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Nghién cltu nay kham phé vai tro cla tri tudng tugng, mét nang luc
quan trong cua du khach, déi véi qua trinh tham gia déng tao sinh gia
tri dich vu. V@i dit liéu tir 275 du khach néi dia, két qua phan tich mo
hinh cau trdc tuyén tinh (Structural Equation Modeling - SEM) cho thay
tdc déng truc ti€p va gian ti€ép cla tri tudng tugng dén gia tri trai
nghiém du lich théng qua ba hanh vi dong tao sinh la chia sé thong
tin, hanh vi thudc trach nhiém, va tuang tac ca nhan. Tir dé, y nghia ly
thuyét va thuc tién da dugc thao luan.

Abstract

This study explores the role of imagination, a personal capability of
tourists, in their participation in the service value co-creation process.
Using the data collected from 275 domestic tourists, Structural
Equation Modeling (SEM) analysis results indicate the direct and
indirect effects of imagination on the experience value through the
mediation of three co-creation behaviors, including information
sharing, responsible behavior, and personal interaction. Theoretical
and managerial implications are then discussed accordingly.
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1. Gidi thiéu

Du lich 1a mét trong nhitng nganh dich vu I6n va ngay cang phét trién, trong d6 moi khach hang
c6 thé tu tao nén nhiing cau chuyén trai nghiém cua riéng ho (Tao va cong sy, 2022). Qué trinh trai
nghiém thuong khdng chi xay ra khi du khach dang trong chuyén di ma con duoc hinh thanh trudc
va kéo dai sau khi két thiic. Trude khi budc vao chuyén di, du khach thuong tuéng twong vé no
(Imagination). Tri twong tugng 1 mot nang luc quan trong gitp con ngudi ¢6 thé trai nghiém tinh
than moi thi ngay khi khong c6 su hién dién cua thuc thé hay su kién trong thuc té (Jenkins &
Molesworth, 2018). Vé khai niém nay, Bernard Shaw, hoc gia 2 1an nhan giai Nobel, da timg néi:
“Ban tudng twong nhitng gi ban khao khét, ban mong muén nhiing thir ma ban tudong tuong, va cudi
cuing ban tao ra thar ma ban mong muén”. Nhu vay, mdi du khéch cé thé tuong tugng khac nhau
nhung c6 diém chung 12 vai trd va anh huong ciia né khi ho trai nghiém dich vu (Le va cong su, 2021).

Theo ly thuyét trong dich vu (Service-dominant Logic — SDL), dich vu du lich dwgc dong tao sinh
boi nhidu phia trong d6 ¢6 du khach. Trong qua trinh nay, du khach st dung ning lyc va ngudn luc
dé tham gia tao ra trai nghiém doc dao va gia tri dang nhé cho chinh ho (Busser & Shulga, 2018).
Vay cau hoi dit ra 1a nang lyc tuéng twong cua du khach trude khi di du lich ¢6 vai trd nhu thé ndo
dbi véi qué trinh ho tham gia ddng tao sinh dich vu du lich?

Lugc khao ly thuyét cho thdy hau hét cac nghién ciu trude day vé khach hang d¢ong tao sinh dich
vu tap trung tim hiéu vé dong luc tham gia (Waseem va cong su, 2021), tri thiic, nd luc va thoi gian
tham gia (Pham va cong su, 2022; My-Quyen & Hau, 2021), hay hd trg caa cong ty (O'Cass & Sok,
2015). Hon nita, hau hét cac nghién ctu tap trung vao giai doan trong qua trinh trai nghiém hoc sau
trai nghiém (Tao va cong su, 2022). Trong nganh du lich, ciing c6 nhiing nghién ctu vé vai trd cua
céc phuong tién truyén thdng ddi voi su tuong tuong cua du khach (Korstanje, 2023; Zheng va cong
su, 2022). Tuy nhién, cau hoi vé& anh huéng cua tri tuéng twong dén qua trinh dong tao sinh trai
nghiém du lich hau nhu chwa duoc tra 16i.

Trong béi canh d6, nghién ciru nay duoc thuc hién nham ba myc tiéu. Tha nhét, xac dinh tac dong
cu thé cua tri twong tuong cua du khach trude khi di du lich dén cac hanh vi tham gia déng tao sinh
trai nghiém cuaa ho. Thu hai, tim hiéu murc do6 tac dong cua cac hanh vi dong tao sinh dén gia tri trai
nghiém du lich. Cubi cing 1a xac dinh anh huong truc tiép cua tri tuong tugng trude khi di va gia tri
dich vu cam nhan khi két thic chuyén di.

Két qua nghién ctru ndy nham tao ra nhimng dong gop c6 ¥ nghia ca vé ly thuyét 1an ung dung.
Dau tién, nghién ctru nay dong gop vao 1y thuyét trong dich vu bang cach cho thay tri twéng tuong la
mot loai ning luc twong tic quan trong cua khach hang trong qua trinh déng tao sinh gia tri dich vu
nhung chua dugc hiéu biét dly du. Cu thé, nghién ciru nay lam rd tac dong truc tiép va gian tiép cua
tri tuong twong dén gia tri dong tao sinh trong qua trinh trai nghiém dich vu. Thu hai, nghién ciru nay
chi ra rang qué trinh dong tao sinh dich vu can dugc xem xét tir trude khi cac trong tac ddng tao sinh
dich vu xay ra. Trong do, tri twong twong cta khach hang I1a nguon luc ca nhan quan trong dugc st
dung va tich hop, khéng nhiing tao cam xuc tich cuc cho khach hang ngay lic chua tryc tiép trai
nghiém, ma con anh huong dén qua trinh dong tao sinh, dan dén cam nhan ciia du khéch vé gia tri.
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Noi dung tiép theo s& trinh bay co so ly thuyét vé cac khai niém. Tiép d6 1a mé hinh va céc gia
thuyét nghién ciru. Phan con lai bao gdm phuong phap thuc hién, két qua, thao luan vé ham y ly thuyét
va ung dung. Cudi cuing 1a han ché va hudng nghién cau tiép theo.

2. Co sé ly thuyét, gia thuyét va mé hinh nghién ciru

2.1.  Tri twong tuwong

Tuéng tuong dugc dinh nghia 1a mot dang hoat dong tri tué, thuong goi tat 1a tri twong tugng,
gitip mdi ca nhan hinh thanh trong tim tri cac hinh anh, cam gic hodc khai niém vé cac dbi tuong
nao do6 khi chung khong hién hiru tryc tiép d6i véi cac gidc quan (Sools va cong su, 2015). Tuy xay
ra & moi ngudi nhung tri tedéng trong cd mirc do va tinh chét khac nhau v6i mdi ngudi trong cac bdi
canh khac nhau. Zabelina va Condon (2020) chi ra rang su khac biét vé tri tuong tuong thé hién qua
4 dac trung la: (1) mic do thuong xuyén, (2) dd phtc tap ctia ndi dung tudng tugng, (3) mirc d cam
xuc xay ra khi tudng tuong, va (4) tinh dinh hudng khi tuong tugng.

Lugc khao 1y thuyét cho thay tri twong tugng da duoc nghién ctru trong cic linh vuc nhu nghé
thuét, van chuong, gido duc (Philips, 2017). Trong d6, chii & phé bién thuong xoay quanh sy lién
quan gifra tri tudng tugng va suc sang tao (Zabelina & Condon, 2020). Trong linh vuc marketing, tri
tuong twong cua khach hang da dwoc tim hiéu trong mot sé nghién ctru vé quang cdo (Foreman va
cong su, 2019; Spears va cong su, 2016). Riéng trong linh vuc dich vu du lich, cac nghién ctru vé tri
tuong tuong cia du khach con rat it. Trong d6, Zheng va cong su (2022) va Korstanje (2023) da
nghién ciru vé anh huéng cua cac phuong tién truyén thong dbi véi tri tuong tugng cua du khach. Le
va cong sy (2021) tim hiéu vé vai trd cta tri tudng twong ddi voi gia tri ky vong, dan dén ¥ dinh mua
ctia du khach. Khalilzadeh va cong sy (2023) xay dung thang do vé hinh anh (tuéng tuong) cia diém
dén. Tuy nhitng nghién ctru da néu 13 ¢6 y nghia, nhung chua 1am rd tic dong cua tri tuéng tugng dén
hanh vi tham gia cy thé cua du khach khi trai nghiém du lich.

2.2. Hanhvi déng tqo sinh trai nghiém dich vu du lich

Ddng tao sinh dich vu dugc dinh nghia 1a cac hoat dong va tuong tac dé phdi hop ngudn luc va
chuyén héa chiing thanh loi ich cho khach hang va cac bén lién quan (Hau, 2019). Cac hanh vi nay
don gian hoac phc tap tly theo loai dich vu (Vargo va cong su, 2020). Yi va Gong (2013) chi ra ring
hanh vi dong tao sinh cua du khach bao gdm hanh vi tham gia va hanh vi cong dan. Trong d6, hanh
vi cong dan gdm nhitng hanh vi tu nguyén cua du khach, cé gié tri cho doanh nghiép (DN) nhung
khéng tao ra gia tri cho ho, do d6 s& khong duoc dua vao nghién ctru nay. Piéu nay ciing thong nhat
Véi quan diém cua Hau va Thuy (2016) vé hanh vi tham gia cua khach hang trong linh vuc giéo duc
va y té. Hanh vi tham gia gom viéc chia sé¢ thong tin, hanh vi thuoc trach nhiém va hanh vi twong téc
ca nhén s€ dugc dua vao xem xét trong nghién cttu nay.

e Hanh vi chia sé théng tin

Chia sé thong tin 1a hanh dong cung cip thong tin can thiét cho nhan vién thuc hién dich vu (Yi
& Gong, 2013). Viéc chia sé thdng tin tir khéch hang Ia rat quan trong vi né 1a diéu kién can dé gidp
DN hiéu rd mong muédn va thi hiéu cua khach hang khi trai nghiém, tir d6 dap ing dung nhu ciu cua
ho (Bitner va cong su, 1997). Yi va Gong (2013) cho thay trong dich vu du lich, khi du khéch chia s¢
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théng tin ph hop thi s& gop phan nang cao gia tri dich vu. Nguoc lai, viéc khdng chia sé thong tin c6
thé dan dén két qua khong duge nhu ho ky vong. Nhu véy, chia sé thong tin Ia chia khda thanh cong
cua dong tao sinh gié tri (Roy va cong su, 2020).

e Hanh vi thugc trach nhiém

Hanh vi thudc trach nhiém gom céc hoat dong can thiét cua khach hang trong ving tuong tac dé
cuing tao nén dich vu (Yi & Gong, 2013). Bé dich vu thanh céng, khach hang phai thuc hién va chap
nhan céc chi dan tir nhan vién dich vu (Bettencourt, 1997). N6 thé hién nhiém vu caa du khéch véi tu
céch 1a mot thanh vién trong qua trinh dong tao sinh dich vu (Ennew & Binks, 1999). Bic thu cua
dich vu du lich theo hinh thirc tron géi (tour) thuong la mot nhém nhiéu du khach cing tham gia. Do
vy hanh vi thugc trach nhiém cua mdi ca nhan s& thuc ddy su thuan lgi trong viéc didu phdi cua
huéng din vién (HDV), dong thoi tac dong dén nhing thanh vién trong doan. Cac nghién ciru truéc
cho ring hanh vi tham gia tich cuc va phu hop la rat quan trong dé cung tao ra gié tri (Hau & Thuy,
2016).

e Hanh vi twong tdc ca nhan

Hanh vi twong tic c4 nhan dé cap dén méi quan hé giira khach hang va nhan vién cung cap dich
vu nhu su lich thiép, than thién, va ton trong (Yi & Gong, 2013). Su tuwong tac cua khach hang dong
vai tro quan trong trong qua trinh dong tao sinh dich vu (Tran & Vu, 2021). Nghién ctu trude day
cua Roy va cong su (2020) chi ra ring hanh vi twong tac c4 nhan cua khéach hang c6 lién quan mat
thiét véi sy tin tuong gitra du khach va nhan vién. Hanh vi nay s& dem lai gié tri cho ban than du
khach ciing nhu nha cung cip dich vu théng qua viéc tao ra mot méi truong than thién, dé chiu
(Lengnick-Hall va céng su, 2000).

2.3.  Giatri dich vu dong tgo sinh

Theo quan diém trong dich vy, gié tri khong duoc gan san ma s& dugc clng tao ra va cam nhan
bai bén huong loi tir dich vu (Vargo & Lusch, 2008). Nghia 13, khach hang véi vai tro 1a dbi tac hop
tac, tham gia vao qué trinh dich vu bang cac ngudn lre dé cling tao ra gid tri véi DN (Vargo & Lusch,
2016). Nhu vay, gia tri dong tao sinh dugc dinh nghia 1a cam nhan cta khach hang ddi vai loi ich cua
dich vu théng qua qua trinh ho tham gia tich hop ngudn luc (Kwon, 2023). Pa sb cac hoc gia déu
thong nhét vé tinh da huéng cia khai niém nay. Chang han, theo Agrawal va Rahman (2019), gia tri
ddng tao sinh dich vy bao gom gié tri quan hé, gia tri ca nhan, gia tri kinh té, gié tri tuong tac va gia
tri trai nghiém. Tao va cong su (2022) dé nghi gia tri bao gdm gié tri quan hé, gié tri kinh té, va gia
tri théng tin. Trong bdi canh du lich, Kwon (2023) di khai niém héa thanh 4 thanh phan: gié tri st
dung, gid tri twong tac, gia tri tham gia, va gia tri trai nghiém.

3. M6 hinh va gia thuyét nghién ciru

M@ hinh nghién ctru duge dé xuat nhu trong Hinh 1. Céac gia thuyét nghién ctu s& dugc trinh bay
trong phan dudi day.
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Hinh 1. M6 hinh nghién ctru dé xuét

3.1.  Anh huong ciia tri twong tiwong dén cac hanh vi dong tao sinh

Theo ly thuyét xir Iy kép (Zheng va cong su, 2022), cac hinh anh xuat hién trong tri twong tuong
s tac dong dén hanh vi trong tuong lai thong qua nhan thirc va cam xdc ciia mot ca nhan. O khia canh
nhan thirc, nhitng du khach c6 tri tuong tugng tt s& hinh dung 16 rang hon vé nhiing hoat dong gi s&
dién ra va dién ra nhu thé ndo. Nho d6, ho s& du doan cu thé vé nhiing thong tin gi ma phia ddi tc
dich vu, bao gdm ca cong ty va HDV, can biét tir phia ho dé thuc hién nhing hoat dong dich vu (de
Castro Mendes & Jose Cavenaghi, 2020). Tir nhitng hiéu biét d6, du khach s& chuén bj thdng tin va
¢ dong co tich cuc hon trong viéc cung cap thong tin véi dbi tac vi ho hiéu rd rang d6 1a diéu kién
can dé c6 duogc cac loi ich tét khi trai nghiém (Baumeister va cong su, 2016). Qué trinh nay xay ra ¢
ca giai doan trugc va trong tién trinh ciia chuyén di (Philips, 2017). Do d6, gia thuyét Hy dugc dé xut
nhu sau:

Gid thuyét Hi: Tri twéng twong cia du khdch cé tae dong tich cue dén hanh vi chia sé thong tin.

Ciing tir khia canh nhan thirc cia qua trinh tuéng tugng, du khach s& hinh dung 15 hon vé nhiing
hoat dong s& dién ra nhu thé ndo. Tir d6, ho s& hinh dung ban than can phai Iam gi trong qué trinh
dich vu (de Castro Mendes & Jose Cavenaghi, 2020). Nghia 13, qua trinh tuéng tuong s& gidp ho hiéu
duogc ho cd trach nhiém phai lam gi trong qua trinh dich vu. Chinh mong muén c6 dwoc két qua dich
vu tdt & tao ra thai d6 dbi v6i hanh vi va dong luc di vai viéc thuc hién nhitng hanh vi nay (Perugini
& Bagozzi, 2001). Mit khac, qué trinh tuéng twong ra cac hoat dong ciing 14 tién dé& dé ho biét can
chuan bi nhitng ngudn luc gi cho céc hanh vi thudc trach nhiém, chang han nhu di du lich bién thi can
mang theo kem chdng ning, 4o boi; di cim trai trong rirng thi can mang theo thuéc chéng mudi/vit,
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v.v.. Do vay, khi tham gia vao qué trinh trai nghiém, du khach c6 tri tuong tuong tét vé chuyén di sé
¢ dong lec manh hon, thai do tich cuc hon va ngudn luc sin sang hon dé thyc hién céc hoat dong
thugc trach nhiém (Khalilzadeh va cong su, 2023). Do d6, gia thuyét H, dugc dé xuat nhu sau:

Gid thuyét Hy: Tri tuwong tiwong Ciia du khdch ¢ tdc dong tich cue d@én hanh vi thuge trach nhiém.

Bén canh khia canh nhén thiic, qua trinh tudng twgng con tao ra cam xdc cho du khéch. Khi khach
hang tuéng twong vé nhing gia tri ma ho s& c6 dugc, cam xuc tich cuc (Positive Anticipatory
Emotion) s& xuat hién (Zabelina & Condon, 2020). Theo Baumgartner va cong su (2008), trang thai
cam xuc tich cyc nay sé tac dong tich cuc dén ¥ dinh thyc hién nhitng hanh vi can thiét, cu thé trong
truong hop nay 1a hanh vi twong téc, dé c6 duoc gia tri mong muén. Hon nira, theo ly thuyét cam x(c
lan téa (Sirgy, 2012), mac du cam xuc tich cuc nay hién hiru trudce khi trai nghiém dich vu, no sé tao
su phan chan trong céc hoat dong giao tiép va tuong tac khi tham gia trai nghiém dich vu. Nho vy,
su twdng twong rd rang vé nhiing gi & dién ra s& lam du khach tich cuc hon trong tuong tac véi nhan
vién dich vu. Tir 40, gia thuyét Hz duoc dé xuat nhu sau:

Gid thuyét Ha: Tri tuong tiwong Ciia du khdch cé tac dong tich cue dén hanh vi tiwong tdc cd nhan.
3.2.  Anh huong ciia cdc hanh vi dong tao sinh dén gid tri dong tqo sinh

Nhu da dé cap trude do, hanh vi chia sé thong tin nham dong gop mot ngudn luc co ban cho quéa
trinh d6ng tao sinh dich vu (Vargo & Lusch, 2016). Khi tiép nhan nhing thong tin nay, nhan vién
dich vu s& duoc b6 sung ngudn luc can thiét ma ho dang thiéu, va sé tich hop ching vao nguon lyc
cuia DN. Nhd su tich hop d6, hoat dong ddng tao sinh s& phil hop nhat véi nhu cau va thi hiéu cu thé
cua khach hang (Bitner va cong su, 1997), dan dén lgi ich va gi4 tri dich vu s& t5t hon (Hau va cong
su, 2017). Nguoc lai, néu thiéu thong tin tir du khéach, nhan vién s& thuc hién dich vu theo hiéu biét
chung cua ho, khong diéu chinh qua trinh trai nghiém, va két qua c6 thé khong nhu du khach mong
doi (Yi & Gong, 2013). Ching han, cac cong ty du lich thuong thiét ké cac tour vai rat nhidu hoat
dong trong mét ngay trai nghiém. Néu du khach khdng cho biét vé nhiing hoat dong ho wa thich ma
chap nhan tit ca thi s& c6 lic ho cam thiy khong hao hing, lubn voi va, hodc qua mét, va khdng budn
tham gia trai nghiém nira. Vi vdy, gia thuyét Hs duoc dé xuat nhu sau:

Gia thuyét Ha: Hanh vi chia sé théng tin cia du khdch ¢6 tic dong tich cuc dén gia tri dong
tago sinh.

Theo Groénroos va Voima (2013) hanh vi trach nhiém cua du khach c6 thé thudc ving riéng cua
ho (Customer Sphere) hay ving tuong tac (Join Sphere). Cac hanh vi trach nhiém trong vung riéng
thé hién viéc sir dung ngudn lyc cua riéng ho, tich hop va chuyén héa ngudn lec ma ho nhan tir nha
cung cap dich vu dé tao ra gié tri trai nghiém cho ho. Bén canh d6, hanh vi trach nhiém thudc ving
twong tac thé hién viéc trao d6i ngudn luc giira hai phia, cting chuyén héa ngudn lyc riéng caa mdi
bén thanh lgi ich dich vu (Gummerus, 2013). Nhu vay, viéc khach hang tich cuc thuc hién cac hanh
vi tréch nhiém trong ca hai viing s& gidp tao ra dich vu thanh céng (Bettencourt, 1997). Trong béi
canh du lich, nhitng du khach tham gia day du cac hoat dong trong chuyén di thi kha ning cam nhan
thanh cong cuia chuyén di s& cao hon (Hau va cong su, 2017). Nguoc lai, néu khong cé hanh vi thuoc
trach nhiém cua du khach thi sé c6 it gia tri duoc tao ra trong qué trinh dich vu (Yi & Gong, 2013).
Vi véy, gia thuyét Hs dugc dé xuat nhu sau:

Gida thuyét Hs: Hanh vi thugc trach nhiém ciia du khdch cé tic déng tich cue dén gié tri dong
tqo sinh.
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Bén canh viéc tich hop thdng tin va ngudn lyc, hanh vi tuong tic ca nhan cia du khéch s& gidp
boi dap mdi quan hé gitra khach hang va nhan vién (Yi & Gong, 2013). Theo g6c nhin trai nghiém
khach hang, qua trinh dong tao sinh dich vu ciing tao ra gia tri vé mat cam xuc hay trai nghiém
(Prahalad & Ramaswamy, 2004). Khi khach hang c6 tuong tac tich cyc véi nhan vién dich vy thi ban
than ho ciing cai thién dugc gié tri trai nghiém (Deng va cong su, 2021). NGi cach khéc, khi mbi
trudng twong tic cang d& chiu, than thién va tich cyc thi khach hang s& thay thoai méi va phan chan
hon, cang cam nhan gi4 tri trai nghiém tét hon (Campos va cong su, 2018). Vi vay, gia thuyét Hs
duoc dé xuit nhu sau:

Gia thuyét He: Hanh vi twong tdc cd nhan cia du khdch cé tac dong tich cuc dén gia tri dong
tao sinh.

3.3.  Anh huong tryc tiép Cia tri wong tiwong dén gia tri dong tao sinh

Thuyét ky vong cam xuc (Wilson va cong su, 1989) chi ra rang suy nghi ciia mot nguoi vé viéc
s& tan huéng mat trai nghiém trong tuong lai nhu thé nao thi cling quan trong nhu nhitng gi ho s& thyc
sy trai nghiém. Nghia 13, khi mot ngudi tuong twong vé nhitng trai nghiém trong tuong lai mot céch
tich cuc thi ho s& ¢6 trai nghiém thyc sy tich cuc. Pbi véi linh vuc trai nghiém nhu du lich, tri téng
tuong dugc kich hoat thdng qua hoat dong ly tri va s& hinh thanh hoac nuéi dudng nhitng cam xuc dy
doan, tir d6 sé& tac dong Ién trai nghiém thyuc su hay gia tri cam nhan caa du khéch, bat luan mirc d6
tham gia cua ho vao qua trinh nay 1a nhu thé nao (Villiger, 2022). Do d6, gia thuyét H; duoc dé xuit
nhu sau:

Gia thuyét Hy: Tri twong tiwong ciia du khdch cé tic déng tich cue dén gi tri dich vu dong
tgo sinh.

4. Phuong phap nghién ciru

Nghién ciru nay duoc thuc hién theo phuong phap dinh luong. Dir liéu duoc thu thap qua mot
cudc khao sat véi phuong phap 1dy mau thuan tién. D4i twong 1a du khach di tour trong nude dén cac
diém du lich tai Tién Giang, Bén Tre, Thanh ph Hd Chi Minh (TP. HCM), Nha Trang va Viing Tau.
Phiéu khao sat duoc phét va thu truc tiép bai cac HDV du lich vao cudi chuyén di.

Céc thang do duoc ké thira tir cc nghién ctru trudc, cu thé 1a: (1) thang do tri tudng tugng gom 4
thanh phan dugc ké thira tir Zabelina va Condon (2020); (2) thang do hanh vi ddng tao sinh gébm 3
thanh phan duoc ké thira tir Yi va Gong (2013); (3) thang do gia tri dong tao sinh gom 4 thanh phan
duoc ké thira tir Kwon (2023). Chi tiét vé céc phét biéu trong mdi thang do dwoc trinh bay trong Bang
1. Cac thang do dugc chuyén ngir sang tiéng Viét bai hai chuyén gia am hiéu vé linh vyc nghién ctu
va thdng thao hai ngdn ngir; sau d6 dugc gop y boi 4 HDV du lich va 6 du khach. Két qua gop y duoc
xem xét dé higu chinh céc tir ngir sr dung trong phiéu khao sat. Tiép theo 1a budc khao sat so bg V6i
¢ mau 60. Két qua kiém dinh tinh don hudng va do tin cdy trong budc ndy cho thiy cac thang do
déu dat yéu cau dé tiép tuc khao st chinh thirc.
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Bang 1.

Céc bién quan sat va cac chi s6 thong ké lién quan

Cac bién quan sat

He s6 tai

chuén héa

Giai doan truéc chuyén di:
Mikc thwong xuyén cua tuéng twong (CR = 0,875; AVE = 0,700)

Téi thudng tudng trong vé chuyén di ¢én quén ca nhitng didu xung quanh 0,799
Thinh thoang t6i nhu vira tré vé thuc tai sau khi twéng tuong vé chuyén di 0,884
T6i thudng xuyén tha tam tri ciia minh theo nhiing tuéng twong vé chuyén di 0,825
Tbi thudng tuéng tuong vé nhitng trai nghiém s& co trong chuyén di Loai
Tbi thudng nghi vé cac hoat dong caa chuyén di (dn & dau, choi gi...) Loai
Cam xic khi twong twong (CR = 0,829; AVE = 0,618)

T6i vo ciing hao hung khi suy nghi vé viéc minh sip c¢é chuyén du lich 0,716
T6i thdy rat hiing tha khi hinh dung vé chuyén di 0,837
Nhimng lic nghi vé viéc sap di chuyén du lich nay lam tdi thiy phan khich 0,801
Nhitng diéu tuéng tugng vé chuyén di lam t6i thiy vo cuing thich tha 0,756
Tudng twong vé chuyén di 1am t6i v6 ciing hdo htrc mong mau dén ngay di Loai
Mirc do chi tiét ciia tirong rong (CR = 0,874; AVE = 0,635)

Trudc khi di, t61 da tuong tuong chi tiét vé& cac hoat dong cua chuyén di 0,718
Trudc khi di, t61 da tuong tugng nhiing din bién cu thé vé chuyén di 0,835
Trudce khi di, toi d3 tudng twong mot cach rd rang vé céc tinh hudng s& xay ra 0,801
Trudce khi di, nhitng diéu t6i da tuéng tugng vé chuyén di 1a rit chi tiét 0,829
Dinh huong cua twong twong (CR = 0,846; AVE = 0,579)

T6i c6 muc dich r rang chtr khong lan man khi tuéng twong vé chuyén di 0,755
Nhiing tuéng trong cua toi vé chuyén di déu gén vai nhitng mong muén cu thé 0,795
C6 muc dich 16 rang, nhitng suy nghi cia toi vé chuyén di déu xoay quanh muc dich d6 0,781
Nhiing tuéng twong cua ti vé chuyén di 1a hudng dén muc dich du lich ciia minh 0,711
Hanh vi chia sé théng tin (CR = 0,828; AVE = 0,549)

Trudc hoic trong chuyén di, t6i chia sé cA&c mong mudn ciia minh véi truong doan hoic HDV 0,778
Trudc hodc trong chuyén di, t6i chia sé cac y trdng/gép ¥ cua minh véi truéng doan hoic HDV 0,834
Trudc hoac trong chuyén di, toi tra 10i cac cu hoi ma trudng doan hoac HDV dat ra 0,652
Trudc hoac trong chuyén di, t6i cung cap nhiéu thong tin dé truéng doan hodc HDV thuc hién 0,686
Hanh vi thugc trach nhi¢m (CR = 0,802; AVE = 0,575)

Trong chuyén di, t6i tham gia tit ca c4c hoat dong theo chuong trinh du lich 0,739
Trong chuyén di, t6i ludn thuc hién cac hoat dong theo sy huéng din cua HDV 0,811
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Céc bién quan sat Hé sb tai
chuén héa

Trong chuyén di, t6i ludn tuan tha thic hién cac hudng din cia HDV 0,721

Khi di, t6i luén thyuc hién trach nhiém cta minh véi vai trd mot thanh vién trong doan Loai

Hanh vi twong tac ca nhan (CR = 0,909; AVE = 0,715)

Trong chuyén di, t6i ludn than thién véi HDV 0,784
Trong chuyén di, t6i ludn cu xir tir t& véi HDV 0,890
Trong chuyén di, t6i ludn lich sy véi HDV 0,848
Trong chuyén di, t6i luén hoa nha véi HDV 0,857

Gia tri st dung (CR = 0,774; AVE = 0,632)

Két thic chuyén di, t6i cam thiy chuyén du lich nay rét b ich cho toi 0,845
Két thic chuyén di, t6i cam thiy chuyén du lich nay rat cé y nghia vai toi 0,742
T6i cam thiy chuyén du lich nay rit quan trong déi vai toi Loai
T6i cam thdy tran trong nd luc cua nhitng ngudi phu trach chuyén di nay Loai

Gia trj twong tac (CR = 0,808; AVE = 0,584)

T6i thich thd vai cach ma HDV thuyét minh/chia s¢ thong tin trong chuyén di 0,787
T6i thdy chuyén di rit c6 gié tri nhd vao thai do tich cuc caa HDV 0,748
Tai thich tha khi tro chuyén hay twong tac véi HDV 0,758
T6i thiy HDV dé cung c4p nhiéu thdng tin ly thd/hitu ich cho toi Loai
T6i thdy HDV rét nhiét tinh khi twong tic vai du khéch Loai

Gid tri tham gia (CR = 0,788; AVE = 0,554)

Toi thiy viéc tham gia tich cuc cua minh vao cac hoat dong Ia rat ximg dang 0,772
T6i thdy rat vui khi tham gia tich cuc vao c4c hoat dong trong chuyén di 0,755
Sy tham gia tich cuc cua t6i da 1am chuyén di nay thém y nghia véi toi 0,705

Gid trj trai nghi¢ém (CR = 0,842; AVE = 0,572)

Tbi da c6 nhitng trai nghiém rit dang nha trong chuyén di nay 0,732
T6i da co nhitng trai nghiém bé ich trong chuyén di nay 0,720
Nhin chung, t6i d& c6 mot chuyén trai nghiém rit cé gié tri 0,830
T6m lai, t6i thay nhitng trai nghiém trong chuyén du lich Ia rit xing dang 0,738
Téi da c6 nhitng trai nghiém rat dang nhé trong chuyén di nay Loai

Ghi chii: CR: Composite Reliability; AVE: Average Variance Extracted; HDV: Hudng dan vién.
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5. Két qua nghién ciru va thao luan

5.1. Madau d# lidu

Téng sé phiéu thu dugc 1a 287. Sau khi loai nhitng phiéu khong dat yéu cau,cd mau chinh thic
dugc sir dung 14 275. Trong d6, ty 1é du khach nam va nir lan luot 12 44% va 56%. V& do tudi, co
37,5% cac du khach thudc do tudi tir 26-35. Cac nhom tudi 18-25; 36-45; 46-55; 56-65 va >65 1an
luot chiém 25,5%; 20%; 10,9%; 4,7%, va 1,5%. V& hoc Vén, da sb du khach c6 trinh d6 cao dang/dai
hoc (71,6%); nhém trung cap tre xudng chiém 13,8%; va nhom sau dai hoc chiém 14,5%. Muc dich
chinh caa du khach khi di du lich la kham pha (33,8%), nghi dudng (31,3%), hop mat (16,4%), du
lich sinh théi (12,8%), va cac muc dich khac (5,7%). Thoi gian chuyén di cua da sb du khach 1a 2-3
ngay (72%); con lai 14,2% di vé trong ngay; va 13,8% di 1au hon. Cac théng ké trén cho thay mau dir
liéu du da dang va phu hop dé st dung.

5.2.  Panh gia thang do

Pau tién, cac thang do bac 1 dugc Kiém tra va xac dinh tinh don huéng bang phan tich nhan té
kham phé (Exploratory Factor Analysis — EFA). Tuy nhién, c6 3 bién can duoc loai bo do c6 hé s6
tai thap. Tiép theo, cac thang do duoc danh gia bang phan tich nhan t khang dinh (Confirmatory
Factor Analysis — CFA). Két qua cho thay can loai bo thém 6 bién (Bang 1) do hé s6 tai nhan t6 thap
hoic twong quan cao gitra cac sai s6. Két qua cho thay cac chi s6 pht hop, véi Chi-square/df = 1,614;
CFI =0,936; TLI = 0,926; RMSEA = 0,047. D¢ tin cdy téng hop (Composite Reliability — CR) cua
cac thang do dao dong tir 0,774-0,909. Phuong sai trich (Average Variance Extracted — AVE) trong
khoang tir 0,549-0,715. Piéu nay cho thiy cac thang do déu dat yéu cau vé do tin cay va do gia tri
hoi tu. Do gia tri phan biét cua cac thang do ciing dam bao véi binh phuong cua hé sé twong quan
giita c4c cap bién bé hon cac AVE tuong tng.

5.3. Kiém dinh phirong sai chung

Do nghién ciru ndy sir dung phuong phéap khao sat dé thu thap dir liéu nén can kiém tra hién tuong
phuong sai chung (Common Method Variance — CMV) (Podsakoff va cong su, 2003). Phuong phap
phan tich mot nhan t6 Harman da duoc 4p dung va cho cac chi s6 mé hinh nhu sau: Chi-square/df =
6,027; CF1 =0,430; TLI = 0,397; RMSEA = 0,135. Két qua nay cho thdy d6 pht hop ciia mé hinh rat
thap nén khong c6 hién tugng CMV.

5.4. Két qua wée lrong md hinh nghién ciu

Két qua ude lugng md hinh cau tric tuyén tinh (Structural Equation Modeling — SEM) cho thay
céc chi sé Chi-square/df = 1,822; CFI=0,909; TLI=0,901; RMSEA = 0,055. Do d6, md hinh nghién
ctru dé xuat dugc xem I phi hop véi dir ligu thuc té. Cac thong ké & Bang 2 cho thay ca 7 gia thuyét
déu duogc ung ho véi p<0,05. Cu thé, tri tuéng twong cua du khach c6 tac dong manh nhét dén hanh
vi chia sé thong tin (B = 0,544; p = 0,002); tiép dén 1a dén hanh vi thuoc trach nhiém (B = 0,206; p =
0,020):; va cudi cung 1a hanh vi twong tac c4 nhan (B = 0,184; p = 0,044). Tiép dén, hanh vi thuoc
trach nhiém dong vai trd quan trong nhét trong viéc tao ra gia tri trai nghiém (p = 0,439; p = 0,001);
tiép theo 14 hanh vi twong tac c4 nhan (B = 0,313; p = 0,002); va hanh vi chia sé thong tin (B = 0,215;
p = 0,031). Két qua con cho thay tac dong truc tiép cua tri tuong twong Ién gié tri trai nghiém (B =
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0,175; p = 0,031). Thong ké & Bang 3 con cho thdy anh huong gian tiép cua tri truong twong dén gia
tri trai nghiém. Cu thé, tic dong gian tiép cua tri tuong twong lén gia tri trai nghiém théng qua 3 hanh
vi dong tao sinh 1a ¢6 y nghia (B = 0,265; p = 0,002). Tir d6 tao nén tong tac dong cua tri trudng twong
Ién gid tri trai nghiém 13 B = 0,440; p = 0,002.

Bang 2.
Két qua kiém dinh gia thuyét
Gia  Mbiquan he Hé sb Gia Két qua
thuyét chuanhod  tip  kiém dinh
Hi Tri tuéng tugng > Hanh vi chia sé théng tin 0,544 0,002  Unghd
H2 Tri tuéng tugng > Hanh vi thugc trach nhiém 0,206 0,020  Unghd
Hs Tri twéng tuong > Hanh vi tuong tac ¢4 nhan 0,184 0,044 Ung hd
Ha Hanh vi chia sé > Gia tri ddng tao sinh 0,215 0,031  Ungho
théng tin
Hs Hanh vi thugc > Gié trj ddng tao sinh 0,439 0,001  Unghd
trach nhiém
He Hanh vi tuong tac > Gia tri ddng tao sinh 0,313 0,002  Ungho
ca nhan
H7 Tri tuéng tugng > Gié trj ddng tao sinh 0,175 0,031  Unghd
Bang 3.

Tac dong truc tiép va gian tiép cta tri tuong twong

Tac dong Hé sb Gia

chuinhéa P

Tryctiép  Tri twong tuong > Gid trj ddng tao sinh 0,175 0,031
Giantiép  Tri twdng tugng > Chia sé théng tin > Gia tri ddng tao sinh 0,117 0,002
Tri twdng twong = Hanh vi thugc trach nhiém > Gia trj ddng tao sinh 0,090
Tri tuéng twong > Hanh vi tuong tic ca nhan > Gié tri ddng tao sinh 0,058
Téng Tri tuéng twong > Gia tri ddng tao sinh 0,440 0,002

5.5. Thao lugn két qua

Két qua nghién ciu cho thay vai trd dan dét caa tri tuong twong ddi voi cac hanh vi tham gia ddng
tao sinh dich vu ma du khéch s& thuc hién va gia tri ma ho cam nhan duoc khi trai nghiém dich vu.
Cu thé, tri tuong tuong cia du khach trudc khi thyc sy trai nghiém du lich duoc ching minh 12 ¢6 tac
dong tich cuc dén ba hanh vi cu thé 1a chia sé thong tin, hanh vi thudc trach nhiém va hanh vi tuong
tac c4 nhan. Trong d6, tri tudng tugng co tac dong manh nhat dén viéc chia sé thdng tin, tiép theo la
hanh vi thudc trach nhiém va cudi cung 1a twong tac ca nhan. Tiép dén, ba hanh vi tham gia nay déu
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g6p phan lam ting gia tri trai nghiém, vai hanh vi thudc trach nhiém ¢ anh huong manh nhat. Thém
vao do, ca ba hanh vi tham gia nay déu dong vai trd trung gian ban phan dé chuyén tiép tac dong cua
tri tuong tugng dén gia tri ¢ong tao sinh trai nghiém cho du khach. T4t ca cling tao nén tac dong déng
ké cua tri twong tuong trudc dich vu Ién qua trinh trai nghiém va gia tri cam nhan.

e Dong gép vé ly thuyét

Nghién ctu nay 12 mot trong sb it nghién ciru 1am 16 co ché tac dong truc tiép va gian tiép cua tri
tuong tuong cia du khach dén gia tri dong tao sinh khi trai nghiém dich vu. Nghién ctru nay c6 hai
dong gop chinh vé ly thuyét. Thir nhat, nghién ciru ndy cing ¢ manh thém Iy thuyét trong dich vu
SDL bang cach cho thy tri tuong twong 1a mot loai nang lyc/ngudn luc twong tic quan trong cua
khach hang nhung chua dugc dé cap va kham pha day du trong cac nghién ciru trude dy vé qua trinh
ddng tao sinh gia tri dich vu. Thir hai, nghién ctu nay chi ra rang cac nghién ctu vé qua trinh dong
tao sinh dich vy cAn xem xét tir trude khi cac tuong tac ddng tao sinh dich vu Xay ra. Trong giai doan
nay, tri tuong tuong cua khach hang 1a yéu té quan trong vi né khdng nhiing tao cam xuc tich cuc cho
khach hang ngay lic chwa trai nghiém dich vy, ma con anh huong dén qua trinh khach hang tham gia
ddng tao sinh dich vy, qua d6 anh huéng dén cam nhan cua khach hang vé gia tri trai nghiém.

e Hamy quan tri

Duwa vao két qua nghién ciu, mot s6 ham y quan tri dwoc dé xuat. Tha nhat, cac DN du lich nén
tao moi diéu kién dé twong tac va kich thich tri twong twong caa du khach trude khi di du lich. DN ¢6
thé cung cap cac thong tin truyén thdng mot cach sinh dong hoic sir dung cac cong nghé thuc té 4o
tang cuong (Augmented Reality — AR) nham gilp khach hang d& dang twong twong vé chuyén du lich
hon (Zheng & Zhang, 2022). Thir hai, DN c6 thé goi 1én nhitng ky niém dep trong qua khir ciia du
khach dé gitp ho d& dang hinh dung vé nhiing trai nghiém trong twong lai (Le va cong sy, 2021). Khi
khéch hang d& dang tuong twong Vé trai nghiém trong chuyén di sap t6i, ho s& c6 hanh vi tham gia
trong sudt chuyén di tich cyc hon. Thir ba, HDV nén c6 thai d¢ than thién, coi mé va dang tin cay khi
giao tiép véi du khach. Khi du khéch cam nhan duoc sy dé chiu, thoai mai trong méi trudng giao tiép
thi ho s& sin sang hop tac va chia sé thong tin mot cach tich cyc. Trong chuyén di, HDV nén thuc ddy
su tuong tac va khuyén khich sy tham gia ty nhién nham dem lai nhitng trai nghiém tot cho tat ca
thanh vién trong doan.

6. Két luan

Nghién ctiru ndy kham phé vai tro cua tri tuéng tuwgng, mot dang nang luc tri tué cua khach hang
trudc va trong qué trinh dong tao sinh gi tri dich vu. Trong nganh du lich, nghién ctru nay da lam rd
co ché tac dong cua tri twdng twong cia khach hang dén céc hoat dong dong tao sinh, dan dén gia tri
trai nghiém dich vy, qua d6 c6 nhiing dong gop c6 y nghia cho nganh du lich trai nghiém, ciing nhu
cho viéc phét trién ly thuyét trong dich vu.

Bén canh nhiing két qua da néu, nghién ctru con mot s6 han ché. Thir nhat, giai doan du khach
tuong tugng chu yéu xay ra truéc chuyén di, con viéc thu thap dir liéu duoc thyc hién khi vira hoan
tat chuyén di, do d6 c6 thé tao ra sai s6 nhat dinh. Cac nghién ctru sau ¢ thé ding phuong phép 13y
mau theo hai giai doan dé do luong chinh xac hon cac dién bién vé nhan thirc, cam xtc, va hanh vi
cua du khéch. Thir hai, nghién ctru nay chi thuc hién ¢ nganh du lich nén chua phan anh déay du vai
trd cia tri tuong twong trong dong tao sinh gié tri ¢ cac bbi canh khac nhau. Céc nghién ctu tiép theo
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nén mo rong ra cac nganh khac dé 1am tang tinh tong quat cua két qua. Thi ba, cac nghién cuau tiép
theo c6 thé di sdu vao phan biét ban chét cua tri trong twong nhu 14 ning lyc tri tu¢ cd thé boi dudng
dugc hay kha nang bam sinh caa mdi c& nhan.

Chda thich

Bai béo nay duoc trich tir Luan van Thac si ciia hoc vién Nguyén Thi Cam Hién duéi sy huéng dan
cia PGS.TS. L& Nguyén Hau va ThS Bui Huy Hai Bich.

Tai liéu tham khao
Agrawal, A. K., & Rahman, Z. (2019). CCV scale: Development and validation of customer co-
created value scale in e-services. Current Psychology, 38, 720-736.

Baumeister, R. F., Vohs, K. D., & Oettingen, G. (2016). Pragmatic prospection: How and why people
think about the future. Review of General Psychology, 20(1), 3-16.

Baumgartner, H., Pieters, R., & Bagozzi, R. P. (2008). Future-oriented emotions: Conceptualization
and behavioral effects. European Journal of Social Psychology, 38(4), 685-696.

Bettencourt, L. A. (1997). Customer voluntary performance: Customers as partners in service
delivery. Journal of Retailing, 73(3), 383-406.

Bitner, M. J., Faranda, W. T., Hubbert, A. R., & Zeithaml, V. A. (1997). Customer contributions and
roles in service delivery. International Journal Of Service Industry Management, 8(3), 193-205.

Busser, J. A., & Shulga, L. V. (2018). Co-created value: Multidimensional scale and nomological
network. Tourism Management, 65, 69-86.

Campos, A. C., Mendes, J., Valle, P. O. d., & Scott, N. (2018). Co-creation of tourist experiences: A
literature review. Current Issues in Tourism, 21(4), 369-400.

de Castro Mendes, B., & Jose Cavenaghi, A. (2020). Building a destination image: Images of
exclusiveness and refuge. International Journal of Tourism Cities, 6(4), 673-690.

Deng, W., Lu, C,, Lin, Y., & Chen, W. (2021). A study on the effect of tourists value co-creation on
the perceived value of souvenirs: Mediating role of psychological ownership and authenticity.
Asia Pacific Journal of Tourism Research, 26(2), 200-214.

Ennew, C. T., & Binks, M. R. (1999). Impact of participative service relationships on quality,
satisfaction and retention: An exploratory study. Journal of Business Research, 46(2), 121-132.

Foreman, J. R., Hsieh, M. H., & Grover, A. (2019). The role of imagination in consumers’ processing
of visual metaphors in prescription drug advertising. Health Marketing Quarterly, 36(3), 169-185.

Gronroos, C., & Voima, P. (2013). Critical service logic: making sense of value creation and co-
creation. Journal of the Academy of Marketing Science, 41, 133-150.

Gummerus, J. (2013). Value creation processes and value outcomes in marketing theory: Strangers
or siblings?. Marketing Theory, 13(1), 19-46.

Hau, L. N., & Thuy, P. N. (2016). Customer participation to co-create value in human transformative
services: A study of higher education and health care services. Service Business, 10(3), 603-628.

16



Nguyén Thi C&m Hién va cdng su (2024) JABES 35(2) 04-19

Hau, L. N., Anh, P. N. T., & Thuy, P. N. (2017). The effects of interaction behaviors of service
frontliners on customer participation in the value co-creation: A study of health care service.
Service Business, 11, 253-277.

Hau, L. N. (2019). The role of customer operant resources in health care value creation. Service
Business, 13(3), 457-478.

Jenkins, R., & Molesworth, M. (2018). Conceptualizing consumption in the imagination:
Relationships and movements between imaginative forms and the marketplace. Marketing Theory,
18(3), 327-347.

Khalilzadeh, J., Pizam, A., Fyall, A., Tasci, A. D., & Hancock, P. (2023). Destination imagination:
Development of the octomodal mental imagery (OMI) scale. Tourism Management Perspectives,
45, 101051.

Korstanje, M. E. (2023). Tourism imagination: A new epistemological debate. Current Issues in
Tourism, 26(2), 199-211.

Kwon, W. (2023). A co-created value scale for the hospitality service: Applying a text mining
approach. International Journal of Contemporary Hospitality Management, 35(7), 2352-2373.

Le, D., Scott, N., & Wang, Y. (2021). Impact of prior knowledge and psychological distance on tourist
imagination of a promoted tourism event. Journal of Hospitality and Tourism Management, 49,
101-111.

Lengnick-Hall, C. A., Claycomb, V. C., & Inks, L. W. (2000). From recipient to contributor:
Examining customer roles and experienced outcomes. European Journal of Marketing, 34(3/4),
359-383.

My-Quyen, M. T., & Hau, L. N. (2021). Transforming customer brand engagement to co-creation
value through participation energy and effort. Service Business, 15, 493-514.

O'Cass, A., & Sok, P. (2015). An exploratory study into managing value creation in tourism service
firms: Understanding value creation phases at the intersection of the tourism service firm and their
customers. Tourism Management, 51, 186-200.

Perugini, M., & Bagozzi, R. P. (2001). The role of desires and anticipated emotions in goal-directed
behaviours: Broadening and deepening the theory of planned behaviour. British Journal of Social
Psychology, 40(1), 79-98.

Pham, T. A.N., Le, H. N., Nguyen, D. T., & Pham, T. N. (2022). Customer service co-creation literacy
for better service value: Evidence from the health-care sector. Journal of Services
Marketing, 36(7), 940-951.

Philips, B. J. (2017). Consumer imagination in marketing: A theoretical framework. European
Journal of Marketing, 51(11/12), 2138-2155. doi:10.1108/ejm-06-2016-0354

Podsakoff, P. M., MacKenzie, S. B., Lee, J.-Y., & Podsakoff, N. P. (2003). Common method biases
in behavioral research: A critical review of the literature and recommended remedies. Journal of
Applied Psychology, 88(5), 879.

Prahalad, C. K., & Ramaswamy, V. (2004). Co-creation experiences: The next practice in value
creation. Journal of Interactive Marketing, 18(3), 5-14.

17



Nguyén Thi C&m Hién va cdng su (2024) JABES 35(2) 04-19

Roy, S. K., Balaji, M., Soutar, G., & Jiang, Y. (2020). The antecedents and consequences of value co-
creation behaviors in a hotel setting: A two-country study. Cornell Hospitality Quarterly, 61(3),
353-368.

Sirgy, M. (2012). The psychology of quality of life. Hedonic Well-Being, Life Satisfaction, and
Eudaimonia: Springer Science & Business Media.

Sools, A. M., Tromp, T., & Mooren, J. H. (2015). Mapping letters from the future: Exploring narrative
processes of imagining the future. Journal of Health Psychology, 20(3), 350-364.

Spears, N., Ketron, S., & Ngamsiriudom, W. (2016). Three peas in the pod of consumer imagination:
Purchase task, involvement, and ad information. Journal of Consumer Behaviour, 15(6), 527-537.

Tao, K., Ye, J,, Xiao, H., & Chen, P. (2022). A model of perceived co-creation value in tourism
service setting: An application of structure equation modeling. Frontiers in Psychology, 13,
808114.

Tran, T.B. H., & Vu, A. D. (2021). From customer value co-creation behaviour to customer perceived
value. Journal of Marketing Management, 37(9-10), 993-1026.

Vargo, S. L., & Lusch, R. F. (2008). Service-dominant logic: Continuing the evolution. Journal of
the Academy of Marketing Science, 36, 1-10.

Vargo, S. L., & Lusch, R. F. (2016). Institutions and axioms: An extension and update of service-
dominant logic. Journal of the Academy of Marketing Science, 44, 5-23.

Vargo, S. L., Koskela-Huotari, K., and Vink, J. (2020) Service-Dominant Logic: Foundations and
Applications. In Bridges, E. and Fowler, K. (Eds.) The Routledge Handbook of Service Research
Insights and Ideas, (p. 3-23). New York: Routledge.

Villiger, D. (2022). The role of expectations in transformative experiences. Philosophical Psychology,
1-24. DOI: 10.1080/09515089.2022.2070063

Waseem, D., Biggemann, S., & Garry, T. (2021). An exploration of the drivers of employee
motivation to facilitate value co-creation. Journal of Services Marketing, 35(4), 442-452.

Wilson, T. D., Lisle, D. J., Kraft, D., & Wetzel, C. G. (1989). Preferences as expectation-driven
inferences: Effects of affective expectations on affective experience. Journal of Personality and
Social Psychology, 56(4), 519.

Xie, J., Tkaczynski, A., & Prebensen, N. K. (2020). Human value co-creation behavior in tourism:
Insight from an Australian whale watching experience. Tourism Management Perspectives, 35,
100709.

Yi, Y., & Gong, T. (2013). Customer value co-creation behavior: Scale development and validation.
Journal of Business Research, 66(9), 1279-1284.

Zabelina, D. L., & Condon, D. M. (2020). The Four-Factor Imagination Scale (FFIS): A measure for
assessing frequency, complexity, emotional valence, and directedness of imagination.
Psychological Research, 84, 2287-2299.

Zheng, C., Chen, Z., Zhang, Y., & Guo, Y. (2022). Does vivid imagination deter visitation? The role

of mental imagery processing in virtual tourism on tourists’ behavior. Journal of Travel Research,
61(7), 1528-1541.

18



Nguyén Thi C&m Hién va cdng su (2024) JABES 35(2) 04-19

Zheng, C., & Zhang, J. (2022). Inspiring guests’ imagination of “home away from home” to choose
Airbnb through brand storytelling. International Journal of Contemporary Hospitality
Management, 35(6), 2136-2156.

19



