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Tom tat:

Nghién civu ndy tdp trung vdao phan tich tic déng ciia cdc chiéu trai nghiém cd nhan cia du
khach, nhan dién thuong hiéu diém dén t6i trdi nghiém diém dén véi diém dén va hanh vi
truyén ba thwong hiéu diém dén ciia du khach. Dit liéu thu thap tir 317 du khach quéc 1é duwoc
khdo sat tai ba dia diém tdp trung dong khdach quoc té ¢ Ha Noi va phan tich bang mé hinh
PLS-SEM. Két qua cho thdy cd bon chiéu trai nghiém cd nhdan déu tac dong tich cwc dén trai
nghiém thwong hiéu diém dén, trong dé trdi nghiém tri tué cé anh hwong manh nhat. Trdi
nghiém diém dén cia du khdch déng vai tro trung gian trong méi quan hé giita cdc chiéu trdi
nghiém, nhdn dién thwong hiéu diém dén va hanh vi truyén ba thwong hiéu diém dén. Nghién
citu ciing dé xudt cac ham ¥ quadn tri cho chién hege phdt trién thiwong hiéu diém dén nham
tang cuong trai nghiém da chiéu, nhdn dién thieong hiéu diém dén va thiic ddy hanh vi truyén
bd diém dén ciia du khdch.

Tir kho: Thuong hiéu diém dén, trai nghiém cta du khach, truyén ba thwong hi¢u diém
dén, nhan dién thuong higu diém dén.

Ma JEL: L83, M31.

The impact of multidimensional experience and brand identification on destination
brand evangelism: the mediating role of tourists’ destination experience

Abstract:

This research focuses on analyzing the effects of tourists’ individual experience dimensions
and destination brand identification on their overall destination experience and destination
brand evangelism. Data were collected from 317 international tourists surveyed at three
major tourist locations in Hanoi and analyzed using the PLS-SEM model. The results reveal
that all four dimensions of individual experience have a positive impact on destination
brand experience, with intellectual experience showing the strongest effect. The tourists’
overall destination experience plays a mediating role in the relationship between individual
experience dimensions, destination brand identification, and destination brand evangelism.
The study also proposes managerial implications for destination branding strategies aimed at
enhancing multi-dimensional experiences, strengthening brand identification, and promoting
voluntary brand advocacy among tourists.

Keywords: Destination branding, tourist experience, destination brand evangelism, destination
brand identification.
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1. Giéi thiéu

Trong bdi canh hau dai dich Covid-19, hanh vi du lich quic té dang c6 xu hudng tai ciu truc theo huéng
c4 nhan hoa, wu tién nhimg trai nghiém mang tinh cam xuc va tao sy két ndi sau sic giita du khach va diém
dén (Chi, 2024). Piém dén du lich hién dai khong con don thuan dwoc nhin nhan nhu mét toa do dia Iy
(Hanna & Rowley, 2011), ma dugc xem la nhitng “thwong hiéu séng” —noi hoi tu cac gia tri biéu tuong,
ban séc vin hoa va kha ning truyén cam himg (Barnes & cong sy, 2014). Diéu nay dit ra yéu cau cip thiét
cho cac chién lugc xay dyng thuong hi¢u diém dén khong chi dimng lai & truyén théng hinh dnh, ma phai tap
trung vao viéc thiét ké cac trai nghiém thuc té sau sic co kha ning khoi day hanh vi truyén ba tw nguyén tir
phia du khach.

Trong bdi canh d6, hanh vi truyén ba thwong hiéu diém dén (Destination Brand Evangelism — DBEV) —
bao gém hanh dong chia sé, gidi thi€u, bao v€ hinh anh va quay lai diém dén — dang duoc cong nhan la chi
s6 trung thanh cao nhit cua du khach trong linh vyc du lich (Becerra & Badrinarayanan, 2013). Dac biét
tai cac qudc gia dang phat trién nhu Viét Nam, noi du lich van hoa giit vai trd chi dao, DBEV dong vai tro
chién luge trong viéc lan téa hinh anh diém dén trén truyén thong xa hoi va duy tri sy nhan dién thuong hi¢u
trong cong dong toan cau. Do d6, viéc 1am rd co ché hinh thanh hanh vi nay c6 y nghia quan trong d6i voi
cac nha quan tri diém dén.

Du cac nghién ciru qudc té da chimg minh mdi lién hé giita trai nghiém thuwong hiéu va hanh vi truyén
ba trong linh vuc dich vu (Brakus & cong su., 2009; Becerra & Badrinarayanan, 2013), nhung trong nganh
du lich, ddc biét tai cac nudc dang phat trién, cac nghién ciru sdu van con han ché (Rather, 2020; Kumar &
Kaushik, 2018). Phan 16n cac cong trinh trudc day danh gid trai nghiém thuong hiéu nhu mot khai niém tong
hop, ma chua tach biét 15 tac dong riéng 1& cua ting chidu trai nghiém, bao gdm gic quan, cam xtic, hanh
vi va tri tué dén trai nghiém ctia du khach. Viéc khong phan biét cac chidu nay khién cho co ché tac dong
clia tirg loai trai nghiém dén hanh vi tiéu dung va lan téa chua dugc 1am 13, dan téi kho khan trong viée dé
xuét chién luoc trai nghiém tdi wu.

Bén canh d6, nhan dién thuong hiéu diém dén (Destination Brand Identification — BID), xuat phat tir 1y
thuyét ddng nhit xd hoi (Ashforth & Mael, 1989), vén dugc xem 1a yéu té anh huong dén gan két thuong
hiéu, hién chwa duoc phan tich diy du trong mbi lién hé v6i hanh vi truyén ba. Cac nghién ctru hién co
thuong tap trung vao hinh anh thuong hiéu, trong khi vai trd ctia BID, ca tryuc tiép 1an gian tiép thong qua trai
nghiém thuong hiéu, van chua duoc kiém dinh toan dién. Hon nita, moi lién hé chudi gitra BID, céc chiéu
trai nghiém, trai nghiém cua du khach (Destination Brand Experience — DBE) va hanh vi truyén ba thuong
hi€u chua dugc trinh bay dudi dang mot mé hinh 1y thuyét tich hop, dic biét trong bdi canh cac diém dén
van hoa do6 thi nhu Ha Néi.

Xuat phat tir cac khoang trong trén, nghién ctru nay dugc thuc hién véi ba muc tiéu chinh: (1) Phan tich
anh hudng riéng biét ctia bon chiéu trai nghiém (SE, AE, BE, IE) va nhan dién thuong hiéu diém dén (BID)
dén trai nghiém cua du khach (DBE) va hanh vi truyén ba thuong hiéu (DBEV) cua du khach quéc té tai
Ha Noi; (2) Kiém dinh vai tro trung gian cua DBE trong mdi quan hé giira cac chiéu trai nghiém, BID va
DBEV; (3) Bé xuit ham y quan tri nhim hd trg xay dung thuong hiéu diém dén Ha Noi theo hudng gia ting
trai nghiém va khuyén khich truyén ba ty nguyén tir du khach.

2. Co s Iy thuyét va phat trién gia thuyét nghién ciru

Hanh vi truyén b4 thuong hiéu diém dén (Destination Brand Evangelism) dugc Becerra & Badrinarayanan
(2013) dinh nghia 1 hanh vi chu dong chia sé, quang b4, bao vé va khuyén nghi thuong hiéu diém dén t6i
cong dong, ca tryc tiép 1an trén cac nén tang k¥ thuat so. Trong nganh du lich, hanh vi nay khong chi thé hién
1ong trung thanh ma con phan anh sy cam két va niém tin cta du khach véi cac gia tri van hoa — xi hoi cta
diém dén (Scarpi, 2010). Nghién ctru ctia Sharma (2021) cho rang khéc véi cac thudce do truyén thong nhu
y dinh quay lai hay su hai 10ng don thudn, hanh vi truyén ba thuong hiéu dugc coi 1a chi bao quan trong va
c6 gia tri nhat thé hién muc do gin bé va hanh vi tich cuc cua du khach déi véi diém dén. Theo Sohaib &
cong su (2022), viée thuc day hanh vi truyén ba thuong hiéu diém dén dic biét quan trong voi cac qudc gia
dang phat trién, nhimg diém dén moi, chua thuc sy ndi tiéng trén ban d6 du lich thé gidi.

Trai nghiém thuong hiéu diém dén (Destination Brand Experience) 1a mot khai niém mé rong tir 1y thuyét
trai nghiém thuong hiéu do Brakus & cong su (2009) phat trién, nhdn manh trai nghiém thwong hiéu 1a két
qua tong hop tir cac phan g cam giac, cam xuc, nhan thirc va hanh vi ciia c4 nhan khi trong tac voi cac yéu
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td dac trung cua thuong hi¢u. Bén canh do, trong nhiéu nghién cuu trudc day vé chu dé du lich, du khach,
chc tac gia thuong tip trung danh gia sy hai 1ong cua du khach (fourist satisfaction) hodc mirc dd gin bod
v6i thuong hiéu diém dén (destination brand attachment) va xac dinh day 1a hai yéu t6 chinh dan t6i hanh
vi truyén ba thuong hiéu diém dén. Theo Brakus & cong su (2009), viéc danh gia trai nghiém thuong hiéu
cua khach hang thong qua do luong cac kich thich cam quan, cam xtc, nhan thirc va hanh vi 1a nhitng chi
béo tirc thoi va siu sic hon vé hanh vi tidu dung tich cuc, so v6i cac thude do hai long truyén théng vén co
tinh chat hdi twong va khai quat. Do d6, cic nghién ciru gin déy trong nganh du lich, nhiéu tac gia lya chon
danh gia trai nghiém cta du khach thay vi sy hai long nham do luong cu thé cac khia canh cta cam xtic va
nhan thre ciia du khach véi diém dén.

Hon thé nira, khac véi cac nganh dich vu thong thuong, thuong hiéu diém dén du lich duoc kién tao chu
yéu thong qua trai nghiém thuc té ciia du khach tai diém dén, do d6 viéc danh gi trai nghiém thuwong hiéu
diém dén doi hoi mot cach tiép can da chiéu, bao gom:

Trai nghiém giac quan (Sensory Experience): phan anh muc do ma cac yéu té hiru hinh nhu canh quan,
kién tric, Am thanh, mui huong hay 4m thuc dia phuwong kich thich cac giac quan cta du khach (Balakrishnan,
2008);

Trai nghiém cam xtic (Affective Experience): d& cap dén cac trang thai cam xtc nhu ngac nhién, thich thu,
cam dong khi tiép xtc v6i van héa, thién nhién hodc con ngudi dia phuong (Kim & cong su, 2010);

Trai nghi€ém hanh vi (Behavioral Experience): thé hién sy tham gia thyc tién vao cac hoat dong du lich
nhu tham quan, 1& hoi, 4m thyec, trai nghiém van hoa dia phuong;

Trai nghiém tri tué€ (Intellectual Experience): phan anh kha nang kich thich to mo, kham pha va hoc hoi
qua gia tri lich str, nghé thuat, truyén théng (Brakus & cong sy, 2009). Ngoai ra, Klaus & Maklan (2013)
canh béo ring viéc tong hop cac chidu trai nghiém vao thang do trai nghiém diém dén cua du khach véi diém
dén c6 thé 1am lu mo nhiing sic thai riéng biét va vai tro khac nhau ciia timg loai trai nghiém trong qua trinh
hinh thanh trai nghiém diém dén ciia du khach. Vi thé, Walter & cong sur (2014) cho rang can thiét phai nhin
nhan cac chiéu cua trai nghiém nhu yéu t6 tac dong dén trai nghiém diém dén cta du khach thay vi thanh t&
céu thanh. Do d6, nghién ctru nay tién hanh phén tach va kiém dinh riéng biét mac do anh huéng cua timg
chiéu trai nghiém d6i véi trai nghiém cta du khach, thay vi coi cac chidu nay chi don thuén 1a thanh t6 noi
ham cta thang do tong hop.

Nhan dién thwong hiéu (Brand Identification) dugc Ashforth & Mael (1989) dinh nghia trong thuyét
ddng nhat xa hoi nhu mirc d6 ma khach hang cam thay thuong hiéu pht hop v6i gia tri ¢4 nhan va hinh anh
ban than cia khach hang. Khac voi nhan biét thuong hiéu (brand awareness) von chi do luong murc do biét
dén thuong hiéu, nhan dién thuong hi¢u nhan manh vao su déng nhét gia tri, niém tin va phong céach séng
(Kuenzel & Halliday, 2008). Nghién ctru ctia Hultman & cong su (2016) khang dinh rang nhan dién thuong
hiéu c6 vai tro thuc déy hanh vi tich cuc ctia khach hang trong truyén ba thuong hiéu, nhu chia sé tich cuc,
bao v¢ thuong hi¢u va y dinh quay lai mua. Rather (2020) cho r:?mg khi diém dén thé hién su tuong déng vé
gia tri hodc phong cach séng ma du khach mong mudn, du khéch s& hinh thanh 1én trai nghiém tich cuc voi
diém dén va kéo theo d6 1a tim 1y mudn gin bo lau dai v6i diém dén ciing nhu hanh vi ung ho diém dén.

Dua trén co s& 1y thuyét va khoang tréng nghién ctru néu trén, nghién ctru ndy dé xuat mé hinh nghién
ctru nhu trong Hinh 1 va cac gia thuyét nghién ctru sau:

Hinh 1: M6 hinh nghién ctru dé xuit

Trai nghiém gidc quan (SE) [ Nhan dién thuong higu diém dén (BID)

Trai nghi¢m tong thé ciia du khéch véi diém dén (])BE)}—) Hanh vi truyén ba thwong higu diém dén (BEV)

: [ Trai nghiém cam xic (AE) v

Trai nghiém tri tué (IE) [ Giéi tinh, dé tudi, khu vuec, chéu luc, thoi gian luu tri: 6 Ha Nji ]
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H1: Trai nghiém giac quan ¢ anh hudng tich cyc dén trai nghiém diém dén cta du khach.

H2: Trai nghiém cam xuc c6 anh hudng tich cuc dén trai nghiém diém dén cua du khach

H3: Trai nghiém hanh vi c6 anh huong tich cuc dén trai nghiém diém dén cua du khach

H4: Trai nghiém tri tu¢ c6 anh hudng tich cuc dén trai nghiém diém dén cua du khach

HS: Nhan dién thuong hi¢u diém dén c6 anh hudng tich cuc dén trai nghiém diém dén cua du khach.

H6: Nhén dién thuong hiéu diém dén c6 anh hudng tich cuc dén hanh vi truyén ba thuong hiéu diém dén.

H7: Trai nghiém thuong hiéu diém dén c6 anh huéng truc tiép dén hanh vi truyén ba thuong hiéu diém
dén.

H8a—e: Trai nghiém thuong hiéu diém dén dong vai tro trung gian trong moi quan hé giita cac chiéu ciia
trdi nghiém, nhan dién thuong hi¢u diém dén va hanh vi truyén b4 thuong hi¢u diém dén.

3. Phwong phap nghién ciru

Nghién ctru nay sir dung phuong phap dinh lugng nham kiém dinh cac gia thuyét nghién ciru. Phuong
phap dinh lugng két hop véi mo hinh cAu tric phu hop dé kham pha céc co ché tim 1y — hanh vi phuc tap
trong nganh du lich (Hair & cong su., 2021).

Toan bd cac bién trong md hinh dugc do bang thang Likert 5 diém (1 = hoan toan khong dong y, 5 =
hoan toan ddng ), voi mdi khai niém dwoc do ludng boi 4 bién quan sat. Bon chiéu trai nghiém thuong
hiéu bao gdm: cam giac (SE), cam xtic (AE), hanh vi (BE), va tri tué (IE), ké thira tir thang do ctia Brakus &
cong su (2009), hiéu chinh theo Walter & cong su (2014) va Barnes & cdng su. (2014). Thang do nhan dién
thuong hiu diém dén (BID) dugc phat trién tir Kumar & Kaushik (2018) va Hultman & cong su (2016).
Trai nghiém diém dén cuia du khach diém dén (DBE) xay dung dua trén nghién ctru ciia Kumar & Kaushik
(2018) va Chi (2024). Hanh vi truyén ba thuong hiéu diém dén (DBEV) tong hop tir cac nghién ctru cta
Becerra & Badrinarayanan (2013), Rather (2020), Wilk & cong su (2024), Tran & cong su (2023), va Sohaib
& cong su (2022). Viéc ké thira cac thang do di kiém dinh trudc giup dam bao do tin ciy va phu hop ngir
canh nghién ctru.

Trudce khi khao sat chinh thirc, bang hoi duoc thir nghiém so bo (pre-test) v6i 20 du khach qudc té tai HO
Hoan Kiém nham danh gia tinh rd rang, d& hiéu va mtc d6 pht hop ngir canh. Cac chinh stra nho vé cach
dién dat da dugc thyuc hién dya trén phan hdi thu thap duoc.

Dir liéu nghién ciru chinh thirc duoc thu thip qua khéo sat truc tiép bang bang hoi tiéng Anh tai ba dia
diém dai dién & Ha Noi: H6 Hoan Kiém, Van Miéu — Qudc Tt Giam (dai dién diém du lich vin hoa), va san
bay Noi Bai (tiép can du khach két thic hanh trinh du lich tai Ha Noi), trong giai doan cao diém du lich hé
(thang 6-8/2024). Bang hoi dugc phat ra boi doi khao sat gdm sinh vién tinh nguyén c6 k¥ ning giao tiép
tiéng Anh, dugc dao tao bai ban. Nguoi tham gia tu dién hodc nhan hd tro dién néu can thiét.

Téng cong 350 bang hoéi dugc phat ra, sau khi lam sach dit li€u, 33 bang bi loai bé do cac ly do nhu: tra
101 thiéu nghiém tac (chi chon mot phuong an cho tt ca cac ciu hoi), hodc thoi gian hoan thanh bang hoi
duéi 3 phut. Két qua, c6 317 bang hoi hop 18 duoc dua vao phén tich.

Phan tich dit liéu duoc thyc hién bang phan mém SmartPLS 4.1.0.0 véi phuong phap PLS-SEM. Quy trinh
phan tich gdm hai budc: Danh gia mé hinh do luong (Measurement Model) thong qua kiém dinh hé sb tai
nhan té (outer loadings), do tin cdy tong hop (Composite Reliability - CR), gia tri hoi tu (Average Variance
Extracted - AVE), va gia tri phan biét (Discriminant Validity). Kiém dinh mé hinh cdu trac (Structural
Model) bang cach phan tich hé s6 duong dan (Path Coefficient), gi4 tri R2, kich thudc hiéu tmg (f2) va kiém
dinh y nghia thong ké vdi bootstrapping (5.000 mau phu).

Thong tin nhan khau hoc ctia miu khao sat (n=317) cho thay:

° Gi061 tinh: nr 47,6%, nam 24,3%, LGBT 28,1%.

e Do tudi: nhém 23-25 tudi chiém 31,9%, trén 45 tudi chiém 23%, dudi 23 tudi chiém 24%.

e Khu vuc xuit xt: khach tir chdu Au chiém 28,7%, M 24.,6%, chau A 19,9%, chau Uc 14,8%, chau
Phi 12%.

. Thoi gian luu tra: dudi 3 ngay 59,6%, tur 3—5 ngay 30,6%, trén 5 ngay 9,8%.

° Hinh thire du lich: di véi ban be 55,5%, di cung gia dinh 36,3%, di mot minh 8,2%.
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Su phan bé gidi tinh, do tudi va khu vuc xuit xir cho thdy mau nghién ctru c6 do da dang cao, phan anh
dac trung nhan khéu hoc cua khach du lich quéc té dén Ha Noi trong mua cao diém (Téng cuc Du lich Viét
Nam, 2022). Bén canh d6, xu hudng luu trii ngan han va hinh thirc du lich nhém (ban bé, gia dinh) phut hop
v6i hanh vi tiéu dung du lich d6 thi tai cac thanh phd van hoa nhu Ha Noi, gop phan dam bao tinh dai dién
va kha nang tong quat hoa két qua nghién ctru.

4. Két qua nghién ctru

4.1. Danh gia mé hinh do lwong

Theo Hair & cong su (2017), hé s6 tai nhan té can dat ngudng t6i thiéu 14 0,708 dé dam bao cac bién quan
sat giai thich it nhat 50% cua khai niém ma né dai dién. Trong két qua ctia nghién ctru nay, phan 16n céc bién
quan sat déu c6 hé sb tai 1(’)’n hon 0,75, cho thiy mirc d6 phit hop cao giita chi bao va khai niém. Tuy nhién,
cling c6 bon bién quan sat goém SEI, BE4 DBEI1 va DBEV4 bi loai khéi mé hinh sau budc danh gia so bd
do khong dat yéu cau vé gi tri ciia hé s tai nhan t6. Cac bién con lai duy tri mirc outer loadlng dao dong
tir 0,760 dén 0,875, phan anh chat lugng do ludng tét (Bang 1). Két qua phan tich cho thay tt ca cac thang
do déu c6 gia tri CR vuot ngudng 0,85, khing dinh ring cac chi bao c6 sy nhét quan cao trong do luong
cung mot khai niém. Bén canh d06, céac gia tri Average Variance Extracted (AVE) - gia tri hoi tu (convergent
validity) déu vuot ngudng 0,50 (ngudng khuyén nghi) ctia Fornell & Larcker (1981) cho thdy cac thang do
dam bao gia tri hoi tu.

Béng 1: Phéan tich do tin cy va gid tri hoi tu ciia cic thang do

Hé sb
Thang do Bién quan sat tai CA CR AVE
nhén té
. a 2. T6i van nhé 16 nhiing 4m thanh duong phé & Ha Noi.
Trai nghiém 3. Ha Nbi c6 nhitng mui hwong dic trung so véi cac thanh phd 0,826-
gidc quan A ax i i ’ 0,772 | 0,868 | 0,686
(SE) ma tf)_l daA di qua. , o 0,831
4. Tai thay thich thu khi duoc str dung d6 thu cong ¢ Ha Noi.
1. Khi nghi vé Ha Noi, toi cam thy vui va hai 1ong.
Trai nghiém | 2. T6i c6 cam gidc gin bo véi Ha NOoi sau chuyénrdi. . 0.774-
cam xuc 3. Nhirng trdi nghi¢ém tai Ha Noi khién t6i cdm thay c6 nhiéu ’ 0,823 | 0,883 | 0,653
A o 0,843
(AE) dong luc moi.
4. Nh lai thoi gian 6 Ha N6i lam t6i thdy thu gidn va d& chiu.
1. Trai nghiém & Ha Néi khién t6i mudn thir thém nhitng diém
Trai nghiém dén khéc o Viét Nam.. 3 . .
hanh vi 2. Toi d:& tham gia nhiéu hoat déng khac nhau khi & Ha Noi. 0,803- 0.746 0.855 0.663
anh vi N A z C A NTAS AR gt n A , ) )
(BE) 3. TT rat muon quay !eiu Ha N(.)lAde tra}l. nghl.eim thvem. o 0,831
4. Toi tham gia rat nhiéu hoat dong trai nghi¢ém van hoa, xa hoi
khi ¢ Ha Noi.
1. Trai nghiém du lich ¢ Ha N¢i lam t6i thdy to mo va muén tim
hiéu thém vé thanh phd nay.
2. Nhitng diéu toi théy ¢ Ha Noi gitip t0i c6 goc nhin khac vé
Trai nghiém | cudc song va con nguoi. 0,768-
O] | S e e RN e s e G| e || e | R
m&i vé vin hoé va con ngudi Viét nam
4. Chuyén du lich tai Ha Noi lam t6i thay himg thii vi viée hoc
hoi va kham pha.
1. Toi dé dang nhan ra sy khac biét Ha Noi giita nhiéu diém dén
Nhandign | dulich ndi tiéng khéc o )
thuong hiéu | 2. T6i thray cuge song EQ:I Ha Noi nhiéu diém tuong dong voi 0,760- 0.832 | 0.889 | 0.666
diém dén phong céach song cua toi. 0,858
(BID) 3. Chuyén di t6i Ha Noi mang lai gi4 trj ma toi tran trong.
4. Ha Nbi c6 mot hinh anh du lich rt riéng v 13 rang trong toi.
Trai nghiém | 2. Ha Noi mang dén trai nghiém van hoa va con ngudi rat riéng.
thuong hiéu | 3. Toi dugc tham gia vao nhiéu hoat déng c6 y nghia va trai 0,830- 0816 | 0.891 0.731
diém dén nghiém phong phu khi dén Ha Noi. 0,875 ? ’ ?
(DBE) 4. Trai nghiém & Ha Noi dé lai ddu 4n siu séc trong toi.
gﬁ;gnvﬁé 1. Téi sin sang gi6i thiéu Ha Noi cho ban bé, ngudi than.
thuong higu 2. Té% da chia s¢ trai nghiérp cuia minh & Ha NQi‘ lén mang xa hoi. 0,852- 0.818 0.892 0.733
didm dén 3.:1."61 thuong ké cho ngudi khac nghe nhiing dicu toi thich ¢ Ha 0,863 ? ’ ’
(DBEV) Noi.
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Nghién ctru nay str dung chi s6 HTMT (Heterotrait-Monotrait ratio of correlations) dé kiém dinh gié tri
phan biét (discriminant validity) ctia cac c4u tric nhim xac dinh xem cac ciu tric tiém 4n c6 that sy khac
biét v&i nhau hay khong (Henseler & cong sy, 2015). Két qua trinh bay trong Bang 2 cho thdy tat ca cac cap
khai niém déu c6 HTMT < 0,85 — ngudng dé xuat nghiém ngit, xac nhan rang cac khai niém trong mo hinh
do luong 1a khac biét nhau vé mit khai niém, do d6 dam bao gia tri phan biét.

Bang 2: Kiém dinh gia tri phan biét bing HTMT

AE BE BID DBE DBEV IE SE
AE
BE 0,325
BID 0,518 0,492
DBE 0,599 0,643 0,812
DBEV 0,514 0,556 0,763 0,839
IE 0,344 0,503 0,494 0,657 0,578
SE 0,454 0,414 0,547 0,574 0,542 0,374

Céc két qua kiém dinh mé hinh do luong xac nhan tat ca cac thang do déu dat do tin cay ndi tai, co gia
tri hoi ty, ddm bao tinh phan biét rd rang gitra cac khai ni€m, du diéu kién dé tiép tuc thuc hién cac thu tuc
phan tich mé hinh ciu tric.

4.2. Ddanh gid mé hinh cdu triic

Theo Hair & cong su (2021), m6 hinh cAu trac duoc kiém dinh thong qua cac chi ti€u nhu: hién tuong da
cong tuyén (Inner VIF), nang luc giai thich (R?), kha nang dy doan (Q?), d6 phu hop mé hinh (SRMR), mirc
d6 anh huong (f7), va hiéu mg trung gian. Viéc danh gia hién tuong da cong tuyén thong qua phan tich chi
s6 Inner VIF dam bao cac bién doc 1ap khong c6 mdi twong quan ndi quéa cao. Két qua phan tich Inner VIF
(Bang 3) cho thay tat ca cac chi s6 déu nam dudi ngudng khuyén nghi 3,3, trong d6 thap nhat 1a AE (1,302)
va cao nhat 1a BID (1,817). Cac chi sb nay cho thiy cac bién doc lap trong mo hinh déu c6 mdi quan hé
tuong ddi doc 1ap va khong gay ra van dé da cong tuyén.

Bing 3: Panh gia hién twong da cong tuyén

AE BE BID DBE  DBEV IE SE

AE 1,302

BE 1,310

BID 1,556 1,817

DBE 1,817

DBEV

IE 1,331

SE 1,341

Két qua phan tich chi s6 R? & Bang 4 chi ra ring mo hinh ¢ ning lyuc giai thich tot dbi véi ca bién trung
gian va bién phu thudc. Trong do, trai nghiém thuong hiéu diém dén (DBE) dat R? = 0,609, c6 nghia 1a
khoang 60% ty 1¢ bién thién dugc giai thich boi bon chiéu trai nghiém gdm cam giac, cam xuc, hanh vi, tri
tué va bién nhan dién thuong hiéu diém dén. Hanh vi truyén ba thuong hiéu (DBEV) ¢6 R?= 0,525 ¢ nghia
14 hon mét nira hanh vi lan téa thuong hi€u ctia du khach duogc du bao thong qua trai nghiém tich liy va su
dong nhat tam ly. Két qua nay cho thiy cac cdu triic trong mé hinh c6 kha ning khai quat hoa cao va phan
anh dung dong luc hinh thanh hanh vi khach du lich.

Két qua kiém dinh ning luc du doan ngoai mau thong qua chi s6 Q* (Chin, 1998), DBE c6 0? = 0,436

Bing 4: H¢ s6 xdc dinh, niing luc du dodn, dd phit hop ciia mé hinh

R? R? hi¢u chinh Q2 SRMR
DBE 0,609 0,607 0,436
0,054
DBEV 0,525 0,524 0,380
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va DBEV ¢6 02 = 0,380, déu 16n hon ngudng 0,35 — cho thiy mé hinh ¢ ning luc du bao manh. Trong
nghién ctru nay, SRMR dat mirc 0,054 — thdp hon ngudng khuyén nghi 0,08 va sat muc 1y tuéng 0.05 (Hu
& Bentler, 1999), khang dinh mé hinh c6 d6 phu hop tong thé cao. Két qua nay phan anh cu trac 1y thuyét
dugc xdy dung tir ba nén tang khong chi c6 gia tri hoc thuat ma con van hanh hi€u qua trong thuc tién khao
sat.

Pé danh gia mirc d6 dong godp cia ting bién doc 1ap vao moé hinh, chi sé f2 duoc sir dung. Két qua phan
tich dit liéu cho thiy: Nhan dién thuong hiéu diém dén (BID) c6 anh huéng trung binh dén ca DBE (2 =
0,243) va DBEV (f* = 0,110), trai nghi¢m tri tu¢ (IE) c6 f>= 0,104 cao hon cac khia canh trai nghiém con
lai, cho thay tim quan trong ngdy cang ting ciia khia canh nhan thirc va tu duy trong trai nghiém du lich
cua khach du lich hién dai. Cac khia canh khac nhu trai nghiém cam xuc (AE) va trai nghiém hanh vi (BE)
déu c6 anh hudng ¢ mirc nhéd dén trung binh (2= 0,065-0,067), trong khi trai nghiém giac quan (SE) c6 tac
dong thap nhat (/2= 0,016), phan anh dic thu ctia nganh du lich noi cac kich thich gidc quan dong vai tro
khoi dau, nhung khong du dé duy tri hodc chuyén hoa thanh hanh vi dai han néu thiéu chiéu sau trai nghiém.

4.3. Kiém dinh gid thuyét nghién ciru

Hinh 2: Két qua phan tich mé hinh céu triic

BID1 BID2 BID3 BID4

.

0000 0000 0000 ggp

SE2
-

0.000__

SE3  4-0.000—

ro.ooo

SE4 2
AE1 Trai nghiérp gidc quan Nhan dién

0.000
AE2

0,000
0,000
AE3
0.000
4~ Trainghiém cam xic 0.000
AE4 DBEV1
__0.000
> —0.000-» DBEV2
0.000
SRS
BE1 DBEV3
o 0.000 ié Hanh vi truyén ba
0.000 thuong hiéu diém dén thuong hidu diém dén
BE2
0,000
0.000 :
BE3 4

Trai nghiém hanh vi IE1

0.000
0,000

47 Trainghiém tri tug

Bing 5: Kiém dinh hé s6 dwong din va hi¢u iing gian tiép

Quan hé B (O) T-statistics P-value Két ludn
AE — DBE 0,183 4,741 0,000 Chép nhan
BE — DBE 0,185 4,756 0,000 Chip nhén
IE — DBE 0,232 5,668 0,000 Chap nhan
SE — DBE 0,093 2,358 0,018 Chap nhan
BID — DBE 0,384 7,860 0,000 Chap nhan
BID — DBEV 0,308 5,786 0,000 Chip nhén
DBE — DBEV 0,481 8,856 0,000 Chap nhan
AE — DBE — DBEV 0,088 4,155 0,000 Chap nhan
BE — DBE — DBEV 0,089 4279 0,000 Chép nhan
IE — DBE — DBEV 0,112 4,535 0,000 Chip nhén
SE — DBE — DBEV 0,045 2,330 0,020 Chép nhan
BID — DBE — DBEV 0,185 5,852 0,000 Chip nhén
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Két qua phén tich cho thay ca bon chiéu cia trai nghiém thuong hiu — cam quan (SE), cam xuc (AE),
hanh vi (BE) va tri tué (IE) — déu c6 tac dong tich cuc va ¢ ¥ nghia thong ké dén trai nghiém thuong hiéu
diém dén. Trong do, trai nghiém tri tué (IE) c6 hé sb anh huong manh nhat (B = 0,232), khing dinh vai tro
trung tam cua viéc khoi goi tu duy, cdm hirng va kham pha van héa trong hanh trinh du lich hién dai Trai
nghiém hanh vi (BE B =0,185) va trai ngh1em cam xuc (AE, B 0,183) ¢o muc anh huéng gan tuong
duong, phan anh rang sy tham gia thyuc té va cam xuc tich cuc déu dong vai tro ciu thanh trai nghiém tich
lity ciia du khach (Walter & cong su, 2014). Trai nghiém giac quan (SE) ¢6 anh huéng yéu nhét (B = 0,093)
nhung van c6 ¥ nghia thong ké.

Nhan dién thuong hiéu diém dén thé hién anh hudng hai chidu trong mé hinh. Mot mat, BID 1a yéu t6 thiic
day trai nghiém thuong hiéu diém dén (B = 0,384); mit khac, né con tac dong truc tiép dén hanh vi truyén
bé thuong hiéu diém dén (B = 0,308). Piéu chi ra rang du khach c6 xu huéng trai nghiém tich cuc hon va
chu dong lan toa thuong hiéu khi ho cam thay dong diéu vé gia tri va ban sic ca nhan voi diém dén. BID
cling 13 yéu t6 ¢o tic dong manh nhat dén DBE, cing cd vai tro trung gian tim 1y — nhén thic gitta thuong
hiéu va hanh vi. Trai nghiém diém dén cta du khach c6 anh hudng truc tiép 16n nhat dén hanh vi truyén ba
thuong hiéu (B = 0,481, p <0,001).

Két qua kiém dinh vai tro trung gian khang dinh trai nghiém diém dén cua du khach 1a bién trung gian
chuyén hoa céac khia canh trai nghiém cta du khach (cam xtc, hanh vi, tri tu§, cdm quan va nhan dién thuong
hiéu) thanh hanh vi truyén ba. Trong d6, mbi quan hé giita IE — DBE — DBEV (B = 0,112) 14 hiéu tng
gian tiép manh nhat trong nhom trai nghiém, nhin manh vai tro cua sy kich thich nhéan thirc trong viéc hinh
thanh trai nghiém c6 ¥ nghia. BID — DBE — DBEV (B = 0,185) c¢6 hiéu tng trung gian manh nhat, cho
théy trai nghiém la cau ndi dé bién sy nhan dién thuong hi€u thanh hanh vi tu nguyén bao vé va gidi thi¢u
thuong hiéu dén cong dong. Cac anh hudng gian tiép tir BE, AE va SE dén DBEV déu dat ¥ nghia thong
ké&, phan anh mo hinh trai nghiém diém dén da chiéu c6 gia tri thyc tién trong viéc kich hoat hanh vi tmyén
thong tich cuc cho diém dén.

4.4. Théo ludn két qud nghién ciru

Két qua nghién ctru xac nhan rang ca bon chiéu trai nghiém - giac quan (SE), cam xuc (AE), hanh vi (BE)
va tri tué (IE) - déu tac dong tich cuc dén trai nghiém thuong hi¢u diém dén (DBE). Trong do, trai nghiém
tri tué c6 anh huong manh nhat, phan anh xu huéng du khach qudc té khong chi tim kiém giai tri bé mat ma
con dé cao kha nang kham pha vin hoa, kich thich tu duy va hiéu biét ban dia. Phat hién nay dong thuan véi
Brakus & cong sur (2009) va Walter & cong su (2014) cho rang cac diém dén vin hoa thanh cong khong chi
thoa man gidc quan ma con khoi ggi cam xtc va tri tué. Dong thoi, n(’) ciing cting ¢ nhan dinh ctia Rather
(2020) vé vai tro khong dong déu cua timg chicu trai nghiém va su can thiét phai do ludng riéng biét thay vi
hop nhit trong mdt cau tric tong hop.

M5 hinh céu tric ciing cho thay DBE giit vai tro trung gian then chdt trong viéc chuyén hoa tac dong tir
cac chiéu trai nghiém cu thé dén hanh vi truyén ba thuong hiéu diém dén (DBEV). Piéu nay phan anh riang
khong phai moi trai nghiém riéng 1¢ déu du dé kich hoat hanh vi tich cuc, ma chinh trai nghiém cta du khach
khi dat dén d6 sdu sic va toan dién méi thuc ddy du khach chia sé va lan téa thuong hiéu. Do d6, thiét ké
timg chiéu trai nghiém can dinh hudéng dén viéc nang cao chét lugng trai nghiém cta du khach, thay vi ky
vong vao hiéu tmg tryc tiép tir timg yéu to.

Ngoai ra, két qua con cho thiy nhéan dién thuong hiéu diém dén (BID) vira 1a hé qué cua trai nghiém, vira
¢6 tac dong truc tiép dén hanh vi truyén ba thuong hiéu. Phat hién nay cung c¢b luin diém cua Social Identity
Theory (Ashforth & Mael, 1989), theo do, khi du khach cam nhén duoc sy tuong déng gilra gia tri ca nhan
va hinh anh diém dén, ho c6 xu huéng déng nhét ban than voi thuong hiéu va chi déng lan téa hinh anh tich
cuc. Vai tro trung gian cua DBE trong mbi quan hé gitta BID va DBEV cang cho thiy rd ring trai nghiém
tich cuc 1a chét xuc tic dé chuyén hoa nhan dién thanh hanh vi lan toa cu thé.

Hanh vi truyén ba thuong hiéu diém dén duoc 1y giai dua trén su két hop gitra trai nghiém thwong hiéu
sdu sdc va sy dong nhat ban sic. Diéu nay phit hop v6i khai niém truyén ba thuong hiéu (brand evangelism)
ctia Becerra & Badrinarayanan (2013) va cac nghién ctru gin day nhu Sohaib & cong su (2022), khang dinh
hanh vi chia sé, bao v¢ va gidi thiéu diém dén chi xuét hién khi trai nghiém dat t&1 mic do ca nhan hoa va
¥ nghia vian hoa cao. Trong bdi canh Ha Noi, mot thanh phé dang nd luc tai thiét hinh anh sau dai dich, két
qua nghién ctru chi ra rang trai nghiém tri tué va cam xtc, két hop véi nhan dién thuong hiéu phu hop ban
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sdc du khach quéc té, 1a chia khoa dé nang cao hiéu qua lan téa thwong hiéu trén quy mé toan ciu.

5. Két luan va ham y quan tri

Két qua nghién ciru xac nhan vai trd trung gian then chét cua trai nghiém cta du khach trong mdi quan
hé gitra cac chiéu trai nghiém c4 nhan, nhan dién thuong hiéu diém dén va hanh vi truyén ba thuong hiéu
diém dén. Céc phat hién ciing khang dinh rdng nhan dién thuong hiéu diém dén khong chi 1a hé qua cua trai
nghiém thuong hiéu ma con tac dong truc tiép dén hanh vi truyén ba, phu hop véi 1y thuyét dong nhat xa
hoi (Social Identity Theory). Nhiing két qua nay dong gop vao hé théng 1y thuyét hién tai bang cach lam rd
hon chudi anh hudng tir trai nghiém da chidu cua du khach t6i trai nghiém diém dén cta du khach va hanh
vi truyén ba thuong hi¢u. Dic biét, nghién ciru ciing cing ¢ quan diém rang chi nhiing trai nghiém thyc
su y nghia v6i du khach méi c6 kha ning kich hoat hanh vi truyén ba thuong hiéu diém dén mot cach tu
nguyén. Tir cac két qua phan tich thuc nghiém, nghién ctru dé xudt ba nhém ham ¥ quan trj cho chinh quyén
dia phuong cta diém dén Ha noi nhu sau:

Thiét ké trai nghiém diém dén - Viéc thiét ké trai nghiém can tiép can da chiéu, phat trién dong thoi ca
bdn chiéu: giac quan, cam xuc, hanh vi va tri tué. Vé cam quan, can dau tu vao kién tric mang ban sic dia
phuong, khong gian cong cong co tham my cao va am thuc dic trung. Vé cam xic, can thac diy cac tuong
tac than thién, dich vy hiéu khach va sy kién van hoa nghé thuat giau tinh g?in két. Trén phuong dién hanh vi,
nén mé rong co hdi cho du khach tham gia cac hoat dong vin hoa — xa hoi nhu 1€ hoi, sinh hoat cong déng.
Cubi cung, chidu tri tué can duoc kich hoat thong qua cac chwong trinh trai nghiém lich sir — vin héa giup
du khéch tim hiéu siu sic vé ban sic dia phuong.

Xay dung thuwong hiéu c¢é ban sdc: BID can dugc phat trién gan 1ién voi cac biéu twong van hoa dic trung
va truyén thong hiéu qua. Chinh quyén va cac don vi xuc tién can thiét ké cau chuyén thuong hiéu rd rang,
truyén tai gia tri lich sir va ban sac dia phuong nham tao cam gidc dong nhat cho du khach qudc té. Thuong
hiéu khong nén chi 1a biéu twong hinh 4nh ma cin phéan anh gia tri sau sac, d& lién tuong véi ban sic ca nhan.

Thuc dcfy lan toa ngi dung: Cén tao diéu kién dé du khach tré thanh nguoi lan toa trai nghiém. Cac cude
thi anh, chia sé cam nhén, hé¢ thong diém thuéng cho “dai st trai nghiém” can dugc khuyén khich. Ngoai ra,
cac nén tang sb can tich hop chirc nang danh gia, twong tac va lan téa. O cép cong dong, nén phat trién cac
chuong trinh du lich cong dong dé ting cudng su trong tac thuc té va tao 4n tugng siu sic cho du khach.

Tai liéu tham khao

Ashforth, B. E., & Mael, F. (1989), ‘Social identity theory and the organization’, Academy of Management Review,
14(1), 20-39.

Balakrishnan, M. S. (2008), ‘Dubai — a star in the east: A case study in strategic destination branding’, Journal of Place
Management and Development, 1(1), 62-91.

Barnes, S. J., Mattsson, J., & Serensen, F. (2014), ‘Destination brand experience and visitor behavior: Testing a scale
in the tourism context’, Annals of Tourism Research, 48, 121-139.

Becerra, E. P., & Badrinarayanan, V. (2013), ‘The influence of brand trust and brand identification on brand evangelism’,
Journal of Product & Brand Management, 22(5/6), 371-383.

Brakus, J. J., Schmitt, B. H., & Zarantonello, L. (2009), ‘Brand experience: What is it? How is it measured? Does it
affect loyalty?’, Journal of Marketing, 73(3), 52—68.

Chi, N. T. P. (2024), ‘Unlocking the relationship between destination brand value and tourists’ intentions to visit: A case
study in Quang Binh province’, Journal of Tourism Management Research, 11(2), 178-192.

Chin, W. W. (1998), ‘The partial least squares approach to structural equation modeling’, Modern methods for business
research, 295(2), 295-336.

Fornell, C., & Larcker, D. F. (1981), ‘Evaluating structural equation models with unobservable variables and
measurement error’, Journal of Marketing Research, 18(1), 39-50.

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2017), Multivariate data analysis (8th ed.), Cengage Learning.

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2021), 4 primer on partial least squares structural equation
modeling (PLS-SEM) (3rd ed.), SAGE Publications.

86 336 thang 6/2025 62 Kinh té<Phac trién




Hanna, S., & Rowley, J. (2011), ‘Towards a strategic place brand-management model’, Journal of Marketing
Management, 27(5-6), 458-476.

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015), ‘A new criterion for assessing discriminant validity in variance-
based structural equation modeling’, Journal of the Academy of Marketing Science, 43, 115—135.

Hu, L. T, & Bentler, P. M. (1999), ‘Cutoff criteria for fit indexes in covariance structure analysis: Conventional criteria
versus new alternatives’, Structural Equation Modeling: A Multidisciplinary Journal, 6(1), 1-55.

Hultman, M., Skarmeas, D., Oghazi, P., & Beheshti, H. M. (2016), ‘Achieving tourist loyalty through destination
personality, satisfaction, and identification’, Journal of Business Research, 69(11), 5276-5280.

Kim, J.-H., Ritchie, J. R. B., & McCormick, B. (2010), ‘Development of a scale to measure memorable tourism
experiences’, Journal of Travel Research, 51(1), 12-25.

Klaus, P. P., & Maklan, S. (2013), ‘Towards a better measure of customer experience’, International journal of market
research, 55(2), 227-246.

Kuenzel, S., & Halliday, S. V. (2008), ‘Investigating antecedents and consequences of brand identification’, Journal of
Product & Brand Management, 17(5), 293-304.

Kumar, V., & Kaushik, A. K. (2018), ‘Destination brand experience and visitor behavior: the mediating role of
destination brand identification’, Journal of Travel & Tourism Marketing, 35(5), 649-663.

Rather, R. A. (2020), ‘Customer experience and engagement in tourism destinations: The experiential marketing
perspective’, Journal of Travel & Tourism Marketing, 37(1), 15-32.

Scarpi, D. (2010), ‘Does size matter? An examination of small and large web-based brand communities’, Journal of
Interactive Marketing, 24(1), 14-21.

Sharma, A. (2021), ‘Brand evangelism: A review and future research agenda’, Journal of Strategic Marketing, 29(7),
551-569.

Sohaib, M., Hussain, S., & Hameed, A. (2022), ‘Destination brand evangelism: Examining the role of destination brand
experience, brand identification and destination satisfaction’, Journal of Hospitality and Tourism Management,
51,220-229.

Téng cuc Du lich Viét Nam (2022), Bdo cao t(fng két hoat dong du lich Viet Nam nam 2022 va dinh hwong phat trién
nam 2023, B6 Vin hoa, Thé thao va Du lich Viét Nam.

Tran, P. K. T., Nguyen, H. K. T., Nguyen, L. T., Nguyen, H. T., Truong, T. B., & Tran, V. T. (2023), ‘Destination
social responsibility drives destination brand loyalty: a case study of domestic tourists in Danang city,
Vietnam’, International Journal of Tourism Cities, 9(1), 302-322.

Walter, U., Cleff, T., & Chu, G. (2014), ‘Brand experience’s influence on customer satisfaction and loyalty: A study in
premium automotive segment’, International Journal of Market Research, 56(1), 97-114.

Wilk, V., Sadeque, S., & Soutar, G. N. (2024), ‘Exploring online destination brand advocacy’, Tourism Recreation
Research, 49(2), 283-301.

86 336 thang 6/2025 63 Kinh té<Phac trién






