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TOM TAT

Theo ly thuyét loi thé vé nguon luc va quan diém trong dich vu (SDL), gia tri dich vu 1a do khach
hang va nha cung cdp dong tao sinh. Tir d6 van dé ddt ra 13 sy hdi 10ng cia khdch hang vé dich vu dén
tir b&n nao, khach hang hay nha cung cdp? Dé tra o1, bai bao nay xay ding va kiém dinh mé hinh quan
hé giita Hanh vi va Thai do tham gia cia khdch hang, Mdu nghién citu dwoc thu thdp theo cdp 1-1, gom
hwéng dan vién va 1 khdch hang ma hwéng dan vién ndy phuc vu. Két qua c6 464 cdp phiéu khdo sét
duge sir dung cho nghién ciru. Két qua phan tich SEM cho thdy hanh vi tham gia khach hang va hanh vi
dinh hwéng khdch hang déu cé tae dong tich cie dén sw hai 1ong khach hang. Tuy nhién, tac déng ciia
hanh vi tham gia cua khdch hang lén sy hai 10ng khach hang manh hon. Thai dé khi tham gia c6 tac
déng manh dén hanh vi tham gia cia khdch hang; hanh vi dinh hwéng khach hang khdng dnh hwéng
dén thai d khi tham gia. Mét sé ham Y qudn tri ciing dwoe dé cdp trong bai.

Tir khéa: Hanh vi tham gia khach hang, Hanh vi dinh hudng khdach hang, Thadi do khi tham gia
cua khdach hang, Sy hai long, Du lich lit hanh.

ABSTRACT
Based on resource advantage theory and SDL, value is co-created by both customer and service
provider. The question is who make customer satisfied in value co-creating context, provider or
customer? To answer this, the current paper develops and tests a model of customer participation
behavior, customer oriented behavior and customer satisfaction. Data collection used dyadic method
with 1 tour guide and 1 relevant customer. The SEM results show that customer partcipation behavior
and customer oriented behavior have possitive effects on customer satisfaction. In which the impact
level of customer participation behavior is stronger. Customer participation attitude has strong
possitive impact on customer participation behavior. customer oriented behavior did not affect
customer participation attitude. Manageral implications were also discussed.
Key words: Customer pariticipation behaviors, Customer oriented behaviors, Customer
participation Attitude, Customer satisfaction, Tourism and travel industry.
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1.GIOT THIEU

Sy hai Iong khéch hang trong linh vuc dich
vu d4 dugc chu ¥ va thuc hién trong nhiu nghién
ctru trude [3]. O giai doan ddu cac nghién ctu
cha yéu dé cap dén tam quan trong ctia nhan vién
trong qué trinh cung cdp dich vu dé 1am cho
khéach hang hai long [7]. Tuy nhién, mét sé hoc
gia sau do tranh luan rang vai trd cia khach hang
khéng chi 1a nguoi thy huong ma cé thé tu tao ra
gia tri cho chinh minh [27]. Pong quan diém nay,
Vargo va Lusch [49] d4 dé xuit quan diém trong
dich vu va cho rang gia tri dich vu chi dugc tao ra
khi khach hang st dung véi su déng gop vé
ngudn lyc tir ca hai phia khach hang va nhan vién
dich vu. Vi vay, két qua dich vu duoc tao ra
khong phai chi c6 sy tham gia tir mdt phia ma
phai tir ca hai phia. Piéu ndy dan dén ciu hoi, su
hai long cua khach hang la chiu tac déng tir bén
nao? Néu chiu tac dong tir ca 2 thi bén nao manh
hon? Pic biét dbi véi cac nganh dich vu c¢6 su
tuong tac cao gitta khach hang va nhan vién nhu
nganh du lich I hanh, khach hang phai tham gia
vao qué trinh dich vu thi mai c6 thé trai nghiém
duoc dich vu.

Lugc khao 1y thuyét cho thiy van con it
nghién ciru thuc nghiém vé sy twong tic giita
khéch hang va nhan vién trong bdi canh dich vu
tiéu dung [10]. Theo Mustak va coéng sy [39], cac
nghién ctru trude chii yéu tap trung vao viée tim
hiéu anh huong cia su tham gia cua khach hang
dén gia tri tao ra, ma it quan tam dén tac dong
tryc tiép cia n6 dén su hai 1ong [53] hoic long
trung thanh cua khach hang [3]. Thuc ra, gia tri
cam nhin va sy hai l1ong cta khach hang la hai
khéi niém khong thay thé nhau, ma Ia bd sung
cung nhau trong giai thich 1ong trung thanh cua
khéach hang [51]. Vi vay, xay dung va kiém dinh
mot mo hinh quan hé gitra cic khai niém hanh vi

va thai do khi tham gia cua khach hang, hanh vi
dinh huéng khach hang va sy hai long cd y nghia
ca vé Iy thuyét va thuc tién.

Bai bao dugc thuc hién trén c4 hai ddi tuong
la khach hang va nhan vién, st dung cach phong
van theo cip. C6 it nghién ctru sir dung cach
phoéng van nay do doi hoi sy cong phu trong thu
thap dir liéu, nhung c6 do tin cdy cao hon [28].
Cac noi dung tiép theo s& dé cap dén phan co s6
ly thuyét ap dung, bién luan gia thuyét, phuong
phap nghién ctru va thao luan két qua. Phan ham
y quan tri va han ché cia d& tai duoc trinh bay
cudi cing.

2.COSO LY THUYET
2.1.Cac khai ni¢m

Hanh vi tham gia caa khach hang: bao gdbm
cac hanh vi tim kiém thong tin, chia sé thong tin,
hanh vi trach nhiém. Hanh vi tham gia cta khach
hang dién ra thong qua cac hanh vi dong gop cia
ho ca trong va ngodi qué trinh tiép xuc dich vu
[55]. Hanh vi tham gia cua khach hang & day chi
Xét trong qua trinh dich vu, thong qua twong tac
v6i hudng dan vién du lich nén yéu t6 Tim kiém
théng tin trude do bi loai. Chia sé thong tin la
viéc khach hang cung cap théng tin dé gitip nhan
vién thyc hién ding nhimg g khach hang can
[14] day 1a “nguyén liéu dau vao” cho qua trinh
thuc hién dich vu [38; 31]. Hanh vi trach nhiém
dé chi hanh vi hop tac va tudn thu cac chinh sach
ciing nhu trach nhiém, quyén loi ctia khach hang
khi tham gia dich vy [8], hanh vi nay xay ra khi
khach hang nhan thiac duge vai trd va trach
nhiém cta minh [14]. Vi dic thu cta nganh du
lich 1a di theo mot nhém nhidu nguoi, do vay
hanh vi trach nhiém ca nhan 1a rat quan trong cho
viéc diéu phdi ciia huéng dan vién.
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Thai d9 khi tham gia ctia khach hang: xét
theo khia canh tdm 1y hoc, Heider [23] dinh nghia
thai do 1a “twong tac giira it nhat 2 ca nhan” véi
nhau, dé 1a “nhiing gi ma mét bén nghi, tng xi
hodc phan tg lai véi mot bén khac”. Dé tai dé
cap dén thai do khi tham gia ciia khach hang
trong mdi quan hé gitra khach hang va huéng din
vién du lich. Ennew va Binks [14] cho rang thai
d6 tham gia cta khach hang thé hién trong mbi
quan hé tuong tac giita khach hang va nhan vién,
mbi quan hé ndy can thiét cho qua trinh dich vu
thanh cong. Nghién ctu cua Kelley & ctg [29] vé
chat luong tham gia ctua khach hang trong qué
trinh tao sinh va chuyén giao dich vy, co dé cap
dén 2 khéi niém 1a chit lwong k§y thuat va chit
lwong chirc ning. Dé tai tp trung vao khai niém
chat lugng chirc nang, 12 hanh vi cua khach hang
trong qua trinh dich vu bao gdm cac twong tac
qua lai nhu than thién, an can, tén trong ciia ho
khi giao tiép v&i nhan vién. Khéi niém nay da
dugc Yi & Gong [54] phat trién thanh thang do
twong tic cd nhan. Tuy nhién, do dic thu cia du
lich 1& hanh nén & day chi dimg ¢ muc xem xét
thai d6 cta khach hang.

Hanh vi dinh huéng khich hang cia
nhan vién: Theo Winsted [52], hanh vi dinh
huéng khach hang 1a nhitng hanh vi huéng dén
viéc lam thoa mén khach hang cua nhan vién
dich vu trong qua trinh dich vu. D6 1a su sén sang
cta nhén vién dich vu trong viéc diéu chinh dich
vu cung cip dap ung yéu cau cua khach hang
[46; 12]. CAc hanh vi ndy s& mang dén loi ich
trong ngén han nhu nhan thire vé chét lwong dich
vu, hodc dai han nhu su hai 1ong va long trung
thanh ciia khach hang; dong thoi ciing mang dén
nhimg loi ich vé hidu qua cong viéc, hai long
cong viéc ddi v6i nhan vién. Nghién ctru nay sir
dung 5 thanh phan trong hanh vi dinh hudng

khach hang ctia Lanjananda va Patterson [32] bao
gém: Hanh vi than thiér (congeniality) 1a nhimg
hanh vi can c6 ctia nhan vién dé cung cap dich vu
trén mirc ki vong ciia khach hang va khién ho
thich th( [42], bao gdm nhimng hanh vi thé hién
su chan thanh, than thién va nhiét tinh v4i khach
hang [25]; Hanh vi thdu hiéu (anticipation) 1a
hanh vi sin sang dap tmg cac thay d6i cua khach
hang vi doan trude dugc cai gi mang lai gia tri
cho khach hang [16]. Do nhu cau caa khach hang
dich vu kha da dang, khac biét nhau nén viéc
thau hiéu nhu cau cua khach hang s& giup cong ty
duy tri loi thé canh tranh [16]; Hanh vi nha nhan
(courtesy) thé hién hanh vi quan tdm, hoa nha,
ton trong khach hang cua nhan vién [48], dac biét
ddi v&i nén van hoa chau A thi sy nhd nhan rat
quan trong khi giao tiép v&i khach hang [20; 21];
Hanh vi tdm tdm (Attentiveness) 1a hanh vi cha y
va quan tdm hét strc dén loi ich cta khach hang,
lubn danh thoi gian va san sang dap ung khi
khéch hang yéu cau [52]. Khach hang thudng dit
niém tin vao nhan vién dich vu can cr vao hanh
Vi nay [56]; Nang luc (Capability) la kha ning
cua nhin vién trong quad trinh twong tac vdi
khach hang dé cung cip dich vu [4] bao gdm kién
thirc chuyén mon va ky nang giai quyét vin dé
[47].

Sw hai 1ong khach hang: 1a danh gia cudi
cling vé mat tam 1y trong viéc tai khang dinh lai
ki vong ban dau cia khach hang vé dich vu [42].
Theo Philip Kotler [31], sy hai long cua khach
hang 1a dénh gi4 vé nhimg gi ho nhan duoc so
v6i ki vong cta ho. Day 1a mot so sanh mang tinh
c& nhan, néu két qua nhan duoc cao hon so véi ki
vong thi khéch hang hai long va nguoc lai. O day
xem xét su hai long cua khach hang sau khi trai
nghiém dich vu.

2.2 M hinh nghién ciu va gidg thuyét
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Quan hé giira hanh vi tham gia ctia khach
hang va s hai 1ong: Johnston [27] cho rang vai
tro cuia khach hang khong chi 1a ngudi thu huéng
ma con la ngudi tham gia qua trinh dich vu. Do
d6, dé hoan thién dich vu, ning cao sy hai long
khéach hang ciing can chu trong dén vai trd cua
khéch hang trong qua trinh dich vu. Quan diém
trong dich vu [49] dwa trén nén tang 1y thuyét loi
thé vé ngudn luc cho rang ca nhan vién va khach
hang cling tao sinh gia tri dich vu. Do viy, hanh
vi tham gia cua khach hang sé mang lai gia tri
cho ca hai phia, khach hang va nha cung cap
[18]. Théng qua hanh vi tham gia (chia sé thong
tin, hanh vi trach nhiém) khach hang gitp cho
nhan vién hiéu dugc mong mudn ctia khach hang
nham giam thiéu cac rui ro c6 thé xay ra [15] va
ddng thoi c6 thé kiém soat qua trinh dich vu tbt
hon [33; 43] lam cho chét Iwong dich vu cung
cap t6t hon nén sé& 1am khéch hang hai long nhiéu
hon. Pac biét d6i véi dich vu du lich, khach hang
phai tham gia méi c6 dugc trai nghiém vé dich
vu [11] khach hang c6 hai long hay khong la khi
truc tiép tham gia vao qua trinh dich vu. Muc do
tham gia nhiéu hay it thi mic d6 hai 1ong cia
khach hang ciing tdng giam tuwong tmg [6] Tir do,
gia thuyét H1 duoc phat biéu nhu sau:

H1: Hanh vi tham gia khach hang cd tac
dong dwong dén sw hai 10ng khach hang

Quan hé¢ giira hanh vi dinh hwéng khach
hang ciia nhan vién va sy hai long ciia khach
hang: Véi dic thu cia nganh, cac cong ty dich
vu can su cht trong dén nguén Iyc con nguoi [7],
dic biét ddi voi doi ngi tiép xuc tryc tiép voi
khach hang. Néu c6 hanh vi dinh huéng khach
hang thi nhan vién s& dat nhu cau ciia khach hang
1a wu tién va lam theo yéu cdu cu thé cia khach
hang sao cho ho hai long. Narver va Slater [40]
cho ring gia ting hanh vi dinh huéng khach hang

s& gép phan gia ting su hai long, 1ong trung
thanh caa ho, nghia 1a dinh hudng khach hang tac
dong tich cyc 1&n hai long cua khach hang [24].
Do vay, hanh vi dinh huéng khach hang cua
huéng din vién giir vai trd quan trong trong viéc
lam hai Iong khach hang. Tir do, gia thuyét H2
dugc phat biéu nhu sau:

H2: Hanh vi dinh huéng khach hang cia
nhén vién cé tac déng dwong dén sw hai 10ng Cia
khach hang.

Quan hé¢ giira hanh vi dinh hwéng khach
hang ctia nhin vién va thai d) khi tham gia
ctia khach hang: Khi nhan vién c6 dinh hudng
khéch hang thi cac hanh dong ctia ho déu hudng
dén muc dich 1am hai long khach hang [22]. Do
Viy, trong qua trinh twong tdc vGi khach hang
néu nhan vién thé hién hanh vi than thiét, thiu
hiéu, nhd nhan, tan tAm thi s& nhan dugc thai do
tuong mg cua khach hang. Nghia 1a khach hang
cling s& ¢o6 thai do lich su, than thién, hoa nha
hon véi huéng dan vién. Do vay, gia thuyét H3
dugc phat biéu nhu sau:

H3: Hanh vi dinh huéng khdach hang cia
nhén vién c6 tic dong dwong dén thdi dj tham
gia cia khdch hang.

Quan hé giita thai d6 khi tham gia va hanh
vi tham gia ctia khach hang: Thai d6 khi tham gia
cua khach hang (nhu vui vé, than thién, kho chiu,
an can) phan anh trang thai ca nhan cta ho khi
tham gia. Pay c6 thé xem 1a mot dang nguén lIuc
tuong tac (physical operant resource) cuia khach
hang [5]. Mot khi khach hang c6 théi d6 tich cuc
khi tham gia thi c6 nghia 1a ngudn luc twong tac
(dang tAm 1¥) ctia ho cao. Chinh yéu t6 ndy s& tac
dong tich cyc dén hanh vi tham gia cua ho vi
ngudn lyc twong tac dugc xem 13 mot trong ba
didu kién tién dé dan dén hanh vi tham gia tich
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cuc cua khach hang trong qua trinh dich vu [33].
Hai diéu kién con lai 1a dong luc (motivation) va
sy hiéu biét vé& nhiém vu (task clarity). Do d6, khi
thai do khi tham gia ctia khach hang tich cyuc s&
dan dén hanh vi tham gia tich cuc. Vi vay, gia
thuyét H4 duoc phat biéu nhu sau:

H4: Thdi dj khi tham gia ciia khdch hang
¢6 tic dpng tich cwe dén hanh vi tham gia ciia
khach hang

T céc bién luan 6 trén, mo6 hinh nghién ctru
dé nghi nhu sau:

cuA KHACH HANG

| HANH VI THAM GIA |

/

GlA CUA KHACH

THAI DO KHI THAM
HANG

S

\

SU HAI LONG
KHACH HANG

e

KHACH HANG

| HANH VI B|[NH HUONG |

Hinh 1: M hinh nghién ciru

3.PHUONG PHAP NGHIEN CUU

Nghién ciru dugc thuc hién qua 2 giai doan
12 so bd va chinh thie. Nghién ctru so bd nham
hiéu chinh cac thang do thong qua phong van sau
4 ngudi quan ly diéu hanh dang cong tac tai 3
cbng ty du lich tai TP.HCM. Thang do sur dung
bao gém: Hanh vi tham gia khach hang (9 bién)
cua Yi va Gong [54]; Thai d6 tham gia ctia khach
hang (5 bién) duoc hiéu chinh tir thang do hanh
vi twong tac c4 nhan cta Yi va Gong [54]. Hanh
vi dinh hudng khach hang (20 bién) st dung cuia
Mechinda & Patterson [37]; Sy hai long (5 bién)
cua Oliver & Swan [42]. Tt ca cac bién déu
dugc do luong theo Likert 5 diém. Nghién ctu
chinh thirc thuc hién phong van truc tiép bang
phiéu khao sat co cau truc. Dit lidu dugc thu thap
theo cap 1-1 tir hai ddi twong 1a khach hang va
huéng dan vién theo 2 phiéu khao sat thiét ké
riéng cho timg déi tuong.

4.KET QUA

4.1 Théong ké mo td méu

Mau huéng dan vién: ti 1& giita nam va nir
trong mau khao sat 12 68.7% va 31.3%, ti 1¢ nay
phan anh ding dic diém nganh nghé vi thuong
xuyén di chuyén, can co stc khoe tét nén cha yéu
nam giéi hanh nghé nay. Ti 1¢ huéng dan vién
cong tac 1a 42.7% va huéng dan vién cong ty la
57.3% trong mau. Ti 1¢ hudng dan vién co trinh
d6 cao dang 1a 38.6% va trung cap l1a 29.5%
chiém ti 1& cao hon trinh d¢ dai hoc 14 27.8% cho
thdy nghé hudéng dan vién khéng yéu cau trinh do
cao. Ti 1é do tudi chu yéu vao khoang 26-35 ciing
cho thy su phtl hop véi dic diém cong viéce, két
hop véi ti 1¢ huéng dan vién chwa cé con la
73.5%. Cac két qua théng ké mau khao sat noi
chung phan anh ding dic thi caa nganh. Miu
khach hang: Két qua thdng k& cho thiy ti 1é
khach hang ty mua vé 1a 74.15% va co quan tra
tién 1 22.8%, tan s6 sur dung dich vu tir 1-3 lan
chiém 85.5%. Do viy, cac danh gia cua khach
hang sé& chinh xac hon vi ho phai chiu chi phi cho
chuyén di va ciing d4 c6 trai nghiém qua dich vu.

4.2 Kiém dinh mé hinh thang do
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Thang do trudc hét duoc danh gia so bd
bang EFA, c6 7 bién bi loai do hé sd tai thap, 32
bién con lai tiép tuc dua vao kiém dinh CFA
bang phian mém AMOS. Sau kiém dinh CFA, c6
10 bién bi loai tiép do c6 hé sb tai nhan t6 thap va
¢6 twong quan cao gitra cac sai sd. Phuong phap
wdc luong ML cho 22 bién con lai c6 cac chi sb
phu hgp nhu sau: Chi-square = 275.775; df=
173; p=0.000; GFI = 0.947, CFI= 0.981 , TLI=
0.975 va RMSEA = 0.036. Do viy, mé hinh
thang do phu hop véi dit liéu. Hé s tai chuin
héa cua tit ca cac bién trong khoang tir 0.692 dén
0.926, gia tri phuong sai trich (AVE - Average

0.80

Variance Extracted) trong khoang 0.583 dén
0.776. Céc chi s6 nay déu trén muc tdi thiéu 0.50
nén cac thang do dat yéu cau vé do gia tri hoi tu.
Do tin cdy tong hop (CR - Composite
Reliability) cia 8 khai niém ndm trong khoang
0.735 dén 0.989 16n hon chudn chip nhén 1a 0.6
nén cac thang do dat do tin cay [19]. T4t ca cac
gia tri hé s6 twong quan binh phuong cua cac cip
khéi niém déu nho hon AVE tuong tmg cuia khai
niém cho théy cac thang do dat duoc do gia tri
phén biét [17].

4.3Kiém dinh mé hinh cidu triic va céc gid

thuyér

HANH VI THAM GIA
CUA KHACH HANG

0.82
0.70

093 = =
THAI DO KHI THAM
0.90 GIA CUA KHACH
HANG
0.84

0.90

VEU THICH
0. 69

16%

SU HAI LONG
KHACH HANG

0.68

0.91 :>m HANH VI DINH HUONG
0.82 KHACH HANG

0. 94 TAN TAM

Hinh 2: Két qua kiém dinh mé hinh c4u trac

Kiém dinh thang do bac 2 cho thiy hé sé tai
cua khai niém bac 2 cua yéu td Hanh vi dinh
huéng khach hang ¢6 2 yéu tb thanh phan bj loai
bo 12 Nang luc va Sy thiu hiéu co hé s tai nho
hon 0.5. Két qua kiém dinh mé hinh céu trac cho
thdy mo hinh pht hop véi dir liéu thi truong, cac
chi s6 vé do phi hop gém:, Chi-square= 198.556;
df=  110; p=0.000; Chi-square/df=1.805;
GFI=0.951; CF1=0.980; TLI=0.975,
RMSEA=0.042. Két qua cho thiy c6 3 gia thuyét
dugc ung ho 12 gia thuyét H1, H2, H4

4.4 Thdo ludn két qui

So véi hanh vi dinh hudng khach hang cua
nhan vién ($=0.12), hanh vi tham gia khéach hang
¢6 tac dong manh hon véi B=0.37. Két qua nay
c6 thé giai thich 1a do dich vu du lich i hanh du
1a thé loai gi déu can dén sy tham gia cua khach
hang. Trai nghiém dich vu c6 duge 1a tir viée
tham gia cta khach hang, ho tham gia va tao ra
gia tri dich vu stt dung theo mong do¢i cua ho. Do
viy, mirc do tham gia ciia khach hang cang cao
thi mirc d6 hai long cia khach hang ciing cang
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cao. O day, vai trd cua huéng dan vién chi 1a
nhitng nguoi hd trg, huéng dan va tao sy thuan
tién cho khach hang trong qud trinh trai nghiém
dich vu chtr khong thé thay thé khach hang duoc.
Trong hanh vi tham gia cua khach hang, yéu t6
hanh vi trach nhiém c6 gia tri mean kha cao
(4.03) 1a do dac thu cia nganh du lich 1 hanh
thuong thue hién cho mdt nhém khach hang nén
khi str dung dich vu nay thi mdi khach hang phai
Iam theo c&c yéu cau chung ciia huéng dan vién
thi tour dich vu méi ¢6 thé hoan thanh.

Thuec té, hanh vi dinh hudng khach hang cua
hudng dan vién, 12 nguoi dai dién cia cong ty
trong sudt hanh trinh tour, c6 tac dong tich cuc
dén sy hai 1ong khéach hang la giai thich dugc vi
d6i véi du lich 1it hanh, diéu khach hang luén
quan tam la tinh thuan tién khi tham gia, 1a sy an
tam trong qua trinh trai nghiém dich vu. Do do,
cac hanh vi dinh hudng khach hang cua huéng
dan vién bao gom sy than thiét, nha nhan, tan tim
va san sang hiéu chinh lich trinh tour dap tmg
nhimg yéu cau phl hop ciia nhom khach hang di
tour s& 1am khach hang hai long vé chuyén di
nhiéu hon va s& cam nhéan gia tri dich vu cao hon.

Ngoai ra, nghién ciru ndy ciing xem xét tac
dong cua hanh vi dinh hudng khach hang dén
thai do tham gia cua khach hang. Két qua khach
hang danh gia cac yéu t6 hanh vi dinh huéng
khach hang caa huéng dan vién c6 gia tri mean
khé& cao. Tuy nhién, gia thuyét nay bi bac bo, két
qua nghién ctru cho thiy hanh vi huéng t6i khach
hang khong anh huong dén thai do tham gia cua
khach hang st dung dich vu du lich 1 hanh. C6
I& 1a do ddc thu nganh du lich 1t hanh, khach
hang thuong xem hudéng dan vién du lich 12 nhan
vién phuc vu ding nghia, nghia 1a huéng dian
vién phai t6n trong khach hang, phai phuc vu tbt
cho khach hang, va khach hang thuong it dé v

dén thai do khi cu xtr cia ban than minh véi
huéng dan vién. Diéu ndy khéc véi nhan vién
truc tiép trong dich vu dao tao (12 Thay/C) hodc
nganh y té (1a Béc si), nhimg nguoi nay luén
duge khach hang (hoc vién, bénh nhéan) kinh
trong, vi né. Thai d6 khi tham gia cuia khach hang
¢6 tac dong kha manh dén hanh vi tham gia cua
khéach hang véi p=0.47, mét 1an nita khang dinh
mbi quan hé mat thiét giita hai yéu t6 thai do va
hanh vi.

4.5. Két lugn va ham y qudn tri

Két qua nghién ctru dd xac dinh duoc mbi
quan hé tich cuc giita hai yéu t6 hanh vi dinh
hudng khach hang cuia nhan vién va hanh vi tham
gia cua khach hang dén sy hai long cua khach
hang. Trong d6, hanh vi tham gia ctia khach hang
¢6 tac dong manh hon dén sy hai 10ng cua khach
hang. Yéu t6 thai d6 tham gia cua khach hang
khéng chiu anh hudng boi hanh vi dinh hudng
khach hang ctiia nhan vién nhung lai tic dong kha
manh dén hanh vi tham gia cua khach hang. Viéc
nghién ctu thuc hién thu thap dit liéu theo cap 1-
1 gilp cho két qua khao sat tin ciy hon va phan
4nh dugc ¥ kién cta ca hai ddi tuong nghién ctru.

Tir két qua trén, ¢6 thé rut ra mot s6 ham y
quan tri nhu sau:

Su hai long cua khach hang bi tac déng kha
manh tir hanh vi tham gia cua khach hang, ma
Hanh vi nay lai chiu anh hudng tir thai do tham
gia cua ho. Do vay, trong thiét ké tour du lich,
céng ty can chu trong cac diém nhén, cac ky
thuat thu hat dé khach hang tich cuc tham gia vi
muc d6 tham gia cang cao thi ho s& hai long cang
nhiéu. Tir d6 ho s& ndi tét vé dich vu clia cong ty
sau khi trai nghém dich vu.

Thuong xuyén té chic huén luyén hudng
dan vién/nhan vién cac hanh vi dinh hudng
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khéach hang, néu hudng dan vién/nhan vién lam
t6t thi s& 1am cho khéch hang hai long. Pic biét
dbi v6i nganh du lich Ii hanh, do ¢6 tinh thoi vu
nén vao mua cao diém, cong ty thuong sir dung
d6i ngii hudng dan vién thué ngoai kha nhiéu nén
khau té chirc hudn luyén cho nhén vién (ca trong
Vva ngoai) cang can thiét.

Tuy da dat dugc mot s két qua nhat dinh
nhung d& i van con mot s han ché ma nguoi
doc can luu y khi st dung két qua. Thir nhat,
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