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CHAP THUAN CUA HOI PONG

Luan vin nay, v6i chi dé 14 “Panh gia chat luong dich vu khu du lich sinh

thai Lung Ngoc Hoang”, do hoc vién Nguyén Thi Bich Thuy thyc hién theo sy

huéng dan cua Ts. Nguyén Qudc Nghi. Luan vin di bao cao va dugc Hoi dong

chdm luan vin thong qua ngay
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LOI CAM TA

Trudc tién, t6i xin gt 16i cam on chan thanh dén TS. Nguyén Qudc Nghi,
ngudi Thay da tan tinh huéng dan va giup d& toi trong sudt qué trinh thyuc hién va
hoan thanh luan van nay.

Téi xin duoc giri 161 cam on dén tit ca quy Thay/Cé da truyén day cho toi
nhitng kién thic hitu ich trong chwong trinh Cao hoc Quan tri kinh doanh tai
Truong Dai hoc Nam Can Tho.

bac biét, toi chan thanh cam on Ban quan ly khu du lich Lung Ngoc Hoang
da tao diéu kién cho tdi tiép can du khach va cung cap nhitng thong tin can thiét
cho qué trinh thuc hién dé tai. Toi xin gt 161 cam on chan thanh dén ban bé da
nhiét tinh gitip d& t6i trong qua trinh thao luan, tim kiém thong tin, thu thap s6 liéu
dé toi co thé thuc hién luan van nay.

Xin kinh chic moi nguoi ludn doi dao sic khoe, thanh cong va hanh phc!
Kinh chic céc doanh nghiép git hai duoc thanh cong trong moi hoat dong san xuat
kinh doanh cua minh!

Can Tho, ngay......thang........ nam ........

Hoc vién thuc hién

Nguyén Thi Bich Thay



TOM TAT

Nghién ctru nay st dung mé hinh IPA dé danh gia chat lugng dich vy khu du
lich Lung Ngoc Hoang, tinh Hau Giang. Dit liéu nghién ciru dugc thu thap bing
phuong phap chon mau thuan tién voi ¢d mau 1a 197 du khach di timg dén tham
quan, trai nghiém dich vu tai khu du lich Lung Ngoc Hoang. Két qua nghién ctu
cho thiy, da s cac tiéu chi do luong chat luong dich vu déu ¢ mie do thyc hién
thap so véi vai ky vong caa du khach, chi cé 8/30 tiéu chi do ludng chat luong
dich vu dugc du khach danh gia 13 c6 mirc do thuc hién tét hon so véi Ky vong.
Nhin chung, du khach danh gia chat luong dich vu caa khu du lich Lung Ngoc
Hoang chua dat duoc nhu ky vong. Trong do, cac tiéu chi khong dat duoc ky vong
& muc do cao 1a “Nhiéu moén an ngon, dac san, qua tang lwu niém phong phu” va
“Hé thdng thong tin lién lac phu séng tét”, ké dén 1a cac tiéu chi “Hé thdng giao
thong thuan loi”; “An ninh luén dugc dam bao”, “Nhanh chéng giai quyét khiéu
nai, su ¢b Xay ra d6i voi khach hang”. Dya vao két qua nghién ciu, mot sé ham y
quan tri dugc dé xuat nham nang cao chét lugng dich vu khu du lich Lung Ngoc
Hoang nhu sau: (i) Nang cao “Yéu t6 hiru hinh”, (ii) Nang cao “Mitrc d6 thu hat”,
(ii1) Nang cao “Su tin cay”, (iv) Nang cao “Kha nang dap ung”, (v) Nang cao “Su
dam bao”, (vi) Nang cao “Su cam thong”.

Tir khoa: chdt lweng dich v, md hinh IPA, khu du lich Lung Ngec Hoang



ABSTRACT

This study used the IPA model to evaluate service quality of the Lung
Ngoc Hoang Tourist area, Hau Giang Province. Research data were collected
by the convenient sampling with a sample size of 197 tourists who have visited
and experienced the service at Lung Ngoc Hoang Tourist area. The research
result indicates that most of the measurement criteria have low levels of
satisfaction compared to the expectation of visitors. There are only eight over
thirty measurement criteria that exceed tourists' expectations. In general, the
service quality of the Lung Ngoc Hoang Tourist area has not met travelers’
satisfaction. In particular, criteria with the lowest level of satisfaction are
"Plenty of delicious local dishes, specialties, and souvenirs" and "Good
communication systems", followed by "Convenient transportation systems",
"Guaranteed security"”, and "Speedy complaints and incidents handling”. Based
on the above result, some solutions were suggested to improve the service
quality of the Lung Ngoc Hoang Tourist area. Accordingly, several factors
should be enhanced such as (i) tangible factors, (ii) attraction level, (iii) trust,
(iv) responsiveness, (v) assurance, and (vi) sympathy.

Keywords: service quality, IPA model, Lung Ngoc Hoang Tourist area



LOI CAM DPOAN

T6i xin cam doan dé tai luan van nay 1a do chinh toi thyc hién, cac sé liéu
thu thap va két qua phan tich duoc thé hién trong dé tai 1a trung thuc, dé tai khdng

triing vai bat ky dé tai nghién ciu khoa hoc nao.

Can Tho, ngay........ thang........... nam ........

Hoc vién thuc hién

Nguyén Thi Bich Thuy
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