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TOM T 2T

Khu du | Eh S an S kn, Thanh Héa 1a m ¥ trong nh éng khu du | €h n Wti &g c & Vi B Nam v § hang
tri 1 du khach y An tham quan va ngid m g m @n m. Nghién c iu V& s fid éng thang Yo Likert ti & hanh
kh ® séat 83 khach du | th trong n m 8 v [§ 57 tiéu chi Yanh gia, nh im yanh gia s 8 hai long y &v & 5 nhom
dth véphé& védultht¥ KDL S an Skn. K A qu §phan tich cho th@ ch @I m g cac d Eh védu lEh ch é
yAIt¥ KDL San Skn jang dmic ch@® nh#n yma 27,69% s Odu khach ¥ megh @hai long v Acac d th
v ét¥ KDL v @ ch Is Ghai Iong binh quan la 3,05. KDL ch na lam hai Iong nhom du khach c6 thu nh #p cao.
Kh &n ng cung ing cac d &h v éhifh nay m @ ch [y &y Cyap ing nhu ¢ @ ¢ & phan khic du khach ¢ thu
nh 4p th @, va du khach yd ph m kg. Cac bi B phap ¢ « th & hi B 1a khuy A& khich yatmcksav# ch@®
cho phat tri @ du | Eh, x fily k p th & cac sai ph ¥n, nang cao trinh § Y chuy@&n mén cho nhan vién ple v é v.v.

T i khod: Ch @I mgg d Eh v é du khach, du | Eh, KDL, S «4n S kn, s & hai long

An Assessment of Tourists' Satisfaction with Services
at Sam Son Beach in Thanh Hoa Province

ABSTRACT

Sam Son beach in Thanh Hoa province is one of the most beautiful beaches in Vietham attracting
millions of tourists each year. A customer survey consisting of 57 evaluation criteria using Likert scale was
used to interview 83 tourists to measure their satisfaction in five main groups of services at Sam
Son beach and to propose key measures to improve the customers' satisfaction. Result analysis showed
that the quality of the main groups of services at Sam Son beach is acceptable. Only 27.69% of the
inteviewed tourists satisfied with services at the beach with the average satisfaction index of 3.05. The
beach did not really satisfy high-income tourists. The availability of the current services is only sufficient to
meet the needs of low income tourists and local customers. It is necessary to take measures to improve
the tourists' satisfaction such as promoting investment in infrastructure and facilities for tourism
development, timely correcting defects in service delivery, enhancing professional qualification for service
staff, etc.

Keywords: Tourist, satisfaction, Sam Son beach, service quality, tourism.

t-ng. Du | th la m % trong nh ang 6 rg | &
chinh thic &'y t-ng tr Yeg kinh t Avi @

Ngay nay, khi m Bc s@g nang cao, nhu  |am va thu nh fp cho cac nY & @ng phat
c @ du | th cUa con ng¥ngay cang  tri A. Nganh du | th Vi @ Nam &ang ngay
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cang phat tr i A va c6 @ng gop quan tr Mg
trong n A kinh t AD a béao 6m\n-m 2020,
doanhthutb dul thcUanY&tasAdt18 -
19 té USD va @ng gop kho@g 6,5 - 7%
GDP. Du | th cdb @ tr aghanh nganh kinh
tAm Unh & va 6°t 6hg c3p khu v ac vao
n-m 2020 va d°td°ng cp qu @t Avao n-m
2030 (Th APhi, 2009). Tuy nhién, nganh du
lehnYé&ta @ng 6Om v & nhi A thach
thBc nhYd A ki @ giao thdng th 3p kém, t &
| Clao 0 mg @& qua Go t °0 trong nganh du

I th con th3p, tinh tr °ng 6 nhi /& moi
tr Y&g t % cac khu du | th (KDL) giat -ng...
din t& sRc thu hat du khach ch Ya cao
(Bich Lién, 2011).

Khu du | th S2m S &, Thanh Héa la
m % trong nh ang KDL bi A n ®tiAng cUa
nY&tavabaitm 6Atr ®daig 2n 6 km,
nhi A danh lam th* ng c @h n ®ti /&g mang
sic mau huy A tho. S Ol Yag du khach
6AvVAKDLS2mSalientUct-ng Y& 6t
2.004 nghin | Y& khach n -m 2011 b ,ng
132,8% so va n -m 2009. Doanh thut P du
I th cUng lién tUc thg m°nh, &°t 835 té
6@y n-m 2011, b ,ng 156,1% so va n -m
2009. N -m 2011, nganh dul thS2mSa &
kh°ong 6mh d2uta kinht Aclath ixava
@ng gop 42,4% GDP cUa thixa. Ngoai ra,
nganh du | th @&t °o ra nhi A vi @ lam cho
lao drg ©& phYag. N -m 2011, sOlao
d rg trong nganh du | th cUa thixa S2m
Sa kho @g 23.048 ng Y & chi /n 61% | ac
| Yag lao 6 Rg 84 ph Y Bg. Nh ,m nang cao
ch3tl YagdkthvUdulkh,t bnm2007,th |
x4 S2m S & ph ®©h & v & cac caquan h au
quan t Och X t Y hu 3n cho h & 3.000 lao
drg dch vUdul th hang n -m, nang t &1 C
lao 6 Rg dich v U@ quan ot °o 0t 43,4%
(V6 Duy Sang, 2011).

Tuy nhién, KDL S 2m S & dng ph ®
60m v &m s Ov3n 6 Ah Y:(i) ch Ya thu
hat 6 Y&nhi A du khach; (ii) SOngay | Y
trd binh quan du khach gi @ m°nht b 2,5
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ngay (2009) xu @g 2,42 ngay (2010) va Y &
ch Econ 2,2 ngay n -m 2011. (iii) KDL S 2m
Sa v n x @ ra ki A kinh doanh theo th &
v U, gid c®céac hang hda, d th v U quéacao, 6
nhi A& moi tr Y ég... @ cho th 3y KDL nay
chYaphattri AtYag x g vat mn-ng
(Xuan Ngh B, 2009).

Bai vi A nay nh m nghién c Qi @nh
gia s ahai long ¢ th du khach v Ad th v Ut i
KDL S 2m S &, phan tich nh &g yA t O
@h h Yeg 6Asahailongva & Austm
s Obi @ phap nang cao s ahai long ¢ Ua du
khach t i KDL S 2m S &, gop ph 2n nang
cao ch3t| Y@ag dthv Uva thGc 8y saphat
tri & nganh kinh t Adu |kh cl t@h
Thanh Hoa.

2.PH>{ NG PHAP NGHIENC U

2.1Ph Yagphapthuth TpsOli@

Thong tin th B c3p 6 Y&thu th fp ch U
y At b S&V -n héa - Th Athao va Du | th
t Bh Thanh Hoa va UBND th x4 S2m S @,
t Bh Thanh Hoa. Théng tins &c3p 6 Yathu
th p b .ng ph Y &g phap kh ® satb ngt P
cau hli 6 Ov 483 du khach trongn Y& Du
khach & Ya@laa chM ng u nhién t°i bai
bi & ho % cac 6d & An tham quan ¢ Ua KDL
S2m S&. Ng Y& 6¥e hli la nh ang du
khach chu ‘n b Thoan thanh chuy A& du | kth,
@tidAnhth 62y dWdkh vU en thi Acho
chuy A du | th va @& c6 & Uhoéng tin 6 A
gnh gia v Ach3t | Yag cac dkh vU 8 Y&
nghién c Bu.

Nghién ¢ [ t{p trung vao @nh gia s a
hai long ¢ Ua du khacht*iKDLS 2mSa 60
va5 nhom d th vU éb @& ph Uc VU du Ith
la (1) d kh v Uv fh chuy A du khach; (2) d th
vUIYutrd; 83)dehvU-nu @g; (4) dehvU
vui ch & va (5) an ninh tr f t& va an toan
bai bi A. B xtiéu chi @&nh gia v a 57 tiéu
chi cho 5 nhém d th v U trén 6 Yctrinh bay
trong ph 2n k Aqu @nghién ¢ Bu.
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2.2 Ph Y &g phap phan tich s& hai long cé quan h CtélCthu fh va
Thang @ LIKERT 6&VYesa dlihg 6A nhau, b @v Yy ¢ Uhg c6 thAc-n cBvao m e
@nh gia s ahai long ¢ Ua du khach cho ting 0 °hai long ¢ ta du khach 5 Aginh gia ch °t
tiéu chitheo 5 m Bcd>cUasahailongt b (1) | YBIAERVUN At él Gdu khach hai long
R khong hai Iong, (2) Khéng hai long, (3) 9 Y865%, chetl YRgdihv UG Yex A lo
Binh th V&g, (4) Hai long va (5) R 3 hai kém; 65-69%, lo °i trung binh; 70-79%, lo i
kha; 80-85%, x A lo°it ® van At &l Cdu

long. Ch Es Ohai long la s Obinh quan gia ) -
khach hai long trén 85%, ch 3t | Yig d kth

quy A cUa DI Yag du khach theo t bng ach hal !t
mRc &hailong vah CsCcUathg mBcoyx VUOYexAlodituy Gva
trong d’)Amr}: & xr 3t khéng hai long Ac”)\'(a‘e 3K, TQUIVATH 10 LU tN
ganh Gsda 1, conr3thailongcéo h Gsdab. B

T &l Cdu khéch hai 16 ng 1a t &s Ogi da s Odu 3.1 Théng tin chung vA  du khach va
khach ¢ @n th 3 hai long va r 2 hai long chuy Adul ktht iKhuDul thS2mS &
trongt @g s Qdu khach 6 Y&hi. Theo 6inh 3.1.1. Théng tin chung v Adu khach t  °i
Th 1Van Chi (2004), ch 3t1 YagdkhvUva KhuDul khS2mS &n

B®ng 1. Théng tinchungv ~ Adu khach 8Yeéc & Aitra

STT Ch tieu SOmpg(hgma T Ul E (%)

1 Gi 3 tinh Nam 50 60,24
N6 33 39,76

2 Ytu Ui D m 25 tu Ui 14 16,87
Ti25-35tu Ui 34 40,96

T35 tu Ui tralén 35 42,17

3 Trinh § Yh Nc v ©n TrunghNcc & & 9 10,84
Trung h Nc phU théng 74 89,16

4 Ngh A nghiEp H Nc sinh, sinh vién 11 13,25
Can b Y, cong nhan vién 53 63,86

Nong dan 11 13,25

Ngh A khac 8 9,64

5 Thu nh +p binh quanj «u D M RO, 4 tri Euy ng 11 13,25
ngu & /thang Ti0,4-20tr Euy xng 17 20,48
Ti2,0-5,0tri Euy xng 47 56,63

Ti5tri Eu yng tr&lén 8 9,64

T Ung 83 100

Ngu @: SAi @ & A tra, 2011
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K A qu ®nghién ¢ Ru trén t g s (83 du
khach cho th 3y c6 60,24% du khach la nam
gi & 83,13% c6 8 tu Ot b 25 tradén; 63,86%
du khach 1a can b % coéng nhan vién. oi A
nay kh °ng dhh KDL S 2m S & thac sa la
| 4a chi du | th va ngh Ed Y ng ¢ Ua nhiA
ng Y @lao & xg sau nh ang thang ngay lam
vi € tich ¢ &c (B@g 1).

Trong nhém du khach & Y& d Al tra, co
t & 89,16% du khach c6 trinh & xph Othdng
trung h &, sOcon |9 c6 trinh & xrung h &
casa 6¥cd A nay cla nhdom du khach
khong dmh dxinc yclhk Aqu ®4d Al tra
khing Y& & Ye&hlico trinh d>x2nthi A 6A
hiA va tr ® 4 cac cau hii. H & n aa,
kho @g 2/3 s Gdu khach & Yah i co trinh & x
chuyén mén t b trung c 3p tr adén, cho th 3y
hNla nhang ng Y#&co ki A& thBc, 6 Y& &o
t°0 c&b @, co6 chinh ki A va th Ahi @ rd nhu
cauvamong mu @ dOvacacloidtchvU
ph Ucv duleht i KDLS 2m S a.

Du khach & Y@ phan chia thanh 4
nhém theo ti€u chi thu nh fp, trong &
nhém thu nh fp th 3p ¢ m Bc thu nh fp binh
quan d Y& 400 nghin & fy/ng Y #thang
tYég 6 Yrg vachu nnghéoclanYéta;
nhém thu nh fp cao co thu nh fp binh quéan
tb 5 tri @ &@y/ng Y #thang tr zelén. Hai
nhom nay cé t €1 Ct YAg Rng la 13,25% va
9,64% trong m & A tra, trong @ hfd
sinh, sinh vién & Y&gia dnh b ® tr & & du
| £h thu > nhém thu nh Tp th 3p. S Gcon | i,
77,11%, la cac nhom du khach c6 thu nh p
trung binh va trung binh th  3p, ph @ anh
& Y@ An chung ¢ Ua du khach 6 Av & KDL
S2m S & hi @ nay theo tiéu chithunh { p.

Achuy A dul kh
chSzmS &

3.1.2. Théng tin chung v
c tadukhacht® iKhuDul

Du khach t i KDL S 2m S& ch U yA
8 Atb cac tBh ving 6 fy b ,ng séng H Qg
va Blc Trung b x trong @& g2n 50% du
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khach dY@&hii 6A tb tBh Thanh Hoa,
khong &hh 1 éth AvABa Iy ca mst Bh
vadan s O34 tri @QngY&a dRg th R3 c®
nYésau Ha N % va TP. H OChi Minh. K At
qu ®nghién ¢ Ru cUng cho thdy @ sOdu
khach & Yahli &tbngdAKDLS 2m S
trong vong 5 n -m qua, ch Eco 18,07% du
khach 8 A |12n 62u 93,98% du khéach | &
chMKDLS 2nSavalydobaibi A 6Ala
quan tr Mg nh 3; 77,11% du khach | & ch K
vimuGth Yegth & ‘mth & S2m S &. Céac
y At Ghu x v At anhién la nh &ng Iy do chinh
thu hat du khach 6 Av AKDL S 2m S &, con
cac yAit Gthuxc vAcon ngY#c dsav § chst,
gid c®v.v. khdng ph ®la nh &g ly do chinh
& Alu khach | & ch @ (B ®g 2).

Du khach 6 AvaKDL S 2m S& chU
y Ainh dngu @ théng tint P tr@nghi Qn du
lthclb°nbe ngY&hanho ok Ah v a
cac phYdég ti @ théng tin  d° chang
(81,93% du khach), do v ¥, s & hai ldong ¢ Ua
du khach hi @ t°ico @h h Yeg | & 6A
vi @ laa ch KDL S 2m Sa cUa cac du
khach trong t Y dg lai. Du khach & A KDL
th Y &g theo nhém hay @an tb 3 ngY étr &
lén va | Yu trd  edrong cac khach s °n hay
nha ngh §85,54% du khach 8 Y&hTi). Trén
50% du khach co6 th & gian | Yu trd tb 3
ngay tr adén, 26,52% du khach cé6 m [k chi
tiéu binh quan d Y 8500 nghin 8 Gg/ngay.

Nh Y vy, s & hai long ¢ Ua du khach chlu
tac 6mg cl nhi A nhom d th v Ukhac
nhau. Ph YéAg phap ti & cth t g thA &
d Ya@ap d Ung trong vi @ phan tich cac y A
tO®@h h Yeg va 6 Aa cac bi @ phap nh, m
nang cao sa hai long c ta du khach va ch 3t
IYagdbhvUdulchtiKDLS 2m S a.
3.2. 6anh gids ahai long c Ua du khach
vAdichv Udul khS2m S an
3.2.1. Sahailongc U du khach oOv &
d kkhv Uv fn chuy A du khach
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B®ng 2. Thongtinv Achuy Adul khc Uhdukhacht °iKhuDul khS2mS &n
STT Ch itiéu SOmpg(hgm@ T Ul E (%)
1 S O kn y An KDL trong L «n ¥ «u tién 15 18,07

vong 5n m g «n yay Ti2 yAn3kn 43 51,81
Trén 3l «n 25 30,12
2 Ly do | 8a chNn KDL Sm B&i bi Cn y ¥%p 78 93,98
Sk () G«nnkicmtrd 38 45,78
Giacghply 41 49,4
Thmagthic yxn 64 77,11
Tim hi Cu\VA con ngmév n hoa 36 43,37
3 Ngu xn théng tin vA KDL B ¥n be, ng midhan 48 57,83
Thong tin y ¥i ching 15 18,07
C § hai nguxn trén 20 24,10
4 S O ngay mu tra 1 ngay 8 9,64
2 ngay 27 32,53
Ti3ngay tr dlén 48 57,83
5 N ki I mu tra Khéch s ¥n, nha nghi 71 85,54
N ki khac 12 14,46
6 M ic chi tiéu binh quan D m 0,5 tri Euy ng 22 26,51
ngay c éa du khéach . 5 .
Ti0,5tri Eu y An 2 tHu Y xng 53 63,86
Ti2tri Eu yng tréalén 8 9,64
T Ung 83 100,00

(*):Cauhli mlachf
Ngu @: SAi @ & A tra, 2011

K A qu® @nh gia cho th 3 trong 8 tiéu
chi @nh gia té | Cdu khach ¢ @n th 3y hai
ong va r 3t hai long bi A 6Rrg t b 24,09%
A 51,81%. Oang chd y, trén 50% du
khach ¢ @n th 3y hai long va r 3t hailong v A
cac bik bao, b@g hi @ chEd n; 49% du
khach ¢ @n th 3y hai long va r 3t hailong v A
cac phYag ti @ v h chuy A cho th 3y nhu
c2u &1° cl du khach @ tbng bY & 6 Y&
@p Rng t®(Hinh 1).

S a phUc W dJa nh& vién ch Yathac sa
lam hai long du khach (ch Ec6 24,09% du
khach hai long). Tinh tr °ng nhan vién
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khong m % & @y ph & hay khéng @o th ¢ 6%
dUa@ th Ahi @ tinh khéng chuyén nghi @,
khdng t o c@n giac tin t Y g cho du khéach.
Ha né, kh®n-ng hYAag din du khach
th -m quan, im hi A v Anh &g & %&tr Yhg v -n
héa, ‘m th &, | th s3.. trong KDL cony A
Gia c Y& v T chuy A c g ch Ya th & salam
hai 1ong du khach khicé m » s Gch Uph Y g
ti @ khong tuan th U theo m Rc gia niém y A
ho %a khong dan niém y Agia gy ra s a bRc
xdc, lam @h h Yeg 6 A s a hailong ¢t du
khach. Ngoai ra, tinh tr °ng un t ic giao
thong trong gi &cao & /An, van & Av Csinh



8 Yrig ph O x ®th ® rac va n Y & th ® khéng
ding quy 6mh @& lam @&@hh Yeg 6 Ac@h
quan va s a hai long c t du khéach.

KA qu ®phan tich s & hai long theo
nhém du khach cho th 3y nhdm khach cé
thu nh{fp cao (tP 5 tri@ & @By/ng Y ithang)
t1 rd s & r3t khong hai long a6 trong 8 tiéu
chi @nh gia. 6i A nay cho d th vU v
chuy A du khach ch Ya h Y Ag t & phan khac
du khéach c6 thu nh fp cao. TY&Ag t & nhY
v /, nhém du khach c6 8 xu ®t b 25tr adén
chi /n & sQnh Yng khong t1r6 s a r3t hai
long trong b 3t k é tiéu chi nao ¢ hdkch vU
v th chuy A.

Toém | 9, d th v U vih chuy A du khach
t° KDL S 2m S & chYa thac sa lam hai
Iong du khach, 8 %c BE1a du khach cé thu
nhfp cao. Vi@ nang cao ch3t | YRg va
phong cach ph Uc W du khéach la c2n thi A
3.2.2. 0anh gid s a hai long ¢ (a du
khach 8 Qiv &idichv Ul Yutra

K A qu® @nh gia cho th 3y t €1 Cdu
khach t Trd s a hai long va r % hai long v A
dkh v U IYu trd theo céac tiéu chi bi A 6 Rg
r3tl & tp 9,64% 6A 50,6%. Trén 50% du

Ghi cha: S G&trong ngo Y4c 14 cHs Chai long

Hinh 1. S &hailong

Simpo PDF Merge and Split Unregistered Version - http://mWa»sihYibpdiecisy B ThiTrang

khach t1 rd s & hailong v Atinh linhho t 8 D
v ath agian ph Uc VU (tiéu chi 13). Kho @g
tb 39% - 41% du khach hai long v Avi €@
niém y A gia phong ngh Etinh an toan v A
tais@t°inal Yutrd; vasatifp @nnhiQ
tinh ni A n a& Ua cac @s ad Yu trd (cac tiéu
chi 15, 18 va 23). Trén 30% du khach ¢ ®m
th 3y hai long v Akh @ -ng @&p Rng nhu c2u
phong ngh Echo du khach; quy trinh nh  fh
va tr ®phong nhanh chéng, ti @ | & gi®n
th & gian ch & & &c Ua khach; du khach & Y&
quan tdm, ch - m s6c an c2n chu o, khdng
c6 sa phan bi¢ 6 Ox agida cac du khach
(céc tiéu chi 16, 17 va 28) (Hinh 2).

Trang thi A b 1trong phong ngh EchYa
t@ gia ¢ ®phong ngh Ech Ya hé ly, tinh
tr °ngt -ng gid tu éti @ hay khdng th ac hi@
m Rc gia & 0 ¥ir Y & v.v.; con x & ra sai sot
trong qué trinh ph Uc WJ nhY hing may & A
hoa khéng khi hay binh n Y & néng, v.v..;
vi €@ gi ®quy A sai s6t hay s & cOch Ya tho®
&ng; kh ®n -ng | 'ng nghe, n 'm b nhu
c2u khach hang; va kh ®n -ng t °0 ldng tin
cho du khach th 3p la nh 4ng nguyén nhén
lam cho du khach ch Ya thac sa lam hai long
(cac tiéu chi 10, 14, 19, 20, 21 va 22).

d®v & dkhv Uv Inchuy A dukhach
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Ghi cha: S Gtrong ngo Yac 1a cHs Ghai long

Hinh 2. S ahailong ¢ U du khach

Ph2n | & céac khach s °n, nha ngh & °i
KDLS 2m S & @& 0 Yaxay d ang tb lau nén
ph 2n | & cac phong ngh Exhéng ti On nghi,
khéng & Yathi AkA trangtri 6 A 6 Aay n
tY ag t @ cho du khach. H & n &a, trén 70%
cac casad Y trd c6 quy md nh 1, cho nén
vi @ @p Rng nhu c2u phong ngh EcUa du
khach vao mua du | kth va cac ngay ngh E
cu ®tu 2nlar 3t kho kh -n.

Phéan tich s & hai long theo nhém du
khach, thi nhém du khach cé thu nh fp cao
mstl2nnaatird sarstkhoéng hailong e
18 trong 20 tiéu chi @nh gia ch 3t | Yag
dkh vU IYu tra (tr b céac tiéu chi 9 va 12).
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dOv didichv Ul Y tra

6i Al nay cho th 3y phan khic du khach cé
thu nh{p cao chYa & Y& quan tdm tho ®
Gng t% KDL S 2m S &. Tuy nhién, du
khach thu xc nhém thu nh 9p trung binh va
th3p (dY&2 tri @ &@y/ng Y&/hang) | ©i
thAhi@ m & 6xr3t hai long & Dv & 5/20
tidu chi (cAc tiéu chi 9, 17, 19, 23 va 28):
nhém du khach 1a néng dan, ng Y élao & xg
ta do cUng r3t hai long v &i cac tiéu chi 10
va 13. Ngoai ra, du khach | Yu trd 2 ngay
cUng thAhi @ m Rc 6 xr 3t hai long 6 Ov &
céc tiéu chi 16, 20, 21, 22 va 26. Bén c °nh
@, KDLc lhgt°o ra dYa&nhi A 3ntYag
tich ¢ &c 6 Ov &nhom du khach | 2n 64 6 A



KDL kh i h Nth Ahi @ m RBc & xr 3t hai long
cUa 7 trong 20 tiéu chi @nh gia (cac tiéu
chi 11, 12, 14, 15, 24, 25 va 27).

Tom | %, dth vU IYu trG t°i KDL S 2m
Sa ch Ya th &c sa lam hai l1ong du khéch,
0 Yac BE 1a du khach c6 thu nh fp cao. Hi @
nay, d th vUnay c ab®& @&p Rng 8 Y&yéu
c2u ¢ Ua nhém du khéch c6 thu nh fp th 3p
va |l Yu tra it ngay. B Y& 62u, du khach @&
hai long v Ath & gian ph Uc W, s& an én,
ni A n @edn khach, quy trinh nh fhva tr ®
phong nhanh choéng, ti @ | & Tuy nhién,
trang thi Ab Iphong ngh Egia c ®a ph Y g
th Bc ph Uc W, v.v.. chYa thac sa lam hai
Iong du khach. Do v fy, KDL S 2m S & c2n
ph ® nang cao ch3t | Y&g va phong cach
ph Uc VU dJa ddh v U IYu trt cho du khach.

Ghi cha: S G&trong ngo Yc la cHs Chai long

Hinh 3. S ahailong ¢ U du khach
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3.2.3. 6anh gia s a hai long ¢ G du
khach 8 Qiv &idkhv U nuOng

KA qu ®@nh giach 3l Yagdkhv U:n
u @g cho th 3y t &1 Cdu khach hai long v &
cac tieu chi bi/dA 6rg tb 13,25% &M
42,17%. 6 O-n ngon va 6a d °ng; vi € thanh
toan ti A -n nhanh chéng va chinh xac la
nh ang ly do & lam kho &g 40% du khach
c®@n th 3y hai lIong va r 3t hai Iong (cac tiéu
chi 32, 37 va 43). Tuy nhién, c6 nhi A tiéu
chi ch Ya thac sa lam hai l1ong du khach
nhY: gid c®d &1 (tieu chi 35); thi A ton
tr Mg du khéch, tinh tr  °ng chéo kéo khéach.
lam phi A du khéach (tiéu chi 45). V 3n 6 A C
sinh an toan th ac ph ‘'m trong cac c dsae-n
u @g, ch Ya lam hai long khach hang khi b x
d Onva quy trinh ch  Abi & mén -nch Ya

6Ov didkchv U-nuOng
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h é v Csinh (céc tiéu chi 31va 33); va ngay
c®khu v Gsinh ¢ Ung ch ¥ 8 Ya&s °ch s A(tiéu
chi 43). Ngoai ra, s & @n ti A, thai 6 xph Uc
vU va kh@ -ng &p Rng nhu c2u -n u Bg
cUa céac @san u @g ch Ya th &c sa lam hai
Iong du khéach (cac tiéu chi 38, 39, 44, 45 va
47) (Hinh 3).

KA qu ®phan tich s & hai long theo
nhom du khach cho th 3y nhém khach cé
thu nh Yp cao vn th Ahi @ rd s & r3t khong
hai long &17/19 tiéu chi @&nh gid ch3t
I'Yeg dich vU -n u @g (tr b céac tiéu chi 41
va 42),t Ydag Rng vach E Chailong la 2,68.
DechvUnnu@gtiKDLS2mSa@amachE
lam hai long du khach 6 A tb cac khu v ac
lan ¢ fh (c6 th A @ v Atrong ngay), ho % du
khdch G Al 2n 62u hay du khach la can b x
h Yu tri, t Y &g Bng va cac ch Es Chai long l1a
3,32; 3,24 va 3,34. M w du, KDL S 2m S &
n ®ti Ag v dcac mon -n h ®s @, tuy nhién,
du khach v in chYa th& sa hai long va
dkh vU -n ulg do gia c® 6t 6] khong
0 ®m I® v Csinh an toan th ac ph'm, thai
6 xph Uc W va tinh chuyén nghi @ khong
cao. Do v, KDL ¢ 2n t-ng cY &g cong tac
qu® ly gid va qu @ ly vCsinh an toan th &
ph ‘mk Ah @v & 6 &m &phong cach ph & v U
3.2.4. 0anh gia s a hai long ¢ U du
khach 6 Oiv & dkhv Uvuich &i

D kch v U vui cha la trung tdm c U a céc
khu du | kh. 6a sOdu khach 6 VYaehii &
c@n th 3y hailong var 3thailongv Av ¢ d A
ta nhién c th KDL S 2m S & (tiéu chi 51).
Tuy nhién, du khach ch Ya th ac sa hai long
v Acac hot 6 Rg vui ch 4 do con ng Y &t °o
ra do khéng c6 sa @ d°ng v Ach Ung lo°i,
thi A cac hot & Rg vui ch atrén bi A (tiéu
chi 48), phong cach ph & v U chYa t® (tiéu
chi 49) hay gia ¢ ® th v Uch Ya hép Iy (tiéu
chi 50) (Hinh 4).

Phén tich theo nhém du khach, thi
nhom du khach trong ngay va nhém thu
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nh fp th 3p r 3t hai long v Acac dth v U vui
cha ae@y v agiatr ichEBsOhailongt Y ag
Rngla3,13va3,11. Bavi 6 Ov 4h N6 Av &
KDL S2m S& d@gnghBvavi@ atm
bi A& va bai bi An @ th ac sa lam hailong h N
Ng Y &1 4, du khach c6 thu nh p cao va du
khach ngh B b 3 ngay tradén c6 ch Es Ohai
long th3p nh 3, t YAg Rrg la 2,38 va 2,85,
thAhi @ r6sa o6& d @vAdch v U vuicha
& Ahu hat du khach c6 thu nh - 1p cao va kéo
dai k éngh E

Tom | %, dlich v U vui chd & Y& &@nh gia
th3p nh 3t trong nhém céac dich v U nghién
¢ Bu, va ch Es Ohai long toan nhém d th v U
& 2,94. Du khach & 4 KDL S 2m S & hai
long v Ath 1ng ¢ @h, tuy nhién cac d th v U
vui ch @ con nghéo nan, gia ¢ ®h Ya hd ly
va phong cach ph Uc WU chyat &

3.2.5. 6anh gids ahailong ¢ U du khach
v Aanninhtr 9§t avaantoanbaibi A

KA qu® &nh gia cho th 3y 30% du
khach ¢ @n th 3y hai long nh 3t v Akh ®n -ng
8 ®m I® an toan v Atai s @ va khi 6it m
bi A (tiéu chi 52 va 53) va an ninh tr ft a
noéi chung t % KDL (tiéu chi 54) (Hinh 5).
Tuy nhién, trinh & xchuyén moén ¢ Ua nhan
vien b ® vGth3p va kh®n ngh°nchAxa
lysacOch¥at® @& khong th ac sa lam hai
long du khach. Th ac tAcho th 3y KDL ch Ya
d®m I® an toan tuy € & Ocho du khéach.
N -m 2011, KDL x & ra 10 v U trxm c !p tai
s@ c Ua du khach; 8 vUxich 16, xe @ @ ép
gia, tranh gianh khach; 22 v U thé @h, dan
d& phY &g @nh du khach; hi @ tYég -n
may, -n xin v |0 ch Ya 6 Y&gi ® quy A d Rt
dAn; hi@tYegxich 16, xe G@Q va 6°ily
h® s® moéc ngo va nhau ép gia du
khach v tn con t @ t 9. Nhém du khach c6
thu nh Ip cao v n Ia nhém c6 ch B Chai long
th3p nh 3t v Adth v U nay (2,67). NgY el i
nhém du khach cé thu nh 9p th 3p, du khach
trong ngay, va du khach &A1l 2n 62ucéchE



Ghi cha: S G&trong ngo ¥c la cHs Chai long

Hinh 4. S ahai c Ua du khach

Ghi cha: S &rong ngo Yc la cHs Chai long
Hinh 5. S ahailong ¢ U du khach

sChailong cao h @, t Y Ag Rng la 3,11; 3,27
va 3,10.

Tém | 9, an ninh tr § t& va an toan bai
bi A @ 06 VY@&quan tam, &m | % c @ giac yén
tam cho nhi A du khach. Tuy nhién, KDLV  |n
x® ranhi Ava AR xic vAan ninh tr §
t 4 ch Ya th &c s alam hai long du khéach.

3.2.6. 6anh gia chung s ahailong c
du khach

K A qu ®nghién ¢ Ru cho th 3y, @nh gia
cUa du khach vAd th v Udu | th t°i KDL
S2m Sa am Rc trung binh, ngh B la cac
nhém d th v U khéng th& sa lam hai long
du khach nh Yng hRch3p nh fh 6 Y& Dkh
v U vih chuy A @ lam du khach ¢ ®n th 3y

® Ov &i an ninh tr
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dOv &idichv Uvuich i

fttavaantoanbaibi /A

hai long nh 3t, v & ch Es Ohai long 1a 3,26,
tYag Rng co 39,35% du khach c@n th 3y
hai long va r 3 hai long. Dich v U vui cha
ch Ya c6 chEs Ohai long th 3p nh 3t (2,94),
nhYng I c6 t &l Cdu khach hai long var 3t
hai 1ong kha cao (32,83%) kh °ng &ih tinh
h3p d in ta nhién ¢ Ua danh thing S2m S &
tr Y&nhéng b3t c P v Agia c ®va phong cach
ph & v Uasty (B ®g 3). C lhg v aly do k Arén,
dthvU-nu @g @ khdng th & salam hailong
du khach, m %6.du KDL S 2m S & c6 nhi A | é
thAv Acac mén n 6Y%c @ bi A. Tuy KDL
S2m S & ch Ya thac sa lam hai long @ sO
du khach, nh Yng khi 8 Y&hli v Ada 6hh
cUa du khach cho nhéang chuy/ du | kth
ti A theo, 79,52% du khach cho bi A s A
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thdukhadchv Acacnhémd khv U

STT Nhém d Eh v é Chis O hai long T Ul E hai long (%)
1 V £n chuyCn du khach (N=81) 3,26 39,35
2 L mu tra (N=68) 3,06 28,46
3 n uOng (N=81) 3,01 23,46
4 Vui ch ki (N=83) 2,94 32,83
5 An ninh tr £t t6 (N=83) 3,00 20,08
Chung 3,05 27,69

Ngu @: SAi @ & A tra, 2011

tr ad °i KDL va 20,48% du khach s Akhong
ho% ch YachicchinsAr a°iv AKDL S 2m
S do hN@& chRng kih ho% @& ravao
m % trong nh ang tr Yég h @ bl ba 6 ®o,
khéng 6 Y@ 8 ®m I® an ninh nh Y bim 3t
tr m & Oblgay gQhay b ichén ép vAgia,
v.v.. 0iAinay th acsala msttr ang ¥ | &
cho vi @ nang cao hi @ qu ®kinh doanh va
saphattri A& cUa nganh du | th t Bh Thanh
Ho4, b @vi m x khi khach hang @t bb i thi
chi phi 6 Ahu hat thém m % khach hang
mat @ kém g 3p 5121 so valam hai long
m % khach hang hi @ c6, vag3p 16 12n A
khach hang m & 6t m Bc mua s'm t Y &g
dYrig va khach hang hi @ co (Philip
Kotler, 2000).

M 26 du con nhi Aib 3t c fp trong t Cch Re
kinh doanh va cung Rng céc lo%i d th vU
ph Uc W du khach, KDL S 2m S& v n
kh°ng &mhs Rchp dn valdi cu @ nh avao
v ¢ 6 Ata nhién c G né. Du khach s Atr a i
KDLS 2m Sav at él Ccaoha va a i lau
h& nAinh Ycac ven & Méu trén & Y&k b
th & gi ®@quy A

4. K, TLU tNVAKI ,NNGH S

S & hai long ¢ Ua du khach vAch 3t | Y Bg
cac dkh vU du Ich ch U yA t°i KDL S 2m
S& @ng amRc chp nhfh &Ye ChEco
27,69% sOdu khach & Ya&hli hai long v A
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cacdkh v U ti KDL v & ch B (hai long binh
quan la 3,05. KDL 6 a khéng lam hai long
nhém khach c6 thu nh fp cao. Kh ®n -ng
cung Rng cac dch v U hi@ nay m 4ch Ed U
dA@&p Rng nhu ca cUa phan khic du
khach c6 thu nh 9p th 3p, h ¥ sinh, sinh vién
va du khach acéac vang lan ¢ fh, dva v A
trong ngay.

Cacy At &hinh &@hh Yeg 6Asahai
long ¢ Ua du khach bao g@n: (i) gia d th v U
chYa h® ly, khéng t Y&g x Bng va ch 3t
| Y &g d kth v U; (ii) trang thi Ab Iph Uc WU Ic
hfu, khdong 8 Y& 34 tY tho® &ng; (i) v C
sinh an toan th ac ph‘my A, quy trinh ch A
bi /A mén -n ch Ya hé v Csinh, khu v &c -n
ulg chYa 6@ b® vCsinh s °ch sA (iv)
tinh chuyén nghi @ c ta nhan vién ph Uc W
th3p, trinh 8 xchuyén mén khéng cao, ng
x & vd du khach thi A v -n minh | kth sa; (v)
an ninh tr § tA chYa 6Y@b® b®, tinh
tr °ng tr sm cp, ‘u 6 ®, chén ép khach yn
con di AEra, 1am cho du khach lo | *ng, thi Au
tintYagvaoch3t!l YegdkhvU.

6 Anang cao ch3t | YRg d kch v Uva lam
hai long du khacht G KDLS 2mS&, m ts O
khuy A ngh Isau @y c2n quan tam th ac
hi @: (@) Khuy A khich cac doanh nghi @ tb
m Nthanh ph 2n kinht A&2utY xay dang ca
sav % ch 3t ph Uc vUdu | th nh Y khéach s°n,
nha hang, khu vui ch 4, v.v. theo h Yég @&



d °ng hoa va nang cao ch | Yeg d th v U;
(b) T -ng c Y &g cong tac qu@ ly nha n Y&
v Acac ho°t 6 Rg kinh doanh d th v U va an
ninh tr § ta nh_ m k b th & phat hi @ va
kh ic ph Uc nh ang sai ph°m trong cung Rng
dkth v U; (c) Tranh th Us & gitp & ¢c Ua cac &
quan h & quan 8 A ®©d Y gg nang cao trinh
& >chuy&n mon cho 6 kng U nhan vién ph Uc
v U; (d) T-ng c Y &g cac hot 6 Rg qu @g ba,
gidthi@ vAKDL nh mcungc3p 6% 6U
thong tin cho du khach tr Y@ va trong
chuy & du | th t°o thu fh 1 & & Adu khéch

| &4a chf¥ lo i d £h v U t®nh 3t; (e) Xay d ang
va phéat tri A cac md hinh du | th c6 satham
giaclhcng 6@ynh mt-ngcYagaquy Al é
va trach nhi @ clacng 66y 6 ph Y ég va
cac casakinh doanh trong nang cao ch 3t
| YagdbhvOvaphattri Adul th.

Simpo PDF Merge and Split Unregistered Version - http://mWa»sihYibpdiecisy B ThiTrang

TAILI .UTHAMKH 10

Bich Lién (2011). Du th Vi E Nam nm 2011:
V mtgqua théch thc § G6n ckhY, bao §i

th cé&a &g Cwg s& VIE Nam,
http://daihoill.dangcongsan.vn, trich 'nd
17/4/2011.

inh ThivVan Chi (2004). Nhu & cé du khach trong

qua trinh du Eh. NXB V n hda -Théng tin.

Philip Kotler (2000). Marketing Management,
10th Edition, Prentice-Hall, Inc.

Th APhi (2009). Hith ® ChiA | mg;phat tri@ du
I Eh Vi Nam A n m 2020, tm nhin y A
2030, http://www.viethamtourism.gov, trich
dn 18/9/2011.

V6 Duy Sang (2011). Thxd Sen Sk 30 nm
xay déhg va phat tri@, NXB Thanh Héa.

Xuan Ngha (2009). Du Idh bi@ Sen Sk bao
gi @&mB chuyén nghip, bédo il tficé BY
vV n hoéa, ThC thao va Du Eh,
http://www.toquoc.gov.vn, trich d
16/9/2009.

537



