang xa hoi ciia diém dén nay.

Tuong g item 17 (PL 5.2).
Hiéu chinh dbi tugng tir thang
do cua Kim va Ko (2012).

EWOM3

T61 muon chia sé trai nghiém ctia minh véi ban
be va gia dinh thong qua mang xa hoi cia di€ém

dén nay.

Tuong g item 18 (PL 5.2).
Hiéu chinh nd1 dung va dbi
tugng tir Kim va Ko (2012).

TE

Sw gan két ciia du khach duwoc hiéu la trang
théi tém 1y da chiéu, vieot ra ngodi giao dich
mua ban don thuan, dic trung boi murc do dau
tw vé nhan thire, cam xuc va hanh vi cua du
khéch vao cdc twong tac lién quan dén diém
dén. T rang thai nay dwoc tao ra boi cac trai
nghiém twong tac voi diém tham quan, dich vu

va hoat dong tai diém dén.

Khai ni¢ém (Huang va Choi,
2019; Rasoolimanesh va
cong su, 2019; So va cong
su, 2014). Thang do thanh
phan ké thira/hiéu chinh chu
yéu tir Rasoolimanesh va
cong su (2019).

ID

Sw nhdn dién: Muc do du khdach cam thay co
sy ket noi cam xuc va tam ly manh mé, xem su
thanh cong hay thdt bai cua diém dén nhw cua

chinh minh.

Ké thira tir Rasoolimanesh

va cong su (2019).

ID1

To61 rat quan tam dén y kién/ binh luan cua

nguoi khac vé diém dén nay.

Tuong Ung item 19 (PL
5.2):
cong sy (2019).

Rasoolimanesh va

ID2

T6i cam thay khong vui khi ai d6 c6 nhiing

binh luan tiéu cyc vé di€ém dén nay.

Tuong g item 20 (PL 5.2).
Hiéu chinh tir Rasoolimanesh

va cong su (2019).

ID3

To61 cam thay vui khi ai d6 khen nggi diém dén

nay.

Tuong g item 21 (PL 5.2).
Hiéu chinh tir Rasoolimanesh

va cong su (2019).
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Sw nhiét tinh: Mirc do du khéich cam thdy himg

Ké thira tir Rasoolimanesh

EN thu, say mé va co cam xuc tich cuc manh mé doi | va cong su (2019). Loai bo
véi diém dén, cdc dich vu va hoat déng ciia né. | items 25, 26 (PL 5.2).
Tuong g item 22 (PL 5.2).
Hi¢u chinh tr ngir (thay
ENI | T6i yéu diém dén nay. “thich” thanh “yéu”) tir
Rasoolimanesh va cong su
(2019).
Tuong ung item 23 (PL
EN2 | T6i say mé voi hanh trinh tai diém dén nay. 5.2): Rasoolimanesh va
cong sy (2019).
o |Tuong img item 24 (PL
T61 cam thay hao hing véi nhiing trai nghiém , .
EN3 o 5.2): Rasoolimanesh va
tai diém dén nay. .
cong sy (2019).
Sw chu y: Muc do du khach chu dongvacoy | ., . . _
L . ... . .~ |Ké thua tr Rasoolimanesh
thire tap trung sw quan tam vao diém dén, tich | o
AT o o o va cong su (2019). Loai bo
cuc tim kiem thong tin va tham gia vao cac hoat |
. ) item 27 (PL 5.2).
dong, dich vu lién quan.
e o . 1 .1 .1 | Tuongung item 28 (PL 5.2).
To1 thich cap nhat thém thong tin vé diémdén | =~ = _
ATI1 . . . Hiéu chinh tir Rasoolimanesh
nay thuong xuyén. o
va cOng su (2019).
N A PO . . . | Tuong Umg item 29 (PL 5.2).
To1 quan tdm dén céc san pham/ dich vu gan | =~ = 7 ]
AT2 S . T T Hiéu chinh tir Rasoolimanesh
lién véi thuong hi¢u cua diém dén nay. o
va cOng su (2019).
P + w2 .+ . | Tuong tmg item 30 (PL
Bat ctr di€u gi lién quan dén di€ém dén nay déu . .
AT3 , o as 5.2): Rasoolimanesh va
thu huat sy chu y cua toi. .
cong sy (2019).
o Tuong Ung item 31 (PL
To1 chll ¥ dén tin tic vé diém dén nay hon so . .
AT4 . S 5.2): Rasoolimanesh va
v6i1 nguoi khéc. .
cong sy (2019).
P o ., |Ké thura/ Hiéu chinh tur
Sw cuon hut: Trang thdi tap trung cao do, dam , o
. . o N B | Rasoolimanesh va cong su
AB chim hoan toan vao trdi nghiém tuwong tdc voi

diem den, dén muc tam thoi quén di moi thu

(2019) (items 32, 34) va bo

sung moi  (items AB2,
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xung quanh va thoi gian (Rasoolimanesh va

cong sy, 2019).

AB4). Loai bo items 33, 35,
36 (PL 5.2).

ABI1

T6i quén mat moi thir xung quanh khi tap trung

tuong tac voi diém dén nay.

Tuong ung item 32 (PL
5.2):
cong su (2019).

Rasoolimanesh va

AB2

Thoi gian troi nhanh khi t6i ghé thim diém dén

nay.

B6 sung méi va hi¢u chinh

tr So va cong su (2014).

AB3

Khi t6i ghé thim diém dén nay, t6i bj 161 cudn

bd1 nos.

Hi¢u chinh tir item 34 (PL
5.2):
cong sy (2019).

Rasoolimanesh va

AB4

T6i cam thay bay bong/ lang lang khi tuong tic

véi diém dén nay.

B6 sung méi va hiéu chinh

tor So va cong su (2014).

S1

Twong tac xa hoi: Cam xuc va hanh vi lién
quan dén viéc két noi, chia sé va thao lugn véi
nhitng nguoi khac (gia dinh, ban be, du khach
khéc, nguwoi dan dia phirong) vé cdc hoat dong
va trdi nghiém lién quan dén diém dén, ca truc

tuyén va ngogi tuyén.

Ké thira tir Rasoolimanesh
va cong su (2019). Loai bo
item 37 (PL 5.2), ma SI2
trong pilot), sau dé diéu

chinh ma SI1-3 cho lién tuc.

SI1

To1 thich tuong tac vai nhitng ngudi ¢ cung s&

thich vé diém dén nay.

Tuong tng item 38 (PL 5.2):
Rasoolimanesh va cong su
(2019).

SI2

To1 tham gia tich cuc vao céc cudc thao luan

lién quan dén diém dén nay.

Tuong tng item 39 (PL 5.2):
Rasoolimanesh va cong su
(2019).

SI3

N6i chung, t6i thuc sy thich chia s¢ y tuong vé

diém dén nay véi nguoi khac.

Tuong ung item 40 (PL 5.2):
Rasoolimanesh va cong su
(2019).

SA

Sw hai long: Pdnh gid tong thé mang tinh cam
xtic va nhdn thire ciia du khdch vé toan bé trai
nghiém du lich tai mot diém dén, dua trén su
so sanh giita ky vong triwée chuyén di va hiéu

suat thwc té cam nhan duoc.

Ké thira va hiéu chinh tir
Cong (2021). Loai bo item
50 (PL 5.2).
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SAl

Téi rat thich chuyén tham t6i diém dén nay.

Tuong ung item 48 (PL 5.2).
Hiéu chinh ttr Cong (2021).

SA2

To6i hai long véi quyét dinh dén thim diém

dén nay.

Tuong tng item 49 (PL 5.2):
Cong (2021).

SA3

Trai nghiém du lich nay dang 1a didu toi

mong doi.

Tuong tmg item 51 (PL 5.2).
Hiéu chinh ttr Cong (2021).

SA4

bay la mot chuyén du lich tha vi.

Tuong tng item 52 (PL 5.2):
Cong (2021).

DT

Niém tin diém dén: Niém tin va s tin cdy cua
du khdch vao khd nang va thién chi cia diém
dén (bao gom cdc nha cung cdp dich vu, co
quan quan ly) trong viéc thyc hién dung nhitng
gi da hwra hen, cung cdrp dich vu mot cach minh
bach, ddng tin cdy, gidm thiéu rii ro va gidi

quyét van dé mot cach théa ddng.

Ké thira/hi¢u chinh dwa trén
Abubakar va Ilkan (2016).
Loai bo items 41, 43, 45 (PL
5.2). Hi€u chinh items 42, 44,
46, 47.

DT1

biém dén nay dam bao sy hai long cho toi.

Tuong tng item 44 (PL 5.2):
Abubakar va Ilkan (2016).

DT2

To61 cam thay tin tudng vao di€m dén nay.

Gop va Hi¢u chinh tir item 42
va 45 (PL 5.2): Abubakar va
Ilkan (2016).

DT3

Diém dén nay s no luc dé lam to61 hai long.

K& thira va hiéu chinh tir item
46 (PL 5.2): Abubakar va
Tlkan (2016).

DT4

Diém dén nay s& nd lyc va chan thanh giai

quyét nhirng moi lo cua toi.

Ké thra va hiéu chinh tur
item 47 (PL 5.2): Abubakar
va Ilkan (2016).

DL

Long trung thanh véi diém dén: Cam két vé
mat thai dé va hanh vi cia du khdach déi véi
mot diém dén cu thé, thé hién qua y dinh manh
mé vé viéc quay tré lai diém dén trong twong
lai va sdn long gidi thiéu, ndi tot vé diém dén

do cho nguoi khac.

Ké thira tir Cong (2021).
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Y dinh quay tré lai: Khd nang hodc ké hoach
cua du khach sé thuc hién mot chuyén tham

khdc den cung mot diém dén.

Ké thira tir Cong (2021).

RE1

Néu phai chon lai, té1 van s€ chon diém

dén nay.

Tuong tng item 54 (PL 5.2):
Cong (2021).

RE2

T6i c6 ké hoach quay trd lai diém dén nay trong

tuong lai.

K& thira va hiéu chinh tir item
55 (PL 5.2) cua Cong (2021).

RE3

To1 s€ viéng tham lai diém dén nay trong

tuong lai.

Tuong tng item 53 (PL 5.2):
Cong (2021).

wom

Y dinh truyén miéng: Mirc d¢ san long cia du
khdch chia sé nhitng thong tin va danh gid tich
cue vé diém dén cho ban bé, nguoi than hodc

céng dong.

Ké thira tir Cong (2021).

WOMI1

To1 muodn gidi thiéu diém dén nay cho nhiing

nguoi khac.

Tuong tng item 56 (PL 5.2):
Cong (2021).

WOM2

To1 s€ noi tich cuc vé diém dén nay véi nhitng

nguoi khac.

Tuong tng item 57 (PL 5.2):
Cong (2021).

WOM3

To1 san sang giogi thiéu diém dén nay cho
nguoi khac.

Tuong tng item 58 (PL 5.2):
Cong (2021).

3.5.2. Nghién cvwu dinh lwong chinh thirc

bay la giai doan trong tam cua nghién cuiu, nhiam thu thap dir liéu thuc nghiém

trén mau dai dién va sir dung cac ky thuat thong ké phu hop dé kiém dinh mé hinh Iy

thuyét (Hinh 2.5) cung céc gia thuyét (da dé cap & chuong 2).

3.5.2.1. Thiét ké mau va quy trinh thu thdp dir liéu thwc nghiém

— Tong thé muc tiéu: Du khach noi dia Viét Nam dang du lich va luu tra tai mot

trong bon diém dén du lich bién khu vuc Duyén hai Nam Trung Bo (Pa Néang, Phi Yén,
Khanh Hoa, Ninh Thuén) trong thoi diém nhom thuc hién khao sat, c6 st dung mang xa
hoi dé tim kiém thong tin du lich va khong lam viéc trong nganh du lich.

— Phuwong phdp chon mdu: Ap dung phuong phap chon mau phi x4c suit (han ngach
va thuén tién). Lya chon nay 13 pht hop va mang tinh thuc tién cao do dic thu cia tong
thé nghién ctru 1a du khach ty do — mot nhom déi twong khong ton tai khung mau chinh
thirc dé c6 thé trién khai phwong phap 1y mau xac suat. Cac nhoém khao sat sau khi duoc
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huan luyén d3 truc tiép dén cac diém dén du lich tai 4 tinh/thanh phd muc tiéu noéi trén
dé tiép can dap vién va tién hanh khao sat truc tiép thong qua bang hoi gidy duoc chuin
bi san. Pé dam bao dbi twong khao sat phi hop tuyét ddi voi tong thé muc tiéu, mot quy
trinh sang loc chit ch& di dugc 4p dung ¢ dau phiéu khao sat. Cu thé, chi nhitng dap
vién thoa mén cac tiéu chi cbt 161 sau méi dugc moi tham gia: (1) 1a du khach ndi1 dia va
khong 1am viéc trong nganh du lich; (2) ¢6 sir dung mang x4 hoi dé tham khao thong tin
cho chuyén di; va (3) da hoac dang du lich tai mot trong bdn dia ban nghién ctru trong
vong 12 thang gan nhat.

— Phwong phdp tinh ¢& mau toi thiéu: Trong lun an tac gia sit dung phuong phap
can bac hai nghich dao ciia Kock va Hadaya (2018) theo khuyén nghi cua Hair va cong
su (2022). Cu thé, gia dinh véi mirc ¥ nghia 13 5% va hé sd duong dan ti thiéu nam
trong khoang 0,11 - 0,2 thi kich thuédc mau tbi thiéu duoc tinh toan nhu sau: ¢& mau tdi
thiéu (n_min) > (2,486/0,2)? > 154,505 ~ 155 quan sat. Thuc té s6 mau thu duoc 514
mau, 16n hon nhiéu so véi c& mau t6i thiéu can phai dat 1a 155 mau dugc dé cap o trén.

— Céng cu thu thdp dir liéu: Bang cAu hoi khao sat dang gidy (Phu luc 8) di hoan
thién sau nghién ctru dinh lugng so b, bao gém cac cau hoéi sang loc, thong tin nhan
khau hoc va 46 bién quan sat do luong cac khai niém SMMA (5 thanh phén), TE (5
thanh phan), DT, SA va DL (2 thanh phan) bang thang do Likert 7 cap do.

— Quy trinh thu thap di liéu thuc dia:

o Thoi gian: Tir thang 01/2024 dén thang 04/2024.

o Thuc hi¢n: Dir liéu dugc thu thap truc tiép bdi cac nhom sinh vién va hudng dan
vién du lich dia phuong da duoc tip huan ki ludng tai 4 dia ban: Pa Ning, Phu Yén,
Khanh Hoa, Ninh Thuan.

o Khao sat: Pap vién du tiéu chuin duoc moi tham gia ty nguy¢én, 4n danh va duogc
huéng dan hoan thanh bang hoi.

— Két qua thu thdp: Sau sang loc, con 514 phiéu khao sat hop 1€, déy du dir liéu duoc
dua vao phan tich, phan b cy thé nhu sau: Pa Nang (150), Pha Yén (105), Khanh Hoa
(160), Ninh Thuan (99) s& dugc trinh bay chi tiét trong chuong 4 tiép theo. Kich thudc
mau nay dap Gmg tdt cac yéu cau cho phan tich PLS-SEM (Hair va cong su, 2022).
3.5.2.2. Phwong phdp va quy trinh phdn tich dit liéu chinh thirc

Trong nghién ctru ndy, ki thuat mé hinh phwong trinh cau triic binh phuong t6i
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thiéu tmg phan (PLS-SEM) duoc Iya chon 1am phuong phap phan tich dir liéu chinh,
thuc hién béng phﬁn mém SmartPLS 4.0. Lya chon nay dua trén cac 1y do sau: Tha nhét,
PLS-SEM pht hop v6i muc tiéu nghién ciru mang tinh dy béo, vi phuong phap niay nhan
manh vao viéc t6i da hoa kha ning giai thich phuong sai cta cac bién phu thudc (10ng
trung thanh - DL), cic bién trung gian (SA, TE) va bién diéu tiét (DT). Thi hai, PLS-
SEM c6 kha ning xt 1y cac md hinh phirc tap, véi nhiéu bién tiém 4n va nhiéu mdi quan
hé truc tiép ciing nhu gian tiép, dic biét pht hop vi mé hinh nghién ctru dé xuét trong
luan an, von bao gdm céc céu tric bac cao nhe SMMA (gdm 5 thanh phan), TE (gdm 5
thanh phan) va DL (gém 2 thanh phan). Thit ba, PLS-SEM c¢6 yéu cau linh hoat hon so
v6i CB-SEM vé cac gia dinh phan phdi dir liéu, cho phép 4p dung hiéu qua ngay ca
trong cac trudng hop dit liéu khong tuan theo phan phdi chuan (Vii Hiru Thanh va
Nguyén Minh Ha, 2023; Hair va cOng su, 2022; Sarstedt va cong su, 2023).

Bén canh do, phé”m mém SPSS 20 dugc sir dung dé lam sach dit liéu, thuc hién
thdng ké mo ta va kiém dinh so bd d6 1éch phwong phap chung (CMB).

Quy trinh phan tich dit li¢u dinh lugng chinh thic (N = 514) duogc thyc hi¢n mot
cach bai ban va khoa hoc, str dung két hop phan mém SPSS 20 cho cac budc tién xir ly
va SmartPLS 4.0 cho phan tich M6 hinh phuong trinh ciu trac (PLS-SEM). Quy trinh
bao gdm céc bude chinh sau:

a. Chuan bi, sang loc dir liéu va kiém tra so bé (trén SPSS 20)

» Ma hoa, nhdp liéu va lam sach: Dt liéu tr 514 phiéu hop 1¢ dugc ma hda va
nhap vao SPSS. Tién hanh kiém tra va xur 1y cac gia tri thiéu (sau loai bo truong hop
thiéu thong tin dit liéu con lai 514/550 phiéu khao sat hop 18, day du dir licu).

> Théng ké mé ta: Thuc hién thong ké mo ta tan suét cho cac bién dinh danh (s&
duogc trinh bay chi tiét trong chuong 4 tiép theo) va théng ké mé ta (Gia tri trung binh,
Do 1éch chuan) cho cac bién quan sat theo thang do Likert dé kiém tra tinh hop 1y va
phan phdi ban dau cuta dir licu.

> Kiém tra sai léch phiong phdp chung (CMB): Sai léch phuong phép chung
(CMB) 1a mdt quan ngai tiém tang trong cac nghién ctru dua trén dit liéu khao sat, noi
phuong sai ctia cac mbi quan hé co thé bi thoi phong do phuong phap do luong chung
thay vi do ciu tric 1y thuyét thuc su (Podsakoff va cong su, 2003). Dé dam bao tinh hop

16 va do tin cay cua két qua, nghién ctru nay ap dung ddng thoi 3 k¥ thudt duoc cac
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chuyén gia hang dau khuyén nghi (Kock va Lynn, 2012; Tehseen va cong su, 2017;
Kock, 2015).

Phwong phdp 1: Kiém dinh don nhan té ciia Harman (Harman's Single-Factor Test)

Pay 1a mot ki thuat truyén thong duoc sir dung nhu mot budce kiém tra ban dau vé
su hién dién cua CMB.

— Muc dich: Kiém tra xem c6 mot nhan t6 chung don 1¢ nao giai thich cho phan 16n
phuong sai trong toan bo dit li€u hay khong. Su tdn tai ciia mot nhan td nhu vay 1a mot
dau hiéu cia CMB (Tehseen va cong su, 2017).

— Quy trinh thuwc hién: Tat ca cac bién quan sat trong md hinh duoc dua vao phan
tich nhan t6 kham ph4d (EFA) trén SPSS véi phuong phéap trich xuét Principal
Component Analysis va khong st dung phép xoay nhan t6.

— Tiéu chi danh gid: Néu nhan t6 don 1¢ dau tién giai thich it hon 50% tong phuong
sai, ¢ thé so bo két luan rang CMB khong phai 1a mot van dé nghiém trong trong bo dir
lidu (Tehseen va cong sy, 2017). Tuy nhién, Tehseen va cong su (2017) ciing luu ¥ rang
kiém dinh nay “khong nhay” va chi nén dugc xem 1a mét chi bio ban dau chu khong
phai 1a mot bang chimg két luan.

Phwong phdp 2: Kiém tra da cong tuyén toan dién (The Full Collinearity Test)

Pé dam bao cac ciu tric trong mo hinh nghién ctru 1a khéc biét vé mat thuc nghiém
va khong c6 su du thira (redundancy), nghién ctru 4p dung Kiém dinh da cong tuyén
toan dién theo phwong phap luan cua Kock va Lynn (2012). Pay 1a mot k¥ thuat chan
doan nghiém ngit, c6 kha ning phat hién ca cong tuyén doc va cong tuyén ngang, nhirng
van dé thuong bi bé qua bai cac kiém dinh VIF truyén théng.

— Mouc dich: Cung cép mdt bai kiém tra toan dién duy nhat dé xac dinh xem c6 su
cong tuyén giita bat ky cau tric tiém an nao trong mo hinh hay khong, qua d6 khang
dinh tinh phan biét ctia cac khai niém nghién ciru. Két qua nay ciing 1a mot bang ching
gian tiép cho thiy CMB khong dii nghiém trong dé gay ra van dé cong tuyén.

— Quy trinh thuc hién

Quy trinh thyc hi¢n kiém dinh da cong tuyén toan dién duoc tién hanh qua ba budc
chinh, tuén thu theo phuong phap ctia Kock va Lynn (2012):

(1) Tao bién phu thudc gia (Dummy Criterion Variable): Mot bién gia ngiu nhién

(random dummy variable) dugc tao ra va thém vao b dir li¢u géc. Bién nay
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khong c6 mdi lién hé 1y thuyét voi bat ky bién nao khac va chi dong vai tro 1a
mot bién phu thudc chung tam thoi.

(2) Thiét 14p mé hinh hoi quy toan dién: Mot mé hinh hdi quy tam thoi duge thiét
1ap, trong d6 tt ca cac cau trac tiém an ctia nghién ctru duoc sir dung 1am bién
doc lap (predictors) dé du doan cho bién gia ngau nhién (dong vai tro 13 bién
phu thudc chung).

(3) Uéc tinh va danh gia VIF: Thuat toan PLS (PLS Algorithm) dugc thuc thi trén
mo hinh tam thoi nay. Cac gia tri Hé s6 phong dai phwong sai (Variance
Inflation Factor - VIF) cho moi cAu tric doc 1ap sau do dugc xem xét dé d¢anh
gia mirc do da cong tuyén.

— Tiéu chi danh gid: Theo khuyén nghi ctia Kock va Lynn (2012); Kock (2015),
ngudng tiéu chuan duoc 4p dung 1a 3,3. Néu tat ca cac gia tri VIF cua cac cdu trac déu
nho hon 3,3 c6 thé két luan rang da cong tuyén khong phai 1a mot van dé dang lo ngai

trong mo hinh.

Phwong phdp 3: Str dung nhan t6 chung (Partialling Out of General Factor)
Day 1a mot ky thuat chin doan duoc st dung dé danh gid tac dong tiém tang cua
CMB dura trén khuyén nghi ctia Tehseen va cong sy (2017).
— Muc dich
Muc dich ctia phuong phap nay 1a dé kiém tra xem liéu mot nhan t6 chung (General
Factor) duy nhat, dugc cho 13 dai dién cho phwong sai phuong phéap chung, ¢ giai thich
mot phan déng ké trong phuong sai cta cac bién ndi sinh hay khong. Qua d6, danh gia
mirc d6 nghiém trong cia CMB ddi vai cac két qua nghién ciru.
— Quy trinh thuc hién

Quy trinh dugc thyc hién gém 3 budc nhu sau:

(1) Trich xuét nhan t chung: Thuc hién Phan tich nhan t5 kham pha (EFA) trong
SPSS, bao gom tat ca cac bién quan sat (items) ctia mo hinh. Sir dung phuong
phap trich xuat Principal Component Analysis va khong xoay nhan td
(unrotated solution). Luu diém sb nhan t6 (factor scores) ctia nhan t6 dau tién
dé tao ra bién “Nhan t6 chung”.

(2) Phén tich md hinh gc: Trong SmartPLS, chay mé hinh nghién ciru ban dau

va ghi lai cac gia tri HE s6 xé&c dinh (R?) cta tat ca cac cau trac ndi sinh.

81



(3) Phan tich mé hinh hiéu chinh: Thém bién “Nhan t6 chung” vao mé hinh nhu
mét ciu trac ddc lap, sau d6 vé& cac duong dan tir nd dén tat ca cac cAu trac ndi
sinh. Chay lai thuat toan PLS dé c6 cac gia tri R? da dugc hi¢u chinh.

— Tiéu chi danh gia

Tiéu chi dé danh gia tac dong cia CMB dua trén su thay ddi cua hé sd xac dinh
(R?) ctia cac cau trac ndi sinh trudc va sau khi thém Nhan t6 chung. Theo Tehseen va
cong sy (2017), CMB dugc xem 1a khong phai van dé nghiém trong néu viée bd sung
Nhan t6 chung chi dan dén mét su gia ting khong dang ké trong cac gia tri R2 Nguoc
lai, mgt sy gia tang dang ké trong R? sau khi hi¢u chinh s¢€ la béng chtrng cho théy CMB
dang ton tai va c6 kha ning lam sai 1éch cac két qua ctia nghién ctru.

b. Banh gia mé hinh do lvong (trén SmartPLS 4.0)

Budc nay nham xac nhan do tin cay va do gia tri cua cac thang do dung dé do
ludng cac cu tric tiém an phan anh bic mot (FOCs: INF, INT, PER, TRE, EWOM, ID,
EN, AT, AB, SI, DT, SA, RE, WOM).

— Do tin cay:

o Nhét quan ndi tai: Panh gia cha yéu qua do tin cdy tong hop (CR), yéu cau CR
>0,7. Hé s6 Cronbach’s Alpha ciing duoc xem xét (yéu cau > 0,7). Gia tri CR/Alpha
cao hon 0,90 (hoic 0,95) can dugc luu ¥ vé kha niang du thira chi bao (Hair va cong
su, 2022).

o Do tin cay chi bao: Kiém tra hé so tai ngoai. Yéu cau hé s6 tai ngoai > 0,7. Céc
hé sb tai ngoai trong khoang [0,4 - 0,7] co thé duoc gitr lai néu CR va AVE dat yéu
cau va khong anh hudng tiéu cuc dén gia tri phan biét hay noi dung thang do. hé sd tai
ngoai < 0,4 can bi loai bo (Hair va cong su, 2022; Sarstedt va cong sy, 2019).

— Do gid tri:

o Gia tri hoi tu: X4c nhan qua phuong sai trich trung binh (AVE). Yéu ciu AVE
> (0,5 (Hair va cdng su, 2022).

o Gia tri phan biét: Sir dung ty 1& phuong sai di biét - dong biét (HTMT) lam
tiéu chi chinh. Yéu cAu HTMT < 0,85 (gitra cac cAu trac khac bi¢t) hoac HTMT < 0,9
(gitra cac cAu trac tuong d@)ng) (Hair va cdng su, 2022; Henseler va cdng su, 2015).

c. Ddnh gid mé hinh cdu triic (trén SmartPLS 4.0)

Dé kiém dinh cac gia thuyét, mo hinh cu tric dugc ude tinh sau khi mé hinh do
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luong cho tAt ca cac cAu trac bic mot (FOCs) da dugc xac nhan vé do tin cay va gia tri.
Do md hinh nghién ctru bao gém cic ciu triic bic cao (SMMA, TE va DL), phuong
phap hai giai doan nhiing (embedded two-stage approach) da dugc ap dung (Vi Hitu
Thanh va Nguyén Minh Ha, 2023).
> Quy trinh thuwc hién ciia phirong phép ndy gom 2 giai doan nhw sau:
— Giai doan 1: Uébc tinh diém sb bién tiém 4n (Latent Variable Scores - LVS).

o Mot mé hinh chi bao gdm tat ca cac ciu truc bic mot (FOCs) va cdc chi bao
(items) twong Gng ctia chung dugc phan tich bang thuat toan PLS.

o Muc dich cua giai doan nay 1a dé tinh toan va trich xuét cac diém sd bién tiém
an (LVS) cho mdi FOC.

— Giai dogn 2: Uéc tinh M6 hinh Cau truc.

o Mot mo hinh ciu tric méi duge thiét l1ap. Trong md hinh nay, cac cAu tric bac
cao (SMMA, TE va DL) duoc do luong boi cac diém sé LVS ctia cac FOCs thanh phan
dd duoc tinh ¢ Giai doan 1. Céac céu triic bac mot khac trong mo6 hinh (SA) cling duogc
dai dién boi chinh diém s6 LVS cua chung.

o Thuat todn PLS va thu tuc Bootstrapping dugc thuc thi trén mo hinh Giai doan
2 dé kiém dinh cac gia thuyét nghién ciru.

> Kiém tra da céng tuyén: Tinh toan hé s6 VIF cho céc ciu trac du béo. Yéu ciu
VIF <5 (hodc than trong hon 1a < 3,3) (Hair va cOng sy, 2022).
> Pdanh gid, kiém dinh cdc tdc ddng truc tiép va gidn tiép (Vi Hitu Thanh va
Nguyén Minh Ha, 2023)
— Chay thuat toan Bootstrapping (5.000 mau lip, two-tailed test, a = 0,05).
— Kiém dinh tac dong truc tiép: Danh gia hé sé duong dan (B) (dau, d6 16n) va y
nghia thong ké (p-value<0,05) cho cac mbi quan hé truc tiép di 1ap luan trong chuong 2.
— Phan tich tac dong gian tiép: Kiém dinh ¥ nghia thong ké (p-value hodc khoang
tin cay bootstrap) ctia cac dudng dan gian tiép cu thé dé danh gia vai tro trung gian ctia
SA va TE trong mdi quan hé giita SMMA va bién két qua DL.
> Kiém dinh tac dong diéu tiét ciia DT 1én cdc moi quan hé trong mé hinh
— Dékiém dinh vai tro diéu tiét cia Niém tin diém dén (DT), nghién ctru d 4p dung
phuong phap hiéu tng twong tac. Trong do, bién diéu tiét DT da duoc bién d6i thanh mot

bién gia nhi phan. Cu thé, dya trén diém trung binh cua céc bién quan sat thanh phan
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(DT1-DT4), cac trudng hop dugc phan vao nhom “Niém tin thap” (ma héa 13 0, v6i diém
trung binh < 4) va nhém “Niém tin cao” (mé héa 1a 1, v6i diém trung binh > 4).

— Kiém dinh y nghia thong ké: Panh gia qua hé sé duong dan (B) va gia tri p (p-
value). Néu p < 0,05 két luan DT c6 tac dong diéu tiét ¥ nghia thong ké 1én mdi quan hé
xem Xxét.

— Dién giai tic dong diéu tiét: Khi c6 y nghia, phén tich 6 dbc trong SmartPLS
s& duoc dung dé truc quan hoa va dién giai su thay d6i cia mdi quan hé giira bién doc
1ap va phu thudc tai cac mirc d khac nhau cua bién diéu tiét (DT thap va cao).

» Danh gia sirc manh giadi thich, danh gia sircc manh du bao

— Panh gia stirc manh giai thich thong qua hé sé xac dinh R2.

— Panh gia strc manh du bao: Thuc hién thu tuc PLSpredict. Panh gia Q* predict
> () va so sanh PLS-RMSE (hodac MAE) vo1 LM-RMSE (hodc MAE) cho cac chi bao
clia cac cau tric ndi sinh cudi cung (Hair va cong sy, 2022).

d. Giai doan 4: Phan tich b6 sung (trén SmartPLS 4.0)

— Phén tich TAm quan trong — Hiéu suat (IPMA): Ap dung cho long trung thanh
diém dén (DL), IPMA dong thoi anh xa tam quan trong (tong tac dong cia SMMA, TE,
SA 1én DL) va hiéu suat (diém s bién tiém an trung binh chuén hoa) ciia cac ciu tric
tién t6 nay. Két qua IPMA gitip xac dinh céac linh vuc chién lugc wu tién can thiép dé
nang cao long trung thanh du khach (Hair va cdng su, 2022; Ringle va Sarstedt, 2016).
Niém tin diém dén (DT), voi vai tro diéu tiét va duoc ma hoa nhi phan (0/1), s& khong
dua vao IPMA nhu mot tién to truc tiép ciia DL dé tranh dién giai sai 1éch vé tam quan
trong tuyén tinh; ham y quan tri lién quan dén DT s& dya trén két qua kiém dinh diéu
tiét va hiéu suét hién tai cua no.

— Panh gia anh huong cia bién kiém soat nhan khau hoc: Tac dong cta cac bién
nhan khau hoc chinh (giéi tinh, tudi, thu nhap) — da dua vao mé hinh nhu bién kiém soat
— 1én bién noi sinh (DL) s& dugc danh gia. Hé sb duong dan (B), gia tri p s& dugc bao
c4o. Phén tich nay xé4c dinh lidu cac yéu to nhan khau hoc c6 anh hudng dang ké dén
bién két qua sau khi kiém soat tic dong ctia cac cdu tric chinh, qua d6 cung cd tinh viing

chac cua két luan nghién ctu.
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Chuong 4. KET QUA NGHIEN CUU VA THAO LUAN

4.1. Mo ti miu va dir li¢u nghién ciru
4.1.1. DPic diém nhin khéau hoc va tinh dai dién ciia méu khdo sdt

Dic diém ctia mau nghién ciru (N=514), dugc thu thip thong qua phuong phép lay
mau phi xac suat két hop gitra thudn tién va han ngach (quota sampling), cho thidy mot
su phtl hop cao giita cau triic mau va cac muc tiéu nghién ctru trong tdm cta ludn an.

Bang 4.1: Thong ké mé ta vé nhan khau hoc ciia du khach tham gia khao sat

Nhan khau hoc S6 lwong/514 | Ty 18 (%)
Nam 263 51,17
Gidi tinh

Nit 251 48,83
18 - 29 tudi 216 42,02
: 30 - 39 tudi 165 32,10

bo tudi -
40 - 49 tudi 84 16,34
Ttr 50 tudi trd 1én 49 9,54
Tir 5 triéu trd xudng 51 9,92
Thu nhap binh quan hang thang | > 5 — 10 triéu dong 184 35,80
> 10 triéu dong 279 54,28
Pa Nang 150 29,18
w Phu Yén 105 20,43

Dia diém dang tham quan

Khanh Hoa 160 31,13
Ninh Thu4n 99 19,26

Nguon: T nghién curu cua tdc gia

Vé phén bé dia 1y, co cAu mau (Pa Ning: 29.2%; Khanh Hoa: 31,1%; Pht Yén:
20,4%; Ninh Thuén: 19,3%) da duoc thiét ké dé phan 4nh mot cach twong xtng trat tuy
va quy mo thi truong thuc té ctia khu vuc. Cu thé, hai trung tam du lich dan dat thi
truong 1a Pa Nang (10,9 triéu khach nim 2024) va Khanh Hoa (10,6 triéu khach nim
2024) chiém ty trong méu 16n nhat. Nguoc lai, hai diém dén méi ndi 1a Phu Yén (hon 4
triéu khach) va Ninh Thuan (hon 3,4 triéu khach) c6 ty trong mau thap hon, phu hop véi
quy mé dén khach ctia cac dia phuong nay. Cau tric phan tang nay cho phép nghién ctru
ghi nhin duoc quan diém tir mot phd du khach da dang, trai dai theo cac giai doan phat
trién khac nhau cua diém dén, tir d6 nang cao tinh khai quéat hoa ctia két qua trong boi
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canh toan vung.

Vé mdt nhan khau hoc, viéc ap dung phuong phap 1dy mau theo han ngach da dam
bao mau co su can bang vé giGi tinh (Nam 51,2%; Nir 48,8%) va c¢b co cau tbi uu cho
muc tiéu nghién ciru. Ciu tric nay thé hién mot sy phu hop vé mit 1y thuyét véi cac
bién sd cbt 15i:

— Thir nhdt, sy tap trung ctia mau vao cac thé hé tré (Gen Z: 42,0%; Gen Y: 32,1%)
— nhitng nguoi dung ¢t 16 va tich cuc nhét cua mang xa hdi — tao ra mot bdi canh tbi
wu dé kiém dinh tic dong cila cac hoat dong marketing qua mang xa hoi (SMMA)).

— Thir hai, mirc thu nhap khé tro 1én (90% c6 thu nhap >5 triéu ddng/thang) cua da
s6 dap vién dam bao rang miu nghién ctru c6 du kha ning chi tra va sy quan tim cin
thiét dé hinh thanh cac danh gia sau sic vé Sy hai 1ong (SA) va Long trung thanh (DL).

Tém lai, cAu tric mau cta nghién ciru 13 san pham ctia mot quy trinh thu thap dir
lidu c6 chu dich. Viéc ap dung phuong phéap l1ay mau theo han ngach, két hop véi chién
luge da dang hoa mau vé khong gian va thoi gian (trai déu cac khung gio trong ngay,
ngay thudng va cudi tuan), da giup giam thiéu sai léch lya chon va ting cudng tinh dai
dién cho phan khiic du khach muc tiéu. Sy twong thich vé phan b dia 1y va su phii hop
vé mat ly thuyét ctia dic diém nhan khau hoc di tao ra mot nén tang dir li€u viing chéc,
dam bao gia trj va do tin cdy cho cac két qua kiém dinh mo hinh.

4.1.2. Kiém tra so bé dir liéu va sai léch phwong phdp chung (CMB)

Sau khi hoan tat viéc lam sach va chuan bi dit liéu (N=514) nhu mo ta & chuong
3, bude kiém tra so bd cudi cung trude khi phan tich mé hinh chinh thire 13 danh gia
nguy co tiém an ciia sai 1éch phuong phap chung (CMB). CMB 1a mét dang sai 1éch hé
théng 6 thé phat sinh khi céc bién doc 1ap va phu thudc duogc thu thap tr cung mot
ngudn, cung thoi diém, c6 kha ning 1am ting hodc giam gia tao cac mdi twong quan
giita cac bién (Podsakoff va cong su, 2003). Pé chan doan CMB, nghién ciru nay da sir
dung ddng thoi 3 phuong phéap: (1) kiém dinh don nhén t6 cia Harman (Podsakoff va
cong su, 2003), (2) kiém dinh da cong tuyén toan dién (Kock, 2015) va (3) k¥ thuét sir
dung nhan t6 chung (Tehseen va cong su, 2017).
4.1.2.1. Kiém dinh don nhan t6 cia Harman (Harman's one-factor)

K¥ thuat nay duoc thyc hién bang cach dua tit ca cac bién quan sat (items) do

ludng cac cu trac phan anh trong moé hinh vao phan tich nhan té kham pha (EFA) trong
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SPSS 20, sir dung phuong phap trich xuat Principal Component Analysis va khong thuc

hién phép xoay. Két qua phan tich Tong phuong sai duoc giai thich (Phu luc 9.1) cho

thiy phuong sai trich 1a 37,038% < 50%. Két qua trén cho thdy khong c6 sy hién dién

cua CMB (Podsakoff va cong su, 2003).

4.1.2.2. Kiém dinh CMB bang phwong phdp da cong tuyén toan dién (The full
collinearity test)

bé tang thém do tin cay khi dua ra két luan vé CMB, nghién ctru nay da thuc hi¢n
Kiém dinh da cong tuyén toan dién theo khuyén nghi ctiia Kock (2015). K¥ thuat nay
cung cap mot bai kiém tra nghiém ngit vé da cong tuyén bang cach hdi quy tat ca cac
cdu tric tiém an ctia md hinh vao mot bién phu thudc gia ngau nhién (random dummy
variable) dé tinh toan cac gia tri Hé sb phong dai phuong sai (VIF). Két qua phan tich
dugc (Phu luc 9.2) cho thay tat ca cac gia tri VIF cta cac cau trac trong md hinh déu
nhé hon ngudng dé xuét 1a 3,3 (Kock, 2015). Gia tri VIF cao nhat ghi nhan duoc la
2,655 (ddi véi cau tric WOM), van thap hon dang ké so véi ngudng tiéu chuan. Theo
Kock (2015), khi tat ca cac gia tri VIF trong kiém dinh toan dién déu dudi ngudng 3.3,
c6 thé két luan rang da cong tuyén khong phai 1a mot van dé dang lo ngai trong mé hinh
nghién ctru. Pidu nay khang dinh rang cac cdu tric tiém an duogc sir dung trong nghién
ctru 1a khéac biét vé mit thue nghi¢m va khong co su ch6ng chéo dang Kké.

Hon nira, két qua nay ciing cung cp bang ching gian tiép cho thdy CMB, néu co,
cling khong di nghiém trong dé giy ra cac van dé vé cong tuyén trong dit liéu. Do do,
céc két qua ctia mo hinh cau tric c6 thé duoc dién giai mot cach tin ciy ma khong bi sai
léch boi cac van dé vé da cong tuyén.
4.1.2.3. K3 thudt sir dung nhdn t6 chung (Partialling Out of General Factor)

Ngoai 2 phuong phap & trén, dé danh gia CMB nghién ctru ndy ciing di 4p dung
k¥ thuat sir dung nhén t6 chung theo huéng dan ciia Tehseen va cong su (2017). Quy
trinh nay bao gém viéc so sanh hé sb xac dinh (R?) cua cac cAu trac noi sinh trong mo
hinh trude va sau khi dwa mot “Nhan t6 chung” (General Factor) vao dé kiém soat
phuong sai chung. Nhan t6 chung nay duoc trich xuét tir phan tich nhan t6 khong xoay
clia tat ca cac bién quan sat trong nghién ciru.

Két qua phan tich (Phy lyc 9.3) cho thay, sau khi dwa Nhan t6 chung vao mé hinh
dé kiém soat phwong sai phuong phap, cac gia tri hé sé xac dinh (R?) cua tat ca cc cu

tric ndi sinh gan nhu khong thay d6i. Mirc thay d6i (AR?) quan sat dugc 1a khong dang
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ké, v6i gia tri 16n nhat chi 1a +0,004 (d6i voi cdu trac PER). Theo Tehseen va cong su
(2017), néu viéc bd sung Nhan t chung khong din dén su gia ting dang ké trong gia tri
R2, diéu nay cho thay rang phuong sai chung khong giai thich thém mot phan bién thién
quan trong nao cua cac bién ndi sinh. Do d6, c6 thé két luan ring CMB khong phai 1a
mot van dé nghiém trong trong nghién ctru nay. Két qua nay ciing cd do tin ciy cua cac
mbi quan hé dugc wdc tinh trong mé hinh va cho thiy rang cac két luan cua nghién ctru
khong bi sai 1éch dang ké bai phuwong phap do ludng chung.

Véi cac két qua kiém dinh vé CMB ndi trén, ciing véi cac bién phap phong ngira
trong thiét ké khao sat (nhu dam bao tinh an danh, bd cyc 1 rang), da cung cd sy tin cay
cua dit lidu dé tiép tuc cac phan tich PLS-SEM ¢ giai doan tiép theo.

4.2. Danh gia moé hinh do luwdng

Nhim xéac dinh do tin cay va do gia tri cia cac thang do duoc sir dung dé do luong
cac cAu tric tiém an bac 1 (FOCs) trong md hinh nghién ctru (Hinh 4.1). Cac FOCs bao
gdém: 05 thanh phan cia SMMA (gom: INF, INT, PER, TRE, EWOM), 05 thanh phan
ciia TE (gom ID, EN, AT, AB, SI), 2 thanh phan cia DL (gdom Y dinh quay tro lai (RE)
va truyén miéng (WOM)), ciing véi SA va DT.

SA1 SA2  SA3 SM
A ‘ < Pl
INF1 0.850.852 0.8425 gay
0.849 ~ -

INF2 0.835
0.864

.71 000— DT

INF3 INF .
INT1
0.838 0.742 0.403 0865
INT2 0.830 0.863» RE2
0.840 0.875,
LE INT 0.787 RE
PER1
0.850 P
0.721
PER2 0.850@“’"’
0.826 SMMA
PER3
PER 0.819
0.465 874"
TRE1 (17N -0.885> WOM2
0.859@ 0.698 0893,
TRE2 0.867
0873 wom
TRE3
TRE
EWOM1
0.846
EWOM:0.845
0.838 0.831 0.687 0.732 0.794 0.710
EWOM3 o
si
ID AT 2B
EN
! TN /A
0.855 0.868 0.862 0.839 0.843 0.829 0.8010,836 0.8250.800 0.8300,841 0.8240.833 }847 0.8210.834
D1 ID2 D3 EN1 EN2 EN3  AT1 AT2 AT3 AT4 AB1 AB2 AB3 AB4 s sz s13

Hinh 4.1: Xay dung mé hinh dwong din ciu triic bac 1 (Giai doan 1)
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4.2.1. D tin cdy va gid tri hji tu ciia cdc cdu tric bic 1 (FOCs)

Do tin cay va gia tri hoi tu cua cac thang do dugce danh gia thong qua cac chi sb
sau: Hé s6 tai ngoai phan anh d6 tin cdy chi bao; D tin cdy tong hop (CR) va Cronbach’s
Alpha phan 4nh d9 tin cay nhat quan ndi tai; bén canh d6 Phuong sai trich trung binh
(AVE) phan anh gia trj hoi tu. Két qua chi tiét duoc trinh bay trong Phu luc 10.1 va 10.2,
dong thoi dugc tom tit tai Bang 4.2 bén dudi.

Két qua danh gia mo hinh do ludng béc 1 cho thay:

— DG tin cdy chi bdo: Toan bd 46 bién quan sat (trong d6 c6 4 bién quan sat cua
DT) duoc gitr lai sau cac giai doan hi¢u chinh déu thé hién d6 tin cay rat cao, véi tat ca
cac Hé s6 tai ngoai (Phu luc 10.1) déu 16n hon 0,8. Gia tri nay vuot xa ngudng t6i thiéu
0,7, cho thay mdi chi bao dong gop rét tot vao viéc do luong ciu triic tiém an tuong tng
va giai thich dugc phan 16n phuong sai cua chinh nd (Hair va cong su, 2022; Sarstedt
va cong su, 2019).

— DG tin cdy nhdt qudn néi tai: Cac thang do déu thé hién tinh nhat quan ndi tai tot.
Hé s6 Cronbach's Alpha dao dong tir 0,782 dén 0,868 va Do tin cay tong hop (CR) dao
dong tir 0,783 dén 0,869 (Bang 4.2). Tat ca cac gia tri ndy déu cao hon ngudng khuyén
nghi 0,70, khfmg dinh r@'mg cac nhoém chi bao trong mdi thang do do ludng mot cach
nhat quan cing mot khai niém tiém an (Vi Hiru Thanh va Nguyén Minh Ha, 2023; Hair
va cong su, 2022).

— Gid tri héi tu: TAt ca cac ciu trac bac 1 déu dat do gia tr1 hoi ty tdt, véi phuong
sai trich trung binh (AVE) dao dong tir 0,665 (AT) dén 0,781 (WOM) (Bang 4.2). Cac
gia tri AVE nay déu 16n hon dang ké so v6i ngudng yéu cau 0,50, ching to rang cac cdu
tric tiém an giai thich duoc trung binh hon 66% phuong sai cua cac chi bao do luong
chiing (Vii Hitu Thanh va Nguyén Minh Ha, 2023; Hair va cong su, 2022).

Nhu vay, két qua phan tich khang dinh rang tit ca cic thang do bac 1 sir dung trong
nghién clru déu dat céac yéu cau vé do tin cay va gia tri hoi ty, tao nén tang ving chic

cho céac phén tich tiép theo vé gia tri phan biét va mé hinh cau truc.
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Bang 4.2: Két qua danh gia d¢ tin ciy va gia tri hdi tu ciia cac Thang do (cAu tric bac 1)

STT Thang do/Thanh phan Ky hi¢u qlslgn HEé so tai ngoﬁi Cronbach's c:f?)? ttf::llg :)al:l:zlclﬁ Pénh gis
(FOCO) Sat (Outer loadings) Alpha hep (CR) | (AVE)
A | Thanh phian SMMA SMMA
Al | Thong tin INF 3 0,835 - 0,864 0,807 0,808 0,722 Pat yéu cau
A2 | Tuong tac INT 3 0,830 - 0,840 0,785 0,786 0,699 Pat yéu cau
A3 | Canhan hoa PER 3 0,826 - 0,850 0,795 0,796 0,709 Pat yéu cau
A4 | Xu hudng TRE 3 0,859 - 0,873 0,834 0,835 0,751 Pat yéu cau
A5 | Truyén miéng dién tir EWOM 3 0,838 - 0,846 0,796 0,796 0,710 Pat yéu cau
B | Thanh phin TE TE
B1 | Sy nhan di¢n ID 3 0,855 - 0,868 0,826 0,827 0,742 Pat yéu cau
B2 | Sy nhiét tinh EN 3 0,829 - 0,843 0,787 0,787 0,701 Pat yéu cau
B3 |Suchuy AT 4 0,800 - 0,836 0,832 0,833 0,665 Pat yéu cau
B4 | Sy cubn hat AB 4 0,824 - 0,841 0,852 0,853 0,693 Pat yéu cau
B5 | Tuong tac xa hoi SI 3 0,821 - 0,847 0,782 0,783 0,696 Pat yéu cau
C | Sw hai long du khach SA 4 0,834 - 0,859 0,868 0,869 0,717 Pat yéu cau
D | Thanh phan DL DL
D1 | Y dinh quay tro lai RE 3 0,863 - 0,875 0,836 0,836 0,753 Pat yéu cau
D2 | Y dinh truyén miéng WOM 3 0,874 - 0,893 0,860 0,860 0,781 Pat yéu cau

Nguon: T nghién cuu cua tac gia
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4.2.2. Gid tri phén biét giita cdc ciu triic bic 1

Gia tri phan biét 12 tiéu chi quan trong dé dam bao rang mdi cau trac tiém an trong
mo hinh 1a duy nhét va khac biét vé mit thuc nghiém so vdi céac cAu tric khac. Phuong
phap duogc wu tién sir dung dé danh gia gia tri phan biét trong nghién ctru nay 1a ty 1¢
phuong sai di biét - dong biét (HTMT), véi ngudng khuyén nghi HTMT < 0,85 (hoic <
0,90 ddi véi cac cdu tric co tinh twong ddng cao vé mit 1y thuyét) (Hair va cong su,
2022; Henseler va cong su, 2015). Két qua phan tich gia tri HTMT cho tat ca cac cip
cAu trac bac 1 trong mé hinh nghién ctru duoc phan tich bang k¥ thuat PLS Algorithm
(Bang 4.3) va Bootstrap 5.000 mau con (Phu luc 10.3). Két qua cho thdy tat ca cac gia
trif HTMT gitta cac cip ciu triic tiém an bac 1 déu thap hon ngudng 0,85 (Hair va cong
su, 2022; Henseler va cong sy, 2015). Nhu vay, co thé két luan rﬁng tAt ca céac céu trac
tiém 4n bac 1 trong mo hinh nghién ciru déu dat do gia tri phan biét. Piéu nay khang
dinh rang mdi thang do do luong mot khai niém riéng biét va khong co su chong chéo
nghiém trong vé mit do ludng giita cac cu trac. Chat lugng ciia mé hinh do ludng bac
1 da duge dam bao, cho phép tién hanh cac phan tich mé hinh ciu tric tiép theo mot
cach tin cay.

4.2.3. Danh gid mé hinh do luwong tong thé (bdc 2)

Sau khi x4c nhén céc ciu trac bac 1 (FOCs) dat yéu cau vé do tin cay, do gia tr1 hoi
tu va phén biét (Muc 4.2.1 va 4.2.2), nghién ctru tién hanh dénh gia mé hinh do luong
tong thé s& duoc str dung dé kiém dinh mé hinh cau tric. Theo phuong phap hai giai doan
nhing (embedded two-stage approach), cac cau tric bac 2 (HOCs): SMMA va TE duoc
do ludong bang diém so bién tiém an (LVS) ctia cac FOCs thanh phan tuong tng. Tuong
tu, DL cling dugc xem xét nhu mot HOC do luong béng LVS cua 2 thanh phén bac 1 la
Y dinh quay tré lai (RE) va Y dinh truyén miéng (WOM). Su hai 1ong du khach (SA)
cling duoc thé hién bang LVS duoc tao ra ¢ giai doan 1. M6 hinh do luong tong thé nay
dugc danh gia lai vé do tin cay va dg gia tri (hdi tu va phan biét) nhu sau:
4.2.3.1. DG tin cdy va dé gid tri hdi tu ciia mé hinh tong thé

Két qua danh gia do tin ciy nhat quan noi tai (Cronbach’s alpha, CR) va do gia tri
hoi tu (AVE) cho tat c4 cac cdu triic trong mo hinh téng thé (giai doan 2) duoc tom tat

trong Bang 4.4.
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Bing 4.3: Két qui ma train HTMT ciia md hinh céu triic bac 1 tir PLS Algorithm trén SmartPLS

AB AT DT EN |[EWOM| ID INF INT PER RE SA SI TRE | WOM

AB

AT 0,528

DT 0,369 | 0,377

EN 0,475 | 0,467 | 0,343

EWOM | 0,529 | 0,476 | 0,343 | 0,495

ID 0,693 | 0,622 | 0,478 | 0,609 | 0,640

INF 0,609 | 0,539 | 0,362 | 0,530 | 0,471 | 0,717

INT 0,552 | 0,473 | 0,397 | 0,632 | 0,570 | 0,720 | 0,610

PER 0,527 | 0,427 | 0,347 | 0,510 | 0,487 | 0,552 | 0,479 | 0,590

RE 0,568 | 0,558 | 0,576 | 0,636 | 0,531 | 0,696 | 0,654 | 0,691 | 0,565
SA 0,632 | 0,559 | 0,458 | 0,631 | 0,623 | 0,734 | 0,687 | 0,680 | 0,603 | 0,818
SI 0,561 | 0,455 | 0,394 | 0,560 | 0,507 | 0,622 | 0,459 | 0,629 | 0,577 | 0,629 | 0,564

TRE 0,682 | 0,598 | 0,440 | 0,601 | 0,530 | 0,756 | 0,639 | 0,673 | 0,625 | 0,690 | 0,699 | 0,576

WOM | 0,636 | 0,608 | 0,607 | 0,628 | 0,603 | 0,765 | 0,714 | 0,691 | 0,623 | 0,683 | 0,810 | 0,625 | 0,746

Nguon: Tw nghién curu cua tdc gia
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Bang 4.4: Bdo cdo dj tin cay va do gia tri hoi tu ctiia thang do (Giai doan 2)

Hg¢ so Do tin cdy [Phwong
. . Cronbach’s | ,
Bién so va chi bao tai alpha tong hop (CR) sai trich
ngoai rho ¢ [ rho_a | (AVE)
Cac hoat dong marketing qua
mang % hgi (SMMA) 0,808 0,867 | 0,814 | 0,567
Thong tin (INF) 0,746
Tuong tac (INT) 0,790
Cé nhan hoa (PER) 0,717
Xu huéng 0,816
Truyén miéng dién tr (EWOM) | 0,689
Sw gin két ciia du khdch (TE) 0,808 0,867 | 0,817 | 0,568
Nhan dién (ID) 0,841
Nhiét huyét (EN) 0,712
Chu ¥ (AT) 0,709
Cudn hut (AB) 0,769
Tuong tac xa hdi (SI) 0,729
Long trung thanh diém dén (DL) 0,734 0,882 | 0,735 | 0,790
Y dinh quay tro lai (RE) 0,882
Truyén miéng (WOM) 0,895

Két qua Bang 4.4 cho thay tat ca cic cau tric trong mo hinh do luong tong thé (giai
doan 2), bao gém ca cac HOCs (SMMA, TE, DL) duoc do béng LVS va SA ciing duoc
thé hién béng LVS duoc tao ra & mo hinh béc 1, tit ca déu thoa man cac tiéu chi vé do
tin cdy nhat quan noi tai (Cronbach’s alpha, CR > 0,70) va gia tri hoi tu (AVE > 0,50).
Céc hé sb tai ngoai ciia chi bao (LVS) 1én cau triic twong tng déu dat mic chap nhan
dugc, dam bao do tin cay chi bao. Nhu vay, thang do ctia mo6 hinh téng thé vé6i cau trac
bac 2 dat do tin cay va gia tri héi tu (Hair va cdng su, 2022).
4.2.3.2. D¢ gid tri phan biét giiva cdc cdu triic ciia mé hinh tong thé

Sau khi danh gia do tin cay va do gid tri hoi tu ciia cac ciu trac tiém an, budc tiép
theo 1a kiém tra d6 gi4 trji phan biét. Tiéu chi ndy nham dam bao ring mdi ciu tric tiém
an trong mo hinh 1a khac biét rd rang vé mit thuc nghiém so vdi cac ciu tric khac.
Trong d6, gia tri HTMT tir két qua Bootstrap 5.000 mau con duoc khuyén nghi béi Hair
va cong su (2022) dé danh gia do gia tri phan biét trong PLS-SEM. Néu tit ca cac gia

trt HTMT gitra céc cap cAu tric ¢ gia tri tir 0,85 tré xuéng (hoac < 0,90 ddi voi cac cau
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tric c6 tinh tuong dong cao vé mat 1y thuyét) thi co thé két luan cac bién tiém an dat do
gi4 tri phan biét (Hair va cong su, 2022; Sarstedt va cong su, 2019). Két qua phan tich
HTMT tir Bootstraping 5.000 mau con cho cac ciu tric chinh trong mé hinh tong thé
duogc trinh bay tai Bang 4.5 bén dudi.
Bang 4.5: Két qua kiém tra d gia tri phan biét bang HTMT tir Bootstraping
5.000 mAu con cho md hinh tong thé (bac 2)

Tén cip cdu triic | Gia tri mau géc (O) | Trung binh miu (M) | 2,5% | 97,5%
DT <-> DL 0,716 0,717 0,679 | 0,759
SA <->DL 0,818 0,819 0,775 | 0,861
SA <->DT 0,427 0,427 0,385 | 0,469
SMMA <-> DL 0,806 0,808 0,765 | 0,850
SMMA <-> DT 0,502 0,502 0,455 | 0,550
SMMA <-> SA 0,795 0,795 0,746 | 0,842
TE <> DL 0,812 0,812 0,766 | 0,860
TE <-> DT 0,524 0,524 0,479 | 0,570
TE <-> SA 0,778 0,778 0,725 | 0,830
TE <-> SMMA 0,811 0,812 0,773 | 0,850

Nguon: Tir nghién civu ciia tdc gia

Két qua ¢ Bang 4.5 cho thay cac gia tri diéem HTMT mau gbc nam trong khoang

tir 0,427 (cap SA <-> DT) dén 0,818 (cip SA <-> DL). Mic du mét s6 gia tri can trén
ctia HTMT khi chay bootstrap v6i khoang tin ciy 95% lén hon 0,85 ddi chut, nhung van
sat nguong 0,85 (ddc bi¢t <0,9); cu thé 1a: 0,861 (cap SA <->DL) va 0,860 (cap TE <-
> DL), day déu 1a nhitng cip cau tric co tinh twong dong cao vé mit ciu trac (Hair va
cong sy, 2022). Nhu vay, co thé kh:fmg dinh ré“mg tat ca cac cAu trac tiém an trong mo hinh
tong thé déu dat yéu cau vé do gia tri phan biét theo tiéu chi HTMT khi chay bootstrap
5.000 mau con (Hair va cong su, 2022; Sarstedt va cong sy, 2019). Diéu nay cung cip
béng chung manh mé ré’mg cac khai niém ly thuyét duoc dai dién bai cc cau trac nay la
khéc biét va co thé phan bi¢t dugc vé mat thuc nghiém, tao co s¢ dang tin cdy cho viéc
phan tich va dién giai cic mdi quan hé trong mé hinh cu trac tong thé. M6 hinh do ludng

téng thé dugc xac nhan 1a dat d6 gia tri phan biét.
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4.3. Panh gia mé hinh cau tric va kiém dinh gia thuyét
4.3.1. Kiém tra da céng tuyén (VIF)

Mot diéu kién tién quyét dé danh gia mo hinh cau trac mot cach tin cay 14 kiém tra
hién twong da cong tuyén giira cac cau trac du bao. Hién tuong ndy co6 thé 1am ting sai sb
chuan va anh huong dén tinh 6n dinh cta cac hé s6 duong dan wéc luong (Hair va cong
su, 2022). Nghién ctru str dung hé s6 nhan t6 phong dai phuong sai (VIF) dé chan doan
da cong tuyén, dugc tinh toan cho ting ciu trac du béo trong cac phan ctia mod hinh cu
tric tong thé. Yéu cau VIF < 5 (hodc than trong hon 13 < 3,3) (Hair va cong sy, 2022).

Két qua phan tich VIF (Phuy luc 10.4 va 11.1) cho thay tat ca cac gia tri VIF déu <
3,3. Piéu nay khang dinh rang hién tuong da cong tuyén khong phai 14 van dé dang quan
ngai trong mo hinh nghién ciru, dam bao tinh vimg chic cho cac udc lwong hé s6 dudng
dan ¢ cac budc phan tich tiép theo.

4.3.2. Kiém dinh gid thuyét tic dong truc tiép

Két qua phan tich mo hinh ciu trac tong thé bang PLS-SEM (Hinh 4.2) va kiém

dinh y nghia thong ké bang Bootstrapping (Bang 4.6) cung cip bang chimg thuc nghiém

cho cac moi quan h¢ truc ti€p dugc dé xuat trong mo hinh nghién ctru:

. .—o 000— DT

ST

SA

|

0.000

0.404 (0.000)

EWOM

\ ( } )
INF 0.000 3

b o

0.000 ;
] ! 0000

INT  0.000— 042 0.001) oo,

0000 0.0?6_ 0.024) ‘
PER  0.000 SMMA e )
v 0.472 (0.000) 0.095 (0.023)
TRE

y
1€
0.000 0.000
‘/0.000 0.000 0.000
AB AT EN D sl

Nguon: Két qua nghién ciru cua tdac gia

Hinh 4.2: Két qua phan tich tac dong ciia cac yéu td trong mé hinh nghién ctru
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Bing 4.6: Bao cio két qua wéce lwgng mé hinh cau tric

Hé sé | Do léch

. x Gia . |Giatri|Giatri| ., =,
Puong dan «.| dwong | chuan ) ‘| Két luan
thuyeét| t p
dan B (S.D)

Tdc dpng truc tiép
SMMA — SA H1 0,404 0,040 10,134 {0,000 | Ung ho
SMMA — TE H2 0,472 0,064 |7,372 {0,000 | Ung ho
SA — TE H3 0,086 0,038 |2,255 [0,024 | Ung ho
SA — DL H4 0,214 0,037 |5,768 |0,000 | Ung ho
TE — DL H5 0,095 0,042 [2,278 |0,023 | Ungho
SMMA — DL H6 0,142 0,042 |3,383 [0,001 | Ungho

Tdc dpng gidn tiép

SMMA — SA — DL H7a | 0,086 0,018 |4,868 0,000 | Ungho

SMMA — TE — DL H7b | 0,045 0,020 |2,197 {0,028 | Ung ho

SMMA — SA — TE H8 0,035 0,016 |2,133 [0,033 | Ung ho

Tdc dpng diéu tiét

DT x SMMA — SA H9 0,338 0,041 |8,249 0,000 | Ungho
DT x SMMA — TE H10 | 0,209 0,069 |3,040 0,002 | Ungho
DT x SMMA — DL H11 | 0,175 0,040 |4,310 0,000 | Ungho
DT x SA — TE HI12 | 0,113 0,037 |3,012 {0,003 | Ung ho
DT x SA — DL HI13 | 0,125 0,036 |3,464 0,001 |Ung ho
DT x TE — DL H14 | 0,132 0,041 |3,240 [0,001 |Ung ho

R2 (DL) = 0,813;
R2(TE)=0,718;
R2(SA) = 0,562.

b9 16n muc dg giai thich
(R? hiéu chinh)

2 SA — DL =0,050; > SA — TE = 0,005;
Do 16m tac dong (2) 2 SMMA—DL = 0,015; 2 SMMA—SA = 0,064;
2 SMMA—TE =0,127; {2 TE — DL = 0,006

Nguon: Két qua nghién ciru ciia tac gia
— Anh huéng cia SMMA (H1, H2, H6): Két qua phan tich khang dinh vai tro da
dién va manh m& cia SMMA nhu mét yéu td kich thich (Stimulus) quan trong. SMMA
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c6 tac dong duong va co ¥ nghia théng ké rat manh 1én ca su hai 10ng (SA) (H1: B =0,404;
p<0,001) va su gin két ciia du khach (TE) (H2: = 0,472; p < 0,001), cac gia thuyét H1
va H2 dugc ung ho manh mé. Diéu nay cho théy cac hoat dong marketing hi¢u qua trén
mang x4 hoi (cung cép thong tin hitu ich, twong tic, ca nhan hoa, tao xu hudng, thuc day
EWOM) khong chi nang cao sy hai 10ng tirc thoi ma con xay dung duoc su gin két sau
sdc hon ctia du khach. Bén canh d6, SMMA con c6 tac dong truc tiép duong va c6 ¥ nghia
thdng ké 1én 10ng trung thanh diém dén (DL) (H6: = 0,142; p=0,001 <0,01), gia thuyét
H6 duoc tng ho. Két qua nay nhat quan vé6i khung 1y thuyét S-O-R, khiang dinh SMMA
la mdt kich thich méi truong hi€u qua trong viéc tao ra cac phan ing ndi tdm va hanh vi
mong mubn (Asyraff va cong su, 2023). Bac biét, tac dong manh mé cua SMMA 1én TE
(H2) 1am noi bat vai tro cua Ly thuyét Trao doi Xa hoi (SET) va Ly thuyét Anh huéng Xa
hoi (SIT), cho thay du khach sin 10ng dau tu su gin két khi nhan duoc gia tri va bi anh
hudng boi cong dong truc tuyén (Harrigan va cong sw, 2017; Muchardie va cong su,
2016). Viec SMMA tac dong manh hon dén TE so voi SA ciing goi ¥ rang ban chit twong
tac va xay dung cong dong clia mang xa hdi co thé tao ra cic phan ing tam 1y chi dong
(gan két) hiéu qua hon 1a cac danh gia cam xuc don thuan (hai long), ddc biét trong boi
canh du lich.

— Anh hudéng ciia sie hai long dén long trung thanh (H4) va sw gdn két (H3): Sy hai
10ng (SA) duoc xac dinh 13 mot yéu td du bao quan trong cho ca hai két qua dau ra. N6
c6 tac dong duong va co ¥ nghia théng ké rat manh Ién long trung thanh diém dén (DL)
(B=0,214; p <0,001), gia thuyét H4 dugc tng ho. Pong thoi, SA ciing tac dong duong
va c6 y nghia thong ké 1én Su gin két cua du khach (TE) (B = 0,086; p = 0,024 < 0,05),
gia thuyét H3 duoc ung ho. Phat hién nay khong chi cing cd vai tro nén tang cia sy hai
1ong ma con lam sang toé mot tién trinh tdm 1y tudn ty quan trong bén trong “hop den”
ctia Chu thé (Organism) trong mo hinh S-O-R. Cuy thé, sy hai 1ong (SA) khong chi 1a
mot trang thai ndi tim (O) dan dén Phan hoi truc tiép (R - DL), ma con dong vai tro 1a
mot “phan thudng” tim 1y theo ling kinh ctia Ly thuyét Trao d6i Xa hoi (SET). Phan
thudng nay, khi dugc cadm nhén, s€ lam gidm rui ro va tao dong luc cho du khéach dau tu
sau hon vao mdi quan h¢, thé hién qua su gia ting mic do gan két (TE) (Hapsari va
cong su, 2017; Pansari va Kumar, 2017). Do d6, két qua nay cung cip bang ching thuc
nghiém cho thay sy hai long 1a tién dé tam 1y thiét yéu, tao diéu kién cho sy phét trién

ctia sy gan két sau sic hon, thay vi chi 13 hai trang thai song hanh.
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— Anh hwéng cia sw gin két dén long trung thanh (H5): Két qua cho thdy Sy gin
két cua du khach (TE) c6 tac dong duong va cé y nghia thong ké 1én Long trung thanh
diém dén (DL) (B = 0,095; p = 0,023 < 0,05). Mic du hé sb tac dong khong qua 10,
nhung két qua nay ung ho gia thuyét H1, khiang dinh riang khi du khach cam thiy gin
két hon vé& mit cam xiic, nhan thire va hanh vi véi diém dén, ho ¢ xu hudng hinh thanh
¥ dinh quay lai va truyén miéng tich cuc cao hon.

Nhu vay, tit ca 6 gia thuyét vé tac dong truc tiép (H1 dén H6) déu dugc dit licu
thue nghiém ung ho, cho thiy su phu hop ctia cic mbi quan hé dugce dé xuét trong mé
hinh 1y thuyét ban dau.

4.3.3. Phin tich tic djng gidn tiép

Bén canh cac tac dong truc tiép, nghién ctru ciing kiém dinh vai tro trung gian cua
Sy hai 1ong (SA) va Su gan két (TE) trong mdi quan hé giita SMMA va céc bién khéc.
Két qua phén tich tac dong gian tiép tir Bootstrapping (Bang 4.6) cho thay:

— SMMA c¢6 tac dong gian tiép duong va c6 y nghia théng ké dén DL théng qua
SA (H7a: B =0,086; p < 0,001). Gia thuyét H7a duoc ung hd.

— SMMA c6 tac dong gian tiép duong va c6 y nghia théng ké dén DL théng qua
TE (H7b: B = 0,045; p = 0,028 < 0,05). Gia thuyét H7b dugc tng ho.

— SMMA c¢6 tac dong gian tiép duong va co ¥ nghia théng ké dén TE thong qua
SA (H8: p=0,035; p=0,033 < 0,05). Gia thuyét H8 duoc ung hd.

Két qua nay cung cap bang ching thuc nghiém manh mé& cho mét co ché trung
gian phtic tap, trong d6 su hai 1ong va sy gin két dong vai tro quan trong trong viéc
chuyén tai tac dong cia SMMA dén 10ng trung thanh diém dén. Viéc ca hai con duong
trung gian song song (H7a va H7b) déu c6 y nghia thong ké di 14p day mot khoang tréng
nghién ctru quan trong, cho thiy SMMA tic dong dén 10ng trung thanh thong qua hai
co ché tam 1y riéng biét nhung dong thdi: mot 1a thong qua danh gia cam xuc (sy hai
1ong) va hai 1a thong qua su dau tu vao mdi quan hé (su gan két). Pang chu ¥, két qua
cho thdy vai trd trung gian cua sy hai long (H7a: B = 0,086) manh m& hon mét cach dang
ké so v6i sy gan két (H7b: p = 0,045). Su khac biét nay co thé duoc 1y giai boi ban chét
va trat ty cua hai trang thai tam 1y: sy hai long 1a mot danh gia nén tang va tac thoi
(Oliver, 1980), trong khi su gén két 1a mot trang thai tdm 1y bac cao hon, doi hoi su dau

tu chu dong tir phia du khach (Brodie va cong su, 2011). Lap ludn nay cang dugc cung
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6 boi két qua ung ho gia thuyét H8, von cung cap bang ching thuc nghiém cho thiy su
hai long 13 tién d& cho su gin két. Do do, c6 thé két luan ring, trong chudi tac dong tir
SMMA, viéc tao ra sy hai long l1a bude di dau tién va c6 anh huong manh mé nhat,
khong chi truc tiép din dén 10ng trung thanh ma con tao nén tang dé nudi dudng sy gin
két sau sac hon, cung cap mot hiéu biét toan dién vé tién trinh tdm 1y tudn ty va cé cau
truc trong mo hinh S-O-R.

4.3.4. Kiém dinh gid thuyét tic dpng diéu tiét ciia niém tin diém dén (DT)

Két qua tir Bang 4.6 cho thay tit ca 6 gia thuyét diéu tiét (H9 dén H14) déu duoc
ung hd manh mé béi dir ligu, nhan manh vai trd quan trong cua niém tin trong viéc dinh
hinh hiéu qua cua cac yéu té khac. Dién giai chi tiét dua trén hé sé B cua bién twong tac
va cac do thi phan tich d6 doc (Hinh 4.3 - 4.8) nhu sau:

— Piéu tiét mbi quan hé SA — DL (H13): Bién twong tic DT x SA ¢6 tac dong duong
va c¢6 ¥ nghia thong ké 1én DL (B = 0,125; p = 0,001). Hinh 4.3 minh hoa r5 diéu nay:
dudng biéu dién mbi quan hé giita SA va DL déc hon dang ké & nhom du khéach ¢6 niém
tin cao so vi nhom c6 niém tin thap. Piéu ndy cé nghia 14, khi niém tin vao diém dén
cang cao, hiéu qua chuyén doi tir sy hai long thanh long trung thanh cang 16n. Nguoc lai,
néu niém tin thép, du du khach cé hai long & mirc 46 nao do, kha nang ho trd nén trung
thanh s& b han ché.

— Piéu tiét mbi quan hé SA — TE (H12): Bién twong tac DT x SA c6 tac dong duong
va co ¥ nghia thng ké 1én TE (B = 0,113; p = 0,003). Hinh 4.4 cho thiy mot két qua thu
vi: & mirc niém tin thap, sy hai 1ong gan nhu khong c6 tac dong (hodc tham chi hoi tiéu
cuc) 1én su gin két. Tuy nhién, khi niém tin ting 1én, mdi quan hé nay trd nén duong va
manh mé&. Diéu ndy cho thiy niém tin 1a diéu kién can thiét dé su hai long co thé thuc day
du khach gan két sau sac hon véi diém dén.

— Piéu tiét cac mdi quan hé tir SMMA (H9, H10, H11): Niém tin (DT) thé hién vai
tro diéu tiét manh mé 1én ca ba duong din tir SMMA:

o DT x SMMA — SA (H9: p=0,338; p<0,001): Hinh 4.5 cho thiy tac dong tich
cuc cia SMMA [én SA duoc khuéceh dai dang ké khi du khach c6 niém tin cao. O mirc
niém tin thép, hi¢u qua cuia SMMA trong vi¢c tao ra sy hai long bi giam di 10 rét.

o DT x SMMA — TE (H10: B = 0,209; p = 0,002): Tuong tu, Hinh 4.6 chi ra

rang niém tin cao gitp ting cudng mdi quan hé duong gitta SMMA va TE. Néu khong
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¢4 niém tin, nd luc marketing qua mang xa hoi khoé tao duogc su gén két manh mé.

o DTx SMMA — DL (H11: f=0,175; p<0,001): Hinh 4.7 tiép tuc khang dinh
vai tro khuéch dai ctia niém tin. Niém tin cao 1am cho tac dong truc tiép cua SMMA Ién
DL tr& nén manh mé hon rat nhiéu so véi khi niém tin thap.

— Piéu tiét mbi quan hé TE — DL (H14): Bién twong tac DT x TE c6 tac dong duong
va ¢ ¥ nghia thong ké 1én DL (B = 0;32; p=0,001). Hinh 4.8 ciing cho thiy tic dong tich
cuc cua su gin két (TE) 1én long trung thanh (DL) ciing tré nén manh mé& hon khi du

khach c6 niém tin cao vao diém dén.

Niém tin diém dén*Su hai long

& 080
g 0.60 —n
& 0.40 —
3 o
< Y
S -0.20 - - . )
20040 - - —&— Niém tin thap
£ -0.60 - S
20 -0.80 - = ¢ =Niém tin cao
'S -1.00
-1.000 Sw hai long 1.000

Hinh 4.3: M6i quan hé giira sy hai 1ong ciia du khach va 1ong trung thanh véi

diem déen duwdi tac dong dieu tiet ciia niem tin diem deén

Niém tin diém dén*Sw hai long

< 040
'S 030 —
=< 0.20 "
=
= 0.10
<
3 0.00 e ‘ ’
\(E -0.10 _--" —=—Niém tin thap
-0.20 _--
»a -0.30 - - - ¢ -Niém tin cao
=, -0.40 -7
2 0.50
-1.000 1.000

Sw hai long
Hinh 4.4: Mbi quan h¢ giira sy hai 1ong ctia du khach va sy gin két ciia du khach

duéi tac dong dieu tiet ciia niém tin diém den
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Niém tin diém dén*SMMA
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Hinh 4.5: Méi quan hé giira cac hoat déng marketing qua mang xa hdi va s hai

long ciia du khach dwéi tac dong dieu tiét ciia niém tin diém dén
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Hinh 4.6: M6i quan hé giira cac hoat dong marketing qua mang xi hdi va sw gin

két cia du khach dwéi tac dong dieu tiet ciia niem tin diem dén
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Hinh 4.7: Méi quan hé giira cic hoat ddng marketing qua mang xa hdi va long

trung thanh véi diém dén dwéi tac dong di€u tiet ciia niem tin diém déen
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= Niém tin diém dén*Sw gin két ciia du khach
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Nguon: Két qud nghién ciru ciia tdc gia
Hinh 4.8: Moi quan h¢ giira su gin két ciia du khach va long trung thanh véi
diém dén dudi tic dong diéu tiét ciia niém tin diém dén
Tom lai, két qua kiém dinh diéu tiét cung cip bang ching viing chic cho thay
Niém tin diém dén déng vai trdo nhu mot “chét xtc tic” quan trong. N6 khong chi anh
huong doc 1ap ma con tuong tac voi cac yéu té khac, lam ting cuong hiéu qua cua
SMMA, SA va TE trong viéc xay dung va cung ¢ DL. Viéc xdy dung va duy tri niém
tin l1a yéu t6 then chdt dé tdi da hoa loi tire tir cac hoat dong marketing va nd luc nang
cao trai nghiém du khach.
4.3.5. Danh gia nang lwc gidi thich va dw bdo cua mé hinh
Sau khi kiém dinh ¥ nghia thong ké cia cac mdi quan hé cau triic, hiéu qua tong
thé ctia mo hinh 1y thuyét dé xuat dugce danh gia thong qua hai khia canh chinh: ning
Iuc giai thich phuong sai ctia cac bién noi sinh va kha nang du bao ngoai mau.
4.4.5.1. Nang lyc giai thich
Ning lyc giai thich ciia mé hinh duoc danh gia théng qua Hé sb xac dinh (R?) va
Kich thuéc anh huong (f2). Hé s6 R2 (va R2 hiéu chinh) phan anh ty 1¢ phan trim phuong
sai cia mot cau tric ndi sinh duoc giai thich béi cac cdu trac tién t6 trong mé hinh. Két
qua phan tich (trinh bay tai Bang 4.6) cho thay:
— Long trung thanh diém dén (DL): M6 hinh giai thich duoc 81,3% phuong sai (R?
hiéu chinh = 0,813). Pay 1a mirc do giai thich rat cao, cho thiy cac yéu tb6 SMMA, SA,
TE va DT (thong qua vai tro diéu tiét) trong mé hinh c6 kha nang du doan manh mé& 10ng

trung thanh cua du khach.
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— Sw gan két ciia du khdch (TE): M hinh giai thich dugc 71,8% phuong sai (R? hiéu
chinh = 0,718), mot mirc d6 giai thich cao va dang ke.

— Sw hai long du khach (SA): M6 hinh gidi thich dugc 56,2% phuong sai (R? hi¢u
chinh = 0,562), dat mutrc trung binh kha.

Bén canh do, phan tich mic d0 anh hudong (f?) (Bang 4.6) cho céac tdc dong truc
tiép co ¥ nghia thong ké cho phép danh gia dong godp riéng 1¢ cua timg yéu té du bao.
Két qua cho thly SMMA c¢6 tac dong nho (£2=0,127) va SA (£2=0,064), dong thoi cac
tac dong truc tiép khac 1én DL va tac dong ciia SA 1én TE c6 mirc tic dong twong ddi
nho (f2< 0,050) (Cohen, 1988). Pi¢u nay nhin manh rang, mic du cac mdi quan hé truc
tiép nay co y nghia thong ké, nhung tdm quan trong thyc tién ciia chung can dugc xem
xét trong moi twong quan voi cac tac dong gian tiép va diéu tiét manh mé hon da duoc
xac dinh.
4.4.5.2. Nang lyc dy bdo ngodi mau

Phuong phap: Pé danh gia niang luc du bao ngoai mau va gia tri tng dung thuc
tién ctia mo hinh, thi tuc PLSpredict da dugc thyc hién theo khuyén nghi ctia Hair va
cong su (2022).

Két qua phén tich (Phu luc 11.2 va 11.3) khiang dinh m6 hinh sé hitu ning luc du
bao dang tin cdy, thé hién qua tit ca cac gia tri Q?predict clia cac cau truc ndi sinh déu
16n hon 0, cu thé 13 Long trung thanh (DL: Q?predict = 0,688), Y dinh quay lai (RE:
Q?predict = 0,492), va Truyén miéng (WOM: Q?predict = 0,589). Tuy nhién, khi tién
hanh so sanh sau hon vé1 mo hinh tuyén tinh (LM), sai s6 du bao ctia md hinh PLS-
SEM lai cao hon d6i véi céc cdu tric thanh phan, nhu Truyén miéng (WOM) (c6 PLS-
SEM_RMSE = 0,643 > LM_RMSE = 0,626) va y dinh quay lai (c6 PLS-SEM_RMSE
=0,714 > LM_RMSE = 0,698). Theo Hair va cdng sy (2022), kich ban nay (Q?*predict
> 0 nhung sai s6 duy bao ctia PLS-SEM cao hon LM) cho thay mé hinh sé hitu ning luc
du b4do ¢ murc dg trung binh.

Thao luan: Mic du ning luc du béo chi & mirc trung binh, két qua ndy van c6 y
nghia quan trong. Diéu nay cho thay, mic du mé hinh PLS-SEM c6 thé khong vugt troi
hon mo hinh tuyén tinh trong viéc du doan timg thanh phan riéng 1, nhung ning luc du
bao tong thé cua n6 da duoc xac nhan, ham y rang mo hinh da nam bat thanh cong cac

moi quan hé phirc tap, c6 kha ning 13 phi tuyén & cap d6 cdu trac. Toém lai, mo hinh
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nghién ctru khong chi dugc xac nhan vé mat giai thich 1y thuyét ma con chimg té duoc
tinh vimg chic va gia tri du bao, qua d6 khing dinh do tin cdy cua cac ham ¥y quan tri
duoc dé xuit.
4.4. Panh gia anh huéng ciia cac bién kiém soat nhan khau hoc

Nham ting cuong tinh vimg chic ciia cac két qua nghién ctru va kiém soat anh
huong tiém 4n cua cac yéu t6 nén, nghién ctru nay da dua cac bién nhan khau hoc chinh
(bao gém: Gidi tinh, tudi va thu nhap) vao mé hinh ciu triic voi vai tro 1a cac bién kiém
soat. Cu thé, bién gidi tinh (gdm 2 nhém nam va nit), bién tudi cling dugc mi hoa lai
thanh 2 nhom tudi (dudi 30 tudi va tir 30 tudi trd 1én), bién thu nhap ciing duoc ma hoa
lai (gom 2 nhom: tir 10 triu tré xudng va trén 10 tridu dong trd 1én). Cac bién nay duoc
giad dinh co thé tac dong dén bién noi sinh chinh - DL. Két qua phan tich duoc thé hién
nhu hinh 4.9 ¢ trén va s& dugc phan tich chi tiét bén dudi.
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EWOM e SN
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Nguon: Két qud nghién ciru ciia tdc gia
Hinh 4.9: Két qua mai lién hé giira cic yéu t6 trong md hinh nghién ctru khi c6
bién kiém soat nhan khau hoc (Giéi tinh, tudi, thu nhap)
4.4.1. Kiém dinh tic dong truc tiép ciia cdc bién kiém sodt nhin khau hoc
Céc bién kiém soat gioi tinh, tudi va thu nhap dugc dua vao mo hinh tac dong truc
tiép 1én DL. Két qua kiém dinh y nghia thong ké cua cac tic dong nay (dua trén quy
trinh Bootstrapping voi 5.000 mau lip) dugc trinh bay trong Bang 4.7 bén dudi.
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Bing 4.7: Két qua kiém dinh anh huéng true tiép ciia cac bién kiém soat

nhén khéu hoc 1én DL

(leiicég (;:z'i‘é;"éi) Hé sb p }Zﬁlll(;cnh Gi tri t | Gid tri p Két luan

Gidi tinh — DL 0,038 2,993 0,003 | C6 y nghia thong ké
Tudi — DL 0,017 8,117 | 0,000 |C6y nghiathong ké
Thu nhap — DL 0,040 | 12,196 | 0,000 |Cb ¥ nghiathong ké

Nguon: Két qua nghién ciru cua tdc gid

Két qua tir Bang 4.7 cho thay ca ba bién kiém soat nhan khau hoc déu c6 tac dong

duong va c6 ¥ nghia thong ké (p < 0,01) 1én DL.

4.4.2. Tinh virng chac cua mo hinh cau truc sau khi dwa bién kiém sodt vao

Vi¢ce dua céc bién ki€ém soat vao mo hinh cho phép danh gié tinh 6n dinh va do tin

cdy cua cac mdi quan hé 1y thuyét cot 16i. Bang 4.8 so sanh cac hé s6 duong dan (B), gia

tri p va hé s6 xac dinh R2 gitta mé hinh khong c6 bién kiém soat (M6 hinh 1) va mé hinh

6 bién kiém soat (Mo hinh 2).

Bang 4.8: So sanh két qua mo hinh cau tric trwée va sau khi c¢6 bién kiem soat

) M6 hinh 1 Mo hinh 2
Moi quan hé - -
Héso p Giatrip Héso p Giatrip

Tdc dpng truc tiép

SMMA — SA 0,404 0,000 0,404 0,000
SMMA — TE 0,472 0,000 0,472 0,000
SA — TE 0,086 0,024 0,086 0,024
SA — DL 0,214 0,000 0,125 0,000
TE — DL 0,095 0,023 0,070 0,023
SMMA — DL 0,142 0,001 0,103 0,001
Tdc djng gidn tiép

SMMA — SA — DL 0,086 0,000 0,050 0,000
SMMA — TE — DL 0,045 0,028 0,033 0,027
SMMA — SA — TE 0,035 0,033 0,035 0,033
Tdc dpng diéu tiét

DT x SMMA — SA 0,338 0,000 0,338 0,000
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Mo hinh 1 Mo hinh 2

Moi quan hé

Hé s6 p Giatrip | Hés6p | Giatrip

DT x SMMA — TE 0,209 0,002 0,209 0,002
DT x SMMA — DL 0,175 0,000 0,123 0,000
DT x SA — TE 0,113 0,003 0,113 0,003
DT x SA — DL 0,125 0,001 0,067 0,019
DT x TE — DL 0,132 0,001 0,109 0,000

Khi khong c6 bién kiém soat: | Khi c¢6 bién kiém soat:
Dé lon mire dp giai | R? (DL)=0,813; R? (DL) = 0,894;
thich (R? hiéu chinh) | R? (TE)=0,718; R? (TE) = 0,720;

R? (SA) =0,562. R? (SA) =0,565.

Nguon: Két qua nghién civu ciia tdc gia
Viéc tich hop cac bién kiém soat nhan khau hoc da dan dén nhirng diéu chinh trong
mo hinh ciu tric, qua d6 cung cb va lam rd hon cac phét hién:

— Anh huéng 1én cdc moi quan hé chinh: Tat ca cac mdi quan hé truc tiép va gian
tiép chinh gitra cac cau trac 1y thuyét (SMMA, SA, TE, DL) va cac tac dong diéu tiét
ctia DT van duy tri duoc y nghia théng ké sau dua cac bién kiém soat nhan khau hoc
vao md hinh. Mic du do 16n ctia mot sd hé sb dudng dan co su suy giam (Vi dy: SA—DL
giam tir p = 0,214 xudng B = 0,125; SMMA—DL giam tir = 0,142 xubng p = 0,103;
mot vai tac dong diéu tiét cling giam nhe), nhung viéc ching van c¢é ¥y nghia cho thay
cac tac dong nay 1a viing chic va khong phai 13 két qua gia tao do anh huéng cua dic
diém nhan khau hoc. Su suy giam nay la diéu du kién, phan anh viéc cac bién kiém soat
da “hap thu” mot phan phuong sai ma trudc d6 c6 thé dugc quy cho céac bién chinh.

— Cdi thién nang lyc gidi thich cho DL: Hé sb R? ciia DL tang tir 0,813 1én 0,894.
Sy gia ting ndy chu yéu la do dong gop giai thich truc tiép cua cac bién nhan khau hoc
(dac biét 1a thu nhap). Piéu nay cho thdy mé hinh c6 bién kiém soét giai thich dugc mot
ty 1€ phuong sai cia DL 16n hon va toan dién hon.

— On dinh ndng lyc gidi thich cho TE va SA: Gia tri R? ciia ca TE (ting nhe tir R?
= 0,718 1én R? = 0,720) va SA (ting nhe tir R2 = 0,562 1én R? = 0,565) gan nhu khong
thay dbi gitra M6 hinh 1 (khong c6 bién kiém soat) va M6 hinh 2 (c6 bién kiém soat

nhan khau hoc). Bi€u nay cho thay mdt caich manh mé rang cac yéu to tién to chinh cia
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TE (1a SMMA va SA) va cta SA (1a SMMA) trong mé hinh 1y thuyét di giai thich tron
ven phan phuong sai cua chiing ma khong bi anh huéng hoic tuong tac dang ké nao tir
cac bién nhan khau hoc (Giéi tinh, tudi, thu nhap) duoc dwa vao kiém soat. Noi cach
khac, cac bién nhan khiu hoc nay khong dong gbép thém ning luc giai thich cho su bién
thién cua TE va SA, sau khi cac yéu t6 chinh da dugc xem xét. Su 6n dinh nay cua R?
cang cung c¢b manh mé& tinh viing chic va tim quan trong cia cac mdi quan hé
SMMA—SA, SMMA—TE, va SA—TE da dugc xac dinh trong m6 hinh nghién ctru.

Nhu vay, viéc dua cac bién kiém soat nhan khau hoc vao mé hinh 1a mét budce di
can thiét va c6 gia tri. Két qua cho thay giéi tinh, tudi va thu nhap 1a nhitng yéu t6 co
anh huong truc tiép dang ké dén DL. Quan trong hon, viéc kiém soat cac yéu té nay da
khang dinh tinh vimg chic cua cac méi quan hé 1y thuyét ¢t 18i va céac tac dong diéu
tiét trong mo hinh, dong thoi cai thién dang ké nang luc giai thich tong thé d6i voi bién
phu thudc chinh DL. Do do, cac két luan va ham y cua ludn an s€ dya trén két qua cua
mé hinh dd duoc kiém soat nay dam bao tinh chinh xac va toan dién cao.

4.5. Phan tich tAm quan trong - Hiéu suit (IPMA)

Dé cung cip nhitng ham ¥ quan tri mang tinh chién lugc va xac dinh cac linh vuc
vu tién can thiép nham nang cao long trung thanh diém dén (DL), nghién ctru tién hanh
phan tich tim quan trong - Hiéu suat (IPMA). K§¥ thuat nay anh xa cic ciu tric tién td
ciia DL dua trén tdm quan trong - do bang tong tac dong 1én DL va hiéu suét - diém s6
trung binh chuan héa (0-100) (Hair va cong sy, 2022; Ringle va Sarstedt, 2016). Phan
tich duoc thuc hién ¢ ca cép dd cau trac chinh va cép do thanh phén/ chi bao chi tiét.

Két qua phan tich tim quan trong - Hiéu suat (IPMA) dugc trinh bay truc quan qua
hai biéu d6: Hinh 4.10 minh hoa vi tri tuong ddi ctia cac cu truc tién té chinh (SMMA,
SA, TE, DT) dua trén tong tac dong 1én long trung thanh (DL) va hiéu suét trung binh
ctia ching, trong khi Hinh 4.11 cung cdp géc nhin chi tiét hon & cap do cac thanh

phéan/chi bao cau thanh nén cac cau trac do.
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Importance-performance map
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Tir thong tin duogc cung cap & Hinh 4.10 va Hinh 4.11 & trén, c6 thé dua ra cac
nhan dinh sau:

— SMMA va SA - Cic déng lwe chién liwge

o Két qua phén tich & ca cip d6 cdu tric chinh (Hinh 4.10) va cap d6 thanh phan
(Hinh 4.11) déu nhét quan khiang dinh cac hoat dong marketing qua mang xd hoi
(SMMA) va su hai long (SA) 14 hai yéu té ¢6 tAm quan trong (tong tac dong) cao nhat
trong viéc dinh hinh Long trung thanh diém dén (DL). Cac gia tri “tdm quan trong -
Importance” cua SMMA (= 0,26) va SA (= 0,23) 1a vuot troi so vl cac cau trac khéc.
DPong thoi, hiéu suit (Performance) ctia ca SMMA (= 70) va SA (= 71) déu ¢ murc kha
t6t. Phan tich chi tiét hon & Hinh 4.11 cho thay hau hét cac thanh phan cia SMMA (INF,
INT, PER, TRE, EWOM) va tit ca cac chi bao ctia SA (SA1-SA4) déu c6 muc hiéu suit
tap trung quanh ngudng 70 diém hoic cao hon.

o Thao luan va ham ¥: Vi tri cia SMMA va SA trong ving “Tam quan trong cao
- Hiéu suat kha/tot” cho thay vi sao day 1a nhitng khu vuc wu tién hang dau cho cac nha
quan Iy diém dén. Viéc tiép tuc dau tu, duy tri va tdi vu hoa hiéu qua cta cac chién luoc
SMMA (dac biét l1a cac thanh phén co tAm quan trong nhinh hon nhu TRE va EWOM
nhu quan sat trén Hinh 4.11) va cac nd luc ning cao chéat lugng trai nghiém dé toi da
hoa sur hai 10ng cta du khach duoc ky vong s& mang lai hiéu qué cao nhit trong viéc xay
dung long trung thanh.

— TE - Vai tré hé tro va nén ting tich cwc

o Két qua: Sy gin két ctia du khach (TE) thé hién hiéu suat cao nhét trong cac cau
trac dugc phan tich (Performance ~ 72). Hinh 4.11 ciing cho thay cac thanh phan cta TE
(ID, EN, AT, AB, SI) déu tap trung ¢ vung hi¢u suét cao. Diéu nay phan anh mot trang
thai tdm 1y tich cuc va mirc do két ni tot cua du khach hién tai véi cac diém dén. Tuy
nhién, tim quan trong (tong tac dong) ctia TE 1én DL lai thap hon dang ké (Importance
~0,08) so v6i SMMA va SA. Két qua & cap do thanh phan (Hinh 4.11) ciing cho thay
céc thanh phan cta TE c6 tam quan trong thap.

o Thao luan va ham y: Diéu nay cho thdy, mic du khong phai 1a don bay chinh,
nhung su gén két voi hiéu sudt cao 1a mot nhan td quan trong can duoc duy tri. N6 c6
thé dong vai tro nhu mot két qua trung gian cia SMMA va SA, dong thoi tao nén tang
thai do thuén lgi cho long trung thanh, dac biét khi c6 su tuong tac vdi cac yéu t6 khac
(nhu niém tin). Cac nd luc quan tri nén tip trung vao viéc duy tri mic d6 gin két cao
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nay nhu mot phan cta chién luge tong thé, nhung khong nén xem né 1a don bay chinh
thay thé cho SMMA va SA.
— DT - Vai tro diéu tiét va hiéu sudt can dwoc cdi thi¢n

o Két qua IPMA chi rd DT la c4u trac c6 hiéu suat thip nhat trong sb cac yéu t6
tién td dugc xem xét (Performance ~ 55). Piéu nay phan anh rang, nhin chung, mérc d6
tin tudng cua du khach d6i voi cac diém dén duge khao sat hién dang & mirc twong doi
han ché. bay 1a mot phat hién quan trong, chi ra mot linh vuc tiém nang can dugc cai
thién tir goc d6 quan ly diém dén. Tam quan trong (Importance) ctia DT trén ban dd
IPMA 1a rat thap va mang ddu 4m (Importance ~ -0,54). Can nhan manh rang, gia tri
nay duoc tinh toan dya trén tong tac dong tuyén tinh (truc tiép va gian tiép) ctia DT 1én
DL trong thuat toan IPMA. Tuy nhién, nhu két qua kiém dinh gia thuyét tai muc 4.3.4
d3 khang dinh, vai tro chinh yéu va c6 ¥ nghia théng ké manh mé& cua DT trong mé hinh
nay la diéu tiét cic mdi quan hé giita cac bién khac va DL, chir khong phai 1a mot yéu
t6 co tong tac dong tuyén tinh duong va 16n. Do d6, gia tri “Importance” thap/am tir
IPMA khong phai cho thay 1a DT khong quan trong. Thay vao do, né chi ra rang tong
anh hudng cong gop truc tiép va gian tiép ctia DT 1én DL (theo cach tinh cia IPMA) 14
khong dang ké hoidc bi nhiéu boi ban chat diéu tiét phi tuyén tinh ciia no.

o Thao luan va ham y: Két hop hai khia canh trén, ham ¥ quan tri d6i v6i DT tro
nén rd rang: Mic du tong tac dong tuyén tinh ciia DT 1én DL khéng cao, nhung vai tro
diéu tiét manh mé cta no cho théy DT hoat dong nhu mdt “chét xtc tac” quan trong. Do
d6, cho thay viéc cai thién hiéu suat thap hién tai ctia Niém tin 1a mot wu tién chién luoc
khong thé b qua. Nang cao niém tin cta du khach (thong qua céc bién phap dam bao
chét lugng, minh bach, trach nhiém) s€ gitp tdi da hoa hiéu qua cua cac khoan dau tu
vao SMMA va cac nd lyc cai thién SA, TE, lam cho cac yéu t6 nay chuyén héa thanh
10ng trung thanh mot cach manh mé va hiéu qua hon. Néi cach khac, xay dung niém tin
1a didu kién can thiét dé phat huy t6i da tiém niang cua cac dong luc chinh khéc.

Tém lai, qua phan tich tim quan trong - Hiéu suat (IPMA) & ca cap d6 ciu tric va
thanh phan (Hinh 4.10 va 4.11) da cung cdp nhitng ham y chién lugc rd rang. Két qua
khang dinh SMMA va SA 1a hai ciu tric tién t6 c6 tAm quan trong cao nhat d6i véi
Long trung thanh diém dén (DL), dong thoi c6 hidu suét twong dbi tot, xac dinh day 1a
cac nhom nhan té vu tién hang du can tap trung cai thién. Su gin két (TE), tuy thé hién
hiéu suét cao, nhung tim quan trong tong thé thap hon, cho thay vai trd hd tro hodc trung
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gian nhiéu hon 14 dong lyc chinh. Pang chu y, Niém tin diém dén (DT) c6 hiéu suat thap
nhat va tim quan trong (tong tic dong tuyén tinh) khong dang ké trén ban d6 IPMA; tuy
nhién, dién giai két qua nay trong mdi lién hé vdi vai tro diéu tiét manh mé da duoc xac
nhan trude d6, ham v rang viée nang cao niém tin 1a mot yéu cau chién luge thiét yéu
dé khuéch dai va t6i uu hoa hiéu qua cia SMMA, SA va TE trong viéc cling cd 1ong
trung thanh bén viing cua du khach.
4.6. Thao luan két qua nghién ciru
Trong phan ndy s& thao ludn chi tiét vé cac két qua kiém dinh mo hinh nghién ctru
va cac gia thuyét, d6i chiéu vaéi nén tang 1y thuyét va cac cong trinh nghién ctru thyc
nghiém trude day. Muc tiéu la lam r0 ¥ nghia cua cac phat hién, xac nhan sy dong gop
clia nghién ctru va 1am co sé dé dé xuat cac ham ¥ quan tri lién quan.
4.6.1. Thdo ludn vé cdc tic dpng chinh dén long trung thanh diém dén
Két qua nghién ctru thyc nghiém da cung cip bang chimg vimng chic ung ho cho

cac mbi quan hé truc tiép duoc dé xuit trong mo hinh, phu hop véi khung 1y thuyét S-
O-R (Mehrabian va Russell, 1974) va cac nghién ctru trudce day trong linh vuc du lich.

— Vai tro cua cac hoat dong marketing qua mang xa hoi (SMMA): Nghién clru xac
nhan vai tro kich thich (Stimulus) manh mé& cia SMMA, ting h cac gia thuyét H1, H2
va H6. SMMA tac dong tich cuc va c6 y nghia thong ké 1én ca SA (B =0,404; p < 0,001;
2=0,064 - nho), TE (B =0,472; p<0,001; = 0,127 - nho) va DL (§ = 0,142; p < 0,01;
f2=0,015 - khong dang ké). Két qua ndy twong dong véi cac phat hién trudc day vé hiéu
qua cua SMMA trong viéc nang cao nhan thurc, thai d§ va hanh vi cia khach hang trong
nhiéu linh vuc, bao g@)m du lich (Chen va Lin, 2019; Muchardie va cong su, 2016; Yadav
va Rahman, 2018). Mac du tac dong truc tiép lén DL ¢6 f2 thép, nhung anh hudng manh
mé 1én SA va TE cho thay tiém ning 16n cia SMMA trong viéc tao ra cac trang thai tim
ly tich cuc & du khach.

— Vai tro cia sw hai long (SA): Két qua ing hd manh mé gia thuyét H3 (B = 0,086;
p <0,05) va H4 (B = 0,214; p < 0,001), cho thay sy hai long khong chi 1a yéu té du bao
tryc tiép manh mé& cho 1ong trung thanh ma con 1a tién dé quan trong cho su gin két.
Diéu nay hoan toan phu hop véi cac Iy thuyét vé sy hai long khach hang (Oliver, 1980)
va cac nghién ctu thuc nghiém trong nganh du lich (Abbasi va cong su, 2022; Cong,

2021; Jeong va Kim, 2020; Rasoolimanesh va cdng su, 2019), khéng dinh sy hai long
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tich lity 1a nén tang cot 13i cho ca hanh vi trung thanh va trang thai gén két sau sic hon,

— Vai tro cua sw gan két (TE): Gia thuyét H5 dugc ung ho (B = 0,095; p < 0,05),
khang dinh tac dong tich cuc cua su gin két du khach 1én long trung thanh diém dén. Phat
hién nay nhét quan v&i nhidu nghién ctru trudc d6 nhan manh TE 14 mot trang thai tam 1y
da chiéu (nhan thirc, cam xtc, hanh vi) quan trong, thuc day y dinh quay lai va truyén
miéng tich cuc (Alrawadieh va cdng su, 2019; Rasoolimanesh va cong su, 2019). Mac du
kich thudc anh huéng (f2 = 0,006) 1a nho, nhung két qua nay van xac nhén vai trd co ban
ctia viéc nudi dudng su gan két trong chién luoc xay dung 10ng trung thanh dai han.
4.6.2. Thdo ludn vé vai tré trung gian va diéu tiét

Mot déng gop quan trong ciia nghién ciru 13 1am 13 céc co ché phire tap hon trong
mo hinh S-O-R m& rong.

— Vai tro trung gian ciia SA va TE: Két qua ing ho cac gia thuyét H7a, H7b va HS,
cho thly SMMA tac dong gian tiép dén DL thong qua ca SA (p=0,086; p<0,001) va TE
(B=0,045; p<0,05). Pong thoi, SMMA ciing tic dong gian tiép dén TE thong qua SA
(B=0,035; p<0,05). Cac tac dong gian tiép nay, du c6 hé sé duong dan khong qua 16n,
nhung déu c6 y nghia thong ké, bd sung cho cac nghién ctru trude (Kim va Ko, 2012;
Igbal va cong su, 2023; Yadav va Rahman, 2018) béng cach chi rd cac con dudng tuan
tu: SMMA — SA — TE — DL va SMMA — SA — DL, SMMA — TE — DL. DPiéu
nay nhan manh rang hiéu qua cia SMMA khong chi nam & tac dong truc tiép ma con &
kha ning tao ra sy hai long va gin két, tir 46 dan dén long trung thanh.

— Vai tro diéu tiét cua niém tin diém dén (DT): Phat hién ndi bat nhat cia nghién
clru nay 1a vai tro diéu tiét manh m& va nhat quan cta niém tin diém dén. Tat ca 6 gia
thuyét diéu tiét (H9-H14) déu dugc tng hd véi ¥ nghia théng ké cao (p < 0,003). Cu thé,
niém tin khuéch dai tac dong tich cuc cia SMMA 1én SA (H9), TE (H10) va DL (H11);
ctia SA 1én TE (H12) va DL (H13); ciing nhu ciia TE 1én DL (H14). Két qua nay khong
chi phu hop véi cac nghién ciru trude vé tam quan trong clia niém tin trong mdi quan hé
khach hang va long trung thanh (Elbaz va cong su, 2021; Han va Hyun, 2015) ma con
lan d4u tién cung cap bang chimg thuc nghiém vé vai tro diéu tiét cia niém tin diém dén
trong mdi quan hé gitta SMMA vé6i cac két qua quan trong (SA, TE, DL) trong bdi canh
du lich bién Viét Nam. N6 cho théy niém tin hoat dong nhu mot “chat xuc tac”, lam tang
hiéu qua cua cac yéu td khac. Vi du: nhu Hinh 4.4 minh hoa, khi niém tin thép, su hai
1ong gan nhu khong tic dong dén su gan két, nhung khi niém tin cao, tic dong niy tro
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nén manh mé&. Tuong ty, hi€u qua cia SMMA (Hinh 4.5 - 4.7) va TE (Hinh 4.8) trong
viéc tao ra su hai long, gin két va long trung thanh déu duoc gia ting dang ké khi du
khach c6 niém tin cao.

4.6.3. Thdo ludn vé anh hwéng ciia cdc bién kiém sodt nhéan khdu hoc

Mot phat hién quan trong tir viéc dua cac bién kiém soat vao phan tich 1a sy kh'?mg
dinh vé tinh 6n dinh va do viing ctia cac mbi quan hé 1y thuyét cdt 16i trong mé hinh. Cu
thé, két qua tai Bang 4.8 va Hinh 4.9 cho thiy, sau khi kiém so4t anh hudng cua gidi
tinh, d6 tudi va thu nhdp, cac duong din chinh tir SMMA dén SA/TE va tir SA/TE dén
DL van giit nguyén ¥ nghia thong ké va chiéu huéng tac dong. Phét hién nay cé ¥ nghia
phuong phap luin quan trong, cho thiy cac két qua cia mé hinh khong phai 1a gia tao
do tac dong ciia cac yéu t6 nhan khau hoc, ma thuc sy phan anh cac co ché 1y thuyét da
duoc dé xuit.

Bén canh viéc khéng dinh d6 virng ctia mo hinh, phan tich cling cho théy céc bién
kiém soat co tac dong truc tiép va y nghia 1én long trung thanh (DL). Cu thé, nir gidi,
du khach 16n tudi va du khach c6 thu nhap cao hon c6 xu huéng thé hién 1ong trung
thanh cao hon. Viéc dua cac bién nay vao da lam ting dang ké nang luc giai thich tong
thé cho DL (R2 tang tir 0,813 1én 0,894). Piéu nay ham y rang, trong khi cic co ché tam
Iy (SA, TE) 14 con dudng cbt 16i dé kién tao 10ng trung thanh, cac nha quén tri ciing can
xem xét dén su da dang vé dic diém nhan khau hoc khi thiét ké cac chuong trinh cham
soc khach hang va gitt chan du khéch.

4.6.4. Thdo ludn vé ham y tiv két qua IPMA

Két qua phan tich IPMA (Muc 4.5) cung cip cai nhin thuc t& vé mutc do wu tién
quan tri. Viec SMMA va SA co tam quan trong cao nhat va hiéu suét kha t6t tai khéng
dinh ching 1a nhiing linh vuc can tap trung ngu@)n luc chinh. TE, vé6i hiéu suit cao nhung
tam quan trong thap hon, can duoc duy tri nhu mot yéu t6 nén tang.

bic biét, két qua IPMA cta DT (hi¢u suat thép, tam quan trong téng thé thép) can
duogc dién giai trong sy hai hoa véi vai tro diéu tiét manh mé cia n6 (da duogc thao luan
trong muc 4.6.2 & trén). Diéu nay ham ¥ rang, mic du viéc chi ting niém tin c6 thé
khong tryc tiép tao ra long trung thanh 16n nhat (theo cach tinh tong tac dong tuyén tinh
ctia IPMA), nhung viéc cai thién hiéu suat niém tin hién dang thap 1a cuc ky quan trong
vi n6 s& mé khoa va khuéch dai hiéu qua cia cic ngudn luc dau tu vao SMMA, SA va

TE. Pay 1a mot phat hién quéan tri quan trong, cho thay chién luoc xdy dung niém tin
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nén dugc xem xét nhu mot yéu td hd tro va tdi vu hoa hiéu qua tong thé, chtr khong phai
1a mot muc tiéu doc 1ap cé tac dong truc tiép manh nhat.

Nhin chung, cac phat hién ctia nghién ciru nay ung hd manh mé& khung 1y thuyét
S-O-R mé rong, xac nhan SMMA 14 yéu 6 kich thich hi¢u qua, SA va TE 14 c4c trang
thai co ché quan trong va DL 1a két qua phan hdi then chdt. Nghién ctru déng gop vao
viéc 1am 13 cac dudng dan tac dong truc tiép va gian tiép, dong thoi 1an dau tién ching
minh vai trd diéu tiét da dién va manh mé& cua Niém tin diém dén trong mbi quan h¢
gitta SMMA, SA, TE va DL trong bdi canh du lich. Két qua ndy vira ciing ¢b cac nghién
clru trude vé tim quan trong cua ting yéu t6 riéng 1€, vira cung cip mot cai nhin tong
thé, tich hop va phtic tap hon vé co ché hinh thanh long trung thanh cta du khach trong

ky nguyén sd.
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Chwong 5. KET LUAN VA CAC HAM Y QUAN TRI

5.1. Tém tit cac két qua nghién ciru chinh

Lu4n 4n nay duoc thyc hién nham giai quyét cac khoang tréng 1y thuyét vé co ché
tac dong ctia marketing qua mang xa hoi dén 1ong trung thanh diém dén trong béi canh
du lich bién khu vuc Nam Trung B - Vi¢t Nam. Dua trén viéc xay dung va kiém dinh
thanh cong mot mo hinh 1y thuyét tich hop, nghién ciru dd mang lai nhitng dong gop
méi vé mit khoa hoc 1an thuc tidn. Cac dong goép ndi bat nhét bao gom:

— Thit nhat, 1am sang té co ché trung gian song song, cung cap nhiing bang ching
thuc nghiém mai cho thdy Su hai long (SA) va Su gin két (TE) 14 hai con duong tam 1y
¢6 thé hoat dong déng thot va doc lap trong viée chuyén hoa tac dong cia SMMA thanh
long trung thanh.

— Thir hai, mdt dong gop 1y thuyét dic biét quan trong cia luan 4n 13 viéc dé xuét
va kiém dinh thanh cong vai tro diéu tiét co hé thong cua Niém tin diém dén (DT).
Nghién ciru cung cip mot trong nhitng kiém dinh toan dién dau tién cho thdy niém tin
khong chi hoat dong nhu mot két qua, ma con la mat diéu kién bién quan trong, c6 kha
nang khuéch dai hiéu qua trén toan bo chudi tac dong S-O-R, dic biét trong bdi canh
cac diém dén du lich bién tai mot thi truong maoi ndi nhu Viét Nam.

— Thir ba, ddéng gop vé mit phuong phéap luan qua viéc van hanh hoéa va kiém dinh
thanh cong céc cAu tric bac cao (HOC) cho SMMA, TE va DL, ttr d6 cung cép mot cach
tiép can toan dién va phit hgp hon cho cac khai niém da chiéu nay trong bdi canh du lich.

— Thir tw, phat hién co ché trung gian tuan ty (tang bac) theo tuyén SMMA — SA
— TE — DL, gop phﬁn lam rd mot trat ty tdm ly phuc tap hon, trong do sy hai long c6
thé dong vai trod 13 tién dé dé thuc day su gin két.

Nhirng phat hién nay khong chi gop phéan lap day cac khoang tréng nghién ciru da
dugc xac dinh ma con cung cép mdt birc tranh toan dién va sau sic hon vé cac dong luc
tam 1y kién tao nén 10ng trung thanh cua du khach trong ky nguyén sb.

5.2. Cac ham y Iy thuyét

Céc két qua nghién ctru mang lai nhitng dong gbp quan trong, gop phan vao viéc

m& rong kho tang tri thirc khoa hoc trong linh vuc marketing du lich va hanh vi nguoi

tiéu dung. Ludn 4n ndy cung cip mot cai nhin tich hop, tir 46 dua ra cac ham y 1y thuyét
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da tang nhu sau:

— Thir nhdt, nghién ctru da giai cdu tric “hop den” cia co ché trung gian, cung
cAp mot mé hinh giai thich da ting cho qua trinh hinh thanh 16ng trung thanh. Bing viéc
kiém dinh thanh cong dong thdi ca mé hinh trung gian song song va trung gian tuan tu,
theo dung cac khuyén nghi phuong phap ludn duong dai vé phan tich cac hiéu Gng gian
tiép phuc tap (Hayes, 2017), nghién ciru nay da vuot qua cac mo hinh tuyén tinh don
gian trude day.

o Vé co ché song song (H7a, H7b): Phat hién nay cho thiy tic dong cia SMMA
khong di theo mot con duong duy nhat. Thay vao d6, né phan tach thanh hai dong chay
tam ly riéng biét: mot dong chay dya trén danh gia cam xuc-phan ung thong qua Su hai
long, va mot dong chay dua trén sy dau tu quan hé-chu dong thong qua Su gan két.
Nghién ctru nay da di xa hon cac cong trinh trude do ciia Al-Dmour va cong su (2023)
(chi xem xét trung gian SA) va Igbal va cong su (2023) (chi xem xét trung gian TE),
chting minh rang ca hai con dudng tim 1y nay déu hoat dong dong thoi va co ¥ nghia.
Dic biét, viéc SMMA tac dong manh mé hon dén su gan két so v6i sy hai 1ong cho thay
ban chat twong tic va xay dung cong dong ciia mang xa hoi (diéu nay duogc tng ho boi
Ly thuyét Anh huong Xa hoi - SIT) c6 thé tao ra cic phan tng tam 1y chi dong (gan
két) hiéu qua hon 1a cac danh gia cam xtc don thuan (hai long).

o V& co ché tuan ty (H3, H5, H8): Nghién ctru ndy cung cip mot dong gop quan
trong bang cach 1am sang to cau tric nhan qua bén trong trang thai “Organism” (O) cua
mo6 hinh S-O-R. Két qua cung cip bang chimg thuc nghiém cho mot trat tu tim 1y theo
tuyén SMMA — SA — TE — DL. Ham ¥ Iy thuyét ¢t 161 ¢ day 1a: Sy hai long (SA),
mot danh gid cam xUc sau trdi nghiém (Oliver, 1980, 1997, 2014), van hanh nhu mot
tién dé tam 1y can thiét, tao diéu kién thuan loi cho sy hinh thanh mét trang thai dau tu
quan h¢ sau sic hon 1a Sy gén két (TE) (Pansari va Kumar, 2017; Rather va cong su,
2019) dé dan dén phan (mg hanh vi (10ng trung thanh) mot cach sau sic. Péng gop nay
vuot ra ngoai cac nghién ciru trude day von thuong xem xét hai khai niém nay mot cach
doc 1ap hoac song song (Lé Chi Cong, 2017; Cong, 2021; Huwae va cong su, 2020;
Quynh va cong su, 2020; Rasoolimanesh va cong su, 2019; Thakur, 2019), qua d6 cung
cép mot goc nhin dong va co trat ty hon vé cach céac trang thai tam ly ctia du khéach duogc
kién tao va phat trién.

— Thir hai, cling 12 dong gop 1y thuyét c6t 16, luan an da tai khai niém hoa vai tro
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ctia Niém tin diém dén (DT) tir mot bién ndi sinh thanh mot diéu kién bién nén tang.
Trong khi cac nghién ctru trude ddy chii yéu xem xét niém tin nhu mot mét xich trong
chudi quan h¢ (Lé buc Tam, 2025; Agyei va cong sy, 2020; Alves va cong su, 2019),
nghién ctru ndy cung cip bang ching thuc nghiém c6 hé théng vé vai tro diéu tiét cua
niém tin trén toan bo chudi tac dong S-O-R. Két qua tng ho toan bo 6 gia thuyét diéu
tiét (H9-H14) cho thy, niém tin khong phai 12 mot yéu t6 thu dong, ma 1a mot “co ché
khuéch dai”. Viéc xac dinh cac yéu té diéu tiét nhu vay 1a cuc ky quan trong dé hiéu ro
cac diéu kién bién, tic 1 nhimg diéu kién ma mot 1y thuyét c6 thé ap dung hiéu qua
(Aguinis va cong su, 2017). Pay la phat hién méi co ¥ nghia ca vé 1y thuyét 1an thuc
tién. V& 1y thuyét, 1an dau tién co bang chimg thuc nghiém cho thiy niém tin cua du
khach déng vai trdo nhu mot “chat xuc tac” hodc mot diéu kién bién quan trong trong mo
hinh S-O-R m¢ rdng. Trong mot linh vuc phu thude nhiéu vao thong tin nhu du lich, noi
cac ngudn tin xac thuc ngay cang quan trong (Hussain va cong su, 2024), phat hién nay
cho thdy niém tin khong chi 1a mot két qua ma con 1a mot yéu té nén tang quyét dinh
hiéu qua cta cac nd luc marketing. Theo Ly thuyét Trao doi Xa hoi (SET), niém tin 1am
giam rii ro cam nhén, cho phép cac cudc trao d6i dién ra hiéu qua hon (Morgan va Hunt,
1994). Két qua nay cho thay, khi niém tin cao, “chi phi” tdm ly dé xir 1y cac kich thich
SMMA va chuyén ddi cac trang thai ndi tam thanh hanh vi trung thanh sé& thap hon, tir
d6 khuéch dai hiéu qua cua cc yéu to marketing va tam 1y khac. Phat hién nay lap day
khoang trong nghién ctru 16n vé vai tro diéu tiét ciia niém tin trong mdi quan hé giira
SMMA v6i cac két qua tdm 1y — hanh vi caa du khach, vuot ra ngoai cac xem xét vé vai
tro tryc tiép hay trung gian trude day (Lé Plic Tam, 2025; Agyei va cong su, 2020;
Alves va cong su, 2019). Mac khac, nghién clru nay ciing tai khéng dinh vai tro diéu tiét
tich cuc cta niém tin 1én mdi quan hé giira sy hai long va 1ong trung thanh da duoc
Elbaz va cong sy (2021) kham pha trong bdi canh du lich strc khoe tai Ai Cap. Dong
gop nay dap tmg truc tiép 101 kéu goi nghién ctru cua Al-Hattami va cong su (2023) va
Iglesias va cong su (2020).

— Thit ba, nghién ctru déng gép vé mat phuong phap luan va sy ranh mach khai
niém thong qua viéc van hanh hoa thanh cong cac ciu triic bac hai (HOC). Luan an da
van hanh hdéa SMMA nhu mdt cAu tric bac hai, phan anh ban chit da dién ctia mot chién
lugc marketing s6 tong thé. Cach tiép can nay cho phép dénh gia hiéu qua & cap do chién

lugce, thay vi chi xem xét cac chién thuat don 1é, ro1 rac nhu phan 1én cac nghién ctru
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trudc day (Bartoloni va Ancillai, 2024; Vrontis va cong su, 2021). Viéc ap dung md
hinh HOC tuan thi cac khuyén nghi phwong phéap luan vé viéc mé hinh héa cac khai
niém phrc tap, da chiéu mét cach phu hop (Sarstedt va cong su, 2019), tir d6 khong chi
cung cAp mot mé hinh do ludng virg chic ma con gop phan vao sy ranh mach vé mat
khai niém trong linh vuec.

— Thir tir, nghién ctru d3 mé rong va xac thyc tinh phi hop ctia khung 1y thuyét S-
O-R kinh dién trong bdi canh du lich s6 dwong dai. Bang cach tich hop thanh coéng céc
bién sd tir nhidu nén tang 1y thuyét khac nhau (SET, SIT) va kiém dinh m6t mé hinh
phirc hop, luan an di cung cip bang ching vimg chic vé sitc manh giai thich va tinh
linh hoat cia m6 hinh S-O-R mé rong. N6 cho thiy rang, ngay ca trong méi trudng s6
phtrc tap ctia mot thi trudng méi ndi, hanh vi ctia du khach van c6 thé duoc 1y giai mot
cach logic thong qua chudi tac dong tir cac kich thich bén ngoai, qua qua trinh xir 1y tAm
Iy bén trong, dén cac phan hoi hanh vi cudi cung, khang dinh sy phit hop bén virng cia
mo hinh S-O-R nén tang (Mehrabian va Russell, 1974).
5.3. Cac ham y va dé xuit thue tién

Tu cac két qua nghién cuu, dac bi¢t 1a phan tich ma tran Tam quan trong — Hi¢u
suat (IPMA), ludn an dé xuét cac ham ¥ quan tri duoc sap xép theo tht ty uu tién chién
lugc. Cac dé xuat ndy nham cung cap mot 10 trinh kha thi, gitip cac nha quan 1y diém
dén t6i vu hoa nguodn luc dé nang cao hiéu qua hoat dong marketing va xay dung long
trung thanh bén virng cho céc diém dén du lich bién khu vuc Nam Trung B0 - Viét Nam
va cac khu vuc ¢6 bdi canh twong tu.
5.3.1. Uu tién chién lwoc cip 1: Tap trung nguon lwc vao SMMA va ning cao sw

hai long cua du khach

Két qua IPMA chi ra rang Marketing qua mang xi hdi (SMMA) va Sy hai long
(SA) 14 hai yéu t6 c6 tAm quan trong cao nhit nhung hiéu suét hién tai chua trong xtimg.
Do d6, day 1a nhitng don bay chién luoc can duge uu tién dau tu ngudn lyc trong giai
doan dau (6-12 thang) dé tao ra tac dong 16n nhat.
5.3.1.1. Xay dung chién luwpc SMMA tich hop va da dién

Dé nang cao hiéu qua hoat dong marketing va cung c6 1ong trung thanh cta du
khach ddi v6i cac diém dén du lich bién tai Mién Trung Viét Nam, ludn an dé xuit mot

chién lugc SMMA tich hop va da dién, vuot ra khoi cac hoat dong don 1¢ dé hinh thanh
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mot hé théng phdi hop chit ché giira cac thanh phan c6t 18i: cung cap thong tin (INF),
thuc day tuong tac (INT), ca nhin hoa (PER), bit kip va tao dung xu huéng (TRE), va
khuyén khich truyén miéng dién tir (EWOM). Két qua phan tich IPMA chi ra rang TRE
va EWOM la c4c miii nhon can duoc wu tién dau tu, do tac dong manh m¢ cua ching
dén nhan thirc va hanh vi ciia du khach. Chién lugc nay khong chi phut hop véi bdi canh
Mién Trung ma con cé tinh phd quat, c6 thé ap dung cho cac diém dén du lich c6 dic
diém twong dong trén toan cau. Cac khuyén nghi duéi diy duoc xay duyng nham dam
bao tinh kha thi, hiéu qu4, va kha ning trién khai bén viing.

— Cung cdp théng tin (INF) chinh xdc, day du, va hitu ich 13 nén tang cta chién
lugec SMMA, dong vai tro thiét yéu trong viéc xdy dyng niém tin va dinh huéng quyét
dinh ctia du khach. Céc t6 chtrc quan 1y diém dén (DMOs) can dau tu vao viéc phat trién
ndi dung da dang, bao gom bai viét chuyén sau, video chét lwong cao, infographic truc
quan va cau chuyén ké (storytelling) vé van hoa, canh quan, va cac hoat dong dic trung
ctia diém dén. Noi dung can dugc t6i wvu hoa cho cong cu tim kiém (SEO) va sir dung
hashtag chién lugc dé ting kha ning tiép can ty nhién trén cac nén tang mang xa hoi.
Hon nira, thong tin can duoc cap nhat theo tho1 gian thuc, chéng han nhu thong bao vé
thoi tiét, tinh trang giao thong, hodc cac su kién dang dién ra, nham dap ung nhu cau tirc
thoi cua du khach. Viée tich hop cong nghé tri tué nhan tao (AI), chang han nhu chatbot
tu dong hodc hé thong phan tich dit lidu, c6 thé nang cao kha ning cung cip thong tin
nhanh chong va chinh xéc, tir do cai thién trai nghiém nguoi dung. Vi dy, mot chién dich
“Kham ph4 Pa Ning qua 5 gidc quan” voi cac video ngdn vé canh quan, am thuc, va 4m
thanh dia phuong c6 thé dugc trién khai trén Instagram va TikTok, két hop voi thong
tin chi tiét trén website chinh thirc ctia diém dén. Chién luoc nay khéng chi ting cuong
nhan thirc vé diém dén ma con ciing ¢d niém tin ciia du khach théng qua sy minh bach
va dang tin cay cua thong tin.

— Thiic day twong tdc hai chiéu (INT) va xdy dung céng dong 1a yéu t6 then chdt
dé tao dung mdi quan hé lau dai véi du khach. Cac DMOs can thiét ké cac chién dich
khuyén khich du khach tham gia tich cuc, chéng han nhu cac thir thach check-in tai cac
dia diém ndi bat, cudc thi anh, hodc cac hoat dong tuong tac nhu tra 161 quiz vé diém
dén. Viéc thiét 1ap cac khong gian thao luan truc tuyén, chrfmg han nhu nhom Facebook
hoic dién dan trén Instagram, cho phép du khach chia sé trai nghiém va két nbi v6i nhau,

tir d6 hinh thanh mot cong dong gian bo. Pdng thoi, viéc phan hdi nhanh chéng cac binh
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luan va tin nhan trén mang xa hoi, thong qua doi ngii quan tri vién hodc chatbot, 1a can
thiét dé duy tri sw gan giii va chuyén nghiép. Cac budi livestream gidi thiéu diém dén,
phong vain nguoi dan dia phuong, hodc hudng dan vién du lich c6 thé ting cudng tinh
chan thyc va tao co hdi tuong tac truc tiép. Hon ntra, viéc 4p dung tro choi hoéa
(gamification), chang han nhu mini-game véi phan thudng 13 voucher du lich, c6 thé
kich thich sy tham gia cua du khéach. Vi du, mot thir thach “Chup anh tai bién M§ Khé”
v6i hashtag #DanangMoments c6 thé thu hut hang nghin bai ding, tao hiéu tng lan téa
va clng cb hinh anh diém dén. Chién luoc nay khong chi thuc day su gin két ma con
tao ra mot hé sinh thai tryc tuyén, noi du khach tré thanh nhitng nguoi déng sang tao
n6i dung cho diém dén.

— Tang cuwong cd nhan hoa (PER) noi dung va trai nghiém 1a mot xu hudng quan
trong trong marketing hién dai, giup dap tng nhu cau va sé thich riéng biét cua ting du
khach. Cac DMOs can tan dung dir li¢u tr mang xa hoi va hé théng quan ly quan hé
khach hang (CRM) dé phan khuc du khach theo d6 tudi, s thich (phiéu luu, thu gidn,
van hoa), va hanh vi (thoi gian dat tour, ngan sach). Dya trén phan khtic nay, ndi dung
can duoc diéu chinh pht hop, chang han nhu dé xuét tour gia dinh cho khach c6 con nho
hodc tour 4m thyc cho nhiing ngudi yéu thich gastronomy. Cong nghé Al va hoc may
(machine learning) co thé duoc tich hop dé tu dong hoa viéc dé xuét noi dung, chéng
han nhu gtri thong bao qua Instagram DM véi cac wu dai riéng hodc email cd nhan hoa.
Ngoai ra, viéc ung dung thyuc té a0 (VR) hoic thuc té ting cudng (AR) cho phép du
khach trai nghiém trudce cac dich vy, nhu xem khong gian resort hodc tham quan 4o mot
dia danh, tir d6 tang cudng su tu tin trong quyét dinh du lich. Vi du, diém dén Pha Yén
c6 thé gri tin nhin c4 nhan hoa dén du khach d3 twong tac v6i bai dang vé Ghénh P4
Dia, dé xuat tour kham pha dia chat v6i ma giam gia riéng. Chién lugc c nhan hoa
khong chi ning cao sy hai 10ng ma con cung ¢ mdi quan hé tim 1y giita du khach va
diém dén, tao tién dé cho long trung thanh 1au dai.

— Bt kip va tao dyung xu hwéng (TRE) 1a mot miii nhon chién lugc, dic biét trong
bbi canh mang xa hoi ngay cang chi phéi nhan thirc clia gidi tré va nhitng du khach tim
kiém trai nghiém méi mé. Cac to chiic quan ly diém dén (DMOs) can thiét 1ap mot quy
trinh theo ddi va phan tich lién tuc cic xu hudng thinh hanh trén cac nén tang mang xa
ho6i pho bién (vi du: TikTok, Instagram Reels, Twitter...). Viéc tng dung céac yéu té nhu

am nhac thinh hanh (trending music), bo loc thuc té ting cudng (AR filters), hodc cac
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thir thach c6 kha ning lan truyén manh (viral challenges) vao san xuat ndi dung c6 thé
gia ting dang ké sirc hap dan va kha ning tiép can. Hop tac chién luoc véi nhitng ngudi
c6 anh huong quan trong (KOLs - Key Opinion Leaders) va nguoi c6 anh hudng
(influencers) — tir cip d6 vi md (macro-influencers) dén vi mé (micro-influencers) — 1a
mot phuong thire hiéu qua dé quang ba hinh anh va thong diép cua diém dén dén cac
phan khac du khach muc ti€éu mét cach tu nhién va dang tin cay hon. Déng thoi, viée to
chitc cac sy kién dic sic va mang tinh diém nhan (vi du: 1& hoi 4nh sang, sy kién am
nhac quy mo tai cac khong gian bién, cac cudc thi nhiép anh/video du lich véi chu dé
sang tao) co thé dinh vi diém dén nhu mot "diém nong" thu hut sy chu y va tao ra lan
song truyén thong ti nhién. Viée van dung mét cach khéo 160 cac yéu td van hoa dai
chung hodc cac hinh anh/thong diép hai hudc, dé lan toa ciing 1a mot cach tiép can sang
tao dé ting cudng su gan giii va twong tac v6i du khach. Chang han, mot chién dich
truyén thong da nén tang voi ndi dung cot 18i 13 video ngan dang “24 gid kham pha Quy
Nhon” st dung am nhac thinh hanh va c4c hashtag (vi du: #QuyNhonVibes) c6 tiem
nang thu hat sy quan tam 16n va tao hiéu ing lan toa rong rai. DPé dam bao tinh thoi su
va phu hop cua ndi dung, cac cong cu phan tich xu hudng nhu Google Trends hodc céc
nén tang quan Iy mang xa hoi chuyén nghiép (vi du: Socialbakers, Sprout Social) nén
duoc tich hop vao quy trinh hoach dinh va danh gia chién dich. Viéc trién khai chién
lugc ndm bt va kién tao xu hudng nay khong chi gop phan nang cao nhan dién thuong
hiéu diém dén ma con dinh hinh vi thé tién phong, thu hut hiéu qua céc phan khuc du
khach tré tudi va nang dong.

— Khuyén khich va qudn 1y truyén miéng dién tir (EWOM) 1a yéu t6 then chdt dé
xdy dung hinh anh tich cuc va mé rong tim anh huéng cta diém dén. Cac DMOs can
thiét ké cac chién dich khuyén khich du khach chia sé trai nghiém, chang han nhu “Chia
sé khoanh khic, nhan qua” voi hashtag dic trung, hodc cic chuong trinh ting thudng
cho nhitng bai ding chat luong cao. Viéce tin dung ndi dung do ngudi dung tao ra (UGC),
nhu dang lai hinh danh hodc video cua du khach trén cac kénh chinh thirc, khong chi tang
su gan két ma con tao cam gidc dugc cong nhan. Pong thoi, mot quy trinh xir Iy phan
héi tiéu cuc can dugce thiét 1ap, dam bao phan hoi nhanh chéng, chuyén nghiép, va mang
tinh xay dung dé chuyén dbi cac trai nghiém khong mong mudn thanh co hoi cai thién
hinh anh. Céong cu ling nghe mang xa hoi, chang han nhu Brand24 hoic Mention, nén

duogc sir dung dé theo dbi va phén tich cac bai dang lién quan dén diém dén, tir 6 didu
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chinh chién lugc kip thoi. Vi du, diém dén HOi An c6 thé trién khai chién dich
#HoiAnMemories, khuyén khich du khach dang anh phd c¢6 va chia sé cdu chuyén ca
nhan, v6i co hoi nhan voucher an udng tai nha hang dia phuong. Chién luoc EWOM
khong chi khuéch dai tiéng noi tich cyc ma con cung ¢ niém tin cua du khach, dic biét
trong bdi canh thong tin tryc tuyén ngay cang chi phdi quyét dinh du lich.

— Tich hop va phéi hop dong b 1a nguyén tic cbt 161 ¢é& dam bao hiéu qua cua
chién lugc SMMA. Cac DMOs can duy tri su nhat quan vé thong diép, hinh anh, va gia
tri ¢t 161 cua diém dén trén tat ca cac nén tang, tor Instagram, TikTok, Facebook dén
website chinh thirc. Mot ké hoach marketing dai han, chia thanh céc giai doan cy thé 3
thang, 6 thang, 1 nam), can dugc xdy dung véi cac muc tiéu rd rang cho ting thanh phan
SMMA. Dao tao doi ngli nhan sy vé quan Iy mang xa hdi, phan tich dir li¢u, va sang tao
ndi dung 1a can thiét dé dam bao tinh chuyén nghiép va hiéu qua. Hon nira, viéc phat
trién mot hé thong do luong hiéu qua, sir dung céc chi s6 nhu ty 18 tuong tac, ty 1¢ chuyén
d6i, va muc d6 lan toa EWOM, sé& gitup danh gia va diéu chinh chién luoc lién tuc. Pic
biét, dua trén két qua IPMA, cac DMOs can vu tién dau tu vao TRE va EWOM, thong
qua céc chién dich viral va hop tac véi influencers dé t6i da hoa tac dong. Chién luoc
nay khong chi nang cao hiéu qua marketing ma con gop phan xay duyng mot hé sinh thai
du lich bén ving, noi du khach tré thanh nhimg dai st thuong hiéu cho diém dén.
5.3.1.2. Pat sw hai long toan dién cua du khdach lam trong tam

Sy hai 10ng (SA) cuia du khach dugc xac dinh 1a mot yéu tb c¢6 tim quan trong hang
dau va tac dong manh m& dén long trung thanh (DL) ddi vé6i cac diém dén du lich. Két
qua nghién ctru chi ra rang SA khong chi 1a két qua cua cac trai nghiém thuc té tai diém
dén ma con chiu anh huéng tir ky vong dugc hinh thanh thong qua cac hoat dong
marketing, ddc bi¢t 1a cac hoat dong marketing qua mang xa hoi (SMMA). Do d6, dé
t6i da hoa SA va cung cd DL, céc to chirc quan 1y diém dén (DMOs) can dit sy hai long
lam trong tdm chién luoc, dam bao ré“mg moi hoat dong SMMA duogc hd tro boi cam két
mang lai trai nghiém thuc té xuét sic, dong bo véi nhiing gi da quang ba. Didu nay doi
hoi mot cach tiép cin toan dién, bao gdbm viéc dam bao su nhit quan giita thong diép
quang ba va thuc té, cai thién lién tuc cac diém cham trong hanh trinh du khéch, va thiét
1ap cac hé thdng do ludng, giam sat hiéu qua. Dé xuit nay khong chi phu hop véi cac
diém dén du lich bién tai Mién Trung Viét Nam ma con c6 tinh phd quat, c6 thé ap dung

cho cac diém dén du lich trén toan cau, dic biét trong bdi canh canh tranh ngdy cang
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gay git ctia nganh du lich. Dudi day 1a cac dé xuét cu thé:

— Pdam bado sy dong bé giita quang bd va thuc té 1a nén tang dé xay dyng sy hai
1ong toan dién. Cac DMOs can dam béo rang cac thong diép truyén thong trén mang x4
hoi1, bao gém hinh anh, video, va ndi dung mo t4, phan anh chinh xéc chét luong dich
vu, co sé ha téng, va trai nghiém tai diém dén. Sy chénh léch gitta ky vong duoc tao ra
qua quang ba va thuc té c6 thé din dén su that vong, 1am suy giam SA va DL. Pé dat
duoc su déng bd, cac DMOs nén trién khai cac quy trinh kiém chirng nd1 dung trudce khi
ding tai, dam béo rang cc thong tin vé gid ca, tién ich, va trai nghiém la minh bach va
dang tin cay. Vi duy, néu mot chién dich SMMA quang ba vé “bai bién hoang so” tai Phu
Yén, thi diém dén can dam bao rang khu vuc nay dugc duy tri sach s&, an toan, va dap
g cac tiéu chudn vé sinh méi trudng. Ngoai ra, viéc hop tac véi cac nha cung cap dich
vu dia phuong, chang han nhu khach san, nha hang va cong ty it hanh, 14 can thiét dé
dam bao rang cac dich vu dugc cung cip phi hop v6i nhirng gi dd quang ba. Cac budi
dao tao dinh ky cho cac bén lién quan vé tdm quan trong cta sy nhat quan trong trai
nghiém du khach ciing nén dugc to chic. Bang cach duy tri sy dong bo giita quang ba
va thue té, cadc DMOs c6 thé xay dung niém tin va tao nén tang viing chic cho su hai
long lau dai.

— Cdi thién lién tuc cac diém cham trong hanh trinh du khach 1a mot chién lugc cbt
16i dé nang cao SA. Hanh trinh du khach bao gom céc giai doan tir tim kiém thong tin,
dat dich vy, trai nghiém tai diém dén, dén giai doan sau chuyén di (chia sé trai nghi¢m,
danh gid). Mbi diém cham trong hanh trinh ndy, tir tuong tic trén mang xa hoi, giao tiép
v6i nhan vién dich vy, dén chat luong co s& vat chét, déu c6 thé anh huong dén danh
gia tong thé ciia du khach. Cac DMOs can ap dung céach tiép can “khach hang 1a trung
tam”, st dung cic cong cu nhu ban dd hanh trinh khach hang (customer journey
mapping) dé xac dinh va t8i wu hoa cac diém cham quan trong. Vi du, trong giai doan
tim kiém thong tin, mot chatbot AI dugc tich hop trén Instagram hodc website ciia diém
dén co thé cung cp cau tra 161 nhanh chéng va ca nhan hoa, nang cao trai nghiém ban
dau. Tai diém dén, viéc dao tao nhan vién dich vu vé k¥ nang giao tiép, xtr 1y tinh hudng,
va thai do than thién 1a can thiét dé tao 4n tuong tich cuc. Ngoai ra, cac ti¢n ich nhu bién
chi dan 16 rang, wifi mién phi tai cac khu vuc cong cong, va cac dich vu hd trg khan cép
(y té, an ninh) ciing gop phan cai thién trai nghiém thyc té. Sau chuyén di, cic DMOs

c6 thé giri email hodc tin nhin cam on, kém theo khao sat ngan dé thu thap phan hoi, tur

123



d6 x4c dinh cac diém can cai thién. Viéc cai thién lién tyc cac diém cham nay khong chi
nang cao SA ma con ting kha ning du khach quay lai va gi6i thiéu diém dén cho ngudi
khac.

— Thiét Idp hé thong do lwong va gidm sdt hiéu quda 13 yéu té khong thé thiéu dé
dam bao sy hai 1ong duoc duy tri va cai thién theo thoi gian. Cac DMOs can phét trién
cac chi s6 hiéu qua chinh (KPIs) dé danh gia SA, chang han nhu ty 1é hai 10ng tong thé,
murc do dap ing ky vong, va ty 1€ khiéu nai. Cac cong cu khao sat tryc tuyén, nhu Google
Forms hoic SurveyMonkey, c6 thé dugc sir dung dé thu thap phan hoi tir du khéch tai
cac giai doan khac nhau cua hanh trinh. Ngoai ra, vi¢c phan tich dir li€u tr mang xa hoi,
su dung cac cong cu nhu Hootsuite Insights hodac Brand24, cho phép cdc DMOs theo
doi cdm nhén cua du khach qua céc bai dang, binh luan, va danh gia. Dya trén dir li¢u
nay, cac DMOs co thé xac dinh cac diém yéu trong trai nghi¢m, chéng han nhu dich vu
cham tré hodc co so ha tAng xudng cip, va trién khai cac bién phap khic phuc kip thoi.
Vi duy, néu phan héi tir du khach chi ra rang thoi gian cho tai cac quay check-in ¢ diém
tham quan qué lau, DMOs c6 thé phdi hop v6i cac nha quan 1y dia phuong dé tang cuong
nhan sy hodc trién khai hé théng dat vé truc tuyén. Hon ntra, viéc ap dung cac mo hinh
phan tich tién tién, nhu phan tich cam xuc (sentiment analysis), c¢6 thé gitip cac DMOs
hiéu sau hon vé cam nhén cua du khach va du doan cac xu hudng hai 1ong trong tuong
lai. Hé thong do ludng va giam sat nay khong chi cung cp dir lidu dé cai thién SA ma
con dong vai trd nhu mot céng cu chién lwge dé dinh huéng cac hoat dong SMMA va
cac chién dich marketing khac.

— Tich hop SMMA vao chién lwge ndng cao SA 1a mot yéu t6 quan trong dé dam
bao rang cac hoat dong marketing qua mang xa hoi khong chi tao ra ky vong ma con hd
tro truc tiép cho trai nghiém thuc té. Cac chién dich SMMA céan dugc thiét ké dé nhan
manh cac gia tri thyc té cua diém dén, chéng han nhu chat luong dich vy, su than thién
cua nguoi dan dia phuong, hoac cac hoat dong doc ddo. Vi du, mot chién dich trén
TikTok véi hashtag #HoiAnVibes c6 thé tip trung vao trai nghiém di bd trong phd co,
két hop voi cac video do du khach quay dé tang tinh xac thyc. Dong thoi, cac DMOs
nén st dung SMMA dé truyén tai thong tin vé cac cai tién tai diém dén, chéng han nhu
nang cﬁp co sO ha tﬁng hodc ra mit cac dich vu méi, tir dé cung ¢d niém tin cua du
khach. Viéc khuyén khich du khéch chia sé trai nghiém tich cuc qua céac chién dich
SMMA, nhu thir thach “Chia sé khoanh khéc yéu thich tai Nha Trang”, ciing gop phan
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khuéch dai SA va tao hiéu ung truyén miéng tich cuc. Béng cach tich hop chat ché
SMMA vao chién lugc ning cao SA, cac DMOs c6 thé dam béo ring cac hoat dong
marketing khong chi thu hat du khach ma con déng gop truc tiép vao viéc mang lai trai
nghiém thyc & xuét sic, tir d6 cing cb 10ng trung thanh bén viing.
5.3.2. Uu tién chién lwoc cip 2: Nudi duéng sw gin két va ciing co niém tin ciia du
khdch véi diém dén

Sau khi d3 tao ra nén tang vitng chic vé nhan dién (qua SMMA) va su hai long
ban ddu (qua SA), giai doan tiép theo can tip trung vao viéc xdy dung mdi quan hé sau
sdc va bén viing thong qua sy gan két (TE) va niém tin (DT). Day 1 nhiing yéu t6 nén
tang dé chuyén ddi su hai long thanh 1ong trung thanh dich thyec.
5.3.2.1. Nubi duéng sw gan két nhuw nén tang quan hé véi du khdch

Sy gan két (TE) cua du khach, dugc dinh nghia 13 trang thai tim 1y da chiéu bao
g6m nhan thirc, cam xuc, va hanh vi, déng vai tro nhu mot nén tang quan hé quan trong
trong viéc xay dung 1ong trung thanh (DL) véi cac diém dén du lich. Mic du tic dong
tong thé ciia TE 1én DL c6 thé thap hon so v6i su hai 1ong (SA), hiéu suit cao cua TE,
nhu dugc xac nhan trong nghién ctru, 1a mot nhan tb gia tri, dac biét trong viéc cung cd
mbi quan hé tinh cam va tam 1y lau dai gitra du khach va diém dén. Dé nudi dudng TE
mot cach hiéu qua, cac t6 chirc quan 1y diém dén (DMOs) can trién khai mot chién luoc
toan dién, tap trung vao vi¢c duy tri cadc hoat dong tuong tac, xay dung cong déng, tao
ndi dung hap dan dé khoi goi su nhiét tinh (EN) va sy cuén hat (AB), ting cuong nhan
dién thuong hiéu (ID), va khuyén khich twong tac xa hoi (SI). Chién luoc nay khong chi
gitip duy tri sy két ndi bén viing v6i du khach ma con dinh vi diém dén nhu mot thuong
hiéu mang ¥ nghia cam xuc sau sac. Vi tinh pho quat, dé xuat ndy c6 thé dugc ap dung
cho céc diém dén du lich bién tai Mién Trung Viét Nam va cac khu vuc c6 dac diém
tuong ty, gép phan nang cao stic canh tranh trong bdi canh nganh du lich toan cau.

— Duy tri cac hoat déng tuwong tdc lién tuc 13 yéu t cbt 16i dé nuodi dudng TE va
duy tri mdi quan hé v6i du khach. Cac DMOs can thiét ké cac chién dich tuong tac trén
mang x3 hoi nham khuyén khich du khach tham gia tich cuc, chiang han nhu céac thi
thach check-in tai cac dia danh ndi bat, cudc thi ké chuyén vé trai nghiém du lich, hodc
cac hoat dong truc tuyén nhu tra 16i cau db vé van hoa dia phuong. Nhirng hoat dong
nay khong chi kich thich sy chii y (AT) ma con tao co hoi dé du khach cam thiy dugc
két ndi véi diém dén. Vi dy, mot chién dich “Chia s¢ khoanh khic yéu thich tai Hoi An”
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v6i hashtag #HoiAnStories c6 thé khuyén khich du khach dang tai hinh anh hodc video,
tir d6 tao ra mot ludng ndi dung do ngudi dung tao ra (UGC) phong phu. Ngoai ra, cac
budi livestream gid1 thiéu cac su kién van hoa, nhu 18 hoi dén léng 0 Ho1 An, hoac cac
budi phong van véi nghé nhan dia phuong, ¢ thé ting cudng tinh chan thuc va tao co
hoi twong tac truc tiép. Viée sir dung cac cong cu quan 1y mang x3 hoi, chang han nhu
Hootsuite hodc Sprout Social, cho phép cac DMOs phan hdi nhanh chéng céc binh lun
va tin nhan, tir d6 cung cb cam giac dugc quan tdm va gin bo. Cac hoat dong twong tac
nay khong chi duy tri sy hién dién cta diém dén trong tam tri du khach ma con xdy dung
mot moi quan hé tdm 1y bén virng, khuyén khich ho quay lai hoic gidi thiéu diém dén
cho nguoi khac.

— Xady dung cong dong triec tuyén va ngoai tuyén 1a mot chién luge quan trong dé
tang cuong TE, dac biét trong viéc tao ra mot khong gian noi du khach cam théy thuoc
vé diém dén. Cac DMOs nén thiét 1ap cac nhom hoic dién dan trén cac nén tang nhu
Facebook, Instagram, hodc Telegram, noi du khach c6 thé chia sé trai nghi¢m, trao doi
meo du lich, va két ndi voi nhitng ngudi cing sd thich. Vi du, mot nhom “Cong dong
yéu Pa Nang” trén Facebook c6 thé trd thanh noi dé du khach thao luin vé cac diém
tham quan, nha hang, hodc sy kién dia phuong. Ngoai ra, cac sy kién ngoai tuyén, chang
han nhu cac budi gip g& fan (fan meet-ups) hodc cac chuong trinh tinh nguyén bao vé
moi trudng tai diém dén, co thé cung cd mdi quan hé gitra du khach va cong dong dia
phuong. Viéc khuyén khich du khach tham gia vao cac hoat dong cong dong, chang han
nhu cac di 4n bao t6n bién tai Nha Trang, khong chi khoi goi sy nhiét tinh (EN) ma con
tao ra cam giac dong so hitu d6i voi diém dén. Cac DMOs ciing nén tan dung cac cong
cu gamification, nhu phat hanh huy hiéu k¥ thuat sb hodc diém thuong cho nhitng du
khach tich cyrc tham gia cong dong, dé ting dong luc tham gia. Bang cach xay dung mot
cong dong gan két, cac DMOs c6 thé bién du khach thanh nhitng dai st thuong hiéu,
g6p phan quang ba diém dén mot cach ty nhién va bén virng.

— Tao néi dung hdp ddin dé khoi goi sw nhiét tinh (EN) va sy cuon hit (AB) 1a mot
yéu t6 khong thé thiéu dé nuoi dudng TE. Noi dung trén mang xa hdi can duoc thiét ké
dé kich thich cam xtic tich cuc, tao cam gidc say mé va dam chim vao trai nghiém diém
dén. Cac DMOs nén dau tu vao cac video chit lugng cao, cau chuyé¢n ké, va hinh anh
song dong, tap trung vao cac yéu td doc dao cia diém dén, nhu vé dep cta bai bién Quy

Nhon hodc sy yén binh ctua phé cd Hoi An. Vi dy, mot video ng‘fm trén TikTok véi canh
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hoang hén tai bién My Khé, kém theo nhac nén day cam htng, c6 thé khoi goi EN va
khién du khach muén trai nghiém truc tiép. Dong thoi, ndi dung can dugc thiét ké dé
tao ra trang thai AB, no1 du khach tam tho1 quén di moi thir xung quanh khi tuong tac
v6i diém dén. Cac trai nghiém thyc té 4o (VR) hoic thuc té ting cuong (AR), ching han
nhu tham quan 40 mot ngdi chua & Hué, ¢ thé ting cudong mic do dam chim va tao 4n
tuong sau sic. Ngoai ra, viée st dung cc yéu td vin hoa dai chung, nhu meme hoic
trich dan tir phim anh, c6 thé 1am cho ndi dung trd nén gan gili va hap dan hon véi cac
phan khiic du khach tré. Bang cach tao ra ndi dung khoi goi cam xtc manh mé, cac
DMOs ¢6 thé cting ¢b moi quan hé tinh cam véi du khach, tir 6 ting cuong TE va DL.

— Tang cwong nhén dién thwong hiéu (ID) 13 mot chién luoc quan trong dé xay
dung sy két ndi tam 1y sau sac giira du khach va diém dén. Nhan dién thuong hiéu khong
chi dirng lai & viéc nhan biét logo hodc khau hi¢u, ma con lién quan dén viéc du khach
cam théy diém dén 1a mot phé”m ctia ban sic ca nhan hodc gia tri cia ho. Cac DMOs can
phat trién mot cau chuyén thuong hiéu manh mé, nhan manh céc gia tri ¢t 13i cua diém
dén, chang han nhu sy bén viing, van hoa truyén théng, hodc tinh than hiéu khach cia
Mién Trung Viét Nam. Vi dy, diém dén Pha Yén c6 thé xdy dung thuong hiéu xung
quanh hinh anh “ving dét cta nhitng ky quan thién nhién”, véi cac chién dich SMMA
nhan manh Ghénh P4 Dia va Vinh Viing R6. Céc chién dich nay nén duoc trién khai
ddng bo trén tit ca cac nén ting mang xa hoi, str dung cac yéu t6 thiét ké nhat quan (mau
sic, phong chit, hinh anh) dé tang tinh nhan dién. Ngoai ra, viéc hop tac véi cac KOLs
hoic influencers c6 gia tri twong dong véi thuong hiéu diém dén c6 thé khuéch dai ID.
Viéc khuyén khich du khach chia sé cAu chuyén ca nhan lién quan dén diém dén, chang
han nhu “Hanh trinh tim lai binh yén tai H6i An”, cling gop phan tao ra su dong cam va
cam gidc déng s& hiru. Bﬁng cach xay dung mot thuong hiéu manh mé va dé nhan dién,
cac DMOs ¢6 thé ciing cd mbi quan hé tam 1y 1au dai véi du khach, tir 6 nang cao TE.

— Khuyén khich tuwong tdc xa héi (SI) 1a mot yéu to quan trong dé nudi dudng TE,
gitip du khach két ndi véi gia dinh, ban be, va cong dong dia phuong théng qua céc trai
nghiém lién quan dén diém dén. C4c DMOs nén thiét ké cac chién dich SMMA khuyén
khich du khach chia sé trai nghiém v&i nguoi than, chang han nhu thir thich “Tag ban be
cung kham pha Nha Trang” hodc cac bai ding moi goi du khach thao luan vé diém dén
trén mang xa hoi. Ngoai ra, viéc td chire cac su kién hodc hoat dong tai diém dén, nhu 18

hdi 4m thyuc hodc workshop lam gém & Hoi An, c6 thé tao co hdi dé du khach tuong tac
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truc tiép voi nhau va v6i ngudi dan dia phuong. Cac DMOs ciing nén tan dung cac nén
tang mang xa hoi dé tao ra cac khong gian thao luén tich cuc, noi du khéach co thé trao doi
Y tuong va cam nhan vé diém dén. Vi du, mot nhom Instagram voi hashtag
#DanangLovers c6 thé trd thanh noi dé du khach chia sé meo du lich hodc hinh anh dep.
Viéc tich hop cac yéu td gamification, nhu bang xép hang cho nhitng du khach tich cuc
chia sé trai nghiém, ciing c6 thé ting cudng SL Béng cach khuyén khich twong tac xa hoi,
cac DMOs khong chi ciing ¢b mdi quan hé gitra du khach va diém dén ma con tao ra mot
mang ludi truyén thong tw nhién, gop phan quang ba diém dén mot cach hiéu qua.

— Tich hop va phéi hop dong bé 1a nguyén tic then chdt dé dam bao chién luge
nudi dudng TE dat hiéu qua tdi wu. Cac DMOs can dam béo rang cac hoat dong tuwong
tac, ndi dung, va chién dich SMMA duoc trién khai déng bo trén tit ca cac nén tang, tu
Instagram, TikTok, dén Facebook, véi thong diép va hinh anh nhat quan. Mot ké hoach
dai han, chia thanh cac giai doan cu thé (3 thang, 6 thang, 1 nam), can dugc xay dung
v6i cac muc tiéu rd rang cho timg yéu t6 cua TE (EN, AB, ID, SI). Pao tao doi ngii nhan
su vé k¥ nang quan 1y cong dong, sang tao ndi dung, va phan tich dit lidu 14 can thiét dé
dam béo tinh chuyén nghi¢p. Hon nira, vi¢c thiét 1ap cac chi sb hiéu qua chinh (KPIs),
nhu ty 18 tham gia cong dong, mirc dd twong tac v4i ndi dung, va sd luong bai dang sir
dung hashtag diém dén, s& giup danh gia va diéu chinh chién luoc lién tuc. Chién luoc
nay khong chi nang cao TE ma con tao tién dé cho viéc xay dung mdt h¢ sinh thai du
lich bén viing, noi du khach khong chi 1a khach hang ma con 13 nhiig ngudi dong sang
tao gia tri cho diém dén.
5.3.2.2. Ciing c6 niém tin ciia du khdch

Niém tin (DT) cta du khéach, dugc dinh nghia 1a sy tin cay vao kha ning va thién
chi ciia diém dén trong viéc thuc hién dung cac cam két, dong vai tro diéu tiét quan trong
trong viéc nang cao hiéu qua cac hoat dong marketing va trai nghiém du lich. Két qua
nghién ctru chi ra rang DT khong chi 1a mét yéu t6 doc 1ap ma con 1a mot nhan t6 chién
luoc then chét, co kha nang khuéch dai tac dong cua cac hoat ddng SMMA, sy hai long
(SA) va su gin két (TE) ddi véi long trung thanh (DL). Tuy nhién, muc do tin tuéng
hién tai ctia du khach dbi véi cac diém dén du lich bién tai Mién Trung Viét Nam van
con thép, doi hoi cac DMOs phai trién khai cac chién luoc cu thé va dau tu nguén luc
dang ké dé cai thién hiéu suit DT. Déng thoi, cac DMOs can tan dung vai tro khuéch

dai cua DT dé t6i uu hoa hiéu qua cac hoat dong marketing va trai nghiém, dac biét khi
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nham dén cac phan khac du khach con hoai nghi. V&i tinh phd quat, dé xuét ndy c6 thé
dugc ap dung cho cac diém dén du lich trén toan cau, gop phan cing ¢b hinh anh dang
tin cay va nang cao stc canh tranh trong nganh du lich.

— Cdi thién hiéu sudt niém tin thong qua cdc hanh déng thiét thwc 13 wu tién hang
dau dé xay dung va cing cd DT. Trude hét, cic DMOs can dam béo an toan va an ninh
tai diém dén, thong qua viéc ting cudng cac bién phap tuan tra, 1ap dit camera gidm st
tai cac khu vuc dong du khach, va cung cip cac dich vu hd tro khan cap nhu duong day
néng y t& hodc an ninh. Thit hai, minh bach thong tin vé gia ca va dich vu 1a yéu t6 then
chét dé tranh tao ra sy nghi ngd. Cac DMOs nén yéu cau cac nha cung cip dich vu (khach
san, nha hang, cong ty lir hanh) cong khai gia ca trén cac nén tang tryc tuyén va dam bao
khong ¢ chi phi an. Thir ba, cam két chat lugng diing nhu quang ba doi hoi sy phdi hop
chat ché gitra cac chién dich SMMA va thuc té tai diém dén. Vi du, néu mot chién dich
quang b vé “bai bién sach dep” tai Nha Trang, thi cic DMOs can trién khai cic chuong
trinh vé sinh méi trudng dinh ky dé dap tmg ky vong. Tht tw, viée xay dung mét quy trinh
xir Iy phan hoi va khiéu nai chuyén nghiép 13 can thiét dé giai quyét cac van dé cia du
khach mot cach nhanh chong va hi¢u qua. Mot hé théng quan ly khiéu nai truc tuyén, tich
hop trén website hodc tng dung cta diém dén, c6 thé giup du khach giri phan hdi va nhan
phan hdi trong vong 24 gio. Cudi cung, thé hién trach nhiém xi hoi va méi trudng, chang
han nhu tham gia cac sang kién bao ton bién hodc hd trg cong dong dia phuong, khong
chi cing ¢ DT ma con nang cao hinh anh diém dén. Vi du, diém dén Pha Yén c6 thé to
chire chién dich “Du lich xanh” véi cac hoat dong lam sach bai bién, thu hit sy tham gia
cua du khach va nguoi dan dia phuong. Nhitng hanh dong nay khong chi cai thi¢n hi¢u
suit DT ma con tao nén tang cho mdi quan hé 1au dai véi du khéch.

— Tdn dung vai tro khuéch dai cia niém tin 1a mot chién luoc quan trong dé ti wu
hoa hi¢u qua cua cac hoat dong SMMA, SA, va TE. Nhan thtrc ré“mg DT cao c6 thé 1am
gia ting dang ké tac dong ctia cac yéu to ndy, cic DMOs can 10ng ghép cic yéu t6 xay
dung niém tin vao moi chién dich truyén thong, dac biét khi nham dén cac phan khuc
du khach con hoai nghi, nhu du khach qudc té hodc nhitng ngudi ting c6 trai nghiém
tiéu cuc. Cac chién dich SMMA nén nhdn manh céc gia trj minh bach, dang tin cdy, va
chét lugng, chéng han nhu video thuc té vé trai nghiém tai diém dén, cac bai dang chia
sé cau chuyén thanh cong ctia du khéch, hoac cac bai viét vé cac cai tién trong co s¢ ha

tang. Vi du, mot chién dich trén Instagram voi hashtag #DanangTrust c6 thé gidi thiéu

129



cac bién phap an toan moi tai bai bién My Khé, kém theo 15i chimg thuc tir du khach.
Dng thoi, viée tich hop cac yéu t xay dung DT vao cc hoat dong nang cao SA va TE,
nhu cung cap thong tin chinh xac trong cic chién dich tuong tic hoic dam bao chét
lwong dich vu trong céc su kién cong dong, s& gitp khuéch dai hiéu qua tong thé. Céac
DMGOs ciling nén str dung cac cong cu phan tich dtr li¢u, nhu phan tich cdm xuc
(sentiment analysis) trén mang x3 hoi, dé danh gia muac do tin tudong cua du khach va
diéu chinh chién luoc kip thoi. Viée xay dung niém tin thanh cong khong chi ting cuong
hiéu qua dau tu vao cac hoat dong marketing ma con tao ra mot vong tuan hoan tich cuc,
noi DT, SMMA, SA, va TE hd trg 13n nhau dé cung ¢6 DL.

— Tich hop niém tin vao hé thong qudn tri diém dén 1a mot budc di chién lugc dé
dam bao DT dugc duy tri va phat trién bén ving. Cac DMOs can xay dung mot khung
quan tri niém tin, bao gém cac chinh sach ro rang vé an toan, minh bach, va trach nhiém
xa hoi, dugc truyén dat dén tt ca cac bén lién quan, tir co quan quan 1y, nha cung cap
dich vu, dén cong d@)ng dia phuong. Viéc dao tao dinh ky cho nhan vién dich vu va céc
bén lién quan vé tim quan trong ctia DT, ciing nhu cach xtr 1y cac tinh huéng lién quan
dén niém tin, 1a can thiét @& dam bao tinh nhat quan. Hon nita, cic DMOs nén thiét 1ap
mot hé thong do ludng DT, st dung cac chi sé nhu ty 16 tin tuong tong thé, ty 16 khiéu nai
duoc giai quyét, va mirc d6 hai 10ng vai tinh minh bach. Céc cong cu khao sat truc tuyén,
nhu SurveyMonkey, hodac phan tich dit 1iéu mang xa hoi, nhu Brand24, c6 thé dugc st
dung dé thu thap va danh gia dir liéu nay. Vi du, mot khao sat sau chuyén di tai Hoi An
6 thé héi du khach vé muc do tin tudng vao thong tin gia ca hoac chat lugng dich vy, tu
d6 xac dinh cac diém céan cai thién. Bang cach tich hop DT vao hé théng quan tri va do
luong, cac DMOs co thé dam bao r@“mg niém tin khong chi 1a mdt muyc ti€u ngén han ma
con la mot gia tri c6t 161, dinh hinh moi khia canh cua trai nghiém du lich.

5.3.3. Xdy dung hé thong do lwong hidu qud tich hop (KPIs) va Ig trinh thuc thi

DPé dam bao cac chién luge trén duoc trién khai hiéu qua va co thé do luong, luan
an dé xuit mot hé théng chi s6 hiéu suit chinh (KPIs) tich hop va mot 16 trinh thye thi
theo giai doan.
5.3.3.1. Xdy dung hé théng do heong hiéu qua tich hop

Trong bdi canh canh tranh ngay cang gay git cua nganh du lich, viéc xay dung mot
hé thong do luong hiéu qua tich hop 1a mot yéu cau céap thiét dé cac DMOs va doanh
nghiép du lich c6 thé danh gia chinh xac tic dong cta cac chién luoc marketing va trai
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nghiém du khach. Két qua nghién ciru chi ra rang cac chi s6 do luong hiéu qua (KPIs)
truyén thng, von tap trung chil yéu vao twong tac trén mang xi hoi (SMMA), 1a chua
du dé phan anh toan dién hiéu qua cua cac hoat dong marketing. Do d6, cac DMOs can
phat trién mot hé thong do ludng tich hop, bao gdm cac KPIs lién quan dén sy hai 1ong
(SA), sy gan két (TE), niém tin (DT), va cic thanh phan cua 1ong trung thanh (DL), cu
thé 1 y dinh quay lai (RE) va ¥ dinh truyén miéng (WOM). Hé thdng nay nén tin dung
cac thang do da dugc kiém dinh trong nghién ciru dé dam bao tinh khoa hoc va db tin
cdy, dong thoi cung cap dit liéu co gid tri dé dinh hudng cac quyét dinh chién luge. Vi
tinh pho quat, dé xuat nay khong chi phii hop vai cac diém dén du lich bién tai Mién
Trung Viét Nam ma con ¢ thé ap dung cho cac diém dén du lich trén toan cau, gop
phan nang cao hiéu qua quan trj va phat trién du lich bén viing.

— Phat trién cdc KPIs vweot ra ngoai pham vi twong tdc SMMA 13 budc dau tién dé
xay dyng mot hé thong do luong hiéu qua tich hop. Thay vi chi tip trung vao cac chi sb
nhu lugt thich, chia sé, hodc binh luan trén mang xi hoi, cac DMOs can thiét ké cac
KPIs bao quat hon, phan anh tac dong cia SMMA dén céc yéu t6 tdm 1y va hanh vi cia
du khach. Vi dy, cac KPIs lién quan dén SMMA c6 thé bao gom ty 1é chuyén doi tir
tuong tac truc tuyén sang hanh vi dat dich vu (booking conversion rate), mirc do lan téa
ctia hashtag diém dén, hoic ty 1& ndi dung do nguoi dung tao ra (UGC). Pong thoi, cac
KPIs can duoc mo rong dé do ludng hiéu qué cia cac thanh phan cu thé trong SMMA,
chang han nhu mirc d6 cam nhén vé tinh giai tri (ENT), thong tin (INF), twong tac (INT),
c4 nhan hoa (PER), xu huéng (TRE), va truyén miéng dién tir (EWOM). Dé dam bao
tinh khoa hoc, cic thang do da dugc kiém dinh trong nghién ctru nay, nhu thang do ENT
vo1 cac muc nhu “Noi dung trén mang xa hdi cua diém dén mang tinh giai tri”, cé thé
duogc st dung lam co s& dé xay dung céc cau hoi khao sat hoac phan tich dit liéu. Vi duy,
mot chién dich SMMA tai Pa Néng c6 thé dugc danh gia thong qua ty 16 du khach cam
théy ndi dung trén Instagram “th vi” hodc “htu ich”, tor 46 xac dinh diém manh va
diém yéu cta chién dich. Bang cach mé rong pham vi KPIs, cac DMOs c6 thé hiéu rd
hon vé tac dong cia SMMA dén trai nghiém tong thé cua du khach.

— Tich hop do lwong cac chi s6 vé SA, TE, DT, va DL 1a yéu td cbt 161 dé dam bao
hé théng do luong phan anh toan dién hiéu qua marketing va trai nghiém. Déi véi sy hai
1ong (SA), cac KPIs c6 thé bao gom ty 18 hai long tong thé, mirc do dap tmg ky vong,

vaty 1€ khiéu nai. Céc thang do SA, nhu muc “T61 thda man voi trai nghiém du lich tai
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diém dén X7, c6 thé dugc sir dung trong cac khao sat sau chuyén di dé thu thap dit lidu.
Déi v6i su gin két (TE), cac KPIs nén tip trung vao cac yéu to nhu sy nhiét tinh (EN),
su cudn hat (AB), nhan dién thuong hi¢u (ID), va tuwong tac xa hoi (SI). Vi dy, mot KPI
c6 thé 1 ty 1é du khach tham gia cac cong dong truc tuyén cua diém dén hodc muc do
cam nhén vé su say mé voi diém dén. Di v4i niém tin (DT), cac KPIs can do luong
mure do tin tudng vao thong tin gia ca, chat luong dich vu, va kha niang xir 1y khiéu nai,
sir dung céc thang do nhu “Piém dén X dam bao sy hai long cho t6i”. Cubi clng, dbi
v6i long trung thanh (DL), cac KPIs nén bao gdm ty 1¢ y dinh quay lai (RE) va ¥ dinh
truyén miéng (WOM), véi cac muc nhu “T6i mudn gidi thidu diém dén X cho nguoi
khac”. Cac cong cu khao sat trie tuyén, nhu Google Forms hoic SurveyMonkey, c6 thé
dugc stir dung dé thu thap dir liéu, trong khi cac cong cu phan tich mang xa hoi, nhu
Brand24 hoac Hootsuite Insights, giip danh gid cdm nhan cua du khéach qua céac bai dang
va binh luan. Vi du, mot khao sat tai Hoi An c6 thé do luong ty 1é du khach sin sang
quay lai dua trén trai nghiém tai phd cd, tir 46 danh gi4 hiéu qua cua céac chién lugc SA
va TE.

— Xady dung hé thong danh gid hiéu qua marketing tong thé 1a budc quan trong dé
tich hop cac KPIs vao mot khung quén tri thdng nhat. Cac DMOs can thiét ké mot bang
diéu khién (dashboard) k¥ thuat sO, str dung céac cong cu nhu Tableau hoac Power BI,
dé hién thi va phan tich dir lidu tir cac KPIs lién quan dén SMMA, SA, TE, DT, va DL.
Bang diéu khién nay nén cho phép cac DMOs theo ddi hiéu qua theo thdi gian thyc, so
sanh hiéu suét gifra cac chién dich, va x4c dinh céac xu hudng dai han. Vi dy, mgt bang
diéu khién tai Nha Trang c6 thé hién thi mdi quan hé giita ty 1& twong tic SMMA va ty
1€ ¥ dinh quay lai, ttr d6 xac dinh cac chién dich c6 tac dong manh nhét dén DL. Déng
thodi, cac DMOs nén trién khai cac phuong phap phan tich tién tién, nhu phén tich cam
xuc (sentiment analysis) hodc mé hinh hdi quy, dé hiéu sau hon vé mbi quan hé giira
cac yéu td. Cac thang do d3 duoc kiém dinh trong nghién ctru nay, véi do tin cy va tinh
hop 1¢ cao, co thé dugc st dung lam co s¢ dé phat trién cac cau hoi khao sat hodc cong
cu do ludng. Ngoai ra, viée to chirc cac budi danh gia dinh ky, chang han nhu hang quy,
s& gitup cac DMOs cap nhat va diéu chinh hé thong do luong dya trén phan hoi va dir
liéu méi. Hé théng nay khong chi cung cip mot birc tranh toan dién vé hiéu qua
marketing ma con hd tro cic DMOs dua ra cic quyét dinh chién lugc dya trén dir liéu.

— Ung dung thye tién va tinh bén virng cua hé thong do ludng tich hop nam & kha
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nang cung cap dit liéu c6 thé hanh dong (actionable insights) dé cai thién trai nghiém du
khéch va tdi wu héa cac chién luge marketing. Cac DMOs nén st dung dir li€u tir hé
théng do luong dé xac dinh cac diém yéu trong SMMA, SA, TE, hoac DT, tur do6 trién
khai cac bién phap khéc phuc kip thoi. Vi dy, néu dit liéu cho thdy mirc d6 tin tuong
(DT) thap do thiéu minh bach vé gia ca, caic DMOs ¢6 thé phdi hop véi cac nha cung
cap dich vu dé cong khai théng tin gia trén website va mang xa hoi. Dong thoi, dit liéu
vé y dinh quay lai (RE) va truyén miéng (WOM) c6 thé duoc str dung dé danh gia tac
dong dai han cta cac chién lugc, tir d6 vu tién dau tu vao céac hoat dong c6 hi¢u qua cao.
Viéc tich hop hé thong do ludng vao quy trinh quan tri diém dén, thong qua cac chinh
sach va dao tao doi ngti, s¢ dam bao réng dir liéu duoc sir dung hi¢u qua dé dinh huong
cac quyét dinh. Vi tinh phd quat, hé thong nay c6 thé duge tuy chinh dé phu hop véi
cac diém dén c6 quy mo va dic diém khac nhau, tir cac thanh phd du lich 16n nhu Pa
Néng dén cac diém dén nho hon nhu Cu Lao Cham. Bang cach xay dung mot hé thong
do luong hiéu qua tich hop, cic DMOs c6 thé khong chi nang cao hiéu qua marketing
ma con tao nén tang cho sy phat trién du lich bén viing, noi trai nghiém du khach va
1ong trung thanh duoc dat 1én hang dau.

5.3.3.2. Lo trinh thuec thi dé xudt

— Giai doan 1 (0-6 thang): Tap trung vao cac wu tién IPMA. Trién khai manh cac
chién dich SMMA sang tao (dac bi¢t 1a TRE va EWOM) va cac chuong trinh cai thién
cac diém cham cot 161 dé nang cao SA. Pong thoi, thiét 1ap hé théng do luong va
dashboard KPI.

— Giai doan 2 (7-18 thdng): Nudi dudng méi quan hé siu sic. Dua trén dit liéu
thu thap duoc, trién khai cac hoat dong xdy dung cong dong (TE) va cac chuong trinh
cing c6 niém tin (DT) mot cach c6 hé thong. Phan tich KPI hang quy dé diéu chinh
chién luoc.

— Giai doan 3 (19-24 thdng): Tbi wu hoa va phat trién bén vitng. Tu dong hoa cac
quy trinh c4 nhan hoa, mé rong cac chién dich thanh coéng va st dung dit liéu phan tich
dé du bao xu hudng, tir d6 xay dung mot vong lap cai tién lién tuc cho l1ong trung thanh
diém dén.

5.4. Dong gop cia nghién ciru

Luan 4n ndy c6 nhitng déng gop ¥ nghia ca vé mat 1y thuyét, 1an thyc tién:
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> Vé Iy thuyét

— Thtr nhat, nghién ctru da giai cau trac “hdp den” cua co ché trung gian, cung
cdp mot mo hinh giai thich da tang. Bang viéc kiém dinh dong thoi, luan an cho thay tac
dong cuia SMMA khong chi di theo mdt con duong ma phan tach thanh hai dong chay
tam ly riéng biét: mot dya trén danh gid cam xuc (qua Sy hai long) va mét dya trén sy
dau tu quan hé (qua Sy gin két). Pong thoi, nghién ctru con 1am 16 trat ty tim 1y theo
tuyén SMMA — SA — TE, khing dinh rang sy hai 10ng 1 tién dé can thiét dé thac day
su gin két, qua d6 cung cip mot goc nhin dong va ¢ chidu sau hon vé qua trinh xtr 1y
noi tdm cua du khach.

— Th hai, dong gop 1y thuyét cét 16i ctia ludn an 13 viéc tai khai niém hoa vai tro
ciia Niém tin diém dén (DT). Thay vi xem xét nd nhu mot bién ndi sinh trong chudi
quan hé, nghién ctru ndy cung cip bang chimg hé théng vé vai tro diéu tiét cta né trén
toan bo chudi tac dong S-O-R. Két qua cho thay niém tin khong phai 1a mot yéu t6 thu
dong, ma 1a mot “co ché khuéch dai”, 1am phong pht thém Ly thuyét Trao doi Xa hoi
(SET) bang cach ching minh rang niém tin, thong qua viéc lam giam chi phi giao dich
tam 1y, tao ra mgt moi truong thuan lgi dé cac kich thich marketing dugc chuyén hoa

thanh long trung thanh mgt cach hiéu qua hon.

— Tht ba, nghién ctru dong gdp vé mit phuwong phap luan va sy ranh mach khai
niém thong qua viéc van hanh héa thanh cong cac ciu tric bac hai (HOC). Viéc mo hinh
héa SMMA nhu mét cdu trac tong thé cho phép danh gia hiéu qua ¢ cap do chién lugc,
thay vi chi xem xét cac chién thuat don 1&. Tuong tu, cach tiép can nay ciing gitp nim
bat ban chét da chiéu cta Sy gan két va Long trung thanh mot cach toan dién hon, tir d6
cung cAp mot bd md hinh do ludng viing chic va ting cuong su ranh mach vé mit khai
niém cho céac nghién ctru trong tuong lai.

— Tht tu, luan 4n d3 mo rong va xac thuc tinh phi hop cta khung 1y thuyét S-O-
R kinh dién trong bdi canh du lich sé duong dai. Bing cach tich hop thanh cong cac bién
s6 tir nhidu nén tang 1y thuyét khac (SET, SIT) va kiém dinh mot mo hinh phuc hop,
nghién ctru d4 cung cap bang chimg viing chac vé sitc manh giai thich va tinh linh hoat
ctia mo hinh S-O-R mé rong. Piéu nay khang dinh ring, ngay ca trong mdi trudng sb
phurc tap cia mot thi truong moi ndi, hanh vi cta du khach van c6 thé duogc 1y gidi mot
cach logic thong qua chudi tac dong tir kich thich, qua qua trinh xtr 1y tim 1y, dén cac
phan hoi hanh vi.
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> Vé thuec tién

V& mit thyuc tién, luan an nay cung cép mot by cong cu quan tri chién lugce dya

trén bang chimg thyc nghiém, gitip cac nha quan 1y diém dén chuyén tir cac hoat

d6ng marketing don 1é sang mot cach tiép cin c6 hé thong va toi vu hoa. Cac dong
g6p chinh bao gdm:

— Th nhét, cung cap mot khung wu tién chién luge dua trén phan tich IPMA.
Nghién ctru chi ra cac yéu td ¢6 tAm quan trong cao can tap trung ngudn luc (SMMA va
Sy hai 1ong), sau d6 méi dén cac yéu té hd tro (Su gin két va Niém tin), giup cac nha
quan 1y t6i wu hoa viéc phan bd ngan sach marketing dé dat hiéu qua cao nhat.

— Tht hai, d& xuit mot 1 trinh hanh dong chién lugc v6i cac ham ¥ quan tri cu
thé. Luan 4n cung cip cac hudng dan chi tiét cho viéc tdi wu hoa ndi dung SMMA, nang
cao trai nghiém, nudi dudng su gan két, va xdy dung niém tin, cing mot ké hoach trién
khai kha thi theo tung giai doan.

— Thu ba, cung cép mot bd cong cu do luong da duoc kiém dinh dé xay dung hé
théng KPIs. Cac thang do duoc xac thuc trong nghién ctru c6 thé duoc ing dung dé thiét
lap céac chi sb hiéu suét chinh, giup cac td chic danh giad hiéu qua cac chién dich mot
cach khoa hoc, vuot ra ngoai cac chi sb tuong tac bé nodi.

5.5. Han ché ciia nghién ctru

Mac du nghién ctru nay da dat dugc cac muc ti€u dé ra, bao g6m viéc xac dinh cac
moi quan hé gitta SMMA, su hai long (SA), su gan két (TE), niém tin (DT), va 1ong trung
thanh (DL) cua du khéch tai cac diém dén du lich bién Nam Trung B¢ - Viét Nam, két
qua can duoc xem xét trong bdi canh cia mot sd han ché nhat dinh. Viéc nhin nhan va
phan tich cac han ché nay khong chi gitip dinh vi dang gia tri khoa hoc va thyc tién cta
nghién ciru ma con mé ra cac co hoi dé khic phuc va mé rong trong cac nghién ciru tiép
theo. Dudi day 1a mot s6 han ché ctia nghién ciru.

— Han ché vé thiét ké nghién civu va kha ndng suy dién nhdn qua: Nghién ciru st
dung thiét ké cit ngang, thu thap dir liéu tai mot thoi diém duy nhét. Thiét ké nay hiéu
qua trong viéc xac dinh cic mdi twong quan giita cac bién sb, nhung lai giéi han kha
nang suy dién mdi quan hé nhan qua. Cu thé, n6 khong cho phép theo doi dong thai thay
d6i trong thai d6 va hanh vi cia du khach qua cac giai doan (trude, trong va sau chuyén

di), mot yéu td quan trong dé hiéu rd su hinh thanh ciia 10ng trung thanh. Pé khac phuc
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han ché nay, cac nghién ciru tuong lai c6 thé mod rong nghién ciru theo chiéu doc, cho
phép phan tich sy tién trién cua cac mdi quan hé theo thoi gian va cung cap bang ching
manh mé& hon vé tinh nhan qua.

— Han ché vé phwong phdp chon mdu va tinh dai dién ciia két qua:

Tinh dai dién ctia miu nghién ctru bi gii han béi hai yéu td: phuong phép chon
mau va pham vi khao sat.

e V& phuong phéap: Viéc ap dung phuong phap 1dy mau phi xac suat (thuan tién
va han ngach) 1a mot lua chon mang tinh thyc tién do su thiéu Véng khung mau
(sampling frame) chinh thirc cho tong thé du khach. Tuy nhién, phuong phép niy tiém
an nguy co sai léch Iya chon, anh hudng dén kha ning khai quat hoa cua két qua.

e V& pham vi: Nghién ctru chi tip trung vao du khach noi dia tai 4 diém dén ¢
Duyén hai Nam Trung Bo. Piéu nay gidi han viéc suy rong két qua cho cac phan khuc
khac (du khach qudc té) va cac bdi canh dia 1y khac (cac ving du lich bién mién Béc
hodc mién Nam) voi dac thu van hoa, ha téng riéng biét.

e V& dic trung cia mau: Do phuong phap lay mau va cac tiéu chi sang loc, miu
nghién ctru c6 dac trung rod rét 1a nhém du khéch tré, ndng dong, c6 thu nhap kha va am
hiéu cong nghé. Pic trung ndy can duoc xem nhu mot “diéu kién bién” ciia cac két qua.
Diéu nay ham y rang cac két lun va ham ¥ quan tri cia nghién ctru ¢6 thé co gia tri tng
dung cao nhét va chinh xac nhat khi 4p dung cho phan khuc du khach nay. Viéc suy
rong két qua cho cac phan khuc khac (vi dy: du khach 16n tudi hodc nhém cé mirc do sir
dung cong nghé thap) can duge thuc hién mot cach than trong.

Do d6, cac nghién ctru tiép theo c6 thé khic phuc han ché néi trén va ting cuong
tinh dai dién thong qua vi¢éc mo rong pham vi khao sat tdi cac diém dén c6 murc do phat
trién da dang va thyuc hién cac nghién ctru so sanh gitta cadc phan khtic du khach khac
nhau (vi du: ndi dia va quéc té) dé c6 duoc mot buc tranh toan dién hon.

— Han ché vé mé hinh ly thuyéz‘ la mdt khia canh quan trong khac. Mac du mo hinh
nghién curu da tich hop cac yéu to quan trong nhu SMMA, SA, TE, DT, va DL, v6i hé
sd xac dinh R2 ctia DL dat 0,813, cho thdy mé hinh giai thich dugc phan 16n bién thién
cta 1ong trung thanh, nhung van chwa bao quat hét cac bién sb tiém ning. Cac yéu t6
bbi canh vi mo, nhu tinh hinh kinh té, chinh sach du lich, hoic xu huéng xi hoi, c6 thé

anh huong dén quyét dinh cua du khach nhung chua duoc xem xét. Tuwong ty, cac dic
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diém tam 1y ca nhan sau hon, nhu loai hinh du khach (du lich nghi dudng, phiéu luu,
vin héa), dong co chuyén di (thu gidn, kham pha, két nbi xa hoi), hodc mirc d6 gin bo
ban dau véi diém dén, cling chua dugc phan tich chi tiét. Ngoai ra, cac khia canh cuy thé
ctia chét lwong dich vu (vi du: thai d6 nhan vién, thdi gian chd doi) va hinh anh diém
dén (vi du: danh tiéng, tinh doc d4o) c6 thé dong vai trd quan trong trong chudi tac dong
tir SMMA dén DL nhung chuwa duoc tich hop vao mé hinh. Cac nghién ctru tiép theo c6
thé md rong mo hinh 1y thuyét, bao gdm céc bién s6 bd sung hodc st dung cic phuong
phép phan tich ning cao, nhu mé hinh phuong trinh ciu tric da nhém (multi-group
SEM), dé kham pha su khac biét giita cac phan khuc du khéch.

— Han ché b6 sung vé béi canh cong nghé va di liéu 13 mot khia canh can duoc dé
cap dé phan anh day du cac thach thirc cia nghién ciru. Nghién ctru chu yéu dua trén dir
liéu khéo sat tu bao céo, co thé chiu anh huong tur thién I€ch xa hoi hoac sy khong chinh
xac trong hdi tuong cta du khach. Vi du, du khach c6 thé danh gia cao hon muc d6 hai
long hodc gén két do mong mudn thé hién thai do tich cuc. Ngoai ra, nghién ctru chua
tan dung day du cac ngudn dit liéu 16n tir mang xa hoi, nhu phéan tich cam xuc trén cac
bai dang hoic binh luan, vén c6 thé cung cip cai nhin sau sic hon vé hanh vi va cam
nhan cua du khach. Hon nita, su phat trién nhanh chéng cua cong nghé, nhu tri tu¢ nhan
tao (Al) hoac thuc té 40 (VR), c6 thé anh huong dén cach SMMA tac dong dén DL,
nhung cac yéu t6 nay chua dugce xem xét trong nghién ciru. Cac nghién ctru trong tuong
lai ¢ thé két hop dit liéu 16n va cac phuong phap phan tich tién tién dé khic phuc han
ché nay, dong thoi kham phé tac dong ctia cac cong nghé méi dén trai nghiém du khach.

— Han ché vé tdc dong cua boi canh van héa 1a mot yéu t5 bd sung can dugc xem
x€t. Nghién ctru tap trung vao du khach ndi dia Viét Nam, von chiu anh huong boi cac
gia tri van hoa A Dong, nhu tinh tap thé va sy nhay cam véi danh tiéng xa hoi. Nhiing
yéu t6 nay c6 thé 1am ting vai tro ctia truyén miéng dién tir (EWOM) hodc niém tin (DT)
trong md hinh, nhung khong nhat thiét ding véi cac nén van hoa khac, nhu du khach
phuong Tay véi xu hudng ca nhan hoa cao hon. Do dé, viéc ap dung két qua nghién ctru
cho cac thi truong qudc té can duoc thuc hién can trong, va cac nghién ciru tiép theo co
thé so sanh hanh vi du khach gifta cdc nén van héa dé xac dinh cac yéu t6 van hoa anh
huong dén chudi tac dong tir SMMA dén DL. Viéc bd sung phan tich da vin hoa s& gitip

ting tinh khai quat héa ctia mo hinh va mé rong pham vi ing dung thuc tién.
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5.6. Hwéng nghién ciru twong lai

Tir két qua, han ché cta nghién ctru ndy va cac khoang trong 1y thuyét hién hitu,
cac hudng nghién ctru twong lai duoc dé xuit nham lam sau sic hon hiéu biét vé cac yéu
t6 tac dong dén 1ong trung thanh diém dén (DL). Cac dé xuit nay khong chi nham khic
phuc han ché cua nghién ciru hién tai (vi du: thiét ké cit ngang, phuong phap 1y mau,
pham vi dia 1y) ma con huéng dén viéc tich hop cac khung 1y thuyét méi va kham pha
cac xu hudng duong dai trong ky nguyén sd. Muc tiéu 1a vira cung ¢6 nén tang 1y thuyét,
vira cung cap cac giai phap thuc tién cho cac to chirc quan 1y diém dén (DMOs) va doanh
nghiép du lich, gop phan ning cao ning lyc canh tranh va phat trién bén vitng. Vi tiém
nang (mg dung rong rai, cic hudng nghién ciru nay c6 thé ap dung cho nhiéu bdi canh
diém dén toan cau, dic biét trong nganh du lich dang chuyén d6i manh mé& dudi tac dong
clia cong nghé va toan cau hoa.

— Dé ting tinh khdi qudt héa, cdn mé réng mau va da dang héa boi canh nghién
ciru. Nghién ciru hién tai, voi phuong phap 1dy mau phi xéac suét tap trung vao du khach
ndi dia tai bén diém dén cu thé (Pa Ning, Phu Yén, Khanh Hoa, Ninh Thuan), con han
ché vé tinh dai dién. Cac nghién ciru twong lai nén ap dung lay mau xac suat ngau nhién,
bao gébm ca du khach qudc t& — mot phan khuc quan trong. Pong thoi, viéc md rong
pham vi dia ly sang cé4c loai hinh diém dén khac (vi du: van héa, sinh thai, ddo) s€ lam
r0 sy khac biét trong tac dong cua cac yéu td (SMMA, SA, TE, DT) lén DL. Hon nira,
theo khuyén nghi ctia Jamaludin va cong su (2018), cac nghién ctru so sanh da vin hoa
(vi du: noi dia véi qubc t&; Pong A voi phuong Tay) c6 thé lam sang to vai tro cua yéu
t6 van hoa (vi du: chil nghia tip thé/ca nhan) trong viéc dinh hinh 1ong trung thanh; vi
du, so sanh cam nhan vé tinh giai tri (ENT) hodc truyén miéng dién tir (EWOM) giita
du khach Viét Nam va chau Au tai Da Nang. Hudng di nay khong chi nang cao tinh khai
quat héa ma con cung cip co so cho cac chién lugc marketing phu hop.

— Khdm phd sdu hon vai tro diéu tiét ciia mang xd hdi va nguoi dnh hwéng
(KOLs/influencers) 1a mot hudng tiém ning, dic biét trong bdi canh mang xi hoi dinh
hinh nhén thitc va hanh vi du khach. Theo Rahman va cong su (2023), can diéu tra cach
ndi dung do KOLs tao ra hodc céac chién dich SMMA diéu tiét mdi quan hé gitra cac yéu
t6 nhu hinh anh diém dén (DI), chat luong dich vu (SQ) va long trung thanh (DL). Vi
du, viéc mot KOL quang ba Ghénh D4 Bia (Phu Yén) co thé tac dong dén niém tin (DT)
va ¥ dinh quay lai (RE), nhung mtrc do nay c6 thé thay doi tuy thudc do tin cay cia KOL
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va nén tang (vi du: Instagram, TikTok). Thém vao d6, phan tich vai tro ctia cac thanh t6
SMMA cu thé (vi du: tinh xu hudng - TRE, c4 nhan hoa - PER) trong viéc khuéch dai
DI hoic SQ sé& cung cap hiéu biét sdu hon vé co ché tac dong. Cac phuong phap nhu
phan tich ndi dung hoac thi nghi¢m thuc dia c6 thé duoc st dung dé danh gia hiéu qua
chién dich SMMA ctia KOLs. Huéng nghién ctru ndy khong chi giup cac To chirc Quan
1y Diém dén (DMOs) t6i wu hoa hop tac véi nguoi anh hudng ma con déng gop vao ly
thuyét vé vai tro ctia mang xa hoi trong marketing du lich.

— Tich hop cdc yéu t6 méi vao mé hinh nghién ciru 13 huéng di quan trong nham
nang cao tinh bao quat Iy thuyét. Cu thé, theo khuyén nghi cua Stylos va Bellou (2019),
su gén b6 noi chdn (Place Attachment), bao gff)m su phu thudc va nhan dién noi chdn, ¢6
thé duoc kham pha nhu mot bién diéu tiét tiém ning trong mdi quan hé gitra cac yéu td
kich thich (SMMA, SA, TE, DT) va 1ong trung thanh diém dén (DL); vi du, du khach xem
Hoi An 1a mot phﬁn ban sic ca nhan c6 thé c¢6 DL cao hon. Tiép theo, dua trén dé xuét
ctia Xu va cong su (2021), co ché dong sang tao gia tri (Value Co-creation) va hanh vi
cong dan cua du khach (Tourist Citizenship Behavior) c6 thé dugc tich hop nhu cac yéu
t6 trung gian hodc két qua cua su gin két (TE) va DL; vi du, viéc du khach tham gia bao
t6n bién tai Nha Trang (dong sang tao gid tri) ¢ thé ting cudng TE va DL, trong khi chia
sé thong tin tich cuc (hanh vi cong dan) co thé khuéch dai truyén miéng dién tir (EWOM).
Bén canh do, theo Jiang va cOng su (2022), vai tro cua su dé)ng di€u cam xuc (Emotional
Solidarity) va trai nghiém dang nhd (Memorable Tourism Experience - MTE) trong mdi
lién hé v6i DL cling can duoc kiém dinh; vi du, mdt trai nghiém dang nh¢ tai 18 hoi dén
16ng Hoi An c6 thé 1am ting sy dong diéu cam xtic v6i cong dong dia phuong, tir d6 ciing
¢d ¥ dinh quay lai. Cac nghién ctru tiép theo c6 thé van dung cac phuong phap dinh luong
(nhu SEM) hodc dinh tinh (nhur phong van sau) dé kham phé sau hon cac yéu té nay, qua
d6 mé rong moé hinh 1y thuyét va 1am rd hon cac co ché tic dong.

— Ung dung céng nghé va dir liéu I6n 1 hudng nghién ctru tiém niang nham khic
phuc han ché vé cong nghé va dit liéu ctia nghién ctru hién tai. Cac nghién ciru twong lai
c6 thé khai thac dit liéu 16m tir mang xa hoi (vi du: phan tich cam xuc tur bai dang, binh
luan, hashtag) dé hiéu sau hon cam nhan cua du khach vé cac yéu t6 nhu SMMA, SA,
TE, DT, va DL; vi dy, phan tich cam xuc tir hashtag #DanangTravel c6 thé cung cép dir
liéu dé diéu chinh chién lvgc SMMA. Song song do, viéc ing dung tri tu¢ nhan tao (Al)

va hoc may (machine learning) dé dy doan hanh vi du khach, nhu kha ning quay lai dua
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trén lich st tuong tac truc tuyén, s€ mang lai gia tri thuc tién cao. Hon nita, nghién ctru
tac dong cua cac cong nghé nhu thuc té 40 (VR) hodc thuc té ting cudng (AR) dén TE
va DL, dic biét trong viéc tao ra trai nghiém trudc chuyén di, 1 mot hudng di can thiét.
Céc phuong phap nhu thtr nghiém c6 thé dugc sir dung dé so sanh hiéu qua cua cac cong
nghé nay, tir d6 cung cip hudng dan cho cac DMOs trong viéc tng dung cong nghé vao
marketing du lich, ddng thoi 1am sau sdc thém hiéu biét 1y thuyét.

— Khdm phd tac déng ciia boi canh vi mé 13 mot hudng nghién ctru bd sung dé giai
quyét han ché vé viéc chua xem xét cic yéu td bén ngoai. Cac yéu td vi mé, nhu bién
dong kinh té, chinh sach du lich, hodc xu hudng xa hodi (vi du: du lich bén viing, du lich
khong cham), c6 thé anh hudng dén cach du khach cam nhan va tuong tac véi diém dén.
Vi du, mét cude khing hoang kinh té ¢ thé lam giam y dinh quay lai ctia du khach, bat
ké muc do hiéu qua cia SMMA. Cac nghién ciru trong tuong lai c6 thé tich hop céc yéu
t6 vi md vao md hinh 1y thuyét, str dung cic phuong phap nhu phan tich da cap do
(multilevel analysis) dé xem xét tic dong ctia bdi canh quéc gia hodc khu vure. Ngoai ra,
viéc nghién ctru tdc dong cua cac sy ki¢n bat ngd, nhu dai dich hoac thién tai, dén long
trung thanh sé& gitip cac DMOs x4y dung céc chién luge tng pho linh hoat. Huéng nghién
ctru nay khong chi 1am giau 1y thuyét ma con cung cip céac giai phap thuc tién dé quan

Iy diém dén trong céc tinh hudéng khung hoang.

140



DANH MUC CONG TRINH PA CONG BO

Tap chi quc té
(1) Le Duc Tam, Ho Huy Tuu & Le Chi Cong (2024), “The Effect of Social Media
Marketing on Tourist Loyalty: a Mediation-Moderation Analysis in the Tourism

Sector under the Stimulus-Organism-Response Model”, Journal of Tourism and

Services, 15(29), pp. 294-319. https://doi.org/10.29036/jots.v15i29.914

(2) Pham Van Thong, Le Duc Tam, Dang Thi Kim Thoa, Nguyen Thuy Linh & Tran Thi
Nguyen Thao (2025), “Unveiling the impacts of eWOM on tourist revisit intention

from a cognitive perspective: the moderating role of trade-offs”, Cogent Business &

Management, 12(1), 2452239. https://doi.org/10.1080/23311975.2025.2452239

Tap chi trong nudc
Lé Ptrc Tam (2025), “Anh hudng cua chat luong dich vu va eWOM dén ¥ dinh quay
lai cac diém dén du lich bién Pha Yén: Vai tro cua niém tin va gia tri cam nhan”, Tap

chi Khoa hoc Xa héi Mién Trung, s6 02 nam 2025, tr. 46-55.

Hdi thao quoc té

(1) Le Duc Tam (2024), “The effect of social media marketing on destination loyalty:
a mediation analysis”, Proceedings of the 7" International Conference on
Contemporary Issues in Economics, Management and Business (CIEMB), Hanoi:

National Economics University Publishing House, pp. 330-352.
(2) Le Duc Tam, Dang Hoang Xuan Huy (2024), “The impact of electric word of mouth

on intention to revisit coastal tourism destinations in Phu Yen — Vietnam: an
analysis of mediating and moderating roles”, Proceedings of the 3" International
Korkut Ata Scientific Research Conference, Turkey: IKSAD Publishing House, pp.
653-660.

(3) Le Duc Tam, Dang Hoang Xuan Huy (2024), “The model of innovation and
entrepreneurship in tourism in phu yen: drivers, challenges, and sustainable

development solutions”, Proceedings of the 3rd International Korkut Ata Scientific

Research Conference, Turkey: IKSAD Publishing House, pp. 661-669.

141


https://doi.org/10.29036/jots.v15i29.914
https://doi.org/10.1080/23311975.2025.2452239

TAI LIEU THAM KHAO

Tiéng Viét

1.

Ban chip hanh Trung wong Pang (2018), Nghi quyét sé 36-NQ/TW vé "Chién lugc phat
trién bén virng kinh té bién Viét Nam dén nim 2030, tim nhin dén nim 2045".

Bo Vin hoa Thé thao va Du lich (2023), Quyét dinh sb 440/QD-BVHTTDL vé viéc phé
duyét "Chién lugc Marketing du lich Viét Nam dén nam 2030".

Lé Chi Cong (2017), M6 hinh nghién ciru cdc yéu té anh hudng dén long trung thanh ciia
du khach déi véi du lich bién Viét Nam, Nha xuat ban Dai hoc Kinh té Quéc dan.

L& buc Tam (2025), "Anh hudng cua chét lugng dich vu va eWOM dén y dinh quay lai
cac diém dén du lich bién Pht Yén: Vai trd ctia niém tin va gia tri cdm nhan", Tap chi Khoa
hoc Xa héi Mién Trung, S6 2 (87), tr. 46-55.

Ng6 Thi Khué Thu va Vo Minh Ai Nhi (2024), "Tac dong cta hoat dong tiép thi truyén
thong xa hoi dén long trung thanh thuwong hiéu trong nganh khach san", Tap chi Khoa hoc
Kinh té, S6 11 (04), tr. 16-35.

Thu tuéng Chinh phii (2020), Quyét dinh s6 749/QD-TTg: Phé duyét "Chuong trinh
Chuyén ddi s6 qubc gia dén nam 2025, dinh hudng dén nam 2030".

Thu tuéng Chinh phi (2022), Quyét dinh s6 411/QD-TTg: Phé duyét Chién lugc qudc gia
phat trién kinh té s6 va x4 hoi sé dén nam 2025, dinh hudng dén nam 2030".

Thi tuéng Chinh phii (2024), Quyét dinh s6 509/QD-TTg: Phé duyét Quy hoach hé théng
du lich thoi ky 2021-2030, tam nhin dén nam 2045".

Vii Hiru Thanh va Nguyén Minh Ha (2023), Gido trinh phén tich div liéu: Ap dung mé hinh
PLS-SEM (Ndng cao), NXB Pai hoc Qudc gia TP. HCM.

Tiéng Anh

10.

11.

12.

13.

14.

Abbasi, A. Z., Rather, R. A., Hooi Ting, D., Nisar, S., Hussain, K., Khwaja, M. G., and
Shamim, A. (2022), "Exploring tourism-generated social media communication, brand
equity, satisfaction, and loyalty: A PLS-SEM-based multi-sequential approach", Journal
of Vacation Marketing, Vol 30(1), pp- 93-109.
https://doi.org/10.1177/13567667221118651

Abubakar, A. M. and Ilkan, M. (2016), "Impact of online WOM on destination trust and
intention to travel: A medical tourism perspective", Journal of Destination Marketing &
Management, Vol 5(3), pp. 192-201. https://doi.org/10.1016/].jdmm.2015.12.005
Abubakar, A. M., Ilkan, M., Al-Tal, R. M., and Eluwole, K. K. (2017), "eWOM, revisit
intention, destination trust and gender", Journal of Hospitality and Tourism Management,
Vol 31, pp. 220-227. https://doi.org/10.1016/1.jhtm.2016.12.005

Aguinis, H., Edwards, J. R., and Bradley, K. J. (2017), "Improving our understanding of

moderation and mediation in strategic management research", Organizational Research
Methods, Vol 20(4), pp. 665-685. https://doi.org/10.1177/1094428115627498

Agyei, J., Sun, S., Abrokwah, E., Penney, E. K., and Ofori-Boafo, R. (2020), "Influence of
trust on customer engagement: Empirical evidence from the insurance industry in Ghana",
Sage Open, Vol 10(1), pp- 2158244019899104.
https://doi.org/10.1177/2158244019899104

142


https://doi.org/10.1177/13567667221118651
https://doi.org/10.1016/j.jdmm.2015.12.005
https://doi.org/10.1016/j.jhtm.2016.12.005
https://doi.org/10.1177/1094428115627498
https://doi.org/10.1177/2158244019899104

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

Ahmed, R. R., Erum, Z. Z., Alam, S. H., Streimikiene, D., and Parmar, V. (2023), "Effect
of social media marketing of luxury brands on brand equity, customer equity and customer
purchase intention",  Amfiteatru  Economic, Vol 25(62), pp. 265-282.
https://doi.org/10.24818/EA/2023/62/265

Ahn, J. A. and Seo, S. (2018), "Consumer responses to interactive restaurant self-service

technology (IRSST): The role of gadget-loving propensity", International Journal of
Hospitality Management, Vol 74, pp. 109-121. https://doi.org/10.1016/.ijhm.2018.02.020
Al-Ansi, A. and Han, H. (2019), "Role of halal-friendly destination performances, value,

satisfaction, and trust in generating destination image and loyalty", Journal of Destination
Marketing & Management, Vol 13, pp- 51-60.
https://doi.org/10.1016/.jdmm.2019.05.007

Al-Dmour, R., Alkhatib, O. H., Al-Dmour, H., and Basheer Amin, E. (2023), "The
influence of social marketing drives on brand loyalty via the customer satisfaction as a
mediating factor in travel and tourism offices", Sage Open, Vol 13(2), pp.
21582440231181433. https://doi.org/10.1177/21582440231181433

Al-Hattami, H. M., Al-Adwan, A. S., Abdullah, A. A. H., and Al-Hakimi, M. A. (2023),
"Determinants of customer loyalty toward mobile wallet services in post-COVID-19: The

moderating role of trust", Human Behavior and Emerging Technologies, Vol 2023(1), pp.
9984246. https://doi.org/10.1155/2023/9984246
Algharabat, R. S. (2017), "Linking social media marketing activities with brand love: The

mediating role of self-expressive brands", Kybernetes, Vol 46(10), pp.1801-1819.
https://doi.org/10.1108/K-04-2017-0130

Almeida-Santana, A., David-Negre, T., and Moreno-Gil, S. (2020), "New digital tourism
ecosystem: understanding the relationship between information sources and sharing

economy platforms", International Journal of Tourism Cities, Vol 6(2), pp. 335-345.
https://doi.org/10.1108/1JTC-09-2019-0173
Almeida-Santana, A. and Moreno-Gil, S. (2018), "Understanding tourism loyalty:

Horizontal vs. destination loyalty", Tourism Management, Vol 65, pp. 245-255.
https://doi.org/10.1016/].tourman.2017.10.011

Alrawadieh, Z., Prayag, G., Alrawadieh, Z., and Alsalameen, M. (2019), "Self-
identification with a heritage tourism site, visitors’ engagement and destination loyalty: the

mediating effects of overall satisfaction", The Service Industries Journal, Vol 39(7-8), pp.
541-558. https://doi.org/10.1080/02642069.2018.1564284

Alves, H., Campon-Cerro, A. M., and Hernandez-Mogollon, J. M. (2019), "Enhancing
rural destinations’ loyalty through relationship quality", Spanish Journal of Marketing-
ESIC, Vol 23(2), pp. 185-204. https://doi.org/10.1108/SIME-09-2018-0041

Artigas, E. M., Yrigoyen, C. C., Moraga, E. T., and Villalon, C. B. (2017), "Determinants
of trust towards tourist destinations", Journal of Destination Marketing & Management,
Vol 6(4), pp. 327-334. https://doi.org/10.1016/j.jdmm.2017.03.003

Artuger, S., Cetinsoz, B. C., and Kilig, I. (2013), "The effect of destination image on
destination loyalty: An application in Alanya", European Journal of Business and
Management, Vol 5(13), pp. 124-136.

143


https://doi.org/10.24818/EA/2023/62/265
https://doi.org/10.1016/j.ijhm.2018.02.020
https://doi.org/10.1016/j.jdmm.2019.05.007
https://doi.org/10.1177/21582440231181433
https://doi.org/10.1155/2023/9984246
https://doi.org/10.1108/K-04-2017-0130
https://doi.org/10.1108/IJTC-09-2019-0173
https://doi.org/10.1016/j.tourman.2017.10.011
https://doi.org/10.1080/02642069.2018.1564284
https://doi.org/10.1108/SJME-09-2018-0041
https://doi.org/10.1016/j.jdmm.2017.03.003

27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

38.

Assaker, G. and Hallak, R. (2013), "Moderating effects of tourists’ novelty-seeking
tendencies on destination image, visitor satisfaction, and short-and long-term revisit
intentions",  Journal of Travel  Research, Vol 52(5), pp. 600-613.
https://doi.org/10.1177/0047287513478497

Asyraff, M. A., Hanafiah, M. H., Aminuddin, N., and Mahdzar, M. (2023), "Adoption of
the Stimulus-Organism-Response (SOR) model in hospitality and tourism research:

systematic literature review and future research directions", Asia-Pacific Journal of
Innovation in Hospitality and Tourism, Vol 12(1), pp. 19-48.

Azhar, M., Ali, R., Hamid, S., Akhtar, M. J., and Rahman, M. N. (2022), "Demystifying
the effect of social media eWOM on revisit intention post-COVID-19: an extension of
theory of planned behavior", Future Business Journal, Vol 8(1), pp. 49.
https://doi.org/10.1186/s43093-022-00161-5

Azhar, M., Husain, R., Hamid, S., and Rahman, M. N. (2023), "Effect of social media
marketing on online travel purchase behavior post-COVID-19: mediating role of brand

trust and brand loyalty", Future Business Journal, Vol 9(1), pp. 13.
https://doi.org/10.1186/s43093-023-00192-6

Baber, R. and Baber, P. (2023), "Influence of social media marketing efforts, e-reputation

and destination image on intention to visit among tourists: application of SOR model",
Journal of Hospitality and Tourism Insights, Vol 6(5), pp. 2298-2316.
https://doi.org/10.1108/JHTI-06-2022-0270
Bagozzi, R. P., Gopinath, M., and Nyer, P. U. (1999), "The role of emotions in marketing",
Journal of the Academy of Marketing Science, Vol 27(2), pp. 184-206.
https://doi.org/10.1177/0092070399272005

Bagozzi, R. P. and Y1, Y. (2012), "Specification, evaluation, and interpretation of structural

equation models", Journal of the Academy of Marketing Science, Vol 40, pp. 8-34.
https://doi.org/10.1007/s11747-011-0278-x
Balaji, M., Jiang, Y., and Jha, S. (2019), "Green hotel adoption: a personal choice or social

pressure?", International Journal of Contemporary Hospitality Management, Vol 31(8),
pp- 3287-3305. https://doi.org/10.1108/IJCHM-09-2018-0742

Balaji, M., Khong, K. W., and Chong, A. Y. L. (2016), "Determinants of negative word-
of-mouth communication using social networking sites", Information & Management, Vol
53(4), pp. 528-540. https://doi.org/10.1016/;.im.2015.12.002

Bartoloni, S. and Ancillai, C. (2024), "Twenty years of social media marketing: A

systematic review, integrative framework, and future research agenda", International
Journal of Management Reviews, Vol 26(3), pp- 435-457.
https://doi.org/10.1111/ijmr.12360

Beerli, A. and Martin, J. D. (2004), "Factors influencing destination image", Annals of
Tourism Research, Vol 31(3), pp. 657-681. https://doi.org/10.1016/j.annals.2004.01.010
Bijmolt, T. H., Leeflang, P. S., Block, F., Eisenbeiss, M., Hardie, B. G., Lemmens, A., and
Saffert, P. (2010), "Analytics for customer engagement", Journal of Service Research, Vol
13(3), pp. 341-356. https://doi.org/10.1177/1094670510375603

144


https://doi.org/10.1177/0047287513478497
https://doi.org/10.1186/s43093-022-00161-5
https://doi.org/10.1186/s43093-023-00192-6
https://doi.org/10.1108/JHTI-06-2022-0270
https://doi.org/10.1177/0092070399272005
https://doi.org/10.1007/s11747-011-0278-x
https://doi.org/10.1108/IJCHM-09-2018-0742
https://doi.org/10.1016/j.im.2015.12.002
https://doi.org/10.1111/ijmr.12360
https://doi.org/10.1016/j.annals.2004.01.010
https://doi.org/10.1177/1094670510375603

39.

40.

41.

42.

43.

44,

45.

46.

47.

48.

49.

50.

51.

52.

Bilgin, Y. (2018), "The effect of social media marketing activities on brand awareness,
brand image and brand loyalty", Business & Management Studies: An International
Journal, Vol 6(1), pp. 128-148. https://doi.org/10.15295/bmij.v6i1.229

Bitner, M. J. (1992), "Servicescapes: The impact of physical surroundings on customers
and  employees", Journal of  Marketing, Vol  56(2), pp. 57-71.
https://doi.org/10.1177/002224299205600205

Blau, P. (1964), Exchange and power in social life, Routledge.
https://doi.org/10.4324/9780203792643

Bowden, J. L.-H. (2009), "The process of customer engagement: A conceptual

framework", Journal of Marketing theory and Practice, Vol 17(1), pp. 63-74.
https://doi.org/10.2753/MTP1069-6679170105

Bozkurt, S., Gligor, D. M., and Babin, B. J. (2021), "The role of perceived firm social
media interactivity in facilitating customer engagement behaviors", European Journal of
Marketing, Vol 55(4), pp. 995-1022. https://doi.org/10.1108/EJM-07-2019-0613

Brodie, R. J., Hollebeek, L. D., Juri¢, B., and Ili¢, A. (2011), "Customer engagement:
Conceptual domain, fundamental propositions, and implications for research", Journal of
Service Research, Vol 14(3), pp. 252-271. https://doi.org/10.1177/1094670511411703
Brodie, R. J., Ilic, A., Juric, B., and Hollebeek, L. (2013), "Consumer engagement in a

virtual brand community: An exploratory analysis", Journal of Business Research, Vol
66(1), pp. 105-114. https://doi.org/10.1016/;.jbusres.2011.07.029

Brodie, R. J., Glynn, M. S., and Hollebeek, L. D. (2014), "Consumer brand engagement in
social media: Conceptualization, scale development and validation", Journal of Interactive
Marketing, Vol 28(2), pp. 149-165. https://doi.org/10.1016/j.intmar.2013.12.002

Can, V. V. (2014), "Destination loyalty as a consequence of satisfaction and switching
barriers", Tourism Analysis, Vol 19(3), pp- 273-286.
https://doi.org/10.3727/108354214X14029467968367

Chakraborty, U. (2019), "Perceived credibility of online hotel reviews and its impact on

hotel booking intentions", [International Journal of Contemporary Hospitality
Management, Vol 31(9), pp. 3465-3483. https://doi.org/10.1108/IJCHM-11-2018-0928
Chang, K.-C. (2016), "Effect of servicescape on customer behavioral intentions:

Moderating roles of service climate and employee engagement", International Journal of
Hospitality Management, Vol 53, pp. 116-128. https://doi.org/10.1016/1.ijhm.2015.12.003
Chang, K. C. (2013), "How reputation creates loyalty in the restaurant sector",

International Journal of Contemporary Hospitality Management, Vol 25(4), pp. 536-557.
https://doi.org/10.1108/09596111311322916

Chang, Y.-T., Yu, H., and Lu, H.-P. (2015), "Persuasive messages, popularity cohesion,

and message diffusion in social media marketing", Journal of Business Research, Vol
68(4), pp. 777-782. https://doi.org/10.1016/j.jbusres.2014.11.027
Chen, A., Peng, N., and Hung, K.-p. (2015), "The effects of luxury restaurant environments

on diners’ emotions and loyalty: Incorporating diner expectations into an extended
Mehrabian-Russell model", International Journal of Contemporary Hospitality
Management, Vol 27(2), pp. 236-260. https://doi.org/10.1108/IJCHM-07-2013-0280

145


https://doi.org/10.15295/bmij.v6i1.229
https://doi.org/10.1177/002224299205600205
https://doi.org/10.4324/9780203792643
https://doi.org/10.2753/MTP1069-6679170105
https://doi.org/10.1108/EJM-07-2019-0613
https://doi.org/10.1177/1094670511411703
https://doi.org/10.1016/j.jbusres.2011.07.029
https://doi.org/10.1016/j.intmar.2013.12.002
https://doi.org/10.3727/108354214X14029467968367
https://doi.org/10.1108/IJCHM-11-2018-0928
https://doi.org/10.1016/j.ijhm.2015.12.003
https://doi.org/10.1108/09596111311322916
https://doi.org/10.1016/j.jbusres.2014.11.027
https://doi.org/10.1108/IJCHM-07-2013-0280

53.

54.

55.

56.

57.

58.

59.

60.

61.

62.

63.

64.

Chen, C.-F. and Chou, S.-H. (2019), "Antecedents and consequences of perceived coolness
for Generation Y in the context of creative tourism-A case study of the Pier 2 Art Center
in Taiwan", Tourism Management, Vol 72, pp- 121-129.
https://doi.org/10.1016/j.tourman.2018.11.016

Chen, C.-F. and Myagmarsuren, O. (2010), "Exploring relationships between Mongolian

destination brand equity, satisfaction and destination loyalty", Tourism Economics, Vol
16(4), pp. 981-994. https://doi.org/10.5367/te.2010.0004

Chen, H. S., Jai, T.-M., and Yuan, J. (2017), "Unveiling the role of information levels in
consumers’ evaluative process on opaque-selling hotel websites", International Journal of
Contemporary  Hospitality =~ Management, Vol  29(8),  pp. 2139-2158.
https://doi.org/10.1108/IJCHM-07-2015-0367

Chen, J. S. and Gursoy, D. (2001), "An investigation of tourists’ destination loyalty and

preferences", International Journal of Contemporary Hospitality Management, Vol 13(2),
pp. 79-85. https://doi.org/10.1108/09596110110381870

Chen, R., Zhou, Z., Zhan, G., and Zhou, N. (2020), "The impact of destination brand
authenticity and destination brand self-congruence on tourist loyalty: The mediating role

of destination brand engagement", Journal of Destination Marketing & Management, Vol
15, pp. 100402. https://doi.org/10.1016/].jJdmm.2019.100402

Chen, S.-C. and Lin, C.-P. (2019), "Understanding the effect of social media marketing
activities: The mediation of social identification, perceived value, and satisfaction",

Technological — Forecasting and  Social ~Change, Vol 140, pp. 22-32.
https://doi.org/10.1016/].techfore.2018.11.025
Chen, S., Han, X., Bilgihan, A., and Okumus, F. (2021), "Customer engagement research

in hospitality and tourism: a systematic review", Journal of Hospitality Marketing &
Management, Vol 30(7), pp. 871-904. https://doi.org/10.1080/19368623.2021.1903644
Cheung, M. L., Pires, G., and Rosenberger, P. J. (2020), "The influence of perceived social

media marketing elements on consumer—brand engagement and brand knowledge", Asia
Pacific  Journal of Marketing and Logistics, Vol 32(3), pp.695-720.
https://doi.org/10.1108/APJML-04-2019-0262

Chi, C. G.-Q. and Qu, H. (2008), "Examining the structural relationships of destination
image, tourist satisfaction and destination loyalty: An integrated approach", Tourism
Management, Vol 29(4), pp. 624-636. https://doi.org/10.1016/j.tourman.2007.06.007

Chi, C. G. (2018), "Revisiting destination loyalty: An examination of its antecedents", The
Routledge handbook of Destination Marketing, pp- 316-347.
https://doi.org/10.4324/9781315101163-25

Chi, H.-H. (2011), "Interactive digital advertising vs. virtual brand community:

Exploratory study of user motivation and social media marketing responses in Taiwan",
Journal of Interactive Advertising, Vol 12(1), pp- 44-61.
https://doi.org/10.1080/15252019.2011.10722190

Chochol'dkova, A., Gabcova, L., Belas, J., and Sipko, J. (2015), "Bank customers'
satisfaction, customers' loyalty, and additional purchases of banking products and services:

A case study from the Czech Republic", Economics & Sociology, Vol 8(3), pp. 82-94.
https://doi.org/10.14254/2071-789X.2015/8-3/6

146


https://doi.org/10.1016/j.tourman.2018.11.016
https://doi.org/10.5367/te.2010.0004
https://doi.org/10.1108/IJCHM-07-2015-0367
https://doi.org/10.1108/09596110110381870
https://doi.org/10.1016/j.jdmm.2019.100402
https://doi.org/10.1016/j.techfore.2018.11.025
https://doi.org/10.1080/19368623.2021.1903644
https://doi.org/10.1108/APJML-04-2019-0262
https://doi.org/10.1016/j.tourman.2007.06.007
https://doi.org/10.4324/9781315101163-25
https://doi.org/10.1080/15252019.2011.10722190
https://doi.org/10.14254/2071-789X.2015/8-3/6

65.

66.

67.

68.

69.

70.

71.

72.

73.

74.

75.

76.

77.

78.

Choi, H. and Kandampully, J. (2019), "The effect of atmosphere on customer engagement
in upscale hotels: An application of SOR paradigm", International Journal of Hospitality
Management, Vol 77, pp. 40-50. https://doi.org/10.1016/].ijhm.2018.06.012

Choi, M., Law, R., and Heo, C. Y. (2016), "Shopping destinations and trust—tourist
attitudes: Scale development and validation", Tourism Management, Vol 54, pp. 490-501.
https://doi.org/10.1016/j.tourman.2016.01.005

Chu, S.-C., Deng, T., and Cheng, H. (2020), "The role of social media advertising in
hospitality, tourism and travel: a literature review and research agenda", International
Journal of Contemporary Hospitality Management, Vol 32(11), pp. 3419-3438.
https://doi.org/10.1108/IJCHM-05-2020-0480

Cialdini, R. B. and Goldstein, N. J. (2004), "Social influence: Compliance and conformity",
Annu. Rev. Psychol., Vol 55(1), pp. 591-621.
https://doi.org/10.1146/annurev.psych.55.090902.142015

Coghlan, A. (2012), "Linking natural resource management to tourist satisfaction: a study
of Australia's Great Barrier Reef", Journal of Sustainable Tourism, Vol 20(1), pp. 41-58.
https://doi.org/10.1080/09669582.2011.614351

Cohen, J. (1988), Statistical power analysis for the behavioral sciences, Routledge.
https://doi.org/10.4324/9780203771587

Cong, L. C. (2021), "Perceived risk and destination knowledge in the satisfaction-loyalty

intention relationship: An empirical study of European tourists in Vietnam", Journal of
Outdoor Recreation and Tourism, Vol 33, pp- 100343.
https://doi.org/10.1016/j.jort.2020.100343

Cropanzano, R., Anthony, E. L., Daniels, S. R., and Hall, A. V. (2017), "Social exchange
theory: A critical review with theoretical remedies", Academy of Management Annals, Vol
11(1), pp. 479-516. https://doi.org/10.5465/annals.2015.0099

Cropanzano, R. and Mitchell, M. S. (2005), "Social exchange theory: An interdisciplinary
review", Journal of Management, Vol 31(6), pp- 874-900.
https://doi.org/10.1177/0149206305279602

da Costa Mendes, J., Oom do Valle, P., Guerreiro, M. M., and Silva, J. A. (2010), "The
tourist experience: Exploring the relationship between tourist satisfaction and destination

loyalty", Tourism: An International Interdisciplinary Journal, Vol 58(2), pp. 111-126.
Davlembayeva, D., Chari, S., and Papagiannidis, S. (2025), "Virtual influencers in
consumer behaviour: A social influence theory perspective", British Journal of
Management, Vol 36(1), pp. 202-222. https://doi.org/10.1111/1467-8551.12839

De Vries, L., Gensler, S., and Leeflang, P. S. (2012), "Popularity of brand posts on brand
fan pages: An investigation of the effects of social media marketing", Journal of Interactive
Marketing, Vol 26(2), pp. 83-91. https://doi.org/10.1016/j.intmar.2012.01.003

Dessart, L., Veloutsou, C., and Morgan-Thomas, A. (2015), "Consumer engagement in

online brand communities: a social media perspective", Journal of Product & Brand
Management, Vol 24(1), pp. 28-42. https://doi.org/10.1108/JPBM-06-2014-0635
Deutsch, M. and Gerard, H. B. (1955), "A study of normative and informational social

influences upon individual judgment", The Journal of Abnormal and Social Psychology,
Vol 51(3), pp. 629. https://doi.org/10.1037/h0046408

147


https://doi.org/10.1016/j.ijhm.2018.06.012
https://doi.org/10.1016/j.tourman.2016.01.005
https://doi.org/10.1108/IJCHM-05-2020-0480
https://doi.org/10.1146/annurev.psych.55.090902.142015
https://doi.org/10.1080/09669582.2011.614351
https://doi.org/10.4324/9780203771587
https://doi.org/10.1016/j.jort.2020.100343
https://doi.org/10.5465/annals.2015.0099
https://doi.org/10.1177/0149206305279602
https://doi.org/10.1111/1467-8551.12839
https://doi.org/10.1016/j.intmar.2012.01.003
https://doi.org/10.1108/JPBM-06-2014-0635
https://psycnet.apa.org/doi/10.1037/h0046408

79.

80.

81.

82.

83.

&4.

85.

86.

87.

88.

89.

90.

Di Domenico, G., Sit, J., Ishizaka, A., and Nunan, D. (2021), "Fake news, social media and
marketing: A systematic review", Journal of Business Research, Vol 124, pp. 329-341.
https://doi.org/10.1016/].jbusres.2020.11.037

Dick, A. S. and Basu, K. (1994), "Customer loyalty: toward an integrated conceptual
framework", Journal of the Academy of Marketing Science, Vol 22(2), pp. 99-113.
https://doi.org/10.1177/0092070394222001

Dmitrovi¢, T., Knezevi¢ Cvelbar, L., Kolar, T., Makovec Brenci¢, M., Ograjensek, 1., and

Zabkar, V. (2009), "Conceptualizing tourist satisfaction at the destination level",
International Journal of Culture, Tourism and Hospitality Research, Vol 3(2), pp. 116-126.
https://doi.org/10.1108/17506180910962122

Do Valle, P. O., Silva, J. A., Mendes, J., and Guerreiro, M. (2006), "Tourist satisfaction
and destination loyalty intention: A structural and categorical analysis", International
Journal of Business Science & Applied Management (IJBSAM), Vol 1(1), pp. 25-44.
https://doi.org/10.69864/ijbsam.1-1.3

Dolan, R., Conduit, J., Frethey-Bentham, C., Fahy, J., and Goodman, S. (2019), "Social
media engagement behavior: A framework for engaging customers through social media
content", European Journal of Marketing, Vol 53(10), pp. 2213-2243.
https://doi.org/10.1108/EJM-03-2017-0182

Dolnicar, S., Coltman, T., and Sharma, R. (2015), "Do satisfied tourists really intend to
come back? Three concerns with empirical studies of the link between satisfaction and
behavioral intention", Journal of Travel Research, Vol 54(2), pp. 152-178.
https://doi.org/10.1177/0047287513513167

Dwivedi, A. (2015), "A higher-order model of consumer brand engagement and its impact

on loyalty intentions", Journal of Retailing and Consumer Services, Vol 24, pp. 100-109.
https://doi.org/10.1016/].jretconser.2015.02.007

Dwivedi, Y. K., Kapoor, K. K., and Chen, H. (2015), "Social media marketing and
advertising", The Marketing Review, Vol 15(3), pp- 289-309.
https://doi.org/10.1362/146934715X14441363377999

Ebrahim, R. S. (2019), "The role of trust in understanding the impact of social media

marketing on brand equity and brand loyalty", Journal of Relationship Marketing, Vol
19(4), pp. 287-308. https://doi.org/10.1080/15332667.2019.1705742

Elbaz, A. M., Abou Kamar, M. S., Onjewu, A.-K. E., and Soliman, M. (2021), "Evaluating
the antecedents of health destination loyalty: The moderating role of destination trust and

tourists’ emotions", International Journal of Hospitality & Tourism Administration, Vol
24(1), pp. 1-28. https://doi.org/10.1080/15256480.2021.1935394

Emir, A., Halim, H., Hedre, A., Abdullah, D., Azmi, A., and Kamal, S. B. M. (2016),
"Factors influencing online hotel booking intention: A conceptual framework from

stimulus-organism-response perspective", International Academic Research Journal of
Business and Technology, Vol 2(2), pp. 129-134.

Enginkaya, E. and Esen, E. (2014), "Dimensions of online customer engagement", Journal
of Business Economics and Finance, Vol 3(1), pp. 106-114.

148


https://doi.org/10.1016/j.jbusres.2020.11.037
https://doi.org/10.1177/0092070394222001
https://doi.org/10.1108/17506180910962122
https://doi.org/10.69864/ijbsam.1-1.3
https://doi.org/10.1108/EJM-03-2017-0182
https://doi.org/10.1177/0047287513513167
https://doi.org/10.1016/j.jretconser.2015.02.007
https://doi.org/10.1362/146934715X14441363377999
https://doi.org/10.1080/15332667.2019.1705742
https://doi.org/10.1080/15256480.2021.1935394

91.

92.

93.

94.

95.

96.

97.

98.

99.

Enrique Bigné, J., Mattila, A. S., and Andreu, L. (2008), "The impact of experiential
consumption cognitions and emotions on behavioral intentions", Journal of Services
Marketing, Vol 22(4), pp. 303-315. https://doi.org/10.1108/08876040810881704

Erkan, 1. and Evans, C. (2016), "The influence of eWOM in social media on consumers’

purchase intentions: An extended approach to information adoption", Computers in Human
Behavior, Vol 61, pp. 47-55. https://doi.org/10.1016/].chb.2016.03.003
Faullant, R., Matzler, K., and Fiiller, J. (2008), "The impact of satisfaction and image on

loyalty: the case of Alpine ski resorts", Managing Service Quality: An International
Journal, Vol 18(2), pp. 163-178. https://doi.org/10.1108/09604520810859210

Fenitra, R. M., Abbas, A., Ekowati, D., and Suhairidi, F. (2022), "Strategic intent and
strategic leadership: A review perspective for post-COVID-19 tourism and hospitality

industry recovery", In: The Emerald handbook of Destination Recovery in Tourism and
Hospitality, Emerald Publishing Limited, pp. 23-44. https://doi.org/10.1108/978-1-80262-
073-320221003

Fetais, A. H., Algharabat, R. S., Aljafari, A., and Rana, N. P. (2023), "Do social media
marketing activities improve brand loyalty? An empirical study on luxury fashion brands",
Information Systems Frontiers, Vol 25(2), pp. 795-817. https://doi.org/10.1007/s10796-
022-10264-7

Filieri, R., Alguezaui, S., and McLeay, F. (2015), "Why do travelers trust TripAdvisor?
Antecedents of trust towards consumer-generated media and its influence on

recommendation adoption and word of mouth", Tourism Management, Vol 51, pp. 174-185.
https://doi.org/10.1016/j.tourman.2015.05.007
Fu, X. (2019), "Existential authenticity and destination loyalty: Evidence from heritage

tourists", Journal of Destination Marketing & Management, Vol 12, pp. 84-94.
https://doi.org/10.1016/].jdmm.2019.03.008
Fuchs, G. and Reichel, A. (2011), "An exploratory inquiry into destination risk perceptions

and risk reduction strategies of first time vs. repeat visitors to a highly volatile destination",
Tourism Management, Vol 32(2), pp- 266-276.
https://doi.org/10.1016/].tourman.2010.01.012

Gao, J., Meng, F., Guo, W., and Lin, B. (2024), "Achieving destination sustainability: How
tourist-to-tourist interaction quality affects tourist loyalty?", PloS one, Vol 19(8), pp.
€0296944. https://doi.org/10.1371/journal.pone.0296944

100.Godey, B., Manthiou, A., Pederzoli, D., Rokka, J., Aiello, G., Donvito, R., and Singh, R.

(2016), "Social media marketing efforts of luxury brands: Influence on brand equity and
consumer behavior", Journal of Business Research, Vol 69(12), pp. 5833-5841.
https://doi.org/10.1016/].jbusres.2016.04.181

101.Gonzélez, J. A. M., Parra-Lopez, E., and Buhalis, D. (2017), "The loyalty of young

residents in an island destination: An integrated model", Journal of Destination Marketing
& Management, Vol 6(4), pp. 444-455. https://doi.org/10.1016/].jdmm.2016.07.003

102.Gupta, A., Dash, S., and Mishra, A. (2019), "All that glitters is not green: Creating trustworthy

ecofriendly services at green hotels", Tourism Management, Vol 70, pp. 155-169.
https://doi.org/10.1016/j.tourman.2018.08.015

149


https://doi.org/10.1108/08876040810881704
https://doi.org/10.1016/j.chb.2016.03.003
https://doi.org/10.1108/09604520810859210
https://doi.org/10.1108/978-1-80262-073-320221003
https://doi.org/10.1108/978-1-80262-073-320221003
https://doi.org/10.1007/s10796-022-10264-7
https://doi.org/10.1007/s10796-022-10264-7
https://doi.org/10.1016/j.tourman.2015.05.007
https://doi.org/10.1016/j.jdmm.2019.03.008
https://doi.org/10.1016/j.tourman.2010.01.012
https://doi.org/10.1371/journal.pone.0296944
https://doi.org/10.1016/j.jbusres.2016.04.181
https://doi.org/10.1016/j.jdmm.2016.07.003
https://doi.org/10.1016/j.tourman.2018.08.015

103.Gupta, S., Nath Mishra, O., and Kumar, S. (2023), "Tourist participation, well-being and
satisfaction: the mediating roles of service experience and tourist empowerment", Current
Issues in Tourism, Vol 26(16), pp- 2613-2628.
https://doi.org/10.1080/13683500.2022.2091429

104.Gursoy, D., Chen, J. S., and Chi, C. G. (2014), "Theoretical examination of destination
loyalty formation", International Journal of Contemporary Hospitality Management, Vol
26 (5), pp- 809-827. https://doi.org/10.1108/IJCHM-12-2013-0539

105.Hafez, M. (2021), "The impact of social media marketing activities on brand equity in the

banking sector in Bangladesh: the mediating role of brand love and brand trust",
International  Journal of Bank Marketing, Vol 39(7), pp. 1353-1376.
https://doi.org/10.1108/1JBM-02-2021-0067

106.Hafez, M. (2022), "Unpacking the influence of social media marketing activities on brand

equity in the banking sector in Bangladesh: A moderated mediation analysis of brand
experience and perceived uniqueness", International Journal of Information Management
Data Insights, Vol 2(2), pp. 100140. https://doi.org/10.1016/].jjimei.2022.100140

107.Hair, J. J. F., Hult, G. T. M., Ringle, C. M., and Sarstedt, M. (2022), A Primer on Partial
Least Squares Structural Equation Modeling (PLS-SEM) - Third Edition, Sage.

108.Hallak, R., Assaker, G., and El-Haddad, R. (2017), "Re-examining the relationships among
perceived quality, value, satisfaction, and destination loyalty: A higher-order structural
model",  Journal of Vacation  Marketing, Vol 24(2), pp. 118-135.
https://doi.org/10.1177/1356766717690572

109.Halpenny, E. A., Kulczycki, C., and Moghimehfar, F. (2018), "Factors effecting destination
and event loyalty: Examining the sustainability of a recurrent small-scale running event at

Banff National Park", Sport Tourism and Sustainable Destinations, Routledge, pp. 71-100.
https://doi.org/10.4324/9781351213707-5
110.Han, H. and Hyun, S. S. (2015), "Customer retention in the medical tourism industry:

Impact of quality, satisfaction, trust, and price reasonableness", Tourism Management, Vol
46, pp. 20-29. https://doi.org/10.1016/].tourman.2014.06.003
111.Hanaysha, J. R. (2017), "Impact of social media marketing, price promotion, and corporate

social responsibility on customer satisfaction", Jindal Journal of Business Research, Vol
6(2), pp. 132-145. https://doi.org/10.1177/2278682117715359
112.Hapsari, R., Clemes, M. D., and Dean, D. (2017), "The impact of service quality, customer

engagement and selected marketing constructs on airline passenger loyalty", International
Journal  of  Quality and  Service  Sciences, Vol 9(1), pp. 21-40.
https://doi.org/10.1108/1JQSS-07-2016-0048

113.Harrigan, P., Evers, U., Miles, M., and Daly, T. (2017), "Customer engagement with
tourism social media brands", Tourism Management, Vol 59, pp. 597-609.
https://doi.org/10.1016/j.tourman.2016.09.015

114.Hatamleh, I. H. M., Safori, A. O., Habes, M., Tahat, O., Ahmad, A. K., Abdallah, R. A.-
Q., and Aissani, R. (2023), "Trust in social media: Enhancing social relationships", Social
Sciences, Vol 12(7), pp. 416. https://doi.org/10.3390/socsci12070416

115.Hayes, A. F. (2017), Introduction to mediation, moderation, and conditional process

analysis: A regression-based approach, Guilford publications.

150


https://doi.org/10.1080/13683500.2022.2091429
https://doi.org/10.1108/IJCHM-12-2013-0539
https://doi.org/10.1108/IJBM-02-2021-0067
https://doi.org/10.1016/j.jjimei.2022.100140
https://doi.org/10.1177/1356766717690572
https://doi.org/10.4324/9781351213707-5
https://doi.org/10.1016/j.tourman.2014.06.003
https://doi.org/10.1177/2278682117715359
https://doi.org/10.1108/IJQSS-07-2016-0048
https://doi.org/10.1016/j.tourman.2016.09.015
https://doi.org/10.3390/socsci12070416

116.Hemsley-Brown, J. and Alnawas, 1. (2016), "Service quality and brand loyalty: The
mediation effect of brand passion, brand affection and self-brand connection", International
Journal of Contemporary Hospitality Management, Vol 28(12), pp. 2771-2794.
https://doi.org/10.1108/IICHM-09-2015-0466

117.Henseler, J., Ringle, C. M., and Sarstedt, M. (2015), "A new criterion for assessing
discriminant validity in variance-based structural equation modeling", Journal of the
Academy of Marketing Science, Vol 43, pp. 115-135. https://doi.org/10.1007/s11747-014-
0403-8

118.Hernandez-Lobato, L., Solis-Radilla, M. M., Moliner-Tena, M. A., and Sanchez-Garcia, J.
(2006), "Tourism destination image, satisfaction and loyalty: a study in Ixtapa-Zihuatanejo,
Mexico", Tourism Geographies, Vol 8(4), pp- 343-358.
https://doi.org/10.1080/14616680600922039

119.Hew, J.-J., Leong, L.-Y., Tan, G. W.-H., Lee, V.-H., and Ooi, K.-B. (2018), "Mobile social
tourism shopping: A dual-stage analysis of a multi-mediation model", Tourism
Management, Vol 66, pp. 121-139. https://doi.org/10.1016/j.tourman.2017.10.005

120.Hollebeek, L. D. (2011), "Demystifying customer brand engagement: Exploring the loyalty
nexus", Journal of Marketing Management, Vol 27(7-8), pp. 785-807.
https://doi.org/10.1080/0267257X.2010.500132

121.Hollebeek, L. D., Srivastava, R. K., and Chen, T. (2019), "SD logic—informed customer
engagement: integrative framework, revised fundamental propositions, and application to
CRM", Journal of the Academy of Marketing Science, Vol 47, pp. 161-185.
https://doi.org/10.1007/s11747-016-0494-5

122.Homans, G. C. (1958), "Social behavior as exchange", American Journal of Sociology, Vol
63(6), pp. 597-606. https://doi.org/10.1086/222355

123.Hsu, C., Killion, G., Brown, G., Gross, M., and Huang, S. (2008), Tourism Marketing: an
Asia-Pacific Perspective, CQUniversity.

124.Huang, S. and Choi, H.-S. C. (2019), "Developing and validating a multidimensional tourist
engagement scale (TES)", The Service Industries Journal, Vol 39(7-8), pp. 469-497.
https://doi.org/10.1080/02642069.2019.1576641

125.Huerta-Alvarez, R., Cambra-Fierro, J. J., and Fuentes-Blasco, M. (2020), "The interplay
between social media communication, brand equity and brand engagement in tourist

destinations: An analysis in an emerging economy", Journal of Destination Marketing &
Management, Vol 16, pp. 100413. https://doi.org/10.1016/j.Jdmm.2020.100413

126.Hung Lee, T., Jan, F.-H., and Lin, Y. H. (2021), "How authentic experience affects
traditional religious tourism development: Evidence from the Dajia Mazu Pilgrimage,
Taiwan", Journal of Travel Research, Vol 60(5), pp. 1140-1157.
https://doi.org/10.1177/0047287520921240

127.Hussain, K., Alam, M. M. D., Malik, A., Tarhini, A., and Al Balushi, M. K. (2024), "From
likes to luggage: The role of social media content in attracting tourists", Heliyon, Vol
10(19), e38914. https://doi.org/10.1016/j.heliyon.2024.e38914

128.Huwae, V. E., Noermijati, N., Rofiaty, R., and Husein, A. S. (2020), "The mediating role
of destination value, tourist satisfaction, and tourist engagement on the relationship

151


https://doi.org/10.1108/IJCHM-09-2015-0466
https://doi.org/10.1007/s11747-014-0403-8
https://doi.org/10.1007/s11747-014-0403-8
https://doi.org/10.1080/14616680600922039
https://doi.org/10.1016/j.tourman.2017.10.005
https://doi.org/10.1080/0267257X.2010.500132
https://doi.org/10.1007/s11747-016-0494-5
https://doi.org/10.1086/222355
https://doi.org/10.1080/02642069.2019.1576641
https://doi.org/10.1016/j.jdmm.2020.100413
https://doi.org/10.1177/0047287520921240
https://doi.org/10.1016/j.heliyon.2024.e38914

between destination image and tourist loyalty in Maluku, Indonesia", Leisure/loisir, Vol
44(4), pp. 587-620. https://doi.org/10.1080/14927713.2020.1815563
129.1brahim, B. (2022), "Social media marketing activities and brand loyalty: A meta-analysis

examination", Journal of Promotion Management, Vol 28(1), pp. 60-90.
https://doi.org/10.1080/10496491.2021.1955080

130.Ibrahim, B., Aljarah, A., and Sawaftah, D. (2021), "Linking social media marketing
activities to revisit intention through brand trust and brand loyalty on the coffee shop

facebook pages: Exploring sequential mediation mechanism", Sustainability, Vol 13(4),
pp. 2277. https://doi.org/10.3390/sul13042277
131.1glesias, O., Markovic, S., Bagherzadeh, M., and Singh, J. J. (2020), "Co-creation: A key
link between corporate social responsibility, customer trust, and customer loyalty", Journal
of Business Ethics, Vol 163, pp. 151-166. https://doi.org/10.1007/s10551-018-4015-y
132.Ispas, A., Untaru, E.-N., Candrea, A.-N., and Han, H. (2021), "Impact of place identity and
place dependence on satisfaction and loyalty toward Black Sea Coastal Destinations: the

role of wvisitation frequency", Coastal Management, Vol 49(3), pp. 250-274.
https://doi.org/10.1080/08920753.2021.1899914
133.Jaakkola, E. and Alexander, M. (2014), "The role of customer engagement behavior in

value co-creation: A service system perspective", Journal of Service Research, Vol 17(3),
pp. 247-261. https://doi.org/10.1177/1094670514529187

134.Jacoby, J. (2002), "Stimulus-organism-response reconsidered: an evolutionary step in

modeling (consumer) behavior", Journal of Consumer Psychology, Vol 12(1), pp. 51-57.
https://doi.org/10.1207/S15327663JCP1201_05
135.Jacoby, J. and Chestnut, R. W. (1978), Brand loyalty: Measurement and management, John

Wiley & Sons Incorporated.

136.Jamaludin, N., Sam, D., Sandal, G., and Adam, A. (2018), "The influence of perceived
discrimination, orientation to mainstream culture and life satisfaction on destination loyalty
intentions: the case of international students", Current Issues in Tourism, Vol 21(8), pp.
934-949. https://doi.org/10.1080/13683500.2015.1119102

137.Jamil, K., Dunnan, L., Gul, R. F., Shehzad, M. U., Gillani, S. H. M., and Awan, F. H.
(2022), "Role of social media marketing activities in influencing customer intentions: a

perspective of a new emerging era", Frontiers in Psychology, Vol 12, pp. 808525.
https://doi.org/10.3389/fpsyg.2021.808525

138.Jamshidi, D., Rousta, A., and Shafei, R. (2021), "Social media destination information
features and destination loyalty: does perceived coolness and memorable tourism

experiences matter?", Current Issues in Tourism, Vol 26(3), pp. 407-428.
https://doi.org/10.1080/13683500.2021.2019204
139.Jani, D. and Han, H. (2015), "Influence of environmental stimuli on hotel customer

emotional loyalty response: Testing the moderating effect of the big five personality
factors", International Journal of Hospitality Management, Vol 44, pp. 48-57.
https://doi.org/10.1016/].ijhm.2014.10.006

140.Jang, S. S., Ha, J., and Park, K. (2012), "Effects of ethnic authenticity: Investigating Korean
restaurant customers in the US", International Journal of Hospitality Management, Vol
31(3), pp. 990-1003. https://doi.org/10.1016/j.ijhm.2011.12.003

152


https://doi.org/10.1080/14927713.2020.1815563
https://doi.org/10.1080/10496491.2021.1955080
https://doi.org/10.3390/su13042277
https://doi.org/10.1007/s10551-018-4015-y
https://doi.org/10.1080/08920753.2021.1899914
https://doi.org/10.1177/1094670514529187
https://doi.org/10.1207/S15327663JCP1201_05
https://doi.org/10.1080/13683500.2015.1119102
https://doi.org/10.3389/fpsyg.2021.808525
https://doi.org/10.1080/13683500.2021.2019204
https://doi.org/10.1016/j.ijhm.2014.10.006
https://doi.org/10.1016/j.ijhm.2011.12.003

141.Japutra, A. (2020), "Building enduring culture involvement, destination identification and
destination loyalty through need fulfilment", Tourism Recreation Research, Vol 47(2), pp.
177-189. https://doi.org/10.1080/02508281.2020.1827567

142.Jeong, Y. and Kim, S. (2020), "A study of event quality, destination image, perceived

value, tourist satisfaction, and destination loyalty among sport tourists", Asia Pacific
Journal  of  Marketing  and  Logistics, Vol  32(4), pp. 940-960.
https://doi.org/10.1108/APJML-02-2019-0101

143.Ji, C., Mieiro, S., and Huang, G. (2022), "How social media advertising features influence

consumption and sharing intentions: the mediation of customer engagement", Journal of
Research in Interactive Marketing, Vol 16(1), pp. 137-153. https://doi.org/10.1108/JRIM-
04-2020-0067

144.Jiang, L., Eck, T., and An, S. (2022), "A study on the effect of emotional solidarity on
memorable tourism experience and destination loyalty in volunteer tourism", Sage Open,
Vol 12(1), pp. 21582440221087263. https://doi.org/10.1177/21582440221087263

145.Joo, D., Woosnam, K. M., Lee, S., and Lee, C. K. (2020), "Destination loyalty as explained
through self-congruity, emotional solidarity, and travel satisfaction", Journal of Hospitality
and Tourism Management, Vol 45, pp- 338-347.
https://doi.org/10.1016/].1htm.2020.06.017

146.Jun, K. S. (2016), "The structural relationships of destination image, awareness, uniqueness

and destination loyalty in periurban ecotourism destination", European Journal of Tourism,
Hospitality and Recreation, Vol 7(3), pp. 212-225. https://doi.org/10.1515/ejthr-2016-
0023

147. Kamboj, S., Sarmah, B., Gupta, S., and Dwivedi, Y. (2018), "Examining branding co-
creation in brand communities on social media: Applying the paradigm of Stimulus-

Organism-Response", International Journal of Information Management, Vol 39, pp.
169-185. https://doi.org/10.1016/].ijinfomgt.2017.12.001
148.Kang, J.-W. and Namkung, Y. (2019), "The information quality and source credibility

matter in customers’ evaluation toward food O20 commerce", International Journal of
Hospitality Management, Vol 78, pp. 189-198. https://doi.org/10.1016/5.ijhm.2018.10.011

149.Kaplan, A. M. and Haenlein, M. (2010), "Users of the world, unite! The challenges and
opportunities of Social Media", Business Horizons, Vol 53(1), pp. 59-68.
https://doi.org/10.1016/].bushor.2009.09.003

150.Kelman, H. C. (1958), "Compliance, identification, and internalization three processes of
attitude change", Journal of Conflict Resolution, Vol 2(1), pp. 51-60.
https://doi.org/10.1177/002200275800200106

151.Khan, I. and Fatma, M. (2023), "Customer engagement and trust: the moderating role of

age and gender", In: Handbook of Customer Engagement in Tourism Marketing, Edward
Elgar Publishing, pp. 158-169. https://doi.org/10.4337/9781802203943.00020

152.Khuong, M. N. and Nguyen, P. A. (2017), "Factors affecting tourist destination satisfaction
and return intention—a study in Ho Chi Minh City, Vietnam", Journal of Economics,
Business and Management, Vol 5(2), pp. 95-102.

153


https://doi.org/10.1080/02508281.2020.1827567
https://doi.org/10.1108/APJML-02-2019-0101
https://doi.org/10.1108/JRIM-04-2020-0067
https://doi.org/10.1108/JRIM-04-2020-0067
https://doi.org/10.1177/21582440221087263
https://doi.org/10.1016/j.jhtm.2020.06.017
https://doi.org/10.1515/ejthr-2016-0023
https://doi.org/10.1515/ejthr-2016-0023
https://doi.org/10.1016/j.ijinfomgt.2017.12.001
https://doi.org/10.1016/j.ijhm.2018.10.011
https://doi.org/10.1016/j.bushor.2009.09.003
https://doi.org/10.1177/002200275800200106
https://doi.org/10.4337/9781802203943.00020

153.Kim, A. J. and Ko, E. (2012), "Do social media marketing activities enhance customer
equity? An empirical study of luxury fashion brand", Journal of Business Research, Vol
65(10), pp. 1480-1486. https://doi.org/10.1016/j.jbusres.2011.10.014

154.Kim, D. Y. and Kim, H.-Y. (2021), "Trust me, trust me not: A nuanced view of influencer
marketing on social media", Journal of Business Research, Vol 134, pp. 223-232.
https://doi.org/10.1016/j.jbusres.2021.05.024

155.Kim, J.-H. (2018), "The impact of memorable tourism experiences on loyalty behaviors:

The mediating effects of destination image and satisfaction", Journal of Travel Research,
Vol 57(7), pp. 856-870. https://doi.org/10.1177/0047287517721369

156.Kim, K. A., Byon, K. K., Baek, W., and Williams, A. S. (2019), "Examining structural
relationships among sport service environments, excitement, consumer-to-consumer

interaction, and consumer citizenship behaviors", International Journal of Hospitality
Management, Vol 82, pp. 318-325. https://doi.org/10.1016/5.ijhm.2018.10.004
157.Kim, M. and Thapa, B. (2018), "The influence of self-congruity, perceived value, and

satisfaction on destination loyalty: a case study of the Korean DMZ", Journal of Heritage
Tourism, Vol 13(3), pp. 224-236. https://doi.org/10.1080/1743873X.2017.1295973
158.Kim, M. J., Lee, C.-K., and Jung, T. (2020), "Exploring consumer behavior in virtual reality

tourism using an extended stimulus-organism-response model", Journal of Travel
Research, Vol 59(1), pp. 69-89. https://doi.org/10.1177/0047287518818915

159.Kim, S. H., Holland, S., and Han, H. S. (2013), "A structural model for examining how
destination image, perceived value, and service quality affect destination loyalty: A case
study of Orlando", International Journal of Tourism Research, Vol 15(4), pp. 313-328.
https://doi.org/10.1002/jtr.1877

160.Kim, W. G. and Moon, Y. J. (2009), "Customers’ cognitive, emotional, and actionable

response to the servicescape: A test of the moderating effect of the restaurant type",
International Journal of Hospitality Management, Vol 28(1), pp. 144-156.
https://doi.org/10.1016/].ijhm.2008.06.010

161.Koay, K. Y., Ong, D. L. T., Khoo, K. L., and Yeoh, H. J. (2020), "Perceived social media
marketing activities and consumer-based brand equity: Testing a moderated mediation
model", Asia Pacific Journal of Marketing and Logistics, Vol 33(1), pp. 53-72.
https://doi.org/10.1108/APJIML-07-2019-0453

162.Kock, N. (2015), "Common method bias in PLS-SEM: A full collinearity assessment
approach", International Journal of e-Collaboration (ijec), Vol 11(4), pp. 1-10.

163.Kock, N. and Lynn, G. (2012), "Lateral collinearity and misleading results in variance-
based SEM: An illustration and recommendations", Journal of the Association for
information Systems, Vol 13(7), pp. 546-580.

164.Kotler, P. and Keller, K. L. (2012), Marketing Management, New Jersey.

165.Kumar, A., Bezawada, R., Rishika, R., Janakiraman, R., and Kannan, P. (2016), "From
social to sale: The effects of firm-generated content in social media on customer behavior",
Journal of Marketing, Vol 80(1), pp. 7-25. https://doi.org/10.1509/jm.14.024

166.Kumar, V. (2018), "Transformative marketing: The next 20 years", Journal of Marketing,
Vol 82(4), pp. 1-12. https://doi.org/10.1509/jm.82.41

154


https://doi.org/10.1016/j.jbusres.2011.10.014
https://doi.org/10.1016/j.jbusres.2021.05.024
https://doi.org/10.1177/0047287517721369
https://doi.org/10.1016/j.ijhm.2018.10.004
https://doi.org/10.1080/1743873X.2017.1295973
https://doi.org/10.1177/0047287518818915
https://doi.org/10.1002/jtr.1877
https://doi.org/10.1016/j.ijhm.2008.06.010
https://doi.org/10.1108/APJML-07-2019-0453
https://doi.org/10.1509/jm.14.0249
https://doi.org/10.1509/jm.82.41

167.Kumar, V., Aksoy, L., Donkers, B., Venkatesan, R., Wiesel, T., and Tillmanns, S. (2010),
"Undervalued or overvalued customers: Capturing total customer engagement value",
Journal of Service Research, Vol 13(3), pp- 297-310.
https://doi.org/10.1177/1094670510375602

168.Lazaric, N., Le Guel, F., Belin, J., Oltra, V., Lavaud, S., and Douai, A. (2020),
"Determinants of sustainable consumption in France: the importance of social influence

and environmental values", Journal of Evolutionary Economics, Vol 30, pp. 1337-1366.
https://doi.org/10.1007/s00191-019-00654-7

169.Lee, K.-H. and Hyun, S. S. (2016), "The effects of perceived destination ability and
destination brand love on tourists’ loyalty to post-disaster tourism destinations: The case of
Korean tourists to Japan", Journal of Travel & Tourism Marketing, Vol 33(5), pp. 613-627.
https://doi.org/10.1080/10548408.2016.1167349

170.Lee, S. A. (2020), "Investigating the importance of positive hotel design", International
Journal of Hospitality Management, Vol 88, pp- 102523.
https://doi.org/10.1016/].ijhm.2020.102523

171.Lee, S. W. and Xue, K. (2020), "A model of destination loyalty: Integrating destination
image and sustainable tourism", Asia Pacific Journal of Tourism Research, Vol 25(4), pp.
393-408. https://doi.org/10.1080/10941665.2020.1713185

172.Li, M.-W., Teng, H.-Y., and Chen, C.-Y. (2020), "Unlocking the customer engagement-
brand loyalty relationship in tourism social media: The roles of brand attachment and

customer trust", Journal of Hospitality and Tourism Management, Vol 44, pp. 184-192.
https://doi.org/10.1016/].jhtm.2020.06.015

173.Li, M. H. and Lai, I. K. W. (2024), "Exploring the formation of destination loyalty from
destination personality and self-congruity: A mediating role of destination relationship

quality", International Journal of Tourism Research, Vol 26(4), pp. €2675.
https://doi.org/10.1002/jtr.2675

174.L1, S., Tian, W., Lundberg, C., Gkritzali, A., and Sundstréom, M. (2020), "Two tales of one
city: Fantasy proneness, authenticity, and loyalty of on-screen tourism destinations",
Journal of Travel Research, Vol 60(8), pp- 1802-1820.
https://doi.org/10.1177/0047287520961179

175.Liang, Q. and Jui, S. P. (2024), "The Dynamics of Social Media Marketing: Unraveling the
Impact on Customer Purchase Intentions through Engagement and Trust", Journal of
Distribution Science, Vol 22(3), pp. 21-31. https://doi.org/10.15722/jds.22.03.202403.21

176.Lim, W. M., Rasul, T., Kumar, S., and Ala, M. (2022), "Past, present, and future of
customer engagement", Journal of Business Research, Vol 140, pp. 439-458.
https://doi.org/10.1016/].jbusres.2021.11.014

177.Lin, H., Zhang, M., Gursoy, D., and Fu, X. (2019), "Impact of tourist-to-tourist interaction
on tourism experience: The mediating role of cohesion and intimacy", Annals of Tourism
Research, Vol 76, pp. 153-167. https://doi.org/10.1016/j.annals.2019.03.009

178.Lin, W.-R. (2017), "Structural model of hassles experienced at travel destinations", Journal
of  Destination  Marketing &  Management, Vol 9, pp. 97-103.
https://doi.org/10.1016/].jdmm.2017.11.004

155


https://doi.org/10.1177/1094670510375602
https://doi.org/10.1007/s00191-019-00654-7
https://doi.org/10.1080/10548408.2016.1167349
https://doi.org/10.1016/j.ijhm.2020.102523
https://doi.org/10.1080/10941665.2020.1713185
https://doi.org/10.1016/j.jhtm.2020.06.015
https://doi.org/10.1002/jtr.2675
https://doi.org/10.1177/0047287520961179
https://doi.org/10.15722/jds.22.03.202403.21
https://doi.org/10.1016/j.jbusres.2021.11.014
https://doi.org/10.1016/j.annals.2019.03.009
https://doi.org/10.1016/j.jdmm.2017.11.004

179.Liu, J., Li, X., Zhang, L., Lu, Q., and Su, X. (2023), "Authenticity, psychological ownership
and tourist commitment in heritage tourism: the moderating effect of cultural intelligence",
Current Issues in Tourism, Vol 26(24), pp- 3955-3972.
https://doi.org/10.1080/13683500.2022.2153650

180.Liu, J., Wang, C., Fang, S., and Zhang, T. (2019), "Scale development for tourist trust
toward a tourism destination", Tourism Management Perspectives, Vol 31, pp. 383-397.
https://doi.org/10.1016/].tmp.2019.07.001

181.Liu, W., Vogt, C. A., Luo, J., He, G., Frank, K. A., and Liu, J. (2012), "Drivers and
socioeconomic impacts of tourism participation in protected areas", PloS one, Vol 7(4), pp.
€35420. https://doi.org/10.1371/journal.pone.0035420

182.Liu, X., Shin, H., and Burns, A. C. (2021), "Examining the impact of luxury brand's social
media marketing on customer engagement: Using big data analytics and natural language

processing",  Journal of Business  Research, Vol 125, pp. 815-826.
https://doi.org/10.1016/].jbusres.2019.04.042

183.Liu, Y. and Jang, S. S. (2009), "The effects of dining atmospherics: An extended
Mehrabian—Russell model", International Journal of Hospitality Management, Vol 28(4),
pp. 494-503. https://doi.org/10.1016/1.ijhm.2009.01.002

184.Liu-Thompkins, Y. (2012), "Seeding viral content: The role of message and network
factors", Journal of advertising research, Vol 52(4), pp. 465-478.
https://doi.org/10.2501/JAR-52-4-465-478

185.Lockwood, A. and Pyun, K. (2019), "How do customers respond to the hotel
servicescape?", International Journal of Hospitality Management, Vol 82, pp. 231-241.
https://doi.org/10.1016/].ijhm.2019.04.016

186.Loureiro, S. M. C., Almeida, M., and Rita, P. (2013), "The effect of atmospheric cues and
involvement on pleasure and relaxation: The spa hotel context", International Journal of
Hospitality Management, Vol 35, pp. 35-43. https://doi.org/10.1016/5.ijhm.2013.04.011

187.Loureiro, S. M. C. and Sarmento, E. M. (2019), "Place attachment and tourist engagement

of major visitor attractions in Lisbon", Tourism and Hospitality Research, Vol 19(3), pp.
368-381. https://doi.org/10.1177/1467358418761211
188.Lu, L., Liu, Y.-y.,and Lii, L. (2011), "Tourism destination tourist loyalty mechanism model

and empirical study: A case study of Huangshan scenic area", Journal of Natural
Resources, Vol 26(9), pp. 1475-1483.

189.Lv, X. and McCabe, S. (2020), "Expanding theory of tourists’ destination loyalty: The role
of sensory impressions", Tourism Management, Vol 77, pp. 104026.
https://doi.org/10.1016/j.tourman.2019.104026

190.Lynn, M. R. (1986), "Determination and quantification of content validity", Nursing
Research, Vol 35(6), pp. 382-386.

191.Maslowska, E., Malthouse, E. C., and Collinger, T. (2016), "The customer engagement
ecosystem", Journal of Marketing Management, Vol 32(5-6), pp. 469-501.
https://doi.org/10.1080/0267257X.2015.1134628

192.Matolo, R. J., Salia, P. J., and Ndibalema, V. G. (2021), "Determinants of international
tourists’ destination loyalty: empirical evidence from Serengeti national park in Tanzania",

156


https://doi.org/10.1080/13683500.2022.2153650
https://doi.org/10.1016/j.tmp.2019.07.001
https://doi.org/10.1371/journal.pone.0035420
https://doi.org/10.1016/j.jbusres.2019.04.042
https://doi.org/10.1016/j.ijhm.2009.01.002
https://doi.org/10.2501/JAR-52-4-465-478
https://doi.org/10.1016/j.ijhm.2019.04.016
https://doi.org/10.1016/j.ijhm.2013.04.011
https://doi.org/10.1177/1467358418761211
https://doi.org/10.1016/j.tourman.2019.104026
https://doi.org/10.1080/0267257X.2015.1134628

African Journal of Hospitality, Tourism and Leisure, Vol 10(3), pp. 821-838.
https://doi.org/10.46222/ajhtl. 19770720-134

193.Mayer, R. C., Davis, J. H., and Schoorman, F. D. (1995), "An integrative model of
organizational trust", Academy of Management Review, Vol 20(3), pp. 709-734.
https://doi.org/10.5465/amr.1995.9508080335

194.McDowall, S. (2010), "International tourist satisfaction and destination loyalty: Bangkok,
Thailand", Asia Pacific Journal of Tourism Research, Vol 15(1), pp. 21-42.
https://doi.org/10.1080/10941660903510040

195.Mechinda, P., Serirat, S., and Gulid, N. (2009), "An examination of tourists' attitudinal and
behavioral loyalty: Comparison between domestic and international tourists", Journal of
Vacation Marketing, Vol 15(2), pp. 129-148. https://doi.org/10.1177/1356766708100820

196.Mehrabian, A. and Russell, J. A. (1974), An approach to environmental psychology, the
MIT Press.

197.Mellens, M., Dekimpe, M., and Steenkamp, J. (1996), "A review of brand-loyalty measures
in marketing", Tijdschrift Voor Economie en Management, Vol (4), pp. 507-533.

198.Minazzi, R. (2015), Social media marketing in tourism and hospitality, Springer.
https://doi.org/10.1007/978-3-319-05182-6
199.Mirzaalian, F. and Halpenny, E. (2021), "Exploring destination loyalty: Application of

social media analytics in a nature-based tourism setting", Journal of Destination Marketing
& Management, Vol 20, pp. 100598. https://doi.org/10.1016/1.jdmm.2021.100598

200.Mody, M. A., Suess, C., and Lehto, X. (2017), "The accommodation experiencescape: a
comparative assessment of hotels and Airbnb", International Journal of Contemporary
Hospitality Management, Vol 29(9), pp. 2377-2404. https://doi.org/10.1108/IJCHM-09-
2016-0501

201.Mohamed, N., Taheri, B., Farmaki, A., Olya, H., and Gannon, M. J. (2020), "Stimulating
satisfaction and loyalty: transformative behaviour and Muslim consumers", International
Journal of Contemporary Hospitality Management, Vol 32(9), pp. 2903-2923.
https://doi.org/10.1108/IJCHM-04-2020-0330

202.Moorman, C., Deshpande, R., and Zaltman, G. (1993), "Factors affecting trust in market
research  relationships", Journal of Marketing, Vol 57(1), pp. 81-101.
https://doi.org/10.1177/002224299305700106

203.Morgan, R. M. and Hunt, S. D. (1994), "The commitment-trust theory of relationship
marketing", Journal of Marketing, Vol 58(3), pp- 20-38.
https://doi.org/10.1177/002224299405800302

204.Moslehpour, M., Ismail, T., Purba, B., and Wong, W.-K. (2021), "What makes GO-JEK
go in Indonesia? The influences of social media marketing activities on purchase

intention", Journal of Theoretical and Applied Electronic Commerce Research, Vol 17(1),
pp- 89-103. https://doi.org/10.3390/jtaer1 7010005

205.Muchardie, B. G., Yudiana, N. H., and Gunawan, A. (2016), "Effect of social media
marketing on customer engagement and its impact on brand loyalty in caring colours

cosmetics, Martha Tilaar", Binus Business Review, Vol 7(1), pp. 83-87.
https://doi.org/10.21512/bbr.v7il.1458

157


https://doi.org/10.46222/ajhtl.19770720-134
https://doi.org/10.5465/amr.1995.9508080335
https://doi.org/10.1080/10941660903510040
https://doi.org/10.1177/1356766708100820
https://doi.org/10.1007/978-3-319-05182-6
https://doi.org/10.1016/j.jdmm.2021.100598
https://doi.org/10.1108/IJCHM-09-2016-0501
https://doi.org/10.1108/IJCHM-09-2016-0501
https://doi.org/10.1108/IJCHM-04-2020-0330
https://doi.org/10.1177/002224299305700106
https://doi.org/10.1177/002224299405800302
https://www.mdpi.com/0718-1876/17/1/5
https://doi.org/10.21512/bbr.v7i1.1458

206.Naeem, M. (2021), "Do social media platforms develop consumer panic buying during the
fear of Covid-19 pandemic", Journal of Retailing and Consumer Services, Vol 58, pp.
102226. https://doi.org/10.1016/j.jretconser.2020.102226

207.Nanu, L., Ali, F., Berezina, K., and Cobanoglu, C. (2020), "The effect of hotel lobby design
on booking intentions: An intergenerational examination", International Journal of
Hospitality Management, Vol 89, pp. 102530. https://doi.org/10.1016/].ijhm.2020.102530

208.Nguyen, H. K. T., Tran, P. T. K., and Tran, V. T. (2023), "The relationships among social
media communication, brand equity and satisfaction in a tourism destination: the case of
Danang city, Vietnam", Journal of Hospitality and Tourism Insights, Vol. 7(2), pp.1187-1210.
https://doi.org/10.1108/JHTI-11-2022-0567

209.Nguyen, T. T. U., Van Nguyen, P., Huynh, H. T. N., Truong, G. Q., and Do, L. (2024),
"Unlocking e-government adoption: Exploring the role of perceived usefulness, ease of

use, trust, and social media engagement in Vietnam", Journal of Open Innovation:
Technology, Market, and Complexity, Vol 10(2), pp- 100291.
https://doi.org/10.1016/j.joitmc.2024.100291

210.Nilplub, C., Khang, D. B., and Krairit, D. (2016), "Determinants of destination loyalty and
the mediating role of tourist satisfaction", Tourism Analysis, Vol 21(2-3), pp. 221-236.
https://doi.org/10.3727/108354216X14559233984818

211.Nobar, H. B. K., Kalejahi, H. K., and Rostamzadeh, R. (2020), "Impact of social media
marketing activities on brand equity and brand commitment in the leather industry",
International  Journal of Business Excellence, Vol 20(2), pp. 191-204.
https://doi.org/10.1504/1JBEX.2020.105346

212.Nunthiphatprueksa, A. (2017), "The application of stimulus-organism-response paradigm:

the role of social media in Thailand's destination image and behavioral intentions", Asean
Journal Of Management & Innovation, Vol 5(1), pp. 15-29.

213.0Olaniran, B. A. (2018), "Social media as communication channel in emerging economies:
a closer look at cultural implications", Journal of Advances in Management Research, Vol
15(2), pp. 130-145. https://doi.org/10.1108/JAMR-04-2017-0050

214.0Oliver, R. L. (1980), "A cognitive model of the antecedents and consequences of
satisfaction decisions", Journal of Marketing Research, Vol 17(4), pp. 460-469.
https://doi.org/10.1177/002224378001700405

215.0liver, R. L. (1993), "Cognitive, affective, and attribute bases of the satisfaction response",
Journal of Consumer Research, Vol 20(3), pp. 418-430. https://doi.org/10.1086/209358

216. Oliver, R. L. (1997), Satisfaction: A behavioral perspective on the consumer, McGraw-
Hill.

217.0liver, R. L. (1999), "Whence consumer loyalty?", Journal of Marketing, Vol 63(4), pp.
33-44. https://doi.org/10.1177/00222429990634s105

218.0liver, R. L. (2014), Satisfaction: A behavioral perspective on the consumer, Routledge.
https://doi.org/10.4324/9781315700892

219.0liveri, A. M., Polizzi, G., and Parroco, A. M. (2019), "Measuring tourist satisfaction
through a dual approach: The 4q methodology", Social Indicators Research, Vol 146(1),
pp. 361-382. https://doi.org/10.1007/s11205-018-2013-1

158


https://doi.org/10.1016/j.jretconser.2020.102226
https://doi.org/10.1016/j.ijhm.2020.102530
https://doi.org/10.1108/JHTI-11-2022-0567
https://doi.org/10.1016/j.joitmc.2024.100291
https://doi.org/10.3727/108354216X14559233984818
https://doi.org/10.1504/IJBEX.2020.105346
https://doi.org/10.1108/JAMR-04-2017-0050
https://doi.org/10.1177/002224378001700405
https://doi.org/10.1086/209358
https://doi.org/10.1177/00222429990634s105
https://doi.org/10.4324/9781315700892
https://doi.org/10.1007/s11205-018-2013-1

220.0mo-Obas, P. and Anning-Dorson, T. (2023), "Cognitive-affective-motivation factors
influencing international visitors' destination satisfaction and loyalty", Journal of
Hospitality and Tourism Insights, Vol 6(5), pp. 2222-2240. https://doi.org/10.1108/JHTI-
05-2022-0178

221.0ppermann, M. (2000), "Tourism destination loyalty", Journal of Travel Research, Vol
39(1), pp. 78-84. https://doi.org/10.1177/004728750003900110

222.Pansari, A. and Kumar, V. (2017), "Customer engagement: the construct, antecedents, and

consequences", Journal of the Academy of Marketing Science, Vol 45, pp. 294-311.
https://doi.org/10.1007/s11747-016-0485-6

223.Parayil Igbal, U., VK, H., and Sainudheen, S. (2023), "The intervening impact of social
media marketing on brand loyalty: A multi group analysis in customer demographics",
Interdisciplinary Journal of Management Studies, Vol 16(4), pp. 889-903.
https://doi.org/10.22059/ijms.2022.342872.675097

224 Patwardhan, V., Ribeiro, M. A., Woosnam, K. M., Payini, V., and Mallya, J. (2020),
"Visitors' loyalty to religious tourism destinations: Considering place attachment,

emotional experience and religious affiliation", Tourism Management Perspectives, Vol
36, pp. 100737. https://doi.org/10.1016/1.tmp.2020.100737
225.Payangan, O. R. and Munir, A. R. (2018), "The effects of tourism products, service quality

and destination uniqueness to the satisfaction and loyalty of tourist in South Sulawesi",
Scientific Research Journal, Vol 6(1), pp. 91-100.

226.Pham, P. H. and Gammoh, B. S. (2015), "Characteristics of social-media marketing
strategy and customer-based brand equity outcomes: a conceptual model", International
Journal of Internet Marketing and Advertising, Vol 9(4), pp. 321-337.
https://doi.org/10.1504/1JIMA.2015.072885

227.Pike, S., Kotsi, F., Mathmann, F., and Wang, D. (2020), "Been there, done that: quasi-
experimental evidence about how, why, and for who, a previous visit might increase

stopover destination loyalty", Current Issues in Tourism, Vol 24(10), pp. 1389-1401.
https://doi.org/10.1080/13683500.2020.1792854

228.Piper, L., Prete, M. 1., Palmi, P., and Guido, G. (2022), "Loyal or not? Determinants of
heritage destination satisfaction and loyalty. A study of Lecce, Italy", Journal of Heritage
Tourism, Vol 17(5), pp. 593-608. https://doi.org/10.1080/1743873X.2022.2078213

229.Podsakoff, P. M., MacKenzie, S. B., Lee, J.-Y., and Podsakoff, N. P. (2003), "Common
method biases in behavioral research: a critical review of the literature and recommended
remedies", Journal of Applied Psychology, Vol 88(5), pp. 879-903.
https://doi.org/10.1037/0021-9010.88.5.879

230.Polit, D. F. and Beck, C. T. (2006), "The content validity index: are you sure you know
what's being reported? Critique and recommendations", Research in Nursing & Health,
Vol 29(5), pp. 489-497. https://doi.org/10.1002/nur.20147

231.Quynh, N. H., Nha, N. P. N., Hoai, N. T., and Gi-Du, K. (2020), "The role of customer
engagement in the interrelationship process: moderating effect of customer experience",

International Journal of Business Innovation and Research, Vol 23(1), pp. 64-86.
https://doi.org/10.1504/1JBIR.2020.109331

159


https://doi.org/10.1108/JHTI-05-2022-0178
https://doi.org/10.1108/JHTI-05-2022-0178
https://doi.org/10.1177/004728750003900110
https://doi.org/10.1007/s11747-016-0485-6
https://doi.org/10.22059/ijms.2022.342872.675097
https://doi.org/10.1016/j.tmp.2020.100737
https://doi.org/10.1504/IJIMA.2015.072885
https://doi.org/10.1080/13683500.2020.1792854
https://doi.org/10.1080/1743873X.2022.2078213
https://doi.org/10.1037/0021-9010.88.5.879
https://doi.org/10.1002/nur.20147
https://doi.org/10.1504/IJBIR.2020.109331

232.Ragb, H., Mahrous, A. A., and Ghoneim, A. (2020), "A proposed measurement scale for
mixed-images destinations and its interrelationships with destination loyalty and travel
experience", Tourism  Management  Perspectives, Vol 35, pp. 100677.
https://doi.org/10.1016/].tmp.2020.100677

233.Rahman, A., Farooq, N., Haleem, M., Shah, S. M. A., and El-Gohary, H. (2023),
"Exploring the pathways to tourist loyalty in Pakistani tourism industry: The role of

destination image, service quality, E-WOM, and social media", Sustainability, Vol 15(24),
pp. 16601. https://doi.org/10.3390/su152416601
234.Rajesh, R. (2013), "Impact of tourist perceptions, destination image and tourist satisfaction

on destination loyalty: A conceptual model", PASOS. Revista de Turismo y Patrimonio
Cultural, Vol 11(3), pp. 67-78.

235.Ramanathan, U., Subramanian, N., and Parrott, G. (2017), "Role of social media in retail
network operations and marketing to enhance customer satisfaction", International Journal
of Operations &  Production Management, Vol 37(1), pp. 105-123.
https://doi.org/10.1108/1IJOPM-03-2015-0153

236.Rasoolimanesh, S. M., Md Noor, S., Schuberth, F., and Jaafar, M. (2019), "Investigating
the effects of tourist engagement on satisfaction and loyalty", The Service Industries
Journal, Vol 39(7-8), pp. 559-574. https://doi.org/10.1080/02642069.2019.1570152

237.Rather, R. A. and Amin, F. (2023), "Eliciting tourists' commitment through tourist
engagement: evidence from the tourism destination industry", In: Handbook of Customer

Engagement in Tourism Marketing, Edward Elgar Publishing, pp. 246-260.
https://doi.org/10.4337/9781802203943.00026

238.Rather, R. A., Hollebeek, L. D., and Islam, J. U. (2019), "Tourism-based customer
engagement: The construct, antecedents, and consequences", The Service Industries
Journal, Vol 39(7-8), pp. 519-540. https://doi.org/10.1080/02642069.2019.1570154

239.Rather, R. A., Hollebeek, L. D., and Rasoolimanesh, S. M. (2022), "First-time versus repeat
tourism customer engagement, experience, and value cocreation: An empirical
investigation", Journal of Travel Research, Vol 61(3), pp. 549-564.
https://doi.org/10.1177/0047287521997572

240.Reichheld, F. F. (2003), "The one number you need to grow", Harvard Business Review,
Vol 81(12), pp. 46-55.

241.Ringle, C. M. and Sarstedt, M. (2016), "Gain more insight from your PLS-SEM results:
The importance-performance map analysis", Industrial Management & Data Systems, Vol
116(9), pp. 1865-1886. https://doi.org/10.1108/IMDS-10-2015-0449

242. Rousseau, D. M., Sitkin, S. B., Burt, R. S., and Camerer, C. (1998), "Not so different
after all: A cross-discipline view of trust", Academy of Management Review, Vol 23(3),
pp. 393-404. https://doi.org/10.5465/amr.1998.926617

243.Ruangkanjanases, A., Sivarak, O., Wibowo, A., and Chen, S.-C. (2022), "Creating
behavioral engagement among higher education’s prospective students through social

media marketing activities: The role of brand equity as mediator", Frontiers in Psychology,
Vol 13, pp. 1004573. https://doi.org/10.3389/fpsyg.2022.1004573

244.San Martin, H., Collado, J., and Rodriguez del Bosque, 1. (2013), "An exploration of the
effects of past experience and tourist involvement on destination loyalty formation",

160


https://doi.org/10.1016/j.tmp.2020.100677
https://www.mdpi.com/2071-1050/15/24/16601
https://doi.org/10.1108/IJOPM-03-2015-0153
https://doi.org/10.1080/02642069.2019.1570152
https://doi.org/10.4337/9781802203943.00026
https://doi.org/10.1080/02642069.2019.1570154
https://doi.org/10.1177/0047287521997572
https://doi.org/10.1108/IMDS-10-2015-0449
https://doi.org/10.5465/amr.1998.926617
https://doi.org/10.3389/fpsyg.2022.1004573

Current Issues in Tourism, Vol 16(4), pp- 327-342.
https://doi.org/10.1080/13683500.2012.695773

245.San Martin, H., Herrero, A., and Garcia de los Salmones, M. d. M. (2018), "An integrative
model of destination brand equity and tourist satisfaction", Current Issues in Tourism, Vol
22(16), pp. 1992-2013. https://doi.org/10.1080/13683500.2018.1428286

246.Sarstedt, M., Hair Jr, J. F., Cheah, J.-H., Becker, J.-M., and Ringle, C. M. (2019), "How to
specify, estimate, and validate higher-order constructs in PLS-SEM", Australasian
Marketing Journal, Vol 27(3), pp. 197-211. https://doi.org/10.1016/j.ausmj.2019.05.003

247.Sarstedt, M., Hair Jr, J. F., and Ringle, C. M. (2023), "“PLS-SEM: indeed a silver bullet”—
retrospective observations and recent advances", Journal of Marketing Theory and
Practice, Vol 31(3), pp. 261-275. https://doi.org/10.1080/10696679.2022.2056488

248.Schlesinger, W., Cervera-Taulet, A., and Pérez-Cabaniero, C. (2020), "Exploring the links
between destination attributes, quality of service experience and loyalty in emerging

Mediterranean destinations", Tourism Management Perspectives, Vol 35, pp. 100699.
https://doi.org/10.1016/].tmp.2020.100699

249.Seo, E.-J. and Park, J.-W. (2018), "A study on the effects of social media marketing
activities on brand equity and customer response in the airline industry", Journal of Air

Transport Management, Vol 66, pp- 36-41.
https://doi.org/10.1016/].jairtraman.2017.09.014

250.Shafiee, M. M., Tabaeeian, R. A., and Khoshfetrat, A. (2020), "Tourist engagement and
citizenship behavior: The mediating role of relationship quality in the hotel industry",
Tourism and Hospitality Research, Vol 20(4), pp- 481-492.
https://doi.org/10.1177/1467358420914373

251.Shmueli, G., Sarstedt, M., Hair, J. F., Cheah, J.-H., Ting, H., Vaithilingam, S., and Ringle,
C. M. (2019), "Predictive model assessment in PLS-SEM: guidelines for using
PLSpredict", European Journal of Marketing, Vol 53(11), pp. 2322-2347.

252.Singh, R., Ps, S., and Bashir, A. (2022), "Destination Loyalty: A Systematic Review and
Future Outlook", Journal of Quality Assurance in Hospitality & Tourism, Vol, pp. 1-22.
https://doi.org/10.1080/1528008X.2022.2149674

253.Sirdeshmukh, D., Singh, J., and Sabol, B. (2002), "Consumer trust, value, and loyalty in
relational  exchanges", Journal of Marketing, Vol 66(1), pp. 15-37.
https://doi.org/10.1509/ijmkg.66.1.15.18449

254.Siregar, M. R., Siregar, M. L., Saputra, J., Muzammil, A., and Muhammad, Z. (2021), "The
mediating role of service quality, tourists' satisfaction and destination trust in the

relationship between destination image and tourist revisiting intention", Journal of
Environmental Management & Tourism, Vol 12(6 (54)), pp. 1603-1616.

255.Siu, N. Y.-M., Wan, P. Y. K., and Dong, P. (2012), "The impact of the servicescape on the
desire to stay in convention and exhibition centers: The case of Macao", International
Journal of  Hospitality Management, Vol 31(1), pp- 236-246.
https://doi.org/10.1016/].ijhm.2011.06.011

256.S0, K. K. F., Kim, H., and Oh, H. (2021), "What makes Airbnb experiences enjoyable?
The effects of environmental stimuli on perceived enjoyment and repurchase intention",

161


https://doi.org/10.1080/13683500.2012.695773
https://doi.org/10.1080/13683500.2018.1428286
https://doi.org/10.1016/j.ausmj.2019.05.003
https://doi.org/10.1080/10696679.2022.2056488
https://doi.org/10.1016/j.tmp.2020.100699
https://doi.org/10.1016/j.jairtraman.2017.09.014
https://doi.org/10.1177/1467358420914373
https://doi.org/10.1080/1528008X.2022.2149674
https://doi.org/10.1509/jmkg.66.1.15.18449
https://doi.org/10.1016/j.ijhm.2011.06.011

Journal of Travel Research, Vol 60(5), pp- 1018-1038.
https://doi.org/10.1177/0047287520921241

257.So, K. K. F., King, C., and Sparks, B. (2014), "Customer engagement with tourism brands:
Scale development and validation", Journal of Hospitality & Tourism Research, Vol 38(3),
pp. 304-329. https://doi.org/10.1177/1096348012451456

258.S0, K. K. F., King, C., Sparks, B. A., and Wang, Y. (2016), "The role of customer
engagement in building consumer loyalty to tourism brands", Journal of Travel Research,
Vol 55(1), pp. 64-78. https://doi.org/10.1177/0047287514541008

259.S0, K. K. F., Li, J., King, C., and Hollebeek, L. D. (2024), "Social media marketing
activities, customer engagement, and customer stickiness: A longitudinal investigation",
Psychology & Marketing, Vol 41(7), pp.1597-1613. https://doi.org/10.1002/mar.21999

260.So, K. K. F. and Li, X. (2020), "Customer engagement in hospitality and tourism services",
Journal of Hospitality & Tourism Research, Vol 44(2), pp. 171-177.
https://doi.org/10.1177/1096348019900010

261.Sohaib, M. and Han, H. (2023), "Building value co-creation with social media marketing,

brand trust, and brand loyalty", Journal of Retailing and Consumer Services, Vol 74, pp.
103442. https://doi.org/10.1016/j.jretconser.2023.103442
262.Soliman, M. (2019), "Extending the theory of planned behavior to predict tourism

destination revisit intention", International Journal of Hospitality & Tourism
Administration, Vol 22(5), pp. 524-549. https://doi.org/10.1080/15256480.2019.1692755

263.Storbacka, K., Brodie, R. J., Bohmann, T., Maglio, P. P., and Nenonen, S. (2016), "Actor
engagement as a microfoundation for value co-creation", Journal of Business Research,
Vol 69(8), pp- 3008-3017. https://doi.org/10.1016/].jbusres.2016.02.034

264.Stylidis, D., Woosnam, K. M., Ivkov, M., and Kim, S. S. (2020), "Destination loyalty
explained through place attachment, destination familiarity and destination image",
International  Journal of Tourism  Research, Vol 22(5), pp. 604-616.
https://doi.org/10.1002/jtr.2359

265.Stylos, N. and Bellou, V. (2019), "Investigating tourists’ revisit proxies: The key role of
destination loyalty and its dimensions", Journal of Travel Research, Vol 58(7), pp. 1123-1145.
https://doi.org/10.1177/0047287518802100

266.Su, L., Hsu, M. K., and Swanson, S. (2017), "The effect of tourist relationship perception
on destination loyalty at a world heritage site in China: The mediating role of overall

destination satisfaction and trust", Journal of Hospitality & Tourism Research, Vol 41(2),
pp- 180-210. https://doi.org/10.1177/1096348014525630

267.Su, L., Lian, Q., and Huang, Y. (2020), "How do tourists' attribution of destination social
responsibility motives impact trust and intention to visit? The moderating role of

destination  reputation",  Tourism  Management, Vol 77, pp. 103970.
https://doi.org/10.1016/j.tourman.2019.103970
268.Su, L. and Swanson, S. R. (2017), "The effect of destination social responsibility on tourist

environmentally responsible behavior: Compared analysis of first-time and repeat tourists",
Tourism Management, Vol 60, pp- 308-321.
https://doi.org/10.1016/j.tourman.2016.12.011

162


https://doi.org/10.1177/0047287520921241
https://doi.org/10.1177/1096348012451456
https://doi.org/10.1177/0047287514541008
https://doi.org/10.1002/mar.21999
https://doi.org/10.1177/1096348019900010
https://doi.org/10.1016/j.jretconser.2023.103442
https://doi.org/10.1080/15256480.2019.1692755
https://doi.org/10.1016/j.jbusres.2016.02.034
https://doi.org/10.1002/jtr.2359
https://doi.org/10.1177/0047287518802100
https://doi.org/10.1177/1096348014525630
https://doi.org/10.1016/j.tourman.2019.103970
https://doi.org/10.1016/j.tourman.2016.12.011

269.Su, L., Swanson, S. R., Hsu, M., and Chen, X. (2017), "How does perceived corporate
social responsibility contribute to green consumer behavior of Chinese tourists: A hotel
context", International Journal of Contemporary Hospitality Management, Vol 29(12), pp.
3157-3176. https://doi.org/10.1108/IJCHM-10-2015-0580

270.Suhartanto, D., Brien, A., Primiana, 1., Wibisono, N., and Triyuni, N. N. (2020), "Tourist
loyalty in creative tourism: the role of experience quality, value, satisfaction, and

motivation",  Current  Issues in  Tourism, Vol  23(7), pp. 867-879.
https://doi.org/10.1080/13683500.2019.1568400
271.Tafesse, W. and Wien, A. (2018), "Implementing social media marketing strategically: an

empirical assessment", Journal of Marketing Management, Vol 34(9-10), pp. 732-749.
https://doi.org/10.1080/0267257X.2018.1482365

272.Tam, L. D., Tuu, H. H., and Cong, L. C. (2024), "The Effect of Social Media Marketing
on Tourist Loyalty: a Mediation-Moderation Analysis in the Tourism Sector under the

Stimulus-Organism-Response Model", Journal of Tourism and Services, Vol 15(29), pp.
294-319. https://doi.org/10.29036/jots.v15129.914

273.Tasci, A. D. (2016), "A quest for destination loyalty by profiling loyal travelers", Journal
of Destination  Marketing &  Management, Vol 6(3), pp. 207-220.
https://doi.org/10.1016/].jdmm.2016.04.001

274.Taylor, L. L. and Norman, W. C. (2018), "The influence of mindfulness during the travel
anticipation phase", Tourism Recreation Research, Vol 44(1), pp. 76-90.
https://doi.org/10.1080/02508281.2018.1513627

275.Tehseen, S., Ramayah, T., and Sajilan, S. (2017), "Testing and controlling for common

method variance: A review of available methods", Journal of Management Sciences, Vol
4(2), pp. 142-168. https://doi.org/10.20547/jms.2014.1704202
276.Teng, H.-Y. (2021), "Can film tourism experience enhance tourist behavioural intentions?

The role of tourist engagement", Current Issues in Tourism, Vol 24(18), pp. 2588-2601.
https://doi.org/10.1080/13683500.2020.1852196
277. Thakur, R. (2019), "The moderating role of customer engagement experiences in

customer satisfaction—loyalty relationship", European Journal of Marketing, Vol 53(7),
pp. 1278-1310. https://doi.org/10.1108/EJM-11-2017-0895
278.Tham, A., Mair, J., and Croy, G. (2020), "Social media influence on tourists’ destination

choice: Importance of context", Tourism Recreation Research, Vol 45(2), pp. 161-175.
https://doi.org/10.1080/02508281.2019.1700655

279.Tosun, C., Dedeoglu, B. B., and Fyall, A. (2015), "Destination service quality, affective
image and revisit intention: The moderating role of past experience", Journal of
Destination ~ Marketing & Management, Vol 4(4), pp- 222-234.
https://doi.org/10.1016/].Jdmm.2015.08.002

280.Tsaur, S.-H., Luoh, H.-F., and Syue, S.-S. (2015), "Positive emotions and behavioral
intentions of customers in full-service restaurants: Does aesthetic labor matter?",

International  Journal of Hospitality ~Management, Vol 51, pp. 115-126.
https://doi.org/10.1016/].ijhm.2015.08.015

281.Turcotte, J., York, C., Irving, J., Scholl, R. M., and Pingree, R. J. (2015), "News
recommendations from social media opinion leaders: Effects on media trust and information

163


https://doi.org/10.1108/IJCHM-10-2015-0580
https://doi.org/10.1080/13683500.2019.1568400
https://doi.org/10.1080/0267257X.2018.1482365
https://doi.org/10.29036/jots.v15i29.914
https://doi.org/10.1016/j.jdmm.2016.04.001
https://doi.org/10.1080/02508281.2018.1513627
https://doi.org/10.20547/jms.2014.1704202
https://doi.org/10.1080/13683500.2020.1852196
https://doi.org/10.1108/EJM-11-2017-0895
https://doi.org/10.1080/02508281.2019.1700655
https://doi.org/10.1016/j.jdmm.2015.08.002
https://doi.org/10.1016/j.ijhm.2015.08.015

seeking", Journal of Computer-Mediated Communication, Vol 20(5), pp. 520-535.
https://doi.org/10.1111/jcc4.12127

282.Tuten, T. L. and Solomon, M. R. (2017), Social media marketing, Sage.

283.Van Doorn, J., Lemon, K. N., Mittal, V., Nass, S., Pick, D., Pirner, P., and Verhoef, P. C.
(2010), "Customer engagement behavior: Theoretical foundations and research directions",
Journal of Service Research, Vol 13(3), pp- 253-266.
https://doi.org/10.1177/1094670510375599

284.Vargo, S. L. and Lusch, R. F. (2004), "Evolving to a new dominant logic for marketing",
Journal of Marketing, Vol 68(1), pp. 1-17. https://doi.org/10.4324/9781315699035-2

285.Verhoef, P. C., Reinartz, W. J., and Krafft, M. (2010), "Customer engagement as a new
perspective in customer management", Journal of Service Research, Vol 13(3), pp. 247-252.
https://doi.org/10.1177/1094670510375461

286.Viet, B. N., Phuc, D. H., and Nguyen, H. H. (2020), "Revisit intention and satisfaction: The
role of destination image, perceived risk, and cultural contact", Cogent Business &
Management, Vol 7(1), pp. 1-20. https://doi.org/10.1080/23311975.2020.1796249

287.Vivek, S. D. (2009), 4 scale of consumer engagement, The University of Alabama.

288.Vivek, S. D., Beatty, S. E., Dalela, V., and Morgan, R. M. (2014), "A generalized
multidimensional scale for measuring customer engagement", Journal of Marketing
Theory and Practice, Vol 22(4), pp. 401-420. https://doi.org/10.2753/MTP1069-
6679220404

289.Vivek, S. D., Beatty, S. E., and Morgan, R. M. (2012), "Customer engagement: Exploring
customer relationships beyond purchase", Journal of Marketing Theory and Practice, Vol
20(2), pp. 122-146. https://doi.org/10.2753/MTP1069-6679200201

290.Voorveld, H. A., Van Noort, G., Muntinga, D. G., and Bronner, F. (2018), "Engagement
with social media and social media advertising: The differentiating role of platform type",
Journal of Advertising, Vol 47(1), pp- 38-54.
https://doi.org/10.1080/00913367.2017.1405754

291.Vrontis, D., Makrides, A., Christofi, M., and Thrassou, A. (2021), "Social media influencer
marketing: A systematic review, integrative framework and future research agenda",
International  Journal of Consumer  Studies, Vol 45(4), pp. 617-644.
https://doi.org/10.1111/ijcs.12647

292.Wang, L. and Li, X. (2023), "The five influencing factors of tourist loyalty: A meta-
analysis", PloS one, Vol 18(4), pp- €0283963.
https://doi.org/10.1371/journal.pone.0283963

293.Wang, T. and Lee, F.-Y. (2020), "Examining customer engagement and brand intimacy in

social media context", Journal of Retailing and Consumer Services, Vol 54, pp. 102035.
https://doi.org/10.1016/].jretconser.2020.102035

294.Wang, Y.-C., Liu, C.-R., Huang, W.-S., and Chen, S.-P. (2020), "Destination fascination
and destination loyalty: Subjective well-being and destination attachment as mediators",
Journal of Travel Research, Vol 59(3), pp- 496-511.
https://doi.org/10.1177/0047287519839777

295.Watson, G. F., Beck, J. T., Henderson, C. M., and Palmatier, R. W. (2015), "Building,
measuring, and profiting from customer loyalty", Journal of the Academy of Marketing
Science, Vol 43, pp. 790-825. https://doi.org/10.1007/s11747-015-0439-4

164



https://doi.org/10.1111/jcc4.12127
https://doi.org/10.1177/1094670510375599
https://doi.org/10.4324/9781315699035-2
https://doi.org/10.1177/1094670510375461
https://doi.org/10.1080/23311975.2020.1796249
https://doi.org/10.2753/MTP1069-6679220404
https://doi.org/10.2753/MTP1069-6679220404
https://doi.org/10.2753/MTP1069-6679200201
https://doi.org/10.1080/00913367.2017.1405754
https://doi.org/10.1111/ijcs.12647
https://doi.org/10.1371/journal.pone.0283963
https://doi.org/10.1016/j.jretconser.2020.102035
https://doi.org/10.1177/0047287519839777
https://doi.org/10.1007/s11747-015-0439-4

296.Weaver, D. B. and Lawton, L. J. (2011), "Visitor loyalty at a private South Carolina
protected area", Journal of Travel Research, Vol 50(3), pp. 335-346.
https://doi.org/10.1177/0047287510362920

297.Wilopo, W. and Nuralam, I. P. (2025), "An investigating the influence of social media

marketing activities on revisit intention among Indonesian international tourists", Cogent
Business & Management, Vol 12(1), pp- 2440626.
https://doi.org/10.1080/23311975.2024.2440626

298.Wisker, Z. L., Kadirov, D., and Nizar, J. (2020), "Marketing a destination brand image to
Muslim tourists: Does accessibility to cultural needs matter in developing brand loyalty?",
Journal of Hospitality &  Tourism  Research, Vol 47(1), pp.84-105.
https://doi.org/10.1177/1096348020963663

299.Wongsansukcharoen, J. (2022), "Effect of community relationship management,

relationship marketing orientation, customer engagement, and brand trust on brand loyalty:
The case of a commercial bank in Thailand", Journal of Retailing and Consumer Services,
Vol 64, pp. 102826. https://doi.org/10.1016/j.jretconser.2021.102826

300.Wu, C.-W. (2016), "Destination loyalty modeling of the global tourism", Journal of
Business Research, Vol 69(06), pp. 2213-2219.
https://doi.org/10.1016/].jbusres.2015.12.032

301.Wu, H.-C., Cheng, C.-C., Ai, C.-H., and Wu, T.-P. (2020), "Fast-disappearing destinations:
The relationships among experiential authenticity, last-chance attachment and experiential
relationship quality", Journal of Sustainable Tourism, Vol 28(7), pp. 956-977.
https://doi.org/10.1080/09669582.2020.1713799

302.Xiang, Z. and Gretzel, U. (2010), "Role of social media in online travel information
search", Tourism Management, Vol 31(2), pp- 179-188.
https://doi.org/10.1016/j.tourman.2009.02.016

303.Xu, F., Tan, J., Lu, L., Li, S., and Qin, L. (2021), "How does value co-creation behavior
affect destination loyalty? A role switching perspective", Journal of Theoretical and
Applied  Electronic ~ Commerce  Research, Vol 16(5), pp. 1805-1826.
https://doi.org/10.3390/jtaer16050101

304.Xu, S., Kim, H. J., Liang, M., and Ryu, K. (2018), "Interrelationships between tourist
involvement, tourist experience, and environmentally responsible behavior: a case study of
Nansha Wetland Park, China", Journal of Travel & Tourism Marketing, Vol 35(7), pp.
856-868. https://doi.org/10.1080/10548408.2018.1439429

305.Yadav, M. and Rahman, Z. (2017), "Measuring consumer perception of social media

marketing activities in e-commerce industry: Scale development & validation", Telematics
and Informatics, Vol 34(7), pp. 1294-1307. https://doi.org/10.1016/j.tele.2017.06.001

306.Yadav, M. and Rahman, Z. (2018), "The influence of social media marketing activities on

customer loyalty: A study of e-commerce industry", Benchmarking: An International
Journal, Vol 25(9), pp. 3882-3905. https://doi.org/10.1108/B1J-05-2017-0092

307.Y1, Y. and Jeon, H. (2003), "Effects of loyalty programs on value perception, program

loyalty, and brand loyalty", Journal of the Academy of Marketing Science, Vol 31(3), pp.
229-240. https://doi.org/10.1177/0092070303031003002

165


https://doi.org/10.1177/0047287510362920
https://doi.org/10.1080/23311975.2024.2440626
https://doi.org/10.1177/1096348020963663
https://doi.org/10.1016/j.jretconser.2021.102826
https://doi.org/10.1016/j.jbusres.2015.12.032
https://doi.org/10.1080/09669582.2020.1713799
https://doi.org/10.1016/j.tourman.2009.02.016
https://doi.org/10.3390/jtaer16050101
https://doi.org/10.1080/10548408.2018.1439429
https://doi.org/10.1016/j.tele.2017.06.001
https://doi.org/10.1108/BIJ-05-2017-0092
https://doi.org/10.1177/0092070303031003002

308.Yoon, Y. and Uysal, M. (2005), "An examination of the effects of motivation and
satisfaction on destination loyalty: a structural model", Tourism Management, Vol 26(1),
pp. 45-56. https://doi.org/10.1016/j.tourman.2003.08.016

309.Yuksel, A., Yuksel, F., and Bilim, Y. (2010), "Destination attachment: Effects on customer
satisfaction and cognitive, affective and conative loyalty", Tourism Management, Vol
31(2), pp. 274-284. https://doi.org/10.1016/j.tourman.2009.03.007

310.Zeithaml, V. A., Parasuraman, A., and Berry, L. L. (1985), "Problems and strategies in
services  marketing", Journal of Marketing, Vol 49(2), pp. 33-46.
https://doi.org/10.1177/002224298504900203

311.Zhang, H. and Xu, H. (2019), "A structural model of liminal experience in tourism",
Tourism Management, Vol 71, pp. 84-98. https://doi.org/10.1016/j.tourman.2018.09.015

Cac trang web
312. Datareportal (2025), "Digital 2025: Vietnam",
https://datareportal.com/reports/digital-2025-vietnam, truy cap ngay 28/10/2025.

313. Statista (2024), "Social media use in travel and tourism - statistics & facts",

https://www.statista.com/topics/13406/social-media-use-in-travel-and-tourism/,
truy cép ngay 28/10/2025.

166


https://doi.org/10.1016/j.tourman.2003.08.016
https://doi.org/10.1016/j.tourman.2009.03.007
https://doi.org/10.1177/002224298504900203
https://doi.org/10.1016/j.tourman.2018.09.015
https://www.google.com/url?sa=E&q=https%3A%2F%2Fdatareportal.com%2Freports%2Fdigital-2025-vietnam
https://www.google.com/url?sa=E&q=https%3A%2F%2Fwww.statista.com%2Ftopics%2F13406%2Fsocial-media-use-in-travel-and-tourism%2F

PHU LUC

PHU LUC 1: TONG HOP CAC KHAI NIEM CO LIEN QUAN ......ooveieeeeeeeennn. -3-
Phu luc 1.1: Mot s6 dinh nghia ndi bat vé long trung thanh cua khach hang .............. -3-
Phu luc 1.2: M6t sé dinh nghia ndi bat vé 1ong trung thanh diém dén ........................ -4-
Phu luc 1.3: Tong hop céac dinh nghia vé SMMA tir cac nghién ciru trudc................. -5-

Phu luc 1.4: Téng hop cac dinh nghia vé CE trich dan tir cac bai bao xép hang cao duoc
Chon 10C tTr NAM 2009 ......ooviiiieiiiieieeeeeee ettt aeaaasaaaasaaasassessaesseseseenes -6-
PHU LUC 2: TONG HOP CAC NGHIEN CUU CHON LOQC TU CAC TAP CHi UY
TIN THUOC SCOPUS/ WEB OF SCIENCE CO LIEN QUAN PEN LONG TRUNG

THANH DIEM DEN ... ..oiiiiriiieiieiisesiisseisesss sttt esssessss st essssssnas -9-
Phu luc 2.1: Cac nghién ctru tap trung vao hinh anh diém dén..........oocoovvveveereveennnee. -9-
Phu luc 2.2: Cac nghién ctru tip trung vao chit lwong va gid tri .......coeveeveeeeeeeenen. -12-
Phu luc 2.3: Céac nghién curu tap trung vao sy hai long va trai nghiém...................... -14-
Phu luc 2.4: Cac nghién ctru tap trung vao dong luc va yéu t6 tim 1y/Quan hé ........ -17-
Phy lyc 2.5: Céc nghién ciru tip trung vao yéu td mang xa hoi va truyén thong....... -20-
Phu luc 2.6: Céc nghién cltu €6 Yeu t0 dieU tEt ......uuvvvmrrrerreererierirereeeeeeeeeeeereenns -21-

Phuy luc 2.7: Céac nghién ciru tich hop nhiéu yéu t6 / M6 hinh tong thé / Ly thuyét nén

PHU LUC 3: TOM TAT CAC BAI BAO NGHIEN CUU CO LIEN QUAN BEN MO
HINH S-O-R MO RONG TU CAC TAP CHI HANG PAU VE DU LICH VA KHACH

SAN L.ttt -28-
PHU LUC 4: DANH SACH CAC CHUYEN GIA THAM GIA PHONG VAN DINH
TINH et -34-
PHU LUC 5: CAC BIEU MAU PHUC VU NGHIEN CUU BINH TiNH................ -35-
Phu luc 5.1: MAu phong van chuyén gia vé khung Iy thuyét nén, mo hinh va céc gia
thuyét nghién ciu AU Ki€N ..........coooovivieeeeeeeee e -35-
Phu luc 5.2: Mau xin y kién chuyén gia vé thang do du kién (Nghién ctru dinh tinh) .....
.................................................................................................................................... -42-
Phu luc 5.3: Bang hoi dung thao ludn nhom chuy€n sau ..........ccceevvevivenieeciieene, -51-

-1-



PHU LUC 6: BANG HOI NGHIEN CUU PINH LUONG SO BO ......coooeueunn... -59-
PHU LUC 7: TOM TAT KET QUA PHAN TiCH BPINH LUONG SO BO (N = 55).....

.................................................................................................................................... -67-
PHU LUC 8: BANG HOI NGHIEN CUU PINH LUONG CHINH THUC ............ -68-
PHU LUC 9: DO LECH PHUONG PHAP CHUNG (CMB).....c..ooveveeeeeeeeeeeeen. -76-
Phu luc 9.1: Kiém dinh CMB bang phuong phap Harman’s one-factor.................... -76-

Phu luc 9.2: Két qua Kiém dinh CMB bing phuong phap da cong tuyén toan dién . -77-
Phu luc 9.3: Hé s6 xéc dinh (R?) trude va sau khi thém Nhan td chung........cc......... -78-
PHU LUC 10: MOT SO KET QUA PHAN TiCH MO HINH CAU TRUC BAC 1 -79-
Phu luc 10.1: Hé s6 tai ngoai (Outer Loading) ciia mo6 hinh CAu trac bac 1 ... -79-
Phu luc 10.2: Cronbach’s Alpha va d¢ tin cay tong hop ctia mé hinh cu tric bac 1-81-
Phu luc 103: Két qua gia tri HTMT cta mo6 hinh cu tric bac 1 (giai doan 1) tu
Bootstraping 5.000 MAU COM.........o.oummeeeeieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeseseseseseseseseseseses s seeees -82-
Phu luc 10.4: Hé s6 phong dai phwong sai (VIF) ctia m6 hinh cau trac béac 1........... -84-
PHU LUC 11: MOT SO KET QUA PHAN TiCH MO HINH CAU TRUC BAC 2

Phu luc 11.1: Hé sé phong dai phuong sai (VIF) ctia md hinh ciu triic bac 2........... -85-
Phu luc 11.2: Két qua PLSpredict LV summary - PLS-SEM ........ccccccoouvviviverennnn. -86-
Phu luc 11.3: Két qua PLSpredict MV summary — OVerview ...........cocovveevevvennnnn. -86-



PHU LUC 1: TONG HQP CAC KHAI NIEM CO LIEN QUAN

Phu luc 1.1: Mot s6 dinh nghia noi bat vé 1ong trung thanh ciia khach hang

Dinh nghia Tac gia
Loyalty is referred to as a biased behavioural response expressed over time by
some decision-making unit, with respect to one or more alternative brands out
of a set of such brands, and is a function of the psychological (decision-making
evaluative) process. .
Long trung thanh dwgc coi la mot phan vng hanh vi co si thién léch, Jacoby va
Chestnut (1978)

dugc thé hién dan dan theo thoi gian béi mot ca nhédn hodc nhém ra
quyét dinh, lién quan dén mét hodc nhiéu thiong hiéu thay thé trong
mot tdp hop cdc thirong hiéu va la két qua ciia qud trinh tam Iy (danh
gid quyét dinh).

Loyalty is viewed as the strength of the relationship between an individual’s
relative attitude and repeat patronage.

Long trung thanh dwoc xem la mirc A6 gan két giita thai d cua cd
nhan va hanh vi quay lai sw dung dich vu.

Dick va Basu
(1994)

Loyalty implies consistent repurchase of a brand, resulting from a positive
affection of the consumer towards that brand.

Long trung thanh thé hién qua viéc mua lap lai mot thuwong hiéu
mot cdch lién tuc, xudt phat tur sw yéu thich tich cuc cia nguoi tiéu
ding doi véi thiwong hiéu do.

Mellens va cong
su (1996)

Loyalty is a deeply held commitment to rebuy or re-patronise a preferred
product/service consistently in the future, thereby causing repetitive same-
brand or same brand-set purchasing, despite situational influences and
marketing efforts having the potential to cause switching behaviour.

Long trung thanh la mét cam két viing chdc dé tiép tuc mua lai
hoac suw dung lai mot san phcfm/d,ich vu wa thich mét cach nhat
qudn trong twong lai, tir @6 dan dén viéc mua ldp lai cung mot
nhan hiéu hoac mgt bo nhan hi¢u, bdt chdp nhitng yéu to tinh
huong va cdc né luc marketing cé thé gay ra hanh vi chuyén doi.

Oliver (1999)

Customer loyalty is about much more than repeat purchases; loyal customers
talk favourably about the company and its offers through positive word-of-
mouth communication with their family members, colleagues, and business
partners.

Long trung thanh cua khdch hang khong chi don gian la viéc mua
hang lap lai; khdch hang trung thanh thuong néi tot ve cong ty va
cdc san pham/dich vu ciia céng ty thong qua viéc truyén miéng tich
cwe véi gia dinh, dong nghiép va déi tac kinh doanh ciia ho.

Reichheld (2003)

Customer loyalty is repeated purchase of a particular product or service during
a certain period of time.

Long trung thanh cua khach hang la viéc mua lai lién tuc mot san
phcfm hodc dich vu cu thé trong mot khoang thoi gian nhat dinh.

Yiva Jeon (2003)




Dinh nghia

Tac gia

Customer loyalty is a collection of attitudes aligned with a series of purchase
behaviours that systematically favour one entity over competing entities.
Long trung thanh cua khach hang la mot tap hop cac thadi do phu
hop véi mot chudi hanh vi mua hang, qua dé iing hé mot thue thé
mot cach co hé tho”hg 50 VGi cdc thuce thé canh tranh.

Watson va cOng

su (2015)

Phu luc 1.2: Mt s6 dinh nghia noi bat vé long trung thanh diém dén

Khai niém Tac gia
Destination loyalty is the stability and combination of loyalty and loyal behavior of
customers towards a specific tourist destination.

) . Y S e . £ U Oppermann
Long trung thanh diém deén la su on dinh va su ket hop gitta long trung (2000)
thanh va hanh vi trung thanh cua du khach doi voi mot diém dén du lich
cu thé.

Destination loyalty is defined as the degree of a tourist’s willingness to recommend a

destination. Chen va
Long trung thanh diém dén duoc dinh nghia la muc do san long cua du |Gursoy (2001)
khdch dé gidi thiéu/ khuyén nghi véi nguoi khdc vé mét diém dén.

Destination loyalty is the repeated behavior of customers to choose a particular tourist

destination over others, based on their positive evaluation of the destination. Beerli va
Long trung thanh diéizi dén la hanh vi lap di lap lai cua du khach trong Marfiir (12‘6% 4)
viéc chon lya mot diém du lich cu thé thay vi cdc diém den khac, dua

trén danh gia tich cuyc cua ho ve diém dén db.

Destination loyalty is defined as repeat purchases or recommendation of destination

to other people. Yoon va Uysal
Long trung thanh diém dén dwoc dinh nghia la hanh vi mua lai hodc (2005)

khuyén nghi diém dén cho nguwoi khdc.

Destination loyalty is defined as the whole of the feelings and attitudes that encourage
tourists to revisit a particular destination.

Hsu va cong

Long trung thanh diém dén dwoc dinh nghia la tong hop cam xiic va thai | sy (2008)
do khuyen khich du khdch quay lai mot diem den cu thé.
Destination loyalty is defined as tourists’ intention to revisit the destination and Ch .
recommend it to others. M chva ren

\ \ .2 A . ~ 7N g , . agmarsu
Long trung thanh diém den dwoc dinh nghia la y dinh cua du khach quay yag

- S S £ Lz x 1 (2010)
lai diéem dén va khuyén nghi diem den cho nguoi khac.
Destination loyalty is defined as a visitor's predisposition to choose a destination
repeatedly and make recommendations to others based on positive experiences and
satisfaction derived from previous visits. .
Long trung thanh diém dén dwoc dinh nghia la xu huéng cia du khdch Gursoy va

& g v g g cong sy (2014)

quay lai diem dén nhiéu lan va khuyen nghi vé diéem den cho nguoi khac,
dwa trén trai nghiém tich cuc va sy hai long co dwoc tir cac lan tham
quan truoc do.

_4-




Khai niém Tac gia

Destination loyalty is defined as revisit intention and recommendation intention.

Long trung thanh diém dén dwoc dinh nghia la ¥ dinh quay lai va y dinh

khuyén nghi.

Chen va cdng
su (2020)

Phu luc 1.3: Tong hop cac dinh nghia vé SMMA tir cic nghién ciru truée

Ngudn Cac dinh nghia cia SMMA
Chi (201 1) “Social media marketing provides meaning and connection between brands and
trang 46 consumers and offers a personal channel and currency for user-centered networking
and social interaction.”
SMMA tao ra y nghia va méi lién két giita cdc thwong hiéu va nguoi
tiéu ding, dong thoi cung cdp mét kénh cd nhdn dé két noi va twong
tée xd hdi ldy nguoi ding lam trung tam.
Dwivedi va “A dialogue often triggered by consumers/audiences, or a business/product/
cong su (2015), | services that circulate amongst the stated parties to set in motion a revealing
trang 5 communication on some promotional information so that it allows learning from

one another’s use and experiences, eventually benefitting all of the involved
parties.”

Mot cude doi thogi thwong dwoc kich hoat boi nguoi tiéu dung/nguoi
xem hodc doanh nghiép/san pham/dich vy, dién ra giita cdc bén lién
quan, nham khéi ddéng mét cude trao doi théng tin quang bd, qua dé
tao co hoi cho cac bén hoc hoi ter viéc su dung va trai nghiém cua nhau,
cudi ciing mang lai loi ich cho tdt ca cac bén tham gia.

Chang va cong

“Social media marketing, which uses social networks such as Facebook to enable

su (2015), content sharing, information diffusion, relationship building, and fans cohesion”.
trang 777 SMM sur dung cdac mang xa hoi nhw Fgcebook de cho phé]? chia sé noi
dung, pho bién thong tin, xdy dung moi quan hé, va gan ket nguoi ham
mo.
Pham va “Company’s process of creating and promoting online marketing-related activities
Gammoh on social media platforms that offer values to its stakeholders”.
(2015), trang | Qua trinh cua cong ty trong vzec tao ra va quang ba cac hoat dong
325 marketing trwec tuyén trén cdc nén tang mang xd héi, nham mang lai
gia tri cho cdc bén lién quan.
Tuten va “Is the utilization of social media technologies, channels, and software to create,
Solomon (2017) | communicate, deliver, and exchange offerings that have value for an organization’s

stakeholders.”

La viéc sir dung cdc cong nghé, kénh va phan mém truyén thong xa hoi
dé tao ra, giao tiép, phdan phéi va trao déi cac dich vu cé gid tri dén
cdc bén lién quan ciia mét t6 chike.




Ngudn

Cac dinh nghia cua SMMA

'Yadav va Rahman
(2017), trang 3;

'Yadav va Rahman
(2018)

“A process by which companies create, communicate, and deliver online marketing
offerings via social media platforms to build and maintain stakeholder relationships
that enhance stakeholders’ value by facilitating interaction, information sharing,
offering personalized purchase recommendations, and WOM creation among
stakeholders about existing and trending products and services.”

Mot quy trinh ma cdc cong ty tao ra, glao tlep va cung cap cac dich vu
marketing triec tuyén théng qua cdc nén tang mang xa hoi dé xay dung
va duy tri moi quan hé véi cac bén lién quan, tir d6 ndng cao gid tri ciia
cdc bén bang cdch tao diéu kién twong tac, chia sé thong tin, diea ra cdc
dé xudt mua hang cd nhdn héa va tao truyén miéng (WOM) giita cdc
bén lién quan vé san phcfm/dich vu hién co va xu huwong thinh hanh.

Chen va Lin
(2019)

“The commercial marketing events or processes that use social media in an attempt
to positively influence consumers’ purchase behavior.”

Cdc si kién hodc quy trinh marketing thwong mai sir dung SM nham
muc tiéu gay danh hieong tich cue dén hanh vi cia nguoi tiéu ding.

Phu luc 1.4: Tong hop céc dinh nghia vé CE trich din tir cac bai bao xép hang cao

dwgc chon lgc tir nam 2009

STT

Lwogt | Loai | Loai
Dinh nghia trich | gan |nghién
din két | clu

1 | CE is defined as “a psychological process that models

the underlying mechanisms by which customer loyalty
forms for new customers of a service brand as well as
the mechanisms by which loyalty may be maintained
for repeat purchase customers of a service brand”

CE 1a “m¢t qua trinh tdm ly moé hinh hoa cac
co ché nén tang ma qua dé long trung thanh
ciia khdch hang dwoe hinh thanh d6i véi khdch
hang moi cua mot thwong hiéu dich vu, ciing
nhu cdc co ché ma qua dé long trung thanh ¢é
thé dwoc duy tri @i véi khach hang mua Idp

lai cua thuong hiéu dich vu do”

Bowden
(2009)

2.148

Tam ly

Khai

niém

CE is defined as “a customer's behavioural
manifestations that have a brand or firm focus, beyond

purchase, resulting from motivational drivers.”

Van

Doorn va

4.571

Hanh

vi

Khai

niém
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L Lwot | Loai | Loai
. ~ Tac gia , < oA
STT Dinh nghia . trich | gan |nghién
dan két | ciu
CE 1a “cdc biéu hién hanh vi cia khdch hang | cong su
6 trong tam huéng vé thwong hiéu hodc cong | (2010)
ty, vieot ra ngoai pham vi hanh vi mua hang, la
két qua cia cdc déng lyc thic day”
3 | CE is defined as “active interactions of a customer
with a firm, with prospects and with other customers,
whether they are transactional or non-transactional in .
ture” Kumar va . .
nature” , ? 9 , ‘ A Hanh | Khai
CE 1a “cdc twong tac chii dong cua khach hang | cong sy | 1.822 vi niem
Véi cong ty, véi khdch hang tiém nang va véi | (2010) '
cac khach hang khdc, du nhitng twong tac nay
6 ban chat giao dich hay phi giao dich”
4 | CE is defined as “the behavioural manifestation from
a customer toward a brand or a firm which goes ..
o, Bijmolt ,
beyond purchase behaviour Hanh | Khai
A “biéu hién ha i cll ; 3 va con 723 . .
CE la “bieu hién hanh vi cua khach hang Ng vi niém
hudng t6i mot thwong hiéu hodac cong ty, vicot | S¥ (2010)
ra ngoai hanh vi mua hang”
S | CE is defined as “active interactions of a customer
with a firm, with prospects and with other customers,
whether they are transactional or non-transactional in
ture” Verhoef . »
nature i L Hanh | Khai
CE la “cdc twong tac chi dong cuia khdach hang | va cong | 1.499 ; niem
. v s
VOi cong ty, voi khdach hang tiem nang va véi | su (2010)
cac khach hang khac, du nhitng twong tac nay
¢6 ban chat giao dich hay phi giao dich”
6 | CE is defined as “a psychological state that occurs by
virtue of interactive, cocreative customer experiences
with a focal agent/object (e.g., a brand) in focal service
relatilonships” , . Brodie va Khii
CE 1a “mot trang thai tam ly hinh thanh thon . L, ai
o & ) ,y . ’g congsu |4.622 [Tamly|
qua cac trai nghiém khdach hang mang tinh 2011) nicm

twong tdc, dong sdng tao véi mot tac nhan/doi
twong trong tam (vi du: mot thuong hiéu) trong

cdc moi quan hé dich vu trong tdm”




STT

Dinh nghia

Tac gia

(nam)

Loai
gan
két

Loai
nghién

curu

CE is defined as “the intensity of an individual's
participation in and connection with an organisation's
offerings or organisational activities, which either the
customer or the organisation initiates”.

CE 13 “cuong dé/mirc @6 tham gia va két ndi

cua mot ca nhan voi nhitng gi to chure cung cdp
hodc cdc hoat dong cua to churc, ma sy tham
gia/két noi nay co thé do khdach hang hodc to

chuee khoi xuong”

Vivek va
cong su
(2012)

2.782

Hanh
vi/
Cam

xuc

Thuc

nghiém

CE is defined as “the level of the customer’s (or
potential customer’s) interactions and connections
with the brand or firm’s offerings or activities, often
involving others in the social network created around
the brand, offering or activity”.

CE 1a “mute do twong tdc va két néi cia khdch

hang (hodic khdch hang tiém ndng) véi cdc san
phdam/dich vu hay hoat déng cia thwong
hiéu/doanh nghiép, thuong co sy tham gia cua
nhitng nguoi khac trong mang ludi xa hoi duwoc
tao ra xung quanh thwong hiéu, san pham/dich

vu hay hoat dong do”.

Vivek va
cong su
(2014)

1.106

Hanh
vi/
Cam

xuc

Thuc

nghi¢m

CE is defined as “is a psychological state that occurs
by virtue of interactive customer experiences with a
focal agent/object such as a firm or brand”

CE la “mot trang thai tam ly hinh thanh thong

qua cac trai nghiém khdach hang mang tinh
twong tdc véi mét tac nhan/doi twong trong

tam nhw mot cong ty hodc thuong hi¢u”

Jaakkola va
Alexander
(2014)

1.482

Hanh

A%

Thuc

nghi¢m

10

CE has been defined as a multidimensional construct
with cognitive, affective, and behavioral components
that focuses on customers’ attitudes and behavior
beyond the purchase

CE 1a mot khai niem/cau truc da chiéu bao gom
cac thanh phan nhan thirc, cam xuc va hanh vi,
tap trung vao thai do va hanh vi cua khach hang

vueot ra ngoai (pham vi) mua hang

(Hollebeek
va cong su,
2019)

1.300

Téng

quan




PHU LUC 2: TONG HQOP CAC NGHIEN CUU CHON LOC TU CAC TAP CHI UY TiN THUQC SCOPUS/ WEB OF
SCIENCE CO LIEN QUAN PEN LONG TRUNG THANH PIEM PEN

Phu luc 2.1: Cdc nghién ciru tdp trung vao hinh anh diém dén

Money

‘ Bién | Bién . ‘
Tac gia o e Tén tap Boi canh/ oz N Bién Két qua/ Phat
TT Tiéu deé bai bao L PPNC | Cactiéntdo | trung | diéu .
(nam) chi C6 mau . o ket qua hién chinh
gian tiet
1 Chi va Qu | Examining the Tourism Hoa Ky SEM DI SA - DL (RE) | DI, SA, DL (RE) c6
(2008) structural relationships | Management | (Arkansas); mdi quan hé tich
of destination image, 345 cuc, chat ché.
tourist satisfaction and
destination loyalty
2 Chen va Exploring relationships Tourism Mong C0; SEM, Destination SA - DL Chudi tac dong:
Myagmarsur | between =~ Mongolian | Economics 128 Khao sat | Awareness, Awareness — DI —
en (2010) destination brand (Quéc té) dinh DI, Perceived Perceived Quality
equity, satisfaction and luong, Quality — SA - DL.SAla
destination loyalty Cit tién dé quan trong
ngang cua DL (+).
3 Artuger va | The effect of | European Théd Nhi binh  |DI (Overall, Cog,| - - DLRE, | DI — DL (+,
cOng su destination image on | Journal of Ky luong Aff), DI- REC) | manh). DI-Cog >
(2013) destination loyalty: An | Business and | (Alanya); (Khao | Attractions, DI- DI-Aff. Cac yéu td
application in Alanya Management 393 du sat, Infrastructure, DI-Cog quan trong:
khach; mau Phan DI-Social Env., Attractions,
thuan tién | tich TK) | DI-Value for Infrastructure,

Social Env. REC bi
anh hudéng manh
hon RE béi DI




Kim va cdng | A structural model for | International Hoa Ky Khao DI, PV, SQ - - DL DI, PV, SQ — DL
su (2013) examining how | Journal of | (Orlando); sat, (+).
destination image, Tourism 581 SEM
perceived value, and | Research
service quality affect
destination loyalty...
Rajesh Impact of  tourist PASOS. M0 hinh ly | M6 hinh Tourist SA - DL (RE, | M6 hinh d& xuat:
(2013) perceptions, destination | Revista de thuyét ly Perceptions, WOM, | Perceptions & DI
image and  tourist | Turismoy thuyét DI REC) |- SA — DL.
satisfaction on | Patrimonio (Infrastructure, Perceptions & DI
destination loyalty: A Cultural Safety, cling c6 thé tac dong
conceptual model Community...) tryc tiép dén DL.
Jun (2016) | The structural European Nhit Ban; | Khao sat DI, SA P.EXP DL DI, Awareness —
relationships of | Journal of 480 dinh Awareness, |(Overall)| (First- SA (+).SA — DL
destination image, Tourism, lugng, Uniqueness time & (+). Vi khach lan
awareness, uniqueness | Hospitality SEM Repeat) dau: Uniqueness —
and destination loyalty and OVSA (+). Vi
in periurban ecotourism | Recreation khach quay lai:
destination Awareness — SA
(+).
Viet va cong | Revisit intention and Cogent Viét Nam Dinh DI, PR, SA - RE DI & SA — RE (+).
su (2020) satisfaction: The role of | Business & (Binh tinh & Cultural PR & Cultural
destination image, | Management Thuén); Pinh Contact Contact anh hudng
perceived risk, and 405 luong dén SA & RE.
cultural contact (Qudc té) (SEM)
Ragb va A proposed measurement Tourism Ai Cap; Khéo sat | DI-Mix, EXP SA - DL (RE, | Phat trién thang do
cOng su scale for mixed-images | Management 400 truc (Travel REC) | DI-Mix. Kiém tra
(2020) destinations and  its | Perspectives | (Qudc té) tuyén, experience) mdi quan hé DI-
interrelationships ~ with SEM Mix, EXP, SA véi
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destination loyalty and

travel experience

DL (RE, REC). KQ
cho thay anh huong
dén y dinh quay lai
va gioi thigu.

9 Lee va Xue | A model of destination | Asia Pacific Thugng SEM, DI-Cul, DI- SA DL (RE, | SA trung gian hoan
(2020) loyalty: integrating | Journal of | Hai, Trung | Khao sat | Env, DI-Infra REC) | toan DI — DL. Téac
destination image and Tourism Quéc (Db dinh (CSHT), DI- dong gian  tiép:
sustainable tourism Research thi); 407 lugng, Prod (SP Du DI-Cul (B = 0.240),
(Noi dia & Cat lich) DI-Env (B = 0.177),
Qubc té) ngang DI-Infra ( = 0.259),
DI-Prod (p = 0.202).
SA - RE (B =
0.432), SA — REC

(B=0.774).
10 Stylidis va | Destination loyalty | International Serbia SEM, FAM DI- DL FAM — DI-Cog &
cOng su explained through place | Journal of (nghién Khao sat (Overall), Cog, DI-Aff (+). DI-Cog
(2020) attachment, destination Tourism cuu) / Hy dinh ATT-Place DI-Aff & DI-Aff — DL (+).
familiarity and | Research Lap (diém | lugng, DI-Cog manh hon ¢

destination image

dén); 401 Cit

(Quéc té,
Serbia sang

Hy Lap)

ngang

nhém it DL (0.57),
DI-Aff manh hon &
nhém rat DL (0.49).
ATT-Place la khia
canh cua FAM.

-11 -




Phu luc 2.2: Cic nghién civu tip trung vao chit lwong va gid tri

(o Bién | Bién . .
Tac gia s Tén tap Boi canh/ sz s Bién Ket quéd/ Phat hién
TT . Tiéu dé bai bao i L PPNC | Cactiénto | trung | diéu R i .
(nam) chi C& mau . o két qua chinh
gian tiet
11 Luvacong | Tourism  destination | Journal of | Trung Qudc | Khao sat | SQ Perceived [SA, TRU - DL Emotional Value anh
su (2011) | tourist loyalty Natural (Hoang Son);| tai chd, Value, Price huéng 16n nhit dén PV
mechanism model and | Resources |Khach dulich SEM |Perceived Value, tong thé. Emotional Value
empirical study: A case tai chd Emotional Value, anh huong 16n nhit dén
study of Huangshan Social Value SA. SA (B=0.41) va TRU
scenic area (B=0.21) anh huong lon
nhat d¢én DL.
12 Nilplub va | Determinants of | Tourism |Thai Lan; 483] SEM, MOT-Push, SA - DL SA trung gian hoan toan
cong su destination loyalty and Analysis (Quéc té) Khao sat | MOT-Pull, PV, (MOT-Push/Pull, PV —
(2016) the mediating role of dinh Perceived SQ DL), trung gian mdt phan
tourist satisfaction. lugng, Cét (Perceived SQ — DL).
ngang
13 Hallak va | Re-examining the | Journal of Uc; 249 SEM, Perceived SA - DL Perceived Quality — DL
cong su relationships ~ among | Vacation (Quédc té) | Khao sat | Quality, PV (truc tiép 0.142, gian tiép
(2017) perceived quality, | Marketing dinh qua SA, tong 0.603). SA
value, satisfaction, and lwong, Cit — DL (0.695). PV chi c6
destination loyalty: A ngang tac dong gian tiép (0.270).
higher-order structural
model
14 Su, Hsu, va | The effect of tourist| Journal of | Trung Quéc SEM, [Service Fairness,|] SA - DL (RE, | SA trung gian (Fairness,
cong su relationship ~ perception | Hospitality & | (Vuon quc | Khao sat SQ, DI (Overall) WOM) | SQ, DI) — RE (0.77) &
(2017) on destination loyalty at a dinh , TRU WOM (0.34). TRU trung

-12 -




world heritage site in Tourism gia Vii Di); |luong, Cat gian cic yéu t6 — WOM
China: The mediating | Research |314 (N¢idia)| ngang (p<0.05).
role of overall destination
satisfaction and trust
15 Kim va The influence of self- | Journal of Han Qudc Pinh SC, PV SA DL SC — PV & SA (+). PV
Thapa (2018) | congruity,  perceived Heritage (DMZ); 209 | lugng — SA (+). SC & SA —
value, and satisfaction Tourism (No6i dia) |(Khdo sat, DL (+). SC,PV, SA la yéu
on destination loyalty: a SEM) t6 quan trong cho DL.
case study of the
Korean DMZ
16 | Payangan va | The effects of tourism | Scientific Indonesia | Khéo sat Tourism SA DL  |Product — SA & DL (+, sig).
Munir (2018) | products, service quality | Research (South dinh Products, SQ, SQ — SA (sig), SQ — DL
and destination Journal Sulawesi); | luogng, Destination (khong sig). Uniqueness —
uniqueness  to  the 250 SEM Uniqueness SA (+, sig), Uniqueness —
satisfaction and loyalty of DL (-, khong sig). SA — DL
tourist in South Sulawesi (+, sig).
17 Jeong va A study of event| AsiaPacific | Han Qudc SEM Event Quality, SA DL Event Quality, DI, PV,
Kim (2020) | quality, destination | Journal of | (Gyeongju); DL, PV SA — DL (+).
image, perceived value, |Marketing and| 311 (Du lich
tourist satisfaction, and | Logistics thé thao)
destination loyalty
among sport tourists
18 Matolo va | Determinants of |African Journal Tanzania SEM, SQ, DI, PV SA DL SQ, DI, PV, SA lacac yéu
cOng sy international  tourists’ |of Hospitality,| (Serengeti); | Khao sat td quyét dinh DL. SA
(2021) destination loyalty: | Tourism and 1148 dinh lugng trung gian mot phan (SQ,
empirical evidence Leisure (Québc té) DI, PV — DL).

from Serengeti national

park in Tanzania
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19 | Wangvali | The five influencing | PLOS ONE [Phén tichtong Meta- | SA, MOT, PV, - - DL | Ca 5 yéu t6 — DL (+).
(2023) factors  of  tourist hop 242 analysis Perceived Thu ty anh hudng giam
loyalty: A meta- nghién ctru Quality, EXP-Q dan: SA > EXP-Q > PV >
analysis Perceived  Quality >
MOT.
Phu luc 2.3: Cac nghién ciru tdp trung vao sw hai long va trai nghiém
. Bién | Bién | Bién .
Tac gia o e Tén tap | Boi canh/ sz N R Keét quéa/ Phat hién
TT Tiéu deé bai bao i L x PPNC | Cac tién to | trung | diéu ket
(nam) chi C6 mau . X i chinh
gian tiet qua
20 Yoonva | An examination of | Tourism [Béc Sip; 500 SEM, MOT-Push, SA - DL SA — DL (truc tiép
Uysal the effects of | Management Khao sat| MOT-Pull 0.79, trung gian cho
(2005) motivation and dinh MOT-Pull). MOT-Push
satisfaction on lugong — DL (truc tiép 0.41).
destination loyalty: a
structural model
21 | Do Valle va | Tourist satisfaction | International [B6 Pao Nha; SEM, SA - - DL SA 1a yéu t6 quyét dinh
cong sy and destination | Journal of |486 (N&i dia|Phan tich (Intention| chinh cua DL
(2006) loyalty intention: A | Business | & Qudc té) |phan loai ) (Intention).
structural and | Science &
categorical analysis Applied
Management
22 | Mechinda | An examination of | Journal of | Thai Lan Dinh ATT-Place, - - DL (Att, | DL-Att chu yéu boi
va cong sy | tourists'  attitudinal | Vacation (Chiangmai); luong FAM, PV, Beh) | ATT, FAM, PV. DL-
(2009) and behavioral | Marketing (400 (200 noi|(Khao sat, MOT-Pull Beh chil yéu boi FAM.
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loyalty: Comparison dia, 200 | Multiple | (History...), MOT-Pull (History...)
between domestic quéc té) Reg) MOT-Push — DL-Att. MOT-Push
and international (Novelty), (Novelty) — DL-Beh (-
tourists Demographics ). Nam trung thanh hon.
Co con it DL-Att hon.
23 da Costa | The tourist | Tourism: An | Algarve, Bd|Khao sat| SA (with Nhan DL SA 1a yéu t6 quyét dinh
Mendes va | experience: exploring | International | Pao Nha; dinh overall khau chinh cia DL. Méi
cong su the relationship |Interdisciplinarl 486 (Qudc | luong experience) hoc, quan hé SA-DL bj diéu
(2010) between tourist | 'y Journal té) MOT tiét boi yéu to ca nhan.
satisfaction and
destination loyalty.
24 | McDowall | International tourist | Asia Pacific | Thai Lan Dinh SA (véi cac Nghé | DL (RE, | Hai long cao véi kién
(2010) satisfaction and | Journal of | (Bangkok); | lugng |thudc tinh nhu nghiép | REC) | tric, mua sam, van hoa.
destination loyalty: | Tourism | 254 (Quéc | (Khao |kién tric, mua (cho Khach lan dau hai long
Bangkok, Thailand Research té) sat) | sam, van hoa), nhom hon & mot sé diém. Ca 2
P.EXP (Lan dau lap lai) nhém déu co6 y dinh
va tiéu dung lap quay lai va gidéi thi¢u
lai) cao. Khach quay tiéu
dung 1ap lai (chuyén gia
>< sinh vién) khéac nhau
vé nhan thirc an toan.
25 | San Martin | An exploration of the Current Issuess Tay Ban SEM [SA, P.EXP, TE P.EXP DL SA, P.EXP, TE — DL
va cong su | effects of  past| in Tourism |Nha; 807 du (Involvement) (+). P.EXP diéu tiét (+)
(2013) experience and tourist khach moi quan hé SA — DL.
involvement on

- 15 -




destination  loyalty
formation
26 | Wu (2016) | Destination loyalty | Journal of | Pai Loan; | Phuong DI, EXP SA DL DI, EXP — SA & DL
modeling of the | Business | 475 (Quédc [phap hdn| (Customer (+). SA 1a yéu t6 quyét
global tourism Research [té); Liy mau| hop (chu travel dinh chinh cua DL.
thuan tién | yéu dinh | experience)
lugng)
27 Lvva Expanding theory of | Tourism |Trung Qudc;| SEM An tuong ATT DL An tuong gidc quan
McCabe | tourists' destination |Management| khdo sat giac quan dong vai tro quan trong
(2020) loyalty: The role of online 1.151 trong hinh thanh ATT
sensory impressions du khach va DL.
28 | Suhartanto | Tourist loyalty in Current Issues Indonesia; | Khao sat EXP-Q, PV, SA] MOT DL EXP-Q — DL (truc tiép
va cong su | creative tourism: the | in Tourism 403 (ndi dia)] dinh =0.163). PV co6 téng
(2020) role of experience luong, tac dong lén DL
quality, value, SEM (B=0.245). SA — DL
satisfaction, and (truc tiép P=0.382).
motivation MOT trung gian mot

phan cac mbi quan hé.
EXP-Q

manh nhét.

anh  huong
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Phu luc 2.4: Cic nghién ciru tdp trung vao dong lic va yéu té tim ly/Quan hé

. Bién Bién | Bién .
Tac gia o e Tén tap | Boi canh/ sz N < Keét qua/ Phat hién
TT Tiéu deé bai bao L PPNC | Cactiénto | trung | diéu | ket
(nam) chi C& mau . X i chinh
gian tiet qua
29 | Can (2014) | Destination loyalty as | Tourism ViétNam | SEM, | SA, SB (Mbi - - DL | SA & SB — DL (sig).
a consequence of | Analysis (Nha Trang);| Khao sat| quan hé gitra M&i quan hé ca nhan
satisfaction and 278 du cac ca nhan, & Chi phi chuyén d6i
switching barriers. khéch noi Chi phi chuyén (+) — DL. Thiéu hap
dia ddi, Thiéu sy dan cua lya chon thay
hap din cua cac thé (-) — DL.
lya chon thay
thé)
30 | Alrawadieh | Self-identification The Service | Jordan SEM, TE (Visitor SA - DL |SA — DL (truc tiép
vacong sy | with a  heritage | Industries |(Petra); 249 | Khao sat| engagement), | (Overall) f=0.49, va trung

(2019) tourism site, visitors’ Journal (Qubc té) dinh Self- gian). TE — DL (truc
engagement and luong, | identification tiép P=0.16). Self-
destination  loyalty: Cit ngang identification — SA
the mediating effects & TE.
of overall satisfaction

31 Chen va Antecedents and | Tourism Pai Loan; | SEM, Uniqueness, | Perceived - DL | Uniqueness,

Chou consequences of | Management |281 (Thé hé | Khao sat | Identification, | Coolness, Identification,

(2019) perceived  coolness Y) dinh | Attractiveness | SA, ATT- Attractiveness —
for Generation Y in luong, Place Coolness ().
the context of creative Cit ngang Coolness —  SA
tourism-A case study (B=0.75) & ATT-

Place (B=0.74) (+).
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of the Pier 2 Art

Center in Taiwan

SA (f=0.24) & ATT-
Place (B=0.52) — DL
(+). Coolness khong
anh huong tryc tiép
DL.

32 | Fu(2019) | Existential Journal of [TQ (Thd Lau Khao sat| AUTH-Exist | DL-Cog, DL-Beh| AUTH-Exist
authenticity and | Destination |Vinh Pinh);| dinh |(Intrapersonal, | DL-Aff (Intrapersonal &
destination  loyalty: | Marketing & | 365 (Chu | lugng, | Interpersonal) Interpersonal) — DL-
Evidence from |Management|yéu noi dia)| Cat Beh (gian tiép, sig)
heritage tourists ngang, thong qua DL-Cog va/
Tuong hodc DL-Aff.
quan
33 Japutra Building  enduring | Tourism Indonesia |Khdo sat,[Sy tham gia van| Sy thoa DL | Sy tham gia vinhoa &
(2020) culture involvement, | Recreation | (Jakarta); SEM |hoéa lau dai, Su| man nhu Su nhén dién diém
destination Research 725 nhén dién diém cau dén — DL (+). Su
identification and dén thoa man nhu cau
destination  loyalty dong vai tro trung
through need gian.
fulfilment
34 | Joo va cong | Destination loyalty as | Journal of | Han Qudc | Dinh Su dong nhat |[SA (Travel DL |SC — SA (p=0.277,
su (2020) | explained  through | Hospitality [(DMZ); 348| lugng, | ban than (Self- [satisfaction sig) — DL. Két nbi
self-congruity, and Tourism | (N§i dia, du | Khdo sat |congruity — SC), ) cam xic — SA — DL.
emotional solidarity, | Management [lich van hoa)| truc Két n6i cam SA — DL (p=0.798,
and travel satisfaction tuyén, |xuc (Emotional sig).
SEM solidarity)
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35 Wang va | Destination Journal of | Dai Loan; SEM | Sy thu hat/ mé | Su hanh - DL | Su thu hat cua diém
cong su fascination and Travel 936 hodc cua diém | phtic cha dén — DL (gian tiép)
(2020) destination  loyalty: | Research dén quan, Su thong qua hanh phuc
Subjective well-being (Destination |gin bo voi chi quan & ATT-
and destination fascination) | diém dén Place. Tong tac dong
attachment as (ATT- =0.74, tac dong trung
mediators Place) gian = 0.75.
36 Gao va Achieving destination | PLOS ONE |Trung Qudc [Khao sat,| Chat luong Suthoa |Tinhxda| DL | TTI Quality — DL
cong su sustainability: How (Nhiéu thanh Moderate | tvong tac giita | man nhu | hoi (truc tiép). Su thoa
(2024) tourist-to-tourist phd); 746 d cac du khach |cau tam Iy méan nhu ciu tam 1y co
interaction  quality mau mediation| véi nhau (TTI | co ban ban trung gian TTI
affects tourist model Quality) Quality — DL. Tinh
loyalty? xa hoi (Sociability)
didu tiét (+) TTI
Quality — Su thoa
man nhu cau tam 1y.
37 LivaLai | Exploring the | International | Trung Quéc| PLS- |Tinh cach diém|Chat luong - DL | Tinh cach diém dén &
(2024) | formation of | Journal of | (Quang | SEM, dén moi quan SC 14 tién dé ciia Chat
destination loyalty | Tourism | Chau); 424 |Khao sat| (Destination é v6i diém luong mdi quan hé véi
from destination | Research (No1i dia) personality), Su dén (SA, diém dén. Chat luong
personality and self- déng nhatban | TRU, méi quan hé véi diém
congruity: A than (SC) COM, dén — DL.
mediating role of ATT-
destination Place)
relationship quality
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Phu luc 2.5: Cdc nghién ciru tdp trung vao yéu té6 mang xi hji va truyén thong

. Bién Bién | Bién .
Tac gia o e Tén tap | Boi canh/ sz N R Keét qua/ Phat
TT Tiéu deé bai bao L PPNC | Cactiénto | trung | diéu keét
(nam) chi C6 mau . » X hién chinh
gian tiet qua
38 Soliman Extending the theory | International | Ai Cap; 302 | Khdo sat | eWOM, DI, |TPB (ATT, - RE eWOM, MOT, DI,
(2019) of planned behavior to | Journal of dinh FAM, MOT | SN, PBC) FAM anh huéng RE
predict tourism | Hospitality & luong, thong qua céac yéu to
destination revisit | Tourism SEM TPB.
intention Administratio
n
39 | Jamshidi va [Social media|Current Issues| Iran; 483 | Khdo sat | Thong tin trén | Perceived - DL (Cog,Thong tin MXH—
cong sy |destination information| in Tourism (Quéc té) dinh |mang xa hoi cia| coolness, Aff, |Coolness (+).
(2021)  features and destination luong, (diém dén (Valuel MTE Conative)|Coolness — MTE (+,
loyalty: does perceived SEM | added, Virtual =0.767). MTE—DL
coolness and appearance) (+, p= 0.571). Céc
memorable tourism thanh phan DL (Cog,
experiences matter? Aff, Conative) lién két
vo1 nhau (+).
40 Azharva | Demystifying the Future An Po; 301 | Khao sat | Social media |TPB (ATT, - RE eWOM, DI — RE
cdng su effect of social media | Business truc tuyén| eWOM, DI | SN, PBC) (+). Cac yéu t6 TPB
(2022) eWOM on revisit Journal SEM dong vai tro0 quan
intention post- trong.
COVID-19: an
extension of theory of
planned behavior
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41 | Omo-Obas | Cognitive-affective- Journal of [Nam Phi; 390 BDinh DI-Attr, DI, SAT Nhom DL DI — SA (sig). EXP
va Anning- | motivation factors | Hospitality | (Qubc té) luong MOT, EXP, thé hé — SA & DL (+).
Dorson influencing and Tourism (Khao sat,, TRU, ATT- TRU & ATT-Place
(2023) international  visitors' Insights SEM) Place liéen quan (+). DI
destination satisfaction khong anh huéng DL
and loyalty & TRU. Can hiéu cac
nhom thé hé khac
nhau. Xay dung TRU
la chia khoa.
Phu luc 2.6: Cic nghién civu cd yéu té diéu tiét , , ,
. Bién | Bién | Bién .
Tac gia N Tén tap | Boi canh/ L X a2 P Keét qua/ Phat hi¢én
TT Tiéu deé bai bao , L x PPNC Cactién to | trung | diéu | ket i
(nam) chi Co mau ) ¥ i chinh
gian tiet qua
42 | Assaker va | Moderating Effects of | Journal of | Pia Trung |Khdo sat, DI, SA - Xu RE | Tim kiém sy méi la
Hallak | Tourists'  Novelty- |  Travel Hai; 450 | SEM huéng | (Short | diéu tiét (-) mdi quan
(2013) Seeking Tendencies | Research | (Chau Au) tim & hé DI, SA — RE (dac
on Destination Image, kiém | Long | bi¢t voi nguoi tim
Visitor Satisfaction... su term) kiém sy mdi la cao).
mai
la
43 Tosunva | Destination service | Journal of |Tho Nhi Ky |Dinh tinh| DSQ (Language - PEXP| RE |DSQ
cong sy quality, affective | Destination | (Alanya); | & Dinh | communication, (Communication
(2015) image and revisit | Marketing & | 539 (Quéc | luong | Accommodation, B=0.34,
intention: The |Management | té, chii yéu | (SEM) Hospitality, Accommodation
moderating role of Duc, Nga) Activity services), f=0.24) — RE (+).
past experience DI-Aff DI-Aff — RE
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(B=0.37, +). P.EXP
diéu tiét manh hon (+)
mdi quan hé DI-Aff
— RE & nhém khéch

quay lai (f=0.45).
44 | Almeida- | Understanding Tourism |TBN (Quan| Binh Tudi, Thu nhap, - Cac yéu|DL, HL| Phan biét DL & HL.
Santana va | tourism loyalty: | Management [ddo Canary);| lugng | Mang xa hoi, DL- t6 nhan Tudi, Thu nhap, Mang
Moreno-Gil | Horizontal VS. 6964 (Qudc [(Khao sat,| Beh (Conative), khéu xa hdi, Leisure/ Infra
(2018) | destination loyalty té Chau Au) |Phan tich| MOT (Know New hoc, tim — DL & HL (+). MOT
thong ké&)| Places), DI-Cog 1y, hinh (New  Places), DI
(Sun/Beach, anh diéu (Sun/Beach) — DL &
Leisure/Infra), tiét khac HL (-). Social/ Env,
Social/Env nhau lén Overall Image — HL

Situation, Overall DL va (+).
Image HL.

45 | Al-Ansi va | Role of halal-friendly | Journal of | Han Quéc; SEM, Halal-friendly PV, SA,|Overall| DL Thé hién sy than thién
Han (2019) | destination Destination 358 du CFA, pperformances (Thél TRU | Halal- ctia diém dén Halal —
performances, value, | Marketing & | khach Hoi | Khao sat | hién su than thién friendly PV (+, B=0.452, sig).
satisfaction, and trust | Management gido dinh cta diém dén DI PV —> SA (+
in generating lugng | Halal - cdu trac (Hinh =0.633, sig) & TRU
destination image and bac 2) anh tong (+, p=0.362, sig). SA
loyalty thé cta — TRU (+, p=0.511,
diém sig & DL (+,
dén p=0.476, sig). TRU —
Halal DL (+, p=0.177, sig).
than Hinh anh tong thé cta
thién) diém dén Halal diéu
tiét (+) mdi quan hé
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TRU — DL (chi sig &
nhoém hinh anh cao).
Céc hiéu tmg diéu tiét

khéc khong sig.
46 Cong Perceived risk and | Journal of | Viét Nam |Khao sat,| SA, PR, DK PR,DK| DL |PR & DK diéu tiét moi
(2021) destination knowledge | Outdoor |(Nha Trang); SEM quan h¢ SA — DL
in the satisfaction- | Recreation | 1.212 du (Intention).
loyalty intention | and Tourism | khach qudc
relationship: An té (Chau Au)
empirical study of
european tourists in
Vietnam
47 Elbaz va | Evaluating the | International |Ai Cap; 225 |Khao sat| Health Tourist DT DL | SA— DL (f=0.59,+).
cong su antecedents of health | Journal of [(Dulichstc| truc | Satisfaction (SA) (B=0.14) DT & Emotions diéu
(2021) destination  loyalty: [Hospitality &| khoe, chii | tuyén, , Tourist tiét tich cyc (+) moi
The moderating role | Tourism yéu Chau SEM emotion quan h¢ SA — DL.
of destination trust Admin. |Au, Chau A- S
and tourists’ TBD) (B=0.21)
emotions
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Phu luc 2.7: Cdc nghién ciru tich hop nhiéu yéu té / M6 hinh tong thé / Ly thuyét nén ting

4
oA

Tic gid : Téntap | Bbicanh/ | Bem | Bieny Két qui/ Phat
TT Tiéu dé bai bao i L x PPNC | Cactiénto | trung | dieu | Bién két qua " ]
(nam) chi Co mau . o hién chinh
gian | tiet
48 | Oppermann | Tourism destination | Journal of | Baitdng Téng | Thao luan cac | (Thao |(Thao|DL (Khéi niém| Hé théng hoa khai
(2000) | loyalty Travel quan/ly | quantai | yéutdtiém | ludn) | luan) hoa) niém DL, phan biét
Research thuyét  |liéu, Phan|ning (dic diém vl long  trung
tich khai | diém dén, dic thanh san pham, dé
niém |diém du khach, xuat cac yéu té anh
yéu t6 chuyén huéng tiém ning
di) va hudng nghién
ctru. Dit nén moéng
cho linh vuc
nghién ctu DL.
49 Chenva | An investigation of |International| Han Quc | Dinh Destination - - DL 3 s¢ thich (Van
Gursoy tourists’  destination | Journal of (Khach luong preferences (Recommendab| hoa, An toan, Giao
(2001) loyalty and |Contemporar |outbound tai|(Khao sat, (Different le place) thong) — DL (+).
preferences y Hospitality | sanbay | Multiple culture P.EXP —
Management| Seoul, |Reg, Path| experiences, Preferences.
1997); 265 |Analysis) Safety,
Convenient
transportation),
P.EXP
50 | Gursoy va | Theoretical International | Bai tong Tong Tong hop (Théo |(Théo | DL (Qué trinh | D& xuat mé hinh 1y
cong su examination of | Journal of quan/ly | quan tai | nhiéu yéuté |luan vai| luan) | hinh thanh) | thuyét tich hop vé
(2014) Contemporar| thuyét |liéu, Xdy| tir cdc nghién |tro SA, qua trinh  hinh
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destination  loyalty |y Hospitality dung m6| cuu trude TRU, thanh long trung
formation Management hinh Iy | (DL SQ, PV, |COM...) thanh diém dén,
thuyét | SA, TRU, tong hop cac ly
COM, thuyét va nghién
P.EXP...) cuu thuc nghiém,
xac dinh cac mdi
quan hé chinh va
cac huong nghién
ctru tuong lai.
51 Tasci A quest for | Journal of | Khongrd |[Khong rd Socio- - DL Phan tich dic diém
(2016) destination loyalty by | Destination demographic, du khach trung
profiling loyal | Marketing & Psychographic, thanh (kinh té xa
travelers Management Behavioral hoi, tm 1y, hanh
factors vi) dé hiéu yéu td
anh hudng DL.
52 | Halpenny | Factors effecting Sport Canada Dinh ATT-Place - Destination DL Park Attachment —
va cong su | destination and event | Tourism and | (Banff NP); | luong | (Park), ATT- Event DL |Destination DL (+,
(2018) loyalty: ~ Examining | Sustainable (387 (Du lich| (Khao | Event, MOT truc  tiép). Event
the sustainability of a | Destinations | thé thao) sat) (Nature- Attachment, MOT,
recurrent small-scale related), Frequency, History
running event  at Frequency of — Destination DL
Banff National Park visits, History (gian tiép). Event
of engagement /Attachment — Event
DL (+, truc tiép).
53 | Gonzalez va | The loyalty of young | Journal of |TBN (Quan| Binh Company SA DL Bién Place anh
cong su residents in an island | Destination |ddo Canary); luong variables huéng manh nhét
(2017) 678 (Cu dan (Responsibility, dén SA & DL. Bién
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destination: An |Marketing & | tré 18-19 |(Khao sat, Trust, Company &
integrated model Management tudi) SEM) | Reputation), Product anh hudng
Product it hon khi tich hop
variables cung bién Place.
(Quality, Value, Khoéng c6 khéc biét
Image), Place theo gidi tinh, dao,
variables s6 chuyén di.
(Identity,
Attachment,
Familiarity)

54 Piperva | Loyal or not? | Journal of | Y (Lecce); | Dinh |Intrinsic factors| SA DL (RE, REC) | Intrinsic factors —
cong su Determinants of | Heritage Khao sat | luong (personal DL. SA trung gian
(2022) heritage destination | Tourism (Expectan|characteristics), Intrinsic factors —

satisfaction and cy -value| Extrinsic DL. Extrinsic

loyalty. A study of model) factors (heritage factors chi anh

Lecce, Italy offers) huéng DL thong
qua SA. SA — DL
(truc tiép & doc lap
voi MOT).

55 | Wang vaLi | The five influencing | PLOS ONE | Phantich | Meta- [SA, MOT,PV,| - DL Ca 5 yéu t6 — DL
(2023) factors of tourist tong hop 242 analysis | Perceived (+). Tho tu anh

loyalty: A meta- nghién clru Quality, EXP-Q huong giam dan:

analysis SA > EXP-Q > PV
> Perceived
Quality > MOT.
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CAC TAP CHIi HANG PAU VE DU LICH VA KHACH SAN

PHU LUC 3: TOM TAT CAC BAI BAO NGHIEN CUU CO LIEN QUAN DEN MO HINH S-O-R MO RONG TU

i L Kich thich Chiu the Phan hoi 2 X
STT Tén bai bao (tieng Anh) Tac gia . . Dicu tiet
(Stimulus) (Organism) (Response)
1 | The effects of dining atmospherics: o N ) | Cam xtc nhan
] Liu va Jang | Bau khong khi . oL . .
An extended Mehrabian—Russell o thirc va gia tri | Y dinh hanh vi -
(2009) an uong N
model nhén thue
2 | Customers’ cognitive, emotional, and Niém vui va
actionable response to the Kim va Khong gian cam nhan vé .o .| Loai hinh nha
i ) . B . Y dinh quay lai .
servicescape: A test of the moderating | Moon (2009) dich vu chat lugng dich hang
effect of the restaurant type vu
3 | Effects of ethnic authenticity: o IR Cam xuc khach . , .
o Jang va cong Cac y€u to . N . . | Phan khuc nha
Investigating  Korean restaurant . . hang va gia tri | Y dinh hanh vi .
. su (2012) dung bira o hang
customers in the US nhan thirc
4 | The impact of the servicescape on the . P
) ) i L Chat luong Yéu to ca nhan
desire to stay in convention and | Siu vacdng R ) s . , o
o khong gian Su hai long Y dinh lvu trd | (nhu gid tri so
exhibition centers: The case of | su(2012) . A
dich vu Vo1 tién)
Macao
5 | The effect of atmospheric cues and | Loureiro va |Cac y€u td khong o o .
] ) ) ) | Thu gian va tht | Sy hai long va
involvement on pleasure and cong sy gian dich vu va , N -
. . vul truyeén mieng
relaxation: The spa hotel context (2013) su tham gia
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6 | How reputation creates loyalty in the ) .+ . . .| Suhailong va
Chang Uy tin doanh | Niémtinva gia | .
restaurant sector N o long trung thanh -
(2013) nghiép tri nhan thirc i ] .
cua khach hang
7 | Influence of environmental stimuli Tinh cach (tam
on hotel customer emotional loyalty oo N ) ) L . o . 1y bat 6n,
_ . Jani va Han | Bau khong khi | Cam xtc khach | Phén trng long , _
response: Testing the moderating . . . huéng ngoai,
] ] (2015) khach san hang trung thanh o x
effect of the big five personality co1 ma, dé chiu
factors va tan tdm)
8 | Positive emotions and behavioral Thiam my cta
intentions of customers in full- Tsaur va lao dong, chit Cam xuc tich
service restaurants: Does aesthetic cong sy lugng moén dn, | cuc voi thuong Y dinh hanh vi -
labor matter? (2015) dich vy, khong hiéu
khi
8 | The effects of luxury restaurant Moi truong nha
environments on diners’ emotions Ch . hang sang Céam xtc nhan
en va .
and loyalty: Incorporating diner . trong (chat thirc (Khong Long trung Murc 4o mong
cong sy .
expectations into an extended ('20?5)' luong thuc kiém tra vai tro thanh do1 cua bira an
Mehrabian-Russell model phém, dich vu, trung gian)
khong gian)
10 | Effect of servicescape on customer A _ Mbi truong
. . . . Khong gian o, . .
behavioral intentions: Moderating Chang ) Cam xuc cua oL | dichvuvasu
) } dich vu duoc ) . Y dinh hanh vi .o
roles of service climate and employee (2016) khach hang gan két cua

engagement

cam nhan

nhan vién
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11 | Service quality and brand loyalty: | Hemsley- Hanh vi nhan A . Phéan loai khach
. . o Dam mé thuong Long trung
The mediation effect of brand | Brownva vién va chat B . . tham quan
) ) N hi¢u, su gan bo thanh thuong s
passion, brand affection and self- Alnawas lugng moi o N N (khach lan dau v3
_ ) v6i1 thuong hidu hi¢u ) _
brand connection (2016) truong khach quay lai)
12 | The effect of destination social
responsibility on tourist Su va . . .| Céamxuctiéu |Hanhvicotrach| . .
' . Trach nhiém xa . o ... .| Tansuattham
environmentally responsible |  Swanson ne 4R 4k dung va nhan nhiém véi moi z
_ , hoi diém dén T . viéng
behavior: Compared analysis of first- (2017) dién diém dén truong
time and repeat tourists
13 | Unveiling the role of information . o ., oo
. ) Chen va Murc d6 thong Loi ich duoc Y dinh mua
levels in consumers’ evaluative . . . o . .
) cong su tin dugc nhan nhan thirc va hang va tim -
process on opaque-selling hotel . . . .; o
. (2017) thure danh gia gia tri | ki€m thong tin
websites
14 | The accommodation Mody va Cac khia canh N L
_ _ . .+ .. | Trainghi¢m dac | _ . _
experiencescape: a comparative cong su ctanénkinhte | = T Y dinh hanh vi -
) N N biét va ky niém
assessment of hotels and Airbnb (2017) trai nghiém
15 | How does perceived corporate social . o L Loai khéch san
o ) Su, Swanson, | Trach nhiém xa | Cam xuc va su . o ] .
responsibility contribute to green L N N Hanh vitiéu | (khach san pho
) i va cong sy ho1 doanh nhan dién véi . A o
consumer behavior of Chinese . . dung xanh thong va khach
_ (2017) nghiép doanh nghiép P
tourists: A hotel context san cao cap)
16 | Mobile social tourism shopping: A o . . .. | Hiru dung nhéan
, . | Hew va cong | Kich thich moi . , e s P
dual-stage analysis of a multi- . thire, thich thu | Y dinh mua sam -
su (2018) truong

mediation model

nhan thirc
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17 | Consumer responses to interactive Chét luong Phan rng nhan
restaurant self-service technology . cam nhan ciia | thirc va cam xtic | Y dinh hanh vi o
_ Ahn va Seo A ) ) 2 . Su yéu thich
(IRSST): The role of gadget-loving cong nghé tu | (Khong kiém tra (ti€p can va ) )
. (2018) c e cong nghé
propensity phuc vu tuong vai tro trung tranh né)
tac tai nha hang gian)
18 | Green hotel adoption: a personal Nhan dién Thai d6 dbi véi | Chuin muc céa
choice or social pressure? Balaji va Nhan thirc vé | khach san xanh | khach san xanh, | nhan va chuan
cong su thudc tinh cia | va niém tin d6i | su sén long tra muc xa hoi
(2019) khach san xanh | véi khach san | phivay dinh ¢
xanh lai
19 | Perceived credibility of online hotel Nguon tin, D0 tin cay cua o 5
_ . Chakraborty . . ) . Y dinh dat
reviews and its impact on hotel thong diép va danh gia truc . -
o (2019) o X phong
booking intentions nguoi nhan tuyén
20 | The effect of atmosphere on Su hai long cta
customer engagement in upscale Chot va . A ] khach hang ..
o Bau khong khi A 2 Su gan két va
hotels: An application of SOR | Kandampully ) (Khong kiém tra A -
) khach san L truyén miéng
paradigm (2019) val tro trung
gian)
21 | All that glitters is not green: Creating | Gupta va . i
. . . Trai nghiém o - .
trustworthy ecofriendly services at cong su . Niém tin Y dinh quay lai -
dich vu xanh
green hotels (2019)
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22 | How do customers respond to the Céam xuc (thich
hotel servicescape? Lockwood . . ) tha va kich Hanh vi (thich
. Bau khong khi . A . , .
va Pyun , thich) (Khong | va xu hudng chi -
dich vu 2 o .
(2019) ki€ém tra vai tro tiéu)
trung gian)

23 | Impact of tourist-to-tourist o . o T ) ..
) i ) ) L Tu tiet 10 ban | Nhan thuc veé sy | Sy gin két va sy | Strc manh moi
interaction on tourism experience: | Lin va cong o P s I R

o . than cua du gan két va than | hai long v&itrai | quan hé ban
The mediating role of cohesion and | su (2019) ) ) N , N
o khach mat nghiém du lich dau
Iintimacy
24 | Examining structural relationships N ) Hanh vi cong
_ . Niém dam mé P ) o .
among sport service environments, | . ) o Su phan khich dan ctua nguoi
‘ Kim va cong | cia nguoitiéu | o . L
excitement, consumer-to-consumer . o va tuong tac cua | tiéu dung (gitp -
] ) N ] su (2019) dung va canh o . \
interaction, and consumer citizenship i _ | nguoi tiéu dung do va truyén
_ quan tham m¥y N
behaviors miéng)
25 | A structural model of liminal . ) _ ] o N » Mirc do quen
) ) ) Zhang va Xu Khong gian Kich thich cam Trai nghiém L
experience 1n tourism ) . . thudc voi diém
(2019) dich vu xuc gidi han .
dén
26 | Exploring consumer behavior in co
. . . . o e . .| Ganbo vay dinh
virtual reality tourism wusing an | Kimvacong | Trai nghiém Phan img nhéan _
. , ) ] | tham quan du lich -
extended stimulus-organism- | su (2020) chan thuc thirc va tinh cam | ‘.
bang thyuc t€ 4o
response model
27 | The effect of hotel lobby design on Nanu va A o . oo g
) ) ) A Thiét ké khong | Sy hai long va Y dinh dat
booking intentions: An cong su : ) ) ] . -
) ) o gian khach san cam xuc phong
intergenerational examination (2020)
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28

How authentic experience affects

traditional religious tourism

Hung Lee va

Trai nghiém

Loi ich va chi

HO tro phat

. cong sy R phi dugc nhan N
development: Evidence from the chan thyc ) trién bén virng
. o _ (2021) thirc
Dajia Mazu Pilgrimage, Taiwan
29 | What makes Airbnb experiences
enjoyable? The effects of | Sovacong Trai nghiém Su thich thu .o )
) ) ) ) ) Y dinh mua lai
environmental stimuli on perceived | su (2021) Airbnb dugc nhan thic

enjoyment and repurchase intention
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PHU LUC 4: DANH SACH CAC CHUYEN GIA THAM GIA PHONG VAN

PINH TINH
TT Ho va tén Hoc vi Pon vi cong tac
. Khoa Kinh té & Quan tri, Truong Pai hoc
1 | Lé Thi Kiéu Anh TS _
Thai Binh Duong
2 | Nguyén Vin Anh PGS | Khoa Du lich, Truong Pai hoc Pa Lat
3 | Lé Chi Cong PGS | Khoa Du lich, Truong Pai hoc Nha Trang
. Khoa Tai chinh - Ngan hang & Quan tri
4 | Pham Thi Bich Duyén PGS ' )
Kinh doanh, Truong Pai hoc Quy Nhon
5 | Pham Héng Liém TS Khoa Du lich, Truong Pai hoc Khanh Hoa
6 | Nguyén Vin Ngoc TS Khoa Kinh té, Truong Pai hoc Nha Trang
Khoa Kinh té & Quan tri, Truong Pai hoc
7 | Van Hitu Quang Nhat TS
Thai Binh Duong
N Khoa Kinh t¢ & Quan tri Kinh doanh,
8 | Nguyén Thi Phuong Thao | PGS )
Truong Pai hoc Da Lat
9 | Thai bam Huy Trung TS Vién ISB, Pai hoc Kinh té TP. HCM
10 | HO Huy Tyu PGS | Khoa Kinh té, Truong Pai hoc Nha Trang
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PHU LUC 5: CAC BIEU MAU PHUC VU NGHIEN CU'U PINH TiNH
Phu luc 5.1: MAu phéng van chuyén gia vé khung Iy thuyét nén, mé hinh va cac gia

thuyét nghién ctru du kién

Xin chao quy chuyén gia, hién tai téi dang thyc hién dé tai “Tdc dong cua
marketing thong qua mang xd hdi va sw gdn két du khdch dén long trung thanh diém
dén du lich bién tai Mién T rung - Viet Nam”, vd1 muc dich phuc vu cho luan an tién si,
khong c¢6 muc dich kinh doanh, rdt mong quy chuyén gia danh chut thoi gian trao doi
mot s6 suy nghi/ nhan dinh cua ca nhan minh va xin luu ¥ 1a khong c6 quan diém nao
dung hay sai ca, tit ca quan diém cta quy chuyén gia déu giup ich cho nghién ctru cia
toi. To1 xin cam doan nhitng thong tin tr quy chuyén gia hoan toan dugc gitt bi mat.

1. Giéi thi¢u

Nghién ctru nay tap trung vao viéc tim hiéu cac yéu td hinh thanh va ctng cb long
trung thanh cta du khach noi dia ddi voi cac diém dén du lich bién tai khu vuc mién
Trung - Viét Nam, mdt khu vuc co tiém nang du lich 16n nhung ciling ddi mat véi su
canh tranh ngay cang ting. Trong bdi canh dé, viéc hiéu rd vai trd cta cac cong cu
marketing hién dai nhu marketing qua mang xa hoi (Social Media Marketing - SMM)
va céc trang thai tam 1y cot 16i cua du khach nhu sy gan két (Tourist Engagement - TE)
tré nén cap thiét.

Bang phong van nay trinh bay chi tiét vé co so 1y thuyét va mé hinh nghién ciru dé
xuét ban dau da duoc xay dung va str dung trong giai doan tham van ¥ kién chuyén gia.
Mo hinh ban dau nay dé xuat kham pha tic dong cia SMM Ién 1ong trung thanh diém
dén (Destination Loyalty - DL), thong qua cac bién trung gian quan trong 1a sy gan két
(TE), su hai long (Satisfaction - SA), niém tin diém dén (Destination Trust - DT). Viéc
xay dyng mé hinh dya trén sy tich hop cua nhiéu 1y thuyét nén tang nhu M hinh Kich
thich - Co ché - Phan tng (S-O-R); Ly thuyét 10ng trung thanh; Ly thuyét trao doi xa
hoi (Social Exchange Theory - SET); Ly thuyét anh huong xa hdi (Social Influence
Theory - SIT), Ly thuyét hanh vi c6 ké hoach (Theory of Planned Behavior - TPB) va
Ly thuyét niém tin.

Qua trinh tham véan chuyén gia dya trén mo hinh va thang do nhap ban dau nay la
mot bude quan trong trong phuwong phap luan nghién ctru, nhim thu thip nhitng danh

gia va gop ¥ chuyén sau dé kiém dinh tinh logic, khoa hoc va phu hop thuc tién ctia cac
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cAu trac va mbi quan hé dé xuat. Két qua tir qua trinh ndy da cung cp co so virng chic
cho viéc diéu chinh, hoan thién mé hinh nghién ctru va bg thang do chinh thurc dugc str
dung trong giai doan nghién ctru dinh luong chinh thirc cua luan an.

2. Phéng vén chuyén gia vé co sé 1y thuyét nén dy kién dwec sir dung

M6 hinh nghién ctru dé xuat ban dau dugc xay dung dya trén sy tich hop cua cac ly
thuyét sau, nham cung cip mot khung giai thich da chiéu cho cac mdi quan hé gia thuyét:

— M@ hinh Kich thich — Chii thé — Phén irng (S-O-R): Cung cip ciu trac tong
thé, xem xét cac hoat dong Marketing qua mang xa hoi (SMMA) 1a Kich thich (S) tac
dong dén trang thai tam 1y va nhan thic bén trong cia du khach (bao gom Niém tin -
DT, Su gin két — TE va sy hai 1ong cua du khach - SA) - goi 1a Chu thé (O), tir 6 dan
dén Phan ung (R) 1a Long trung thanh diém dén (DL).

— Ly thuyét long trung thanh: Giai thich truc tiép bién két qua (R), nhin manh
DL 12 mot cam két vé thai d6 va hanh vi (¥ dinh quay lai, truyén miéng) vuot ra ngoai
su mua lap lai don thuan.

— Ly thuyét trao déi xi hi (SET): Ly giai dong co hinh thanh céc trang thai (O)
va cam két (R). Du khach danh gia twong tac voi diém dén (qua SMM hodc trai nghiém)
dua trén loi ich nhan dugc (thong tin, cdm xtc...) so véi chi phi bo ra. SA, DT, TE va
DL 13 két qua cta nhitng trao ddi dugc cam nhan 1a cong bang va co 1oi.

— Ly thuyét anh hwéng xi héi (SIT): Lam rd vai tro cia cac yéu to xa hoi. SMM
(S) hoat dong nhu mot kénh anh hudéng (qua EWOM, TRE, INT). Céc trang thai (O)
nhu TE (véi khia canh ID, SI) va hanh vi (R) nhu WOM déu mang ban chét xa hoi.

— Ly thuyét hanh vi ¢é ké hoach (TPB): Giai thich su hinh thanh ¥ dinh hanh vi
(R) - tién dé cuia hanh vi thue té. Ly thuyét cho rang ¥ dinh (¢ ddy 13 Long trung thanh
- DL, gébm RE va WOM) dugc quyét dinh bai Thai d6 tich cuc d6i v6i hanh vi (lién
quan dén SA, TE - O), Chuan cha quan hay ap luc xa hdi cam nhan (lién quan dén anh
huong tir SMM, SIT - S/0), va Kiém soat hanh vi cam nhan hay mirc d6 dé dang thuc
hién hanh vi (c6 thé lién quan dén DT - O).

— Ly thuyét niém tin: Nhan manh vai tro trung tim ciia Niém tin (DT - O) trong
viéc giam thiéu riii ro va thuc day cam két trong cac mdbi quan hé khong chac chan. Niém
tin vao diém dén duoc xay dung qua trai nghiém (SA - 0), thong tin dang tin cdy (SMM
- S), va tuong tac tich cyc (TE, VCC - O). N¢ 1a yéu td Co ché (O) quan trong, tao diéu
kién cho trao d6i (SET) va dan dén Long trung thanh (R).
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Xin quy chuyén gia vui 1ong cho biét y kién ctia minh vé cac 1y thuyét nén duoc

st dung trong nghién ctru dé xuat nay:

Y kién ciia chuyén gia
STT Ly thuyét nén dwoc sir dung Phu hop - | Khong phu hop

gitr lai - loai bo
1 | M6 hinh S-O-R [] []
2 | Ly thuyét 1ong trung thanh [] []
3 | Ly thuyét trao d6i xa hoi (SET) L] ]
4 | Ly thuyét anh huéng x3 hoi (SIT) ] O]
5 | Ly thuyét hanh vi c6 ké hoach (TPB) L] []
6 | Ly thuyét niém tin L] L]

Ngoai nhitng y kién trén, theo chuyén gia can bo sung thém 1y thuyét nén nao nira
dé giai thich rd hon mo hinh nghién ciru dé xuét nay? Vi sao?
3. Pinh nghia cac khai niém nghién ciru chinh

Sau day 1a dinh nghia cac khai niém cot 16i duoc van dung trong mo hinh nghién
ctru dé xuat ban dau:

— Cdc hoat dong marketing qua mang xa hgi (Social Media Marketing
Activities - SMMA): Cac phuong phap truyén thong marketing hiéu qua st dung cac
nén tang mang xa hoi nham thu hit nhan thic, xay dung mbi quan h¢ va anh hudng dén
hanh vi ctia nguoi tiéu dung (du khach) thong qua céac khia canh cu thé:

o Tinh giai tri (ENT - Entertainment): Mtic A ma cac bai dang va ndi dung trén
mang xa hoi cua diém dén dugc cam nhan 1a mang tinh giai tri, vui vé hodc thu vi
(Kim va Ko, 2012).

o Thong tin (INF - Information): Muc d0 ma mang xa hoi cua diém dén duoc
cam nhan 13 cung cip thong tin chinh xac, hitu ich va toan dién vé san pham/dich
vu du lich (Yadav va Rahman, 2018).

o Tinh tuwong tdc (INT - Interaction): Mirc d6 ma mang x3 hoi cia diém dén tao
diéu kién va khuyén khich du khach chia sé noi dung, bay to quan diém va twong

tac voi nha quan Iy diém dén ciing nhu nhitng du khach khac (Kim va Ko, 2012).

-36 -



o Cd nhan héa (PER - Personalization): Mitc 36 ma mang xa hoi ciia diém dén
duogc cam nhan 1a cung cép cac dich vy, thong tin hoac dé xuit duoc diéu chinh phu
hop v6i nhu cau va so thich ca nhan ctia du khach (Yadav va Rahman, 2018).

o Tinh xu huéng (TRE - Trendiness): Mirc d6 ma mang xa hoi cua diém dén
dugc cam nhan 1a cp nhat nhiing tin tirc mo1 nhét, cac chu dé thao luan thoi thuong
va la kénh thong tin hop thoi, phd bién (Kim va Ko, 2012).

o Truyén miéng dién tir (EWOM - Electronic Word-of-Mouth): Mirc d6 ma du
khach cam nhan dugc va tham gia vao vi¢c gioi thi€u, chia sé kinh nghi¢ém va
khuyén khich nguoi khac sir dung/trai nghiém diém dén thong qua cic nén ting
mang x hdi cia diém dén (Kim va Ko, 2012).

— Sw gin két ciia du khdch (Tourist Engagement - TE): Trang thai tim 1y da
chiéu, vuot ra ngoai giao dich mua ban don thuan, dic trung boi mire do dau tu vé nhan
thirc, cam xtc va hanh vi ctia du khach vao cac tuong tac lién quan dén diém dén (Huang
va Choi, 2019; Rasoolimanesh va cdng su, 2019; So va cong su, 2014). Trang thai nay
duogc tao ra boi cac trai nghiém tuong tac voi diém tham quan, dich vu va hoat dong tai
diém dén. TE gém 5 thanh phan:

o Sw nhdn dién (ID - Identification): Mirc 46 du khach cam thay c6 su két nbi
cam xuc va tim 1y manh mé&, xem sy thanh cong hay that bai ciia diém dén nhu cua
chinh minh (Rasoolimanesh va cong su, 2019).

o Swnhiét tinh (EN - Enthusiasm): Mtc @6 du khach cam thy hing th{, say mé
va ¢6 cam x1c tich cyc manh mé& d6i voi diém dén, cac dich vu va hoat dong cta no
(Rasoolimanesh va cong su, 2019).

o Swchuy (AT - Attention): Muc dd du khach chu dong va co6 y thirc tap trung
sy quan tam vao diém dén, tich cuc tim kiém thong tin va tham gia vao céac hoat
dong, dich vu lién quan (Rasoolimanesh va cong su, 2019).

o Sw cudn hit (AB - Absorption): Trang thai tip trung cao do, ddm chim hoan
todn vao trai nghiém tuong tic voi diém dén, dén mirc tam thoi quén di moi thir
xung quanh va thoi gian (Rasoolimanesh va cong su, 2019).

o Tuwong tdc xd hoi (SI - Social Interaction): Cam xtic va hanh vi lién quan dén
viéc két ndi, chia sé va thao luan voi nhitng nguoi khac (gia dinh, ban be, du khach
khac, nguoi dan dia phuong) vé cac hoat dong va trai nghiém lién quan dén diém

dén, ca truc tuyén va ngoai tuyén (Rasoolimanesh va cong su, 2019).
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— Niém tin diém dén (Destination Trust - DT): Niém tin va sy tin cay cua du
khach vao kha ning va thién chi cta diém dén (bao gém cac nha cung cap dich vu, co
quan quan 1y) trong viéc thuc hién dung nhitng gi da hira hen, cung cip dich vu mot
cach minh bach, dang tin cdy, giam thiéu rui ro va giai quyét van dé mot cach thoa dang
(Abubakar va Ilkan, 2016).

— Sw hai long du khdch (Tourist Satisfaction - SA): Panh gia tong thé mang tinh
cam x0c va nhén thic cia du khach vé toan bd trai nghi¢m du lich tai mdt diém dén,
dua trén su so sanh gilta ky vong trudc chuyén di va hiéu suét thuc té cam nhén duoc
(Cong, 2021).

— Long trung thanh diém dén (Destination Loyalty - DL): Cam két vé mit thai
d6 va hanh vi ctia du khach ddi véi mot diém dén cu thé, thé hién qua ¥ dinh manh mé
vé viéc quay tro lai diém dén trong tuong lai va san long gidi thiéu, noi tot vé diém dén
dé cho nguoi khac (Cong, 2021). DL dugc quan sat thong qua 2 khia canh:

o Y dinh quay tré lai (RE - Revisit Intention): Kha nang hodc ké hoach cua du
khach s€ thuc hién mot chuyén tham khac dén cung mot diém dén.

o Y dinh truyén miéng (WOM - Word-of-Mouth Intention): Mitc 46 san 10ng ciia
du khach chia sé nhitng thong tin va danh gia tich cuc vé diém dén cho ban be, nguoi
than hodc cong dong.

4. M6 hinh nghién ciru dé xuat va cac gia thuyét

Mo hinh nghién ctru dé xuét duoc trinh bay trong hinh bén dudi:

Kich thich Chi thé Phan hoi
"""""""""""" Niém tin
SMMA diém dén
Giai tri T ‘ """""""""" T H
i Long trung thanh
Tuwong tac , .
g 5 Y dinh truyén mi¢ng
C4 nhan hoa G
- : Su gan két
Xu hudéng cua du khach

|

Nhan dién Nhiét huyét Chu y Cubn hut || Tuong tac xa hoi
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Xin quy chuyén gia vui long cho biét y kién cua minh v€ cdc moi quan hé gitra cac

khai niém nghién ctru trong moé hinh nghién ctru du kién duogc dé cap & trén:

Y kién cua chuyén gia

. Khéng phi Dién gii ciia
STT Moi lién hé Phu hop
hop - logi chuyén gia
- gitt lgi
bo

SMMA thedometrue | | |
L i = S OIS

tiép tich cuc Ién DT

SMMA thedonetrue | | |
2 |7 METVE I D

tiép tich cuc lén SA

SMMA thedone trae | | |
3 |7 METVE L O R T

tiép tich cyc lén TE

SMMA thedonetrue | | |
4 |7 METIE o S

tiép tich cuc Ién DL

DT the done true tido | ||
5 e THEERR o O | oo,

tich cuc 1én DL

SAthodone ruc tido | | |
6 nETHEER T O O | oo,

tich cuc 1én DL

TE tho done truc 6ido ||| s
7 eI O O | oo,

tich cuc lén DL

SMMA tdc dOng | |
8 | gian tiép tich cyc 1én ] I

DL thong qua DT | | e

SMMA tdc dOng | | e
9 | gian tiép tich cyc 1én ] I

DL thong qua SA | |
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10

SMMA tic dong
gian tiép tich cyc lén

DL thong qua TE

11

SMMA tic dong
gian tiép tich cuc lén

TE thong qua SA

12

DT tac dong truc tiép
tich cuc 1én DL

13

SA tac dong tryuc tiép
tich cuc 1én DL

14

TE tac dong truc tiép
tich cuc 1én DL

Ngoai nhitng y kién trén, theo chuyén gia can xem xét thém moi lién hé nao nira
dé cai thién gia tri cua mo hinh nghién ctru dé xuat nay? Vi sao?

Xin cam on sy gop ¥ hét stc quy bau cua quy chuyén gia. Xin kinh chiic quy vi va
gia dinh luén doéi dao suc khoe, hanh phuic va thanh cong!

Tran trong!
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Phu luc 5.2: Miu xin y kién chuyén gia vé thang do du kién
(Nghién cwru dinh tinh)

Xin chao quy vi, hién tai t61 dang thuc hién mdt nghién ctru: “Tdc dong cua
marketing théng qua mang xd hdi va sw gan két du khdch dén long trung thanh diém
dén du lich bién tai Mién T rung - Viét Nam”, vo1 muc dich phuc vu cho nghién ctru cua
nhom chiing roi, khong ¢6 muyc dich kinh doanh, rit mong quy quy vi danh chat thoi
gian trao d6i mot s6 suy nghi/ nhan dinh cta ca nhan minh va xin luu y 12 khong c6 quan
diém nao ding hay sai ca, tit ca quan diém cta quy vi déu giup ich cho nghién ctru cta
to1. To1 xin cam doan nhitng thong tin tr quy vi hoan toan dugc gitt bi mat.

Noi dung phéng van

Xin quy vi vui 1ong cho biét y kién ctua minh (Pha hop - giit lai, Khdng phit hop -

loai b6, Can chinh sira/b6 sung) vé cac ndi dung dudi day dé do luong cho cac thanh

phan trong mo hinh nghién ctru:

Y kién cia quy vi

] Phil Khong | Can
STT Thang do/ bieén quan sat hop - phu chinh?
giﬁ’ lai hop - | suwa/bo

“ | logi bo | sung

Marketing truyén thong xa hi (SMM)

Social media marketing activities can be defined as effective marketing communication
methods that capture engaged consumers’ perceptions and understanding of activities
on social media marketing by dimensions namely; entertainment, information,
interaction, personalization, trendiness, word-of mouth... (Kim va Ko, 2012)
Marketing truyén thong xa hoi c6 thé duoc dinh nghia 13 cac phuong phép truyén thong
marketing hiéu qua nham thu hut nhan thire va hiéu biét ctia ngudi tiéu dung thong qua
cac khia canh cu thé nhu: su giai tri, thong tin, tinh twong tac, ca nhan hoa, tinh xu huéng,
truyén miéng. ..

Tinh gidi tri (Entertainment - ENT) (Kim va Ko, 2012)
The extent to which social media posts and content are entertaining, fun, or enjoyable.

Murc @6 ma cac bai dang va ndi dung trén mang xa hoi mang tinh giai tri, vui vé hoac thu vi.

The content found in my preferred destination' social
media seems interesting.

1. i . ) > ] O O
Noi dung duogc tim thay trén mang xa hoi cua diém
dén ma toi ua thich 1a tha vi.
It is fun to collect information on products through

2. S 4 P g O O

my preferred destination’ social media.
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Y kién ciia quy vi
] Phil Khéng | Can
STT Thang do/ bieén quan sat hop - phu chz’nh9
gi'ﬁ’ lai hop - | suwa/bo
“ | logi bo | sung
That tha vi khi thu thap thong tin vé san pham/ dich
vu lién quan dén diém dén nay thong qua kénh truyén
thong qua mang x3 hoi cua diém dén.
Noi dung duoc tim thdy trén mang xa hoi cua diém
3. Y , , o, m L O
dén ma toi wa thich mang tinh gidi tri.

Thong tin (Information — INF) (Yadav va Rahman, 2018)

Perceived informativeness is the customers’ perception about the degree to which
destination' social media offers accurate, useful and comprehensive information.

Tinh thong tin thé hién thong qua nhén thirc ctia khach hang vé mirc d6 ma phuong tién
truyén thong xa hoi ctia diém dén cung cap thong tin chinh xé4c, hitu ich va toan dién.

Destination’s social media accurate

offers
information on products/ services.
Phuong tién truyén thong xa hdi cua diém dén cung

cap thong tin chinh xac vé san pham/dich vu

Ol O O

Destination’s social media offers useful information.
5. Phuong tién truyén thong xa hoi ciia diém dén cung O L O
cAp théng tin hiru ich.

The information provided by destination’s social
media is comprehensive.

Thong tin duoc cung cdp boi phuong tién truyén
thong x4 hoi ciia diém dén 1a toan dién.

Tinh twong tdc (Interaction - INT) (Kim va Ko, 2012)

The extent to which destination’s social media facilitates customers to share content and
views with this destination managers and other customers

Tinh tuwong tac thé hién mirc 46 ma mang xa hdi cua diém dén tao diéu kién va khuyén khich
du khéch chia sé noi dung, bay to quan diém va twong tac véi nha quan Iy diém dén ciing
nhu nhitng du khach khac.

Destination’s social media allows me to share and
update the existing content.

Phuong tién truyén thong xa hoi cia di€ém dén cho - - -
phép to6i chia sé ndi dung hién co.
This destination interacts regularly with its
Il d al media.
8. followers and fans on social media 0 0 0

Diém dén nay tuong tic thuong xuyén véi nhitng
nguoi theo doi trén mang xa hoi.

1t is easy to convey my opinions or conversation with
0. other users through my preferred fashion brand O [ O
social media.
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Y kién cia quy vi

] Phil Khéng | Can
STT Thang do/ bieén quan sat hop - phu chz’nh9
gi'ﬁ’ lai hop - | suwa/bo

“ | logi bo | sung

That dé dang dé truyén dat y kién cta toi véi nhitng
ngudi dung khac thong qua kénh truyén thong
facebook ctia diém dén nay.

Cd nhdn hoa (Personalization — PER) (Yadav va Rahman, 2018)

Personalization is customers’ perception about the degree to which destination’s social
media offer tailored services to fulfill the preferences of a customer.

C4 nhan hoa thé hién mirc 36 ma mang xa hoi cua diém dén duoc cam nhén 1a cung cép
cac dich vu, thong tin hodc dé xuat dugc diéu chinh pht hop véi nhu cau va sé thich ca
nhan cda du khach.

media makes
recommendations as per my requirements.
Phuong tién truyén thong xa hi cua diém dén dua

ra khuyén nghi mua hang theo nhu cau cia toi.

Destination’s  social purchase

10.

1 feel my needs are met by using destination’s social
media.

T6i cam thdy nhu cau cua minh dugc dap img bang
cach su dung mang xa hoi cua diém dén.

1.

Destination’s social media facilitates personalized
information search.

Phuong tién truyén thong xa hoi cua diém dén tao
diéu kién tim kiém thong tin dugc ca nhan hoa.

12.

Tinh xu hwong (Trendiness — TRE) (Kim va Ko, 2012)

Destination's social media provide the latest news and hot discussion topics and are also
core product/ service search channels.

Tinh xu hudng dugc hiéu 1a mac d6 ma mang xa hoi cia diém dén dugc cam nhan 1a cap
nhat nhing tin tirc mdi nhat, cac chi dé thao luan thoi thugng va 1a kénh thong tin hop
thoi, pho bién.

Content of destination's social media is the newest
information.

Noi dung trén mang xa hoi cua diém dén 1a nhing
thong tin méi nhét.

13.

Using destination's social media is very trendy.
14. | Viéc st dung phuong tién truyén théng xa hoi cua | [ O O
diém dén 1a rat hop thoi.

Chu dé trén mang xa hoi vé diém den luon dwoc thao
lugn soi noi

15.

Truyén mi¢ng dién tir (EWOM) (Kim va Ko, 2012)
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Y kién cia quy vi

] Phil Khéng | Can
STT Thang do/ bieén quan sat hop - phu chz’nh9
gz"ﬁ’ lai hop - | suwa/bo

“ | logi bo | sung

EWOM is defined customers’ perception about the degree to which destination’s
customers recommend and share experience about this destination on social media.
EWOM duoc hiéu 12 mic d6 ma du khach cam nhan duogc va tham gia vao viéc gioi
thiéu, chia sé kinh nghiém va khuyén khich ngudi khac st dung/trai nghiém diém dén
thong qua cac nén ting mang x4 hoi ciia diém dén.

I would recommend my friends to visit destination’s
social media.

T6i mudn giGi thidu ban bé cia minh truy cap trang
mang xa hdi cia diém dén.

16.

I would encourage my friends and acquaintances to
use destination’s social media.

T6i s& khuyén khich ban bé va ngudi quen ciia minh
st dung mang xa hoi cua diém dén.

17.

I would like to share my purchase experiences with
friends and acquaintances on destination's social
media.

T6i mudn chia sé trai nghiém du lich ctia minh tai
diém dén nay v6i ban bé va ngudi quen trén mang xa
hdi cua diém dén.

18.

Sw gin két ciia du khach (Tourist Engagement - TE)

Tourist Engagement is defined as the cognitive, emotional, and beyond-purchase
behavioral connection between a tourist and a destination, which is generated by tourists
in the interactive travel experiences related to destination attractions, services, and
activities (Huang va Choi, 2019; Rasoolimanesh va cong su, 2019; So va cong su, 2014)
Sw giin két ciia du khach duoc dinh nghia 14 Trang thai tim 1y da chiéu, vuot ra ngoai
giao dich mua ban don thuan, dic trung boi mire do dau tu vé nhan thtrc, cam xuc va
hanh vi cta du khach vao cac twong tac lién quan dén diém dén. Trang thai nay duoc tao
ra boi cac trai nghiém tuong tac véi diém tham quan, dich vu va hoat dong tai diém dén.

Sw nhdn dién (Identification - ID)

Identification means the commitment and emotional connection between the tourist and
the destination (Rasoolimanesh va cong su, 2019).

Su nhan dién duoc hiéu 1a mic d6 du khach cam thay co su két ndi cam xtic va tam ly
manh mé&, xem sy thanh cong hay that bai cua diém dén nhu cta chinh minh.

I care about others’ opinions about this destination
very much.

T6i rat quan tdm dén y kién/ binh luan cia nguoi
khac vé diém dén nay.

19. O U O
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Y kién cia quy vi

Phil Khéng | Can
STT Thang do/ bién quan sat ho phu chinh
P | hop- | sita/bé
giir lai o
loai bo | sung
When someone criticizes this destination, it feels like
20. afoierfonaliinsuli to me. o ‘ ) 0 0 0
T61 cam thay khong vui khi ai d6 ¢6 nhiing binh luan
tiéu cuc vé diém dén nay.
When someone praises this destination, it feels like a
21. | personal compliment to me. [ L] 0

T6i cam thiy vui khi ai d6 khen ngoi diém dén nay.

Sw nhiét tinh (Enthusiasm - EN)
Enthusiasm expresses the interest and excitement of tourists towards the destination and
its services and activities. (Rasoolimanesh va cong sy, 2019)
Su nhiét tinh thé hién muc do du khach cam théy hirng thu, say mé va cé cam xuc tich cuc
manh mé& ddi véi diém dén, cac dich vu va hoat dong ctia né.

1 like this destination.

22| Toi thich diém dén nay = H =
3 I am passionate about the trf'p to ?this q’estination. 0 0 0
| Toi say mé v6i hanh trinh dén diém dén nay.
1 feel excited about the trip to this destination.
24. | T6i cam thay hao hung véi nhitng trai nghiém tai H [ O
diém dén nay.
A trip to this destination is an important part of my
05, | e o o | o | o
Hanh trinh dén di€ém dén nay 1a mét phan quan trong
trong cudc doi toi.
2%. 1 prefer this destination to other destinations. 0 0 0

To1 thich diém dén nay hon cac diém dén khac.

Sw chu y (Attention — AT)
Attention means that tourists are consciously concerned about the destination and
participate in destination tourism services and activities. (Rasoolimanesh va cong su, 2019)
Su cht1 ¥ ¢6 nghia 1a mirc d6 du khach chii dong va c6 ¥ thir tip trung su quan tim vao diém
dén, tich cuc tim kiém thong tin va tham gia vao céac hoat ddng, dich vu lién quan.

This destination is the focus of my attention among all
the destinations.

27. Y ST s A £ O L O
Diém dén nay la tdm diém chl y cua toi trong so tat
ca cac diém dén.
I keep up with the latest news about this destination
tourism products, services and activities).
28, | P / m m m

T6i cap nhat thuong xuyén nhimg tin tirc méi nhat vé
diém dén nay (san pham, dich vu va hoat dong du lich).
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Y kién cia quy vi

] Phil Khéng | Can
STT Thang do/ bieén quan sat hop - phu chz’nh9
e .| hop- | sua/bo
gitt lai loai bo | sung
1 am interested in products with this destination’s name.
29. | Téi quan tam dén cac san phém gén lién v&i tén cua O O O
diém dén nay.
Anything related to this destination attracts my
attention.
30. Bit ctr diéu gi lién quan dén diém dén nay déu thu hat H - -
su chi y cua toi.
Compared with other people, I pay more attention to the
news about this destination.
31. O O O

So v&i nhitng nguoi khac, t61 chu y dén tin tuc vé
diém dén nay hon.

Sw cudn hiit (Absorption - AB)

Absorption embodies the state of concentration of tourists with the destination and its

related personnel and media (Rasoolimanesh va cong su, 2019).

Su cudn hat thé hién trang thai tap trung cao do, ddm chim hoan toan vao trai nghiém

twong tac v6i diém dén, dén mirc tam thoi quén di moi thir xung quanh va thoi gian.

32.

When interacting with this destination, [ forget
everything else around me.

T6i quén mat moi thtr xung quanh khi tdp trung
tuong tac voi diém dén nay.

O

O

33.

When I concentrate on interacting with this destination,
1 feel happy.

T6i cam thay hanh phiic khi tap trung tuwong tac véi
diém dén nay.

34.

When interacting with this destination, I am absorbed
init.
T6i bi 16i cudn khi twong tac voi diém dén nay.

35.

When interacting with this destination, I often forget
myself.

T6i dudng nhu danh mat chinh minh khi twong tac
v6i diém dén nay.

36.

When interacting with this destination, 1 feel difficult to
pull away from it.

T6i duong nhu khong thé xa roi khi twong téc véi diém
dén nay.
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Y kién cia quy vi

] Phil Khéng | Can
STT Thang do/ bieén quan sat hop - phu chz’nh9
gi'ﬁ’ lai hop - | suwa/bo

“ | logi bo | sung

Twong tac xa hgi (Social Interaction - SI)

Social interaction refers to tourists’ psychological feelings when they participate in
or discuss destination related travel activities online or offline. (Rasoolimanesh va
cong sy, 2019)

Tuong tac x4 hoi dé cap dén cam xuc va hanh vi lién quan dén viéc két ndi, chia sé va
thdo luan vdi nhiing nguoi khac (gia dinh, ban be, du khach khac, nguoi dan dia phuong)
vé cac hoat dong va trai nghiém lién quan dén diém dén, ca truc tuyén va ngoai tuyén.

The trip to this destination gives me more fun time spent
with my family or friends.

Chuyén tham quan & diém dén nay mang lai cho toi
nhiéu thoi gian vui vé hon bén gia dinh, ban bé.

37. O O (]

1 enjoy communicating with like-minded people about
this destination.

38. : . .

T61 thich thao luan véi nhitng ngudi cung chi hudng H - H

vé diém dén nay.

1 like to participate in discussions about this destination
actively.

39. . : N
T61 thich tham gia vao cac cudc thao luan vé diém - - -
dén nay mot cach tich cuc.
I enjoy exchanging thoughts and ideas about this

40, destination with others. 0 0 0

T6i thich trao d6i suy nghi, ¥ trong vé diém dén nay voi
nhiing nguoi khéc.

Niém tin diém dén (Destination trust - DT)

Destination trust gives assurances to tourists who choose to visit a particular destination,
that service provision will be transparent, reliable, risk, and hassle free. (Abubakar va
Ilkan, 2016)

Niém tin va sy tin cy ctia du khiach vao kha ning va thién chi ctia diém dén (bao gém
cac nha cung cap dich vu, co quan quan 1y) trong viéc thue hién dung nhiing gi da hira
hen, cung cép dich vu mét cach minh bach, dang tin cdy, giam thiéu rui ro va giai quyét
van dé mot cach thoa dang.

This destination as a destination meets my expectations.

41. 2 : . .
bay 1a mdt diém dén dép ing mong do1i cua toi. - H =
1 feel confident with the quality of services provided at

4 this destination. 0 0 .

T6i cam thay tin tuong véi chat luong dich vu duoc
cung cap tai diém dén nay.
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Y kién cia quy vi

Phil Khéng | Can
STT Thang do/ bién quan sat ho phu chinh
P | hop- | sita/bé
giir lai o
loai bo | sung
I will not be disappointed with this destination's
43. | services. ] L O
To1 s€ khong that vong vdi dich vu cua diém dén nay.
4 Tths des;tinat‘ion giuaravntee sat‘i'sﬁfction. N 0 0 0
Diém dén nay dam bdo sy hai long cho t6i.
45 T) hAis l'.S“ a t’:uStY‘iorthJi des{inatl'.on. ) 0 0 0
bay 1a mot diém dén dang tin cdy.
This destination would make any effort to satisfy me.
46 < R A \ ~ X A ) A 12X A S D D D
biém dén nay sé& no lyc hét sttc dé lam t61 hai long.
The service providers at this destination will
compensate me in some way in case of problems after
47. | service. [ L O

T6i nhan dugc nhitng su hd tro can thiét khi xay ra
su ¢d trong qua trinh str dung dich vu.

Su hai long du khach (SA)
Pénh gia tong thé mang tinh cam xtc va nhan thirc cia du khach vé toan bo trai nghiém
du lich tai mot diém dén, dua trén sy so sanh gitra ky vong trudc chuyén di va hiéu suét
thuc té cam nhan dugc (Cong, 2021).

T6i thuc sy rat thich trai nghiém du lich tai diém dén

48. . L O O
nay.

10, Tf)i hé{i 1ong v6i quyét dinh dén tham diém dén nay - - -
cua minh.

50. | T6i thich diém dén nay hon cac diém dén khac. O O O

51 TAr‘éi Pghiém tai diém dén nay chinh x4c 1a nhiing gi 0 0 0
to1 can.

52. | Pay la mdt trai nghi¢m du lich thu vi. [ O ]

Long trung thanh véi diém dén (Destination Loyalty - DL)
Cam két vé mit thai d¢ va hanh vi ctia du khach ddi v6i mot diém dén cu the, thé hién
qua ¥ dinh manh mé& vé viéc quay tré lai diém dén trong twong lai va sin long gidi thiéu,
noi tot vé diém dén d6 cho nguoi khac (Cong, 2021).

Y dinh quay tré lai (RE): Kha ning hoic ké hoach cua du khach s& thyc hién mot chuyén
tham khac dén ciing mot diém dén.

To1 s€ dén tham diém dén nay moét lan nita trong

53. . O O O
tuong lai.

54, N‘éu ti ¢ thé lwa chon lai, tdi van s& chon diém dén 0 . 0
nay.

55, T?)i du dinh dén tham diém dén nay trong twong lai - 0 0

gan.
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STT

Thang do/ bién quan sat

Y kién cia quy vi

Phu
hop -
gitr lai

Khong
phu
hop -

loai bo

Can
chinh
stra/bo
sung

Truyén miéng (WOM): Mtc do san 10ng ctia du khach chia sé nhirng thong tin va danh
gia tich cuc vé diém dén cho ban be¢, ngudi than hodc cong dong.

To61 muodn gidi thi€u diém dén nay cho nhitng nguoi

56. Khic. O O L

57 Téf s& noi tich cuc vé diém dén nay voi nhirng ngudi 0 0 0
khac.

58. | Toisan sang gidi thiéu diém dén nay cho ngudi khac. O O O

gia dinh ludn doi dao strc khoe, hanh phuc va thanh cong!

Xin cam on su gop y hét strc quy bau cua quy chuyén gia. Xin kinh chiic quy vi va

Tran trong!
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Phu luc 5.3: Bang héi dung thdo luidn nhém chuyén sau

Xin chao quy vi, hién tai to1 dang thyc hién mot nghién cou “Tdac dong cua
marketing thong qua mang xd hdi va sw gdn két du khdch dén long trung thanh diém
dén du lich bién tai Mién T rung - Viét Nam”, v&i muc dich phuc vu cho dé tai nghién
clru cua t6i, khong c6 muc dich kinh doanh, rit mong quy quy vi danh chut thoi gian
trao d6i mot s6 suy nghi/ nhan dinh ciia c4 nhan minh va xin luu y 1a khong ¢ quan
diém nao ding hay sai ca, tit ca quan diém cta quy vi déu gitp ich cho nghién ctru cta
to1. To1 xin cam doan nhitng thong tin tr quy vi hoan toan duogc gitt bi mat.

PHAN 1: THONG TIN SANG LOC

Dé viéc thu thdp mau nghién ciru dwge chinh xdc, xin quy vi cho biét mét sé théng
tin sau day:

S1: Cong viéc hién tai ctia quy vi ¢6 lién quan dén cac nganh nghé sau khéng: Hirdng
dan vién du lich, nhdn vién cdc céng ty té chirc, diéu hanh tour hay t6 chirc su kién...
hay khong?

C6 O (Ding) Khong O (Tiép tuc S2)

S2: Quy vi ¢6 st dung cac trang mang xa hoi (Facebook, Zalo, Instagram, Tiktok...)
hay khong?

C6 O (Tiép tuc S3) Khéng O (Dung)

S3: Khi 1én ké hoach cho chuyén du lich trong nudc v6i myc dich tham quan/ nghi
dudng... quy vi c6 lay thong tin tir cac trang mang xa hoi (Facebook, Zalo, Twitter,
Instagram, Tiktok....) khong?

C6 O (Tiép tuc Sa) Khéng O (Ding)

S4: Trong 3 nam gan day, quy vi da timg di du lich dén nhitng diém dén du lich bién

nao sau day va xin cho biét thoi gian luu tra tai diém dén d6 13 bao 1au? Luu y: C6 thé

chon nhiéeu diem dén da tung den du lich trong cac diem déen bén duoi.

Piém dén du lich bién da timg dén Thoti gian luu tru (ngay)
OCralLo-Ngh¢ An | ..
ODANINE
0 Quy Nhon—-Binh BPinh | ...
O Tuy Hoa—PhuYén | .

U Nha Trang — Khanh Hoa | ...,

0 Phan Rang — Ninh Thudn | ...
O Phan Thiét — Binh Thudn | oo,
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Néu chuwea tirng dén bat ky 1 diém dén du lich bién nao ké trén (ding phong van),
néu da dén du lich tai mét trong cac diém dén ké trén (tiép tuc Ss).
Ss: Gia st trong 1 ndm dén, quy vi c6 ¥ dinh di du lich dén cac diém dén du lich

bién thi cho biét cac di€ém dén ma quy vi s€ lua chon trong s6 cac di€ém dén sau:

Diém dén du lich bién dy dinh sé di Diém dén du lich bién dy dinh sé di
[J Ha Long — Quang Ninh [J Quy Nhon — Binh Pinh
[0 Db Son — Hai Phong [ Tuy Hoa — Phu Yén
[0 Sam Son — Thanh Hoa [1 Nha Trang — Khanh Hoa
[J Ctra Lo — Ngh¢ An [ Phan Rang — Ninh Thuan
0 Pong HSi — Quang Binh [0 Phan Thiét — Binh Thuan
[0 Lang C6 — Hué [0 Ba Ria Viing Tau
[0 Pa Ning [1 Con Dao - Ba Ria Viing Tau
L1 Hoi An - Quang Nam [0 Phu Qubc — Kién Giang
[ Ly Son — Quang Ngai LKhac ..o,

Luu y: Co thé chon nhieu diém dén du lich bién du kién sé di & trén.
PHAN 2: THONG TIN CA NHAN

Xin quy vi cho biét cdc théng tin cd nhan sau:

1. Gidi tinh: [] Nam O N

2. Nam sinh: ..............

3. Murc thu nhédp binh quén hang thang ctaca nhan: ..................... triéu dong.

4. Trong 3 ndm gan day, quy vi cho biét s6 lan trai nghiém du lich ctia minh .... lan;
Trong do, s6 lan dén cac diém dén du lich biénia ... lan;
Trong do, sé lan dén cdac diém dén du lich bién tai mién trung la ... ... lan.

5. Xin cho biét quy vi thuong ldy théng tin vé diém dén du lich tir trang mang x4 hoi
nao dé 1én ké hoach cho chuyén du lich ctia minh?
[0 Facebook
Tiktok
Zalo
YouTube
Instagram
Twitter

TripAdvisor

O O0Oo0oo0oogoo0oo
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PHAN 3: NOI DUNG PHONG VAN

Sau day chung t6i s& tim hiéu tirng nhén tb trong nghién ctru vé “Tdc déng ciia
marketing thong qua mang xd hdi va sw gdn két du khdch dén long trung thanh diém
dén du lich bién tai Mién T rung - Viét Nam”.

Dé thong tin quy vi tra 101 chinh x4c va day du, quy vi vui 1ong chon 1 diém dén
du lich bién cu thé (goi tit 1a diém dén X) dudi day:

[0 Da Néng

L] Tuy Hoa — Phu Yén

[1 Nha Trang — Khanh Hoa

1 Ninh Chir — Ninh Thuan

Véi diém dén du lich bién X (diém dén ma quy vi di chon é trén), quy vi vui 1ong
cho biét nhan dinh chinh x4c cta ban than minh cho tirng phat biéu dugc liét ké bén dudi
bang cach khoanh tron MOT trong 7 mirc d§ duwéi diy theo thang do likert 7 cap do:

(1) Hoan toan khong dong y

(2) Khong dong ¥
(3) Khong dong ¥ doi chut
(4) Trung dung
(5) Kha dong ¥
(6) Dong y
(7) Hoan toan dong y
Cho biét ¥ kién ciia quy vi vé cdc nhan dinh sau
Ki y o | o 7
on Thang do/ bién quan sat oan Hoan
hi¢u toan > toan
khong dong y
dong y

CAC HOAT PONG MARKETING QUA MANG XA HOI: Puwoc hiéu la
SMMA viéc sir dung cdc phwong phdp truyén thong marketing hiéu qua thong qua cdc
nén tang mang xa hoi nham thu hit nhén thire, xdy dng moi quan hé va dnh

hwdng dén hanh vi ciia nguoi tiéu ding (du khdch).

ENT Tinh gidi tri: Murc do ma cdc bai dang va noi dung trén mang xa hoi cua diem den duwoc
cam nhan la mang tinh giai tri, vui vé hodc thu vi

No6i dung dugc tim thay trén
1 mang x3 hoi cia diém dén ma | 1 2 3 4 5 6 7
toi ua thich 1a tha vi.

That tha vi khi thu thdp thong
tin vé san phém/ dich vu lién
2 quan dén diém dén nay théng | 1 2 3 4 5 6 7
qua kénh truyén thong trén

mang xa hoi ciia diém dén.
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Noi dung dugc tim thay trén
c4c trang mang xa hoi cia diém
dén ma t6i wa thich mang tinh
giai tri.

INF

Théng tin: Mirc do ma mang xa hoi cua
chinh xdc, hitu ich va toan dién vé san pham/dich

diém dén dwoc cam nhdn la cung cdp thong tin
vu du lich.

Cac thong tin vé diém dén X
dugc cung cap thong qua cac
trang mang x hoi cua diém dén
nay la dang tin cay.

Céc trang mang x4 hoi cua diém
dén X gitip t6i cap nhat thong
tin vé& cc san pham/ dich vu du
lich, su ki¢n c6 lién quan dén
diém dén nay.

Céc trang mang xa hoi cua diem
dén X cung cap cac thong tin
hiru ich vé dieém dén.

Céc trang mang xa hoi cuia diém
dén X cung cap da dang céc
thong tin ve dieém dén.

1

2

3

4

5

6

7

INT

Tinh twong tac: Mic do ma mang xa hoi cua diém dén tao diéu kién va khuyén khich
du khdch chia sé noi dung, bay to quan diém va twong tac voi nha quan ly diém dén

cting nhw nhitng du khach khac.

Mang xa hoi cho phép toi
tuong tac véi cac thuong hiéu
san pham/ dich vu du lich tai
diém dén X.

Quadn tri vién cac trang mang
xa hoi cia diém dén X tra 10i
binh luan cua nguoi theo doi
cac trang nay nhanh chong.

Viéc tuong tac véi gia dinh/ban
be thong qua céc trang mang xa
hoi ctia diém dén X thi dé dang.

Cac trang mang xa hdi cua
diém dén X chia sé cac lién két
quan trong c6 lién quan dén
diém dén cua minh.

PER

Ca nhan hoa: Muvic do ma mang xa hoi cua diém den dwoc cam nhdn la cung cap cac
dich vu, thong tin hodc dé xuat dwoc diéu chinh phu hop voi nhu cau va so thich ca

nhan cua du khach.

Céc trang mang x hoi ctia diém
dén X dua ra dé xuat san pham/
dich vu du lich ding yéu cau
cua toi.
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Nhu cau cua t61 dugc cac trang

2 mang x3 hoi cua diém dén X | 1 2 3 4 5 6 7
dap tng.
Céc thong tin tim kiém vé diém
3 dc:én }A(.théng qu’a cécj trar}g mz:lng 1 5 3 4 5 6 7
xa hoi dugc ca nhan hoa dung
theo nhu cau cia toi.
Tinh xu hwong: Muvc do ma mang xa hoi cua diém dén dwoc cam nhan la cdp nhat
TRE | nhitng tin tirc méi nhat, cac chii dé thdao ludn thoi thwong va la kénh théng tin hop thoi,
phd bién.
Nbi dung thong tin cta diém dén
1 X duoc hién thi trén cac trang | 1 2 3 4 5 6 7
mang xa hdi ludn dugce cdp nhat.
Céc trang mang xa hoi cua diém
2 dén X rét phtt hop véi xu huéng. I 2 3 4 3 6 7
Céac chu dé trén cac mang xa hoi
3 vé diém dén X thuong duoc | 1 2 3 4 5 6 7
thao luan s6i ndi.
Noi dung thong tin trén cac trang
4 mang xa hoi cia diém dén X thi | 1 2 3 4 5 6 7
hap dan.
Truyén miéng dién tiv: Mirc d6 ma du khéach cam nhdn dwoc va tham gia vao viéc gioi
EWOM| thiéu, chia sé kinh nghiém va khuyén khich nguoi khac sir dung/trdi nghiém diém dén
théng qua cdc nén tang mang xd héi cia diém dén
Toi s€ gidi thi€u voi ban be
1 tham quan diém dén X théng | 1 2 3 4 5 6 7
qua mang xa hoi.
Toi s& khuyén khich ban be/
2 ngudi quen str dung mang xa hoi 1 2 3 4 5 6 7
de biét vé diem dén X.
T6i mudn chia sé trai nghiém du
3 lich cﬁ‘a minh‘ Yé diém dé;n X vobi 1 7 3 4 5 6 7
ban be¢/ ngudi quen thong qua
mang xa hoi.
SU GAN KET CUA DU KHACH: Puoc hiéu la trang thdi tam 1y da chiéu,
vuot ra ngoai giao dich mua ban don thuan, ddc trung boi mirc do dau tw vé
TE | nhdn thirc, cam xiic va hanh vi cia du khdch vdao cdc tiong tac lién quan dén
diém dén. Trang thdi ndy dwoc tao ra béi cdc trdi nghiém twong tac véi diém
tham quan, dich vu va hoat dong tai diém deén.
D Sw nhin dién: Mirc @6 du khach cam thdy c6 sw két ndi cam xiic va tam by manh mé, xem

sw thanh cong hay thdt bai ciia diém dén nhw cia chinh minh.
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To6i rat quan tdm dén y kién/
1 binh luin cua ngudi khac vé | 1 2 3 4 5 6 7
diém dén X.
T6i cam thay khong vui khi ai
2 do6 c6 nhitng binh lun tiéu cuc | 1 2 3 4 5 6 7
vé diém dén X.
3 | Toicdm thé}: vui khi ai d6 khen | 5 3 4 5 6 -
ngoi dieém dén X.
Sw nhiét tinh: Mirc @6 du khdach cam thdy himg thii, say mé va c6 cam xiic tich cuc
EN ~ 3 A. re 3. A A ’ . \ A 2 r
manh mé doi voi diém den, cac dich vu va hoat dong cua no.
1 | Toi yéu diém dén X. 1 2 3 4 5 6 7
) T.(A);i sa;: mé vé&i hanh trinh tai 1 ’ 3 4 5 6 7
diém dén X.
T6i cam thy hao himg v6i nhiing
3| i nghiém tai diém dén X. I 2 3 4 3 6 7
AT Sw chii y: Mirc dé du khdch chii déng va cé y thike tdp trung sw quan tdm vdo diém dén,
tich cuc tim kiém thong tin va tham gia vao cac hoat dong, dich vu lién quan.
T61 cap nhat thuong xuyén tin
! tirc moi nhat vé diém dén X. I 2 3 4 > 6 7
T6i quan tAm dén cac san pham/
2 | dich vy gin lién v6i thwong higu | 1 2 3 4 5 6 7
ctia diém dén X.
Bt ctr diéu gi lién quan dén diém
3 | dén X déu thu hat sur cht1 ¥ ctia toi. I 2 3 4 > 6 /
4 | Toi thich tim hiéu thém vé diém i 5 3 4 5 6 -
den X
AB Sw cudn hit: Trang thdi tdp trung cao dé, ddm chim hoan toan vao trdi nghiém twong
tac voi diém dén, dén mirc tam thoi quén di moi thir xung quanh va thoi gian.
T6i quén mat moi thir xung
1 quanh khi tdp trung tuong tac | 1 2 3 4 5 6 7
véi diém dén X.
T6i cam thay hanh phuc khi tap
2 e A 2h
trung tuong tac voi diém deén X. 1 2 3 4 > 6 7
; Tﬁi bi 1;31 cudn khi twong tac véi i ) 3 4 5 6 -
diém dén X.
T6i cam thay bay bong/ lang lang
4 : L A ax
khi trong tac voi dieém dén X. I 2 3 4 > 6 /
Twong tic xa héi: Cam xiic va hanh vi lién quan dén viéc két néi, chia sé va thao ludn
SI | vdi nhitng nguoi khac (gia dinh, ban be, du khach khac, ngwm dan dia phwong) Vé cdc
hoat déng va trai nghiém lién quan dén diém dén, cd truc tuyén va ngoai tuyén.
Chuyén tham quan ¢ diém dén X
1 mang lai cho t6i nhiéu thoi gian | 1 2 3 4 5 6 7

vui vé hon bén gia dinh, ban be.
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To1 thich thao luan véi nhitng

2 ngudi cung quan tim dén diém | 1 2 3 4 5 6 7
dén X nay.
Toi thich thao luan/ trao doi vé
3 diém dén X mot cach tich cuc. 1 2 3 4 > 6 7
Toi thich trao dbi suy nghi, ¥
4 tuong cia minh vé diém dén X | 1 2 3 4 5 6 7
v&1 nguoi khac.
NIEM TIN DPIEM DPEN: Niém tin va su tin cdy ciia du khdch vao kha nang va
DT thién chi cia diém dén (bao gom cdc nha cung cdp dich vu, co quan qudn Iy)
trong viéc thuc hién dung nhitng gi da hita hen, cung ccfp dich vu mot cach minh
bach, ddng tin cdy, giam thiéu rii ro va gidi quyét van dé mét cach théa dang.
1 £?1em denA .X dam bao su hai 1 7 3 4 5 6 7
long cho toi.
2 Pay 1a mot diém dén dang tin cay. | 1 2 3 4 5 6 7
3 f?iémflén‘ X ‘sé nd luc hét stre dé 1 ) 3 4 5 6 7
lam t61 hai long.
T6i s& nhan dugc nhimg sy ho trg
4 can thiét khi xay ra sy ¢6 trong | 1 2 3 4 5 6 7
qua trinh str dung dich vu.
SU HAI LONG: Ddnh gid téng thé mang tinh cam xiic va nhan thire cia du
SA | khdch vé toan bé trdi nghiém du lich tai mot diém dén, dira trén sw so sanh gitta
ky vong trudc chuyén di va hiéu suat thuc té cam nhéan duworc.
T61 thdéa man véi trai nghiém du
! lich tai diém dén X. 1 2 3 4 > 6 7
T6i hai long véi quyét dinh dén
2 tham diém dén X ctia minh. I 2 3 4 > 6 7
3 |Trai nghiém tai diem dén X\, 4y s ] | g
chinh xac la nhirng gi t61 can.
4 Dé}y 1.2‘1 mot trai nghiém du lich 1 7 3 4 5 6 7
thu vi.
LONG TRUNG THANH VOI DIEM DEN: Cam két vé mdt thdi d va hanh
DL Vi ciia du khdch doi véi mét diém dén cu thé, thé hién qua y dinh manh mé vé
viéc quay tré lai diém dén trong twong lai va san long gidi thiéu, néi tot vé diém
dén dé cho nguoi khac.
RE Y dinh quay tré lai: Kha ndng hodc ké hoach cia du khach sé thuc hién mot
chuyén tham khdc dén ciing mot diém dén.
Piém dén X nay nim trong
1 | danh sach nhimg diém dén t6i | 1 2 3 4 5 6 7
s€ quay lai trong thoi gian toi.
5 T6i c¢6 ké hoach quay tro lai | 7 3 4 5 6 7

diém dén X trong tuong lai.
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T6i mong mudn quay trd lai
3 diém dén X trong tuong lai. 1 2 3 4 > 6 /
A Tf)i dy dinh quay tré lai diém i ) 3 4 5 6 -
dén X trong tuong lai.
Y dinh truyén miéng: Mirc do san long ciia du khdch chia sé nhitng thong tin va
WOM ’ er o A g A A \ N A -« A A
danh gia tich cuc vé diém den cho ban be, nguoi than hodc cong dong.
|| Toi muf;n gioi t‘h.iéu qiém dén X i ) 3 4 5 6 -
cho nhiing nguoi khac.
) To1 sé n(’)~i tich cu‘c. vé ?Iiém dén 1 ) 3 4 5 6 7
X v61 nhiing nguoi khac.
T6i sin sang gidi thiéu diém dén
3 X cho nguoi khac. I 2 3 4 > 6 7

Xin cdm on quy vi dd nhiét tinh hé tro nghién civu nay!

Chuc quy vi va gia dinh luon vui vé, hanh phic va thanh cong!
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PHU LUC 6: BANG HOI NGHIEN CU'U PINH LUQNG SO BQ

Xin chao quy vi, hién tai té1 dang thyc hién mdt nghién ctu “Tdc dong cua
marketing théng qua mang xd hdi va sw gdn két du khdch dén long trung thanh diém
dén du lich bién tai Mién T rung - Viét Nam”, vé1 muc dich phuc vu cho dé tai nghién
clru ctia toi, khong c¢6 muc dich kinh doanh, rat mong quy quy vi danh chat thoi gian
trao d6i mot s suy nghi/ nhan dinh ctia ca nhan minh va xin luu ¥ 1a khong c¢6 quan
diém nao ding hay sai ca, tit ca quan diém cta quy vi déu gitp ich cho nghién ctru ctia
to1. To1 xin cam doan nhitng thong tin tr quy vi hoan toan duogc gitt bi mat.

PHAN 1: THONG TIN SANG LOC

Dé viéc thu thdp mau nghién ciru dwege chinh xdc, xin quy vi cho biét mét sé théng
tin sau day:

S1: Cong viéc hién tai ciia quy vi ¢6 lién quan dén cac nganh nghé sau khong: Hurdng
dan vién du lich, nhéan vién cdc cong ty té chirc, diéu hanh tour hay té chirc sy kién...
hay khong?

C6 O (Dung) Khéng O (Tiép tuc S2)

S2: Quy vi ¢6 st dung cac trang mang xa hoi (Facebook, Zalo, Instagram, Tiktok...)
hay khong?

C6 O (Tiép tuc S3) Khong O (Dirng)

S3: Khi 1én ké hoach cho chuyén du lich trong nudc v6i myc dich tham quan/ nghi
dudng... quy vi c6 lay thong tin tir cac trang mang xa hoi (Facebook, Zalo, Twitter,
Instagram, Tiktok....) khong?

C6 O (Tiép tuc Sa) Khong O (Dirng)

S4: Trong 3 ndm gan day, quy vi di timg di du lich dén nhitng diém dén du lich bién

nao sau day va xin cho biét thoi gian luu tra tai diém dén d6 13 bao 1au? Luu y: C6 thé

chon nhiéu diem dén da tung dén du lich trong cac diém den bén dudi.

Piém dén du lich bién da tig dén Thoi gian luu tru (ngay)
0 Cira Lo — Nghé An
[0 Pa Ning
[ Quy Nhon — Binh Dinh
L] Tuy Hoa — Pht Yén
L] Nha Trang — Khanh Hoa
L] Phan Rang — Ninh Thuén
[0 Phan Thiét — Binh Thuén
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Néu chuwea tirng dén bat ky 1 diém dén du lich bién nao ké trén (ding phong van),
néu da dén du lich tai mét trong cac diém dén ké trén (tiép tuc Ss).
Ss: Gia st trong 1 ndm dén, quy vi c6 ¥ dinh di du lich dén cac diém dén du lich

bién thi cho biét cac di€ém dén ma quy vi s€ lua chon trong s6 cac di€ém dén sau:

Diém dén du lich bién dy dinh sé di Diém dén du lich bién dy dinh sé di
[J Ha Long — Quang Ninh [J Quy Nhon — Binh Pinh
[0 Db Son — Hai Phong [ Tuy Hoa — Phu Yén
[0 Sam Son — Thanh Hoa [1 Nha Trang — Khanh Hoa
[J Ctra Lo — Ngh¢ An [ Phan Rang — Ninh Thuan
0 Pong HSi — Quang Binh [0 Phan Thiét — Binh Thuan
[0 Lang C6 — Hué [0 Ba Ria Viing Tau
[0 Pa Ning [1 Con Dao - Ba Ria Viing Tau
L1 Hoi An - Quang Nam [0 Phu Qubc — Kién Giang
[ Ly Son — Quang Ngai LKhac ..o,

Luu y: Co thé chon nhieu diém dén du lich bién du kién sé di & trén.
PHAN 2: THONG TIN CA NHAN

Xin quy vi cho biét cdc théng tin cd nhan sau:

1. Gidi tinh: [] Nam O N

2. Nam sinh: ..............

3. Murc thu nhédp binh quén hang thang ctaca nhan: ..................... triéu dong.

4. Trong 3 ndm gan day, quy vi cho biét s6 lan trai nghiém du lich ctia minh .... lan;
Trong do, s6 lan dén cac diém dén du lich biénia ... lan;
Trong do, sé lan dén cdac diém dén du lich bién tai mién trung la ... ... lan.

5. Xin cho biét quy vi thuong ldy théng tin vé diém dén du lich tir trang mang x4 hoi
nao dé 1én ké hoach cho chuyén du lich ctia minh?
[0 Facebook
Tiktok
Zalo
YouTube
Instagram
Twitter

TripAdvisor

O O0Oo0oo0oogoo0oo
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PHAN 3: NQI DUNG PHONG VAN

Sau day chung t6i s& tim hiéu ting nhan té trong nghién ctru vé “Tdc déng ciia
marketing thong qua mang xd hdi va sw gdn két du khdch dén long trung thanh diém
dén du lich bién tai Mién Trung - Viét Nam”.

Dé thong tin quy vi tra 11 chinh x4c va day du, quy vi vui long chon 1 diém dén
du lich bién cu thé (goi tit 1a diém dén X) dudi day:

0 Pa Nang

L] Tuy Hoa — Phu Yén

[ Nha Trang — Khanh Hoa

1 Ninh Chir — Ninh Thuan

Vi diém dén du lich bién X (diém dén ma quy vi di chon é trén), quy vi vui 1ong
cho biét nhan dinh chinh x4c ctia ban than minh cho ting phat biéu dugc liét ké bén duéi
bang cach khoanh tron MOT trong 7 mirc d9 duéi diy theo thang do likert 7 cap do:

(1) Hoan toan khong dong ¥

(2) Khong dong ¥
(3) Khéng dong ¥ doi chit
(4) Trung dung
(5) Kha dong ¥
(6) Déng ¥
(7) Hoan toan dong y
Cho biét y kién ciia quy vi vé cdc nhin dinh sau
Ki 1. ,
N Thang do/ bién quan sat Hoan Hodn
hi¢u toan > .
toan
khong X
X dong y
dong y

CAC HOAT PONG MARKETING QUA MANG XA HOI: Puogc hiéu la
SMMA viéc sir dung cdc phwong phdp truyén thong marketing hiéu qua thong qua cdc
nén tang mang xa hoi nham thu hit nhén thire, xay dung moi quan hé va anh

hwdng dén hanh vi ciia nguoi tiéu ding (du khdach).

ENT Tinh gidi tri: Murc do ma cdc bai dang va noi dung trén mang xa hoi cua diem den duwoc
cam nhan la mang tinh giai tri, vui vé hodc thu vi

No6i dung dugc tim théy trén
1 mang x3 hoi cia diém dén ma | 1 2 3 4 5 6 7

to1 ua thich 1a thu vi.

Thét tha vi khi thu thap thong
2 | tin vé san pham/ dich vu lién | 1 2 3 4 5 6 7

quan dén diém dén nay thong
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qua kénh truyén thong trén

mang xa hoi cua diém dén.

Noi dung duoc tim thiy trén

cac trang mang xa hoi cia diem

3 dén ma t6i wa thich mang tinh 1 2 3 4 > 6 !
giai tri.
i Thong tin: Muecc do ma mang xa fzéi cua fiie;m dén dwoe cam nhdn la cung cdp théng tin
chinh xdc, hitu ich va toan dién vé san pham/dich vu du lich.
Mang xi hoi cua diém dén cung
1 cap thong tin chinh xac vé san | 1 2 3 4 5 6 7
phém va dich vu.
Mang x3 hoi ctia diém dén cung
2 . i 1 2 3 4 5 6 7
cap thong tin hiru ich.
Thong tin dugc cung cép boi
3 mang x3 hoi cua diém dén la| 1 2 3 4 5 6 7
toan dién.
Tinh twong tac: Muc do ma mang xa hoi cua diém dén tao diéu kién va khuyén khich
INT | du khdch chia sé néi dung, bay té quan diém va tiwong tac véi nha qudn 1y diém dén
cting nhu nhitng du khach khac.
Mang xa hoi cua diém dén cho
1 phép t6i chia sé va cap nhatndi | 1 2 3 4 5 6 7
dung hién co.
Piém dén nay thuong xuyén
2 tuong tac voi nguoi theo ddi va | 1 2 3 4 5 6 7
nguoi ham md trén mang xa hoi.
That d& dang dé bay to y kién va
tro chuyén véi nguoi dung khac
3 N pAr o g 1 2 3 4 5 6 7
thong qua mang xa hoi cia diem
dén toi ua thich.
Ca nhan hoa: Muvc do ma mang xd hoi cua diém dén dwoc cam nhan la cung cdp cac
PER | dich vu, thong tin hoac dé xudt dwoc diéu chinh phu hop voi nhu cau va sé thich cd
nhan cua du khach.
Mang xa hoi cua diém dén dé
1 xuit cic san pham/ dich vu| 1 2 3 4 5 6 7
dung theo yéu cau cua toi.
T6i nghi rang nhu cau cia toi
2 duoc dap ung khi st dung mang | 1 2 3 4 5 6 7

x4 hoi cua diem dén.
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Mang xa héi cua diém dén giup

3 | t6i ca nhan héa viéc tim kiém | 1 2 3 4 5 6 7
thong tin.
Tinh xu hwong: Mirc do ma mang xa hogi cua diém dén dwoc cam nhdn la cdp nhat
TRE | nhitng tin tirc méi nhat, cac chii dé thao ludn thoi thwong va la kénh théng tin hop thoi,
phé bién.
No6i dung trén cac trang mang
1 | x3hoicia diém dén 1a thong tin | 1 2 3 4 5 6 7
moi nhét.
Viéc st dung mang xa hdi cua
2 o 1 2 3 4 5 6 7
diém dén rat hop xu hudng.
Céac chu dé trén mang xa hdi cua
3 diém dén thuong duoc thao luan | 1 2 3 4 5 6 7
s0i noi.
Truyén migng dién tiv: Mirc a6 ma du khdch cam nhdn dwoc va tham gia vao viéc gidi
EWOM| thiéu, chia sé kinh nghiém va khuyén khich nguoi khac sir dung/trai nghiém diém dén
théng qua cdc nén tang mang xd hoi ciia diém dén
T6i khuyén ban bé minh truy
1 cap vao trang mang xa hgi cua | 1 2 3 4 5 6 7
diém dén.
T6i khuyén khich ban bé va gia
2 dinh str dung trang mang xa hoi | 1 2 3 4 5 6 7
cta diém dén nay.
T6i mudn chia sé trai nghiém
ctia minh véi ban bé va gia dinh
3 _ = 1 2 3 4 5 6 7
thong qua mang xa hdi cua diém
dén nay.
SU GAN KET CUA DU KHACH: Puoc hiéu la trang thdi tam 1y da chiéu,
vuot ra ngoai giao dich mua ban don thuan, dac trung boi mirc do dau tw vé
TE | nhdn thirc, cam xiic va hanh vi cia du khdch vdao cdc tiong tac lién quan dén
diém dén. Trang thdi ndy dwoc tao ra béi cdc trai nghiém twong tac véi diém
tham quan, dich vu va hoat dong tai diém dén.
o Sw nhan dién: Mirc c'z‘:é du khach c?dm t’hdry 6 sw két noi cam xiic va tam Iy manh mé, xem
su thanh cong hay that bai cua diem dén nhuw cua chinh minh.
To6i rat quan tam dén ¥ kién/
1 binh luan cua ngudi khac vé | 1 2 3 4 5 6 7

diém dén nay.

-62 -




T6i cam thay khong vui khi ai

2 d6 c6 nhirng binh luan tiéu cuc 1 2 3 4 5 6 7
vé diém dén nay.
T6i cam thay vui khi ai d6 khen
3 g A gA 1 2 3 4 5 6 7
ngoi diém dén nay.
. Sw nhigt tinh: Mirc do du khdch cam thdy himg thii, say mé va ¢6 cam xiic tich cuc
manh mé doi véi diém dén, cdc dich vu va hoat dong ciia né.
1 T6i yéu diém dén nay. 1 2 3 4 5 6 7
To61 say mé voi hanh trinh tai
2 R 1 2 3 4 5 6 7
diém dén nay.
T6i cam thay hao himg v6i nhitng
3 VI 1 2 3 4 5 6 7
trai nghiém tai diém dén nay.
AT Sw chii y: Mirc dp du khach chii djng va cé ¥ thire tdp trung s quan tam vao diém dén,
tich cuc tim kiém thong tin va tham gia vao cac hoat dong, dich vu lién quan.
Toi cap nhat thuong xuyén tin tirc
moéi nhat vé diém dén nay (san
1 . . . A 1 2 3 4 5 6 7
pham, dich vu va hoat dong du
lich).
T6i quan tam dén cac san pham/
2 dich vu gan lién vé6i thuong hiéu | 1 2 3 4 5 6 7
cua diém dén nay.
Bit cir diéu gi lién quan dén diém
3 | dénnaydéuthuhatsuchaycoa| 1 2 3 4 5 6 7
toi.
T6i cha ¥ dén tin tire vé diém dén
4 ‘ P 1 2 3 4 5 6 7
nay hon so véi nguoi khac.
AB Sw cudn hiit: Trang thdi tap trung cao do, dam chim hoan toan vao trdi nghiém twong
tac véi diem dén, dén mikc tam thoi quén di moi thit xung quanh va thoi gian.
T6i quén mat moi tha xung
1 quanh khi tap trung tuong tac | 1 2 3 4 5 6 7
v6i diém dén nay.
Thot gian tr61 nhanh khi to1 ghé
2 A A 1 2 3 4 5 6 7
tham diém dén nay.
Khi t6i ghé thim diém dén nay,
3 T S 1 2 3 4 5 6 7
to1 bi 161 cudn boi no.
T6i cam thiy bay bong/ lang 1an
g | rCAmEYDAOORE EEEE |y 3 | 4 | s | 6 | 7
khi tuwong tac véi diém dén nay.
Twong tdc xd héi: Cam xiic va hanh vi lién quan dén viéc két noi, chia sé va thdo ludn
SI | vdi nhitng ngueoi khdc (gia dinh, ban bé, du khdach khéc, ngwoi dan dia phwong) vé cdc

hoat dong va trai nghiém lién quan den diém den, ca truc tuyén va ngoai tuyén.
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Chuyén tham quan & diém dén

nay mang lai cho t6i nhiéu thoi

1 . o N 1 2 3 4 5 6 7
gian vui vé hon bén gia dinh,
ban bé.
To6i thich thdo ludn véi nhiing
2 nguoi cing quan tam dén diém | 1 2 3 4 5 6 7
dén nay.
Téi thich thdo ludn/ trao doi vé
3 ot 1 2 3 4 5 6 7
diém dén nay mot cach tich cuc.
Toi thich trao d6i suy nghi, ¥
4 tuéng ctia minh vé diém dén nay | 1 2 3 4 5 6 7
vé1 nguoi khéc.
NIEM TIN PIEM DEN: Niém tin va sw tin cdy ciia du khdch vao kha ning va
5 thién chi cua diém dén (bao gom cdc nha cung cdp dich vu, co quan qudn 1y)
trong viéc thyc hién dung nhitng gi da hita hen, cung ccfp dich vu mot cach minh
bach, dang tin cdy, gidm thiéu rii ro va gidi quyét van dé mot cach théa dang.
DPiém dén nay dam bao su hai
1 . N 1 2 3 4 5 6 7
long cho toi.
T6i cam thay tin tuong vao diém
2 L. 1 2 3 4 5 6 7
dén nay.
Diém dén nay sé& nd lyc dé 1am
3 . 1 2 3 4 5 6 7
to1 hai long.
Diém dén nay s& nd lyc va chan
4 thanh giai quyét nhimg méi lo | 1 2 3 4 5 6 7
cua toi.
SU HAI LONG: Pdnh gid tong thé mang tinh cam xic va nhan thirc cia du
SA | khdch vé todn bé trai nghiém du lich tai mot diém dén, dura trén su so sanh giita
ky vong truoc chuyén di va hiéu sudt thuwe té cam nhéan dwoc.
T6i rat thich chuyén thim t&i
1 oo 1 2 3 4 5 6 7
diém dén nay.
T6i hai long véi quyét dinh dén
2 S S S 1 2 3 4 5 6 7
tham diém dén nay.
Trai nghiém du lich nay ding la
3 N , 1 2 3 4 5 6 7
diéu t61 mong doi.
4 | Pay la mot chuyén du lich tha vi. | 1 2 3 4 5 6 7
LONG TRUNG THANH VOI DPIEM DEN: Cam két vé mdt thdi d va hanh
DL vi ciia du khach doi véi mét diém dén cu thé, thé hién qua y dinh manh mé vé

viéc quay tro lai diéem dén trong twong lai va san long gidi thiéu, noi tot vé diém

dén dé cho nguoi khdc.
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Y dinh quay tré lgi: Kha nang hodc ké hoach ciia du khach sé thuc hién mot

RE . . . s

chuyén tham khac dén cung mot diém den.
Néu phai chon lai, t6i van sé

1 . 1 2 3 4 5 6 7
chon diém dén nay.
T6i c6 ké hoach quay tro lai

2 2 ax . 1 2 3 4 5 6 7
diém dén X trong tuong lai.
T6i s& viéng tham lai diém dén

3 . , 1 2 3 4 5 6 7
nay trong tuong lai.

Y Y dinh truyén miéng: Mirc d san long ciia du khdch chia sé nhitng thong tin va

danh gid tich cwc vé diém dén cho ban bé, nguwoi than hodc cong dong.
T6i mudn gidi thiéu diém dén

1 . N o 1 2 3 4 5 6 7
nay cho nhitng nguoi khac.
Tbi s& ndi tich cuc vé diém dén

2 L o 1 2 3 4 5 6 7
nay véi nhitng nguoi khac.
T6i san sang gidi thiéu diém dén

3 . o 1 2 3 4 5 6 7
nay cho nguoi khac.

Xin cdm on quy vi dd nhiét tinh hé tro nghién civu nay!

Chuc quy vi va gia dinh luon vui vé, hanh phuc va thanh cong!
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PHU LUC 7: TOM TAT KET QUA PHAN TiCH PINH LUQNG SO BQ (N = 55)

Thang do/Thanh M S6 bién quan Cronbach's Twong quan bién Cronbach's
. sat (Trudc Alpha (Trwéc ., Alpha (Sau Danh gia
phan hi¢u tong (CITC)
hi€¢u chinh) hi€¢u chinh) hi€¢u chinh)
Cdc hoat dong marketing qua mang xa hgi (SMMA)
bat yéu cau vé do tin
cay noi tai (Alpha >
0,7). Tuy nhién, két
qua phan tich EFA
cho thiy thanh phan
Giai tri ENT 3 0,764 Tat ca > 0,498 0,764 nay khong dam bao
gia tri phan biét do co
hién tuong tai chéo
1én cac thanh phan
khac. Do d6, dé xuat
loai bo.
Thong tin INF 3 0,709 Tat ca>0,517 0,709 Pat yéu cau
Tét ca > 0,466
Tuong tac INT 3 0,694 (Alpha ~0,7, chap 0,694 Pat yéu cau

nhan dugc cho pilot)
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S6 bién quan Cronbach's i Cronbach's
Thang do/Thanh Ma Twong quan bién
. sat (Trudc Alpha (Trwéc ., Alpha (Sau Danh gia
phan hi¢u tong (CITC)
hi€u chinh) hi€u chinh) hi€u chinh)
Ca nhan hoa PER 3 0,753 Tét ca > 0,552 0,753 Dat yéu cau
Xu hudng TRE 3 0,834 Tat ca > 0,668 0,834 Pat yéu cau
Truyén miéng dién tt | EWOM 3 0,841 Tat ca > 0,660 0,841 Dat yéu cau
Sw gén két ciia du khéch (TE)
Su nhan dién ID 3 0,764 Tat ca> 0,579 0,764 Pat yéu cau
Su nhiét tinh EN 3 0,848 Tét ca > 0,672 0,848 Pat yéu cau
Sy cha y AT 4 0,885 Tat ca > 0,700 0,885 Pat yéu cau
Su cudn hut AB 4 0,923 Tét ca > 0,762 0,923 Pat yéu cau
, SI2 ¢c6 CITC= | 0,775 (sau khi | Loai bo SI2 thi dat
Tuong tac xa hoi SI 4 0,134 _ .
0,079 (< 0.3) loai SI2) yéu cau
Niém tin diém dén DT 4 0,799 Tat ca > 0,547 0,799 Pat yéu cau
Suw hai long du khdch SA 4 0,820 Tatca>0,519 0,820 Pat yéu cau
Long trung thanh diém dén (DL)
Y dinh quay tro lai RE 3 0,794 Tat ca> 0,528 0,794 Pat yéu cau
Y dinh truyén miéng WOM 3 0,832 Tat ca > 0,599 0,832 Pat yéu cau

-67 -




PHU LUC 8: BANG HOI NGHIEN CUU PINH LUQNG CHINH THU'C

Xin chao quy vi, hién tai t61 dang thyc hién mot nghién cou “Tdac dong cua
marketing thong qua mang xd hdi va sw gdn két du khdch dén long trung thanh diém
dén du lich bién tai Mién T rung - Viét Nam”, v&1 muc dich phuc vu cho dé tai nghién
clru cua t6i, khong c6 muc dich kinh doanh, rit mong quy quy vi danh chut thoi gian
trao d6i mot s suy nghi/ nhan dinh ctia ca nhan minh va xin luu ¥ 1a khong c¢6 quan
diém nao ding hay sai ca, tit ca quan diém ctia quy vi déu giup ich cho nghién ctru ctia
to1. To1 xin cam doan nhitng thong tin tr quy vi hoan toan duogc gitt bi mat.

PHAN 1: THONG TIN SANG LQC

Dé viéc thu thdp mau nghién ciru dwge chinh xdc, xin quy vi cho biét mét s6 théng
tin sau day:

S1: Cong viéc hién tai ctia quy vi ¢6 lién quan dén cac nganh nghé sau khong: Hirdng
dan vién du lich, nhdn vién cdc cong ty t6 chirc, diéu hanh tour hay té chire sw kién...
hay khong?

C6 O (Dung) Khéng O (Tiép tuc S2)

S2: Quy vi c6 st dung cac trang mang xa hoi (Facebook, Zalo, Instagram, Tiktok...)
hay khong?

C6 O (Tiép tuc S3) Khéng O (Dirng)

S3: Khi 1én ké hoach cho chuyén du lich trong nudc v6i myc dich tham quan/ nghi
dudng... quy vi c6 lay thong tin tir cac trang mang x3 hoi (Facebook, Zalo, Twitter,
Instagram, Tiktok....) khong?

C6 O (Tiép tuc Sa) Khéng O (Dung)

S4: Trong 3 ndm gan day, quy vi di timg di du lich dén nhitng diém dén du lich bién

nao sau day va xin cho biét thoi gian luu tra tai diém dén d6 13 bao 1au? Luu y: C6 thé

chon nhiéu diem dén da tung dén du lich trong cac diém den bén dudi.

Piém dén du lich bién da tig dén Thoi gian luu tru (ngay)
OCralLo-Ngh¢ An | .,
ODANINE
0 Quy Nhon—-Binh BPinh | ...
O TuyHoa—PhuYén | .,

U Nha Trang — Khanh Hoa | ...,

0 Phan Rang — Ninh Thudn | ...
O Phan Thiét — Binh Thudn | oo,
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Néu chuwea tirng dén bat ky 1 diém dén du lich bién nao ké trén (ding phong van),
néu da dén du lich tai mét trong cac diém dén ké trén (tiép tuc Ss).
Ss: Gia st trong 1 ndm dén, quy vi c6 ¥ dinh di du lich dén cac diém dén du lich

bién thi cho biét cac di€ém dén ma quy vi s€ lua chon trong s6 cac di€ém dén sau:

Diém dén du lich bién dy dinh sé di Diém dén du lich bién dy dinh sé di
[J Ha Long — Quang Ninh [J Quy Nhon — Binh Pinh
[0 Db Son — Hai Phong [ Tuy Hoa — Phu Yén
[0 Sam Son — Thanh Hoa [1 Nha Trang — Khanh Hoa
[J Ctra Lo — Ngh¢ An [ Phan Rang — Ninh Thuan
0 Pong HSi — Quang Binh [0 Phan Thiét — Binh Thuan
[0 Lang C6 — Hué [0 Ba Ria Viing Tau
[0 Pa Ning [1 Con Dao - Ba Ria Viing Tau
L1 Hoi An - Quang Nam [0 Phu Qubc — Kién Giang
[ Ly Son — Quang Ngai LKhac ..o,

Luu y: Co thé chon nhieu diém dén du lich bién du kién sé di & trén.
PHAN 2: THONG TIN CA NHAN

Xin quy vi cho biét cdc théng tin cd nhan sau:

1. Gidi tinh: [] Nam O N

2. Nam sinh: ..............

3. Murc thu nhédp binh quén hang thang ctaca nhan: ..................... triéu dong.

4. Trong 3 ndm gan day, quy vi cho biét s6 lan trai nghiém du lich ctia minh .... lan;
Trong do, s6 lan dén cac diém dén du lich biénia ... lan;
Trong do, sé lan dén cdac diém dén du lich bién tai mién trung la ... ... lan.

5. Xin cho biét quy vi thuong ldy théng tin vé diém dén du lich tir trang mang x4 hoi
nao dé 1én ké hoach cho chuyén du lich ctia minh?
[0 Facebook
Tiktok
Zalo
YouTube
Instagram
Twitter

TripAdvisor

O O0Oo0oo0oogoo0oo
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PHAN 3: NOI DUNG PHONG VAN

Sau day chung t61 s€ tim hiéu tirng nhan t6 trong nghién ctru vé “Tdc dong cua

marketing thong qua mang xd hdi va sw gdn két du khdch dén long trung thanh diém
dén du lich bién tai Mién Trung - Viét Nam ™.

Dé thong tin quy vi tra 11 chinh x4c va day du, quy vi vui long chon 1 diém dén
du lich bién cu thé (goi tit 1a diém dén X) dudi day:

0 Pa Nang

L] Tuy Hoa — Phu Yén

[ Nha Trang — Khanh Hoa

1 Ninh Chir — Ninh Thuan
Vi diém dén du lich bién X (diém dén ma quy vi di chon é trén), quy vi vui 1ong

cho biét nhan dinh chinh x4c ctia ban than minh cho ting phat biéu dugc liét ké bén duéi

bang cach khoanh tron MOT trong 7 mirc d9 duéi diy theo thang do likert 7 cap do:

(1) Hoan toan khong dong ¥

(2) Khong dong y
(3) Khéng dong ¥ doi chit
(4) Trung dung
(5) Kha dong ¥
(6) Pong ¥
(7) Hoan toan dong y
Cho biét y kién ciia quy vi vé cdc nhin dinh sau
i 1.
I.(Al Thang do/ bién quan sat | o Hj'an
hi¢u toan > toan
kl:éngr dong y
dong y
CAC HOAT PONG MARKETING QUA MANG XA HOI: Puogc hiéu la
SMMA vig?c sw dung cac phuong Phdp truyén théng marketing hiéu q’ud thong qua cac
nén tang mang xd hoi nham thu hut nhan thiec, xay dung moi quan hé va anh
hwdng dén hanh vi ciia nguoi tiéu ding (du khdch).
INF Théng tin: Mirc do ma mang xd {1(31’ cua c?ié’m dén dwoc cam nhdn la cung cdp thong tin
chinh xac, hitu ich va toan dién vé san pham/dich vu du lich.
Mang xa hoi cua diém dén cung
1 cap thong tin chinh xac vé san | 1 2 3 4 5 6 7
phém va dich vu.
5 N{ang z<€1 h(f?i cﬁNa d’iém dén cung | 7 3 4 5 6 7
cap thong tin hiru ich.
Thong tin dugc cung cip boi
3 | mang xa hoi cia diém dén la| 1 2 3 4 5 6 7
toan dién.
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Cho biét ¥ kién ciia quy vi vé cic nhan dinh sau
, 1.
I.El Thang do/ bién quan sat | o H07an
hi¢u toan > toan
kl:ong, dong y
dong y
Tinh twong tac: Mic do ma mang xa hoi cua diém dén tao diéu kién va khuyén khich
INT | du khdch chia sé ndi dung, bay t6 quan diém va twong téc véi nha qudn 1y diém dén
cting nhw nhitng du khach khac.
Mang xa hoi cua diém dén cho
1 phép t6i chia sé va cép nhat | 1 2 3 4 5 6 7
ndi dung hién co.
Diém dén nay thuong xuyén
) thO’ng t‘ai.c Vf'fi ngtAI(‘yi :[heo doi 1 7 3 4 5 6 7
va nguoi ham md trén mang
x4 hoi.
That dé dang dé bay to y kién va
3 tr(‘)A chuyén voi nglrbiAflﬁ{lg k.liéc 1 7 3 4 5 6 7
thong qua mang xa hoi cua diém
dén t6i ua thich.
Ca nhan hoa: Muvc do ma mang xa hoi cua diém dén dwoc cam nhdn la cung cdp cac
PER | dich vu, thong tin hoac dé xudt dwoc diéu chinh phu hop voi nhu cau va sé thich cd
nhan cua du khach.
Mang x3 hoi cia diém dén dé
1 | xuét cac san pham/ dich vu dung | 1 2 3 4 5 6 7
theo yéu cau cua toi.
T6i nghi rang nhu ciu cia toi
2 duoc dap (mg khi sir dung mang | 1 2 3 4 5 6 7
x4 hoi cua diém dén.
Mang xa héi cta diém dén gitp
3 | toi c4 nhan héa viéc tim kiém | 1 2 3 4 5 6 7
thong tin.
Tinh xu hwong: Muc do ma mang xa hgi cua diém dén dwoc cam nhén la cdp nhat
TRE | nhitng tin tirc méi nhat, cac chii dé thao ludn thoi thwong va la kénh thong tin hop thoi,
pho bién.
Noi dung trén cac trang mang
1 x3 hoi ciia diém dén 1a thong tin | 1 2 3 4 5 6 7
moi nhat.
o | Viesudyng mang xa hotcta | )53y s | g | g
diém dén rat hop xu hudng.
Céc chu dé trén mang xa hdi cua
3 diém dén thuong duoc thao luan | 1 2 3 4 5 6 7
s0i noi.
Truyén miéng dién tiv: Mirc d6 ma du khach cam nhdn dwoc va tham gia vao viéc gidi
EWOM | thiéu, chia sé kinh nghiém va khuyén khich nguoi khdc siv dung/trdi nghiém diém dén

thong qua cac nén tang mang xa hoi cua diém dén
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Cho biét y kién cua quy vi vé cac nhan dinh sau

1.

Kl’ e A z Hodn 7'
oA Thang do/ bién quan sat X Hoan
hi¢u toan > toan
khong done v
dong y ongy
To61 khuyén ban bé minh truy
1 cap vao trang mang xa hdi cia | 1 2 3 4 5 6 7
diém dén.
T6i khuyén khich ban bé va gia
2 dinh sur dung trang mang xa hoi | 1 2 3 4 5 6 7
cta diém dén nay.
T6i mudn chia sé trai nghiém
12 minh v&i ban bé va eia dinh
3 Cllfl minh v&i ban t ¢ Ka %1a .1Xn 1 ) 3 4 5 6 7
thong qua mang xa hdi cia diem
dén nay.
SU GAN KET CUA DU KHACH: Puoc hiéu la trang thdi tam Iy da chiéu,
vuot ra ngoai giao dich mua ban don thuan, ddc trung boi mirc do dau tw ve
TE | nhdn thirc, cam xiic va hanh vi cia du khdch vdo cdc twong tac lién quan dén
diém dén. Trang thdi ndy dwoc tao ra béi cdc trdi nghiém twong tac véi diém
tham quan, dich vu va hoat dong tai diém deén.
Sw nhan dién: Murc do du khdach cam thcfy ¢6 sur két noi cam xiic va tam ly manh mé, xem
ID N A A . ” . A A » ’ )
su thanh cong hay that bai cua diém dén nhu cua chinh minh.
Toi rat quan tim dén y kién/
1 binh ludn cia nguodi khac vé | 1 2 3 4 5 6 7
diém dén nay.
T6i cam thay khong vui khi ai
2 do6 c6 nhitng binh lun tiéu cuc | 1 2 3 4 5 6 7
vé diém dén nay.
3 | Toicam thé}: vui khi ai d6 khen | | 5 3 4 5 6 -
ngoi diém dén nay.
Sw nhigt tinh: Mirc d du khdach cam thday hirng thi, say mé va cé cam xiic tich cuec
EN O Y S . . . T
manh mé doi voi diém den, cac dich vu va hoat dong cua no.
1 | Téi yéu diém dén nay. 1 2 3 4 5 6 7
) Tii say: m? vo1 hanh trinh tai 1 7 3 4 5 6 7
diém dén nay.
Toi cam thay hao himg véi nhir
3 | orcom A ERATEVOImE | 2 | 3 | 4 | 5 | 6 | 7
trai nghiém tai diém dén nay.
AT Sw chit y: Mire dé du khdch chii dong va c6 y thire tdp trung sw quan tam vao diém dén,
tich cyc tim kiem thong tin va tham gia vao cdc hoat dong, dich vu lién quan.
T6i thich cap nhat thém thong ti
1 0i thich cap nhit thém théng tin | ) 3 4 5 6 7

vé diém dén nay thuong xuyén.
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Cho biét y kién cua quy vi vé cac nhan dinh sau

Ki 1. 7
<A Thang do/ bién quan sat | o Hoan
hi¢u foan > toan
kl:éng, dong y
dong y
T6i quan tAm dén cac san pham/
2 | dich vu gén lién v6i thuong hiéu | 1 2 3 4 5 6 7
cta diém dén nay.
Bét cir didu gi lién quan dén
3 diém dén nay déu thu hutsycha | 1 2 3 4 5 6 7
y cua toi.
A Tf)i cl‘m v dén m’q. tlrc Ve diém i 5 3 4 5 6 .
dén nay hon so vdi nguodi khac.
Sw cudn hiit: Trang thdi tap trung cao do, dam chim hoan toan vao trai nghiém twong
AB , [ TS A A , N A . . ’ \ e .
tdc voi diém den, den murc tam thoi quén di moi thir xung quanh va thoi gian.
T6i quén mat moi tht xung
1 quanh khi tip trung tuong tac | 1 2 3 4 5 6 7
v6i diém dén nay.
) Tl}(‘)’i g.iim tr(;)i nl}anh khi t61 ghé 1 ’ 3 4 5 6 7
tham diém dén nay.
3 Kh1 ;6{ .ghékthéran. di,ém dén nay, i 5 3 4 5 6 .
to1 bi 161 cudn béi nod.
T61i cam thay bay bong/ lang lang
4 khi twong tic voi diém dén nay. I 2 3 4 > 6 7
Twong tic xa hji: Cam xiic va hanh vi lién quan dén viéc két noi, chia sé va thdo ludn
SI | voi nhitng nguoi khdc (gia dinh, ban be, du khdach khac, ngum ddn dia phu’ong) Vé cdc
hoat déng va trai nghiém lién quan dén diém dén, ca truc tuyén va ngoai tuyén.
Toi thich twong tic vdi nhing
1 ngudi ¢6 ciing so thich vé diém | 1 2 3 4 5 6 7
dén nay.
To61 tham gia tich cuc vao cac
2 cudc thao luan lién quan dén | 1 2 3 4 5 6 7
diém dén nay.
Noi chung, t61 thuc sy thich chia
3 sé v tudng vé diém dén nay véi | 1 2 3 4 5 6 7
nguoi khac.
NIEM TIN PIEM PEN: Niém tin va su tin cdy ciia du khdch vao kha ning va
DT thién chi cia diém dén (bao gom cdc nha cung cdp a’ich vu, co quan quan ly)
trong viéc thyc hién dung nhu’ng gi da hira hen, cung cap dich vu mot cach minh
bach, ddng tin cdy, giam thiéu rii ro va gidi quyét van dé mét cach théa dang.
1 f?lem denAr'lay dam bdo su hai 1 7 3 4 5 6 7
long cho toi.
) Tf)i ceja_m thdy tin tudng vao diém 1 7 3 4 5 6 7
dén nay.
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Cho biét y kién cua quy vi vé cac nhan dinh sau

Ki 1. 7
oA Thang do/ bién quan sat | 7oen Hoan
hi¢u toan > toan
khong done v
dong y ong y
3 }?i'én‘l‘dé:n nay s& nd luc dé lam I ) 3 4 5 6 .
to1 hai long.
Diém dén nay s& nd lyc va chan
4 thanh giai quyét nhimg mdi lo | 1 2 3 4 5 6 7
cua toi.
SU HAI LONG: Ddnh gid téng thé mang tinh cam xiic va nhan thire cia du
SA | khdch vé toan bé trdi nghiém du lich tai mot diém dén, dua trén sur so sanh gita
ky vong truoc chuyén di va hiéu sudt thue té cam nhéan dwoc.
. Tgi rétA thif:h chuyén tham t&i I ) 3 4 5 6 -
diém dén nay.
5 szi hai lc‘)ng Yéi guyét dinh dén I ) 3 4 5 6 -
tham diém dén nay.
3 T‘I‘fli nghiém du li?h nay dang la 1 ’ 3 4 5 6 7
di€u t61 mong doi.
4 Pay 1a mot chuyén du lich thu vi. 1 2 3 4 5 6 7
LONG TRUNG THANH VOI DIEM DEN: Cam két vé mt thdi d va hanh
DL vi cia du khach doi véi mét diém dén cu thé, thé hién qua y dinh manh mé vé
viéc quay tré lai diém dén trong twong lai va san long gidi thiéu, néi tot vé diém
dén dé cho nguoi khdc.
RE Y dinh quay tré lgi: Khda nang hodc ké hoach cia du khéch sé thuc hién mét
chuyén tham khdc dén ciing mot diém dén.
. Néu pl}fli CIT;QH }ai, toi van s& I ) 3 4 5 6 .
chon diém dén nay.
Toi ¢6 ké hoach quay tro lai
2 diém dén X trong tuong lai. I 2 3 4 > 6 7
3 T‘()i s viéng thémhlai diém dén 1 7 3 4 5 6 7
nay trong tuong lai.
Y dinh truyén miéng: Mirc d6 san long cia du khdch chia sé nhitng thong tin va
WOM ’ cror A 3. A A \ N A “ A A
danh gia tich cuc vé diém den cho ban be, nguoi than hodc cong dong.
| Toi mudn gioi thidu diém dén i 5 3 4 5 6 -
nay cho nhiing ngudi khéc.
) TfSi sé’ p(’)i Eich cuc Vé di,ém dén | 7 3 4 5 6 7
nay voi nhitng nguoi khac.
; | Toi san sang gi6i thiéu diém dén i ) 3 4 5 6 -

nay cho nguoi khac.

Xin cam on quy vi da nhigt tinh hé tro nghién ciru nay!

Chuc quy vi va gia dinh luén vui vé, hanh phiic va thanh cong!
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PHU LUC 9: PO LECH PHUONG PHAP CHUNG (CMB)
Phu luc 9.1: Kiém dinh CMB béing phwong phap Harman’s one-factor

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Component Total V:ioi ;lfce Cum;:ative Total V;Zoi ;lfce Cum;;:ative
1 17,038 37,038 37,038 17,038 37,038 37,038
2 2,624 5,704 42,743
3 1,832 3,982 46,724
4 1,587 3,449 50,174
5 1,492 3,243 53,417
6 1,404 3,051 56,468
7 1,296 2,816 59,285
8 1,145 2,489 61,773
9 1,129 2,454 64,227
10 1,026 2,230 66,457
11 0,954 2,074 68,531
12 0,887 1,927 70,458
13 0,792 1,722 72,180
14 0,642 1,395 73,574
15 0,580 1,261 74,835
16 0,561 1,219 76,054
17 0,539 1,171 77,225
18 0,524 1,139 78,364
19 0,503 1,094 79,458
20 0,492 1,070 80,528
21 0,480 1,043 81,571
22 0,466 1,014 82,585
23 0,463 1,007 83,592
24 0,457 0,994 84,586
25 0,446 0,970 85,556
26 0,437 0,950 86,506
27 0,419 0,912 87,418
28 0,411 0,892 88,311
29 0,398 0,865 89,176
30 0,381 0,829 90,005
31 0,374 0,813 90,818
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32 0,362 0,788 91,605
33 0,346 0,753 92,358
34 0,330 0,717 93,076
35 0,327 0,710 93,786
36 0,323 0,701 94,487
37 0,311 0,677 95,164
38 0,298 0,648 95,812
39 0,287 0,624 96,436
40 0,273 0,593 97,029
41 0,257 0,560 97,588
42 0,249 0,541 98,129
43 0,237 0,516 98,645
44 0,215 0,467 99,112
45 0,208 0,453 99,565
46 0,200 0,435 100,000

Extraction Method: Principal Component Analysis.

Phu luc 9.2: Két qua Kiém dinh CMB bing phuwong phap da cong tuyén toan dién

Inner model - List

VIF
AB -> Random Dummy 1,640
AT -> Random Dummy 1,541
DT -> Random Dummy 1,351
EN -> Random Dummy 1,570
EWOM -> Random Dummy 1,565
ID -> Random Dummy 2,486
INF -> Random Dummy 1,870
INT -> Random Dummy 1,847
PER -> Random Dummy 1,032
RE -> Random Dummy 2,002
SA -> Random Dummy 2,059
SI -> Random Dummy 1,610
TRE -> Random Dummy 1,918
WOM -> Random Dummy 2,655
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Phu luc 9.3: Hé s6 xac dinh (R?) truwée va sau khi thém Nhén t6 chung

Cau triic | R?goc (Trudc khithém | RZhi¢u chinh (Sau khi | Thay do6i
ndi sinh Nhén t6 chung) thém Nhan té chung) (AR?)
AB 0,630 0,630 0,000
AT 0,536 0,536 0,000
DL 0,758 0,758 0,000
EN 0,473 0,473 0,000
EWOM 0,473 0,473 0,000
ID 0,690 0,690 0,000
INF 0,550 0,553 +0,003
INT 0,620 0,620 0,000
PER 0,520 0,524 +0,004
RE 0,777 0,778 +0,001
SA 0,537 0,537 0,000
SI 0,504 0,505 +0,001
TE 0,698 0,698 0,000
TRE 0,671 0,671 0,000
WOM 0,802 0,802 0,000
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PHU LUC 10: MOT SO KET QUA PHAN TiCH MO HINH CAU TRUC BAC 1
Phu luc 10.1: Hé sb tii ngoai (Outer Loading) ciia mé hinh cu triic bic 1

AB

AT

EN

EWOM

ID

INF

INT

PER

RE

SA

SI

TRE

WOM

ABI1

0,830

AB2

0,841

AB3

0,824

AB4

0,833

ATI

0,801

AT2

0,836

AT3

0,825

AT4

0,800

EN1

0,839

EN2

0,843

EN3

0,829

EWOMI

0,846

EWOM?2

0,845

EWOM3

0,838

IDI

0,855

ID2

0,868

ID3

0,862

INF1

0,849

INF2

0,835

INF3

0,864

INTI1

0,838

INT2

0,830

INT3

0,840
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AB

AT

EN

EWOM

ID

INF

INT

PER

RE

SA

SI

TRE

WOM

PER1

0,850

PER2

0,850

PER3

0,826

RE1

0,865

RE2

0,863

RE3

0,875

SA1

0,859

SA2

0,852

SA3

0,842

SA4

0,834

SI1

0,847

SI2

0,821

SI3

0,834

TRE1

0,859

TRE2

0,867

TRE3

0,873

WOMI

0,874

WOM?2

0,885

WOM3

0,893
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Phu luc 10.2: Hé s6 Cronbach’s Alpha, d9 tin ciy tong hop (CR) va phuong sai

trich (AVE) cia mé hinh céu tric bac 1

Cronbach's Composite | Composite Average
alpha reliability reliability variance
(rho_a) (rho_¢) extracted (AVE)

AB 0,852 0,853 0,900 0,693
AT 0,832 0,833 0,888 0,665
EN 0,787 0,787 0,875 0,701
EWOM 0,796 0,796 0,880 0,710
ID 0,826 0,827 0,896 0,742
INF 0,807 0,808 0,886 0,722
INT 0,785 0,786 0,874 0,699
PER 0,795 0,796 0,880 0,709
RE 0,836 0,836 0,901 0,753
SA 0,868 0,869 0,910 0,717
SI 0,782 0,783 0,873 0,696
TRE 0,834 0,835 0,900 0,751
WOM 0,860 0,860 0,915 0,781
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Phu luc 10.3: Két qua gia tri HTMT ciia md hinh ciu tric béc 1 (giai doan 1)

tir Bootstraping 5.000 mau con

Gia tri Trung Gia tri| Trung
Cac ciip mau | binh Cac ciip mau | binh
cAu tric goc | miu 2:5% | 97,5% chu tric goc | miu 2:5% | 97,5%
O | ™M O | ™M

AT <> AB 0,528 1 0,530 {0,459 0,599 SA <> AB 0,632 | 0,633 | 0,571 | 0,695
DT <> AB 0,369 | 0,369 {0,333 ] 0,405 SA <> AT 0,559 | 0,559 | 0,491 | 0,625
DT <> AT 0,377 10,376 10,341 | 0,412 SA <> DT 0,458 | 0,458 | 0,425 | 0,492
EN <> AB 0,475 10,474 10,395| 0,553 SA <->EN 0,631 | 0,631 | 0,564 | 0,694
EN <> AT 0,467 | 0,466 |0,384| 0,548 SA<->EWOM | 0,623 | 0,623 | 0,559 | 0,685
EN <> DT 0,343 | 0,343 {0,302 | 0,385 SA <->1D 0,734 1 0,734 | 0,684 | 0,784
EWOM <> AB| 0,529 | 0,527 |0,457| 0,599 SA <-> INF 0,687 | 0,688 | 0,631 | 0,742
EWOM <> AT| 0,476 | 0,475 |0,394| 0,552 SA <->INT | 0,680 | 0,680 | 0,625 | 0,736
EWOM <->DT|0,343 | 0,343 |0,302| 0,382 SA <->PER | 0,603 | 0,603 | 0,541 | 0,663
EWOM <->EN|0,495| 0,496 (0,417| 0,574 SA <->RE 0,818 | 0,818 | 0,773 | 0,849
ID <> AB 0,693 | 0,693 [0,635| 0,749 SI<-> AB 0,561 | 0,560 | 0,493 | 0,625
ID <> AT 0,622 | 0,622 {0,556| 0,684 SI<-> AT 0,455 | 0,457 | 0,375 | 0,537
ID <> DT 0,478 | 0,478 |0,442| 0,515 SI<->DT 0,394 | 0,393 | 0,357 | 0,429
ID <> EN 0,609 | 0,608 |0,541| 0,672 SI<->EN 0,560 | 0,561 | 0,481 | 0,637
ID <->EWOM | 0,640 | 0,640 |0,576| 0,701 SI<>EWOM | 0,507 | 0,506 | 0,423 | 0,587
INF <> AB 0,609 | 0,609 {0,543 | 0,675 SI<->1D 0,622 | 0,623 | 0,558 | 0,685
INF <> AT 0,539 0,539 [0,468| 0,610 SI <> INF 0,459 | 0,460 | 0,386 | 0,534
INF <->DT 0,362 | 0,362 |0,319| 0,405 SI <> INT 0,629 | 0,631 | 0,557 | 0,701
INF <-> EN 0,530 | 0,530 (0,456| 0,604 SI <> PER 0,577 10,576 | 0,497 | 0,652
INF <>EWOM| 0,471 | 0,472 10,398 | 0,546 SI<->RE 0,629 | 0,628 | 0,561 | 0,694
INF <> 1D 0,717 1 0,717 {0,661 | 0,774 SI <> SA 0,564 | 0,564 | 0,496 | 0,628
INT <-> AB 0,552 10,553 {0,482 0,623 TRE <> AB | 0,682 | 0,682 | 0,623 | 0,740
INT <> AT 0,473 10,472 0,397 | 0,545 TRE <> AT | 0,598 | 0,598 | 0,535 | 0,660
INT <> DT 0,397 10,397 {0,358 | 0,435 TRE <->DT | 0,440 | 0,441 | 0,402 | 0,479
INT <> EN 0,632 | 0,634 {0,562| 0,705 TRE <->EN | 0,601 | 0,600 | 0,531 | 0,667
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Gia tri| Trung Gia tri|Trung
Cac cip miu | binh Cic cip miu | binh
cAu tric g("')c méu 2:5% | 97,5% cAu tric géc mau 2% | 97,5%
0 | M) O | M
INT <->EWOM| 0,570 | 0,568 {0,490 | 0,644 TRE <> 0,530 | 0,529 | 0,458 | 0,599
EWOM
INT <> 1D 0,720 | 0,720 0,663 | 0,776 TRE<->ID | 0,756 | 0,756 | 0,704 | 0,807
INT <> INF (0,610 0,611 |0,543| 0,679 TRE <> INF | 0,639 | 0,640 | 0,578 | 0,702
PER <-> AB 0,527 | 0,527 {0,457 0,595 TRE <->INT | 0,673 | 0,673 | 0,611 | 0,734
PER <-> AT 0,427 | 0,426 |0,347| 0,503 TRE <->PER | 0,625 | 0,625 | 0,559 | 0,692
PER <-> DT 0,347 | 0,347 {0,306 | 0,388 TRE <->RE | 0,690 | 0,689 | 0,631 | 0,745
PER <-> EN 0,510 | 0,512 {0,438 | 0,583 TRE <->SA | 0,699 | 0,699 | 0,645 | 0,753
PER<->EWOM | 0,487 | 0,487 |0,410| 0,565 TRE <->SI | 0,576 | 0,575 | 0,506 | 0,644
PER <-> 1D 0,552 | 0,551 {0,484 | 0,617 WOM <-> AB | 0,636 | 0,637 | 0,577 | 0,696
PER <> INF 0,479 | 0,480 |0,406| 0,553 WOM <-> AT | 0,608 | 0,608 | 0,545 | 0,669
PER <> INT (0,590 | 0,589 |0,514| 0,662 WOM <->DT | 0,607 | 0,608 | 0,581 | 0,634
RE <> AB 0,568 | 0,567 {0,498 | 0,635 WOM <->EN | 0,628 | 0,629 | 0,563 | 0,691
RE <-> AT 0,558 | 0,556 {0,483 | 0,628 WOM <= 0,603 | 0,603 | 0,537 | 0,667
EWOM
RE <> DT 0,576 | 0,577 10,549| 0,604 WOM <->1D | 0,765 | 0,766 | 0,716 | 0,815
RE <-> EN 0,636 | 0,636 {0,567 | 0,704 WOM<->INF | 0,714 | 0,715 | 0,654 | 0,771
RE <> EWOM 0,531 | 0,531 |0,458| 0,603 WOM<->INT | 0,691 | 0,691 | 0,634 | 0,746
RE <->1D 0,696 | 0,695 0,637 0,752 WOM<->PER | 0,623 | 0,622 | 0,556 | 0,687
RE <-> INF 0,654 | 0,655 0,594 | 0,715 WOM <->RE | 0,683 | 0,683 | 0,629 | 0,738
RE <> INT 0,691 | 0,692 {0,631 0,751 WOM <->SA | 0,810 | 0,810 | 0,768 | 0,831
RE <-> PER 0,565 | 0,565 0,497 0,631 WOM <-> ST | 0,625 | 0,626 | 0,561 | 0,687
WOM<->TRE | 0,746 | 0,747 | 0,691 | 0,803
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Phu luc 10.4: H¢ s6 phéng dai phwong sai (VIF) ciia mé hinh ciu tric béc 1

VIF VIF VIF VIF
ABI | 1,881 EWOMI1 1,804 PERI | 1,819 TRE1 1,911
AB1 | 2,035 EWOMI1 1,726 PER1 | 1,739 TREI 1,999
AB2 | 1,975 EWOM2 1,715 PER2 | 1,849 TRE2 2,110
AB2 | 2,103 EWOM2 1,790 PER2 | 1,699 TRE2 1,912
AB3 | 1,923 EWOM3 1,640 PER3 | 1,627 TRE3 2,173
AB3 | 1,966 EWOM3 1,731 PER3 | 1,694 TRE3 1,973
AB4 | 2,058 ID1 1,861 RE1 1,998 WOMI1 2,124
AB4| 1,914 ID1 1,985 RE1 1,954 WOMI1 2,073
ATI1 | 1,767 ID2 1,900 RE2 1,893 WOM2 2,189
ATI | 1,686 ID2 2,156 RE2 1,996 WOM2 2,271
AT2 | 1,896 ID3 2,063 RE3 2,002 WOM3 2,401
AT2 | 1,994 ID3 1,862 RE3 2,106 WOM3 2,294
AT3 | 1,936 INF1 1,762 SAI 2,150 DT x SMMA | 1,000
AT3 | 1,860 INF1 1,883 SA2 2,111 DT x SA 1,000
AT4 | 1,789 INF2 1,776 SA3 2,052 DT x TE 1,000
AT4 | 1,722 INF2 1,676 SA4 2,004
DT 1,000 INF3 1,841 SI1 1,660
ENI | 1,746 INF3 2,000 SI1 1,800
ENI | 1,611 INTI 1,801 SI2 1,598
EN2 | 1,702 INT1 1,646 SI2 1,672
EN2 | 1,803 INT2 1,714 SI3 1,742
EN3 | 1,631 INT2 1,644 SI3 1,611
EN3 | 1,722 INT3 1,823

INT3 1,619
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PHU LUC 11: MOT SO KET QUA PHAN TiCH MO HINH CAU TRUC BAC 2
Phu luc 11.1: Hé s6 phéng dai phwong sai (VIF) ciia mé hinh céu tric béc 2

VIF
DT 1,000
AB 1,668
AT 1,462
EN 1,445
EWOM 1,388
ID 1,979
INF 1,532
INT 1,707
PER 1,493
RE 1,505
SA 1,000
SI 1,503
TRE 1,827
WOM 1,505
DT x TE 1,000
DT x SMMA 1,000
DT x SA 1,000
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Phu luc 11.2: Két qua PLSpredict LV summary - PLS-SEM

Q?*predict

RMSE

MAE

DL

0,688

0,563

0,415

Phu luc 11.3: Két qua PLSpredict MV summary — Overview

PLS- PLS-
Q?predict LM_RMSE | LM_MAE
SEM_RMSE | SEM_MAE - -
RE 0,492 0,714 0,513 0,698 0,499
WOM 0,589 0,643 0,464 0,626 0,437
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