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HEH o] 4E2](2)

CAU HOI KHAO SAT(2)

Xin chao anh/chi/co/di/cha/bac!

Toi tén la: NGO THI HUONG MAI sinh vién khoa Quan Tri Kinh
Doanh cua Truong Dai Hoc HANSUNG UNIVERSITY.

Bang khao sat nay dugc thic hién nhdm myc dich thu thap s§ lieu
khao sat nghién cttu nhiing vdn de lien quan dén chat lugng dich vu
du lich anh huéng dén sy hai long ctia du khach khi dén tham quan
du lich Phu Quéc, Viet Nam. Xin anh/chi danh it thoi gian giup toi
hoan thanh cudc phéng vén nay va toi xin dam bao cac y kién tra loi
cia anh/chj s& dugc gitt bi mat tuyét d6i va chi phuc vu cho nghién

cliu nay.
Cau 1: Gi6i tinh ban la gi?

1. nam

2. nit

Cau 2: Do tusi cua ban?

1. 25 tudi tr¢ xudng
2. 30 tu6i tr¢ xudng
3. 35 tubi trd xudng

4. 40 tudi trg xudng
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5. 45 tubi tré xudng

Cau 3: Bing cdp hién tai cta ban la gi?

1. du6i cdp3
2. cao ding
3. dai hoc he 4 nim

4. trinh do dai hoc tré 1én

Cau 4: Nghe nghiép ctua ban la gi?

nhan vién vin phong
No1 trg

Cong chiic

Ty kinh doanh
Nghe nghiép

Ban hang / Dich vu
Sinh vién

Khac

e A T e B e

Cau 5! Ban vui long cho biét myuc dich cua ban khi di du lich Pha

Quoc la:

Mudn duge thu gian, giai tri
Muén biét théem vung lanh tho
Thim nguoi than, ban be.
Mué6n tham quan, ngdm canh
bi thyc tap,thyc té,

Vi cong viéc

N oAk e
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Cau 6: Ban biét dén du lich Phu Quéc bing phuong tién thong tin

nao?

Ban be, ngusi than gisi thiéu
Xem quang cdo, tiép thi

Cédm nang du lich

Cong ty du ilch, dai ly du lich.
T roi

AN e

Phuong tién khac

Cau 7: Ban di du lich theo cach nao sau day?

1. Mua tour chon goi ctia cong ty du lich va di theo doan
2. st dung dich vu lwu tra, van chuyén cta cong ty va di t¢ do
(tour ma).

3. Ty sdp xép di

Cau 8: Ban dén Phu Qudc lan nay la lan thit bao nhiéu?

Cau 9: Ban thuong ¢ lai Phu Quéc bao lau?

1. Trong ngay 1

2. 2 ngay - 1 dém
3.3 ngay — 2 dém
4, 4 ngay — 3 dém
5.5 ngay - 4 dém
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Cau 10: Ban cho biét mic do hai long ddi v6i cac cau hoi sau:”
thang diém tit 1 dén 5 °

(v6i 1: hoan toan khong hai long, 2: khong hai long, 3: hai long, 4:
kha hai long, 5: rat hai long)

STT NoO1 dung cau hoi 1 2 3 |4 5

Sy tin cay
Théng tin dugec cung cap day du,

Q1

10 rang

Q2 An ninh, trat tu

3 An toan (tinh mang, tai san va
thuc pham)

Q4 Vé sinh tai cac diém du lich
Tinh thdn trach nhiém

Q5 Sén long gitp d& khach hang

6 Cung cap dich vu mdt cach

nhanh chéng

Q7 Khong d& xay ra sai xo6t

Sy dam bao

Nang luc ngoai ngit cua nhin

Q3 .
vién

Q9 Dich vu 1& phép
Niang luc gial quyét tinh hudng
Q10

ctia hudng dan

Q11 | Su nhanh nhen cua dich vu
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Sy ddng cam

Kip thoi, nhanh chdéng trong phuc

Q12 |vu quan tim, luu ¥ cua nhan

vién dén tumg khach hang

Than thién cua nguoi dan dia
Q13

phuong

Ky nang giao tiép (cach noi
Q14

chuyén, dang vé,..)

Kha nidng hiéu ro nhu cau cu thé
Q15 |cua timg khach hang cua nhian

vién

Tinh htu hinh

PDa dang cua canh quan thién
Q16 )

nhién

Nét dac trung cua cac 1é hoi,
Q17 .

lang nghé van hoéa
Q18 ba dang cua cac hoat dong tham

quan, vul choi, giai tri
Q19 | Thong tin lién lac

Da dang va hién dai cta phuong
Q20 _

tién van chuyén

ba dang va hién dai cua khach
Q21

san, nha nghi

Da dang va hién dal cta nha
Q22

hang, quan an

Da dang cac dich vu nhu: ngn
Q23 | hang, y t& tham my, thé tha

Qe ne

ba dang hang luu niém, san vat
Q24 ‘

dia phuong
Q25 | ba dang moén an, do udng
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Cau 11: Ban cho biét mtc d¢ hai long khi tham quan du lich Pha

Quoc?

Hoan toan khong hai long
[t hai long

Ciing d ugc

Hai long

A e

R4t hai long

Cau 12: Nhing dic diém nao cua du lich Phu Quéc ma ban khong
thich?
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ABSTRACT

A study on the Effect of Travel Service Quality
on Touist Satisfaction

—Focusing on the PHU QUOC in VIET NAM-

Ngo Thi Huong Mai

Major in Service Operations

Management

Dept. of Business Administration
The Graduate School

Hansung University

Recently, Vietnam — Phu Quoc have become the top destinations
for Vietnamese tourists as well as many tourism products of travel
companies have been deployed to serve foreign tourists to visit Vietnam.

However, there is still a lack of research on the characteristics of
Vietnamese people's choice of tourism products when traveling to Phu
Quoc. Therefore, this study will analyze how the attributes of tourism
service quality affect the satisfaction of tourists going to visit Phu Quoc,
Vietnam. The questionnaire of this study was distributed to Vietnamese
tourists visiting Phu Quoc in the past 1 year and was collected from
December 2019 to January 2020.

By comparing and analyzing the influence of tourism service quality on

customer satisfaction visiting Phu Quoc, the results of this study can be
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summarized as follows.

The quality of tourism services greatly affects the satisfaction of tourists
visiting Phu Quoc. Therefore, Phu Quoc, Vietnam in general providing
quality tourism services needs to make efforts to improve and invest more

to increase customer satisfaction.

Key words : Travel Service, Service Quality, Tourist, Satisfaction
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